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For
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TRICARE OnLine  (TOL)

PROGRAM MANAGEMENT OFFICE (PMO)

Prepared By:

RGII Technologies, Inc.

19 June 2003

This Capability Styatement shall not be disclosed outside the Government to which it is submitted and shall not be duplicated, used or disclosed - In whole or in part - for any purpose other than to evaluate the proposal.  Pages bearing the legend:  “Use or disclosure of data contained on this sheet is subject to the restriction on this title page.” may not be disclosed to an outside party.  If, however, a contract is awarded to this offeror as a result of - or in connection with - the submission of this data, the Government shall have the right to duplicate, use, or disclose the data to the extent provided in the resulting contract.  This restriction does not limit the Government’s right to use information contained herein if such data are obtained from another source without restriction.
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1. INTRODUCTION

The TRICARE OnLine (TOL) Program requires a robust, experienced Technical Coordination Team (TCT) to provide information management services for users, the TOL Technical Team and TOL Tier Support.  This Capability Statement demonstrates RGII’s technical capability to provide a TCT solution including a description of the hardware, software and business processes that will be used as well as a staffing plan and other pertinent information as to how these requirements will be achieved.  

The TCT will track to resolution all technical issues related to TOL that arise from the DoD Information Center or the TOL technical team including developers, infrastructure support organizations, hardware support organizations and any other organization or contractor associated with TOL.  The TCT support will respond to beneficiaries and some health care providers regarding the use and features of TOL.  A toll-free number for Continental United States (CONUS) will be provided to users, help desks and technical team members and a world wide toll-free number for Outside of CONUS (OCONUS) users.  Support can expand to more hours based on demand and as needed as TOL goes worldwide.  The minimum coverage hours are 0730 to 1930 Eastern Time Monday thru Friday.  RGII’s TOL Task Manager will be the overall manager for this effort and will be assisted by a Lead for TCT who will be the liaison to the government TOL Project Manager. He:

· Has the expertise to provide onsite training and problem solving abilities, 

· Will attend regular TOL meetings to include monthly TOL Project Manager Meeting and bimonthly Regional POC teleconferences to stay current in rapidly changing TOL issues.

RGII will prepare weekly reports providing detailed information about types, sources and frequency of TOL issues and will include

· A graph of number of contacts by region (no more than one month of data), 

· Number of contacts by top 8 issues identified, number of contacts by service affiliation, a graph of call volume by month, number of contacts resolved, number of contacts escalated and status, 

· Number of contacts in process, 

· Number of call attempts outside of service hours and from what CONUS or OCONUS area, 

· And contact metrics including number of incoming contacts, average wait time, average talk time, average wrap time, calls abandoned, percent of calls answered in 2 minutes, percent of calls abandoned.

RGII will use an automated problem management system that tracks all tickets from the initial call to the total resolution and provide reports on metrics, ticket status reports, customer satisfaction results, queue times, talk time, resolution and types of calls placed in categories.

2. TECHNICAL COORDINATION TEAM (TCT) CONCEPT

RGII understands that TOL is MHS eHealth solution to a Web Based Portal that provides a common, secure, compliant operating environment for Internet applications that directly support improvements to patient Access to Care and Population Health. The portal will be deployed worldwide in 2003.  RGII further understands that TOL requires a TCT to provide information management services for approximately 8.7 million end users, the TOL Technical Team and TOL Tier Support.  Our conceptualization is visualized in Figure 2-1, TCT Resolution Concept.
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Overview

Overview

•

RGII Technologies, Inc. manages over 25 computer help desks 

nationwide (public and private sectors) with the highest concent

ration 

throughout the Washington Metropolitan area.

•

RGII provides highly qualified and certified professionals to su

pport all 

major operating systems, software applications, and hardware pla

tforms.

•

RGII executes a field tested and performance proven help desk su

pport 

process (right) to ensure a highly efficient and effective opera

tion. RGII 

has significant experience with major help desk applications suc

h as: 

HEAT, Remedy, Magic, Notes, etc.

•

RGII performs continuous trend analyses and performance metrics 

to 

identify opportunities to enhance the over all quality of suppor

t provided 

to the end

-

user community.

RGII Performs the Following Services

RGII Performs the Following Services

•

Assures the end

-

user community will receive a timely and professional 

response using an appropriate level of expertise.

•

Maintains current and accurate trouble call queues and statistic

s.

•

Provides routine and scheduled reports consisting of statistical

data 

regarding response times, call duration to close, numbers of cal

ls per 

period, calls by type, calls by technician, trouble calls by pea

k times and 

days, and many other customized reports.

•

Uses a layered support staff to best address each trouble call, 

beginning 

with a highly qualified technician fielding calls as a first lev

el response. 

A Help Desk Supervisor assures that all calls are properly assig

ned and 

tracked to meet response requirements and acceptable resolution 

requirements. Accountability is maintained at the technician lev

el.

•

Tracks all calls from open to close with full details on diagnos

tics and 

resolutions. The help desk assigns Tracking Numbers to trouble c

alls, 

which can then be used by the end

-

users to monitor their trouble call 

status.  

•

Uses the historical problem/resolution data as a first level of 

support in 

response to a trouble call. (Trouble calls resolved at this leve

l are noted 

in the system, closed, and the requester is notified. If the cal

l cannot be 

resolved by use of this data, the call will progress to the seco

nd level of 

support.)
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Figure 2-1.  TCT Resolution Concept

Additionally, RGII understands that the TCT’s tasking includes:

· Flexible support (staffing) that can be expanded to accommodate additional users as system is deployed worldwide

· Hours of operation: 0730 – 1930 EST  Monday – Friday (initially)

· Access method:

· CONUS – toll-free number for users, help desks, and technical team members

· OCONUS – toll-free number for users

· Technical issue tracking

· Beneficiary and health care provider TOL use and feature training

· Existing systems

· HealthGate

· WellMed

· MICROMEDEX

· New systems

· Prescription refill and renewal

· Test Requests

· Health Assessment tools (HEAR)

· Eenrollment

· Claims status

· Other applications that are embedded

· Assisting users with appointing and registration

· Troubleshooting registration, logon, and appointing problems

· Password reset

· Telephone support with stringent metrics

· Telephony metric reporting

· Help Desk support with

· automated work flow

· access via telephone

· response via fax, email or telephone

· standardized scripts 

· call escalation

· ticket tracking - from the initial call to the total resolution

· Help Desk metric reporting

· ticket status reports

· customer satisfaction results

· queue times

· talk time

· resolution

· types of calls placed in categories

· Meeting support

· Weekly utilization reporting

· Hearing Impaired/Section 508 compliance

· Quality monitoring

· HIPAA and DoD security compliance

· On-going staff training for new systems 

· Daily “Other organization” coordination:

· Tier Support at TMA

· SAIC

· Government notification:

· call back status – within 48 hrs, daily report

· system crash – immediate

· Mandatory service level:

· Live operator response within 5 minutes of initial telephonic connection being established 90% of the time.

· Personnel, equipment, and physical security in compliance with DoD security requirements

3. STAFFING

RGII’s approach to a successful TCT is based on quality people using value-added, repeatable processes and quality tools. The use of value-added repeatable processes (well-defined, documented, standardized, and integrated) yields products that are repeatable, manageable, and optimizable. RGII will implement a CMM Level 2 processes that will funnel all trouble reports (via phone, email, or other) through the team, resolve repeatable issues during the call, investigate new problems and resolve or escalate the issues to the appropriate resolution source. 

To support the initial coverage hours 0730 to 1930 Eastern Time and the estimated 1000 calls per month, our staffing plan consists of three persons, specifically experienced in help desk and call management center activities.  Because call duration and resolution length is not available at this time, we intend to implement a small initial staff and work with the TOL PMO to develop a more robust staffing plan as call information is quantified and as demand increases as TOL goes worldwide.  

Our technical and security experts will provide backup advice and support the on-call schedule.  We will conduct continuous process and training sessions for all persons supporting this contract to ensure total responsiveness to caller needs.  Mr. Keith Combs will be the lead for TCT and serve as the government liaison. His 15 years of direct MHS experience, combined with pertinent help desk and CHCS training supervision, make him the ideal candidate.   He has the expertise to provide onsite training and problem solving and is an exceptional representative to attend regular TOL meetings including monthly TOL PMO Meeting and bimonthly Regional POC teleconferences. Ms. Christine Etube, using her MHS expertise, will resolve schedule, coordination and analyze issues. Our third TCT member will be an entry level analyst and will be mentored by the other two.  The TCT team will be flexible in supporting the TCT based on demand and trends ensuring that the TCT provides the full range of support specified in the Statement of Work (SOW). Mr. Tom Eakin (Subject Matter Expert) with twenty-five years of IT strategic consulting experience with DoD and direct MHS expertise in supporting the administration and delivery of health care in MTFs worldwide (provided at no additional cost to TOL PMO) will be available to provide expertise as this task evolves.. He and the Lead for TCT will coordinate with the TOL PM the necessity to provide additional staff to satisfy surges or added support requirements should the need arise. The credentials of this team clearly support RGII’s claim that it offers the best value in leadership and technical coordination team [image: image8.wmf]RGII
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services support. Figure 3-1 is the RGII TOL Organizational chart defining the support structure for TCT and its integration with the technical and security staffing.

Figure 3-1.  RGII TOL Technical Program Management, Security and Technical Coordination Team  Organizational Chart

4. APPROACH

The TCT will host a toll-free number for Continental United States (CONUS) users, help desks and technical team members and a world wide toll-free number for Outside of CONUS (OCONUS) users.   Standard RGII Call Center and Help Desk Fact Sheets (Capabilities Overviews) are provided in Attachments A and B, respectively.

RGII is amply qualified to offer TCT services and has previously demonstrated similar skills and experience that will facilitate the implementation and management of a TCT and coordination with other government clients.   We will provide weekly utilization reports using the Government’s defined metrics that details information about types, sources and frequency of TOL issues, metrics as defined by the Government, ticket status reports, customer satisfaction results, queue times, talk time, resolution and types of calls placed in categories. (SOW Deliverable 12: Technical Coordination Team Weekly Utilization Reports).  RGII proposes that these reports be generated through the help desk software: HEAT, by Front Range Systems. RGII has partnered with Front Range Systems to provide cost-effective, unsurpassed help desk and call center support.  Specifically, we will use HEAT Plus Call Center (HPCC) – Attachment C, for the call center functionality and reporting and HEAT Service and Support for the Help Desk functionality and reporting.  HEAT uses a simple phone switch to track telephony information that previously required a complicated Automatic Call Distribution (ACD) system.  HPCC offers a cost-effective method of collecting and reporting the call metrics Figure 4-1 – HPCC Sample Report.  The software is user-friendly, flexible, and provides a full range of customizable reports that can be tailored to meet TOL’s needs.   Because we are recommending a standard solution set, we have trained personnel within the company that can provide tailoring expertise if needed.  Our partnership with Front Range ensures that client needs can be relayed to the product manufacturer if any future client requirements are not “standard and out of the box”.  This provides maximum product value to our customers.

[image: image2.png]ing Calls by User

240

200

160

120

80

40

Number of Inbound Calls





Figure 4-1.  HPCC Sample Report

The TCT Ticket Resolution Process – Figure 4-2 is fully documented regardless of resolution source so that repeatable problems can be resolved at the first call level if the problem occurs again. 

We will provide quality analysis: reviewing tickets for completeness and adequacy.  Ticket information will be used to generate standardized scripts that will be stored in the help desk product’s knowledge base once approved by the Government.  RGII will work with the government representative to set Heat up to process standardized work flows, automatically escalate tickets based on standardized escalation times, generate tasking to appropriate personnel, and facilitate rapid response and resolution of all issues.  As stated above, HEAT will provide on-demand reports for all requested metrics. 

HEAT may also be used to generate surveys to support metrics related to customer satisfaction – the surveys may be automatically distributed to select customers following problem resolution, or bulk distributed at specified time intervals (as desired by the client).  RGII will work with the TOL PMO to establish appropriate survey intervals. 
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Figure 4-2.  TCT Resolution Process

Personnel training will be provided prior to the release of a new product and will be coordinated with the TOL PMO to reduce impact upon the customer-base.  Support will include, but not be limited to, such systems as HealthGate, WellMed, and MICROMEDEX, as well as new applications as they are released.  RGII will work with the client to define staffing requirements, based on anticipated call volume, and length of time required to resolve problems for each additional system in order to ensure appropriate staffing levels are provided. Support will also be provided for troubleshooting registration, logon, and appointing problems, as well as password resets.  Escalated problems will be reported by exporting a report from HEAT to a password-protected Excel spreadsheet, and sent daily to Tier Support at TMA and SAIC, as required.  RGII will discuss the potential for more timely solutions following contract award.  All issues requiring government intervention will be escalated immediately to the appropriate authority.

5. SECURITY

In order to ensure the HIPAA and security and privacy requirements of the SOW are adhered to, RGII will implement an Oracle database for the HEAT product that institutes appropriate levels of protection, ensuring personal identifiable information/data is maintained, assessed, used, downloaded, and/or stored appropriately.
The TCT personnel, equipment, and office space will meet all DoD security requirements to protect personal identifiable information/data that is maintained, assessed, used, downloaded, and/or stored.  Compliance with this requirement is mandatory and a report showing compliance with this requirement will be provided to the TOL program manager prior to contract implementation. All personnel have or are pending Secret clearances from Defense Security Services (DSS).  RGII has a Top Secret Facility Clearance and a Facility Security Officer to expedite the NAC or NACI investigations.  We see no difficulties in accomplishing clearance or facility requirements.

6. SECTION 508

RGII will adhere to Federal Acquisition Regulation Subpart 39.2 supporting Accessibility Standards (36 CFR part 1194), as required by Section 508 of the Rehabilitation Act of 1973 (29 U.S.C. 794d). Section 508 allows individuals with disabilities access to Federal information and data that is comparable to the access to, and use of, information and data by other individuals without disabilities.  www.section508.gov  applies.
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Fact Sheet

Concept

Program Management

•

The CMC concept is unique in its approach to end

-

user support. Unlike other call center end

-

user support systems, 

CMC uses a program management approach for managing the assets a

nd resources that combine to resolve end

-

user 

support issues. By supervising and managing all assets and resou

rces, the CMC effectively increases services, reduces 

costs, and provides higher quality client support.

Call Center

Interactive Voice Response (IVR)

Live Agents

•

Live Agents handling calls are well trained, highly motivated, a

nd provide the best service 

possible. Agents help identify call patterns so generic response

s can be added to the IVR for

greater efficiency.  They use scripts for fast, routine response

s.

Quality Assurance (QA) Functions

•

RGII’s office continually analyzes CMCs’ Operation information, 

then proposes/writes new scripts for the IVR and live 

agents; providing a critical element to make the program effecti

ve and to improve service, while reducing support costs.

Benefits

•

RGII’s Call Management Center (CMC) enhances customer 

satisfaction with an optimum blend of telephony and information,

our 

system approach, maximum expansion capability, and quality check

s.

•

RGII’s CMC increases customer profitability by reducing overall 

operating costs and increasing sales through: 24x7 operations, n

ew 

script development, decreased costs per call, decreased hold tim

es, 

and improved close call ratio.

RGII’s Call 

RGII’s Call 

Management Center 

Management Center 

concept is versatile and 

concept is versatile and 

will be customized to 

will be customized to 

meet your 

meet your 

organization’s needs.

organization’s needs.

•

All phases of end

-

user call support needs are determined and integrated into an ef

ficient, 

effective Call Management Center (CMC) operation. The CMC allows

maximum 

flexibility and expandability for our clients, satisfying each c

lient’s special requirements.

Ø

Tier I:

§

Immediate Availability

§

Scripts

§

Knowledge Base

§

Training

§

Scalability and Capacity

Ø

Tier II:

§

Advanced Technical Skills

§

Warm Hand

-

off

§

Comprehensive Resolution

§

Customer Satisfaction

§

Capacity

QA Tasks

•

Refine and Improve Scripts

•

Randomly Sample Calls

•

Use Data Pattern Tools

•

Regularly Schedule Training

•

Analyze Customer Surveys

•

Reduce Calls Proactively in Response 

Time vs. Goals

•

Organize Calls into: Avoidable, 

Unavoidable, and Web

-

based
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•

Provides consistently efficient, highly scalable, customer self

-

help. It is widely acceptable while providing spike 

smoothing, increased capacity, flexibility, and ramp

-

up capability.  All telephone calls are

routed through the IVR, resolving most common end

-

user calls before resorting to 

expensive live agents.
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Attachment C

HEAT Plus Call Center Reporting

The HEAT Plus Call Center Reporting Module includes numerous pre-engineered reports that can be used “out-of-the-box”, or can be customized to fit specific business or organizational needs. Since reports are written in Crystal 8.0, customization is easy.  HEAT Plus Call Center reports are categorized into the following groups:

Agent Reports
Agent reports allow supervisors and managers to evaluate how well agents are responding to interactions and to analyze agents’ availability, logged in time, and after call work time (wrap up time). Interactions Center (IC) tracks which agents handle which interactions. Each interaction is tracked from the time it enters IC to its completion. Run an agent report to see how one or more agents handle one or more interactions during a period of time you specify (hours, weeks, months, or even shifts). You may run detail or summary reports. The types of information you’ll see on the agent reports are Login Indicator, status used, time starting and ending the status, along with the calculated duration in seconds. Flags also indicate if the status was an ACD, ACW, or DND type status.

The types of information you will see on these reports are counts of entry, and counts and times for answer, abandon, and flow out. You’ll see time on calls, held with an agent, and in after contact work. In the case of Agent and Workgroups, the staffing times for agents and times agent were in particular states.

Call Reports
You can use the call reports to track individual interactions, customer calling patterns, and geographic (area code / exchange) patterns. You can run detail or summary reports. 

Call reports show simple call activity. The type of information you will see is end call state, call origination, call duration, and last user active with call. These simple enterprise or summary activity reports will not be as complete as the call counts of Queue Period Statistics agent reports. You should take care not to use these report values for purposes when stringent control is required, such as calculating compensation, because there is no guarantee that a user’s complete activity will be represented. 

The relationship of this data to other data is very limited. Because IC captures only the last user’s information, it can not be directly related to much of the data in the Queue Statistics, unless you have a very simple environment. Any transfers between workgroups and agents are lost in the view of this data, so IC will not reflect this data in any reports.

Queue Reports
With queue reports, managers can watch service and performance levels for individual workgroup queues. This information helps you make staffing and scheduling decisions.

The types of information you will see on these reports are counts of entry, and counts and times for answer, abandon, and flow out. You’ll see time on calls, on hold time, and in after contact work. 

Line Group Reports
Line group reports give resource managers the information they need to manage line group resources. Use these reports to determine when line groups should be reallocated during peak hours. For example, Line Groups Least Used Trunk by Day Report shows the least used lines for each reporting line group for each day in the specified range. The types of information you’ll see on the line group reports are; length of interval, sum of seconds the lines were active, sum of seconds all lines were busy, number of calls and total time for all and outbound traffic (subtract outbound from all to get inbound), and number of outbound calls that were blocked.

Line Activity Reports
Line activity reports allow resource managers to study line activity. Use these reports to determine when lines are the busiest, either in detail or summary. The line activity reports work in conjunction with the line group reports, and provide more detail than the line group reports.

Administrative Reports
Administrative reports are used for traffic analysis (Erlang), configuration management, managerial purposes and problem resolution.

Account Code Reports
Account codes, also known as billing codes, are used to identify a cost center for calls. Systems frequently define requirements for account / billing codes by call types and by authority. For example, it would normally be possible to require an account / billing code for all outbound long distance calls. The same requirement may exist, only for long distance calls placed by a person, or group of persons. Account codes are assigned by the user to define the call as belonging to a certain client / customer or workgroup. The account code can be used on both inbound and outbound calls to allow for tracking of time spent on calls for a client or phone usage by a workgroup. The Account code can be either required or optional as defined in the system configuration of Interaction Administrator. For those calls that are not specifically defined to a client or workgroup, the general administrative Account code should be used. It is acceptable to have blank account code information regarding a call.

DNIS Reports
The DNIS reports are used to analyze the number dialed by the caller. The DNIS information can be used to track how callers reached your company’s agents. DNIS information can be used to route calls to the same agents, but for different companies or to track where the caller is located geographically by publishing different telephone numbers in different parts of the country.

Fax Reports
The fax reports give both summary and detailed views of the fax information. These views include: how well faxing is being performed on a given day, why failure is occurring, fax failure activity, last failed transaction for each envelope id, information on the actual fax envelope activity, information on the who and why failure is occurring, specified fax activity, and when and why a fax failed or succeeded in the system. 

Examples of reports included with the HEAT Plus Call Center Reporting are:

Call Supervisor Reports

	Report Name
	Report Description

	Area Code
	Lists all outbound calls by area code. You can specify all area codes, a range of area codes, or a single area code. The Area Code Summary report provides managers with a picture of regional calling patterns. By using this report, management can determine the distribution of callers from various regions of the country and decide the best way to handle callers. 

	Area Code / Exchange Summary
	This report pinpoints exact exchanges that are dialed. This report can assist with productivity and management analysis. 

	Incoming Calls Processed by User*
	This graph shows the number of inbound calls associated with each user specified in the range. This report does not include system-owned calls.

	Outgoing Calls Processed by User* 
	This graph shows the number of outbound calls associated with each user specified in the range. Use the Calls Outbound Line Group by Hour graph to see the number of calls on each line.

	(Supervisor) Caller ID Detail 
	Information can be established from Caller ID reports such as customer calling patterns, time to service the account, and level of service to the customer. Managers who want to see how accounts are serviced and determine profitability of the account best use the Caller ID Detail Report.

	(Supervisor) Caller ID Summary 
	The Caller ID Summary summarizes the number of calls received into the Interaction Center from a specific Caller ID number. Each line is reflected with the number of calls received from a specific ID and the call durations.

	(Supervisor) Caller ID Summary by Date
	The Caller ID Summary by Date summarizes the number of calls received into the Interaction Center from a specific Caller ID number. Each date is reflected with the number of calls received and the call durations.

	(Supervisor) User Call Detail
	The User Call Detail report displays all calls for one or more users for a given time period. The report is designed to give each user their own report of calls. A manager can use the User Call Detail Report to audit a user’s productivity. System administrators may choose to use the User Call Detail Report to bill users and departments for their long distance calls.

	(Supervisor) User Call Summary 
	The (Supervisor) User Call Summary (labeled as User Summary by Date) report displays a summary of all calls for the specified IC users on each day in the given range. The report is designed to give a summary report of the user’s call volume.

	(Supervisor) Caller ID Summary by User
	The Caller ID Summary by User displays summary information by User, then by Caller ID. Each user is listed with the total number of calls and average duration for each date. 

	(Supervisor) User Outbound Call Summary by Number Dialed
	Lists outbound numbers for a specific time period and the users who called these numbers. This User Summary report is beneficial for professional services and environments with specific accounts. Each users’ calls to specific numbers are summarized. The report can be used by the user or their supervisor to evaluate account and service information.

	Calls Processed by User Comparison
	Shows the number of calls processed by each user during a given time period. A tool for supervisors to evaluate and compare user call volumes. Can be run for both incoming and outgoing calls

	Dialed Number Detail
	Shows all outbound calls sorted by dialed number during a specific time period. The dialed number report shows all outbound calls sorted by dialed number. Managers and supervisors can use this report to find all outbound calls and who is servicing specific accounts.  

	Hourly Call Summary by Extension
	Lists the number of calls processed by each extension during each hour of a specific time period. Analyzes call volumes for a given time period. Each hour is broken out with numbers of calls processed by each extension during each hour.

	International Remote Number Logical Component Two Summary
	Shows the exchanges dialed, and the duration of calls to those exchanges within the specified area codes. This can be useful if you need to analyze outbound call volume to specific geographic areas. This graph is sorted by country code and then by exchange.

	Number Search 
	The Number Search Report is a tool for managers and system administrators who wish to track down the callers of specific numbers. Note: You must format the search number with the full dial plan digits and no punctuation.

	Station ID Detail
	The Station ID Detail report shows the Station ID information by date for a selected range of stations. This report information includes call duration, end user, and hold time.

You can use these reports to monitor call activity placed or received from non-user assigned phones. For example, you could easily monitor activity on a lobby phone with these reports.

	Station ID Summary
	The Station ID Summary report shows the Station ID summary information by date for a selected range of stations, including call duration, call count, and average duration.


Other Call Reports

	Report Name
	Report Description

	Caller ID Detail for Current User*
	This report shows details of calls received by the current user to each identified external telephone number. If the external number did not include caller ID information, it is listed under the External Call group at the end of the report. 

	Caller ID Summary for Current User*
	This report shows summary of information on inbound calls the current IC user received from each identified external telephone number. If the external number did not include caller ID information, its Caller ID is listed as External Call.

	Number Search for Current User*
	This report allows you to search for numbers dialed or calls received from a specific phone number for the current user. This report is sorted by the phone numbers searched for and retrieved.

	User Call Detail for Current User*
	The User Call Detail Report displays all calls for the current user running the report for a given time period. The report is designed to give the user a report of each his or her calls. By default, all interaction Client users have access to this report. System administrators may choose to use the User Call Detail Report to bill users and departments for their long distance calls.

	User Call Summary for Current User*
	The User Call Summary for Current User (labeled as User Summary by Date) report displays a summary of all calls for the current IC user on each day in the given range. The report is designed to give a summary report of the individual user’s call volume.

	User Outbound Call Summary by Number Dialed for Current User*
	This report lists dialed outbound numbers called by the current user for a specific time. This User Outbound Summary report can help individual users keep track of all dialed numbers. Each user’s calls to specific numbers are summarized. 


Account Codes Reports

	Report Name
	Report Description

	Account Codes Call Detail by Date
	Details account code information by date for selected users. 

	Account Codes Call Detail for Current User
	Details account code information by date for the current user. 

	Account Codes Call Detail by User
	Details account code information by user for selected dates. 

	Account Codes Call Summary by Date
	Summarizes account code information by date for selected users.

	Account Codes Call Summary by Current User
	Summarizes account code information by date for current user.

	Account Codes Call Summary by User
	Summarizes account code information by user for selected dates.


Line Group Reports

	Report Name
	Report Description

	Calls Entered Line Group by Hour
	This graph shows the number of inbound and outbound calls attempted on each line for every hour of a specified day. This graph can be used to evaluate calling volumes throughout the day on each line. Each line’s call volume is plotted for each hour to allow system administrators to see line traffic at a glance. Call attempts are evaluated versus actual connected calls to give a true picture of line activity.

	Calls Inbound Entered Line Group by Hour
	This graph shows the number of inbound call attempts per hour for each line during an interval you specify. This includes all inbound calls that reached a Connected state (i.e., connected to the IC server, not necessarily Client_Connected where an agent answered a call).

	Calls Outbound Blocked Line Group by Hour
	This graph shows all outbound blocked line group calls by hour. This graph sorts the outbound calls by blocked line group name.

	Calls Outbound Line Group by Hour
	This graph shows the number of outbound call attempts per hour for each line (LineID), during an interval you specify. Outbound call attempts include all calls (e.g., wrong or invalid numbers, busy calls, etc.)

	Erlang Study
	Evaluates the number of lines required to handle line traffic at half-hour intervals. An advanced report for system administrators to evaluate lines required to accommodate line traffic. Simply defined, an Erlang is the total line usage divided by the number of seconds available on one line in one hour (e.g., One Erlang is equal to one full hour of conversation). The Erlang can be used in an Erlang calculation to help determine the number of lines necessary to handle the call activity.

	Line Group All Trunks Busy for Interval by Day
	This report shows all intervals a report line group had when all lines were busy. Use this report to evaluate line traffic distribution and the need for line resources.

	Line Group All Trunks Busy for Interval by Grade of Service
	This report shows all intervals during which a report line group had all lines busy, and the line group had a grade of service less than the grade of service report parameter value entered during runtime. Use this report to evaluate line traffic distribution and the need for line resources

	Line Group Identification
	This report shows the line group membership and the line configuration information to assist configuration management and problem resolution.

	Line Group Least Used Trunks by Day
	This report shows the least used lines for each reporting line group for a specified day.

	Percent All Lines Busy by Hour
	This graph plots report line groups when all lines were busy during the hours included in the specified date and time range. Use this graph to evaluate line traffic distribution and the need for line resources.

	Percent Line Group Busy by Hour
	This graph plots the percent of report line groups that were busy by hour during the hours included in the specified date and time range. Use this graph to evaluate line traffic distribution and the need for line resources.

	Line Activity Detail by Hour
	This report evaluates call activity on the lines in a line group on an hourly basis. It shows LineID, start time, duration, utilization, and out of service time.

	Line Activity Summary by Day
	This report compares day to day line activity in a summary. This report shows the call activity on the configured lines in a line group across several days. 

	Line Activity Summary by Line
	This report evaluates line activity for a day. This report shows the call activity for all lines in the specified range of line groups for a specified time and date range.

	Line Group Activity Summary by Day
	This report shows the daily summary of line group activity.

	Line Group Activity Summary by Line
	This report evaluates the line group activity for a day. This reports show call activity on the configured line groups across several days.


Queue Reports

	Report Name
	Report Description

	Abandoned Call Profile
	This graph plots the number of abandoned calls during each specified interval of a specified date range. An abandoned call occurs when a call is on hold while it is alerting on a queue and the caller disconnects. The caller perceives the call is on hold. You may also define an abandoned interaction as when an interaction enters an INACTIVE state without first entering CLIENT_CONNECTED state while on a queue. 

	Answered Call Profile
	This graph plots the number of answered interactions during each specified interval of a specified date range. An answered interaction occurs when a call is alerting on a queue and the agent picks up the call. You may define an answered interaction as an interaction that entered the CLIENT_CONNECTED state while on this queue. 

	Profile of Average Wait to Answer
	This graph plots the average wait to answer time of calls during each specified interval of a specified date range. The wait to answer time is the time a call is alerting on a queue until an agent picks up the call. 

	Profile of Calls Abandoned in the 1st Service Level
	This graph plots the number of abandoned calls in the 1st service level during each specified interval of a specified date range. An abandoned call occurs when a call is on hold while it is alerting on a queue and the caller disconnects. The caller perceives the call is on hold. You may also define an abandoned interaction as when an interaction enters an INACTIVE state without first entering CLIENT_CONNECTED state while on a queue. The service level tells managers the percentage of calls answered within the goal of X seconds. Supervisors can set the goal to 10 seconds, 60 seconds, or more depending on the environment settings.

	Profile of Calls Answered in the 1st Service Level
	This graph plots the number of answered calls in the 1st service level during each specified interval of a specified date range. The service level tells managers the percentage of calls answered within the goal of X seconds. Supervisors can set the goal to 10 seconds, 60 seconds, or more depending on the environment settings.

	Profile of Calls Entering ACD
	This graph plots the number of ACD calls entering a queue during each specified interval of a specified date range. An entered call occurs when a call enters a queue regardless if it is answered, goes to voice mail, etc.

This graph sorts the number of ACD calls entering a queue-by-queue name and includes a summary graph page named Grand Total Sum All Queues.

	Profile of Maximum Wait to Answer
	This graph plots the maximum wait to answer time of calls during each specified interval of a specified date range. The wait to answer time is the time a call is alerting on a queue until an agent picks up the call.

This graph sorts the maximum wait to answer time by queue name and includes a summary graph page named Grand Total Sum All Queues.

	Queue Period Statistics Abandon Report
	The QPS Abandon report displays the percentages of all ACD interactions abandoned at the various service level thresholds. The service level thresholds are determined by your settings in Interaction Administrator. This report includes interactions answered, interactions entering the queue, and the percentage of interactions abandoned at each service level threshold.

	Queue Period Statistics Abandon Report (Accumulative Percentage)
	The QPS Abandon Report (Accumulative Percentage) displays the accumulated percentages of all ACD interactions abandoned at the various service level thresholds. The service level thresholds are determined by your settings in Interaction Administrator. This report includes interactions answered, interactions entering the queue, and the accumulated percentage of interactions abandoned at each service level threshold.

	Queue Period Statistics Response Report
	The QPS Response report displays the percentages of all ACD interactions answered at the various service level thresholds. The service level thresholds are determined by your settings in Interaction Administrator. This report includes interactions answered, interactions entering the queue, and the percentage of interactions answered at each service level threshold.

	Queue Period Statistics Response Report (Accumulative Percentage)
	The QPS Abandon Report (Accumulative Percentage) displays the accumulated percentages of all ACD interactions abandoned at the various service level thresholds. The service level thresholds are determined by your settings in Interaction Administrator. This report includes interactions answered, interactions entering the queue, and the accumulated percentage of interactions abandoned at each service level threshold.

	Distribution Queue Perfomance (Date by Queue)
	This report allows you to see a detailed view of queue activity with a breakdown by date. It includes such information as interactions answered, total talk time, average talk times, average wait time. It also shows information on ACW time and Abandons.

	Distribution Queue Perfomance (Date by Queue by Interaction Type)
	This report allows you to see a detailed view of queue activity grouped by date. It includes such information as interactions answered, total talk time, average talk times, average wait time. It also shows information on ACW time and Abandons.

	Distribution Queue Perfomance (Queue by Date)
	This report allows you to see a summary view of queue activity grouped by date. It includes such information as interactions answered, total talk time, average talk times, average wait time. It also shows information on ACW time and Abandons.

	Distribution Queue Performance (Queue by Date by Interaction Type)
	This report allows you to see a detailed view of queue activity with a breakdown by date and interaction. It includes such information as interactions answered, total talk time, average talk times, average wait time. It also shows information on ACW time and Abandons.

	Distribution Queue Performance (Queue by Interaction Type)
	This report allows you to see a detailed view of queue activity grouped by interaction type. It includes such information as interactions answered, total talk time, average talk times, average wait time. It also shows information on ACW time and Abandons.

	Distribution Queue Performance (Queue by Date by Interval)
	This report allows you to see a detail view of queue activity grouped by date. This report also allows a supervisor to compare intervals for a particular day on a particular queue.  It includes such information as interactions answered, total talk time, average talk times, average wait time. It also shows information on ACW time and Abandons.


DNIS Reports

	Report Name
	Report Description

	Queue Period Statistics DNIS by Day 
	This report summarizes a day’s queue activity by DNIS, including percentages of calls answered and abandoned within service levels, for specified workgroups.

	Statistics Group DNIS Daily
	This report summarizes a day’s queue activity by DNIS, including percentages of calls answered and abandoned within service levels, for specified statistics groups.

	DNIS Detail
	The Call Detail by DNIS report displays a detail of all statuses or states for a user for each day in the specified range. The report is designed to give a user a detailed report of his or her status activity. This report displays the states for each date, including the total duration for each state and the flags for each state. 


Agent Reports

	Report Name
	Report Description

	Agent Availability Detail*
	This report shows how long you were in an Available state to take calls, and your status while you were unavailable.

	Agent Availability Summary*
	This report shows how long you were in an Available state to take calls, and your status while you were as unavailable.


Agent Supervisor Reports

	Report Name
	Report Description

	(Supervisor) Agent Availability Detail
	This report shows how long users were in an Available state to take calls, and each user’s status while he or she was unavailable. 

	(Supervisor) Agent Availability Summary
	This report shows how long users were in an Available state to take calls, and each user’s status while he or she was unavailable. 


Agent Performance Reports

	Report Name
	Report Description

	Agent Performance Detail
	This report is for supervisors who want to analyze agents and their interaction activity at a detail level. You can select agents individually or by queue. It shows a summary of activity for each agent, followed by the queue detail. Specifically, it shows the number of ACD interactions, after call work, and time available for ACD interactions. 

	Agent Performance Summary
	This report is for supervisors who want to analyze agents and their interaction activity at a summary level. You can select agents individually or by queue. It shows a summary of activity for each agent, without regards to queue or workgroup. Specifically, it shows the number of ACD interactions, after call work, time available for ACD interactions, and non-ACD activity. 

	Agent Performance Detail for Queue by Date by Interaction Type
	The Agent Performance Detail for Queue by Date by Interaction Type report displays a detail of agent information by interaction type for a specified date/time range for selected agents. You can select the agents individually or by a workgroup. This report shows the summary for each agent by queue and by day. It shows the number of ACD interactions, after call work, and time available for ACD interactions. 

This report is intended for use by a supervisor to review the agents’ ACD interaction activity on a detailed level. Each day and queue are summarized with the total agent activity. The load ratio information will only show on the summary lines, since these calculations do not apply to the individual interaction types.


Fax Reports

	Report Name
	Report Description

	Fax Summary 
	The Fax Summary report shows a summary of the fax activity by date, direction, and status, with status being defined as either successful transmission or failed transmission. 

	Fax Failure Detail
	The Fax Failure Detail report shows detail of the fax failure activity by date, direction, and envelope ID, with status being defined as failed transmission. 

	Fax Failure Summary
	The Fax Failure Summary report shows a summary of the fax failure activity for each envelope ID. This report displays the last failure for each envelope ID.

	Fax ID Detail
	The Fax ID Detail report shows all detail for the selected fax IDS, including direction, time, remote number, fax ID, envelope ID, and call ID. 

The information in the call ID field can be linked with the call detail table to see more information on the calls.

	Fax Envelope ID Detail
	The Fax Envelope ID Detail report shows all detailed activity of a specified envelope ID, including direction, time, remote number, fax ID, envelope ID, and call ID. 

The information in the call ID field can be linked with the call detail table to see more information on the calls.


Sample Reports
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