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MyCalls ς Advanced Call Management System 

WHAT THIS GUIDE CONTAINS  

This end user guide contains essential information about MyCalls.  It illustrates the use of the 
MyCalls application and then provides steps to customize the application to end user requirements.  

 

WHO SHOULD READ THIS GUIDE  

This guide is for end users of a MyCalls installation used in conjunction with an NEC SV8100, NEC 
Aspire or NEC XN120 PBX to assist with application customization and management. 
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Chapter 1 

Welcome to MyCalls 

Welcome to MyCalls, the Call Accounting and Management application which puts you in control of 
the communications into and out of your business. With MyCalls you can measure all aspects of your 
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 manual are 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 contains the following components: 

Call Logging See at a glance all the important information you need to manage and plan your 
telephone communication strategy 

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

Statistics windows View current and historical data. View single values such as incoming or 
outgoing call counts, abandoned call rates, group activity and statistics specifically tailored to your 
business model. 

Advanced Desktop Telephony: New for V2.5 MyCalls can now offer remote desktop telephony 
control, Screen-pop and Local Address books to aid in identifying callers and 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 fully configurable DSS panels allowing easy handling of 
all calls within your organisation direct from your desktop. 

Call Costing Set limits on call costs and staff costs associated with your calls 

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

 Sophisticated Reporting 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 showing any value calculated across any date and time filtered down 
to devices or users of your choice.    

Call logs, Alarm logs and lists of unreturned calls all help you manage daily workloads. 

 

 

Key things that MyCalls will do for you 

Traffic Analysis: MyCalls can help you monitor your telephone system's traffic. Traffic reports can 
show if you have too many trunks (paying for rarely 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 
certain the correct calls are being routed to the least expensive trunk. 

Reporting: You can generate the information you need, when you need it. For example: What is the 
most frequently dialled long-distance telephone number? How much money does your company 
spend making Premium Rate calls? How many times did your sales department call clients London 
last week? Which calls were more than 30 minutes long?  

Toll-Fraud Alarms: MyCalls can provide you with a means of detecting toll fraud. There are 
numerous forms of toll fraud. Some of the most common forms of toll fraud include: 

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

¶ Excessive personal, long-distance calls made by employees. 

¶ wŜŀƭ ¢ƛƳŜ ΨƘŜǊŜ ŀƴŘ ƴƻǿΩ views of the use of the telephone system and the activities of the 
staff using it. 

BillingΥ IƻǘŜƭǎ Ŏŀƴ ǘŀƪŜ Ŧǳƭƭ ŀŘǾŀƴǘŀƎŜ ƻŦ aȅ/ŀƭƭǎΩ ōƛƭƭƛƴƎ ŦŜŀǘǳǊŜǎΦ Lƴ ǘƘƛǎ ŜƴǾƛǊƻƴƳŜƴǘΣ ǘƘŜ Ŏŀƭƭ 
accounting system can "cost" the calls differently for guest and administrative telephone 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 systems do more 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 management system. 

  

What do I need to configure first in the MyCalls application 

All organizations will need to initially configure:  

Trunks ς For overall performance monitoring and call volume analysis 

Extensions ς To analyse individual staff call performance 

Extension groups ς 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 ς To keep track of the specifics of calls and improve staff training 
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ACD and Agent Controlς To measure queue performance and allow dynamic control of agent 
activities.  

Alarms ς Enable you to be alerted to problems continuously monitoring the system.  

Where do I start? 

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 
effectiveness. To make this easier we have compiled this introductory 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 and then point you 
toward the features of most benefit to you. 

 

 

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: 

¶ 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 to be answered and why 

¶ Can you differentiate between callers 

Generating basic information about call volumes 

MyCalls can generate information to enable you to answer these and many other questions. Starting 
with the measurement of call volumes MyCalls can provide 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 each 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 
location e.g. 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.  

¸ƻǳ Ŏŀƴ ƎǊƻǳǇ ǘƻƎŜǘƘŜǊ ǎŜǾŜǊŀƭ ΨŘŜǾƛŎŜǎΩ ŀƴŘ ǾƛŜǿ ǘƘŜ Řŀta in real time on screen or generate a 
report showing how that group performs over a period of time. 

¢Ƙƛǎ ƛǎ ƎǊƻǳǇƛƴƎ ŀǘ ƛǘǎ ǎƛƳǇƭŜǎǘ ƭŜǾŜƭ ŀƴŘ aȅ/ŀƭƭǎ ǎǳǇǇƻǊǘǎ ǎŜǾŜǊŀƭ ΨŘŜǾƛŎŜǎΩ ŀƭƭ ƻŦ ǿƘƛŎƘ Ŏŀƴ ōŜ ƭƻƻƪŜŘ 
at individually or as grouped devices. Each type of device allows us to look at the same call data but 
from a different viewpoint.  

Adding flexibility with Users 

¸ƻǳ Ŏŀƴ ŀƭǎƻ ƭƻƻƪ ŀǘ ǘƘŜ Ŏŀƭƭ Řŀǘŀ ŦǊƻƳ ŀ ǳǎŜǊΩǎ ǇŜǊǎǇŜŎǘƛǾŜ ǿƘŜǊŜ ŜŀŎƘ ǳǎŜǊ ǇŜǊŦƻǊƳǎ ŀ ǊƻƭŜ ǿƛǘƘƛƴ 
the organisation. Users can be organised inǘƻ ƎǊƻǳǇǎ ǿƘƛŎƘ ǊŜŦƭŜŎǘ ǘƘŜ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ǊŜŀƭ ƘƛŜǊŀǊŎƘȅ 
and provide more flexibility than devices alone including the ability for a user to log into any 
extension (hot desking) and the ability to control the access to call recordings.    

Using DIDs to recognise 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 a different 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 they are defined as being in a DID 
queue 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 the 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 performance of ACD 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 the monitoring 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 information such 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 snapshot 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 real time statistics screens which can take the form of single value windows showing for 
ŜȄŀƳǇƭŜ ΨǘƘŜ ƴǳƳōŜǊ ƻŦ ŀōŀƴŘƻƴŜŘ Ŏŀƭƭǎ ǘƻŘŀȅΩ ƻǊ ōŀǊ ƎǊŀǇƘ ǊŜǇǊŜǎŜƴǘŀǘƛƻƴǎ ƻŦ ǘƘŜ ƴǳƳōŜǊ ƻŦ Ŏŀƭƭǎ 
per hour.  

These statistics can be viewed either as individual statistics such 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 successful call 
management strategy you need to have much more comprehensive historical information available. 
MyCalls reporting gives you a library of reports ranging from call metrics per individual device or 
user to group statistics and time profile information which breaks 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 the parameters 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 save your 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. 

Management 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 events and conditions such as: 

¶ Trunk lockup 

¶ IT System related issues  

¶ Toll Fraud and telephone misuse 

¶ Reduction in service levels 

¶ Excessive call costs being incurred 
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There are many more available but ultimately this means that you can set up MyCalls to inform you 
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 data to refine 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 want to 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 time statistics 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 to know: 

Total number of calls in a given period (say 1 month)  

This can be derived from a summary of all calls report. 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. Consolidating would treat them as a single call. 

 

 

 

Call rates 
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Using time profile reports we can get a breakdown 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 the reporting 
periods. This particular report accumulates all the data for the respective intervals over the 
ǊŜǇƻǊǘƛƴƎ ǇŜǊƛƻŘ ǎƻ ƛŦ ȅƻǳ ǿŜǊŜ ǊŜǇƻǊǘƛƴƎ ƻƴ Ψ5ŀȅ ƻŦ ǿŜŜƪΩ ǘƘŜ ǘƻǘŀƭ Ŏŀƭƭǎ ŦƻǊ aƻƴŘŀȅ ǿƻǳƭŘ ōŜ ǘƘŜ 
total calls for all Mondays in the period.  

The following graph is compiled from an exported MyCalls report showing genuine data for 1 month 
of calls. 

 

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 we have to 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 we can 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 data 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 portion 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 also know how 
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 maximum capacity. 
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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. 

 

¢ƘŜ Ψ/ŀƭƭ ŎƻƳǇŀǊƛǎƻƴ ƻǾŜǊ ǘƘŜ ǎŀƳŜ ƛƴǘŜǊǾŀƭΩ report allows us to compare different types of calls. 
[ŜǘΩǎ ǘŀƪŜ ŀ ƭƻƻƪ ŀǘ Ƙƻǿ ǘƘŜ ŀōŀƴŘƻƴŜŘ Ŏŀƭƭǎ ŎƻƳǇŀǊŜ ǿƛǘƘ ǘƘŜ ƛƴŎƻƳƛƴƎ Ŏŀƭƭǎ ƻǾŜǊŀƭƭΦ 
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