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Dashboards & Monitors

Monitoring, Analytics
and Reporting for UC&C
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The Dashboard shows a snapshot of system and employee performance, it is configurable to
individual user requirements ensuring the relevance of the information displayed. Although

not real time the dashboard is updated approximately every 60 seconds although this
frequency can be altered. TheSystem Monitor gives an overall view of User Adoption and
Quality for a defined date range and the Call Detail Monitor gives comprehensive device and
guality details for a selected call.
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It is possible to navigate to the Dashboard from
menu found in the left -hand side of the screen.

M Dashboard

|E Reports

[0 Trend analytics

»7 User adoption

¢ Quality index

. Calls

@ Conferences

By default, the dashboard layout and associated filters will be the last ones used by the users.

Top destinations MaAQHBu ® Inbound call handling

Dubiin reland
Vodafone GSM, Ireland
02 GSM, Ireland
Beltast, United Kingdom
= Hutchison 3G Ireland

VOIPireland
== Wigan, United Kingdom
Other

Within 10 Sec

Call statistics Mean opinion score

At the top of the screen are 4 buttons: Date, New Layout, Load Layout and Save Layout.

Date _ = 3 Global filters

It is possible to select any date for the Dashboard to view historical data instead of the current
day.
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New Layout
M Dashboard New layout ~ B Load H sae

Users can select how many dashboards are displayed on the screen and the required
dashboards.

The number of dashboards is selected by highlighting the
squares varying from a single dashboard to 3 x 3. In the
example on the left, 2 x 2 dashboards will be displayed. It
also possible to further configure the screen layout by
closing those unwanted dashboards directly from the user
interface.

Volumes

The dashboard type is selected from the icons and
names presented. A full description of each dashboard
can be seen later in this tutorial. Call statistics

Call details

Calls distribution by location
Outbound dials

Top destinations

S Productivity
Answered calls
Avg. duration
Avg. ringtime

Employee inbound summary

Inbound call handling

Save Layout

8 Dashboard Newlayout ~ [l Load

Once users are happy with theoverall layout of the screen the format can be saved with a user
defined name for quick future access. The dashboard can be saved as Personal to just the
defining user or made available to all users by selecting the Common button.

Save layout

Description

(®) Personal Common

SAVE CLOSE
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Load Layout

8 Dashboard New layout ~ H sae

Access to saved layouts is made by highlighting to required layout and double clicking or
pressing Load seen in the example below.

Load layout

Description Type

Billing Common
Daover Common
Imaging Common
T Common
MHS Team Commaon
Physiotherapy Common

Reservations Common

LoaD - GET LINK DELETE CLOSE

Dashboard Functionality
Each dashboard has 5 associated options; change the dashboard type, add filters directly to
the dashboard, save an image of the dashboard as a PDF, full screen, close the dashboard.

Full Screen

Dashboard Selection Close Dashboard

T —
N

Apply Filter Save as PDF
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If a filter is applied to a dashboard this is indicated by the magnifying glass icon changing from
blue to red.

It is possible to generate a full report directly from the dashboards simply by clicking on the
relevant area on the chart. The ad-hoc report can then be saved as MS Excel, PDF or Word and
navigated around using the page direction arrows and Find | Next area at the top of the report.

Global filters may be applied by clicking on the following button B | [© cwames

Global filters

Level Organization

Organization

Queues

SEARCH CLOSE

Inbound Call Handling

Inbound call handling

This gives a view of the total call volumes handled within a ring time. As a default this includes
both Answered and Missed calls however by clicking on the Answered or Missed at the bottom
of the chart, they can be de-selected as required.
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Filters can be applied directly
on to the dashboard on
Extensions, Employees, e —
Organization, Level (This ||

selects the Organizational
Unit criteria) and Response
Groups.

Filters

Extensions

Employees

Response groups

SEARCH CLOSE

A full report can be generated directly from the dashboard . For example, to view Missed calls
with a Ring time over 60 seconds you deselect Answered calls and Click on the Over 60 Sec
area of the chart. The reports display Extension, Employee, Time, Duration, Ring time, CLID and
Destination.

Call Statistics

Call statistics

This gives a view of the total Number of calls for different directions: Outgoing, Incoming and
Local (Internal). Clicking on the key at the bottom will deselect the call direction from the chart.
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Filters can be applied
directy on  Extensions,
Employees,  Organization, | e s
Level (This selects the |[JEEEEsES
Organizational Unit criteria), | |ee——m—

Gateways and Federated
calls.

Filters

Employees

Gateways

SEARCH CLOSE

A full report can be generated directly from the dashboard. This will show the individual call
information for a selected call direction for an ho ur period. The direction and time is selected
for the report by moussing aver the relevant area on the chart and clicking. The fields displayed
on the report are Extension, Employee, Time, Duration, Call type, Dialed number and
Destination.

Call Details

Call details
Employees Time 4 Number Destination

11:42.08PM +35316714444 DublinJreland
11:3611 PM

11:36:11 PM

11:3443PM  0:00

11:3¢:43PM

Detailed information is displayed for each call in this table. The fields shown are Extension,
Employee, Time, Ring time, Duration, Direction, Dialed Number / CLID (Calling Line
Identification), Destination and Quality. The call quality is defined by the Microsoft identifier of
either Good or Poor quality, all Poor-quality calls are highlighted in red. The final column opens
the Call Detail Monitor for that call, details of this can be seen later in this tutorial.

By default, calls are in chronological order, but sorting can be applied to any field. For example,
you may want to view the longest duration call first through to the shortest duration. This is
achieved by clicking on the arrow in the Duration field title and selecting Descending.

™M
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Top Destinat ions

Top destinations

This gives a view of the total Number of calls to different destinations. The destinations are
taken from the UC Analytics phone directory which is preloaded with this information. Clicking
on the key at the right of the chart will deselect that dest ination from the chart.

Filters can be applied directly on ||k
Extensions, Employees, Organization,
Level (This selects the Organizational
Unit criteria), Phones (Location), Phone |
groups (Directory groups) and general |
filter can be either Phones or Groups. F—

Organization

SEARCH CLOSE

A full report can be generated directly from the dashboard. This will show the individual call
information for a selected location for the day. The location is selected for the report by
moussing over the relevant area on the chart. The fields displayed on the report are Extension,
Employee, Time, Duration, Dialed number and Destination.
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Call Type Summary

Call type summary

This gives a view of volumes of the different available modes of communication: Audio, Video,
App. Sharing and IM. Clicking on the key at the bottom of the chart will deselect that mode
from the chart.

Fitters
Filters can be applied directly on
Extensions, Employees, Organization,
Level (This selects the Organizational
Unit criteria), Gateways and call
Direction.

Level Organization

Organization

Extensions

@ Outgoing (@ In

SEARCH CLOSE

A full report can be generated directly from the dashboard. This will show the individual call
information for a selected call type for an hour. The call type and time is selected for the report
by moussing over the relevant area on the chart. The fields displayed on the report are
Extension, Employee, Time, Duration, Dialed number and Destination.
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Mean Opinion Score

Mean opinion score

This gives a view of number of calls with a given MOS criteria: Bad, Poor, Fair, Good or Excellent.
Clicking on the key at the right of the chart w ill deselect that MOS criteria from the chart.

A filter can be applied directly
allowing a choice of Gateway(s)
or SBC(s).

SEARCH CLOSE

A full report can be generated directly from the dashboard. This will show the individual call
information for a selected MOS criteria for that day. The MOS criteria is selected for the report
by moussing over the relevant area on the chart and clicking. The fields displayed on the report
are Extension, Employee, Time, Gateway, Direction, Dialed number, Destinationral MOS.
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Inbound Call Summary

Employee inbound summary E Q B [] ®

Employee Total 4 | Missed Avg.ringtime | Peakringtime | Avg.duration | Peak duration

b 228 0:00:07 0:00:38 0:00:49 0:06:13

102 0:00:13 001:28 0:00:41 0:06:17
76 0:00:09 001:18 0:00:53 0:06:13
75 0:00:07 001:14 0:00:06 0:02:02
75 0:00:06 0:00:54 0:00:05 0:03:24
64 0:00:00 0:00:00 0:18:40 1:00:41

61 0:00:10 0:00:50 0:00:01 0:01:01

o g o g s o° o o

54 0:00:08 0:00:31 0:02:46 0:15:36
51 0:00:10 0:00:52 0:00:02 001:22
a7 0:00:08 0:00:29 0:00:09 0:04:16
0:00:05 0:00:15 0:02:41 01552
0:00:06 0:00:21 0:00:44 0:27:50
0:00:08 000:15 0:00:00 0:00:07
[ 0:00:15 0:00:00 0:00:00
0:00:08 0:00:43 0:00:14 0:03:30
0:00:00 0:00:00 0:00:00 0:00:00
0:00:00 0:00:00 0:00:00 0:00:00
0:00:06 0:00:13 0:00:00 0:00:00
0:00:00 0:00:00 0:00:00 0:00:00

0:00:06 0:00:20 0:00:51 0:19:20

1-50 of 50 items

Summary inbound call information for employees is shown in this table. The fields displayed
are Employee, Total calls, Missed calls, Avg. ring time, Peak ring time, Avg. duration (talk time)
and Peak duration (Talk Time). You can navigate the table at the bottom using > to advance
one page and >> to go directly to the final page and it is possible to use the scroll bar to move
up and down the records.

By default, calls are displayed with the highest Total callsfirst, but sorting can be applied to
any field. For example, you may want to view the highest number of missed calls first through
to the least number of missed calls. This is achieved by clicking on the arrow in the Missed calls
field title and selecting Descending. You can identify the sort field on the table with the down
arrow in the field title.

Filters can be applied directly on
Extensions, Employees, Organization,
Level (This selects the Organizational
Unit criteria), Dialed numbers and call
direction.

A full report can be generated directly from the table. This will show the individual call

information for the selected employee for that day. The employee is selected by clicking on

the employee name from the table. The fields displayed on the report are Extension, Time,
Duration, Ring time, Response group, Call type and Dialed humber (CLID).
























