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Handset 

Plantronics  

CS500 Range                             Savi 700 Range 

Supraplus 
mon 
voicetube 
HW251/A  

Supraplus 
bi 
voicetube 
HW261/A  

Supraplus 
W/band 
mon 
N/cancel 
HW251N  

Supraplus 
W/band bi 
N/cancel 
HW261N/A  

SoundPoint IP              

IP321 APP51 & Polycom adaptor APP51 & Polycom adaptor QD to 2.5 QD to 2.5 QD to 2.5 QD to 2.5 

IP331 APP51 & Polycom adaptor APP51 & Polycom adaptor QD to 2.5 QD to 2.5 QD to 2.5 QD to 2.5 

IP450 APP51 APP51 U10P U10P U10P U10P 

IP550 APP51 APP51 U10P U10P U10P U10P 

IP560 APP51 APP51 U10P U10P U10P U10P 

IP650 APP51 APP51 U10P U10P U10P U10P 

IP670 APP51 APP51 U10P U10P U10P U10P 

VVX             

VVX300 APP51 APP51 U10P U10P U10P U10P 

VVX310 APP51 APP51 U10P U10P U10P U10P 

VVX400 APP51 APP51 U10P U10P U10P U10P 

VVX410 APP51 APP51 U10P U10P U10P U10P 

VVX500 APP51 APP51 U10P U10P U10P U10P 

VVX600 APP51 APP51 U10P U10P U10P U10P 

Product Manufacturer Partcode 

APP51 Cable 38439-11 

Polycom Headset Interface Adaptor 2200-11095-002 

QD to 2.5 70765-01 

U10P Connection lead 32145-01 



 

 



 



 

• 

• 

• 

• 

• 

• 



 

• 

• 

• 

• 

• 

• 

• 

• 



 

Standard 

Enterprise 

Collaborate 

Receptionist 

(Enterprise Edition) 

Receptionist (Office 

Edition) 
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Overlay) 
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(User Overlay) 
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Meeting Room 

Phone 
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A call received by a call centre can be distributed to the various agents staffing the queue using the following different 
policies: 



 

 

• 

• 

• 

• 

• 

.  

• Entrance Message - the entrance message is the first message played to the caller when the call reaches the 
call centre. The entrance message is optional. If the entrance message option is enabled, it is played under the 
following conditions: 

o There are no agents available to accept the call –or- Agents are available, and the Play ringing when 
offering call option is not enabled. Once the entrance message has finished playing, Music On Hold and 
comfort messaging are provided to the caller, if enabled. 

 

• Mandatory Entrance Message - An option is provided to force the playback of the entrance message on each 
inbound call. When enabled, the entrance message is mandatory and is played to completion before any attempt 
is made to offer the call. The caller cannot escape out of the message using the escape digit and a supervisor 
cannot manipulate the call during the mandatory entrance message. The message is also played before 
processing the call out of the queue by a Call Centre policy, such as Stranded Calls, or Overflow based on time. 
 

• Estimated Wait Message - The Estimated Wait Message (EWM) provides queue information to the caller. When 
a new call is added to the call queue, the EWM is played after the entrance message and before any other 
announcement. If the entrance message is disabled and the EWM is enabled, the EWM is played. This 
announcement has two modes of operation:  

o Queue Position: In this case, the caller is informed of their current position in the call queue (for example, 
“You are caller number 12 in the queue”).  

o Estimated Waiting Time: In this case, the caller is given an estimated number of minutes before the call 
will be answered by an agent (for example, “Your estimated wait time is 5 minutes”).  

The estimated wait message announcements are localised according to the language of the queue. The EWM is 
only played once when a call first enters the call centre. If the caller overflows to another queue, they hear a new 
EWM, if the message is enabled. 

 

• Comfort and Music-On-Hold Messages - These messages are played to the caller after the entrance message 
(if configured to play). The Music-On-Hold (MOH) message is played before the comfort message, when 
configured. The administrator can specify the use of the default file or a custom file. The comfort and Music-On-
Hold messages keep playing to the caller in a loop until the call is answered by an agent or until action is taken by 
a Call Centre policy (for example, Overflow). 

 

• Comfort Message Bypass - An alternate comfort message can be enabled for calls that are expected to be 
answered quickly instead of the usual comfort/Music-On-Hold treatments. This policy applies after the entrance 
message has finished playing (if applicable). The time threshold that triggers the comfort message bypass is 
configurable. When a new incoming call is received by the queue, if the longest waiting time for a call in the 
queue is less than or equal to this threshold, then the alternate Comfort Message service is triggered. The 



 

comfort message bypass options include playing ringback and/or playing a specific comfort message bypass 
announcement. 

 

• Call Whisper Message - The call whisper message is a message that is played to the agent immediately before 
the inbound call is connected. The calling party hears ringback, announcements, or Music On Hold during the 
whisper message. The message typically announces which call centre the call is coming from. This allows the 
agent to identify which call centre the caller has dialled without the need to look at their phone or Call Centre 
Agent client. For instance, ten separate numbers can all be routing their inbound calls to a single call centre. 
Each of the ten numbers can have their own customised call whisper message so the agent knows which number 
was dialled and can provide the appropriate greeting. 

 

 

2.27 

The call centre has various policies that affect the processing of calls received by the call centre. The following section 
describes how these policies work.  
 

• Overflow Policy - There are two types of overflow scenarios that can occur in a call centre queue:  
o Based on size – These overflow scenarios occur when an incoming call cannot be queued because 

the queue has reached the configured maximum quantity.  
o Based on time – These overflow scenarios occur when a queued call is not handled (either by an 

agent or by another Queue policy) within a specified amount of time. The call is removed from the 
queue and handled according to the related Overflow policy actions.  

 
Options are available to configure the threshold used to determine when a call overflows based on time as well as to 
determine the size of the queue.  

 
The following actions may be performed on a call that has triggered overflow:  

 
o Busy: Overflow calls are provided with Busy treatment. If the queue is configured with the Call 

Forwarding Busy or the Voice Messaging service, then the call is handled accordingly.  

o Transfer: Overflow calls are transferred to the configured destination.  

o Ringing: Overflow calls are provided with ringing until the caller releases the call.  

 
For all the types of actions, the policy can be configured to play an announcement prior to proceeding with the action. 
In this case, the announcement is played once to completion before the action is processed. 
 

• Stranded Policy - This policy allows for the configuration of the processing of stranded calls. A stranded call 
is a call that is being processed by a queue that has no agents currently staffed. (An agent is said to be 
staffing a queue if the agent has joined the queue and is not in the Sign-out state.) If the last agent staffing a 
queue “unjoins” the queue or signs out, then all calls in the queue become stranded and handled as 
described. If an incoming call is received by a queue with no agents staffing the call centre, then the call is 
initially put in the queue. Once the queued call is ready to be offered to an agent, if there are no agents 
staffing the queue, then the call is processed as a stranded call. In particular, if the mandatory Entrance 
Message option is enabled, then the entrance message is played to completion before the call is handled as a 
stranded call. There are multiple options for handling stranded calls. The following “actions” may be 
configured:  

 

o None: Calls remain in the queue.  

o Busy: Calls are removed from the queue and are provided with Busy treatment. If the queue is 
configured with the Call Forwarding Busy or the Voice Messaging service, then the call is handled 
accordingly.  

o Transfer: Calls are removed from the queue and are transferred to the configured destination.  



 

o Night Service (Premium only): Calls are handled according to the Night Service configuration. If the 
Night Service action is set to “none”, then this is equivalent to this policy being set to “none” (that is, 
calls remain in the queue).  

o Ringing (Premium only): Calls are removed from the queue and are provided with ringing until the 
caller releases the call. The ringback tone played to the caller is localized according to the country 
code of the caller.  

o Announcement (Premium only): Calls are removed from the queue and are provided with an 
announcement that is played in a loop until the caller releases the call.  

 

• Bounced Policy - This policy handles processing of bounced calls. A bounced call is a call that is being 
routed to the agent but for some reason (agent does not answer the call, they change to unavailable, their 
device is not registered, and so on) the call is not answered. Options are configurable to flag a call as a 
bounced call if the agent fails to answer a call within the specified amount of time (as determined by the 
number of rings and the applicable ring cycle). A bounced call is treated with the highest importance and is 
placed ahead of the rest of the non-bounced queued calls in the queue. An option is available to indicate 
whether a call should be flagged as a bounced call if the agent receiving the call changes to the Unavailable 
state while the call is being presented to them.  
 
The call can be transferred to a new destination upon being bounced.  
The Supervisor client application is also notified and shows a visual indicator that a queue entry is a bounced 
call.  
 
An option is configurable to alert an agent if a call is kept on hold by the agent for a specified duration. In 
addition, an option is also provided to bounce the call back to the queue if the call is kept on hold for longer 
than a specified duration. When the held call centre call is the only call present on the agent’s device, this 
triggers a hold reminder to the agent in the form of a ring splash. 

 

• Holiday Service Policy - This policy allows calls to be processed differently during holiday periods. The 
Queue policy refers to a particular schedule and allows configuration of a specific routing action when a call is 
received during this schedule. The following actions may be configured:  

o None: This is equivalent to not having a holiday schedule. The call is processed as if it was received 
during a non-holiday period.  

o Busy: The incoming call is provided with Busy treatment. If the queue is configured with the Call 
Forwarding Busy or the Voice Messaging service, then the call is handled accordingly.  

o Transfer: The incoming call is transferred to the configured destination.  

 

In the case of the busy and transfer actions, the policy can be configured to play an announcement prior to 
proceeding with the action. In this case, the announcement is played once to completion before the action is 
processed. 

 

• Night Service Policy - This policy allows calls to be processed differently during non-business hours. 
Business hours are defined as a time schedule at the group level. The Queue policy refers to this and allows 
the configuration of a specific routing action when a call is received outside of business hours. By default, an 
“Every Day, All Day” business hour schedule is defined for the queue. The following actions can be 
configured:  
 

o None: This is equivalent to having an “Every Day, All Day” business hour schedule.  
o Busy: The incoming call is provided with Busy treatment. If the queue is configured with the Call 

Forwarding Busy or the Voice Messaging service, then the call is handled accordingly.  
o Transfer: The incoming call is transferred to the configured destination.  

 
For the busy and transfer actions, the policy can be configured to play an announcement prior to proceeding 
with the action. In this case, the announcement is played once to completion before the action is processed. 



 



 

Number of busy overflows  
This is the number of calls that came in after the queue limit was exceeded. Such calls 
are likely forwarded to voice mail.  

Number of calls answered  This is the total number of calls answered handled by an agent.  

Number of calls 
abandoned  

This is the total number of calls for which the caller has hung up or selected to leave a 
message before an agent became available.  

Number of calls 
transferred  

This is the total number of calls that are transferred out of the Call Centre queue.  
Typically, a call is transferred from a given Call Centre queue to another Call Centre 
queue using a client application (for example, by the Supervisor using their desktop 
application).  

Number of calls timed out  
This is the total number of calls that remain unanswered and that are forwarded out of 
the Call Centre queue upon timeout.  

Average wait time  
This is the average amount of time that callers spend waiting for the next available 
agent to answer the call.  

Average abandonment 
time  

This is the average time that callers spend waiting for an agent before hanging up or 
selecting the option to leave a message.  



 

Average number of 
agents staffed  This is the average number of agents staffed during the period for this Call Centre 

instance. An agent who has joined the Call Centre and who is not in the sign-out state 
is considered as staffed.  

Average number of 
agents talking  

This is the average number of agents who were in the talking state during the period 
for this Call Centre instance.  

Number of calls handled  
This is the total number of calls that the agent has handled.  

Average call time  

This is the average time that an agent spends on calls from the Call Centre 

instance. This statistic accounts for all Call Centre calls that are released or 

transferred by the agent during the specified period.  

 

Number of calls 
unanswered  

This is the total number of calls extended to the agent that are not answered (for 

any reason other than because the agent is busy).  

 

Total Talk Time  
The amount of time that the agent was busy handling calls for this Call Centre 

instance.  



 

Total staffed time  
The amount of time that the agent has joined the Call Centre instance and was not 

in the sign-out state.  

NOTE:  It is recommended that all the agents for the Call Centre are assigned to the supervisor so the Queue 

Summary table is more accurate.  Only metrics for agents assigned to the supervisor are shown in the table. 



 

Statistic Description Calculation 

Total Agents Staffed The ratio of signed-in agents managed by 
the supervisor compared to the total 
number of agents managed by the 
supervisor for this call Centre. 

Count of all agents managed by the 
supervisor that are in Sign-In, Available, 
Unavailable, or Wrap-Up ACD state, over the 
count of all agents managed by the 
supervisor. 

Agents Available The number of agents currently showing 
Available as their ACD state. 

Count of all agents managed by the 
supervisor that are in Available ACD state. 

Agents Unavailable The number of agents currently showing 
Unavailable as their ACD state. 

Count of all agents managed by the 
supervisor that are in Unavailable ACD state. 

Agents in Wrap-Up The number of agents currently showing 
Wrap-Up as their ACD state. 

Count of all agents managed by the 
supervisor that are in Wrap-Up ACD state. 

Agents on ACD Calls The number of agents in Talking phone 
state on calls distributed from the ACD. 

Count of all agents managed by the 
supervisor that are in Talking state on ACD 
calls. 

Statistic Description Calculation 

Call Centre The names of the call centres the supervisor 
has access to. 

Not applicable 

Queued Calls The number of calls that are queued in that 
call Centre. 

Count of calls that are currently queued, 
waiting for agents. 

Average Wait Time The average time a caller has been waiting 
in the queue. 

Calculation of the average amount of time a 
caller spends in the queue before the call is 
offered to an agent. 

Agent Staffed The ratio of signed-in agents managed by 
the supervisor, compared to the total 
number of agents managed by the 
supervisor for this call Centre. 

Count of all agents managed by the 
supervisor that are in Sign-In, Available, 
Unavailable, or Wrap-up ACD state, over the 
count of all agents managed by the 
supervisor. 

Agents Available The number of agents in Available ACD 
state. 

Count of all agents managed by the 
supervisor that are in  
Available ACD state. 

Agents Unavailable The number of agents currently in 
Unavailable ACD state. 

Count of all agents managed by the 
supervisor that are in Unavailable ACD state. 

Agents Ringing The number of agents in Ringing phone 
state. 

Count of all agents managed by the 
supervisor that are currently in Ringing state 
(call is being offered to an agent). 

Agents ACD Calls The number of agents in Talking phone 
state on calls distributed from the ACD. 

Count of all agents managed by the 
supervisor that are currently in Talking state 
on an ACD call.  Agents on direct dialed 
inbound or outbound calls are not included. 

Calls Abandoned The number of callers who have terminated 
the call while waiting in the queue. 

Count of the number of calls that were 
abandoned while waiting in the queue. 

This measurement starts at zero when the 
supervisor signs in to the Call Centre client. 



 

Statistic Description Calculation 

% Within Service Level The percentage of calls that were answered 
within a pre-defined period of time.  This is 
shown in minutes and seconds (mm:ss). 

The period of time is defined using the slide 
bar at the top of the tab. 

A typical Service Level use case is as 
follows: 

Let us suppose that the goal is to answer 
80% of calls within 20 seconds.  The 
supervisor defines the period of time at 
00:20  
(20 seconds) on the slide bar.  This 
measurement then reflects the percentage 
of calls that were answered within 20 
seconds.  Therefore, if the measurement is 
less than 80%, the supervisor knows they 
are outside of their target Service Level. 

Calculation of the percentage of calls that are 
answered within the designated Service Level 
time. 

% Within Service Level = Number of calls 
answered within service level / Number of 
calls answered in the interval + number of 
calls abandoned in the interval. 

NOTE:  Agents can use the Agent Activity Report to view their own statistics only. 



 

 

Statistic Description 

Number of Calls by Call Type (Pie Chart) 

ACD The percentage of ACD calls that an agent has answered during the specified interval. 

Inbound The percentage of direct non-ACD calls that an agent answered during the specified interval. 

Outbound The percentage of answered outbound calls that an agent made during the specified interval. 

NOTE:  This includes calls that were made while performing Consultative Transfer, Escalate to 
Supervisor, and Conference.  However, if the agent transfers the call before the third party 
answers, then the call is not included.  In addition, calls resulting from a blind transfer initiated by 
the agent are not included. 

Call Duration by Call State (Pie Chart) 

Wrap-Up The percentage of time that an agent spent in Wrap-Up state during the specified interval. 

Unavailable The percentage of time that an agent spent in Unavailable state during the specified interval. 

Available The percentage of time that an agent spent in Available state during the specified interval. 

Call Duration by Call Type (Vertical Bar Chart) 

ACD The duration in minutes and seconds that an agent spent on ACD calls during the specified 
interval.  This includes talk time and hold time. 

Inbound The duration of time in minutes and seconds that an agent spent answering direct non-ACD calls 
during the specified interval. 

Outbound The duration of time in minutes and seconds that an agent spent making outbound calls during 
the specified interval. 

NOTE:  This includes calls that were made while performing Consultative Transfer, Escalate to 
Supervisor, and Conference.  However, if the agent transfers the call before the third party 
answers, then the call is not included.  In the case where the agent transfers the call after the 
third party answers, then the duration does not account for the call time of the other parties after 
transfer.  Calls resulting from a blind transfer initiated by the agent are not included. 



 

Statistic Description 

Call Duration by Call State 

First Name The first name of an agent.  This is not the CLID name. 

Last Name The last name of an agent.  This is not the CLID name. 

Available The time during the specified interval that an agent was in the Available state. 

Unavailable The time during the specified interval that an agent was in the Unavailable state. 

Wrap-Up The time during the specified interval that an agent was in the Wrap-Up state. 

Talk The time during the specified interval that an agent spent on ACD calls in the Talking state. 

Hold The time during the specified interval that an agent spent on ACD calls in the Hold state. 

Idle The time during the specified interval that an agent spent idle in the Available state.  The agent is 
considered idle if they are not on an ACD call. 

Staffed The time during the specified interval that an agent spent not in the Signed-Out state.  This 
includes Signed-In, Available, Unavailable, and Wrap-up states. 

Number of Calls by Call Type 

First Name The first name of an agent.  This is not the CLID name. 

Last Name The last name of an agent.  This is not the CLID name. 

ACD The number of ACD calls that were answered by an agent during the specified interval. 

Inbound The number of direct non-ACD calls answered by an agent. 

Outbound The number of answered outbound calls an agent made during the specified interval. 

NOTE:  This includes calls that were made while performing Consultative Transfer, Escalate to 
Supervisor, and Conference.  However, if the agent transfers the call before the third party 
answers, then the call is not included.  In addition, calls resulting from a blind transfer initiated by 
the agent are not included. 

Call Duration by Call Type 

First Name The first name of an agent.  This is not the CLID name. 

Last Name The last name of an agent.  This is not the CLID name. 

ACD The duration of ACD calls answered by an agent during the specified interval. 

Inbound The duration of direct non-ACD calls an agent answered during the specified interval. 

Outbound The duration of outbound calls an agent spent making during the specified interval. 

NOTE:  This includes calls that were made while performing Consultative Transfer, Escalate to 
Supervisor, and Conference.  However, if the agent transfers the call before the third party 
answers, then the call is not included.  In the case where the agent transfers the call after the 
third party answers, then the duration does not account for the call time of the other parties after 
transfer.  Calls resulting from a blind transfer initiated by the agent are not included. 

 



 

 

Statistic Description 

Agent Call Summary (Pie Chart) 

ACD Calls The percentage of ACD calls that were answered by an agent during the specified 
interval. 

Inbound Calls The percentage of direct non-ACD calls that were answered by an agent during 
the specified interval. 

Outbound Calls The percentage of answered outbound calls that an agent made during the 
specified interval. 

NOTE:  This includes calls that were made while performing Consultative 
Transfer, Escalate to Supervisor, and Conference.  However, if the agent 
transfers the call before the third party answers, then the call is not included.  In 
addition, calls resulting from a blind transfer initiated by the agent are not 
included. 

Held Calls The percentage of ACD calls that an agent placed on hold during the specified 
interval. 

NOTE:  This measurement captures the number of times an agent placed a call 
on hold.  A single call placed on hold 3 times counts as 3 held call events. 

Agent Call Summary by Call Type (Pie Chart) 

Avg ACD Duration The duration percentage that an agent spent on ACD calls during the specified 
interval. 

Avg Inbound Duration The duration percentage that an agent spent on direct non-ACD calls. 

Avg Outbound Duration The duration percentage that an agent spent on outbound calls. 

NOTE:  This includes calls that were made while performing Consultative 
Transfer, Escalate to Supervisor, and Conference.  However, if the agent 
transfers the call before the third party answers, then the call is not included.  In 
the case where the agent transfers the call after the third party answers, then 
the duration does not account for the call time of the other parties after transfer.  
Calls resulting from a blind transfer initiated by the agent are not included. 



 

Statistic Description 

Agent Performance (Line Chart) 

Avg ACD Time The average time in minutes and seconds that an agent spent on ACD calls 
during the specified interval. 

Avg Wrap-Up Time The average time in minutes and seconds that an agent took to wrap up ACD 
calls. 

Avg Talk Time The average time in minutes and seconds that an agent spent talking on ACD 
calls. 

Avg Hold Time The average time in minutes and seconds that an agent spent on hold on ACD 
calls. 

Avg Handle Time The average time in minutes and seconds that an agent spent handling a call. 

Handle time = Talk time + Hold time +Wrap-up time 

Wrap-up time is associated with the agent’s previous ACD call. 

Statistic Description 

Agent Call Summary 

First Name The first name of an agent.  This is not the CLID name. 

Last Name The last name of an agent.  This is not the CLID name. 

ACD Calls The number of ACD calls that an agent answered during the specified interval. 

Inbound Calls The number of direct non-ACD calls that an agent answered during the specified 
interval. 

Outbound Calls The number of answered outbound calls that an agent made during the specified 
interval. 

NOTE:  This includes calls that were made while performing Consultative 
Transfer, Escalate to Supervisor, and Conference.  However, if the agent 
transfers the call before the third party answers, then the call is not included.  In 
addition, calls resulting from a blind transfer initiated by the agent are not 
included. 

Held Calls The number of times an agent placed an ACD call on hold during the specified 
interval. 

Agent Call Summary by Call Type 

First Name The first name of an agent.  This is not the CLID name. 

Last Name The last name of an agent.  This is not the CLID name. 

Avg ACD Time The average length of ACD calls during the specified interval. 

Avg ACD Time = Total ACD Call Time/ACD Calls 

Avg Inbound Time The average length of direct non-ACD during the specified interval. 

Avg Inbound Time = Total Inbound Call Time/Inbound Calls 



 

Statistic Description 

Avg Outbound Time The average length of answered outbound calls that an agent made during the 
specified interval. 

Avg Outbound Time = Total Outbound Call Time/Outbound Calls 

NOTE:  This includes calls that were made while performing Consultative 
Transfer, Escalate to Supervisor, and Conference.  However, if the agent 
transfers the call before the third party answers, then the call is not included.  In 
the case where the agent transfers the call after the third party answers, then 
the duration does not account for the call time of the other parties after transfer.  
Calls resulting from a blind transfer initiated by the agent are not included. 

Agent Performance 

First Name The first name of an agent.  This is not the CLID name. 

Last Name The last name of an agent.  This is not the CLID name. 

Avg ACD Time The average duration of an agent’s ACD calls that includes the ring time, talk 
time, and hold time of each ACD call during the specified interval. 

Avg ACD Time = Total ACD Call Time/ACD Calls 

Avg Sign-In Time The average time in minutes and seconds that an agent spent in Sign-in, 
Available, Unavailable, and Wrap-Up ACD states during the specified interval. 

Avg Signed-In Time = Staffed Time/Number of Sign-Ins by that agent in that 
interval. 

NOTE 1:  The Staffed Time is defined as follows:  Sum of time in [Sign-In + 
Available + Unavailable + Wrap-up].  

NOTE 2:  When ACD states are used as recommended, this value reflects the 
amount of time the agent spent on their “shift”. 

Avg Wrap-Up Time The average time in minutes and seconds it took an agent to wrap up during the 
specified interval. 

Avg Wrap-Up Time = Total Wrap-Up Time/Num Wrap-Up 

Avg Talk Time The average of an agent’s talk time in minutes and seconds that excludes ring 
time during the specified interval. 

Avg Talk Time = Total Talk Time/ACD Calls 

Avg Hold Time The average of an agent’s hold time in minutes and seconds during the specified 
interval. 

Avg Hold Time = Total Hold Time/ACD Calls 

Avg Handle Time This is the average of an agent’s handle time, in minutes and seconds, during 
the specified interval. 

Avg Handle Time Handle = Total Talk Time + Total Hold Time + Total Wrap-Up 
Time)/ACD Calls 

 



 

 

 



 

Statistic Description 

Queue Activity (Pie Chart) 

Calls Answered The percentage of calls that were answered by the call centre. 

Calls Overflowed The percentage of calls that exceeded the configured maximum queue length of time 
of the call centre. 

Calls Abandoned The percentage of calls that were abandoned while waiting in the call centre queue. 

Queue Summary (Line Chart) 

Avg Wait Time The average time in minutes and seconds that answered calls where in the queue of 
the call centre. 

Avg Speed Answer The average time in minutes and seconds that it took for calls to be answered in the 
call centre. 

Avg Speed of Answer includes queue time and alerting time. 

Avg Abandonment Time The average time in minutes and seconds before a call was abandoned while waiting 
in the call centre queue. 

Abandonment time does not include transferred or overflowed calls. 

Queue Performance (Horizontal Bar Chart) 

% Answered The percentage of calls that was answered by the call centre. 

% Abandoned The percentage of calls that was abandoned while waiting in the call centre queue. 

% Within Service Level The percentage of calls that was within the designated service level of the call centre. 
 

Statistic Description 

Queue Activity 

Call Centre The list of call centres that the supervisor is monitoring and managing. 

Calls Received The number of calls that were delivered to the call centre. 

NOTE:  Calls Received = Calls Answered + Calls In Queue* + Calls Abandoned. 

*Calls in Queue is a transient state, so a real-time report increments both the Calls 
Received and the Calls in Queue until the call is answered, abandoned, or transferred, 
at which point the Calls in Queue decrement and the other values increment. 

Overflowed calls are not included in Calls Received since the calls are immediately 
diverted to another location. 

Calls transferred into the queue are counted as Calls Received, even when the call is 
initially answered by an agent in the queue and transferred by the agent back into 
the same queue. 

Calls Answered The total calls answered by agents. 



 

Statistic Description 

Calls In Queue The number of calls that are in the queue. 

▪ Historical report – This value reflects the number of calls in the queue when the 
interval changed. 
▪ Real-time report – The last interval listed in the report reflects the current number of 
calls in the queue, subject to the refresh rate. 

The summary row always shows “–”. 

NOTE:  When viewing “All Call Centres”, this value reflects the sum of the calls left in 
queue at every interval over the specified time period.  This value should only be 
used to identify which call centres warrant additional analysis, to determine which 
intervals had the high number of calls left in queue. 

Calls Abandoned The number of calls that are abandoned by the caller when calls are in queue or when 
calls are ringing for agent. 

NOTE:  Calls Abandoned includes escaped calls where the caller decides to press “0” 
to leave a message (as configured for the Call Centre, Voice Messaging User settings) 
or gets diverted to a Call Forwarding Busy destination. 

Calls Overflowed The number of calls that exceeded the maximum queue length or the maximum time 
threshold in the Overflow settings.  These calls may be transferred or diverted to 
voice mail. 

This value is not included in the number of Calls Received since the calls are 
immediately diverted to another location. 

Queue Summary 

Call Centre The list of call centres that the supervisor is monitoring and managing. 

Avg Time In Queue The average waiting time or delay in queue excluding ring time displayed in minutes 
and seconds. 

Avg Time In Queue = Total Queue Time/Calls Answered 

Avg Speed Answer The average time in queue including ring time displayed in minutes and seconds. 

Avg Speed = (Total Queue Time + Total Ring Time)/Calls Answered 

Avg Abandonment Time The average time a caller is in the queue before hanging up displayed in minutes and 
seconds. 

Avg Abandonment Time = Total Abandonment Time/Calls Abandoned 

Avg Staff The average number of agents who are in Sign-In, Available, Unavailable, or Wrap-up 
ACD state for the queue during the reporting interval. 

Avg Staff = Staff Time/Specified Interval 

Queue Performance 

Call Centre The list of call centres that the supervisor is monitoring and managing. 

% Answered The percentage of calls that were answered by the call centre. 

% Answered = Calls Answered/Calls Received 

% Calls in Queue The percentage of calls that is in the queue. 

% Calls in Queue = Calls In Queue/Calls Received 

The summary row is not applicable to this column and always shows “–”. 

% Abandoned The percentage of calls that was abandoned while waiting in the call centre queue. 

% Abandoned = Calls Abandoned/Calls Received 



 

Statistic Description 

% Within Service Level The percentage of calls that were answered within the designated Service Level of the 
call centre. 

% Within Service Level = Number of calls answered within service level / Number of 
calls answered in the interval + number of calls abandoned in the interval. 

 

 



 

 

Statistic Description 

Service Level (Line Chart) 

% Within Service Level The percentage of ACD calls that were answered by an agent within each service 
interval (this is the acceptable service level). 

 

Statistic Description 

Service Level 

Call Centre The list of call centres that the supervisor is monitoring and managing. 

Average Wait Time The average wait time in queue during the specified interval.  This is repeated for 
each service level. 

Average Wait Time = Total Queue Time/Calls Answered 

Average Speed Answer The average speed to answer during the specified interval.  This is repeated for 
each service level. 

Average Speed Answer = (Total Queue Time + Total Ring Time)/Calls Answered 

Calls Answered The number of ACD calls answered by an agent during the specified interval.  This 
is repeated for each service level. 

The number increments when the call is answered. 



 

Statistic Description 

% Within Service Level The percentage of ACD calls that were answered by an agent within each defined 
service level. 

% Within Service Level = Number of calls answered within service level / Number 
of calls answered in the interval + number of calls abandoned in the interval. 

NOTE:  The service level time starts when a call enters the queue, including time 
listening to a greeting. 

 

• 

• 
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http://www.redcentricplc.com/downloads
http://www.redcentricplc.com/downloads


 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 
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Required File Format and Specification 

The audio file format and specification must adhere to the following: 

• CCITT u-Law 

• 8.000 kHz 

• 8 bit mono 

• .WAV file type 

• Maximum recording duration 10 minutes 

• Maximum file size 4.6 MB 

Required File Format and Specification 

The audio file format and specification must adhere to the following: 

• CCITT u-Law 

• 8.000 kHz 

• 8 bit mono 

• .WAV file type 

• Maximum recording duration 5 minutes 

• Maximum file size 2.4 MB 
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Inherent within any voice system is the potential for abuse. The methods through which a service can be 
abused include the following: 
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