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Infrodapt.

The adaptive infrastructure company.

e Personal call center operations experience.

 Numerous professional contact center deployments.

About Infradapt — The Adaptive Infrastructure Company:

» Enterprise VoIP & Contact Center Solutions

* IT Infrastructure Outsourcing & Management
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About Infradapt  WENEYELeF:To]

The adaptive infrastructure company.

“Lead The Managed Services Revolution”

“We are living in the midst of a shift in how businesses
deal with information.

It’s no surprise to Philadelphia-based Infradapt, a
services provider that manages complete IT
infrastructures for its customers.

| e Services providers, such as Infradapt, are coming up with
e creative ways to eliminate the burdens associated with
IT — allowing businesses to redirect their resources
towards achieving business goals.”

Business Solutions, July 2007
Written by: Chris Loringer
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Infradapt’s Customers Infr dapt

The adaptive infrastructure company.

 Banks

 Healthcare

e Pharma

e Universities

* Financial Services

« Manufacturing

e Aerospace

e Call Center Outsourcers
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 CDR vs. Contact Center Analytics?

* Typical Analytics Requests
 “Off the shelf” Reporting Solutions
» Custom Analytics

e Jasper Reports How-To
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CDR / Analytics

A

Cost

Complexity

Infl'a da t Contact Center Analytics — Astricon October 2009
p ° www.infradapt.com — 800-394-2301




CDR vs. Contact Center Analytics

« CDR

» “Call accounting” is the primary aim.

 Calls by source, destination, trunk

« User accountabillity, tracking...

e Accounting codes can be used to capture additional detail.
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CDR Data

Asterisk COR (Call Detail Records)

e http://www.areski.net/asterisk-stat-v2/

» Most popular Asterisk CDR reporting tool.
e Free and customizable.

 Enough data for some customers.
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CDR Data: Productivity Reporting

» Agents measured by calls placed

7.

18.

19,

20.

21,

22

23,

24,

23,

2009-10-03 11:49:03

2009-10-05 11:45:04

2009-10-08 11:39:02

2009-10-0511:37:46

2009-10-08 11:34:01

2009-10-08 11:33:.08

2009-10-03 11:23:24

2009-10-08 11:24:51

2009-10-03 11:22:42

S22
STl
S

§

SIPi202...

Sl

SRFZI22Y
SRR

SRf202 7Y

DURATION

MO Eyport POF file

Dial

Dial

Dial

Dial

Dial

Dial

Dial

Dial

Dial

SIPfewering- i
phx01 M B563666603
SIPfesnvring - 9
phx01 1 2156358670
SIPfewering- a
phx01 M 2675872055
SIPfesnvring - 9
phe01 M 4057451100
SIPfewering- a0
phx0q M 2159471300
SIPfewering- =l
phx01 /1 6108671771
SIPferwering- a
phe01 M 61 0867177
SIPfewering- a
phex01 M 6104460500
SIPfermering- i
phx01 M B569620632

ASTERISK MINUTES
GRAPHIC

Export CEVfile

AREWERED

AMNEWERED

ANSWWERED

AMNEWERED

ANSWERED

ANSWERED

ANZWERED

AR SYWERED

ANZWWERED

0043

o021

05:24

o050

0305

0036

0027

00: 35

01:24

Hext ¢

Infradapt.

Contact Center Analytics — Astricon October 2009
www.infradapt.com — 800-394-2301




CDR Data: Staff Optimization

 Call volume by day of the week.
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Statistic : Munber of call by Hours j.
2090 2009-10-05
s — Z008-10-06
. | — POO0-10-07
Monday morning! 2008-10-08
IS — Z005-10-09
1d0) =
1200
1000 -
aod -
£00 \
400 b \
200 | ' N
I I T 1 i 1 1 1 1 1

02
04

06

08
10 F
17 b
14
16
18 F
20 b
7z b
24 b

Infl'a da t Contact Center Analytics — Astricon October 2009
p ° www.infradapt.com — 800-394-2301



CDR Data: Capacity Planning

e Determine busy day and hour.

Statistic : Load by hours \|
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CDR Data: Capacity Planning

e Busy hour load is
44 call paths.

Infradapt.

Ldog call

1000 call

a00 call

200 call

Select the hour interval to see the details
[WATCH CALLS GRAPH v
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CDR Data Summary

 Enough data for some customers.
« 80/20 for SMB

 Painful for generating repetitive reports.

* Not good at illustrating call outcomes.
* Who Is hanging up when/why?

« Which agent has the most sales/refusals?

* Not a true productivity measure.
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CDR / Analytics

A

Cost

Complexity
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Contact Center Analytics

 “Off the shelf” Analytics Packages

* QueueMetrics QueueMetrics

- Mature statistics package call center monitor

e License: ~$850 USD (600 EUR) to $5,000+ USD

- Asternic

* Free “Lite” Version

* New offering from the creator of the Asterisk Flash Panel.

e License: ~$500 USD
e WWW.asternic.biz
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QueueMetrics - Analytics

» QueueMetrics Advantages ngueMetrics
cal

. center monitor
e Mature and comprehensive.

* Re-brandable
» Good documentation and support.
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QueueMetrics - Analytics

Report Details:

Atomic queue(s) considered:
Feriod start date:

Feriod end date:

Total calls processed:

Answered calls

All calls:

M. calls answeraed by operators:

Average call length:
hin call length:
hx call length:
Tatal call length:

Average cal wating time:
hiin waiting time:
htax waiting time:
Tatal waiting time:

T e g Y 1 Y| . 1 S

Infradapt.

BO1 [601]
October 122009, 00:00
October 12 2009, 23:559

£39
26.9% ans f 12.6% unans -

Search

Calls fully within the given time interval:

Lo M. calls answered by aperators:
S05 =, Average call length:
0:01 Ivin call length:
2481 vx call length:
FTH Tatal call length:
NF = Average call wating time:
0:0% Ivin waiting time:
h:5d s waiting time:
47 H Tatal waiting time:

L S Y L |[E ., R

L
a0.5 =.
0:01
2:51
TTH
07 s
0:03
5:54
47H

L

Contact Center Analytics — Astricon October 2009

www.infradapt.com — 800-394-2301




QueueMetrics - Analytics

éAgents on queue
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agentiin...

agentrdan... —

Suzy Home———

tamy
ok , A9

Agent N. Calls Total call Average

time call time
agertfamy obrian 75 55— 39:43 0: 31
agentiandrew brieschatt 11 2.0, e g:04 0:49
agentiundria mulings 78 141 51:18 0:39
agentidaniele fragle £3 12.3% 1:06:19 0:55
agentjen miler 32 545, (— 51:30 1:36
agentflinda wenk fi1 1119, 1:06:45 1:05
agentimary barcenas 42 7 G0, 32:33 0: 46
agertipauls murray 29 530, (N 268:39 0:59
agentirenee mokinney 42 7 5%, S0:35 1:12
agenttheress mogreners 42 7 5y, [—— 3227 0:45
Suzy Home 71 1299, 3512 0:29
SipdS0e 1 02% | 0:34 0:34
[ =4 L.
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QueueMetrics - Analytics

Service level agreement
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QueueMetrics - Analytics
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QueueMetrics - Analytics

éAnswered call wait time per hour
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Contact Center Analytics

 “Off the shelf” Analytics Packages

 QueueMetrics QueueMetrics

- Mature statistics package call center monitor

e License: ~$750 USD +
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Asternic — Analytics
 Asternic Advantages

 Not Java...

e Lower license cost.
e Easy to use.
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Asternic — Analytics

Home Llser Arcess Setup Logout Welcome Admin

Select Queues Select Agents
Avallable Selected Available Selected
H » [s =l = ®  [Agenyi00 5]
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Display Report |

Page processed in 0.1521 seconds Licensed to Infradapt
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Ast ' Analyti
Home Distribtion Answered Unanswered Realtirme Agent lser Access Setup Logout Welcome Admin

Per gueus - Perrmonth © Perwesk  Perday - Perhour ¢ Per day of week

Report Info Total Calls
. 6,600, Hurmber of Connected Calls: 31643 calls
Sz 601,700
Murnber of Answered Calls: 17319 calls
Start Date: 2009-028-15
Murnber of Unanswered Calls: 14324 calls
End Date: 2009-08-30
Ahandon Rate: 45,27 %
Hour range: oo:00 - 23:59
Transfered Calls: 880 calls
Period: 16 days -
Agent Login: 0
&gent Logoff: ]
4+ Call Distribution per queue pk |
Queue Received Answrered Unanswered Transfers O Answ o Linanswvy Avg Durat. Avg Wait
209 25 170 4 17.07 % 22.93 % 2:10 min 28 secs
aoo 23458 11329 11568 561 49,48 % S0.52 % 0:45 min 14 =ecs
a01 8574 5022 PEAT 215 71.70 % 28.30 % 0:52 min 41 secs
F0o0 282 23 249 ] 11.70 %% 88,30 % 1:48 min 23 secs
Total 2Rl ) ) 17319 14324 880 54.73 % 45.27 %
4 Call Distribution per month p |
Month Received Answered Unanswered Transfers Oh Answe &h Unansws Avg Durat. Avg Wait Logins Logoff
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CDR / Analytics

A

Custom Analytics

Cost

Complexity
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Custom Analytics

 “Off the shelf” vs. Custom Analytics...
« 80/20 Rule

* QueueMetrics / Asternic provide good data.

 “Connecting the dots...”

e Data synthesis from multiple sources and applications.

 Crystal Reports / Jasper Reports
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Infradapt.

Jasper Reports Introduction

 Jasper Product Overview

End-User Ad

Advanced Production Hoc Query &

Reporting Reporting Reporting Dashboards Data Analysis / Exploration
e e = = — =
4 == Frm | mmee| | -
ot — | | = C—

\ ' ; ol /L}ﬂ{ Jasper
\ - a == JasperServer ) £
s |4 2
. asperneport
| iReport | 6 x
Operational RDBMS 'T:f'{ : I
or Fe Data Mart /
e Warehouse / ODS
Hibernate, MDX,

Custom

JaspertETL
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IReport - Interface

eport 3.6.0
File Edit Faormat Yiew Preview Tools Window Help

J

| Report inspe... 41 X | | elcome Window X]@ibill_subreportﬂ.jrxml X!E\repom irsml X] 4 > O| |!Falett Ik X
8 reportt Dresignier ML Preview (=) @& &) ijj Inachen ET L”S LI ana | b § U s == = = [ |CReportEeme..
E]--@ Shyles & 7 3 q |—| Break.
B-%F Parameters e b e b b b b b e b b b b Lo b Lo bl b b
= ] « | | =] Chart
H-&r Fields 1
B f% Variables T ] [ =] Crosstab
[#-= Scriptlsts 7 & Ellipse
B[] Title E [ Frame
- [7| Page Header 7 -
B[] ColumnHeader  |=Z |2 Image
B[] Detail 1 1 M} Barcode
- [ Calumn Footer =2 = [
[#-[7| Page Footer ] / )
] Line =
H- [ Summary | | Mo Properties Ov X
= ] =
- [7] Background E Report name re... J
] [=IPage size
,_<_: Page width 612
3 | |Page height 7oe
E Orientstion P... 7|
L2 [=Ihargins
] Left margin - 20 |
%g’ ﬁ‘ D_E ;l report1
| Report Problems Window: ¥ X | | iIRepart autput |
I Dresriplivn I Olject |
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IReport — Report Architecture

e Query

e Report Bands
e Title
» Page Header
e Column Header
e Detail 1
e Column Footer
e Page Footer
e Last Page Footer
e Summary
 No Data
« Background

Infra da t Contact Center Analytics — Astricon October 2009
p ° www.infradapt.com — 800-394-2301




IReport — Report Architecture

e Sub-Reports

Main Report

Sub-Report

Sub-Report
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IReport — Report Example

e Our example:
A daily report to show calls to/from each
extension, including total calls per extension.

Daily Calls Report

Extension XXX
date, time, call details
Total Calls for extension XxXX: XX

[ repeat]
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IReport — Report Example

e Asterisk ‘cdr’ table structure

o o S S T e Ry Sy Sy +
| Field | Type | Null | Key | Default | Extra |
oo - R S T gy e +
| uniqueid | 1nt(11) | NO | PRI | NULL | auto_increment |
| userfield | varchar(255) | NO | | | |
| accountcode | varchar(20) | NO | | | |
| src | varchar(80) | NO | | | |
| dst | varchar(80) | NO | | | |
| dcontext | varchar(80) | NO | | | |
| clid | varchar(80) | NO | | | |
| channel | varchar(80) | NO | | | |
| dstchannel | varchar(80) | NO | | | |
| lastapp | varchar(80) | NO | | | |
| lastdata | varchar(80) | NO | | | |
| calldate | datetime | NO | | 0000-00-00 00:00:00 | |
| duration | 1nt(11) | NO | | O | |
| billsec | int(11) | NO | | O | |
| disposition | varchar(45) | NO | | | |
| amaflags | 1nt(11) | NO | | O | |
oo TRy Sy R S T gy My Ry Sy Sy Sy +
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IReport — Report Example

e Our Query

SELECT

src,

dst,

clid,

calldate,

duration,

time(calldate) as calltime,

IF(LENGTH(dst)=3,dst,src) AS extension
FROM cdr WHERE

date(calldate) = $P{reportdate}

AND (length(src) = 3 or length(dst) = 3)
ORDER BY extension, calldate;
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IReport — Report Example

e Our Report

0
I

new java.lang.String("Daily Calls Report for " + $P{reportdate})

0
||_|_|

pe i b ol e

new java.lang.String("Calls for extension " + $F{extension})

Date /Time Caller ID Source Destination Length
$F{callime} FF{clid} $F{src) $F{dst} FF{duration}

0

0

Total calls for extension:  $V/ext_totalcalls}

Ilpagell+$"\l'll IIII+$'|..'II|'
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IReport — Report Example

new java.lang.String("Daily Calls Report for " +! Title Band

new java.lang.String("Calls for extension " + $F{extensi

Group Header
Date / Time Caller ID Sou

$F{callime) $F{clid) $F(s Group Details

Total calls for extension:  $V{ext Group Footer

"Page" +$V " +3V Page Footer

Ay
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IReport — Report Example

e Our Report (behind the scenes - JRXML)

</textElement >
<textFieldExpression class="java.lang.3tring™><![CDATA[new Jjawva.lang.3tring("Ca.
</textField>
<staticText>
<reportElement x="1" 7w="35" width="38Z" height="15"/>
<textElement:>
<font size="9" isBold="true" isUnderline="true"/>
<itextElement>
<textr<! [CDATA[Date / Time]]lz</text:
</staticText:>
wstaticText>
<reportElement x="53" 7="35" width="2Z17" height="15"/>
<textElement:>
<font size=r9" izBold="true"™ isUnderline="trus"/>
</textElement>
<text><! [CDATA[Caller ID]]=>< text:
</staticText:>
wstaticText:>
<reportElement x="300" 7="358" width="73" height="15"/>
<textElement:>
<font 3ize=r9" izBold="true" isUnderline="tru="/>
</textElement>
<teXtx<! [CDATA[Source] ] »</Lexts
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IReport — Report Example

e Our Report!

i report2.pdf - Adobe Acrobat Professional

File Edit “iew Document Comments Forms Tools  Advanced  ‘Window  Help

=loix|

= = = & = e
—KJ Create PDF + I._l;.Lb| Combine Files + &_{ Export = 0| Start Meeting ~ |ﬂ Secure T /Sign = E| Farms ~ /_P Reviews & Comment =

) =] Y Ej ’.‘gl‘.".‘"m' = e | e

Daily Calls Report for 2009-09-22

Date / Time Caller ID Source Destination
08:57:02 "Joan" <138> 138 110
09:13:53 "Fran" <126> 126 110
09:28:03 "Karen" <118> 118 110
09:54:06 "Joan" <138= 138 110
11:59:05 "Front Desk 1B" <141> 141 110
12:15:09 "Front Desk 1B" <141> 141 110
14:19:18 "Karen" <118> 118 110
15:33:19 "Front Desk 1B" <141> 141 110
15:36:08 "Bev" <112= 112 110
16:11:46 "Sally" <139> 139 110
16:36:14 "Joan" <138> 138 110
16:49:29 "Front Desk 1B" <141> 141 110
Total calls for extension: 12

Date / Time Caller ID Source Destination
09:08:04 "Kim" <137> 137 112
10:44:42 "Fran" <126> 126 112
11:06:33 "Michelle" <144> 144 112
14:17:05 "Michelle" <144> 144 112
14:21:22 "Kati" 127> 127 112
16:25:19 "Tiffany" <116> 116 112

Calls for extension 110

Length

Calls for extension 112

Length
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Jasper Reports — More Examples

Daily Agent Calls Report for Group: «»» &
2008-12-15

Hourly Breakdown

100 -
75 -
50 -
25 - A
- - - & 4

| B manual dial | auto dial Inbaundl

Hour [l inbouna [l manuai Diai Il Auto Dial
0 0

7AMto 8 AM

8 AMto 9 AM
9AMto 10 AM
10AM to 11 AM
11 AM to 12 PM
12PMto 1 PM
1PMto 2 PM
2PMto 3PM
3PMto 4 PM
4PMto 5PM
5PMto 6 PM
6PMto 7 PM
7PMto 8FPM
8PMto 9PM

LRS84 A0 D8

60-80
0T-60
11-0T
ZI-1T
ET-2T
+I-ET
ST-#1
91-5T
LT-8T
81-LT
61-8T
0Z-6T
1Z-02
zZZ-1Z
EZ-ZT

/0-£0

0

0
17
81
T4l
106
35
57
29
a7
101

0

0
17
81
K4l
106
35
57
a9
a7
101

PO Do Qoo oooo oo Qoo
- --R-R - - - -E-E--E---]
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Jasper Reports — More Examples

Report for Express Capital (866) 6

Totals
4 0 2 1 1 25.0 %

Entered = Call received from PSTN.; Answered = Agent handled call.; Voicemail = Calls answered by voicemail.; Abandoned = Calter hung up af some
point not in guewe.; Short Call = Calfer hung up while queued for agent.

Hourly Breakdown

2.00-

1759
1.50-
1.25-

1.00- s _J
0.75-
0.50-
0.25-
0.00-

| W voicemail W short abandoned answeredl

Hour [l Entered | short Calls__ [l Abandoned

80-L0
60-80
0T-60
T1-0T

ZI-11
EI-Z1
PI-£T
ST-¥T
91-5T
LI-9T
81-41
6T-8T1
0Z-61
T2-02
ZZ-1e
£2-2¢

7 AMto 8 AM 0 0 0 0 0
8 AMto 9 AM 0 0 0 0 0
9 AM to 10 AM 0 0 0 0 0
10 AMto 11 AM 1 0 1 0 0
11 AM to 12 PM 0 0 0 0 0
12PMto 1 PM 2 0 1 0 1
1 PMto 2 PM 0 0 0 0 0
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Jasper Reports — More Examples

VOIP USAGE

In fr dapt @ DATE PRINTED 10/01/2009

The adaptive infrastructure company. PERIOD FROM 2009-09-01

PO Box 20665 TO 2009-10-01
Lehigh Valley, PA 18002

CUSTOMER:

USAGE SUMMARY

Calling Plan : 2500 Min US Calling Pack In-Plan Minutes Used : 1.842
Included Minutes : 2,500 Non-Plan Minutes Used : No Minutes Used
DAY CALLS DAY CALLS DAY CALLS
60 -
09/01 33 0aMm 41 0821 47
09/02 36 0912 3s Doz a8 50 -
09703 21 0913 26 0923 36 40 -
=T 49 09714 47 0924 35 30 -
09/0s 17 09N1s 45 0925 42 20 -
0906 42 09116 28 0926 29
Do 3 097 54 0927 38 10 -
0908 48 0918 59 0928 28 0 -
09/09 34 0919 33 0929 38
0a/10 28 09720 17 09/30 kT
Customer DID's Summary
(484) 334-3000 (484) 334-3100
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Jasper Reports — Next Steps

e Jasper Server
e Ad hoc reports
» Automated Reports (Daily, Weekly, Monthly, Scheduled)
e Multiple Output Formats (PDF, HTML, XLS, RTF, etc)

« Community and Professional Versions
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Conclusion

* E-mall to request presentation and examples.

Corey S. McFadden

MANAGING PARTNER

Il’lfl‘ ' dap t i c.mcfadden@infradapt.com

The adaptive infrastructure company. direct, fax:  484-546-2010
toll-free: 800-394-2301
philadelphia: 215-525-7000
lehigh valley: 484-546-2000

philadelphia lehigh valley
2 Penn Center Plaza, Suite 200 2912 William Penn Hwy .
Philadelphia, PA 19102 Easton, PA 18045 www.mfradapt .com
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