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ENCHANCED CALL TRACKING

GAINING A DETAILED UNDERSTANDING [ ,yJu.ifss | | SPOKECLIPSE ENABLES

OF THE CALLS YOU PROCESS cISCO ORGANIZATIONS TO ANSWER

QUESTIONS SUCH AS:
Organizations handle many thousands and even millions of calls « How many agents are required for a
each year through their Cisco Unified Communications Manager Solution projected call volume?
(CUCM) phone systems. Providing seamless, efficient caller
service requires you to have a clear, detailed picture of how calls are moving through

your organization, as well as who’s making calls and where costly inefficiencies lie.

DEVELOPER

e How will the number of agents affect
the average delay?

e How long are callers willing to wait

You may be able to generate call metrics through your CUCM system. But are you able before talking to an agent?

to easily and quickly make sense of all the calls tracked and processed by your

organization’s call center? Without the proper tools and reporting capabilities,

managing all of the data your CUCM generates can be a daunting task.

e How many calls can be answered within
a projected timeframe?

SPOK ECLIPSE

To guarantee that your organization is providing a superior customer experience, it is important to continually monitor
basic call center parameters and use simulation to accurately forecast acceptable service and workforce requirements. With
this in mind, Spok Eclipse call accounting and reporting helps you gain control of your telecom infrastructure and costs with
accurate call information.

Spok Eclipse generates a wealth of data about every call made and
received by your organization—and helps you easily make sense of L Corporate Summary |

this information. It provides reporting and monitoring tools that Traffic By Call Type Expense By Day

(Duration)
"]

deliver a number of benefits, such as insight into how agents are
processing calls, employee telephone usage, and bill-back
information.
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KEY METRICS INCLUDE
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e Call volume i
e Talk times

. i’ I Call Center Workforce Analysis |
e Agent availability TETSRTTERR T ST TR e TR TR T
e  Wait time before answer | ot st psem At 4

Total Usage Per Ho:

e Abandonment rate (WRhout Wrap.Up Time) =
e Maximum time in queue 1

EYE-OPENING REPORTS

Spok Eclipse offers flexible reports that help you

Total Usage (seconds)

interpret what is truly going on in your organization. T Y
These reports can be as high-level or as detailed as = e Tanee” T o
you like. In fact, attention to detail is where Spok i s 556 o s o
Eclipse excels. The solution cross-references ooz e - n as e
hundreds of thousands of cells to track each call Gnnia e = o =5 4
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Your callers’ impressions of your hospital are
shaped by their total experience, not just their
interaction with a single operator. Spok Eclipse
helps you report on the performance of your
team to pinpoint trouble spots.

In fact, you can take the guesswork out of
determining agent/operator performance and
simplify cost allocation and billing procedures
with a variety of customizable reports:

DNIS bill-back

Console call handling statistics
Calculated abandonment statistics
Shift reporting

Multi-level hierarchy reporting
Transfer call analysis

e Cradle-to-grave tracking

[ Agent Summary |
REPORT PERIOD:  082/01/11 to 08/11/11 CREATED: 08/11/2011 AT 05:08 PM
Usar 3551
W User 3523 %
B UserEiz X
O Userzs3z 4
[0 User3s51 1
User 2533
Company: Louraes
Division: HospRal
Section Pacucan
Department: My CaliCenter
INBOQUND ACD INBOUND NON-ACD ‘OTAL
Extension Count ransfer Duration  Awerage Count Duration verage Count Duration Average
3529 323 28 13:15:36 Q002:28 36 01:33:15 Q0:02:35 359 14:48:51  00:02:29
3551 283 B4 07°25°53 000135 40 010539 000138 323 083132 000135
3532 275 43 10:41:52 Q002:20 28 01:10:30 aa 31 303 11:52:22 0 00022t
3533 235 57 10°45°39 000245 34 011242 000208 269 11°5821 000240
TOTALS 1,116 187 420800 00:0Z1€ 138 050206  qgooz11 1264 47:11:08 000215
Daily Agent Interval I
REPORT PERIOD: 08/01/11 to 08/10/11 ot CREATED: 08/10/2011 AT 04:40 PM
COMPANY: Lourdes
DIVISION: Hospital
SECTION: Paducah
DEPARTMENT: MyCallCenter nco
USER: User 3532,
INBOUND ACD INBOUND NON-ACD OUTBOUND NON-ACD
Time Interval Count Transfer Tot Hold Avg Hold _Duration AVH Dur Count Duration Avg Dur Count Duration Avg Dur
05:00-05:59 [1] 0 00:00:00 00:00 00:00:00 00:00 0 D0:00:00 00:00 o 00:00-00 00:00
06:00-06:59 0 00:00:00 00:00 00:00:00 00:00 0 D0:00:00 00:00 o 00:00
07:00-07-59 26 10 00:00:02 00:00 00:45:38 01:52 1 00:56 0 00:00
08:00-08:59 49 00:01:02 0001 01:53 " 02:26 n 00:46
09; : K 02:14 7 0210 28 00:51
10001058 9 0218 3 & [ [ER T D047
11:00-11:59 2 K 00:31:05 02:35 2 00:07:50 03:55 16 00:47
12:00-12:59 35 9 00:00:26 01:11:147 02:02 1 D0:0256 02:56 6 00:58
13:00-13:59 33 3 00:00:03 01:23:56 02:32 2 D0:05:58 02:59 4 o121
14:00-14:59 22 2 2 Ll 7 3 01:30
ETIRT- R I i Faa (] T p60
16:00-16:59 1 o 200 00:01:34 01:34 0 00:00:00 00:00 1 00:03
17:00-17:59 0 o 00:00:00 00:00 00:00:00 00:00 0 D0:00:00 00:00 o 00:00
18:00-18:59 o 0 00:00:00 00:00 00:00:00 00:00 0 00:00:00 00:00 0 00:00
TOTAL 275 48 00:03:30 00:01 10:41:52 00:01 28 01:10:30 03 87 01:15:32 00:52
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Percont of Calls
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Calls (Projected % Increase)

REPORT FERIOD 69239 W G423

globalcalliD_callid origlegCallidentifier dateTimeOrigination IcallimgPartyNumber |nrigCause_value destlegldentifier destNodeld destSpan destlpAddr originalCalledPartyNumber
14169432 40750464 1304427768 2183 o 40750467 2 0 744560138 4096
14169433 1304427769 2708167506 393216 40750472 2 0 5777
14169433 <= 1304427785 © 2708167506 <= 393216 = 40750506 = 2 @~ 0 a 15151
14169433 1304427890 2708167506 16 40750762 2 0 727717386 2771
14169434 1304427771 2702107842 17 0 o 12 274732554 s 15675
14169434 40750473 1304427771 2702107842 o 40750486 2 12 274732554 15675
14169435 40750478 1304427769 20009 393216 40750486 2 12 274732554 s 15675
14169436 40750480 1304427770 2705541836 ] 40750481 2 0 1784878602 3908
14169440 40750494 1304427776 2705197119 16 40750545 2 0 224400506 L] 2165
14169441 40750437 1304427776 2702104704 16 40750583 2 0 2 1] 2568
14169443 40750507 1304427780 3617 16 40750508 2 0 22 906 5130
r Proj d Call Vol vs Agts N d Expected Time In Queue HI Avg Delay vs of Agents
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