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WARNING!
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Currently, we do not know of any telecommunications system that is
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call auditing.
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While every effort has been made to ensure accuracy, AltiGen
Communications, Inc. will not be liable for technical or editorial errors or
omissions contai ned within the documentation. The information contained
in this documentation is subject to change without notice.

This documentation may be used only in accordance with the terms of the
AltiGen Communications, Inc. License Agreement.
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Warranty

What The Warranty Covers

AltiGen Communications warrants its hardware products to be free from
defects in material and workmanship during the warranty period. If a
product proves to be defective in material or workmanship during the
warranty period, AltiGen Communicationswill, at its sole option, repair,
refund or replace the product with alike product.

How Long the Warranty Is Effective

All AltiGen Communications products are warranted for one (1) year for
all parts from the date of the first end user purchase.

Whom the Warranty Protects

Thiswarranty isvalid only for the first end user purchaser.

What the Warranty Does Not Cover

1. Any product on which the serial humber has been defaced, modified or
removed.

2. Damage, deterioration or malfunction resulting from:

a) Accident, misuse, neglect, fire, water, lightning, or other acts of
nature, unauthorized product modification, or failure to follow
instructions supplied with the product.

b) Repair or attempted repair by anyone not authorized by AltiGen
Communications.

¢) Any damage of the product due to shipment.
d) Removal or installation of the product.

€) Causesexternal to the product, such as el ectric power fluctuations
or failure.

f) Use of supplies or parts not meeting AltiGen Communications
specifications.

0) Normal wear and tear.

h) Any other cause which does not relate to a product defect.
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3. Shipping, installation, set-up and removal service charges.

How to Obtain Service

End user customers should contact your Authorized AltiGen Dealer for
service.

Authorized AltiGen Dealers must follow the steps below for service:

1. Takeor shipthe product (shipment prepaid) to your AltiGen distributor
or to AltiGen Communications, Inc.

All materials being returned to AltiGen must have an associated RMA
number. RMA numbers are issued by AltiGen Customer Service and can
be obtained by calling 1-888-ALTIGEN (258-4436) or faxing an RMA
form to 510-252-9738, attention to Customer Service. AltiGen reservesthe
right to refuse return of any material that does not have an RMA number.
The RMA number should be clearly marked on the outside of the box in
which the material is being returned. For example:

Attn.: RMA # 123

AltiGen Communications, Inc.
47427 Fremont Blvd.
Fremont, CA 94538

Upon authorization of return, AltiGen will decide whether the
malfunctioning product will be repaired or replaced.

2. To obtain warranty service, you will be required to provide:
a) the date and proof of purchase
b) serial number of the product
€) your name and company hame
d) your shipping address
€) adescription of the problem.

3. For additional information contact your AltiGen Dealer or AltiGen
Communications, Inc. viae-mail at support@altigen.com.
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Effect of State Law

Thiswarranty gives you specific legal rights, and you may also have other
rights which vary from state to state. Some states do not alow limitations
on implied warranties and/or do not allow the exclusion of incidental or
consequential damages, so the above limitations and exclusions may not

apply to you.

Sales Outside the U.S.A.

For AltiGen Communications products sold outside of the U.S.A., contact
your AltiGen Communications dealer for warranty information and
services.
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CHAPTER 1

Using CDR Search

CDR Searchisaclient application that |ets you search a Call Detail
Reporting database. Y ou can install CDR Search on either the system
server or on an administrator client desktop. CDR Search works only with
AltiWare OE Release 4.6 (and higher) or AltiContact Manager 4.6 (and
higher).

CDR Search, WG CDR Search, WG Statistics
CDR client offers three ways to search call records.

» CDR Search lets you define a search by the type of call, incoming or
outgoing. To perform this search, you must log in as the administrator.

* WG CDR letsyou specify a search by workgroup. To perform this
search, you can log in as the administrator or as a workgroup
Supervisor.

« WG Statistics lets you search workgroup call data captured from the
real-time monitoring functions in the Workgroup Statistics tab of the
AltiSupervisor client. To perform this search, you can log in asthe
administrator or as aworkgroup supervisor.

Installing CDR Search on a Client System

System Requirements

» Theclient system must be running Windows 98, 2000, NT, Windows
ME, or higher.

» Altiware OE Release 4.6 (or higher) or AltiContact Manager 4.6 (or
higher) must be installed on the system and the link to TCP/ IP
enabled.

To install the CDR client:

1. Loginto the client machine using a domain account and make sure it
is connected to the network on which the system is running.

2. Exit al Windows applications.

CDRManual 1
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Logging In

3. Insert the AltiWware OE or AltiContact Manager CD into the CD ROM
drive.

4. Inthe CDR>CDRSearch_Client folder, run Setup.exe. Follow the
step-by-step installation instructions as they appear on the screen.

Uninstalling CDR Search

1. From the Windows Start menu, select Programs > CDR Search >
Uninstall CDR Search 4.6.

2. Click OK when the dialog box asks if you want to uninstall the
program, and respond to any additional prompts.

Logging In
There are two waysto log in to CDR search.

Administrator loginletsyou perform all threetypes of search described in
“CDR Search, WG CDR Search, WG Statistics” onpage 1. Tologinasan
administrator, your extension must be designated asthe Manager Extension
in AltiAdmin or ACM Admin. See your system administrator for details.

Workgroup supervisor login letsyou run aWG CDR search or aWG
Statistics search, described in “ CDR Search, WG CDR Search, WG
Statistics’” on page 1.To log in as aworkgroup supervisor, the option-pack
license must be installed on the server. For information on obtaining a
license, contact your Authorized AltiGen dealer.

Before you log in

When you log in for the first time, you need to know either the IP address
or the name of the server you'll be linking to. (If you use the server name
rather than the IP address, CDR Search replaces the name with the IP
address the next timeyou log in.)

To obtain the AltiWare or ACM Admin IP address, ask your system
administrator.

Note: If you are connecting to the Internet through amodem, establish a
connection from your PC to your ISP before you log in to CDR
search.
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Using CDR Search

Logging in - Administrator login

1. Fromthe Windows Start menu, select Programs> CDR Search >
CDR Search 4.6. The Login window appears.
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Servar 206.111.153.135
Extension 401
Fassword -

+ Llse internal database
zse external database

v Sawve password

9 9

Figurel. Loginwindow
2. Enter the IP address or name of the server.
3. Enter your Extension and Passwor d.

Optionally, you can check the Save passwor d check box to store your
log in password for the next time you access CDR Search.

4. Select the database containing the data you want to access.
* Internal database—DBF database on the server.
e External database—SQL database set up to log call records.

Note: This option is available only when the external logger
serviceisinstalled on the SQL Server, and External CDR
Logging is enabled. Consult your system administrator for
more information.
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Logging In

5. Click OK to open the User Mode window.

User Mode

Figure2. User Mode window
6. Select Administrator login and click OK.
Logging in - Workgroup supervisor login

1. Fromthe Windows Start menu, select Programs > CDR Search >
CDR Search 4.6. The Login window appears.

Figure3. Loginwindow
2. Enter the IP address or name of the server.
3. Enter your Extension and Password.

Optionally, you can check the Save passwor d check box to store your
log in password for the next time you access CDR Search.
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Using CDR Search

4. Select the database containing the data you want to access.
 Internal database—DBF database on the server.
» External database—SQL database set up to log call records.

Note: This option is available only when the external logger
serviceisinstalled on the SQL Server, and External CDR
Logging is enabled. Consult your system administrator for
more information.
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5. Click OK to open the User Mode window.

+ Adrministrataor [ogin
Workgroup supervisor login

9
Figure4. User Mode window

6. Select Workgroup supervisor login, and click OK.

7. Inthe Password dialog box that appears, select the workgroups you
want, enter the password for each, and click OK to open the CDR
Search main window.

SelectWorkgroup Passward

kel

I 0

v Save WorkGroup password
9 *)

Figure5. Password window
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Logging In

Thiswill allow access to the workgroup CDR and workgroup statis-
tics.

If you enter an invalid password, the Password window reappears. A
red X appears before the problem workgroup. Re-enter the password
and click OK.

For multiple workgroups: If you re-enter an invalid password for
one workgroup, the CDR Search main window will open, but the
workgroup will not appear in the Workgroup drop-down and thus
will not be available as a search criterion.

Password

Lj

R [ | L

“L

Cancel :

Figure 6. Password window showing invalid password
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Using CDR Search

Running a Search

[
The CDR Search main window has three tabs: CDR, WG CDR, and WG 2.
Statistics. Q@
O
O
- Py
i 2]
m (D
| | ! ED‘
o
+ User Define Today Lazt 7 Diaps =
Fram 12/09/2001 15:00
To 12/19/2001 16:00
Type [0 Calls =]
Caller Al - pat -
Callee Al - pat -
DMIS pat 7
Tenant pat i
Acct Code pat i
Sort by Date/Time ﬂ

?

Figure7. CDRtab of the CDR Search main window

CDR Search

CDR Search letsyou search al calls, internal and external. To perform this
search, you must log in as the administrator.

To run a CDR search:
1. Select thetime range for the search:

e User Define—the From/To fields default to a range that includes
the ten previous days. Edit the date and time for a custom range.

» Today—sets the From/To fields to the current date
» Last 7 Days—setsthe From/To range to the previous seven days
2. Select the Type of search:
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Logging In

All Calls—callsinvolving: Auto Attendant/IVR, Ring No Answer,
Queue, Voice Mail (no VM recorded or VM recorded), Connect,
Logon, Logoff, All TrunksBusy, No session, VM Access, Forward,
Transfer, VM Notify, WG Abandoned, Park, System Park,
Conference, Call Monitor, Transfer Cancel, Call Redirect, Call
Pick Up, Dial Cancel

Connected Calls & M essages—Connected Calls plus Messages
(see below)

Connected Calls—incoming calls answered by a person, and
outgoing calls that entered “ Connected” state

Note: For CDR records, Connected Callsrefer to callsin these
states: connected, transfer, park, system park, conference
call and transfer cancel.

M essages—incoming calls directed to voicemail

Unanswer ed Calls—incoming or outgoing calls not answered by a
person

Note: For CDR records, Unanswered calls refer to cals
abandoned whilein these states: AA, forward, RNA,
gueue, voicemail, WG abandoned, call redirect, no more
session, pick up by and dial cancel. Callsabandoned also
include all calls routed to go somewhere other than a
workgroup, where aworkgroup has busy call handling
set not to queue.

All Trunks Busy—outgoing calls aborted due to busy signals

Note: See“CDR Call Format” on page 53 for call data details.

3. Definethetype of calsinthe Caller/Calleefields and enter valuesfor
the Trunk and Extension, if applicable.

All—searches for both incoming and outgoing calls

To search for outgoing calls only—set Caller to Extension and
Calleeto Trunk, then enter the appropriate numbers

Tosearch for incoming callsonly—set Caller to Trunk and Callee
to Extension, then enter the appropriate numbers

To search for internal (station to station) calls—set Caller and
Callee to Extension

Use the drop down lists (located to the right of the Caller and Callee
value fields) to further define the value match for your record search:
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Using CDR Search

» Exact - retrieves records that exactly match the field value entered
» Like- retrievesrecords that begin with the field value entered

» Pat - retrievesrecordsthat contain thefield valuein any part of the
extension/trunk digits.

Example: “252” isthe Callee value entered in the blank field. If exact
is selected, any record with only “252" inthe Calleefield isretrieved.
If likeis selected with thisvalue, any records where “ 252" begins the
Calleefield (e.g. 252-9712, 252-9713) isretrieved. If pat is selected
with this value, any records with “252” in any part of the Callee field
isretrieved (e.g: 252-9712, 946-2525).

4. Inthe search criteriafields, enter datafor DNIS, Tenant, or Acct
Code as desired.

Use the drop down lists (located to the right of the DNI'S, Tenant and
Acct Code value fields) to further define the value match for your
record search:
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» Exact - retrieves records that exactly match the field value entered
» Like- retrievesrecords that begin with the field value entered

» Pat - retrievesrecordsthat contain thefield valuein any part of the
DNIS/Tenant/Acct Code digits.

5. Selectto Sort by:

» Date/Time—sortsday-by-day (or hour-by-hour if you select Today
as the time range for the search).

» Extension—sorts by extension.
» Trunk—sorts by trunk.
» N/A—search without sorting, retrieves total number of records.

Note: For faster searching, using N/A to sort recordsis
recommended.

(For example, when you search for Connected Calls, thetimerange
as“Today,” and sorting by N/A, CDR will retrieve the total number
of connected callsfor “today.”

Note: If thetimerangefor the searchislessthan 1 day, and Date/Timeis
selected for Sort by, CDR will list records hourly. If timerangefor
the searchislonger than 1 day, and Date/Time is selected for Sort
by, CDR will list records daily.

CDRManual 9



Logging In
6. Click Search. During the search, a progress window appears. To
cancel the search, click Cancel.

7. Search results appear in the Summary window. Refer to “ Search
Results’ on page 14 for details on working with search results.

Workgroup CDR Search

Workgroup CDR search lets you specify a search by workgroup. To
perform this search, you can log in as the administrator or as aworkgroup
supervisor.

CDR Search
CDR WG COR WG Statistics

L ] L]
12/09/2001 15:00
12/19/200 16:00
All Calls ~

124 “Waorkagroup Operatar *

Search

Figure8. WG CDRtab of the CDR Search window

To run a WG CDR search:
1. Select the time range for the search:

e User Define—the From/To fields default to a range that includes
the ten previous days. Edit the date and time for a custom range.

e Today—sets the From/To fields to the current date
e Last 7 Days—setsthe From/To range to the previous seven days
2. Select the Type of search:
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Using CDR Search

All Calls—callsinvolving: Auto Attendant/IVR, Ring No Answer,
Queue, Voice Mail (no VM recorded or VM recorded), Connect,
Logon, Logoff, All TrunksBusy, No session, VM Access, Forward,
Transfer, VM Notify, WG Abandoned, Park, System Park,
Conference, Call Monitor, Transfer Cancel, Call Redirect, Call
Pick Up, Dia Cancel

Connected Calls & M essages—Connected Calls plus “ Messages
(see below)
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Connected Calls—incoming callsanswered by agent and outgoing
callsmade by agent (when an Outgoing Workgroup isselected for
the agent in the Workgroup Extension Configuration in AltiAdmin/
ACM Admin).

M essages—calls directed to voicemail

Unanswered Calls—incoming calls not answered by agent or
workgroup (abandoned in AA, forward, RNA, queue, voicemail,
WG abandoned, call redirect, no more session, pick up by and dial
cancel). Calls abandoned also include all calls routed to go
somewhere other than a workgroup, where aworkgroup has busy
call handling set not to queue.

All Trunks Busy—outgoing calls aborted due to busy signals

Agent L ogin/out—calls sorted by the login/out times of
workgroup member extension numbers

Note: See“CDR Call Format” on page 53 for call data details.
Select the Workgroup whose call records you want to search.

In the search criteriafields, enter datafor Caller, Target, DNIS,
Tenant, or Acct Code as desired. Select Exact match for an exact
match. Otherwise, CDR Search will retrieve every record that contains
the number(s) you enter.

Select to Sort by:

Date/Time—sortsday-by-day (or hour-by-hour if you select Today
asthe time range for the search)

Agent—sorts by agent

Wor kgr oup—sorts by workgroup

Trunk—sorts by trunk

N/A—search without sorting, retrieves total number of records.

CDRManual 11



Logging In

Note: For faster searching, using N/A to sort recordsis
recommended.

(For example, when you search for Connected Calls, thetimerange
as“Today,” and sorting by N/A, CDR will retrieve thetotal number
of connected calls for “today.”

Note: If thetimerangefor the searchislessthan 1 day, and Date/Timeis
selected for Sort by, CDR will list recordshourly. If timerangefor
the search islonger than 1 day, and Date/Time is selected for Sort
by, CDR will list records daily.

6. Click Search. During the search, a progress window appears. To
cancel the search, click Cancel.

Search results appear in the Summary window. Refer to “ Search
Results’ on page 14 for details on working with search resuilts.

Workgroup Statistics Search

Workgroup Statistics lets you search workgroup call data (tmData.mdb
records) captured from the real-time monitoring function in the Workgroup
Statistics tab of the AltiSupervisor client. To perform this search, you can
log in as the administrator or as a workgroup supervisor.

12 CDRManual



Using CDR Search
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+ User Define Taday Last 7 Days ;UU
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Figure9. WG Satistics tab of the CDR Search window

To run a WG Statistics search:

1

Select the time range for the search:

e User Define—the From/To fields default to a range that includes
the ten previous days. Edit the date and time for a custom range

e Today—sets the From/To fields to the current date
e Last 7 Days—setsthe From/To range to the previous seven days

Select the Interval (1 day, 1 hour, or 15 minutes) to specify the
granularity of your search results.

Note: This selection isoverridden by the interval setting in
AltiAdmin/ACM Admin. If your searchresults produce greater
intervals than you specified, consult your system
administrator.

Select the type of search:
» Workgroup Statistics—statistics on a specific workgroup

» Agent Statistics per Workgroup—statistics on a specific agent
for a specific workgroup

CDRManual 13



Search Results

e Agent Statistics—statistics on a specific agent for every
workgroup to which he/she belongs

Note: See“CDR Search and WG CDR Search Results Windows” on
page 36 for workgroup statistics call data details.

Depending on the type of search you selected, specify aWorkgroup
and/or Agent to search on.

Click Sear ch. During the search, a progress window appears. To
cancel the search, click Cancel.

Search results appear in the Statistics window. Refer to “ Search
Results’ on page 14 for details on working with search resuilts.

Search Results

The type of search you perform determines the type of results you see:
Summary, which also enables drilldown to call Details and Recor ds
windows, or Statistics.

All Results windows have the following buttons:

Export - exports selected callsto acsv file. Refer to “ Exporting
Records’ on page 19 for details.

Print - prints the selected calls. Refer to “Printing Records’ on page
19 for details.

All Statistics windows (WG, Agent Statistics Per WG, Agent) also have a
Stop button.

For explanations of records and database schema, see Chapter 5, Records
and Data Schema.
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Using CDR Search

Summary (CDR Search and WG CDR Search)

c
For CDR Search and WG CDR Search, the Summary window displaysthe o,
results. a
(@)
)
Py
w
D Tirne Taotal Calls Total Duration - 8
1 12:00 AM 1] 00:00:00 B o
2 01:00 AM 1] 0C:00:00 =
3 0Z00AM 1] 0C:00:00
4 0300 AM 1] 0C:00:00
5 04:00 AM 1] 0C:00:00
B 0500AM 1] 00:00:00
7 0500 AM 1] 00:00:00
B 07:00 &M 1] 00:00:00
3 02:00 &M 1] 00:00:00
10 09:00 AM 12 00:04:46 =
11 10:00 Ak 13 00: 05:03
12 11:00 &M 21 00:24:29
o
14 | 01:00 Pi 1 00:00:22
15 | 02:00 Pi 4 00:08:12
16 02:00 PM 20 00:12:23 -
4 [» H

9 @ O
Figure10. Summary window

*  TheDetail button opensthe Detail window for aselected call. Refer to
“Call Details’ on page 16 for details.
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Search Results

Call Details

Y ou can drill down for detailed information on call records.

13 12:00PM

1. Toseedetailsonacal,
select arecord in the
Summary window and click
Detail.

The Detail window opens.

Detail

I

-
-
[
-
-
-
-
-
-
-
-
-
-
-
-
-
<

Figure1l. The Detail window

2. Toview call records, right-click arecord in the Detail window and
select Show Call Info or, for raw data on trunk calls, Show Advanced
Call Info.
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Using CDR Search
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Figure12. The Record window (Call Info)

Figure 13. The Record window (Advanced Call Info - trunk calls only)
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Search Results

Statistics (WG Statistics)

For Workgroup Statistics searches, the Statistics windows display the
results of your search. There are different windows for the three types of
WG Statistics searches you can perform.

Statistics

T

Stop Export

Figure14. The Workgroup Satistics window

Statistics

Figure 15. The Agent Statistics per Workgroup window

Statistics

Stop Expart

Figure16. Agent Satistics window
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Using CDR Search

Exporting Records

Y ou can export recordsin csv format from the Statistics, Summary, Detail,
and Record windows.

To export records from the Statistics window:
1. Click Export.
2. Click OK to open the Save As dialog box.
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To export records from the Summary, Detail, and Record windows:
1. Do oneof thefollowing:

» Toexport specific records, select the records you want, then click
Export. In the Select window that appears, select Export only
selected records.

» Toexport al records, click Export. In the Select window that
appears, select Export All Records.

2. Click OK to open the Save As dialog box.

Printing Records

Y ou can print records from the Statistics, Summary, Detail, and Record
windows.

To export records from the Statistics window:
1. Click Print.
2. Click OK to open the Windows Print dialog.

To print records from the Summary, Detail, and Record windows:
1. Do one of the following:

» Toprintal records, click Print. In the Select window that appears,
select Print out all records.

» To print specific records, select the records you want, then click
Print. In the Select window that appears, select Print out only
selected records.

2. Click OK to open the Windows Print dialog.

CDRManual 19



Printing Records
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CHAPTER 2

CDR Overview

AltiGen's Call Detail Recording (CDR) solutions include data creating,
recording, collecting, and reporting. While CDR can be used for individual
and departmental billing, timecards, and market analysis, this manual
places special emphasison CDR’susefor call center applications. Thedata
schema are designed to provide information for PBX, call center, billing,
multi-tenant, and performance tracking information.

Real-Time Monitoring and the CDR Client

Workgroup call datais captured from the real-time monitoring function of
the AltiSupervisor client application and made available to a dedicated
feature—the “WG Statistics’ tab—in the CDR Search client. The
difference between call detail recording (described immediately below)
and the RTM records is that call detail recording tracks every individual
call, from auto-attendant through disconnect, while RTM reporting takes
“snapshots’ of call center data at continuous intervals ranging from every
15 minutes to every 24 hours.

Such data contains statistics—counts, sums, total's, averages, and
percentages—on items such as the number of callsin the workgroup’s
gueue, the amount of time callers waited in the queue, and the number of
callsthat were abandoned from the queue, during the searched time period.
Thisdatais stored in its own database, which is configured for backups,
storage limits, and the granularity of your data (determined by the interval
size) viasettingsin AltiAdmin/ACM Admin.

The RTM Statistics Database

The RTM statistics database, called "rtmData.mdb," isinstalled
automatically with Altiwareinafolder called"AltiDB," inany location the
user chooses.
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Real-Time Monitoring and the CDR Client

Setup will uze the following disk drives for ALDE and AKDE
Backup. You can choose any other local drive which has at least
S00ME free space for both AIDE and ADE Backup.

atbe  [H

DBBackup ICZ

< Back I Mext > I Cancel

Figurel. AltiServinstallation
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CDR Overview

After installing AltiWare, the user configures rtmData.mdb using the Call
Reports window in AltiAdmin/ACM Admin.

System Configuration

General | Mumber Plan I Businesz Hours I Haoliday I Spstem Speed I Call Restriction I Account Code I
Call Reports | Messaging | Area Codes I |P Dialing T able | DMIS | Tenants | Distribution List | Lagout Feasan

Index | Description | Enabled |
] Internal COR log - MDE Yes
1 Esternal COR log Mo
2 Internal ATk log - MOE ez
3 External RTH lag Mo

Config |

—Accounting D' ata Processing
™ Enable Data Output

Available Pots————————————— Baud Rate
% COmT Oz 300 1200 96K
= COaE  COk4 @ 192K {5 38 4K 57 BK

u] 4 I Cancel | Apply | Help |

Figure2. Call Reportswindow, System Configuration

When RTM Data- M DB is selected, the Config button opens adial og box
where the user can enable and configure these records.

RTM Statistics Config Ed

¥ Enable

Retain Records |60 > Days

Save data every |1 day vl

% Save dbin backup directory

Renew Backup DB every Imnnth "l

" Remove db permenantly

Q. I Cancel |

Figure3. Configuring AltiDB for WG call data collection
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Real-Time Monitoring and the CDR Client

The Enable and Retain Recor ds parameters are unchanged from the
previous version of AltiWare, except that the lower limit for retaining
recordsisnow 1 day instead of 5 days. The Buffer Size settings are also
gone.

The new parameters function as follows:

* Savedata every - specifies how often to save WG call datafrom the
real-time monitor. Thissetting, with intervalsranging from 15 minutes
to 24 hours, providesthe minimum level of granularity at which RTM
stati stics can subsequently be reported from the CDR Search client.

« Save, Renew and Remove options - specify whether and how oftento
save backup files into the DBBackup folder.

If Saveis selected, Removeisdisabled and AltiWare saves al data
that overflows the Retain Recor ds setting each day at midnight.

Example:
« Retain Recordsis set to 60 days
» Savedb isselected
* Renew Backup is set to every month

On day 61, abackup fileis started in the DBBackup folder.
Each day’s RTM datais added to this file for one month. At
the end of amonth, anew file is started in DBBackup, which
is likewise appended with each day’s RTM data every day at
midnight.

— Naming conventions for the backup files are <yyyymmdd>.mdb.
Backup files are not overwritten by the Renew process.

— Backup files are dated and renewed according to the following
schedule, regardless of when the user actually makes the Renew
selection.
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CDR Overview

Table3. AltiDB backup schedule

Renew setting Renewal Dates

day daily, at midnight

week every Sunday

2 weeks the 1st and 15th of every month o
month the first of every month §
3 months December, March, June, September é
6 months January and June ;D-
year January

If Removeis selected, the Save and Renew settings are disabled and
no backupsare created. When the Retain Recor dslimit isreached, the
oldest day’ s datais replaced by the current day’ s data each day at
midnight.

Call Center Events and CDR

In call detail recording, every individual call is tracked from its start time
to itsend time. An incoming trunk call, for instance, starts with auto-
attendant answer. The auto attendant/IVR offers the caller specific routing
choices, and/or collects information to intelligently route a call. Queuing,
if it happens, starts with the call leaving the auto attendant/I VR, includes
ring time of the agent phone, and ends when an agent answers the phone.
Disconnects (call abandons) can happen at any time during the process. All
of thisactivity is summarized under talk time and wrap-up time. It is
searchable viathe “CDR” and “WG CDR” tabs of the CDR Search client.

Past and Present CDR

Database Schema. The CDR data schema has been redesigned and
streamlined. If you have areporting package using past versions of
AltiGen's CDR or SMDR, the reporting package vendor will have to
rewrite the reporting program to work with the new schema.
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Past and Present CDR

Rate Tables. Altiware 4.0 and higher does not support rate tables,
unlike previous releases. This function must now be obtained by external
applications found in reporting tools. The CDR database has sufficient
information to support rate and charge evaluation by external applications.

Migration. If you are upgrading from OE 3.5, you will not be provided
with any conversion tool for CDR records stored under OE 3.5 or prior
releases.

If you are upgrading from OE 4.0, you can convert ILS datausing a
conversion tool called AltiDBReader . Instructions on using and installing
AltiDBReader are located in the AltiWare System Installation and
Administration Manual.

Extension-to-Extension Call Reporting. CDR Search includes
records for internal calls between extensions, and from internal extensions
toworkgroups. Thisisin addition to information onincoming and outgoing
trunk calls.

SM DR Cautions. SMDRisaMitel-defined dataschemafor delivering
basic call information out the RS232 serial port to external recording and
reporting applications. While AltiGen has provided an SMDR interface,
it has had many problemsin terms of accuracy and consistency of
information delivery. SMDR isnot CDR. CDRis historical, andisa
database containing call records. SMDR is areal time delivery of a subset
of thisinformation. We recommend that you use the new CDR, not the
SMDR, for reporting and billing applications. No improvements or
corrections have been made to SMDR.
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CHAPTER 3

Data Storage

CDR Search can store data using either an Internal Logger Service (ILS) or
an External Logger Service (ELS). These two storage systems are
described below.

Internal Logger Service

In CDR Search, call reporting distinguishes between call detail data, which
records every call made to, out of, and within the system, and RTM data,
which is workgroup-related statistical data captured from the real-time
monitoring function used in the AltiSupervisor client application. Both
types of data can be set up for call reporting, or logging, although their
storage systems are different.

e Call detail data can belogged to your local drive, to aremote server,
and/or exported viaa COMM port.

e RTM dataisawayslogged to your local drive.

Dataloggedtoyour local driveisstoredin adirectory called AltiDB, which
islocated by default on the root of the drive where AltiWareisinstalled.
Files are stored in .mdb format. Settingsin AltiAdmin/ACM Admin
determine how long to retain the records, and whether to and how often to
create backup files. For RTM data, another setting determines how oftento
save. Theseintervals, ranging from every 15 minutesto every 24 hours,
determine the granularity of your search results.

Backups, if you choose to make them, are created in a subdirectory called
DBBackup, which in turn contains three subdirectories: M CDR for
Advanced Call Data, RTMCALL for Call Data, and RTMDATA for
RTM data. These three types of data have separate report screensin the
CDR Search client, which are described in the CDR client documentation.

Seethe “Call Reports’ description in the AltiWare System I nstallation and
Administration Manual or AltiContact Manager Administration Manual
for details on the administrative settings described above.
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External Logger Service

External Logger Service

External Logger Serviceisan optional add-on featureto CDR and requires
the purchase and activation of an External Logger licensekey. Licensekeys
for AltiContact Manager and External Logger must be installed and
activated through AltiWare Administrator. For external CDR data storage,
you must purchase and install MicroSoft’s SQL 7 and SQL 2000 database
server software. Using the AltiGen-provided External Logger Service
program to access RTM statistics through external logger, you can achieve
acentralized repository for all CDR recordsand RTM recordscoming from
one or more systems. Thisis centralized CDR. Each system records its
nodelD inall therecordsit sendsto the External Logger Service. Uptotwo
separate central repositories can also be supported.

AltiWare sendsits CDR/RTM recordsin real time (behaving asaclient) to
the External Logger Server over TCP/IP. On aseparate server, the External
Logger Service receives the CDR/RTM record and writes the CDR/RTM
record into aMicrosoft SQL 7.0 and SQL 2000 database. Consequently, the
records in this SQL database are constantly being updated with the latest
information.

The following items summarize the software implementation:

e Currently the external CDR logger works with Microsoft SQL 7 and
SQL 2000. Due to software conflicts, Microsoft SQL7 and AltiWare
cannot be on the same server. However, Microsoft SQL7 and the
External Logger must be installed on the same server.

e  The SQL server must bein “Start” condition to receive data.

e |f an ODBC Driver Manager error message occurs during AltiWare
installation, click OK to overwrite the ODBC32.dll.

e Systemintegratorsor devel opersneed to write custom query programs
to extract datafromthe SQL server. AltiGen providesonly thelogging
service.

e If multiple systems can send CDR records to a single common SQL
server for call reporting or billing purposes, each system needsto have
adifferent system ID.

External Logger Service Installation
You must install the EL S to the MSQL 7/2000 server.
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Data Storage

To install the External Logger Service (ELS) program on the SQL
server:

1. Insert the Altiware OE 4.6 or AltiContact Manager 4.6 CD ROM into
the target server CDROM drive.

2. Using Windows Explorer (or similar mechanism), locate the External
Logger Service directory and then find the setup file.

3. Run setup.

The ELS install program will install the ELS and configure the CDR
data schemainto the M SQL 7/M SQL 2000 database service.

During the setup process, asetup dialog box appears. Set the parameters as
follows:

e SQL Server—Enter the computer name of the SQL server.

e SA Name—Enter the SQL System Administrator login name. Since
“sa’ isone of the system administrator accounts created by SQL
installation, we will use this account as our example.

e SA Password—Enter the SQL System Administrator password.

o
b}
—
js)
9]
—
o
=
o
«Q
®

» Database Name—Enter the name of the database for CDR logging. If
you use the default, the installation process will create a database
caled “caldb.”

» DB Device Drive—Thisisthe drivein which the calldb database will
be created. Thisinstallation program will create the calldb database
under the root directory of the drive letter you specify. Y ou can not
enter any sub-directory in thisfield. If you want to change the calldb
database | ocation, use the SQL server management utility to relocate
the calldb database.

» DataDevice Size—Enter the size you wish to allocate for the calldb
database. To estimate the size, use the following equation:

Months of records you wish to keep: {M = months} (22 working
days per month)

Aver age call volume per day { Call = inbound and outbound} ; (Each
call record is about 1kbytein size))

Database Size (M B) = (M* 22* Call* 1kbyte)/1024

» LogDevice Size—Enter the size for the log file. Typically thisisthe
same size as the database file.
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External Logger Service

After starting the EL S, and after configuring the AltiWare external CDR
options, the system begins delivering CDR records and the EL S writes
these records into the MSQL 7 database.

To set up the Logger and WatchDog services:

After rebooting the SQL server, verify the following services:

* Logger Server serviceis started and typeis“Manual.”

* Logger Watchdog serviceis started. Startup typeis“Automatic.” The
Watchdog service will check the status of the logger service every 15
minutes. If it detects that the logger service is not functioning, it will
try to start the logger service automatically.

To activate external CDR logging in AltiWare:

Do not perform this step before the external logger in SQL isready to
receive data.

1. Goto System Configuration > Call Reportsand double-click “External
CDR Log.”

2. Enter the IP address of the SQL server and click on the Apply button.
3. Select AltiGen External Server option and click on the Apply button.

To verify SQL logging activity:
1. Make several connected outbound calls.
2. Open Query Analyzer from MSQL 7/M SQL 2000.

3. Typeaquery script “select” from“RTMCall” which will query against
the Calllnfo table.

The CDR records should show up in the query results window.

SQL Backup and Maintenance

AltiGen does not provide any SQL backup and restore utilities. We
strongly recommend that you use the SQL Backup and Maintenance utility
to perform daily backup and maintenance jobs, and use the restore utility to
restoretablesto the database. If you need to reconstruct the SQL server, run
EL Sto create an empty calldb database before restoring the tables. For
efficient CDR functions, follow recommended SQL database maintenance
procedures. If there are over 100,000 records, searching can take along
time. If there are over 10,000 records, record deletion can take along time
and cannot be canceled.
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CHAPTER 4

CDR and Workgroup CDR Search
— Typical Searches

This section contains examples of how to run various CDR and Workgroup
CDR searches that are typically used by call centers. Identify the type of
search you would like to perform, go to the CDR Search main window,
define the search date, set the fields and settings as directed, then click the
Sear ch button to run the search.

Note: Connected Calls include Connected Calls, Transferred Calls and
Conference Calls.

All includes Auto Attendant/IVR, Ring No Answer, Queue, Voice
Mail (no VM recorded or VM recorded), Connect, Logon, Logoff,
All Trunks Busy, No session, VM Access, Forward, Transfer, VM
Notify, WG Abandoned, Park, System Park, Conference, Call

Monitor, Transfer Cancel, Call Redirect, Call Pick Up, Dial Cancel.

Unanswered Calls include calls abandoned while in these states:
AA, Forward, RNA, Queue, Voicemail, WG abandoned, Call
Redirect, No More Session, Pick Up By and Dia Cancel.

Example CDR Searches

Torun a search on: Use these fields and settings:
All outgoing trunk calls, system-  Set Typeto Connected Calls
wide Set Caller to Al
Set Calleeto Trunk

All incoming trunk calls, Set Typeto Connected Calls
system-wide Set Caller to Trunk

Set Callee to Extension, enter
particular extension, select Exact
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Example CDR Searches

Torun asearch on:

All outgoing trunk callsfor a
particular extension

All connected incoming trunk
callsfor a particular extension

All internal and external calls
from a particular extension

All incoming (trunk to extension
and trunk to trunk) calls
(system-wide) originated by
extensions

All internal and external
connected calls (system-wide)

Allincomingcallstoaparticular
extension from trunk

All internal calls

Use these fields and settings:
Set Typeto Connected Calls

Set Caller to Extension, enter
particular extension, select Exact

Set Calleeto Trunk

Set Typeto Connected Calls
Set Caller to Trunk

Set Calleeto Extension, enter
particular extension, select Exact

Set Typeto Connected Calls

Set Caller to Extension, enter the
particular extension, select Exact

Set Calleeto All

Set Typeto Connected Calls
Set Caller to Trunk
Set Calleeto All

Set Typeto Connected Calls
Set Caller to Extension
Set Calleeto All

Set Typeto All
Set Caller to Trunk
Set Calleeto Extension

Set Typeto Connected Calls
Set Caller to Extension
Set Calleeto Extension
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CDR and Workgroup CDR Search — Typical Searches

Example CDR Searches
Torun a search on: Use these fields and settings:
All internal callsto/from a Set Typeto Connected Calls

particular extension Set Caller to Extension, enter
particular extension, select Exact

Set Callee to Extension, enter
particular extension, select Exact

All trunks busy Set Typeto All Trunks Busy
Set Caller to All
Set Calleeto All

Example Workgroup CDR Searches

Torun a search on: Use these fields and settings:
All incoming workgroup calls Set Typeto Connected Calls
per agent

Enter Workgroup Number, select
Inbound

Set Sort By to Agent

All incoming workgroup calls Set Typeto Connected Calls

per workaroup
er workrou Enter Workgroup Number, select
Inbound

Set Sort By to N/A

All unanswered calls by Set Typeto Unanswered Calls
workgroup Enter Workgroup Number, select Both

Set Sort By to N/A or Date/Time

Enter Workgroup Number, select Both

wn

All workgroup voicemail Set Typeto Messages g
messages by wor kgroup §
o
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Set Sort By to Workgroup
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Example Workgroup CDR Searches

Torun asearch on:

All callsto workgroup

All callstoworkgroup via
specific DNIS

All trunks busy for workgroup
trunks (for outbound calls)

All Unanswered Calls by Agent

Use these fields and settings:
Set Typeto All Calls
Enter Workgroup Number, select Both
Set Sort By to N/A or Date/Time

Set Typeto All Calls

Enter Workgroup Number, select Both
Enter DNIS digits, select Exact

Set Sort By to Workgroup

Set Typeto All Trunks Busy

Enter Workgroup Number, select
Outbound

Set Sort By to N/A

Set Typeto Unanswered
Enter Workgroup Number, select Both
Set Sort By to Agent
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CHAPTER 5

Records and Data Schema

This section contains explanations of the CDR search results records,
including the data schema and a Glossary of terms.

Important!

The following types of records included in WG CDR are not included in
WG RTM:

e Call Monitor - WG Call Monitor/Barge-in (Supervisor Silent
Monitoring/Barge-1n)

* Voice Mail - WG leaves message at another extension in the same
system

* Forward - call forwarding

* Ring No Answer - calerisaWG agent; outgoing WG Call to aRNA
number

* Voice Mail Access- calerisaWG agent; voice mail accessto WG
(loginto WG VM and check voice mail)

e All TrunksBusy
Park
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Search Results

Search Results
This section explainsthe fieldsin all the CDR Search results windows.

CDR Search and WG CDR Search Results Windows

Summary Window
Shown in “ Summary (CDR Search and WG CDR Search)” on page 15

Field Definition
1D Number assigned by CDR Search to this record
Time Start time for this record
Total Calls Total cals of the type searched for
Total Duration Sum of duration of the callsin this record, where

duration lasts from Start Time to End Time (see
“Record Window for “Call Info”” on page 38 for
explanations of these fields)

Detail Window
Shownin “Call Details’ on page 16

Field Definition
1D Number assigned by CDR Search to this record
Session ID Unique number assigned by AltiWare to this call
Date Date of call
Time Start time of call
Duration Duration of call in seconds (EndTime minus

StartTime;, see Table 1, “CDR Call Format,” on page
53 for explanations of these schema)
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Records and Data Schema

Detail Window
Shown in “Call Details” on page 16

Field
Wait Time

Talk Time

Exit state

Caller ID
Caller Name
Target ID
Target Name
DNIS

Acct Code

URL

User Data

Definition
AADuration plus VMDuration plus HoldDur ation

plus WaitDuration (see Table 1, “CDR Cadl Format,”
on page 53 for explanations of these schema)

TalkDuration plus RecordDuration plus
VM RecordDuration (seeTable 1,“CDR Call Format,”
on page 53 for explanations of these schema)

State of call when it was disconnected (see Table 1,
“CDR Call Format,” on page 53 for details)

Caller phone number of an incoming call
Caller name for an incoming call

Target number for an outgoing call
Target name for an outgoing call
DNISinformation for an incoming call
Account code

URL when “call” isinitiated by AltiWeb user clicking
the make-call button

Agent input
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Search Results

Record Window for “Call Info”
Shownin “Call Details’ on page 16

Node D Server ID (System ID) assigned to an AltiWare system
in AltiAdmin/ACM Admin

Session ID Session ID: a unique number, usualy 9 digits or larger,
assigned by AltiWareto acall

Internal Call Internal or external call

Direction Direction of the call (incoming or outgoing)

Start Time Outgoing call: Time and date when caller receives
ringback, busy, or connect signal
Incoming call: Time and date when AA picks up

End Time Timestamp when call was disconnected

Duration Duration of cal in seconds (End Time minus Start
Time)

Caller Type Type of linefor anincoming call (see Table 1, “CDR
Call Format,” on page 53 for details)

Caller PAD Line s physical address for incoming call

Caller ID Caller number for incoming call

Caller Name Caller name for an incoming call

Target Type Type of line for an outgoing call (see Table 1, “CDR
Call Format,” on page 53 for details)

Target PAD Physical address of line for an outgoing call

Target ID Target number for an outgoing call

Target Name Target name for an outgoing call
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Records and Data Schema

Record Window for “Call Info”
Shown in “Call Details” on page 16

Workgroup Workgroup number for an incoming call

Number

Qutgoing Workgroup number for an outgoing call, assetin

Workgroup AltiAdmin/ACM Admin or by agent at logon

DNIS DNIS number for incoming call

Tenant Tenant name for trunk, as set in AltiAdmin/ACM
Admin

Account Code Account code

Attendant Duration in seconds call was connected to the Auto

Duration Attendant/IVR

Ring Duration Duration in seconds that incoming call was ringing

*Thisfield correspondsto WaitDuration in CDR call
format results.

Queue Duration Duration in seconds that incoming call was in queue

VM Duration Durationin seconds after acall goesinto voicemail box;
includes greeting, false attempts at messages, and
review of message, but does not include VM Record

Duration
VM Record Duration in secondsof recordingtimeforaVM message
Duration that was completed; in AltiView, this corresponds to U1
Length field of avoicemail. 58
03
Hold Duration Duration in seconds while call was on hold =l
38
Talk Duration Duration in seconds from the time the call is answered o &

by a person until it is disconnected (EndTime minus
time when call was answered by human minus
HoldDur ation; see Table 1, “CDR Cadl Format,” on
page 53 for details)
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Search Results

Record Window for “Call Info”
Shownin “Call Details’ on page 16

Record Duration Duration in seconds of NOV O recording

Exit State State of call when it was disconnected (see Table 1,
“CDR Call Format,” on page 53 for details)

URL URL when “call” isinitiated by AltiWeb user clicking
the make-call button

User Data Agent input

Record Window for “Advanced Call Info”
Shownin “Call Details’ on page 16
Note: Advanced Call Infois available only for trunk calls.

MAIN Node ID Server ID (System ID) assigned to
an AltiWare systemin AltiAdmin/
ACM Admin
Session | D Session ID: a unique number,

usually 9 digitsor larger, assigned
by AltiWareto acall

Direction Direction of the call (incoming or
outgoing)
Start Time Outgoing call: Time and date

when caller receives ringback,
busy, or connect signal

Incoming call: Time and date
when AA picks up

End Time Timestamp when call was
disconnected
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Records and Data Schema

Record Window for “Advanced Call Info”
Shown in “Call Details” on page 16
Note: Advanced Call Infois available only for trunk calls.

Duration Duration of call in seconds (End
Time minus Start Time)

Trunk Count Number of “Trunk” records for
this call (aways=1)

Party Count Count of sets of “Party” records
for this call
User Data Count Count of User Dataentriesfor this
cal
TRUNK Type CallerType or CalleeType (see

Table 1, “CDR Call Format,” on
page 53 for explanations and
details on these schema)

Pad Physical address of line
Number Caller or target number
SubNumber Last digitsof anIP call toan
extension (represents extension
number)
Name Caller or target name
O
Tenant Tenant name for trunk, as set in ) g
AltiAdmin/ACM Admin ® o
wn =
O
5 0
DNIS DNIS number for incoming call % S
Q o
Account Code Account code
Route Qutcall Route Name, as set in

AltiAdmin/ACM Admin
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Search Results

Record Window for “Advanced Call Info”

Shownin “Call Details’ on page 16
Note: Advanced Call Infois available only for trunk calls.

Routel

Route2

PARTY Start Time

End Time

Duration

Type

Pad

Number

Name

Tenant

Outcall Route Name, assetin
AltiAdmin/ACM Admin

Outcall Route Name, assetin
AltiAdmin/ACM Admin

Outgoing call: Time and date
when caller receives ringback,
busy, or connect signal

Incoming call: Time and date
when AA picks up

Timestamp when call was
disconnected

Duration of call in seconds (End
Time minus Start Time)

CallerType or CalleeType (see
Table 1, “CDR Call Format,” on
page 53 for explanations and
details on these schema)

Physical address of line

Caller or target number

Caller or target name

Tenant name for trunk or
extension, as set in AltiAdmin/
ACM Admin
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Records and Data Schema

Record Window for “Advanced Call Info”
Shown in “Call Details” on page 16
Note: Advanced Call Infois available only for trunk calls.

Workgroup Number Workgroup number for an
incoming call

Outgoing Workgroup Workgroup number for an
outgoing call, assetin AltiAdmin/
ACM Admin or by agent at logon

Auto Attendant Name Auto Attendant/I VR Item Name,
as setin AltiAdmin/ACM Admin

Attendant Duration Duration in seconds call was
connected to the AA
Ring Duration Duration in secondsthat incoming

call wasringing

Queue Duration Duration in secondsthat incoming
call wasin queue

VM Duration Duration in seconds after a call
goes into voicemail box; includes
greeting, false attempts at

messages, and review of message,
but does not include VM Record
Duration
VM Record Duration Duration in seconds of recording
timefor aVM message that was S o
completed S
L3
Hold Duration Durationin secondswhilecall was a g
on hold g 3
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Search Results

Talk Duration

Record Duration

Exit State

Record Window for “Advanced Call Info”
Shownin “Call Details’ on page 16
Note: Advanced Call Infois available only for trunk calls.

Duration in seconds from thetime
the cal is answered by a person
until it isdisconnected (EndTime
minus time when call was
answered by human minus
HoldDuration; see Table 1,
“CDR Call Format,” on page 53
for details)

Duration in seconds of NOVO
recording

State of call when it was
disconnected (see Table 1, “CDR
Call Format,” on page 53 for
details)

WG Statistics Search Results Windows

Agent Statistics Window
Shown in “ Statistics (WG Statistics)” on page 18
Field Definition
Upper half of window
1D Number assigned by AltiWare to this record
Date Date of call
Time Timeinterval for these call statistics
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Records and Data Schema

Agent Statistics Window
Shown in “ Statistics (WG Statistics)” on page 18

Field Definition

CallsAnswered Count of callsthat were answered by an agent; if
asingle cal isrouted to several agents, the
counter isincreased

Calls Answered Sum of duration of Calls Answered, where

Duration duration lasts from the time an agent answers the
call until the time the call is disconnected or
transferred to VM, to another agent, or out of the

WG

QOutgoing Calls Count of outgoing calls

QOutgoing Calls Sum of duration of Outgoing Calls, where

Duration duration lasts from the time the call enters
“Connected” state until the time the call is
disconnected

Wrapup Same as setting for “ Allow Wrapup Time” from

AltiAdmin/ACM Admin plus the number of
times the agent presses the “Wait” button

Wrapup Duration Same as setting for “ Allow Wrapup Time” from
AltiAdmin/ACM Admin plus the number of
times the agent presses the “Wait” button

Voice Mail Count of agent’s voice mail messages
. ; : : , o
Voice Mail Duration Sum of duration of agent’s VM messages o1 ?
e
L3
Lower half of window (Totals, Averages, and Percentages) g n
Q
35
Total Calls Total of al calls, including Answer ed, Outgoing o &
and Transferred to VM

Total Outgoing Calls Tota of Outgoing Calls
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Agent Statistics Window
Shown in “ Statistics (WG Statistics)” on page 18

Field
Total Calls Answered

CallsTransferred to
Voice Mail

Total Wrapup

Total Talk Time

Total Wrapup Time

Average Talk Time

Average Wrapup Time

Definition
Total of Calls Answered

Count of calstransferred to VM (by caller
pressing # or by being automatically transferred
to VM after RNA for every agent), where caller
leaves amessage

Total of Wrapup time after call (time that user
enables “ Allow Wrapup Time” in AltiAdmin/
ACM Admin) and Wrapup time.

Total duration of Calls Answered and Outgoing
Calls. For Calls Answered, duration lasts from
the time an agent answers the call until the time
the call is disconnected or transferred to VM, to
another agent, or out of the WG; for Outgoing
Calls, duration lasts from the time a call enters
“Connected” state until it is disconnected

Total of Wrapup Duration

Total Talk Time divided by (Total Calls
Answered plus Total Outgoing Calls)

The average of Wrapup time after call (timethat
user enables “Allow Wrapup Time” in
AltiIAdmin/ACM Admin) plus the number of
times the agent presses the “Wait” button
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Agent Statistics per Workgroup Window
Shown in “ Statistics (WG Statistics)” on page 18

Field Definition

Upper half of window

ID Number assigned by AltiWare to this record
Date Date of call

Time Time interval for these call statistics
CallsAnswered Count of callsthat were answered by an agent; if

asingle cal isrouted to several agents, the
counter isincreased

CallsAnswered Sum of duration of Calls Answered, where

Duration duration lasts from the time an agent answers the
call until the time the call is disconnected or
transferred to VM, to another agent, or out of the

WG

Outgoing Calls Count of outgoing calls

QOutgoing Calls Sum of duration of Outgoing Calls, where

Duration duration lasts from the time the call enters
“Connected” state until thetimethecall is
disconnected

Wrapup Same as setting for “ Allow Wrapup Time” from

AltiAdmin/ACM Admin

Wrapup Duration Same as setting for “ Allow Wrapup Time” from
AltiAdmin/ACM Admin

Voice Mail Count of agent’s voice mail messages

Voice Mail Duration Sum of duration of agent’s VM messages
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Search Results

Agent Statistics per Workgroup Window
Shown in “ Statistics (WG Statistics)” on page 18

Field

Login Time
Logout Time

L ogout Reason

Definition
Time agent logged in to WG

Time agent logged out of WG

L ogout Reason

Lower half of window (Totals, Averages, and Percentages)

Total Calls

Total Outgoing Calls
Total Calls Answered

CallsTransferred to
Voice Mail

Total Wrapup

Total Talk Time

Total Wrapup Time

Total of all calls, including Answer ed, Outgoing
and Transferred to VM

Total of Outgoing Calls
Total of Calls Answered

Count of calstransferred to VM (by caller
pressing # or by being automatically transferred
to VM after RNA for every agent), where caller
leaves amessage

Total of Wrapup

Total duration of Calls Answered and Outgoing
Calls. For Calls Answered, duration lasts from
the time an agent answers the call until the time
the call is disconnected or transferred to VM, to
another agent, or out of the WG; for Outgoing
Calls, duration lasts from the time acall enters
“Connected” state until it is disconnected

Total of Wrapup Duration
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Agent Statistics per Workgroup Window
Shown in “ Statistics (WG Statistics)” on page 18

Field Definition

Average Talk Time Total Talk Time divided by (Total Calls
Answered plus Total Outgoing Calls)

AverageWrapup Time  Theaverage of Wrapup time after call (timethat
user enables “Allow Wrapup Time” in
AltiAdmin/ACM Admin)

Workgroup Statistics Window
Shown in “ Statistics (WG Statistics)” on page 18

Field Definition

Upper half of window

ID Number assigned by AltiWare to this record
Date Date of call

Time Timeinterval for these call statistics

Callsin Queue Count of callsin queue; if acall isrecycled into

the queue after RNA, the counter is increased

Calls Answered Count of callsthat were answered by an agent; if
asingle cal isrouted to several agents, the
counter isincreased

Calls Answered Sum of duration of Calls Answered, where

Duration duration lasts from the time an agent answers the
call until the time the call is disconnected or
transferred to VM, to another agent, or out of the
WG
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Search Results

Workgroup Statistics Window
Shown in “ Statistics (WG Statistics)” on page 18

Fied
Outgoing Calls

Outgoing Calls
Duration

CallsTransferred to
Voice Mail

CallsAbandoned in
Queue

Calls Abandoned
during Ring

Calls Abandoned
during VM

Queue Overflow

Wait Timefor
Answered Calls

Wait Timefor
Abandoned Calls

Service Level (%)

Definition
Count of outgoing calls

Sum of duration of Outgoing Calls, where
duration lasts from the time the call enters
“Connected” state until thetimethecall is
disconnected

Count of callstransferred to VM (by caller
pressing # or by being automatically transferred
to VM after RNA for every agent), where caller
leaves a message

Count of calsin queuethat were disconnected or
transferred out of the WG (to VM or by caller
pressing O for operator) without being answered
by an agent

Count of calls abandoned by caller while ringing
workgroup agents PLUS queue overflow count;
(counts all callsto any destination device, except
VM)

Count of calls disconnected after being
transferred to VM (by caller pressing # or by
being automatically transferredto VM after RNA
for every agent), where the caller did not leave a

message
Count of callsthat overflowed the queue

Sum of time Calls Answer ed waited before
being answered

Sum of time Calls Abandoned in Queue waited
in queue before being abandoned

Percentage of queued calls exceeding the service
level threshold
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Workgroup Statistics Window
Shown in “ Statistics (WG Statistics)” on page 18

Field

Definition

Lower half of window (Totals, Averages, and Percentages)

Total Calls

Total Callsin Queue

Total Outgoing Calls

Total Calls Answered

Total Calls
Transferred to Voice
Mail

Total CallsAbandoned
in Queue

Total CallsAbandoned
during Ring

Total CallsAbandoned
during VM

Total Calls Queue
Overflow

Total Talk Time

Tota of dl calls, including Answered,
Outgoing, Transferred to VM, and all
Abandoned calls

Tota of Callsin Queue

Tota of Outgoing Calls

(All outgoing calls are considered workgroup
calls, unlessthe agent logs out of the workgroup.)

Tota of Calls Answered

Total of CallsTransferred to Voice Mail

Tota of Calls Abandoned in Queue

Tota of Calls Abandoned during Ring

Tota of Calls Abandoned during Voice Mail

Tota of Queue Overflow

Total duration of Calls Answer ed and Outgoing
Calls. For Calls Answered, duration lasts from
the time an agent answers the call until the time
the call is disconnected or transferred to VM, to
another agent, or out of the WG; for Outgoing
Calls, duration lasts from the time acall enters
“Connected” state until it is disconnected
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Search Results

Workgroup Statistics Window
Shown in “ Statistics (WG Statistics)” on page 18

Field

Total Wait Timefor
Answered Calls

Total Wait Timefor
Abandoned Calls

Average Talk Time

AverageWait Timefor
Answered Calls

AverageWait Timefor
Abandoned Calls

Per cent of Calls
Answered

Per cent of Calls
Abandoned

Per cent of Calls
Transferred to Voice
Mail

Definition
Total of Wait Timefor Answered Calls

Total of Wait Timefor Abandoned Calls

Total Talk Time divided by (Total Calls
Answered plus Total Outgoing Calls)

Total Wait Timefor Answered Callsdivided
by (Total Callsin Queue minus Total Calls
Abandoned in Queue

Total Wait Timefor Abandoned Callsdivided
by Calls Abandoned in Queue

Calls Answered divided by Total Calls minus
Outgoing Calls

(Total Calls Abandoned during Ring plus
Total Calls Abandoned during VM plus Total
Calls Abandoned in Queue) divided by (Total
Calls minus Outgoing Calls), expressed as a
percentage

CallsTransferred to Voice Mail divided by
(Total Calls minus Outgoing Calls), expressed
as a percentage
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Data Schema

Records and Data Schema

This section describes the data schema used in CDR and RTM records.

Table 1: CDR Call Format

disconnected

Database Definition Type Specification
Element
Nodel D Server ID (System ID) assigned | ULONG | vaue: 1-100
to an AltiWare systemin
AltiAdmin/ACM Admin
Sessionl D Session ID: a unique number, ULONG
usually 9 digits or larger,
assigned by AltiWareto acall
InternalC Internal or external call UBYTE | O=Externd
all 1=Internal
Direction Directionof thecall (incomingor | UBYTE | 1=None (logon/
outgoing) off)
2=Incoming
4=0Qutgoing
(includes silent
monitor, barge-
in)
StartTime | Outgoing cal: Timewhencaler | ULONG
receives ringback, busy, or
connect signa
Incoming call: Time when AA
picks up
EndTime Timestamp when call is ULONG
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Search Results

Table 1: CDR Call Format

Database Definition Type Specification
Element
CallerTyp | Typeoflineforanincomingcal | UBYTE | 0=Unknown
€ 1=Ext analog
2=Ext IP
3=Ext PHS (not
used)
4=Ext virtual
5=Ext WG
11=trk analog
12=trk T1
13=trk IP
14=trk PRI
15=trk PHS(not
used)
CallerPad | Line'sphysica addressfor an UCHAR | E.g.“0004",
incoming call 5) where
“00"=dlot,
“04" =channel
Always*“-1-1"
for WG or
virtual
extension
CallerNu Caller phone number of an UCHAR
m incoming call (extensionnumber | (41)
or off-net PSTN)
CallerNa Caller namefor anincomingcall | UCHAR
me (provided by CO for trunk cals; | (65)
as entered in AltiAdmin/ACM
Admin for extension calls)
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Table 1: CDR Call Format

Database Definition Type Specification
Element

TargetTyp | Typeof linefor anoutgoingcal | UBYTE | O=None
€ 1=Ext analog
2=Ext IP

3=Ext PHS (not
used)

4=Ext virtual
5=Ext WG
11=trk analog
12=trk T1
13=trk IP
14=trk PRI

15=trk PHS(not
used)

TargetPad | Physical address of linefor an UCHAR | E.g.“0004,”
outgoing call (5) where
“00"=slot and
“04" =channel

TargetNu Target phone number of an UCHAR
m outgoing call (extension number | (41)
or off-net PSTN)

TargetNa | Target namefor anoutgoingcall | UCHAR
me (asentered in AltiAdmin/ACM (65)
Admin for extension calls)

WGNum Workgroup number for an UCHAR Ox
; ; L o
incoming call (8) 5O
o
OutGoing | Workgroup number for an UCHAR Q §
WG outgoing call, asset in (8) 3 o
AltiAdmin/ACM Admin or by = 3
agent at logon ®
DNIS DNIS number for incoming call UCHAR
(33)
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Table 1: CDR Call Format

Database Definition Type Specification
Element
Tenant Tenant name for trunk UCHAR
(31)
AccountC | Account code UCHAR | 1—10digitsin
ode (1) length
AADurati Durationinsecondsanincoming | ULONG
on call is connected to the Auto
Attendant/IVR; multiple
connectionsto AA/IVR ina
single session produces multiple
records
RingDurat | Durationinsecondsacal is ULONG
ion ringing and in workgroup queue
QueueDur | Duration in seconds when acall ULONG
ation staysin aqueue.
VMDurati | Duration in seconds after a call ULONG
on goesinto avoicemail box;
includes greeting, false attempts
at messages, successful message,
and review of message
VMRecDu | Durationinsecondsof recording | ULONG
ration time for aVM message that was
compl eted
HoldDurat | Duration in seconds while acall ULONG
ion ison hold
TalkDurat | Durationin secondsof talk time | ULONG
ion
RecordDu Duration in seconds of NOVO ULONG
ration recording
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Table 1: CDR Call Format

Database Definition Type Specification

Element

ExitState State when call is terminated ULONG | (seeboxed
inset)

Specification

[documented (HEX)] - [data output (Decimal)] - [exit state definition]
‘0x0001" - 1 - Auto Attendant
‘0x0002" - 2 - Ring No Answer
‘0x0003" - 3 - Queue

‘0x0004" - 4 - Voice Mail (no VM recorded)
“0X0005” - 5- VM (VM recorded)
‘0x0006" - 6 - Connect

‘0x0007" - 7 - Logon

‘0x0008" - 8 - Logoff

‘0x0009” - 9 - All Trunks Busy
‘OX000A” - 10 - No session
‘0x000B” - 11 - VM Access
‘0x000C" - 12 - Forward
‘0x000D" - 13 - Transfer
‘Ox000E” - 14 - VM Notify
‘Ox000F” - 15 - WG Abandoned
‘0x0010” - 16 - Park

‘0x0011" - 17 - System Park
‘0x0012" - 18 - Conference
‘0x0013” - 19 - Call Monitor
‘0x0014” - 20 - Transfer Cancel
‘0x0015" - 21 - Call Redirect
‘0x0016" - 22 - Call Pick Up
‘0x0017” - 23 - Dial Cancel
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Table 1: CDR Call Format

Database Definition Type Specification
Element
LogoffRea | Logoff reason code UBYTE
son
URL URL when “call” isinitiated by UCHAR
AltiWeb user clicking the make- | (255)
call button
UserData Agent input UCHAR
(255)
CallEnd For indication of the last record UCHAR
of acall
LocalStart | Outgoing call: Timestamp when | String yyyymmddhhm
Time caller receives ringback, busy or mss
connect signal
Incoming call: Timestamp when
AA picksup
LocalEnd Timestamp when call is String yyyymmddhhm
Time disconnected mss
Table 2: CDR L ogon-Off For mat
Database Definition Type Specification
Element
Nodel D Server ID (System ID) assigned ULONG | value: 1-100
to an AltiWare systemin
AltiAdmin/ACM Admin
SessionlD Session I1D: a unique number, ULONG
usually 9digitsor larger, assigned
by AltiwWareto acall
StartTime | Timestampwhenworkgrouplogs | ULONG | value
on, logs off, is ready or not ready
EndTime Timestamp when call is ULONG
disconnected
AgentNum | Agent extension number UCHAR
(©)
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Database Definition Type Specification
Element
WGNum Workgroup Number UCHAR
)
LogoffRea | Logoff reason code UBYTE
son
ExitState State when call is terminated ULONG | (seeboxed
inset)
Specification

[documented (HEX)] - [data output (Decimal)] - [exit state definition]
‘0x0007” - 1 - Logon

‘0x0008" - 2 - Logoff

“0x0018" - 3 - Ready

‘0x0019" - 4 - Not Ready

LocalStart | Timestampwhenworkgrouplogs | String yyyymmddhh

Time in, logs out, isready or not ready mmss
LocalEndT | Timestamp whencall is String yyyymmddhh
ime disconnected mmss

Table 3: CDR Wrap-Up Format

Database Definition Type Specification
Element
Nodel D Server ID (System ID) assigned ULONG | value: 1-100

to an AltiWare systemin
AltiAdmin/ACM Admin

SessionlD Session ID: a unique number, ULONG
usudly 9 digits or larger,
assigned by AltiWareto acall

pue spioday

StartTime Timestamp when wrap up starts | ULONG
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EndTime Timestamp when wrap up stops ULONG

AgentNum Agent extension number UCHAR
)
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Database Definition Type Specification
Element
WGNum Workgroup Number UCHAR

(©)
Duration Wrap up duration time ULONG
ExitState State when call is terminated ULONG | (seeboxed

inset)

Specification

[documented (HEX)] - [data output (Decimal)] - [exit state definition]
*0x0020" - 1 - Wrap up

LocalStart Timestamp when wrap up starts | String yyyymmddhh
Time mmss
LocalEndTi | Timestamp when wrap up stops String yyyymmddhh
me mmss
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Table4: RTM Data For mat

Records and Data Schema

Database Definition Type Specification/
Element * CDR Client
Field
Workgroup Data
Nodel D Server ID (System ID) ULONG | vaue: 1-100
assignedtoan AltiWaresystem
in AltiAdmin/ACM Admin
Date Day information ULONG | * Timevalue
Time Timeinterva short minutes
* Period value
WGNum Workgroup Number UCHAR
8
MaxWaitTi | Longest waitingtimeinqueue | short *Queueisnot
melnQ during searched timeinterval an accumul ated
value; itis
recorded at a
specificpointin
time.
PeakQL en Maximum queue length since short
gth midnight
PeakWaitT | Maximum queued time since ULONG
imelnQ midnight
QLength Number of callsroutedintothe | short * Callsin
queus; if acall isrecycled into Queue
the queue after RNA, the count
isincreased
Durationin | Time calls waited in queue ULONG | *Itisnotan
Q during searched timeinterval accumulated
before being abandoned or value, itis
answered recorded at a
specificpointin
time.
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RTM Data Schema

Table4: RTM Data For mat

Database Definition Type Specification/
Element * CDR Client
Field
NumlInCall | Callsansweredby anagent;ifa | short * Calls
call isforwarded to and Answered
answered by multiple agents,
the count isincreased
InCallDura | Duration of incoming calls ULONG | * Calls
tion (NuminCall), starting from the Answered
time an agent answers a call Duration
until the call isdisconnected or
transferred out of the WG
NumOutCa | All outgoing trunk and station- | short * Outgoing
Il to-station calls that entered Calls
“Connected” state
OutCallDu | Duration of outgoing calls ULONG | * Outgoing
ration (NumOutCall); from thetime CallsDuration
the call enters “Connected”
state until disconnect
NumCallT Count of voicemail messages short * Calls
ovVM (callstransferred to VM from Transferredto
queue by caller pressing #, and Voice Mail
calls automatically transferred
to WG VM after RNA for
every agent)
NumCallA | Countof callsabandonedwhile | short A
b_ando_neDu ringing an agent « Calls
ringRing Abandoned
During Ring
NumCallA | Countof callsabandonedwhile | short B
bandonedl| waiting in queue * Calls
nQ Abandoned in
Queue
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Table4: RTM Data For mat

Records and Data Schema

Database Definition Type Specification/
Element * CDR Client
Field
NumcCallA | Total abandoned calls (during | short C
bandoneBe | VM, queue, and RNA) C-A_B=
foreAnswer S
* Calls
Abandoned
during VM
NumQueue | Callsrouted tothe WG but not | short * Queue
Overflow queued due to AltiAdmin/ Overflow
ACM Admin settings that
specify acceptable queue
length and/or wait time
BeforeAns | Time callswaited in queue ULONG | * Wait Time
werDuratio | before being answered for Answered
n Calls
Durationln | Total wait time of al calls ULONG | * Wait Time
QOfCallAb | abandoned in queue for
andone (NumCadlAbandonedinQ) Abandoned
Calls
ServiceLev | ServiceLevel number of calls
e inqueue- X / #
of calsin
gueue
X = number of
callsin queue
exceeding
threshold
*Servicel evel
isnot an
accumulated
value, itis
recorded at a
specificpointin
time.
L ocalDate Day information String yyyymmdd
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RTM Data Schema

Table4: RTM Data For mat

from agent-set “Not Ready” to
“Ready” status

Database Definition Type Specification/
Element * CDR Client
Field

Agent Data

Nodel D Server ID (System I1D) ULONG | value: 1-100
assignedtoan AltiWaresystem
in AltiAdmin/ACM Admin

Date Day information ULONG | * Timevalue

Time Timeinterval short minutes

* Period value

AGNum Agent extension number UCHAR

©)

NuminCall | Callsanswered; if acall is short * Calls
rerouted to and answered by Answered
the same agent, the count is
incremented

InCallDura | Duration of incoming calls ULONG | * Calls

tion (NuminCall), starting from the Answered
time the agent answers a call Duration
until the call isdisconnected or
transferred out of the WG

NumOutCa | All outgoing trunk and station- | short * Qutgoing

Il to-station calls that entered Calls
“Connected” state

OutCallDu | Duration of outgoing calls ULONG | * Outgoing

ration (NumOutCall); from thetime CallsDuration
the call enters“ Connected”
state until disconnect

NumWrap Number of times agent entered | short * Wrapup

Up Wrapup, where Wrapup lasts
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Table4: RTM Data For mat

Records and Data Schema

Database Definition Type Specification/
Element * CDR Client
Field
WrapUpD The amount of time for ULONG | * Wrapup
uration Wrapup, where Wrapup lasts Duration
from agent-set “Not Ready” to
“Ready” status
NumCallT Count of voicemail messages short * Voice Mail
ovVM
VMDuratio | Tota duration of voicemail ULONG | * Voice Mail
n messages Duration
nGroups Count of workgroupsagentis | short
logged in to
NumHold The number of call putonhold | short
in thisworkgroup
HoldDurati | Total duration of workgroup ULONG
on hold calls
extNumin Personal (non-workgroup) short * Calls
Call incoming call Answered
extinCallD | Totd duration of personal ULONG | * Calls
uration (non-workgroup) incoming Answered
cals Duration
extNumOu | Number of personal (non- short * Outgoing
tCall workgroup) outgoing calls Calls
extOutCall | Tota duration of personal ULONG | * Outgoing
Duration (non-workgroup) outgoing Calls Duration
cals
extNumCal | Count of non-workgroup short * Voice Malil
IltovM voicemail messages
extVMDur | Total duration of voicemail ULONG | * Voice Mail
ation messages Duration
extNumHol | Count of non-workgroup calls | short
d holding
extHoldDu | Tota duration of non- ULONG
ration workgroup hold count
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RTM Data Schema

Table4: RTM Data For mat

Database Definition Type Specification/
Element * CDR Client
Field
NumNotRe | Number of not ready, not short
ady including wrap up
NotReadyD | Total duration of thenot ready | ULONG
uration period
LocalDate Date String yyyymmdd
DND Times | Number of timesagent entered | ULONG
DND
DND Total duration of the DND ULONG
Duration period
Agent Per Workgroup
Nodel D Server ID (System ID) ULONG | value: 1-100
assignedtoan AltiWaresystem
in AltiAdmin/ACM Admin
Date Day information ULONG | * Timevalue
Time Timeinterval short minutes
* Period value
AGNum Agent extension number UCHAR
©)
WGNum Workgroup number UCHAR
©)
Login Log state UBYTE | O=Logout
1=Login
LogTimeSt | Login/logout time stamp ULONG
amp
ReasonCod | Logout reason code UBYTE
e
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Table4: RTM Data For mat

Records and Data Schema

Database Definition Type Specification/
Element * CDR Client
Field
NumlInCall | Callsanswered; if acall is short * Calls
rerouted to and answered by Answered
the same agent, the count is
incremented
InCallDura | Duration of incoming calls ULONG | * Calls
tion (NuminCall), starting from the Answered
time the agent answers a call Duration
until the call isdisconnected or
transferred out of the WG
NumOutCa | All outgoing trunk and station- | short * Outgoing
Il to-station calls that entered Calls
“Connected” state
OutCallDu | Duration of outgoing calls ULONG | * Outgoing
ration (NumOutCall); from the time Calls Duration
the call enters “Connected”
state until disconnect
NumWrap | Number of timesagent entered | short * Wrapup
Up Wrapup, where Wrapup lasts
from agent-set “Not Ready” to
“Ready” status
WrapUpD The amount of time for ULONG | * Wrapup
uration Wrapup, where Wrapup lasts Duration
from agent-set “Not Ready” to
“Ready” status
NumCallT | Count of voicemail messages | short * Voice Mail
oVM
VMDuratio | Total duration of voicemail ULONG | * Voice Mail
n messages Duration
NumHold Count of calsholding short
HoldDurati | Total duration of workgroup ULONG
on hold calls
LoginDura | Thetotal time agent was ULONG
tion logged in since midnight
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RTM Data Schema

Table4: RTM Data For mat

Database Definition Type Specification/

Element * CDR Client
Field

LogoutDur | Thetota time agent was ULONG

ation logged out since midnight

LocalDate Date String yyyymmdd
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Records and Data Schema

Glossary of Terms

A

Abandonment - Incoming call where the caller decides to disconnect before
completing acall processing state in the phone system: listening and handling auto
attendant/I VR, whilewaiting in queue, or whilein voicemail. (See also short calls.)

Note:  Thisisnot the same as the Abandonment from Queue found in Center 4.0
real time screens. In that case, the system is measuring calls leaving the
gueue only, but not necessarily abandoning the call from the system.

Account Code - A number entered by a caller to represent how the call should be
tracked or billed.

Agent - A service representative who consistently handles customer inquiries of all
types.

Agents Signed On - Number of agents, signed on to the phone system to be agents,
using their phone or Center 4.0 to sign-on.

All TrunksBusy - An All Trunks Busy record should have dialing extensionin
partyl, dialing number in Trunk Remote Number. If the call is made by out call
routing, out call route and overflow routes should be set.

All Trunks Busy meansthat there were no free outgoing trunksavailablefor agiven
route.

Analog - Telephone lines going to the central office (trunks) and/or telephonelines
going to the phone system desktop phonesets using standard analog
communication; voltage variations represent voice signals.

ANI (Automatic Number Identification) - The phone number of the person or site
making a phone call to the system. ANI is provided on T1/PRI circuits only, and
represents the billing number of the caller, not necessarily the phone number. For
example, ANI for people calling from a company.

ASA (Average Speed of Answer) - The amount of time, on average, that acompany
wishesto answer incoming calls. Also, the actual average amount of time it takes
before acaller is answered by an agent.

Auto Attendant Dur ation - Theamount of timeacaller islistening and responding
to call processing stepsin the phone system auto attendant/I VR process.

Average Call Duration - The average amount of time calls are taking from phone
system answer to phone system disconnect.
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RTM Data Schema

C

CallerID - The phone number of the calling party. CallerID differsfrom
ANI inthat CallerID isthe phone number of the phone from which the
caller is calling as opposed to the billing number for the phone. If acaller
is caling from abusiness, the CallerlD will be different from the ANI
number, in most cases.

Callsin Queue - The number of callswaiting in a queue for an agent or answering
device.

Carrier - Voice telephone network provider such as AT& T, MCI, and Sprint.

Carrier #- The 10XXX dialed number which is used by a caller or the system to
inform the local switching system which Carrier has been selected to handle the
phone cal. For example, AT&T is 10288.

CLID (Cdler Line Identification) - European term for Caller|D.

D

Disconnect - When acall disconnects from the phone system; if an extension
disconnectsfirgt, then...; if aincoming caller disconnectsfirst, then...

DNIS (Direct Number Inward Service) - The phone number dialed by the caller.
Usually companies purchase ablock of DNIS numbersfrom thelocal central office
so they may give customers direct access to key employees. DNIS numbers can be
800 numbers, which represent specific types of service offered to the public by a
company. DNIS numbers, in call centers, therefore, can conceptually be regarded
as applications.

Call Duration (Duration) - Average the amount of time acall takes from phone
system answer to phone system disconnect.

E

Exit State - The state of the call in the phone system when the caller decided to
disconnect. The nominally correct exit state is when a caller disconnects during
conversation with aperson or after leaving avoi ce message. Exit state numbershelp
reporting tools describe and total calls which early abandon aswell asnormal calls.

ExitQ - When the call exited aworkgroup queue.
ExitVM - When the call exited voicemail.

Extension - The phone number of a phone on the phone system. AltiWare has
extension numbers representing phonesets (analog, 1P), virtua extensions (logical
locations), and workgroups (queues for agents).
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H

Handled Calls - The number of calls actually processed successfully to anormal
disconnect exit state. For example, answered by a person, or the person compl eted
avoice message or listening to a prompt.

Handled WG - The number of calls handled by aworkgroup in the phone system.

In WG Average Duration - The amount of time, on average, calls spent waiting
for afree agent whilein a queue.

Inbound - Callsarriving into the phone system over trunks, either public or private
tie trunk lines.

IP (Internet Protocol) - IPis used to represent the concept and practice of
encapsulating voice into data packets carried on data networks, both private and
public, including the Internet.

IP Extension - An extension within the AltiServ phone system based on
encapsulated voi ce connections (1P voice) as opposed to analog phonesets. AltiServ
supports physical phonesets and software phones using the IP method of voice
transmission.

IP Trunk - A digital connectionto aLAN or Wide AreaNetwork (WAN) that can
handle | P encapsulated voice transmissions.

L

Line- Pairs of wiresthat carry voice over analog circuits to the central office (i.e.,
trunks). Sometimes also used as station lines (extensions) and trunk lines (trunks).

L og-off with reason code- An agent can log out of aworkgroup becausethey have
alunch break, classes, or other reasons. The manager establishes the meaning of
numeric codes, and AltiAdmin/ACM Admin records them when used.

M

MaxWaitTime - The maximum amount of time a call has waited in queueto be
handled.

Minutes (outbound) - While many fields may represent duration in minutes or
seconds, in this case the use of minutesisthe number of billable minutes for phone
cals. Thisis particularly of interest for outbound phone calls, and is useful for
billing comparisons.
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N

Nodel D - The AltiServ system number (from 0-128) that was assigned to agiven
AltiWare systemin AltiAdmin/ACM Admin. The number is used to separate CDR
records from different AltiWare systems when the records are collected jointly at
one site using one database server for consolidated reporting.

O

Outbound - Calls placed by users of the phone system to the outside world over
public or privatetrunk circuitswithin the AltiServ system including analog, digital,
and | P types.

Outbound Workgroup - Outgoing calls placed by aworkgroup agent who is
assigned and logged in to an Outgoing Workgroup.

OutCall Routing - Calls dialed on the Alti Serv phone system can be processed by
the system using routing tables. The routing tables and their configuration options
arereferred generically as outcall routing. Outcall routing permits companies to
restrict the types of outbound calls, change their dialing pattern, determine the type
of trunk to be used, and determine the type of carrier to be used.

Overflow Calls - Callsthat cannot be handled by a primary service and spill over
to an alternative service. In the case of AltiServ/AltiWare, this applies to outgoing
calsfinding al trunks busy for agiven route table.

P

PAD - A Physical ADdress generalized to represent the physical slot on the
processor chassis where an interface board is located, and the channel assigned on
that interface board represents an extension or trunk port.

Partyl - Partyl, found in the database schema, represents the first extension
originating an outbound call or answering aincoming call from atrunk. In acall
center, Partyl istypically the first agent to answer the caller.

Party2 Party2, found in the database schema, represents the second extension
answering an incoming call asthe result of receiving the call viaacall transfer or
call pick-up. Inacall center, Party2 istypicaly the second agent (often a
supervisor) who answered the call.

Note:  Party2 accumulates the call handling time for any additional
successive call transfers or call processing. Therefore, the times
shown for Party2 can represent more than one additiona extension
to have handled an incoming call. The “MoreThan2WG” CDR
field will indicateif the Party?2 field represents multiple extensions
handling the call after the first Party1 agent.
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PRI - ISDN Primary trunks

Q

Queued Call - A call that has entered the queue as aresult of not finding any free
agentsin aworkgroup or for an extension and must now wait for an extension to
become free. The queue duration associated with a queued call includes the ringing
time of the target extension.

R

Reason Code - A number, from 0-255, that was entered by a workgroup agent
using the Center 4.0 client application to indicate the reason they made themselves
unavailable to receive calls even though they may be scheduled for work. For
example, code 20 could represent alunch break.

RNA (Ring No Answer) - the condition when a call reaches an extension and the
called extension does not answer. This can be true for any type of call to any
extension. However, within a call center, failure to reach an agent whose phoneis
inthe “signed-on and idle” state, getting an RNA is a problem. Calls getting an
RNA from an agent phone will be sent back to the queue (thisis configurable) in
most cases. The agent's phone will then be taken out of service.

Route Name - The name of an outbound (outcall) route table entry. Thisis useful
to identify the type of routing treatment that was givento acall.

Route Table- A set of outbound call routing choices, provided by AltiWarewithin
outcall routing, are defined within aroute table. Theroutetableidentifiesthetrunks
that should be used for calls assigned this route table. It also provides for how the
dialed number should be modified, if at al, and whether the number needs to be
preceded by a carrier code such as 10X XX.

Route Table Name - Same as Route Name. Route Table Name is the name
assigned to the route, and Route Name is the same name shown in reports under the
title Route Name.

Routes- Routeisthe selected trunk to carry aphone call to the outside world. Route
Tables determine which routes should be used and how to use them. If onerouteis
too busy (no trunks available), then the Route Table can be configured with an
alternative choice. Ultimately, the call takes asingle, find route.
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S

Score - This may or may not be found in the reports created within Call Analyst
depending on applications created by the customer, not Call Analyst or AltiGen.
Score is anumber that represents how well a supervisor believes an agent has
handled a particular call that the supervisor has silently monitored. Using the
UserDefined fields provided in AltiWare's ActiveX AltiLink protocol and inits
CDR data schema, a customer can associate a score with a call.

Note: Thisisacustom implementation.

Service Level% - The percentage of calls meeting the expectation for service set
by the owner of the call center system.

When reported in the Center 4.0 client screens, Service Level% isareal time snap
shot of any given exact moment in the workgroup queue of calls meeting or
exceeding performance.

When reported in Call Analyst or via other custom reporting packages based on
historical CDR data, the service level will represent the average over a given time
interval defined by the program.

Service level isthe number of calls waiting less than a threshold time interval
divided by the total number of callsin queue over the sameinterval. The threshold,
which is the maximum amount of time the company would like a caller to have to
wait for an agent, is configurable in AltiAdmin/ACM Admin.

Note: See also data schema descriptions.

Session D Number - A unique number, usually 9-digits or larger, assigned by
AltiWare to acall. This number uniquely identifiesacall. If anincoming call is
transferred by an agent to an outside trunk, then an additional new CDR record is
created, however, this additional record retains the same Sessionl D. This permits
reporting programs to combine CDR records for the same call.

Short Calls - Short Calls, a statistic that only appearsin Call Analyst reporting,
provides the total number of outgoing calls that disconnected less than X seconds
after actually getting answer supervision from the central office.

Short Duration - Like Short Calls, Short Duration is a proposed statistic for Call
Analyst reporting, which provides the total number of incoming callsthat lasted
fewer than X seconds after starting. The start of an incoming call iswhen an
extension has rung and been answered, not when the trunk was seized.

SignOff - The timestamp when a workgroup agent signed off from the workgroup.
SignOn - The timestamp when a workgroup agent signed on to the workgroup.

SignOn Duration - The difference between Sign-on and Sign-off pairs; timesin
closest proximity. An agent can sign-on and off more than once each day, so there
may be multiple such pairingsin the CDR database.
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Spillover - Overflow from one route table to the next.

T

T1-T1lisadigita facility fromthe phone system (customer premise) to the central
office, or from one CPE site to another between AltiServ systems (T1 tie trunks).
Voiceisencoded as zeros and ones on a channel (i.e., conceptual trunk) using
industry standard encoding.

Talk Duration - Theamount of time, totaled or averaged, that an extension services
anincoming or outgoing call. Average talk durations are useful in call centersto
measure how well an agent handles callers.

Tenant OutCalls- AltiWare provides some, not all, of the features businesses find
useful in shared tenant environments.

One supported areais tracking who placed an outbound call by business name or
dialing plan. This name is called the tenant name, is configured in AltiWare under
each extension, and is placed in the CDR record each time that particular extension
places an outbound call. The field is multi-purpose, so it can also be used by
businesses wanting to track calls by department for bill-back purposes. Mixed use
is not supported, for example, tenant and department.

Threshold - The maximum amount of time acompany wants anincoming caller to
wait before they are serviced by an extension (i.e., an agent). Thisisrelated to
service level, and is expressed as “we want calls be serviced 90% of the time
(service level) in less than 20 seconds (threshold).”

Transferred Calls- Calstransferred to an extension, another workgroup,
AutoAttendant, voice messaging, or an outgoing trunk.

Trunk - The conceptual term for a voice connection to the outside world, such as
the central office or another site. When analog circuits are involved, the physical
wire pair iscalled atrunk.

When digita circuits are involved, the trunk isalogical, dedicated channel on the
digital connection.

When I P trunks are mentioned, it means a data packet with aspecific destination P
address, being sent out on aLAN or WAN network.

Trunk PAD Number - The board and channel numbers respectively: “0102.”

Trunk Remote Number -

e Thetarget phone number of an outgoing call, or

¢ The CALLID/ANI for an incoming call, or

¢ ThelPaddress of thetarget far-end system for either incoming or outgoing IP
cals.

Note: Theuseof “trunk” is amisnomer.
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Transfer-Trunk Number - If acal istransferred by an extension to a phone
number outside the phone system, then the target phone number is placed in this
field.

U

URL - If acdler enters AltiServ viathe Internet using AltiGen’ s AltiWeb software
(Web Button) then this field will contain the URL address for the caller accessing
the system.

User Data -

e If acdl comesinfrom the Web via AltiWeb, then thisfield may contain form
data from the web page if you designed your web page to do so.

e If acal isprocessed via auto-attendant and information is collected and
offered to an external application using the DDR function in auto-attendant,
then the external application can populate this field with information about
the call, collected or otherwise.

e Thestructure of user datais an array or buffer of name-value pairs. You can
have as many pairs as you wish, but the total buffer is only 128 byteslong. A
name-value pair is your own field name followed by the field value. Each
name-value pair is separated from others by an @ character.

e User datacan be loaded into messages sent to AltiServ via AltiGen’s ActiveX
control, AltiX.

e User Datacan be received within messages sent by AltiServ to an external
application via the auto-attendant DDR step and received by an application
using AltiGen's ActiveX control, AltiX.

e User datais preserved when calls are transferred between extensions, and
between extensions across multiple AltiServ systems.

e User datais useful for screen pops and automated processing application.

The customer needs to employ a system integrator in order to implement the use of
User Data.

Vv

VM Box Extension - The voice message mailbox is an extension number where
callsare sent to leave messages. VM box extensions are used for workgroupsin call
centers aswell as the standard uses for individuals.

VM Start Time- Thetime acall entersthe voice mail system to potentially record
amessage.
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W

WorkGroup - The workgroup is an extension representing a collection of
individual extensions, such that each of these individual extensions can service a
cal arriving at the workgroup extension number. If none of these extensionsis
available at the time a call arrives, then the call is queued for this particular
workgroup—a workgroup queue.

Inthecall center sense, theworkgroup can be configured for longest avail able agent
queuing.

WorkGroup Number - The extension number for aworkgroup.

Wrapup Duration - The amount of time an agent takes to handle transaction
information on another system or on paper after handling a caller. Once the caller
disconnects, the agent's phone can be configured to be “unavailable” to the
workgroup queue for afixed or variable period of time even though the agent's
extension is still signed onto the queue. This allows the agent time to wrapup.

The wrapup time can be a fixed number of minutes after which the agent isforced
back into taking calls, or it can be variable, controlled by the agent through Center
4.0 clients, where the agent “releases’ their phonefor the next call. The settings can
be designed to allow agentsto control thewrapup time until alimit occurs (thefixed
time).

Configuration Areas Affecting CDR Information

Routing and Route Name

How callsare routed in outcall routing isreflected in the CDR record. The
route names configured in AltiAdmin/ACM Adminwill appear intheroute
table name area of the records.

Multi-Tenant Naming

Each extension table entry in AltiAdmin/ACM Admin hasafield to
identify the extension owner. If anameisplaced inthisfield, that namewill
be used in the CDR record to represent the tenant or department associated
with the particular extension.
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Configuration Areas Affecting CDR Information

Wrapup

Setting the wrapup time or supporting AltiX ActiveX controls can affect
the level of CDR information. For example, using ActiveX for
AltiLinkPlus, a client application can place wrapup data into the User
Defined datafield of the CDR record. Thisis useful if the user wantsto
correlate business information with call handling information; revenue
achieved versus talktime by agent. A system integrator isrequired to use
AltiGen’s AltiX ActiveX control.

Ring No Answer Configurations and VM

Agents sign on to workgroups and answer calls. On occasion, an agent or
extension might be signed on, but negligently walk away from their station.
Under these conditions, AltiAdmin/ACM Admin allows the administrator
to define what AltiWare should do if it encounters a Ring No Answer
condition on a phone.

For example, the call can be sent to voice mail, to another agent, back to
queue, or to auto attendant/I' VR. How this configuration is set up
determines the types of CDR records that will be recorded for this
condition. Since AltiWare tracks all incoming calls from atrunk to an
extension, this also appliesto calls routed to regular extensions, not just
workgroups.

Sign-on and Sign-off

The CDR records database al so supports a special record type. Thisrecord
type records when agents sign on and sign off from aworkgroup. The
information tells only when the action has taken place and which agent
signed on and off. Therefore, a reporting program should always check to
seeif therecord it is using or examining is for sign-on/off or for tracking
the nature of acall. An agent logon/logoff record should have the agent’s
extension number and PAD information.

Conference Call Limitation

When an extension initiates a conference call with another extension, this
“Conference” state between extensionsisNOT logged inthe CDR or RTM

database.
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Example Call Sequences and their Effect on
CDR Records

One objective of the CDR record is to track the talk time of agents and
individuals for incoming and outgoing calls. Many call sequences are
possible. The following are examples of inbound and outbound callsto a
call center and sequences of recorded results in the CDR Detail report:

Example 1 - Ext. 102 calls Operator, Operator transfers Ext. 102 to Ext.
309, Ext. isconnect to Ext. 309. Theresult isthree sessionslogged for this
event.

alD Session D Date Time Duration ‘it Time Talk Time |Exit State Caller ID Caller Name ﬂ
254 1006326006 11/30/01 | 0%:46:54 | 00051 00:00:09 | 00:00:42 | WOICE MAIL RECORD 8476622100
2595 1006326007 | 11/30/01 | 0%:45:41 | 00:0027 00:00:13 | 00.00:14 | CONMECT 206.111.153.254-73
296 1006326008 11/30/01 | 09:45:58 | D0:01:51 00:00:33 | 00:01:12 | WOICE MAIL RECORD 7609239856
297 1006326009 | 11/30/01 | 0%:46:28 | 00:0053 00:00:00 00.00:59 | WOICE MAIL ACCESS | 208
Ll T e O e I B s I O T s e M T e CUCE RAIL BECORR S
v
v 300 1006326070 11/30/01 | 0:4755 | 00:00:02 | 00:00:02 | 00:00:00 | TRAMSFER 100 Front Desk
v 301 100E326010° 11/30/01 | 094757 | 00:0207 00.00:12 | 00:01:55  COMNECT 64.105.217.133102
O B T e L L e s 1L 20 o
303 1006526012 | 11/30/01 | 05:46:43 | O0:00:08 | 00:00:08 | 00:00:00 | AUTO ATTENDANT | B0B3363775
[ 304 1006926013 | 11/30/01 | 034650 | O0:0056 | 0000:06 | 00:00:50 | CONNECT 508
305 1006326014 | 11/30/01 | 094652 | 000115 | 00:01:15  00.00:00 | TRANSFER 9258465481
306 1006326014 | 11/30/01 | 05%:48:07 | 00:00:07 00:00:00 | 00:00:07 | CONMECT 9256465481
307 1006326015 | 11/30/01 | 05%:47:18 | 00:0253  00:00:06 | 00:02:53 | CONNECT 9258465481
308 1006326016 11/30/001 | 09:48:04 | DO:0216  00:00:07  00:02:09 | CONNECT 220
309 1006326017 | 11/30/01 | 0%:4517 | 000221 00:00:09 | 00.02:12 | CONNECT 403 -
{ | LIJ

Figurel. CDRrecord sessionsfor Example 1

Example 2 - External party calls and connects directly to Ext. 105. The
result is one sessions logged for this event.
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Detail

Figure2. CDRrecord sessions for Example 2

Example 3- External party callsofficeand gets Automated Attendant, then
dials out Operator. The result is two sessions logged for this event.

Detail

1130/ 11:00:09 100:00  00:00:57 COMMECT 5107351624

n
[ ]
[ ]
[ ]
n
[ ]
[ ]
v
n
[ ]
[ ]
n
[ ]
4]

Export Print S

Figure3. CDRrecord sessions for Example 3
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Reporting Fields Glossary

CDR Timestamps and Dates

The CDR data schemais provided with basic definitions. Aswith past OE
releases, the StartTime, EndTime, and other timestampsin the OE 4.0 CDR
database are in seconds and are offset numbers from a standard industry
reference point of January 1, 1970 UTC. A reporting tool must computethe
actual date and timefor usein reports. When writing aprogram from C, the
standard function call would beto: ctime (& 1time) where & 1time pointsto
the UTC value (for example, 768027063). The call returns the Unix time
and date (Wed May 04 04:51:03 1994).

Start time

 Start time can vary depending on the use and configuration of
AltiWare for CO trunks.

» Start time will be afew seconds (typically two) after incoming trunk
seizureif theincoming trunk typeisatietrunk or ananalog or T1 C.O.
trunk not supporting Caller ID or ANI signaling.

» Start timewill be seven (7) seconds or more if the incoming analog or
T1 trunk supports Caller ID/ANI since the Central Office (CO) first
sends these digits between the first and second ring cycles before the
target deviceisto be connected. Thisisgood, since carrier billing does
not start until the target device answers.

» Starttimefor outgoing trunksisimmediately when AltiWare attempts
to seize an outgoing trunk; hence even for outgoing callsthat hit an all
trunks busy signal.
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CHAPTER 6

TAPIT CDR Loader

TAPIT EX isacall management and accounting software package from
TrisysInc. that works with AltiGen’s CDR to report on the phone activity
of abusiness. TAPIT EX is areal-time system that collects all available
information about incoming and outgoing calls, which can be stored for
later processing.

This chapter provides the requirements for and instructions on setting up
TAPIT CDR Loader, whichwill allow TAPIT towork with CDR. For more
information on Trisysor TAPIT, go to www.trisys.com.

System Requirements

e MDAC 2.6 (youcaninstal it from the folder \CDR Loader\System on
the CD)

e Internet Explorer 5.5
e Tapit EX Multi-User installed and configured on the same PC.

Note: Toinstall CDR Loader you need to have administrative rights on
this PC and know user name and password to your SQL Server or
other database where call records will be collected. The source of
CDR data must be accessible from this PC.

Installing CDR Loader for AltiGen

Note: Beforethe CDR Loader installation TAPIT must be installed and
configured.

The Multi-Node installation requires the Tapit Remote Manager
software installed and configured.

Installing CDR Loader

1. Openthe Tapit CDR Loader folder on your TAPIT CD.

2. Double-click on the setup.exe file. The setup screen is displayed.
Follow the instruction on the installation screens.
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Setting Up TAPIT and CDR Loader for Single Node (AltiGen)

3. CDR Loader requires special setup depending on the type of
installation (Single Node or Multi Node). When the installation is
completed proceed with instructions below.

Setting Up TAPIT and CDR Loader for Single
Node (AltiGen)

Note: The Node data will be stored in the Main location database.
1. OpenTAPIT application (Start/Programs/Tapit/Tapit).

Go to the System Maintenance/System Par ameter Communications
screen.

ATAPITWIZ\DATAMAINteImsg. dat

2. Check the Load Callsfrom Text File box. The default path field (i.e.
"CATAPITW32DATA\MAIN\telmsg.dat") is activated. Accept the
default.

3. Verify the Use Computer or Telephone System Date? option. It
must be set to PBX.

4. Check eXtended Processing and make sure the correct PBX Typeis
selected.

Click on OK.
Close TAPIT.
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7. Open Tapit CDR Loader (Start/Tapit CDR L oader/CDR L oader).
The CDR L oader screen appears.

Settings for SQL Server database:
(For Access database instructions refer to page 5)

. CDR Loader 1.1.15 - Trisys. Inc. =1
Telephone System Database Driver
IAIligen ;I I{SQL Servert d Lock ¢ Apply |
Server D atabaze Marne Lzer Paszword
Imysqlsewer calldb Imyuserid Imypasswold
Calls Table

Irtmcall

Databaze Connection String:

ID tiver={S0L Server):Server=mysqlserver.D atabase=calldb,UID =myusend:PwD =mypassword;

I ain Output File HultiSites

Process recards every  [g minutes CATAPITW IZADAT AMMAIN telmsg. dat
Mew records found Mew records processed: Last processing started:
0 Jo | et Calls il |

Tatal records processed: Session started:

Jo | 12:42:05 Mon, 09/30/02 Sl Log il |
Stopped. .. Sitart Timer, ) Shut Diown |
a. Click on Stop Timer. The name of this button changesto Start

Timer.
b. Click on Edit. The name of this button changesto L ock/Apply.

¢. Veify existing values on the CDR Loader screen. If needed, make
the appropriate changes in the Telephone System, Database
Driver, Server, Database Name, User, Password and Calls
Table entries.

d. Click ontheBuild Now button to create the Database Connection
String entry. This field represents the database connection string
with user name and password as shown on the screen above. It is
composed based on the entriesin the fields above it. To edit
Database Connection String value, change the entries above and
click on Build Now.

Important: Do not modify thisfield manually.
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Setting Up TAPIT and CDR Loader for Single Node (AltiGen)

Settings for Access database:
(For SQL Server instructions refer to page 4)

&, CDR Loader 1.1.16 - Trisys, Inc. o[]S
Telephane System Databasze Driver
IAIt\gan j I{Microsnlt Access driver [*.mdb]} j
Server Database Mame Lzer Paszword
Data File Name Calls Table
IT:\a\tiservepath\rtmﬂall.mdb Irtmcall
D atabaze Connection Sting Build Mo |
IDriver={Microsoft Accesy diver [*.mdb)DBO=T: \alizervepathirtmCall mdb;UID=:PwD=;
t ain Output File Multi Sites |
Frocess records every |5 minutes |C:\TAPITWB2\DATA\MA\N\telmsg.dat
Mew recards found: Mew recards processed: Last processing started:
0 |u | Get Calls Mow |
Total records processed: Seszion started
o | 152017 Fii. 11/08/02 Show Log File |
Stopped... Start Timer oK Shwt Down |

a. Click on Stop Timer. The name of this button changes to Start
Timer.

b. Click on Edit. The name of this button changesto L ock/Apply.

c. Verify existing values on the CDR L oader screen. If needed, make
the appropriate changes in the Telephone System and Database
Driver, Data File Name and Calls Tablefields.

Note: Server, Database Name, User and Password entries are
empty.
Note: The path tothe Access MDB filein Data File Name must

be accessible from the TAPIT computer through mapped
drive or network path.

d. Click ontheBuild Now button to create the Database Connection
String entry. Thisfield representsthe database connection string. It
is composed based on the entries in the fields above it. To edit
Database Connection String value, change the entries above and
click on Build Now.

Important: Do not modify thisfield manually.
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8. If required, enter new valuesin Processrecord every minutes
and Main Output Filefields. It is recommended to accept defaults.

9. To save changes, click on the L ock/Apply button.

10. Click onthe Multi Sites button. The M ultiSite Settings screen
appears. If thisis anew installation this screen is empty

11. Click onthe Con4Mon.ini button. Y our default text editor opens the
Con4Mon.ini file. Copy the following settingsinto thisfile.

[Multi_9]

Max_ S =1

S 001=1, Mai n_99

;where S xxx=Node_i d, Loc_nane
12. Save and close thisfile.

13. Click onthe Tpremmon.ini button. Y our default text editor opensthe
Tpremmon.ini file.

Assuming the file is empty, copy the following settings into thisfile.
[ Common]
Tapi t Di r =C: \ TAPI TWB2\ DATA\ MAI N
CurrLoc=0
RenTi mer =0

[ Mai n_99]

Locati on=Mai n

LocDi r=C: \ t api t w32\ Dat a\ Mai n\ TAPI TDB. VDB

LocActive=1

LocDat Pat h=C. \ TAPI TW\B2\ DATA\ MAI N\ t el nsg. dat
14. Savethe Tpremmon.ini file and closeit.

15. Click on the Refresh button. Y our M ultiSite Settings screen should
look like the screen below.
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Setting Up TAPIT and CDR Loader for Multiple Node (AltiGen)

w MultiSite Settings R -10] x|
Theze settings can be changed in the IN| files. Clogs
Click on the apropriate: button to edit the file: —
CondMon.ini I Acdml astni | Tapit.ini | Mz.ini I Tpremmon. ini I

[Site D [Loc ID
Main_99

[Node [Sess ID [ Location Name | Dutput File

CATAPI TWIADATANHAIN eimsg dat

Maimnum number of Sites/Locations: |1

16.
17.
18.

19.
20.
21.

Click on the Close button.
Restart the SMDR Monitor application.

To test the connection, click on the Get Calls Now button. Keepin
mind if the CDR Loader application is running for the first time it
loadsall (!) available call records.

Click on Start Timer to turn on the automatic mode.
Click on the OK button to minimize CDR Loader.

After SMDR Monitor loads call records, run reportsto verify the
program worksfine.

Setting Up TAPIT and CDR Loader for Multiple
Node (AltiGen)

Note: Each Node requires one location (the Main location can be used

too).
One node is set as the Main Location. All other nodes are set as
Remote Locations.

Open Remote Manager (Start/Tapit/Remote Manger).

If Remote Manager is opened for the first time, you need to create

| ocations (see the Remote Manager manual for instructions) otherwise
open each location to verify settings. Make sure the Remote Manager
settings follow the guidelines below.
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TAPIT CDR Loader

Location: i
ocation: | Trigys2 -
Path | CATAPITW 3ZADATAMMAINALOTNTELMS G.DAT
t cdem
Time to call |23:DEI Mext call: !05”30”2002
FB* Format: FlaAE
|&liGen - &ltware 4.5 COR |

IF“E j Buffer Box Type Ll

[ Butffer Box adds extra Date/Time Stamp ta each record Cancel

Each location should have the following options set:
a. Path - accept the default value.

b. Timeto call: and Next call: fields - these values pertain only to a
buffer box. When the CDR L oader is used, they are ignored.

PBX Format - make sure the appropriate PBX format is selected.
d. Buffer Box Type - select the File option.

e. Uncheck Buffer Box adds extra Date/Time stamp to each
record.

3. Follow Steps 1 through 13 of the Setting Up TAPIT and CDR
Loader for the Single Node section above.

4. Click onthe Multi Sites button. The M ultiSite Settings screen
appears. If thisis anew installation this screen is empty.

5. Click on the Con4Mon.ini button. Y our default text editor opens the
Con4Mon.ini file. Copy the following settings into thisfile.

; Reference table to handle nultiple nodes:
[Multi_S]

;must be = total/max number of |ocations used
;(if last S xxx is S 004 then Max_S=4)

;thiese are a sanple entries:
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Setting Up TAPIT and CDR Loader for Multiple Node (AltiGen)

Max_S = 4

S 001=1, Mai n_99

S 002=4, Conm 00

S 003=3, Conm 01

S 004=5, Conm 02

;where S xxx=Node_ i d, Loc_nane

The Max_S entry reflects the number of your nodes. Each S_xxx entry
must correspond to existing location codes. For example: Comm_02
corresponds to the newly created New L ocation 3.

6. Saveand closethisfile.
7. Click onthe Tpremmon.ini button.
8. Your default text editor opensthe Tpremmon.ini file.
Make sure this file contains the following settings.
[ Commron]
Tapi t Di r =C; \ TAPI TWB2\ DATA\ MAI N
CurrLoc=0

; Renimer - tinmer setting required for multiple
nodes/ | ocati ons

;value is in seconds... mni munF300 sec.
Renili mer =300

[ Mai n_99]

Locati on=Mai n

LocDi r=C: \ t api t w32\ Dat a\ Mai n\ TAPI TDB. MDB

LocActive=1

LocDat Pat h=C: \ TAPI TV\82\ DATA\ MAI N\ t el nsg. dat
9. Savethe Tpremmon.ini file and closeit.

10. Click onthe Refresh button. Y our MultiSite Settings screen should
look like the screen below.
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TAPIT CDR Loader

& Multisite Settings : =10l x|
These zettings can be changed in the [M] files. Bl
Click on the apropriate button to edi the file =
Candtdon.ini Acdmlast.ini Tapit.ini Mz.ini Tpremmat. ini
Site D |Loc. 1D Node |Sess ID Location Mame Output File
5001 |Main_33 1 0] Main CATAPITwWIZDATAMMAIN elmsg. dat
5002 | Comm_00 4 0] Trisys1 CATAPITWIZADATAMMAINALODNTELMS G DAT
5.003 | Comm_01 3 0] Mew Location 02 CATAPITwWIZ\DATAMAINVLOT A TELMSG DAT
5_004 | Comm_02 5 0] Trisys3 CATAPI TWIZADATAMAINALOZNTELMS G DAT

b aximum number of Sites/Locations: |4—
11. Click on the Close button.
12. Restart Remote M anager.
13. Restart the SMDR Monitor application.
14. Totest the connection, click on the Get Calls Now button. Keep in

15.
16.
17.

mind if the CDR Loader application is running for the first time it
loads all (1) available call recordsfor all nodes.

Click on Start Timer to turn on the automatic mode.
Click on the OK button to minimize CDR L oader.

After SMDR Monitor and Remote M anager load call records run
reportsin TAPIT for each location to verify that everything worksfine.

Note:  Sample condmon.ini fileislocated in the C:\CDR

L oader\ini_files folder.

CDR Loader will also create file acdmlast.ini ( the samplefileis
located in the C:\CDR L oader\ini_filesfolder). Thisfile dways
will be created automatically in the current Tapit Database folder.
Do NOT deletethisfile.
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Setting Up TAPIT and CDR Loader for Multiple Node (AltiGen)
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