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Introduction

The following document describes a current or recently launched Cloud Voice Site or User
application.

An application is used to control an existing feature, or provides new featuresto Sites or

User s. An application is typically downloaded
SmartPhone or Tablet. Applications may be inclusive of User feature packs or may be

chargeable extras that enable the User to fulfil or enhance their job role.

This user guide will cover Company/Site Administration and End user Administration.

Overview

Call Analytics provides Users with a web-based reporting package that allows them to run
and email reports on all aspects of calls made, attempted calls, received calls and missed
calls. Likewise it enables the call data to be presented in live visual Wallboards for Call
Centre operations.
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Application Description i Cloud Voice Call
Analytics
Cloud Voice Call Analytics provides Users with a mobile-optimised suite of call analytics that

can be accessed via any web browser. There are 3 core modules available and only one
can be used at the same time. As you upgrade, you gain the functionality from the previous

package:
1 iCS Insight
1 iCS Report

1 iCS Report Premier

ICS Insight

iICSinsightis a business productivity tool delivering powerful call data visualisation viaa pre-

defined dashboard and wallboard.
Intuitive dashboard

The at-a-glance dashboard monitors performance to visualise call activity such as:

Hourly / daily call distribution

Call activity by DDI / extension / user
Missed call summary

Unreturned missed calls by caller ID

E ]

Business wallboard

The pre-configured wallboard displays key business metrics (DDI, user and business
summary).

ICS Report

iICS Report delivers enhanced-level call reporting and analytics. Access configurable
dashboards, wallboards and detailed reporting.

iCS Report featuresinclude:

1 Schedulereportsfor6yest erdayd, Ol ast weekales 61 ast mol

1 Browse an extensive catalogue of reports or use filters to customise your own. Reporton call
activity by extension, department, hunt group, DDl and user, including total calls, destination,
talk time and ring time

1 Incoming call analytics measure call volumes, targets, grade of service, percentage calls
answered, call abandoned, longest waiting and unreturned missed calls

1 Executive reports collate data from multiple reports, and provide observations and
recommended actions

1 Customised dashboards and wallboards
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ICS Report Premier

iICS Report Premier enhances the functionality of iCS Report by adding live call statistics
and monitors contact centre queues and agents. It monitors call activity via live d ashboards,
reports and wallboards for up to the minute contact centre analytics and granular reporting.

iCS Report Premier featuresinclude:
1 Real-timereporting i live calls waiting and call handling statistics by agent and ACD call
gueue. Report on total calls, destination, talk time, ring time, grade of service, percentage
calls answered, number of calls in queue, call abandoned, longest waiting and unreturned
missed calls
At a glance dashboards and wallboards display group performance parameters on a live tile
Live call statistics for queues and agents, such as number/ duration of calls and availability
Supervisor management tools including agent presence monitoring
9 Review performance and use Awhat i f o c ashiftsul ¢

Hardware and Software Description

= = —

In order to successfully installand use this application, the following installationand licensing
requirements should be met:

Operating System

The web application has no operating system pre-requisites.

Software Requirements

The portal has cross-browser support and will work on the following web applications:

1 Internet Explorer 8.0 and higher
1 Firefox
T Chrome

Network and Firewall Requirements

You may need to allow access for the following on your firewall:

Protocol Destination Destination Port

icscallanalytics.yourwhc.co.uk

HTTPS TCP 443
40.115.5.58
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Provisioning and Configuration

Provisioning of Call Analytics for a Company is done via an order form submitted into Virgin
Me di a B u Buirthercenfigaration is done directly in the Call Analytics Portal.

Provisioning

The Call Analytics application is a Chargeable Add-On and is enabled by Virgin Media
Business. Once a Company has been set-up it will automatically report on all Sites and all
Users.Pleasenot e, Call Analytics is a chargeable ext

enabled it will be charged for every live User built against the Company.

Configuration

Once Call Analytics is complete, a New Customer Set Up email, followed by a Password
Separate email, is sent to the nominated Company administrators, as noted on the order
form. This email will guide them to the Cloud Voice Call Analytics application portal where

they can login using their supplied credentials.

Please sign in with your account details

Please enter your customer reference,

Keep me signed in

Can't access your account? m
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Once in the portal, the administrator should select Configuration to set-up more Users,
where they have requested additional admin acco

then this will not be necessary.

. - .o”o
|CC]|| SU|['e i Insight Dashboards Reports Catalogue Favourites Configuration &

INSIGHT DASHBOARDS

FAVOURITES CONFIGURATION

Configuration is then divided into:

User (includes extensions, divisions, department, cost centres, sites)
DDI

Customer

Logins

Tasks and Actions (Scheduled Tasks)

System Settings

Compliance

E R ]

Configuration is then divided into:

User

This section allows users to add, edit or delete extensions, cost centres, departments,

divisions and sites.

Extensions

Extensions are automatically detected when a call is made to or from an exte nsion. Once
they are detected, extensions from the phone system synchronise with the software.
Additional details can be manually added such as usernames, cost centres, departments

and divisions.
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EXTENSIONS

Extension

190
207
236
384
405
407
408
429
483

483

Username Email

John
Sue Franks
Tom
James Davidson
Mike Walters
Brian Jacobs
Amanda Scott
Penny Goff
Kelly Jones

Demo User 83

n2345678910...

It is also possible to synchronise manually using the BroadWorks Sync and Database Sync

buttons:

EXTENSIONS

CostCentre Department Division Site

Undefined Marketing Hunt Group 123 Birmingham
Undefined Other Division Site
Sales Support Sales Undefined
Undefined Development Division Site
Undefined Marketing Division Site
Undefined IT Division Site
Undefined Customer Services Division London
Undefined Distribution Division Birmingham
Undefined Sales Division Site
Undefined Sales Division Site

Extn Type

Extension
Extension
Virtual Port
Extension
Extension
Extension
Extension
Extension
Extension

Extension

Gain

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

Rental  Edit

0.00

0.00

0.00

0.00

0.00

0.00

0.00

[ e S S S A S S A A A

0.00

0.00

&

Page 1 Of 13, tems 1 To 10 Of 126,

Cloud Voice BroadWorks Sync: All extension information such as extension number,

name, and site can be synchronised fromthe WHC directory into the call reporting portal

using t
every 4 hours.

he BroadWor ks

sync option.

Thi

s 6syncé6 f

Directory Sync: A database sync will add all extension numbers into the call reporting

port al

once there has

been activity

on an agent

Percentage gain can be specified per extension as the percentage mark-up on the cost of

calls made by that user. For example, this field could be used to set a VAT rate for each

extension for billing purposes.

Therental costisafixed charge specified per extension. Thisfeeis applied to an extension

when running an extension cost report (in Revenue and Billing Reports).

Extension archiving enables archiving of extensions. It ensures that a new member of staff

using a

previous

staff

member 6s

extension numbe

them. For example, extension 235 becomes extension 235_username when archived for

audit purposes. All historic calls will be appended with extension 235 _username. Extension

235 then becomes available for the new starter with no call history attached.
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Cost Centres
Cost centres can be set up to group extensions, which can then be used when filtering

reports. In this section cost centres can be added, edited and deleted.

To set up a cost centre, click the blue 'plus' icon and specify a name for the cost centre.
Once set up, extensions can be allocated to the cost centre by navigating to Configuration
> User > Extension > Edit > Cost Centre.

Reports can be filtered by cost centre via Apply Filters > Levels > Cost Centres.
Department
Departments can be set up to group extensions, which can then be used when filtering

reports.

Departments are synced from BroadWorks by default, however this can be turned off
through Configuration > System Settings > Business Performance Settings > Sync
Sites with BroadWorks.

Toset up a newdepartment, clickthe blue 'plus'icon and specify aname for the department.
Once set up, extensions can be allocated to the department by navigating to Configuration
> User > Extension > Edit > Department.

Reports can be filtered by department via Apply Filters > Levels > Departments.
Division

Divisions can be set up to group extensions, which can then be used when filtering reports.

In this section divisions can be added, edited and deleted.

To set up a new division, click the blue 'plus' icon and specify a name for the division. Once
set up, extensions can be allocated to the division by navigating to Configuration > User >
Extension > Edit > Division.

Reports can be filtered by department via Apply Filters > Levels > Division.
Site

Sites can be set up to group extensions, which can then be used when filtering reports.

Sites are automatically synced from BroadWorks by default, however this can be turned off

through Configuration > System Settings >Business Performance Settings >Sync Site
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with BroadWorks.

To setup a new site, click the blue 'plus’ icon and specify a name for the site. Once set up,
extensions can be allocated to the site by navigating to Configuration > User > Extension
> Edit > Site.

Reports can be filtered by department via Apply Filters > Levels > Sites.
Import/Export Directory

To import/export directories select the User menu in Configuration then click on the sub
menu Ol mport/ Export Directoryo.

Select extension/DDIFACD group
Click o6Download Sampl eb6.

The Import Directory screen displays the format data should be in prior to uploading. It is
possible to download a sample file to use as a template:

To upload your data, formatyour data accordingly, browse your computer to locate thefile,
select which data you are uploading then click

IMPORT DIRECTORY

Extension Urermame Dihviskon Department Coat Center Site Extention Type

O Group 1] 001 Name

droug N& Group Name drsup Dedcrigtion Super Droad MNAMmE

To edityour currentdirectory, f i rstly export the bdtonedt usi ng
the file accordingly, then upload your data following the steps above.
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Manage DDIs
DDI

When editing a DD, it is possible to change the name and add the DDI to a campaign.
Campaigns are DDI groups which can be set up through Configuration > DDI > DDI
Campaign.

6Tar get Cal listianekin mMminutas i6 which you expect agents to call back

unreturned missed calls received on this DDI.

O0Percentage Ret uanmkabe dalinedby DRJ. & hisds the percentage of
calls expected to be returned within this target time. This specified service level is reflected
on the DDI performance dashboard.

DDI Campaign

Campaigns (DDI Groups) can be created in the DDI Campaignh menu in order to assign
multiple DDIs to one group.

DDI

~
- @ & @ " = = = = =
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Customers

Customer Directory

Users can add, edit or delete customer details such as company nhame, contact name,
contact number and job title for every customer. A contact can be flagged as a VIP to be
highlighted in dashboards and reports.

Import Inventory

IMPORT INVENTORY

SELECT FILE FOR IMPORT CUSTOMER N

IMPQORT FILE FORMAT

Company Main k CustomerAccount ContactName JobTitle ContactNumber Email Mobile VIP

ABC Ltd +441895464024 KS234VF Tom cTo +441895464019 tom@abcltd.com +447850955555 Yes

Toimport a customer directory, go to Import Inventory. The Import Inventory screen displays
the recommended format of data prior to upload.

To upload your data, formatyour data accordingly, browse your computer to locate the file,
selectthedat a you are uploading and click o6l mport

Logins

Thelogins section allows Users to setup user accounts for the system, based on the number
of supervisor licenses you have ordered on the Order form.

Throughoutthe system, user accounts provide access to the software Interface and define
the level of access specific Users have to the system.

Types of User

There are 4 types of User:

 Super-user (Supervisor): This User has full access to the portal. At least one Supervisoris
required per customer order and therefore there will always be one mandatory supervisor
ordered

1 Restricted User (Additional Supervisor): This is an additional Supervisor User that has
access to the entire portal (excluding the configuration section) but you can restrictaccess to
specific groups

1 Insight User (Dashboard User): This User can access the Insight Console only according to
the specific groups that they belongto (e.g. departments, divisions, sites). Insight Console

Page 14
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will just show pre-defined reports, dashboards and wallboards
My Console User: This User can only view call information based on their own extension

The User Status column displays two options; Active or Inactive, with the default filter option
set to Active. The filter is used to refine user profiles based on status.

The landing page on login can be defined for each user by editing their login settings.

Once logins have been created within the software, users will need to assign extensions to
login roles to define access rights and supervisor types (groups).

Editing a login provides the option to reassign a user licence. The Reassign button toggles

bet ween O6reassigndéd and O6cancel 6. When 6éreassi gl
and editable. If the cancel button is clicked the buttontogglesbackt o 6r eassi gné an
email field reverts to being non-editable.

Please note: The Reassign Licence option will be available even if there is no licence
available for the user.

Tasks and Actions
Scheduled Tasks

This section allows users to view tasks that have been scheduled. Users can see the first
run time for each scheduled task.

By clicking the edit option, users have the ability to change the time and date of the
scheduled task as well as the run interval. Users can also add or remove email addresses

of those that should be sent the report.
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SCHEDULED TASKS

SCHEDULED TASKS

EDIT SCHEDULED TASKS

Encrypt Encryption Passwo

=
m
)
"
=]
o

Task Type ® Email OFTP

Task Mam
Testl
Email To#® mail
asha malik Ir m
Date Time Run Interval
24/10/2020 ) 00:00:00 Q Daily v

Scheduled Actions

Scheduled actions for each task can be viewed or deleted.

Each task can be assigned multiple actions. For example, a Manager may wish to receive
reports from various departments (actions) on the same date each month (the task).
ACD Groups

SCHEDULED ACTIONS

SCHEDULED ACTIONS

Select Task

agent reports v

Report Name Report Format Delete
Extension Call Activity PDF L]
Exec Summary PDF ]

ACD Groups and Super Groups can be added to generatereportsusingthefi | t er 0 Al |
Groupso6.

ACD Group

Existing ACD groups can be edited in this section but the Group Description field is not
editable. New ACD groups cannot be added.

Each ACD Group should be assigned to a Super Group. A target callback time (in minutes)
can be assigned to each ACD group.
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ACD Super Group

A new ACD super group can be added in this section. Super groups added here appear in
the ACD Group list > Super Group field.

Call Accounting

Cost Editor

The Cost Editor includes a pre-loaded list of dialling codes and tariff sheet (peak, off peak,
weekend and minimum charge cost). Destination type can be specified (international,
national, local, mobile or other). Each entry in the cost editor is editable and new entries can
be added.

COST EDITOR
COST EDITOR
MANAGE COST EDITOR
Dial Code Ares
Peak Off Peak Min Charge Weekend

m Cance

= All cost charges are based on the local currency
* *Peak, Off Peak and W rges (pence/cents etc)
* #Minimum Charge (Pounds/Dollar/Euro etc)

Import/ Export Charges

A list of charges can be uploaded in the Import/Export Charges menu. Recommended file
formats are provided for guidance. To edit charges, the data file can be exported to amend
it offline, before re-uploading.

Page 17
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IMPORT\EXPORT CHARGES

SELECT FILE FOR IMPORT CHARGES B | Select file for Import Char, [ mpert ow | export ow |

MPORT FILE FORMAT FOR COST CHARGES
DialCode Area Peak OffPeak Weekend MinCharge Destination Type

001264 Anguilla 4748 4748 47.48 0.003 nternational

System Settings

Business Performance Settings

This section enables KPI parameters, trading hours and access codesto be specified.

Financial Linking
1 Sale Value: Estimated value of a sale made as a result of a call (the value of the call).
1 Strike Rate Inbound Calls: Estimated success rate of an incoming sales call.
 Strike Rate Outbound Calls: Estimated success rate of an outgoing sales call.

Trading Hours

Trading hours can be defined for the working week. Trading hours defined in this section
are applied to relevant reports and in filters (trading / non-trading hours) so reports can be
generated for specific business hours. For example, weekend data can be excluded from
reports to exclude any irrelevant data, such as a missed call at midnight or on a Sunday.

TRADING HOURS

Trading Days start Time End Time

Sunday ) )

01:00 © 01:00 ©
Monday 01-00 ® 0100 [c]
Tuesday ) )

01:00 © 01:00 ©
Wi \
wednesday 0100 ® 0100 ®
Thursday

01:00 01:00
Friday

01:00 ® | o100 c]
Saturd,
aturday 01:00 01:00
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Performance Parameters

The Target Answer Time can be specified (in seconds).

PERFORMANCE PARAMETERS

Qutgoing Minimum Duration Target (secs) Outgoing Maximum Duration Target (secs)
EOINg Betl BOINg getl

Target Answer Time (secs)

SYSTEM SETTINGS

Sync Sites with Broadworks Sync Department with Broadworks

SERVICE PROVIDER ACCESS

Configuration Play Back Access Reporting And Dashboards Admin Access

Save

Service Provider Access

Service provider access can be configured to allowthemto access areas of the application.
Access to configuration / play back calls / reporting and dashboards can be activated or

deactivated.
API Tokens

An API tokenis a unique string of characters that are used to identify usersthat access APIs
and set permissions for access. This section enables API tokens to be added, edited or

removed and permissions to be managed for each.
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Compliance

Where compliance access is granted, users are permitted to manage compliance.

Compliance sits within the configuration area of the application.

Audit Reports

This section displays an audit log showing any changes committed on the portal in a
specified period (all user changes that are audited and can be tracked). The audit log can
be filtered by Date or User or Entity or Action. These audit reports can be downloaded as a
PDF or CSV file.

AUDIT REPORT

BB

AUDIT REPORT
Date & Time User Audit Field Audit Entity Old Value New Value Entity Value Audit Category

View Detail Configuration

1 Audit Field: Thefield that has been updated by the user and has been audited. It can be any

field on the portal.

Audit Entity: The field entity that has been updated, such as, a Call Record, etc.

Old Value: The old value in the field (before the update).

New Value: The newname/value of the field.

EntityValue: Thi s contains the exact value that h

appears in this section where the Audit entry contains multiple changes. Click on View Detail

to view all changes/deletions for this audited entry.

f Audit Category: This is the section of the portal in which changes have been made, such as
Configuration.

= A —a —a

Mask CLI

Numbers can be added to the list of excluded CLIs to exclude the number from reports.

When added to the list, the last five digits of any number are masked with an asterisk (*) in

hi storical data. To mask a number in future ca
Callsé should be ticked. A number added to the
be deleted from the list.
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Select mask length

0 v Incoming Houtgoing Cinternal Mask CLI

Enter CLI to Mask

Mask CLI for Future Calls Mask CLI

CLIs MASKED FOR FUTURE CALLS
Masked CLI Delete

Mo records to display.

Extension Archiving

Extension archiving enables archiving of extensions. It ensures that a new member of staff
using a previous staff member s extension numbe

them. For more details see the Configuration > User section of this guide.
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Operating the Feature

Cloud Voice Call Analytics features are accessed via the top menu bar.

Logging in and out of the Application

Please sign in with your account details

Please enter your customer reference,

Keep me signed in

Can't access your account? m

To log on visit the application portal URL, then enter your customer reference, emalil
address and password (which are supplied via email during the provisioning process).

Tologout, click the 6éuser icond then select 6log o

Language

To change language, click the flag at the top of the screen, then select the required

language. The language can also be changed from within the application in the same way.

Password

An acceptable password must adhere to the following criteria:

1 Password length should be at least 8 characters

Password must contain at least

1 1uppercase letter
T 1lowercase letter

1 1digit

1 1 special character. Acceptable special charactersare~! @#$% " & * +
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The default policy setting is for a password to be changed every 100 days. The new
password cannot be the same as the last 10 passwords set.

If you forget your password, pl ease click on the 6Candét acce

will take you through the password recovery process.

Note: If the login credentials are the same for multiple users i.e. the same email address,

the password will be reset for all logins. If you enter the wrong password 3 times in

succession, the account will be locked for a period of 30 minutes. The | i nk o6Canét a
your account?d can be usempletence the | ockout per
To changeyourpassword, cl i ck on the o6userdé icon then sel

enter your old password, your new password and then confirm your new password.

UPDATE PASSWORD

Inline Help

Throughoutthe application a help icon is available to provide information on that specific

page.
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Home

The Home section allows Users to navigate through different sections of the software as

shown in the screenshot below.

BUSINESS INSIGHT DASHBOARDS

Q

FAVOURITES CONFIGURATION

Modules will vary depending on the product purchased.

Notifications

Scheduled maintenance notifications appear here. Clicking the ‘Accept and Close’ button will discard the message and log confirmation of user acceptance. Click for more information.

User Notifications appear at the top of the Home page. A User Notification contains

information of server maintenance or portal upgrades/planned maintenance.
Click for more information: Click on this link displays complete details of the notification.

Accept & Close: Use this to stop the notification from displaying at the top of the page.
Once a notification is accepted and closed, it no longer appears for the user until the next
upgrade or user notification is available.

Business Insight

The Business Insight section of the software provides an intuitive business productivity tool
enabling inbound and outbound calls to be monitored via pre-defined dashboards and a

wallboard.
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Business Insight is split into multiple sections which combine tiles and reports to provide call
information on the entire business. Users are able to filter this section by date/time,
extension, group, DDI or call type and download the Business Insight Summary as a PDF.

Hourly Call Distribution

BUSINESS INSIGHT

QUICK REPORTS

2265

TOTAL OUTGOING TOTAL MISSED
645 197

This bar chart displays hourly call traffic which allows users to see which hours of the day

are busiest. The bar chart drop down provides options to display hourly incoming call
distribution, hourly outgoing call distribution, or hourly call distribution.

Percentage Answered

This speedometer provides the percentage of the calls answered within target response

time, over the total calls answered by the business.

Quick Reports

1 Hourly Call Activity: An overview of call information, such as total outgoing and incoming
calls, over a period of 60 minutes.

1 Daily Call Activity: An overview of call information, such as humber of outgoing and
incoming calls, average talk time and missed calls, over a period of a day.

1 Extension Call Activity: Asummary of calls for each extension, including total calls,
average talk time and number of missed calls by extension.

T Overall Activity by DDI: A summary of calls for each DDI, including DDIname, DDI group
name, total calls answered and total missed.

 Missed Calls: Asummary of unanswered calls by extension, including time, date and ring
time.

1 List Calls by Date: A breakdown of all calls for all extensions, including duration of call,
destination and ring time.

1 Unreturned Missed Calls by Caller ID: Alist of missed calls that have not been returned.

The quick reports section is a repository of report templates. Once run, the reports can be

customised by using filters.
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Observations

Graphical tiles display call information on total calls within the business, total
incoming/outgoing calls, total missed, unreturned missed calls, busiest hour, average
answer time and longest call. By clicking on a tile the relevant report will display in a new
tab, providing further detail. For example, by clicking on the unreturned missed calls tile,

the detailed unreturned missed calls report will be displayed.

DDI Summary

ooi Oftered Answered Missed Avg Ringtime Avg Abandon Wait Time Gos PCA

This report displays a summary of total calls for each DDI including total calls offered
(including missed calls), answered and missed, as well as average ring time, average
abandon wait time, Grade of Service (GoS) and Percentage Calls Answered (PCA). Grade
of Service (GOS) displays total calls answered within the target response time over total
calls offered and Percentage Calls Answered (PCA) displays the percentage of calls
answered within the target response time over total calls answered for the day.

Users are able to click on a DDI name to view
breakdown of calls by extension and user, including the date/time of call, duration, area,

DD, ring time and call type. This report can be used to analyse call flowand can be saved

as PDF/CSV or emailed to any email address instantly.

User Summary

This report displays a call summary by extension / user, including total calls, total incoming,
total outgoing and total missed calls.

By clicking on an extension number, the 61l st
by that particular extension. The report displays a breakdown of calls for this extension,

including the date/time of call, duration, area, DDI, ring time and call type. This report can

be saved as PDF/CSV or emailed to any email address instantly.
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Dashboards

The dashboard section delivers dashboards and wallboards for fast accessto regularly used
statistics, enabling users to view real-time and historical data.
My Dashboard

My Dashboard allows users to create, collate and display tiles (configurable report
components) on a customised dashboard, presenting up -to -date call data specific to
requirements. E a ¢ hD al sohgbi ona rhdaés ditssp loawn. 6 My

The My Dashboard menu minimises to a vertical grey bar on the left side of the screen.

1 Home: Go to the home menu screen.

1 Create Live Tile: Create a newtile to add to the dashboard.

1 Import profile: Replace the My Dashboard layoutwitha not her user é6s My Da
selecting the user whose profile should be imported. Profiles are automatically saved for
each user, based on the latest My Dashboard layout.

1 Rearrange: Change the order of the My Dashboard layout.

The menu also displays a list of My Dashboard Tiles (those created by the user) and Other
Usersd Live Tiles which can be selected and add

the tile name or using the round O6Load Tiled bu

Click next to the relevant tile to delete atile fromthe list. It is not possible to delete another

usero6s til e.

The tiles available to place on My Dashboard vary depending on the license type.
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