
Notice

Note that when converting this document from its original format to a 
.pdf file, some minor font and format changes may occur.  When 
viewing and printing this document, we cannot guarantee that your 
specific PC or printer will support all of the fonts or graphics.  
Therefore, when you view the document, fonts may be substituted and 
your individual printer may not have the capability to print the 
document correctly.   





 
 

 

          Elite CallAnalyst User Guide 

    

                                                     NEC.                 
 
 
 
 
 
 
 
 
 

 

triviuminternal
Text Box
User Guide



Contents        Page No. 
 
Introduction to CallAnalyst       03 

How Call Information is send to the computer    05 
Using Call Data Manager      06 
CallAnalyst Icons       07 
Using CallAnalyst Databases      08 

Installing CallAnalyst        11 
Read me File        12 
Installing CallAnalyst Software      13 
Connecting Phone System to the Computer    17 
Starting CallAnalyst       18 
Configuring Call Data Manager      19 
Configuring Secure Login      22 
Acquiring License       23 

Managing Reports        26 
Selecting Report Criteria      29 
Generating Billing Reports      32 
Using Graphical Reports      34 
Using Call Distribution Reports      36 
Using Tabular Reports       38 
Automating Report Generation      39 
My Favorite Report       54 
Modify My Favorite       55 

Managing Call Records        56 
Displaying Call Records      57 
Sorting Call Records       59 
Search and Replace within Call Records    60 
Editing Call Records       61 
Deleting Call Records       62 
Importing Call Records       64 
Archiving Call Records       67 
Restoring Call Records       68 
Automating Call Record Archival     69 
Retrieving Call Records from Remote Locations    72 

Managing Contacts        75 
Adding/Creating Contacts      75 
Assigning Phone Numbers to Contacts     76 
Viewing Call History of Contacts     78 
Importing Contacts from Text Files     80 

Configuring CallAnalyst to Manage Tasks     81 
Associating Phone Numbers and Names    82 
Manage Groups and Departments     83 
Managing Extensions       85 
Managing Lines       87 
Managing Account Codes      89 
Setting Up Rate Plans for Call Costing     91 
Local And Toll Free Area Codes     94 
Testing and Configuring Serial Port     95 

Traffic Analysis         97 
Glossary         100 
Troubleshooting        101 
Contacting NEC        102 
Introduction 
 
 



 
 

 Introduction to Elite CallAnalyst   
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How SMDR/CDR information is sent to 
the computer   
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 Using Call Data Manager (CDM)   
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   To Start CDM:If the icon does not appear in the system tray select Start|Program|NEC 
   Callanalyst|CDM.
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  Elite CallAnalyst Menu Icons   

The following list describes the icons displayed at the top of the CallAnalyst Main 
Window: 

CallAnalyst increases productivity, facilitates billing and helps detect toll fraud and 
phone abuse. It also has powerful tabular (text) and graphical report generating 
capabilities. Reports can be used to analyze your telephone as a critical business 
communication tool thereby improving its effectiveness and reducing your telephone 
related costs. 
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




 



If you exit  Windows in a non-standard fashiom due to power faliure or do so during a database 

entry operation or if Windows becomes locked up, your CallAnalyst database could become
corrupt. CallAnalyst includes built-in utility to Manually clean up the database in the event of 
corruption. You can use this utility by selecting the Start|Programs|NEC CallAnalyst|Tools|
Database Tools menu item and followingthe instruction in the Wizard.

Automating Repair & Compact
If you exit Windows in a non-standard fashion due to power failure or do so during a database
entry operation or if Windows becomes locked up, your CallAnalyst database could become
corrupt. CallAnalyst includes built-in utility to schedule the clean up of the database in the 
event of corruption.You can use this utilities by selecting the Start|Programs|NEC CallAnalyst|Tools|
Compact Automation Setup option.

triviuminternal
Text Box
Using Compact & Repair automation option, user can schedule database compression & repair.


triviuminternal
Rectangle



triviuminternal
Text Box
To schedule Compact repair automation, user has to provide login parameters.
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Text Box
Compact repair automation can be scheduled on Daily, Weekly, Monthly, One time only, When computer starts, When user logs in basis.




triviuminternal
Text Box
After providing correct parameters, compact & repair automation will be successfully scheduled.


triviuminternal
Text Box
Note: For scheduling compact & repair automation, two or more automation profiles should not be scheduled at the same time.
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Even though we make every effort to keep the documentation up to date, there might still be a 
few last-minute items which did not make it into the documentation at the time of release. We 
have created a Readme.txt file for such information, which you can view with Notepad or the word 
processing program of your preference.  

You can quickly find this file by going to your Desktop and clicking  
Start|Programs|NEC CallAnalyst |Elite CallAnalyst Readme.  



 Installing Elite CallAnalyst Software   
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  Load the CallAnalyst CD ROM into Your CD-ROM drive. 
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  Select CallAnalyst v 2.0.Follow the setup wizard to complete the software installation. 

 �����	���	
��������
��	
�	��������	��
	���	 ��
��	���	�������
��	�������	���	
�����	������	���	����	����	)������	!��)#�	

 �
�
��	
��������
��	���	��������	�
��	��	
��������	��	��
�	����	��
 ��	�����������	
��� 
���	��
	�
��	������
��	���	������
���	�����	���	��
�	�����	������	����	����	
)������	!��)#	���
����	��
�	���
��	����	���	�����	�������	���	�� ��	����	���	
������������	��)	��������	
�	���	�������
���	7�
	���6�	����	��	����	

�����������	�
��
��	>
��	��	�������	�����	������	����	��	�������	�����		

,�� �

	������	�������������	

 �����	���	����
���
���	�
��
��	��	��
�	�������	

   Load the CallAnalyst CD ROM into Your CD-ROM drive.
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   Map a network drive to the CallAnalyst installation folder (usually ,C:\Program Files
   \CallAnalyst) from the PC running the Network Client.     
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   The 10 days Trial License comes with one Network Client license.If you need 
   more  Network Client then you will need to call your Dealer or NEC for additional Licenseing.
   The License is issued on the CallAnalyst Server installation.
         All License information is maintained on the server PC.
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 Starting Elite CallAnalyst   
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  You can run CallAnalyst by selecting Start|Programs|NEC CallAnalyst|Elite CallAnalyst
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The Call Data Manager (CDM)captures call information from your phone system. Start CDM by 
selecting Start|Programs|NEC CallAnalyst|Call Data Manager (CDM).  
 

To set up CDM:  

Verify that the CDM is started and disabled. If this condition is met, 
 a telephone icon should appear in your system tray 

 (lower right corner of the screen).If there is no telephone icon                   
 in your system tray, start CDM by selecting   
Start|Programs|NEC CallAnalyst|CDM. If the telephone icon is 
green, disable CDM by right-clicking on the CDM icon in the system tray 
and selecting Disable CDM item . 
 
 

Display the CDM setup form by right-clicking on the CDM icon in 
the system tray and selecting the Setup menu item.                                
 

         
 



 

	

 (�����	���	����	���	�����	��	��
�	�����	������	!,��	���	�����	��	�����	�������	
����	��
	���	
�
��#	����	���	����:����	�
���				

 #����	�������	(���
��	���	�/)	����	��	��
�	0�	����	
�	���������	��	���	�����	
������	 
�	�	���
��	������	!.�
����	��
�	
�	�/)1�	�
�	�����	
�	
�	�/)2�	���	 ���	������	
3	��	4�#�	

 �������������	������$��	%�
�	
�������
��	
�	���
������	
�	��
�	�����	������	
���
��	��	���	��	����
�
���	��	��������
��	���	�����	�������	* ��	
�	��
	����	

���	�/)	����	����
���	
�	
�	�����������	����	��
	��
��	�����$�
�	��	�����	�	�/)	
����	����	�
����	���	����
��	����	���	�/)	����	
�	�
���
��
��	���������	

 �!��	&�
��	
�����
��	����	����	������	����
��	�/)	�����	��	�����
��	�%$	���
�	
�
����	!��
��	�
���	�������	����
 ��6�	����
���	
�	�����	���	����
 
��	����	����	
�������#�	��
	���	���
��	����	����	����	
�	���
 
��	��	����
���
���	

 �!��	&�
��	
�����
��	����	����	�������	����
��	�/)	����	�	��	�����
��	��
�	���
�	
�
����!	��
��	��
���	���	������	��	���
���	����
 ��	������	����
��	����	����	�������#�	

��
	���	���
��	����	���
 ��	���	����
��	��	����	����	������	��	����
 ��	����	

��'�����	0�������	

 ������	�����
	��	����	����	������	��������	���	�
��
	������	����	�
���&�	
(���
��	�������	��
	����	��	�
��	�	�
�
�	!����	A	��	B#	��	������	�	��
��	�
���	7�
	����	
��	�����	��
�	��"	����	
�	��
�	�����	������	����
"��	��
�	������	�
�
�	��	���	�����	
�
����	
�	���	����	�
��
�	��	���	�����	�������	!B1A@@CCCCCCC#�		



 �����
�	�&�
�	��$���	������	����
	�����	�����
�	(���
��	�������	��
	����	��	��	
�����	���	�"���	�
�
��	�
����	�����	���	�����	�
�����	5��	
��������	�
�
��	�
����	��	
������	�	�����	����	��	���	�
�������	�����	�������	!�%)5	�
�
��#�		

 ��'�����	#�
���$�	(���
��	
�	��
	��
��	�
��	��	���	�� �����	������	��	
�������
��	
!�+��#�	%�
�	����
��	�
��	����	������	���	����	��	�	����	��	��	����
���	
���	���	����	
������	��	�����
�	�� �����	�����	��������		

 �����
�	���������	����
��8	(���
��	�������	��
	����	��	�����	����	����	����	
�������	����	�����	��	�������	
�	���
���	����	�
��
����	�������	�
��	���	��	������	��	

����	��������	

 1�����	��
����
�	������������	(���
��	�������	��
	����	��	
�����	����	
�	����	
�������	��������	
�	����	��	�	���	!����	
�	���	�
���	�
��#	�"����
���	�
��	��	�����	
�
����	
�	������	��	����	����	)������	!��)#�	

 2��$	��������	����	 ���	#
���&�	(���
��	�������	���	()�$	���������	��	���	��
���	
�����
��	����
"	1�	���	����	�
������	������	��	�������	
�	���
���	����	����
"	!1	#	���	����	
�������	�
��	���	��	������	
�	���	0����	�
����	�
���	��	������������	

��'�����	0�������	�����3����	
���
���$�	

 �����
	��	�	�����3����	������������8	(�����	
�	��
�	
��������
��	��	�����������	�
��	��	

���	��	����	��	�	�
��
:�
��	
��������
���		

 ����	����8	��	��
�	
��������
��	��	�����������	�
��	��	
���	��	�	������	��� ��	
�	�	
�
��
:�
��	
��������
��	����	�	(
��	����	�
��	��	����	%��	�
��	����	�
��	��	����
"��	��	
���	����	�������	����	���	������	��� ��	��	����	����	���	��	�
�������
����	����	����	

�������	����	�����	������	��� ����	*���	�
��	�
��	�� �	�	
�
�
�	����	��	���	 ��
�
�	

��������
���	�� �	��	���������	��	����	������	��	
�	
������
 �	����	���	����	����
��
��	
���
�
�������	���
���	�	
�
�
�	����	���	����	�
���		

��'�����	0�������	

 �
��	�����	����	 ���	���	��$��	������$4	����	�
��	���	�����	������	%�
�	��"	�
��	
�����
�	���	����	�����	����
�����	��	��	�����	��	����	����	���	�
��
��	�
�������	��	����	
������	�����	�����	���

��	����	���	�����	����	����	��	�
����	������	���	�� ��	�
�
�	

�����	�
����	!1@	�
�
�	�
��
��#	� ��	���
��	
�	
�	�	�����	����	!����	����#�	��	�
��	������	
���	�����	����	����	�
��	��	
���
���	��	��)	�
��	���	
��������	���	1@	�
�
�	�����	
�
����	��	�	����	�
������	�����		

 �&������������������������	�����$�
��	%�
�	
�	��	���
����	����
�
���
��	����	
������	
���	��	������	�"����
����	����
��	�����	���	�
���	!��
���#	���	��	�������	
����	
�	���
���	�����	
�	�
�
��
���	�����	�	������"	������	����	
�	�
����	!�������	
�	

���	����	������	��	�	����
"	��	���	�
����	�
����#	��
	�
��	����
��	���	������	��	���	
�%C	������	����	���	����	�����	�
��	!��
��#�	

   

 
 

(� �	���	
������	��)	����
�
���
��	��	��
��
��	��	���	

��'�	�
�����	*"
�	���	��)	���
�	�
����	��	��
��
��	��	
���	�����	�
�����	

 

 
 

     
 *�����	��)	��	�
���:��
��
��	��	���	��)	
���	
�	���	������	����	���	������
��	������	
���)		*����
��	���	��)	�
��	��
��	���	���������	
���	
�	���	������	����	��	�
��	
������	



������	

 �����������	
�	���	�����	��	����
 �	����	
�������
��	����	��
�	���������	������,	 
 
 

 Configure the Login Parameters   
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To use the Elite CallAnalyst application the product has to be registered. Once 
the installation is complete, click on Programs -> NEC -> Elite CallAnalyst. The 
registration screen will appear. The user interface to register the product is 
shown below. 
 

 
 

Figure 1: Registration Screen 
 

The user can register the product in two ways. 
 

� Auto-Register  
� Manual Register. 

 

Auto Register 

The user needs to enter the Associate Number, serial number and stock 
number and click on the Auto-Register button showed in figure 1. It will 
automatically register the product with the NEC web-licensing Server and notify 
the user with appropriate status message. 

 

 

 



Manual Register 

 The user needs to enter the Associate Number, serial number and 
stock number and click on Manual Register button showed in figure 1. A screen 
popup with a generated key will appear.  

 

 
 

Figure 2: Manual Registration Screen 
 

The user has to copy the Generated key and navigate to the NEC web-
licensing server (http://activate.necii.com) and enter the Associate Number, serial 
number, stock number and the Generated key information and click on ‘Activate’ 
button showed in Figure 3 to get the Activation code. 

 

 
 

Figure 3: NEC Web-license Server 



 
Enter the Activation code generated by the NEC web-licensing tool in the 

manual Registration screen (Figure 2) and click on Register to activate your 
product.  

 

Upgrade/Additional License 

Once the product has been registered, it will allow the user to run the 
application. At a later time, the user can upgrade the license or purchase 
additional license by pressing an <Enter> key in the following figure 4, to invoke 
the registration screen. 

 

 
 

Figure 4: Invoking Upgrade License Screen 



 
 
 
 
 

 Generating Reports   
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 Setting Report Criteria   
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 Generating Billing Reports   
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 Generate Graphical Reports   
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 Using Tabular Report Button Bar   
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 Automating Report Generation   
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























triviuminternal
Text Box
So here the report will be fired on the 15th of every month
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triviuminternal
Text Box
Every Hour: Fires hourly reports based on the criteria. Note that if there are no records for the criteria, then the print will be fired with no data.
Note that for running any report, the "Enabled" checkbox has to be checked for the report to run.

triviuminternal
Text Box
FTP:  Select this option to upload the report to a FTP site. Select the file name and format. Specify the ftp address, user name, password, and the directory where the generated report is to be uploaded.
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.Selected Reports - Standard

This section explains the details on only select reports. The remaining reports are considered to 
be self explanatory.

Report Category: Date & Time

Category gives you reports that help you analyze the call activity by day, day-of-week, hour-of-
day. Also allows you to monitor the trunk usage and activity helping you manage the phone 
system and perform load balancing. Call costing is available.

Report Category: Line & Extension

Category gives you reports that help you analyze calling pattern by Extension & Line groups by 
day of week and hour of days. Call costing is available.
Sample topics are:

● Reports on Call Distribution by Extension
● Summary Calling by Day by Extensions
● Graph: Summary Calling by Extensions by Day of Week
● Graph: Summary Calling by Extensions by Hour of Day
● Graph: Summary Calling by Hour of Day by Extensions

Report Category: Route & Tenant

Category gives you reports that help you analyze calling pattern by Routes & Tenants. These 
reports help to analyze phone activity by a tenant in a multi-tenant installation. Call costing is 
available.
Sample topics are:

● Graph: Summary Calling by Routes
● Summary Calling by Routes
● Summary Calling by Tenant
● Graph: Summary Calling by Routes by Day of Week
● Summary Calling by First Agent
● Summary Calling by Second Agent
● Graph: Summary Calling by Routes by Hour of Day

Report Category: Account Codes

Category gives you reports that help you analyze calls that were made using account codes. 
These are very useful in assigning costs based on projects or clients. Call costing is available. 
Also available are reports on tenant or authorization/forced account codes used.



Report Category: Frequency & Duration

Category gives you reports that help you identify most frequently called numbers, most 
expensive calls, long or short calls and ring-time before calls were picked up or answered. Call 
costing is available on selected reports. Sample topics are:

● Summary of Short Calls by Lines
● Longest calls by number

Report Category: Trunk Type & Carrier

Sample topics are:

● Detailed Calling by Trunk Types by Time of Day
● Graph Summary Calling by Trunk Types
● Summary of Calls by Carrier by Day
● Busy Trunk Summary by Trunk by Day of Week
● Graph: Summary Calling by Trunk Type by Day of Week
● Graph: Summary Calling by Trunk Type by Hour of Day

Report Category: Geographic

Category gives you reports that help you identify your main area of calling in your telemarketing 
campaigns and have the call distribution plotted on the map for visuals and presentations. It also 
helps you cost and analyze your international calling patterns and cost associated with it. Call 
costing is available for most reports.
Sample topics are:

● Detailed calling by area codes
● United states calling distribution
● Detailed calling by country codes and also calls grouped by extensions.

Report Category: Others

Sample topics are:

● Contact List
● Rate Plans by Zone

Call Distribution by Extension (Report Category: Line & Extension)

This shows the percentages of total calls that were made by each extension. This report will help 
determine which representatives make the most outbound calls during the day. Breaking this 



down by percentage of total calls for which each representative is responsible will help in 
comparing the workload for similar agents.

Summary Calling by Day by Extensions (Report Category: Line & Extension)

This gives the summary of total calls made on each particular day in a range of days, breaking it 
down by specific groups or extensions. The report determines whether calls increase during the 
weekdays or on Saturdays. You could also determine which are the busiest days for your 
organization.

Graph: Summary Calling by Extensions by Day of Week (Report Category: Line & 
Extension)

This gives an overview of which days each extension is most active.

Graph: Summary Calling by Extensions by Hour of Day (Report Category: Line & 
Extension)

This gives an overview of which times of the day each extension is most active.

Graph: Summary Calling by Hour of Day by Extensions (Report Category: Line & 
Extension)

This breaks down the day into hours and shows the total number of calls each extension has 
made over all the days in the criteria for each hour. Note that this graph becomes unwieldy if 
anything larger than a workgroup is used; i.e. keep the number of extensions to a reasonable 
level.

Graph: Summary Calling by Routes (Report Category: Route & Tenant)

This is a graphical form of the standard Calling by Routes report. This can be used to give a 
visual interpretation of the amount of calls utilizing specific routes.

Summary Calling by Routes (Report Category: Route & Tenant)

This tracks the total number of calls made through defined routes. This report can be used to 
determine how many total calls are being routed through a group of lines set aside for a specific 
purpose.

Summary Calling by Tenant (not available in NEC Elite CallAnalyst)

This is useful in cases where lines on a phone switch are leased out to tenants. This report, then, 
would be used to determine how much phone traffic each customer (tenant) represents. If, for 
example, a trunk were leased between two businesses, this report would show how much traffic 
each customer generates.



Graph: Summary Calling by Routes by Day of Week (Report Category: Route & Tenant)

A graphical form of the Summary Calling by Routes by Day of Week report. This can be used to 
give a visual interpretation of the amount of calls utilizing specific groups of lines.

Summary Calling by First Agent (not available in NEC Elite CallAnalyst)

This tracks the first tenant to handle incoming calls. This report can be useful to determine which 
tenants initially takes calls before transferring them to another group.

Summary Calling by Second Agent (not available in NEC Elite CallAnalyst)

This is used if a tenant needs a breakdown of total calls sent to them as a second party. This 
report will help determine if the phone system is routing calls effectively or adjustments need to 
be made for more efficient call trafficking.

Graph: Summary Calling by Routes by Hour of Day (Report Category: Route & Tenant)

This breaks down the day into hours and shows the total number of calls that occurred on each 
route over all the days in the criteria for each hour.

Summary of Short Calls by Lines (Report Category: Frequency & Duration)

This helps to determine how many calls were abandoned when received from the phone system. 
When running the report the user is prompted for the cutoff time in seconds and this time is used 
to detail how many calls were abandoned. This is useful in determining if the routing of calls 
needs to be adjusted to avoid abandoned calls. Note that in the Criteria window, the duration
fields are in minutes. E.g. if the maximum duration desired is six seconds, then 0.1 should be 
entered into the Maximum field.

Call Ring Duration by Day (not available in NEC Elite CallAnalyst)

This shows how many times the phone rang before an agent picked up the line. This report will 
help determine if callers are handled in a timely fashion. In addition, this report can show call 
traffic incorrectly sent to vacant extensions.

Detailed Calling by Trunk Types by Time of Day (Report Category: Trunk Type & 
Carrier)

This breaks down trunk time usage in 15 minute increments starting at 8 A.M., and gives daily 
totals of the phone usage time on that trunk. If, for example, a company were to lease time on 
trunks, this report would indicate the necessity for additional trunks during certain hours of the 
day.

Monitoring trunk activity is useful in determining a company's trunk line usage and which trunks 
are used the most. The report 'Graph Summary Calling by Trunk Types' (Report Category: 



Trunk Type & Carrier) gives a graphical representation of the different trunk types and the 
amount of calls each trunk takes.

Summary of Calls by Carrier by Day (Report Category: Trunk Type & Carrier)

This shows which long distance carrier is used and for how much time. This report helps to see if 
the carrier is being used for the times of day it was intended. This report also shows which days 
a carrier was used in comparison with a second carrier.

Busy Trunk Summary by Trunk by Day of Week (Report Category: (not available in
NEC Elite CallAnalyst)

This report can help determine a company's hardware needs by examining call volume at 
particular times of day.

Graph: Summary Calling by Trunk Type by Day of Week (Report Category: Trunk Type 
& Carrier)

This gives an overview of which days each trunk type is most active.

Graph: Summary Calling by Trunk Type by Hour of Day (Report Category: Trunk Type & 
Carrier)

This breaks down the day into hours and shows the total number of calls made on each trunk 
type over all the days in the criteria for each hour. The need may arise to export a list of 
Contacts from CallAnalyst. The 'Contact List' report (Category: Others) generates a report of all 
contacts, thus providing an easy way to access them for export to other applications, for 
example.

Rate Plan By Zone (Report Category: Others)

This provides the rates charged for each zones under the various rate plans. Although this 
information is available within the program under rate plan setup.



.Selected Reports - Advanced

Report Category: Auto Attendant & Voice Mail

● Summary calling by auto-attendant by day (not available in Elite CallAnalyst)
● Summary of first party voice mail spill-over by WG (not available in Elite CallAnalyst)
● Summary of second party voice mail spill-over by WG  (not available in Elite CallAnalyst)

Report Category: ANI & DNIS

● Detailed call view by DNIS (not available in Elite CallAnalyst)
● Summary call view by DNIS by day (not available in Elite CallAnalyst)
● Summary call view by ANI by day
● Detailed call view by first party workgroup by DNIS (not available in Elite CallAnalyst)
● Detailed call view by second party workgroup by DNIS (not available in Elite CallAnalyst)

Report Category: Agent & WorkGroup

● Summary of first agent workgroup call pattern (not available in Elite CallAnalyst)
● Summary of second agent workgroup call pattern (not available in Elite CallAnaylst)
● Detailed workgroup call view by first agent (not available in Elite CallAnalyst)
● Detailed workgroup call view by second agent (not available in Elite CallAnalyat)
● Service pattern by workgroup by hour-of-day (not available in Elite CallAnayst)
● Summary of first agent call view by workgroup (not available in Elite CallAnalyst)
● Summary of second agent call view by workgroup (not available in Elite CallAnalyst)
● Summary of agent sign on/off pattern by hour-of-day (not available in Elite CallAnalyst)
● Agent view - sign on/off by workgroup by day (not available in Elite CallAnalyst)
● Workgroup view - sign on/off by agent by day (not available in Elite CallAnalyst)
● Summary of agent activity by day (not available in Elite CallAnalyst)
● Graph: Summary of agent activity by day (not available in Elite CallAnalyst)
● Graph: Summary of queued calls by hour-of-day by day of week (not in Elite CallAnalyst)
● Graph: Summary of scores by agent by workgroup (not available in Elite CallAnalyst)
● Graph: Summary of service level by workgroup by hour-of-day (not in Elite CallAnalyst)

Report Category: Call Party

● Detailed calling by first call-party extensions
● Detailed calling by second call-party extensions
● Summary calling by first call-party extensions
● Summary calling by second call-party extensions
● Detailed calling by remote call-party



Report Category: Web Calls

● Summary of WEB calls by hour-of-day (not available in Elite CallAnalyst)

Report Category: Contact

● Time billing by contact
● Time billing for all contacts
● Detailed calling by contacts
● Detailed calling cost by contacts by country code
● Summary calling by contacts
● Detailed calling by company
● Detailed calling cost by company by country code
● Summary calling by company

Summary Calling By Auto Attendant by Day (Report Category: Auto Attendant & Voice 
Mail) (not available in Elite CallAnalyst)

This gives the summary of total calls received by specific auto attendants and reports how many 
were passed on to voice mail or other extensions. The report also details how many callers left 
recordings with voice mail and how many disconnected from the auto attendant as well as how 
many agents or workgroups transferred calls. This can be useful in determining the effectiveness 
of auto attendant and voice mail solutions being used.

Summary of first/second party voice mail spill-over by WG (Report Category: Auto 
Attendant & Voice Mail) (not available in Elite CallAnalyst)

This indicates trends in the flow of phone traffic from voice mail and the like to work groups and 
other such destinations.

Detailed Call View by DNIS (Report Category: ANI & DNIS) (not available)

This details calls made using DNIS. It also shows how many calls were transferred and handled 
as well as how many calls were placed in a waiting queue and how many exited that queue. For 
example an office may have several 800 numbers each to handle calls for sales of a specific 
product; with this report it can be seen how many calls each number is generating as well as 
how many were transferred and how many were handled by that number.

Summary Call View by DNIS by Day (Report Category: ANI & DNIS) (not available)

This gives the total number of calls by day using DNIS. This report gives an overall view of the 
traffic each number gets per day as well as the callers identification.

Summary Call View by ANI by Day (Report Category: ANI & DNIS)



This gives the total number of calls made using ANI. This report shows the total number of calls 
received on a daily basis by ANI numbers as well as the total duration of those calls.

Detailed Call View by First Party Workgroup by DNIS (not available)

This shows which workgroups initially handled calls by various DNIS numbers. With this report it 
can be seen how many calls to each number a certain workgroup handled as well as how many 
were placed into a waiting queue, how many disconnected and how many were transferred.

Detailed Call View by Second Party Workgroup by DNIS (not available)

This shows which workgroups handled calls by various DNIS numbers as a second party. With 
this report it can be seen how many calls to each number a certain workgroup had transferred to 
them as well as how many were placed into a waiting queue, how many disconnected and how 
many were transferred to a third party.

WorkGroup views:

Summary of first agent workgroup call pattern (Report Category: Agent & 
WorkGroup) (not available in Elite CallAnalyst)

Reports on workgroups activity and is designed to analyze a call center's call patterns 
specifically dealing with first line call response. It breaks down the calls by how a call is 
handled once it enters a call center queue by how long a call was in the queue, total calls 
and out of which how many went into the queue and how many were handled (talked to 
an agent), how many of those calls were transferred to another party (internal transfer or 
external), how many people exited (was queued and did not talk to an agent) the queue 
or got disconnected (abandoned the call from the Queue), total call time, how much time 
the agent spent talking and how long an agent was in wrap up mode. All this is designed 
to help better handle call volume for call centers and the like.

Summary of second agent workgroup call pattern (Report Category: Agent & 
WorkGroup) (not available in Elite CallAnalyst)

As with the previous report, only showing parties receiving transfers from first parties.

Detailed workgroup call view by first/second agent (Report Category: Agent & 
WorkGroup) (not available in Elite CallAnalyst)

This shows the activity of a workgroup by agents, showing number of calls handled, 
transferred, ring no answer, in, out and averages of talk time, outbound time, queue time 
and agent wrap up time etc. along with scores.

Service pattern by workgroup by hour-of-day (Report Category: Agent & 
WorkGroup) (not available in Elite CallAnalyst)



This gives Service Level (percentage of calls exiting the queue that fall under the 
acceptable threshold time), total calls in queue, number of agents signed on, maximum 
wait time, and average speed of answer. You have to specify two parameters when you 
run the report: 1) Threshold time used for measuring the service level of the 2) workgroup 
entered.

Summary of agent sign on/off pattern by hour-of-day (Report Category: Agent & 
WorkGroup) (not available in Elite CallAnalyst)

This gives you the pattern of total number of agent sign-on's and sign-off's that happened 
by a quarter hourly breakdown for a specified workgroup.

Workgroup view - sign on/off by agent by day (Report Category: Agent & 
WorkGroup) (not available in Elite CallAnalyst)

This enables a workgroup-wise view of when agents login and logout along with reason 
codes during the day. Grouped by Workgroup.

Graph: Summary Service Level by Workgroup by Hour of Day (Report Category: 
Agent & WorkGroup) (not available in Elite CallAnalyst)

This shows the Service Level (percentage of calls exiting the queue that fall under the 
acceptable threshold time) of each workgroup over each hour and averages it over the 
total number of days in the criteria set.

Agent views:

Summary of first/second agent call view by workgroup (Report Category: Agent 
& WorkGroup) (not available in Elite CallAnalyst)

This provides similar information as the Detailed workgroup call view by first/second 
agent, only this report has an agent centric view broken down by Workgroups to which 
they belong.

Agent view - sign on/off by workgroup by day (Report Category: Agent & 
WorkGroup) (not available in Elite CallAnalyst)

This enables an agent-wise view of when agents login and logout along with reason codes 
during the day. Grouped by Agents.

Summary of Agent Activity by Day (not available in Elite CallAnalyst)

This represents the number of calls taken by the agent on a daily basis and the average 
time between calls.



Graph: Summary of Agent Activity by Day (not available in Elite CallAnalyst)

This gives an overview by day averaged over the total number of days in the criteria set.

Graph: Summary of Scores by Agent by Workgroup (Report Category: Agent & 
WorkGroup) (not available in Elite CallAnalyst)

This shows the efficiency (score) of each agent in each workgroup at a glance. The score 
takes into consideration a prescribed value of a call and divides that by the call duration to 
determine efficiency.

Graph: Summary of Queued Calls by Hour of Day by Day of Week (Report Category: 
Agent & WorkGroup) (not available in Elite CallAnalyst)

This sums all the queued calls for each hour of each day over the period specified.

Detailed Calling by First Call-Party Extensions (Report Category: Local & Remote Call 
Party)

This gives a detailed breakdown of calls that came to a party directly. This report is useful in 
determining how often a call goes directly to a particular agent and whether proper call 
trafficking took place.

Detailed Calling by Second Call-Party Extensions (Report Category: Local & Remote Call 
Party

This gives a detailed breakdown of calls that came to a party transferred from another agent or 
first party.

Summary Calling by First Call-Party Extensions (Report Category: Local & Remote Call 
Party)

This gives a summary breakdown of calls that came to a party directly.

Summary Calling by Second Call-Party Extensions (Report Category: Local & Remote 
Call Party)

This gives a summary breakdown of calls that came to a party transferred from another agent or 
first party.

Detailed Calling by Remote Call Party

This gives a breakdown of calls that came in outside the system and releases the Caller ID 
information as well as the exact extension of the caller giving a more precise view of call activity.



VOIP/WEB Call Summary by Time-of-day (not available in Elite CallAnalyst)

This summarizes voice over internet and other internet traffic to indicate times of highest volume 
during a workday.

Report Category: Contact

These reports enable you to do time billing for contacts as well as to analyze and bill call expense 
based on contacts and companies.
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To Add a Report in My Favorite Report List: 
 Configure the report to be added, with the desired criteria. Click on Favorite button 

to add it to My Favorite reports 

 

	

 �	���
�	�
����	��������	*����	���	����	��	��
��	��
	����	��
�	������	
�	��	

��	���������	=�	����
��	5� ��
��	$�����6�	����	
�	���	����	��	����	��	���	
$�����	��
	����	��	����	0����	/D	�
����	��	���	���	������	��	5� ��
��	$�������	

	

	



 ������	��	��'�
���   

To Modify My Favorite: 

 
 	Goto EDIT/Modify My Favorite Or use shortcut CTRL+M this will open the below 
window 
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  To change the criteria of a particular report, select the appropriate report in the left hand 
side and click on the Criteria button. The call selector screen opens. Make the required 
changes and click on Accept 
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 Displaying Call Records   
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 Sorting Call Records   
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Search and Replace Operation within 
Call Records   
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 Editing Call Records   
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 Deleting Call Records   
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 Importing Call Records   
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 Archiving Call Records   
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 Restoring Call Records   
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 Automating Call Record Archival    
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Retrieve Call Information from Remote 
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 Adding Contacts   
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 Assigning Phone Numbers to Contacts   
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 Viewing Call History of Contacts   
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 Viewing Contacts    
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 Importing Contacts from Text Files   
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Configuring Elite CallAnalyst to 
Manage Tasks   
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Associating Phone Numbers and 
Names   
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 Manage Groups and Departments   
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 Managing Extensions    
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 Managing Lines    
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 Managing Account Codes   
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 Specifying Rate Plans   
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Configuring and Testing the Serial Port 
(COM1, COM2,...)   
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 Traffic Analysis   
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 Contacting NEC   
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 For support please contact your Elite CallAnalyst dealer or NEC Unified Solutions.������ 

     NEC Unified Solutions, Inc.
     655 North State Highway, 161 Irving
     TX 75039-2402, USA
     www.necunifiedsolutions.com 
     Sales And Licensing: (800) TEAM NEC
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