
Real	time	reporting;	live	calls	waiting	and	call	handling	statistics	by	agent	and	ACD	call	queue.	Report	on	total	calls,	destination,	talk	time,	ring	time,	grade	of	service,
percentage	calls	answered,	number	of	calls	in	queue,	call	abandoned,	longest	waiting	and	unreturned	missed	calls.
At	a	glance	dashboards	and	wallboards	display	group	performance	parameters	on	a	live	tile.
Live	call	statistics	for	queues	and	agents,	such	as	number	/	duration	of	calls	and	availability.
Supervisor	management	tools	including	agent	presence	monitoring.
Review	performance	and	use	“what	if”	calculations	to	forward	plan	contact	centre	agent	shifts.

Internet	Explorer	8.0	and	higher
Firefox
Chrome
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Call	Status	Key

Green Free
Blue Outgoing	Call
Red Incoming	Call
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https://kb.ic.uk/article/call-analytics-application-user-guide-234.html

