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Chapter 1. Introduction

BT Inbound Contact global delivers comprehensive reports to help the customer optimise their global call
centre operations. Traffic data captured includes when calls come into each centre, when they are
blocked and why. Armed with this information, the customer can quickly monitor their inbound network
performance and respond by increasing staff, adding lines or re-routing calls to maximise efficiency.

Reporter cannot be used to verify Billing. There are a number factors the support this position:

- The key reason is the difference data sources used for the Billing feed and the Traffic feed.

- CDRs can go to error suspense, for example if a tariff is missing. Or CDR and SDR can be
delivered to their respective platform in different timeframes. This will result in calls appearing
in Billing later than Reporter.

- If a customer uses NOAS mid-call announcements or NOAS menu routing, these don't
produce separate SDRs. However customers will see them as separate calls on the invoice.

Call Traffic Reporter (Reporter) can be delivered via the Internet in either English or German. If other
languages are selected, some administrative information maybe presented in that language but most
information will be in English.

Reports cover an entire organisation and can be broken down by individual call centre and inbound
number application. Individual reports can be distributed to locations throughout a company, allowing
each centre to manage its own operation.

Statistics are compiled by:

Call by call detall

Hour or date

Originating Detail (country of origin, access number, etc.)
Inbound number (Application ID)

Service location/termination

Reporter offers the following report types, delivery options and availability:

Report Type Delivery Options Availability
Summary, Daily Internet/Download Next Business Day
and Monthly

Call Detall Internet/Download Same Day




Standard Reports

Reporter includes 4 standard statistical reports that break down data by Corp Id, Access Number, and
Origination combinations. The reports include detailed information broken down by hour, and day for:

Call attempts

Call completions
Call duration

Call abandonments
Calls released

Call information is stored for up to 180 days for Daily Summary Reports and up to 12 months for Monthly
Summary Reports for customer access.

Call Detail Reports

The Call Detail Report is a report that provides detailed information on every call, giving the customer
vital information to help maximize inbound service call completions. This report supplies visibility into all
of the customer’s incoming calls. The report can be viewed online and/or downloaded to the users PC.

The Call Detail Report provides the ability to view call detail on a 7x24 basis.
Call information is stored for up to 90 days for Call Detail Reports.

Internet Access

In order to give customers greater access to their BT Inbound Contact global application, BT has
developed the ability to view Reporter information via GS Portal. Customer information is protected
through the use of firewall technology and customers are required to utilize a username/password in
order to access their information.

Logging On
Internal users may be added to the Reporter, by completing the "Call Traffic Reporter (Reporter) Data

Capture Form." Customers will need to ask their account team to get them access.

Once the processing is complete, an email will be sent with the User Id and Password along with the link
to access reports.
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My Account Online product support My Account Service desk

MY ACCOUNT

Manage your global and ssee
managed services online [ )

Password

[ Show

By accessing My Account you accept the terms &
conditions and confirm you are authorised to have
access.

Accept and login

Forgotten username >

Forgotten password > R

To log on, use the following URL https://www.globalservices.bt.com/uk/en/my account and enter the
user id and password.

&« > 0O @ £ https://www.globalservices.bt.com/g

MY ACCOUNT

Authentication

Please enter your 6-digit PIN.

PIN Forgotten your PIN?

[ Show

Authenticate

Two-factor authentication (2FA)

Alternatively, you have the option to use two-factor authentication. Enabling 2FA
ensures nobody will be able to access your account without providing both your login
details and a one-time-passcode. This one-time passcode is sent to you via email or
text message every time you log in.

Set up two-factor authentication >

Enter Pin and click “Authenticate”.



https://www.globalservices.bt.com/uk/en/my_account

Getting Help or Issues with the Internet Browser

Internal users may open trouble tickets against Reporter with the BT Service Desk.

If you are having problems accessing Reporter, please follow the below steps to clear the cache in
Internet Explorer browser. Sometimes ctrl+F5 which clears the cache and refresh the browser may not
properly work in IE, instead you can clear the cache in other way.

The below steps are for IE9 and may be same for below versions as well.

1. Goto Menu > Tools > Developer Tools (or) click F12
This option is available when we open a new browser only and this will not be available for other
tabs in the browser.

2. Now, we can see the below option and go to cache and click on clear browser cache. It takes
some time to clear the cache.

File Find Disable View Images Tools Validate | Browser Mode: IE9 Compat View Document Mode: IE7 standards

HTML | CSS  Console Script Always refresh from server
[} =% = ¥ [ # ot browses cache.s bR I Style Trace Styles  Layout  Attributes

Clear brow JCIETor this domain... Ctrl+D
<!-- DOCTYPE htmlL PUBLIC k//www.w3.0rg/TR/xhtmL1/DTD;

k7 /om
i-<html lang="en-us" dir="1 DRl eoies prg/1999/xhtml" sizcache="8"
|

Clear session cookies
Clear cookies for domain

View cookie information

3. When it completes the action then access VLP by typing or paste the URL in the browser instead
from browser favorites.
If you are using IE11, please make the following changes in compatibility view settings.

Please go to IE 11 > tools > Compatibility View settings:-

bt.com should be added to compatibility view and checkbox ‘display intranet site in compatibility view’
should be ticked.



Compatibility View Settings




Welcome Screen

The welcome screen contains the applications.

& S0 @ 8 https//www.myaccount globalservices.bt.com/gsdashboard 4/myaccountdigital * = 4L e

Hello Amanda

I

Access your favourite applications right from the dashboard.

Mark applications as favourite via their options menu ( 2 ) in the applications overview.

View applications

Support & FAQ
MY ACCOUNT OVERVIEW USER GUIDE FAQs
A quick look at My Account How to use My Account Your questions, answered
Access to all your applications, notifications Discover how to use the new features of My ‘We’ve looked at some of the most common
and more —all in one place. Account. auestions and aueries. e

¢ Click on the View Applications, then click on Enterprise Reporting — Launch Application from

the list on the page.



Business Intelligence Landing Page

The Dashboard Screen can be used to make changes to a user account such as date format or
language.

< -2 0O @ £ hitps//app.sso. . ices.bt.com/app229/Myanalytics/saw.dll?Dashboard&portalPath =%2fshared%2finbound%20Contact%2f_portal%2finbound%20Contact hid = L 2
ORACLE Business Intelligence Search / Dashboards ¥ Q Advanced Help v  SignOut s
Inbound Contact Home  Catalog Favorites w Dashboards w New v Open v Signed In As AMANDA.ALLEN@BT.COM w

Welcome Page ~ Comprehensive Summary ~ Corporate Summary ~ Access Number Summary ~ Destination Summary ~ Call Detail Report  CCS Post Information Message Most Recent(inbound Contact - Welcome Page} &+ o

My Dashboard
Comprehensive Summary [E8) My Dashboar

Comprehensive Summary Daily 4 Inbound Contact
Comprehensive Summary Monthly =5 Inbound Contact

Corporate Summary
Corporate Summary Daily
Corporate Summary Monthly

Access Number Summary
Access Number Summary Daily
Access Number Summary Monthly

Destination Summary
Destination Summary Daily
Destination Summary Monthly

Call Details
Call Detail Report

Daily mz

'ser windows after you have logged-off/finished. You should check it is il to close all i on your

e Select Dashboard from the top of the screen, then select Inbound Contact from the drop down
menu.



My Account Screen

The My Account Screen can be used to make changes to a user account such as date format or
language. Click on drop down arrow next to your user id. Then click on My Account.

& -2 0O @ £ hitps//app.sso. . ices.bt.com/app229/Myanalytics/saw.dll?Dashboard&portalPath =%2fshared%2finbound%20Contact%2f_portal%2finbound%20Contact ¥ = L o’ -

ORACL_E Business Intelligence Search Al v O Advanced Help v  SignOut i

Inbound Contact Home  Catalog Favorites w Dashboards w New v Open w EIUEMILVE AMANDA ALLEN@BT.COM v
My Account [o11)

Welcome Page ~ Comprehensive Summary ~ Corporate Summary  Access Number Summary ~ Destination Summary ~ Call Detail Report  CCS Post Information Message

Comprehensive Summary
Comprenensive Summary Daily
Comprehensive Summary Monthly

Corporate Summary
Corporate Summary Daily
Corporate Summary Monthly

Access Number Summary
Access Number Summary Daily
Access Number Summary Monthly

Destination Summary
Destination Summary Daily
Destination Summary Monthly

Call Details
Call Detail Report

aily maintenance is scheduled from 0300 to 0310 GMT

lose all browser windows after you have logged-off/finished. You should check it is

to close all ony

&~ 2> 0O @ B hitps;//app.sso. y ices.bt.com/app229/Myanalytics/saw.dll?Dashboard&portalPath =%2fshared%2fnbound%20Contact%2f_portal%2finbound%20Contact * = L o’ -
ORACL_E Business Intelligence Search Al v Advanced Help v Sign Out
Inbound Contact Home Catalog Favorites w Dashboards w New v Open w Signed In As AMANDA.ALLEN@BT.COM w

Welcome Page

9 x

My Acco
Comprehensive Summary User ID: AMANDA ALLEN@BT.COM
Display Name: AMANDA ALLEN@BT.COM

Preferences | Bl Publisher Preferences  Mobile Preferences  Delivery Options  Application Roles

Starting Page  Inbound Contact - Inbound Contact v
Locale (location)  English - United States v
User Interface Language  English v
' Time Zone  Default - Unknown Time Zone v

Subject Area Sort Order  Default - Sort in Saved Order w

Prompts Auto-Complete (@ Default O On (O Off
Call Details Analysis Editor  Default - Start on Results tab when editing Analysis v
e Accessibility Mode (@ Default O On () Off

Daily main

e you must close all browser windows after you have lg

OK  Cancel

10



Select User Interface Language to change the language from English. Full language conversion is
available for German. Other languages are available for the data fields.

Select Time Zone to change date format. The default is MM/DD/YYYY. For example, if the time zone
is changed to Greenwich Mean Time Dublin, Edinburgh, London, the date format will change to
DD/MM/YYYY.

To complete this change, Click on OK at the bottom of the screen.
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List of Reports and Sort Feature on Reports

List of Reports

This screen shows the list of the reports. Simply click on the report to be viewed. The screen is also used
to flash message across the screen to notify users of any updates to the system.

< -2 0O @ £ hitps//app.sso. . ices.bt.com/app229/Myanalytics/saw.dll?Dashboard&portalPath =%2fshared%2finbound%20Contact%2f_portal%2finbound%20Contact hid = L 2
OIRACL_E Business Intelligence Search Al v Q  Advanced Help v  SignOut 1in
Inbound Contact Home  Catalog Favorites w Dashboards v New v Open v Signed In As AMANDA.ALLEN@BT.COM w

(o N ]

Welcome Page ~ Comprehensive Summary ~ Corporate Summary ~ Access Number Summary ~ Destination Summary ~ Call Detail Report  CCS Post Information Message

Comprehensive Summary
Comprehensive Summary Daily
Comprehensive Summary Monthly

Corporate Summary
Corporate Summary Daily
Corporate Summary Monthly

Access Number Summary
Access Number Summary Daily
Access Number Summary Monthly

Destination Summary
Destination Summary Daily

Destination Summary Monthly
Call Details
Call Detail Report

Daily maintenance is scheduled from 0300 to 0310 GMT

1 be accessed by other people you must close all browser windows after you have logged-off/finished. You should check it is p:
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Sort Feature on Reports

There is a sort feature on the columns. On the screen capture below for Orig Country, you can in sort
ascending/descending order making information easier to find. At the bottom of the screen you also

have the ability to export the information to an excel spreadsheet and sort the data using the features
in excel.

Inbound Contact
o GP oo (@) Orig ov Orlg Access Access =
Ovts. fWoon, s test ff Country Code Noumver Tyoe Ao 1
170 0 30001054 Completl Unted Statef <o [ PSTN 2000054321
N4 20001054 Comglet ned States PSTN 2000056322
20001054 Completed PSTN 2000065976
Vorgdom
20001054 Completed  Unted 4 S2073653816  PSTH 2000065977
Kngdem
20001054 Completed  Unted 4 H2073653083  PSTN 2000034486
ongdom
20001054 Completed  Unted 4 207656815 PETN 2000199969
agdom
20001054 Mot Unted 42073656018 PSTN 2000199969
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Chapter 2. Comprehensive Summary Daily

Section 1. Report Description

The report provides

¢ a daily breakdown by access number.
o afeel for the distribution of traffic over all access lines to a site on an daily basis.

Section 2. Notes/Assumptions

the report includes all originating and terminating countries.

the report includes all completed and failed calls.

the report will consist of details for the selected access number and time frame.

the report and graph can be downloaded to the following formats (see Appendix B for details):
» download to Excel

» download to Excel 2000

» download to Data

» download to WebPage (MHTML)

14



Input Screen

B a | € Costco Photo Ce Puff Pastry Pear @ Brasserie Liberté (7 Library

< o @ a

Or\)AC Le Business Intelligence

Inbound Contact

Comprehensive Summary Daily

Return To Comprehensive Summary

Return To Welcome Page

adidas Online St &) Dashboard - My [ OracleBlint X | +

‘app.sso.myaccount.globalservices.bt.com, hxe

Search Al v 4 Advanced

Home Catalog Favorites w Dashboards w New w Open w

Corp Id
20001054 y Apply Rpsetw
Access Number Date
Please Select44207581 w  Between 11/1212019 - 1112212019 gy
1442073653807 ~
To GMT Hours
[[1442073653808
23 v
[“]442073653809
[]442073653814 Minutes
59 Apply Reset v
[7]1442073653815 i R
[[1442073653816 v Data Not Found

Refresh

Data Not Found
Refresh

Search...

= AL

Help »

e The user must select the Corp ID and click on Apply before selecting the Access number.
Input Field Description
Corp ID Select the Corp Id to be retrieved.

Customer Corporate Identifier. The customer Corporate ID
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Access Number

Select a single Access Number, multiple Access Numbers or
All Access Numbers “(All Column Values)” to be retrieved by
placing a check in the box next the number(s).

The access number is the number dialed by the caller. All caller
access numbers are linked to an Application Id.

Note: The user must select the Corp ID and hit Apply before they
can select the Access number.

Date

Between

Select the date or date range to be retrieved.

The date of the beginning and end of the call.

15

g

Sign Out

Signed In As AMANDA.ALLEN@BT.COM w

& 0

~



Note: Date default is MM/DD/YYYY. To select a different date
format, go to the My Account section in Chapter 1: Introduction.

Hours GMT

Between

Select the time (in GMT) to be retrieved. Then click on Apply.
The hour of the beginning and end of the call.

Note: The default is 0 to 23 GMT Hours and 0 to 59 Minutes.

16




Output Screen

o oE= LB

< - O @
ORACLE "Business Intelligence

Inbound Contact

& https//app.sso.myaccount.globalservices.bt.com/app229/Myanalytics/saw dil?Dashboard&Portal Path=%2fshared %2finbound%20contact

Search Al v Q,  Advanced Help w SignOut  #n

Signed In As AMANDA.ALLEN@BT.COM v

& 0

Home Catalog Favorites v Dashboards w New v Open w

N
Comprehensive Summary Daily Graph
” Not Answered
= W Completed
(&)
AAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAA -
R Ry PP PP PR R R RN PP P P00 0 PP INI NI NP0 on s 0000 00 SEEEEERRRRRENE
§55555555555555555555555555555555855555555555555555555585558555+8
IAASSAAA R RACSEAR SRR AAA A S AA SRR S AR AR C AR A S S AR R RS R RS
BBDD VO OOCVD VDOV COVV VOO OVVO OO COVVV VO VO VOOV VVOVOVOOO VOBV VD OB DD D
O e G P = B = = g = - g P i G = - G = - = = S = ==
o MCDOO# V\JCDOOJ> MCBOOJ> ?\JG&OO‘b Mmcc# Mmcc# Mmccﬁ MCDOO# V\JCBOOJ> Mmoch
Date, Hours
v

Output Field- graph

Description

Y axis

The number of calls.

X axis

The date and hour of the calls

The bars are color coded to separate Completed, Released, and
Not Completed calls. Move the cursor over a section of the bar to
see the number calls. Click on the bar to display the report for that
specific section of the bar graph.

Bar

17



B <& | € Costco Photo Ce Puff Pastry Pear -© Brasserie Liberté (&9 Library adidas Online St &) Dashboard - My [ OracleBlInt X | +

< O & a

app.sso.myaccount.globalservices.bt.com

ORACL_E Business Intelligence

Inbound Contact

o

Search Al v 2, Advanced

= 1

Help v

g

Sign Out

Home Catalog Favorites v Dashboards w New w Open v Signed InAs AMANDA.ALLEN@BT.COM v

Comprehensive Summary Daily

Refresh -Print - Export

2.68

2.70

2.92

2.67

2.67

2.68

2.68

2.68

2 a8

Call Orig Orig Access Access Network Term Term Term I DNIS N
Date Hours Corp Id Result Country Code Number Type App Id Address Type Country Code Svc Loc Id Destination Digits Calls Minutes
12- 0 20001054 Completed United 44 442073653815 PSTN 2000085976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 10
Nov- Kingdom Kong
2019
1 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 10
Kingdom Kong
2 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 1
Kingdom Kong
3 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 10
Kingdom Kong
4 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 10
Kingdom Kong
5 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 10
Kingdom Kong
6 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 10
Kingdom Kong
7 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 10
Kingdom Kong
2 20NNINRA  Camnlatad | nitad A4 AAINTRARRRIA DTN 20NNNARATA  AAINTARRRR1A  Nad Hana /R  242/NN1R NNNGR  2A2NN1RNNNGK  NNNAR n
Output Field- table | Description

Date

The date of the call. (Format: DD/MMM/YYYY)

Hour

The hour of the call.

Corp ID

Customer Corporate Identifier. The customer Corporate ID
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Call Result Call status on release
Complete Call Delivered -
Includes Call Abandoned,Call not Delivered-
Busy; Call not Delivered — RTNR (Ring Tone
Not Answered | No Reply); Call not Delivered - Congestion
Call Released by Network Call queue; Call
Released with Notification; Call Released
without Notification; Call Limiter Blocked; Call
Released Status Unknown
Origination Name of country associated with originating country code.
Country

Orig Code

Country code associated with the dialed access number (see
Appendix A for a complete list of country codes).

18
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Access Number

The number dialed by the caller (not necessarily the same as the Network
Address). All caller access numbers are linked to an Application Id.

Access Type

Inbound access type.

DomTF | Domestic Tollfree

ITFS | International Tollfree

UIFN | Universal International Freephone Number

PSTN | Public Switched Telephone Network/Caller Pays

SC | Shared Cost

NCR | National Call Rate

IVRP/
Redirect | Interactive Voice Response/Redirect

DTF | Direct Tollfree

PRS | Premium Rate Service

TIVRP | Transfer Interactive Voice Response, 2" leg

App ID

Application Identifier. (corresponds to the dialed number). Applications Ids
are a grouping of one or more BT Inbound Contact global access
numbers. All access numbers must be linked to a 10-digit application Id.
They are assigned from within the Logical Provisioning System. For
reporting applications, Application lds provide a way to break out specific
applications and view how well they’re performing.

Network Address

Network address where call enters BT network.

This is typically the called party number received by the BT network.
It may be displayed in various formats.

Term Type

Termination Type

e Swi = Switched Destination Number
e Ded = Dedicated Destination Switch/Trunk ID
Note: Termination Types are only applicable to certain networks.

This field may be blank (typically it is blank for domestic BT Inbound
Contact).

Term Country

Country of Termination

Note: the Term Country is function of the Term Type, when there is
no Term Type displayed, there is no Term Country displayed either

Term Code

Terminating country code (see Appendix A for a complete list of
country codes).

19




Note: the Term Code is function of the Term Type, when there is no
Term Type displayed, there is no Term Code displayed either

Svc Loc Id

Service Location Identifier (customer label for termination) The Service
location represents a switched or dedicated termination registered to a
specific customer Corp Id.

The Service location is used in logical provisioning, when defining
routing plans and terminating features. All service locations, will
have user-friendly names or ‘labels” that are registered in order
entry.

Destination

Terminating number (phone number or Switch/Trunk/DNIS digits)

DNIS Digits

Dialled Number Identification Service. DNIS is only used by customers on
the Global network with dedicated endpoints. This field includes the
outpulsed DNIS digits. DNIS manages calls more efficiently so that when
the customer advertises a specific phone number for a special promotion,
any calls generated can be directed to a particular agent within the contact
centre.

DNIS allows customers to specify which digits are delivered to a
Dedicated Access Line (DAL), based on a number of factors. The
customer’s ACD/PBX uses the digits to manage calls more
efficiently. For example, if a customer advertises in several
countries, DNIS can ensure that a call is answered at the correct
language queue. Or if a customer advertises a specific phone
number for a special promotion, this feature can direct calls
generated to a specific agent within the termination call centre.
DNIS supports 1 to 15 digits

Calls

Number of calls during the specified time period.

Minutes

The amount of time in minutes of the call during the specified time
period. (Format: XXXX.XX)
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Chapter 3. Comprehensive Summary Monthly

Section 1. Report Description

The report provides

¢ a monthly breakdown by access number.
o afeel for the distribution of traffic over all access lines to a site on an monthly basis.

Section 2. Notes/Assumptions

the report includes all originating and terminating country.

the report includes all completed and failed calls.

the report will consist of details for the access humber and timeframe

the report and graph can be downloaded to the following formats (see Appendix B for details):
» download to Excel

» download to Excel 2000

» download to Data

» download to WebPage (MHTML)
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Input Screen

B a | € Costco Photo Ce Puff Pastry Pear @ Brasserie Libert¢ (7 Library

< o @ a

Or\)AC Le Business Intelligence

Inbound Contact

4 Comprehensive Summary Monthly

Return To Comprehensive Summary

Return To Welcome Paae

adidas Online St &) Dashboard - My [ OracleBlint X | +
‘app.sso.myaccount.globalservices.bt.com, hxe

Search Al v 4 Advanced

Home Catalog Favorites w Dashboards w New w Open w

Corp Id
20001054

Apply Reset v

Access Number Date

Please Select;44207581. w
1442073653806 ~
To GMT Hours

[[1442073653807
[[1442073653808
[71442073653809

Between 11/14/2019 'y 1112212019 T

Le

23 v

Minutes

[]442073653814 5 v Apply Reset v

1442073653815
v Data Not Found
Refresh
Data Not Found
Refresh

Search...

= AL

Help »

e The user must select the Corp ID and click on Apply before selecting the Access number.

Input Field

Description

Corp ID

Select the Corp Id to be retrieved.

Customer Corporate Identifier. The customer Corporate ID
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Access Number

Select a single Access Number, multiple Access Numbers or
All Access Numbers “(All Column Values)” to be retrieved by
placing a check in the box next the number(s).

The number dialed by the caller. All caller access numbers are
linked to an Application Id. The caller access number must be
recorded on the billing record.

Note: The user must select the Corp ID and hit Go before they can
select the Access number.

Date

Select the date to be retrieved.
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Between The date of the beginning and end of the call.

Note: Date default is MM/DD/YYYY. To select a different date
format, go to the My Account section in Chapter 1: Introduction.

Hours GMT Select the time (in GMT) to be retrieved.

Between The hour of the beginning and end of the call.
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Output Screen

<« = O [ 8 hitps//app.sso.myaccount.globalservices.bt.com/app229/Myanalytics/saw.dll’Dashboard&PortalPath=%2fshared %2finbound%20contact % 3= 1. &

ORACL_E Business Intelligence Search Al v Q. Advanced Help v  SignOut s

Inbound Contact Home  Catalog Favorites v Dashboards w New w Open w Signed InAs  AMANDA.ALLEN@BT.COM w
& 0

~

Comprehensive Summary Monthly Graph

300
250

200

Not Answered

% 150 W Completed
Refresh - Print - Export ~

Output Field - Description
graph
Y axis The number of calls.
X axis The day of the calls
Bar The bars are color coded to separate Completed, Released, and

Not Completed calls. Move the cursor over a section of the bar to

see the number calls. Click on the bar to display the report for that

specific section of the bar graph.
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Comprehensive Summary Monthly

Call Orig Orig  Access Access Network Term Term Term DNIS

Month Date Corpld Result Country Code Number Type App Id Address Type Country Code Svc Loc Id Destination Digits Calls Minutes

NOVEMBER 14- 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 244 74.67
Nov- Kingdom Kong
2019

NOVEMBER 14- 20001054 Not United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 10 0.00
Nov- Answered  Kingdom Kong
2019

NOVEMBER 15- 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 239 66.10
Nov- Kingdom Kong
2019

NOVEMBER 18- 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 239 64.13
Nov- Kingdom Kong
2019

NOVEMBER 17- 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 240 64.28
Nov- Kingdom Kong
2019

NOVEMBER 18- 20001054 Completed United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 239 63.92
Nov- Kingdom Kong
2019

NOVEMBER 19- 20001054 Gompleted United 44 442073653815 PSTN 2000065976 442073653815 Ded Hong 852 342/0015_00095 342001500095 00095 242 64.88 o
[ Winndam Wana

Output Field- table | Description

Month The month of the call.

Date The date of the call. (Format: DD/MMM/YYYY)

Corp ID Customer Corporate Identifier. The customer Corporate 1D
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Call Result Call status on release

Complete Call Delivered -

Includes Call Abandoned,Call not Delivered-
Busy; Call not Delivered — RTNR (Ring Tone
Not Answered | No Reply); Call not Delivered - Congestion

Call Released by Network Call queue; Call
Released with Notification; Call Released
without Notification; Call Limiter Blocked; Call

Released Status Unknown
Origination Name of country associated with originating country code.
Country
Orig Code Country code associated with the dialed access number (see

Appendix A for a complete list of country codes).
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Access Number The number dialed by the caller (not necessarily the same as the Network
Address. All caller access numbers are linked to an Application Id.

Access Type Call status on release (answered, busy, abandoned, etc.)

DomTF | Domestic Tollfree

ITFS | International Tollfree

UIFN | Universal International Freephone Number

PSTN | Public Switched Telephone Network/Caller Pays

SC | Shared Cost

NCR | National Call Rate

IVRP/
Redirect | Interactive Voice Response/Redirect

DTF | Direct Tollfree

PRS | Premium Rate Service

TIVRP | Transfer Interactive Voice Response
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App ID

Application Identifier. (corresponds to the dialed number).
Applications Ids are a grouping of one or more BT Inbound Contact
global access numbers. All access numbers must be linked to a 10
digit application Id. They are assigned from within the Logical
Provisioning System. For reporting applications, Application Ids
provide a way to break out specific applications and view how well
they’re performing.

Network Address

Network address where call enters BT network.

This is typically the called party number received by the BT
network. It may be displayed in various formats.

Term Type

Termination Type

e Swi = Switched Destination Number
e Ded = Dedicated Destination Switch/Trunk ID
Note: Termination Types are only applicable to certain networks.

This field may be blank (typically it is blank for domestic BT Inbound
Contact).

Term Country

Country of Termination

Note: the Term Country is function of the Term Type, when there is
no Term Type displayed, there is no Term Country displayed either

Term Code

Terminating country code (see Appendix A for a complete list of
country codes).

Note: the Term Code is function of the Term Type, when there is no
Term Type displayed, there is no Term Code displayed either

Svc Loc Id

Service Location Identifier (customer label for termination) The Service
location represents a switched or dedicated termination registered to a
specific customer Corp Id.

The Service location is used in logical provisioning, when defining
routing plans and terminating features. All service locations, will
have user-friendly names or ‘labels” that are registered in order
entry.

Destination

Terminating number (phone number or Switch/Trunk/DNIS digits)

DNIS Digits

Dialled Number Identification Service. DNIS is only used by
customers on the Global network with dedicated endpoints. This
field includes the outpulsed DNIS digits. DNIS allows customers to
specify which digits are delivered to a Dedicated Access Line
(DAL), based on a number of factors.

Calls

Number of calls during the specified time period.

27




Minutes

The amount of time in minutes of the call during the specified time
period. (Format; XXXX.XX)
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Chapter 4. Corporate Summary Daily

Section 1. Report Description

This report summarizes calls in each call status on a hourly basis by Corp Id.

Complete Call Delivered

Includes Call Abandoned, Call not Delivered-
Busy; Call not Delivered — RTNR (Ring Tone
Not Answered | No Reply); Call not Delivered - Congestion

Call Released by Network Call queue; Call
Released with Notification; Call Released
without Notification; Call Limiter Blocked; Call
Released Status Unknown

Section 2. Notes/Assumptions

e report contains number of calls for each call status.
e report and graph can be downloaded to the following formats (see Appendix B for details):
» download to Excel
» download to Excel 2000
» download to Data
» download to WebPage (MHTML)
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Input Screen

= <—ﬁ| € Costco Photo Ce Puff Pastry Pear - © Brasserie Liberté (&7 Library adidas Online St~ &) Dashboard - My [ OracleBlint X | 4+ v
&« O [ ‘app.sso.myaccount.globalservices.bt.com, hxe

Or\)AC Le Business Intelligence

Inbound Contact

4 Corporate Summary Daily

Corporate Summary Daily Graph

Calls

Search Al v Advanced

= 4 e

Help » Sign Out

Home Catalog Favorites v Dashboards w New w Open w Signed In As AMANDA.ALLEN@BT.COM w

Corp Id Date
20001054 v Between 11/14/2019 “‘D' 11/22/12019 e
From GMT Hours To GMT Hours
0 v 23 v
Minutes Minutes
0 v 59 v Apply Resetw

M Released
Not Answered
W Completed

it 0

~

e Select the Corp ID, Dates, Hours and Minutes and click on Apply to generate the report.

Input Field Description

Corp ID Select the Corp ID to be retrieved.
Customer Corporate Identifier. The customer Corporate 1D
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Date Select the date to be retrieved.

Between The recorded date of the beginning and end of the call.
Note: Date default is MM/DD/YYYY. To select a different date
format, go to the My Account section in Chapter 1: Introduction.

Hours GMT Select the time (in GMT) to be retrieved.

Between The recorded hour of the beginning and end of the call.

Note: The default is 0 to 23 GMT Hours and 0 to 59 Minutes.
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Output Screen

<« = O [ 8 hitps//app.sso.myaccount.globalservices.bt.com/app229/Myanalytics/saw.dll’Dashboard&PortalPath=%2fshared %2finbound%20contact % 3= 1. &
ORACL_E Business Intelligence Search Al v Q. Advanced Help v  SignOut s
Inbound Contact Home  Catalo Favorites w Dashboards w New w Open w Signed In As AMANDA.ALLEN@BT.COM v
g P
& 0
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Corporate Summary Daily Graph

350
300

250

L 200 M Released
5 B Compieed
Date, Hours
Output Field - Description
graph
Y axis The number of calls.
X axis The date and hour of the calls
Bar The bars are color coded to separate Completed, Released, and
Not Completed calls. Move the cursor over a section of the bar to
see the number calls. Click on the bar to display the report for that
specific section of the bar graph.
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Help v
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Sign Out

Home Catalog Favorites v Dashboards w New w Open v Signed InAs AMANDA.ALLEN@BT.COM v
It O

Date Hours CorpId Call Result Calls Minutes
14-Nov-2019 0 20001054 Completed 242 11742
0 20001054 Not Answered 2 0.00
1 20001054 Completed Lyl 118.98
1 20001054 Not Answered 2 0.00
2 20001054 Completed 238 117.50
2 20001054 Not Answered 1 0.00
3 20001054 Completed 240 117.68
3 20001054 Not Answered 2 0.00
4 20001054 Completed 232 11367
4 20001054 Not Answered 7 0.00
5 20001054 Completed 233  114.50
6 20001054 Completed 233 113.85
6 20001054 Not Answered 1 0.00
7 20001054 Completed 248 127.82
© ANANINES  ~amniakad nan anano

Output Field- table

Description

Date

The date of the call. (Format: DD/MMM/YYYY)

Hour

The hour of the call.

Corp ID

Customer Corporate Identifier. The customer Corporate ID
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Call Result

Call status on release.

Complete Call Delivered -

Includes Call Abandoned, Call not Delivered-
Busy; Call not Delivered — RTNR (Ring Tone
Not Answered | No Reply); Call not Delivered - Congestion

Call Released by Network Call queue; Call
Released with Notification; Call Released
without Notification; Call Limiter Blocked; Call
Released Status Unknown

Calls

Number of calls during the specified time period.

Minutes

The amount of time in minutes of the call during the specified time
period. (Format: XXXX.XX)
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Chapter 5. Corporate Summary Monthly

Section 1. Report Description

This report summarizes of calls in each call status on a daily basis by Corp Id.

Complete Call Delivered

Includes Call Abandoned, Call not Delivered-
Busy; Call not Delivered — RTNR (Ring Tone
Not Answered | No Reply); Call not Delivered - Congestion

Call Released by Network Call queue; Call
Released with Notification; Call Released
without Notification; Call Limiter Blocked; Call
Released Status Unknown

Section 2. Notes/Assumptions

e report contains number of calls for each call status.
e report and graph can be downloaded to the following formats (see Appendix B for details):
» download to Excel
» download to Excel 2000
» download to Data
» download to WebPage (MHTML)
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Input Screen

= ¢—5| € Costco Photo Ce Puff Pastry Pear @ Brasserie Liberté ~ (7) Library adidas Online St &) Dashboard - My [ OracleBlint X | + v
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ORACL_E Business Intelligence

Inbound Contact

4 Corporate Summary Monthly

Return To Corporate Summary

Return To Welcome Page

‘app.sso.myaccount.globalservices.bt.com hig

Search Al v L Advanced

= 1

Help v

2

Sign Out

Home Catalog Favorites v Dashboards v New v Open v Signed InAs AMANDA.ALLEN@BT.COM v

i 0

Corp Id
20001054 v

Date

Between 11/14/2019 11/21/2019 i Apply Resetw

iy i
Data Not Found
Refresh
Data Not Found
Refresh

e Select the Corp ID, and Dates and click on Apply to generate the report.

Input Field Description

Corp ID Select the Corp Id to be retrieved.
Customer Corporate Identifier. The customer Corporate ID
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Date Select the date to be retrieved.

Between The recorded date of the beginning and end of the call.

Note: Date default is MM/DD/YYYY. To select a different date
format, go to the My Account section in Chapter 1: Introduction.
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Output Screen
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& 0
Corporate Summary Monthly Graph ~

7000

6000

5000

§ 4000 .gg;qu?es;g:red
Call Start Date
Refresh - Print - Export v
Output Field - Description
graph
Y axis The number of calls.
X axis The date of the calls
Bar The bars are color coded to separate Completed, Released, and
Not Completed calls. Move the cursor over a section of the bar to
see the number calls. Click on the bar to display the report for that
specific section of the bar graph.
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Call Start Date Date Corp Id Call Result Calls  Minutes
11/14/2019 14-Nov-2019 20001054 Completed 5,773 2,841.87
14-Nov-2019 20001054 Not Answered 26 0.00
11/15/2019 15-Nov-2019 20001054 Completed 5,827 2,868.83
15-Nov-2019 20001054 Not Answered 10 0.00
11/16/2019 16-Nov-2019 20001054 Completed 5,687 2,811.97
16-Nov-2019 20001054 Not Answered 4 0.00
11/17/2019 17-Nov-2019 20001054 Completed 5,665 2,800.05
17-Nov-2019 20001054 Not Answered 5 0.00
11/18/2019 18-Nov-2019 20001054 Completed 5,830 2,868.02
18-Nov-2019 20001054 Not Answered 1 0.00
11/19/2019 19-Nov-2019 20001054 Completed 5,801 2,851.35
19-Nov-2019 20001054 Not Answered 7 0.00
11/20/2019 20-Nov-2019 20001054 Completed 6,254 3,354.92
20-Nov-2019 20001054 Not Answered 4 0.00
11/21/2019 21-Nov-2019 20001054 Comoleted 6.465 3.520.73
Output Field- table | Description
Month The month of the call.
Date The date of the call. (Format: DD/MMM/YYYY)
Corp ID Customer Corporate Identifier. The customer Corporate 1D
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.
Call Result Call status on release (answered, busy, abandoned, etc.)

Complete Call Delivered

Includes Call Abandoned,Call not Delivered-
Busy; Call not Delivered — RTNR (Ring Tone
Not Answered | No Reply); Call not Delivered - Congestion

Call Released by Network Call queue; Call
Released with Notification; Call Released
without Notification; Call Limiter Blocked; Call
Released Status Unknown

Calls

Number of calls during the specified time period.

Minutes

The amount of time in minutes of the call during the specified time
period. (Format: XXXX.XX)
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Chapter 6. Access Number Summary Daily

Section 1. Report Description

The report lists the number of calls by access number and call status on a daily basis.

Section 2. Notes/Assumptions

e report includes call status.
e report includes Origination Country and Origination Country Code.
e report and graph can be downloaded to the following formats (see Appendix B for details):
» download to Excel
» download to Excel 2000
» download to Data
» download to WebPage (MHTML)
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Input Screen
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Search Al v Advanced

Home Catalog Favorites w Dashboards w New w Open w

Corp Id

20001054 Apply Rgset v

Date
Between 11/15/2019

Access Number

Please Select;44207365 v [ 1112222019
~
[“1442073653809 To GMT Hours

[[1442073653814 23 W
[£1442073653815
Minutes
[[1442073653816
59 v Apply Reset w
[[1442073653840
1442073653841 v Data Not Found

Refresh

Data Not Found
Refresh

Search...

= AL

Help »

The user must select the Corp ID and click on Apply before selecting the Access number.

Input Field

Description

Corp ID

Select the Corp Id to be retrieved.

Customer Corporate Identifier. The customer Corporate ID
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Access Number

Select a single Access Number, multiple Access Numbers or
All Access Numbers “(All Column Values)” to be retrieved by
placing a check in the box next the number(s).

The number dialed by the caller. All caller access numbers are
linked to an Application Id. The caller access number must be
recorded on the billing record.

Note: The user must select the Corp ID and hit Go before they can
select the Access number.

Date

Between

Select the date to be retrieved.

The recorded date of the beginning and end of the call.
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Note: Date default is MM/DD/YYYY. To select a different date
format, go to the My Account section in Chapter 1: Introduction.

Hours GMT

Between

Select the time (in GMT) to be retrieved.
The recorded hour of the beginning and end of the call.

Note: The default is 0 to 23 GMT Hours and 0 to 59 Minutes.
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Output Screen
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Access Number Summary Daily Graph

~

M Completed, Calls

B A s A
AR e e
Refresh - Print - Export v
Output Field — Description
graph
Y axis The number of calls.
X axis The date and hour of the calls
Bar The bars are color coded to separate Completed, Released, and
Not Completed calls. Move the cursor over a section of the bar to
see the number calls. Click on the bar to display the report for that
specific section of the bar graph.
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Date Hours Corp Id Orig Country Orig Code Access Number Access Type Appld Call Result Calls Minutes
15-Nov-2019 0 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 2.88
1 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 3.12
2 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 272
3 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 272
4 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 268
5 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 272
6 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 270
7 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 268
8 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 268
9 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 9 243
10 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 268
11 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 267
12 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 2.85
13 20001054 United Kingdom 44 442073653815 PSTN 2000085976 Completed 10 3.42
4 ANNNANEA 1 initad Winadam 44nn7o0E201E  neT ANANNEENTE A amntatad in ner
Output Field- table | Description

Date

The date of the call. (Format: DD/MMM/YYYY)

Hours

The hour of the call.

Corp ID

Customer Corporate Identifier. The customer Corporate ID
establishes service for a customer Corp ID is an 8-digit. The

Corporate Id is the primary customer identifier used in the physical

provisioning and reporting system. It appears on every customer
record and every call record.

Origination
Country

Name of country associated with originating country code.

Orig Code

Country code associated with the dialed access number (see
Appendix A for a complete list of country codes.

Access Number

The number dialed by the caller (not necessarily the same as the
Network Address). All caller access numbers are linked to an

Application Id.

Access Type

Inbound access type.

DomTF | Domestic Tollfree

ITFS | International Tollfree

UIFN | Universal International Freephone Number
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PSTN | Public Switched Telephone Network/Caller Pays

SC | Shared Cost

NCR | National Call Rate

IVRP/
Redirect | Interactive Voice Response

DTF | Direct Tollfree

PRS | Premium Rate Service

TIVRP | Transfer Interactive Voice Response

App ID

Application Identifier. (corresponds to the dialed number). Applications
Ids are a grouping of one or more BT Inbound Contact global access
numbers. All access numbers must be linked to a 10 digit application Id.
. They are assigned from within the Logical Provisioning System. For
reporting applications, Application Ids provide a way to break out specific
applications and view how well they’re performing.

Call Result

Call status on release

Complete Call Delivered -

Includes Call Abandoned, Call not Delivered-
Busy; Call not Delivered — RTNR (Ring Tone
Not Answered | No Reply); Call not Delivered - Congestion

Call Released by Network Call queue; Call
Released with Notification; Call Released
without Notification; Call Limiter Blocked; Call
Released Status Unknown

Calls

Number of calls during the specified time period.

Minutes

The amount of time in minutes of the call during the specified time
period. (Format: XXXX.XX)

42




Chapter 7. Access Number Summary Monthly

Section 1. Report Description

The report lists the number of calls by access humber and call status on a daily basis.

Section 2. Notes/Assumptions

e report includes call status.
e report includes Origination Country and Origination Country Code.
e report and graph can be downloaded to the following formats (see Appendix B for details):
» download to Excel
» download to Excel 2000
» download to Data
» download to WebPage (MHTML)
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Input Screen

B a | € Costco Photo Ce Puff Pastry Pear @ Brasserie Liberté (7 Library

& O o a8
Or\)ACLe Business Intelligence

Inbound Contact

4 Access Number Summary Monthly

Return To Access Number Summary

Return To Welcome Paae

Access Number
Please Select
1442073653808
[/1442073653809
(1442073653814
1442073653815
[[]442073653816

[1442073653840
Search...

‘app.sso.myaccount.globalservices.bt.com,

> 4

Search Al

Home Catalog Favorites w Dashboards w

Corp Id
20001054

Apply Reset v

Date

Between 11/15/2019 'y 1112212019 T

Le
To GMT Hours
23 v

Minutes
59 v Apply

Data Not Found
Refresh

Data Not Found
Refresh

v

New w

Reset v

adidas Online St 1) Dashboard - My [ Oracle Bl Int X

Open w

+ -
w = 1L e
Advanced Help v Sign Out

Signed InAs AMANDA.ALLEN@BT.COM v
it 0

~

The user must select the Corp ID and click on Apply before selecting the Access number.

Input Field

Description

Corp ID

Select the Corp Id to be retrieved.

Customer Corporate Identifier. The customer Corporate 1D
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer

record and every call record.

Access Number

Select a single Access Number, multiple Access Numbers or
All Access Numbers “(All Column Values)” to be retrieved by

placing a check in the box next the number(s).

The number dialed by the caller. All caller access numbers are
linked to an Application Id. The caller access number must be

recorded on the billing record.

Date

Between

Select the date to be retrieved.

The recorded date of the beginning and end of the call.

Note: Date default is MM/DD/YYYY. To select a different date
format, go to the My Account section in Chapter 1: Introduction.
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Output Screen

=S| | € Costco Photo Ce Puff Pastry Pear @ Brasserie Liberté (7 Library adidas Online St &) Dashboard - My [ OracleBlint X | + =

<« = O [ 8 hitps//app.sso.myaccount.globalservices.bt.com/app229/Myanalytics/saw.dll’Dashboard&PortalPath=%2fshared %2finbound%20contact % 3= 1. &
ORACL_E Business Intelligence Search Al v Q. Advanced Help v  Sign Out
Inbound Contact Home  Catalog Favorites v Dashboards w New w Open w Signed InAs  AMANDA.ALLEN@BT.COM w

Access Number Summary Monthly Graph
300
250

200

% 150 M Completed, Calls
Refresh - Print - Export

Output Field Description

Y axis The number of calls.

X axis The date of the calls

Bar The bars are color coded to separate Completed, Released, and
Not Completed calls. Move the cursor over a section of the bar to
see the number calls. Click on the bar to display the report for that
specific section of the bar graph.
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B <&1| € Costco Photo Ce Puff Pastry Pear @ Brasserie Liberté (7 Library adidas Online St~ 1) Dashboard - My [ OracleBlInt X | + v = X

&« O @y a app.sso.myaccount.globalservices.bt.com hig 3= 7. &
ORAC L€ Business Intelligence Search Al v 2. Advanced Help v  Sign Out
Inbound Contact Home Catalog Favorites v Dashboards v New v Open v Signed In As AMANDA.ALLEN@BT.COM v

i @
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Refresh - Print - Export
Access Number Summary Monthly

Month Date Corp Id Orig Country Orig Code Access Number Access Type App Id Call Result Calls Minutes
NOVEMBER 15-Nov-2019 20001054 United Kingdom 44 442073653815 PSTN 2000065976 Completed 239 66.10
NOVEMBER 16-Nov-2019 20001054 United Kingdom 44 442073653815 PSTN 2000065976 Completed 239 64.13
NOVEMBER 17-Nov-2019 20001054 United Kingdom 44 442073653815 PSTN 2000065976 Completed 240 64.28
NOVEMBER 18-Nov-2019 20001054 United Kingdom 44 442073653815 PSTN 2000065976 Completed 239 63.92
NOVEMBER 19-Nov-2019 20001054 United Kingdom 44 442073653815 PSTN 2000065976 Completed 242 64.88
NOVEMBER 20-Nov-2019 20001054 United Kingdom 44 442073653815 PSTN 2000065976 Completed 235 63.08
NOVEMBER 21-Nov-2019 20001054 United Kingdom 44 442073653815 PSTN 2000065976 Completed 240 64.28
NOVEMBER 22-Nov-2019 20001054 United Kingdom 44 442073653815 PSTN 2000065976 Completed 63 16.82

Total 1,737  467.50

Refresh - Print - Export - Add to Briefing Book
Return To Access Number Summary

Return To Welcome Page

Output Field- table | Description

Month The recorded month of the beginning of the call.

Date The date of the call. (Format: DD/MMM/YYYY)

Corp ID Customer Corporate Identifier. The customer Corporate 1D
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Origination Name of country associated with originating country code.
Country

Orig Code Country code associated with the dialed access number (see
Appendix A for complete list of country codes)

Access Number The number dialed by the caller (not necessarily the same as the
Network Address). All caller access numbers are linked to an
Application Id.

Access Type Inbound access type.

DomTF | Domestic Tollfree

ITFS | International Tollfree

UIFN | Universal International Freephone Number

PSTN | Public Switched Telephone Network/Caller Pays
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SC | Shared Cost

NCR | National Call Rate

IVRP/
Redirect | Interactive Voice Response/Redirect

DTF | Direct Tollfree

PRS | Premium Rate Service

TIVRP | Transfer Interactive Voice Response

App ID

Application Identifier. (corresponds to the dialed number).
Applications Ids are a grouping of one or more BT Inbound Contact
global access numbers. All access numbers must be linked to a
10 digit application Id. . They are assigned from within the Logical
Provisioning System. For reporting applications, Application Ids
provide a way to break out specific applications and view how well
they’re performing.

Call Result

Call status on release

Complete Call Delivered -

Includes Call Abandoned, Call not Delivered-
Busy; Call not Delivered — RTNR (Ring Tone
Not Answered | No Reply); Call not Delivered - Congestion

Call Released by Network Call queue; Call
Released with Notification; Call Released
without Notification; Call Limiter Blocked; Call
Released Status Unknown

Calls

Number of calls during the specified time period.

Minutes

The amount of time in minutes of the call during the specified time
period. (Format: XXXX.XX)
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Chapter 8. Destination Summary Daily

Section 1. Report Description

The report lists the call results by hour for a Corp Id and Destination.

Section 2. Notes/Assumptions

report includes call status.

report includes total number of calls and minutes.

graph contains only completed calls.

report and graph can be downloaded to the following formats (see Appendix B for details):
» download to Excel

» download to Excel 2000

» download to Data

» download to WebPage (MHTML)

Note: For optimum display of Destination graphs, select a single access number or a limited time period
for multiple access numbers. The graph may not display properly.

If the graph area is displayed with an explanation point (!), there are too many data points for proper
display, however the graph may still be downloaded into a spreadsheet program for viewing and all of
the data will still be included in the Data Table below the graph.
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Input Screen

= 4—E| € Costco Photo Ce Puff Pastry Pear’ <@ Brasserie Liberté @ Library adidas Online St @ Dashboard - My = [ OracleBlInt X | 4

< O @ a8

ORAC Le Business Intelligence

Inbound Contact

Destination Summary Daily

app.sso.myaccount.globalservices.bt.com Y

Search Al v 2, Advanced

- o
= 7 &

Help w Sign Out

Home Catalog Favorites w Dashboards w New w Open w Signed In As AMANDA.ALLEN@BT.COM w

& 0

A

1\, For optimum display of Destination graphs, select a single access number or a limited time period for multiple access numbers, the graph may not display properly. If the graph area is displayed with
an explanation point, there are too many data points for proper display, however the graph may still be downloaded into a spreadsheet program for viewing and all of the data will still be included in

the Data Table below.

Corp Id

20001054 Apply Reset w
Access Number Date
Please Select v Between 11/15/2019 "y 11/22/12019 e
~
[[J442073653807 To GMT Hours
[[1442073653808 23 v
[“1442073653809
Minutes
[[]442073653814 = - Apply Reset v
[[1442073653815
[71442073653816 v Data Not Found
Search... Refresh

e The user must select the Corp ID and click on Apply before selecting the Access number.
Input Field Description
Corp ID Select the Corp Id to be retrieved.

Customer Corporate Identifier. The customer Corporate ID
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Access Number

Select a single Access Number, multiple Access Numbers or
All Access Numbers “(All Column Values)” to be retrieved by
placing a check in the box next the number(s).

The number dialed by the caller. All caller access numbers are
linked to an Application Id. The caller access number must be
recorded on the billing record.

Note: The user must select the Corp ID and hit Go before they can
select the Access number.

Date

Select the date to be retrieved.

49

X



Between The recorded date of the beginning and end of the call.

Note: Date default is MM/DD/YYYY. To select a different date
format, go to the My Account section in Chapter 1: Introduction.

Hours GMT Select the time (in GMT) to be retrieved.
Between The recorded hour of the beginning and end of the call.

Note: The default is 0 to 23 GMT Hours and 0 to 59 Minutes.
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Output Screen

<« = O [ 8 hitps//app.sso.myaccount.globalservices.bt.com/app229/Myanalytics/saw.dll’Dashboard&PortalPath=%2fshared %2finbound%20contact % 3= 1. &
ORACL_E Business Intelligence Search Al v Q. Advanced Help v  SignOut s
Inbound Contact Home  Catalog Favorites v Dashboards w New w Open w Signed InAs  AMANDA.ALLEN@BT.COM w
%o
Destination Summary Daily Graph ~
600
500
400
] W Completed, Calls
S 300
200
100
0
Output Field — Description
graph
Y axis The number of calls.
X axis The destination of the calls.
Bar The bars are color coded to separate Completed, Released, and
Not Completed calls. Move the cursor over a section of the bar to
see the number calls. Click on the bar to display the report for that
specific section of the bar graph.
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Destination Summary Daily

Date Hours Corp Id Term Type Term Country Term Code Svc Loc Id Destination DNIS Digits Call Result Calls Minutes
20-Nov-2019 0 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 2.85
1 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 2.67

2 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 2.68

3 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 270

4 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 2.68

5 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 2.68

6 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 2.68

7 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 267

8 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 2.68

9 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 267

10 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 2.68

11 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 2.68

12 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 267

13 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 10 2.67

Output Field- table | Description

Date The date of the call. (Format: DD/MMM/YYYY)
Hours The hour of the call.
Corp ID Customer Corporate Identifier. The customer Corporate 1D

establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Term Type Termination Type

e Swi = Switched Destination Number
e Ded = Dedicated Destination Switch/Trunk ID
Note: Termination Types are only applicable to certain networks.

This field may be blanks (typically it is blank for domestic BT
Inbound Contact).

Term Country Country of Termination

Note: the Term Country is function of the Term Type, when there is
no Term Type displayed, there is no Term Country displayed either

Term Code Terminating country code (see Appendix A for a complete list of
country codes).

Note: the Term Code is function of the Term Type, when there is
no Term Type displayed, there is no Term Code displayed either
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Svc Loc Id

Service Location Identifier (customer label for termination) The
Service location represents a switched or dedicated termination
registered to a specific customer Corp Id.

The Service location is used in logical provisioning, when defining
routing plans, dial plans and terminating features. All service
locations, will have user-friendly names or ‘labels” that are
registered in order entry.

Destination

Terminating number (phone number or SW/Tr/DNIS digits)

DNIS Digits

Dialled Number Identification Service. DNIS is only used by
customers on the Global network with dedicated endpoints. This
field includes the outpulsed DNIS digits DNIS allows customers to
specify which digits are delivered to a Dedicated Access Line
(DAL), based on a number of factors.

Call Result

Call status on release

Complete Call Delivered -

Includes Call Abandoned, Call not Delivered-
Busy; Call not Delivered — RTNR (Ring Tone
Not Answered | No Reply); Call not Delivered - Congestion

Calls

Number of calls in the specified time period.

Minutes

The amount of time in minutes of the call during the specified time
period. (Format; XXXX.XX)
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Chapter 9. Destination Summary Monthly

Section 1. Report Description

The report lists the call results on a daily basis by Corp Id and Destination.

Section 2. Notes/Assumptions

report includes call status

report includes total number of call and minutes..

graph contains only completed calls

report and graph can be downloaded to the following formats (see Appendix B for details):
» download to Excel

» download to Excel 2000

» download to Data

» download to WebPage (MHTML)

Note: For optimum display of Destination graphs, select a single access number or a limited time period
for multiple access numbers. The graph may not display properly.

If the graph area is displayed with an explanation point (!), there are too many data points for proper
display, however the graph may still be downloaded into a spreadsheet program for viewing and all of
the data will still be included in the Data Table below the graph.
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Input Screen

B 4a | € Costco Photo Ce Puff Pastry Pear - © Brasserie Liberté (7 Library adidas Online St &) Dashboard - My [ OracleBlint X | 4+ v =
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ORAC Le Business Intelligence Search Al v 2. Advanced Help v  Sign Out
Inbound Contact Home  Catalog Favorites v Dashboards w New w Open w Signed InAs  AMANDA.ALLEN@BT.COM w
% @

Destination Summary Monthly

1\ For optimum display of Destination graphs, select a single access number or a limited time period for multiple access numbers, the graph may not display properly. If the graph area is displayed with
an explanation point, there are too many data points for proper display, however the graph may still be downloaded into a spreadsheet program for viewing and all of the data will still be included in
the Data Table below.

Corp Id

20001054 w Apply | Reset v

Access Number Date
Please Select;44207365 w Between 11/14/2019 'y 11/22/12019 i
/1442073653815
To GMT Hours
[1442073653816 5 L
[[]442073653840
Minutes
[[1442073653841
59 v Apply Resetw
[[1442073653842
[[1442073653843 > Data Not Found
Search... Refresh

e The user must select the Corp ID and click on Apply before selecting the Access number.

Input Field Description

Corp ID Select the Corp Id to be retrieved.

Customer Corporate Identifier. The customer Corporate 1D
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Access Number Select a single Access Number, multiple Access Numbers or
All Access Numbers “(All Column Values)” to be retrieved by
placing a check in the box next the number(s).

The number dialed by the caller. All caller access numbers are
linked to an Application Id.

Note: The user must select the Corp ID and hit Go before they can
select the Access number.

Date Select the date to be retrieved.
Between The recorded date of the beginning and end of the call.

Note: Date default is MM/DD/YYYY. To select a different date
format, go to the My Account section in Chapter 1: Introduction.
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Output Screen
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Destination Summary Monthly Graph

2400

2000

1600

Not Answered

Calls

1200

W Completed

Output Field - Description

graph

Y axis The number of calls.

X axis The Destinations.

Bar The bars are color coded to separate Completed, Released, and
Not Completed calls. Move the cursor over a section of the bar to
see the number calls. Click on the bar to display the report for that
specific section of the bar graph.
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< = O Y & https://app.sso.myaccount.globalservices.bt.com/app229/Myanalytics/saw.dll?Dashboard&PortalPath=%2fshared %2finbound%20contact hag 3= 7. &
ORACL_E Business Intelligence Search  All v Q, Advanced Helpw  Signout i
Inbound Contact Home Catalog Favorites v Dashboards v New v Open v Signed In As AMANDA.ALLEN@BT.COM v
& 0
Destination Summary Monthly o
Month Date Corpld Term Type Term Country Term Code Svc Locld Destination DNIS Digits Call Result Calls Minutes
NOVEMBER 14-Nov-2019 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 244 74.67
NOVEMBER 14-Nov-2019 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Not Answered 10 0.00
NOVEMBER 15-Nov-2019 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 239 66.10
NOVEMBER 16-Nov-2019 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 239 64.13
NOVEMBER 17-Nov-2019 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 240 64.28
NOVEMBER 18-Nov-2019 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 239 63.92
NOVEMBER 19-Nov-2019 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 242 64.88
NOVEMBER 20-Nov-2019 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 235 63.08
NOVEMBER 21-Nov-2019 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 240 64.28
NOVEMBER 22-Nov-2019 20001054 Ded Hong Kong 852 342/0015_00095 342001500095 00095 Completed 63 16.82
Total 1,991 54217

Refresh - Print - Export - Add to Briefing Book
Return To Destination Summary

Return To Welcome Page

Output Field- table | Description

Month The month of the call.

Date The date of the call. (Format: DD/MMM/YYYY)
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Corp ID

Customer Corporate Identifier. The customer Corporate 1D
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Term Type

Termination Type

e Swi = Switched Destination Number
e Ded = Dedicated Destination Switch/Trunk 1D
Note: Termination Types are only applicable to certain networks.

This field may be blank (typically it is blank for domestic BT
Inbound Contact).

Term Country

Country of Termination

Note: the Term Country is function of the Term Type, when there is
no Term Type displayed, there is no Term Country displayed either

Term Code

Terminating country code (see Appendix A for a complete list of
country codes).

Note: the Term Code is function of the Term Type, when there is
no Term Type displayed, there is no Term Code displayed either

Svc Loc Id

Service Location ldentifier (customer label for termination) The
Service location represents a switched or dedicated termination
registered to a specific customer Corp Id.

The Service location is used in logical provisioning, when defining
routing plans, dial plans and terminating features. All service
locations, will have user-friendly names or ‘labels” that are
registered in order entry.

Destination

Terminating number (phone number or Switch/Trunk/DNIS digits)

DNIS Digits

Dialled Number Identification Service. DNIS is only used by
customers on the Global network with dedicated endpoints. This
field includes the outpulsed DNIS digits. DNIS allows customers to
specify which digits are delivered to a Dedicated Access Line
(DAL), based on a number of factors. DNIS manages calls more
efficiently so that when the customer advertises a specific phone
number for a special promotion, any calls generated can be
directed to a particular agent within the contact centre.
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Call Result

Call status on release

Complete Call Delivered -

Includes Call Abandoned, Call not Delivered-
Busy; Call not Delivered — RTNR (Ring Tone
Not Answered | No Reply); Call not Delivered - Congestion

Calls

Number of calls during the specified time period.

Minutes

The amount of time in minutes of the call during the specified time
period. (Format: XXXX.XX)
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Chapter 10. Call Detail Report

Section 1. Report Description

The report provides the ability to view a retrieve a report on a 7x24 basis. The report allows the user to
retrieve information on a specific access number or all access numbers within a Corp Id for the
requested time period and date.

Section 2. Notes/Assumptions

e report can be downloaded to the following formats (see Appendix B for details):
» download to Excel
» download to Excel 2000
» download to Data
» download to WebPage (MHTML)
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Input Screen

= é| € Costco Photo Ce Puff Pastry Pear @ Brasserie Libert¢ = () Library :

< O @ &

ORACLG Business Intelligence

Inbound Contact

app.sso.myaccount.globalservices.bt.com

adidas Online St | () Dashboard -My | [ OracleBlint X [ 4+
w =
Search All v
Favorites v Dashboards w New v

Home Catalog Open v

Welcome Page Comprehensive Summary  Corporate Summary  Access Number Summary  Destination Summary | Call Detail Report | CCS Post Information Message

4 Call Details Report

Return To Welcome Page

e The user must select the Corp ID and hit Apply before they can select the Access number.

Corp Id

20001054 w| Apply HResetw
Access Number From Date To Date
Please Select v 11/19/2019 e 11/20/2019 e
[[1442073653807 Hours
[[1442073653808 v
442073653809
(1442073653814

Apply Reset w
[“1442073653815

1442073653816 b

Search... Jate Range cannot exceed 2 consecutive days.

Input Field

Description

Corp ID

Select the Corp Id to be retrieved.

Customer Corporate Identifier. The customer Corporate 1D
establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.

Access Number

Select a single Access Number, multiple Access Numbers or
All Access Numbers “(All Column Values)” to be retrieved by
placing a check in the box next the number(s).

The number dialed by the caller. All caller access numbers are
linked to an Application Id. The caller access number must be
recorded on the billing record.

Note: The user must select the Corp ID and hit Go before they can
select the Access number.

Date

Select the date(s) to be retrieved. The date range cannot
exceed 2 consecutive days.
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The recorded date of the call.

Note: Date default is MM/DD/YYYY. To select a different date
format, go to the My Account section in Chapter 1: Introduction.

Hours GMT

Between

Select the time (in GMT) to be retrieved.
The recorded hour of the beginning and end of the call.

Note: The default is 0 to 23 GMT Hours and 0 to 59 Minutes.
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Output Screen

é 9 O ﬁ o] https://app.sso.myaccount.globalservices.bt.com/app229/Myanalytics/saw.dil?Dashboard&PortalPath=%2fshared%2finbound%20contact {( i\i ﬂ,_ s 000
ORACL_E Business Intelligence Search Al v Q. Advanced Help v  SignOut s
Inbound Contact Home  Catalog Favorites w Dashboards w New v Open w Signed InAs  AMANDA.ALLEN@BT.COM w

Welcome Page Comprehensive Summary Corporate Summary ~ Access Number Summary  Destination Summary | Call Detail Report | CCS Post Information Message ﬁ e
Call Detail Report -
Call - N Call call Call
Call Orig  Orig Access Access Network Caller Term Term Term S, DNIS
Corp Id Result App Id Sve Loc Id Destination Lo Start Start Answer
Result Details  ©ode Country Type  Number Address Number Type Code Country Digits 1 te  Time Time

20001054 Completed Comp 44 United PSTN 442073653815 2000065976 442073653815 44 Ded 852 Hong 342/0015_00095 342001500095 00095 19-  00:01:19 00:01:22
Call Kingdom Kong Nov-
Delivered 2019

20001054 Completed Comp 44 United PSTN 442073653815 2000065976 442073653815 44 Ded 852 Hong 342/0015_00095 342001500095 00095 20-  00:04:34 00:04:36
Call Kingdom Kong Nov-
Delivered 2019

20001054 Completed Comp 44 United PSTN 442073653815 2000065976 442073653815 44 Ded 852 Hong 342/0015_00095 342001500095 00095 19-  00:07:18 00:07:21
Call Kingdom Kong Nov-
Delivered 2019

20001054 Completed Comp 44 United PSTN 442073653815 2000065976 442073653815 44 Ded 852 Hong 342/0015_00095 342001500095 00095 20-  00:10:34 00:10:37
Call Kingdom Kong Nov-
Delivered 2019

20001054 Completed Comp 44  United PSTN 442073653815 2000065976 442073653815 44 Ded 852 Hong 342/0015_00095 342001500095 00095 19-  00:13:18 00:13:22
Call Kingdom Kong Nov-
Delivered 2019

20001054 Completed Comp 44 United PSTN 442073653815 2000065976 442073653815 44 Ded 852 Hong 342/0015_00095 342001500095 00095 20-  00:16:33 00:16:36
Call Kingdom Kong Nov- "
Deliverad 2010

< >

< > O @ & https//app.sso.myaccount.globalservices.bt.com/app229/Myanalytics/saw.dll?Dashboard&Portal Path=%2fshared %2finbound%20contact W 3= 1. &
ORACLG'Business Intelligence Search Al v Q. Advanced Help w  SignOut is
Inbound Contact Home  Catalog Favorites v Dashboards w New v Open w Signed In As AMANDA.ALLEN@BT.COM w
Welcome Page Comprehensive Summary  Corporate Summary  Access Number Summary  Destination Summary | Call Detail Report | CCS Post Information Message ﬁ L4

Call Call Call Call Call

Term Term Term i DNIS y : SCR SCR Call Digits Revenue Overflow .
r Type Code Country Sve Loc Id Destination Digits Start Start A_nswer Disconnect Dl_Jrallon Allowed Barred Payphone Queued | Recelved | Owner Gount Destination
Date Time Time Time Minutes
Ded 852 Hong 342/0015_00095 342001500095 00095 19-  00:01:19 00:01:22 00:01:38 0268 N N no N 033 0 342001500095
Kong Nov-
2019
Ded 852 Hong 342/0015_00095 342001500095 00095 20-  00:04:34 00:04:36 00:04:52 0267 N N no N 033 0 342001500095
Kong Nov-
2019
Ded 852 Hong 342/0015_00095 342001500095 00095 19-  00:07:18 00:07:21 00:07:37 0269 N N no N 033 0 342001500095
Kong Nov-
2019
Ded 852 Hong 342/0015_00095 342001500095 00095 20-  00:10:34 00:10:37 00:10:54 0289 N N no N 033 0 342001500095
Kong Nov-
2019
Ded 852 Hong 342/0015_00095 342001500095 00095 19-  00:13:18 00:13:22 00:13:38 0.266 N N no N 033 0 342001500095
Kong Nov-
2019
Ded 852 Hong 342/0015_00095 342001500095 00095 20- 00:16:33 00:16:36 00:16:52 0266 N N no N 033 0 342001500095
Kong Nov- o
2010
< >
Output Field Description
Corp ID Customer Corporate Identifier. The customer Corporate ID

establishes service for a customer Corp ID is an 8-digit. The
Corporate Id is the primary customer identifier used in the physical
provisioning and reporting system. It appears on every customer
record and every call record.
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Call Result

Call status on release

Complete

Call Delivered -

Not Answered

Includes Call Abandoned, Call not Delivered-
Busy; Call not Delivered — RTNR (Ring Tone
No Reply); Call not Delivered - Congestion

Released

Call Released by Network Call queue; Call
Released with Notification; Call Released
without Notification; Call Limiter Blocked; Call
Status Unknown
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Call Result Detail

Call status on release (answered, busy, abandoned, etc.)

Call Delivered —Only Completed Calls appear on

Comp Graph

Aban Call Abandoned

Busy Call not Delivered — Busy

RTNR Call not Delivered — RTNR (Ring Tone No Reply)
Ntwk Cong | Call not Delivered — Congestion

Queue RIs Call Released by Network Call Queue

RIs w Annc | Call Released with Notification

RIs wo Annc | Call Released without Notification

Call Lim
Blkd Call Limiter Enabled
Unknown Call Status Unknown

Orig Code

Country code associated with the dialed access number (see
Appendix A for a complete list of country codes.

Orig Country

Country code associated with the dialed access number.

Access Type

Inbound access type.

DomTF

Domestic Tollfree

ITFS

International Tollfree

UIFN

Universal International Freephone Number

PSTN

Public Switched Telephone Network/Caller Pays

SC

Shared Cost

NCR

National Call Rate

IVRP/
Redirect

Interactive Voice Response/Redirect

DTF

Direct Tollfree

PRS

Premium Rate Service

TIVRP

Transfer Interactive Voice Response
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Access Number

The number dialed by the caller (not necessarily the same as the Network
Address). All caller access numbers are linked to an Application Id.

App ID

Application Identifier. (corresponds to the dialed number). Applications
Ids are a grouping of one or more BT Inbound Contact global access
numbers. All access numbers must be linked to a 10-digit application Id.
They are assigned from within the Logical Provisioning System..

Network Address

Network address where call enters BT network.

This is typically the called party number received by the BT
network. It may be displayed in various formats.

Caller Number

The caller’s identifying telephone number (CLI) — actual CLI or
country code substitution (also known as ANI or A-number). When
provided by the originating carrier, the network will deliver
identifying number (CLI) to the call centre. BT supports CLI
Delivery for DAL delivery only; however, it is not yet widely
available and is subject to PTT availability and local regulatory
restrictions.

Term Type Termination Type
e Swi = Switched Destination Number
e Ded = Dedicated Destination Switch/Trunk 1D
Note: Termination Types are only applicable to certain networks.
This field may be blanks (typically it is blank for domestic BT
Inbound Contact).

Term Code Terminating country code

Note: the Term Code is function of the Term Type, when there is
no Term Type displayed, there is no Term Code displayed either

Term Country

Country of Termination

Note: the Term Country is function of the Term Type, when there is
no Term Type displayed, there is no Term Country displayed either

Svc Loc Id

Service Location Identifier (customer label for termination) The Service
location represents a switched or dedicated termination registered to a
specific customer Corp Id.

The Service location is used in logical provisioning, when defining
routing plans and terminating features. All service locations, will
have user-friendly names or ‘labels” that are registered in order
entry.

Destination

Terminating number (phone number or Switch/Trunk/DNIS digits)

DNIS Digits

Dialled Number Identification Service. DNIS is only used by
customers on the Global network with dedicated destinations. This
field includes the outpulsed DNIS digits. DNIS allows customers to
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specify which digits are delivered to a Dedicated Access Line
(DAL), based on a number of factors.

Call Start Date

The date of the beginning of the call.

Call Start Time

The time (in GMT) of the beginning of the call. (Format:
HH:MM:SS).

Call Answer Time

Time when call is answered (Format HH:MM:SS)

Call Disconnect
Time

Time when call is disconnected (Format HH:MM:SS)

Call Duration
Minutes

Duration Minutes. The amount of time in minutes of the call.

Note 1: the connection time to an announcement because of a
feature (e.g. Queue, Menu Routing) is not included in the call
duration.

Note 2: the seconds are displayed as a fraction of a minute i.e. 38
sec will be displayed as 38/60" of a minute, that is 0.63 min

Scr Allowed/Scr
Barred

Screening has finished. Call is barred (CLI or A-number screening)

Note: The Scr Allowed and Scr Barred should be interpreted
together:

e SCR Allowed = N, SCR Barred = N means that screening was
not performed on this call.

e SCR Allowed =Y, SCR Barred = N means that screening was
performed on this call, and the call was allowed.

e SCR Allowed = N, SCR Barred = Y means that screening was

performed on this call, and the call was barred.

Payphone Call using payphone (Y or N). Based on calling party category
which is not always available.
Call Queued Call was queued using the Network Queue feature. .

Digits Received

Concatenation of all digits entered by the caller during the call,
when the user was prompted to enter a digit e.qg. if the caller hears
two successive invitations to enter a menu routing digit and the
caller enters 2 then 4, “2:4” will be found in this field.

Note: After a caller enters an Authorization Code, they must enter
# to indicate all digits have been entered. This # is not displayed in
the Digit Received field.

Revenue Owner

Revenue owner code numeric value (3 digit). A revenue owner is an
entity or organization that has a direct relationship with BT and the
customer to sell services within specific geographical areas.

Overflow Count

The number of Overflow attempts
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Chapter 11. Downloading Reports

All reports and graphs can be downloaded to another format. The following formats are supported.

PDF

Excel

Powerpoint

Web Archive

Data (CSV Format, Tab delimited Format, XML Format)

<« > O @y B https://app.sso.myaccount.globalservices.bt.com/app229/Myanalytics/saw.dll?Dashboard&PortalPath=%2fshared %2finbound%20contact hid 3= 7. g
ORACL_E Business Intelligence Search  All v Q. Advanced Help v  SignOut 1+
Inbound Contact Home Catalog Favorites w Dashboards v New v Open v Signed In As AMANDA.ALLEN@BT.COM ¥

& 0

Welcome Page Comprehensive Summary  Corporate Summary  Access Number Summary  Destination Summary | Call Detail Report | CGS Post Information Message

A

Ded 852 Hong 342/0015_00095 342001500095 00095 20-  00:58:31 00:58:34 00:58:50 0269 N N no N 033 0 342001500095
Kong Nov-
2019

Ded 852 Hong 342/0015_00095 342001500095 00095 19- 01:01:19 01:01:21 01:01:37 0268 N N no N 033 0 342001500095
Kong Nov-
2019

Ded 852 Hong 342/0015_00095 342001500095 00095 20-  01:04:32 01:04:34 01:04:51 0269 N N no N 033 0 342001500095
Kong Nov-
2019

Ded 852 Hong 342/0015_00095 342001500095 00095 19-  01:07:20 01:07:22 01:07:38 0267 N N no N 033 0 342001500095
Kong Nov-
i 2019

Ded 852 Hong 342/0015_[][][]&5(08‘ 2007+ 195 20-  01:10:30 01:10:33 01:10:49 0267 N N no N 033 0 342001500095
Kong Nov-
E Powerpoint 2007+ 2019

Ded 852 Hong 342/0015_000 _ 195 19-  01:13:19 01:13:22 01:13:38 0.267 N N no N 033 0 342001500095
Kong [h Web Archive (.mht) Nov-
N 2019

= .Dala »
Refresh -Ffint - Export - Aid to Briefing Book
v
< >

e Select Export at the bottom of the screen.

1|16462530576 |psTN 2000056322 | Complet

44|44 @ PDF 2000065376 | Complat

# M Excel 2000065977 | Complet

44 (44] — . D C5V Format h
Powerpoint ¥ i

i _ | ] Tab delimited Format plet

44 |44 Web Archive [.mht} dlet

Ll XML Format

o 1r|L]_Dpata M

Refresh - Print - Evport - Add to Eriefing Book

e Select the Export Format at the bottom of the screen.
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)xlsx - Excel Allen AKAmandaJTSR D

File Home Insert Page Layout Formulas Data Review View Help £ Tell me what you want to do 122 Share |2 Comments
A oo 5 | @ (T4
D Calibri - General - ﬁ @ / Z? o
na " ditional F Cell dEDolta - ) Sort & Find & Share This Web:
Paste d B I U- $ . % 9 (_og -5‘8 Con m.ona ormat as el Eﬂ EERD 0 . .on in are is Webex
- - . Formatting ~ Table v Styles ~ Filter ~ Select ~ File v ©
Clipboard 5 Font ~ Alignment n Number n Styles Cells Editing Webex ~
Al o Call Detail Report ~
A B c || E [F G H | J K L M N [0} | P Q R S T -
1 |Call Detail Report
2
Corp Id Call Result  |Call Result [Orig  [Orig Access  |Access Number |App Id Network Address |Caller  [Term  [Term  [Term  [Sve Loc Id Destination DNIS  [Call Start Date |Call Start |Call call
Details  |Code |Country |Type Number |Type |Code |Country Digits Time Answer | Disconnect
3 Time Time
20001054/ Completed  |Comp Call aalunited  [PSTN /342073653815 2000065976 (442073653815  [44 Ded 852/Hong  |342/0015_00095 342001500095 95 |19-Nov-2019  |00:01:19 [00:01:22  |00:01:38
4 Delivered Kingdom Kong
20001054/ Completed  |Comp Call 24]United  [PSTN  [342073653815 /5000065976  [A42073653815  [44 Ded 852Hong  |342/0015 00095 342001500095 95 [20-Nov-2019  |00:04:34 00:04:52
5 Delivered |Kingdom Kong
20001054/ Completed  |Comp Call aalunited  [PSTN /442073653815 2000065976 (442073653815 44 Ded 852Hong  |342/0015_00095 342001500095 95 |19-Nov-2019  |00:07:18 |00:07:21 |00:07:37
6 Delivered Kingdom Kong
20001054/ Completed  |Comp Call 24]United  [PSTN  [342073653815 /5000065976  [A42073653815  [44 Ded 852Hong  |342/0015 00095 342001500095 95 [20-Nov-2019  |00:10:34 00:10:54
7 Delivered |Kingdom Kong
20001054/ Completed  |Comp Call aalunited  [PSTN /442073653815 2000065976 (342073653815 44 Ded 852/Hong  |342/0015_00095 342001500095 95 |19-Nov-2019  |00:13:18 00:13:38
8 Delivered Kingdom Kong
20001054/ Completed  |Comp Call 24]United  [PSTN  [342073653815 /5000065976  [A42073653815  [44 Ded 852Hong  |342/0015 00095 342001500095 95 [20-Nov-2019  |00:16:33  |00:16:36  |00:16:52
9 Delivered |Kingdom Kong
20001054/ Completed  |Comp Call aalunited  [PSTN /442073653815 2000065976 (342073653815 44 Ded 852/Hong  |342/0015_00095 342001500095 95 |19-Nov-2019  |00:19:19 00:19:38
10 Delivarad Kingdom Kong
20001054/ Completed  |Comp Call 44]United  [PSTN  [342073653815 /3000065976 (442073653815 Ded 852Hong  |342/0015 00095 342001500095 95 [20-Nov-2019  |00:22:34 00:22:54
11 Delivered |Kingdom Kong
20001054/ Completed  |Comp Call aajunited  |PSTN /442073653815 2000065976 (342073653815 Ded 852Hong  |342/0015_00095 342001500085 95 |19-Nov-2019  |00:25:20 |00:25:23  |00:25:39
12 Delivarad Kingdom Kong
20001054/ Completed  |Comp Call 24]United  [PSTN  [342073653815 /5000065976 442073653815  [44 Ded 852Hong  |342/0015 00095 342001500095 95 [20-Nov-2019  |00:28:34 00:28:52
13 Delivered Kingdom Kong
20001054/ Completed  |Comp Call M’Uni(ed pSTN 442073653815 (2000065976  [342073653815 44 Ded 852/Hong  |342/0015_00095 342001500085 95 |19-Nov-2019  |00:31:19  [00:31:22  |00:31:38 -
Sheet1 ® « »
H - [ ] + 100%
"
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Chapter 12. Circuit Utilisation Report

A utilisation report is a summary by hour estimating the load on a destination based on the number of
call minutes received during that hour. It can be used to identify Dedicated Access Lines that are
overloaded or need overflow implemented as well as under-utilized circuits. It can also be used to scope
IVR port utilisation into the IVR. Just substitute the number of ports for the number of channels when
directed.

The report described in this document is a very basic report that is most accurate when there is a high
volume of traffic that is well distributed through the hour, which describes most call center applications.

It is less accurate for customers with:

e Low traffic volumes

e Bursty Traffic (eg a call center receiving large volumes of calls in response to TV advertisements
or televoting)

e Conferencing applications which tend to have very high call durations and high call volumes at
the top of an hour

More sophisticated after-market tools have been created for erlang analysis purposes. The raw data
exported from TRS is well suited to alternative methods of presentation, including graphs or import into
an analysis tool.

Base Requirements:

e Active account in Call Traffic Reporter with Access to "Destination Summary" reports
o PC with Microsoft Excel or comparable spreadsheet program
¢ Knowledge of the customer application, especially
o The terminating country of the circuit
o The terminating swi/tr Id associated with the circuit
o The number of channels associated with the circuit / application being analyzed

Note that these instructions and screenshots were created using the TRS test platform and Microsoft
Excel for Office 2007.
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Steps for Creating a Utilisation Report:

Step 1:

Select a report for downloading. The report used for Utilisation report generation is the "Destination

Summary — Daily" report, which is found by clicking on the "Destination Summary" tab at the top of the
screen.

Welcome Page || Comprehensive Summary | Corporate Summary || Access Number Summary | Destination Summary | Call Detail Report

Destination Summary Reports

Step 2:

First select the Corp Id of the customer being analyzed and then the corresponding time period.

Corp Id
w| | Go

Access Number

w
Date - DD/ MM [YYYY
Between 122112008 12| BH ang |12/21/2009 12| B
Hours GMT - -
Between | ™) and v Go
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Destination Summary Daily

Date Hours Corpld Term Type Term Country Term Code Svec Loc Id Destination DMNIS Digits Call Result Calls Minutes
03/09/2009 10:00 20000281 Ded United Kingdom 44|UK OM NET A 1180058 11800567111236 7111236 Comp 3 1.47
Total 3 147
20000281 Ded Australia 61| AUSTRALIA OM NET A 1080083 10800832 2881234 Comp 14 2518
10:00 20000281 Ded UK ON NETL 1410118 14101181 1212345 Ntwk Cong 2 0.00

20000281 Swi “atican City TICAN CITY 37912551234 | 37812551 Comp 4

20000281 Ded Australia 1090083 | 108008 s 34 Comp 17

20000281 |Ded United Kingdom 1" Comp 3

T 20000281 |Ded United Kingdom 44 UK_D_simple_t v 1" Comp 7

ETET 20000281 Ded UK ON NETL 1410118 1410118121 1212345 Comp ]

20000281 Ded UK ON NETL 1410118 14101181 1212345 Ntwk Cong 26

20000281 Swi “atican City TICAN CITY 37912551234 | 37812551 Comp 1

20000281 De: Australia 1090083 | 108008 34 34 Comp 11

20000281 | De United Kingdom 11 Comp 5

12:00 |20000281 De: United Kingdom 44 UK_D_simple_s v 11 Comp 3

20000281 Ded UK ON NETL 1410118 1410118121 345 Ntwk Cong 28

20000281 Swi “atican City 379 VATICAN CITY 37912551234 | 37812551234 Comp 3

Total 130

20000281 Ded Australia 61|AUSTRALIA ON NET A 1080083 10500832881234 2881234 Comp 58

20000281 Ded United Kingdom 44|UK ON NET A 1180058 111236 Comp 13

20000281 |Ded United Kingdom 44 UK ON NETD 111 F1Z Comp 15

1411012008 02:00 20000281 |Ded United Kingdom 44 UK ON NET H 7885815 12 Comp f

20000281 |Ded United Kingdom 44 UK ON NET M 1110053 Z Comp 13

20000281 Ded United Kingdom 44| UK_D_simp 2 Comp 15

20000281 Ded UK ON NETL 14101 141011 Comp 12

20000281 Swi “atican City 379| VAT CITY 37912551234 | 37912551234 Comp 30

Total 174

151002008 08:00 20000281 Ded United Kingdom 44|UK_D_simple_t 1119 1234 7771234 Comp 1

20000281 Ded United States 1|USA NEW YORK C 10602037111234 | 7111234 Comp 1

@ EI II:) @ Records 1-25

Befresh - Download

Step 3:

Download the data by clicking on the "Download" link at the bottom of each screen (the whole report will
be downloaded, not just what is on display).

Select the "Download Data" option, not the "Download to Excel" option.

(The "Download to Excel" option preserves the report form at as seen on the screen. It is very useful for
distributing the report as-is to non-users. Since the data will be analyzed for utilisation, the more raw
data is needed).

You can "Open" the report to begin editing it immediately or "Save" it elsewhere on your PC for later
analysis.

VaTCcan Ly IMY|WATILAN LI Y 3791501438 | 37912591434
United Kingdom 44 |UK_D_simple_overflow 1119 TT1234 (7
United States 1|USA NEW YORK C 1060203 10602037111234 7

UK ON MNET L 1410116 14101161212345 1

(E (I| |I) @ Records 1 - 25
Befresh - Download
Download to Excel
Download to Excel 2000
Download Data
Download Web Page (MHTKL)
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Step 4:

When you're ready to create the utilisation report, open the downloaded report. It should look like this:

£
Eﬂ File Edit WVew Insert Format Tools Data Window Help
HRRAS HENE=NEW - N W |9 - & - |5 3 | e | 85 S Unerot (] 100% - @

= v s S 48

’ b @ Security... | ﬂg“ﬂ?i
SO A dPigrm e g o) sk

i Arial Narrow

B

D | [ F ] [ k| L [ m [ n
L4 Term Ty[=] T2 m Co [r]c{=]mnue [+]
E5R) abl Ded 3
vz Ded 4
9 Dad FO111225
[ = Gui FO111231 4
Dad FO111222 234 7| 35.39
kil 7 Ded FOTTI22 :
= L E Ded 4 7 7
) b IE Ded 14101151212 1212 1.86903332
=H r 10 Dad FO111225 | 14101151212 B
11 i ars|Fo111231
f = [ Dad FO111222
= 13 Dd 44[Fo111224
A 2 4] Ded 44[Fo111224
all 2l 5 Dad FO111225
=Y a i 15 Sui FO111231
Al sl Ded FO111222
=) e TN Ded 44 FO111223
= 18 D4 a4[Fo111224
J)-‘-;,i 20 Dad FO111225
2 Dd FO111228
i Ded 44[Fo111224
2 Dad FO111225
B 5 | S FO111231
25 Ded FO111224
% Dad 1|Fo111230
o7 D4 FO111225
28| Dad 14|FO111225
29 Dd 44|FD111228
30 Ded 81 Fo111222

The fields on the this report are:

Date: GMT Date of Calls

Hour: GMT Hour of Calls

Corp Id: 8 Digit Identifier associated with the customer

Term Type:
DED = Dedicated Access Line terminated calls
SWI = Calls terminated over the PSTN

Term Country: Country where the call was terminated

Svc Loc Id: Logical identifier (Starts with an "F") associated with the termination of the call
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Destination: For calls terminating at a DAL, this field contains the Sw/Tr + DNIS digits associated with
the call’s actual termination. For calls terminating to a Switched Termination (SWI), this field contains the
Terminating Phone Number.

DNIS Digits: Digits outpulsed with the call, used by the customer's ACD equipment to identify the call
and route it to the appropriate information.

Call Result: Outcome of the Call, possible options are:
Comp = Completed, Answered Call
Ntwk Cong = Network Congestion
Busy = Busy Received
RTNR = Ring Tone No Reply (Unanswered Call)
Aban = Abandoned Call
Calls: Number of calls received in that hour for that destination and call result

Minutes: Duration of calls received in that hour for that destination and call result
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Step 5:
The next step is to filter out only the lines needed to create the utilisation report.

To create a filter, first select the top row of the report by clicking on the row number (in this example the
"1") on the far right-hand side of the screen use the "Data" menu, then select "Auto Filter" as shown
below:

In Excel 2007, click on the “Data” tab and then click on the “Filter” button for the same results.

‘@ Microsoft Excel - Destination Summary Daily[1].csv

EIJ File Edit View Insert Format Tools | Data | Window Help
005 G 0 8 % G |2 s ot ), 0072 1 @
§ Arial Narrow .10 - B r p Al B | AutoFilter J
A1 - A Das AL Show A
A E| ¢ | D Subtotals. . Advanced Filter. ., B
| Ae 1 |Dake Hours |Corpld  |[Term T validation. .. Desinason
5 ab | 2 | 93/2008] 10:00| 20000281| Ded : 180056 1.18008E+13
Q;] [E | 3 | 101372008 | 10:00| 20000281 | Ded Table... | NET A 1080083 | 1.00008E=13
T | 4 [ 10/13/2008] 10:00| 20000251| Ded Text to Columns... 14101186 1.41012E13
[ =l 5 | 10/13/2008] 10:00] 20000281| 5w ' 7512551234 37912551234
—— Copsolidate. .. :
&1 = | 6 | 1013/2008| 11:00| 20000281 | Ded _ | NET A 1080083 | 1.00008E=13
- | 7 [ 10/13/2008] 11:00| 20000251| Ded Group and Outfine * 11119995 1.12E+13
@ 8 | 101312008 11:00) 20000281/0¢d | (i3]l pivotTable and PivotChart Report... verfow 1126413
© A | 9 | 1013/2008| 11:00| 20000281 | Ded 1410118 1.41012E13
=8l ~ 10| 10132008 11:00] 20000281 | Ded Impart External Data * 1210115 1410126413
_-E —_E | 11 1041372009 | 11:00) 20000281 | Swd List b [ 37912551234 37912551234
- | 12 | 10132008 | 12:00| 20000281 | Ded ML p [{MET A10800283 | 1.08008E+13
' | 13 [ 10/13/2008] 12:00| 20000251| Ded 1119996 1.12E+13
&l N 14| 101312000] 12:00] 20000281 | Ded Refresh Data verfow 1126413
: s il 15 | 10132008 12:00| 20000281 | Ded UK CN NET L 1410118 1.41012E13
= A48 | AnMMnnn | 4900 N0 4 | Qs AimSmmn M@ ATOIVATICAR CITV 1704 TRR1 774 ATNATIRR1TTA
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Once the Filter has been created use the arrows on the first row to filter by:
Termination Type = DED

Terminating Country

Outcome = Comp

Only completed, answered calls contribute to a utilisation report because they are the only calls that
could possibly occupy customer channels for a measurable duration.

C D
Corp ld| = | Term Ty~ Ter
1 Sort Ascending Aus
Sort Descending
4 (Al W ad
1(Top 10...) Auz
{(Custom...} Uni
4t ! n
Ced E
{ MuLL Un
4 Swi

D E
rm Ty|= | Term Couninf{~=| T
Sort Ascending
Sort Descending

(Al

(Top 10...)
(Custom...)
Australia
Inited Kingdom
United States
(Blanks)

(MonBlanks)
UTHEY Taligag

[ RO T A o o N I o o I

[ B e B - B e E Y - B o B - B - B -

Lo R e T e e e e I e e Y e |

Filter by Termination Country:

| J
OIS O = | Call Bl | C
Sort Ascending
Sort Descending

(Al

(Top 10...)
(Custom...)

. Comp

Filter by Call Outcome: | ZEETZ3=TLETE
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Step 6:

The next step is to create the utilisation formula at the end of each line.

Your spreadsheet should now look like this:

| E | F | c
¥z | Term C:LrttE]Tet” C:[z] Sve Loc Id

Australia 61|F0111222
81 Fo111222
g1 Fo111222
61/F0111222
81 Fo111222
61|F0111222
81 Fo111222
g1 Fo111222

(=]

ol
Gl

<,,|m|_‘

-
=
i
i

wl|—=
=1 =)
=gy
I

£
==

(SRR CALCRTCRrN
I
O30 OO O 0 O

Ju
ad

o Qi e e e e e e
@b |
[=RE=RE-RE=HE= B> NE =N

33 L Ch o Cr | fncx
0 e ea oo enoh e es
B3 RS R3R R R RS RS
GO D e oo oo o6 oo oo
G0 B0 PO G0 00 00 | 60 co
i ol i o el il o i
P Ba B3 P B Ra R R
| o e (e g |

= P

[
n

3

R7

After the last column, in Row 1, create a label for the column, eg "Util %"

Then in the field directly below the new label, create the following formula:

=L.3/(60*30) followed by the <Enter> key.

(# of minutes divided by the number of minutes in an hour multiplied by the number of channels)
In this example:

"30" = number of channels and

"L3" = the cell containing the minutes to be analyzed.

Select the Cell containing the formula and select "Copy" from the "Edit" menu or press "Ctrl+C". Then
using the mouse select all of the rows to be populated with the formula and select "Paste" from the "Edit"
menu or press "Ctrl+V". Excel will automatically update the formula for each row.
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Now format the column it is displayed in percentage format by clicking on the column's letter (in this case
"M") and then selecting "Cells" from the "Format" menu at the top of the screen. Select "Percentage"
from the "Number" Tab as shown below.

E=a M
Format Cells [Doizaon]
— B 002
Mumber | Alignment Font Border | Patterns | Protection . 002
Categary: Sample : 0.01
General Utilisation 0.07
Mumber E 2.01
Currency Decimal places: _{ﬁ [ -
Accounting 0.05
Date b 0.00
Tirme L 0.00
Percentage :
Fraction
Scientific
Text
Special
Custom
Percentage formats multiply the cell value by 100 and displays the result with
a percent symbal,
oK ] [ Cancel
The report should now be complete and look like this:
c | o | e | F | e [ v | 0 el ] om |
1] Id[= ] Term Ty{=] Term Counr =] Term Co[=]Sve Loz [z]oniz D ]cal Re o x Minue:  [=]un %
H 31|Ded Austraiia &1 FO11122 a4 2281234 Comp 14 2%
[ 6 | Ded Australia &1/ F011122 34| 2381234 Comp 2%
12 Ded Austraiia 61|F011122 4| 2881224|Comp 1%
17 Ded Austraiia &1/ FO11122 a4 2881234 Comp %
El Ded Australia &1/ FO11122 34| 2281234 Comp 1%
E Ded Austraiia &1/ FO11122 4| 2881234 | Comp 5%
43 ] Ded Australia &1/ F011122 34| 2381234 Comp 0%
| 51 10r22/2008] 2:00] 20000281 |Ded Austraiia 61|F011122 35 2881235 Comp 0%
R?
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The next step is to convert the Destination into the circuit switch/trunk identifier (7 digits) that
corresponds to the access line being analyzed for utilisation. The report contains a “Destination” field
that currently consists of the Switch Id (3 digits) + Trunk Id (4 Digits) + DNIS Digits. The “Text-to-
Columns” function will trim off the DNIS digits and leave the switch/trunk.

First, select the column labeled “Destination.” Some users prefer to use the “Svc Loc Id — Service
Location Id” column for a cleaner report. Click on the “Data” menu at the top of the screen and select
“Text to Columns”. A dialog window will pop up (the same window is present in Excel versions 2003 and
2007). Select “Fixed Width” and then click on “Next”:

Data Review View Developer Add-Ins Acrobat 'Q)
|5] connedtions | 4 E L? & Claa = mm — A Wy E>I'j @re
3 L= = | S
gomeam gy o) (NplSe | 52 38 59 e ED @ E g 2o
=y A W Advanced CT:Iﬁn: Convert Text to Columns Wizard - Step 1 of 3 E|
onnections Sort & Filter The Text Wizard has determined that your data is Delimited.

If this is correct, choose Next, or choose the data type that best describes your data.

Qriginal data type

Antry | = Term Cod > | Svec Loc Id -

G

H

Destination -

Choose the file type that best describes your data:

ingdom
ingdom
ingdom
ingdom
ingdom
ingdom
ingdom
ingdom
ingdom
ingdom
ingdom
ingdom
ingdom
ingdom
ingdom
ingdom

In the dialog box, click to create a line 7 characters from the left to isolate the switch/trunk Identifier:

44 771/8156_6186
44 771/8156_6188
44 771/8156_6191
44 771/8156_6185
44 771/8156_6186
44 771/8156_6186
44 771/8156_6188
44 771/8156_6191
44 771/8156_6192
44 771/8156_6185
44 771/8156_6186
44 771/8156_6186
44 771/8156_6188
44 771/8156_6191
44 771/8156_6185
44 771/8156_6186

77181566186
77181566188
77181566191
77181566185
77181566186
77181566186
77181566188
77181566191
77181566192
77181566185
77181566186
77181566186
77181566188
77181566191
77181566185
77181566186

O Delimited - Characters such as commas or tabs separate each field,
g - Fields are aligned in columns with spaces between each field.
Preview of selected data:
mext> | [ gnish
5188 Compleied ] 15.2
6191 Completed 3 6.1
6185 Completed 9 33.4
6186 Completed 13 44.0
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Convert Text to Columns Wizard - Step 2 of 3 @g]

This screen lets you set field widths (column breaks).
Lines with arrows signify a column break.

To CREATE a break line, dick at the desired position.
Tio DELETE a break line, double dick on the line,
To MOVE a break line, dick and drag it.

Data preview

Cancel ]’ < Back ]| et = l’ Einish

Click on the “Next” button to continue. Click on the 2nd column created and then the “Do not import
column (skip)” radio button at the top right of the screen. This means that the Destination column will be
replaced by the switch/trunk value, but not the DNIS digits. If you forget this step, you will replace the
“DNIS Digits” column with the values in the second column created by the delimiting function, which will
not impact the utilisation report.

Convert Text to Columns Wizard - Step 3 of 3 E]g]

This screen lets you select each column and set the Data Format.
Column data format

() General ; i )
General' converts numeric values to numbers, date values to

O Text dates, and all remaining values to text.

{(*)'Do not import column (skip)i

Destination: | sHs1 F&

Data preview

=
=
=
=
=

Cancel ]’ < Back

Click “Finish” to complete the action, resulting in only the Switch/Trunk Id being present in the field
“Destination”, which has also been truncated to “Destina.”
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Home

P
From
Web

&
=2
Fram

Access

Insert Page Layout Farmulas Data

| BB
=l =1 U]

Existing Refresh
Connections All-

=k
==
From From Other
Text Sources~
Get External Data

I:_EJ Connections
51" Properties
=2 Edit Links

84 [2]7]

z .
Al Sort Filter

Connections

Destination_Summary_Daily[1].csv - Microsoft Excel

View

4

Developer

Sort & Filter

Add-Ins Acrobat
& Clear E = E H'?- @Fp
i.r Reapply = - o
7, Textto  Remove Data Consolidate What-If
P Advanced | Columns Duplicates Validation = Analysis

Data Tools

¢£ s
Ll

Group Ur

FER- 1T

| H1 - Je | Destina
A B G D E F G H 1 1 K L M
1 |Date E| HOLE Corp Idz| Term TVIE‘ Term Country E|Term COE| svc Locid E Destina > JONIS DigE| Call Result E| CaE| Minutes E|
2 |1/26/2012 8:00 21731165 Ded United Kingdom 44 ?71/8156_6].86 T718156 6186 Completed 1 0.5
3 |1/26/2012 8:00 21731165 Ded United Kingdom 44 ??1/8155_6188 7718156 6188 Completed 1 0.4
4 | 1/26/2012  8:00 21731165 Ded United Kingdom 44 771/8156_6191 7718156 6191 Completed 2 0.6
5 |1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 6185 Completed 10 56.3
6 |1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 11 22.6
7 |1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6186 T718156| 6186 Completed 2 16.1
8 |1/26/2012 9:00 21731165 Ded United Kingdom 44|771/8156_6188 T718156 5188 Completed 10 35.8
9 |1/26/2012 9:00 21731165 Ded United Kingdom 44 ?71/8156_6].91 T718156 6191 Completed 5 154
10 | 1/26/2012  9:00 21731165 Ded United Kingdom 44 ?71/8156_6].92 T718156 6192 Completed 1 0.1
11 | 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 6185 Completed 3 21.6
12 | 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 16 44.9
13 | 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 5 14.8
14 | 1/26/2012 10:00 21731165 Ded United Kingdom 44|771/8156_6188 T718156| 6188 Completed 5 16.2
15 | 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6191 T718156 51391 Completed 3 6.1
16 | 1/26/2012 11:00 21731165 Ded United Kingdom 44 ?71/8156_6].85 T718156 6185 Completed 9 334
17 | 1/26/2012 11:00 21731165 Ded United Kingdom 44 ?71/8156_6].86 T718156 6186 Completed 139 44.0
18 | 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Not Answered 1 -
19 | 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 3 11.2
20| 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6188 7718156 6188 Completed 5 34.1
21|1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6189 T718156| 6189 Completed 1 5.4
22 | 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6190 T718156 6130 Completed 1 2.3
23 |1/26/2012 11:00 21731165 Ded United Kingdom 44/771/8156 6191 T718156 6191 Comaleted 3 4.5

At this point you are ready to create a utilisation summary report using a quick method using the built-in

“Subtotals” or a more detailed Pivot Table version.
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Utilisation Report Creation — Quick Subtotal Method

This method uses Excel’s built-in “Subtotals” function to quickly add up and provide a utilisation estimate.
You can use this method to quickly identify any particularly busy or circuit.

Subtotal Method Step S1:

Once you have isolated the terminating switch/trunk Id and have entered in the formula as shown above,
you can then use the “Subtotal” function to display the utilisation estimate summarized by switch / trunk
and by hour.

Using the Filter function again, select an individual switch/trunk to be analyzed and then go the Data
menu.

Destination_Summary_Daily[1].csv - Microsoft Excel
Data Review View Developer Add-Ins Acrobat

|53] connections Al [a]z ]-T & Clear :;_ =
_ 3 172 & 28 =
i Sort Filter

2 Properties \@ Reapply
!

L l S Textto  Remove  Data G
Edit Links . Advanced || Cglumns Duplicates Validation +
Connections Sort & Filter Data Tools
E F G H | ]
wntry | v |Term Cod v |SvcLlocld | v | Destina ¥ |DNIS Digi » | Call Result
(ingdom ‘El Sort Smallest to Largest G186/ Completed
{ingdom £l sort Largest to Smallest 6188 Completed
{ingdom Sart by Calor » 6191 Completed
{ingdom Z 6185 Completed
{ingdom ‘ . 6186 Completed
{ingdom 6186 Completed
{ingdom e ' 6188 Completed
lingdom w] (Select All) 5191 Completed
(?ngdom 6192 Completed
{ingdom 6185 Completed
{ingdom 6186 Completed
{ingdom 6186 Completed
{ingdom 6188 Completed
{ingdom 6191 Completed
{ingdom 6185 Completed
{ingdom 6186 Completed
{ingdom CK l ’ Cancel 6186 Completed
{ingdom _ - 6188 Completed
{ingdom 44 771/8156_ 6189 T718156 6189 Completed

Click on the upper right-most cell of the table and then click the “Subtotals” button (or select “Subtotals”
from the menu) to bring up the Subtotals dialog box:
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2

J Home Insert Page Layout Formulas Data Review View Developer Add-Ins Acrobat
=

e

Y L L L, &) Connedtions v K Clear Bl mm e iy R LA ST #E showDetail
EVE BB (s R B (22 BR = B D\ W 20 00
% Filter
A

& Properties = Hide Detail
From From From From Other  Existing | Refresh | sert o Textto Remove  Data  Consolidate Whatdf || Group Ungroup Subtotal
Atcess Web  Text Sources~ | Connedions || All» =2 EditLinks 7 Advanced | Columns Duplicates Validation = Analysis ~ = =

Get External Data Connettions Sort & Filter Data Toc Outline =
- 2
H9-o & |="|El = Subtotal E|E|
‘ AL e F| Date ateach change in:
[Hours ~
A B c D 3 F G H M N o P
— Use function: G
1 |Date |~ |Hou~x|Corp Id~>)Term Tyj > |Term Country | =) Term Cog > |Svc Locid ~ | Destina ~ |DNI. |s | Util %
2 [1/26/2012 8:00 21731165 Ded United Kingdom 44 771/8156_6136 7718156 o he 0%
3 |1/26/2012 8:00 21731165 Ded United Kingdom 44 771/8156_6188 7718156 *‘éd;”héma‘ o3 0%
estin ~
4 [1/26/2012  8:00 21731165 Ded United Kingdom 44 771/8156_6191 7718156 [ onis Digits 0%
5 [1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 [ call Resut 3%
6 [1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 = 1%
7 [1/26/2012  9:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 v 1%
8 [1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6138 7718156 2%
Replace urrent subtotals
9 [1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6191 7718156 1%
= = 5 5 S S = [] Page break between groups 5

10 (1/26/2012  9:00 21731165 Ded United Kingdom 44 771/8156_6192 7718156 [7] Summary below data 0%

11 (1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 1%

12 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 l Bemave Al ] [ OK | [ Caneel 2%

13 [1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 SIS COTTPTETED = TS 1%

14 (1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6188 7718156 6188 Completed 5 16.2 1%

15 [1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6191 7718156 6191 Completed 3 6.1 0%

16 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 6185 Completed 3 33.4 2%

17 [1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 19 44.0 2%

19 (1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 3 11.2 1%

Because you have isolated the data to a single switch/trunk, you can then perform the subtotals on each
hour to see the summary by hour. (Note: some users prefer to apply subtotals by day rather than hour)

Click on the drop-down by the “At each change in” and select “Hours” to filter by the hour. Then click on
the “Calls, Minutes and Util%” tick boxes under the “Add subtotal to:” option.

The other fields can be turned off or on as desired and do not have an impact on the results:
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Destination_Summary_Daily[1].csv - Microsoft Excel

Home Insert Page Layout Formulas Data Review View Developer Add-Ins Acrobat
L] Connections Clear = = L 1 @r HE
*[!j“-{ *3 *} ACl Jlj @ I;TJ Properties \L‘_" ;;Reapply EQE @ El; @? TJ‘ ﬂl‘ ﬂl;
From From From From Other Existing Refresh Filter Textto  Remove Data Consolidate What-If Group Ungroup Subtc
Access Web  Text Sources~ | Connections All- == Edit Links Wp sdvanced | Columns Duplicates Validation = Analysis - -
Get External Data Connedions Sort & Filter Data Toals Outline
FER- TR
\ a1 -0 5]
A B C D E F G H 1 J K L M N
1 |Date :IHOL.B Corp Ic@Term TwE‘Term Country E|Term CoE‘ Sve Loc Id E‘Destina E‘DNIS DigE‘ Call Result CaE‘ Minutes E‘U‘til%
2 |1/26/2012 8:00 21731165 Ded United Kingdom 44 771/8156_6186 7718136 6186 Completed 1 0.5 0%
3 |1/26/2012  8:00 21731165 Ded United Kingdom 44 771/8156_6188 7718156 6188 Completed 1 0.4 0%
4 |1/26/2012 8:00 21731165 Ded United Kingdom 44 771/8156_6191 7718156 6191 Completed 2 0.6 0%
5 8:00 Total 4 15 0%
6 |1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 6185 Completed 10 56.3 3%
7 |1/26/2012 39:00 21731165 Ded United Kingdom 44 771/8156_6186 7718136 6186 Completed 11 22.6 1%
8 |1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 2 16.1 1%
9 |1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6138 7718156 6188 Completed 10 35.6 2%
10 1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6191 7718156 6191 Completed 5 15.4 1%
11|1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6192 7718156 6192 Completed 1 0.1 0%
12 9:00 Total 39 1461 8%
13 | 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 6185 Completed 3 21.6 1%
14 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6136 7718156 6186 Completed 16 449 2%
15 |1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 5 14.8 1%
16 |1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6188 7718136 6188 Completed 5 16.2 1%
17 |1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6191 7718156 6191 Completed 3 6.1 0%
18 10:00 Total 32 103.6 6%
19 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 6185 Completed 9 334 2%
20| 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 19 44.0 2%
22 |1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6186 7718136 6186 Completed 3 11.2 1%
23 |1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6188 7718156 6188 Completed 5 34.1 2%
24 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6189 7718156 6189 Completed 1 5.4 0%
25 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6190 7718156 6190 Completed 1 2.3 0%
26 |1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6191 7718156 6191 Completed 3 4.5 0%
27 11:00 Total 41 134.8 7%
28 | 1/26/2012 12:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 6185 Completed 11 40.9 2%
29 | 1/26/2012 12:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 12 30.8 2%

The rows highlighted in bold show the summary for the hour. In this example, during the 1000 GMT hour,
the 30 channel DAL associated with switch/trunk 771/8156 was approximately 6% in use.

To perform the same function on a different access line, click on the “Subtotals” button again and then
on “Remove Subtotals” to start over.
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Subtotal

At each change in:

| Hours w |

Lise function:

|Sum V|

Add subtotal to:

|:| Destina -~
[ ]oMIS Digits B
[]call Result

[

Ut %

Replace current subtotals
[ ] Page break between groups
Summary below data

’ Remave All ] [ oK ] ’ Cancel

This allows users to view utilisation estimates at a glance.
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Utilisation Report Creation — Pivot Table Method

This method uses Excel’s built-in “Pivot Tables” function to provide a more reader-friendly utilisation
estimate. It is more time-consuming than the Subtotal method above, but once mastered it is an easy
technique that can be quickly replicated.

Pivot Table Method Step S1:

At this point, the user should have downloaded the table, isolated the switch/trunk using the “Text-to-
Columns” method shown above and provided the utilisation estimate in column “M”:

Remove any subtotals if needed. If you haven’t already done so, save your file as an Excel workbook.
Click on the upper left-most cell of your table.

From the “Insert” menu, select “PivotTable” to begin the process:

D'a\ Destination_Summary_Daily(1).xlsx - Microsoft Excel
7))
—/ Home Insert Page Layout Farmulas Data Review View Developer Add-Ins Acrobat

i 2B EBEDPE kel Q@ A 3 4 £ &

PivotTable| Table Picture Clip Shapes SmartArt | Column Line Pie Bar Area Scatter Other Hyperlink Text Header WordArt Signature Object Symbal
A -

2 Art = “ = = = = Chars~ Box & Footer = Line
Tables lllustrations Charts fa Links Text
= TN
Insert PivotTable 5 | 1/26/2012
Summarize data using a PivotTable. D E F G H 1 J K L M
PrvotTables make it easy to arrange [ 1YAT Term Country | v |Term Co~ Svclocld |~ Destina > | DNIS Digi = |Call Result | Ca|>| Minutes |=|Util %
and summarize complicated data d United Kingdom 44 771/8156_6186 7718156 6186 Completed 1 0.5 0%
Enddoldewondetalis d United Kingdom 44 771/8156_6188 7718156 5188 Completed 1 0.4 0%
(@ Press F1 for more help. d United Kingdom 44 771/8156_6191 7718156 6131 Completed 2 0.6 0%
o [ 17267201 9:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 6185 Completed 10 36.3 3%
6 1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 11 22.6 1%
7 1/26/2012) 9:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 2 16.1 1%
8 1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6188 7718156 6188 Completed 10 33.6 2%
9 1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6191 7718156 6191 Completed 5 154 1%
10 1/26/2012 9:00 21731165 Ded United Kingdom 44 771/8156_6192 F718156 6132 Completed 1 0.1 0%
11 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 6185 Completed 3 21.6 1%
12 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 16 44.3 2%
13 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 5 14.8 1%
14 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6188 7718156 6188 Completed ] 16.2 1%
15 1/26/2012 10:00 21731165 Ded United Kingdom 44 771/8156_6191 7718156 6181 Completed 3 6.1 0%
16 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6185 7718156 6185 Completed El 334 2%
17 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6186 F718156 6186 Completed 19 44.0 2%
19 1/26/2012 11:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 3 11.2 1%

an | facfanta aa.nn AnSaaaes mad Flmitand im e aal57farce caon “roace £100 Fmmmalasad c L s

Excel should select your table as the range. Click “OK” to begin creating the pivot table.
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@ f ]
Home |Inser‘t l Page Layout Formulas Data Review View

Destination_Summary_Daily(1).xlsx - Microsoft Excel

Developer Add-Ins Acrobat
) Y W [ 0D Alg 4 4
1] o B LY 2 |l M 9 D e i
FivotTable Table Picture Clip Shapes SmartArt || Column _ Lline Bar Area  Scatter  Other Hyperlink Text Header WordArt Signature
I Art Create PivotTabl i 57| I Box & Footer Line
Tables e Sfeate Fivotiable | Links Text
o - Choose the data that you want to analyze
FERET ! g
" - (@) select a table or range
| | \ Table/Range: | ‘Destination_Summary_Daily{1)'1SAS1:SMs52 | | | |
H
(O Use an external data source
1 Date E_HOLE Carp I{ na E]_DNIS DIgE Call Result Cag
26 11/26/2012 12:00 21731161 7718156 6186 Completed
27 11/26/2012 12:00 21731169 " " " x N 7718156 6188 Completed 14
I Cl Wl want PivotT: tto
28 11/26/2012 12:00 21731163 — oo o C /oU MENEINE FIUGHIERE rEpart 1o be placs 7718156 5189 Completed 1
2911/26/2012 12:00 21731163 gﬁe_""_w‘”ks"::; 7718156 6130 Completed 1
30}1/26/2012 12:00 21731164 = oS orkehest _ | 77sise 6191 Completed 2
3111/26/2012 12:00 21731163 Lot | 7718156 6192 Completed 1
32 )1/26/2012 13:00 21731163 [ o ] [ Cancel ] 7718156 6185 Completed 11
33 11/26/2012 13:00 21731163 = - 7718156 6186 Completed 21
34 ,1/26/2012 13:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 1
35 11/26/2012 13:00 21731165 Ded United Kingdom 44 ??1,*’8156_6188 7718156 6188 Completed 9
36 11/26/2012 13:00 21731165 Ded United Kingdom 44 771/8156_6191 7718156 6191 Completed 5
37 '1/26/2012 14:00 21731165 Ded United Kingdom 44 ??1,"8156_6185 7718156 6185 Completed 6
38 11/26/2012 14:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6186 Completed 15
39 11/26/2012 14:00 21731165 Ded United Kingdom 44 771/8156_6186 7718156 6136 Completed 1
40 ,1/26/2012 14:00 21731165 Ded United Kingdom 44 771/8156_6188 7718156 6188 Completed G
41 '1/26/2012 14:00 21731165 Ded United Kingdom 44 771/8156_6190 7718156 6130 Completed 1
42 ,1/26/2012 14:00 21731165 Ded United Kingdom 44 771/8156 6191 7718156 6191 Completed 9
You should see a screen like this in Excel 2007:
Destination_Summary_Daily(1) xIsx - Microsoft Excel PivotTable Tools -
Home Insert Page Layout Formulas Data Review View Developer Add-Ins Acrobat \ Options | Design @ - o x
I:vut;ahh\‘e:lame‘ Active Field: % Expand Entire Field 4 iraup Selection 3] E‘ |_ i E +_
iuotTable: <@ Ungrou VIW
[ Options = || @ Feld Settings =3 Collapse Entire Field B G‘:Up :eld z| sort Refresh Chaﬂr\g:(g[)fta Clear Select Pm’g:T‘:bIE FvotChart Formulas (S.:Lfsp FL\;T B:L Field
PivotTable Active Field Group Sort Data Actions Toals Show/Hide
d9-¢ SE-[u- |
T m Gkl s
A\B\c|n|EFGH|JkLMNo\ri.—...... - x
1
2 Choose fields to add to report:
3 | [Joate
—_ CHous
4 o
8| Tobuild areport, choose Elz::zz:hy
7 fields from the PivotTable [Jrem code
& Field List [svclocd
9| [Jpestina
ﬂ []DMIS Digits
Ry [Jcal Result
12 [Ccals
13 [OMinutes
14 [Juti %
15|
16|
17| 3
18 4
13
20

22

23

24

26

27
28

29

31

32
33

Drag fields between areas below:
W Report Filter 8 Column Labels

H5 RowLabels 3 Values
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Drag the “Date” and “Hours” fields to the “Row Labels” section on the “Pivot Table Field List”. Then drag
“Destina” to the “Column Labels” box. Finally drag the “Util%” to the “Values” box:

The screen will look something like this. Users may need to change the values to view them as
percentages. Select the values to be modified and then either click on the “%” symbol from the “Home”
menu or you can press “Ctrl+1” on your keyboard and select “Percentages” as shown earlier.

Eiﬁ Destination_Summary_Daily(1).xlsx - Microsoft Excel PivotTable Tools - 78X
=~ W Pagelayout  Formulas  Data  Review  View  Developer  Adddns  Acrobat Options  Design @ - = x
= "" St Calibri <l AT S Wrap Text Percentage - Ej r;ﬂ‘ :‘_dl j‘:ﬂ :T’* _DJ eI LIRS %? }a
e ot [ B4 BB A hioscconr~ (8= 3 [0 8] Costomt o G | o oo ot 57 pooo

Clipboard & Font & Alignment = Number o Styles Cells Editing
H9-¢ @l q-
| i1 - £ | v
A B e D E F G H J K L M N 'f' PivotTable Field List ¥ x

1

2 Choose fields to add to report:

3 SsumofUtil% Column Labels |~ [¢]Date

4 Row Labels|~ 7718156 7718157 Grand Total []Hours

5 =1/26/2012 62% 0% 62% E?‘P‘Td

erm Type

z &0 0% o DTeumcoﬂnuw

7 9:00 8% 8% [Jrerm cote

8 10:00 6% 6% Dsvelocta

9 11:00 7% 7% [ Destina

10 12:00 7% 7% [JDNIS Digits

1 13:00 s%l _| 9% [cal Resuit

12 14:00 7% 7% [cals

13 15:00 6% 6% [vinutes

14 16:00 7% 7% vt %

15 17:00 5% 5%

16 18:00 0% 0% 0%

17 22:00 0% 0%

18 Grand Total 62% 0% 62% 3

19

20

21 Drag fields between areas below:

22 W Report Filter P Column Labels

23 Destina -

24

5

%

27

28

is 2 RowLabels T values

T Date v | [ sumofuti®%

Hours A

32

33

34

35 1l

36

37

| [] pefer Layout Update

M« » | Sheetl Destination Summary Dail(1} ¥ J | I | _[

The Pivot Table will default to display “Totals” which do not actually make sense in a utilisation report as
they total the percentages across the whole day and do not represent utilisation. If you would like to turn
the totals off, follow these steps:

To turn off the summarized table by date (in this case the 1/26/2012) summaries, click on the word
“Date” in the lower right-hand corner of the screen and then select “Field Settings”
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|
Drag fields between areas below:
¥ Report Filter F cColumn Labels
Destina ~
B3 Row Labels =  Values
Date - Sum of Utll 8¢ =
Hours o

Field Settings

Source Mame: Date

Custom Mame: |Date |

Subtotals &Filters | Layout & Print

Subtotals
) Automatic

) Custom
Select one or mare functions:

Filter
[ ] Indude new items in manual filter

-
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To turn off the “Grand Totals” for the entire Pivot Table, right-click anywhere on the Pivot Table and
select “Pivot Table Options” from the list:

A B C D E
1
2
3 |Sum of Util % Column LabelsB
4 Row Labels\z| 7718156 7718157 Grand Total
5 |=1/26/2012
6 8:00 0% 0%
7 9:00 8% 8%
8 10:00 6% 6%
9 11:00 7% 7%
10 12:00 7% 7%
11 13:00 2x| copy
£ 14:00 _’2? Format Cells...
13 15:00
Mumber Format...

14 16:00
15 17:00 |#] | Refresh
16 18:00 Sort 4
17 22:00 ¥ Remove “Sum of Util %
18 Grand Total Summarize Data By 3
19 = )

"g Show Details
20
= @ value Field Settings..,
27 PivotTable Qptions...
23 B Hide Field List
24
25

3
a

Then click on the “Totals & Filters” tab and uncheck the “Show grand totals for rows” and “Show grand
totals for columns” boxes:

PivotTable Options

Mame: |Pivu:|tTabIe1

Layout & Format | Totals &Filters | Display || Printing | Data

Grand Totals

[] show grand totals for rows
[Jishow grand tatsls for columns:

Filters

[ allow multiple filters per field
Sorting
Use Custom Lists when sorting

OK l [ Cancel
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Your table should look something like this now:

@ Destination_Summary_Daily(1).xlsx - Microsoft Excel
= | Hame I Insert Page Layout Faormulas Data Review View Developer Add-Ins
‘:‘ cut Calibri % Wrap Text Pere
53 Copy =y
Pavste @Fﬂfmat Painter “| B I Merge&Center T ”E
Clipboard fa ] Fant | Alignment |
FEEE - T
c14 - fe |
A | B Ll c | b E F G H
1
2
3 |Sum of Util % Column Labels B
4 Row LahelsB 7718156 7718157
5 =1f26/2012
B | 8:00 0%
7 9:00 8%
8 10:00 6%
9 11:00 7%
10| 12:00 7%
11 13:00 9%
12 14:00 T%
13| 15:00 6%
14 16:00 ?%I .I
15 17:00 5%
16| 18:00 0% 0%
A7 22:00 0%
18|
15
20|
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Chapter 13. Troubleshooting

IF

Then

You need your password reset

(Passwords don’t expire, accounts gets inactive
after 120 days of inactivity. Same passwords
would work after the reactivation of account.)

Contact GS Portal Helpdesk at +44 (0) 1847
805403 or send an email to

myaccount-help@bt.com
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Chapter 14. Document History
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Version Name Date Comments
Issue 1.0 Amanda Mar 2009 Final
Allen
Issue 2.0 Amanda Nov 2009 New Screens and updated definitions
Allen
Issue 3.0 Amanda Dec 2009 Added Circuit Utilisation Report
Allen
Issue 4.0 Amanda July 2010 Added new screen prints and update report
Allen definitions.
Issue 5.0 Amanda Sept 2010 | Changed name of guide to Call Traffic Reporter and
Allen added retention time of reports.
Issue 6.0 Kathleen January Update with January 2011 enhancements. Add
Lyons 2011 information on the graphs. Deleted country code
table (already in reports)
Issue 7.0 Amanda September | Update with the new product name — BT Inbound
Allen 2011 Contact global.
Issue 8.0 Amanda January Update the product name on the login screen from
Allen 2012 CCS to Inbound Contact.
Issue 9.0 Amanda February Update Circuit Utilisation Report Instructions. Add
Allen 2012 Download to Powerpoint to the Download
Instructions.
Issue 10.0 | Amanda Nov 2012 Add new template cover sheet.
Allen
Issue 10.1 | Amanda Jun 2013 Added Redirect Call to 2 reports and deleted Caller
Allen Number from 2 reports.
Issue 11 Amanda November | Updated screens with OBI 11g updates. Updated
Allen 2013 Circuit Utilisation Report with new instructions.
Issue 12 Amanda April 2014 | Updated screens to show new date format the
Allen addition of the minutes 0-59. Replaced Go with
Apply.
Issue 13 Amanda December | Updated document to include new enhancements
Allen 2014 for selecting multiple access numbers on the

summary reports and to include pulling data for 2
consecutive days on the Call Detail Report.
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Issue 14 Amanda October Remove Redirect column and change IVRP to
Allen 2017 IVRP/Redirect.
Issue 15 Amanda August Minor updates.
Allen 2019
Issue 16 Amanda November | Minor updates and new screen shots.
Allen 2019
Issue 17 Amanda September | Updating screens, logo and branding.
Allen 2020
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