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MyCalls¢ Advanced Call Management System

WHAT THIS GUIDE C@AINVS
Thisend usemuide contains essential information about MyCaltsllustrates the use of the

MyCalls applicatioand then provides steps to customize the application to end user requirements.

WHO SHOULD READ TEWBDE

This guide is for end users of a MyCallsailfetion used in conjaction withanNEC SV81008lEC
Aspire or NEC XN120 PBX to assist with application customization and management.
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Welcome to MyCalls

Chapter 1

Welcome to MyCalls

Welcome to MyCalls, the Call Accounting andiivagement application which puts you in control of
the communications into and out of your business. WithQWils you can measure all aspeattyour
telephone system and ensure that the management of your telephone system is kept within the
boundaries which you set.

Not all features described in this maalare available for all versions of telephone system or are
available in the features enabled within the product license. As an example, all ACD related features
including Pilot Numbers are only available on Aspire or SV8100 versions AND have MyCalls Call
Centre installed.

For upgrades to your license please contact your reseller.

MyCalls catains the following components:

Call Loggin&ee at a glance all the important information you need to manage and plan your
telephone communication strategy

Real TimeStatusMonitor the immediate status of your devices, extensions and users, such as calls
in progress, call queues and extensions not in use.

Statistics windowd/iew current and historical data. View single values such as incoming or
outgoing call countsabandoned call rates, group activity and statistics specifically tailored to your
business model.

Advanced Desktop Telephonyew forV2.5MyCalls camow offer remote desktop telephony

control, Screefpop and Local Address books to aid in identifyintgmand making the dialling

process quicker. The Desktop can be installed as part of MyCalls or as a standalone product (MyCalls
Desktop. The Desktop capabilities also allow fudbnfigurable DSganelsallowing easy handling of

all calls within youorganisation direct from your desktop.

Call Costinet limits on call costs and staff costs associated with your calls

Comprehensive AlarmuRctionsManage by exception. This gives you more free time to attend to
the important matters of your business kwing you will be alerted to problems only when they
occur.

Sophisticatedreporting Gives you summary and detailed analysis of the telephone data, you can
gather reports on call data, user activity, response, call volumes, comparisons of call data, Device
usage, ACD, queuing and routing, in fact all aspects of your phone usage. You can also create
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completely customised reports showiagy valuecalculated across any date and time filtered down
to devices or users of your choice.

Call logs, Alarm logs anidts of unreturned callall help you manage daily workloads.

Key things that MyCalls will do for you

Traffic AnalysisMyCalls can help you monitor your telephone system's traffic. Traffic reports can
show if you have too many trunks (paying farely used extra phone lines) or not enough trunks
(current phone lines are busy most of the day). These reports can also show you which calls were
routed over particular trunks. By monitoring your phone system's "call routing” ability, you can be
certainthe correct calls are being routed to the least expensive trunk.

Reporting: You can generate the information you need, when you nedebit.example: What is the
most frequently dided longdistance telephone number? How much moneyedgour company
sperd making Premium Ratalls? How many times did your sales departmentati@htsLondon
last week? Which calls were more than 30 minutes long?

TolkFraud AlarmsMyCallscan provide you with a means of detecting toll fraud. There are
numerous forms ofdll fraud. Some of the most common forms of toll fraud include:

1 Hackers calling in on one trunk and accessing an outside phone line.

1 Excessive personal, lowlistance calls made by employees.

T wSIf ¢AYS WieEshifhe lisg dktheftdeph@ne system and the activities of the
staff using it.

Billingy 1 2G6dStfa OFy GF1S Fdzfft | RGFyiGlI3aS 2F ad/lffaqQ
accounting system can "cost" the calls differently for guest and administraiephone calls.

Staff Monitoring MyCalls can be used to aid motivation and help improve staff performance by
providing an objective measurement rather than relying on subjective impressions.

There are many applications for MyCalls and these systemsode than just help a company

manage their call costs. MyCalls can be adapted to any business environment and the growing list of
features is now allowing the application to integrate with many business activities beyond the
traditional role of a call maagement system.

What do | need to configure first in the MyCalls application

All organizations will need to initially configure:

Trunksg For overall performance monitoring and call volume analysis
Extensiong To analyse individuataff call performarme

Extension groupsg To allow analysis by department

Organisation To implement call recording rules and production of reports by hierarchy of users
rather than extension, essential if users tend to use more than one extension

Call recording; To keep tack of the specifics of calls and improve staff training
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ACD and Agent Conti@To measure queue performanead allow dynamic control of agent
activities.

Alarmsg Enable you tabe alerted to problems continuously monitoring the system

Where do | star®

MyCalls, like any sophisticated software application is very configurable. To make full use of your

investment in this software you will need to plan how you are going to use it for maximum
effectivenessTo make this easiewe have compiled this introduiory section to help you get the
most from the application.

To make decisions regarding which information will be of most value you need to match up the
MyCalls capabilities to your business activities. Obviously a small sales business will have very
different requirements to a large call centre. This introductory guide will help you make decisions as

to what information is of most value to your particular business.

Firstly we will look at the types of business activities you may be involved with ang dlireryou
toward the features of most benefit to you.

Service oriented

Phone system

Calling back missed Complaints : Enquiry/Support
opportunities han%ling overview. Y oun
Configuring Devices X
Mainly Incoming .
Generating New Emergency Service
business Staff focus

Legal/Financial

Customer retention .
How do | organise my Call Centre

phone system to get the
best from a call manager
system

Both Retail/Wholesale/

Fast response Dealer

What do | want to improve

hat type of business are
youin?

Travel/Estate

Company image . Agencies
Mainly Outgoing
Campaign
Management
Tele Sales

Are your staff multi
skilled filling various

roles Finding calls easily

Where do | start

Do you need to
retain details of call
content

What type of organisation do |
have

Are your
departments geared
around specific
roles

Listening to
recorded calls

Need to back-up
call recordings

Home Workers

Highly skilled staff

Provide and Auto
attendant but | need
to ensure we
respond to the calls
during office hours

Is your business centralised or
distributed

Combination

Do you have out of hours
requirements
OTR Sales force
We provide an
emergency out of

hours service
Central office

Multiple Branches

| Handling Incoming Calls

Incoming call handling is focused around responsiveness. The first step is to formulate a telephone

management strategy which takes into account the following major criterion:

1 What are your call volumes
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Do your staffing levels reflect demand

Who answers your calls

How quickly are calls answered

How long does an average call take

Can you tailor your resources to adapt to varying demands
How long will callers wait for a call bee answered and why
Can you differentiate between callers

=A =4 =4 =4 -8 -8 =9

|Generating basic information about call volumes

MycCalls can generate information to enable you to answer these and many other questions. Starting
with the measurement of call volumes MyCalls carnvfate you with all the relevant data. Once you
have that information you can begin to formulate a call handling strategy, defining target answer
times and call handling times. This information in turn will allow you to formulate service level

values for eals part of your organisation.

Grouping calls and devices

At this point you will need to break down your call handling into relevant groupings. Your
organisation will probably already contain predefined groups of people handling the calls either by
locatione.qg. first floor, second floor, or more likely by service function such as sales, purchasing,
accounts etc. MyCalls allows you to create groups based around the type of device such as an
extension.

,2dz Oy 3INRdzL) (23S0KSNI aadh@ediNheion seBed arged&ated | Yy R
report showing how that group performs over a period of time.

DA

N>

CKA& A& ANRdAzLIAY3I |G AGA aAyYLi Sad tS@St FyR ae/ | f

at individually or as grouped devices. Each tgpdevice allows us to look at the same call data but
from a different viewpoint.

Adding flexibility with Users

,2dz Oy Itaz2 €221 4G GKS OFfft RIFEGF FTNRY | dza SNID3
2 N.

the organisation. Users can be organiseillhh I NPR dzLJA ¢ KA OK NB Tt SOG4 (GKS
and provide more flexibility than devices alone includingability for a user to log into any
extension (hot desking) and the ability to control the access to call recordings.

Using DIDs to r@ognise purpose of calls

Breaking down calls according to the purpose of call can be achieved by providing DIDs to your
callers. Advertising campaigns often use this approach where a series of DID numbers are
advertised, each number corresponding to aafiint advert or product range. The phone system

can then route calls coming in on a given DID to a specific group of extensions or an ACD queue. If
several calls dialling the same DID are waiting to be answered theleinedas being in a DID

gueue and MyCalls can provide statistics about these queues such as calls waiting in queue, longest

wait, who answered the calls and what the call durations were etc.

Managing calls using Automatic Call Distribution (ACD)

ACD allows th distribution of calls to a group using a set of rules and generally ensures that calls are
spread around in a fair and even manner. This ensures that no individual agent is answering calls
more frequently than others. MyCalls can monitor the performaot&CD queues and break down
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call rates (the number of calls in a given period) and performance such as time to answer and service
levels.

Agent control allows supervisors to manage which agents are logged on to which queues at any
given time and allows #gnmonitoring of call queues and agents in real time.

Real time status and statistics

MyCalls provides a range of real time status screens which allow agents and supervisors to see what
the current state of the phone system is. This can tell you informaticoi as who is currently busy

on calls, how long calls have lasted, who is logged on etc. You can also see queue status for DIDs and
ACD queues i.e. how many calls are in queue and longest wait in queue etc.

This kind of information gives an immediate pahot of the system but for more meaningful

information you will want to see statistics for the current hour or day or an hourly breakdown of the

various performance parameters and call rates over the last 24 hour period. This is provided by a

variety of eal time statistics screens which can take the form of single value windows showing for
SEFYLX S WiKS ydzYoSNI 2F | olyR2ySR OFfta G2RIF&Q 2N
per hour.

These statistics can be viewed either as individual stesistuch as a specific extension or can look at
the statistics for one or several groups of devices, users or queues.

Developing your strategy using Reporting

Real time information is great for immediate day to day management but to develop a succeklsful ca
management strategy you need to have much more comprehensive historical information available.
MycCalls reporting gives you a library of reports ranging from call metrics per individual device or
user to group statistics and time profile information whigreaks down information into what

happened at any half hour interval on any given day.

If the standard reports are insufficient for your needs you can generate custom reports where you
define exactly what information is included in the report and theapaeters are wide and
exhaustive.

Your reports can be filtered to specific groups, call types, DIDs, ACD groups in fact almost any
combination of call information can be defined within your filter to give you the exact information
you require.

You can savgour customised reports for later use and you can even schedule the reports to run at
regular intervals. Scheduled reports give you the added advantage of being able to automatically
distribute the reports to relevant people within the organisation.

Managment by exception

One very big feature of MyCalls is the management by exception. This allows you to set up a series
of rules which if broken create an alarm or alert informing you of the fact. These alarms can be used
to indicate a wide variety of evensd conditions such as:

Trunk lockup

IT System related issues

Toll Fraud and telephone misuse

Reduction in service levels

Excessive call costs being incurred

=A =4 4 =4 =9
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There are many more available but ultimately this means that you can set up MyCalls to inform yo
when there is a problem and relieve managers of the need to continuously monitor the system
themselves.

The next step

Once you have your call data you will be able to see how various aspects of your organisation are
performing and you can use this datarefine and reformulate your strategy and fine tune up your
operating parameters. The first thing then is to measure your call volumes and see how well you are
handling your calls.

Measuring current call volumes

When you first install MyCalls you will migo be able to use the data gathered to help quantify your
current call volumes. Fortunately you do not need to do anything special to enable you to run
meaningful reports.

The following examples refer to running of reports and display of real tintistista screens. The
details of how these reports and screens are configured are covered in the relevant sections but this
detailed knowledge is not required in order to follow these examples.

To make a useful forecast of call volumes you will need tavkno
Total number of calls in a given period (say 1 month)

This can be derived fromsaimmary of all calleeport. If we run the report for incoming calls on all
trunks and ensure that any transferred calls are consolidated* into single calls we can see the total
number of incoming calls for the reporting period along with other useful data such as average
duration of calls and average ring times.

*normally a call which is connected and then transferred to another extension would be counted as
two calls Gonsolidating would treat them as a single call.

Group Summary

Created On 21M11/2008 14:51:14
Covering Period 01/08/2008 00:00:00 to 30/08/2008 23:59:59

Report Filtered To:
Only include call types: Incoming or Incoming Abandoned or Incoming Transferred.
Show summaries for the device type: Trunk

Transferred calls are being reported as a single call.

Number of Calls Average Duration Average RingTime  Num.Long shor

Group Ans. Abd. Qut. Tir Ans. Qut Ans, Abd Waits Calls Calls
Head Office

All Trunks 28031 3343 0 3202 O00:02:48 00:00:00  00:00:1%  0O0:00:49 o 0 785
Call rates
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Using time profile reports we can get a bikelown of call statistics for specific intervals during the
reporting period. These intervals can show us how call rates vary for each day of the week or they
can be very specific by analysing the call statistics for each Half hour of the day over ttimgepo

periods. This particular report accumulates all the data for the respective intervals over the
NBLR2NIAY3I LISNAZ2R 42 AF @2dz 4SNBE NBLRNIAY3

total calls for all Mondays in the period.

2y W5

The followirg graph is compiled from an exported MyCalls report showing genuine data for 1 month

of calls.

No of calls by day of week

Sunday
Saturday
Friday

Thursday

Wednesday
Tuesday

Monday

0 1,000 2,000 3,000 4,000 5,000

6,000

Hcalls

The next example shows the same 1 month period but shows the accumulated half hour of each day.
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From the original group summary report then we can see axetto handle roughly 30,000 calls in a
month of which about 3,000 (10%) are abandoned. From our time distribution reports we can see
how these calls are spread over days of the week and how the calls are spread throughout the day.
From this data alone wean start to estimate staffing levels and how these levels may need to be
adjusted each day and throughout the day.

Trunk usage

Knowing the quantity of calls we need to handle and when these calls are occurring is a good start
for us but to give the dat a bit of context it would be useful to know what the trunk usage is. This
helps us identify where we may be hitting bottlenecks due to insufficient trunks or conversely we
may have far more trunks than we currently need.

The following screenshot is a pimn of a trunk usage report for the same period as the previous
graphs. This indicates the times of day when the most trunks are in use are between 10:00 and 12:00
and between 14:00 and 16:00. This ties in with our usage graphs above but we now aldaoknow

many trunks this may be using simultaneously in a given period. If this is approaching the maximum
trunks available then we may have to factor that in when we produce a forecast to avoid

unnecessary busy signals due to the trunks operating at maxinapawciy .
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Report Filtered To:
Only include PBX: Head Office
Only include trunk groups: All Trunks.
Summary of trunk activity arranged into time intervals of 1 Hour. Report ordered by: Utilisation

Interval Period

26/08/2008
26/08/2008
26/08/2008
18/08/2008
18/08/2008
18/08/2008
26/08/2008
27/08/2008
04/08/2008
04/08/2008
04/08/2008
06/08/2008
11/08/2008
11/08/2008

10:00:00 -
11:00:00 -
16:00:00 -
10:00:00 -
11:00:00 -
16:00:00 -
03:00:00 -
10:00:00 -
15:00:00 -
10:00:00 -
11:00:00 -
11:00:00 -
10:00:00 -
12:00:00 -

26/08/2008
26/08/2008
2B6/08/2008
18/08/2008
18/08/2008
18/08/2008
26/08/2008
27/08/2008
04/08/2008
04/08/2008
04/08/2008
06/08/2008
11/08/2008
11/08/2008

11:00:00
12:00:00
17:00:00
11:00:00
12:00:00
17:00:00
10:00:00
11:00:00
16:00:00
11:00:00
12:00:00
12:00:00
11:00:00
13:00:00

So far we have been able to develop a picture of

Peak call times

Trunk usage and capacity

Busiest days and periods of the day

In addition we have figures for number of calls received and abandoned.

Maximum
Trunks
24
25
24
27
24
23
21
22
20
26
22
21
22
24
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First Time at

Maximum

26/08/2008
26/08/2008
26/08/2008
18/08/2008
18/08/2008
18/08/2008
26/08/2008
27108/2008
04/08/2008
04/08/2008
04/08/2008
0B/08/2008
11/08/2008
11/08/2008

10:19:56
11:36:01
16:46:51
10:53:43
11:31:46
16:03:54
09:11:12
10:19:01
15:50:39
10:29:30
11:55:46
11:53:58
10:34:59
12:21:56
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