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What is WP CallCenter Inbound?

WP CallCenter Inbound is a versatile call center monitoring system dedicated to call
centres based on the WP ePhone PBX.

WP CallCenter Inbound lets you...

e Run reports on call center activity, divided by queue and filtered by agent and
time period, that show what happened (e.g. taken calls, lost calls, agents logging
on and off...) during the specified period. Such reports can be run while WP
ePhone is running, so that you have no delay in seeing what’s going on.

e See the details of call center activity, like each single call that was handled or
lost, and listen to it through your web browser.

e Have a single real-time panel showing call center activity; you'll see calls being
processed by queues and agent activity in the very moment it’s happening.

e Give your agents a web-based interface panel that lets them see their own calls
while they’re being handled and optionally launch an external web-app (like a
third party CRM module) as the calls come in.

To meet these goals, WP CallCenter Inbound processes a file called queue_log, i.e. the
log file where WP ePhone writes signalling events on call queues. WP CallCenter
Inbound is preconfigured with the standard WP ePhone installation paths so it will
work out-of-the-box for most installations.

WP CallCenter Inbound is meant to be highly customizable; you can alter much of its
behaviour to fine-tune it to your own needs (and display your company’s logo....).

WP CallCenter Inbound is an intranet application as is designed to be used through a
web browser. There is no software to install on the client machines. You can access it
from anywhere, as long as you have the correct credentials.

WP CallCenter Inbound Version: 19/01/06
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Logging on to WP CallCenter Inbound

To log on to WP CallCenter Inbound, you have to point your browser to the address of
the server where you installed WP CallCenter Inbound. As servlet containers are often
installed on ports different than the standard HTTP one, it might be necessary to
specify the port address.

For example, if you install Tomcat 5 on the same server you're accessing WP
CallCenter Inbound from, you may end up pointing your browser to:
http://localhost:8080/wpccin

Ask your system administrator for the correct web address of your instance of WP
CallCenter Inbound.

If all goes well, you will see a page like the following one:

i CIEX]
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@ Your Logo @WFEH”EEMET
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User logon

Legin:
Paszgword:

Logiin »

Please ask your system administrator for the correct eredentials to access

@WehFrniessmnal
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This and the following screenshots are taken using Opera 8 on Windows; other
environments may present minor discrepancies from what is shown here.
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If your system administrator has already configured WP CallCenter Inbound, you
might see you firm’s logo on the top left part of the screen and a different welcome
message.

To enter the system as a user, enter the standard credentials demouser with
password demo and click on the “Log in” button, or use the credentials your
administrator has provided.

fie Edt ew Eockmarks Fecgs Mad Took  Help
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WP CallCenter Inbound Home Page
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P Quick activity reports
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! P Real-time report
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P Custom report

Run custom report
¥ Agent report

Filterad for agent:

: ]
Teday | Last 7 days | Last 30days | Last oo days

* Show licence information

WebProlessional
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The user is presented with the Home Page, that is the starting point of WP CallCenter
Inbound. The name of the user and the current class for the user are shown on the top-
right corner of the window.

To end the current session, you have to press the “Log off” key or close the browser
window.

WP CallCenter Inbound Version: 19/01/06
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To print the current page in a printer-friendly format, you just press the “Print”
button.

License information

Pressing the “Licence information” label, a page like the one below is shown.

fle Edt ew Bookmarks Feegs Mal Jook Help
] reew page

G-
il - e ome o e B S 127.0.0. 1 8080 »| |G xceast ~ & 100w x 4 K]

@‘.““r !”{}_“ Demo User | OCManagers | Log off || Print
o - @WPCallﬂenter

prereeieees - INBOUND

Licence information

Software release: 0.9.1

Licenced to: Sviluppolnterno
Maximum licenced agents: 9999

Licence expires on: zoob-ob-25

B WebProlessional

AGVARCILD iNTIENET TOOLE

This page shows the current release of the software and the current license
information.

If you are running a free demo version, you will see that the maximum number of
licensed agents is 2 and an additional text will remind you on how to register.

Running a report

To successfully run a report, your system administrator must have configured the
correct queues in use on your system. You will find them in the drop-down menu on
top of the page. See page 45 for details on how to do it.

WP CallCenter Inbound Version: 19/01/06
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Quick activity reports

The quickest way to obtain an analysis is by selecting the queue you want to analyze
and then click on the appropriate time frame below the “Quick activity reports” title
on the home page.

The defined time frames are the following:

e Today, Yesterday, The day before yesterday
The day in question, starting from midnight to midnight

e Last day, Last 7 days, Last 30 days, Last 90 days
The exact time period, starting from the current hour backwards.

The system will then show the “Answered calls” page, like here below.

WP CallCenter Inbound Version: 19/01/06
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Report Details:

Gueue(s): fqueue-dps, gueue-test

Period start cete: 2005-08-05, 1017

Period end date: 2005-09-07 1017

Export analysis in C5V format:

§|Agents on queaue answered calls j || Expaort "

Answered calls

M. answered calls by operators: 22

Average call lenght: 23283, ]

o | Total call lenght: 5105,

Average call waiting time: 100 =.

Agents on queue

Agent N. Calls

Pluta (101) 16 T27%

: | Pippo (102) 1 45% ™=

¢ SlPisiplenz g 227y Me—

Service level agreement

Answer N. Calls Delta

© | Within 10 seconcds: 17 7T3%

Within 20 seconds: 15 +1 g1.56%

Within 30 seconds: 19 +1 36.4%

Wyithin 40 seconds: 2 +2 95.5%

Within 50 seconds: 21 a 95.5% |

S Within B0 seconds: 22 +1 100.0% R

On top of the page, you can see a multi-tab menu; by clicking on it you can select
which part of the report you are going to see. To go back to the home page, click on the
“Home” tab. You can also see all the analyses at once by clicking on the “All” label
(this i1s mostly useful when printing the results to paper).

Agent report

If the user has the appropriate grants, s/he can restrict the analysis to a single agent.
This way one can see exactly what one agent did.

To use this feature, select the agent you want to filter by and click on the desired time
period in the “Agent report” section of the Home Page.

WP CallCenter Inbound Version: 19/01/06
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Custom reports

Custom reports are available by clicking on “Run custom report” from the Home Page.

A new menu will appear, asking for custom report parameters:

Fi= Edt ‘ew Bookmarks Feeds Mal Tools Help

(] Mewpage [ Asent Ld .-

Q- -O G - 6] v & 1o (v o

! ! \“l“ L[]”ﬂ Demo User | CCManagers Log off || Print
i € WPCallCenter

v INBOUND

i
: Home .

Custom report analysis

Cuene: ALL j

I Agent: - LI
Start Date: '.E'l j:ﬁugﬁst ﬂ:zocg .,:m ;J 00 j
End Date: 7_~|[September x|200g |10 z]loo =]
File: z:faymlinks/queve_log_live
Time zone offset: No offset =]

Run custom report

Start real time monitoring

B WebProfessional

ADVANCED INTERNET TOOLS

The meaning is as follows:

e (Queue is the queue or composite queue you want to analyze;

(1313

e Agentis an agent to be used as filter, or “-“ as no filter;

e Start and end date let you select the period you want to analyze, with five-
minute resolution;

WP CallCenter Inbound Version: 19/01/06
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e Fileis the queue_log file you want to analyze. You may want to change it to run
reports on a different WP ePhone server or on an older archived version of your
queue_log. If you run WP CallCenter Inbound on the same machine as WP
ePhone, the file name should be already correct. Make sure the file is readable
to your servlet container.

e Time zone offset is to be set if the WP ePhone server that created the queue_log
file was in a different time zone from the one you are using.

By clicking on the “Run custom report” button, you can run the analysis, which output
1s the same as the “Quick activity report” and will be explained below.

Understanding results: Common header
On the top of each report, a box will be shown showing:
e  Which queue or queues were considered for the analysis
e The time period the analysis refers to
e Whether the report is about the whole of the queue or a specific agent

There is also a box showing a number of analyses you can export in CSV format.

When running in report mode, WP CallCenter Inbound considers an event (say a call
or an agent session) as soon as it’s over; i.e. you will not see calls that are currently in
progress. If you need to see calls in progress or whether an agent is logged in, you have
to run the Real-time panels.

Understanding results: Answered calls
The answered calls section deals with calls that were correctly handled by agents.
The top panel shows:
e How many calls were handled,;
e The average call length (i.e. time the caller spends talking to an operator);
e The total call length (for all calls on all operators);

e The average call waiting time (i.e. the time a caller was waiting on a queue
before being connected to an operator).

WP CallCenter Inbound Version: 19/01/06



@ WebProfessional

ADVANCED INTERMET TOOLS

WPCallCenter User Manual

Page 12 of 56

File Edit VYiew Bookmarks Feeds Mail Toaols Help

1] Hew page (] sent Ld

T, |
- €2 -k-€ 7k

éAnswered calls

M. answered calls by operators: 22

Average call lenght: 232 s,
Tatal call lenght: 210 =,
Average call waiting time: 100 =,

Agents on queue

Agent N. Calls

Pluto (1013 16 72 7o, ————

Pippa (102) 1 4 5%, - i

SiPssiplenz 5 227y —
Service level agreement

Answer N. Calls Delta

ithin 10 seconds: 17 TT.3% O —————

Wyithin 20 seconds: 18 + 1 G .G, |

Within 30 seconds: 19 +1 G5 gy (|

Within 40 seconds: 21 2 g5 53,

Wyithin 50 seconcs; 21 0 955y, '

Within G0 seconds: 22 +1 1000y,

wyithin 70 seconcs: 22 0 10003 |

Wiithin 50 seconds: 22 ] 1000y

Wwyithin 80 seconcs: 22 0 10003 E———

Within 100 seconcs: 22 ] 1000y

Wyithin 110 seconds: 29 ] 100,03 |

Within 120 seconds: 22 I 100.0%
Disconnection causes

Cause N. Calls

Agert 10 45 5% ———

Caller 5 227y, |—

Tranzfer 7 1.5 e— L
Transfers

Transfer to N. Calls

21 3 13 Gy, —

22 2 919, M—

411 1 459, M=

431 1 4 59, W=

-
m—

WP CallCenter Inbound

Version: 19/01/06



=5 Web Wp User Manual

ADVANCED INTERNET TOOLS Page 13 of 56

Agents on queue

This report shows which agents have been available for the given queue, how many
calls each one handled and the percentage of all calls that each one handled.

If calls are connected directly to a phone terminal, WP CallCenter Inbound tries its
best to show the corresponding terminal, usually in the format used by WP ePhone,
like “SIP/303” to signify a SIP phone whose number is 303.

If you connect to H.323 telephones via the OH323 module, the recorded channel names
have no meaning and do not refer to a specific terminal; that’s why all OH323 calls are
grouped together under the label “OH323/-.

Service level agreement

This report shows the distribution of call waiting times. It shows how many calls were
answered within a given time frame, usually 120 seconds in 10 second increments (the
time frame and increment can be modified by the administrator, if needed — see page
49).

You get a percentage of how many calls were answered within X seconds; the
percentage includes calls answered in a shorter time frame and therefore grows with
time.

The “delta” value you see is the absolute increment, expressed in number of calls,
between each time frame.

Disconnection causes
This report shows the reason why calls were terminated; this means that:

e The agent hung up, or

e The caller hung up, or

e The call was transferred outside the queue and the agent was freed again
Transfers

This graph shows how many calls were transferred to each extension in the given time
frame. This lets you know who is handling exception calls.

Note: when a call is transferred outside the queue system, its length is no more
recorded by the queue subsystem; therefore you only get to see the length of the call
while the agent was on line.

WP CallCenter Inbound Version: 19/01/06
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Answered calls by queve

If more than one queue is in use for the report, this graph shows the relative
magnitude of each queue.

Detail of answered calls
This page shows the detail of answered calls (see page 23).

Understanding results: Unanswered calls

Unanswered calls are calls that were lost, i.e. the caller could not connect to an agent.
This usually means that either the caller hung up, fed up with waiting, or the queue
system decided to discharge the caller, maybe sending him to voicemail or another
queue.

WP CallCenter Inbound Version: 19/01/06
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Home Answered | Unans.

Distrib Agents All

Report Details:
Cueuels) gueue-dps, queus-test
Period start date: 2005-05-05, 10:31

Period end date; 2005-09-07, 1031

éEXpOI‘t analysis in C5V format:

§|Agents on queane answered calls j " Export "

Unanswered calls

M.of unanswered calls G
Average wait time before dizconnection : 145s.
Average queue position st disconnection: 1.0

Disconnection causes

Cause N. Calls

User abandon 2 333y |—

Timeout [woicemail) 4 GE.7%

Unanswered calls, by queue

Queue N. Calls
gueue-dps 5] 100.0%

éRepm't details unanswered calls

Total roves processed. 6

The report shows:
e How many calls were lost;

e The average waiting time before disconnection;

e The average queue position at disconnection (i.e. how many calls the queue had

to dispatch before connecting the caller to an operator).

WP CallCenter Inbound Version: 19/01/06
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Disconnection causes
This report shows the relative magnitude of disconnection causes, that are:
e The caller hung up, or

e The queue timed out and discharged the caller (if this feature is enabled by the
queue configuration — see page 50), or

e The caller exited the queue by pressing a key (if this feature is enabled by the
queue configuration).

Unanswered calls, by queue

If more than one queue is in use for the report, this graph shows the relative
magnitude of each queue.

Details of unanswered calls

This page shows full details of unanswered calls (see page 25).

Understanding results: Call distribution

The call distribution report shows when calls were handled, when calls were lost and
when agents logged in and out of your system.

All percentages are calculated on the call class they belong to, i.e. a 50% of
“Unanswered calls” on one day means that 50% of all unanswered calls for the period
happened during that day, not that 50% of calls were lost.

WP CallCenter Inbound Version: 19/01/06
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Report Details:
l Gueuels): gqueue-dps, gueue-test

Period start ciate: 2005-08-08, 10031

Period end date: 2005-09-07, 10031
;Export analysiz in C5V format:
§|Agents on queus answered calls j “ Export ”

p : ()
* * * . |
Call distribution per day
: Day Ans. Unans. Ag Ag Answered calls Unanswered calls

Login  Logout
2005-08-17 10 3 3 2 45 5y, — 50.0% [—
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Call distribuition by hour
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Login  Logout i
0:08 o o 0.0% 0.0% H
—_—

Call distribution per day

Call and agent events are shown per specific day. Days with no events are not shown.

WP CallCenter Inbound Version: 19/01/06
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Call distribuition by day of week

Day Ans. Unans.  Ag Aq Answered Calls Unanswered calls
Login  Logout

Monday 2 1 1 21% == 0.0%

Toesday 2 1 1 0% 333y ——
Wednesday 10 F 3 3, 45 5y, G T,

Thursday 3 3 4 {25y - s

Friday T 2 2 3oy N 0.0

Saturday o 1 0% s

Sunday L] i} ki LR

Web rofessional

ADYANCED INTERNET TOOLS

Call distribution per hour

Events are shown on a 24-hour distribution. If this graph appears to be incorrect, you
have to run a “Custom report” setting the time zone accordingly (see page 10).

WP CallCenter Inbound Version: 19/01/06
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Call distribution per day of week

This report shows the weekly behaviour of your queues. The longer the analysis
period, the more significant its results will be.

Understanding results: Agent activity

Agent activity refers to the behaviour of WP ePhone defined agents. If you connect you
queues straight to telephone terminals, this section will always be empty.

Each agent may be flagged as being a member of four priority groups:

Main: the agents usually answering the queue

Spill: the agents answering the queue if all “Main” agents are busy or
unavailable

Wrap: the agents answering the queue if all “Main” and “Spill” agents are busy
or unavailable

None: this agent is not a member of any priority group for this queue

This feature i1s useful if priority groups are used in the queue configuration. If they are
not used, just assign all agents to “Main” for each queue.

If an unknown agent appears on a queue, it will be marked as “None”, written in red.
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File Edit Wiew Bookmarks Feeds Mail Tools Help
U MNew page a A
o~ - = k- D 3 htpi127.00.1:8081 ~ [ | & w0 v 4 B -

S

éReport Details:

GlueLe(s] guele-dps, gueue-test
¢ Period start date: 2005-06-23, 10:07
Period end date: 2005-09-21, 10:07

Export analysis in CSV format:

|gents on quene answered calls -] | Export |

éAgents

M. of agents available: bl
Total agent time: 1,864,819 =,

Avverage agent time: 95240955,

éAgent availability (for all the queues they are member of)

. Level Agent Time (n pause
| Main Pluta (101) 53450 5. 345 35% ®

= Pippo (102) 1896369 5. 47 s 96 5%

Session and pause durations

Level Agent Sessions Avg Session  Pauses Avg Pause Pause % Pauses per
: session :
© Main Pluta (1041 10 68455 1 345 0,05% 01

= Pippa (102) 7 709105 4 125 0,00% 06 :

éAnswel'ed calls (for selected queues)

i Level Agent N. calls Total call time  Avg call time % of queue
i | Main Pluta (101) 13 540 5. 330= 70.4%

C spil Pippo (102 3 196 s, 240z 29 6%

Answered calls by service group

. Level N. calls Total call time  Avg call time % of queune

© Main 19 640 3. 330 70.4%
L wirap o 0s. - 0.0%
= 8 196 3. 240 . 29.6%

i | Mone ] Os. -3 0.0%
‘Session details

Taotal sessions: 17

The report shows:
e How many agents were available for the queue
e How much time all agents have been available

e The average agent available time
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Agent availability

This graph shows which agents were available during the specified time frame and the
percentage of agents’ available time each one cumulated.

This time is calculated per all queues any agent is a member of, as the act of logging
on is in general for the whole system and not specific to one single queue.

For each agent, the total time on pause — if any — is computed.
Session and pause duration

For each agent, the total number of sessions and pauses is computed (session time is
already deducted of pause time). For both sessions and pauses, an average length is
computed.

The “Pause percentage” is how much time an agent was on pause compared to
available time.

The “Pauses per session” computes how many pauses — on average — each agent makes
for each log-in session.

These metrics should be considered according to your call center rules on pauses and
time-out.

Answered calls

This graph shows who of your agents answered calls for the queues you selected. The
number of calls, together with total and average call durations are computed
accordingly.

Answered calls by service groups

This graph show which priority levels handled calls for your queue. This shows
whether your main line is staffed enough to handle the load of incoming calls.

Session details

By clicking on the “Detail” button, a new page is shown, detailing each agent session
that was recorded.
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Fle Edt Yiew Bookmarks Feeds Mal Tooks Help

[ ] Mew page G-
- = s & S d| 2000800 > G > B 10w = 4 K-

-

Session agent detail
Agent Start hour Emdl hour [Duration Ext. Termination Pause P.Time
Piuto (101) 17008 - 115220 17008 - 11:54:56 156 =, i} (1E.
Phate (101) 170068 - 115542 1788 - 115813 1518, 22 L1] oz
Fippo (102) 1808 - 10034:44 18408 - 10:35:36 523, i} (i E-
Phato (101) 17008 - 180733 18408 - 10:3338 S50 s 0 M
Pito (104) 18008 - 104047 18408 - 11:3005 258 s i} b=
Piuto {101) 18008 - 113639 18008 - 1 203 25 TEG & L1} 0=,
Fito (101) 19008 - 174734 190068 - 174848 Tz, i} =

i Phato (101) 1206 - 17,5420 19008 - 180 43 03 s L] L}
Fiuto (104) 0508 - 11,2533 0508 - 11:31:58 138 s 1] s
Phito (101] 09 - 114709 0509 - 114751 423 0 o=
Popa (102) 1808 11:57.20 0700143106 17377 = 0 o=
Phato (101) 0709 - 14:38. 50 0709 - 1548101 AT 0 0%
Piopa (102) 0700 . 143548 08000103855 158586 5. 0 0=,
Pippo (102) 13009 - 162532 1309 - 163038 N4, M 1 i B
Pippo (102) 1300163135 1309163226 Sz A 3 17 =,
Pippa (102) 13009 - 172412 1588 - 1T 2503 s 1] (11
Piopo (102) 1500172724 1508173850 155 5. (i fis

WebProlessional
ADVANCED INTERNET TOOLS o
e |

For each agent session, the start and end times are recorded, together with the total
duration in seconds.

If the agent logs on via the call back function, the designated call back extension is
shown.

The number of pauses and the total pause time in seconds is shown.
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Showing call details

As shown above, WP CallCenter Inbound lets you see the very detail of calls handled
by WP ePhone.

Detail of answered calls

1 — ) =1)_3

File Edit Mew Bookmarks Feeds Mal Tools Help

U Mew page | ¥|Received [J E‘; -
d-€- 2 b -8 | [ | o oo o] (-
Home Answered Unans.  Distrib  Agents  All =

N L

éReport details answered calls

Cueue(E); guele-dps, quele-test

Start date: 2005-08-03, 11:14

End date: 2005-09-07, 11:14
Area analysis Return

?Queue detail

Date Caller Queue Wait  Duration Disconnection Handled by
1708 - 10: 3546 21 uele-dps 28 =, 172 Agent SIPiziplenz
1708 - 11:02:48 21 gueue-dos 28 =, ¥z Agent SIPtsiplenz
1705 - 1116350 21 queLe-dps 4=, 1M1= Agent SIP/ziplenz
1708 - 11:17:48 21 quele-dps 7= 54z Trans.to 22 SIP/ziplenz
17008 - 11:5312 710 quele-dps 3s. 16=. Agent Pluta (1017
17008 - 11:54:43 10 gueLe-dps 3= M= Agent Pluta (1017
17i08 - 11:56:13 710 gueLe-dps 13 s, 5= Agent Pluta (1017
1705 - 173413 21 quele-dps 36 =. 10s.  Agent SIPisiplenz
1708 - 18:09:15 21 quele-dps 23, 43s.  Caller Plute (1017
170G - 181032 21 uele-dps 23, 14z Caler Plute (1017
1808 - 10:35:.47 21 uele-test 3z 7z Caler Plute (1017
1803 - 104402 21 queue-test 57 =, 10s. Agent Plute (1017
18005 - 11:55:49 710 queLe-dps 3s. 3= Caler Pluta (1017
19005 - 17:45:43 21 queLe-dps 2s. 4= Caler Pluta (1017

For each answered call, the following information is shown:
e Date and time for the call;

e The Caller*ID, if available (the Caller*ID format may differ according to your
local telco — in some countries it include the full name of the caller, in other it
might be a number and in others it may be unavailable);
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e The queue that handled the call;
e The total waiting time before the agent was connected;
e The duration of the call, talking to an agent;
e The cause of disconnection;
e Which agent or terminal handled the call.
Listening to answered calls

Clicking on the button with three dots near to a call opens a detail popup, like the one
below:

"4 Call Detail - Opera

File Edit Wiew Bookmarks Feeds Mail Tools Help

R 0 N

LR R AE T ~| [G] > E w4

......................... \L ...... |CCMGMQWS”LDQDﬁ”" ..... P”m ..... "
5 ' ! i Call Detail ;
: i i,..‘;r.l;;‘;é;-_é& Ca I I d eta I I INBOUND

11242R7693.6

éREpDI't detalPate and ti '""::::::::.....%EED.EEEQZC'DE:::—::1:'3:523:5}:4:6
é Handled by: .. SWpjsiplenz |
cueuesy  J- LATsen
| Start date: LA
Enddate:  Beancfaread de. T T

|| Area analysis

gQueue detail

. Date Caller ection Handled by

1708 - 10:35:96 21 guele-dps 28 =3, 17 3. Agent SIFfsiplenz
— . n —aea - B = |

1L

For each call, the recorded pieces of information are shown.

If the call was monitored, 1.e. recorded to disk, a number of sound files may be shown.
By clicking on a sound file you can listen to it straight from your browser.

Please note that:

e The recorded file name must contain the WP ePhone Call ID for WP CallCenter
Inbound to relate it to the call — see page 51 for tips on how to configure WP
ePhone correctly to implement this feature;
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e The audio storage on the WP ePhone server must be readable by the servlet
container;

¢ You must have the correct sound codecs to listen to the sound file on your PC.
WAV files usually work out of the box but are comparatively quite big, while
GSM files require an additional codec pack on most Windows machines but
consume disk storage much more efficiently.

e WP ePhone will usually record two different sound files — one for the caller and
the other for the agent — and will then mix them together at the end of the call.
If this does not happen automatically, you might find two different sound files,
named “-in” and “-out”, each of which contains the voice of one of the parties.

Detail of unanswered calls

The unanswered calls detail is quite similar to that of answered calls.

File Edit Wew Bockmarks Feeds Mal Took Help
[ Newpage | ¥ paceived (4 -

- C -2 r-Gra - G v & 0o 2] 4

Report details unanswered calls

Gueue(s) cueue-ps, guete-test

Start date: 2005-08-08, 11:14

Emdl clate: 2005-09-07, 11:14
Area analysis Retum

| Queue details

[vate Caller Ouene Disconnection Position Wait

17008 - 11:03.54 21 guee-dps Timeout (voicemail) 1 s,
170108 - 17-3510 Ti0 Gues-dpz Uzer abandon 1 17 =,
1700 - 1 E0E 53 21 qusLe-dns Liser abandon 1 12s,
08 - 133656 | GueLe-dns Timeow (vwoicemail) 1 3
0509 - 101221 3 | Gqueiss-dps Timeout (voicemail) 1 5.
0S50S - 101955 | quiLes-tips Timeeowt (volcemail) 1 &

€,) WebProfessional =

The following data are shown:
e Date and time of the lost call;
e Caller*ID;
e Queue that handled the call;
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e Disconnection cause;
e Position at disconnection, if available;
e Waiting time before disconnection, if available.

Please note that on a queue timeout, WP ePhone will not report the waiting time, as it
1s fixed and same as the queue timeout.

Area code analysis

If the Caller*ID is present, it is possible to break down both answered and
unanswered calls to specific area codes by clicking on the “Area code analysis” button.
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Fe Edt View Bookmarks Feeds bMal Took Heb

| tewpsge ¥ pacaivad Ld
- wm-- - E & |
e

Home Answered | Unans. Distrib  Agents  All

Area code report
CSV Export

Select number of Caller*ID digits to search

:1 :“J | Search

ENT
call center monitor

E«
L"

-

| Detail for answered calls

Detail for unanswered calls

Aiea code/Callen id Lost calls  Average wait time per  Average
call position
2 3 1203 1.0
7 1 1705 10
Web Professional

AOVANCED INTERNET TOOLSE

Area code/Caller id Taken calls  Total calling time  Average tfime per call
2 17 W5s. 21s
7 ] 135+ 27 0s.

Average wait time per
call

1158
48%

By selecting a number of caller id digits to search upon, you get a number of statistics

grouped by area codes.

This report gives an immediate check of the geographical origin of calls handled by

your call center.

WP CallCenter Inbound
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The real-time status panel

The real time status panel can be accessed by clicking the “Start real-time monitoring”
label from the home page. It will show a page similar to the one below:

Bz Edt ew Bookmaks Fesh Msd Took Help

_| Newpage -
o - e S S btk 1712700, 180681 » ] | ® oo =] 4 K-
G 1 ] . Darne User | OCManagers| Logoff || Print

- M (i

& 10Ul LOZO € WPCallCenter
Pt : INBOUND

! Home !

Realtime call center monitoring - 11:01:17

Cuewe(s): quene-dps, quens-test

Reload now
Ousue N. agants Ready agents  On pause N. Calls waiting N. Agems talking
Al seleched 1 i} L1} 1 1
queie-dnz 1] 1
cpueie-test 1 o

Calls being processed:
LT Caller Entered Waiting Diuration Agent
- 34 03N - 110046 002 02 P (101)
queLse-tast 2 03 - 103 04

Agents currently logged in:
Agen Last logon Extension On pause

Pito (104) OGA - 11:00:22 L]

T erdas ba B ABIMR feddian infrmation, hiz page will ralsad satamatizally

P WebProfessional

ADVAMCED INTERMET TOOLS

On the top of the page there is a table showing which calls are currently handled by
the queue system, and the agents logged in at the moment. This page is invaluable as
it refreshes automatically and can tell you in a glimpse what’s happening in the call
center; it is meant to stay open in a window on the CC manager’s workstation to have
the exact feeling of what is going on at the moment.
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On the sample page above, you can see two calls (one being handled by Agent 101 and
the other one waiting) and one connected agent. Just like in the main analysis, you
can choose which queues you want to monitor to avoid being overwhelmed by data.

On the bottom of the screen, a moving bar shows the time left before the next reload.
The page reloads automatically in order to show what’s happening almost in real time.
You can anyway force a faster reload by clicking the “Reload” button.

Top status panel
The top status panel show a quick status report for the current situation.

The first line shows information for all selected queues as a sum, while if there is
relevant information for a specified queue it is displayed in a separate line.

The displayed fields have the following meanings:
e Queue: The name of the queue
e N. agents: how many agents are logged on to the system, in total

e Ready agents: how many agents are ready to take calls, 1.e. are logged on and
are not in conversation or on pause

e On pause: how many agents are currently on pause
e N. Calls Waiting: how many calls are currently waiting in the selected queue
e N. Agents talking: how many agent are talking on the selected queue

Please note that — as agents are not linked to a specific queue save for the moment
they are actually talking to a caller on the queue — the agent information is computed
for all agents on the WP ePhone server and not for specific queues.

Calls being processed

A list of calls flowing through the selected queues is presented on the middle table. If
no call is present the table is displayed empty.

When a call is processed, the following fields are shown:
¢ Queue: the queue that is handling the call;
e C(Caller: The Caller*ID, if available;
e Entered: The date and time the call entered the queue system.

If the call is not answered yet, the “Waiting” field is displayed in red and is calculated
according to the current date and time of the server. If your WP CallCenter Inbound is
on a different server, make sure the clocks are exactly aligned or you may see strange
values in this field. The NTP protocol offers excellent clock synchronization precision
and is available on most operating systems.
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When a call is answered, the “Waiting” field tells the time that the caller had to
answer; the “Agent” field shows the agent (or terminal) the caller is talking to and the
“Duration”, in red, is the current call duration.

As soon as a call is completed or hung up, it exits the Calls panel.

Agents currently logged in

A list of available agents for all queues is displayed in this field. For each agent, the
name, last log on and extension — if logged in via call-back — is provided.

File Edit Mew Bookmarks Feeds Mail Tools Help
U MNew page ﬁ -
o€ - G S s ~ | |Gl - E e v 4

Realtime call center monitoring - 10:18:11

EQueue[sj: queus-dps, queue-test

| Reload now

E()ueue Caller Entered Waiting Duration Agent

EAgents currently logged in

Agent Last logon Extension On pause
Pippo (102) 15009 - 17:31:59 21 fueue-test 10015
Pluto (1017 07109 - 15:46:20 Mo
Inorder to mantain seszion information, this page will reload antomatically ]
AENEEEEENEEEEEEE NN EENENEEEEEEEEEEEEEEEEEEEEEEEEE 1

If an agent goes on pause, like Agent 102 in the screenshot above, the queue(s) he has
paused from are shown and so is the time he left for pause.
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The real-time agent page

WP CallCenter Inbound lets each agent have his/her own page, where they can see the
current flow of calls they have just answered and launch external CRM web apps.

This is quite useful, because:

e Each agent can see their own status, 1.e. whether they’re logged on or they've
been disconnected;

e Each agent can see their last calls, including information like Caller 1D,
duration and waiting times;

e Kach agent can see from which queue the call is coming, even if they lost the
announcement message;

e Kach agent can launch external web apps — like CRM software — that might be
automatically linked to the Caller*ID or other information input by the caller.

To avoid excessive consumption of system resources on big centres, only the most
recent part of the log file is processed and so only a few calls are shown.

In order to use this feature, a user must be configured as having the same login as the
WP ePhone agent string (e.g., “Agent/101”) and it must hold the key AGENT. Our
suggestion is to use the same set of credentials the agent uses to login to the WP
ePhone system.

When the agent logs on — you can try this by using the demo account Agent/101,
password 999 - s/he sees a reduced home page like the following one:
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File Edit ‘ew Bookmarks Feeds Mail JTools Help

| Mew page ¥ |Received X <
- € > - D e Nl -

Agent Pluto (101) | Individual agents | Log off Print

Your Logo €) WPCalCenter

INBOUMND

WP CallCenter Inbound Home Page

» Inbound calls
Show inbound calls for Agent /101

P Show licence information

WebProfessional
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By clicking on “Show inbound calls”, the agent is led to the inbound calls page:
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File Edit ‘Yiew Bookmarks Feeds Mail Tools Help
U Mew page | ¥ Received Ld [ I
‘1 - T v [ - v _' / & B fj—-‘ 100%, Ed _‘ﬁ- lLI -

Agent Pluto (101) | Individucl agents

y Tourgs €5 WeCallenter

INBOUND

e o
'

Active calls for agent Agent Pluto (101) (Agent/101)

Agent is currently logged on

Reload now

- Entering at  Waiting Talking Caller 1D Queue URL Status Transfer to
074089 - 15:46:44 3= Mos 2 guele-dps Open In conversation

0709 - 14:36:15 19 = 43 21 guele-dps Open Terminated

0509 - 11:30:36 2z iz guele-tps Cpen Terminated 22
0509 - 11:29:52 2s M= 21 GueLe-dps Open Terminated 21
19005 - 180116 23 Bz 710 gueLe-tps Open Terminated 21
1908 - 17.59:36 2z s 21 guele-test Qpen Terminated 411
19008 - 17:59:13 2z 18 21 gueLE-tps Open Terminated 431
1908 - 175813 3= 12 21 guele-dps Open Terminated 2
19008 - 17:55:03 3= 79z 2 gueLe-dps Open Terminated

1905 - 174812 2= 4= 21 guele-dps Open Terminated

18008 - 11:558:09 3= 3Fs 0 gueLe-dps Open Termingted

1808 - 10:39:55 s 10s 21 guele-test Open Terminated

1808 - 10:38:37 3= s M guele-test Open Terminated

1708 - 181016 2= 14s 21 guele-dps Open Terminated

1708 - 15:08:30 2z 43=s 21 guele-dps COpen Terminated

1705 - 11:599:55 13 & 2z 710 guele-tps Open Terminated

1708 -11:53:29 3= = 710 guele-tps Cpen Terminated

1705 - 11:52:53 3= 16z 0 gueLE-dps Dpen Terminated

In order to mantain session information, this page will reload autemartically

This page tells the agent that he’s logged on and shows the last calls he has handled..
In this case we see that there is an ongoing conversation and many previous calls.

The fields are as follows:
e FEntering at is the date and time the call entered the queue system,;
o Waiting is the waiting time before being connected to the agent;

e Talking is the talking time for that call. If the call is ongoing, the time will be
estimated and written in red.;

e Caller ID is the call’s 1dentification, if available;
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e Queue is the queue handling the call;

e URL (f present) is a clickable link that opens a third party CRM app. It is
defined in the Queue command on WP ePhone. The agent opens the third party
CRM app by clicking on it.

e Status is whether the call is ongoing or terminated;

e Transfer is the extension the call was transferred to (if any).
On top of the page a field tells the agent whether s/he is:

e Logged on: ready and able to take calls;

e Logged off: the agent has voluntarily left or has forcibly been disconnected by
the queue system;

e On pause: the agent has asked for a pause from the queue system,;

e Undetermined: whether there is no relevant information to tell the agent status
in the last part of the log file.

To avoid hammering the WP CallCenter Inbound server with excessive work, only the
last 60k or so of the log are analyzed. This parameter can be fine tuned by the system
administrator in order to maximise usefulness without creating an excessive server
load (see page 49).

Whenever an agent receives a call, s/he should press the “Reload” button on the page
in order to see the incoming call.

The page reloads automatically every two minutes in order to maintain the user
logged on in WP CallCenter Inbound.
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Storing queue data on MySQL

WP CallCenter Inbound lets you store the queue_log data on a MySQL table and is
able to produce the very same analyses — including real-time analyses — from data
stored on a database.

This scenario is mostly useful for large call centres, where the queue_log data starts to
be quite large and the main WP ePhone server is quite busy handling its own traffic.
In this case, it would be a better solution to have WP CallCenter Inbound run on a
separate server, so that even if it has to run a huge analysis the main WP ePhone
server will not be slowed down.

WP CallCenter Inbound lets you have a deployment scenario like the following one:

[—]
— —
—
o oo

il

[—]

—
—
o oo

=
oooan

|

=
oooan

tain WP e-Fhone Database WE CallCenter
server server server

4]

] (] [

Agents

In this case, we see that we are using two separate servers; one for the database and
one for the WP CallCenter Inbound server itself. It is possible to use the same server
for both the database and WP CallCenter Inbound, or to consolidate the database on
an existing database server and WP CallCenter Inbound on an existing servlet
container.

It is very important that all the servers share the same system time; this way real-
time events will be shown in an exact way?!.

1 The ntpdate command can be used on Linux to synchronize the system clock to an external timing
source with a high degree of precision. Usage in a daily cron script is highly recommended.
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Who should use MySQL storage?
We believe that MySQL storage will be useful in the following scenarios:

e Large call centres with a very busy or mission-critical WP ePhone server
e Large WP CallCenter Inbound reports run very often
e A large number of agents reloading WP CallCenter Inbound agents pages

In smaller environments, it is probably overkill to use MySQL storage, because the
extra complexity will not be matched by an extra performance advantage.

Understanding MySQL storage

The WP CallCenter Inbound database storage engine was built with a need to adapt to
existing MySQL schemas; therefore the database storage option is very flexible.

It lets you:
e Define the names of each SQL field

e Define the name of the SQL table used (it must reside in the same database as
the other WP CallCenter Inbound tables)

e Define one or more table partitions

The storage system makes no assumptions on the underlying field layout of the table
used, therefore you are free to define each field as you best see fit for your scenario.

To obtain these results, the SQL settings are divided into presets and partitions.

A preset is a schema definition to be used, i.e. the names of each field involved in
database storage. You can have a number of different presets, e.g. to connect to
different tables in the same database. Presets are defined in the WEB-
INF'/configuration.properties file.

A sample preset can be seen here:

# Preset 1: standard DB access. Edit to suit your DB needs.

sqglPreset.l.table=queue log
sglPreset.l.f time id=time id
sglPreset.l.f call id=call id
sqglPreset.1l.f queue=queue
sqlPreset.1l.f agent=agent
sqlPreset.1l.f verb=verb
sglPreset.l.f partition=partition
sqglPreset.l.f datal=datal
sglPreset.l.f dataZ2=dataZ2
sglPreset.l.f data3=data3
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sqlPreset.1l.f datad=data4d

You can have more than one preset, by entering the same data multiple times under
sqlPreset.1...., sqlPreset.2....., sqlPreset.3...... and so on.

The values for each field are:
e Table is the table name

e Time_id is the first field in the queue_log. This is used for most extractions and
should be an access key.

e (all_id is the second field of the queue_log
e Queue is the third field of the queue_log

e Agent is the fourth field of the queue_log

o Verbd is the fifth field of the queue_log

e Datal...Data4 are the remaining fields of the queue_log. Currently Data4 is not
defined in the queue_log; in case just leave it blank.

e Partition 1s a logical partition of the table.

A partition is a key under which separate entries are present in the same queue_log
table. You could have separate servers — like test and production - uploading each one
to a different partition, and each of them would be completely independent.

If you use a partition, your partition/time_id combo should be an access key for the
table, as WP CallCenter Inbound will access the table every time under this plan.

If you do not use a partition, just leave this field blank and make sure that time_id is
an access key for the table.

Uploading data to MySQL

There are a number of ways for data to be uploaded into MySQL. If we plan to use the
real-time monitoring features, we must upload data to MySQL as events happen, in
order to have them seen immediately by WP CallCenter Inbound.

We provide a sample data upload script that can be used to upload data to MySQL,
either in batch (one file at a time) or in real-time mode.

The script can be found under WEB-INF/mysql-utils and is called queueLoader.pl (a
working installation of Perl5 with MySQL DBI is required to run this script).

To use the script, edit it with a text editor in order to set the MySQL server, database,
user and password, like in the following example:

my S$mysgl host = "10.10.3.5";
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my Smysgl db "log code";

my S$mysgl user "WP CallCenter Inbound";

my Smysgl pass = "javadude";

After the database is set, you can upload a whole file (in this case, /my/queue_log) to a
partition named “P01” by running:

perl queueloader.pl /my/queue log POl

You can also upload your queue_log file to partition “P02” as it is being written by
1ssuing:
tail -n 0 -f queue log | gqueueLoader.pl - P02

(do not forget the minus sign, separated by spaces, before the partition name!).

Loading data in WP CallCenter Inbound

After you configured the table in configuration.properties, using the table is only a
matter of inputting “sql:[partition] | [preset]’ as the queue_log file name to analyze.
The partition defaults to “” (blank) if absent, while the default preset is 1.

You can do it directly from the “Run custom report” form, or preset the file name in
configuration.properties as you best see fit by setting the default.queue_log_file
property.

Examples:
sql:P03

Means accessing the partition named “P03” for preset #1.

sql:X2313

Means accessing the partition named “X23” for preset #3.

sqgl: |2

Means accessing the present #2 with no partition, and

sqgl:

Accesses preset #1 with no partition.
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If you use agents pages, keep in mind that the value in realtime.max_bytes_agent will
not be the portion of the queue_log to be read, but the time interval (in seconds) that

will be read for the current agent (i.e. if set to 10000, it will search agent data for the
last three hours or so).

When you enter a “sql:” file name, the error “The file sql: does not exist” means that
there is a misconfiguration of the table access fields in configuration.properties.
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Editing WP CallCenter Inbound settings

System configuration must be done by the system administrator. Most configuration
may be done straight from WP CallCenter Inbound itself, while system wide
preferences must be set editing a text file on the installation server.

To log on as an administrator, you can use the supplied account demoadmin,
password demo, that will bring you to a home page like the following one:

File Edit Wiew Bookmarks Feeds Mail Tools Help
U Mewpage | ¥ Received L4 k-
- - -G s - v E 0w v 4 B

Demo Admin | Administrator

G Your Logo @WPCaIIBentErg

INBQUND

.............

WP CallCenter Inbound Home Page

Cuene: |ALL j

P Quick activity reports

Today | Last 7 days | Last 5o days | Last go davys
P Custom report

Run custom report
P Agentreport

|Filtered for agent: J

Today | Last 7 days | Last 3o days | Last oo days
» Edit WP CallCenter Inbound Setlings

Adrminister users

Edit quenas

Edit agents

Edit cutbound activity

P Show licence information

WP CallCenter Inbound Version: 19/01/06



@ WebProfessional WPCallCenter User Manual

ADVANCED INTERNET TOOLS Page 41 of 56

Configuring users

Users and classes can be added, modified and deleted right from WP CallCenter
Inbound.

A list of users is presented and you can filter it by class or user name.

Ele Edt Yew Bookmarks Feegs Mal Iock Help
"I Newpsoe | FReceived L Ch
" - G e -l | g & X IG ! &\lm 5. j- L-—‘ [

” '\_[ i |l . Demo Admin | Administrator| Logoff || Print
= Your Logo @WPEallﬂenter
Horma

FrraraewraaTny . INBOUND
: CRgUsers | Ofg Quewes  Cfg Agents Cnpthaiind

Users
(Al > || Search by name or class

lel L o Real name Eivalled Class User keys Derail
* Agentni Agent Pluto (101) Yes ACENTS
24 Agerdnng Agenl Pppo (102)  Yes AGENTS
1 damaaditin Dty Ay Ve ACHEN
25 demouser Diema Lizer es MANAGERS

Add new user User classes

@ Web Professional

AQVAMCED /MTERNET TOOLE

For each user, the login and full name are shown, together with the current class and
any additional user keys. A user must be enabled in order to log on, so if you want to
prevent somebody from logging on without deleting its user information, you can
simply disable it.

The “Add new user” button lets you add new users while the “User classes” button
leads to the class editor.
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EBX

File Edit “iew EBookmarks Feeds Mal Tools Help
U New page I&']Received ml EE T
d- € > LB Sl SR
G 1 . L ) DemoAdmin|Aa’mim'stratoré
gy HOUE00 € WeCallCenter
--------------- INBOUND
Horne Cfg Users Cfg Queues Cfg Agents Cutbound :
User
User id | |
Login |agent /101 |
Password |999 |
Real name |sgent Plute (101) |
| Enabled |Yes j
: E-rnail | |
. IMasterkay |No j
Class |AGENTS ~|
User keys | |
Number of logons | |
Lastlogon | |
Comment | |
Teken | |
Creation | |
Update | |
|| Update user |||| Delete user |||| Back to users ||

When you add or edit a user, you are presented with a list of fields to enter:
e Userid is a technical reference used internally. Read only.
e Login is the login string.
o Password is the password, shown in clear text.
e Real name is the name shown in the top part of the screen

e FEnabled lets you temporarily disable somebody from using WP CallCenter
Inbound.

e E-mail is the user’s e-mail address (Optional).

e Masterkey: if set to Yes, all security key checks are bypassed. DO NOT SET
UNLESS YOU KNOW WHAT YOU ARE DOING!
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e (lass 1s the current user class

o User keys are additional keys the user holds. Separate each key with a space. If
a key 1s preceded by the minus sign, it means it’s revoked even if the class
grants it.

e Number of logons tells how many times the user logged on in WP CallCenter
Inbound. Read only.

e (Comment is an optional free comment.
e Token has no current use. Read only.

e Creation and Update: the user and date/time when the record was first created
and then last updated. Read only.

IMPORTANT:

When you first log on to WP CallCenter Inbound, you must change the
passwords to all default users. Failure to do so represents an important
security breach!
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Editing user classes

User classes can be configured freely; you can create individual key rings with special
privileges to best suit your needs.

W€ 2 -p-Q 7 - G - (O 00% ] 4 K

Demc Admin | Administrator | L0g off Print

@ WFEaIIBenter

INBOUND

cngsers | CfgQueues CfgAgents  Outbound

Classes

Hame Description Keys Detail
b I
ADMIN Addminéstrator UISER GUELE_AN UISR_AGENT USR_GUELUE USRADHMIN
LISR_QUTBOUND AGREP
AGENTS Incividusal axpents AGENT USER
MANAGERS CC Managers UISER GUELE_AN REALTIME AGREP
SYSOP The Sysop LISER SYSOP
Add new class Back 1o user configuration
WebProlessional

ADVAHCED IMTERMET TOOLS

Each class has a set of keys that can be freely edited in much the same way as users.
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Fie Edt Vew Bookmarks Feeds Mal  Tools Help
_| Newpage [ ¥ peceived x| -
K| -

- i~ B v b :_, > 3 - :’Gl = I"‘:“lm% = !

Damo Admin | Administrator| L0g "3!_!’f Print

Your Logo & WPCallCenter

INBOUMND

Home | CfgUsers | CfgQueues Cfgégents  Outbound

Class

Class Id

MName ADMIN

Description Administrator

Kays USER QUEUE_AN USR_AGENT |
Creation

Update

Mumber of users belonging to this class:'s'

Update class { Back to classes

@ WebProfessional
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No class can be deleted as long as there is at least one user that is member of it.
The default classes should be enough to get most systems started:

e ADMIN is for the system administrator only, and lets you do nearly everything,
including system configuration;

e MANAGERS is for most WP CallCenter Inbound users, the ones that have to
run the reports and monitor real-time activity;

e AGENTS is for individual agents logging on to their web page.
Configuring queves

A list of queues must be set before accessing WP CallCenter Inbound. Each queue can

be made visible to only a specific set of users by adding a key — this can be useful if, for
example, each queue has a manager viewing data for it, while only a CC manager sees
data for all queues in the center.
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(=1

File Edit Wiew Bookmarks Feeds Mal Tools Help

D New page | ¥|Received Ld -
d-€ > bp -8B =[G o v 4 -
.............................................................................................................................................................................................................................................................. =

————————————————————

INBOUND

G 1 ) L ) DemoAdmin|Aa’mz'm'strator” Log off ”” Prrint ”
A iy gwnancemer

Horne Cfg Uzers Cfg Queues Cfg Agents Outbound

Queues Configuration

Alias Queue(s) Wrap-up  Ann. Key

éanayALL HuELE-dpslueue-test is. 0s. | _Agents | | Edit | | Delete |
gana\;DF‘S HusUE-tps os. Os. | Agents | | Edit | | Delete |
| |iowertesr  quounes [Cagems | [ Edt | [ Delee |

Add new queue

Alias:

Quenais):

Wrap-up time (sec.):

Anncuncerment (sac.):

Visibility key:

For each queue you have to define:
e An Alias, that 1s the name users will see in the queues combo box on the Home
Page;

e A set of Queues, that can be the name of an WP ePhone queue as seen from the
Queue() command or a set of names separated by the pipe symbol, as in
queuel |queuel | queued. This lets you aggregate queues freely.

e An optional Wrap-up time, i.e. how many seconds an agent stays idle after
hanging up;

e An optional Announcement duration, that lets you deduce the duration of the
queue announcement that is played to the agent from the actual metrics;

e An optional Visibility key, that makes the queue visible only to users holding
that key.
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By clicking on the Agents button, you can define the position of each agent as a
member of the service groups for that key. An agent cannot be a member of more than
one group per each queue s/he is a member of.

It is of course perfectly legal for an agent defined not to be used in a specific queue.

b 9=
E‘.h Edt  Vew Qookmarks Feeds Mal Took Hep
Ul Mewpage (B Recated 3 B-

=~

. S SR - SR = G ~ & ool 4 K]

@ \ . h (¥ Demo Admin | Administrator | Leg off || Print
iy €Y WPCallCenter

peerrsvem ey INBOUND
Home  CfgUsers | CfgQuemes : CfgAgents  Outbound

Queue —-ALL
Agents available
FRONT LINE SFPILL OFF BACKUP
Mane Hame Hame
w' Pida (101) Phata (101 Pida (101)
Pippo (1023 w!  Pippo (102) Fippa (102)

Uipdate now Back to queues

¥ Wehmeessinnﬂ]

ADVANCED INTERNET TOOL
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Configuring agents
Agents can be configured so that:
e They're decoded to their own name when they are found in reports

e They can be set as members of service levels for queues.

fle Edt Yew PBookmarks Feads Mal Jook Hep
[ ] Mewpage [WiRaceived 3 G-
A - -G S G - ([C > B o v f K-

. ‘.IIIII' | (007) Demo Admin | Administrator | Log of || _Print
- o @WPEHIIEEHIM

: INBOUND
Home  Cfglsers  CfgQueuss | CfgAgents | Cutbound

Agents Configuration
Agent Code Agentfs) description
Agentii Phuto (101) Edit égéﬁt Delete agaﬁt
| = .
Agerti2 Pigpo (102) Edit agent Delete agent
Add new agent
Agent code;
Agent description:
Add now

9 WebProfessional
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For each agent in use, enter:
e Agent code as the WP ePhone agent code, e.g. Agent/101;
o Agent description as the agent’s own name.

If you want an agent to log on to their own page, you also have to create a user with
the same name.
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Configuring system preferences

System preferences can be edited by editing a text file called configuration.properties
located in the WEB-INF directory of the WP CallCenter Inbound webapp.

This lets you set system-wide parameters and edit the logo and splash screen text for

WP CallCenter Inbound.

Property name

Description

default.queue

Internal ID (ex. 7, 49....) of the default queue, leave
blank for no default queue.

default.queue_log_file

Default queue log file.

realtime.max_bytes_agent

When the real-time page for an agent is computed, the
queue_log is NOT read in its entirety but only the last
'n' bytes.

In database storage mode, the number of seconds,
starting from now and counting backwards, that will be
queried for agent events.

default.monitored_calls

The top level directory where monitored calls are held.
All its subdirectories are explored recursively.

Do NOT forget to add an ending slash.

default.areacode_digits

How many digits to consider as a default area code

default.start_hour

default.end_hour

default.days

Preset start and end hours and number of days for the
custom report.

liveclock.enable

If live clock is enabled, the system clock is synchronized
with WP ePhone server system clock.

default.max_realtime_age

How old a call can be included in real-time report

sla.max_monitored_delay

sla.interval

The max delay and interval that will be shown in the
TOS graph

layout.logo

Your company logo (full or relative path) - shall be
resized to be an image 200 x 72. The variable
$WEBAPP refers to the local webapp, as an alternative
use the full http://... URL.

WP CallCenter Inbound
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layout.splash HTML string displayed on the login page.
sqlPreset.i.table Sets the table name for preset 1’
sqlPreset.i.f_time_id Defines the field used by the table in MySQL storage.

sqlPreset.i.f call_id See page 35 and following for complete information.

sqlPreset.i.f_queue
sqlPreset.i.f_agent
sqlPreset.i.f_verb
sqlPreset.i.f_partition
sqlPreset.i.f_datal
sqlPreset.i.f_data2
sqlPreset.i.f_data3
sqlPreset.i.f_data4

Configuring WP ePhone for WP CallCenter Inbound

Though WP CallCenter Inbound is designed to analyze queue_log data provided by
any WP ePhone installation, the following guidelines help make the most out of it.

Configuring queues to report exit status
In the following example:
e all calls are monitored, 1.e. saved to disk;

e if after 60 seconds on the queue the call is unanswered, the call is routed to
voicemail and this event is reported correctly by WP CallCenter Inbound;

e there are two levels of agents: agents 302 and 303 will answer the queue (level
1); only if none of them is available the call is routed to agent 301 (level 2). If
nobody is available, the queue keeps trying until timeout is reached.

e Agents can transfer the call to other extensions by pressing the ‘#” key;

(7233

e Agents terminate the current call by pressing the key.
Extensions.conf
[g-my-sample]
; ...queue description.....
exten => s,1,SetVar (MONITOR FILENAME=/var/spool/calls/QSAMPLE-${UNIQUEID})
exten => s,2,Queue (g-sample|nt| | [60)

exten => s,3,Playback(voicemail-invitation)
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exten => s,4,VoiceMail,s2001

Queues.conf
[g-sample]
music = default
announce = g-sample-announce
strategy = roundrobin
timeout = 60
retry = 5
maxlen = 0
announce-frequency = 0
announce-holdtime = no
monitor-format = wav
monitor-join = yes
queue-youarenext = silence
queue-thankyou = g-sample-thankyou
member=>Agent/302, 0
member=>Agent/303,0
member=>Agent/301,1

Make sure that you do not forget the explicit timeout when calling the Queue()

command from extensions.conf, or queue timeouts will not be logged by WP ePhone
and therefore not reported by WP CallCenter Inbound.

Configuring URLs to be launched by the agent real-time page
The URL should be embedded in the Queue() command as prescribed by WP ePhone

Exten => s,7,

Queue (myqueue |nt |http://mysite/app?uid={$SUNIQUEID}&clid={S$SCALLERID} | |60)
This command launches the queue ,,myqueue® and launches the webapp located at
http://site/app passing the following parametrs:

1. uid is the WP ePhone internal unique call id
2. clid 1s the Caller*ID for the current call

Listening to calls using WP CallCenter Inbound

o Make sure it is legal
This is not strictly a WP CallCenter Inbound issue, but before attempting to
record all calls on a queue, you should consult a lawyer to make sure it is legal
in your country. It would be probably fair enough to tell your operators their
calls are being recorded and to add a voice message telling the customers their
call will be recorded.
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o Tell WP ePhone to record all calls
To record all calls add something like this to extensions.conf:

exten => s,1,SetVar (MONITOR FILENAME=/var/spool/calls/q/ QSAMPLE-
S{UNIQUEID})
exten => s,2,Queue (g-sample|nt|||60)

This way all sound files are stored under /var/spool/calls/q/ with the name of the
queue (QSAMPLE) followed by the call id.

e Tell WP CallCenter Inbound where to look for the calls
You should set up the WEB-INF/configuration.property file in WP CallCenter
Inbound like this:

default.monitored calls=/var/spool/calls/q/

When looking for the recording of a call, WP CallCenter Inbound will explore all
files contained in /var/spool/calls/q/ and any directories below for a file name
containing the right call ID. It might find more than one file name and will
display all of them. It is possible that sometimes WP ePhone fails at mixing
together the two files (WP ePhone records separate files for the caller and the
agent, and then tries to mix them together at the end of the call) so you will find
two files named -in and -out instead.

o Tell WP CallCenter Inbound you have the right to listen to the calls
Any user willing to listen to calls must hold the key CALLMONITOR. This is to
make sure that only authorized personnel can listen to recorded calls. If you do
not have this key, no sound files will be shown.

o Make sure WP CallCenter Inbound has the right to read saved calls
You should make sure that the process running WP CallCenter Inbound (i.e. the
servlet container, might be Tomcat, Jetty, or something else depending on your
setup) has the rights to access the files where recorded calls are stored.
If using a separate web server, it should not be able to access those files
directly, as WP CallCenter Inbound will pipe out files only after enforcing
security checks.

o Debug tip: see which files WP CallCenter Inbound sees
There is a hidden transaction in WP CallCenter Inbound made to debug call
listening. To launch it, logon as an administrator and type the transaction
“gm_show_files.do” in the URL bar instead of the page name.
You will be lead to a page showing the filenames WP CallCenter Inbound can
read from the hard disk, whether the current user has the CALLMONITOR key
and the search path as defined in default.monitored_calls.

Using AddQueueMember for dynamic agents

AddQueueMember is a command that lets you add dynamic agents to a queue. Its
main advantage is that you can add channels, i.e. terminals, so you'll have most of the
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advantages of agents without the performance and stability problems that the agents
module may cost in very large systems.

Its disadvantage is that it does not log the agent login/logoff to the queue_log, and so
programs that analyze the queue log data like WP CallCenter Inbound will not see
agents logging on and off. This is a major organizational problem in a real-world call
center, where tracking agent logons and logoffs is vital to the smooth running of the
operations.

The answer is to add a fake queue_log data for each logon and logoff. For WP
CallCenter Inbound, it is important to avoid multiple logoff lines and to compute
online permanence with logoffs.

To do the adding, you dial 422XX, where XX is your local extension; the same happens
with 423XX to be logged off.

; Add Member - 422

exten => 422XX,1,Answer

exten => 422XX,2,AddQueueMember (my-queue, SIP/${EXTEN:3})

exten => 422XX,3,System( echo

"S{EPOCH} | ${UNIQUEID} |NONE |SIP/S${EXTEN:3} | AGENTLOGIN|-" >> queue log )

exten => 422XX,4,DBput (dynlogin/log Agent-${EXTEN:3}=${EPOCH})

exten => 422XX,5,Hangup

; Remove Member - 423

exten => 423XX,1,Answer

exten => 423XX,2,RemoveQueueMember (my-queue, SIP/${EXTEN:3})
exten => 423XX,3,DBget (ORGEPOCH=dynlogin/log Agent-${EXTEN:3})
exten => _423XX,4,Set(RV=$[S{EPOCH} - ${ORGEPOCH}])

exten => 423XX,5,GotoIf($["S${RV}" = "0"]?28:6)

exten => 423XX,6,System( echo
"S{EPOCH} | ${UNIQUEID} |NONE |SIP/S$S{EXTEN:3} |AGENTLOGOFF|-|S${RV}" >> queue log )

exten => 423XX,7,DBdel (dynlogin/log Agent-${EXTEN:3})

exten => 423XX, 8,Hangup

With this setup, we verified that the queue_log can be analyzed by WP CallCenter
Inbound and the dynamic agent shows up fine (albeit with the name of a terminal, like
SIP/23, instead of the usual Agent/23 string, but you can modify it in WP CallCenter
Inbound itself).

This setup might even be used in a call center where agents are not actually used but
queues connect straight to terminals to "fake" agent logon/logoff, in order to have such
data available for reporting.
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For more information...

To know more about WP CallCenter Inbound in your specific setting or inquire about
commercial licences, please feel free to contact CP Software.

Appendix |: Default users

The following users are come preconfigured in the default database.

Login Password Explanation
demoadmin demo The sample admin user
demouser demo The sample CC manager
Agent/101 999 A sample agent
Agent/102 998 Another sample agent

Make sure you change their default passwords before letting users access WP

CallCenter Inbound!
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Appendix Il: Security keys

The following security keys are defined:

KEY MEANING

USER Must be held by any valid user
USRADMIN User can edit other users and classes
USR_AGENT User can edit agents

USR_QUEUE User can edit queues

REALTIME User can see real-time stats
QUEUE_AN User can run reports

AGREP User can filter reports by agent
AGENT User is an agent and sees agent page
CALLMONITOR The user can listen to a recorded call
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Appendix lll: Glossary

Agent: a person working at the monitored call center and answering to calls. WP
ePhone offers a way for agents not to be bound by physical telephone terminals but to
log on to tell the system they are available.

Caller: a person calling the WP ePhone system

Composite queue: A virtual queue made of more than one physical queue. Useful for
reporting all center activity at once.

Monitoring: in WP ePhone terminology, the act of recording to disk.

Queue: the call distribution object that let WP ePhone keep callers waiting and
distributes them in the correct order to available agents. Each caller is processed on a
first-come-first-server basis.
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