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T O O R DE R C O PI E S O F T H I S M A N U A L

Ca l l : A T&T C u s t o m e r In fo r m a t io n C e n t e r o n 8 0 0 - 4 3 2 - 6 6 0 0
In C a n a d a ca ll 8 0 0 - 2 5 5 - 1 2 4 2

Wr i t e : A T&T C u s t o m e r In fo r m a t io n C e n t e r
2 8 5 5 N o r t h F r a n k lin Ro a d
P . O . B o x 1 9 9 0 1
In d ia n a p o lis , In d ia n a 4 6 2 1 9

T O COM M E N T O N T H I S M A N U A L

P le a s e u s e t h e F E E D BA C K F O RM a t t h e fr o n t o f t h is m a n u a l.

F o r m o r e in fo r m a t io n a b o u t A T&T d o cu m e n t s , s e e
A T&T B u s in e s s C o m m u n ica t io n s S y s t e m s

P u b lica t io n s C a t a lo g , 5 5 5 - 0 0 0 - 0 1 0

N O T ICE

Ev e r y e ffo r t w a s m a d e t o e n s u r e t h a t t h e in fo r m a t io n in
t h is d o cu m e n t w a s co m p le t e a n d a ccu r a t e a t t h e t im e o f

p r in t in g . H o w e v e r , in fo r m a t io n is s u b je ct t o ch a n g e .
Th is d o cu m e n t w ill b e r e is s u e d p e r io d ica ll y t o

in co r p o r a t e ch a n g e s .

P u b lis h e d b y
Th e A T&T D o cu m e n t a t io n M a n a g e m e n t O r g a n iz a t io n



T a b l e o f C o n t e n t s

I n t r o d u c t i o n
G e n e r a l In fo r m a t io n 1 1

W h a t Is a C u s t o m Re p o r t 1 1
W h a t Is t h e C u s t o m Re p o r t s C r e a t io n S u b s y s t e m 1 2
B a s ic W o r k flo w s fo r C r e a t in g C u s t o m Re p o r t s 1 2

O r g a n iz a t io n o f Th is D o cu m e n t 1 5
N o t a t io n C o n v e n t io n s U s e d in Th is D o cu m e n t 1 7
A b b r e v ia t io n s a n d A cr o n y m s U s e d in Th is M a n u a l 1 8
U s in g t h e C M S H e lp K e y s fo r O n - Li n e D o cu m e n t a t io n 1 9

O t h e r S LK s C o m m o n t o A ll Scr e e n s 1 1 0
O t h e r P u b lica t io n s o n 3 B C M S 1 1 1

S t a r t - U p P r o c e d u r e s f o r a C u s t o m R e p o r t
D e s i g n

G e n e r a l In fo r m a t io n 2 1
P r e lim in a r y Ta s k s fo r C u s t o m Re p o r t D e s ig n 2 2
Th e C u s t o m Re p o r t s M e n u s 2 4

Th e C u s t o m Re p o r t s C r e a t io n M e n u 2 4
Th e C o p y S t a n d a r d Re p o r t s M e n u s 2 4
Th e Ed it o r Se le ct io n M e n u 2 6
Th e C o p y C u s t o m Re p o r t s M e n u 2 7
G lo b a l Ve r s u s P r iv a t e Re p o r t s 2 8

C o p y in g a St a n d a r d Re p o r t D e s ig n 2 1 0
C o p y in g a n Exist in g C u s t o m Re p o r t D e s ig n 2 1 1
C r e a t in g a Re p o r t D e s ig n F r o m S cr a t ch 2 1 2
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T h e S c r e e n P a i n t e r
G e n e r a l In fo r m a t io n 3 1
Th e S cr e e n P a in t e r S cr e e n 3 2

Scr e e n P a in t e r Q u a d s fo r C u s t o m Re a l- Tim e Re p o r t s 3 3
Scr e e n P a in t e r S e ct io n s fo r C u s t o m H is t o r ica l Re p o r t s 3 5

D is p la y It e m s in a C u s t o m Re p o r t D e s ig n 3 7
D is p la y It e m A d d it io n s a n d C h a n g e s 3 9
Th e Tim e S t a m p W in d o w 3 1 0
Th e D a t a It e m W in d o w 3 1 1

Th e B lo ck Ed it in g C a p a b ilit y 3 1 2
Vid e o A t t r ib u t e s fo r Re a l- Tim e Re p o r t s 3 1 3

D e s i g n i n g A C u s t o m R e p o r t
G e n e r a l In fo r m a t io n 4 1
Th e S cr e e n P a in t e r S LK s 4 2

Th e S e co n d Tie r o f S LK s 4 3
Vid e o A t t r ib u t e SLK s 4 4

M o v e m e n t a n d F u n ct io n K e y s o n t h e S cr e e n P a in t e r 4 5
A d d in g a n d D e le t in g Li n e s 4 7
Er a s in g a B lo ck o f Re p o r t D is p la y It e m s 4 8
M o v in g a B lo ck o f Re p o r t D is p la y It e m s 4 1 1
C o p y in g a B lo ck o f Re p o r t D is p la y It e m s 4 1 4
B lo ck Ed it in g D is p la y It e m s W it h Ir r e g u la r Le n g t h s 4 1 7
A d d in g a La b e l 4 1 8
C h a n g in g a L a b e l 4 1 9
A d d in g a Tim e S t a m p 4 2 0
C h a n g in g a Tim e St a m p 4 2 2
A d d in g Vid e o A t t r ib u t e s t o a Re a l- t im e Re p o r t 4 2 3

D a t a I t e m s a n d t h e D a t a I t e m W i n d o w
G e n e r a l In fo r m a t io n 5 1
D a t a b a s e It e m s : Th e P r im a r y So u r ce o f Re p o r t D a t a 5 2

Ty p e s o f D a t a in D a t a b a s e It e m s 5 2
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Th e S t r u ct u r e o f C M S D a t a b a s e s 5 4
Th e Re a l- Tim e D a t a b a s e S t r u ct u r e 5 5
Th e H a lf- H o u r H is t o r ica l D a t a b a s e S t r u ct u r e 5 7
Th e D a ily H is t o r ica l D a t a B a s e S t r u ct u r e 5 8

O t h e r D a t a It e m s in C M S Re p o r t s 5 1 0
Th e D a t a It e m W in d o w 5 1 3

Th e It e m F ie ld 5 1 4
Th e F ile F ie ld 5 1 7
Th e D a t a b a s e F ie ld 5 1 8
Th e C r it e r ia F ie ld 5 1 8
Th e Re p e a t It e m F ie ld 5 2 2
Th e S t a r t D a t e F ie ld 5 3 0
Th e N u m b e r o f D a y s F ie ld 5 3 0
A d d it io n a l L im it s o n D a t a It e m W in d o w En t r ie s 5 3 1

Th e Q u ick M e t h o d o f D a t a It e m S e le ct io n 5 3 3
D a t a It e m W in d o w S a m p le s 5 3 4
Th e D ict io n a r y fo r D a t a It e m Re s e a r ch 5 3 9

D e f i n i n g D a t a I t e m s
G e n e r a l In fo r m a t io n 6 1
Th e D a t a It e m W in d o w SLK s 6 2
A d d in g a D a t a It e m 6 4
C h a n g in g a D a t a It e m 6 9
U s in g t h e D ict io n a r y F r o m t h e D a t a It e m W in d o w 6 1 0

O r d e r in g a D ict io n a r y Re p o r t 6 1 0
Sa m p le D ict io n a r y Re p o r t 6 1 1
Se a r ch in g fo r It e m s in t h e D ict io n a r y 6 1 1
A d d in g a C a lcu la t io n 6 1 3
C r e a t in g a N e w C a lcu la t io n b y C o p y in g a n Exist in g O n e -

6 1 4
C h a n g in g a C a lcu la t io n 6 1 4
D e le t in g a C a lcu la t io n 6 1 5
A d d in g a C o n s t a n t 6 1 5
C h a n g in g a C o n s t a n t 6 1 6
D e le t in g a C o n s t a n t 6 1 6
Se a r ch in g fo r a D a t a b a s e It e m 6 1 6
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F i n a l P r o c e d u r e s f o r a C u s t o m R e p o r t D e s i g n
G e n e r a l In fo r m a t io n 7 1
Th e C u s t o m Re p o r t s C o m p ile S cr e e n 7 2

SLK s in t h e C u s t o m Re p o r t s C o m p ile S cr e e n 7 3
Th e C o m p ila t io n Er r o r s S cr e e n 7 4

Sa v in g o r C o m p ilin g Y o u r Re p o r t 7 6
M o d ify in g a n Exi s t in g C u s t o m Re p o r t 7 7
D e le t in g a Re p o r t 7 8

O r d e r i n g C u s t o m R e p o r t s
G e n e r a l In fo r m a t io n 8 1
C u s t o m Re a l- Tim e Re p o r t s M e n u 8 2
O r d e r in g a C u s t o m Re a l- Tim e Re p o r t 8 3

SLK s in Re a l- Tim e C u s t o m Re p o r t s 8 5
C u s t o m H is t o r ica l Re p o r t s M e n u 8 6
O r d e r in g a C u s t o m H is t o r ica l Re p o r t 8 7

D a t a b a s e R e f e r e n c e
C M S D a t a b a s e It e m s A 1
D a t a b a s e It e m s F o r O u t b o u n d C a ll M a n a g e m e n t A 2 1
C a ll D a t a F ile s a n d D a t a b a s e It e m s C r o s s - Re fe r e n ce A 2 2

Re a l- Tim e D a t a b a s e A 2 3
H is t o r ica l D a t a b a s e A 3 1

C M S C a lcu la t io n s a n d F o r m u la s A 4 5
C r it e r ia S t a t e m e n t Va lu e s fo r C M S St a t e N a m e s A 4 9

S t a n d a r d R e p o r t s R e f e r e n c e
In t r o d u ct io n t o S t a n d a r d Re p o r t s D e s cr ip t io n s B 1
St a n d a r d Re a l- Tim e Re p o r t s D e s cr ip t io n s B 2

Sp lit St a t u s Re p o r t B 2
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G r o u p S t a t u s Re p o r t B 5
Sp lit Su m m a r y Re p o r t B 7
Sy s t e m S t a t u s Re p o r t B 1 0
A g e n t / S p lit C o m p a r is o n (P r e v io u s H a lf H o u r ) Re p o r t -

B 1 3
C a ll P r o file Re p o r t B 1 7
Tr u n k G r o u p S u m m a r y Re p o r t B 2 0
Sp lit P e r fo r m a n ce Re p o r t B 2 2
Sp lit Ev e n t C o u n t S u m m a r y Re p o r t B 2 5

St a n d a r d H is t o r ica l Re p o r t s D e s cr ip t io n s B 2 7
Sp lit Re p o r t B 2 7
Sp lit Ev e n t C o u n t Re p o r t B 3 1
A g e n t Re p o r t B 3 3
A g e n t Ev e n t C o u n t Re p o r t B 3 7
Tr u n k G r o u p Re p o r t B 3 9
Sy s t e m Re p o r t B 4 2
Sp lit Su m m a r y Re p o r t B 4 6
G r o u p S u m m a r y Re p o r t B 4 9
Tr u n k G r o u p S u m m a r y Re p o r t B 5 2
D a ily Lo g in a n d L o g o u t Re p o r t B 5 5
D a ily C a ll P r o file Re p o r t B 5 7
D a ily Tr u n k Re p o r t B 5 9

Rin g St a t e Re p o r t s B 6 2
H o w t h e Rin g - S t a t e A ffe ct s O t h e r D a t a B 6 5
Rin g - S t a t e Sp lit Su m m a r y Re p o r t B 6 6
Rin g - S t a t e Sy s t e m S t a t u s Re p o r t B 6 9

St a n d a r d Re p o r t - It e m C r o s s - Re fe r e n ce B 7 2
Re a l- Tim e Re p o r t It e m C r o s s - Re fe r e n ce B 7 2
H is t o r ica l Re p o r t It e m C r o s s - Re fe r e n ce B 7 4

C o m p i l e r E r r o r M e s s a g e s

T h e U N I X S y s t e m V i s u a l E d i t o r ( v i )
Ed it in g a n d C o n t r o l C o m m a n d s fo r v i D 1

v



T h e I N F O R M I X D a t a B a s e M a n a g e m e n t S y s t e m
H o w IN F O RM IX W o r k s E 1
U s in g IN F O RM IX in C o n ju n ct io n W it h C M S E 2

S t e p - B y - S t e p S a m p l e s
G e n e r a l In fo r m a t io n F 1
Sa m p le 1 — A C u s t o m Tr u n k G r o u p S u m m a r y Re p o r t F 2
Sa m p le 2 — A C u s t o m C a ll P r o file Re p o r t F 1 9

G l o s s a r y

I n d e x
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L i s t o f F i g u r e s

F ig u r e 2 1 Th e C u s t o m Re p o r t s C r e a t io n M e n u 2 4
F ig u r e 2 2 Th e C o p y S t a n d a r d Re a l- Tim e Re p o r t s M e n u 2 5
F ig u r e 2 3 Th e C o p y S t a n d a r d H is t o r ica l Re p o r t s M e n u 2 5
F ig u r e 2 4 Th e Ed it o r S e le ct io n M e n u 2 6
F ig u r e 2 5 Th e C o p y , C r e a t e , M o d ify , O r D e le t e C u s t o m

Re p o r t s M e n u 2 7
F ig u r e 3 1 Th e S cr e e n P a in t e r (W it h a S p lit St a t u s Re p o r t ) 3 2
F ig u r e 3 2 Re a l- Tim e Re p o r t Q u a d s 3 4
F ig u r e 3 3 H is t o r ica l Re p o r t Se ct io n s 3 6
F ig u r e 3 4 Sa m p le G r o u p S u m m a r y Re p o r t 3 8
F ig u r e 3 5 Th e S cr e e n P a in t e r (W it h a G r o u p S u m m a r y Re p o r t

D e s ig n ) 3 8
F ig u r e 3 6 Th e Tim e S t a m p W in d o w 3 1 0
F ig u r e 3 7 Th e D a t a It e m W in d o w 3 1 1
F ig u r e 4 1 Th e S cr e e n P a in t e r (W it h a G r o u p S u m m a r y Re p o r t

D e s ig n ) 4 2
F ig u r e 4 2 B lo ck Er a s in g — B e fo r e 4 9
F ig u r e 4 3 B lo ck Er a s in g — A ft e r 4 1 0
F ig u r e 4 4 B lo ck M o v in g — B e fo r e 4 1 2
F ig u r e 4 5 B lo ck M o v in g — A ft e r 4 1 3
F ig u r e 4 6 B lo ck C o p y in g — B e fo r e 4 1 5
F ig u r e 4 7 B lo ck C o p y in g — A ft e r 4 1 6
F ig u r e 4 8 B lo ck Ed it in g — C a s e 1 4 1 7
F ig u r e 4 9 B lo ck Ed it in g — C a s e 2 4 1 7
F ig u r e 5 1 St r u ct u r e o f t h e Re a l- Tim e D a t a b a s e 5 6
F ig u r e 5 2 St r u ct u r e o f t h e H a lf- H o u r H is t o r ica l D a t a b a s e 5 7
F ig u r e 5 3 St r u ct u r e o f t h e D a ily H is t o r ica l D a t a b a s e 5 9
F ig u r e 5 4 Th e D a t a It e m W in d o w 5 1 3
F ig u r e 5 5 G r o u p S u m m a r y Re p o r t D e s ig n 5 2 3
F ig u r e 5 6 G r o u p S u m m a r y Re p o r t 5 2 3
F ig u r e 5 7 Sa m p le Re p o r t W it h LO O P a s Re p e a t It e m 5 2 5
F ig u r e 5 8 Sa m p le Re p o r t 1 W it h D a t a b a s e It e m a s Re p e a t It e m -

5 2 8
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F ig u r e 5 9 Sa m p le Re p o r t 2 W it h D a t a b a s e It e m a s Re p e a t It e m -
5 2 8

F ig u r e 7 1 Th e C o m p ile S cr e e n 7 2
F ig u r e 7 2 Th e C o m p ila t io n Er r o r s Scr e e n 7 5
F ig u r e 8 1 Th e Re p o r t s M e n u 8 1
F ig u r e 8 2 C u s t o m Re a l- Tim e Re p o r t s S cr e e n 8 2
F ig u r e 8 3 C u s t o m H is t o r ica l Re p o r t s S cr e e n 8 6
F ig u r e 8 4 Re p o r t P a r a m e t e r s Scr e e n fo r D a ily C u s t o m Re p o r t s -

8 7
F ig u r e 8 5 Re p o r t P a r a m e t e r s Scr e e n fo r W e e k ly / M o n t h ly

C u s t o m Re p o r t s 8 8
F ig u r e B 1 Sp lit St a t u s Re a l- Tim e Re p o r t B 2
F ig u r e B 2 G r o u p S t a t u s Re p o r t B 5
F ig u r e B 3 Sp lit Su m m a r y Re a l- Tim e Re p o r t B 7
F ig u r e B 4 Sy s t e m S t a t u s Re a l- Tim e Re p o r t B 1 0
F ig u r e B 5 A g e n t / S p lit C o m p a r is o n Re p o r t B 1 3
F ig u r e B 6 C a ll P r o file Re a l- Tim e Re p o r t B 1 7
F ig u r e B 7 Tr u n k G r o u p S u m m a r y Re a l- Tim e Re p o r t B 2 0
F ig u r e B 8 Sp lit P e r fo r m a n ce Re a l- Tim e Re p o r t B 2 2
F ig u r e B 9 Sp lit Ev e n t C o u n t Re a l- Tim e Re p o r t B 2 5
F ig u r e B 1 0 Sp lit Su m m a r y Re a l- Tim e Re p o r t B 6 6
F ig u r e B 1 1 Rin g - St a t e Sy s t e m S t a t u s Re a l- Tim e Re p o r t B 6 9
F ig u r e F 1 Sa m p le o f a C u s t o m Tr u n k G r o u p S u m m a r y Re p o r t -

F 2
F ig u r e F 2 Sa m p le C u s t o m C a ll P r o file Re p o r t F 1 9
F ig u r e F 3 C a ll P r o file Re a l- Tim e Re p o r t F 2 0
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L i s t o f T a b l e s

Ta b le 4 1 Q u a d / S e ct io n M o v e m e n t K e y s 4 5
Ta b le 4 2 C u r s o r M o v e m e n t K e y s 4 5
Ta b le 4 3 F u n ct io n K e y s 4 6
Ta b le 4 4 M o v e m e n t K e y s W it h in Re p o r t D is p la y It e m s 4 6
Ta b le 5 1 D a t a It e m s 5 1 5
Ta b le 5 2 Sa m p le Re p e a t It e m s a n d Re p o r t P a r a m e t e r s Va lu e s -

5 2 7
Ta b le 5 3 Sa m p le S e t s o f D a t a It e m W in d o w En t r ie s 5 3 1
Ta b le A 1 3 B C M S D a t a b a s e It e m s A 1
Ta b le A 2 D a t a b a s e It e m s fo r O C M A 2 1
Ta b le A 3 D a t a b a s e It e m s in t h e C u r r e n t a n d P r e v io u s A g e n t

F ile s A 2 3
Ta b le A 4 D a t a b a s e It e m s in t h e C u r r e n t a n d P r e v io u s VD N

F ile s A 2 5
Ta b le A 5 D a t a b a s e It e m s in t h e C u r r e n t a n d P r e v io u s S p lit

F ile s A 2 6
Ta b le A 6 D a t a b a s e It e m s in t h e C u r r e n t a n d P r e v io u s Tr u n k

G r o u p File s A 2 8
Ta b le A 7 D a t a b a s e It e m s in t h e C u r r e n t a n d P r e v io u s Tr u n k

F ile s A 2 9
Ta b le A 8 D a t a b a s e It e m s in t h e C u r r e n t a n d P r e v io u s Ve ct o r

F ile s A 3 0
Ta b le A 9 D a t a b a s e It e m s in t h e H a lf- H o u r A g e n t File A 3 1
Ta b le A 1 0 D a t a b a s e It e m s in t h e H a lf- H o u r VD N F ile A 3 2
Ta b le A 1 1 D a t a b a s e It e m s in t h e H a lf- H o u r S p lit F ile A 3 3
Ta b le A 1 2 D a t a b a s e It e m s in t h e H a lf- H o u r Tr u n k G r o u p File -

A 3 5
Ta b le A 1 3 D a t a b a s e It e m s in t h e H a lf- H o u r Tr u n k File A 3 6
Ta b le A 1 4 D a t a b a s e It e m s in t h e H a lf- H o u r Ve ct o r File A 3 7
Ta b le A 1 5 D a t a b a s e It e m s in t h e D a ily A g e n t File A 3 8
Ta b le A 1 6 D a t a b a s e It e m s in t h e D a ily VD N File A 3 9
Ta b le A 1 7 D a t a b a s e It e m s in t h e D a ily S p lit F ile A 4 0
Ta b le A 1 8 D a t a b a s e It e m s in t h e D a ily Tr u n k G r o u p File A 4 2
Ta b le A 1 9 D a t a b a s e It e m s in t h e D a ily Tr u n k File A 4 3
Ta b le A 2 0 D a t a b a s e It e m s in t h e D a ily Ve ct o r File A 4 4
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Ta b le A 2 1 C a lcu la t io n a n d Fo r m u la C r o s s - Re fe r e n ce A 4 5
Ta b le A 2 2 St a t e N a m e s a n d C r it e r ia St a t e m e n t Va lu e s C r o s s -

Re fe r e n ce A 4 9
Ta b le B 1 It e m Re fe r e n ce fo r t h e S p lit S t a t u s Re a l- Tim e Re p o r t -

B 3
Ta b le B 2 It e m Re fe r e n ce fo r t h e Re p o r t in g G r o u p Re a l- Tim e

Re p o r t B 6
Ta b le B 3 It e m Re fe r e n ce fo r t h e S p lit S u m m a r y Re p o r t B 8
Ta b le B 4 It e m Re fe r e n ce fo r t h e S y s t e m S t a t u s Re p o r t B 1 1
Ta b le B 5 It e m Re fe r e n ce fo r t h e A g e n t / S p lit C o m p a r is o n

Re p o r t B 1 4
Ta b le B 6 It e m Re fe r e n ce fo r t h e C a ll P r o file Re p o r t B 1 8
Ta b le B 7 It e m Re fe r e n ce fo r t h e Tr u n k G r o u p S u m m a r y

Re p o r t B 2 1
Ta b le B 8 It e m Re fe r e n ce fo r t h e S p lit P e r fo r m a n ce Re p o r t B 2 3
Ta b le B 9 It e m Re fe r e n ce fo r t h e S p lit Ev e n t C o u n t Re a l- Tim e

Re p o r t B 2 6
Ta b le B 1 0 It e m Re fe r e n ce fo r Sp lit Re p o r t s B 2 8
Ta b le B 1 1 It e m Re fe r e n ce fo r t h e S p lit Ev e n t C o u n t Re p o r t s -

B 3 2
Ta b le B 1 2 It e m Re fe r e n ce o n A g e n t Re p o r t s B 3 4
Ta b le B 1 3 It e m Re fe r e n ce fo r t h e A g e n t Ev e n t C o u n t Re p o r t s -
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G e n e r a l I n f o r m a t i o n
Th e 3B Ca ll M an a g em en t Sy st em Cu st o m R ep o rt s (5 8 5 - 2 1 5 - 5 0 3 ) d o cu m e n t d e s cr ib e s t h e C u s t o m
Re p o r t s C r e a t io n s u b s y s t e m a n d t e ll s y o u h o w t o u s e it .

Th e C u s t o m Re p o r t s C r e a t io n s u b s y s t e m is a s t a n d a r d p a r t o f t h e 3 B C a ll M a n a g e m e n t S y s t e m
(3 B C M S ). Y o u u s e it t o cr e a t e , ch a n g e , a n d d e le t e cu s t o m r e p o r t s d e s ig n e d s p e cifica ll y fo r y o u r
n e e d s . W it h cu s t o m r e p o r t s , y o u ca n s u p p le m e n t t h e s t a n d a r d C M S r e p o rt s w it h r e p o r t s t h a t
d is p la y a d d it io n a l ca ll - ce n t e r d a t a o r r e p o r t s t h a t d is p la y ca ll - ce n t e r d a t a in a d iffe r e n t w a y .
H o w e v e r , b e ca u s e y o u r cu s t o m r e p o r t s w ill p r o b a b ly u s e m u ch o f t h e d a t a a lr e a d y a v a ila b le in
s t a n d a r d C M S r e p o r t s , y o u s h o u ld r e fe r t o A p p e n d ix B in t h is d o cu m e n t fo r id ea s o n h o w t o
d is p la y a n d s e le ct r e p o r t d a t a fo r y o u r cu s t o m r e p o r t s .

Th is d o cu m e n t a s s u m e s t h a t y o u a r e a lr e a d y fa m ilia r w it h t h e o t h e r 3 B C M S s ub s y s t e m s a n d
t h a t y o u a r e a w a r e o f t h e d a t a a lr e a d y a v a ila b le in t h e s t a n d a r d C M S r e p or t s .

W h a t I s a C u s t o m R e p o r t

A cu s t o m r e p o r t is a r e p o r t t h a t y o u cr e a t e a n d d e s ig n u s in g t h e C u s t o m Re p or t s C r e a t io n
s u b s y s t e m . L ik e s t a n d a r d C M S r e p o r t s , a cu s t o m r e p o r t d is p la y s in fo r ma t io n a b o u t A u t o m a t ic
C a ll D is t r ib u t io n (A C D ) a ct iv it y in y o u r ca ll ce n t e r . F o r a cu s t o m r e p o r t , y o u d e te r m in e w h a t
s p e cific A C D in fo r m a t io n is d is p la y e d a n d h o w it is d is p la y e d . A cu s t o m r e p o r t ca n be a lm o s t
id e n t ica l t o a s t a n d a r d C M S r e p o r t , o r it ca n b e t o t a ll y d iffe r e n t fr o m C M S s t a nd a r d r e p o r t s .

A cu s t o m r e p o r t ca n co n s is t o f t h r e e t y p e s o f d is p la y it e m s :

T i m e S t am p s Tim e s t a m p s a r e d e fin it io n s fo r o n e o f t h r e e t y p e s o f t im e d a t a : t h e d a t e o f t h e
d a t a in t h e r e p o r t , t h e t im e a r e p o r t w a s g e n e r a t e d , o r t h e d a t e a r e p o rt w a s
g e n e r a t e d . O n a s t a n d a r d C M S r e p o r t , t im e s t a m p s u s u a ll y a p p e a r a t t h e to p
o f t h e fir s t p a g e . Tim e s t a m p s ca n b e u s e d o n h is t o r ica l r e p o r t s o n ly . (Tim e
s t a m p s a r e d e s cr ib e d in d e t a il in C h a p t e r s 3 a n d 4 . )

D at a Ite m s D a t a it e m s a r e d e fin it io n s fo r a ct u a l A C D s t a t is t ics , d a t e s , t im e s , o r id e nt ifie r s
fo r s p e cific s p lit s , a g e n t s , t r u n k g r o u p s , t r u n k s , o r g r o u p s . (D a t a it e m s a r e
d e s cr ib e d in d e t a il in C h a p t e r s 5 a n d 6 . )

L ab e l s L a b e ls co n t a in t h e fixe d t e xt t h a t a p p e a r s o n a r e p o r t . A la b e l ca n b e t h e t it le
o f a r e p o r t , t h e n a m e o r d e s cr ip t io n fo r a d a t a it e m o r t im e s t a m p , o r s p e cia l
in s t r u ct io n s fo r r e a d in g a r e p o r t . N o r m a ll y , y o u w ill w a n t t o p la ce a la b e l
b e s id e e a ch d a t a it e m a n d t im e s t a m p in a r e p o r t s o y o u ca n r e a d ily id e n t ify
t h e d a t a in t h o s e fie ld s . (La b e ls a r e d e s cr ib e d in d e t a il in C h a p t e r s 3 a n d 4 . )
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G e ne r a l Infor ma ti on

W h a t I s t h e C u s t o m R e p o r t s C r e a t i o n S u b s y s t e m
Th e C u s t o m Re p o r t s C r e a t io n s u b s y s t e m is a g r o u p o f s cr e e n s a n d m e n u s th a t le t y o u d o t h r e e
t h in g s :

C r e a t e a n e w cu s t o m r e p o r t b y co p y in g a n d m o d ify in g a s t a n d a r d (r e a l- t im e or
h is t o r ica l) r e p o r t d e s ig n

C r e a t e a n e w cu s t o m r e p o r t b y co p y in g a n d m o d ify in g a n e xist in g cu s t o m (r e a l- t im e
o r h is t o r ica l) r e p o r t d e s ig n

C r e a t e a n e w cu s t o m r e p o r t (r e a l- t im e o r h is t o r ica l) fr o m s cr a t ch .

Th e s cr e e n s in t h e C u s t o m Re p o r t s C r e a t io n s u b s y s t e m w o r k a lm o s t lik e t h e s cr e e n s in t h e
s t a n d a r d Re p o r t s s u b s y s t e m . Th a t is , y o u fir s t s e le ct o p t io n s in a s e r ie s o f me n u s t o o r d e r t h e
cu s t o m r e p o r t d e s ig n y o u w a n t t o w o r k o n . (Th e u s e o f C u s t o m Re p o r t s C r e at io n m e n u s is
d e s cr ib e d in C h a p t e r 2 . )

Th e n , o n ce y o u h a v e o r d e r e d a cu s t o m r e p o r t d e s ig n , C M S d is p la y s t h e r e p o rt d e s ig n o n t h e
S cre e n Pa i n t e r. Th e S cr e e n P a in t e r is a s cr e e n t h a t y o u u s e a lm o s t lik e a w o r d p r o ce s s o r t o
a d d , ch a n g e , d e le t e , o r m o v e d is p la y it e m s in a cu s t o m r e p o r t d e s ig n . A s y ou w o r k , t h e d is p la y
it e m s a p p e a r o n t h e Scr e e n P a in t e r a lm o s t e xa ct ly a s t h e y w o u ld a p p e a r in a n a ct u al r e p o r t .
(Th e Scr e e n P a in t e r is d e s cr ib e d in d e t a il in C h a p t e r s 3 a n d 4 . )

A ft e r y o u h a v e d e s ig n e d a cu s t o m r e p o r t o n t h e S cr e e n P a in t e r , a C o m p ile s cr e e n a p p e a r s . Th e
C o m p ile s cr e e n (s e e C h a p t e r 7 ) co n v e r t s y o u r r e p o r t d e s ig n in t o p r o g r a m m in g co d e s o t h e
co m p u t e r ca n a ct u a ll y g e n e r a t e t h e r e p o r t w it h A C D d a t a .

B a s i c W o r k f l o w s f o r C r e a t i n g C u s t o m R e p o r t s

Th e t w o w o r k flo w d ia g r a m s a n d a s s o cia t e d t e xt t h a t fo ll o w d e s cr ib e t h e m a in s t e p s r e q u ir e d t o
cr e a t e a cu s t o m r e p o r t . Th e fir s t d ia g r a m s h o w s t h e m a in s t e p s fo r cr e a t in g a cu st o m r e p o r t b y
co p y in g a n d m o d ify in g a s t a n d a r d r e p o r t . Th e s e co n d d ia g r a m s h o w s t h e m a in s te p s fo r e it h e r
cr e a t in g a cu s t o m r e p o r t fr o m s cr a t ch o r cr e a t in g a cu s t o m r e p o r t b y co p y in g a n d m o d ify in g a n
e xis t in g cu s t o m r e p o r t . Th e s e w o r k flo w s g iv e g e n e r a l d e s cr ip t io n s o f b a s ic cu s to m r e p o r t
cr e a t io n . Th e w o r k flo w s a ct u a ll y co m p r is e n u m e r o u s p r o ce d u r e s y o u m u s t fo llo w w h e n
cr e a t in g a cu s t o m r e p o r t . K e e p t h e s e w o r k flo w s in m in d a s y o u w o r k t h r o u g h th e p r o ce d u r e s
d e s cr ib e d in t h is d o cu m e n t .
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G e ne r a l Infor ma ti on

C r e a t i n g a C u s t o m R e p o r t b y C o p y i n g a S t a n d a r d R e p o r t

d a t a . c e n t e r
c a l l w i t h r e p o r t t h e g e n e r a t e

c a n C M S s o r e p o r t t h e C o m p i l e S C R EE N
P a i n t e r . S c r e e n t h e e x i t y o u C O M P I LE

w h e n a p p e a r s s c r e e n C o m p i l e Th e 4 .

o n l y . ) r e p o r t s ( R e a l - t i m e i t e m s .
d i s p l a y t o a t t r i b u t e s v i d e o A d d

l i n e s d e l e t e o r I n s e r t
i t e m s d i s p l a y

c h a n g e o r d e l e t e , c o p y , M o v e ,
i t e m s d i s p l a y A d d

f o l l o w i n g :
t h e d o c a n Y o u n e e d s . y o u r d e s i g n ) r e p o r t

f o r d e s i g n t h e M o d i f y P a i n t e r . s t a n d a r d t h e o f
S c r e e n t h e o n a p p e a r s c o p i e d y o u c o p y a ( d i s p l a y s

r e p o r t s t a n d a r d t h e o f d e s i g n Th e 3 . P A I N TE R S C R E EN

c o p y . t o w a n t
y o u r e p o r t s t a n d a r d t h e s e l e c t

a n d c r e a t i n g , a r e y o u r e p o r t M EN U R EPO R TS
t h e f o r n a m e a En t e r R e p o r t s . R e a l - t i m e ]

H i s t o r i c a l o r R e a l - t i m e S t a n d a r d o r [ H i s t o r i c a l
e i t h e r l i s t s t h a t a p p e a r s m e n u A 2 . S TA N D A R D C O P Y

m e n u . C r e a t i o n
R e p o r t C u s t o m t h e o n o p t i o n M E N U C R EA T I O N

R e p o r t s H i s t o r i c a l S t a n d a r d o r R EP O R T C U S TO M
R e a l - Ti m e S t a n d a r d t h e S e l e c t 1 .
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G e ne r a l Infor ma ti on

C r e a t i n g a R e p o r t F r o m S c r a t c h o r b y C o p y i n g a C u s t o m
R e p o r t

d a t a . c e n t e r
c a l l w i t h r e p o r t t h e g e n e r a t e

c a n C M S s o r e p o r t t h e C o m p i l e S C R EE N
P a i n t e r . S c r e e n t h e e x i t y o u C O M P I LE

w h e n a p p e a r s s c r e e n C o m p i l e Th e 5 .

o n l y . ) r e p o r t s ( R e a l - t i m e
i t e m s . d i s p l a y t o a t t r i b u t e s v i d e o A d d

l i n e s d e l e t e o r I n s e r t
i t e m s d i s p l a y c h a n g e o r d e l e t e , c o p y , M o v e ,

i t e m s d i s p l a y A d d

f o l l o w i n g : t h e d o c a n Y o u
n e e d s . y o u r f o r d e s i g n t h e M o d i f y d e s i g n ) r e p o r t c u s t o m

s e l e c t e d . y o u d e s i g n r e p o r t c u s t o m t h e a o f c o p y a o r
o f c o p y a o r s c r e e n b l a n k a e i t h e r s c r e e n b l a n k a ( w i t h

w i t h a p p e a r s , P a i n t e r S c r e e n T h e 4 . P A I N TE R S C R EE N

s c r a t c h . f r o m r e p o r t a c r e a t i n g a r e y o u
i f r e p o r t a s e l e c t n o t D o c o p y . t o

w a n t y o u r e p o r t c u s t o m t h e s e l e c t
Th e n c r e a t i n g . a r e y o u r e p o r t M EN U R EP O R TS

t h e f o r n a m e a E n t e r R e p o r t s . R e a l - t i m e ]
H i s t o r i c a l o r R e a l - t i m e C u s t o m o r [ H i s t o r i c a l

e i t h e r l i s t s t h a t a p p e a r s m e n u A 3 . C U S TO M C O P Y

r e p o r t s .
c u s t o m C M S 3 B m o d i f y o r c r e a t e t o

o p t i o n P a i n t e r S c r e e n t h e S e l e c t M EN U
e d i t o r . v i U N I X a n d P a i n t e r S c r e e n S ELE C T I O N E D I TO R

t h e l i s t s t h a t a p p e a r s m e n u A 2 .

m e n u . C r e a t i o n
R e p o r t C u s t o m t h e o n o p t i o n M EN U C R EA TI O N
R e p o r t s H i s t o r i c a l C u s t o m o r R EP O R T C U S TO M

R e a l - Ti m e C u s t o m t h e S e l e c t 1 .
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O r g a n i z a t i o n o f T h i s D o c u m e n t
Th e s e ct io n s o f t h is d o cu m e n t a r e o r g a n iz e d a s fo ll o w s :

C h apt er 1 ‘ ‘ In t r o d u ct io n ’ ’ is a n o v e r v ie w o f t h e m a t e r ia l in t h e C u s t o m Re p o r t s
d o cu m e n t . Th e ch a p t e r a ls o r e v ie w s co n v e n t io n s u s e d in t h e d o cu m e n t
t o d e s cr ib e t h e C u s t o m Re p o r t s C r e a t io n s u b s y s t e m a n d it s p r o ce d u r e s .

C h apt er 2 ‘ ‘ St a r t - U p P r o ce d u r e s fo r a C u s t o m Re p o r t D e s ig n ’ ’ t e ll s y o u h o w t o
b e g in y o u r cu s t o m r e p o r t d e s ig n — b y co p y in g e it h e r a s t a n d a r d o r
cu s t o m r e p o r t d e s ig n o r b y s t a r t in g fr o m s cr a t ch . Th e p r o ce d u r e s in t h is
ch a p t e r t a k e y o u t o t h e p o in t w h e r e y o u a ct u a ll y b e g in t h e r e p o r t d e s ig n
o n t h e Scr e e n P a in t e r .

C h apt er 3 ‘ ‘ Th e Scr e e n P a in t e r ’ ’ d e s cr ib e s t h e s cr e e n o n w h ich y o u d e s ig n y o u r
cu s t o m r e p o r t s . Y o u w ill u s e t h e Scr e e n P a in t e r fo r t h e b u lk o f y o u r
w o r k in t h e C u s t o m Re p o r t s C r e a t io n s u b s y s t e m .

C h apt er 4 ‘ ‘ D e s ig n in g a C u s t o m Re p o r t ’ ’ t e ll s y o u h o w t o a d d , ch a n g e , o r d e le t e
la b e ls a n d t im e s t a m p s , h o w t o a r r a n g e d is p la y it e m s in a r e p o r t d e s ig n ,
a n d h o w t o g iv e r e p o r t d is p la y it e m s s p e cia l v id e o d is p la y a t t r ib u t e s .

C h apt er 5 ‘ ‘ D a t a It e m s a n d t h e D a t a It e m W in d o w ’ ’ d e s cr ib e s t h e D a t a It e m
W in d o w a n d d a t a it e m s t h a t a r e a v a ila b le fo r a cu s t o m r e p o r t . Th e D a t a
It e m W in d o w , w h ich p o p s u p o n t h e S cr e e n P a in t e r , is t h e t o o l y o u u s e
t o d e fin e t h e d a t a fo r y o u r cu s t o m r e p o r t s . Th e ch a p t e r a ls o r e v ie w s t h e
C M S d a t a b a s e s t r u ct u r e , w h ich y o u s h o u ld u n d e r s t a n d t o e ffe ct iv e ly
d e fin e d a t a fo r y o u r r e p o r t s .

C h apt er 6 ‘ ‘ D e fin in g D a t a It e m s ’ ’ t e ll s y o u h o w t o a d d o r ch a n g e d a t a it e m s in a
cu s t o m r e p o r t d e s ig n . Th e ch a p t e r a ls o t e ll s y o u h o w t o u s e t h e
D ict io n a r y fo r d a t a it e m r e s e a r ch .

C h apt er 7 ‘ ‘ F in a l P r o ce d u r e s fo r a C u s t o m Re p o r t D e s ig n ’ ’ t e lls y o u h o w t o s a v e a
cu s t o m r e p o r t d e s ig n s o C M S ca n u s e it t o g e n e r a t e r e p o r t s . Th e ch a p t e r
a ls o t e lls y o u h o w t o ch a n g e o r d e le t e a cu s t o m r e p o r t d e s ig n .

C h apt er 8 ‘ ‘ O r d e r in g C u s t o m Re p o r t s ’ ’ t e lls y o u h o w t o o r d e r cu s t o m r e a l- t im e a n d
h is t o r ica l r e p o r t s in t h e Re p o r t s s u b s y s t e m .
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O r g a n i z a ti on of T h i s D oc ume nt

A p p en d i x A ‘ ‘ D a t a b a s e Re fe r e n ce ’ ’ lis t s a ll d a t a b a s e it e m s t h a t ca n b e u s e d in r e p o r t s .
Th e a p p e n d ix a ls o co n t a in s cr o s s - r e fe r e n ce t a b le s w h ich lis t t h e d a t a b a s e
it e m s fo r e a ch d a t a b a s e a n d file . F in a ll y , t h e a p p e n d ix lis t s t h e fo r m u la
fo r e a ch s t a n d a r d ca lcu la t io n a v a ila b le in C M S.

A p p en d i x B ‘ ‘ St a n d a r d Re p o r t s Re fe r e n ce ’ ’ ill u s t r a t e s a n d d e s cr ib e s e a ch s t a n d a r d
r e p o r t a v a ila b le in C M S fo r co p y in g a n d m o d ify in g y o u r cu s t o m r e p o r t s .
Th is a p p e n d ix a ls o h a s a Re p o r t It e m C r o s s - r e fe r e n ce , w h ich y o u ca n u s e
t o q u ick ly id e n t ify t h o s e s t a n d a r d r e p o r t s t h a t clo s e ly m a t ch y o u cu s t o m
r e p o r t n e e d s .

A p p en d i x C ‘ ‘ C o m p ile r Er r o r M e s s a g e s ’ ’ lis t s t h e co m p le t e t e xt o f t h e e r r o r m e s s a g e s
t h a t m a y a p p e a r w h e n y o u t r y t o co m p ile y o u r r e p o r t d e s ig n .

A p p en d i x D ‘ ‘ Th e U N IX * S y s t e m Vis u a l (v i)† Ed it o r ’ ’ lis t s t h e m a jo r co m m a n d s o f v i.

A p p en d i x E ‘ ‘ Th e IN FO RM IX * * D a t a b a s e M a n a g e m e n t S y s t e m ’ ’ b r ie fly d is cu s s e s t h e
p o s s ib le u s e o f t h e IN FO RM IX Re la t io n a l D a t a b a s e M a n a g e m e n t S y s t e m
fo r cu s t o m r e p o r t cr e a t io n . IN FO RM IX , w h ich is w it h in t h e U N IX
s y s t e m , is in clu d e d a s p a r t o f C M S.

A p p en d i x F ‘ ‘ St e p - B y - St e p S a m p le s ’ ’ d e s cr ib e s e v e r y s t e p r e q u ir e d t o cr e a t e t w o
s a m p le cu s t o m r e p o r t s . Th e s e s a m p le s a r e in t e n d e d t o ill u s t r a t e h o w t h e
v a r io u s p r o ce d u r e s in t h is d o cu m e n t m a y b e co m b in e d t o p r o d u ce a
cu s t o m r e p o r t .

Glo ssa ry Th e G lo s s a r y d e fin e s im p o r t a n t t e r m s u s e d in t h is d o cu m e n t .

* Re g is t e r e d t r a d e m a r k o f A T&T.

† Th e v is u a l e d it o r is b a s e d o n s o ft w a r e d e v e lo p e d a t Th e U n iv e r s it y o f C a lifo r n ia , B er k e le y , C a lifo r n ia ; C o m p u t e r
Scie n ce D iv is io n , D e p a r t m e n t o f Ele ct r ica l En g in e e r in g a n d C o m p u t e r Scie n ce , a n d s u ch s o ft w a r e is o wn e d a n d
lice n s e d b y t h e Re g e n t s o f t h e U n iv e r s it y o f C a lifo r n ia .

* * IN FO RM IX is a r e g is t e r e d t r a d e m a r k o f In fo r m ix So ft w a r e , In c.
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N o t a t i o n C o n v e n t i o n s i n T h i s D o c u m e n t
Th e fo llo w in g lis t s u m m a r iz e s co n v e n t io n s u s e d in t h is d o cu m e n t :

Te ch n ica l t e r m s m a k e t h e ir fir s t a p p e a r a n ce in t h e t e xt in b o ld fa ce , a n d a r e
g e n e r a ll y d e fin e d a t t h a t t im e . A ll b o ld fa ce t e r m s a ls o a p p e a r in t h e G lo s s a ry in t h e
3B CM S A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 4 ) d o cu m e n t .

C M S s cr e e n n a m e s a p p e a r w it h in it ia l ca p it a ls (fo r e xa m p le , S cr e e n P a in t e r , Re p o rt
P a r a m e t e r s , e t c. ). In s o m e ca s e s , s cr e e n n a m e s a r e a b b r e v ia t e d (fo r e xa m p le ,
C o p y .. . C u s t o m Re p o r t s in s t e a d o f C o p y , C r e a t e , M o d ify , o r D e le t e C u s t o m
H is t o r ica l Re p o r t s ).

Te r m in a l k e y s u s e d in d a t a e n t r y a p p e a r in t e xt e n clo s e d in a k e y s h a p e : fo r
e xa m p le , E S C a n d C O P Y . Th is is t r u e fo r b o t h h a r d - la b e le d k e y s a n d s cr e e n -
la b e le d k e y s (SLK s).

Scr e e n s a r e r e p r o d u ce d in e a ch ch a p t e r t o h e lp y o u u n d e r s t a n d d a t a e n t r y . S m a ll
b o xe s in t h e s e s cr e e n s a r e fie ld n u m b e r r e fe r e n ce s a n d d o n o t a ct u a ll y a p p e ar o n
t h e C M S ’ s s cr e e n d is p la y s .

D a t a b a s e it e m n a m e s a n d o t h e r d a t a it e m s a p p e a r e xa ct ly a s t h e y a p p e a r in th e
D ict io n a r y a n d / o r C M S d a t a b a s e — w it h a ll ca p it a l le t t e r s (fo r e xa m p le ,
A VG A N S S P EED , A C D C A LL S, e t c.).

In t e xt , w h e n a fie ld fr o m a s cr e e n is r e fe r r e d t o , t h a t r e fe r e n ce is in a d is t in ct
t y p e fa ce t h a t s im u la t e s t h e s cr e e n - d is p la y e d ch a r a ct e r s : S p l i t N o .

Ex a m p le s o f d a t a in p u t a p p e a r in it a lics (fo r e xa m p le , y (y e s ), A CDC A L L S, e t c. ).

In t h e p r o ce d u r e s s e ct io n s o f t h e d o cu m e n t , in s t r u ct io n s fo r d a t a in p u t a r e o ft e n
fo ll o w e d b y b u ll e t it e m s .

Th e y lo o k lik e t h is .

Su ch it e m s p r o v id e b a ck g r o u n d in fo r m a t io n .

In t h e p r o ce d u r e s , t h e s y s t e m r e s p o n s e t o a n in p u t o r co m m a n d a p p e a r s in
b r a ck e t s . Fo r e xa m p le :

[ Th e C o m p ile s cr e e n a p p e a r s . ]
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A b b r e v i a t i o n s a n d A c r o n y m s U s e d i n T h i s
M a n u a l

Th e fo llo w in g a b b r e v ia t io n s a n d a cr o n y m s a r e u s e d in t h is g u id e .

3B C M S 3 B C a ll M a n a g e m e n t S y s t e m

A C D A u t o m a t ic C a ll D is t r ib u t io n

A C W A ft e r C a ll W o r k

A S A A v e r a g e S p e e d o f A n s w e r

A U X A u xilia r y W o r k

D D / M M / YY D a y / M o n t h / Y e a r (a d a t e fo r m a t )

ID Id e n t ifica t io n , a s in A g e n t ID

S L K Scr e e n - la b e le d k e y
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U s i n g t h e C M S H e l p K e y s f o r O n - L i n e
D o c u m e n t a t i o n

Th e s cr e e n - la b e le d k e y HE LP KEY S a p p e a r s o n e v e r y C M S s cr e e n . Th is S LK d is p la y s t h e
fo ll o w in g t ie r o f H e lp S LK s .

K EY SM ESS A G E M ESS A G E M ESS A G E H EL P H EL P
RE SU M E H A RD N EX T P RE V EX P A N D FIE L D SC RE EN

Th e H e lp S LK s d is p la y a v a r ie t y o f in fo r m a t io n a b o u t t h e s cr e e n y o u a r e cu r r e n t ly o n . Th e
H e lp in fo r m a t io n ca n s u p p le m e n t , o r , in m a n y ca s e s , r e p la ce t h e in fo r m a t io n in t h is d o cu m e n t .
O n ce y o u a r e fa m ilia r w it h t h e u s e o f t h e s e k e y s , y o u m a y b e a b le t o fin d in fo r m a t io n fa s t e r b y
u s in g t h e s e k e y s .

Th e H e lp S LK s a r e d e s cr ib e d a s fo ll o w s :

F IE L D H E L P Th is S L K d is p la y s a s in g le lin e m e s s a g e a b o u t t h e p r o p e r e n t r y fo r
t h e fie ld t h e cu r s o r is in . O n t h e S cr e e n P a in t e r , t h is S L K a p p lie s
o n ly t o t h e D a t a It e m W in d o w a n d Tim e S t a m p W in d o w .

S C RE E N HE L P Th is S L K d is p la y s a fu ll - s cr e e n o f in fo r m a t io n d e s cr ib in g t h e
p u r p o s e o f t h e S cr e e n P a in t e r a n d w h a t o p t io n s a r e a v a ila b le w h e n
d e s ig n in g a r e p o r t .

E X PA N D M E S S A G E Th is S L K d is p la y s a m u lt ip le lin e w in d o w t h a t e xp a n d s t h e
in fo r m a t io n g iv e n in t h e la s t C M S m e s s a g e .

PRE V M E S S A G E Th is S L K r e d is p la y s t h e la s t s in g le - lin e m e s s a g e C M S d is p la y e d .

N E X T M E S S A G E Th is S L K d is p la y s t h e n e xt m e s s a g e , if o n e e xist s , t h a t C M S
g e n e r a t e d a ft e r t h e m e s s a g e y o u a r e cu r r e n t ly lo o k in g a t . U s e t h is
k e y t o r e t u r n t o la t e r m e s s a g e s a ft e r y o u h a v e u s e d t h e
P R E V ME S S AGE SLK .

HA RD K E Y S Th is S L K d is p la y s a co m p le t e lis t o f t h e t e r m in a l k e y s a v a ila b le o n
t h e S cr e e n P a in t e r a n d D a t a It e m W in d o w .

RE S U M E Th is S L K r e d is p la y s t h e fir s t t ie r o f S LK s .
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U si ng t he CM S H e l p K e ys f or O n- Li ne D oc ume n tati on

O t h e r S L K s C o m m o n t o A l l S c r e e n s

Th e fo llo w in g S LK s w o r k a s d e s cr ib e d fo r a ll s cr e e n s e xce p t t h e S cr e e n P a in t e r , t h e Co m p ile
s cr e e n , a n d t h e C o m p ila t io n Er r o r s cr e e n .

E X IT Th is S L K e xit s t h e cu r r e n t s cr e e n a n d r e d is p la y s t h e p r e v io u s
s cr e e n o r m e n u .

PRIN T S C RE E N Th is S L K p r in t s t h e co n t e n t s o f t h e cu r r e n t s cr e e n o n y o u r s y s t e m
p r in t e r .

PRE V PA GE Th is S L K d is p la y s t h e p r e v io u s p a g e o f a m u lt ip a g e d is p la y .
P R E V P A G E a p p e a r s o n ly w h e n m u lt ip le p a g e s e xis t .

N E X T PA GE Th is S L K d is p la y s t h e n e xt p a g e o f a m u lt ip a g e d is p la y . NE X T P A G E

a p p e a r s o n ly w h e n m u lt ip le p a g e s e xis t .
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O t h e r P u b l i c a t i o n s o n 3 B C M S

3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 4 )

3B Ca ll M an a g em en t Sy st em Gra p h i cs A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 5 )

3B Ca ll M an a g em en t Sy st em V ect o rin g A d m in i st ra t i o n (5 8 5 - 2 1 5 - 5 0 2 )

3B Ca ll M an a g em en t Sy st em Plan n i n g , Co n fi gu ra t ion , an d I m p l em en t a t i o n
(5 8 5 - 2 1 5 - 6 0 1 )

3B Ca ll M an a g em en t Sy st em Q u i ck R eferen ce (5 8 5 - 2 1 5 - 7 0 4 )

3B 5 Ca ll M an ag em en t Sy st em I n st all at i o n an d M ain t en an ce (5 8 5 - 2 1 5 - 1 0 3 )

3B 2 Ca ll M an ag em en t Sy st em I n st all at i o n an d M ain t en an ce (5 8 5 - 2 1 5 - 1 0 4 ).
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G e n e r a l I n f o r m a t i o n
Y o u r fir s t d e cis io n in d e s ig n in g a n e w cu s t o m r e p o r t is w h e t h e r t o co p y a n d m o dify a n e xis t in g
r e p o r t d e s ig n o r t o cr e a t e a r e p o r t d e s ig n fr o m s cr a t ch (t h a t is , o n a b la n k S cr ee n P a in t e r
s cr e e n ). If y o u ch o o s e t o m o d ify a n e xis t in g r e p o r t , y o u t h e n d e cid e w h ich r e p o r t d e s ig n w ill
r e q u ir e t h e le a s t m o d ifica t io n t o p r o d u ce t h e r e p o r t d e s ig n y o u u lt im a t e ly w a nt . Th u s , y o u m a y
ch o o s e t o m o d ify o n e o f t h e fo ll o w in g t y p e s o f e xis t in g r e p o r t s :

A S t a n d a r d Re a l- t im e Re p o r t

A S t a n d a r d H is t o r ica l Re p o r t

A C u s t o m Re a l- t im e Re p o r t

A C u s t o m H is t o r ica l Re p o r t .

In t h e v a s t m a jo r it y o f ca s e s , m o d ify in g a n e xist in g r e p o r t d e s ig n (s t a n d a r d o r cu s to m ) w ill b e
t h e q u ick e s t , e a s ie s t m e t h o d fo r d e s ig n in g a n e w cu s t o m r e p o r t . H o w e v e r , if yo u ch o o s e t o
cr e a t e a r e p o r t d e s ig n fr o m s cr a t ch , o r e v e n if y o u a r e o n ly m o d ify in g a n e xist in g r e p o r t , y o u
s h o u ld h a v e a v e r y cle a r id e a o f w h a t t y p e o f r e p o r t it w ill b e — r e a l- t im e o r h is to r ica l — a n d
w h ich d a t a b a s e s a n d file s w ill co n t a in t h e d a t a b a s e it e m s y o u w a n t .

Th is ch a p t e r d e s cr ib e s t h e m e n u s a n d p r o ce d u r e s y o u m u s t u s e t o b e g in a cu s t om r e p o r t d e s ig n .
It a ls o g iv e s y o u a ch e ck lis t o f t a s k s y o u s h o u ld co m p le t e b e fo r e y o u a ct u a ll y b e g in u s in g t h e
C u s t o m Re p o r t s C r e a t io n s u b s y s t e m .
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P r e l i m i n a r y T a s k s f o r C u s t o m R e p o r t
D e s i g n

B e fo r e y o u b e g in u s in g t h e C u s t o m Re p o r t s C r e a t io n s u b s y s t e m , y o u s h o uld co m p le t e t h e
fo ll o w in g t a s k s .

N O T E U n le s s y o u a r e cr e a t in g a v e r y s m a ll r e p o r t o r w o u ld h a v e t o m a k e n u m e r o u s an d
s w e e p in g ch a n g e s t o a s t a n d a r d r e p o r t , t h e jo b o f d e s ig n in g a cu s t o m r e p o r t will b e
m u ch e a s ie r if y o u w o r k fr o m a co p y o f a s t a n d a r d r e p o r t . B u t e v e n if y o u d e cid e t o
cr e a t e a cu s t o m r e p o r t fr o m s cr a t ch , t h e t a s k s t h a t fo ll o w w ill m a k e y o u r r e p o rt d e s ig n
e a s ie r .

D e cid e w h a t k in d o f d a t a y o u w a n t in y o u r r e p o r t . S o m e p o s s ib ilit ie s a r e :

— In d iv id u a l a g e n t d a t a

— S p lit t o t a ls

— C a lls - in - q u e u e d a t a

— In d iv id u a l t r u n k d a t a

— Tr u n k g r o u p t o t a ls .

C h e ck t h e s t a n d a r d r e p o r t s d e s cr ip t io n s (s e e A p p e n d ix B ) t o s e e if a s t a n da r d r e p o r t
a p p r o xim a t e s t h e d a t a y o u w a n t .

If a s t a n d a r d r e p o r t a p p r o xim a t e s t h e d a t a y o u w a n t , o r d e r a n d p r in t a co py o f t h a t
r e p o r t .

Re v ie w t h e s t a n d a r d r e p o r t d e s cr ip t io n s in A p p e n d ix B fo r t h e p r o p e r d a t a ba s e
it e m s , fo r m u la s , ca lcu la t io n s , o r d a t a fu n ct io n s t h a t d e fin e t h e r e p o r t it e m s y ou
w a n t t o k e e p o r ch a n g e . J o t t h is in fo r m a t io n d o w n o n y o u r s t a n d a r d r e p o rt
p r in t o u t if y o u a r e u s in g o n e .

Re v ie w A p p e n d ix A o r B fo r d a t a b a s e it e m s a n d ca lcu la t io n s y o u m ig h t w a n t t o a d d
o r s u b s t it u t e fo r it e m s a lr e a d y in t h e s t a n d a r d r e p o r t . J o t t h is in fo r m a t io n d ow n o n
y o u r r e p o r t p r in t o u t .

If y o u ca n n o t fin d a d a t a b a s e it e m o r a n e xist in g fo r m u la o r ca lcu la t io n t h a t w ill
g iv e y o u t h e d a t a y o u w a n t , d e t e r m in e w h a t d a t a b a s e it e m s a n d fo r m u la s e xis t a n d
fig u r e o u t n e w fo r m u la s o r ca lcu la t io n s . J o t t h e n e w fo r m u la s o r ca lcu la t io n s d o w n
o n y o u r r e p o r t p r in t o u t .
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P r eli mi na r y T a sks f or Cu stom R e por t D e sig n

D e cid e w h ich r e p o r t it e m s y o u w a n t t o d e le t e . M a r k t h e m o n y o u r r e p o r t p r in t o u t .

D e cid e w h a t fo r m a t ch a n g e s y o u m ig h t w a n t t o m a k e a n d m a r k t h e m o n y o u r
p r in t o u t .

D e cid e w h ich d a t a b a s e (s ) a n d file (s ) y o u w ill u s e in t h e r e p o r t :

D at ab as e s

— C u r r e n t a n d / o r P r e v io u s Re a l- t im e d a t a b a s e s

— H a lf- h o u r a n d / o r D a ily H is t o r ica l d a t a b a s e s

F i l e s

— A g e n t

— S p lit

— Tr u n k

— Tr u n k G r o u p

B e s u r e t h e d a t a b a s e it e m s (a n d t h e d a t a b a s e it e m s in y o u r ca lcu la t io n s , fo r m u la s ,
a n d d a t a fu n ct io n s ) a r e co n t a in e d in t h e d a t a b a s e s a n d file s y o u s e le ct .

N O T E Y o u ca n n o t cr e a t e a r e p o r t t h a t u s e s d a t a fr o m b o t h t h e r e a l- t im e a n d
h is t o r ica l d a t a b a s e s .

W h e n y o u h a v e co m p le t e d t h e s e t a s k s , y o u w ill b e r e a d y t o b e g in C u s t o m Re p or t s C r e a t io n
p r o ce d u r e s o n C M S.
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T h e C u s t o m R e p o r t s M e n u s
W h e n y o u b e g in a cu s t o m r e p o r t d e s ig n , y o u s e le ct o p t io n s in a s e r ie s o f m e n us a n d g iv e y o u r
r e p o r t a n a m e .

T h e C u s t o m R e p o r t s C r e a t i o n M e n u
W h e n y o u a cce s s t h e C u s t o m Re p o r t C r e a t io n s u b s y s t e m , t h e fir s t m e n u CM S d is p la y s is t h e
C u s t o m Re p o r t s C r e a t io n m e n u (F ig u r e 2 - 1 ). If y o u w a n t t o co p y a n d m o d ify a s t a n da r d r e p o r t
d e s ig n , y o u ca n s e le ct e it h e r t h e S t a n d a r d R e a l - t i m e o r S t a n d a r d H i s t o r i c a l
R e p o r t s o p t io n s . If y o u w a n t t o co p y a n e xist in g cu s t o m r e p o r t d e s ig n , y o u ca n s e le ct e it h er
t h e C u s t o m R e a l - t i m e o r C u s t o m H i s t o r i c a l R e p o r t s o p t io n s . If y o u w a n t t o
cr e a t e a r e p o r t d e s ig n fr o m s cr a t ch , y o u m u s t a ls o s e le ct o n e o f t h e cu s t o m r e po r t s o p t io n s
s in ce , fo r fu t u r e a cce s s o r m o d ifica t io n , C M S w ill lis t y o u r r e p o r t d e s ig n a s e it h e r r e a l- t im e o r
h is t o r ica l o n t h e m e n u s .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

CA L L M A NA G E M E N T S Y S T E M

__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _

CU S T O M RE P O R T S CR E A T I O N

St a n d a rd R e p o r ts
[ ] R e a l -t i m e R e po r t s
[ ] H i s t or i c a l R ep o r t s

Cu s t o m Re p o r t s
[ ] R e a l -t i m e R e po r t s
[ ] H i s t or i c a l R ep o r t s

KE Y S SC R E E N
HE L P PR I N T EX IT

F i g u r e 2 1 T h e C u s t o m Re p o r ts C r e at i o n M e n u

T h e C o p y S t a n d a r d R e p o r t s M e n u s
If y o u s e le ct e it h e r o f t h e S t a n d a r d Re p o r t s o p t io n s o n t h e C u s t o m Re p o r t s C re a t io n m e n u ,
C M S w ill n e xt d is p la y o n e o f t h e fo ll o w in g m e n u s (Fi g u r e s 2 - 2 a n d 2 - 3 ). Th e s e m e n us a r e
a lm o s t id e n t ica l t o t h e S t a n d a r d Re p o r t s m e n u s y o u u s e w h e n o r d e r in g t h e act u a l r e p o r t s . O n
t h e s e m e n u s , y o u e n t e r t h e n a m e o f y o u r n e w cu s t o m r e p o r t a n d s e le ct o ne s p e cific s t a n d a r d
r e p o r t t h a t y o u w a n t t o m o d ify t o y o u r o w n d e s ig n . Y o u t h e n p r e s s t he C O P Y SLK t o
s im u lt a n e o u s ly co p y t h a t r e p o r t d e s ig n o n t o t h e S cr e e n P a in t e r a n d d is p la y t h e S cr e e n P a in t e r
s cr e e n .

2 4 S t a r t -U p P r o c e d u r e s f o r a C u s t o m R e p o r t D e s i g n
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Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

CA L L M A NA G E M E N T S Y S T E M

CU S T O M RE P O R T S - C O P Y S T AN D A R D RE A L - T I ME R E P O R TS

Ne w R e p or t N a m e : _ _ _ _ _ _ __ _ _ _ _ _

[ ] S p l i t S t a t u s
[ ] G r o u p S t a t u s
[ ] S p l i t S u m m a r y
[ ] S y s t em S t a t u s
[ ] A g e n t/ S p l i t Co m p a r i so n
[ ] C a l l Pr o f i l e
[ ] T r u n k G r o u p S um m a r y
[ ] S p l i t P e r f o r ma n c e
[ ] S p l i t E v e n t C ou n t S u m ma r y

KE Y S SC R E E N
HE L P PR I N T EX IT CO P Y

F i g u r e 2 2 T h e C o p y S ta n d ar d Re al - T i m e Re p o r ts M e n u

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

CA L L M A NA G E M E N T S Y S T E M

CU S T O M RE P O R T S - C O P Y S T AN D A R D HI S T O R I CA L R E P O RT S

Ne w R e p or t N a m e : _ _ _ _ _ _ __ _ _ _ _ __

Sp l i t S pl i t E v e nt S y s t e m S u m m a ry
[ ] D a i l y [ ] D a i l y [ ] D a i l y [ ] S p l it
[ ] W e e k ly [ ] W e e kl y [ ] W e ek l y [ ] Gr o u p
[ ] M o n t hl y [ ] M o nt h l y [ ] Mo n t h l y [ ] T r u n k G r o u p

Ag e n t A ge n t E v e nt T r u n k Gr o u p D ai l y O n l y
[ ] D a i l y [ ] D a i l y [ ] D a i l y [ ] L o g in L o g o u t
[ ] W e e k ly [ ] W e e kl y [ ] W e ek l y [ ] Ca l l P r o fi l e
[ ] M o n t hl y [ ] M o nt h l y [ ] Mo n t h l y [ ] T r u n k

KE Y S SC R E E N
HE L P PR I N T EX IT CO P Y

F i g u r e 2 3 T h e C o p y S ta n d ar d H i s to r i ca l Re p o r ts M e n u
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N O T E If C a ll Ve ct o r in g is a ct iv e , t h e s t a n d a r d r e p o r t s a v a ila b le in t h e C o p y . . . S t a n d a r d
Re p o r t s M e n u s w ill d iffe r fr o m t h o s e lis t e d in F ig u r e s 2 - 2 a n d 2 - 3 .

T h e E d i t o r S e l e c t i o n M e n u

If y o u s e le ct e it h e r o f t h e C u s t o m Re p o r t s o p t io n s o n t h e C u s t o m Re p o r t s C r e at io n m e n u , C M S
n e xt d is p la y s t h e Ed it o r S e le ct io n m e n u (Figu r e 2 - 4 ). To w o r k o n a cu s t o m r e p o r t , y ou s e le ct
t h e S c r e e n P a i n t e r o p t io n o n t h is m e n u . H o w e v e r , s e le ct in g t h is o p t io n d o e s n o t
im m e d ia t e ly d is p la y t h e Scr e e n P a in t e r . In s t e a d , C M S fir s t d is p la y s a m e n u o f cu s to m r e p o r t
d e s ig n s fo r y o u t o co p y , m o d ify , o r d e le t e .

Th e U N I X S y s t e m v i e d i t o r o p t io n h a s b e e n in clu d e d s o t h a t A T&T s e r v ice s p e r s o n n e l
ca n t r o u b le s h o o t C M S cu s t o m r e p o r t s .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

CA L L M A NA G E M E N T S Y S T E M

CU S T O M RE P O R T S - E D I T O R SE L E C T IO N

[ ] S c r e en p a i n t er

[ ] U N I X vi e d i t o r

KE Y S SC R E E N
HE L P PR I N T EX IT

F i g u r e 2 4 T h e E d i t o r S e l e ct i o n M e n u
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T h e C o p y C u s t o m R e p o r t s M e n u

A ft e r y o u s e le ct o n e o f t h e cu s t o m r e p o r t o p t io n s o n t h e C u s t o m Re p o r t s C re a t io n m e n u a n d
s e le ct t h e S cr e e n P a in t e r o n t h e Ed it o r S e le ct io n m e n u , C M S d is p la y s t h e C o p y , C r e a t e , M o d ify ,
O r D e le t e C u s t o m Re p o r t s m e n u (Figu r e 2 - 5 ) fo r e it h e r r e a l- t im e o r h is t o r ica l cu s t o m r ep o r t s .
O n t h is m e n u , y o u e n t e r a u n iq u e n a m e fo r y o u r n e w cu s t o m r e p o r t a n d s e le ct on e s p e cific
cu s t o m r e p o r t t h a t y o u w a n t t o co p y a n d m o d ify . Y o u t h e n p r e s s t h e C O P Y SLK t o
s im u lt a n e o u s ly co p y t h a t r e p o r t d e s ig n o n t o t h e S cr e e n P a in t e r a n d d is p la y t h e S cr e e n P a in t e r .

If y o u w a n t t o d e s ig n a cu s t o m r e p o r t fr o m s cr a t ch , e n t e r t h e n a m e o f y o u r n ew cu s t o m r e p o r t
a n d p r e s s C R E ATE/ MO DI FY t o a cce s s a b la n k S cr e e n P a in t e r . Y o u d o n o t s e le ct a n e xis t in g r e p o r t
fr o m t h e m e n u if y o u w a n t t o d e s ig n a r e p o r t fr o m s cr a t ch .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

CA L L M A NA G E M E N T S Y S T E M

CU S T O M RE P O R T S - C O P Y , CR E A T E , MO D I F Y O R D E L E T E CU S T O M [R e a l - t im e o r H i st o r i c al ] R E P O RT S

Re p o r t Na m e : _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ _

Cu s t o m Re p o r t N am e O w n er D e s c r ip t i o n
[ ] a g e n tc a l l s s al l y
[ ] e x c e pt s p l i t s a c d 1
[ ] s y s t em c h e c k ac d 1 S p l it / t r u nk g r o u p co m p a r e
[ ] t r u n ka s s i g n sa l l y T r un k a s s ig n m e n t s
[ ] A C D A VE R A G E S ge o r g e
[ ] A G E N TP E R F O R M p a t
[ ] A G E N TT I M E S H EE T c h u ck L o g i n /l o g o u t fo r s a l e s a g e n t s
[ ] S A L E SG R O U P 1 ge o r g e G ro u p 1 s um m a r y
[ ] S P L I TS U M 2 p a t S p l i t s um m a r y fo r s a l e s
[ ] T R U N KS U M M A R Y a c d 1 S u mm a r y o f s p l i t t ru n k s

[P a g e 1 of n ]

KE Y S SC R E E N PA G E PA G E MO D I FY
HE L P PR I N T EX IT NE X T PR E V CR E A T E / DE L E T E CO P Y

F i g u r e 2 5 T h e C o p y , Cre at e , M o d i f y , O r D e l e t e C u s t o m Re p o r ts M e n u
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S L K s O n t h e C o p y C u s t o m R e p o r t s M e n u s
Th e t h r e e S LK s o n t h e le ft s id e o f t h e C o p y . . . C u s t o m Re p o r t s m e n u s w o r k a s d e s cr ib e d in t h e
fo ll o w in g lis t . Th e o t h e r S L K s w o r k a s d e s cr ib e d in C h a p t e r 1 .

CO PY Th is S L K co p ie s t h e r e p o r t d e s ig n t h a t y o u s e le ct a n d g iv e s it t h e n a m e
t h a t y o u e n t e r e d in t h e R e p o r t N a m e fie ld . It a ls o a cce s s e s t h e S cr e e n
P a in t e r , w h ich w ill co n t a in a co p y o f t h e s e le ct e d r e p o r t d e s ig n .

D E L E T E Th is S L K d e le t e s t h e r e p o r t d e s ig n t h a t y o u s e le ct o n t h e m e n u . Y o u m u s t
b e t h e cr e a t o r o f t h e r e p o r t t o b e a b le t o d e le t e it .

CR E A T E / M O D IF Y Th is S L K d is p la y s a b la n k S cr e e n P a in t e r if y o u e n t e r a n e w r e p o r t n a m e
in t h e R e p o r t N a m e fie ld a n d d o n o t s e le ct a r e p o r t d e s ig n fr o m t h e
m e n u . If y o u d o s e le ct a n e xist in g r e p o r t d e s ig n , C R E ATE/ MO DI FY d is p la y s
t h e S cr e e n P a in t e r w it h t h e o r ig in a l r e p o r t d e s ig n d is p la y e d o n t h e Scr e e n
P a in t e r .

G l o b a l V e r s u s P r i v a t e R e p o r t s

Th e r e p o r t d e s ig n s lis t e d o n t h e C o p y . . . C u s t o m Re p o r t s m e n u (Figu r e 2 - 5 ) ca n b e e it h e r g lo b a l
o r p r iv a t e . Pr i v at e r e p o r t s a r e r e p o r t s t h a t a p p e a r o n y o u r m e n u o n ly if y o u cr e a t e d t h e m.
O t h e r C M S u s e r s w ill n e v e r s e e y o u r p r iv a t e r e p o r t s o n t h e ir m e n u , a n d y o u w ill n e v e r s e e
t h e ir s . Gl o b al r e p o r t s a r e r e p o r t s t h a t a p p e a r o n a ll C M S u s e r s ’ m e n u s . A n y C M S u se r ca n
co p y a g lo b a l r e p o r t , r e g a r d le s s o f w h o cr e a t e d it . H o w e v e r , o n ly t h e u s e r w h o cr e a t e d a
p a r t icu la r g lo b a l r e p o r t ca n ch a n g e o r d e le t e it . Th e r e fo r e , t o ch a n g e a g lo b a l r ep o r t cr e a t e d b y
s o m e o n e e ls e , a u s e r m u s t fir s t co p y t h e r e p o r t u n d e r a n e w n a m e a n d t h en ch a n g e it . Th e
O w n e r co lu m n o f t h e C o p y . . . C u s t o m Re p o r t s m e n u lis t s t h e u s e r ID o f t h e p e r s o n w h o cr e a t e d
e a ch r e p o r t .

Y o u m a k e y o u r r e p o r t e it h e r g lo b a l o r p r iv a t e a ft e r y o u h a v e fin is h e d d es ig n in g it a n d a r e r e a d y
t o co m p ile it o n t h e C o m p ile s cr e e n (s e e C h a p t e r 7 ).

N O T E C o m p ilin g a r e p o r t m e a n s t h a t C M S s t o r e s y o u r r e p o r t d e s ig n in p r o g r a m m in g co d e s o
t h a t t h e co m p u t e r ca n a ct u a ll y g e n e r a t e t h e r e p o r t w it h ca ll ce n t e r d a ta .

2 8 S t a r t -U p P r o c e d u r e s f o r a C u s t o m R e p o r t D e s i g n
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N O T E If a C M S u s e r ’ s ID is r e m o v e d , t h a t u s e r ’ s p r iv a t e cu s t o m r e p o r t s w ill a ls o be r e m o v e d .
Th e u s e r ’ s g lo b a l r e p o r t s w ill b e p la ce d u n d e r t h e o w n e r s h ip o f t h e a s s o cia t e d lo g in ID
(e . g . a cd1) fo r t h e a d m in is t r a t o r t o m a in t a in .

3 B C M S C u s t o m R e p o r t s 2 9



C o p y i n g a S t a n d a r d R e p o r t D e s i g n
F o ll o w t h is p r o ce d u r e t o co p y a s t a n d a r d r e p o r t d e s ig n t o t h e S cr e e n P a in t e r . Th e r e p o r t
d e s ig n s y o u co p y s h o u ld r e q u ir e t h e fe w e s t ch a n g e s p o s s ib le t o p r o d u ce t h e r e p o rt d e s ig n y o u
u lt im a t e ly w a n t . C o p y in g a s t a n d a r d r e p o r t t o t h e S cr e e n P a in t e r r e q u ir es t h a t y o u a ls o g iv e
t h e co p y a n e w r e p o r t n a m e .

1 Se le ct t h e C U S T O M R E P O R T S C R E A T I O N o p t io n fr o m t h e C M S m a in m e n u .

[Th e C u s t o m Re p o r t s C r e a t io n s cr e e n a p p e a r s .]

2 Se le ct R e a l - t i m e o r H i s t o r i c a l u n d e r t h e S t a n d a r d R e p o r t s
h e a d in g .

3 P r e s s R E TUR N .

[ Th e C o p y S t a n d a r d Re a l- t im e Re p o r t s o r C o p y S t a n d a r d H is t o r ica l Re p o r t s m e nu
a p p e a r s . ]

4 In t h e N e w R e p o r t N a m e fie ld , e n t e r a u n iq u e n a m e fo r t h e r e p o r t y o u w ill
d e s ig n . U s e u p t o 1 2 a lp h a n u m e r ic ch a r a ct e r s (in clu d in g u n d e r s co r e s a n d
h y p h e n s ). D o n o t u s e p e r io d s a n d b la n k s .

5 M o v e t h e cu r s o r t o t h e s p e cific s t a n d a r d r e p o r t d e s ig n y o u w a n t t o co p y .

6 P r e s s C O P Y .

[ Th e Scr e e n P a in t e r a p p e a r s w it h a n e xa ct co p y o f t h e s t a n d a r d r e p o r t d e s ig n . ]

Y o u m a y b e g in ch a n g in g t h e s t a n d a r d r e p o r t d e s ig n (s e e C h a p t e r s 4 a n d 6 ).
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C o p y i n g a n E x i s t i n g C u s t o m R e p o r t D e s i g n
F o ll o w t h is p r o ce d u r e t o co p y a n e xis t in g cu s t o m r e p o r t d e s ig n o n t o t h e Scr e e n Pa in t e r . Th e
r e p o r t d e s ig n y o u co p y s h o u ld r e q u ir e t h e fe w e s t ch a n g e s p o s s ib le t o p r o d uce t h e r e p o r t y o u
u lt im a t e ly w a n t . Y o u m a y co p y a n y r e p o r t lis t e d o n t h e C o p y . . . C u s t o m Re p o r t s me n u , w h e t h e r
o r n o t y o u a r e t h e o w n e r . H o w e v e r , co p y in g a cu s t o m r e p o r t r e q u ir e s t h at y o u e n t e r a u n iq u e
n a m e fo r y o u r co p y o f t h e r e p o r t d e s ig n .

N O T E If y o u a r e t h e o w n e r o f a n e xist in g r e p o r t d e s ig n , y o u m a y w a n t t o m o d ify t h e d e sig n
in s t e a d o f co p y in g it , e s p e cia ll y if y o u p la n t o r e p la ce t h e e xist in g r e p o r t d e s ig n w it h
t h e n e w o n e . B y m o d ify in g t h e e xist in g r e p o r t d e s ig n in s t e a d o f co p y in g it , y o u ca n
ch a n g e t h e d e s ig n , y e t k e e p t h e o r ig in a l r e p o r t n a m e . Se e ‘ ‘ M o d ify in g a n Exist in g
C u s t o m Re p o r t ’ ’ in C h a p t e r 7 .

1 Se le ct t h e C U S T O M R E P O R T S S E L E C T I O N o p t io n in t h e C M S m a in m e n u .

[ Th e C u s t o m Re p o r t s C r e a t io n s cr e e n a p p e a r s . ]

2 Se le ct R e a l - t i m e o r H i s t o r i c a l u n d e r t h e C u s t o m R e p o r t s h e a d in g .

3 P r e s s R E TUR N .

[ Th e Ed it o r Se le ct io n s cr e e n a p p e a r s w it h t h e cu r s o r a lr e a d y p o s it io n e d t o s e le ct t h e
Scr e e n P a in t e r . ]

4 P r e s s R E TUR N a g a in .

[ Th e C o p y . . .C u s t o m Re a l- t im e Re p o r t s o r C o p y . . . C u s t o m H is t o r ica l Re p o r t s m e n u
a p p e a r s . ]

5 Ty p e a u n iq u e n a m e fo r t h e n e w r e p o r t in t h e R e p o r t N a m e fie ld . U s e u p t o 1 2
a lp h a n u m e r ic ch a r a ct e r s (in clu d in g u n d e r s co r e s a n d h y p h e n s ). D o n o t u s e p e r io d s
a n d b la n k s .

6 M o v e t h e cu r s o r t o t h e s p e cific cu s t o m r e p o r t d e s ig n y o u w a n t t o co p y .

7 P r e s s C O P Y .

[ Th e Scr e e n P a in t e r w ill a p p e a r w it h a n e xa ct co p y o f t h e cu s t o m r e p o r t d e s ig n . ]

Y o u m a y b e g in ch a n g in g t h e cu s t o m r e p o r t d e s ig n (s e e C h a p t e r s 4 a n d 6 ).
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C r e a t i n g a R e p o r t D e s i g n F r o m S c r a t c h
F o ll o w t h is p r o ce d u r e t o d e s ig n a cu s t o m r e p o r t w it h a b la n k S cr e e n P a in t e r. In m o s t ca s e s ,
co p y in g a n e xist in g r e p o r t d e s ig n w ill b e m u ch fa s t e r t h a n d e s ig n in g a r e p o r t fr o m scr a t ch .
H o w e v e r , t o cr e a t e a r e p o r t co n t a in in g o n ly a fe w d a t a it e m s o r o n ly d a t a it e ms t h a t e xist in g
r e p o r t s d o n o t h a v e , d e s ig n in g a r e p o r t fr o m s cr a t ch m a y b e t h e q u ick e s t m e t ho d .

1 Se le ct t h e C U S T O M R E P O R T S C R E A T I O N o p t io n fr o m t h e C M S m a in m e n u .

[ Th e C u s t o m Re p o r t s C r e a t io n s cr e e n a p p e a r s . ]

2 Se le ct e it h e r R e a l - t i m e o r H i s t o r i c a l u n d e r t h e C u s t o m R e p o r t s
h e a d in g .

[ Th e Ed it o r Se le ct io n s cr e e n a p p e a r s w it h t h e cu r s o r p o s it io n e d t o s e le ct t h e S cr e en
P a in t e r . ]

3 P r e s s R E TUR N .

[ Th e C o p y . . .C u s t o m Re a l- t im e Re p o r t s o r C o p y . . . C u s t o m H is t o r ica l Re p o r t s m e n u
a p p e a r s . ]

4 En t e r a u n iq u e n a m e in t h e R e p o r t N a m e fie ld . U s e u p t o 1 2 a lp h a n u m e r ics
(in clu d in g h y p h e n s a n d u n d e r s co r e s ). D o n o t u s e p e r io d s a n d b la n k s .

5 P r e s s C R E ATE/ MO DI FY .

[ A b la n k S cr e e n P a in t e r a p p e a r s .]

Y o u m a y b e g in e n t e r in g la b e ls , d a t a it e m s , a n d t im e s t a m p s t o cr e a t e y o u r r e po r t
(s e e C h a p t e r s 4 a n d 6 ).
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G e n e r a l I n f o r m a t i o n
A ft e r y o u h a v e g iv e n y o u r r e p o r t a n a m e a n d s e le ct e d t h e a p p r o p r ia t e o pt io n s o n t h e C u s t o m
Re p o r t m e n u s , t h e Scr e e n P a in t e r a p p e a r s . Th e S cr e e n P a in t e r is t h e t o o l y o u u s e t o d e s ig n
y o u r r e p o r t . O n t h e Scr e e n P a in t e r , y o u d o t h e fo ll o w in g t a s k s :

A d d d is p la y it e m s (la b e ls , t im e s t a m p s , a n d d a t a it e m s )

M o v e , co p y , ch a n g e , o r d e le t e d is p la y it e m s

A d d v id e o a t t r ib u t e s t o d is p la y it e m s . (Re a l- t im e r e p o r t s o n ly . )

A s y o u d o t h e s e t a s k s , t h e Scr e e n P a in t e r d is p la y s t h e la b e ls , t im e s t a m p s , a n d d a t a it e m s
a lm o s t a s t h e y w o u ld a p p e a r in a n a ct u a l r e p o r t .

Th e S cr e e n P a in t e r o ffe r s s o m e e d it in g ca p a b ilit ie s t h a t m a k e y o u r r e p o r t d e s ig n e a s y t o d o :

A b lo ck e d it in g ca p a b ilit y fo r co p y in g , m o v in g , o r d e le t in g w h o le s e ct io n s o f t h e
r e p o r t d e s ig n o r in d iv id u a l d is p la y it e m s

A v id e o a t t r ib u t e ca p a b ilit y fo r h ig h lig h t in g , d im m in g , u n d e r lin in g , o r s h o w in g in
r e v e r s e v id e o t h e r e a l- t im e r e p o r t d is p la y it e m s

Tw o w in d o w s (t h e D a t a It e m W in d o w a n d t h e Tim e St a m p W in d o w ) t h a t p o p - u p
o n t h e Scr e e n P a in t e r . Y o u u s e t h e s e w in d o w s t o d e fin e d a t a it e m s a n d t im e
s t a m p s .

In a d d it io n , t h e S cr e e n P a in t e r o ffe r s a d d it io n a l s p a ce if y o u r r e p o r t d e s ig n is so b ig t h a t it
r e q u ir e s m o r e t h a n o n e s cr e e n . Fo r r e a l- t im e r e p o r t s , t h e S cr e e n P a in t e r h a s fo u r q u ad s, w it h
e a ch q u a d e q u a l t o o n e s cr e e n o n y o u r t e r m in a l. Fo r h is t o r ica l r e p o r t s , t he S cr e e n P a in t e r h a s
t h r e e s e ct i o n s, w it h e a ch s e ct io n e q u a l t o o n e s cr e e n o n y o u r t e r m in a l.

Th is ch a p t e r d e s cr ib e s t h e S cr e e n P a in t e r a n d it s ca p a b ilit ie s . Th e D a t a It e m W in do w is
d e s cr ib e d in d e t a il in C h a p t e r 5 , ‘ ‘ D a t a It e m s a n d t h e D a t a It e m W in d o w . ’ ’
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T h e S c r e e n P a i n t e r S c r e e n
If y o u a r e cr e a t in g a r e p o r t fr o m s cr a t ch , t h e S cr e e n P a in t e r w ill a p p e a r a s a b la n k s cr e e n . If
y o u a r e cr e a t in g a r e p o r t b y co p y in g a n e xist in g r e p o r t d e s ig n , t h e Scr e e n P a in t e r w ill a p p e a r
w it h a co p y o f t h a t r e p o r t d e s ig n . F ig u r e 3 - 1 s h o w s h o w t h e Scr e e n P a in t e r w o uld lo o k if, fo r
e xa m p le , t h e s t a n d a r d S p lit S t a t u s Re p o r t d e s ig n w e r e co p ie d o n t o it .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

SP L I T S TA T U S
SP L I T : xx x x x x x xx x T R U NK G R O U P ST A T U S

TR U N K G RO U P N O . BU S Y T O T AL N O .
NU M B E R OF C A L L S WA I T I N G x x x
OL D E S T CA L L W A I TI N G x x x xx x x x x xx x
AV E R A G E S P E E D O F A N S W E R x x x

NU M B E R OF A B A N D ON E D C A LL S x x x
AV E R A G E T I M E T O AB A N D O N x x x

NU M B E R OF A C D C A LL S x x x
AV E R A G E A C D T A L K T I M E x xx
AV E R A G E A F T E R C AL L W O R K T I M E x x x

NU M B E R OF O U T G O IN G C A L LS x x x
AV E R A G E O U T G O I NG T A L K TI M E x x x

NU M B E R OF A G E N T S S T A F F ED x x x N U MB E R O F A GE N T S A V AI L A B L E x x x
NU M B E R OF A C D C A LL S x x x NU M B E R I N A F T E R C AL L W O R K xx x
NU M B E R IN A U X W O RK x x x N UM B E R O N OU T G O I N G C A L L S x xx

KE Y S KE Y S IT E M
HE L P MO R E EX I T ER A S E MO V E DA T A LA B EL

F i g u r e 3 1 T h e S cr e e n Pai n t e r ( Wi th a S p l i t S t at u s Re p o r t)

N o t ice t h a t t h e S cr e e n P a in t e r co p y co n t a in s x’ s , n o t r e a l d a t a . Th e x’ s a r e u s e d o n t h e S cr e e n
P a in t e r t o id e n t ify t h e p o s it io n s a n d fie ld le n g t h s o f t h e v a r io u s k in d s o f d a t a t ha t w ill a p p e a r
in t h e r e p o r t .

N O T E F o r e a ch cu s t o m r e p o r t , y o u ca n co p y o n ly o n e e xis t in g r e p o r t ’ s d e s ig n o n t o t he
Scr e e n P a in t e r .
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T he S c r ee n P a i nter S c r e e n

S c r e e n P a i n t e r Q u a d s f o r C u s t o m R e a l -T i m e
R e p o r t s

F o r r e a l- t im e r e p o r t s , y o u r t e r m in a l s cr e e n w ill co n t a in u p t o 2 0 lin e s a n d 8 0 co lu m n s . A
s t a n d a r d r e a l- t im e r e p o r t d e s ig n w ill a lw a y s u s e ju s t o n e s cr e e n . H o w e v e r , y ou ca n d e s ig n a
cu s t o m r e a l- t im e r e p o r t t h a t is m u ch la r g e r t h a n t h is b e ca u s e t h e S cr e e n P a in t e r h a s u p t o fo u r
s cr e e n s y o u ca n u s e a t o n e t im e fo r y o u r r e p o r t d e s ig n . Th e s e fo u r s cr e e n s a r e ca lle d q u ad s
b e ca u s e t o g e t h e r t h e y fo r m a r e p o r t d e s ig n t h a t is t w o s cr e e n s w id e a n d t w o scr e e n s d e e p , w it h
e a ch s cr e e n co n t a in in g u p t o 2 0 lin e s a n d 8 0 co lu m n s . Y o u r t e r m in a l ca n o n ly s h o w on e q u a d
a t a t im e , b u t y o u ca n u s e t h e S cr e e n P a in t e r m o v e m e n t k e y s t o m o v e fr o m q u a d t o q u a d in a
m u lt iq u a d d e s ig n .

C A U T I O N M u lt ip le q u a d r e p o r t s ca n a ffe ct t h e r e fr e s h r a t e o f r e a l- t im e r e p o r t s , a s w e ll a s
t h e o v e r a ll p e r fo r m a n ce o f C M S . Ea ch q u a d in a m u lt i- q u a d r e p o r t co u n t s a s
o n e u s e r t e r m in a l fo r C M S. Th u s , if y o u a r e cu r r e n t ly v ie w in g a 4 - q u a d r e a l-
t im e r e p o r t , C M S w ill co u n t 4 t e r m in a ls a g a in s t t h e m a xim u m n u m b e r o f
t e r m in a ls t h a t ca n s im u lt a n e o u s ly b e lo g g e d in t o y o u r co m p u t e r . W it h t w o
t e r m in a ls , e a ch d is p la y in g a 4 - q u a d r e p o r t , C M S w ill co u n t 8 t e r m in a ls lo g g e d
in a g a in s t t h e a ll o w a b le m a xim u m . S in ce t h e r e p o r t r e fr e s h r a t e ca n b e s lo w e d
b y t h e a d d it io n o f lo g g e d - in t e r m in a ls , v ie w in g m u lt i- q u a d r e p o r t s m a y s lo w
t h e r e fr e s h r a t e fo r a ll r e a l- t im e r e p o r t s cu r r e n t ly d is p la y e d .

C A U T I O N Th o u g h y o u r r e p o r t m a y h a v e m o r e t h a n o n e q u a d , t h e lim it t o t h e n u m b e r of
r e p o r t e n t r ie s r e m a in s t h e s a m e a s if t h e r e p o r t h a d o n ly o n e q u a d . (Se e
‘ ‘ A d d it io n a l Lim it s O n D a t a It e m W in d o w En t r ie s ’ ’ in C h a p t e r 5 .) In a d d it io n ,
a m u lt ip le q u a d r e p o r t m a y n o t r e fr e s h p r o p e r ly if t h e r e p o r t h a s m a n y re p o r t
e n t r ie s , e v e n t h o u g h t h e m a xim u m e n t r ie s p e r r e p o r t h a s n o t b e e n r e a ch e d .
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T he S c r ee n P a i nter S c r e e n

F ig u r e 3 - 2 s h o w s t h e q u a d a r r a n g e m e n t a n d t h e m o v e m e n t b e t w e e n q u a ds u s in g m o v e m e n t
k e y s .

S C R EEN

1 2

3 4

1 2

3 4

1 2

3 4

1 2

3 4

Q U A D S

S H I F T L

S H I F T D

S H I F T R

S H I F T U

F i g u r e 3 2 Re al - T i m e Re p o r t Q u ad s

Th e n u m b e r o f t h e q u a d y o u a r e in is a lw a y s s h o w n a t t h e b o t t o m r ig h t o f t he s cr e e n , e xce p t
o n 6 5 0 0 s e r ie s t e r m in a ls . O n s o m e t e r m in a ls , t h e r o w a n d co lu m n p o s it io n s o f th e cu r s o r a r e
a ls o d is p la y e d .

A co p y o f a s t a n d a r d r e a l- t im e r e p o r t d e s ig n a lw a y s a p p e a r s in it ia lly in Q ua d 1 . H o w e v e r , y o u
ca n m o v e t h e w h o le co p y o f a s t a n d a r d r e p o r t d e s ig n t o a n o t h e r q u a d u s in g t h e S cr e e n
P a in t e r ’ s b lo ck e d it in g fe a t u r e .
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T he S c r ee n P a i nter S c r e e n

S c r e e n P a i n t e r S e c t i o n s f o r C u s t o m H i s t o r i c a l
R e p o r t s

F o r h is t o r ica l r e p o r t s , y o u r t e r m in a l s cr e e n w ill co n t a in u p t o 2 1 lin e s a n d 1 32 co lu m n s . A
s t a n d a r d h is t o r ica l r e p o r t d e s ig n w ill a lw a y s u s e ju s t o n e s cr e e n . H o w e v e r , y ou ca n d e s ig n a
cu s t o m h is t o r ica l r e p o r t t h a t is m u ch la r g e r t h a n t h is b e ca u s e t h e S cr e e n P a in t e r ha s u p t o t h r e e
s cr e e n s y o u ca n u s e a t o n e t im e fo r y o u r r e p o r t d e s ig n . Th e s e t h r e e s cr e e n s a r e ca ll e d s e ct i o n s
b e ca u s e t o g e t h e r t h e y fo r m a r e p o r t d e s ig n t h a t is t h r e e s cr e e n s lo n g . Y o u r t e r m in a l ca n o n ly
s h o w o n e s e ct io n a t a t im e , b u t y o u ca n u s e t h e Scr e e n P a in t e r m o v e m e n t k e y s t o m o v e fr o m
s e ct io n t o s e ct io n .

N O T E C M S a u t o m a t ica ll y co n v e r t s y o u r t e r m in a l t o 1 3 2 - co lu m n d is p la y w h e n y o u a cce s s t h e
Scr e e n P a in t e r t o d e s ig n a n h is t o r ica l r e p o r t .

N O T E U s in g m o r e t h a n o n e s e ct io n is o p t io n a l, b u t if y o u h a v e a lo t o f d is p la y it e m s o r y o u
w a n t a r e p o r t w it h s e p a r a t e g r o u p in g s o f r e la t e d d is p la y it e m s , y o u m a y n e e d m o r e
t h a n o n e s e ct io n .
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T he S c r ee n P a i nter S c r e e n

F ig u r e 3 - 3 ill u s t r a t e s s e ct io n s a n d t h e m o v e m e n t b e t w e e n s e ct io n s u s in g t h e m ov e m e n t k e y s .

S EC TI O N S

S C R EEN

S H I F T D

S H I F T D

S H I F T U

S H I F T U

F i g u r e 3 3 Hi s t o r i ca l Re p o r t S e ct i o n s

Th e s e ct io n n u m b e r y o u a r e in is a lw a y s s h o w n a t t h e b o t t o m r ig h t o f t h e s cr e e n , exce p t o n
6 5 0 0 s e r ie s t e r m in a ls . O n s o m e t e r m in a ls , t h e r o w a n d co lu m n p o s it io n s o f t h e cu r s or a r e a ls o
d is p la y e d .

A co p y o f a s t a n d a r d h is t o r ica l r e p o r t d e s ig n a lw a y s a p p e a r s in it ia lly in S e ct io n 1 . H o w e v e r ,
y o u ca n m o v e t h e w h o le co p y o f a s t a n d a r d r e p o r t d e s ig n t o a n o t h e r s e ct io n us in g t h e S cr e e n
P a in t e r ’ s b lo ck e d it in g fe a t u r e .
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D i s p l a y I t e m s i n a C u s t o m R e p o r t D e s i g n
Th e d is p la y it e m s y o u m u s t d e fin e a n d a r r a n g e in a cu s t o m r e p o r t a r e a s fo llo w s:

T i m e S t am p s Tim e s t a m p s a r e u s e d o n h is t o r ica l r e p o r t s o n ly . Tim e s t a m p s a r e d e fin it io n s
fo r o n e o f t h r e e t y p e s o f t im e d a t a : t h e d a t e o f t h e d a t a in t h e r e p o r t, t h e t im e
a r e p o r t w a s g e n e r a t e d , o r t h e d a t e a r e p o r t w a s g e n e r a t e d . Tim e s ta m p s
u s u a ll y a p p e a r a t t h e t o p o f t h e fir s t p a g e o f a s t a n d a r d r e p o r t .

Th e s a m p le G r o u p Su m m a r y Re p o r t (F ig u r e 3 - 4 ) co n t a in s t h e fo llo w in g t im e
s t a m p s :

Th e d a t e t h e r e p o r t w a s g e n e r a t e d (4 / 0 1 / 8 8)

Th e d a t e o f t h e d a t a a p p e a r in g in t h e r e p o r t (3 / 2 1 / 8 8).

D at a Ite m s D a t a it e m s a r e d e fin it io n s fo r a ct u a l A C D s t a t is t ics , d a t e s , t im e s , o r id e nt ifie r s
fo r s p e cific s p lit s , a g e n t s , t r u n k g r o u p s , t r u n k s , o r g r o u p s .

F ig u r e 3 - 4 co n t a in s t h e fo llo w in g d a t a it e m s :

A ll n u m e r ica l v a lu e s

Th e a g e n t s ’ id e n t ifie r s (E r n e s t i n e A n g e l , 1 0 2 3 , e t c. )

Th e g r o u p id e n t ifie r (t r a n s f e r s).

L ab e l s L a b e ls co n t a in t h e fixe d t e xt t h a t a p p e a r s o n a r e p o r t . A la b e l ca n b e t h e t it le
o f a r e p o r t , t h e n a m e o r d e s cr ip t io n fo r a d a t a it e m o r t im e s t a m p , o r s p e cia l
in s t r u ct io n s fo r r e a d in g a r e p o r t . N o r m a ll y , y o u w ill w a n t t o p la ce a la b e l
b e s id e e a ch d a t a it e m a n d t im e s t a m p in a r e p o r t s o y o u ca n r e a d ily id e n t ify
t h e d a t a in t h o s e fie ld s .

F ig u r e 3 - 4 co n t a in s t h e fo llo w in g la b e ls :

Th e co lu m n h e a d e r s (A G E N T , N U M B E R O F A C D C A L L S ,
A V E R A G E A C D T A L K T I M E , e t c. )

Th e r e p o r t t it le (G R O U P S U M M A R Y);

O t h e r fie ld id e n t ifie r s (G R O U P : , D A Y : , a n d S U M M A R Y).
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D i sp l a y Items i n a C u stom R e por t D e si g n

G R O U P S U M M A R Y ( M E N U : G R P S U M )
4 / 0 1 / 8 8 D A Y : 3 / 2 1 / 8 8
G R O U P : t r a n s f e r s

N U M B E R A V E R A G E A V E R A G E W E I G H T E D N O . O F A V G E X T N O . O F A V G E X T % %
O F A C D A C D T A L K A F T E R C A L L E X T O U T O U T T A L K E X T I N I N T A L K A U X A C D

A G E N T C A L L S T I M E C A L L W O R K V A L U E C A L L S T I M E C A L L S T I M E W O R K T I M E
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

E r n e s t i n e A n g e l 7 8 2 0 1 . 5 2 2 1 . 3 3 2 2 1 . 0 4 0 0 0 0 . 0 0 2 3 . 7 8 9 0 . 6 5
D e r i c k S a m s o n 9 8 1 3 4 . 5 5 3 4 . 9 9 1 6 8 . 7 5 0 0 1 4 6 7 . 9 8 2 1 . 9 9 5 6 . 7 7
1 0 2 3 1 2 2 9 9 . 9 9 2 3 . 6 6 1 2 2 . 2 3 8 1 2 9 0 0 . 0 0 9 . 0 0 7 8 . 6 2
J i l l G i l i a n 9 0 1 4 0 . 5 1 6 5 . 7 8 2 0 5 . 8 8 1 8 1 1 9 . 4 0 4 1 . 2 2 4 3 . 1 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 3 8 8 1 4 4 . 1 4 3 6 . 4 4 1 7 9 . 4 8 9 2 3 . 5 1 5 2 1 . 8 5 2 4 . 0 0 6 7 . 2 6

F i g u r e 3 4 S am p l e G r o u p S u m m ar y Re p o r t

Th e n e xt fig u r e (Figu r e 3 - 5 ) ill u s t r a t e s w h a t a co p y o f t h e G r o u p S u m m a r y Re p o r t d es ig n w o u ld
lo o k lik e o n t h e S cr e e n P a in t e r .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

GR O U P S UM M A R Y ( ME N U : G R PS U M )
XX / X X / XX D A Y : X X/ X X / X X
GR O U P : XX X X X X X XX X X X X XX X X X X X

NU M B E R AV E R A G E AV E R A G E WE I G H T ED N O . O F AV G E X T N O. O F A V G E X T % %
OF A C D A CD T A L K A FT E R C A L L E X T O U T O U T T A L K E X T I N I N T A L K A UX A C D

AG E N T C AL L S T I M E C A L L W O RK V A L U E C A L L S T IM E C A L L S T I M E W OR K T I M E
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -

XX X X X X XX X X X X X XX X X X X XX X X . X X XX X X . X X XX X X . X X XX X X X X XX . X X X X XX X X X X . XX X X X . XX X X X . X X
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -
SU M M A R Y X X X X X X XX X X . X X XX X X . X X X X X X . X X X X X X X X XX X X . X X X X X X X X XX X X . X X XX X . X X XX X . X X

KE Y S KE Y S ST A MP IT E M
HE L P MO R E EX I T ER A S E MO V E TI M E DA T A LA B E L

F i g u r e 3 5 T h e S cr e e n Pai n t e r ( Wi th a G r o u p S u m m ar y Re p o r t D e s i g n )

N o t ice t h a t , e v e n t h o u g h t h e a ct u a l r e p o r t (Figu r e 3 - 4 ) d is p la y s co lu m n s o f d a ta u n d e r e a ch
h e a d in g , o n ly o n e lin e o f x’ s is u s e d in t h e r e p o r t d e s ig n (Figu r e 3 - 5 ) t o d e fin e e a ch d a t a it e m
fie ld . O n ly o n e lin e o f x’ s is u s e d b e ca u s e , if t h e d e fin it io n o f a d a t a it e m is b r o a d e n o u g h t o
in clu d e m u lt ip le v a lu e s , C M S a u t o m a t ica ll y d u p lica t e s t h a t d a t a it e m fie ld w h e n it g en e r a t e s a n
h is t o r ica l r e p o r t , t h e r e b y cr e a t in g a co lu m n o f v a lu e s . O n a r e a l- t im e r e p or t d e s ig n , a co lu m n
o f d a t a it e m fie ld s w ill b e d is p la y e d a cco r d in g t o t h e n u m b e r o f fie ld s y o u s p e cify fo r ea ch p a g e
o f t h e r e p o r t . Th is co n ce p t is e xp la in e d in C h a p t e r 5 , ‘ ‘ D a t a It e m s a n d t h e D a ta It e m W in d o w . ’ ’
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D i sp l a y Items i n a C u stom R e por t D e si g n

D i s p l a y I t e m A d d i t i o n s a n d C h a n g e s

O n t h e S cr e e n P a in t e r , y o u a d d o r ch a n g e d is p la y it e m s u s in g t h e fo ll o w in g g en e r a l s t e p s :

1 To ch an g e a d is p la y it e m , m o v e t h e cu r s o r t o t h a t d is p la y it e m ’ s cu r r e n t p o s it io n o n
t h e S cr e e n P a in t e r .

To ad d a d is p la y it e m , m o v e t h e cu r s o r t o a b la n k p o s it io n o n t h e S cr e e n P a in t e r .

2 P r e s s t h e a p p r o p r ia t e s cr e e n - la b e le d k e y (S LK ): TI ME S TA MP , L A B E L , o r DA TA I TEM .

3 En t e r o n e o f t h e fo ll o w in g s e t s o f ch a r a ct e r s :

F o r a L ab e l Th e t e xt y o u w a n t d is p la y e d o n t h e a ct u a l r e p o r t .

F o r a T i m e S t am p O n e o f t h e fo llo w in g fo r m a t s : x x / x x / x x fo r
m o n t h / d a y / y e a r o r x x : x x : x x fo r h o u r :m in u t e :s e co n d .

F o r a D at a Ite m x’ s t o s p e cify t h e a p p r o p r ia t e fie ld le n g t h .

4 P r e s s R E TUR N , w h ich g iv e s t h e fo llo w in g r e s u lt s :

F o r a L ab e l Sa v e s t h e t e xt a n d co m p le t e s t h e e n t r y o f t h a t la b e l.

F o r a T i m e S t am p D is p la y s t h e Tim e St a m p W in d o w .

F o r a D at a Ite m D is p la y s t h e D a t a It e m W in d o w .

Y o u co m p le t e a t im e s t a m p o r d a t a it e m u s in g t h e a s s o cia t e d w in d o w . Th e Tim e S ta m p
W in d o w a n d t h e D a t a It e m W in d o w a r e b r ie fly d e s cr ib e d o n t h e fo llo w in g p a g e s .

N O T E A d d in g / ch a n g in g la b e ls a n d t im e s t a m p s a r e d is cu s s e d in g r e a t e r d e t a il in C h a pt e r 4 ,
‘ ‘ D e s ig n in g a C u s t o m Re p o r t . ’ ’

N O T E A d d in g / ch a n g in g d a t a it e m s a r e d is cu s s e d in g r e a t e r d e t a il in C h a p t e r 6 , ‘ ‘D e fin in g
D a t a It e m s . ’ ’
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D i sp l a y Items i n a C u stom R e por t D e si g n

T h e T i m e S t a m p W i n d o w

U s e t h e Tim e S t a m p W in d o w (Fi g u r e 3 - 6 ) t o d e fin e t h e v a lu e s C M S s h o u ld d is pla y in a Tim e
St a m p fie ld . Th e Tim e S t a m p W in d o w p o p s u p o n t h e S cr e e n P a in t e r a ft e r y o u e n t e r a t im e
s t a m p fo r m a t .

N O T E Tim e s t a m p s a r e u s e d o n ly o n h is t o r ica l r e p o r t s . Th e r e fo r e , t h e Tim e S t a m p W in d o w
is n o t a v a ila b le w h e n y o u a r e d e s ig n in g a r e a l- t im e r e p o r t .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

GR O U P S UM M A R Y ( ME N U : G R PS U M )
XX / X X / XX D A Y : X X/ X X / X X
GR O U P : XX X X X X X XX X X X X XX X X X X X

NU M B E R AV E R A G E AV E R A G E WE I G H T ED N O . O F AV G E X T N O. O F A V G E X T % %
OF A C D A CD T A L K A FT E R C A L L E X T O U T O U T T A L K E X T I N I N T A L K A UX A C D

AG E N T C AL L S T I M E C A L L W O RK V A L U E C A L L S T IM E C A L L S T I M E W OR K T I M E
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -

XX X X X X XX X X X X X XX X X X X XX X X . X X XX X X . X X XX X X . X X XX X X X X XX . X X X X XX X X X X . XX X X X . XX X X X . X X
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- -
SU M M A R Y X X X X X X XX X X . X X XX X X . X X X X X X . X X X X X X X X XX X X . X X X X X X X X XX X X . X X XX X . X X XX X . X X

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - -
[ ] C u r r en t D a t e [ ] C u r r e nt T i m e [ ] D a t e o f R e p o r t ed D a t a

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - -

70 0 6 S e le c t a d a te o r t i me f r o m d is p l a y e d o p t i o n s a n d p r es s R E T U RN .

KE Y S KE Y S ST A MP IT E M
HE L P MO R E EX I T ER A S E MO V E TI M E DA T A LA B E L

F i g u r e 3 6 T h e T i m e S t am p Wi n d o w

B y m o v in g t h e cu r s o r t o t h e o p t io n y o u w a n t (C u r r e n t D a t e , C u r r e n t T i m e , o r
D a t e o f R e p o r t e d D a t a), y o u ca n t e ll C M S w h ich d a t e o r t im e t o in s e r t in t o t h e Tim e
St a m p fie ld w h e n t h e r e p o r t is g e n e r a t e d .
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D i sp l a y Items i n a C u stom R e por t D e si g n

T h e D a t a I t e m W i n d o w

U s e t h e D a t a It e m W in d o w (Figu r e 3 - 7 ) t o d e fin e t h e v a lu e s C M S s h o u ld d is p la y in a da t a it e m
fie ld . Th e D a t a It e m W in d o w p o p s u p o n t h e S cr e e n P a in t e r a ft e r y o u e n t e r x’ s t o s p e cify d a t a
it e m fie ld le n g t h .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

GR O U P S UM M A R Y ( ME N U : G R PS U M )
XX / X X / XX D A Y : X X/ X X / X X
GR O U P : XX X X X X X XX X X X X XX X X X X X

NU M B E R AV E R A G E AV E R A G E WE I G H T ED N O . O F AV G E X T N O. O F A V G E X T % %
OF A C D A CD T A L K A FT E R C A L L E X T O U T O U T T A L K E X T I N I N T A L K A UX A C D

AG E N T C AL L S T I M E C A L L W O RK V A L U E C A L L S T IM E C A L L S T I M E W OR K T I M E
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- -

XX X X X X XX X X X X X XX X X X X XX X X . X X XX X X . X X XX X X . X X XX X X X X XX . X X X X XX X X X X . XX X X X . XX X X X . X X
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- -
SU M M A R Y X X X X X X XX X X . X X XX X X . X X X X X X . X X X X X X X X XX X X . X X X X X X X X XX X X . X X XX X . X X XX X . X X

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: _ _ F i l l: _ _ F i le : _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ Da t a B a s e: _ _ _ _ _ __ _ _ _ _ __ _ _ _ _
Cr i t e r ia : _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _
Re p e a t It e m : _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
St a r t D at e : _ _ _ __ _ _ _ _ __ _ _ _ N u mb e r o f D ay s : _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

70 0 7 P l ea s e c o m pl e t e t he d a t a i te m s p e c if i c a t i on w i n d ow a n d p r es s R E T U RN

KE Y S AC C E S S IT E M
HE L P RE S U M E EX I T DI C TN A R Y DA T A

F i g u r e 3 7 T h e D at a Ite m Wi n d o w

B y co m p le t in g t h e D a t a It e m W in d o w fie ld s , y o u ca n t e ll C M S w h e r e in t h e d a t a b a s e to lo o k
fo r d a t a t o in s e r t in t o t h e d a t a it e m fie ld s .

N O T E D a t a it e m s a n d t h e D a t a It e m W in d o w w ill b e d is cu s s e d in d e t a il in C h a p t e r 5 ,
‘ ‘ D a t a It e m s a n d t h e D a t a It e m W in d o w . ’ ’
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T h e B l o c k E d i t i n g C a p a b i l i t y
A b l o ck is a r e ct a n g u la r a r e a o n t h e Scr e e n P a in t e r t h a t y o u d e fin e a n d u s e fo r q u ick
r e a r r a n g e m e n t o f d is p la y it e m s (t im e s t a m p s , la b e ls , a n d d a t a it e m s ). Y o u ca n d e fin e a b lo ck
t h a t co n t a in s a s in g le d is p la y it e m , s e v e r a l d is p la y it e m s , o r a ll t h e d is p la y it e ms in a q u a d o r
s e ct io n . Y o u d e fin e a b lo ck b y m a r k in g t h e u p p e r le ft - h a n d a n d lo w e r r ig h t - h a nd co r n e r s o f
t h e r e ct a n g le , a n d t h e b lo ck s o d e fin e d is h ig h lig h t e d . Y o u ca n t h e n d o t h r e e th in g s t o t h e
d is p la y it e m s w it h in t h e b lo ck :

Er a s e t h e b lo ck

M o v e t h e b lo ck t o a n o t h e r lo ca t io n o n t h e S cr e e n P a in t e r (in clu d in g a d iffe r e n t
q u a d o r s e ct io n )

C o p y t h e b lo ck t o a n o t h e r lo ca t io n o n t h e S cr e e n P a in t e r (in clu d in g a d iffe r e n t q u a d
o r s e ct io n ).

N O T E B lo ck e d it in g a n d fo r m a t t in g a cu s t o m r e p o r t a r e d e s cr ib e d in C h a p t e r 4 , ‘ ‘ D e s ig n in g a
C u s t o m Re p o r t . ’ ’
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V i d e o A t t r i b u t e s f o r R e a l - T i m e R e p o r t s
Th e S cr e e n P a in t e r g iv e s y o u t h e o p t io n o f a lt e r in g t h e w a y r e a l- t im e r e p o r t d is pla y it e m s a r e
d is p la y e d o n y o u r t e r m in a l. D is p la y it e m s ca n b e d is p la y e d w it h a n y o f t h e fo ll o w in g v id eo
a t t r ib u t e s :

N O RM A L (d e fa u lt d is p la y )

B RIG H T

D IM

IN VER SE VID EO (t h e b r ig h t n e s s d is p la y o f ch a r a ct e r s a n d b a ck g r o u n d is r e v e r s e d ,
lik e t h e n e g a t iv e o f a p h o t o g r a p h )

U N D ER L IN E.

Y o u r ch a n g e s t o v id e o a t t r ib u t e s m u s t b e fo r e a ch in d iv id u a l r e p o r t d is p la y it e m; y o u ca n n o t
ch a n g e t h e v id e o a t t r ib u t e s fo r a ll d is p la y it e m s a t o n e t im e . If y o u w a n t t o ch a n g e v id e o
a t t r ib u t e s , p r e s s V I DE O A C C E NT , w h ich d is p la y s t h e v id e o a t t r ib u t e S LK s . Y o u t h e n ch a n g e a n
a t t r ib u t e b y p la cin g t h e cu r s o r o n a n y ch a r a ct e r o f t h e t a r g e t d is p la y it e m a n d p r e s s in g t h e SLK
fo r t h e d e s ir e d a t t r ib u t e .

N O T E So m e t e r m in a ls d o n o t h a v e t h e ‘ ‘ b r ig h t ’ ’ ca p a b ilit y .
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V i d eo A tt r i butes f or R e a l -T i me R e por t s

N O T E S
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G e n e r a l I n f o r m a t i o n
O n t h e S cr e e n P a in t e r y o u a d d , ch a n g e , r e a r r a n g e , a n d e r a s e r e p o r t d is pla y it e m s — t h a t is ,
la b e ls , t im e s t a m p s , a n d d a t a it e m s . If t h e S cr e e n P a in t e r a lr e a d y co n t a in s r e p o r t d is p la y it e m s
b e ca u s e y o u co p ie d a n e xist in g r e p o r t , y o u s h o u ld fir s t e r a s e t h e d is p la y it e m s y o u d o n o t w a n t
a n d t h e n r e a r r a n g e , if n e ce s s a r y , t h e d is p la y it e m s y o u w a n t t o k e e p . Th e s e act io n s w ill cr e a t e
s p a ce a n d r e fe r e n ce p o in t s o n t h e s cr e e n fo r a d d in g o t h e r d is p la y it e m s . N e xt , s in ce t im e
s t a m p s n o r m a ll y a p p e a r a t t h e t o p o f a r e p o r t d e s ig n , y o u p r o b a b ly s h ou ld e n t e r t h e m b e fo r e
la b e ls a n d d a t a it e m s . Th e n y o u s h o u ld e n t e r la b e ls s in ce t h e y g iv e y o u r e fe r e n ce p o in t s fo r
e n t e r in g y o u r d a t a it e m s . A ls o , e n t e r in g a ll la b e ls a t o n ce , t h e n a ll d a t a it e m s a t o n ce , is m o r e
e fficie n t t h a n s w it ch in g b a ck a n d fo r t h b e t w e e n la b e ls a n d d a t a it e m s .

Th is ch a p t e r d e s cr ib e s t h e p r o ce d u r e s y o u ca n u s e t o r e a r r a n g e r e p o r t d is pla y it e m s in a d e s ig n ,
a d d o r ch a n g e la b e ls a n d t im e s t a m p s , a n d a d d v id e o a t t r ib u t e s t o t h e d is p la y it e m s o f a r e p o r t .
P r o ce d u r e s fo r a d d in g o r ch a n g in g d a t a it e m s a r e d e s cr ib e d in C h a p t e r 6 .
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T h e S c r e e n P a i n t e r S L K s
O n t h e S cr e e n P a in t e r , y o u ca n n o t e n t e r o r a r r a n g e a n y r e p o r t d is p la y it e ms u n le s s y o u p r e s s
t h e a p p r o p r ia t e S LK . H o w e v e r , o n ce y o u p r e s s a n S L K , y o u m u s t e it h e r co m ple t e t h e t a s k o r
a b o r t b y p r e s s in g C TR L + a . Th e r e fo r e , b e s u r e t o p o s it io n t h e cu r s o r in t h e r ig h t p la ce o n t h e
s cr e e n b e fo r e y o u b e g in a t a s k .

Th e S L K s o n t h e S cr e e n P a in t e r a r e t h e s a m e fo r r e a l- t im e a n d h is t o r ica l r e p o rt d e s ig n s , w it h
t w o e xce p t io n s :

Th e TI ME S TA MP SLK (s h o w n in Figu r e 4 - 1 ) is n o t a v a ila b le fo r r e a l- t im e r e p o r t s .
D a t a in r e a l- t im e r e p o r t s is a lw a y s fo r t h e cu r r e n t o r p r e v io u s in t e r v a l, s o t im e
s t a m p s a r e n o t n e ce s s a r y .

Th e V I DE O A C C E NT SLK is n o t a v a ila b le fo r h is t o r ica l r e p o r t s .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

GR O U P S UM M A R Y ( ME N U : G R PS U M )
XX / X X / XX D A Y : X X/ X X / X X
GR O U P : XX X X X X X XX X X X X XX X X X X X

NU M B E R AV E R A G E AV E R A G E WE I G H T ED N O . O F AV G E X T N O. O F A V G E X T % %
OF A C D A CD T A L K A FT E R C A L L E X T O U T O U T T A L K E X T I N I N T A L K A UX A C D

AG E N T C AL L S T I M E C A L L W O RK V A L U E C A L L S T IM E C A L L S T I M E W OR K T I M E
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- -
XX X X X X XX X X X X X XX X X X X XX X X . X X XX X X . X X XX X X . X X XX X X X X XX . X X X X XX X X X X . XX X X X . XX X X X . X X
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- -
SU M M A R Y X X X X X X XX X X . X X XX X X . X X X X X X . X X X X X X X X XX X X . X X X X X X X X XX X X . X X XX X . X X XX X . X X

KE Y S KE Y S ST A MP IT E M
HE L P MO R E EX I T ER A S E MO V E TI M E DA T A LA B E L

F i g u r e 4 1 T h e S cr e e n Pai n t e r ( Wi th a G r o u p S u m m ar y Re p o r t D e s i g n )

L A BE L Th is S L K a ll o w s y o u t o e n t e r o r ch a n g e t e xt o n t h e S cr e e n P a in t e r . P r e s s
L A B E L w h e n y o u w a n t t o a d d o r ch a n g e r e p o r t t it le s , fie ld n a m e s , o r s p e cia l

fixe d in s t r u ct io n s o n t h e s cr e e n .

D A T A IT E M Th is S L K a ll o w s y o u t o e n t e r o r ch a n g e a d a t a it e m o n t h e S cr e e n P a in t e r .
W h e n y o u p r e s s DA TA I TEM , y o u m u s t fir s t e n t e r x’ s o n t h e S cr e e n P a in t e r t o
e s t a b lis h a fie ld le n g t h fo r t h e d a t a it e m ; t h e n , w h e n y o u p r e s s R E TUR N , t h e
D a t a It e m W in d o w p o p s u p a t t h e b o t t o m o f t h e S cr e e n P a in t e r s o y o u ca n
d e fin e t h e d a t a it e m .
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T he S c r ee n P a i nter S LK s

T IM E S T A M P Th is S L K a ll o w s y o u t o e n t e r o r ch a n g e a t im e s t a m p o n t h e S cr e e n P a in t e r .
W h e n y o u p r e s s TI ME S TA MP , y o u fir s t e n t e r x x / x x / x x fo r t h e
m o n t h / d a y / y e a r o r x x : x x : x x fo r t h e h o u r :m in u t e :s e co n d ; t h e n , w h e n y o u
p r e s s R E TUR N , t h e Tim e S t a m p W in d o w p o p s u p a t t h e b o t t o m o f t h e S cr e e n
P a in t e r s o y o u ca n d e fin e t h e t im e s t a m p .

M O V E Th is S L K a ll o w s y o u t o m o v e a b lo ck o f r e p o r t d is p la y it e m s t o a d iffe r e n t
lo ca t io n o n t h e S cr e e n P a in t e r . P r e s s in g MO V E d e fin e s t h e u p p e r le ft
co r n e r o f t h e b lo ck y o u w a n t t o m o v e a n d s e t s in m o t io n t h e b lo ck m o v e
s e q u e n ce .

E RA S E Th is S L K a ll o w s y o u t o e r a s e a b lo ck o f r e p o r t d is p la y it e m s fr o m t h e S cr e e n
P a in t e r . P r e s s in g E R AS E d e fin e s t h e u p p e r le ft co r n e r o f t h e b lo ck y o u w a n t
t o e r a s e a n d s e t s in m o t io n t h e b lo ck e r a s e s e q u e n ce .

E X IT Th is S L K a cce s s e s t h e C o m p ile s cr e e n .

M O RE K E Y S Th is S L K d is p la y s t h e s e co n d t ie r o f S LK s a v a ila b le o n t h e Scr e e n P a in t e r
(s e e t h e fo ll o w in g s e ct io n o n S e co n d Tie r S LK s ).

HE L P K E Y S Th is S L K d is p la y s t h e H e lp S LK s (s e e C h a p t e r 1 ).

T h e S e c o n d T i e r o f S L K s

W h e n y o u p r e s s MO R E K E Y S o n t h e Scr e e n P a in t e r , t h e fo ll o w in g S LK s a p p e a r .

K EY S L IN E L IN E SC REE N A C C EN T
H EL P RE SU M E E X IT D EL ETE IN SERT C O P Y P RIN T VID EO

Th e fo llo w in g lis t d e s cr ib e s e a ch S LK in t h e s e co n d t ie r :

V ID E O A C CE N T Th is S L K d is p la y s a t h ir d t ie r o f SLK s (s e e Vid e o A t t r ib u t e SLK s ) t h a t y o u
u s e t o a d d v id e o a t t r ib u t e s t o y o u r r e p o r t d is p la y it e m s . Th is SLK is
a v a ila b le o n ly w h e n d e s ig n in g o r ch a n g in g a r e a l- t im e r e p o r t . Y o u ca n n o t
a d d v id e o a t t r ib u t e s t o a n h is t o r ica l r e p o r t .

PRIN T S C RE E N Th is S L K p r in t s t h e co n t e n t s o f t h e S cr e e n P a in t e r e xa ct ly a s it a p p e a r s o n
y o u r t e r m in a l.

CO PY Th is S L K a ll o w s y o u t o co p y a b lo ck o f r e p o r t d is p la y it e m s t o a d iffe r e n t
lo ca t io n o n t h e S cr e e n P a in t e r s cr e e n . P r e s s in g C O P Y d e fin e s t h e u p p e r le ft
co r n e r o f t h e b lo ck y o u w a n t t o co p y , a n d s e t s in m o t io n t h e b lo ck co p y
s e q u e n ce .
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T he S c r ee n P a i nter S LK s

IN S E RT L IN E Th is S L K in s e r t s a b la n k lin e a b o v e t h e cu r r e n t lin e p o s it io n o f t h e cu r s o r .

D E L E T E L I N E Th is S L K d e le t e s t h e lin e o n w h ich t h e cu r s o r is cu r r e n t ly p o s it io n e d .

E X IT Th is S L K a cce s s e s t h e C o m p ile s cr e e n .

RE S U M E Th is S L K r e d is p la y s t h e fir s t t ie r o f S LK s o n t h e S cr e e n P a in t e r .

HE L P K E Y S Th is S L K d is p la y s t h e H e lp S LK s (s e e C h a p t e r 1 ).

V i d e o A t t r i b u t e S L K s

P r e s s in g V I DE O A C C E NT d is p la y s t h e fo ll o w in g t ie r o f Vid e o A t t r ib u t e SLK s .

K EY S L IN E VID EO
H EL P RE SU M E E X IT U N D ER IN VER SE N O RM A L D IM B R IG H T

Th e Vid e o A t t r ib u t e S LK s w o r k a s fo ll o w s :

B RIGH T Th is S L K in cr e a s e s t h e b r ig h t n e s s o f t h e t e xt in t h e r e p o r t d is p la y . O n s om e
t e r m in a ls , ‘ ‘ b r ig h t ’ ’ is n o t a v a ila b le .

D IM Th is S L K d e cr e a s e t h e b r ig h t n e s s o f t h e t e xt in t h e r e p o r t d is p la y .

N O RM A L Th is S L K r e t u r n s t h e t e xt in t h e r e p o r t d is p la y b a ck t o n o r m a l b r ig h t n e ss .

IN V E RS E V ID E O Th is S L K r e v e r s e s t h e t e xt a n d b a ck g r o u n d o f a d is p la y it e m s o t h a t t h e t ext
is d a r k a n d t h e b a ck g r o u n d is h ig h lig h t e d .

U N D E RL IN E Th is S L K p la ce s a lin e u n d e r t h e t e xt o f t h e r e p o r t d is p la y it e m .

E X IT Th is S L K e xit s t h e Scr e e n P a in t e r a n d d is p la y s t h e C o m p ile s cr e e n .

RE S U M E Th is S L K r e d is p la y s t h e s e co n d t ie r o f SLK s .

HE L P K E Y S Th is S L K d is p la y s t h e H e lp S LK s (s e e C h a p t e r 1 ).
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M o v e m e n t a n d F u n c t i o n K e y s o n t h e
S c r e e n P a i n t e r

Y o u m o v e t h e cu r s o r a r o u n d o n t h e S cr e e n P a in t e r u s in g t h e k e y s in t h e fo llo w in g lis t .
F a m ilia r it y w it h t h e s e k e y s ca n s a v e y o u a lo t o f t im e in cu s t o m r e p o r t d e s ig n .

T a b l e 4 1 Q u ad / S e ct i o n M o v e m e n t K e y s

R ( s h i f t + r ) M o v e r ig h t o n e q u a d .
L ( s h i f t + l ) M o v e le ft o n e q u a d .
U ( s h i f t + u ) M o v e u p o n e q u a d o r s e ct io n .
D ( s h i f t + d ) M o v e d o w n o n e q u a d o r s e ct io n .

T a b l e 4 2 Cu r s o r M o v e m e n t K e y s

h M o v e le ft o n e s p a ce .
l M o v e r ig h t o n e s p a ce .
j M o v e d o w n o n e lin e .
k M o v e u p o n e lin e .

M o v e d ir e ct io n in d ica t e d o n t h e a r r o w .A r r o w k e y s
B ack s p ac e M o v e le ft o n e s p a ce .
S p ac e Bar M o v e r ig h t o n e s p a ce .

G o t o t h e b e g in n in g o f t h e lin e t h e
cu r s o r is cu r r e n t ly o n .

B ( s h i f t + b )

G o t o t h e e n d o f t h e lin e t h e cu r s o r is
cu r r e n t ly o n .

E ( s h i f t + e )

C TR L c M o v e t h e fie ld t h e cu r s o r is in t o t h e
ce n t e r o f t h e s a m e lin e .
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Move me nt a nd F u nc t i on K e ys on t he S c r e e n P a i nter

T a b l e 4 3 F u n ct i o n K e y s

C TR L e Ex it t h e S cr e e n P a in t e r .
C TR L l Re d r a w t h e s cr e e n .
C TR L p P r in t cu r r e n t s cr e e n .
C TR L u U n d o la s t co m m a n d .
C TR L a A b o r t a n y S cr e e n P a in t e r

p r o ce d u r e b e fo r e y o u h a v e
co m p le t e d it .

C TR L w W r it e cu r r e n t s cr e e n fo r m a t t o
d is k .

N O T E W h e n y o u p r e s s t h e L A B E L , TI ME S TA MP , o r DA TA I TEM SLK , m o s t o f t h e m o v e m e n t
k e y s r e v e r t t o t h e ir r e g u la r d a t a e n t r y s t a t u s s o y o u ca n a d d o r ch a n g e d is pla y
it e m s in t h e r e p o r t d e s ig n . F o r e xa m p le , p r e s s in g ‘ ‘ h ’ ’ w ill a ct u a ll y e n t e r th e
ch a r a ct e r ‘ ‘ h ’ ’ in s t e a d o f m o v in g t h e cu r s o r t o t h e le ft .

Th e m o v e m e n t k e y s t h a t s t a y a ct iv e w h e n e n t e r in g a t im e s t a m p , la b e l, o r d a t a it em a r e
d e s cr ib e d in t h e fo llo w in g t a b le .

T a b l e 4 4 M o v e m e n t K e y s Wi t h i n Re p o r t D i s p l ay Ite m s

N o n d e s t r u ct iv e r ig h t
m o v e m e n t ; d o e s N O T a d d
b la n k s

Ri g h t A r r o w

L e f t A r r o w N o n d e s t r u ct iv e le ft m o v e m e n t
S p ac e b ar D e s t r u ct iv e r ig h t s p a ce
B ACKS P ACE D e s t r u ct iv e le ft s p a ce
TA B M o v e s t o t h e n e xt fie ld
S HIFT + TA B M o v e s t o t h e p r e v io u s fie ld

D o w n A r r o w M o v e s t o t h e n e xt fie ld
U p A r r o w M o v e s t o t h e p r e v io u s fie ld

W h e n y o u ch a n g e a la b e l, t im e s t a m p , o r d a t a it e m , y o u ca n cle a r t h e t e xt in a fie ld b y p r e s s in g
C TR L + z .

4 6 D e s i g n i n g A C u s t o m R e p o r t



A d d i n g a n d D e l e t i n g L i n e s
F o ll o w t h is p r o ce d u r e if y o u w a n t t o a d d a b la n k lin e t o y o u r r e p o r t d e s ig n o r d e le t e e it h e r a
b la n k lin e o r a lin e co n t a in in g r e p o r t d is p la y it e m s .

1 P r e s s MO R E K E Y S .

[ Th e fo ll o w in g s e t o f S LK s w ill a p p e a r .]

K EY S L IN E L IN E SC REE N A C C EN T
H EL P RE SU M E E X IT D EL ETE IN SERT C O P Y P RIN T VID EO

2 P r e s s e it h e r I NS E R T LI NE o r DE LETE LI NE .

[ A lin e w ill b e a d d e d a b o v e t h e cu r s o r ’ s lin e if y o u p r e s s I NS E R T LI NE ; Th e cu r s o r ’ s
lin e w ill b e d e le t e d if y o u p r e s s DE LETE LI NE .]

3 P r e s s R E S UME t o r e d is p la y t h e fir s t t ie r o f SLK s .

N O T E If t h e b o t t o m lin e o n t h e S cr e e n P a in t e r co n t a in s d is p la y it e m s , y o u ca n n o t a d d
a n o t h e r lin e .
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E r a s i n g a B l o c k o f R e p o r t D i s p l a y I t e m s
F o ll o w t h is p r o ce d u r e t o e r a s e a b lo ck t h a t co n t a in s a s in g le d is p la y it e m (la b e l, d a t a it e m , o r
t im e s t a m p ), s e v e r a l d is p la y it e m s , o r a ll o f t h e d is p la y it e m s o n t h e r e p o r t d e s ig n . Fo r a
d is p la y t o b e in clu d e d in a b lo ck e r a s e , t h e d is p la y it e m ’ s fir s t ch a r a ct e r m u s t be e n clo s e d b y
t h e b lo ck . If t h e d is p la y it e m e xt e n d s b e y o n d t h e r ig h t b o u n d a r y o f t h e b lo ck , it w ill s t ill b e
e r a s e d .

N O T E W h e n a d a t a it e m fie ld in a r e a l- t im e r e p o r t is fo llo w e d b y a co lu m n o f h ig h lig h t e d
r e p e a t fie ld s , y o u n e e d t o in clu d e o n ly t h e d a t a it e m fie ld in t h e b lo ck e r a s e . Th e
h ig h lig h t e d r e p e a t fie ld s w ill a u t o m a t ica ll y b e e r a s e d w it h t h e d a t a it e m .

1 P o s it io n t h e cu r s o r w h e r e y o u w a n t t h e u p p e r le ft co r n e r o f t h e b lo ck t o b e .

2 P r e s s E R AS E t o m a r k t h e u p p e r le ft co r n e r o f t h e b lo ck .

3 P o s it io n t h e cu r s o r w h e r e y o u w a n t t h e lo w e r r ig h t co r n e r o f t h e b lo ck t o be .

4 P r e s s R E TUR N t o m a r k t h e lo w e r r ig h t co r n e r o f t h e b lo ck .

[ Th e b lo ck w ill b e h ig h lig h t e d , a s s h o w n in Figu r e 4 - 2 . ]

4 8 D e s i g n i n g A C u s t o m R e p o r t



E r a si ng a Bloc k of R e por t D i spl a y Items

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

SP L I T S TA T U S
SP L I T : 1 T R U N K G RO U P S T A TU S

TR U N K G RO U P N O . BU S Y T O T AL N O .
NU M B E R OF C A L L S WA I T I N G x x x
OL D E S T CA L L W A I TI N G x x x xx x x x x xx x
AV E R A G E S P E E D O F A N S W E R x x x x x x xx x x x x

xx x x x x xx x
NU M B E R OF A B A N D ON E D C A LL S x x x x xx x x x x x x
AV E R A G E T I M E T O AB A N D O N x x x x x x xx x x x x

NU M B E R OF A C D C A LL S x x x
AV E R A G E A C D T A L K T I M E x xx
AV E R A G E A F T E R C AL L W O R K T I M E x x x

NU M B E R OF O U T G O IN G C A L LS x x x

Pr e s s R ET U R N t o er a s e s pe c i f i e d a r e a o r <C T R L > - ‘‘ a ’ ’ t o a b o r t r eq u e s t .

KE Y S KE Y S ST A MP IT E M
HE L P MO R E EX I T ER A S E MO V E TI M E DA T A LA B E L

F i g u r e 4 2 B l o ck E r as i n g — B e f o r e

5 P r e s s R E TUR N a g a in t o e r a s e t h e b lo ck .

[ Th e b lo ck w ill b e e r a s e d , le a v in g a b la n k s p a ce w h e r e t h e d is p la y it e m s u s e d t o b e
(s e e Fi g u r e 4 - 3 ).]
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E r a si ng a Bloc k of R e por t D i spl a y Items

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

SP L I T S TA T U S
SP L I T : 1 T R U N K G RO U P S T A TU S

TR U N K G RO U P N O . BU S Y T O T AL N O .
NU M B E R OF C A L L S WA I T I N G x x x
OL D E S T CA L L W A I TI N G x x x xx x x x x xx x
AV E R A G E S P E E D O F A N S W E R x x x x x x xx x x x x

xx x x x x xx x
NU M B E R OF A B A N D ON E D C A LL S x x x x xx x x x x x x
AV E R A G E T I M E T O AB A N D O N x x x x x x xx x x x x

NU M B E R OF O U T G O IN G C A L LS x x x

KE Y S KE Y S ST A MP IT E M
HE L P MO R E EX I T ER A S E MO V E TI M E DA T A LA B E L

F i g u r e 4 3 B l o ck E r as i n g — A f t e r
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M o v i n g a B l o c k o f R e p o r t D i s p l a y I t e m s
F o ll o w t h is p r o ce d u r e t o m o v e a b lo ck t h a t co n t a in s a s in g le d is p la y it e m (la b e l, d at a it e m , o r
t im e s t a m p ), s e v e r a l d is p la y it e m s , o r a ll o f t h e d is p la y it e m s o n t h e r e p o r t d e s ig n . Fo r a
d is p la y it e m t o b e in clu d e d in a b lo ck m o v e , t h e d is p la y it e m ’ s fir s t ch a r a ct e r m u s t b e e n clo s e d
b y t h e b lo ck . If t h e d is p la y it e m e xt e n d s b e y o n d t h e r ig h t b o u n d a r y o f t h e b lo ck , it w ill s t ill b e
m o v e d .

N O T E W h e n a d a t a it e m fie ld in a r e a l- t im e r e p o r t is fo llo w e d b y a co lu m n o f h ig h lig h t e d
r e p e a t fie ld s , y o u n e e d t o in clu d e o n ly t h e d a t a it e m fie ld in t h e b lo ck m o v e . Th e
h ig h lig h t e d r e p e a t fie ld s w ill a u t o m a t ica ll y b e m o v e d w it h t h e d a t a it e m .

Y o u ca n u s e t h is p r o ce d u r e t o m o v e d is p la y it e m s t o a n o t h e r q u a d o r s e ct io n , no t ju s t w it h in
t h e cu r r e n t s cr e e n .

1 P o s it io n t h e cu r s o r w h e r e y o u w a n t t h e u p p e r le ft co r n e r o f t h e b lo ck t o b e .

2 P r e s s MO V E t o m a r k t h e u p p e r le ft co r n e r o f t h e b lo ck .

3 P o s it io n t h e cu r s o r w h e r e y o u w a n t t h e lo w e r r ig h t co r n e r o f t h e b lo ck t o be .

4 P r e s s R E TUR N t o m a r k t h e lo w e r r ig h t co r n e r o f t h e b lo ck .

[ Th e b lo ck w ill b e h ig h lig h t e d , a s s h o w n in Figu r e 4 - 4 . ]
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Moving a Bl oc k of R e por t D i spl a y Items

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

SP L I T S TA T U S
SP L I T : xx x x x x x xx x x x x xx T R U N K GR O U P S T AT U S

TR U N K G RO U P N O . BU S Y T O T AL N O .
NU M B E R OF C A L L S WA I T I N G x x x
OL D E S T CA L L W A I TI N G x x x xx x x x x xx x
AV E R A G E S P E E D O F A N S W E R x x x x x x xx x x x x

xx x x x x xx x
NU M B E R OF A B A N D ON E D C A LL S x x x x xx x x x x x x
AV E R A G E T I M E T O AB A N D O N x x x x x x xx x x x x

NU M B E R OF A C D C A LL S x x x
AV E R A G E A C D T A L K T I M E x xx
AV E R A G E A F T E R C AL L W O R K T I M E x x x

NU M B E R OF O U T G O IN G C A L LS x x x

Mo v e c u rs o r t o n ew p o s i ti o n , a n d p r e s s R ET U R N .

KE Y S KE Y S ST A MP IT E M
HE L P MO R E EX I T ER A S E MO V E TI M E DA T A LA B E L

F i g u r e 4 4 B l o ck M o v i n g — B e f o r e

5 P o s it io n t h e cu r s o r in t h e n e w lo ca t io n w h e r e y o u w a n t t h e u p p e r le ft - h a n d co r n e r
o f t h e b lo ck t o b e .

6 P r e s s R E TUR N .

[ Th e b lo ck w ill b e m o v e d , a s s h o w n in Fi g u r e 4 - 5 . ]
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Moving a Bl oc k of R e por t D i spl a y Items

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

SP L I T S TA T U S
SP L I T : xx x x x x x xx x x x x xx T R U N K GR O U P S T AT U S

TR U N K G RO U P N O . BU S Y T O T AL N O .
NU M B E R OF C A L L S WA I T I N G x x x
OL D E S T CA L L W A I TI N G x x x xx x x x x xx x
AV E R A G E S P E E D O F A N S W E R x x x x x x xx x x x x

xx x x x x xx x
NU M B E R OF A B A N D ON E D C A LL S x x x x xx x x x x x x
AV E R A G E T I M E T O AB A N D O N x x x x x x xx x x x x

NU M B E R OF A C D C A LL S x x x
AV E R A G E A C D T A L K T I M E x x x
AV E R A G E A F T E R C AL L W O R K TI M E x x x

NU M B E R OF O U T G O IN G C A L LS x x x

KE Y S KE Y S ST A MP IT E M
HE L P MO R E EX I T ER A S E MO V E TI M E DA T A LA B E L

F i g u r e 4 5 B l o ck M o v i n g — A f t e r

N O T E If t h e n e w p o s it io n o f t h e b lo ck o v e r la p s o t h e r d is p la y it e m s , t h e m o v e
w ill n o t b e co m p le t e d a n d t h e b lo ck w ill r e m a in in it s o r ig in a l p o s it io n .
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C o p y i n g a B l o c k o f R e p o r t D i s p l a y I t e m s
F o ll o w t h is p r o ce d u r e t o co p y a b lo ck t h a t co n t a in s a s in g le d is p la y it e m (la b e l, d at a it e m , o r
t im e s t a m p ), s e v e r a l d is p la y it e m s , o r a ll o f t h e d is p la y it e m s o n t h e r e p o r t d e s ig n . Fo r a
d is p la y it e m t o b e in clu d e d in a b lo ck co p y , t h e d is p la y it e m ’ s fir s t ch a r a ct e r m u s t b e e n clo s e d
b y t h e b lo ck . If t h e d is p la y it e m e xt e n d s b e y o n d t h e r ig h t b o u n d a r y o f t h e b lo ck , it w ill s t ill b e
co p ie d . Th is p r o ce s s is t h e s a m e a s m o v in g a b lo ck o f t e xt e xce p t t h e o r ig in a l b lo ck is n ot
r e m o v e d .

N O T E W h e n a d a t a it e m fie ld in a r e a l- t im e r e p o r t is fo llo w e d b y a co lu m n o f h ig h lig h t e d
r e p e a t fie ld s , y o u n e e d t o in clu d e o n ly t h e d a t a it e m fie ld in t h e b lo ck co p y . Th e
h ig h lig h t e d r e p e a t fie ld s w ill a u t o m a t ica ll y b e co p ie d w it h t h e d a t a it e m .

Y o u ca n u s e t h is p r o ce d u r e t o co p y d is p la y it e m s t o a n o t h e r q u a d o r s e ct io n , no t ju s t w it h in t h e
cu r r e n t s cr e e n .

1 P r e s s MO R E K E Y S .

[ Th e s e co n d t ie r o f SLK s a p p e a r s . ]

K EY S L IN E L IN E SC REE N A C C EN T
H EL P RE SU M E E X IT D EL ETE IN SERT C O P Y P RIN T VID EO

2 P o s it io n t h e cu r s o r w h e r e y o u w a n t t h e u p p e r le ft co r n e r o f t h e b lo ck t o b e .

3 P r e s s C O P Y t o m a r k t h e u p p e r le ft co r n e r o f t h e b lo ck .

4 P o s it io n t h e cu r s o r w h e r e y o u w a n t t h e lo w e r r ig h t co r n e r o f t h e b lo ck t o be .

5 P r e s s R E TUR N t o m a r k t h e lo w e r r ig h t co r n e r o f t h e b lo ck .

[ Th e b lo ck w ill b e h ig h lig h t e d , a s s h o w n in Figu r e 4 - 6 . ]
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C opy i ng a Bloc k of R e por t D i spl a y Items

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

SP L I T S TA T U S
SP L I T : 1 T R U N K G RO U P S T A TU S

TR U N K G RO U P N O . BU S Y T O T AL N O .
NU M B E R OF C A L L S WA I T I N G x x x
OL D E S T CA L L W A I TI N G x x x xx x x x x xx x
AV E R A G E S P E E D O F A N S W E R x x x x x x xx x x x x

xx x x x x xx x
NU M B E R OF A B A N D ON E D C A LL S x x x x xx x x x x x x
AV E R A G E T I M E T O AB A N D O N x x x x x x xx x x x x

NU M B E R OF A C D C A LL S x x x
AV E R A G E A C D T A L K T I M E x xx
AV E R A G E A F T E R C AL L W O R K T I M E x x x

NU M B E R OF O U T G O IN G C A L LS x x x

Mo v e c u rs o r t o n ew p o s i ti o n , a n d p r e s s R ET U R N .

KE Y S LI N E LI N E SC R E E N AC C E NT
HE L P RE S U M E EX I T DE L ET E IN SE R T CO PY PR I N T VI D E O

F i g u r e 4 6 B l o ck C o p y i n g — B e f o r e

6 P o s it io n t h e cu r s o r in t h e n e w lo ca t io n w h e r e y o u w a n t t h e u p p e r le ft - h a n d co r n e r
o f t h e b lo ck t o b e .

7 P r e s s R E TUR N .

[ Th e b lo ck w ill b e co p ie d in t h e n e w p o s it io n , a n d t h e o r ig in a l b lo ck w ill r e m a in
w h e r e it w a s (s e e Figu r e 4 - 7 ).]
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C opy i ng a Bloc k of R e por t D i spl a y Items

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

SP L I T S TA T U S
SP L I T : 1 T R U N K G RO U P S T A TU S

TR U N K G RO U P N O . BU S Y T O T AL N O .
NU M B E R OF C A L L S WA I T I N G x x x
OL D E S T CA L L W A I TI N G x x x xx x x x x xx x
AV E R A G E S P E E D O F A N S W E R x x x x x x xx x x x x

xx x x x x xx x
NU M B E R OF A B A N D ON E D C A LL S x x x x xx x x x x x x
AV E R A G E T I M E T O AB A N D O N x x x x x x xx x x x x

NU M B E R OF A C D C A LL S x x x NU M B E R O F A C D C A L LS x x x
AV E R A G E A C D T A L K T I M E x xx A V E R A GE A C D T A LK T I M E x xx
AV E R A G E A F T E R C AL L W O R K T I M E x x x A V E R A G E A F T E R C AL L W O R K T I M E x x x

NU M B E R OF O U T G O IN G C A L LS x x x

KE Y S LI N E LI N E SC R E E N AC C E NT
HE L P RE S U M E EX I T DE L ET E IN SE R T CO PY PR I N T VI D E O

F i g u r e 4 7 B l o ck C o p y i n g — A f t e r

8 P r e s s R E S UME t o r e d is p la y t h e fir s t t ie r o f SLK s .

N O T E If t h e p o s it io n o f t h e b lo ck co p y o v e r la p s o t h e r d is p la y it e m s , t h e co p y w ill no t b e
co m p le t e d , a n d o n ly t h e o r ig in a l b lo ck in it s o r ig in a l p o s it io n w ill r e m a in .
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B l o c k E d i t i n g D i s p l a y I t e m s W i t h I r r e g u l a r
L e n g t h s

A ll r e p o r t d is p la y it e m s t h a t b e g i n w it h in a b lo ck w ill b e a ffe ct e d b y t h e b lo ck
e r a s e / m o v e / co p y . Ev e n r e p o r t d is p la y it e m s t h a t e xt e n d b e y o n d t h e r ig h t bo u n d a r y o f a b lo ck
w ill b e a ffe ct e d . Figu r e 4 - 8 ill u s t r a t e s a b lo ck co n t a in in g fo u r d is p la y it e m s t h a t w ill b e a ffe ct e d
b y a n e r a s e / m o v e / co p y . Ev e n t h o u g h It e m 4 e xt e n d s b e y o n d t h e r ig h t b o u n d a ry o f t h e b lo ck ,
it w ill b e a ffe ct e d b e ca u s e it b e g in s w it h in t h e b lo ck .

It e m 1 It e m 2

It e m 3 It e m 4

F i g u r e 4 8 B l o ck E d i t i n g — Ca s e 1

F ig u r e 4 - 9 p r e s e n t s a ca s e in w h ich o n ly d is p la y it e m s 2 , 3 , a n d 4 w o u ld b e a ffe ct e d . It e m 1
w ill b e u n a ffe ct e d b y a n e r a s e / m o v e / co p y b e ca u s e it d o e s n o t b e g in w it h in t h e b lo ck .

It e m 1 It e m 2

It e m 3 It e m 4

F i g u r e 4 9 B l o ck E d i t i n g — Ca s e 2

N O T E Th e b e g in n in g a n d e n d in g p o in t s o f a la b e l m a y n o t a lw a y s b e o b v io u s . Th e s im ple s t
m e t h o d o f d e t e r m in in g t h e le n g t h o f a la b e l is t o h ig h lig h t it b y p r e s s in g L A B E L . Y o u
ca n t h e n im m e d ia t e ly r e t u r n t o b lo ck e d it in g b y p r e s s in g C TR L a.

A n a lt e r n a t e w a y o f ch e ck in g la b e l le n g t h s is t o d e fin e a b lo ck fo r t h e w h o le s cr e e n .
Th e b lo ck w ill h ig h lig h t e v e r y la b e l o n t h e s cr e e n . Y o u ca n t h e n p r e s s C TR L a t o
a b o r t , a n d t h e n b lo ck e d it o n ly t h o s e p a r t s o f t h e r e p o r t y o u n e e d t o ch a ng e .

O n ce y o u a r e s u r e o f t h e b e g in n in g a n d e n d in g p o in t s o f la b e ls , it is e a s ie r t o pe r fo r m
b lo ck e d it in g o p e r a t io n s .
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A d d i n g a L a b e l
F o ll o w t h is p r o ce d u r e t o a d d r e p o r t t it le s , fie ld n a m e s , a n d a d d it io n a l fixe d t ext t h a t y o u w a n t
d is p la y e d o n a r e p o r t . A la b e l ca n h a v e fr o m 1 t o 8 0 ch a r a ct e r s (t h e w id t h o f a s cr e e n fo r r e a l-
t im e r e p o r t s ). H o w e v e r , a n h is t o r ica l r e p o r t d e s ig n a p p e a r s o n t h e Scr e e n P a in te r w it h a w id t h
o f 1 3 2 ch a r a ct e r s . S o , if y o u a d d a n e xt r e m e ly lo n g la b e l (m o r e t h a n 8 0 ch a r a ct er s ) t o a n
h is t o r ica l r e p o r t d e s ig n (fo r e xa m p le , a h o r iz o n t a l lin e t h a t s e p a r a t e s p a rt s o f t h e r e p o r t ), y o u
m a y h a v e t o co m b in e t w o la b e ls .

B e ca u s e y o u ca n e n t e r a la b e l o n o n e lin e o n ly , a co lu m n h e a d in g o r fie ld n a m e t h at co n t a in s
t w o o r m o r e lin e s o f t e xt (s u ch a s t h e co lu m n h e a d in g s in Figu r e 4 - 1 ) m u s t b e e n t er e d a s t w o o r
m o r e s e p a r a t e la b e ls . A ls o , b e ca u s e C M S co n s id e r s b la n k s t o b e p a r t o f a la b e l, y o u s h o u ld
a v o id e n t e r in g u n n e ce s s a r y b la n k s a t t h e b e g in n in g o r e n d o f t h e la b e l’ s t e xt .

1 P o s it io n t h e cu r s o r w h e r e y o u w a n t t h e la b e l t e xt t o b e g in .

2 P r e s s L A B E L .

3 Ty p e t h e la b e l t e xt u s in g a n y ch a r a ct e r s d e s ir e d .

4 P r e s s R E TUR N t o s a v e t h e la b e l.

5 Re p e a t S t e p s 1 t h r o u g h 4 fo r a n y o t h e r la b e ls y o u w a n t t o e n t e r .

N O T E If a n e w la b e l o v e r la p s t h e b o u n d a r ie s o f a n y o t h e r d is p la y it e m , t h e la b e l w ill no t b e
a d d e d .
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C h a n g i n g a L a b e l
F o ll o w t h is p r o ce d u r e if y o u w a n t t o ch a n g e t h e t e xt in a t it le , fie ld n a m e , o r a ny o t h e r fixe d
t e xt o n t h e r e p o r t d e s ig n . Y o u ca n o v e r w r it e a ll o r p a r t o f a la b e l.

If y o u r ch a n g e w ill le n g t h e n t h e la b e l, y o u m u s t t y p e t h e n e w t e xt s t a r t in g fr om t h e e xis t in g
s t a r t in g p o in t o f t h e la b e l, a n d t h e n , if n e ce s s a r y , r e p o s it io n t h e la b e l u s in g t h e b lo ck m o v e
p r o ce d u r e .

1 P o s it io n t h e cu r s o r w it h in t h e la b e l fie ld .

2 P r e s s L A B E L . B e fo r e e n t e r in g t h e n e w t e xt , y o u m a y cle a r t h e e n t ir e fie ld b y p r e s s in g
C TR L + z .

N O T E B e fo r e p r e s s in g L A B E L a n d e n t e r in g n e w t e xt , y o u m a y a p p ly a t e m p o r a r y
v id e o a t t r ib u t e t o a la b e l t o s h o w it s b o u n d a r ie s .

3 Ty p e t h e n e w ch a r a ct e r s y o u w a n t in t h e la b e l.

4 P r e s s R E TUR N t o s a v e t h e ch a n g e , o r p r e s s C TR L + a t o r e v e r t t o t h e o r ig in a l la b e l.

5 Re p e a t S t e p s 1 t h r o u g h 4 fo r a n y o t h e r la b e ls y o u w a n t t o ch a n g e .

3 B C M S C u s t o m R e p o r t s 4 1 9



A d d i n g a T i m e S t a m p
F o ll o w t h is p r o ce d u r e if y o u w a n t t o in clu d e a n y o f t h e fo ll o w in g p ie ce s o f t im e / d a t e
in fo r m a t io n in a n h is t o r ica l r e p o r t :

Th e d a t e w h e n t h e r e p o r t w a s g e n e r a t e d , in M M / D D / Y Y (m o n t h / d a y / y e a r) fo r m a t

Th e cu r r e n t t im e w h e n t h e r e p o r t w a s g e n e r a t e d in h h :m m :ss (h o u r :m in u t e :s e co n d)
fo r m a t

Th e d a t e o n w h ich t h e d a t a u s e d in t h e r e p o r t w a s r e co r d e d , in M M / D D / Y Y
fo r m a t .

N O T E Tim e s t a m p s ca n b e u s e d o n ly in h is t o r ica l r e p o r t s .

1 P o s it io n t h e cu r s o r w h e r e y o u w a n t t h e t im e s t a m p t o b e g in .

2 P r e s s TI ME S TA MP .

3 En t e r e it h e r x x : x x : x x fo r a t im e o r x x / x x / x x fo r a d a t e .

4 P r e s s R E TUR N .

[ Th e fo ll o w in g T i m e S t am p w in d o w w ill a p p e a r in y o u r r e p o r t . ]

4 2 0 D e s i g n i n g A C u s t o m R e p o r t



A d d i ng a T i me S ta mp

DA I L Y A GE N T R E P OR T ( M E N U: D A G E NT )
XX / X X / XX D A Y : X X/ X X / X X

AG E N T : XX X X X X
SP L I T : XX X X X X X XX X X X X XX X X X X X

NU M B E R AV E R A G E AV E R A G E WE I G H T ED N O . O F AV G E X T N O. O F A V G E X T % % T OT A L N U M BE R
OF A C D A CD T A L K A FT E R C A L L E X T O U T O U T T A L K E X T I N I N T A L K A UX A C D M I N O F

TI M E C A LL S T I M E CA L L W O R K V A L U E CA L L S T I ME C A L L S TI M E W O RK T I M E S TA F F E D A SS I S T S
__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _

XX : X X _ XX : X X X X XX X X X X XX X X X X X XX X X X X X XX X X X X X XX X X X X XX X X X X X X X X X X X X XX X X X X X
__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _

SU M M A R Y X X X X X X XX X X X X XX X X X X X XX X X X X X X X X X X X X XX X X X X X X X X X X X X X X X X X X XX X

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - -
[ ] C u r r en t D a t e [ ] C u r r e nt T i m e [ ] D a t e o f R e p o r t ed D a t a

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - -

KE Y S KE Y S ST A MP IT E M
HE L P MO R E EX I T ER A S E MO V E TI M E DA T A LA B E L

5 M o v e t h e cu r s o r t o t h e d e s ir e d t im e s t a m p o p t io n .

6 P r e s s R E TUR N .

[ Th e Tim e S t a m p W in d o w d is a p p e a r s a n d t h e cu r s o r r e t u r n s t o t h e t im e s ta m p
fie ld . ]

3 B C M S C u s t o m R e p o r t s 4 2 1



C h a n g i n g a T i m e S t a m p
F o ll o w t h is p r o ce d u r e if y o u w a n t t o ch a n g e a t im e s t a m p .

1 P la ce t h e cu r s o r in t h e t im e s t a m p fie ld .

2 P r e s s TI ME S TA MP .

3 Ty p e t h e n e w fo r m a t , if n e ce s s a r y (t h a t is , x x : x x : x x t o x x / x x / x x o r v ice
v e r s a ).

4 P r e s s R E TUR N .

[ Th e t im e s t a m p w in d o w a p p e a r s w it h t h e cu r s o r in t h e b r a ck e t s fo r t h e s t a mp t y p e
cu r r e n t ly s p e cifie d .]

5 M o v e t h e cu r s o r t o t h e d e s ir e d t im e s t a m p o p t io n .

6 P r e s s R E TUR N .

[ Th e Tim e S t a m p W in d o w d is a p p e a r s a n d t h e cu r s o r r e t u r n s t o t h e t im e s ta m p
fie ld . ]
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A d d i n g V i d e o A t t r i b u t e s t o a R e a l -t i m e
R e p o r t

F o ll o w t h is p r o ce d u r e t o ch a n g e t h e v id e o a t t r ib u t e s o f la b e ls a n d d a t a it e ms in a r e a l- t im e
r e p o r t . N o r m a ll y y o u ch a n g e v id e o a t t r ib u t e s t o in cr e a s e r e a d a b ilit y o f t h e r ep o r t a n d t o
e m p h a s iz e o r d e - e m p h a s iz e ce r t a in d is p la y it e m s in t h e r e p o r t .

Y o u ca n n o t ch a n g e t h e d is p la y fo r a ll o r a g r o u p o f d is p la y it e m s a t o n e t im e : y o u mu s t ch a n g e
t h e a t t r ib u t e s fo r e a ch r e p o r t d is p la y it e m s e p a r a t e ly .

1 P la ce t h e cu r s o r w it h in t h e la b e l o r d a t a it e m fie ld w h o s e v id e o a t t r ib u t e s y o u w a n t
t o ch a n g e .

2 P r e s s MO R E K E Y S .

[ Th e s e co n d t ie r o f SLK s a p p e a r s . ]

K EY S L IN E L IN E SC REE N A C C EN T
H EL P RE SU M E E X IT D EL ETE IN SERT C O P Y P RIN T VID EO

3 P r e s s V I DE O A C C E NT .

[ Th e Vid e o A t t r ib u t e t ie r o f S LK s a p p e a r s . ]

K EY S L IN E VID EO
H EL P RE SU M E E X IT U N D ER IN VER SE N O RM A L D IM B R IG H T

4 P r e s s t h e S LK (s ) o f w h ich e v e r a t t r ib u t e (s ) y o u d e s ir e fo r t h e fie ld . Y o u ca n s p e cify
b o t h u n d e r lin e a n d a n y o n e o f t h e o t h e r a t t r ib u t e s t o b e in e ffe ct s im u lt a n e o u s ly .

[ Th e e n t ir e la b e l o r d a t a it e m w ill t a k e o n t h e v id e o a t t r ib u t e . ]

5 Re p e a t S t e p s 1 t h r o u g h 4 fo r e a ch d is p la y it e m y o u w a n t t o a d d v id e o a t t r ib u te s t o .

6 P r e s s R E S UME t o r e t u r n t o t h e p r e v io u s S L K s .

[ C M S r e d is p la y s t h e s e co n d t ie r o f S LK s . ]

N O T E So m e t e r m in a ls d o n o t h a v e t h e ‘ ‘ b r ig h t ’ ’ a t t r ib u t e .
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G e n e r a l I n f o r m a t i o n
Th e m o s t im p o r t a n t a n d m o s t co m p le x t a s k in cr e a t in g a cu s t o m r e p o r t is d e fin in g t h e r e p o r t ’ s
d a t a it e m s , t h e A C D d a t a co ll e ct e d b y C M S . A d a t a it e m ca n b e o n e o f fiv e t y p e s:

A d a t a b a s e it e m

A fo r m u la

A ca lcu la t io n

A co n s t a n t

A d a t a fu n ct io n .

Y o u d e fin e d a t a it e m s fo r a r e p o r t u s in g t h e D a t a It e m W in d o w , w h ich p o p s u p o n t h e Scr e e n
P a in t e r a ft e r p r e s s in g t h e DA TA I TEM SLK . To e ffe ct iv e ly d e fin e d a t a it e m s fo r a r e p o r t , y o u
m u s t u n d e r s t a n d t h e v a r ie t y o f o p t io n s a v a ila b le t o y o u w h e n u s in g t h e D at a It e m W in d o w .
A ls o , s in ce d a t a b a s e it e m s co m p r is e t h e v a s t m a jo r it y o f d a t a it e m s y o u w ill d e fin e , y o u m u s t
a ls o u n d e r s t a n d t h e s t r u ct u r e o f t h e C M S d a t a b a s e s .

Th is ch a p t e r g iv e s t h e fo ll o w in g in fo r m a t io n :

W h a t d a t a b a s e it e m s a r e

H o w t h e y fit t o g e t h e r in t h e d a t a b a s e s t r u ct u r e

W h a t o t h e r d a t a it e m s y o u ca n u s e fo r r e p o r t s

H o w y o u u s e t h e D a t a It e m W in d o w t o d e fin e d a t a it e m s fo r y o u r r e p o r t s .
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D a t a b a s e I t e m s : T h e P r i m a r y S o u r c e o f
R e p o r t D a t a

D at ab as e i t e m s a r e n a m e s fo r s p e cific d a t a s t o r e d in t h e C M S d a t a b a s e s . D a t a b a s e it e m s m a y
s t o r e lo g in ID s , e xt e n s io n n u m b e r s , s p lit n u m b e r s , t r u n k n u m b e r s , t r u n k gr o u p n u m b e r s , a n d
s y n o n y m s fo r lo g in ID s , s p lit s , o r t r u n k g r o u p s . In a d d it io n , d a t a b a s e it e m s m a y s t o r e s t a t is t ica l
d a t a co m p ile d fr o m y o u r ca ll ce n t e r ’ s a ct iv it y . Th e n u m b e r o f A C D ca ll s , t h e w ait t im e fo r ca lls
in q u e u e , a n d w h e t h e r o r n o t a n a g e n t is cu r r e n t ly o n a n A C D ca ll a r e e xa m p le s o f t h is
s t a t is t ica l d a t a .

N O T E If y o u r s y s t e m h a s t h e C a ll Ve ct o r in g fe a t u r e , d a t a b a s e it e m s m a y a ls o s t o r e v ect o r
a n d Ve ct o r D ir e ct o r y N u m b e r (VD N ) d a t a . Ve ct o r a n d VD N d a t a b a s e it e m s h a v e
b e e n in clu d e d in A p p e n d ix A , ‘ ‘ D a t a b a s e Re fe r e n ce . ’ ’

T y p e s o f D a t a i n D a t a b a s e I t e m s

D a t a b a s e it e m s ca n s h o w fo u r d iffe r e n t t y p e s o f d a t a , a s d e s cr ib e d in t h e fo ll o win g lis t . Re fe r
t o A p p e n d ix A t o fin d o u t w h a t t y p e o f d a t a a s p e cific d a t a b a s e it e m s h o w s .

S t at u s In r e a l- t im e r e p o r t s o n ly , t h is t y p e o f d a t a g iv e s t h e cu r r e n t s t a t e o f a g e n ts ,
s p lit s , t r u n k s , a n d t r u n k g r o u p s . F o r e xa m p le , A S TA TE g iv e s t h e cu r r e n t s t a te
o f a n a g e n t — U N S TA F, A VA IL , A C D , A C W , A U X , e t c. A C D C O U N T g iv e s
t h e n u m b e r o f a g e n t s cu r r e n t ly o n A C D ca ll s in a s p lit . A LL TRK SB U S Y g iv e s
t h e n u m b e r o f t r u n k s cu r r e n t ly in u s e in a t r u n k g r o u p . TS A TE g iv e s t h e
cu r r e n t s t a t e o f a t r u n k — Q U EU ED , C O N N , SEIZ ED , ID L E, e t c. In b o t h
r e a l- t im e a n d h is t o r ica l r e p o r t s , s t a t u s it e m s a ls o in clu d e d a t a s u ch a s t h e
e q u ip m e n t lo ca t io n o f a t r u n k , a t im e m a r k fo r t h e b e g in n in g o r e n d in g o f a n
e v e n t (fo r e xa m p le , w h e n a n a g e n t lo g s in ), o r a fla g n o t in g t h a t a ch a n g e o f
s t a t u s h a s o ccu r r e d .

T i m e Th is t y p e o f d a t a g iv e s t h e cu m u la t iv e t im e o f ce r t a in t y p e s o f a ct iv it y . Fo r
e xa m p le , A C D TIM E g iv e s t h e t o t a l t im e a g e n t s in a s p lit s p e n t o n A C D ca ll s .
A LL IN U S E g iv e s t h e t o t a l t im e t h e t r u n k s in a t r u n k g r o u p w e r e in u s e .

E v e n t Th is t y p e o f d a t a g iv e s t h e cu m u la t iv e n u m b e r o f ce r t a in t y p e s o f e v e n t s . Fo r
e xa m p le , A C D C A L L S (in a n A g e n t file ) g iv e s t h e n u m b e r o f ca ll s a n a g e n t h a s
h a n d le d . A C D C A L L S (in a S p lit file ) g iv e s t h e cu m u la t iv e n u m b e r o f A C D
ca ll s h a n d le d b y a ll a g e n t s in a s p lit .

Id e n t i f i e r Th is t y p e o f d a t a m a y id e n t ify t h e s p lit , a g e n t , t r u n k g r o u p , a n d s o o n .
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D a taba se Items: T he P ri ma r y S ou r c e of R e por t D a ta

C a l l - B a s e d a n d I n t e r v a l - B a s e d I t e m s
D a t a b a s e it e m s , b o t h r e a l- t im e a n d h is t o r ica l, ca n a ls o b e e it h e r i n t e r v al - b as e d o r cal l - b as e d.

In t e r v al - Bas e d Ite m s

In t e r v a l- b a s e d it e m s a r e d a t a b a s e it e m s t h a t e it h e r r e co r d t im e o f e v e n t s d u rin g a n d u p t o t h e
e n d o f a n in t e r v a l o r r e co r d e v e n t o ccu r r e n ce s w h e n t h e e v e n t s b e g in . Fo r e xa m p le , s a y a n
a g e n t a n s w e r s a ca ll d u r in g In t e r v a l 1 7 . Th e ca ll la s t s 4 m in u t e s in t h is in t e r v a l. Th e ca ll
co n t in u e s in t o In t e r v a l 1 8 , la s t s 3 m in u t e s , a n d e n d s in In t e r v a l 1 8 . F o r t h is a g en t , o n e ca ll is
r e co r d e d in In t e r v a l 1 7 b y t h e in t e r v a l- b a s e d it e m A C D C A L L S. N o ca ll is r e co r d e d in In t er v a l
1 8 . Fo u r m in u t e s o f ca ll t im e is r e co r d e d in In t e r v a l 1 7 b y t h e in t e r v a l- b a s e d it e m A CD TIM E,
a n d 3 m in u t e s o f ca ll t im e is r e co r d e d in In t e r v a l 1 8 b y A C D TIM E.

N O T E W h e n a n a g e n t h a n d le s a ca ll t h a t e xt e n d s o v e r t w o in t e r v a ls a n d d o e s n o t r e ce iv e
a n y m o r e ca lls in t h e s e co n d in t e r v a l, t h e s e co n d in t e r v a l w ill s h o w a n a v e r a g e t alk
t im e o f 0 . Th a t is , t h e t a lk t im e p e g g e d in t h e s e co n d in t e r v a l is d iv id e d b y 0 ca ll s ,
w h ich y ie ld s 0 a v e r a g e t a lk t im e w it h in C M S .

A ls o , t h e s u m m a r y lin e o f a n a g e n t r e p o r t w i l l fa ct o r in t h e t im e o f a n e xt e n d e d ca ll .
A s a r e s u lt , if t h e a g e n t h a s a n e xt e n d e d ca ll o v e r t w o o r m o r e in t e r v a ls , a v er a g e t a lk
t im e in t h e s u m m a r y lin e co u ld t h e o r e t ica ll y b e g r e a t e r t h a n t h a t o f a n y s in gle in t e r v a l
lis t e d in t h e r e p o r t .

Ca l l - B as e d Ite m s
C a ll - b a s e d it e m s a r e d a t a b a s e it e m s t h a t r e co r d e v e n t o ccu r r e n ce s w h e n t he e v e n t s e n d o r
r e co r d t o t a l t im e fo r e v e n t s w it h in t h e in t e r v a ls in w h ich t h e e v e n t s e n d : t h e y d o n o t s p lit u p
t im e b e t w e e n t w o in t e r v a ls . In t h e p r e ce d in g e xa m p le , t h e ca ll - b a s e d it e m N U MTA LK w o u ld
r e co r d t h e ca ll in In t e r v a l 1 8 . N o ca ll w o u ld b e r e co r d e d in In t e r v a l 1 7 . Th e ca ll - b as e d it e m
C U M TA LK w o u ld r e co r d s e v e n m in u t e s o f ca ll t im e in In t e r v a l 1 8 .

Th e d iffe r e n ce in t h e w a y ca ll - b a s e d it e m s a n d in t e r v a l- b a s e d it e m s co ll e ct d a t a ca n ca u s e s lig h t
d iffe r e n ce s in t h e t o t a ls d is p la y e d in t h e it e m s fo r a n y p a r t icu la r in t e r v a l. In m o s t ca s es , ca ll -
b a s e d it e m s g iv e t h e m o s t co n s is t e n t r e p o r t in g o f d a t a b e ca u s e t h e y a lw a ys r e co r d a n e v e n t a n d
t h e d u r a t io n o f t h e e v e n t in t h e s a m e in t e r v a l. H o w e v e r , ce r t a in t y p e s o f in fo r m a t io n a r e o n ly
a v a ila b le in in t e r v a l- b a s e d it e m s , s o y o u m a y n e e d t o u s e in t e r v a l- b a s e d it e m s in s o m e r e p o r t s .

A ls o , a t t im e s , t h e lin k b e t w e e n t h e s w it ch a n d t h e 3 B m a y b e in t e r r u p t e d or m e s s a g e s fr o m t h e
s w it ch m a y b e d is r e g a r d e d b e ca u s e o f s o ft w a r e a u d it co r r e ct io n s o r p r o t o co l v io la t io n s . W h e n
t h e s e la p s e s in co m m u n ica t io n o ccu r , a n in t e r v a l- b a s e d it e m m a y co ll e ct d a t a , wh ile a ca ll - b a s e d
it e m m a y n o t . O r t h e r e v e r s e m a y b e t r u e . Y o u ca n e n s u r e t h a t , w h e n co m pa r in g y o u r cu s t o m
r e p o r t s , d a t a is co n s is t e n t if y o u d o n o t a lt e r n a t e ca ll - b a s e d a n d in t e r v a l- b a s e d d a t a b a s e it e m s
t h a t co ll e ct t h e s a m e t y p e o f d a t a .
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T h e S t r u c t u r e o f C M S D a t a b a s e s
W h e n a lo g in ID (a g e n t ), s p lit , t r u n k , o r t r u n k g r o u p b e co m e s a ct iv e in y o u r A C D , C M S cr e a t e s
a r e co r d w h ich co n t a in s m a n y d a t a b a s e it e m s fo r ca ll ce n t e r a ct iv it y . Ea ch r e co r d is s im p ly a
g r o u p in g o f d a t a b a s e it e m s in co m p u t e r m e m o r y . Ea ch r e co r d h a s a k e y d a t a b a s e it e m (lo gin
ID , s p lit , t r u n k , o r t r u n k g r o u p ). W h e n it cr e a t e s a r e co r d , C M S s t o r e s v a lu e s in t h e k e y
d a t a b a s e it e m (lo g in ID , s p lit , t r u n k , t r u n k g r o u p ) a n d in t h e d a t a b a s e it e m s a ss o cia t e d w it h t h e
k e y it e m . C o n v e r s e ly , w h e n C M S r e t r ie v e s r e p o r t d a t a , it fin d s a s p e cific r e co r d b y ke y it e m
a n d t h e n fin d s t h e v a lu e s in t h e s e le ct e d d a t a b a s e it e m s .

Re co r d s a r e s t o r e d in fo u r d iffe r e n t d a t a b a s e s :

C u r r e n t Re a l- Tim e

P r e v io u s Re a l- Tim e

H a lf- H o u r H is t o r ica l

D a ily H is t o r ica l.

Th e s e d a t a b a s e s d iffe r in t h e t im e fr a m e s fo r w h ich t h e ir r e co r d s s t o r e d a t a , a n d t he y d iffe r
s o m e w h a t in t h e k in d o f d a t a t h e ir r e co r d s s t o r e . H o w e v e r , e a ch d a t a b a s e o rg a n iz e s it s r e co r d s
in t o t h e s a m e fo u r t y p e s o f file s :

A g e n t

Sp lit

Tr u n k

Tr u n k G r o u p .

N O T E If y o u r s y s t e m h a s t h e C a ll Ve ct o r in g fe a t u r e , v e ct o r a n d VD N file s a ls o e xist in t h e
C M S d a t a b a s e s , a s w e ll a s v e ct o r a n d VD N k e y d a t a b a s e it e m s . Th e Ve ct o r a n d VD N
file s s t o r e d a t a t h e s a m e w a y a s t h e o t h e r C M S file s .

Ea ch file is s im p ly a g r o u p in g o f a ll r e co r d s t h a t h a v e t h e s a m e k e y d a t a b a s e it e m . Th e r efo r e ,
a n A g e n t file co n t a in s a ll r e co r d s w it h t h e k e y d a t a b a s e it e m , LO G ID ; a S p lit file co n t a in s all
r e co r d s w it h t h e k e y d a t a b a s e it e m , S P L IT; a n d s o o n .
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T he S tr uc t u r e of C MS D a taba se s

N O T E Re co r d s in a n A g e n t file a ls o co n t a in t h e d a t a b a s e it e m S P LI T, b u t b e ca u s e S P L IT is
n o t a k e y d a t a b a s e it e m in a n A g e n t file , SP LIT v a lu e s h a v e n o e ffe ct o n t h e w a y
a g e n t r e co r d s a r e s t o r e d .

Th e C M S d a t a b a s e s t r u ct u r e s fo r m t h e b a s is o n w h ich y o u d e fin e d a t a b a s e it e m s (a nd a ll o t h e r
d a t a it e m s , e xce p t co n s t a n t s ) fo r a cu s t o m r e p o r t . To d e fin e a s in g le d a t a it e m , y ou m u s t
id e n t ify n o t o n ly t h e d a t a b a s e it e m , b u t a ls o t h e d a t a b a s e , t h e file , a n d t he r e co r d (s ). F o r
h is t o r ica l r e p o r t s , id e n t ify in g r e co r d s in clu d e s s p e cify in g t h e d a y (s ) a n d in t e r va l(s ) fr o m w h ich
t h e d a t a s h o u ld b e e xt r a ct e d . Th e fo ll o w in g p a g e s d e s cr ib e t h e s t r u ct u r e s of t h e fo u r C M S
d a t a b a s e s .

T h e R e a l -T i m e D a t a b a s e S t r u c t u r e

If y o u a r e cr e a t in g a r e a l- t im e cu s t o m r e p o r t , y o u w ill u s e d a t a fr o m t h e Re a l- Tim e d a t a b a s e s .
F ig u r e 5 - 1 r e p r e s e n t s t h e s t r u ct u r e o f b o t h t h e C u r r e n t In t e r v a l a n d P re v io u s In t e r v a l Re a l- t im e
d a t a b a s e s . B o t h d a t a b a s e s a r e s t o r e d in y o u r co m p u t e r ’ s m a in m e m o r y .

Th e C u r r e n t In t e r v a l d a t a b a s e co n t a in s d a t a fo r A C D a ct iv it y t h a t h a s o ccu rr e d o r is o ccu r r in g
w it h in t h e cu r r e n t h a lf- h o u r . In t h e C u r r e n t In t e r v a l d a t a b a s e , r e co r d s w it h in e a ch a g e n t , s p lit ,
t r u n k , a n d t r u n k g r o u p file a r e cr e a t e d fo r e v e r y m e a s u r e d a g e n t , s p lit , t r u nk , o r t r u n k g r o u p .
F o r e a ch r e co r d cr e a t e d , co n t in u e d A C D a ct iv it y t r ig g e r s ch a n g e s in t h a t r e co r d ’ s d a t a o v e r t h e
co u r s e o f t h e in t e r v a l.

Th e P r e v io u s In t e r v a l d a t a b a s e co n t a in s d a t a fo r A C D a ct iv it y t h a t o ccu r r e d in t h e h a lf- h o u r
in t e r v a l t h a t ju s t e n d e d . Th e P r e v io u s In t e r v a l d a t a b a s e is k e p t in m a in me m o r y s o t h e d a t a
ca n a p p e a r w it h cu r r e n t r e a l- t im e d a t a in r e a l- t im e r e p o r t s .

W h e n a h a lf- h o u r e n d s a n d a n e w h a lf- h o u r b e g in s , t h e r e co r d s in t h e C u r r en t In t e r v a l
d a t a b a s e a r e co p ie d in t o t h e P r e v io u s In t e r v a l d a t a b a s e , a s w e ll a s t h e Ha lf- H o u r H is t o r ica l
d a t a b a s e . Re co r d s in t h e C u r r e n t In t e r v a l d a t a b a s e a r e e r a s e d s o d a t a fo r t h e n e w h a lf- h o u r ca n
b e s t o r e d . A s in d ica t e d in F ig u r e 5 - 1 , t h e C u r r e n t a n d P r e v io u s In t e r v a l d a t a ba s e s h a v e a lm o s t
t h e s a m e s t r u ct u r e s , e xce p t t h a t t h e P r e v io u s In t e r v a l d a t a b a s e d o e s n o t h a v e s t a t u s d a t a b a s e
it e m s .
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T he S tr uc t u r e of C MS D a taba se s

D a t a b a s e
i t e m s i n e a c h U p t o 2 5 5

t r u n k g r o u p r e c o r d s t r u n k g r o u p r e c o r d

Tr u n k G r o u p 1
Tr u n k G r o u p 2
Tr u n k G r o u p 3

Tr u n k G r o u p
Fi l e

TR K G R P
SP LI T

A B A N D O N S
N O N A C D
TR K SI N U SE

A N SW ER ED

A g e n t ( n )

A g e n t 3

A g e n t
Fi l e

A C D C A L LS
A C W TI M E
A U X TI M E
TI M EM A R K

a g e n t r e c o r d

A g e n t 1
A g e n t 2

D a t a b a s e
i t e m s i n e a c h

U p t o 4 0 0 ( 3 B 2 )

a g e n t r e c o r d s

SP LI T

s p l i t r e c o r d s
i t e m s i n e a c h
s p l i t r e c o r d

Sp l i t 1
Sp l i t 2
Sp l i t 3

Sp l i t ( n )

U p t o 6 0
D a t a b a s e

Sp l i t
Fi l e

SP LI T
A C D C A L LS
A C D C O U N T
A C W TI M E
A C W C O U N T
A B A N D O N S
A G EN TS

LO G I D

o r 1 0 2 3 ( 3 B 5 )

D a t a b a s e
i t e m s i n e a c h

Tr u n k G r o u p ( n )

t r u n k r e c o r d

U p t o 7 0 0 ( 3 B 2 )

t r u n k r e c o r d s

Tr u n k 1
Tr u n k 2
Tr u n k 3

Tr u n k ( n )

TR K N D X
TR K G R P
A B A N D O N S
A N SW ER ED
TSTA TE
N O N A C D
TI M EM A R K

o r 1 4 0 0 ( 3 B 5 o r 3 B 2 6 0 0 )

G R O U PS I ZE

Tr u n k
Fi l e

D A TA B A SES

N O TE : S t r u c t u r e a p p l i e s t o b o t h C U R R EN T i n t e r v a l a n d P R EV I O U S i n t e r va l d a t a b a s e s .

R EA L- TI M E

F i g u r e 5 1 S t r u ct u r e o f t h e Re al - T i m e D at ab as e
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T h e H a l f -H o u r H i s t o r i c a l D a t a b a s e S t r u c t u r e

If y o u a r e cr e a t in g a d a ily r e p o r t (w h ich u s u a ll y d is p la y s d a t a in t e r v a l- b y - in t e rv a l fo r a s in g le
d a y ), y o u w ill u s e d a t a fr o m t h e H a lf- H o u r H is t o r ica l d a t a b a s e (Figu r e 5 - 2 ). Th e H alf- H o u r
H is t o r ica l d a t a b a s e co n t a in s h a lf- h o u r r e co r d s t h a t ca n b e u p t o 3 1 d a y s o ld .

U p t o 4 8
i n t e r v a l s o f
d a t a p e r d a y p e r i n t e r v a l

U p t o 2 5 5

Tr u n k G r o u p 1

A g e n t ( n )

Tr u n k G r o u p 2
Tr u n k G r o u p 3

1 1 : 3 0 - 1 2 : 0 0 A M

1 2 : 0 0 - 1 2 : 3 0 A M
1 2 : 3 0 - 0 1 : 0 0 A M
0 1 : 0 0 - 0 1 : 3 0 A M

D a t a b a s e
i t e m s i n e a c h
t r u n k g r o u p r e c o r d

I N TE R V A L
TR K G R P

J D A TE

t r u n k g r o u p r e c o r d s

U p t o 4 8
i n t e r v a l s o f
d a t a p e r d a y p e r i n t e r v a l

Tr u n k G r o u p ( n )

U p t o 7 0 0 ( 3 B 2 )

t r u n k r e c o r d s

Tr u n k 1
Tr u n k 2
Tr u n k 3

1 1 : 3 0 - 1 2 : 0 0 A M

Tr u n k ( n )

1 2 : 0 0 - 1 2 : 3 0 A M

1 1 : 3 0 - 1 2 : 0 0 A M

1 2 : 3 0 - 0 1 : 0 0 A M
0 1 : 0 0 - 0 1 : 3 0 A M

D a t a b a s e
i t e m s i n e a c h

A N SW ER ED
N O N A C D
A B A N D O N S

t r u n k r e c o r d

I N TE R V A L
TR K - N D X
TR K G R P
A N SW ER ED
N O N A C D

J D A TE

o r 1 4 0 0 ( 3 B 5 o r 3 B 2 6 0 0 )

p e r i n t e r v a ld a t a p e r d a y

A g e n t 1
A g e n t 2
A g e n t 3

i n t e r v a l s o f a g e n t r e c o r d s

1 2 : 0 0 - 1 2 : 3 0 A M
1 2 : 3 0 - 0 1 : 0 0 A M
0 1 : 0 0 - 0 1 : 3 0 A M

U p t o 4 8
U p t o 4 0 0 ( 3 B 2 )

p e r i n t e r v a l

1 2 : 0 0 - 1 2 : 3 0 A M

1 1 : 3 0 - 1 2 : 0 0 A M

d a t a p e r d a y

Sp l i t 1
Sp l i t 2
Sp l i t 3

Sp l i t ( n )

1 2 : 3 0 - 0 1 : 0 0 A M
0 1 : 0 0 - 0 1 : 3 0 A M

s p l i t r e c o r d s i n t e r v a l s o f
U p t o 6 0 U p t o 4 8

a g e n t r e c o r d

I N TE R V A L

A B A N D O N S

SP LI T
A C D C A L LS

D a t a b a s e
i t e m s i n e a c h

i t e m s i n e a c h
s p l i t r e c o r d

I N TE R V A L
SP LI T
A C D C A L LS
A C W TI M E
A B A N D O N S

D a t a b a s e

J D A TE

J D A TE

LO G I D

o r 1 0 2 3 ( 3 B 5 )

U p t o 3 1
d a y s o f
h a l f - h o u r d a t a

0 1 / 1 2 / 8 8

Tr u n k G r o u p

0 1 / 1 3 / 8 8
0 1 / 1 4 / 8 8

U p t o 3 1
d a y s o f
h a l f - h o u r d a t a

0 2 / 1 1 / 8 8

0 1 / 1 2 / 8 8
0 1 / 1 3 / 8 8
0 1 / 1 4 / 8 8

0 2 / 1 1 / 8 8

d a y s o f
h a l f - h o u r d a t a

0 1 / 1 2 / 8 8
0 1 / 1 3 / 8 8
0 1 / 1 4 / 8 8

U p t o 3 1

Sp l i t
Fi l e

Fi l e

h a l f - h o u r d a t a

0 1 / 1 2 / 8 8
0 1 / 1 3 / 8 8
0 1 / 1 4 / 8 8

0 2 / 1 1 / 8 8

A g e n t

U p t o 3 1
d a y s o f

Fi l e

Tr u n k
Fi l e

H A LF- H O U R H I S TO R I C A L
D A TA B A SE

0 2 / 1 1 / 8 8

F i g u r e 5 2 S t r u ct u r e o f t h e H al f - H o u r H i s t o r i cal D at ab as e
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A t t h e e n d o f e a ch h a lf- h o u r , t h e C u r r e n t In t e r v a l r e a l- t im e r e co r d s a r e co p ie d in t o t h e H a lf-
H o u r H is t o r ica l d a t a b a s e , w h ich is s t o r e d o n d is k . Th e r e co r d s a r e s t o r e d in t h e a p p r o p r ia t e
file , a n d e a ch file s t o r e s r e co r d s fr o m t h e s a m e in t e r v a l t o g e t h e r a s a g r o u p . As e a ch h a lf- h o u r
p a s s e s , a n o t h e r g r o u p o f r e co r d s is a d d e d t o e a ch o f t h e file s . Th e r e fo r e , a ny o f t h e fo u r file s
m a y co n t a in u p t o 4 8 in t e r v a ls o f r e co r d s fo r a s in g le d a y . Th e file s a ls o s t o r e a ll in t e r v a ls in a
s in g le d a y t o g e t h e r a s a g r o u p , a n d e a ch file ca n s t o r e u p t o 3 1 d a y s o f r e co r ds . W h e n a n
in t e r v a l o f r e co r d s is co p ie d fr o m t h e C u r r e n t In t e r v a l d a t a b a s e , b o t h a d at e a n d a h a lf- h o u r
in t e r v a l n u m b e r (1 t h r o u g h 4 8 ) a r e in s e r t e d in t o e a ch r e co r d s o t h a t r e co r d s ca n b e r e t r ie v e d n o t
ju s t b y k e y d a t a b a s e it e m , b u t a ls o b y d a y a n d in t e r v a l.

Th e H a lf- H o u r H is t o r ica l d a t a b a s e ’ s m e t h o d fo r s t o r in g a n d o r g a n iz in g r e co r ds m e a n s t h a t t h e
Sp lit file m a y co n t a in u p t o 4 8 r e co r d s (o n e fo r e a ch in t e r v a l) fo r a s in g le s p lit fo r a s in gle d a y .
W it h 3 1 d a y s o f h a lf- h o u r d a t a p o s s ib le , t h e S p lit file co u ld s t o r e u p t o 1 4 8 8 h a lf- h o u r r e co r d s
(3 1 * 4 8 ) fo r a s in g le s p lit . Th e s a m e q u a n t it ie s o f r e co r d s a r e a ls o p o s s ib le fo r a ge n t s , t r u n k s ,
a n d t r u n k g r o u p s .

T h e D a i l y H i s t o r i c a l D a t a B a s e S t r u c t u r e
If y o u a r e cr e a t in g a w e e k ly , m o n t h ly , o r d a ily s u m m a r y cu s t o m r e p o r t , y o u w ill u s e d a t a fr o m
t h e D a ily H is t o r ica l d a t a b a s e (Figu r e 5 - 3 ). Th e D a ily H is t o r ica l d a t a b a s e co n t a in s d a ily r e co r d s
t h a t ca n b e u p t o 3 8 7 d a y s o ld . Ea ch d a ily r e co r d is a s u m m a r y o f a ll h a lf- h o u r r e co r d s in a
d a y fo r a s p lit , a g e n t , t r u n k , o r t r u n k g r o u p .

Ea ch d a y ’ s h a lf- h o u r d a t a is s u m m a r iz e d in t o d a ily d a t a w h e n t h e D a ily D a t a Ar ch iv e p r o ce s s
e xe cu t e s — u s u a ll y e a r ly in t h e m o r n in g . W h e n 3 8 7 d a y s o f d a t a h a v e b e e n s t or e d , t h e o ld e s t
d a y o f d a t a is s im u lt a n e o u s ly r e m o v e d fr o m t h e d a t a b a s e w h e n t h e n e xt d a y ’ s su m m a r y d a t a is
a d d e d t o t h e d a t a b a s e .

N O T E To e n s u r e t h e co ll e ct io n o f d a ily d a t a , t h e D a ily D a t a A r ch iv e s h o u ld b e s ch e du le d t o
r u n a u t o m a t ica ll y e v e r y n ig h t . S e e C h a p t e r 1 1 , ‘ ‘ M a in t e n a n ce , ’ ’ in t he 3B Ca ll
M an ag em en t Sy st em A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 4 ) d o cu m e n t .
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SP LI T

A g e n t ( n )

D a t a b a s e
i t e m s i n e a c h

U p t o 2 5 5
t r u n k g r o u p r e c o r d s

t r u n k g r o u p r e c o r d

Tr u n k G r o u p 1

d a i l y d a t a p e r d a y

D a t a b a s e
i t e m s i n e a c h

Tr u n k G r o u p 2
Tr u n k G r o u p 3

Tr u n k G r o u p ( n )

TR K G R P
A N SW ER ED
N O N A C D
A B A N D O N S

t r u n k r e c o r d
t r u n k r e c o r d s

Tr u n k 1
Tr u n k 2

d a i l y d a t a p e r d a y

Tr u n k 3

Tr u n k ( n )

TR K - N D X
TR K G R P
A N SW ER ED
N O N A C D

J D A TE

J D A TE

a g e n t r e c o r d

A C D C A L LS

A g e n t 1
A g e n t 2
A g e n t 3

D a t a b a s e
i t e m s i n e a c h

U p t o 4 0 0 ( 3 B 2 )

p e r d a y

U p t o 3 8 7
d a y s o f
d a i l y d a t a

U p t o 3 8 7
d a y s o f

s p l i t r e c o r d s i t e m s i n e a c h
s p l i t r e c o r d

Sp l i t 1
Sp l i t 2
Sp l i t 3

Sp l i t ( n )

SP LI T
A C D C A L LS
A C W TI M E
A B A N D O N S

U p t o 6 0 D a t a b a s e

p e r d a y

U p t o 3 8 7
d a y s o f
d a i l y d a t a

J D A TE

A g e n t
Fi l e

Tr u n k G r o u p
Fi l e

U p t o 3 8 7
d a y s o f

Sp l i t
Fi l e

D A TA B A SE
D A I LY H I S TO R I C A L

Tr u n k
Fi l e

J D A TE
LO G I D

A C W TI M E

0 1 / 2 0 / 8 7
0 1 / 2 1 / 8 7
0 1 / 2 2 / 8 7

0 2 / 1 1 / 8 8

0 1 / 2 0 / 8 7
0 1 / 2 1 / 8 7
0 1 / 2 2 / 8 7

0 2 / 1 1 / 8 8

0 1 / 2 0 / 8 7
0 1 / 2 1 / 8 7
0 1 / 2 2 / 8 7

0 2 / 1 1 / 8 8

0 1 / 2 0 / 8 7
0 1 / 2 1 / 8 7
0 1 / 2 2 / 8 7

0 2 / 1 1 / 8 8

U p t o 7 0 0 ( 3 B 2 )
o r 1 4 0 0 ( 3 B 5 o r 3 B 2 6 0 0 )

a g e n t r e c o r d s
o r 1 0 2 3 ( 3 B 5 )

F i g u r e 5 3 S t r u ct u r e o f t h e D ai l y H i s t o r i cal D at ab as e

Th e A g e n t , Sp lit , Tr u n k , a n d Tr u n k G r o u p file s s t o r e t h e ir p o r t io n o f a d a y ’ s r e co r d s t o g e t h e r a s
a g r o u p . A s e a ch d a y p a s s e s , a n o t h e r g r o u p o f r e co r d s is a d d e d t o e a ch o f t he file s . Th e r e fo r e ,
a file m a y co n t a in u p t o 3 8 7 d a ily r e co r d s fo r e a ch s p lit , a g e n t , t r u n k , o r t r u n k g r ou p . W h e n a
d a y o f r e co r d s is s u m m a r iz e d a n d e n t e r e d in t o t h e d a ily d a t a b a s e , a d a t e is in se r t e d in t o e a ch
r e co r d s o t h a t e a ch r e co r d in a file ca n b e id e n t ifie d w it h a d a t e .
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O t h e r D a t a I t e m s i n C M S R e p o r t s
B e s id e s d a t a b a s e it e m s , y o u ca n u s e fo u r o t h e r t y p e s o f d a t a it e m s in y ou r cu s t o m r e p o r t s :
fo r m u la s , ca lcu la t io n s , co n s t a n t s , a n d d a t a fu n ct io n s . Exce p t fo r co n s t a n t s , t h e s e d a t a it e m s a r e
co m p o s e d o f d a t a b a s e it e m s . Th e r e fo r e , a s w it h d a t a b a s e it e m s , y o u m u s t id en t ify t h e d a t a b a s e ,
file , a n d r e co r d s w h e n y o u d e fin e t h e s e d a t a it e m s fo r y o u r r e p o r t s .

N O T E D o n o t co n fu s e t h e t e r m s ‘ ‘ d a t a b a s e it e m ’ ’ a n d ‘ ‘ d a t a it e m . ’ ’ A d a t a it em ca n b e a
d a t a b a s e it e m o r a n y o f t h e fo ll o w in g it e m s .

Th e fo llo w in g lis t e xp la in s e a ch t y p e o f d a t a it e m :

Co n s ta n t s C o n s t a n t s a r e fixe d n u m e r ica l v a lu e s t h a t ca n b e u s e d a lo n e o r w it h in
fo r m u la s t o ca lcu la t e fig u r e s n o t p o s s ib le u s in g o n ly s t a n d a r d C M S d a t a b a s e
it e m s . Fo r e xa m p le , a co n s t a n t co u ld b e a p e r - m in u t e t r u n k o ccu p a n cy
ch a r g e , w h ich co u ld b e m a n ip u la t e d w it h in v a r io u s fo r m u la s t o g e n e r a t e
d a ily t r u n k g r o u p ch a r g e s . A co n s t a n t co u ld a ls o b e a n a v e r a g e fo r t h e
e s t im a t e d d o ll a r lo s s o f a n a b a n d o n e d ca ll , w h ich co u ld t h e n b e u s e d t o
ca lcu la t e d a ily lo s s o f r e v e n u e d u e t o a b a n d o n e d ca ll s . N o co n s t a n t s e xis t
in C M S w h e n it is fir s t in s t a ll e d . Y o u m u s t e n t e r t h e m in t o C M S u s in g t h e
D ict io n a r y s u b s y s t e m .

D at a F u n ct i o n s M o s t D a t a Fu n ct io n s a r e p r e fixe s y o u ca n a d d t o d a t a b a s e it e m n a m e s t o
m o d ify r e p o r t o u t p u t fo r t h o s e d a t a b a s e it e m s :

S YN C o n v e r t s t h e n u m e r ic id e n t ifie r fo r a n a g e n t , s p lit , o r
t r u n k g r o u p t o a s y n o n y m . F o r e xa m p le , t h e d a t a it e m
SY N (L O G ID ) g iv e s t h e n a m e o f a n a g e n t in s t e a d o f a
lo g in ID n u m b e r .

M IN ( M i n i m u m ) Re t r ie v e s t h e lo w e s t v a lu e r e co r d e d fo r a d a t a b a s e it e m
o v e r t h e t im e fr a m e o f t h e r e p o r t . F o r e xa m p le , t h e d a t a
it e m M IN (A C D C A LL S) g iv e s t h e lo w e s t n u m b e r o f A C D
ca ll s h a n d le d .

M A X ( M ax i m u m ) Re t r ie v e s t h e h ig h e s t v a lu e r e co r d e d fo r a d a t a b a s e it e m
o v e r t h e t im e fr a m e o f t h e r e p o r t . F o r e xa m p le , t h e d a t a
it e m M A X (AU X TIM E) g iv e s t h e h ig h e s t a m o u n t o f t im e
in a n A U X w o r k s e s s io n .

S U M Re t r ie v e s t h e s u m o f a ll v a lu e s r e co r d e d fo r a d a t a b a s e
it e m , fo r m u la , o r ca lcu la t io n . Fo r e xa m p le ,
SU M (N U M C A LL O U T2 ) g iv e s t h e t o t a l n u m b e r o f
e xt e n s io n o u t ca ll s fo r a ll o f t h e d a y s , in t e r v a ls , a g e n t s ,
e t c. co v e r e d in a r e p o r t .

5 1 0 D a t a I t e m s a n d t h e D a t a I t e m W i n d o w



O ther D a ta Items i n CMS R e por t s

D A T E ( D A Y ) Sh o w s t h e d a y w h e n d a t a in a s s o cia t e d d a t a it e m s w a s
g e n e r a t e d . D A TE(D A Y ) is n o t a p r e fix fo r a d a t a b a s e
it e m , b u t r a t h e r a s e p a r a t e it e m t h a t is t ie d t o o t h e r d a t a
it e m s t h r o u g h t h e s p e cifica t io n s in t h e D a t a It e m
W in d o w . D A TE(D A Y ) g e n e r a t e s t h e le ft - h a n d co lu m n o f
d a t e s t y p ica lly fo u n d in w e e k ly a n d m o n t h ly h is t o r ica l
r e p o r t s .

N O T E SY N is t h e o n ly d a t a fu n ct io n y o u ca n u s e in r e a l- t im e r e p o r t s .

F o r m u l as F o r m u la s a r e co m b in a t io n s o f a r it h m e t ic o p e r a t o r s a n d d a t a b a s e it e m s , d at a
fu n ct io n s , a n d / o r co n s t a n t s . Th e a r it h m e t ic o p e r a t o r s a r e :

+ a d d
- s u b t r a ct
* m u lt ip ly
/ d iv id e
( ) p e r fo r m fir s t

So m e e xa m p le s o f fo r m u la s a r e :

A C D C A L L S / A C D T I M E

I N T I M E + O U T T I M E

1 0 0 * ( A B A N D O N S / ( A N S W E R E D + A B A N D O N S + O U T F L O W ) )

N O T E A r it h m e t ic o p e r a t io n s a r e g e n e r a ll y p e r fo r m e d in o r d e r fr o m le ft t o
r ig h t . H o w e v e r , m u lt ip lica t io n a n d d iv is io n o p e r a t io n s a r e
p e r fo r m e d b e fo r e a d d it io n a n d s u b t r a ct io n o p e r a t io n s , u n le s s t h e
a d d it io n o r s u b t r a ct io n o p e r a t io n s a r e e n clo s e d in p a r e n t h e s e s .
O p e r a t io n s in p a r e n t h e s e s a r e a lw a y s p e r fo r m e d fir s t . If m o r e
t h a n o n e s e t o f p a r e n t h e s e s is u s e d , t h e o p e r a t io n in t h e s e t
fa r t h e s t t o t h e le ft is p e r fo r m e d fir s t . If o n e s e t o f p a r e n t h e s e s is
in s id e o f a n o t h e r s e t , t h e o p e r a t io n o f t h e in n e r s e t is p e r fo r m e d
fir s t .
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Ca l cu l at i o n s C a lcu la t io n s a r e s y n o n y m s fo r fo r m u la s , a n d t h e y a r e cr e a t e d u s in g t h e
D ict io n a r y — C a lcu la t io n s s cr e e n . If y o u u s e t h e s a m e fo r m u la in s e v e r a l o r
m a n y cu s t o m r e p o r t s , cr e a t in g a n d / o r u s in g a ca lcu la t io n in s t e a d o f a
fo r m u la ca n s a v e y o u a lo t o f t im e if a la t e r ch a n g e t o t h e fo r m u la is
n e ce s s a r y . Y o u ca n s a v e t im e b e ca u s e , w h e n y o u ch a n g e a ca lcu la t io n ’ s
fo r m u la in t h e D ict io n a r y , C M S w ill a u t o m a t ica ll y ch a n g e t h e a s s o cia t e d
fo r m u la in e v e r y cu s t o m r e p o r t .

C A U T I O N If y o u ch a n g e s t a n d a r d ca lcu la t io n s , y o u s h o u ld
im m e d ia t e ly t e s t t h e n e w ca lcu la t io n in a cu s t o m r e p o r t . If
t h a t ca lcu la t io n d o e s n o t w o r k co r r e ct ly , t h e s t a n d a r d
r e p o r t s t h a t a ls o u s e t h e ca lcu la t io n w ill e it h e r n o t r u n o r
w ill s h o w in co r r e ct d a t a .

Th e p r o ce s s o f s e le ct in g d a t a it e m s fo r a cu s t o m r e p o r t w ill b e d is cu s s e d m o r e co m p le t e ly in t h e
fo ll o w in g s e ct io n .
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T h e D a t a I t e m W i n d o w
Y o u u s e t h e D a t a It e m W in d o w t o id e n t ify a n d s e t p a r a m e t e r s fo r e a ch d a t a it em in y o u r
cu s t o m r e p o r t . Th e D a t a It e m W in d o w (s h a d e d a r e a in Figu r e 5 - 4 ) p o p s u p o n t h e Scr e e n
P a in t e r w h e n y o u h a v e p r e s s e d DA TA I TEM , e n t e r e d x’ s o n t h e S cr e e n P a in t e r t o s p e cify fie ld
le n g t h , a n d p r e s s e d R E TUR N .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

GR O U P S UM M A R Y ( ME N U : G R PS U M )
XX / X X / XX D A Y : X X/ X X / X X
GR O U P : XX X X X X X XX X X X X XX X X X X X

NU M B E R AV E R A G E AV E R A G E WE I G H T ED N O . O F AV G E X T N O. O F A V G E X T % %
OF A C D A CD T A L K A FT E R C A L L E X T O U T O U T T A L K E X T I N I N T A L K A UX A C D

AG E N T C AL L S T I M E C A L L W O RK V A L U E C A L L S T IM E C A L L S T I M E W OR K T I M E
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- -

XX X X X X XX X X X X X XX X X X X XX X X . X X XX X X . X X XX X X . X X XX X X X X XX . X X X X XX X X X X . XX X X X . XX X X X . X X
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- -
SU M M A R Y X X X X X X XX X X . X X XX X X . X X X X X X . X X X X X X X X XX X X . X X X X X X X X XX X X . X X XX X . X X XX X . X X

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: _ _ F i l l: _ _ F i le : _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ Da t a B a s e: _ _ _ _ _ __ _ _ _ _ __ _ _ _ _
Cr i t e r ia : _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _
Re p e a t It e m : _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
St a r t D at e : _ _ _ __ _ _ _ _ __ _ _ _ N u mb e r o f D ay s : _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

70 0 7 P l ea s e c o m pl e t e t he d a t a i te m s p e c if i c a t i on w i n d ow a n d p r es s R E T U RN

KE Y S AC C E S S
HE L P DI C T N A R Y

F i g u r e 5 4 T h e D at a Ite m Wi n d o w

To s p e cify t h e p a r a m e t e r s fo r a d a t a it e m , y o u ca n u s e t h e fo llo w in g fie ld s in t h e D at a
It e m W in d o w :

F i l e

D a t a b a s e

C r i t e r i a

R e p e a t I t e m .
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Y o u d o n o t a lw a y s h a v e t o fill in a ll o f t h e s e fie ld s t o s e le ct a d a t a it e m , b u t in ma n y
ca s e s , y o u w ill. Th e S t a r t D a t e a n d N u m b e r o f D a y s fie ld s , w h ich d o n o t
a p p e a r fo r r e a l- t im e r e p o r t s , s e t a d d it io n a l p a r a m e t e r s fo r h is t o r ica l r e po r t s . Th e
J u s t i f y a n d F i l l fie ld s a ffe ct t h e r e p o r t d is p la y o f a d a t a it e m , b u t t h e y a r e n o t
p a r a m e t e r s fo r d a t a s e le ct io n .

T h e I t e m F i e l d

Th e ‘ ‘ It e m ’ ’ fie ld co n t a in s t h e s p e cific n a m e o f t h e d a t a it e m . Ta b le 5 - 1 lis t s t h e fiv e t y p e s o f
d a t a it e m s , a lo n g w it h fo r m a t r e q u ir e m e n t s a n d e xa m p le s .

N O T E Th e ‘ ‘ It e m ’ ’ fie ld is t h e o n ly fie ld in t h e D a t a It e m W in d o w in w h ich y o u ca n e n t e r
u p p e r - o r lo w e r - ca s e le t t e r s . A ll o t h e r fie ld s a u t o m a t ica ll y co n v e r t y o u r e n t r ie s to
u p p e r - ca s e .
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T a b l e 5 1 D at a Ite m s

T y p e o f D at a Ite m F o r m at E x am p l e s
A ll ca p it a l le t t e r s , w it h n o b la n k s
o r s p e cia l ch a r a ct e r s

A C D C A L L S ; A B A N D O N S ;
C U M A C W ; S T R O K E 4 ;
A U X I N T I M E

D a t a b a s e It e m

A ll lo w e r - ca s e le t te r s w it h n o
b la n k s . Th e co n s t a n t m u s t b e
e n t e r e d e xa ct ly a s it a p p e a r s in
th e D ict io n a r y .

t r u n k _ c o s t ;
a v g _ w a g e _ r a t e ;
a v g _ s p e e d _ a n s _ g o a l

C o n s t a n t

A ll u p p e r - ca s e le t te r s , fo llo w e d b y
a d a t a b a se it e m in p a r e n t h e se s .
N o b la n k s b e t w e e n fu n ct io n n a m e
a n d d a t a b a s e it e m .

S Y N ( L O G I D ) ;
S U M ( A U X T I M E ) ;
M A X ( A S S I S T S ) ;
D A T E ( D A Y )

D a t a F u n ct io n

U p p e r - o r lo w e r - ca s e le t t e r s, w it h
a r it h m e t ic o p e r a t o r s (+ to a d d ; -
to s u b t r a ct; * to m u lt ip ly ; / to
d iv id e ; ( ) to p e r fo r m t h e
e n clo s e d o p e r a t io n fir s t ). N o
b la n k s o r o t h e r s p e cia l ch a r a ct e r s .
O p e r a t io n s p e r fo r m e d fr o m le ft t o
r ig h t e xcep t fo r ( ) .

A C D T I M E / A C D C A L L S ;
( A C W T I M E - A C W T I M E -
A C W O U T T I M E ) / A C D C A L L S ;
F U L L _ A G _ N U M _ C A L L / F U L L T I M E _ A G E N T ;
M I N ( A C D T I M E ) / M I N ( A C D C A L L S )

F o r m u la

U p p e r - ca s e le t t e r s fo r s t a n d a r d
ca lcu la t io n s a n d u p p e r - o r lo w e r -
ca s e le t t e r s fo r cu s to m
ca lcu la t io n s , w it h n o b la n k s. Th e
ca lcu la t io n m u s t b e e n t e r e d
e xa ct ly a s it a p p e a r s in t h e
D ict io n a r y .

A V G _ A C W _ T I M E ;
a v g _ a c w _ t i m e ;
A V G _ A N S W E R _ S P E E D

C a lcu la t io n

N O T E If y o u e n t e r a ca lcu la t io n o r fo r m u la in t h e It e m fie ld , t h e m a xim u m a ll o w a b le n u m b er
in a n y p a r t o f t h e fo r m u la is 6 5 5 3 6 . If a fo r m u la in clu d e s a n u m b e r g r e a t e r t h a n
6 5 5 3 6 , t h e d a t a fo r t h a t it e m in a r e p o r t w ill b e in a ccu r a t e .

N o t a ll file s a n d d a t a b a s e s co n t a in t h e s a m e d a t a b a s e it e m s . Th e r e fo r e , t h e file a n d d a t a b a s e
y o u u s e w ill lim it n o t o n ly y o u r ch o ice o f d a t a b a s e it e m s , b u t a ls o y o u r ch o ice o f fo r m u la s ,
ca lcu la t io n s , a n d d a t a fu n ct io n s s in ce t h e la t t e r t h r e e d a t a it e m s a r e b u ilt w it h da t a b a s e it e m s .
F o r e xa m p le , A C D C A LL S, w h ich is a v a ila b le fo r a ll s p lit a n d a g e n t file s , is n o t a v a ila b le in
t r u n k g r o u p file s . A s a r e s u lt , t h e fo r m u la A C D TIM E/ A C D C A LL S, t h e ca lcu la t io n
A VG A C W TIM E (w h ich u s e s A C D C A LL S), a n d t h e d a t a fu n ct io n M IN (A C D C A L L S) a r e n o t
a v a ila b le w h e n t r u n k g r o u p file s a r e u s e d . Y o u r ch o ice o f co n s t a n t s is n o t lim it e d b y t h e file
a n d d a t a b a s e s e le ct e d b e ca u s e co n s t a n t s d o n o t co n s is t o f d a t a b a s e it e m s .
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Y o u ca n v e r ify t h a t d a t a b a s e it e m s a r e in a d a t a b a s e o r file in o n e o f t w o w a y s :

Re fe r t o A p p e n d ix A a n d r e v ie w e it h e r t h e a lp h a b e t ica l lis t in g o f d a t a b a s e it e m s o r
t h e S t a n d a r d Re p o r t s Re fe r e n ce in A p p e n d ix B .

P r e s s t h e DI C TNAR Y ACC E S S SLK t o lo o k u p t h e d a t a b a s e it e m in t h e D ict io n a r y .

N O T E O u t p u t d a t a fr o m a n y fo r m u la o r ca lcu la t io n u s in g a d iv id e s y m b o l (/ ) a lw a y s t a ke s
t h e fo r m X X X X .X X , w h e r e t h e d e cim a l p o in t is a u t o m a t ica ll y a d d e d b y C M S . So , fo r
t h is t y p e o f fo r m u la o r ca lcu la t io n , t h e fie ld le n g t h y o u s p e cify o n t h e S cr e e n P a in t er
m u s t in clu d e t h r e e e xt r a X s: o n e X fo r a d e cim a l p o in t a n d t w o X s fo r t h e d e cim a l
d ig it s . If y o u a d d a d e cim a l p o in t y o u r s e lf (fo r e xa m p le , a t h r e e - p la ce d e cim a l p oin t )
w h e n s p e cify in g t h e fie ld le n g t h , C M S w ill ig n o r e it a n d o v e r w r it e t h e fie ld w it h X s
a n d a t w o - p la ce d e cim a l p o in t .

C a l l - B a s e d V e r s u s I n t e r v a l - B a s e d D a t a I t e m s
F o r Re a l- Tim e a n d D a ily H is t o r ica l r e p o r t s , w h ich d is p la y d a t a b y h a lf- h o u r in t er v a l, y o u
s h o u ld u s e cal l - b as e d d a t a b a s e it e m s w h e n e v e r p o s s ib le , e s p e cia ll y in fo r m u la s o r ca lcu la t io n s .
U s in g ca ll - b a s e d it e m s e n s u r e s t h a t t h e t o t a l t im e o f a n e v e n t is r e co r d e d in t he s a m e in t e r v a l
t h a t t h e o ccu r r e n ce o f t h e e v e n t is r e co r d e d .

A s a n e xa m p le , C U M A C W , t h e t o t a l t im e in A C W s e s s io n s , is a ca ll- b a s e d it e m . Th e re fo r e , it
r e co r d s t h e t im e fo r e a ch A C W s e s s io n w h e n t h e s e s s io n e n d s . It a ls o r e co r d s t he t o t a l t im e o f
e a ch s e s s io n , e v e n if t h e s e s s io n s t a r t s in t h e p r e v io u s in t e r v a l. N U M A C W , t h e t o ta l n u m b e r o f
co m p le t e d A C W s e s s io n s , is a ls o a ca ll - b a s e d it e m , a n d t h e r e fo r e , r e co r d s e a ch A C W s e s s io n
w h e n t h e s e s s io n e n d s . Fo r a n y p a r t icu la r in t e r v a l, t h e fo r m u la C U M A C W / N U MA C W w ill b e
a ccu r a t e b e ca u s e t h e it e m s b o t h r e co r d d a t a w h e n a n e v e n t e n d s . Th e i n t e r v al - b as e d i t e m ,
A C W TIM E, a ls o m e a s u r e s t o t a l t im e in A C W . H o w e v e r , if a n A C W s e s s io n o v e r la p s t w o
in t e r v a ls , A C W TIM E w ill r e co r d s o m e t im e in t h e fir s t in t e r v a l a n d t h e r e m a in in g t im e in t h e
n e xt in t e r v a l. A s a r e s u lt , fo r a n y p a r t icu la r in t e r v a l, A C W TIM E m a y n o t s h o w t h e to t a l t im e o f
a n A C W s e s s io n t h a t co n t in u e s fr o m o n e in t e r v a l t o t h e n e xt . S o t h e t im e o f A C W m a y n o t
m a t ch t h e n u m b e r o f A C W s e s s io n s in a n in t e r v a l, a n d t h e fo r m u la A C W TIM E/ N U M A C W
m a y n o t b e t o t a ll y a ccu r a t e .

N O T E B e ca u s e a r e la t iv e ly s m a ll p e r ce n t a g e o f e v e n t s a r e a ffe ct e d b y t h e p r o b le m o f ca r r y -
o v e r t o t h e n e xt in t e r v a l, it is p e r m is s ib le t o u s e in t e r v a l- b a s e d it e m s w h e n n o ca ll -
b a s e d it e m s a r e a v a ila b le in t h e d a t a b a s e .
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T h e F i l e F i e l d
Th e File fie ld ca n co n t a in a n y o n e o f t h e fo ll o w in g file n a m e s :

S P L I T

A G E N T

T R U N K G R O U P

T R U N K .

N O T E If C a ll Ve ct o r in g is a ct iv e , VEC TO R a n d D N file n a m e s a r e a ls o a v a ila b le .

Th e file y o u s e le ct w ill p r o v id e v a lu e s fo r t h e d a t a it e m y o u e n t e r e d in t h e It e m fie ld .
H o w e v e r , s in ce e a ch d a t a b a s e co n t a in s it s o w n v e r s io n o f t h e s e fo u r file s , yo u r file s e le ct io n
w ill n o t b e co m p le t e u n t il y o u fill in t h e D a t a B a s e fie ld . A ft e r y o u h a v e e n t e r e d a file n a m e
a n d d a t a b a s e n a m e , y o u s h o u ld ch e ck A p p e n d ix A o r t h e D ict io n a r y t o e n s u r e th a t t h e file y o u
e n t e r co n t a in s t h e d a t a b a s e it e m (s ) in t h e It e m fie ld .

Y o u r ch o ice o f file w ill b e b a s e d o n t h e t y p e o f d a t a y o u w a n t t h e d a t a it e m t o sh o w . F o r
e xa m p le , if y o u w a n t t h e d a t a it e m A C D C A LL S t o d is p la y ca ll s r e ce iv e d b y in d iv id u a l a g e n t s ,
y o u w ill e n t e r A G E N T in t h e F ile fie ld . If y o u w a n t t h e t o t a l ca ll s r e ce iv e d b y a ll a g e n t s in a
s p lit , y o u w ill e n t e r S P L I T in t h e F ile fie ld .

If y o u r d a t a it e m is a ca lcu la t io n , y o u n e e d t o r e v ie w t h e fo r m u la o f t h e ca lcu la t io n t o s e e
w h ich d a t a b a s e it e m s co n s t it u t e t h e fo r m u la . Y o u ca n r e s e a r ch t h e fo r m u la fo r a ca lcu la t io n in
A p p e n d ix A o r b y p r e s s in g DI C TNAR Y ACC E S S . O n ce y o u h a v e id e n t ifie d t h e d a t a b a s e it e m s in
t h e fo r m u la , y o u ca n ch e ck t h e d a t a b a s e it e m s fo r t h e a p p r o p r ia t e file (s ) a n d d a ta b a s e (s ).
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T h e D a t a b a s e F i e l d

Th e ‘ ‘ D a t a B a s e ’ ’ fie ld co n t a in s o n e o f t h e fo ll o w in g d a t a b a s e n a m e s :

C U R R E N T

P R E V I O U S

H A L F H O U R

D A I L Y .

Th e d a t a b a s e y o u s e le ct is b a s e d o n t h e t im e fr a m e fo r w h ich y o u w a n t r e p o r t d a t a. Fo r r e a l-
t im e r e p o r t s , y o u ca n s e le ct t h e C U R R E N T o r P R E V I O U S d a t a b a s e . Fo r h is t o r ica l r e p o r t s ,
y o u ca n s e le ct t h e H A L F H O U R d a t a b a s e (fo r d a ily r e p o r t s ) o r t h e D A I L Y d a t a b a s e (fo r
w e e k ly , m o n t h ly , o r s u m m a r y r e p o r t s ). S in ce e a ch d a t a b a s e co n t a in s a n a g e n t , sp lit , t r u n k
g r o u p , a n d t r u n k file , a d a t a b a s e s e le ct io n is r e q u ir e d t o co m p le t e y o u r file s e le ct io n . Th e
C U R R E N T a n d P R E V I O U S d a t a b a s e s h a v e id e n t ica l file s t r u ct u r e s . S o , if y o u w is h t o in clu d e
in o n e r e p o r t t h e s a m e d a t a b a s e it e m s fr o m b o t h t h e C u r r e n t a n d P r e v io u s da t a b a s e s , y o u w ill
h a v e t o ch e ck a file fo r a d a t a b a s e it e m o n ly o n ce .

L i m i t a t i o n s o n F i l e a n d D a t a B a s e E n t r i e s
Y o u ca n n o t m ix r e a l- t im e a n d h is t o r ica l d a t a it e m s in a s in g le r e p o r t . Th e r e fo r e, in a r e a l- t im e
r e p o r t , y o u ca n s e le ct it e m s o n ly fr o m t h e C u r r e n t a n d / o r P r e v io u s d a t a b a s e s . L ik e w is e , in a n
h is t o r ica l r e p o r t , y o u ca n s e le ct it e m s o n ly fr o m t h e H a lf H o u r a n d / o r D a ily da t a b a s e s .

Y o u ca n , h o w e v e r , s e le ct d a t a it e m s fr o m m o r e t h a n o n e file fo r a r e p o r t if y o u als o s e le ct t h e
a p p r o p r ia t e d a t a b a s e s .

T h e C r i t e r i a F i e l d

Th e ‘ ‘ C r it e r ia ’ ’ fie ld co n t a in s o n e o r m o r e (u p t o s ix) cr it e r ia s t a t e m e n t s t h a t s p e cify w h ich
r e co r d s in a file s h o u ld s u p p ly v a lu e s t o y o u r d a t a it e m . Ea ch cr it e r ia s t a t e m e n t giv e s a v a lu e
o r r a n g e o f v a lu e s fo r a d a t a b a s e it e m . C M S fin d s e a ch r e co r d co n t a in in g t h e d a ta b a s e it e m
v a lu e (s ) a n d e xt r a ct s fr o m e a ch r e co r d t h e v a lu e fo r t h e d a t a it e m .

N O T E D o n o t co n fu s e t h e t e r m s ‘ ‘ d a t a b a s e it e m ’ ’ a n d ‘ ‘ d a t a it e m . ’ ’ Th e ‘ ‘ d a ta b a s e it e m ’ ’
v a lu e y o u e n t e r in t h e C r it e r ia fie ld d o e s n o t ap p e ar i n y o u r r e p o r t. Ra t h e r , fo r e a ch
r e co r d s e le ct e d b y t h e d a t a b a s e it e m v a lu e , t h a t r e co r d ’ s v a lu e fo r t h e d a t a it e m
(id e n t ifie d in t h e It e m fie ld ) w ill a p p e a r in y o u r r e p o r t .
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Th e fo r m a t o f a cr it e r ia s t a t e m e n t is :

[D A T A B A S E I T E M] [R E L A T I O N A L O P E R A T O R] [V A L U E]

Th e d a t a b a s e it e m n a m e m u s t b e a n e xa ct n a m e u s e d b y C M S (s e e A p p e n d ix A ). Th e v alu e
ca n b e a n u m e r ica l v a lu e o r a s y n o n y m (if t h e s y n o n y m h a s b e e n n a m e d in t h e Dict io n a r y ).
A n y d a t a b a s e it e m in t h e s e le ct e d file ca n b e u s e d in a cr it e r ia s t a t e m e n t .

N O T E Y o u m u s t e n t e r a cr it e r ia s t a t e m e n t fo r t h e G RO U P d a t a b a s e it e m if y o u w a n t a ge n t
g r o u p o r e xt e n s io n g r o u p d a t a .

Y o u r cr it e r ia s t a t e m e n t s w ill a lw a y s s e le ct r e co r d s a cco r d in g t o t h e v a lu e o f a d at a b a s e it e m .
H o w e v e r , r e co r d s m a y b e s e le ct e d b e ca u s e t h e y h a v e v a lu e s g r e a t e r t h a n th e cr it e r ia , o r le s s
t h a n t h e cr it e r ia , o r n o t e q u a l t o t h e cr it e r ia . Th e fo ll o w in g r e la t io n a l o p e ra t o r s ca n b e u s e d in
y o u r cr it e r ia s t a t e m e n t s :

E Q Eq u a l t o

N E N o t e q u a l t o

L T L e s s t h a n

GT G r e a t e r t h a n

L E L e s s t h a n o r e q u a l t o

GE G r e a t e r t h a n o r e q u a l t o

A s a n e xa m p le o f a cr it e r ia s t a t e m e n t , s a y t h a t y o u w a n t a r e p o r t t o d is pla y A C D C A L L S v a lu e s
o n ly fo r a g e n t s w it h in S p lit 1 , n o t a ll a g e n t s in y o u r ca ll ce n t e r . A ft e r s e le ct in g th e A g e n t file ,
y o u w ill a ls o e n t e r t h e fo ll o w in g s t a t e m e n t in t h e C r it e r ia fie ld : S P L I T E Q 1 . Th is
s t a t e m e n t t e lls C M S t o e xt r a ct A C D C A L L S v a lu e s o n ly fr o m r e co r d s w it h a v a lu e o f 1 fo r t h e
SP LIT d a t a b a s e it e m .
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In a d d it io n , y o u ca n u s e t h e fo ll o w in g lo g ica l o p e r a t o r s t o jo in s e v e r a l (u p t o s ix) cr it e r ia
s t a t e m e n t s .

A N D A ll cr it e r ia m u s t b e m e t b y t h e s e le ct e d r e co r d s (fo r e xa m p le , A C D C A L L S
G E 1 0 0 A N D A B A N D O N S G E 5 0 , w h ich t e ll s C M S t o s e le ct r e co r d s t h a t
co n t a in 1 0 0 o r m o r e in t h e A C D C A LL S d a t a b a s e it e m A N D 5 0 o r m o r e in
t h e A B A N D O N S d a t a b a s e it e m .)

A s a n o t h e r e xa m p le , s a y y o u w a n t a r e p o r t t h a t lis t s A C D C A LL S v a lu e s fo r
a ll s p lit s , b u t o n ly fo r h a lf- h o u r in t e r v a ls b e t w e e n 1 7 (8 :0 0 - 8 :3 0 a . m . ) a n d 3 4
(4 :3 0 - 5 :0 0 p .m . ) in a d a y . A ft e r s e le ct in g t h e S p lit file , y o u w ill a ls o e n t e r
t h e fo llo w in g s t a t e m e n t in t h e C r it e r ia fie ld : I N T E R V A L G E 1 7 A N D
I N T E R V A L L E 3 4 . Th is s t a t e m e n t t e ll s C M S t o e xt r a ct A C D C A L L S
v a lu e s o n ly fr o m r e co r d s w it h in t e r v a l n u m b e r s fr o m 1 7 t o 3 4 fo r t h e
IN TERV A L d a t a b a s e it e m .

O R A t le a s t o n e o f t h e cr it e r ia m u s t b e m e t b y t h e s e le ct e d r e co r d s (fo r e xa m p le ,
S P L I T E Q S P L I T = 1 O R L O G I D G E 1 0 0 0 , w h ich t e ll s C M S t o s e le ct
r e co r d s t h a t co n t a in 1 in t h e SP LIT d a t a b a s e it e m O R r e co r d s t h a t co n t a in
1 0 0 0 o r a g r e a t e r v a lu e in t h e L O G I D d a t a b a s e it e m ). Re co r d s t h a t m e e t
b o t h cr it e r ia a r e a ls o s e le ct e d .

L o g ica l o p e r a t o r s h e lp y o u cr e a t e m o r e p r e cis e r e co r d s e le ct io n s a n d a ll o w yo u t o s e le ct r e co r d s
b a s e d o n a r a n g e o f d a t a b a s e it e m v a lu e s .

V a r i a b l e C r i t e r i a
A s p e cific v a lu e in a cr it e r ia s t a t e m e n t w ill t e ll C M S t o d is p la y d a t a it e m v a lu e s o nly fr o m
r e co r d s co n t a in in g t h a t v a lu e . Th a t is , a s p e cific v a lu e ‘ ‘ h a r d - co d e s ’ ’ y o u r r eco r d s e le ct io n s o
t h a t a u s e r o r d e r in g t h e r e p o r t w ill h a v e n o co n t r o l o f t h e r e co r d s s e le ct ed fo r t h e r e p o r t . Th u s ,
s p e cific v a lu e s in t h e cr it e r ia s t a t e m e n t cr e a t e s o m e in fle xib ilit y fo r r e p o r t u s e r s , a n d t h is h a r d -
co d in g m a y r e q u ir e y o u t o cr e a t e m a n y cu s t o m r e p o r t s , p e r h a p s o n e s e p a r at e r e p o r t fo r e a ch
s p lit , e a ch a g e n t , e a ch t r u n k g r o u p , a n d s o o n .

F o r t u n a t e ly , in s t e a d o f e n t e r in g a s p e cific v a lu e in a cr it e r ia s t a t e m e n t , y o u ca n e n t e r a v a r ia b le
fie ld . C M S w ill t h e n p la ce t h is v a r ia b le fie ld o n t h e Re p o r t P a r a m e t e r s s cr e e n s o t h e C M S u s e r
ca n d e fin e t h e v a lu e o f t h e cr it e r ia w h e n o r d e r in g a r e p o r t . Fo r e xa m p le , in s t e a d o f t h e cr it e r ia
s t a t e m e n t S P L I T E Q 1 , w h ich s a y s t h a t t h e d a t a w ill a lw a y s b e fo r S p lit 1 , y o u ca n e n t e r
S P L I T E Q S P L I T = " B L A N K " , w h ich in s e r t s a b la n k fie ld la b e le d S P L I T = o n t h e Re p o r t
P a r a m e t e r s s cr e e n . Th e u s e r ca n t h e n s e le ct r e co r d s fo r a n y s p lit d e s ir e d .
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A s a n o t h e r e xa m p le , in s t e a d o f t h e cr it e r ia s t a t e m e n t s I N T E R V A L G E 1 7 A N D I N T E R V A L
L E 3 4 , w h ich s a y t h a t t h e d a t a w ill a lw a y s b e fo r in t e r v a ls 1 7 t h r o u g h 3 4 , y o u ca n en t e r
I N T E R V A L G E F I R S T _ I N T E R V A L = 1 A N D I N T E R V A L L E L A S T _ I N T E R V A L = 4 8 .
Th e s e v a r ia b le cr it e r ia s t a t e m e n t s s a y t o in s e r t t h e la b e le d fie ld s F I R S T _ I N T E R V A L = a n d
L A S T _ I N T E R V A L = , w it h d e fa u lt e n t r ie s o f 1 a n d 4 8 , o n t o t h e Re p o r t P a r a m e t e r s s cr e e n .
Th e u s e r ca n t h e n a cce p t t h e d e fa u lt r a n g e o f In t e r v a ls 1 t o 4 8 o r o v e r t y p e th e d e fa u lt r a n g e t o
s e le ct r e co r d s fo r a n y in t e r v a ls d e s ir e d .

A v a r ia b le cr it e r ia s t a t e m e n t ca n h a v e o n e o f t h e fo ll o w in g fo r m a t s :

[ D A T A B A S E I T E M ] [ R E L A T I O N A L O P E R A T O R ] [ F I E L D _ L A B E L = ] [ V A L U E ]

o r

[ D A T A B A S E I T E M ] [ R E L A T I O N A L O P E R A T O R ] [ F I E L D _ L A B E L = ] [ " B L A N K " ]

w h e r e F I E L D _ L A B E L is a n y n a m e y o u w a n t t o a p p e a r o n t h e Re p o r t P a r a m e t e r s s cr e e n .

A v a lu e in a v a r ia b le cr it e r ia s t a t e m e n t cr e a t e s a d e fa u lt v a lu e w h ich t h e u s e r ca n a cce p t o r
o v e r t y p e o n t h e Re p o r t P a r a m e t e r s s cr e e n . " B L A N K " in a v a r ia b le cr it e r ia s t a t e m e n t cr e a t e s a
b la n k fie ld o n t h e Re p o r t P a r a m e t e r s s cr e e n . Th e u s e r m u s t t h e n e n t e r a v alu e in t h is fie ld t o
o r d e r a r e p o r t .

N O T E Y o u ca n cr e a t e v a r ia b le cr it e r ia fie ld s fo r a g e n t o r e xt e n s io n g r o u p s b y e n t er in g
G R O U P E Q G R O U P N A M E = " B L A N K " .

L i m i t a t i o n s o n V a r i a b l e C r i t e r i a S t a t e m e n t s
W h e n u s in g t h e s a m e fie ld la b e l in a cr it e r ia s t a t e m e n t fo r m o r e t h a n o n e d a t a it em in a r e p o r t ,
y o u m u s t u s e t h e s a m e v a lu e fo r t h a t fie ld la b e l e a ch t im e y o u u s e it . F o r e xa mp le , if y o u
e n t e r e d S P L I T E Q S P L I T _ N U M B E R = 1 fo r o n e d a t a it e m , t h e n e n t e r e d S P L I T E Q
S P L I T _ N U M B E R = " B L A N K " fo r a n o t h e r d a t a it e m , y o u w o u ld g e t a n e r r o r m e s s a g e . A ls o , if
y o u e n t e r e d I N T E R V A L G E I N T E R V A L = 1 fo r a d a t a it e m , t h e n e n t e r e d I N T E R V A L G E
I N T E R V A L = 5 fo r a n o t h e r d a t a it e m , y o u w o u ld g e t a n e r r o r m e s s a g e .

H o w e v e r , if y o u u s e t h e s a m e fie ld la b e l in v a r ia b le cr it e r ia s t a t e m e n t s fo r mo r e t h a n o n e it e m ,
y o u h a v e t o e n t e r a co m p le t e s t a t e m e n t o n ly fo r t h e fir s t d a t a it e m in t h e r ep o r t . Th e n , fo r
o t h e r d a t a it e m s , y o u n e e d t o e n t e r o n ly t h e d a t a b a s e it e m , t h e r e la t io n a l o p e r a t o r , a n d t h e fie ld
la b e l. Y o u d o n o t h a v e t o e n t e r t h e ‘ ‘ = ’ ’ s ig n a n d t h e v a lu e o r ‘ ‘ b la n k ’ ’ d e s ig n a t io n . Fo r
e xa m p le , if y o u r cr it e r ia s t a t e m e n t fo r t h e fir s t d a t a it e m is S P L I T E Q S P L I T = " B L A N K " ,
y o u r cr it e r ia s t a t e m e n t fo r t h e n e xt d a t a it e m ca n b e S P L I T E Q S P L I T o n ly , a n d C M S w ill
k n o w t h a t t h e s t a t e m e n t a ct u a ll y m e a n s ‘ ‘ b la n k , ’ ’ o r w h a t e v e r t he p r e v io u s s t a t e m e n t ’ s v a lu e
w a s .
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N O T E A n e v e n fa s t e r m e t h o d fo r e n t e r in g cr it e r ia s t a t e m e n t s is a v a ila b le . S e e ‘ ‘ Th e Q u ick
M e t h o d o f D a t a It e m S e le ct io n ’ ’ la t e r in t h is ch a p t e r .

T h e R e p e a t I t e m F i e l d

Th e ‘ ‘ R e p e a t It e m ’ ’ fie ld co n t a in s a n a d d it io n a l cr it e r io n fo r d a t a it e m s t h a t g en e r a t e m u lt ip le
v a lu e s . Th e C r it e r ia fie ld in a D a t a It e m W in d o w (a ls o t h e S t a r t D a t e a n d N u m b e r o f D a y s
fie ld s , d e s cr ib e d la t e r ) t e lls C M S w h at r e co r d (s ) s h o u ld s u p p ly d a t a t o y o u r r e p o r t . B u t if
m u lt ip le r e co r d s m e e t t h e cr it e r ia , C M S w ill h a v e m u lt ip le v a lu e s t o d is p la y in t h e r ep o r t . Th e
r e p e a t it e m t e ll s C M S i n w h at o r d e r t o d is p la y t h e s e m u lt ip le v a lu e s .

N O T E If a d a t a it e m h a s m u lt ip le v a lu e s b u t y o u d o n o t e n t e r a r e p e a t it e m , C M S w ill
d is p la y o n ly t h e fir s t v a lu e it fin d s in t h e file a n d ig n o r e a ll o t h e r v a lu e s .

If y o u w a n t t o d is p la y m u lt ip le v a lu e s , y o u m u s t e n t e r a r e p e a t it e m . Th e r e p e at it e m cr e a t e s a
co lu m n o f v a lu e s , w it h e a ch v a lu e co m in g fr o m a d iffe r e n t r e co r d . Th e e n d r e s u lt is us u a ll y a
r e p o r t t h a t d is p la y s co lu m n s o f v a lu e s fo r e a ch o f a s e r ie s o f:

D a t e s (a s in m o s t w e e k ly a n d m o n t h ly r e p o r t s )

In t e r v a ls (a s in m o s t d a ily r e p o r t s )

A g e n t s (a s in t h e S p lit S u m m a r y Re p o r t )

Sp lit s (a s in t h e S y s t e m Re p o r t s )

Tr u n k s (a s in t h e Tr u n k G r o u p S u m m a r y Re p o r t ).

In a d d it io n t o h a v in g t h e s a m e cr it e r ia , t h e v a lu e s in e a ch co lu m n o f a m u lt ico lu m n re p o r t
s h o u ld n o r m a ll y b e lis t e d in e xa ct ly t h e s a m e o r d e r . So , e a ch d a t a it e m t h a t g e n er a t e s a
co lu m n o f v a lu e s s h o u ld h a v e t h e s a m e r e p e a t it e m .

N O T E Y o u m a y cr e a t e a r e p o r t in w h ich t h e co lu m n s o f d a t a a r e n o t in t e n d e d t o b e
co m p a r e d lin e fo r lin e (fo r e xa m p le , co lu m n s s h o w in g h a lf- h o u r d a t a a n d co lu m n s
s h o w in g d a ily d a t a ). In s u ch ca s e s , co lu m n s d o n o t n e e d t o h a v e t h e s a m e r e pe a t
it e m .
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F o r e xa m p le , in t h e s t a n d a r d h is t o r ica l G r o u p Su m m a r y Re p o r t d e s ig n (F ig u r e 5 -5 ), e a ch fie ld o f
x’ s (s h a d e d ) w ill g e n e r a t e a co lu m n o f d a t a . Th e s e fie ld s s h a r e t h e s a m e r e pe a t it e m , LO G ID .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

GR O U P S UM M A R Y ( ME N U : G R PS U M )
XX / X X / XX D A Y : X X/ X X / X X
GR O U P : XX X X X X X XX X X X X XX X X X X X

NU M B E R AV E R A G E AV E R A G E WE I G H T ED N O . O F AV G E X T N O. O F A V G E X T % %
OF A C D A CD T A L K A FT E R C A L L E X T O U T O U T T A L K E X T I N I N T A L K A UX A C D

AG E N T C AL L S T I M E C A L L W O RK V A L U E C A L L S T IM E C A L L S T I M E W OR K T I M E
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - -

XX X X X X XX X X X X X XX X X X X XX X X . X X XX X X . X X XX X X . X X XX X X X X XX . X X X X XX X X X X . XX X X X . XX X X X . X X
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - -
SU M M A R Y X X X X X X XX X X . X X XX X X . X X X X X X . X X X X X X X X XX X X . X X X X X X X X XX X X . X X XX X . X X XX X . X X

F i g u r e 5 5 Gro u p S u m m ary Re p o r t D e s i g n

W h e n t h e r e p o r t is r u n t o g e n e r a t e a ct u a l ca ll - ce n t e r d a t a , t h e r e s u lt (Figu r e 5 - 6 ) is a r e p o r t w it h
co lu m n s o f d a t a (s h a d e d ), w it h e a ch co lu m n d is p la y in g v a lu e s in s e q u e n ce o f a g en t (lo g id )
r e co r d s .

G R O U P S U M M A R Y ( M E N U : G R P S U M )
4 / 0 1 / 8 8 D A Y : 3 / 2 1 / 8 8
G R O U P : t r a n s f e r s

N U M B E R A V E R A G E A V E R A G E W E I G H T E D N O . O F A V G E X T N O . O F A V G E X T % %
O F A C D A C D T A L K A F T E R C A L L E X T O U T O U T T A L K E X T I N I N T A L K A U X A C D

A G E N T C A L L S T I M E C A L L W O R K V A L U E C A L L S T I M E C A L L S T I M E W O R K T I M E
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

2 0 0 1 7 8 2 0 1 . 5 2 2 1 . 3 3 2 2 1 . 0 4 0 0 0 0 . 0 0 2 3 . 7 8 9 0 . 6 5
2 0 0 2 9 8 1 3 4 . 5 5 3 4 . 9 9 1 6 8 . 7 5 0 0 1 4 6 7 . 9 8 2 1 . 9 9 5 6 . 7 7
2 0 0 3 1 2 2 9 9 . 9 9 2 3 . 6 6 1 2 2 . 2 3 8 1 2 9 0 0 . 0 0 9 . 0 0 7 8 . 6 2
2 0 0 4 9 0 1 4 0 . 5 1 6 5 . 7 8 2 0 5 . 8 8 1 8 1 1 9 . 4 0 4 1 . 2 2 4 3 . 1 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 3 8 8 1 4 4 . 1 4 3 6 . 4 4 1 7 9 . 4 8 9 2 3 . 5 1 5 2 1 . 8 5 2 4 . 0 0 6 7 . 2 6

F i g u r e 5 6 Gro u p S u m m ary Re p o r t

N O T E In m u lt ico lu m n r e p o r t d e s ig n s lik e t h e G r o u p Su m m a r y Re p o r t d e s ig n , n o t o n ly ar e
t h e r e p e a t it e m s t h e s a m e fo r e a ch co lu m n , b u t t h e cr it e r ia s t a t e m e n t s a r e als o t h e
s a m e .

3 B C M S C u s t o m R e p o r t s 5 2 3



T he D a ta Item W i nd ow

In t h e G r o u p Su m m a r y Re p o r t , t h e d a t a it e m la b e le d G R O U P a n d t h e d a t a it e m s in t h e
S U M M A R Y r o w d o n o t n e e d a r e p e a t it e m s in ce t h e y d o n o t g e n e r a t e m u lt ip le v a lu e s .

Th e t h r e e t y p e s o f r e p e a t it e m s y o u ca n e n t e r a r e :

Th e w o r d L O O P (fo r h is t o r ica l r e p o r t s o n ly )

A d a t a b a s e it e m (fo r h is t o r ica l r e p o r t s o n ly )

A n u m b e r (fo r r e a l- t im e r e p o r t s o n ly ).

L O O P a s a R e p e a t I t e m
W it h t h e w o r d L O O P a s t h e r e p e a t it e m , C M S d is p la y s v a lu e s in t h e o r d e r in w h ich r e co r d s a r e
s t o r e d in t h e C M S d a t a b a s e s a n d file s . Th u s , in t h e D a ily A g e n t file , LO O P w ill d is p la y va lu e s
b y d a y a n d w it h in e a ch d a y , b y a g e n t . In t h e H a lf H o u r S p lit F ile , LO O P w ill d is p la y v a lu e s
fir s t b y d a y , t h e n b y in t e r v a l, a n d fin a ll y b y s p lit . A s w it h a n y r e p e a t it e m , ho w e v e r , t h e v a lu e s
d is p la y e d w it h LO O P w ill b e lim it e d b y y o u r cr it e r ia s t a t e m e n t s a n d / o r e n t r ie s in t h e S t a r t
D a t e a n d N u m b e r o f D a y s fie ld s .

Y o u ca n u s e L O O P t o d is p la y v a lu e s b y d a y , in t e r v a l, o r in n u m e r ica l s e q u en ce o f lo g in ID s ,
s p lit s , t r u n k g r o u p s , o r t r u n k s . Fo r e a ch in t e r v a l in a d a ily r e p o r t o r fo r e a ch d a y in a
w e e k ly / m o n t h ly r e p o r t , L O O P ca n d is p la y v a lu e s fo r a s in g le s p lit , a g e n t , t r u n k , o r t r u n k
g r o u p , o r it ca n d is p la y v a lu e s fo r m u lt ip le s p lit s , a g e n t s , t r u n k s , o r t r u n k g r o up s , d e p e n d in g o n
t h e h o w s p e cific y o u r cr it e r ia s t a t e m e n t s a r e .

L i m i t a t i o n s o n L O O P a s a R e p e a t I t e m
If a d a t a it e m (in t h e I t e m fie ld ) is a S U M d a t a fu n ct io n a n d t h e r e p e a t it e m is LO O P , v a lu e s
fo r s p lit s , a g e n t s , t r u n k s , o r t r u n k g r o u p s m a y b e lis t e d o n t h e r e p o r t o ut o f n u m e r ica l s e q u e n ce .
Th is s it u a t io n o ccu r s w h e n s o m e s p lit s , a g e n t s , t r u n k s , o r t r u n k g r o u p s d o n ot h a v e a ct iv it y a t
t h e b e g in n in g o f t h e r e p o r t ’ s t im e p e r io d (h e n ce , t h e ir r e co r d s a p p e a r la t e r th a n o t h e r s in t h e
file ).

5 2 4 D a t a I t e m s a n d t h e D a t a I t e m W i n d o w



T he D a ta Item W i nd ow

F o r e xa m p le , s a y y o u w a n t a r e p o r t t h a t lis t s a w e e k ly t o t a l o f A C D ca ll s fo r e a ch a g e n t in a
s p lit . Y o u r r e p o r t w o u ld co n t a in L O G ID v a lu e s a n d SU M (A C D C A LL S) v a lu e s . W it h th e
L O O P r e p e a t it e m , t h e r e p o r t co u ld a p p e a r a s s h o w n in Figu r e 5 - 7 .

We e k l y Ag e n t A C D C a l l s
Sp l i t : 1

Nu m b e r of
Ag e n t A CD C a l l s
-- - - - - -- - - - - - -
21 1 0 4 5 5
21 1 1 4 1 2
21 1 2 5 0 1
21 1 4 4 3 5
21 1 5 3 8 9
21 1 6 4 4 4
21 1 3 4 2 7

F i g u r e 5 7 S am p l e Re p o r t Wi t h L O O P as Re p e at Ite m

N o t ice t h a t A g e n t 2 1 1 3 a p p e a r s o u t o f s e q u e n ce . Th is s e q u e n ce o ccu r s b e ca u s e A g e n t 2 1 1 3
h a d n o r e co r d e d a ct iv it y o n t h e fir s t d a y co v e r e d b y t h e r e p o r t (p e r h a p s b e ca u s e of a b s e n ce
o r r e a s s ig n m e n t o f d u t ie s ).

If y o u w a n t m u lt ip le v a lu e s fo r a SU M d a t a fu n ct io n , y o u ca n u s e t h e a p p r o p r ia t e d at a b a s e
it e m a s t h e r e p e a t it e m t o e n s u r e v a lu e s a r e d is p la y e d in s e q u e n ce o f lo g in ID , s plit , t r u n k , o r
t r u n k g r o u p . F o r e xa m p le , in Figu r e 5 - 7 , u s in g t h e r e p e a t it e m LO G ID , in s t e a d o f LO O P ,
w o u ld e n s u r e t h a t d a t a is lis t e d in o r d e r o f a g e n t lo g id s .

D a t a b a s e I t e m a s a R e p e a t I t e m
W it h a d at ab as e i t e m a s a r e p e a t it e m , C M S w ill d is p la y v a lu e s in t h e fo ll o w in g w a y :

F ir s t , C M S d is p la y s t h e v a lu e fr o m t h e r e co r d w it h t h e lo w e s t v a lu e fo r t h e r e p e at
it e m .

N e xt , C M S d is p la y s t h e v a lu e fr o m t h e r e co r d w it h t h e s e co n d lo w e s t v a lu e fo r t h e
r e p e a t it e m .

C M S co n t in u e s t o d is p la y v a lu e s fr o m r e co r d s in s e q u e n ce o f t h e r e p e a t it e m
v a lu e s .
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N O T E C M S w ill t a k e v a lu e s o n ly fr o m r e co r d s t h a t m e e t y o u r cr it e r ia a n d , if y o u a r e u s in g
t h e D a ily D a t a b a s e , y o u r e n t r ie s in t h e S t a r t D a t e a n d N u m b e r o f D a y s fie ld s .

If y o u a r e u s in g t h e H a lf- H o u r H is t o r ica l D a t a b a s e , t h e r e p e a t it e m IN TERV A L w ill d is p la y a
v a lu e fo r e a ch in t e r v a l, s t a r t in g fr o m t h e e a r lie s t in t e r v a l s p e cifie d . If y o u a re u s in g t h e D a ily
H is t o r ica l D a t a b a s e , t h e r e p e a t it e m D A Y w ill d is p la y a v a lu e fo r e a ch d a t e , s t ar t in g fr o m t h e
e a r lie s t d a t e s p e cifie d .

N O T E A d a t a b a s e it e m u s e d a s a r e p e a t it e m m u s t b e co n t a in e d in t h e file a n d d a t a ba s e
s p e cifie d in t h e File a n d D a t a B a s e fie ld s . Th a t is , if y o u a r e u s in g t h e D A IL Y
d a t a b a s e , y o u ca n n o t r e p e a t o n IN TERV A L. L ik e w is e , if y o u a r e u s in g t h e S P L IT file ,
y o u ca n n o t r e p e a t o n LO G ID .

R e p e a t I t e m s a n d t h e R e p o r t P a r a m e t e r s S c r e e n
A d a t a b a s e it e m in t h e Re p e a t It e m fie ld , w h ile d e t e r m in in g t h e o r d e r o f d is p la y ed v a lu e s , a ls o
g e n e r a t e s a s e t o f d e fa u lt e d in p u t fie ld s o n t h e Re p o r t P a r a m e t e r s s cr e e n fo r u se w h e n o r d e r in g
t h e r e p o r t . Ta b le 5 - 2 s h o w s t h e Re p o r t P a r a m e t e r s in p u t fie ld s a n d d e fa u lt v a lu e s g e n e r a t e d b y
ce r t a in d a t a b a s e it e m s w h e n u s e d a s r e p e a t it e m s .
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T a b l e 5 2 S am p l e Re p e at Ite m s an d Re p o r t Pa r am e te r s V al u e s

Re p e at Ite m Re p o r t Pa r am e t e r In p u t F i e l d s
F I R S T _ I N T E R V A L = 1
L A S T _ I N T E R V A L = 4 8

IN TERV A L

F I R S T _ D A Y =v a lu e in S t a r t D a t e fie ld
L A S T _ D A Y =v a lu e in N u m b e r o f D a y s fie ld

D A Y

F I R S T _ L O G I D = 1
L A S T _ L O G I D = 9 9 9 9 (Sy s t e m 8 5 / D IM EN S IO N P B X ) o r
9 9 9 9 9 9 9 9 9 (Sy s t e m 7 5 )

L O G ID

F I R S T _ S P L I T = 1
L A S T S P L I T = 6 0 (m a xim u m n u m b e r o f s p lit s )

SP LIT

F I R S T _ A C D C A L L = 1
L A S T _ A C D C A L L = 2

A C D C A LL S

F I R S T _ T R K _ N D X = 1
L A S T _ T R K _ N D X = 3 2 6 7 (m a xim u m n u m b e r o f t r u n k s )

TRK N D X

F I R S T _ T R K G R P = 1
L A S T _ T R K G R P = 2 5 5 (m a xim u m n u m b e r o f t r u n k g r o u p s )

TRK G RP

Th e g e n e r a t io n o f d e fa u lt e d in p u t fie ld s w it h a d a t a b a s e it e m a s t h e r e p e a t it e m e lim in a t e s
t h e n e e d t o e n t e r a cr it e r ia s t a t e m e n t w it h t h a t d a t a b a s e it e m .

L i m i t a t i o n s o n D a t a b a s e I t e m s a s R e p e a t I t e m s
U s in g a d a t a b a s e it e m a s a r e p e a t it e m h a s t w o im p o r t a n t lim it a t io n s . Fir s t , a re p o r t t h a t u s e s
d a t a b a s e it e m s a s r e p e a t it e m s m a y t a k e m u ch lo n g e r t h a n n o r m a l t o r u n . Th is d e la y o ccu r s
b e ca u s e C M S m u s t s e a r ch fo r d a t a r e co r d - b y - r e co r d , in s t e a d o f s e a r ch in g w it h t h e in d e x
s t r u ct u r e cr e a t e d b y k e y d a t a b a s e it e m s (LO G ID , S P LIT, TRK G RP , o r TRK N D X ).

Se co n d , C M S w ill d is p la y a v a lu e fo r o n ly t h e la s t r e co r d it fin d s w it h a p a r t icu la r v a lu e fo r t h e
r e p e a t it e m . If t w o o r m o r e r e co r d s h a v e t h e s a m e v a lu e fo r t h e r e p e a t it em , v a lu e s w ill n o t b e
d is p la y e d fr o m r e co r d s a p p e a r in g e a r lie r in t h e file .

F o r e xa m p le , s a y y o u w a n t e d a s p lit s u m m a r y r e p o r t w it h o n ly t w o co lu m n s of d a t a :

In o n e co lu m n , t h e n u m b e r o f A C D ca ll s h a n d le d b y e a ch a g e n t in t h e s p lit

In t h e s e co n d co lu m n , t h e a g e n t s t h a t h a n d le d t h e m .
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Y o u r r e p o r t w o u ld co n t a in A C D C A LL S v a lu e s a n d L O G ID v a lu e s . W it h t h e r e p e a t it e m
A C D C A LL S, t h e r e p o r t w o u ld a p p e a r a s fo ll o w s (Fi g u r e 5 - 8 ):

Ag e n t A CD C a l l s
Sp l i t : 1 D a y : 1 0 /1 1 / 8 8

Nu m b e r of
AC D C a l ls A g e n t
-- - - - - -- - - - - - -

10 1 2 1 2 1
10 3 2 1 1 1
11 5 2 1 1 0
12 5 2 1 2 3
12 9 2 1 2 5
13 0 2 1 1 9
13 3 2 1 2 0
13 6 2 1 1 6
14 0 2 1 2 4

F i g u r e 5 8 S am p l e Re p o r t 1 Wi t h D at ab as e Ite m as Re p e at Ite m

N o t ice t h a t t h e r e p o r t lis t s v a lu e s in a s ce n d in g o r d e r o f t h e n u m b e r o f A C D ca ll s h a n d le d fo r
t h e d a y . A cco r d in g t o t h e r e p o r t , A g e n t 2 1 1 9 h a d 1 3 0 A C D ca ll s . H o w e v e r , s a y th a t A g e n t
2 1 1 8 a ls o h a d 1 3 0 A C D ca lls . W it h r e p e a t it e m A C D C A LL S, t h is r e p o r t w o u ld s t ill lis t o n ly t h e
la s t a g e n t w it h 1 3 0 A C D ca ll s , A g e n t 2 1 1 9 . A g e n t 2 1 1 8 w o u ld n o t b e lis t e d b e ca u se t h a t
a g e n t ’ s r e co r d w o u ld n o t b e t h e la s t r e co r d w it h t h e A C D C A LL S v a lu e o f 1 3 0 .

If t h is s a m e r e p o r t w e r e t o u s e LO G ID a s t h e r e p e a t it e m , t h e v a lu e s w o u ld a p p e a r in a s ce n d in g
o r d e r o f lo g in ID s (F ig u r e 5 - 9 ).

Ag e n t A CD C a l l s
Sp l i t : 1 D a y : 1 0 /1 1 / 8 8

Nu m b e r of
AC D C a l ls A g e n t
-- - - - - -- - - - - - -

11 5 2 1 1 0
10 3 2 1 1 1
14 0 2 1 1 5
13 6 2 1 1 6
13 0 2 1 1 8
13 0 2 1 1 9
13 3 2 1 2 0
10 1 2 1 2 1
12 5 2 1 2 3
14 0 2 1 2 4
12 9 2 1 2 5

F i g u r e 5 9 S am p l e Re p o r t 2 Wi t h D at ab as e Ite m as Re p e at Ite m
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N o t ice t h a t A g e n t 2 1 1 8 is n o w lis t e d w it h 1 3 0 A C D ca ll s . N o t ice a ls o t h a t t w o a ge n t s , A g e n t
2 1 1 5 a n d A g e n t 2 1 2 4 , a r e lis t e d w it h 1 4 0 A C D ca ll s e a ch . W it h A C D C A L L S a s r e p e a t it e m (a s
in Figu r e 5 - 8 ), A g e n t 2 1 1 5 w o u ld n o t a p p e a r b e ca u s e t h a t a g e n t ’ s r e co r d w a s n o t t h e la s t r e co r d
w it h 1 4 0 A C D ca ll s .

Th is lim it a t io n ca n a ls o a ffe ct ce r t a in d is p la y s w h e n u s in g r e p e a t it e m s IN TERV A L, D A Y , or a
k e y d a t a b a s e it e m (SP LIT, LO G ID , TRK G RP , o r TRK N D X ). Th e r e fo r e , t o a v o id o m it t in g d a t a ,
y o u s h o u ld u s e LO O P w h e n e v e r p o s s ib le .

N O T E Th e e xce p t io n is w h e n t h e d a t a it e m is a SU M d a t a fu n ct io n (s e e ‘ ‘ L im it a t io n s o n
L O O P a s a Re p e a t It e m ’ ’ ).

A N u m b e r a s a R e p e a t I t e m
Y o u e n t e r a n u m b e r fo r a ll d a t a it e m s t h a t g e n e r a t e m u lt ip le v a lu e s in a r e al - t i m e r e p o r t. Th is
n u m b e r t e ll s C M S t o d is p la y a ce r t a in n u m b e r o f v a lu e s p e r p a g e o f t h e r e po r t in ca s e m o r e
r e co r d s m e e t y o u r cr it e r ia t h a n ca n b e d is p la y e d o n o n e p a g e .

N O T E In a r e a l- t im e cu s t o m r e p o r t d e s ig n , w h e n y o u co m p le t e a D a t a It e m W in d o w t h a t
co n t a in s a r e p e a t it e m , t h e Scr e e n P a in t e r w ill fill in t h e co lu m n le n g t h s p e cifie d b y
t h e r e p e a t . Th e r e p e a t fie ld s fo r m u lt ip le v a lu e s w ill a p p e a r in h ig h lig h t e d v id e o.

W it h a n u m b e r , C M S w ill d is p la y v a lu e s a s t h e y a r e s t o r e d in t h e r e a l- t im e file s , t ha t is , b y
v a lu e s o f t h e k e y d a t a b a s e it e m s (t h a t is , SP LIT, LO G ID , TRK G RP , o r TRK N D X ). N o r m a lly
w it h a n u m b e r r e p e a t it e m , C M S d is p la y s r e co r d v a lu e s in a s ce n d in g o r d e r o f k ey d a t a b a s e it e m
v a lu e s . H o w e v e r , if r e co r d s a r e cr e a t e d a t d iffe r e n t t im e s w it h in t h e C u r r e n t In t e r v a l, t h e fir s t
r e co r d cr e a t e d w ill a ls o b e d is p la y e d fir s t , r e g a r d le s s o f t h e k e y d a t a b a s e it e m v a lu e . Fo r
e xa m p le , in t h e A g e n t file , if A g e n t 0 0 0 9 lo g s in b e fo r e A g e n t 0 0 0 7 in a n in t e r v a l, v a lu e s fr o m
A g e n t 0 0 0 9 ’ s r e co r d w ill b e d is p la y e d fir s t .

N O T E Th e n u m b e r y o u u s e a s a r e p e a t it e m ca n n o t e xce e d t h e m a xim u m n u m b e r o f lin e s o n
y o u r t e r m in a l. Th e r e fo r e , t h e la r g e s t n u m b e r y o u ca n u s e is 2 0 .
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T h e S t a r t D a t e F i e l d

Y o u r e n t r y in t h e ‘ ‘ St a r t D a t e ’ ’ fie ld t e ll s C M S fr o m w h ich d a y in t h e p a s t it s ho u ld b e g in
r e t r ie v in g v a lu e s fo r t h e d a t a it e m . Y o u m u s t co m p le t e t h is fie ld fo r h is t o r ica l r ep o r t s o n ly .
Y o u r e n t r y ca n b e o n e o f t h e fo ll o w in g t y p e s :

Re l at i v e D ay A n e g a t iv e n u m b e r (- 1 , - 2 , e t c. ) t h a t t e ll s C M S h o w m a n y d a y s in t h e
p a s t it s h o u ld g o t o b e g in it s s e a r ch fo r d a t a it e m v a lu e s .

A b s o l u t e D at e A s p e cific d a t e (0 2 / 1 1 / 8 8 , 1 0 / 2 2 / 8 7 , e t c.) t h a t t e ll s C M S a t e xa ct ly w h a t
d a t e in t h e p a s t t o b e g in it s s e a r ch fo r d a t a it e m v a lu e s .

V ari ab l e D ay A v a r ia b le fie ld w it h a d e fa u lt r e la t iv e d a y (S T A R T _ D A Y = - 7 ,
R E P O R T _ D A Y = - 1) o r a d e fa u lt a b s o lu t e d a t e
(S T A R T _ D A Y = 0 5 / 5 0 / 8 8). Th is fie ld a n d d e fa u lt v a lu e a p p e a r o n t h e
Re p o r t P a r a m e t e r s s cr e e n a n d a llo w t h e C M S u s e r t o a cce p t t h e d e fa u lt
v a lu e o r o v e r t y p e a d iffe r e n t o n e . C M S r e t r ie v e s d a t a s t a r t in g fr o m t h e
r e la t iv e d a y o r a b s o lu t e d a t e s p e cifie d o n t h e Re p o r t P a r a m e t e r s s cr e e n .
Th e v a r ia b le d a y fo r m a t is a s fo ll o w s :

[ F I E L D _ L A B E L = ] [ R E L A T I V E D A Y ]

O R

[ F I E L D _ L A B E L = ] [ A B S O L U T E D A T E ]

T h e N u m b e r o f D a y s F i e l d

Y o u r e n t r y in t h e ‘ ‘ N u m b e r o f D a y s ’ ’ fie ld t e ll s C M S h o w m a n y d a y s o f d a t a yo u w a n t in clu d e d
in t h e r e p o r t , s t a r t in g fr o m t h e S t a r t D a t e . Y o u ca n e n t e r a n u m b e r o f d a y s (1 , 7 , 3 1 , e t c. ) o r a
v a r ia b le fie ld w it h a d e fa u lt n u m b e r o f d a y s (N U M B E R _ O F _ D A Y S = 1 ,
N U M B E R _ O F _ D A Y S = 7 , e t c. ). A v a r ia b le fie ld w it h a d e fa u lt v a lu e w ill a p p e a r o n t h e Re p o r t
P a r a m e t e r s s cr e e n a n d w ill a ll o w t h e C M S u s e r t o a cce p t t h e d e fa u lt n u m b e r or o v e r t y p e a
d iffe r e n t o n e .
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A d d i t i o n a l L i m i t s o n D a t a I t e m W i n d o w E n t r i e s

Y o u m u s t co m p le t e a D a t a It e m W in d o w fo r e a ch d a t a it e m in a cu s t o m r e p o r t d e s ig n .
H o w e v e r , w h e n y o u d e s ig n a r e p o r t t o d is p la y co lu m n s o f d a t a t h a t p a r a ll e l o n e a n o t h e r , t h e
e n t r ie s in e v e r y d a t a it e m ’ s D a t a It e m W in d o w m u s t b e t h e s a m e (e xce p t fo r e n tr ie s in t h e
‘ ‘ It e m , ’ ’ ‘ ‘ J u s t ify , ’ ’ a n d ‘ ‘ F ill’ ’ fie ld s ). Th is g u a r a n t e e s t h a t , a s y o u r ea d a cr o s s t h e r o w s o f a n
a ct u a l r e p o r t , t h e v a lu e s in e a ch r o w w ill b e fr o m t h e s a m e r e co r d . H o w e v e r , a s p r e v io u s ly
s t a t e d , o n ly t h e fir s t d a t a it e m in t h e s e r ie s o f co lu m n s m u s t h a v e a co m p le t e v a r ia b le cr it e r ia
s t a t e m e n t .

N O T E To e n s u r e t h a t y o u r d a t a it e m s in a m u lt i- co lu m n r e p o r t h a v e t h e s a m e D a t a It e m
W in d o w e n t r ie s , u s e t h e q u ick m e t h o d o f d a t a it e m s e le ct io n d e s cr ib e d in t h e
fo ll o w in g s e ct io n .

In a s in g le r e p o r t d e s ig n , y o u m a y u s e a m a xim u m o f t e n d iffe r e n t s e t s o f r e co r d se le ct io n
co n d it io n s (t h a t is , file , d a t a b a s e , cr it e r ia , a n d r e p e a t it e m e n t r ie s ). In Ta b le 5 - 3 , ea ch s e t o f
D a t a It e m W in d o w e n t r ie s is d iffe r e n t a n d e a ch w o u ld co u n t a g a in s t t h e t e n m a xim u m if t h e y
w e r e u s e d in a r e p o r t d e s ig n :

T a b l e 5 3 S am p l e S e t s o f D at a Ite m Wi n d o w E n t r i e s

F i e l d S e t 1 S e t 2 S e t 3 S e t 4 S e t 5

F ile A G EN T A G EN T A G EN T A G EN T SP LIT

D a t a B a s e H A LF H O U R H A L F H O U R H A LF H O U R D A ILY D A ILY

C r it e r ia L O G ID EQ LO G ID = 1 1 1 1 SP LIT EQ S P LIT= 1 S P LIT EQ S P LIT = 1 S P LI T EQ S P L IT= 1 S P LIT EQ SP LIT= 1

Re p e a t It e m IN TERV A L IN TER VA L D A Y D A Y D A Y

In a d d it io n , if y o u e n t e r a h o r iz o n t a l s e r ie s o f d a t a it e m s t h a t h a v e t h e s a m e e n t r ie s in t h e D a t a
It e m W in d o w , a s in a m u lt ico lu m n r e p o r t , y o u m a y o n ly s p e cify u p t o 2 0 d a t a b a s e it e ms w it h in
t h e s e r ie s . Th is lim it in clu d e s a n y d a t a b a s e it e m s t h a t a r e p a r t o f a fo r m u la , ca lcu la t io n , o r d a t a
fu n ct io n . H o w e v e r , a d a t a b a s e it e m t h a t is r e p e a t e d ly u s e d in a h o r iz o n t a l s e r ie s o f d a t a it e m s
w ill s t ill b e co u n t e d a s o n ly o n e d a t a b a s e it e m a g a in s t t h e m a xim u m o f 2 0 .
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F o r e xa m p le , lo o k a t t h e fo llo w in g d a t a it e m s :

A C D C A L L S

A C D T I M E / A C D C A L L S

S U M ( A C D T I M E ) / S U M ( A C D C A L L S )

A C D C A L L S / M A X A G E N T S

If t h e s e it e m s a p p e a r e d a s a h o r iz o n t a l s e r ie s in a m u lt ico lu m n r e p o r t , C M S w o uld co u n t o n ly
t h r e e d a t a b a s e it e m s t o w a r d t h e 2 0 m a xim u m :

A C D C A L L S

A C D T I M E

M A X A G E N T S

N o t ice t h a t A C D C A L L S is u s e d fo u r t im e s , b u t co u n t e d o n ly o n ce , a n d A C D T I M E is u s e d
t w ice , b u t co u n t e d o n ly o n ce .
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T h e Q u i c k M e t h o d o f D a t a I t e m S e l e c t i o n
Ev e r y t im e y o u co m p le t e a D a t a It e m W in d o w , C M S d is p la y s t h e fo ll o w in g m e s s a g e:

R e p o s i t i o n c u r s o r a n d p r e s s D A T A I T E M k e y t o d e f i n e a n o t h e r i t e m .

If y o u im m e d ia t e ly r e p o s it io n t h e cu r s o r , p r e s s DA TA I TEM , e n t e r x’ s fo r t h e n e xt d a t a it e m fie ld ,
a n d p r e s s R E TUR N , C M S w ill a u t o m a t ica ll y fill m o s t fie ld s in t h e n e xt D a t a It e m W in d o w u s in g
v a lu e s y o u e n t e r e d fo r t h e p r e v io u s d a t a it e m . C M S d o e s t h is b e ca u s e it a s s um e s y o u r r e p o r t ’ s
d a t a it e m s w ill h a v e t h e s a m e v a lu e s in t h e D a t a It e m W in d o w fie ld s , e xce p t fo r th e ‘ ‘ It e m , ’ ’
‘ ‘ J u s t ify , ’ ’ a n d ‘ ‘ F ill’ ’ fie ld s .

C M S ’ s a u t o m a t ic e n t r ie s ca n s a v e y o u a lo t o f d a t a e n t r y t im e , a n d y o u s h ou ld u s e t h is
ca p a b ilit y a s m u ch a s p o s s ib le . Th e r e fo r e , w h e n y o u cr e a t e a cu s t o m r e p o r t , p la n t o e n te r a ll o f
y o u r d a t a it e m s a t o n e t im e , o n e r ig h t a ft e r a n o t h e r . In t h is w a y , t h e D a ta It e m W in d o w e n t r ie s
ca n b e ca r r ie d fr o m d a t a it e m t o d a t a it e m . To ch a n g e ce r t a in e n t r ie s , s im p ly o v e r t y p e t h e m
w it h t h e e n t r ie s y o u d o w a n t .

If y o u a r e m e r e ly a d d in g d a t a it e m s t o a n e xis t in g r e p o r t , t h e D a t a It e m W in d o w en t r ie s ca n
s t ill b e ca r r ie d o v e r fr o m e xist in g it e m s . To d o t h is , y o u m u s t d is p la y a n e xist in g it e m ’ s Da t a
It e m W in d o w b e fo r e e n t e r in g t h e n e w d a t a it e m (s ). To d is p la y a n e xis t in g it e m ’ s D a t a It e m
W in d o w , p la ce t h e cu r s o r in a n e xist in g d a t a it e m fie ld a n d p r e s s DA TA I TEM o n ce a n d R E TUR N

t w ice . Y o u ca n t h e n a d d n e w d a t a it e m s a n d s im u lt a n e o u s ly ca r r y o v e r t h e e xis tin g it e m ’ s D a t a
It e m W in d o w e n t r ie s .

N O T E Y o u ca n n o t ca r r y o v e r D a t a It e m W in d o w e n t r ie s fr o m o n e it e m t o a n o t h e r e xis t in g
it e m . Th e ca r r y o v e r o n ly w o r k s fo r a n e w it e m e n t r y .
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D a t a I t e m W i n d o w S a m p l e s
Th e fo llo w in g s a m p le D a t a It e m W in d o w s s h o w t h e v a r ie t y o f w a y s y o u ca n s e le ct da t a it e m s
in a cu s t o m r e p o r t d e s ig n .

E x a m p l e 1 — R e a l -T i m e

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
I t e m : S Y N ( T R K G R P ) _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
J u s t i f y : _ L F i l l : _ _ F i l e : T R U N K G R O U P _ _ _ _ D a t a B a s e : C U R R E N T _ _ _ _ _ _ _ _ _ _ _ _ _
C r i t e r i a : S P L I T E Q S P L I T = " B L A N K " _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
R e p e a t I t e m : 1 0 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

E X PL A N A T IO N
Th is D a t a It e m W in d o w s a y s t o d is p la y
s y n o n y m s fo r a ll t r u n k g r o u p s
(S Y N ( T R K G R P )) a s s ig n e d t o t h e s p lit s e le ct e d
o n t h e Re p o r t P a r a m e t e r s s cr e e n . Ea ch p a g e o f
t h e r e p o r t w ill d is p la y a m a xim u m o f t e n
s y n o n y m s , a n d t h e s y n o n y m s w ill b e le ft -
ju s t ifie d .
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E x a m p l e 2 — R e a l -T i m e

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
I t e m : A S S O C I A T I O N _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
J u s t i f y : _ R F i l l : _ _ F i l e : T R U N K _ _ _ _ D a t a B a s e : C U R R E N T _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
C r i t e r i a : T R K G R P E Q T R U N K _ G R O U P = " B L A N K " _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
R e p e a t I t e m : 8 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

E X PL A N A T IO N
Th is D a t a It e m W in d o w s a y s t o d is p la y t h e
s p lit n u m b e r o r a g e n t ID a s s o cia t e d w it h e a ch
t r u n k (A S S O C I A T I O N) in t h e t r u n k g r o u p
s e le ct e d o n t h e Re p o r t P a r a m e t e r s s cr e e n . Ea ch
p a g e o f t h e r e p o r t s h o u ld d is p la y e ig h t
a s s o cia t e d s p lit n u m b e r s o r a g e n t lo g in ID s , a n d
t h e n u m b e r s a n d ID s w ill b e r ig h t - ju s t ifie d .
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E x a m p l e 3 — H i s t o r i c a l

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
I t e m : A C D C A L L S _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
J u s t i f y : _ R F i l l : _ _ F i l e : S P L I T _ _ _ _ D a t a B a s e : H A L F H O U R _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
C r i t e r i a : S P L I T E Q S P L I T = " B L A N K " A N D I N T E R V A L G E F I R S T _ I N T E R V A L = 1 _ _ _ _ _ _ _
A N D I N T E R V A L L E L A S T I N T E R V A L = 4 8 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
R e p e a t I t e m : I N T E R V A L _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
S t a r t D a t e : R E P O R T _ D A Y = - 1 N u m b e r o f D a y s : 1 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

E X PL A N A T IO N
Th is D a t a It e m W in d o w s a y s t o d is p la y t h e
n u m b e r o f A C D ca lls (A C D C A L L S) fo r t h e s p lit
s e le ct e d o n t h e Re p o r t P a r a m e t e r s s cr e e n . Th e
D a t a It e m W in d o w a ls o s a y s t o d is p la y t h a t
s p lit ’ s A C D ca ll s fo r y e s t e r d a y (- 1) u n le s s t h e
u s e r o v e r t y p e s - 1 w it h a n o t h e r r e la t iv e d a y
n u m b e r (o r d a t e ). Fi n a ll y , t h e D a t a It e m
W in d o w s a y s t o d is p la y t h a t s p lit ’ s A C D ca ll s
fo r e v e r y in t e r v a l in t h e d a y (1 t h r o u g h 4 8 )
u n le s s t h e u s e r o v e r t y p e s 1 a n d 4 8 w it h a
s m a ll e r r a n g e .

Th o u g h t h e r e p e a t it e m is I N T E R V A L , L O O P
w o u ld h a v e t h e s a m e e ffe ct b e ca u s e t h e d a t a in
t h e H a lf- h o u r d a t a b a s e is a lr e a d y o r g a n iz e d b y
in t e r v a l.
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E x a m p l e 4 — H i s t o r i c a l

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
I t e m : E X T E N S I O N _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
J u s t i f y : _ L F i l l : _ _ F i l e : A G E N T _ _ _ _ D a t a B a s e : D A I L Y _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
C r i t e r i a : L O G I D E Q A G E N T _ I D = " B L A N K " _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
R e p e a t I t e m : D A Y _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
S t a r t D a t e : S T A R T _ D A Y = - 7 _ _ _ _ _ _ N u m b e r o f D a y s : N U M B E R _ O F _ D A Y S = 7 _ _ _ _ _ _ _ _ _ _ _ _
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

E X PL A N A T IO N
Th is D a t a It e m W in d o w s a y s t o d is p la y t h e
e xt e n s io n lo g g e d in t o b y t h e a g e n t (L O G I D)
s e le ct e d o n t h e Re p o r t P a r a m e t e r s s cr e e n . It
a ls o s a y s t o d is p la y t h a t a g e n t ’ s e xt e n s io n (s ) fo r
e a ch o f t h e la s t 7 d a y s , u n le s s a d iffe r e n t St a r t
D a y o r N u m b e r o f D a y s a r e s e le ct e d o n t h e
Re p o r t P a r a m e t e r s s cr e e n . Th e e xt e n s io n (s ) w ill
b e le ft - ju s t ifie d .

Th o u g h t h e Re p e a t It e m is D A Y , L O O P w o u ld
h a v e t h e s a m e e ffe ct b e ca u s e d a t a in t h e D a ily
d a t a b a s e is a lr e a d y o r g a n iz e d b y d a y .
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E x a m p l e 5 — H i s t o r i c a l

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
I t e m : M B U S Y T I M E _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
J u s t i f y : _ R F i l l : _ _ F i l e : T R U N K G R O U P _ D a t a B a s e : H A L F H O U R _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
C r i t e r i a : T R K G R P E Q T R U N K _ G R O U P = " B L A N K " A N D I N T E R V A L G E F I R S T _ I N T E R V A L = 1
A N D I N T E R V A L L E L A S T _ I N T E R V A L = 4 8 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
R e p e a t I t e m : I N T E R V A L _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
S t a r t D a t e : S T A R T _ D A Y = - 1 _ _ _ _ _ _ N u m b e r o f D a y s : 1 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

E X PL A N A T IO N
Th e D a t a It e m W in d o w s a y s t o d is p la y t h e
n u m b e r o f s e co n d s o n m a in t e n a n ce b u s y - o u t
(M B U S Y T I M E) fo r t h e t r u n k g r o u p s e le ct e d o n
t h e Re p o r t P a r a m e t e r s s cr e e n . It a ls o s a y s t o
d is p la y t h a t t r u n k g r o u p ’ s m a in t e n a n ce b u s y -
o u t t im e fo r y e s t e r d a y , u n le s s t h e u s e r
o v e r t y p e s a d iffe r e n t S t a r t D a y . F in a ll y it s a y s
t o d is p la y t h e m a in t e n a n ce - b u s y - o u t t im e
(r ig h t - ju s t ifie d ) fo r e v e r y in t e r v a l (1 t h r o u g h 4 8 )
w it h in t h e d a y s e le ct e d , u n le s s t h e u s e r
o v e r t y p e s a n a r r o w e r in t e r v a l r a n g e o n t h e
Re p o r t P a r a m e t e r s s cr e e n .
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T h e D i c t i o n a r y f o r D a t a I t e m R e s e a r c h
Th e S cr e e n P a in t e r d is p la y s t h e DI C TNAR Y ACC E S S SLK w h ile y o u a r e co m p le t in g t h e fie ld s o n
t h e D a t a It e m W in d o w . P r e s s in g DI C TNAR Y ACC E S S d ir e ct ly a cce s s e s t h e D ict io n a r y m e n u , fr o m
w h ich y o u ca n a cce s s t h e a p p r o p r ia t e s cr e e n t o co m p le t e t h e fo ll o w in g t a s k s :

C r e a t in g a ca lcu la t io n o r co n s t a n t

L o o k in g u p a n e xis t in g ca lcu la t io n o r co n s t a n t t o ch e ck it s s u it a b ilit y fo r u s e in y o u r
cu s t o m r e p o r t d e s ig n

L o o k in g u p a d a t a b a s e it e m t o ch e ck it s m e a n in g o r t o ch e ck t h e file s co n t a in in g t h e
d a t a b a s e it e m

L o o k in g u p o r cr e a t in g a g e n t o r e xt e n s io n g r o u p s .

A n y o f t h e s e t a s k s m a y b e r e q u ir e d a t s o m e t im e . If y o u d o n o t k n o w w h a t co ns t a n t s o r
cu s t o m ca lcu la t io n s a r e a v a ila b le , o r y o u d o n o t k n o w w h a t r e p o r t g r o u p s exist in C M S , y o u
m a y h a v e t o lo o k u p t h e s e it e m s in t h e D ict io n a r y . A q u ick w a y t o d o t h is is t o p rin t a
D ict io n a r y r e p o r t o f t h e p a r t icu la r it e m s y o u w a n t t o r e s e a r ch . Y o u ca n o r d e r a r e p o r t fo r
C a lcu la t io n s , C o n s t a n t s , D a t a B a s e It e m s , A g e n t / Ex t e n s io n G r o u p s , o r th e w h o le D ict io n a r y .
H o w e v e r , fo r lo o k in g u p d a t a b a s e it e m s o r s t a n d a r d ca lcu la t io n s a n d fo r m u la s , Ap p e n d ice s A
a n d B in t h is d o cu m e n t m a y b e fa s t e r a n d e a s ie r t o u s e .

To cr e a t e o r ch a n g e a g e n t / e xt e n s io n g r o u p s , fo ll o w t h e a p p r o p r ia t e D ict io n ar y p r o ce d u r e s lis t e d
in t h e 3B CM S A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 4 ) d o cu m e n t . To cr e a t e , ch a n g e , o r lo o k u p a n
e xis t in g co n s t a n t , ca lcu la t io n , d a t a b a s e it e m , o r g r o u p , y o u ca n fo llo w t h e D ict io n ar y p r o ce d u r e s
lis t e d in C h a p t e r 6 . Re fe r t o C h a p t e r 6 a ls o fo r t h e p r o ce d u r e t o o r d e r a D ict io na r y r e p o r t .

O n ce y o u h a v e fo u n d t h e it e m (s ) y o u a r e lo o k in g fo r o r h a v e cr e a t e d a n e w it e m , y o u w ill le a v e
t h e D ict io n a r y a n d r e t u r n t o t h e D a t a It e m W in d o w o n t h e S cr e e n P a in t e r sim p ly b y p r e s s in g
E X I T o n ce o r t w ice . Y o u n o t o n ly w ill r e t u r n t o t h e D a t a It e m W in d o w , y o u w ill r e t u r n t o t h e

fie ld y o u w e r e o n la s t .
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T he D i c t i ona r y f or D a ta Item R e se a rc h

N O T E S

5 4 0 D a t a I t e m s a n d t h e D a t a I t e m W i n d o w



G e n e r a l I n f o r m a t i o n
O n ce y o u h a v e r e a r r a n g e d t h e d is p la y it e m s o n a r e p o r t d e s ig n a n d e n t er e d t h e r e p o r t ’ s la b e ls ,
y o u a r e r e a d y t o a d d d a t a it e m s . Fo r e a ch d a t a it e m , y o u m u s t e n t e r x’ s o n t h e S cr e e n P a in t e r
t o s p e cify fie ld le n g t h a n d fill in a D a t a It e m W in d o w . Th e q u ick e s t m e t h o d fo r a d d in g d at a
it e m s is t o a d d t h e m a t o n e t im e , o n e r ig h t a ft e r t h e o t h e r , b e ca u s e fr o m it e m t o it e m , C M S w ill
a u t o m a t ica lly fill m o s t fie ld s o n t h e D a t a It e m W in d o w w it h t h e v a lu e s e n t e r e d fo r t h e p r e v io u s
d a t a it e m . C M S d o e s t h is b e ca u s e it a s s u m e s y o u r r e p o r t ’ s d a t a it e m s w ill h av e t h e s a m e Fi le ,
D a t a B a s e , C r it e r ia , a n d Re p e a t It e m e n t r ie s .

Y o u s h o u ld k e e p a cu r r e n t lis t o f t h e fo ll o w in g it e m s t o m a k e t h e jo b o f co m p le t in g t h e D a t a
It e m W in d o w e a s ie r :

Sp lit n u m b e r s

Ex t e n s io n s

A g e n t lo g in ID s

Tr u n k g r o u p s

Tr u n k s .

Th e s w it ch a d m in is t r a t o r s h o u ld b e a b le t o g iv e y o u m o s t o f t h e in fo r m a t io n , b u t y ou ca n a ls o
g e t t h e in fo r m a t io n in t h e fo ll o w in g w a y s :

F o r s p l i t n u m b e r s C h e ck t h e M a in t e n a n ce - Se s s io n S t a t u s s cr e e n fo r t h e n u m b e r o f
m e a s u r e d s p lit s . Th e r a n g e o f a v a ila b le s p lit n u m b e r s w ill b e fr o m
1 t o t h e n u m b e r s h o w n o n t h is s cr e e n .

F o r e x t e n s i o n n u m b e r s C h e ck t h e C o n fig u r a t io n - Ext e n s io n A s s ig n m e n t s s cr e e n fo r e a ch
s p lit . M a k e a P R I NT S C R E E N co p y o f e a ch s p lit ’ s e xt e n s io n
a s s ig n m e n t s .

F o r ag e n t l o g i n ID s C h e ck t h e r e a l- t im e S p lit Ev e n t C o u n t Su m m a r y r e p o r t fo r e a ch
s p lit . M a k e a P R I NT S C R E E N co p y o f e a ch s p lit ’ s r e p o r t . If lo g in
s y n o n y m s a r e d is p la y e d in s t e a d o f n u m b e r s , ch e ck t h e D ict io n a r y -
L o g in Id e n t ifica t io n s cr e e n fo r t h e a s s o cia t e d lo g in ID s .

F o r t r u n k g r o u p n u m b e r s C h e ck t h e C o n fig u r a t io n - Tr u n k G r o u p A s s ig n m e n t s s cr e e n fo r e a ch
s p lit . M a k e a P R I NT S C R E E N co p y o f e a ch s p lit ’ s t r u n k g r o u p
a s s ig n m e n t s .

F o r t r u n k n u m b e r s C h e ck t h e r e a l- t im e Tr u n k G r o u p S u m m a r y r e p o r t fo r e a ch t r u n k
g r o u p . M a k e a P R I NT S C R E E N co p y o f e a ch t r u n k g r o u p ’ s r e p o r t .

Th is ch a p t e r d e s cr ib e s t h e p r o ce d u r e s fo r a d d in g a n d ch a n g in g d a t a it e m s o n a r ep o r t d e s ig n . It
a ls o d e s cr ib e s p r o ce d u r e s fo r r e s e a r ch in g , a d d in g , a n d ch a n g in g it e m s in t he D ict io n a r y .
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T h e D a t a I t e m W i n d o w S L K s
W h e n y o u p r e s s DA TA I TEM o n t h e fir s t t ie r o f S LK s o n t h e S cr e e n P a in t e r , t h e fo ll o w in g SLK s
a p p e a r (Figu r e 6 - 1 ) a n d r e m a in u n t il y o u h a v e e n t e r e d t h e fie ld le n g t h o f t h e d a ta it e m a n d
co m p le t e d t h e D a t a It e m W in d o w :

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

DA I L Y A GE N T R E P OR T ( M E N U: D A G E NT )
4/ 1 1 / 8 7 D A Y : 4 / 10 / 8 7

AG E N T : 18 0 2 6 3
SP L I T : 1 ( r e s e r v’ n s )

NU M B E R AV E R A G E AV E R A G E WE I G H T ED N O . O F AV G E X T N O. O F A V G E X T % % T OT A L N U M BE R
OF A C D A CD T A L K A FT E R C A L L E X T O U T O U T T A L K E X T I N I N T A L K A UX A C D M I N O F

TI M E C A LL S T I M E CA L L W O R K V A L U E CA L L S T I ME C A L L S TI M E W O RK T I M E S TA F F E D A SS I S T S
__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _

XX : X X - XX : X X X X XX X X X X X X X X X X X X X X X X X X X
__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _

SU M M A R Y X X X X X X X X X X X X X X X X X X X XX X X X X X X

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: _ _ F i l l: _ _ F i le : _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ Da t a B a s e: _ _ _ _ _ __ _ _ _ _ __ _ _ _ _
Cr i t e r ia : _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _
Re p e a t It e m : _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
St a r t D at e : _ _ _ __ _ _ _ _ __ _ _ _ N u mb e r o f D ay s : _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

70 0 7 P l ea s e c o m pl e t e t he d a t a i te m s p e c if i c a t i on w i n d ow a n d p r es s R E T U RN

KE Y S AC C E S S
HE L P DI C T N A R Y

D ICT N A RY A C CE S S Th is S L K d ir e ct ly a cce s s e s t h e D ict io n a r y m e n u , fr o m w h ich y o u
ca n lo o k u p a n d / o r e n t e r ca lcu la t io n s a n d fo r m u la s , g r o u p
a s s ig n m e n t s , a n d co n s t a n t s . Y o u ca n a ls o lo o k u p t h e file a n d
d a t a b a s e r e fe r e n ce s fo r d a t a b a s e it e m s .

HE L P K E Y S Th is S L K d is p la y s t h e n o r m a l H e lp K e y s (s e e C h a p t e r 1 ).

W h e n y o u co m p le t e t h e D a t a It e m W in d o w a n d p r e s s R E TUR N , t h e D a t a It e m W in d o w
d is a p p e a r s a n d t h e fo ll o w in g S LK s a p p e a r :

K EY S ITE M
H EL P RE SU M E E X IT D A TA
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T he D a ta Item W i nd ow S LK s

D A T A IT E M Th is S L K m a r k s t h e b e g in n in g o f t h e n e xt d a t a it e m fie ld a n d
carr i e s o v e r t h e D a t a It e m W in d o w e n t r ie s fr o m t h e la s t d a t a it e m
t o t h e n e w o n e y o u a r e a b o u t t o e n t e r .

E X IT Th is S L K e xit s t h e Scr e e n P a in t e r a n d a cce s s e s t h e C o m p ile s cr e e n .

RE S U M E Th is S L K r e d is p la y s t h e fir s t t ie r o f S LK s fo r t h e S cr e e n P a in t e r a n d
e n d s t h e a u t o m a t ic ca r r y o v e r o f D a t a It e m W in d o w e n t r ie s fr o m
d a t a it e m t o d a t a it e m . A ft e r p r e s s in g R E S UME , y o u w ill h a v e t o
co m p le t e a ll fie ld s in t h e D a t a It e m W in d o w fo r t h e n e xt d a t a it e m
y o u e n t e r .

HE L P K E Y S HE LP KEY S d is p la y s t h e n o r m a l H e lp K e y s (s e e C h a p t e r 1 ).
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A d d i n g a D a t a I t e m
F o ll o w t h is p r o ce d u r e t o a d d d a t a it e m s t o y o u r r e p o r t d e s ig n . Y o u ca n a d d d a t a it e m s t o a n
e xis t in g r e p o r t d e s ig n o r t o a d e s ig n y o u a r e cr e a t in g fr o m s cr a t ch .

To s a v e t im e e n t e r in g d a t a it e m s t h a t w ill h a v e s im ila r D a t a It e m W in d o w e n tr ie s , d o n o t p r e s s
R E S UME u n t il y o u h a v e e n t e r e d a ll d a t a it e m s . Th is a ll o w s y o u t o ca r r y o v e r t h e s e e nt r ie s fr o m

d a t a it e m t o d a t a it e m s o y o u d o n o t h a v e t o co n s t a n t ly r e e n t e r t h e m .

If y o u a r e a d d in g d a t a it e m s t o a n e xis t in g r e p o r t d e s ig n , s t a r t b y p o s it io n in g t h e cu r s o r o n a n
e xis t in g d a t a it e m fie ld t h a t y o u t h in k h a s t h e s a m e D a t a It e m W in d o w e n t r ie s t ha t t h e n e w
d a t a it e m (s ) s h o u ld h a v e . Th e n p r e s s DA TA I TEM o n ce a n d R E TUR N t w ice t o ca r r y o v e r t h e D a t a
It e m W in d o w e n t r ie s t o t h e n e w d a t a it e m . Th is w ill n o r m a lly m a k e m o s t o f t h e s te p s in t h e
fo ll o w in g p r o ce d u r e u n n e ce s s a r y .

N O T E F o r e v e r y d a t a it e m , y o u m u s t fill in t h e I t e m , F i l e , a n d D a t a B a s e fie ld s in
t h e D a t a It e m W in d o w . Fo r d a t a it e m s in h is t o r ica l r e p o r t s , y o u m u s t a ls o fill in t h e
S t a r t D a t e a n d N u m b e r o f D a y s fie ld s .

N O T E U s e C TR L + a t o le a v e t h e w in d o w b e fo r e t h e d a t a it e m is co m p le t e . Th is ca n ce ls a n y
w o r k d o n e o n t h e it e m .

1 P o s it io n t h e cu r s o r w h e r e y o u w a n t a d a t a it e m fie ld t o b e g in .

2 P r e s s DA TA I TEM .

[ C M S d is p la y s t h e fo ll o w in g m e s s a g e : P l e a s e e n t e r t h e d a t a a n d
p u n c t u a t i o n , p r e s s R E T U R N w h e n d o n e .]

3 Ty p e t h e n u m b e r o f x’ s t o d e fin e t h e fie ld le n g t h o f t h e d a t a it e m v a lu e (s ). Re fe r t o
s t a n d a r d r e p o r t s t o e s t im a t e h o w m a n y d ig it s t h e fie ld s h o u ld h a v e .

Y o u ca n a ls o a d d a n y o f t h e fo ll o w in g p u n ct u a t io n m a r k s : ( ! # $ % * : / , - . ). If
t h e d a t a it e m is a fo r m u la o r ca lcu la t io n u s in g d iv is io n , t h e Re p o r t s S u b s y s t e m will
a u t o m a t ica lly u s e t h e la s t t h r e e d ig it s fo r a d e cim a l p o in t a n d t w o d e cim a l p la ce s
w h e n g e n e r a t in g o u t p u t .

N O T E A s t e r is k s (* * * * ) w ill a p p e a r in t h e r e p o r t (n o t in t h e s cr e e n p a in t e r ) w h e r e
t h e o u t p u t v a lu e s o v e r flo w a fie ld t h a t is t o o s h o r t .
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4 P r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s . ]

5 En t e r o n e o f t h e fo ll o w in g d a t a it e m s in t h e It e m fie ld :

A d at ab as e i te m U s e a ll ca p it a l le t t e r s , w it h n o b la n k s o r s p e cia l ch a r a ct e r s .

A co n s t an t U s e u p p e r - o r lo w e r - ca s e le t t e r s . D o n o t u s e b la n k s . Th e
co n s t a n t m u s t b e e n t e r e d e xa ct ly a s it a p p e a r s in t h e D ict io n a r y .

A d at a f u n ct i o n U s e a ll u p p e r - ca s e le t t e r s , fo ll o w e d b y a d a t a b a s e it e m in
p a r e n t h e s e s . D o n o t u s e b la n k s .

A f o r m u l a U s e u p p e r - o r lo w e r - ca s e le t t e r s , w it h o n e o r m o r e o f t h e
fo ll o w in g a r it h m e t ic o p e r a t o r s : + , - , * , / , o r ( ). D o n o t u s e b la n k s
o r a n y o t h e r s p e cia l ch a r a ct e r s .

A ca l cu l at i o n U s e a ll u p p e r - ca s e le t t e r s fo r a s t a n d a r d ca lcu la t io n a n d u p p e r -
o r lo w e r - ca s e le t t e r s fo r a cu s t o m ca lcu la t io n . D o n o t u s e b la n k s .
A ca lcu la t io n m u s t b e e n t e r e d e xa ct ly a s it a p p e a r s in t h e
D ict io n a r y .

N O T E Th e d a t a b a s e it e m (s ) e n t e r e d in t h e It e m fie ld — o r a s s o cia t e d w it h t h e
d a t a it e m in t h e It e m fie ld — m u s t b e co n t a in e d in t h e file a n d d a t a b a s e
e n t e r e d in D a t a It e m W in d o w .

6 En t e r e it h e r L (le ft ) o r R (r ig h t ) in t h e J u s t ify fie ld . Th is t e lls C M S o n w h ich s id e o f
t h e d a t a it e m fie ld t o ju s t ify v a lu e s t h a t a r e s h o r t e r t h a n t h e fie ld le n g t h .
N u m e r ica l v a lu e s s h o u ld b e r ig h t - ju s t ifie d ; s y n o n y m s s h o u ld b e le ft - ju s t ifie d . Th e
s y s t e m d e fa u lt is R .

7 En t e r 0 o r le a v e a b la n k in t h e Fill fie ld . Th is e n t r y t e ll s C M S w h e t h e r t o a d d z e r o s
o r b la n k s t o t h e r e m a in in g p o r t io n o f a fie ld w h e n v a lu e s a r e s h o r t e r t h a n t he fie ld
le n g t h . Th e s y s t e m d e fa u lt is a b la n k . (Th e Fill ch a r a ct e r 0 is n o r m a ll y o n ly
a p p r o p r ia t e fo r a t r u n k e q u ip m e n t lo ca t io n (S y s t e m 8 5 a n d D IM EN S IO N )).

8 En t e r o n e o f t h e fo ll o w in g file n a m e s in t h e File fie ld :

A GE N T

SP L I T

T R U N K

T R U N K GR O U P.
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Th is e n t r y t e lls C M S fr o m w h ich file t h e d a t a it e m v a lu e s s h o u ld b e r e t r ie v e d .

N O T E If C a ll Ve ct o r in g is a ct iv e , y o u m a y a ls o e n t e r V E C T O R a n d DN in t h e F ile
fie ld .

9 En t e r e it h e r C U R R E N T o r PRE V I O U S in t h e D a t a B a s e fie ld if y o u h a v e id e n t ifie d
y o u r r e p o r t d e s ig n a s a r e a l- t im e r e p o r t . En t e r e it h e r H A L F H O U R o r DA I L Y if y o u
h a v e id e n t ifie d y o u r r e p o r t d e s ig n a s a n h is t o r ica l r e p o r t .

10 En t e r u p t o fo u r cr it e r ia s t a t e m e n t s in t h e C r it e r ia fie ld . Y o u r s t a t e m e n t s t e ll CM S
t o s e le ct d a t a it e m v a lu e s o n ly fr o m r e co r d s co n t a in in g ce r t a in d a t a b a s e it e m v a lu e s
(fo r e xa m p le , a ce r t a in s p lit n u m b e r , a g e n t lo g id , o r a r a n g e o f in t e r v a l n u m b e rs ).
U s e o n e o f t h e fo ll o w in g fo r m a t s :

T o f i x th e v al u e s f o r r e co r d s e l e ct i o n

[DA T A B A SE I T E M] [R E L A T I O N A L O PE R A T O R] [V A L UE]

T o cre at e Re p o r t Param e t e r s f i e l d s f o r u s e r - d e f i n e d s e l e ct i o n v al u e s

[DA T A B A SE I T E M] [R E L A T I O N A L O PE R A T O R] [F I E L D L A B E L =] [V A L UE]

O R

[DA T A B A SE I T E M] [R E L A T I O N A L O PE R A T O R] [F I E L D L A B E L =] [‘ ‘ B L A N K ’ ’]

Re la t io n a l o p e r a t o r s a r e :

E Q Eq u a l t o

N E N o t e q u a l t o

L T L e s s t h a n

GT G r e a t e r t h a n

L E L e s s t h a n o r e q u a l t o

GE G r e a t e r t h a n o r e q u a l t o

U s e t h e lo g ica l o p e r a t o r s A N D a n d O R t o co n n e ct t w o o r m o r e cr it e r ia
s t a t e m e n t s .
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11 En t e r o n e o f t h e fo ll o w in g t y p e s o f r e p e a t it e m s in t h e Re p e a t It e m fie ld :

A d at ab as e i te m Th is t e ll s C M S t o d is p la y a co lu m n o f m u lt ip le v a lu e s in
a s ce n d in g o r d e r o f v a lu e s fo u n d fo r t h e d a t a b a s e it e m . F o r
h i s t o r i ca l r e p o r t i te m s o n l y .

T h e w o r d L O O P Th is t e ll s C M S t o d is p la y a co lu m n o f m u lt ip le v a lu e s in t h e
o r d e r in w h ich r e co r d s a r e s t o r e d in t h e d a t a b a s e . F o r
h i s t o r i ca l r e p o r t i te m s o n l y .

A n u m b e r Th is t e ll s C M S t o d is p la y a s p e cific n u m b e r o f m u lt ip le v a lu e s
p e r p a g e o f t h e r e p o r t . F o r r e al - t i m e r e p o r t i t e m s o n l y .

L e a v e t h is fie ld b la n k if C M S w ill d is p la y ju s t o n e v a lu e fo r t h e d a t a it e m .

12 F o r h i s t o r i cal r e p o r ts o n l y . En t e r o n e o f t h e fo ll o w in g s t a r t d a t e s t a t e m e n t s in t h e
St a r t D a t e fie ld t o t e ll C M S fr o m w h a t d a y in t h e p a s t t o s t a r t t h e d is p la y o f d a t a :

Re la t iv e D a y A n e g a t iv e n u m b e r (- 1 fo r y e s t e r d a y , - 7 fo r t h is d a y la s t
w e e k , e t c. ).

A b s o lu t e D a t e A s p e cific d a t e (02/ 11/ 88, 10/ 22/ 87, e t c. )

Va r ia b le D a t e A s t a t e m e n t t o cr e a t e a Re p o r t P a r a m e t e r s fie ld fo r a u s e r -
d e fin e d s t a r t d a t e (ST A R T DA Y = - 7, R E POR T DA Y = - 1). U s e
t h e fo llo w in g fo r m a t :

[F I E L D _ L A B E L =] [N E G A T I V E N U M B E R]

13 F o r h i s t o r i cal r e p o r ts o n l y . En t e r o n e o f t h e fo ll o w in g s t a t e m e n t s in t h e N u m b e r o f
D a y s fie ld t o t e ll C M S h o w m a n y d a y s o f d a t a t o d is p la y , s t a r t in g fr o m t h e st a r t
d a t e .

A n u m b e r A fixe d n u m b e r o f d a y s o f d a t a t o b e in clu d e d in t h e r e p o r t (1
fo r a d a ily r e p o r t , 7 fo r a w e e k ly r e p o r t , 31 fo r a m o n t h ly
r e p o r t , e t c. ).

Va r ia b le n u m b e r A s t a t e m e n t t o cr e a t e a Re p o r t P a r a m e t e r s fie ld fo r a u s e r -
d e fin e d n u m b e r o f d a y s (N U M B E R O F DA Y S= 1,
N U M B E R O F DA Y S= 7, e t c. ). U s e t h e fo ll o w in g fo r m a t :

[F I E L D _ L A B E L =] [N U M B E R]

14 P r e s s R E TUR N w h e n y o u h a v e co m p le t e d t h e D a t a It e m W in d o w .

[ Th e D a t a It e m W in d o w d is a p p e a r s , a n d t h e cu r s o r r e t u r n s t o t h e d a t a it e m fie ld o n
t h e S cr e e n P a in t e r . ]
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15 To a d d a n o t h e r d a t a it e m t o t h e r e p o r t , m o v e t h e cu r s o r w h e r e y o u w a n t t h e n e xt
d a t a it e m t o s t a r t a n d p r e s s DA TA I TEM .

N O T E F o r t h is n e w d a t a it e m , a ll fie ld s e xce p t t h e ‘ ‘ It e m , ’ ’ ‘ ‘ J u s t ify , ’ ’ a n d ‘ ‘ Fill’ ’
fie ld s w ill b e fille d w it h v a lu e s fr o m t h e p r e v io u s d a t a it e m .

16 Re p e a t S t e p s 3 t h r o u g h 1 5 fo r e a ch d a t a it e m y o u w a n t t o a d d .

17 P r e s s R E S UME t o r e d is p la y t h e fir s t t ie r o f SLK s o n t h e Scr e e n P a in t e r a n d t o s t o p
a d d in g d a t a it e m s .

Y o u ca n n o w r e a r r a n g e o r ch a n g e a n y r e p o r t d is p la y it e m s , if n e ce s s a r y , o r p r e s s E X I T t o e xit
t h e S cr e e n P a in t e r a n d d is p la y t h e C o m p ile s cr e e n (s e e C h a p t e r 7 fo r fin a l p r o ce d u r es ).
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1 M o v e t h e cu r s o r t o t h e d a t a it e m fie ld , w h ich co n s is t s o f t h e x’ s d e fin in g t h e le n g t h
o f t h e fie ld .

2 P r e s s DA TA I TEM .

[ C M S d is p la y s t h e fo ll o w in g m e s s a g e : P l e a s e e n t e r t h e d a t a a n d
p u n c t u a t i o n , p r e s s R E T U R N w h e n d o n e .]

3 P r e s s C TR L + z t o e r a s e t h e x’ s in t h e fie ld , a n d e n t e r t h e n e w n u m b e r o f x’ s a n d
p u n ct u a t io n y o u w a n t fo r t h e d a t a it e m fie ld , if a n y .

4 P r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s . ]

5 O v e r t y p e e n t r ie s in a n y o f t h e D a t a It e m W in d o w fie ld s y o u w a n t t o ch a n g e .

Y o u m a y p r e s s C TR L + z t o e r a s e t h e e n t r y in a fie ld b e fo r e t y p in g a n e w e n t r y .

6 P r e s s R E TUR N .

[ Th e D a t a It e m W in d o w d is a p p e a r s , a n d t h e cu r s o r r e t u r n s t o t h e d a t a it e m fie ld . ]

7 Re p e a t S t e p s 1 t h r o u g h 6 fo r e a ch d a t a it e m y o u w a n t t o ch a n g e .

8 P r e s s R E S UME t o r e d is p la y t h e fir s t t ie r o f SLK s o n t h e Scr e e n P a in t e r , o r p r e s s E X I T

t o e xit t h e S cr e e n P a in t e r a n d d is p la y t h e C o m p ile s cr e e n (s e e C h a p t e r 7 fo r fin a l
p r o ce d u r e s ).
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U s i n g t h e D i c t i o n a r y F r o m t h e D a t a I t e m
W i n d o w

Th e S cr e e n P a in t e r d is p la y s t h e DI C TNAR Y ACC E S S SLK w h ile y o u a r e co m p le t in g t h e fie ld s o n
t h e D a t a It e m W in d o w . W h e n y o u p r e s s DI C TNAR Y ACC E S S , C M S a u t o m a t ica lly d is p la y s t h e
D ict io n a r y m e n u . C M S g iv e s y o u t h is e xp r e s s a cce s s s o y o u ca n q u ick ly co m p le t e t h e fo llo w in g
t a s k s , if n e ce s s a r y :

O r d e r in g D ict io n a r y r e p o r t s o n ca lcu la t io n s , co n s t a n t s , d a t a b a s e it e m s , o r gr o u p s

C r e a t in g o r ch a n g in g a ca lcu la t io n o r co n s t a n t

L o o k in g u p a n e xis t in g ca lcu la t io n o r co n s t a n t t o ch e ck it s s u it a b ilit y fo r u s e in y o u r
cu s t o m r e p o r t d e s ig n

L o o k in g u p a d a t a b a s e it e m t o ch e ck it s m e a n in g o r t o ch e ck t h e file s co n t a in in g t h e
d a t a b a s e it e m

L o o k in g u p a g e n t o r e xt e n s io n g r o u p s .

A ft e r y o u co m p le t e y o u r D ict io n a r y t a s k (s ), y o u w ill r e t u r n d ir e ct ly t o t h e D a t a It e m W in d o w
o n t h e Scr e e n P a in t e r s im p ly b y p r e s s in g E X I T o n ce o r t w ice .

Th e e n t r y o f d a t a it e m s in t o y o u r cu s t o m r e p o r t d e s ig n w ill b e e a s ie r if y o u co m ple t e t h e t a s k s
in t h e p r e ce d in g lis t a s p a r t o f y o u r p r e lim in a r y d e s ig n t a s k s . Y o u ca n p e r fo r m a n y of t h e s e
t a s k s a h e a d o f t im e b y a cce s s in g t h e D ict io n a r y fr o m t h e M a in M e n u . H o w e v e r , as y o u b e co m e
a ccu s t o m e d t o u s in g t h e DI C TNAR Y ACC E S S SLK , y o u m a y fin d it a u s e fu l t o o l in d e s ig n in g
cu s t o m r e p o r t s a t y o u r t e r m in a l.

N O T E Re fe r t o C h a p t e r 5 , ‘ ‘ D ict io n a r y ,’ ’ in t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n
(5 8 5 - 2 1 5 - 5 0 4 ) fo r illu s t r a t io n s a n d d e s cr ip t io n s o f t h e D ict io n a r y s cr e e n s a n d m e n us .

O r d e r i n g a D i c t i o n a r y R e p o r t

1 O n t h e D ict io n a r y m e n u , p la ce t h e cu r s o r in t h e b r a ck e t s fo r t h e p a r t o f t h e
D ict io n a r y fo r w h ich y o u w a n t t h e r e p o r t .

If y o u w a n t a r e p o r t o n t h e w h o le D ict io n a r y , s k ip t h is s t e p a n d le a v e
t h e cu r s o r in t h e lin e a t t h e t o p o f t h e s cr e e n .

2 P r e s s t h e R E P O R T SLK .

[ Th e D ict io n a r y r e p o r t w ill b e s e n t t o t h e s y s t e m p r in t e r . ]
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S a m p l e D i c t i o n a r y R e p o r t

Th e fo llo w in g a r e t h e fir s t t w o it e m s fr o m a D ict io n a r y Re p o r t o n C a lcu la t io n s :

D i c t i o n a r y R e p o r t F r i A u g 2 9 , 1 9 8 8 a t 1 3 : 5 4 : 1 2

D a t a D i c t i o n a r y - - C a l c u l a t i o n s f i l e

C A L C U L A T I O N N A M E A C C U R A C Y P R E C I S I O N

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

A G E N T _ C A L L _ O U T x . x x i n t e g e r

D E S C R I P T I O N : n u m b e r o f a g e n t s o n o u t g o i n g c a l l s

E Q U A T I O N : A C W O U T C O U N T + A U X O U T C O U N T

A U X _ W O R K _ T I M E x . x x 1 i n t e g e r

D E S C R I P T I O N : t i m e o n a u x i l i a r y w o r k

E Q U A T I O N : A U X T I M E - A U X O U T T I M E - A U X I N T I M E

N O T E ‘ ‘ A ccu r a cy ’ ’ m e a n s t h e n u m b e r o f d e cim a l s p a ce s s p e cifie d in t h e C a lcu la t io n s scr e e n .
‘ ‘ P r e cis io n ’ ’ r e fe r s t o t h e t y p e o f n u m b e r : in t e g e r o r flo a t in g p o in t .

S e a r c h i n g f o r I t e m s i n t h e D i c t i o n a r y

If y o u k n o w th e n am e o f t h e i t e m y o u w an t t o ch e ck :

1 Se le ct t h e a p p r o p r ia t e D ict io n a r y s cr e e n , a n d p r e s s R E TUR N .

[ Th e s e le ct e d s cr e e n w ill a p p e a r .]

2 Ty p e t h e n a m e (o r a u n iq u e , le a d in g p o r t io n o f t h e n a m e ) o f t h e it e m in t h e I t e m
fie ld .

3 P r e s s R E TUR N .

[ A d e s cr ip t io n o f t h e it e m w ill a p p e a r o n t h e s cr e e n . ]
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If y o u d o n o t k n o w th e n am e o f t h e i t e m :

1 Se le ct t h e a p p r o p r ia t e D ict io n a r y s cr e e n , a n d p r e s s R E TUR N .

[ Th e s e le ct e d s cr e e n w ill a p p e a r .]

2 P r e s s NE X T I TEM t o s cr o ll t h r o u g h t h e lis t in g o f it e m s u n t il y o u fin d t h e it e m y o u
w a n t .

If y o u d o n o t k n o w th e n am e o f t h e i t e m , b u t th i n k t h e i t e m b e g i n s w i t h a p arti cu l ar l e t t e r
o r l e t t e r s :

1 Se le ct t h e a p p r o p r ia t e D ict io n a r y s cr e e n , a n d p r e s s R E TUR N .

[ Th e s e le ct e d s cr e e n w ill a p p e a r .]

2 Ty p e t h e le t t e r (s ) in t h e I t e m fie ld , a n d p r e s s R E TUR N .

[ A n it e m b e g in n in g w it h t h e le t t e r (s ) a n d a d e s cr ip t io n o f t h e it e m w ill a p p e a r o n
t h e s cr e e n . ]

3 P r e s s NE X T I TEM t o s cr o ll t h r o u g h t h e it e m s u n t il t h e it e m y o u w a n t a p p e a r s .

U s i n g t h e ITE M L O O K U P K e y :

O n t h e D ict io n a r y m e n u a n d o n t h e D a t a B a s e It e m s s cr e e n , t h e I TE M LOO KUP SLK is a v a ila b le
o n t h e fir s t t ie r o f S LK s . O n t h e o t h e r s cr e e n s , y o u m u s t p r e s s MO R E K E Y S t o s e e t h e
I TE M LOO KUP SLK .

1 O n t h e A g e n t G r o u p , Ext e n s io n G r o u p , C o n s t a n t , o r C a lcu la t io n s cr e e n s , p r e ss
MO R E K E Y S t o d is p la y t h e I TE M LOO KUP SLK .

2 Ty p e t h e it e m t o b e lo o k e d u p in t h e I t e m fie ld . Ty p e t h e co m p le t e it e m n a m e ,
o r a n y le a d in g p o r t io n o f t h e n a m e .

N O T E In t h e D ict io n a r y m e n u , t h e fie ld a t t h e t o p o f t h e s cr e e n fu n ct io n s a s a n
I t e m fie ld fo r lo o k u p p u r p o s e s .

3 P r e s s I TE M LOO KUP .

[ A ‘ ‘ Se a r ch ’ ’ s cr e e n w ill a p p e a r lis t in g a n d d e s cr ib in g t h e it e m o r it e m s t h a t sa t is fy
t h e lo o k u p cr it e r ia . ]
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N O T E U s e P R E V I TEM in a ll s e a r ch p r o ce d u r e s t o s cr o ll b a ck w a r d t o w a r d s t h e t o p o f t h e
a lp h a b e t .

N O T E A ll d a t a b a s e it e m s a n d s t a n d a r d ca lcu la t io n s a r e in u p p e r - ca s e le t t e r s . C o n st a n t s a n d
cu s t o m ca lcu la t io n s m a y b e in u p p e r - o r lo w e r - ca s e . B e ca u s e t h e D ict io n a r y is ca s e -
s e n s it iv e , b e s u r e y o u r e n t r ie s a r e in t h e a p p r o p r ia t e ca s e fo r t h e it e m s yo u w a n t .

A d d i n g a C a l c u l a t i o n

C A U T I O N C a lcu la t io n s t h a t y o u cr e a t e w ill co e xist w it h s t a n d a r d C M S ca lcu la t io n s in t h e
D ict io n a r y . Th e r e fo r e , y o u s h o u ld id e n t ify y o u r o w n ca lcu la t io n s w it h a n a ll -
lo w e r - ca s e le t t e r fo r m a t t o d is t in g u is h t h e m fr o m s t a n d a r d ca lcu la t io n s , w h ich
h a v e a n a ll - u p p e r - ca s e le t t e r fo r m a t .

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e C a l c u l a t i o n s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k C a lcu la t io n s s cr e e n a p p e a r s . ]

2 In t h e I t e m fie ld , t y p e t h e n a m e o f t h e n e w ca lcu la t io n y o u w a n t a d d e d t o t h e
d a t a b a s e .

3 In t h e F o r m u l a fie ld , t y p e t h e fo r m u la .

F o r m u la s ca n co n s is t o f d a t a b a s e it e m s , co n s t a n t s , a n d t h e fo ll o w in g
a r it h m e t ic o p e r a t o r s : + , - , * , / , a n d ( ), w h ich s t a n d fo r : a d d , s u b t r a ct ,
m u lt ip ly , d iv id e , a n d d o fir s t , r e s p e ct iv e ly .

D o n o t s e p a r a t e t h e e le m e n t s in a fo r m u la w it h b la n k s .

4 In t h e P r e c i s i o n fie ld , s p e cify t h e p r e cis io n d e s ir e d u s in g x’ s .

5 P r e s s A DD .

[ Th e n e w ca lcu la t io n w ill b e a d d e d t o t h e D ict io n a r y .]

3 B C M S C u s t o m R e p o r t s 6 1 3



U si ng t he D ic t i ona r y F r om t he D a ta Item W i nd ow

N O T E A ll d iv is io n - t y p e fo r m u la s a r e a u t o m a t ica ll y ca r r ie d t w o d e cim a l p la ce s in C M S
r e p o r t s , r e g a r d le s s o f w h a t p r e cis io n y o u s p e cify .

C r e a t i n g a N e w C a l c u l a t i o n b y C o p y i n g a n
E x i s t i n g O n e

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e C a l c u l a t i o n s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k ca lcu la t io n s s cr e e n a p p e a r s . ]

2 Ty p e t h e n a m e o f t h e ca lcu la t io n t o b e co p ie d in t h e I t e m fie ld a n d p r e s s R E TUR N .

3 Ty p e a n y ch a n g e s y o u w a n t o v e r t h e e xist in g d a t a , in clu d in g t h e n a m e , fo r m u la ,
a n d d e s cr ip t io n . If y o u t y p e a n e w n a m e , b e s u r e t o u s e a ll lo w e r - ca s e le t t e rs .

4 P r e s s A DD .

[ Th e m o d ifie d , n e w ca lcu la t io n w ill b e a d d e d t o t h e D ict io n a r y . ]

C h a n g i n g a C a l c u l a t i o n

C A U T I O N W h ile t h e r e is n o r e s t r ict io n o n a d m in is t e r in g a n y ca lcu la t io n (y o u r o w n o r
s t a n d a r d ca lcu la t io n s ), ca r e s h o u ld b e u s e d in ch a n g in g s t a n d a r d ca lcu la t io n s
b e ca u s e s t a n d a r d r e p o r t s co u ld b e a d v e r s e ly a ffe ct e d .

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e C a l c u l a t i o n s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k C a lcu la t io n s s cr e e n a p p e a r s . ]

2 In t h e I t e m fie ld , t y p e t h e n a m e o f t h e ca lcu la t io n b e in g ch a n g e d .

3 P r e s s R E TUR N .

[ C M S w ill r e t u r n t h e d a t a o n t h e ca lcu la t io n t o t h e s cr e e n . ]
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4 M a k e a n y d e s ir e d ch a n g e s t o t h e d is p la y e d d a t a b y o v e r t y p in g t h e n a m e , fo r m u la ,
p r e cis io n , o r d e s cr ip t io n .

5 P r e s s C HANG E .

[ Th e ch a n g e w ill b e m a d e in t h e d a t a b a s e . ]

D e l e t i n g a C a l c u l a t i o n

N O T E Y o u ca n n o t d e le t e s t a n d a r d ca lcu la t io n s (id e n t ifie d b y t h e ir a ll - u p p e r - ca s e le t te r
fo r m a t ). Th is p r o ce d u r e a p p lie s o n ly t o ca lcu la t io n s y o u h a v e cr e a t e d .

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e C a l c u l a t i o n s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k C a lcu la t io n s s cr e e n a p p e a r s . ]

2 Ty p e t h e it e m t o b e d e le t e d in t h e I t e m fie ld , a n d p r e s s R E TUR N .

[ Th e it e m w ill b e d is p la y e d . ]

3 P r e s s t h e DE LETE SLK .

[ Th e it e m w ill b e d e le t e d fr o m t h e D ict io n a r y . ]

A d d i n g a C o n s t a n t

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e C o n s t a n t s o p t io n a n d p r e s s R E TUR N .

[ Th e b la n k C o n s t a n t s s cr e e n a p p e a r s . ]

2 In t h e I t e m fie ld , t y p e t h e n a m e o f t h e n e w co n s t a n t y o u w a n t a d d e d t o t h e
d a t a b a s e . U s e a s m a ll n u m b e r o f le t t e r s t o m a k e t h e n a m e e a s y t o m a n ip ula t e .

3 Ty p e t h e n u m e r ica l v a lu e o f t h e co n s t a n t in t h e V a l u e fie ld . U s e a d e cim a l p o in t
if d e s ir e d a n d a n y d e s ir e d n u m b e r o f d e cim a l p la ce s .

4 O p t i o n al . Ty p e a d e s cr ip t io n o f t h e co n s t a n t in t h e D e s c r i p t i o n fie ld . It is
r e co m m e n d e d t h a t y o u lim it t h is d e s cr ip t io n t o 4 0 a lp h a n u m e r ic ch a r a ct e r s .
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5 P r e s s A DD .

[ Th e n e w co n s t a n t w ill b e a d d e d t o t h e d a t a b a s e . ]

C h a n g i n g a C o n s t a n t

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e C o n s t a n t s o p t io n a n d p r e s s R E TUR N .

[ Th e b la n k C o n s t a n t s s cr e e n a p p e a r s . ]

2 Ty p e t h e n a m e o f t h e co n s t a n t t o b e ch a n g e d in t h e I t e m fie ld , a n d p r e s s R E TUR N .

[ C M S w ill r e t u r n t h e d a t a o n t h e co n s t a n t t o t h e s cr e e n . ]

3 M a k e a n y d e s ir e d ch a n g e s t o t h e d is p la y e d d a t a b y o v e r t y p in g it .

4 P r e s s C HANG E .

[ Th e D ict io n a r y w ill b e u p d a t e d o n t h e it e m . ]

D e l e t i n g a C o n s t a n t

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e C o n s t a n t s o p t io n a n d p r e s s R E TUR N .

[ Th e b la n k C o n s t a n t s s cr e e n a p p e a r s . ]

2 In t h e I t e m fie ld , t y p e t h e n a m e o f t h e co n s t a n t t o b e d e le t e d .

3 P r e s s R E TUR N .

[ C M S w ill d is p la y t h e co n s t a n t ’ s d a t a . ]

4 P r e s s DE LETE .

[ Th e it e m w ill b e d e le t e d fr o m t h e D ict io n a r y . ]

S e a r c h i n g f o r a D a t a b a s e I t e m

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e D a t a b a s e - I t e m s o p t io n in t h e
D ict io n a r y m e n u , a n d p r e s s R E TUR N .
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[ Th e b la n k D a t a B a s e It e m s s cr e e n a p p e a r s . ]

2 Ty p e t h e n a m e (o r u n iq u e , le a d in g p o r t io n o f t h e n a m e ) o f t h e it e m in t h e I t e m
fie ld .

N O T E A ll d a t a b a s e it e m s a r e in a ll- ca p it a l le t t e r s : A C D TIM E, A C D C A L L S, e t c.

3 P r e s s R E TUR N .

[ Th e d a t a b a s e w ill b e s e a r ch e d fo r t h e it e m , a n d t h e s cr e e n w ill d is p la y t h e file s
w h e r e t h e it e m a p p e a r s a n d a d e fin it io n fo r t h a t it e m . ]

N O T E N o a d m in is t r a t io n is d o n e o n t h e d a t a b a s e it e m s . It e m s ca n n o t b e a d d e d , ch a n g e d , o r
d e le t e d : t h e y ca n o n ly b e s e a r ch e d fo r .
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N O T E S
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G e n e r a l I n f o r m a t i o n
A ft e r y o u h a v e a d d e d a ll o f y o u r la b e ls , d a t a it e m s , a n d t im e s t a m p s t o y o u r r e p o r t d e s ig n a n d
h a v e a r r a n g e d t h e s e d is p la y it e m s t h e w a y y o u w a n t t h e m d is p la y e d , y ou m u s t co m p i l e t h e
r e p o r t d e s ig n in t o co m p u t e r s o u r ce co d e s o t h a t y o u ca n a ct u a ll y r u n t h e r e p o rt w it h ca ll ce n t e r
d a t a . C o m p ilin g a r e p o r t d e s ig n is t h e la s t t a s k y o u m u s t co m p le t e b e fo r e y o u r re p o r t is r e a d y
t o u s e .

To s u cce s s fu ll y co m p ile y o u r r e p o r t d e s ig n , y o u m a y h a v e t o r e t u r n t o t h e S cr e e n P a in t e r o n e
o r m o r e t im e s t o ch a n g e y o u r d a t a it e m s e le ct io n s in s o m e w a y o r t o r e a r r a ng e s o m e d is p la y
it e m s . Ev e n a ft e r y o u h a v e co m p ile d y o u r r e p o r t , y o u m a y w a n t t o r e t u r n t o th e S cr e e n P a in t e r
la t e r t o ch a n g e it .

Th is ch a p t e r d e s cr ib e s t h e p r o ce d u r e s fo r co m p ilin g a n e w r e p o r t , ch a n g in g a n e xis tin g r e p o r t ,
o r d e le t in g a n o ld r e p o r t .
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T h e C u s t o m R e p o r t s C o m p i l e S c r e e n
Y o u co m p ile y o u r r e p o r t u s in g t h e C o m p ile s cr e e n (F ig u r e 7 - 1 ). Y o u a ls o u s e t h e C o m p ile
s cr e e n t o d e fin e y o u r r e p o r t a s g lo b a l (o t h e r u s e r s ca n o r d e r t h e r e p o r t a n d co p y t h e r e p o r t
d e s ig n fo r t h e ir o w n m o d ifica t io n s ) o r p r iv a t e (o t h e r u s e r s w ill n e v e r s e e y o ur r e p o r t , e it h e r in
t h e Re p o r t s o r t h e C u s t o m Re p o r t s C r e a t io n s u b s y s t e m s ).

C A U T I O N If a C M S u s e r ’ s ID is r e m o v e d , t h a t u s e r ’ s p r iv a t e cu s t o m r e p o r t s w ill a ls o be
r e m o v e d . Th a t u s e r ’ s g lo b a l cu s t o m r e p o r t s w ill b e p la ce d u n d e r t h e o w n er s h ip
o f t h e C M S a d m in is t r a t o r ’ s ID fo r t h e s w it ch (t h a t is , a cd1, a cd2, e t c. ).

Th e C o m p ile s cr e e n a p p e a r s o n ly w h e n y o u e xit t h e Scr e e n P a in t e r . A lt h o u g h y o u ca n s av e
y o u r r e p o r t d e s ig n o n t h e C o m p ile s cr e e n b y p r e s s in g WR I TE o r E X I T , y o u m u s t co m p ile t h e
r e p o r t (b y p r e s s in g C O MP I L E ) w it h o u t e r r o r t o m a k e t h e r e p o r t a v a ila b le t o o r d e r in t h e Re p o r t s
s u b s y s t e m .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

CA L L M A NA G E M E N T S Y S T E M

CU S T O M RE P O R T S - C O M P I L E

1 Re p o r t Lo c a t i o n ( g l o b a l, p r i v at e ) : g
2 Re p o r t De s c r i p ti o n : _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ _

KE Y S SC R E E N CH A N G E S ER R O R S RE P O R T
HE L P PR I N T EX IT DI S C AR D ED IT DI S P LA Y CO M PI L E WR IT E

F i g u r e 7 1 T h e C o m p i l e S cre e n
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D e fin it io n o f Fie ld s

F ie ld 1 Re p o r t Lo ca t io n

Th is fie ld s p e cifie s w h e t h e r t h e r e p o r t is g lo b a l g o r p r iv a t e p .

D e f au l t : g

F ie ld 2 Re p o r t D e s cr ip t io n

Th is fie ld le t s y o u e n t e r a s h o r t d e s cr ip t io n o f t h e r e p o r t . Th is d e s cr ip t io n w ill
a p p e a r w it h t h e r e p o r t n a m e o n t h e a p p r o p r ia t e C o p y .. . C u s t o m Re p o r t s m e n u.
C o m p le t in g t h is fie ld is o p t io n a l.

S L K s i n t h e C u s t o m R e p o r t s C o m p i l e S c r e e n

WRIT E Th is S L K s a v e s t h e r e p o r t y o u h a v e cr e a t e d a n d le a v e s y o u o n t h e
C o m p ile s cr e e n s o y o u ca n im m e d ia t e ly r e t u r n t o t h e Scr e e n P a in t e r
fo r a d d it io n a l ch a n g e s . U s e WR I TE if y o u r r e p o r t d e s ig n r e q u ir e s a
lo t o f t im e a n d y o u w a n t t o e n s u r e t h a t a ll o f y o u r ch a n g e s a r e n o t
lo s t b y a s y s t e m s h u t d o w n o r b y a ccid e n t a ll y e n t e r in g t h e w r o n g
co m m a n d .

A ft e r p r e s s in g WR I TE , y o u r r e p o r t w ill a p p e a r o n t h e a p p r o p r ia t e
C o p y .. . C u s t o m Re p o r t s m e n u s o y o u ca n a cce s s it la t e r fo r fu r t h e r
e d it in g . H o w e v e r , t h e r e p o r t w ill n o t b e co m p ile d a n d w ill n o t b e
a v a ila b le t o a ct u a ll y r u n w it h ca ll ce n t e r d a t a .

CO M PIL E RE PO RT Th is S L K ch e ck s y o u r r e p o r t fo r e r r o r s a n d co m p ile s y o u r r e p o r t in
p r o g r a m m in g co d e s o t h a t t h e co m p u t e r ca n a ct u a ll y r u n t h e r e p o r t
w it h ca ll ce n t e r d a t a . Y o u r r e p o r t w ill b e a v a ila b le t o o r d e r o n t h e
a p p r o p r ia t e m e n u in t h e Re p o r t s s u b s y s t e m a n d w ill a ls o a p p e a r o n
t h e a p p r o p r ia t e C o p y . . . C u s t o m Re p o r t s m e n u s o y o u ca n a cce s s it
fo r co p y in g o r m o d ifica t io n .

Y o u r r e p o r t w ill n e e d t o b e co m p ile d w it h o u t e r r o r b e fo r e it ca n b e
r u n .

D IS PL A Y E RRO RS Th is S L K d is p la y s t h e C o m p ila t io n Er r o r s s cr e e n , w h ich d is p la y s
co m p ile r e r r o r m e s s a g e s a n d t h e s cr e e n lo ca t io n o f t h e e r r o r s .

E D IT Th is S L K r e t u r n s y o u t o t h e S cr e e n P a in t e r fo r co r r e ct in g e r r o r s o r
co n t in u e d e d it in g in y o u r cu r r e n t r e p o r t .
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D IS C A RD CH A N G E S Th is S L K e r a s e s a n y ch a n g e s ju s t m a d e t o a r e p o r t d e s ig n . C M S
w ill d is p la y t h e fo ll o w in g m e s s a g e t o a ck n o w le d g e t h a t y o u w a n t t o
d is ca r d ch a n g e s .

D o y o u r e a l l y w a n t t o d i s c a r d t h e c h a n g e s
m a d e i n t h e l a s t e d i t i n g s e s s i o n ? _

If y o u a r e cr e a t in g a n e w r e p o r t d e s ig n a n d h a v e n o t y e t s a v e d o r
co m p ile d it , DI S C ARD C HANG E S w ill n o t w o r k . Y o u m u s t s a v e t h e
r e p o r t d e s ig n fir s t .

E X IT Th is S L K s a v e s t h e r e p o r t d e s ig n a n d d is p la y s e it h e r t h e
C o p y .. . C u s t o m Re p o r t s m e n u o r t h e C o p y . . . St a n d a r d Re p o r t s m e n u ,
d e p e n d in g o n w h ich m e n u y o u la s t u s e d . A ft e r p r e s s in g E X I T , y o u r
r e p o r t w ill a p p e a r o n t h e ‘ ‘ C o p y . .. C u s t o m Re p o r t s ’ ’ m e n u s o y o u
ca n a cce s s it fo r fu r t h e r e d it in g . H o w e v e r , t h e r e p o r t w ill n o t b e
a v a ila b le t o a ct u a ll y r u n w it h ca ll ce n t e r d a t a u n t il it h a s b e e n
co m p ile d w it h o u t e r r o r .

PRIN T S C RE E N Th is S L K p r in t s t h e co n t e n t s o f t h e s cr e e n .

HE L P K E Y S Th is S L K d is p la y s t h e H e lp S LK s .

T h e C o m p i l a t i o n E r r o r s S c r e e n

If y o u g e t a n e r r o r m e s s a g e w h e n y o u t r y t o co m p ile a r e p o r t o n t h e C o m p ile s cr e en , y o u m u s t
a cce s s t h e fo llo w in g s cr e e n (Figu r e 7 - 2 ) t o g e t a d e s cr ip t io n o f t h e e r r o r . To a cce s s t h e scr e e n ,
y o u p r e s s DI S P LA Y E R R O R S . In s o m e ca s e s , t h e w h o le e r r o r d e s cr ip t io n w ill n o t a p p e a r , b u t w ill
b e t r u n ca t e d (cu t o ff). W h e n t h is h a p p e n s , r e fe r t o A p p e n d ix C , ‘ ‘ C o m p ile r Er r or M e s s a g e s , ’ ’
fo r t h e co m p le t e d e s cr ip t io n .

C M S m a y n o t d is p la y a ll o f t h e e r r o r s in y o u r r e p o r t a ft e r t h e fir s t co m p ile . Y ou m a y co r r e ct
t h e e r r o r s d is p la y e d , b u t t h e n fin d y o u h a v e o t h e r e r r o r s w h e n y o u t r y t o co m p ile t h e n e xt
t im e . A ls o , C M S ch e ck s fo r d a t a it e m e r r o r s in t h e s a m e o r d e r in w h ich y o u e n t e r ed t h e it e m s ,
n o t in t h e o r d e r in w h ich t h e it e m s a p p e a r o n t h e S cr e e n P a in t e r . Th e r e fo r e , if y o u ad d d a t a
it e m s a t t h e b o t t o m o f t h e S cr e e n P a in t e r a n d la t e r a d d d a t a it e m s a t t h e t o p, C M S m a y fir s t
fla g a n e r r o r t h a t a p p e a r s a t t h e b o t t o m o f t h e S cr e e n P a in t e r , e v e n if o th e r e r r o r s a r e p r e s e n t a t
t h e t o p .
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Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

CA L L M A NA G E M E N T S Y S T E M

CU S T O M RE P O R T S - C O M P I L AT I O N E RR O R S F O R R E P O R T : _ _ _ _ _ __ _ _ _ _ _ _

1 2 3
Se c t : R ow : C o l t yp e

1 1 9 3 5 ( w) m e s s a ge . . .
1 1 2 1 ( w ) m e s s a g e . . .

[P a g e 1 of n ]

KE Y S SC R E E N PA G E PA G E
HE L P PR I N T EX IT NE X T PR E V

F i g u r e 7 2 T h e C o m p i l at i o n E r r o r s S cre e n

D e fin it io n o f Fie ld s

F ie ld 1 Se ct :R o w :C o l

‘ ‘ Se ct ,’ ’ ‘ ‘ Ro w , ’ ’ a n d ‘ ‘ C o l’ ’ lo ca t e t h e e r r o r o n t h e Scr e e n P a in t e r . ‘ ‘ Q u a d ’ ’
a p p e a r s in s t e a d o f ‘ ‘ Se ct ’ ’ fo r r e a l- t im e r e p o r t s .

U s e t h e s e s cr e e n co o r d in a t e s t o fin d t h e e r r o r o n t h e S cr e e n P a in t e r . Th e 4 4 2 5
a n d 5 4 2 5 t e r m in a ls s h o w , in t h e lo w e r r ig h t co r n e r o f t h e s cr e e n , t h e co o r din a t e s
o f t h e cu r s o r ’ s p o s it io n a n d t h e cu r r e n t q u a d o r s e ct io n n u m b e r . Th e 6 0 0 s e rie s
o f t e r m in a ls s h o w o n ly t h e q u a d o r s e ct io n n u m b e r . Th e 6 5 0 0 s e r ie s t e r m in a ls
s h o w n e it h e r co o r d in a t e s n o r q u a d / s e ct io n n u m b e r s .

F ie ld 2 t y p e

‘ ‘ Ty p e ’ ’ d e fin e s t h e m a g n it u d e o f t h e e r r o r . E (e r r o r ) in d ica t e s t h a t t h e e r r o r
p r e v e n t s y o u r r e p o r t fr o m co m p ilin g . W in d ica t e s t h a t y o u r r e p o r t w ill co m p ile ,
b u t t h a t a ct u a l r e p o r t d a t a w ill n o t a p p e a r o r w ill b e in co r r e ct .

F ie ld 3 M e s s a g e

Th is fie ld d is p la y s t h e m e s s a g e (s ) d e s cr ib in g t h e e r r o r (s ).

Y o u ca n m o v e t h r o u g h a m u lt ip a g e lis t in g o f e r r o r s u s in g t h e P R E V P A G E a n d NE X T P A G E

SLK s . E X I T r e t u r n s y o u t o t h e ‘ ‘ C u s t o m Re p o r t s - C o m p ile ’ ’ s cr e e n .
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S a v i n g o r C o m p i l i n g Y o u r R e p o r t
F o ll o w t h is p r o ce d u r e t o co m p ile a n e w o r m o d ifie d cu s t o m r e p o r t . Th e p r o ce d u re b e g in s a t
t h e S cr e e n P a in t e r .

1 W h e n y o u h a v e fin is h e d a n e d it in g s e s s io n o n t h e S cr e e n P a in t e r , p r e s s E X I T .

[ Th e C O M P I L E s cr e e n a p p e a r s . ]

2 En t e r g (fo r g lo b a l) o r le a v e t h e d e fa u lt p (fo r p r iv a t e ) in t h e R e p o r t
L o c a t i o n fie ld .

3 En t e r a d e s cr ip t io n o f t h e r e p o r t in t h e R e p o r t D e s c r i p t i o n fie ld . Th is
d e s cr ip t io n w ill a p p e a r o n t h e C o p y . . . C u s t o m Re p o r t s m e n u t o h e lp y o u r e me m b e r
w h a t is o n t h e r e p o r t .

4 P r e s s C O MP I L E t o co m p ile y o u r r e p o r t o r p r e s s WR I TE t o s a v e y o u r r e p o r t e n t r ie s fo r
co m p ilin g a t a la t e r t im e .

[ C M S d is p la y s a co n fir m a t io n m e s s a g e if y o u r r e p o r t h a s b e e n s u cce s s fu ll y co m p ile d
o r w r it t e n . C M S w ill n o t ify y o u if o n e o r m o r e e r r o r s ca u s e t h e co m p ile t o fa il. ]

Y o u ca n v ie w e xp la n a t io n s o f t h e e r r o r s b y p r e s s in g DI S P LA Y E R R O R S . Y o u ca n
im m e d ia t e ly r e t u r n t o t h e Scr e e n P a in t e r t o fix e r r o r s b y p r e s s in g E DI T .
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M o d i f y i n g a n E x i s t i n g C u s t o m R e p o r t
A ft e r y o u h a v e s u cce s s fu lly cr e a t e d a cu s t o m r e p o r t , y o u m a y w a n t t o r e t u r n t o t h e Scr e e n
P a in t e r t o ch a n g e it . Fo ll o w t h is p r o ce d u r e if y o u w a n t t o ch a n g e d is p la y it e m s on t h e r e p o r t .

1 A cce s s e it h e r t h e C o p y . . . C u s t o m Re a l- t im e Re p o r t s o r t h e C o p y . .. C u s t o m H is to r ica l
Re p o r t s m e n u , d e p e n d in g o n w h a t k in d o f r e p o r t y o u a r e m o d ify in g .

2 P la ce t h e cu r s o r in t h e b r a ck e t s n e xt t o t h e r e p o r t y o u w a n t t o ch a n g e o r ty p e
e n o u g h o f t h e r e p o r t ’ s n a m e t o id e n t ify it t o C M S . Y o u ca n o n ly ch a n g e r ep o r t s
t h a t y o u o w n .

U s e NE X T P A G E a n d P R E V P A G E t o p a g e t h r o u g h t h e lis t in g o f r e p o r t s , if n e ce s s a r y .

3 P r e s s C R E ATE/ MO DI FY .

[ Th e Scr e e n P a in t e r a p p e a r s w it h t h e s e le ct e d r e p o r t d e s ig n d is p la y e d o n it . ]

4 C h a n g e t h e r e p o r t d is p la y it e m s (s e e C h a p t e r 6 ) o r t h e ir a r r a n g e m e n t on t h e S cr e e n
P a in t e r (s e e C h a p t e r 4 ).

5 P r e s s E X I T w h e n y o u h a v e fin is h e d y o u r ch a n g e s .

[ Th e C o m p ile s cr e e n a p p e a r s . ]

6 P r e s s C O MP I L E t o co m p ile t h e r e p o r t .

[ C M S d is p la y s a co n fir m a t io n m e s s a g e if y o u r r e p o r t h a s b e e n s u cce s s fu ll y
co m p ile d . C M S w ill n o t ify y o u if o n e o r m o r e e r r o r s ca u s e t h e co m p ile t o fa il. ]

Y o u ca n v ie w e xp la n a t io n s o f t h e e r r o r s b y p r e s s in g DI S P LA Y E R R O R S . Y o u ca n
im m e d ia t e ly r e t u r n t o t h e Scr e e n P a in t e r t o fix t h e e r r o r s b y p r e s s in g E DI T .
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D e l e t i n g a R e p o r t
F o ll o w t h is p r o ce d u r e t o d e le t e r e p o r t s y o u n o lo n g e r n e e d . D e le t in g u n n e ce ss a r y r e p o r t s w ill
s a v e d is k s p a ce a n d cle a n u p y o u r Re p o r t m e n u s .

1 A cce s s e it h e r t h e C o p y . . . C u s t o m Re a l- t im e Re p o r t s o r t h e C o p y . .. C u s t o m H is to r ica l
Re p o r t s m e n u , d e p e n d in g o n w h a t k in d o f r e p o r t y o u a r e d e le t in g .

2 P la ce t h e cu r s o r in t h e b r a ck e t s n e xt t o t h e r e p o r t y o u w a n t t o d e le t e .

3 P r e s s DE LETE .

[ C M S a s k s y o u t o co n fir m t h a t y o u w a n t t o d e le t e t h e r e p o r t . ]

4 Ty p e y a n d p r e s s R E TUR N .

N O T E To d e le t e a r e p o r t , y o u m u s t b e t h e o w n e r .
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G e n e r a l I n f o r m a t i o n
A ft e r y o u o r a n o t h e r C M S u s e r h a s cr e a t e d a cu s t o m r e p o r t , y o u ca n o r d er t h e r e p o r t t h r o u g h
t h e Re p o r t s s u b s y s t e m . Th e p r o ce d u r e s fo r o r d e r in g cu s t o m r e p o r t s a r e alm o s t id e n t ica l t o
t h o s e fo r o r d e r in g s t a n d a r d r e p o r t s . Y o u b e g in b y s e le ct in g t h e C u s t o m Re a l- Tim e o r C u s t o m
H is t o r ica l o p t io n o n t h e Re p o r t s m e n u (F ig u r e 8 - 1 ).

Time Down or Switch_N ame:Up System Management Call

___________
REPORTS

Standard
[ ] Real-Time
[ ] Historical

Custom
[ ] Real-Time
[ ] Historical

Error and confirmation messages appear in this field.

KEYS SCREEN
HELP PRINT EXIT

F i g u r e 8 1 T h e Re p o r ts M e n u
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C u s t o m R e a l - T i m e R e p o r t s M e n u
Y o u s e le ct t h e s p e cific r e a l- t im e cu s t o m r e p o r t y o u w a n t u s in g t h e C u s t o m Re al- Tim e Re p o r t s
m e n u , (Figu r e 8 - 2 ).

G lo b a l r e p o r t s a r e r e p o r t s t h a t y o u a n d a n y o t h e r C M S u s e r ca n v ie w o r co p y . P r iv a t e r e p o r t s
a r e r e p o r t s t h a t o n ly t h e cr e a t o r ca n v ie w , a n d t h e y w ill o n ly b e lis t e d o n t h e Cu s t o m Re a l-
Tim e Re p o r t s m e n u if y o u a r e t h e cr e a t o r .

Time Down or Switch_N ame:Up System Management Call

CUSTOM REAL-TIME REPORTS
1
____________ ___________ ___

2-n
GLOBAL
[ ] Report_1
[ ] Report_2

PRIVATE
[ ] Report_3
[ ] Report_4

Error and confirmation messages appear in this field.

KEYS SCREEN
HELP PRINT EXIT

F i g u r e 8 2 Cu s t o m Re al - T i m e Re p o r ts S cr e e n

D e fin it io n o f Fie ld s

F ie ld 1 Re p o r t S e le ct io n (s t r in g )

Th is fie ld is u s e d t o e n t e r t h e n a m e o f a r e p o r t .

F ie ld s 2 - n Re p o r t S e le ct io n (cu r s o r )

Th is fie ld is u s e d t o s e le ct a r e p o r t b y p o s it io n in g t h e cu r s o r in t h e d e s ir e d
b r a ck e t s .
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O r d e r i n g a C u s t o m R e a l -T i m e R e p o r t

1 Se le ct t h e R E P O R T S o p t io n in t h e C M S m a in m e n u a n d p r e s s R E TUR N .

[ Th e R E P O R T S m e n u a p p e a r s , s im ila r t o t h e o n e a t t h e b e g in n in g o f t h e ‘ ‘ Re p o r t s ’ ’
s e ct io n o f t h is ch a p t e r . ]

2 Se le ct t h e C u s t o m [ ] R e a l - T i m e o p t io n in t h e Re p o r t s m e n u a n d p r e s s
R E TUR N .

[ A C u s t o m Re p o r t s m e n u s im ila r t o Figu r e 8 - 2 a p p e a r s . ]

3 Se le ct t h e d e s ir e d r e p o r t b y t y p in g a u n iq u e s t r in g o f le t t e r s fr o m t h e r e p o r t n a m e .
O r , s e le ct t h e r e p o r t b y p la cin g t h e cu r s o r in t h e co r r e ct b r a ck e t .

4 P r e s s R E TUR N.

[ A Re p o r t P a r a m e t e r s s cr e e n a p p e a r s . ]

Th e fo llo w in g e xa m p le is t y p ica l o f w h a t t h e s cr e e n lo o k s lik e . H o w e v e r , t h e
co n t e n t s o f a Re p o r t P a r a m e t e r s s cr e e n is w h o lly u n d e r t h e co n t r o l o f t h e p e r s o n
cr e a t in g t h e r e p o r t . Th e s cr e e n m a y co n t a in p a r a m e t e r fie ld s t h a t a r e b la n k o r th a t
h a v e d e fa u lt v a lu e s t h a t t h e u s e r ca n o v e r t y p e . H o w e v e r , if t h e r e p o r t cr e a t o r
a s s ig n s s p e cific v a lu e s t o a ll s e le ct io n p a r a m e t e r s o n t h e r e p o r t , t h e Re p o r t
P a r a m e t e r s s cr e e n fo r a cu s t o m r e p o r t w ill h a v e n o p a r a m e t e r fie ld s a n d w ill b e
b la n k , e xce p t fo r t h e U P D A T E I N T E R V A L fie ld . J u s t p r e s s R E TUR N (a n d a d ju s t
t h e U p d a t e In t e r v a l, if n e ce s s a r y ) w h e n t h e b la n k Re p o r t P a r a m e t e r s s cr e e n
a p p e a r s .

C A U T I O N M u lt ip le q u a d r e p o r t s ca n a ffe ct t h e r e fr e s h r a t e o f r e a l- t im e
r e p o r t s , a s w e ll a s t h e o v e r a ll p e r fo r m a n ce o f C M S . Ea ch q u a d in a
m u lt i- q u a d r e p o r t co u n t s a s o n e u s e r t e r m in a l fo r C M S . Th u s , if
y o u a r e cu r r e n t ly v ie w in g a 4 - q u a d r e a l- t im e r e p o r t , C M S w ill
co u n t 4 t e r m in a ls a g a in s t t h e m a xim u m n u m b e r o f t e r m in a ls t h a t
ca n s im u lt a n e o u s ly b e lo g g e d in t o y o u r co m p u t e r . W it h t w o
t e r m in a ls , e a ch d is p la y in g a 4 - q u a d r e p o r t , C M S w ill co u n t 8
t e r m in a ls lo g g e d in a g a in s t t h e a llo w a b le m a xim u m . S in ce t h e
r e p o r t r e fr e s h r a t e ca n b e s lo w e d b y t h e a d d it io n o f lo g g e d - in
t e r m in a ls , v ie w in g m u lt i- q u a d r e p o r t s m a y s lo w t h e r e fr e s h r a t e fo r
a ll r e a l- t im e r e p o r t s cu r r e n t ly d is p la y e d .
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O r d eri ng a C u stom R e a l -T i me R e por t

Time Down or Switch_N ame:Up System Management Call

INTERVAL: 00 PAGE 1 of 1 QUAD: 1

REPORT PARAMETERS

[first_param eter]=
[second_para meter]=
UPDATE INTERVAL (10 - 300)= 30

Error and confirmation messages appear in this field.

KEYS SCREEN
HELP PRINT EXIT

N O T E St r in g s w it h in t h e b r a ck e t s v a r y d e p e n d in g o n h o w t h e r e p o r t w a s
d e s ig n e d .

5 N e xt t o t h e [ f i r s t p a r a m e t e r ] = , t y p e t h e n u m b e r o r t h e s y n o n y m o f t h e
it e m t o b e co v e r e d in t h e r e p o r t . Fo ll o w t h is p r o ce d u r e fo r a ll p a r a m e t e r s r e q uir e d
b y t h is r e p o r t .

6 Sp e cify h o w q u ick ly y o u w o u ld lik e t h e s cr e e n t o r e fr e s h . Y o u ca n t y p e o v e r t h e
3 0 (s e co n d s ) in t h e U P D A T E I N T E R V A L fie ld t o m a k e a ch a n g e , o r le a v e it a s it
is .

N O T E A fa s t e r u p d a t e in t e r v a l u s e s m o r e s y s t e m r e s o u r ce s a n d ca n s lo w d o w n
o p e r a t io n s in o t h e r a r e a s o f 3 B C M S .

7 P r e s s R E TUR N .

[ A ft e r a fe w s e co n d s , t h e r e p o r t w ill a p p e a r o n y o u r s cr e e n , o r if t h e r e p o r t fa ils ,
y o u w ill s e e a n e r r o r m e s s a g e . ]

If y o u g e t a n e r r o r m e s s a g e , y o u w ill h a v e t o r e t u r n t o t h e C u s t o m Re p o r t s Cr e a t io n
s u b s y s t e m t o fix t h e e r r o r b e fo r e o r d e r in g t h e r e p o r t .

If t h e r e p o r t h a s m o r e t h a n o n e q u a d , m o v e a m o n g q u a d s u s in g t h e a r ro w k e y s .
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O r d eri ng a C u stom R e a l -T i me R e por t

N O T E If y o u r r e p o r t d is p la y s z e r o s , t h e s e le ct e d ca ll ce n t e r co m p o n e n t s h a d n o a ct iv it y .

N O T E If y o u r r e p o r t is b la n k o r y o u r r e p o r t d is p la y s s y s t e m e r r o r s (fo r e xa m p le , S i g n a l
1 0 o r S i g n a l 1 4), y o u r cu s t o m r e p o r t d e s ig n m a y h a v e e xce e d e d lim it s . If s o ,
y o u m u s t m o d ify t h e cu s t o m r e p o r t d e s ig n a n d co m p ile it a g a in . Re fe r t o A p p e n d ix C .

If y o u ca n n o t r e s o lv e a s y s t e m e r r o r , a s s is t a n ce is a v a ila b le fr o m t h e A T & T C al l
Ce n t e r H e l p l i n e a t 1- 800- 344- 9670.

S L K s i n R e a l -T i m e C u s t o m R e p o r t s

Th e UP DATE r e fr e s h e s t h e d is p la y w it h t h e la t e s t ca ll a n d a g e n t d a t a .

Th e R E P O R T P AR AM S k e y r e t u r n s y o u t o t h e Re p o r t P a r a m e t e r s s cr e e n .

Th e NE X T P A G E a n d P R E V P A G E k e y s a llo w y o u t o p a g e t h r o u g h m u lt ip a g e r e p o r t s .

Th e E X I T k e y r e t u r n s y o u t o t h e cu s t o m r e a l- t im e r e p o r t s m e n u .

Th e P R I NT S C R E E N k e y p r in t s t h e co n t e n t s o f t h e s cr e e n o n t h e s y s t e m p r in t e r .

Th e E X C E P T SLK (p r e s e n t o n ly w h e n a n e xce p t io n h a s o ccu r r e d ) d is p la y s a lis t o f t h e e xce p t io n s
lo g g e d d u r in g t h e cu r r e n t s e s s io n v ie w in g a r e a l- t im e r e p o r t . Th e lis t is s t a r t e d o v er a n y t im e
y o u e xit fr o m t h e r e a l- t im e r e p o r t . P r e s s E X I T t o r e t u r n t o t h e r e a l- t im e r e p o r t fr o m t h e
e xce p t io n s lis t .
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C u s t o m H i s t o r i c a l R e p o r t s M e n u
A ft e r y o u h a v e s e le ct e d t h e C u s t o m H is t o r ica l Re p o r t s o p t io n o n t h e Re p o r ts m e n u , s e le ct t h e
s p e cific h is t o r ica l r e p o r t y o u w a n t u s in g t h e C u s t o m H is t o r ica l Re p o r t s m e n u (F ig u r e 8 - 3 ).

Time Down or Switch_N ame:Up System Management Call

CUSTOM HISTORICAL REPORTS
1 ____________ _______

2 - n
GLOBAL
[ ] Report_1
[ ] Report_2

PRIVATE
[ ] Report_3
[ ] Report_n

Error and confirmation messages appear in this field.

KEYS SCREEN
HELP PRINT EXIT

F i g u r e 8 3 Cu s t o m H i s to r i cal Re p o r ts S cr e e n

D e fin it io n o f Fie ld s

F ie ld 1 Re p o r t S e le ct io n (s t r in g )

Th is fie ld is u s e d t o e n t e r t h e n a m e o f a r e p o r t o r e n o u g h le a d in g ch a r a ct e r s to
fo r m a u n iq u e s t r in g .

F ie ld s 2 - n Re p o r t S e le ct io n (cu r s o r )

Th is fie ld is u s e d t o s e le ct a r e p o r t b y p o s it io n in g t h e cu r s o r in t h e d e s ir e d
b r a ck e t s .
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O r d e r i n g a C u s t o m H i s t o r i c a l R e p o r t

1 Se le ct t h e R E P O R T S o p t io n in t h e C M S m a in m e n u a n d p r e s s R E TUR N .

[ Th e R E P O R T S m e n u a p p e a r s . ]

2 Se le ct t h e C u s t o m [ ] H i s t o r i c a l o p t io n in t h e Re p o r t s m e n u , a n d p r e s s
R E TUR N .

[ A C U S T O M H I S T O R I C A L R E P O R T S m e n u s im ila r t o Figu r e 8 - 3 a p p e a r s . ]

3 Se le ct t h e r e p o r t y o u w a n t .

4 P r e s s R E TUR N.

[ Th e Re p o r t P a r a m e t e r s s cr e e n a p p e a r s . ]

Th e fo llo w in g e xa m p le s p r e s e n t s o m e t y p ica l cu s t o m Re p o r t P a r a m e t e r s cr e e n s .
H o w e v e r , t h e co n t e n t s o f a Re p o r t P a r a m e t e r s s cr e e n is w h o ll y u n d e r t he co n t r o l o f
t h e p e r s o n cr e a t in g t h e r e p o r t . In d e e d , it is p o s s ib le fo r a Re p o r t P a r a m e t e r s s cr ee n
fo r a cu s t o m r e p o r t t o b e b la n k . Th is o ccu r s w h e n t h e cr e a t o r o f t h e r e p o r t sp e cifie s
a ll o p t io n s in t h e cr e a t io n p r o ce s s . In t h is ca s e , ju s t p r e s s R E TUR N w h e n t h e b la n k
Re p o r t P a r a m e t e r s s cr e e n a p p e a r s .

Time Down or Switch_N ame:Up System Management Call

REPORT PARAMETERS

[report_name ]

[first_param eter]=
[second_para meter]=
FIRST_INTERV AL= 1
LAST_INTERVA L= 48

Error and confirmation messages appear in this field.

KEYS SCREEN LINE
HELP PRINT EXIT COMMAND

F i g u r e 8 4 Re p o r t Pa r am e t e r s S cre e n f o r D ai l y Cu s t o m Re p o r ts
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O r d eri ng a C u stom H i stor i c a l R e por t

Time Down or Switch_N ame:Up System Management Call

REPORT PARAMETERS

[report_name ]

START_DAY= -7 [-31]
NUMBER_OF_DA YS= 7 [31]
[first_param eter]=
[second_para meter]=

Error and confirmation messages appear in this field.

KEYS SCREEN LINE
HELP PRINT EXIT COMMAND

F i g u r e 8 5 Re p o r t Pa r am e t e r s S cre e n f o r We e k l y / M o n t h l y C u s t o m Re p o r ts

Th e fir s t fo r m a t (Figu r e 8 - 4 ) is fo r r e p o r t s w it h h a lf- h o u r d a t a (p r im a r ily D a ily r e p o rt s ); t h e
s e co n d (Figu r e 8 - 5 ) is fo r r e p o r t s w it h d a ily h is t o r ica l d a t a (W e e k ly , M o n t h ly , a n d S u m m a ry
r e p o r t s ). Th e p a r a m e t e r fie ld s v a r y d e p e n d in g o n t h e d e s ig n o f t h e r e p o r t.

5 En t e r t h e p a r a m e t e r s fo r y o u r r e p o r t .

F o r d ai l y r e p o r ts, r e fe r t o t h e fo ll o w in g t a b le fo r t h e co r r e ct n u m b e r s t o
e n t e r in t h e F I R S T _ I N T E R V A L = a n d L A S T _ I N T E R V A L = fie ld s .

In t e r v a l C lo ck t im e In t e r v a l
1 A M 1 2 :00 - 1 2 :3 0 P M 2 5
2 A M 1 2 :30 - 0 1 :0 0 P M 2 6
3 A M 0 1 :00 - 0 1 :3 0 P M 2 7
4 A M 0 1 :30 - 0 2 :0 0 P M 2 8
5 A M 0 2 :00 - 0 2 :3 0 P M 2 9
6 A M 0 2 :30 - 0 3 :0 0 P M 3 0
7 A M 0 3 :00 - 0 3 :3 0 P M 3 1
8 A M 0 3 :30 - 0 4 :0 0 P M 3 2
9 A M 0 4 :00 - 0 4 :3 0 P M 3 3

1 0 A M 0 4 :3 0 - 0 5 :00 P M 3 4
1 1 A M 0 5 :0 0 - 0 5 :30 P M 3 5
1 2 A M 0 5 :3 0 - 0 6 :00 P M 3 6
1 3 A M 0 6 :0 0 - 0 6 :30 P M 3 7
1 4 A M 0 6 :3 0 - 0 7 :00 P M 3 8
1 5 A M 0 7 :0 0 - 0 7 :30 P M 3 9
1 6 A M 0 7 :3 0 - 0 8 :00 P M 4 0
1 7 A M 0 8 :0 0 - 0 8 :30 P M 4 1
1 8 A M 0 8 :3 0 - 0 9 :00 P M 4 2
1 9 A M 0 9 :0 0 - 0 9 :30 P M 4 3
2 0 A M 0 9 :3 0 - 1 0 :00 P M 4 4
2 1 A M 1 0 :0 0 - 1 0 :30 P M 4 5
2 2 A M 1 0 :3 0 - 1 1 :00 P M 4 6
2 3 A M 1 1 :0 0 - 1 1 :30 P M 4 7
2 4 A M 1 1 :3 0 - 1 2 :00 P M 4 8
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F o r w e e k l y / m o n t h l y o r s u m m ar y r e p o r ts, t y p e t h e r e la t iv e o r
M M / D D / Y Y - fo r m a t d a t e in t h e s p a ce n e xt t o S T A R T _ D A Y = . Th is
w ill b e t h e e a r lie s t d a t a co n t a in e d in t h e r e p o r t . D a ily d a t a is a v a ila b le
fo r r e p o r t s u p t o 3 8 7 d a y s in t h e p a s t . Th e - 7 a n d t h e - 3 1 a r e t h e
d e fa u lt s o n t h e Re p o r t P a r a m e t e r s s cr e e n .

F o r w e e k l y o r m o n t h l y r e p o r ts, t y p e a n in t e g e r in t h e s p a ce n e xt t o
N U M B E R _ O F _ D A Y S = . Th is r e p r e s e n t s t h e n u m b e r o f d a y s t o b e
co v e r e d b y t h e r e p o r t . Th e 7 a n d 3 1 a r e t h e d e fa u lt s fo r r e p o r t s u s in g
d a ily file s . It is r e co m m e n d e d t h a t a s in g le r e p o r t co v e r n o m o r e t h a n
1 2 0 d a y s .

6 P r e s s R E TUR N t o g e n e r a t e t h e r e p o r t im m e d ia t e ly , o r p r e s s C O MMA ND LI NE t o
s ch e d u le t h e r e p o r t fo r a la t e r t im e .

[ Th e Re p o r t D e s t in a t io n s cr e e n a p p e a r s . ]

7 F o ll o w t h e d ir e ct io n s o n t h e Re p o r t D e s t in a t io n s cr e e n t o fin is h o r d e r in g t h e re p o r t ,
a n d p r e s s R E TUR N a g a in .

[ If y o u p r e s s e d R E TUR N in S t e p 6 , t h e r e p o r t is g e n e r a t e d im m e d ia t e ly . If y o u
p r e s s e d C O MMA ND LI NE in S t e p 6 , t h e P r o g r a m Ed it o r in t h e S ch e d u le s u b s y s t e m
a p p e a r s s o y o u ca n s ch e d u le t h e r e p o r t . ]

N O T E If, in v ie w in g a t e r m in a l o u t p u t o f a r e p o r t , y o u w a n t t o m o v e a m o n g s e ct io n s , yo u
ca n s cr o ll lin e - b y - lin e w it h t h e u p a n d d o w n a r r o w k e y s a n d m o v e p a g e - b y - p a g e b y
p r e s s in g P R E V P A G E a n d NE X T P A G E .

N O T E If y o u r r e p o r t d is p la y s t h e m e s s a g e ‘ ‘N o r e c o r d s w e r e f o u n d f o r
s p e c i f i e d p a r a m e t e r s ,’ ’ e it h e r y o u r s e le ct e d ca ll ce n t e r co m p o n e n t s h a d n o
a ct iv it y o r y o u r cu s t o m r e p o r t d e s ig n e xce e d e d lim it s o n D a t a It e m W in d o w
p a r a m e t e r s .

N O T E If y o u r r e p o r t d is p la y s s y s t e m e r r o r s (fo r e xa m p le , S i g n a l 1 0 o r S i g n a l 1 4),
y o u r cu s t o m r e p o r t d e s ig n e xce e d e d lim it s . In t h is ca s e , y o u m u s t m o d ify t h e cu st o m
r e p o r t d e s ig n a n d co m p ile it a g a in . Re fe r t o A p p e n d ix C .

If y o u ca n n o t r e s o lv e a s y s t e m e r r o r , a s s is t a n ce is a v a ila b le fr o m t h e A T & T C al l
Ce n t e r H e l p l i n e a t 1- 800- 344- 9670.
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C M S D a t a b a s e I t e m s
Ta b le A - 1 p r e s e n t s t h e C M S d a t a b a s e it e m s , t h e d a t a b a s e s a n d file s e a ch it em a p p e a r s in , t h e
it e m s ’ cla s s ifica t io n a s ca ll- o r in t e r v a l- b a s e d it e m s , a n d t h e ir d e fin it io n s . (S e e C ha p t e r 5 fo r a n
e xp la n a t io n o f ca ll - b a s e d a n d in t e r v a l- b a s e d it e m s . ) Th e r e a l- t im e d a t a b a s e id e n t ifica t io n in t h e
t a b le in d ica t e s t h a t t h e it e m a p p e a r s in b o t h C u r r e n t a n d P r e v io u s r e a l- t im e d a ta b a s e s .

T a b l e A 1 3B C M S D at ab as e Ite m s

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 2 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 2 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 2 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 3 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 3 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 3 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 4 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 4 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 4 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 5 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 5 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 5 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 6 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 6 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 6 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 7 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 7 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 7 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 8 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 8 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 8 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 9 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 9 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 9 REALTIME S P LIT C A LL
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 0 D A ILY S P L IT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 0 H A LF H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 0 RE A LTIME S P LIT C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * D A IL Y D N C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * H A LF H O U R D N C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * REALTIME D N C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S D A ILY S P LIT C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S H A LF H O U R S P LIT C A L L

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S REALTIME S P L IT C A L L

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S D A ILY TRK G RP C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S H A LF H O U R TRK G RP C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S REALTIME TRK G RP C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S D A ILY TRU N K C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S H A LF H O U R TRU N K C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S REALTIME TRU N K C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * D A IL Y VEC TO R C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * H A LF H O U R VECTO R C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * REALTIME VECTO R C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* D A IL Y D N C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* H A LF H O U R D N C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* REALTIME D N C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E D A ILY S P LIT C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E H A LF H O U R S P LIT C A L L

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E REALTIME S P LIT C A L L

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* D A IL Y VEC TO R C A L L

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* H A LF H O U R VECTO R C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* REALTIME VECTO R C A LL

To t a l n u m b e r o f ca lls a n s w e r e d b y a n a g e n t A C D C A LL S D A ILY A G EN T IN TERV A L

To t a l n u m b e r o f ca lls a n s w e r e d b y a n a g e n t A C D C A LL S H A LF H O U R A G EN T IN TER VA L

To t a l n u m b e r o f ca lls a n s w e r e d b y a n a g e n t A C D C A LL S REALTIME A G EN T IN TER VA L

To t a l n u m b e r o f ca lls a n s w e r e d b y a g e n t s A C D C A LL S D A ILY SP LIT IN TER VA L

To t a l n u m b e r o f ca lls a n s w e r e d b y a g e n t s A C D C A LL S H A LF H O U R S P L IT IN TER VA L

To t a l n u m b e r o f ca lls a n s w e r e d b y a g e n t s A C D C A LL S RE A LTI M E S P LI T IN TER VA L

N u m b e r o f a g e n t s cu r r e n t ly o n A C D ca lls A C D C O U N T REALTIME S P L IT IN TER VA L

To t a l t im e o n A C D ca lls A C D TIM E D A ILY A G EN T IN TERVAL

To t a l t im e o n A C D ca lls A C D TIM E H A LF H O U R A G EN T IN TER VA L

To t a l t im e o n A C D ca lls A C D TIM E RE A LTIME A G EN T IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
A C D TIM E D A IL Y S P LIT IN TERV A L To t a l t im e o n A C D ca lls
A C D TIM E H A LF H O U R SP LIT IN TER VA L To t a l t im e o n A C D ca lls
A C D TIM E REALTIME S P LIT IN TER VA L To t a l t im e o n A C D ca lls

A C W C O U N T RE A LTIME S P LIT IN TERV A L N u m b e r o f a g e n t s cu r r e n t ly in A C W m o d e

A C W IN C A LL S D A ILY A G EN T IN TERVAL To t a l n u m b e r o f A C W in co m in g ca lls
A C W IN C A LL S H A LF H O U R A G EN T IN TER VA L To t a l n u m b e r o f A C W in co m in g ca lls
A C W IN C A LL S RE A LTIME A G EN T IN TER VA L To t a l n u m b e r o f A C W in co m in g ca lls

A C W IN C A LL S D A ILY S P LIT IN TER VA L To t a l n u m b e r o f A C W in co m in g ca lls
A C W IN C A LL S H A LF H O U R S P LI T IN TER VA L To t a l n u m b e r o f A C W in co m in g ca lls
A C W IN C A LL S RE A LTIME S P LIT IN TER VA L To ta l n u m b e r o f A C W in co m in g ca lls

N u m b e r o f a g e n t s cu r r e n t ly o n A C W in co m in g
ca lls

A C W IN C O U N T RE A LTI M E S P LI T IN TER VA L

A C W IN TIM E D A ILY A G EN T IN TER VA L To t a l t im e o n A C W in co m in g ca lls
A C W IN TIM E H A LF H O U R A G EN T IN TER VA L To t a l t im e o n A C W in co m in g ca lls
A C W IN TIM E RE A LTIME A G EN T IN TER VA L To ta l t im e o n A C W in co m in g ca lls

A C W IN TIM E D A ILY S P L IT IN TER VA L To t a l t im e o n A C W in co m in g ca lls
A C W IN TIM E H A LF H O U R S P LIT IN TERV A L To t a l t im e o n A C W in co m in g ca lls
A C W IN TIM E RE A LTIME S P LIT IN TERV A L To t a l t im e o n A C W in co m in g ca lls

A C W O U TC A LL S D A ILY A G EN T IN TERV A L To t a l n u m b e r o f A C W o u t g o in g ca lls
A C W O U TC A LL S H A LF H O U R A G EN T IN TERVAL To t a l n u m b e r o f A C W o u tg o in g ca lls
A C W O U TC A LL S REALTIME A G EN T IN TER VA L To t a l n u m b e r o f A C W o u t go in g ca lls

A C W O U TC A LL S D A ILY S P LIT IN TERVAL To t a l n u m b e r o f A C W o u t g o in g ca lls
A C W O U TC A LL S H A LF H O U R S P LIT IN TER VA L To t a l n u m b e r o f A C W o u t g o in g ca lls
A C W O U TC A LL S REALTIME S P LIT IN TER VA L To t a l n u m b e r o f A C W o u t g o in g ca lls

N u m b e r o f a g e n t s cu r r e n t ly o n A C W o u t g o in g
ca lls

A C W O U TC O U N T REALTIME S P LIT IN TER VA L

A C W O U TTIM E D A ILY A G EN T IN TERVAL To t a l tim e o n A C W o u t g o in g ca lls
A C W O U TTIM E H A LF H O U R A G EN T IN TER VA L To t a l t im e o n A C W o u t g o in g ca lls
A C W O U TTIM E RE A LTI M E A G EN T IN TER VA L To t a l t im e o n A C W o u t g o in g ca lls

A C W O U TTIM E D A ILY SP LIT IN TER VA L To t a l t im e o n A C W o u t g o in g ca lls
A C W O U TTIM E H A LF H O U R S P L IT IN TER VA L To t a l t im e o n A C W o u t g o in g ca lls
A C W O U TTIM E RE A LTI M E S P LI T IN TER VA L To t a l t im e o n A C W o u t g o in g ca lls

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E D A IL Y A G EN T IN TER VA L

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E H A LF H O U R A G EN T IN TERV A L

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E REALTIME A G EN T IN TERVAL

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E D A IL Y S P LIT IN TERV A L

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E H A LF H O U R SP LIT IN TERVAL

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E REALTIME SP LIT IN TER VA L
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
A G EN TS REALTIME S P L IT IN TER VA L N u m b e r o f a g e n t s a ss ig n e d t o a s p lit

Th e h o u r a n a g e n t la s t lo g g e d in o r o u t (m ilit a r y
tim e )

A G H O U R H A LF H O U R A G EN T IN TERVAL

Th e m in u t e a n a g e n t la s t lo g ge d in o r o u t A G M IN U TE H A LF H O U R A G EN T IN TER VA L

To t a l t im e VD N ca lls w e r e a t a g e n t p o s it io n A G TIM E* D A ILY D N IN TER VA L

To t a l t im e VD N ca lls w e r e a t a g e n t p o s it io n A G TIM E* H A LF H O U R D N IN TERV A L

To t a l t im e VD N ca lls w e r e a t a g e n t p o s it io n A G TIM E* RE A LTIME D N IN TERVAL

To t a l t im e a ll t r u n k s in t h e g r o u p w e r e o n ca lls ALL IN U SE D A ILY TRK G RP IN TER VA L

To t a l t im e a ll t r u n k s in t h e g r o u p w e r e o n ca lls ALL IN U SE H A LF H O U R TRK G RP IN TERV A L

To t a l t im e a ll t r u n k s in t h e g r o u p w e r e o n ca lls ALL IN U SE REALTIME TRK G RP IN TERVAL

Fla g in d ica t in g a ll tr u n k s a r e b u s y (* o r b la n k ) ALL TRK SB U S Y RE A LTIME TRK G RP IN TER VA L

To t a l ca lls a n s w e r e d in b a ck u p s p lit AN S B A C K * D A IL Y VEC TO R C A L L

To t a l ca lls a n s w e r e d in b a ck u p s p lit AN S B A C K * H A LF H O U R VECTO R C A LL

To t a l ca lls a n s w e r e d in b a ck u p s p lit AN S B A C K * REALTIME VECTO R C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * D A ILY D N C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * H A LF H O U R D N C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * RE A LTIME D N C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y D A ILY S P L IT C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y H A LF H O U R S P LIT C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y RE A LTIME S P LIT C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * D A ILY VECTO R C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * H A LF H O U R VEC TO R C A L L

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * RE A LTIME VEC TO R C A L L

To t a l ca lls a n s w e r e d in m a in s p lit A N SM A IN * D A ILY VECTO R C A LL

To t a l ca lls a n s w e r e d in m a in s p lit A N SM A IN * H A LF H O U R VECTO R C A LL

To t a l ca lls a n s w e r e d in m a in s p lit A N SM A IN * REALTIME VECTO R C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED * D A ILY D N C A L L

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED * H A LF H O U R D N C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED * REALTIME D N C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED D A ILY SP LIT C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED H A LF H O U R S P L IT C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED RE A LTI M E S P LI T C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED D A ILY TRK G RP C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED H A LF H O U R TRK G RP C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED RE A LTI M E TRK G RP C A LL

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED D A ILY TRU N K C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED H A LF H O U R TRU N K C A L L

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED RE A LTI M E TRU N K C A L L

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS D A IL Y A G EN T IN TER VA L

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS H A L F H O U R A G EN T IN TERV A L

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS REALTIME A G EN T IN TERV A L

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS D A IL Y S P LI T IN TER VA L

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS H A L F H O U R S P LIT IN TERVAL

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS REALTIME S P LIT IN TERVAL

A g e n t o r sp lit a s s o cia t io n w ith a t r u n k (a g e n t lo gin
id , s p lit n u m b e r , o r ‘ ‘ N O N E’ ’ )

A S S O C IA TIO N RE A LTIME TRU N K IN TER VA L

Th e cu r r e n t a g e n t st a t e (U N STA F, A VA IL, RIN G * ,
A C D , A C W , A U X , A C W O U T, A C WIN , A U X O U T,
A U X IN , IN IT). To e n t e r A STA TE v a lu e s a s cr ite r ia
fo r r e co r d s e le ct io n , n u m e r ica l v a lu e s m u s t b e u s e d
in lie u o f n a m e s . S e e Ta b le A - 2 2 .

A S TA TE REALTIME A G EN T IN TER VA L

N u m b e r o f ca lls cu r r e n t ly a t a n a g e n t p o s it io n ATA G EN T* * REALTIME D N IN TER VA L

N u m b e r o f a g e n t s cu r r e n t ly in A U X w o r k m o d e A U X C O U N T RE A LTIME S P LIT IN TERV A L

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S D A IL Y A G EN T IN TER VA L

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S H A L F H O U R A G EN T IN TERV A L

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S REALTIME A G EN T IN TERV A L

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S D A IL Y S P LIT IN TER VA L

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S H A L F H O U R S P LIT IN TERVAL

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S REALTIME SP LIT IN TERVAL

N u m b e r o f a g e n t s cu r r e n t ly o n A U X w o r k in co m in g
ca lls

A U X IN C O U N T RE A LTIME S P LI T IN TER VA L

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E D A ILY A G EN T IN TERVAL

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E H A LF H O U R A G EN T IN TER VA L

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E RE A LTIME A G EN T IN TER VA L

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E D A ILY SP LIT IN TER VA L

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E H A LF H O U R S P L IT IN TER VA L

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E RE A LTIME S P LI T IN TER VA L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S D A ILY A G EN T IN TER VA L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S H A LF H O U R A G EN T IN TER VA L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S RE A LTIME A G EN T IN TER VA L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S D A ILY S P L IT IN TER VA L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S H A LF H O U R S P LIT IN TERV A L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S RE A LTIME S P LIT IN TERV A L

* A p p e a r s o n ly o n a G e n e r ic 2 s w it ch w it h r in g - st a t e e n a b le d .
* * C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
N u m b e r o f a g e n t s cu r r e n t ly o n A U X w o r k
o u t g o in g ca lls

A U X O U TC O U N T REALTIME S P LIT IN TER VA L

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E D A ILY A G EN T IN TERV A L

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E H A LF H O U R A G EN T IN TERVAL

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E REALTIME A G EN T IN TER VA L

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E D A ILY S P LIT IN TERVAL

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E H A LF H O U R S P LIT IN TER VA L

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E REALTIME S P L IT IN TER VA L

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME D A IL Y A G EN T IN TER VA L

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME H A LF H O U R A G EN T IN TERVAL

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME REALTIME A G EN T IN TERVAL

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME D A IL Y S P LIT IN TERV A L

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME H A LF H O U R SP LIT IN TERVAL

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME REALTIME S P LIT IN TER VA L

N u m b e r o f a b a n d o n e d ca lls d u r in g b u s y h o u r B A B A N D O N S D A ILY TRK G RP IN TERVAL

Tim e a ll t r u n k s w e r e o n ca lls d u r in g b u s y h o u r B A LL IN U S E D A IL Y TRK G RP IN TER VA L

N u m b e r o f t r u n k h a r d w a r e fa ilu r e s d u r in g b u s y
h o u r

B FAILU RES D A ILY TRK G RP IN TER VA L

N u m b e r o f A C D ca lls h a n d le d d u r in g b u s y
h o u r

B H A N D LE D IN D A ILY TRK G RP IN TERV A L

N u m b e r o f in co m in g ca lls d u r in g b u sy h o u r B IN C A LL S D A ILY TRK G RP IN TER VA L

To t a l t im e o n in co m in g ca lls d u r in g b u s y h o u r B IN TIM E D A ILY TRK G RP IN TER VA L

Tim e t r u n k s w e r e m a in t e n a n ce b u s y d u r in g
b u s y h o u r

B M B U SY TIM E D A ILY TRK G RP IN TERV A L

N u m b e r o f n o n - A C D ca lls d u r in g b u sy h o u r B N O N A C D D A ILY TRK G RP IN TER VA L

N u m b e r o f o u t g o in g ca lls d u r in g b u s y h o u r B O U TC A LL S D A IL Y TRK G RP IN TER VA L

To t a l t im e o n o u t g o in g ca lls d u r in g b u s y h o u r B O U TTIM E D A IL Y TRK G RP IN TER VA L

N u m b e r o f s o ft w a r e fa ilu r e s d u r in g b u s y h o u r
(in co r r e ct t r u n k s t a t e t r a n s itio n s o r lin k
in t e r r u p tio n s )

B SO FTF A ILS D A ILY TRK G RP IN TERVAL
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
B u s y h o u r in t e r v a l (e .g . " 0 9 :00 - 1 0 :0 0 A M " ) B U S Y H O U R D A IL Y TRK G RP IN TER VA L

Th e p h y sica l t r u n k ca b in e t lo ca t io n CA B IN ET D A ILY TRU N K IN TERV A L

Th e p h y sica l t r u n k ca b in e t lo ca t io n CA B IN ET H A LF H O U R TRU N K IN TER VA L

Th e p h y sica l t r u n k ca b in e t lo ca t io n CA B IN ET REALTIME TRU N K IN TER VA L

Fla g in d ica t in g ca ll is a t a n a ge n t (Y ES, N O ) C A LL A TA G EN T RE A LTIME TRU N K IN TER VA L

Fla g in d ica t in g a ca ll p r o file p a r a m e t e r ch a n g e d
(Y ES,N O )

C A LL P RO FC H G D A ILY S P LIT IN TERVAL

Fla g in d ica t in g a ca ll p r o file p a r a m e t e r ch a n g e d
(Y ES,N O )

C A LL P RO FC H G H A LF H O U R S P LIT IN TER VA L

Fla g in d ica t in g a ca ll p r o file p a r a m e t e r ch a n g e d
(Y ES,N O )

C A LL P RO FC H G REALTIME S P L IT IN TER VA L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 0 D A ILY S P LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 0 H A LF H O U R S P LIT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 0 REALTIME S P LIT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S2 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S2 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S2 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S3 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S3 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S3 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S4 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S4 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S4 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S5 D A ILY SP LIT C A LL
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S5 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S5 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S6 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S6 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S6 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S7 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S7 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S7 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S8 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S8 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S8 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S9 D A ILY SP LIT IN TERVAL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S9 H A LF H O U R S P L IT IN TER VA L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S9 REALTIME S P L IT IN TER VA L

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * D A IL Y D N IN TERVAL

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * H A L F H O U R D N IN TER VA L

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * REALTIME D N IN TER VA L

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * D A IL Y VECTO R IN TER VA L

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * H A L F H O U R VEC TO R IN TER VA L

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * REALTIME VEC TO R IN TER VA L

Th e p h y sica l t r u n k ca r r ie r lo ca t io n C A RRIE R D A ILY TRU N K IN TERVAL

Th e p h y sica l t r u n k ca r r ie r lo ca t io n C A RRIE R H A LF H O U R TRU N K IN TER VA L

Th e p h y sica l t r u n k ca r r ie r lo ca t io n C A RRIE R REALTIME TRU N K IN TER VA L

Th e p h y sica l t r u n k cir cu it lo ca t io n C IRCU IT D A ILY TRU N K IN TERVAL

Th e p h y sica l t r u n k cir cu it lo ca t io n C IRCU IT H A LF H O U R TRU N K IN TER VA L

Th e p h y sica l t r u n k cir cu it lo ca t io n C IRCU IT RE A LTIME TRU N K IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
Fla g in d ica t in g a g e n t lo g g e d in o r o u t (Y ES,
N O )

C M O D E H A LF H O U R A G EN T IN TER VA L

To t a l t im e in co m p le t e d A C W s e s s io n s C U M A C W H A L F H O U R S P LIT C A LL

To t a l t im e in co m p le t e d A C W s e s s io n s C U M A C W REALTIME S P LIT C A LL

C u m u la tiv e t im e t h e a g e n t sp e n t in t h e r in g -
st a t e .

C U M RIN G * * RE A LTIME A G EN T C A LL

C u m u la tiv e t im e t h e s p lit ’ s a g e n t s s p e n t in t h e
r in g - s t a t e .

C U M RIN G * * RE A LTIME S P LIT C A LL

To t a l t im e o n co m p le t e d A C D ca lls CU M TA L K H A LF H O U R S P LIT C A LL

To t a l t im e o n co m p le t e d A C D ca lls CU M TA L K REALTIME S P LIT C A L L

Th e d ir e ctio n o f t h e cu r r e n t ca ll (IN , O U T). To
e n t e r D IRE C TIO N v a lu e s a s cr it e r ia fo r r e co r d
se le ct io n , n u m e r ica l v a lu e s m u s t b e u s e d in lie u
o f n a m e s . S e e Ta b le A - 2 2 .

D IRECTIO N REALTIME TRU N K IN TERV A L

Fla g in d ica t in g a ca ll is a VD N ca ll (Y E S, N O ) D N C A LL * REALTIME TRU N K IN TER VA L

VD N e xte n s io n n u m b e r D N EX T* D A ILY D N IN TERV A L

VD N e xte n s io n n u m b e r D N EX T* H A LF H O U R D N IN TERVAL

VD N e xte n s io n n u m b e r D N EX T* RE A LTIME D N IN TER VA L

VD N e xte n s io n n u m b e r D N EX T* RE A LTIME TRK G RP IN TER VA L

VD N e xte n s io n n u m b e r D N EX T* RE A LTIME TRU N K IN TER VA L

N u m b e r o f VD N s a s s ig n e d to v e ct o r D N S * REALTIME VEC TO R IN TER VA L

Th e d a t e th e VD N ca ll s t a r t e d (M M / D D / Y Y ) D N S TA RTD A TE* REALTIME TRU N K IN TER VA L

Tim e t h e VD N ca ll s t a r t e d in m ilit a r y tim e
fo r m a t (H R:MN )

D N S TA RTTIME* REALTIME TRU N K IN TER VA L

VD N ca ll t im e e xclu d in g t im e a t a g e n t p o s it io n D N W A ITTIM E* D A ILY D N IN TER VA L

VD N ca ll t im e e xclu d in g t im e a t a g e n t p o s it io n D N W A ITTIM E* H A LF H O U R D N IN TERV A L

VD N ca ll t im e e xclu d in g t im e a t a g e n t p o s it io n D N W A ITTIM E* REALTIME D N IN TERV A L

Th e p h y sica l t r u n k e q u ip m e n t lo ca t io n EQ LO C A TIO N REALTIME TRU N K IN TER VA L

Th e t y p e o f e v e n t fo r t h e ca ll (M C T, A SS IS T).
To e n t e r EVE N T v a lu e s a s cr it e r ia fo r r e co r d
se le ct io n , n u m e r ica l v a lu e s m u s t b e u s e d in lie u
o f n a m e s . S e e Ta b le A - 2 2 .

EVE N T RE A LTIME A G EN T IN TER VA L

Th e t y p e o f e xte n s io n ca ll (A C W O U T, A C W IN ,
A U X O U T, A U X IN ). To e n te r EX TCA LL v a lu e s
a s cr it e r ia fo r r e co r d s e le ct io n , n u m e r ica l v a lu e s
m u s t b e u se d in lie u o f n a m e s. S e e Ta b le A - 2 2 .

EX TC A L L REALTIME A G EN T IN TERVAL

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
* * D a t a a p p e a r s o n ly o n a G e n e r ic 2 s w it ch w it h t h e r in g - st a t e e n a b le d .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
Th e d a t e th e e xte n sio n ca ll s ta r t e d
(M M / D D / Y Y )

EX TC A L L D A TE REALTIME A G EN T IN TER VA L

Tim e t h e e xte n s io n ca ll s t a r te d in m ilita r y t im e
fo r m a t (H R:MN )

EX TC A L L TIM E REALTIME A G EN T IN TER VA L

A g e n t p o s it io n e xte n s io n n u m b e r EX TEN S IO N D A ILY A G EN T IN TER VA L

A g e n t p o s it io n e xte n s io n n u m b e r EX TEN S IO N H A LF H O U R A G EN T IN TERVAL

A g e n t p o s it io n e xte n s io n n u m b e r EX TEN S IO N REALTIME A G EN T IN TERVAL

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES D A ILY TRK G RP IN TERVAL

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES H A LF H O U R TRK G RP IN TER VA L

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES RE A LTIME TRK G RP IN TER VA L

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES D A ILY TRU N K IN TER VA L

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES H A LF H O U R TRU N K IN TER VA L

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES RE A LTIME TRU N K IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* D A ILY D N IN TERVAL

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* H A LF H O U R D N IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* REALTIME D N IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* D A ILY VECTO R IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* H A LF H O U R VEC TO R IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* REALTIME VEC TO R IN TER VA L

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* D A ILY D N IN TER VA L

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* H A LF H O U R D N IN TERV A L

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* REALTIME D N IN TERV A L

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* D A ILY VECTO R IN TER VA L

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* H A LF H O U R VECTO R IN TERVAL

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* REALTIME VECTO R IN TERVAL

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* D A IL Y D N IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* H A LF H O U R D N IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* REALTIME D N IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* D A IL Y VEC TO R IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* H A LF H O U R VECTO R IN TERV A L

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* REALTIME VECTO R IN TERV A L

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* D A ILY D N IN TERV A L

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* H A LF H O U R D N IN TERVAL

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* RE A LTIME D N IN TER VA L

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* D A ILY VECTO R IN TERVAL

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* H A LF H O U R VEC TO R IN TER VA L

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* RE A LTIME VEC TO R IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* D A ILY D N IN TER VA L

To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* H A LF H O U R D N IN TER VA L

To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* REALTIME D N IN TER VA L

To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* D A ILY VEC TO R IN TER VA L

To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* H A LF H O U R VECTO R IN TERV A L

To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* REALTIME VECTO R IN TERV A L

L ist o f e xte n s io n s o r lo g in id s G RO U P D A ILY A G EN T IN TERV A L

L ist o f e xte n s io n s o r lo g in id s G RO U P H A LF H O U R A G EN T IN TER VA L

L ist o f e xte n s io n s o r lo g in id s G RO U P REALTIME A G EN T IN TER VA L

N u m b e r o f t r u n k s a s s ig n e d to t h e t r u n k g r o u p G RO U P S IZE D A IL Y TRK G RP IN TER VA L

N u m b e r o f t r u n k s a s s ig n e d to t h e t r u n k g r o u p G RO U P S IZE H A L F H O U R TRK G RP IN TER VA L

N u m b e r o f t r u n k s a s s ig n e d to t h e t r u n k g r o u p G RO U P S IZE REALTIME TRK G RP IN TERV A L

To t a l n u m b e r o f ca lls a b a n d o n e d w h ile o n h o ld H O LD A B A N S † D A ILY SP LIT IN TER VA L

To t a l n u m b e r o f ca lls a b a n d o n e d w h ile o n h o ld H O LD A B A N S † H A LF H O U R S P L IT IN TER VA L

To t a l n u m b e r o f ca lls a b a n d o n e d w h ile o n h o ld H O LD A B A N S † RE A LTIME S P LI T IN TER VA L

To t a l t im e a b a n d o n d e d ca lls w e r e o n h o ld H O L D A B A N TIM E† D A ILY SP LIT IN TER VA L

To t a l t im e a b a n d o n d e d ca lls w e r e o n h o ld H O L D A B A N TIM E† H A LF H O U R S P L IT IN TER VA L

To t a l t im e a b a n d o n d e d ca lls w e r e o n h o ld H O L D A B A N TIM E† RE A LTIME S P LI T IN TER VA L

To t a l n u m b e r o f ca lls t h a t w e r e p la ce d o n h o ld H O LD S † D A ILY SP LIT IN TER VA L

To t a l n u m b e r o f ca lls t h a t w e r e p la ce d o n h o ld H O LD S † H A LF H O U R S P L IT IN TER VA L

To t a l n u m b e r o f ca lls t h a t w e r e p la ce d o n h o ld H O LD S † RE A LTI M E S P LI T IN TER VA L

To t a l t im e ca lls w e r e o n h o ld H O LD TIM E† D A ILY S P L IT IN TER VA L

To t a l t im e ca lls w e r e o n h o ld H O LD TIM E† H A LF H O U R S P LIT IN TERV A L

To t a l t im e ca lls w e r e o n h o ld H O LD TIM E† RE A LTIME S P LIT IN TERV A L

To t a l t im e a g e n t (s ) w e r e a v a ila b le . In clu d e s
tim e t h e a g e n t ’ s v o ice t e r m in a l w a s r in g in g .

ID LE TIME D A IL Y A G EN T IN TER VA L

To t a l t im e a g e n t (s ) w e r e a v a ila b le . In clu d e s
tim e a g e n t ’ s v o ice t e r m in a l w a s r in g in g .

ID LE TIME H A LF H O U R A G EN T IN TERV A L

To t a l t im e a g e n t (s ) w e r e a v a ila b le . O n G e n e r ic
2 w it h r in g- s t a t e e n a b le d , d o e s n o t in clu d e t im e
ca lls w e r e r in g in g a t t h e a g e n t ’ s v o ice te r m in a l.

ID LE TIME REALTIME A G EN T IN TERVAL

To t a l t im e a g e n t (s ) w e r e a v a ila b le . In clu d e s
tim e a g e n t v o ice t e r m in a ls w e r e r in g in g .

ID LE TIME D A IL Y S P LIT IN TERV A L

To t a l t im e a g e n t (s ) w e r e a v a ila b le . In clu d e s
tim e a g e n t v o ice t e r m in a ls w e r e r in g in g .

ID LE TIME H A LF H O U R SP LIT IN TERVAL

To t a l t im e a g e n t (s ) w e r e a v a ila b le . O n G e n e r ic
2 w it h r in g- s t a t e e n a b le d , d o e s n o t in clu d e t im e
ca lls w e r e r in g in g a t a g e n t v o ice t e r m in a ls .

ID LE TIME REALTIME SP LIT IN TER VA L

To t a l n u m b e r o f in co m in g ca lls IN C A LL S D A ILY TRK G RP IN TER VA L

To t a l n u m b e r o f in co m in g ca lls IN C A LL S H A LF H O U R TRK G RP IN TER VA L

To t a l n u m b e r o f in co m in g ca lls IN C A LL S RE A LTIME TRK G RP IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
† C a n b e u s e d o n ly w h e n t h e ‘ ‘ m u lt ip le ca ll h a n d lin g ’ ’ fe a t u r e is a ctiv e .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
To t a l n u m b e r o f in co m in g ca lls IN C A LL S D A ILY TRU N K IN TER VA L

To t a l n u m b e r o f in co m in g ca lls IN C A LL S H A LF H O U R TRU N K IN TER VA L

To t a l n u m b e r o f in co m in g ca lls IN C A LL S RE A LTIME TRU N K IN TERV A L

N u m b e r o f t r u n k s cu r r e n t ly o n in co m in g ca lls IN C O U N T REALTIME TRK G RP IN TERVAL

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * D A ILY D N IN TER VA L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * H A LF H O U R D N IN TERV A L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * REALTIME D N IN TERVAL

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W D A ILY S P LIT IN TER VA L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W H A LF H O U R S P LI T IN TER VA L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W RE A LTIME S P LIT IN TERV A L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * D A ILY VECTO R IN TERV A L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * H A LF H O U R VECTO R IN TERVAL

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * REALTIME VECTO R IN TER VA L

N u m b e r o f a v a ila b le a g e n t s. O n G e n e r ic 2 w it h
r in g - s t a t e e n a b le d , d o e s n o t in clu d e a ge n t s
w h o s e v o ice t e r m in a ls a r e r in g in g .

IN P O O L REALTIME S P L IT IN TER VA L

N u m b e r o f ca lls cu r r e n t ly in p r o g r e s s IN P RO G RESS * RE A LTIME D N IN TERVAL

N u m b e r o f ca lls cu r r e n t ly in p r o g r e s s IN P RO G RESS * RE A LTIME VEC TO R IN TER VA L

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L H A L F H O U R A G EN T IN TERV A L

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L* H A LF H O U R D N IN TER VA L

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L H A L F H O U R S P LIT IN TERVAL

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L H A L F H O U R TRK G RP IN TER VA L

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L H A L F H O U R TRU N K IN TERV A L

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L* H A LF H O U R VEC TO R IN TER VA L

To t a l t im e o n in co m in g ca lls IN TIM E D A ILY TRK G RP IN TER VA L

To t a l t im e o n in co m in g ca lls IN TIM E H A LF H O U R TRK G RP IN TERVAL

To t a l t im e o n in co m in g ca lls IN TIM E REALTIME TRK G RP IN TERVAL

To t a l t im e o n in co m in g ca lls IN TIM E D A ILY TRU N K IN TERV A L

To t a l t im e o n in co m in g ca lls IN TIM E H A LF H O U R TRU N K IN TER VA L

To t a l t im e o n in co m in g ca lls IN TIM E REALTIME TRU N K IN TER VA L

N u m b e r o f ca lls cu r r e n t ly in v e ct o r p r o ce s s in g IN VEC TO R* REALTIME D N IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE D A ILY A G EN T IN TERV A L

D a t e (M M / D D / Y Y ) J D A TE H A LF H O U R A G EN T IN TERVAL

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .

A 1 2 D a t a b a s e R e f e r e n c e



C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
D a t e (M M / D D / Y Y ) J D A TE* D A ILY D N IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE* H A LF H O U R D N IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE D A ILY S P LIT IN TERVAL

D a t e (M M / D D / Y Y ) J D A TE H A LF H O U R S P LIT IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE D A ILY TRK G RP IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE H A LF H O U R TRK G RP IN TERVAL

D a t e (M M / D D / Y Y ) J D A TE D A ILY TRU N K IN TERV A L

D a t e (M M / D D / Y Y ) J D A TE H A LF H O U R TRU N K IN TERVAL

D a t e (M M / D D / Y Y ) J D A TE* D A ILY VEC TO R IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE* H A LF H O U R VECTO R IN TERV A L

Th e d a t e a n a g e n t lo g g e d in / o u t (M M / D D / Y Y ) L O G D A TE REALTIME A G EN T IN TERVAL

L o g in id a s s o cia t e d w it h a n a g e n t L O G ID D A IL Y A G EN T IN TER VA L

L o g in id a s s o cia t e d w it h a n a g e n t L O G ID H A L F H O U R A G EN T IN TERV A L

L o g in id a s s o cia t e d w it h a n a g e n t L O G ID REALTIME A G EN T IN TERVAL

A g e n t p o s it io n s t a tu s fla g (L O G O U T,
L O G IN ). To e n t e r L O G M O D E v a lu e s a s
cr it e r ia fo r r e co r d se le ct io n , n u m e r ica l v a lu e s
m u s t b e u se d in lie u o f n a m e s. S e e Ta b le A - 2 2 .

L O G M O D E H A L F H O U R A G EN T IN TERV A L

A g e n t p o s it io n s t a tu s fla g (L O G O U T,
L O G IN ). To e n t e r L O G M O D E v a lu e s a s
cr it e r ia fo r r e co r d se le ct io n , n u m e r ica l v a lu e s
m u s t b e u se d in lie u o f n a m e s. S e e Ta b le A - 2 2 .

L O G M O D E REALTIME A G EN T IN TERVAL

Th e t im e a n a g e n t lo g g e d in o r o u t L O G TIM E RE A LTIME A G EN T IN TER VA L

L a r g e s t n u m b e r o f a g e n t s s t a ffe d M A X A G EN TS D A IL Y S P LIT IN TERV A L

L a r g e s t n u m b e r o f a g e n t s s t a ffe d M A X A G EN TS H A LF H O U R SP LIT IN TERVAL

L a r g e s t n u m b e r o f a g e n t s s t a ffe d M A X A G EN TS REALTIME SP LIT IN TER VA L

L a r g e s t n u m b e r o f ca lls t h a t w a it e d in q u e u e M A X C A LL SW A IT D A ILY SP LIT IN TERVAL

L a r g e s t n u m b e r o f ca lls t h a t w a it e d in q u e u e M A X C A LL SW A IT H A LF H O U R S P L IT IN TER VA L

L a r g e s t n u m b e r o f ca lls t h a t w a it e d in q u e u e M A X C A LL SW A IT REALTIME S P L IT IN TER VA L

L o n g e s t tim e a ca ll w a it e d in q u e u e M A X O LD C W D A IL Y S P LIT C A LL

L o n g e s t tim e a ca ll w a it e d in q u e u e M A X O LD C W H A L F H O U R S P LIT C A LL

L o n g e s t tim e a ca ll w a it e d in q u e u e M A X O LD C W REALTIME SP LIT C A LL

N u m b e r o f t r u n k s cu r r e n t ly m a in t e n a n ce b u s y M B U S Y C O U N T REALTIME TRK G RP IN TER VA L

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME D A ILY TRK G RP IN TER VA L

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME H A LF H O U R TRK G RP IN TERV A L

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME REALTIME TRK G RP IN TERVAL

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME D A ILY TRU N K IN TERV A L

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME H A LF H O U R TRU N K IN TERVAL

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME REALTIME TRU N K IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
Th e p h y sica l t r u n k m o d u le lo ca t io n MO D U LE D A ILY TRU N K IN TERV A L

Th e p h y sica l t r u n k m o d u le lo ca t io n MO D U LE H A LF H O U R TRU N K IN TER VA L

Th e p h y sica l t r u n k m o d u le lo ca t io n MO D U LE REALTIME TRU N K IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * D A ILY D N IN TERV A L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * H A LF H O U R D N IN TERVAL

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * RE A LTIME D N IN TERVAL

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D D A ILY TRK G RP IN TERVAL

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D H A LF H O U R TRK G RP IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D RE A LTIME TRK G RP IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D D A ILY TRU N K IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D H A LF H O U R TRU N K IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D RE A LTIME TRU N K IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * D A ILY VECTO R IN TERVAL

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * H A LF H O U R VEC TO R IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * RE A LTIME VEC TO R IN TER VA L

To t a l n u m b e r o f co m p le t e d A C W s e ss io n s N U M A C W H A LF H O U R S P L IT C A LL

To t a l n u m b e r o f co m p le t e d A C W s e ss io n s N U M A C W RE A LTI M E S P LI T C A LL

N u m b e r o f s p lit ca lls t h a t r a n g a t t h e a ge n t ’ s
v o ice t e r m in a l.

N U M RIN G * * RE A LTIME A G EN T C A LL

N u m b e r o f s p lit ca lls t h a t r a n g a t a g e n t v o ice
te r m in a ls.

N U M RIN G * * RE A LTIME S P LIT C A LL

To t a l n u m b e r o f co m p le t e d A C D ca lls N U M TA LK H A L F H O U R S P LIT C A LL

To t a l n u m b e r o f co m p le t e d A C D ca lls N U M TA LK REALTIME S P LIT C A LL

O ld e s t ca ll cu r r e n tly w a it in g in q u e u e O C W RE A LTIME S P LIT IN TERV A L

N u m b e r o f ca lls cu r r e n t ly o n h o ld O N H O LD † RE A LTI M E S P LI T IN TER VA L

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S D A ILY TRK G RP IN TERVAL

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S H A LF H O U R TRK G RP IN TER VA L

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S RE A LTIME TRK G RP IN TER VA L

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S D A ILY TRU N K IN TERVAL

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S H A LF H O U R TRU N K IN TER VA L

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S RE A LTIME TRU N K IN TER VA L

N u m b e r o f t r u n k s cu r r e n t ly o n o u t g o in g ca lls O U TC O U N T REALTIME TRK G RP IN TERV A L

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* D A ILY D N IN TER VA L

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* H A LF H O U R D N IN TER VA L

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* REALTIME D N IN TERV A L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
† C a n b e u s e d o n ly w h e n t h e ‘ ‘ m u lt ip le ca ll h a n d lin g ’ ’ fe a t u r e is a ctiv e .
* * D a t a a p p e a r s o n ly o n a G e n e r ic 2 s w it ch w it h t h e r in g - st a t e e n a b le d .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
To t a l n u m b e r o f in tr a flo w e d / in t e r flo w e d ca lls O U TFL O W D A IL Y S P LIT IN TER VA L

To t a l n u m b e r o f in tr a flo w e d / in t e r flo w e d ca lls O U TFL O W H A L F H O U R S P LIT IN TERVAL

To t a l n u m b e r o f in tr a flo w e d / in t e r flo w e d ca lls O U TFL O W REALTIME SP LIT IN TERVAL

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* D A ILY VEC TO R IN TER VA L

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* H A LF H O U R VECTO R IN TERV A L

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* REALTIME VECTO R IN TERVAL

To t a l t im e ca lls t h a t w e r e
fo r w a r d e d / in t r a flo w e d fr o m t h e s p lit w a it e d
b e fo r e t h e y w e r e fo r w a r d e d / in t r a flo w e d .

O U TFL O W TIM E REALTIME S P L IT C A LL

To t a l t im e o n o u t g o in g ca lls O U TTIM E D A IL Y TRK G RP IN TER VA L

To t a l t im e o n o u t g o in g ca lls O U TTIM E H A LF H O U R TRK G RP IN TERV A L

To t a l t im e o n o u t g o in g ca lls O U TTIM E REALTIME TRK G RP IN TERV A L

To t a l t im e o n o u t g o in g ca lls O U TTIM E D A IL Y TRU N K IN TER VA L

To t a l t im e o n o u t g o in g ca lls O U TTIM E H A LF H O U R TRU N K IN TERVAL

To t a l t im e o n o u t g o in g ca lls O U TTIM E REALTIME TRU N K IN TERVAL

To t a l n u m b e r o f t r u n k g r o u p o v e r flo w s O VER FL O W S RE A LTI M E TRK G RP IN TER VA L

To t a l n u m b e r o f p r io r it y ca lls P RIC A LL S D A IL Y S P LI T IN TER VA L

To t a l n u m b e r o f p r io r it y ca lls P RIC A LL S H A L F H O U R S P LIT IN TERVAL

To t a l n u m b e r o f p r io r it y ca lls P RIC A LL S REALTIME S P LIT IN TERVAL

P r io r it y le v e l fo r v e ct o r ca lls (LO W , M ED ,
H IG H , TO P ). To e n t e r P RIL EVE L v a lu e s a s
cr it e r ia fo r r e co r d se le ct io n , n u m e r ica l v a lu e s
m u s t b e u se d in lie u o f n a m e s. S e e Ta b le A - 2 2 .

P RIL EV EL * REALTIME TRU N K IN TERV A L

Fla g in d ica t in g ca ll is a p r io r it y ca ll (Y ES, N O ) P RIO RITY † REALTIME TRU N K IN TERV A L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY D A ILY A G EN T IN TERVAL

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY H A LF H O U R A G EN T IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY * D A ILY D N IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY * H A LF H O U R D N IN TERV A L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY D A ILY S P LIT IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY H A LF H O U R S P LI T IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY D A ILY TRK G RP IN TERVAL

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY H A LF H O U R TRK G RP IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY D A ILY TRU N K IN TERVAL

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY H A LF H O U R TRU N K IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY * D A ILY VECTO R IN TERV A L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY * H A LF H O U R VECTO R IN TERVAL

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
O n G e n e r ic 3 i, m a y a ls o in clu d e ca lls th a t s im u lta n e o u s ly q u e u e d t o m o r e t h a n o ne s p lit a n d w e r e a n sw e r e d in a n o t h e r s p lit .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
N u m b e r o f ca lls cu r r e n t ly in q u e u e Q U EC A LL S* REALTIME D N IN TER VA L

N u m b e r o f ca lls cu r r e n t ly in q u e u e Q U EC A LL S REALTIME S P LIT IN TER VA L

N u m b e r o f ca lls cu r r e n t ly in q u e u e Q U EC A LL S* REALTIME VECTO R IN TERV A L

N u m b e r o f A C D ca lls t h a t a b a n d o n e d w h ile
r in g in g a t t h e a g e n t’ s t e r m in a l.

RIN G A B A N D O N * * REALTIME A G EN T C A LL

N u m b e r o f ca lls t o th e s p lit t h a t a b a n d o n e d
w h ile r in gin g a t a n a g e n t ’ s t e r m in a l.

RIN G A B A N D O N * * REALTIME SP LIT C A LL

To t a l t im e a b a n d o n e d ca lls sp e n t r in gin g a t t h e
a g e n t ’ s t e r m in a l b e fo r e a b a n d o n in g .

RIN G A B N TIM E* * REALTIME A G EN T C A LL

To t a l t im e a b a n d o n e d ca lls sp e n t r in gin g a t a n
a g e n t ’ s t e r m in a l b e fo r e a b a n d o n in g .

RIN G A B N TIM E* * REALTIME S P LIT C A L L

N u m b e r o f A C D ca lls t h e a g e n t a n s w e r e d . RIN G A N S WER* * RE A LTIME A G EN T C A LL

N u m b e r o f A C D ca lls t h e s p lit’ s a g e n ts
a n s w e r e d .

RIN G A N S W ER* * REALTIME S P LIT C A L L

To t a l t im e A C D ca lls s p e n t r in g in g b e fo r e t h e
a g e n t a n sw e r e d .

RIN G A N S TIM E* * REALTIME A G EN T C A LL

To t a l t im e ca lls t o t h e s p lit s p e n t r in g in g b e fo r e
a n a g e n t a n s w e r e d .

RIN G A N S TIM E* * REALTIME S P LIT C A L L

Ex te n s io n a t w h ich ca ll is r in g in g . RIN G A S S O C * * REALTIME TRU N K IN TERV A L

N u m b e r o f ca lls t h a t r a n g a t t h e a g e n t ’ s v o ice
te r m in a l.

RIN G C A LL S** RE A LTIME A G EN T IN TER VA L

N u m b e r o f ca lls t o th e s p lit t h a t r a n g a t a n
a g e n t ’ s v o ice t e r m in a l.

RIN G C A LL S** RE A LTIME S P LI T IN TER VA L

N u m b e r o f a g e n t s cu r r e n t ly in t h e r in g- s t a t e . RI N G C O U N T* * RE A LTIME S P LIT C A LL

To t a l t im e t h e a g e n t s p e n t in th e r in g - st a t e . RIN G TIM E* * REALTIME A G EN T IN TER VA L

To t a l t im e t h e s p lit’ s a g e n t s sp e n t in t h e r in g -
st a t e .

RIN G TIM E* * RE A LTIME S P LIT IN TERV A L

To t a l n u m b e r o f in te r flo w e d o u t g o in g ca lls RO U TED C A LL S* D A ILY VECTO R IN TERV A L

To t a l n u m b e r o f in te r flo w e d o u t g o in g ca lls RO U TED C A LL S* H A LF H O U R VECTO R IN TER VA L

To t a l n u m b e r o f in te r flo w e d o u t g o in g ca lls RO U TED C A LL S* RE A LTIME VEC TO R IN TER VA L

To t a l t im e b e fo r e ca lls in t e r flo w e d RO U TETIME* D A ILY VECTO R IN TER VA L

To t a l t im e b e fo r e ca lls in t e r flo w e d RO U TETIME* H A LF H O U R VEC TO R IN TER VA L

To t a l t im e b e fo r e ca lls in t e r flo w e d RO U TETIME* REALTIME VEC TO R IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL D A ILY A G EN T IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL H A LF H O U R A G EN T IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
† C a n b e u s e d o n ly w h e n 3 B CM S C a ll Ve ct o r in g is n o t a ctiv e .
* * D a t a a p p e a r s o n ly o n a G e n e r ic 2 s w it ch w it h t h e r in g - st a t e e n a b le d .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL* D A ILY D N IN TERV A L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL* H A LF H O U R D N IN TERVAL

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL D A ILY S P L IT IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL H A LF H O U R S P LIT IN TERV A L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL D A ILY TRK G RP IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL H A LF H O U R TRK G RP IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL D A ILY TRU N K IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL H A LF H O U R TRU N K IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL* D A ILY VECTO R IN TERVAL

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL* H A LF H O U R VEC TO R IN TER VA L

Th e p h y sica l t r u n k s lo t lo ca tio n SLO T D A ILY TRU N K IN TERV A L

Th e p h y sica l t r u n k s lo t lo ca tio n SLO T H A LF H O U R TRU N K IN TERVAL

Th e p h y sica l t r u n k s lo t lo ca tio n SLO T REALTIME TRU N K IN TER VA L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL D A IL Y TRK G RP IN TER VA L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL H A LF H O U R TRK G RP IN TERV A L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL REALTIME TRK G RP IN TERV A L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL D A IL Y TRU N K IN TER VA L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL H A LF H O U R TRU N K IN TERV A L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL REALTIME TRU N K IN TERVAL

Sp lit n u m b e r SP LI T D A ILY A G EN T IN TERV A L

Sp lit n u m b e r SP LI T H A LF H O U R A G EN T IN TERVAL

Sp lit n u m b e r SP LI T REALTIME A G EN T IN TER VA L

Sp lit n u m b e r SP LI T D A ILY S P LIT IN TERVAL

Sp lit n u m b e r SP LI T H A LF H O U R S P LIT IN TER VA L

Sp lit n u m b e r SP LI T REALTIME S P LIT IN TER VA L

Sp lit n u m b e r SP LI T† REALTIME TRK G RP IN TERV A L

N u m b e r o f a g e n t s cu r r e n t ly st a ffe d STA FC O U N T REALTIME SP LIT IN TERVAL

To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME D A ILY A G EN T IN TERVAL

To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME H A LF H O U R A G EN T IN TER VA L

To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME RE A LTIME A G EN T IN TER VA L

To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME D A ILY S P LIT IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
† C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is n o t a ct iv e .
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME H A LF H O U R S P LI T IN TER VA L

To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME RE A LTIME S P LIT IN TERV A L

Th e d a t e th e cu r r e n t s t a t e w a s e n t e r e d
(M M / D D / Y Y )

STA TE D A TE RE A LTIME A G EN T IN TER VA L

Th e d a t e th e cu r r e n t s t a t e w a s e n t e r e d
(M M / D D / Y Y )

STA TE D A TE RE A LTIME TRU N K IN TER VA L

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 RE A LTIME A G EN T IN TER VA L
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 RE A LTIME S P LIT IN TERV A L

C a ll p r o file p a r a m e t e r - a cce p t a b le s e r v ice le v e l
(se co n d s)

SVC LVL D A ILY S P LIT IN TERVAL

C a ll p r o file p a r a m e t e r - a cce p t a b le s e r v ice le v e l
(se co n d s)

SVC LVL H A LF H O U R S P LIT IN TER VA L

C a ll p r o file p a r a m e t e r - a cce p t a b le s e r v ice le v e l
(se co n d s)

SVC LVL REALTIME S P L IT IN TER VA L

Th e t im e th e cu r r e n t s t a t e w a s e n t e r e d in
m ilit a r y tim e fo r m a t (H R:MN )

TIM EM A RK REALTIME A G EN T IN TERV A L

Th e t im e th e cu r r e n t s t a t e w a s e n t e r e d in
m ilit a r y tim e fo r m a t (H R:MN )

TIM EM A RK REALTIME TRU N K IN TERV A L

N u m b e r o f ca lls a n s w e r e d w it h in t h e se r v ice
le v e l

TRAFFIC D A ILY S P LIT C A LL

N u m b e r o f ca lls a n s w e r e d w it h in t h e se r v ice
le v e l

TRAFFIC H A LF H O U R S P LIT C A L L

N u m b e r o f ca lls a n s w e r e d w it h in t h e se r v ice
le v e l

TRAFFIC REALTIME S P LIT C A L L

Tr u n k g r o u p n u m b e r TRK G RP D A IL Y TRK G RP IN TER VA L

Tr u n k g r o u p n u m b e r TRK G RP H A L F H O U R TRK G RP IN TER VA L

Tr u n k g r o u p n u m b e r TRK G RP REALTIME TRK G RP IN TERV A L

Tr u n k g r o u p n u m b e r TRK G RP D A IL Y TRU N K IN TER VA L
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C MS D a taba se Items

T a b l e A 1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
Tr u n k g r o u p n u m b e r TRK G RP H A L F H O U R TRU N K IN TERV A L

Tr u n k g r o u p n u m b e r TRK G RP REALTIME TRU N K IN TERVAL

N u m b e r o f t r u n k s cu r r e n t ly o n ca lls TR K SIN U S E REALTIME TRK G RP IN TERV A L

In t e r n a l t r u n k n u m b e r fr o m sw it ch TR K N D X D A ILY TRU N K IN TERVAL

In t e r n a l t r u n k n u m b e r fr o m sw it ch TR K N D X H A LF H O U R TRU N K IN TER VA L

In t e r n a l t r u n k n u m b e r fr o m sw it ch TR K N D X RE A LTIME TRU N K IN TER VA L

Tr u n k a s so cia t io n w it h a n a ge n t p o s itio n TRU N K A S S O C REALTIME A G EN T IN TERVAL

Th e cu r r e n t t r u n k st a t e (Q U EU ED , C O N N ,
SIEZED , ID LE , FWRD , M B U S Y , H O LD , IN IT).
To e n t e r TSTA TE v a lu e s a s cr it e r ia fo r r e co r d
se le ct io n , n u m e r ica l v a lu e s m u s t b e u s e d in lie u
o f n a m e s . S e e Ta b le A - 2 2 .

TSTA TE REALTIME TRU N K IN TER VA L

Fla g in d ica t in g ca ll is a v e ct o r ca ll (Y E S, N O ) VE C C A L L * REALTIME TRU N K IN TERVAL

Th e d a t e th e v e ct o r ca ll s t a r t e d (M M / D D / Y Y ) VE C S TA RTD A TE* REALTIME TRU N K IN TERVAL

Tim e t h e v e ct o r ca ll s t a r t e d in m ilit a r y t im e
fo r m a t (H R:MN )

VECS TA RTTIME* REALTIME TRU N K IN TERVAL

To t a l t im e ca lls w e r e in v e ct o r p r o ce s sin g VECTIM E* D A ILY VECTO R IN TERV A L

To t a l t im e ca lls w e r e in v e ct o r p r o ce s sin g VECTIM E* H A LF H O U R VECTO R IN TER VA L

To t a l t im e ca lls w e r e in v e ct o r p r o ce s sin g VECTIM E* RE A LTIME VEC TO R IN TER VA L

Ve ct o r n u m b e r VE C TO R* D A ILY D N IN TER VA L

Ve ct o r n u m b e r VE C TO R* H A LF H O U R D N IN TERV A L

Ve ct o r n u m b e r VE C TO R* RE A LTI M E D N IN TERVAL

Ve ct o r n u m b e r VE C TO R* RE A LTI M E TRU N K IN TER VA L

Ve ct o r n u m b e r VE C TO R* D A ILY VECTO R IN TERV A L

Ve ct o r n u m b e r VE C TO R* H A LF H O U R VECTO R IN TERVAL

Ve ct o r n u m b e r VE C TO R* RE A LTI M E VECTO R IN TER VA L

C a ll p r o file p a r a m e t e r - in t e r v a l s iz e (se co n d s ) WIN D O W D A ILY S P LIT IN TERV A L

C a ll p r o file p a r a m e t e r - in t e r v a l s iz e (se co n d s ) WIN D O W H A LF H O U R SP LIT IN TER VA L

C a ll p r o file p a r a m e t e r - in t e r v a l s iz e (se co n d s ) WIN D O W REALTIME S P LIT IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
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D a t a b a s e I t e m s F o r O u t b o u n d C a l l
M a n a g e m e n t

Th e d a t a b a s e it e m s lis t e d in t h e fo ll o w in g t a b le a r e a v a ila b le o n ly if y o u r s y s t e m u se s t h e
O u t b o u n d C a ll M a n a g e m e n t fe a t u r e .

T a b l e A 2 D at ab as e Ite m s f o r O C M

CA L L / IN T E RV A L
ITE M D A T A B A S E F I L E

B A S E D
D E S CRIPT IO N

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED D A ILY TRK G RP C A L L

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED H A LF H O U R TRK G RP C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED REALTIME TRK G RP C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED D A ILY TRU N K C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED H A LF H O U R TRU N K C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED REALTIME TRU N K C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S D A ILY TRK G RP C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S H A LF H O U R TRK G RP C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S RE ALTIM E TRK G RP C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S D A ILY TRU N K C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S H A LF H O U R TRU N K C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S RE ALTIM E TRU N K C ALL

N u m b e r o f t r u n k s cu r r e n t ly o n O C M ca ll sO C M C O U N T RE ALTIM E TRK G RP C A LL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E D AILY TRK G RP C A LL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E H ALF H O U R TRK G RP C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E RE ALTIM E TRK G RP C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E D AILY TRU N K C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E H ALF H O U R TRU N K C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E RE ALTIM E TRU N K C A L L

3 B C M S C u s t o m R e p o r t s A 2 1



C a l l D a t a F i l e s a n d D a t a b a s e I t e m s C r o s s -
R e f e r e n c e

Th e t a b le s in t h is s e ct io n lis t d a t a b a s e it e m s b y d a t a b a s e a n d file . Th e t a b le s a ls o id e n t ify t h e
t y p e o f d a t a e a ch d a t a b a s e it e m co n t a in s a n d w h e t h e r t h e d a t a b a s e it e m is ca ll -b a s e d o r
in t e r v a l- b a s e d . (S e e C h a p t e r 5 fo r a n e xp la n a t io n o f t y p e s o f d a t a b a s e it e m s.)
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C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

R e a l -T i m e D a t a b a s e

T a b l e A 3 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s A g e n t F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A C D C A LL S EVE N T IN TERV A L
A C D TIM E TIM E IN TERV A L
A C W IN C A L L S EV EN T IN TERV A L
A C W IN TIM E TIM E IN TERV AL
A C W O U TC A LL S EVE N T IN TERV A L
A C W O U TTIM E TIM E IN TERV A L
A C W TIM E TIM E IN TERV A L
A S S IST S EV EN T IN TERV A L
A S TA TE S TA TU S IN TERV A L
A U X IN C A L L S EV EN T IN TERV A L
A U X IN TIM E TIM E IN TERV AL
A U X O U TC A LL S EVE N T IN TERV AL
A U X O U TTIM E TIM E IN TERV A L
A U X TIM E TIM E IN TERV A L
C M O D E S TA TU S IN TERV A L
C U M RIN G TIM E C A LL
EV EN T S TA TU S IN TERV A L
EX TC A LL ST A TU S IN TERV AL
EX TC A LL D A TE S TA TU S IN TERV A L
EX TC A LL TIM E ST A TU S IN TERV A L
EX TEN S IO N ID EN TIFIE R IN TERV A L
G RO U P ID EN TIFIE R IN TERV A L
ID LE TIM E TIM E IN TERV A L
L O G D A TE ST A TU S IN TERV A L
L O G ID ID EN TIFIE R IN TERV A L
L O G M O D E S TA TU S IN TERV A L
L O G TIM E ST A TU S IN TERV AL
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C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 3 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s A g e n t F i l e s ( Co n td )

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
N U M RIN G EV EN T C A L L
RIN G A B A N D O N EVE N T C A LL
RIN G A B N TIM E TIM E C A LL
RIN G A N S W ER EV EN T C A LL
RIN G A N S TIM E TIM E C A LL
RIN G C A LL S EVE N T IN TERV A L
RIN G TIM E TIM E IN TERV A L
SP LIT ID EN TIFIE R IN TERV AL
ST A F TIM E TIM E IN TERV A L
ST A TE D A TE S TA TU S IN TERV A L
ST RO K E1 EV EN T IN TERV AL
ST RO K E2 EV EN T IN TERV AL
ST RO K E3 EV EN T IN TERV AL
ST RO K E4 EV EN T IN TERV AL
ST RO K E5 EV EN T IN TERV AL
ST RO K E6 EV EN T IN TERV AL
ST RO K E7 EV EN T IN TERV AL
ST RO K E8 EV EN T IN TERV AL
ST RO K E9 EV EN T IN TERV AL
TIM EM A RK S TA TU S IN TERV A L
TRU N K A S SO C ID EN TIFIE R IN TERV A L
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C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 4 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s V D N F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A G TIM E TIM E C A LL
A N S D EL A Y TIM E C A L L
A N S W ERE D EVE N T C A LL
A TA G EN T ST A TU S IN TERV A L
C A RR IED EV EN T C A L L
D N EX T ID EN TIFIE R IN TERV A L
D N W A ITT IM E TIM E C A LL
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
IN P RO G RE SS S TA TU S IN TERV A L
IN VEC TO R S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U EC A LL S S TA TU S IN TERV A L
VE C TO R ID EN TIFIE R IN TERV A L
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C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 5 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s S p l i t F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L BA S E D
A B A N D O N 1 EVE N T C A L L
A B A N D O N 1 0 EVE N T C A L L
A B A N D O N 2 EVE N T C A L L
A B A N D O N 3 EVE N T C A L L
A B A N D O N 4 EVE N T C A L L
A B A N D O N 5 EVE N T C A L L
A B A N D O N 6 EVE N T C A L L
A B A N D O N 7 EVE N T C A L L
A B A N D O N 8 EVE N T C A L L
A B A N D O N 9 EVE N T C A L L
A B A N D O N S EVE N T C A L L
A B A N TIM E TIM E C A LL
A C D C A LL S EV EN T IN TERV A L
A C D C O U N T S TA TU S IN TERV AL
A C D TIM E TIM E IN TERV A L
A C W C O U N T S TA TU S IN TERV AL
A C W IN C A L L S EVE N T IN TERV A L
A C W IN C O U N T S TA TU S IN TERV A L
A C W IN TIM E TIM E IN TERV A L
A C W O U TC A LL S EV EN T IN TERV A L
A C W O U TC O U N T ST A TU S IN TERV A L
A C W O U TT IM E TIM E IN TERV AL
A C W TIM E TIM E IN TERV A L
A G EN TS S TA TU S IN TERV A L
A N S D EL A Y TIM E C A LL
A N S WERED EVE N T C A L L
A S S IST S EVE N T IN TERV A L
A U X C O U N T S TA TU S IN TERV AL
A U X IN C A LL S EVE N T IN TERVAL
A U X IN C O U N T S TA TU S IN TERV A L
A U X IN TIM E TIM E IN TERV A L
A U X O U TC A LL S EV EN T IN TERV A L
A U X O U TC O U N T ST A TU S IN TERV A L
A U X O U TT IM E TIM E IN TERV AL
A U X TIM E TIM E IN TERV A L
C A LL P RO FC H G S TA TU S IN TERV A L
C A LL S1 EVE N T C A LL
C A LL S1 0 EV EN T C A LL
C A LL S2 EVE N T C A LL
C A LL S3 EVE N T C A LL
C A LL S4 EVE N T C A LL
C A LL S5 EVE N T C A LL

A 2 6 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 5 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s S p l i t F i l e s ( Co n t d )

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L BA S E D
C A LL S6 EVE N T C A LL
C A LL S7 EVE N T C A LL
C A LL S8 EVE N T C A LL
C A LL S9 EVE N T C A LL
C U M A C W TIM E C A LL
C U M RIN G TIM E C A LL
C U M TA LK TIM E C A LL
H O LDA B A N S EVE N T C A LL
H O LDA B A N TIM E TIM E C A LL
H O LDS EVE N T C A L L
H O LDT IM E TIM E C A LL
ID LE TIM E TIM E IN TERV A L
IN FL O W EVE N T IN TERV A L
IN P O O L S TA TU S IN TERV A L
M A X AG EN TS EVE N T IN TERV AL
M A X C A LL SW A IT EVE N T IN TERV A L
M A X O LD C W TIM E C A LL
N U M A C W EV EN T C A LL
N U M RIN G EV EN T C A LL
N U M TA LK EV EN T C A LL
O C W ST A TU S IN TERV A L
O N H O LD S TA TU S IN TERV A L
O U TFL O W EV EN T IN TERV A L
P RIC A LL S EV EN T IN TERV A L
Q U EC A LL S ST A TU S IN TERV AL
RIN G A B A N D O N EV EN T C A LL
RIN G A B N TIM E TIM E C A LL
RIN G A N S WER EVE N T C A LL
RIN G A N S TIM E TIM E C A LL
RIN G C A LL S EVE N T IN TERV A L
RIN G C O U N T S TA TU S IN TERVAL
RIN G TIM E TIM E IN TERV A L
SP LIT ID EN TIFIER IN TERV A L
ST A FC O U N T S TA TU S IN TERVAL
ST A FTIM E TIM E IN TERV A L
ST RO K E1 EV EN T IN TERV A L
ST RO K E2 EV EN T IN TERV A L
ST RO K E3 EV EN T IN TERV A L
ST RO K E4 EV EN T IN TERV A L
ST RO K E5 EV EN T IN TERV A L
ST RO K E6 EV EN T IN TERV A L
ST RO K E7 EV EN T IN TERV A L
ST RO K E8 EV EN T IN TERV A L
ST RO K E9 EV EN T IN TERV A L
SVC LV L S TA TU S IN TERV A L
TRA FF IC EV EN T C A LL
WIN D O W S TA TU S IN TERV A L

3 B C M S C u s t o m R e p o r t s A 2 7



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 6 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s T r u n k G r o u p F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A LL IN U S E TIM E IN TERV A L
A LL TRK SB U S Y ST A TU S IN TERV A L
A N S W ERE D EVE N T C A LL
D N EX T ID EN TIFIE R IN TERV A L
F A ILU RES EV EN T C A L L
G RO U P S IZE S TA TU S IN TERV A L
IN C A LL S EV EN T IN TERV A L
IN C O U N T ST A TU S IN TERV AL
IN TIM E TIM E IN TERV AL
M B U SY C O U N T ST A TU S IN TERV A L
M B U SY TIM E TIM E IN TERV A L
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TC O U N T S TA TU S IN TERV A L
O U TTIM E TIM E IN TERV A L
O VER F L O W S EV EN T IN TERV A L
SO FTF A IL EV EN T C A L L
SP LIT ID EN TIFIE R IN TERV AL
TRK G RP ID EN TIFIE R IN TERV A L
TRK SIN U SE S TA TU S IN TERV A L

A 2 8 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 7 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s T r u n k F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A N S W ERE D EVE N T C A LL
A S S O C IA TIO N ST A TU S IN TERV AL
C A B IN ET ST A TU S IN TERV AL
C A LL A TA G EN T S TA TU S IN TERV A L
C A RR IER ST A TU S IN TERV AL
C IRC U IT S TA TU S IN TERV AL
D IREC TIO N S TA TU S IN TERV A L
D N C A LL S TA TU S IN TERV AL
D N EX T ID EN TIFIE R IN TERV A L
D N S TA RTD A TE S TA TU S IN TERV A L
D N S TA RTTIM E ST A TU S IN TERV A L
EQ LO C A TIO N S TA TU S IN TERV AL
F A ILU RES EV EN T C A L L
IN C A LL S EV EN T IN TERV A L
IN TIM E TIM E IN TERV AL
M B U SY TIM E TIM E IN TERV A L
M O D U LE ST A TU S IN TERV AL
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TTIM E TIM E IN TERV A L
P RIL E VE L ST A TU S IN TERV A L
P RIO RITY ST A TU S IN TERV A L
RIN G A S S O C ID EN TIFIE R IN TERV A L
SLO T S TA TU S IN TERV A L
SO FTF A IL EV EN T C A L L
ST A TE D A TE S TA TU S IN TERV A L
TIM EM A RK S TA TU S IN TERV A L
TRK G RP ID EN TIFIE R IN TERV A L
TRK N D X ID EN TIFIE R IN TERV A L
TS TA TE S TA TU S IN TERV A L
VE C C A LL ST A TU S IN TERV A L
VE C ST A RTD A TE S TA TU S IN TERV A L
VE C ST A RTTIM E S TA TU S IN TERV A L
VE C TO R ID EN TIFIE R IN TERV A L

3 B C M S C u s t o m R e p o r t s A 2 9



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 8 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s V e ct o r F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A N S B A C K EV EN T C A L L
A N S D EL A Y TIM E C A L L
A N S M A IN EV EN T C A L L
C A RR IED EV EN T C A L L
D N S ST A TU S IN TERV AL
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
IN P RO G RE SS S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U EC A LL S S TA TU S IN TERV A L
RO U TED C A LL S EVE N T C A L L
RO U TETIM E TIM E C A L L
VE C TIM E TIM E C A LL
VE C TO R ID EN TIFIE R IN TERV A L

A 3 0 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

H i s t o r i c a l D a t a b a s e

T a b l e A 9 D at ab as e Ite m s i n th e H al f - H o u r A g e n t F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L BA S E D
A C D C A LL S EV EN T IN TERV A L
A C D TIM E TIM E IN TERV A L
A C W IN C A L L S EVE N T IN TERV A L
A C W IN TIM E TIM E IN TERV A L
A C W O U TC A LL S EV EN T IN TERV A L
A C W O U TT IM E TIM E IN TERV AL
A C W TIM E TIM E IN TERV A L
A G H O U R S TA TU S IN TERV A L
A G M IN U TE S TA TU S IN TERV AL
A S S IST S EVE N T IN TERV A L
A U X IN C A LL S EVE N T IN TERV A L
A U X IN TIM E TIM E IN TERV A L
A U X O U TC A LL S EV EN T IN TERV A L
A U X O U TT IM E TIM E IN TERV AL
A U X TIM E TIM E IN TERV A L
C M O D E S TA TU S IN TERV A L
EX TEN S IO N ID EN TIFIER IN TERV A L
G RO U P ID EN TIFIER IN TERV A L
ID LE TIM E TIM E IN TERV A L
IN TERV A L ST A TU S IN TERV A L
J D A TE S TA TU S IN TERV AL
L O G ID ID EN TIFIER IN TERV A L
L O G M O D E ST A TU S IN TERV A L
Q U A L ITY S TA TU S IN TERV A L
SERIAL S TA TU S IN TERV A L
SP LIT ID EN TIFIER IN TERV A L
ST A FTIM E TIM E IN TERV A L
ST RO K E1 EV EN T IN TERV A L
ST RO K E2 EV EN T IN TERV A L
ST RO K E3 EV EN T IN TERV A L
ST RO K E4 EV EN T IN TERV A L
ST RO K E5 EV EN T IN TERV A L
ST RO K E6 EV EN T IN TERV A L
ST RO K E7 EV EN T IN TERV A L
ST RO K E8 EV EN T IN TERV A L
ST RO K E9 EV EN T IN TERV A L

3 B C M S C u s t o m R e p o r t s A 3 1



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 0 D at ab as e Ite m s i n th e H al f - H o u r V D N F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A G TIM E TIM E C A LL
A N S D EL A Y TIM E C A L L
A N S W ERE D EVE N T C A LL
C A RR IED EV EN T C A L L
D N EX T ID EN TIFIE R IN TERV A L
D N W A ITT IM E TIM E C A LL
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
IN TERV A L S TA TU S IN TERV A L
J D A TE S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
VE C TO R ID EN TIFIE R IN TERV A L

A 3 2 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 1 D at ab as e Ite m s i n th e H al f - H o u r S p l i t F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N 1 EVE N T C A LL
A B A N D O N 1 0 EV EN T C A LL
A B A N D O N 2 EVE N T C A LL
A B A N D O N 3 EVE N T C A LL
A B A N D O N 4 EVE N T C A LL
A B A N D O N 5 EVE N T C A LL
A B A N D O N 6 EVE N T C A LL
A B A N D O N 7 EVE N T C A LL
A B A N D O N 8 EVE N T C A LL
A B A N D O N 9 EVE N T C A LL
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A C D C A LL S EVE N T IN TERV A L
A C D TIM E TIM E IN TERV A L
A C W IN C A L L S EV EN T IN TERV A L
A C W IN TIM E TIM E IN TERV AL
A C W O U TC A LL S EVE N T IN TERV A L
A C W O U TTIM E TIM E IN TERV A L
A C W TIM E TIM E IN TERV A L
A N S D EL A Y TIM E C A L L
A N S W ERE D EVE N T C A LL
A S S IST S EV EN T IN TERV A L
A U X IN C A L L S EV EN T IN TERV A L
A U X IN TIM E TIM E IN TERV AL
A U X O U TC A LL S EVE N T IN TERV AL
A U X O U TTIM E TIM E IN TERV A L
A U X TIM E TIM E IN TERV A L
C A LL P RO F C H G S TA TU S IN TERV A L
C A LL S1 EV EN T C A LL
C A LL S1 0 EV EN T C A LL
C A LL S2 EV EN T C A LL
C A LL S3 EV EN T C A LL
C A LL S4 EV EN T C A LL
C A LL S5 EV EN T C A LL
C A LL S6 EV EN T C A LL
C A LL S7 EV EN T C A LL
C A LL S8 EV EN T C A LL
C A LL S9 EV EN T C A LL

3 B C M S C u s t o m R e p o r t s A 3 3



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 1 D at ab as e Ite m s i n th e H al f - H o u r S p l i t F i l e ( Co n t d )

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
C U M A C W TIM E C A LL
C U M TA LK TIM E C A LL
H O LD A B AN S EV EN T C A LL
H O LD A B AN TIM E TIM E C A L L
H O LD S EVE N T C A LL
H O LD TIM E TIM E C A L L
ID LE TIM E TIM E IN TERV A L
IN FL O W EV EN T IN TERV A L
IN TERV A L S TA TU S IN TERV A L
J D A TE S TA TU S IN TERV A L
M A X AG EN TS EV EN T IN TERV A L
M A X C A LL SW A IT EVE N T C A LL
M A X O LD C W TIM E C A LL
N U M A C W EV EN T C A L L
N U M TA LK EVE N T C A LL
O U TFL O W EVE N T IN TERV AL
P RIC A LL S EV EN T IN TERV AL
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SP LIT ID EN TIFIE R IN TERV AL
ST A F TIM E TIM E IN TERV A L
ST RO K E1 EV EN T IN TERV AL
ST RO K E2 EV EN T IN TERV AL
ST RO K E3 EV EN T IN TERV AL
ST RO K E4 EV EN T IN TERV AL
ST RO K E5 EV EN T IN TERV AL
ST RO K E6 EV EN T IN TERV AL
ST RO K E7 EV EN T IN TERV AL
ST RO K E8 EV EN T IN TERV AL
ST RO K E9 EV EN T IN TERV AL
SVC L VL S TA TU S IN TERV AL
TRA F F IC EV EN T IN TERV A L
W IN D O W ST A TU S IN TERV AL

A 3 4 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 2 D at ab as e Ite m s i n th e H al f - H o u r T r u n k G r o u p F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A LL IN U S E TIM E IN TERV A L
A N S W ERE D EVE N T C A LL
F A ILU RES EV EN T C A L L
G RO U P S IZE S TA TU S IN TERV A L
IN C A LL S EV EN T IN TERV A L
IN TERV A L S TA TU S IN TERV A L
IN TIM E TIM E IN TERV AL
J D A TE S TA TU S IN TERV A L
M B U SY TIM E TIM E IN TERV A L
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TTIM E TIM E IN TERV A L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SO FTF A IL EV EN T C A L L
TRK G RP ID EN TIFIE R IN TERV A L

3 B C M S C u s t o m R e p o r t s A 3 5



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 3 D at ab as e Ite m s i n th e H al f - H o u r T r u n k F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A N S W ERE D EVE N T C A LL
C A B IN ET ST A TU S IN TERV AL
C A RR IER ST A TU S IN TERV AL
C IRC U IT S TA TU S IN TERV AL
F A ILU RES EV EN T C A L L
IN C A LL S EV EN T IN TERV A L
IN TERV A L S TA TU S IN TERV A L
IN TIM E TIM E IN TERV AL
J D A TE S TA TU S IN TERV A L
M B U SY TIM E TIM E IN TERV A L
M O D U LE ST A TU S IN TERV AL
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TTIM E TIM E IN TERV A L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SLO T S TA TU S IN TERV A L
SO FTF A IL EV EN T C A L L
TRK G RP ID EN TIFIE R IN TERV A L
TRK N D X ID EN TIFIE R IN TERV A L

A 3 6 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 4 D at ab as e Ite m s i n th e H al f - H o u r V e ct o r F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A N S B A C K EV EN T C A L L
A N S D EL A Y TIM E C A L L
A N S M A IN EV EN T C A L L
C A RR IED EV EN T C A L L
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
IN TERV A L S TA TU S IN TERV A L
J D A TE S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U A L ITY ST A TU S IN TERV AL
RO U TED C A LL S EVE N T C A L L
RO U TETIM E TIM E C A L L
SERIAL S TA TU S IN TERV A L
VE C TIM E TIM E C A LL
VE C TO R ID EN TIFIE R IN TERV A L

3 B C M S C u s t o m R e p o r t s A 3 7



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 5 D at ab as e Ite m s i n th e D ai l y A g e n t F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A C D C A LL S EVE N T IN TERV A L
A C D TIM E TIM E IN TERV A L
A C W IN C A L L S EV EN T IN TERV A L
A C W IN TIM E TIM E IN TERV AL
A C W O U TC A LL S EVE N T IN TERV A L
A C W O U TTIM E TIM E IN TERV A L
A C W TIM E TIM E IN TERV A L
A S S IST S EV EN T IN TERV A L
A U X IN C A L L S EV EN T IN TERV A L
A U X IN TIM E TIM E IN TERV AL
A U X O U TC A LL S EVE N T IN TERV AL
A U X O U TTIM E TIM E IN TERV A L
A U X TIM E TIM E IN TERV A L
EX TEN S IO N ID EN TIFIE R IN TERV A L
G RO U P ID EN TIFIE R IN TERV A L
ID LE TIM E TIM E IN TERV A L
J D A TE S TA TU S IN TERV A L
L O G ID ID EN TIFIE R IN TERV A L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SP LIT ID EN TIFIE R IN TERV AL
ST A F TIM E TIM E IN TERV A L
ST RO K E1 EV EN T IN TERV AL
ST RO K E2 EV EN T IN TERV AL
ST RO K E3 EV EN T IN TERV AL
ST RO K E4 EV EN T IN TERV AL
ST RO K E5 EV EN T IN TERV AL
ST RO K E6 EV EN T IN TERV AL
ST RO K E7 EV EN T IN TERV AL
ST RO K E8 EV EN T IN TERV AL
ST RO K E9 EV EN T IN TERV AL

A 3 8 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 6 D at ab as e Ite m s i n th e D ai l y V D N F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A G TIM E TIM E C A LL
A N S D EL A Y TIM E C A L L
A N S W ERE D EVE N T C A LL
C A RR IED EV EN T C A L L
D N EX T ID EN TIFIE R IN TERV A L
D N W A ITT IM E TIM E C A LL
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
J D A TE S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
VE C TO R ID EN TIFIE R IN TERV A L

3 B C M S C u s t o m R e p o r t s A 3 9



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 7 D at ab as e Ite m s i n th e D ai l y S p l i t F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N 1 EVE N T C A LL
A B A N D O N 1 0 EV EN T C A LL
A B A N D O N 2 EVE N T C A LL
A B A N D O N 3 EVE N T C A LL
A B A N D O N 4 EVE N T C A LL
A B A N D O N 5 EVE N T C A LL
A B A N D O N 6 EVE N T C A LL
A B A N D O N 7 EVE N T C A LL
A B A N D O N 8 EVE N T C A LL
A B A N D O N 9 EVE N T C A LL
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A C D C A LL S EVE N T IN TERV A L
A C D TIM E TIM E IN TERV A L
A C W IN C A L L S EV EN T IN TERV A L
A C W IN TIM E TIM E IN TERV AL
A C W O U TC A LL S EVE N T IN TERV A L
A C W O U TTIM E TIM E IN TERV A L
A C W TIM E TIM E IN TERV A L
A N S D EL A Y TIM E C A L L
A N S W ERE D EVE N T C A LL
A S S IST S EV EN T IN TERV A L
A U X IN C A L L S EV EN T IN TERV A L
A U X IN TIM E TIM E IN TERV AL
A U X O U TC A LL S EVE N T IN TERV AL
A U X O U TTIM E TIM E IN TERV A L
A U X TIM E TIM E IN TERV A L
C A LL P RO F C H G S TA TU S IN TERV A L
C A LL S1 EV EN T C A LL
C A LL S1 0 EV EN T C A LL
C A LL S2 EV EN T C A LL
C A LL S3 EV EN T C A LL
C A LL S4 EV EN T C A LL
C A LL S5 EV EN T C A LL
C A LL S6 EV EN T C A LL
C A LL S7 EV EN T C A LL
C A LL S8 EV EN T C A LL
C A LL S9 EV EN T C A LL

A 4 0 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 7 D at ab as e Ite m s i n th e D ai l y S p l i t F i l e ( Co n td )

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
H O LD A B AN S EV EN T C A LL
H O LD A B AN TIM E TIM E C A L L
H O LD S EVE N T C A LL
H O LD TIM E TIM E C A L L
ID LE TIM E TIM E IN TERV A L
IN FL O W EV EN T IN TERV A L
J D A TE S TA TU S IN TERV A L
M A X AG EN TS EV EN T IN TERV A L
M A X C A LL SW A IT EVE N T IN TERV A L
M A X O LD C W TIM E C A LL
O U TFL O W EVE N T IN TERV AL
P RIC A LL S EV EN T IN TERV AL
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SP LIT ID EN TIFIE R IN TERV AL
ST A F TIM E TIM E IN TERV A L
ST RO K E1 EV EN T IN TERV AL
ST RO K E2 EV EN T IN TERV AL
ST RO K E3 EV EN T IN TERV AL
ST RO K E4 EV EN T IN TERV AL
ST RO K E5 EV EN T IN TERV AL
ST RO K E6 EV EN T IN TERV AL
ST RO K E7 EV EN T IN TERV AL
ST RO K E8 EV EN T IN TERV AL
ST RO K E9 EV EN T IN TERV AL
SVC L VL S TA TU S IN TERV AL
TRA F F IC EV EN T IN TERV A L
W IN D O W ST A TU S IN TERV AL
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C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 8 D at ab as e Ite m s i n th e D ai l y T r u n k G r o u p F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A LL IN U S E TIM E IN TERV A L
A N S W ERE D EVE N T C A LL
B A B AN D O N S EV EN T C A LL
B A LL IN U SE TIM E IN TERV AL
B F A IL U RE S EVE N T C A LL
B H A N D LE D IN EV EN T IN TERV A L
B IN C A LL S EVE N T IN TERV AL
B IN TIM E TIM E IN TERV A L
B M B U S Y TIM E TIM E IN TERV A L
B N O N A C D EVE N T C A LL
B O U TC A LL S EV EN T IN TERV A L
B O U TTIM E TIM E IN TERV A L
B SO F TFAILS EV EN T C A LL
B U S Y H O U R S TA TU S IN TERV A L
F A ILU RES EV EN T C A L L
G RO U P S IZE S TA TU S IN TERV A L
IN C A LL S EV EN T IN TERV A L
IN TIM E TIM E IN TERV AL
J D A TE S TA TU S IN TERV A L
M B U SY TIM E TIM E IN TERV A L
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TTIM E TIM E IN TERV A L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SO FTF A IL EV EN T C A L L
TRK G RP ID EN TIFIE R IN TERV A L

A 4 2 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 1 9 D at ab as e Ite m s i n th e D ai l y T r u n k F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A N S W ERE D EVE N T C A LL
C A B IN ET ST A TU S IN TERV AL
C A RR IER ST A TU S IN TERV AL
C IRC U IT S TA TU S IN TERV AL
F A ILU RES EV EN T C A L L
IN C A LL S EV EN T IN TERV A L
IN TIM E TIM E IN TERV AL
J D A TE S TA TU S IN TERV A L
M B U SY TIM E TIM E IN TERV A L
M O D U LE ST A TU S IN TERV AL
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TTIM E TIM E IN TERV A L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SLO T S TA TU S IN TERV A L
SO FTF A IL EV EN T C A L L
TRK G RP ID EN TIFIE R IN TERV A L
TRK N D X ID EN TIFIE R IN TERV A L

3 B C M S C u s t o m R e p o r t s A 4 3



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e A 2 0 D at ab as e Ite m s i n th e D ai l y V e ct o r F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A N S B A C K EV EN T C A L L
A N S D EL A Y TIM E C A L L
A N S M A IN EV EN T C A L L
C A RR IED EV EN T C A L L
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
J D A TE S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U A L ITY ST A TU S IN TERV AL
RO U TED C A LL S EVE N T C A L L
RO U TETIM E TIM E C A L L
SERIAL S TA TU S IN TERV A L
VE C TIM E TIM E C A LL
VE C TO R ID EN TIFIE R IN TERV A L

A 4 4 D a t a b a s e R e f e r e n c e



C M S C a l c u l a t i o n s a n d F o r m u l a s
Th e fo llo w in g t a b le lis t s e v e r y s t a n d a r d ca lcu la t io n a n d t h e a s s o cia t e d fo r m u la u s e d by C M S.
D o n o t ch a n g e o r d e le t e s t a n d a r d ca lcu la t io n s b e ca u s e y o u m a y in v a lid a t e C M S re p o r t s .
St a n d a r d ca lcu la t io n s a r e w r it t e n in a ll ca p it a l le t t e r s . Th e r e fo r e , if y o u d e cid e t o cr ea t e o t h e r
ca lcu la t io n s fo r u s e in cu s t o m r e p o r t s , id e n t ify t h e m w it h n a m e s in lo w e r - ca s e le tt e r s s o y o u ca n
d iffe r e n t ia t e y o u r ca lcu la t io n s fr o m s t a n d a r d ca lcu la t io n s .

T a b l e A 2 1 Ca l cu l at i o n an d F o r m u l a C r o s s - Re f e r e n ce

CA L CU L A T IO N FO RM U L A D E S C RIPT IO N

A C W O U TC O U N T+ A U X O U TC O U N T N u m b e r o f a ge n t s o n o u t g o in g ca lls A G EN T C A L L O U T

A U X TIME- A U X O U TTIM E- A U X IN TIM E Tim e in a u xilia r y w o r k A U X W O RK TIM E

A B A N TIM E/ A B A N D O N S A v e r a ge a b a n d o n t im e A VG A B A N D O N TIM E

SU M (A B A N TIM E)/ S U M (A B A N D O N S ) A v e r a g e a b a n d o n t im e s u m m a r y A VG A B A N D O N TIM E SU M

A C D TIM E/ A C D C A LL S A v e r a g e ta lk t im e fo r A C D ca lls A VG A C D TA LK TIM E

C U M TA LK / N U M TA LK A v e r a g e ta lk t im e fo r co m p le t e d A C D ca lls A VG A C D TA LK TIM E H H

SU M (A C D TIM E) / S U M (A C D C A L L S) A v e r a g e t a lk t im e fo r A C D ca lls s u m m a r y A VG A C D TA LK TIM S U M

SU M (C U M TA LK )/ S U M (N U M TA LK ) A v e r a g e t a lk t im e fo r co m p le t e d A C D ca lls
su m m a r y

A VG A C D TT H H S U M

(A C W TIM E- A C WO U TTIM E- A C W IN TIM E)
/ A C D C A LL S

A v e r a g e a ft e r ca ll w o r k t im e A VG A C W TIM E

SU M (A C W TIM E-A C W O U TTIM E- A C W IN TIM E)
/ S U M (A C D C A L L S)

A v e r a g e a ft e r ca ll w o r k t im e s u m m a r y A VG A C W TIM E S U M

A N S D EL A Y / A N S W ERE D A v e r a ge s p e e d o f a n s w e r AVG A N S W ER S P EED

SU M (A N S D EL AY )/ S U M (A N S WERED ) A v e r a g e sp e e d o f a n s w e r s u m m a r y A VG A N S WER S P EE D S U M

C U M A C W / N U M A C W A v e r a g e t im e s p e n t in co m p le te d a ft e r ca ll
w o r k s e s sio n s

A VG C O M P A C W TIM E

C U M TA LK / N U M TA LK A v e r a g e o f t im e o n co m p le t e d A C D ca lls A VG C O M TA LK TIM E

IN TIM E/ IN C A LL S A v e r a g e t r u n k u s a g e t im e o n in co m in g ca lls A VG H O LD TIM E IN

SU M (IN TIM E)/ SU M (IN C A LL S) A v e r a g e tr u n k u s a ge t im e o n in co m in g ca lls
su m m a r y

A VG H O LD TIM E IN S U M

O U TTIM E/ O U TC A LL S A v e r a g e t r u n k u s a ge t im e o n o u t g o in g ca lls A VG H O LD TIM E O U T

SU M (O U TTIM E) / S U M (O U TC A L L S) A v e r a g e t r u n k u s a g e t im e o n o u tg o in g ca lls
su m m a r y

A VG H O LD TIM O U T S U M
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C MS C a l c ula ti ons a nd F or mu l a s

T a b l e A 2 1 Ca l cu l at i o n an d F o r m u l a C r o s s - Re f e r e n ce ( Co n t d )

CA L CU L A T IO N FO RM U L A D E S C RIPT IO N
(A B A N TIM E- RIN G A B N TIM E)/ (A B A N D O N S -
RIN G A B A N D O N )

A v e r a g e tim e ca lls w a it e d in a s p lit
q u e u e b e fo r e r in g in g a n a g e n t ’ s v o ice
te r m in a l.

A VG H U N TA B N TIM E*

(A N S D EL A Y / A N S W ERE D )-
(RIN G A N S TIM E/ RIN G A N S W ER )

A v e r a g e tim e ca lls w a it e d in a s p lit
q u e u e b e fo r e a n a g e n t a n s w e r e d .

A VG H U N TA N S TIM E*

RIN G TIM E/ RIN G C A LL S A v e r a g e t im e a g e n t s s p e n t in t h e
r in g - s t a t e p e r ca ll r in g in g t h e a g e n t
v o ice t e r m in a ls (in t e r v a l- b a s e d ).

A VG IN IT RIN G TIM E*

RIN G A B N TIM E/ RIN G A B A N D O N A v e r a ge r in g t im e fo r ca lls t h a t
a b a n d o n e d w h ile r in g in g a t th e
a g e n t ’ s v o ice t e r m in a l.

A VG RIN G A B N TIM E*

RIN G A N S TIM E/ RIN G A N S W ER A v e r a g e r in g t im e fo r A C D ca lls t h a t
r a n g a t t h e a g e n t ’ s v o ice t e r m in a l.

A VG RIN G A N S TIM E*

(A C W IN TIM E+ A U X IN TIM E)/ (A C W IN C A LL S+
A U X IN C A LL S)

A v e r a g e ta lk t im e o n A C W a n d A U X
w o r k in co m in g ca lls

A VG TA LK TIM E IN

SU M (A C W IN TIM E+ A U X IN TIM E)/ S U M
(A C W IN C A LL S+ A U X IN C A LL S)

A v e r a g e ta lk t im e o n A C W a n d A U X
w o r k in co m in g ca lls s u m m a r y

A VG TA LK TIM E IN S U M

(A C W O U TTIM E+ A U X O U TTIM E) /
(A C W O U TC A LL S+ A U X O U TC A LL S)

A v e r a g e ta lk t im e o n A C W a n d A U X
w o r k o u t go in g ca lls

A VG TA LK TIM E O U T

SU M (A C W O U TTIM E+ A U X O U TTIM E)/ SU M
(A C W O U TC A LL S+ A U X O U TC A LL S)

A v e r a g e ta lk t im e o n A C W a n d A U X
w o r k o u t go in g ca lls s u m m a r y

A VG TA LK TIM O U T S U M

C U M RIN G / N U M RIN G A v e r a g e t im e a g e n t s s p e n t in th e
r in g - s t a t e p e r ca ll r in g in g a ge n t v o ice
te r m in a ls (ca ll- b a se d ).

A VG TER M RIN G TIM E*

(A C D TIM E+ A C WTIM E-A C W O U TTIM E-
A C W IN TIM E)/ A C D C A L L S

A v e r a g e w o r k t im e A VG WO RK TIM E

SU M (A C D TIM E+ A C W TIM E- A C W O U TTIM E-
A C W IN TIM E)/ SU M (A C D C A LL S)

A v e r a g e w o r k t im e s u m m a r y A VG WO RK TIM E S U M

A N S W ER ED + A B A N D O N S + O U TFL O W To t a l ca lls o ffe r e d to a s p lit CA LL S O FF ER ED

D N W A ITTIM E+ A G TIM E To t a l VD N ca ll t im e D N TIM E

A C W IN C A LL S+ A U X IN C A LL S N u m b e r o f in co m in g e xte n s io n ca lls E X T C A L L IN

STA FTIME/ 1 8 0 0 A v e r a g e n u m b e r o f a g e n t p o s it io n s
st a ffe d d u r in g h a lf h o u r

FU LL TIME A G EN T

1 8 0 0 * (AC D C A L L S/ S TA FTIME) A v e r a g e n u m b e r o f ca lls h a n d le d b y
st a ffe d a ge n t s d u r in g h a lf h o u r

FU LL A G N U M C A LL

STA FTIME/ 3 6 0 0 S t a ffe d tim e (in h o u r s ) H R STA FF TIM E

* D a t a a p p e a r s o n ly o n a G e n e r ic 2 s w itch w it h r in g - s t a t e e n a b le d .
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C MS C a l c ula ti ons a nd F or mu l a s

T a b l e A 2 1 Ca l cu l at i o n an d F o r m u l a C r o s s - Re f e r e n ce ( Co n t d )

CA L CU L A T IO N FO RM U L A D E S C RIPT IO N
A B A N D O N S - RIN G A B AN D O N To t a l n u m b e r o f ca lls t h a t a b a n d o n e d

w h ile in t h e s p lit q u e u e (b e f o re r in g in g
a n a g e n t v o ice t e r m in a l).

H U N TA B A N D O N *

A N S D EL A Y - RIN G A N S TIM E To ta l t im e a n s w e r e d A C D ca lls w a it e d
in t h e s p lit q u e u e b e fo r e r in gin g a n
a g e n t ’ s v o ice t e r m in a l.

H U N TA N S TIM E*

IN TIM E/ 1 0 0 In co m in g C C S IN C O M IN G C C S

STA FTIME/ 6 0 S ta ffe d t im e (in m in u t e s ) M IN S TA FF TIM E

A C D C A LL S/ M A X A G EN TS N u m b e r o f in co m in g ca lls N U M C A LL IN

1 8 0 0 * ((AU X O U TC A LL S+ A C W O U TC A L L S)/
(STA FTIME- A U X TIM E) )

A v e r a g e n u m b e r o f o u t g o in g ca lls m a d e
b y s t a ffe d a g e n t s

N U M C A LL O U T1

A C W O U TC A LL S+ A U X O U TC A L L S N u m b e r o f o u tg o in g ca lls N U M C A LL O U T2

O U TTIM E/ 1 0 0 O u t g o in g C C S O U TG O IN G C C S

1 0 0 * ((A C D TIM E+ A C W TIM E)/ S TA FTIME) P e r ce n t o f t im e o n A C D ca ll a n d in
A C W

P ERCEN T A C D TIM E

1 0 0 * (SU M (A C D TIM E+ A C W TIM E)/
SU M (S TA FTIM E) )

P e r ce n t o f t im e o n A C D a n d in A C W
su m m a r y

P ERCEN T A C D TIM E S U M

1 0 0 * (A U X TIM E/ S TA FTIME) P e r ce n t o f s t a ffe d t im e s p e n t in
a u xilia r y w o r k

P ERCEN T A U X WO RK

1 0 0 * (SU M (A U X TIM E)/ SU M (S TA FTIM E) ) P e r ce n t o f s t a ffe d t im e s p e n t in
a u xilia r y w o r k s u m m a r y

P ERCEN T A U X WO RK S U M

A LL IN U S E/ 1 8 P e r ce n t o f t im e a ll t r u n k s in t r u n k
gr o u p a r e b u s y

P ERCEN T B U S Y A LL

SU M (A L L IN U S E) / S U M (1 8 ) P e r ce n t o f t im e a ll t r u n k s in t r u n k
gr o u p a r e b u s y s u m m a r y

P ERCEN T B U S Y A LL S U M

1 0 0 * (A B A N D O N S / (A N SW ERE D + A B A N D O N S +
O U TFL O W ))

P e r ce n t o f ca lls a b a n d o n e d P ERCEN T C A LL A B A N

* D a t a a p p e a r s o n ly o n a G e n e r ic 2 s w itch w it h r in g - s t a t e e n a b le d .
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C MS C a l c ula ti ons a nd F or mu l a s

T a b l e A 2 1 Ca l cu l at i o n an d F o r m u l a C r o s s - Re f e r e n ce ( Co n t d )

CA L CU L A T IO N FO RM U L A D E S C RIPT IO N
1 0 0 * (A C D C A LL S/ (A C D C A LL S+ A B A N D O N S )) P e r ce n t o f ca lls a n s w e r e d P ER C EN T C A LL A N S

1 0 0 * (SU M (A C D C A LL S)/ S U M (A C D C A L L S+
A B A N D O N S ))

P e r ce n t o f ca lls a n sw e r e d s u m m a r y P ERCEN T C A LL A N S S U M

M B U S Y TIM E/ (1 8 * G RO U P S IZE) P e r ce n t o f t im e t r u n k s w e r e
m a in t e n a n ce b u s y

P ERCEN T M A IN T TIM

SU M (M B U S Y TIME)/ S U M (1 8 * G RO U P S IZE) P e r ce n t o f t im e t r u n k s w e r e
m a in t e n a n ce b u s y s u m m a r y

P ERCEN T M A IN T TM S U M

1 0 0 * (TR A FFIC/ (A N S W ER ED + A B A N D O N S +
O U TFL O W ))

P e r ce n t o f ca lls a n sw e r e d w ith in s e r v ice
le v e l

P ERCEN T S ERV LE VL

1 0 0 * ((A C D TIM E+ A C W TIM E- A C W IN TIM E-
A C W O U TTIM E) / S TA FTIME)

P e r ce n t o f t im e o n A C D a n d in A C W
e xclu d in g A C W ca lls

P ERCEN T S TA FF IN

1 0 0 * ((A C W O U TTIM E+ A U X O U TTIM E)/
STA FTIME)

P e r ce n t o f t im e o n o u t g o in g e xte n s io n
ca lls

P ERCEN T S TA FF O U T

STA FTIME S t a ffe d t im e (in s e co n d s) SEC S TA FF TIM E

IN TIM E+ O U TTIM E To t a l t im e t r u n k is in u s e TRK B U S Y

SU M (A N S D EL AY )/ S U M (A N S M A IN +
A N S B A C K )

Ve ct o r a v e r a g e s p e e d o f a n s w e r
su m m a r y

V A VG A N S S P EE D S U M

A 4 8 D a t a b a s e R e f e r e n c e



C r i t e r i a S t a t e m e n t V a l u e s f o r C M S S t a t e
N a m e s

Th e fo llo w in g t a b le lis t s s t a t u s d a t a b a s e it e m s t h a t g e n e r a t e s t a t e n a m e s in r ep o r t s . If, in a
cu s t o m r e p o r t , y o u w a n t t o s e le ct d a t a fr o m r e co r d s b a s e d o n a p a r t icu la r s t a te , y o u m u s t e n t e r
a n u m e r ica l v a lu e fo r t h e s t a t e , n o t t h e n a m e . Th e fo ll o w in g t a b le lis t s t h e n u m e r ica l v a lu e s
t h a t co in cid e w it h s t a t e n a m e s .

T a b l e A 2 2 S t at e N am e s an d Cri t e r i a S t at e m e n t V al u e s C r o s s - Re f e r e n ce

S t at u s D at ab as e S t at e N u m e ri ca l V al u e s
Ite m s N am e s F o r Cri t e r i a
AS TA TE U N STA F 0

AVA IL 1
AC D 2
AC W 3
AU X 4
AC W O (A CW out go in g ca ll) 5
AC W I (A CW i n co m i n g ca ll) 6
AU X O (A U X ou t go in g ca ll) 7
AU X I (A U X i n co m i n g ca ll) 8
RIN G 1 8

TST A TE ID LE 0
SEIZED 1
Q U EU ED 2
C O N N 3
AB AN 4
F W RD 5
M B U SY 6
H O LD 1 5

EX TC ALL (n o n e ) 0
AC W O U T 1
AC W IN 2
AU X O U T 3
AU X IN 4

D IRECT IO N O U T 0
IN 1

L O G M O D E U N ST A F 0
L O G IN 1

EV EN T (n o n e ) 0
M C T 1
AS SIS T 2

P RIL EV EL LO W 0
M ED 1
H IG H 2
TO P 3

3 B C M S C u s t o m R e p o r t s A 4 9



C r i t eri a S tate me n t V a l u e s f or CMS S tate N a me s

N O T E S

A 5 0 D a t a b a s e R e f e r e n c e



I n t r o d u c t i o n t o S t a n d a r d R e p o r t s
D e s c r i p t i o n s

Ea ch s t a n d a r d r e p o r t d e s cr ip t io n in t h is a p p e n d ix co n t a in s :

A r e p r o d u ct io n o f t h e r e p o r t ’ s o u t p u t w it h s a m p le d a t a

A t a b le d e s cr ib in g e a ch r e p o r t i t e m (e a ch p ie ce o f o u t p u t d a t a in t h e r e p o r t ),
in clu d in g :

— A d e fin it io n o f e a ch it e m
— Th e u n it s t h e o u t p u t v a lu e s r e p r e s e n t (fo r e xa m p le , ca ll s , s e co n d s ,

p e r ce n t )
— Th e d a t a b a s e it e m o r ca lcu la t io n fo r t h e r e p o r t it e m .
— Th e fo r m u la fo r e a ch ca lcu la t io n a s d e fin e d in t h e D ict io n a r y .

D a t a b a s e it e m s , fo r m u la s , a n d ca lcu la t io n s a r e p r e s e n t e d in t h e r e p o r t d es cr ip t io n s fo r q u ick
r e fe r e n ce s h o u ld y o u d e cid e t o cr e a t e cu s t o m r e p o r t s .

N O T E So m e r e a l- t im e r e p o r t s co n t a in a v e r a g e s a n d t o t a ls . Th e s e a r e fo r cu r r e n t h a lf- h ou r
in t e r v a ls , a n d a r e r e s e t t o z e r o a t t h e b e g in n in g o f e a ch 3 B co m p u t e r clo ck h a lf- ho u r .

N O T E F o r a ll f o r m u l as (a v e r a g e s a n d p e r ce n t a g e s ) t h a t co n t a in d iv is io n o p e r a t o r s , t h e
fo r m u la fo r t h e s u m m a r y lin e it e m is o f t h e fo r m S U M (n u m e r a t o r ) / S U M
(d e n o m in a t o r ). O t h e r s u m m a r y lin e it e m s t a k e t h e fo r m S U M (it e m ).
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S t a n d a r d R e a l -T i m e R e p o r t s D e s c r i p t i o n s

S p l i t S t a t u s R e p o r t

File s U s e d / C U R R E N T / S P L I T , / C U R R E N T / T R K G R P

If v e ct o r in g a ct iv e , d o e s n o t u s e / C U RR EN T/ TRK G RP file .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SP L I T S TA T U S

SP L I T : 1 T R U N K G RO U P S T A TU S
TR U N K G RO U P N O . BU S Y T O T AL N O .

NU M B E R OF C A L L S WA I T I N G 5
OL D E S T CA L L W A I TI N G 6 2 1 12 1 2
AV E R A G E S P E E D O F A N S W E R 5. 0 1 2 2 6 6

23 1 1
NU M B E R OF A B A N D ON E D C A L LS 6 0 2 4 33 3 4
AV E R A G E T I M E T O AB A N D O N 11 . 0 0 2 7 4 4

NU M B E R OF A C D C A LL S 3 4 9
AV E R A G E A C D T A L K T I M E 2 6 .1 2
AV E R A G E A F T E R C AL L W O R K TI M E 1 1 .0 2

NU M B E R OF O U T G O IN G C A L L S 1
AV E R A G E O U T G O I NG T A L K TI M E 8 9 . 93

NU M B E R AG E N T S S TA F F E D 2 0 N U M B E R O F A G E N TS A V A I L AB L E 0
NU M B E R ON A C D C A LL S 1 7 N U MB E R I N AF T E R C A LL W O R K 3
NU M B E R IN A U X W O RK 0 N U M B ER O N O U TG O I N G C AL L S 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

SC R E E N PA R A M S
PR I N T EX I T RE PO R T UP DA T E

F i g u r e B 1 S p l i t S t at u s Re al - T i m e Re p o r t

N O T E Th e S p lit S t a t u s r e p o r t m a y m o m e n t a r ily s h o w a ca ll w a it in g w it h a g e n t s a v aila b le if
t h e r e p o r t u p d a t e s w h ile t h e ca ll is s t ill r in g in g a t a n a g e n t ’ s t e r m in a l.

H o w e v e r , if y o u r s w it ch is a G e n e r ic 2 w it h r in g - s t a t e e n a b le d , t h e ‘ ‘ N u m b e r o f
A g e n t s A v a ila b le ’ ’ it e m d o e s n o t in clu d e a g e n t s w h o s e v o ice t e r m in a ls a r e r in g in g .
Th a t is , a n a g e n t w h o s e v o ice t e r m in a l is r in g in g is n o t co u n t e d a s a v a ila b le .
C o n v e r s e ly , t h e ‘ ‘ N u m b e r o f C a lls W a it in g ’ ’ it e m d o e s in clu d e ca ll s t h a t a r e r in g in g .

If y o u w a n t t o cu s t o m iz e t h is r e p o r t t o s h o w t h e n u m b e r o f ca ll s r in g in g (w h ich a ls o
r e p r e s e n t s a g e n t s w it h ca lls r in g in g ) o r a d d it io n a l r in g - s t a t e d a t a , s e e ‘ ‘ Rin g S t a t e
Re p o r t s ’ ’ in t h is a p p e n d ix fo r a lis t o f r in g - s t a t e d a t a b a s e it e m s a n d ca lcu la t io n s .

B 2 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

T a b l e B 1 Ite m Re f e r e n ce f o r t h e S p l i t S t at u s Re al - T i m e Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
SP LIT S p lit n u m b e r o r s y n o n y m . S Y N (S P LIT )

N u m b e r o f ca lls in th is s p lit ’ s
q u e u e .

N U M B E R O F C A LL S W A ITIN G C a lls Q U ECA LL S

Tim e t h e fir s t ca ll in q u e u e h a s
b e e n w a itin g .

O LD EST C A LL WA ITIN G S e co n d s O C W

A v e r a g e tim e t o a n s w e r a ll ca lls
th a t h a v e b e e n a n s w e r e d in t h e
cu r r e n t h a lf- h o u r .

A VG A N S W ER SP EED
A N S D E L A Y / A N S W E R E D

A VERAG E S P EE D O F A N S W ER Se co n d s

N U M B E R O F A B A N D O N ED C A L L S N u m b e r o f q u e u e d ca lls in w h ich
th e ca lle r h a n g s u p b e fo r e b e in g
a n s w e r e d d u r in g t h e cu r r e n t
h a lf- h o u r .

C a lls A B A N D O N S

Th e a v e r a g e t im e a ca lle r w h o
h u n g u p w it h o u t r e ce iv in g a n
a n s w e r w a it e d b e fo r e d o in g s o .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

A VERAG E TIM E TO A B AN D O N Se co n d s

A C D ca lls a n s w e r e d b y t h is sp lit ’ s
a g e n t s d u r in g t h is h a lf h o u r .
(Th is it e m a ls o co n t a in s
in t r a flo w e d / in t e r flo w e d ca lls
a n s w e r e d in t h is s p lit .)

N U M B E R O F A C D C A LL S C a lls A C D C A LL S

A v e r a g e le n g t h o f A C D ca lls
h a n d le d b y t h is s p lit’ s a g e n t s in
th e cu r r e n t h a lf- h o u r .

A VG C O M TA LK TIM E
C U M T A L K / N U M T A L K

A VERAG E A C D TA LK TIM E S e co n d s

A VERAG E A FTE R C A LL W O RK
TIM E

A v e r a g e le n g t h o f a ft e r - ca ll w o r k
se s s io n s b y a g e n t s in t h is s p lit fo r
cu r r e n t h a lf- h o u r .

A VG C O M P A C W TIM E
C U M A C W / N U M A C W

Se co n d s

N u m b e r o f o u t d ia le d ca lls b y t h is
sp lit ’ s a g e n t s in t h is h a lf h o u r .

N U M C A LL O U T2
A C W O U T C A L L S + A U X O U T C A L L S

N U M B E R O F O U TG O IN G C A LL S C a lls

L e n g t h o f a v e r a g e e xte n s io n - o u t
ca lls fo r t h is s p lit in t h is h a lf
h o u r .

A VG TA LK TIM E O U T
( A C W O U T T I M E + A U X O U T T I M E )

/ ( A C W O U T C A L L S +
A U X O U T C A L L S )

A VERAG E O U TG O IN G TA LK TIM E S e co n d s
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S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

T a b l e B 1 Ite m Re f e r e n ce f o r t h e S p l i t S t at u s Re al - T i m e Re p o r t ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
N u m b e r o f a g e n t s lo g g e d in a t
th is s p lit ’ s e xte n s io n s .

N U M B E R O F A G EN TS S TA FFE D A g e n t s STA FC O U N T

A g e n t p o s it io n s cu r r e n t ly
co n n e ct e d t o A C D ca lls .

N U M B E R O N A C D C A LL S A g e n t s A C D C O U N T

A g e n t s cu r r e n t ly in t h e a u xilia r y
w o r k s t a te .

N U M B E R IN A U X W O RK A g e n t s A U X C O U N T

N U M B E R O F A G EN TS
A VA ILAB L E

A g e n t s a v a ila b le fo r A C D ca lls ;
id le a g e n ts . O n G e n e r ic 2 w ith
r in g - s t a t e e n a b le d , d o e s n o t
in clu d e a ge n t s w h o s e t e r m in a ls
a r e r in g in g .

A g e n t s IN P O O L

N U M B E R IN A FTE R C A L L
WO RK

A g e n t s cu r r e n t ly in t h e A C W
st a t e .

A g e n t s A C W C O U N T

N U M B E R O N O U TG O IN G
C A LL S

A g e n t s m a k in g e xte n s io n - o u t
ca lls .

A G EN T C A LL O U T
A C W O U T C O U N T + A U X O U T C O U N T

A g e n t

N u m b e r s o r s y n o n y m s o f t h e
tr u n k g r o u p s a s s ig n e d t o t h is
sp lit .

Tr u n k
gr o u p
n u m b e r

TRU N K G RO U P SY N (TRK G RP )

N u m b e r o f t r u n k s in t h is g r o u p
th a t a r e s e iz e d , co n n e ct e d , o r
q u e u e d .

N O . B U SY Tr u n k s TRK SIN U S E

To t a l n u m b e r o f t r u n k s in e a ch
tr u n k g r o u p .

TO TA L N O . Tr u n k s G RO U P S IZE

B 4 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

G r o u p S t a t u s R e p o r t

D a t a File s U s e d / C U R R E N T / A G E N T

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
GR O U P S TA T U S

GR O U P : Te a m A G R OU P : T e a m B
AG E N T E XT S T A T E TI M E A G E NT E X T S TA T E T I M E

Pa t s y Y ou 1 2 0 1 A CD 1 5 : 0 0 Ge n e G r ee n 1 3 0 1 AC W 1 5 : 0 1
Ba r r y M cG e e 1 2 0 3 A C D 1 5 : 01 B o b M cC a w 1 3 0 4 A U X 1 5 : 20
El i n o r e M c C l u s k 1 2 0 9 A CW 1 5 : 0 6 Ka t s u M a sa d a 1 4 0 1 A V A I L 15 : 0 6
Ap r i l L uc e l l i 1 49 0 A C D 15 : 0 1 T e rr y O v e r ly 1 4 5 0 A VA I L 1 5 :0 1
Bi n g G r et s c h 1 5 09 A C D 1 5 :0 1 K e r n S a l i d a 15 1 2 A V A IL 1 5 : 1 2
Ta l u l l ah S c r e e n 1 5 0 6 A CD 1 5 : 0 5 12 0 9 9 1 5 03 A V A I L 15 : 0 4

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

SC R E E N PA G E PA G E PA R AM S
PR I N T EX I T PR EV NE X T RE P O R T UP D A T E

F i g u r e B 2 Gro u p S t at u s Re p o r t

N O T E Y o u m u s t cr e a t e b o t h a g e n t a n d e xt e n s io n g r o u p s u s in g t h e D ict io n a r y . G r ou p s a r e
n o t cr e a t e d a t t h e s w it ch .

N O T E Y o u s h o u ld u s e t h e G r o u p St a t u s r e p o r t s p a r in g ly b e ca u s e it p u t s a h e a v y lo a d o n
co m p u t e r p r o ce s s in g r e s o u r ce s . A ls o , y o u s h o u ld a v o id e xce s s iv e u s e o f t h e U P D A T E
s cr e e n - la b e le d k e y w h e n v ie w in g t h e r e p o r t .

N O T E If y o u h a v e a G e n e r ic 2 s w it ch w it h t h e r in g - s t a t e e n a b le d , t h e S T A T E co lu m n w ill
s h o w R I N G w h e n a ca ll is r in g in g a t a n a g e n t ’ s v o ice t e r m in a l.
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S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

T a b l e B 2 Ite m Re f e r e n ce f o r t h e Re p o r ti n g G r o u p Re al - T i m e Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
Th e n a m e o f t h e g r o u p s s e le cte d
fo r t h is r e p o r t .

G RO U P G r o u p n a m e G RO U P

Sy n o n y m o r ID o f a g e n t - m e m b e r s
o f t h e g r o u p (if t h e gr o u p is b a s e d
o n a g e n t s) o r a g e n ts lo g g e d in a t
e xte n s io n s (if t h e gr o u p is b a s e d
o n e xte n sio n s ).

Sy n o n y m o r
lo g in ID

A G EN T SY N (LO G ID )

Ex te n s io n n u m b e r w h e r e t h e
a g e n t is lo g g e d in .

Th e
e xte n s io n
n u m b e r

EX T EX TE N S IO N

C u r r e n t st a t e t h is a ge n t is in
(U N S TA F, A VA IL , RIN G * , A C D ,
A C W , A U X , A C WO U T, A C W IN ,
A U X O U T, A U X IN , IN IT).

A g e n t s t a t e
n a m e

STA TE A S TA TE

Tim e a g e n t e n t e r e d t h is s t a t e . M ilit a r y
n o t a t io n
tim e , h o u r s
a n d
m in u t e s .

TIM E TIM EM A RK

* Th e RIN G s t a t e is a v a ila b le o n ly if y o u r s w it ch is a G e n e r ic 2 w it h t h e r in g - s t a t e en a b le d .
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S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

S p l i t S u m m a r y R e p o r t

D a t a File s U s e d / C U R R E N T / S P L I T , / C U R R E N T / A G E N T

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SP L I T S UM M A R Y

SP L I T : 1 ( S a l e s )
AC D E X T IN E X T O U T

AG E N T N AM E E X T S TA T E T I M E C A L L S CA L L S C A LL S

La r r y O ’L e a r y 1 29 9 A C D 0 8: 2 0 1 9 0 0
Ne a l P a tr u s k i 1 27 8 A C D 0 8: 2 1 2 0 3 3
Al l e r d yc e N i c h ol 1 3 4 0 AC W 0 8 : 2 1 2 2 1 1
Pe t e O h sh i m a 1 2 90 A C D 0 8 :2 1 2 1 2 4
El l e n R ub i n 1 2 7 7 A C D 0 8 : 21 2 2 4 5
Pa t s y Y ou 1 2 0 1 A CD 0 8 : 2 1 19 3 1

NU M B E R OF A G E N T S S T A F F E D 2 0 N U M BE R O F A G EN T S A V A IL A B L E 0
NU M B E R ON A C D C A LL S 1 8 A V ER A G E A CD T A L K T IM E 2 6 . 1 6
NU M B E R OF C A L L S WA I T I N G 2 A V E R A GE S P E E D OF A N S W E R 5 . 0 0
OL D E S T CA L L W A I TI N G 0 A V ER A G E T IM E T O A B AN D O N 1 1 .0 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

SC R E E N PA R A M S
PR I N T EX I T RE PO R T UP DA T E

F i g u r e B 3 S p l i t S u m m ar y Re al - T i m e Re p o r t

N O T E Ex t e n s io n s a s s ig n e d t o a s p lit , b u t cu r r e n t ly u n s t a ffe d , w ill a p p e a r in t h e r e p o rt , w it h
‘ ‘ U N ST A F’ ’ in t h e S T A T E co lu m n . To p r e v e n t t h e s e e xt e n s io n s fr o m s h o w in g u p ,
y o u ca n cr e a t e a cu s t o m r e p o r t a n d a s s ig n t h e fo ll o w in g cr it e r ia s t a t e m e n t t o e a ch d a t a
it e m in t h e r e p o r t : A S T A T E N E 0 (0 r e p r e s e n t s t h e ‘ ‘ U N S TA F ’ ’ s t a t e ).

N O T E Th e S p lit S u m m a r y r e p o r t m a y m o m e n t a r ily s h o w a ca ll w a it in g w it h a g e n t s a va ila b le
if t h e r e p o r t u p d a t e s w h ile t h e ca ll is s t ill r in g in g a t a n a g e n t ’ s t e r m in a l.

If y o u r s w it ch is a G e n e r ic 2 w it h t h e r in g - s t a t e e n a b le d , t h e S T A T E co lu m n w ill
s h o w R I N G if a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l. A ls o , o n G e n e r ic 2 w it h
r in g - s t a t e , t h e it e m ‘ ‘ N u m b e r o f A g e n t s A v a ila b le ’ ’ d o e s n o t in clu d e a g e n t s w h o s e
v o ice t e r m in a ls a r e r in g in g . ‘ ‘ N u m b e r o f C a ll s W a it in g ’ ’ d o e s in clu d e ca ll s r in g in g . To
s e e a s e p a r a t e it e m fo r n u m b e r o f ca ll s r in g in g (w h ich a ls o r e p r e s e n t s t h e n um b e r o f
a g e n t s w it h ca ll s r in g in g ), u s e t h e p a r a lle l S p lit S u m m a r y Re p o r t a v a ila b le a s a g lo b a l
cu s t o m r e p o r t . S e e t h e ‘ ‘ Ri n g S t a t e Re p o r t s ’ ’ s e ct io n .
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S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

N O T E Th e S p lit S u m m a r y Re p o r t d is p la y s a m a xim u m o f 1 0 a g e n t s p e r p a g e .

T a b l e B 3 Ite m Re f e r e n ce f o r t h e S p l i t S u m m ar y Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
SP LIT S p lit n u m b e r o r s y n o n y m . S Y N (S P LIT )

Sy n o n y m , lo g in
ID

A G EN T Sp lit m e m b e r lo g in ID o r s y n o n y m . S Y N (LO G ID )

Ex te n s io n a t w h ich t h e a g e n t is
lo g g e d in .

EX T Exte n s io n n u m b e r EX TEN S IO N

C u r r e n t st a t e t h is a ge n t is in
(U N S TA F, A VA IL , RIN G * , A C D ,
A C W , A U X , A C WO U T, A C W IN ,
A U X O U T, A U X IN , IN IT).

A g e n t s t a t e n a m e STA TE A STA TE

Tim e a g e n t e n t e r e d t h e cu r r e n t
st a t e .

M ilit a r y n o t a t io n
tim e

TIM E TIM EM A RK

N u m b e r o f A C D ca lls a n s w e r e d b y
th is a g e n t in t h e cu r r e n t h a lf h o u r .
So m e o f t h e ca lls co u n t e d m a y
h a v e in t r a flo w e d / in t e r flo w e d in t o
th e a g e n t ’ s s p lit .

A C D C A LL S C a lls A C D C A LL S

D ir e ct d ia le d ca lls to t h is a g e n t
(e xte n s io n ) in t h e cu r r e n t h a lf-
h o u r .

EX T C A L L IN
A C W I N C A L L S + A U X I N C A L L S

EX T IN C A LL S C a lls

Ex te n s io n - o u t ca lls p la ce d b y t h is
a g e n t (e xte n s io n ) d u r in g t h e
cu r r e n t h a lf- h o u r

N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

EX T O U T C A LL S C a lls

C u r r e n t ly lo g g e d - in a g e n t s in t h is
sp lit .

N U M B E R O F A G EN TS S TA FFE D A g e n t s STA FC O U N T

* Th e RIN G s t a t e a p p e a r s o n ly if y o u r s w it ch is a G e n e r ic 2 w it h t h e r in g - s t a t e en a b le d .
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S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

T a b l e B 3 Ite m Re f e r e n ce f o r t h e S p l i t S u m m ar y Re p o r t ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
C u r r e n t n u m b e r o f s p lit ’ s a ge n t s
o n A C D ca lls .

N U M B E R O N A C D C A LL S A g e n t s A C D C O U N T

N u m b e r o f u n a n s w e r e d ca lls in
th is s p lit ’ s q u e u e .

N U M B E R O F C A LL S W A ITIN G C a lls Q U ECA LL S

Tim e t h a t t h e fir s t ca ll in q u e u e
h a s b e e n w a it in g .

O LD EST C A LL WA ITIN G S e co n d s O C W

A g e n t s a v a ila b le fo r A C D ca lls ;
id le a g e n ts . O n G e n e r ic 2 w ith
th e r in g - st a t e e n a b le d , d o e s n o t
in clu d e a ge n t s w h o s e t e r m in a ls
a r e r in g in g .

N U M B E R O F A G EN TS A VA ILAB L E A g e n t s IN P O O L

A v e r a g e le n g t h o f A C D ca lls
h a n d le d b y t h is s p lit’ s a g e n t s in
th e cu r r e n t h a lf- h o u r .

A VG C O M TA LK TIM E
C U M T A L K / N U M T A L K

A VERAG E A C D TA LK TIM E S e co n d s

A v e r a g e tim e t o a n s w e r a ll ca lls
th a t h a v e b e e n a n s w e r e d in t h e
cu r r e n t h a lf- h o u r .

A VG A N S W ER SP EED
A N S D E L A Y / A N S W E R E D

A VERAG E S P EE D O F A N S W ER Se co n d s

Th e a v e r a g e w a it t im e fo r ca lle r s
w h o h u n g u p b e fo r e co n n e ctin g
w it h a n a ge n t .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

A VERAG E TIM E TO A B AN D O N Se co n d s

3 B C M S C u s t o m R e p o r t s B 9



S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

S y s t e m S t a t u s R e p o r t

D a t a File U s e d / C U R R E N T / S P L I T

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SY S T E M ST A T U S

SP L I T 1 (s a l e s ) 2 ( s e r v c ) 3 ( a d m in ) 4 ( w r nt y ) 5 ( )

NO . O F C AL L S W A I TI N G 3 5 3 3 3
OL D E S T CA L L W A I TI N G 5 1 2 15 1 8 1 8
AV E R A G E S P E E D O F A N S W E R 5. 0 4 6 . 40 1 0 . 3 1 15 . 2 7 1 7 .3 7

NO . A B A ND O N E D C AL L S 7 3 3 5 1 8 1 0 9
AV E R A G E T I M E T O AB A N D O N 11 . 0 0 1 5. 0 6 2 0 . 00 2 5 . 0 0 30 . 0 0

NO . O F A CD C A L L S 42 3 2 0 8 1 43 1 0 8 8 6
AV E R A G E A C D T A L K T I M E 2 6 .1 7 5 7 . 52 8 1 . 1 2 10 7 . 5 5 1 44 . 4 7
AV G . A F TE R C A L L WO R K T I M E 1 1 . 0 1 16 . 0 0 2 4 .0 0 3 6 . 0 0 3 4 . 0 0

NO . O F A GE N T S A V AI L A B L E 0 0 0 0 0
NO . O F A GE N T S O N AC D 1 8 1 9 18 1 9 1 9
NO . I N A FT E R C A L L W O R K 1 1 2 1 1
NO . I N A UX W O R K 1 0 0 0 0
NO . O N O UT G O I N G CA L L S 0 0 0 0 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

SC R E E N PA R A M S
PR I N T EX I T RE PO R T UP DA T E

F i g u r e B 4 S y s t e m S t at u s Re al - T i m e Re p o r t

N O T E Th e S y s t e m St a t u s r e p o r t m a y m o m e n t a r ily s h o w a ca ll w a it in g w it h a g e n t s a v a ila b le
if t h e r e p o r t u p d a t e s w h ile t h e ca ll is s t ill r in g in g a t a n a g e n t ’ s t e r m in a l.

If y o u r s w it ch is a G e n e r ic 2 w it h t h e r in g - s t a t e e n a b le d , t h e it e m ‘ ‘ N o . o f Ag e n t s
A v a ila b le ’ ’ d o e s n o t in clu d e a g e n t s w h o s e v o ice t e r m in a ls a r e r in g in g . ‘ ‘ N o . o f C a ll s
W a it in g ’ ’ d o e s in clu d e ca ll s r in g in g . To s e e t h e n u m b e r o f ca lls r in g in g (w h ich a ls o
r e p r e s e n t s t h e n u m b e r o f a g e n t s w it h ca lls r in g in g ), u s e t h e p a r a ll e l S ys t e m St a t u s
Re p o r t t h a t is a u t o m a t ica lly a v a ila b le a s a g lo b a l cu s t o m r e p o r t . S e e ‘ ‘ Rin g S t a te
Re p o r t s ’ ’ fo r m o r e in fo r m a t io n .

B 1 0 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

T a b l e B 4 Ite m Re f e r e n ce f o r t h e S y s t e m S t at u s Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
Sp lit n u m b e r s o r s y n o n y m s fo r
se le ct e d sp lit s .

SP LIT S Y N (S P LI T)

N u m b e r o f u n a n s w e r e d ca lls in
th e s p lit s ’ q u e u e s .

N O . O F C A LL S WA ITIN G C a lls Q U EC A LL S

L e n g t h o f t im e t h e fir s t
u n a n s w e r e d ca ll in e a ch q u e u e
h a s b e e n w a it in g .

O LD EST C A LL WA ITIN G S e co n d s O C W

A v e r a g e w a it t im e fo r ca lls t h a t
h a v e b e e n a n s w e r e d in t h e
cu r r e n t h a lf- h o u r .

A VG A N S W ER SP EED
A N S D E L A Y / A N S W E R E D

A VERAG E S P EE D O F A N S W ER Se co n d s

Fo r cu r r e n t h a lf- h o u r , t o t a l o f
q u e u e d ca lls fo r e a ch s p lit in
w h ich t h e ca lle r h a n g s u p b e fo r e
b e in g a n sw e r e d .

N O . O F A B A N D O N ED C A LL S C a lls A B A N D O N S

Th e a v e r a g e w a it t im e fo r ca lle r s
w h o h u n g u p b e fo r e co n n e ctin g
w it h a n a ge n t .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

A VERAG E TIM E TO A B AN D O N Se co n d s

Q u e u e d ca lls t h a t co n n e ct e d t o a n
a g e n t in t h e s p e cifie d s p lit d u r in g
th is h a lf- h o u r . (Th is it e m a lso
co n t a in s in t r a flo w e d / in t e r flo w e d
ca lls a n s w e r e d in t h is s p lit .)

N O . O F A C D C A L L S C a lls A C D C A LL S

L e n g t h o f t h e a v e r a g e A C D ca ll
d u r in g t h is h a lf- h o u r in e a ch s p lit .

A VG C O M TA LK TIM E
C U M T A L K / N U M T A L K

A VERAG E A C D TA LK TIM E S e co n d s

A v e r a g e le n g t h o f se s s io n in
a ft e r - ca ll w o r k fo r a g e n t s in e a ch
sp lit .

A VG C O M P A C W TIM E
C U M A C W / N U M A C W

A VG . A FTE R C A LL W O RK TIM E Se co n d s

3 B C M S C u s t o m R e p o r t s B 1 1



S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

T a b l e B 4 Ite m Re f e r e n ce f o r t h e S y s t e m S t at u s Re p o r t ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
A g e n t s t h a t a r e cu r r e n t ly a v a ila b le
to r e ce iv e A C D ca lls in e a ch sp lit .
O n G e n e r ic 2 w it h th e r in g - s ta t e
e n a b le d , d o e s n o t in clu d e a ge n t s
w h o s e t e r m in a ls a r e r in g in g.

N O . O F A G EN TS A VA ILAB L E A ge n t s IN P O O L

A g e n t s cu r r e n t ly co n n e ct e d t o
A C D ca lls in e a ch sp lit .

N O . O F A G EN TS O N A C D A g e n t s A C D C O U N T

A g e n t s n o w in A C W in e a ch sp lit . N O . IN A FTE R C A LL W O RK A g e n t s A C W C O U N T

A g e n t s n o w in a u xilia r y w o r k in
e a ch s p lit.

N O . IN A U X W O RK A g e n ts A U X C O U N T

A g e n t s cu r r e n t ly e n g a g e d in
e xte n s io n - o u t ca lls in e a ch sp lit .

A G EN T C A LL O U T
A C W O U T C O U N T + A U X O U T C O U N T

N O . O N O U TG O IN G C A L L S A g e n ts

B 1 2 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

A g e n t / S p l i t C o m p a r i s o n ( P r e v i o u s H a l f H o u r )
R e p o r t

D a t a File s U s e d / P R E V I O U S / S P L I T , / P R E V I O U S / A G E N T

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
AG E N T / SP L I T C O MP A R I S O N ( P R E V IO U S H A L F H O U R )

AG E N T : ch a r l i e _o S P L I T : 1 ( s a l es )

AG E N T S PL I T A V E RA G E
AC D O U T AC D O U T

NU M B E R OF C A L L S 59 0 5 9 . 3 0 0 . 0 0
AV E R A G E T A L K T I ME 2 7 . 8 8 0. 0 0 2 6 .3 1 0 . 0 0
AV E R A G E A F T E R C AL L W O R K 2. 6 1 3 . 92
PE R C E N T O F S T A F FE D T I M E 99 . 9 4 0 .0 0 9 9 . 5 9 0 . 0 0

AG E N T S PL I T

TI M E I N AU X W O R K 0 1 3 4
PE R C E N T A U X W O R K T I M E 0 . 00 0 . 3 7
NO . E X T EN S I O N C AL L S I N 0 0
NO . A S S IS T C A L L S 1 9
TO T A L T IM E S T A F FE D 1 8 0 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

SC R E E N PA R A M S
PR I N T EX I T RE PO R T UP DA T E

F i g u r e B 5 A g e n t/ S p l i t C o m p ari s o n Re p o r t

N O T E D a t a is fo r t h e p r e v io u s h a lf- h o u r ; r e q u e s t t h e r e p o r t b y a g e n t lo g in a n d s p lit n u m b e r .
Th e a g e n t m u s t b e cu r r e n t ly s t a ffe d .

3 B C M S C u s t o m R e p o r t s B 1 3



S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

N O T E D e p e n d in g o n y o u r n e e d s , y o u m a y w a n t t o ch a n g e s e v e r a l fo r m u la s u s e d t o ca lcu la t e
r e p o r t it e m s . To ch a n g e a fo r m u la , cr e a t e a cu s t o m ca lcu la t io n in t h e D ict io n a r y
s u b s y s t e m . Th e n cr e a t e a C u s t o m Re p o r t t h a t u s e s t h e n e w ca lcu la t io n .

‘ ‘ A VE RAG E A FTE R C A LL W O RK ’ ’ d o e s n o t in clu d e n o n - A C D p h o n e ca ll s a g e n t s
m a d e o r r e ce iv e d . If a ft e r - ca ll - w o r k in y o u r ca ll ce n t e r o ft e n in v o lv e s n o n - A C D p h o ne
w o r k , y o u m a y w a n t t o in clu d e n o n - A C D ca ll s . ‘ ‘ P ER C EN T O F ST A FF ED TIM E —
A C D ’ ’ in clu d e s a ft e r - ca ll- w o r k . If y o u r ca ll ce n t e r h a s v e r y lit t le a ft e r - ca ll - w o r k
s p e cifica ll y a s s o cia t e d w it h A C D ca ll s , y o u m a y w a n t t o e xclu d e it fr o m P e r ce n t o f
St a ffe d Tim e .

‘ ‘ TIM E IN A U X W O RK ’ ’ d o e s n o t in clu d e t im e o n n o n - A C D ca lls . If y o u r ca ll ce n t e r
s e ld o m r e q u ir e s p h o n e w o r k a s s o cia t e d w it h A C D ca ll s , y o u m a y w a n t t o in clu d e
n o n - A C D p h o n e t im e in t h is it e m .

T a b l e B 5 Ite m Re f e r e n ce f o r t h e A g e n t / S p l i t Co m p ar i s o n Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
A G EN T A g e n t lo gin ID o r n a m e . S Y N (LO G ID )

SP LIT S p lit n u m b e r o r s y n o n y m . S Y N (S P LIT )

A G EN T A C D = n u m b e r o f A C D
ca lls t o a ge n t . S o m e o f t h e ca lls
co u n t e d m a y h a v e in t r a flo w e d /
in t e r flo w e d in t o t h e a g e n t ’ s s p lit .

N U M B E R O F C A LL S C a lls A C D C A LL S

A G EN T O U T = n u m b e r o f
e xte n s io n - o u t ca lls m a d e b y
a g e n t .

N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

C a lls

SP LIT A VER A G E A C D = a v e r a g e
A C D ca lls p e r a g e n t in t h e s p lit.

A v e r a g e
n u m b e r o f
ca lls

N U M C A LL IN
A C D C A L L S / M A X A G E N T

SP LIT A VER A G E O U T = a v e r a g e
e xte n s io n - o u t ca lls p e r a g e n t in
th is s p lit .

A v e r a g e
n u m b e r o f
ca lls

N U M C A LL O U T1
1 8 0 0 * ( ( A U X O U T C A L L S + A C W O U T C A L L S ) /

( S T A F T I M E - A U X T I M E ) )

B 1 4 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

T a b l e B 5 Ite m Re f e r e n ce f o r t h e A g e n t / S p l i t Co m p ar i s o n Re p o r t ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
A G EN T a n d S P LI T A C D = th e
a v e r a g e A C D - ca ll le n g t h fo r t h e
a g e n t ; t h e a v e r a g e sin g le - ca ll
d u r a t io n fo r t h e s p lit.

A VG A C D TA LK TIM E
A C D T I M E / A C D C A L L S

A VERAG E TA LK TIM E Se co n d s

A G EN T a n d S P LI T O U T = th e
a v e r a g e le n g t h o f a n e xte n s io n -
o u t ca ll fo r a n a g e n t; t h e a v e r a g e
le n g t h o f a s in g le e xte n s io n - o u t
ca ll fo r t h e s p lit .

A VG TA LK TIM E O U T
( A C W O U T T I M E + A U X O U T T I M E )

/ ( A C W O U T C A L L S +
A U X O U T C A L L S )

A G EN T a n d S P LI T = a v e r a ge
le n g t h o f A C W p e r A C D ca ll.

A VG A C W TIM E
( A C W T I M E - A C W O U T T I M E -

A C W I N T I M E ) / A C D C A L L S

A VERAG E A FTE R C A LL W O RK Se co n d s

A G EN T a n d S P LI T A VERAG E
A C D = p e r ce n t o f s ta ffe d (lo gg e d
in ) t im e o n A C D ca lls a n d r e la t e d
a ft e r - ca ll w o r k .

P ERCEN T S TA FF IN
1 0 0 * ( ( A C D T I M E + A C W T I M E

- A C W I N T I M E - A C W O U T T I M E )
/ S T A F T I M E )

P ERCEN T O F S TA FFE D TIM E P e r ce n t o f t im e

A G EN T a n d S P LI T A VERAG E
O U T = p e r ce n t o f s ta ffe d t im e o n
e xte n s io n - o u t ca lls.

P ERCEN T S TA FF O U T
1 0 0 * ( ( A C W O U T T I M E +

A U X O U T T I M E ) / S T A F T I M E )

P e r ce n t o f t im e

3 B C M S C u s t o m R e p o r t s B 1 5



S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

T a b l e B 5 Ite m Re f e r e n ce f o r t h e S p l i t - A g e n t Co m p ar i s o n Re p o r t ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
A G EN T = a g e n t t im e in a u xilia r y
w o r k in h a lf- h o u r ; SP LIT = to t a l
tim e t h e s p lit ’ s a g e n t s co m b in e d
sp e n t in a u xilia r y w o r k in t h e
p r e v io u s h a lf- h o u r . C a ll t im e
a ccu m u la t e d w it h in t h e A U X
WO RK s ta t e is d e d u ct e d fr o m
A U X W O RK t o t a ls.

A U X W O RK TIM E
A U X T I M E - A U X O U T T I M E -

A U X I N T I M E

TIM E IN A U X W O RK S e co n d s

A G EN T = p e r ce n ta g e o f s t a ffe d
tim e s p e n t in A U X WO RK fo r
p r e v io u s h a lf- h o u r ; S P LIT =
p e r ce n t a ge o f t h e s p lit m e m b e r s ’
st a ffe d t im e s p e n t in A U X WO RK
d u r in g t h e p r e v io u s h a lf h o u r .

P ERCEN T A U X WO RK
1 0 0 * ( A U X T I M E / S T A F T I M E )

P ERCEN T A U X WO RK P e r ce n t

A G EN T = d ir e ct d ia le d (n o n -
A C D ) ca lls t o a g e n t in h a lf- h o u r ;
SP LIT = to t a l d ir e ct d ia le d ca lls t o
sp lit m e m b e r s in h a lf- h o u r .

EX T C A L L IN
A C W I N C A L L S + A U X I N C A L L S

N O . EX TE N S IO N C A LL S IN C a lls

A G EN T = n u m b e r o f ca lls
r e fe r r e d to s p lit s u p e r v is o r b y
a g e n t in h a lf- h o u r ; S P LIT =
n u m b e r o f ca lls r e fe r r e d t o s p lit
su p e r v is o r b y s p lit a g e n t s d u r in g
th e h a lf- h o u r .

N O . A S SIS T C A L L S C a lls A S S IS TS

A G EN T = t o t a l t im e a g e n t w a s
lo g g e d in in h a lf- h o u r .

TO TA L TIM E S TA FFE D Se co n d s STA FTIME

B 1 6 S t a n d a r d R e p o r t s R e f e r e n c e
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C a l l P r o f i l e R e p o r t

D a t a File U s e d / C U R R E N T / S P L I T

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
CA L L P R OF I L E

SP L I T : 1 ( ) P A R A ME T E R S C HA N G E D : N O

TI M E
IN T E R V AL 0 0 - - - 00 0 5 - - - 00 1 0 - - -0 0 1 5 - - -0 0 2 0 - - -0 0 2 5 - -- 0 0 3 0 - -- 0 0 3 5 - -- 0 0 4 0 -- - 0 0 4 5 +

NU M B E R
AN S W E R ED 3 1 5 1 9 4 2 8 0 0 0 0 0 0

NU M B E R
AB A N D O NE D 0 0 9 4 0 0 0 0 0 0

NU M B E R OF C A L L S CA R R I E D 63 1
NU M B E R OF C A L L S AB A N D O N ED 9 4 P E RC E N T A B AN D O N E D 14 . 9 0 %
NU M B E R OF C A L L S AN S W E R E D 5 3 7 P E RC E N T A N SW E R E D 8 5. 1 0 %

AV E R A G E T I M E T O AB A N D O N 11 . 0 1 S ER V I C E L EV E L 2 0
AV E R A G E T I M E T O AN S W E R 4 .9 1 % W I TH I N S E R VI C E L E V EL 8 5 . 1 0%

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

SC R E E N PA R A M S
PR I N T EX I T RE PO R T UP DA T E

F i g u r e B 6 Ca l l Pr o f i l e Re al - T i m e Re p o r t

N O T E Se t t h e in t e r v a l le n g t h s in t h e C a ll P r o file A d m in is t r a t io n s cr e e n .

N O T E In t h is r e p o r t , t h e ‘ ‘ P ERC EN T A B A N D O N ED ’ ’ fo r m u la h a s a d e n o m in a t o r t h a t
in clu d e s in t r a flo w e d - o u t ca ll s . H o w e v e r , t h e fo r m u la fo r ‘ ‘ P ERC EN T A N S W ERE D ’ ’
d o e s n o t in clu d e in t r a flo w e d - o u t ca ll s in t h e d e n o m in a t o r . To ch a n g e t h e fo r m u la ,
a cce s s t h e a s s o cia t e d ca lcu la t io n in t h e D ict io n a r y s u b s y s t e m a n d cr e a t e a cu s t o m
ca lcu la t io n . Th e n cr e a t e a C u s t o m Re p o r t t h a t u s e s t h e n e w ca lcu la t io n .
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T a b l e B 6 Ite m Re f e r e n ce f o r t h e C al l Pro f i l e Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
SP LIT S p lit n u m b e r o r s y n o n y m . S Y N (S P LIT )

A d m in ist r a t iv e ch a n g e s in se r v ice
le v e l t h a t a ffe ct t h is r e p o r t . If a n y
p a r a m e t e r s w e r e ch a n g e d d u r in g
th e cu r r e n t h a lf- h o u r , t h is h a lf-
h o u r ’ s d a t a is z e r o e d o u t .

P A RA M ETER S C H A N G ED N O / Y ES C A LL P RO FCH G

Tim e a ft e r e n t e r in g t h e q u e u e .
Th e in t e r v a ls a r e s p e cifie d in t h e
C o n fig u r a t io n — C a ll P r o file
P a r a m e t e r s s cr e e n .

WIN D O W, W IN D O W * 2 . .

TIM E IN TERVAL S e co n d s

C a lls co n n e ct in g t o a n a g e n t in
th is in t e r v a l.

N U M B E R A N S WERED C a lls C A L L S1 . . .C A LL S1 0

C a lle r s h a n g in g u p b e fo r e
r e ce iv in g a n a n s w e r in t h is
in t e r v a l.

N U M B E R A B A N D O N ED C a lls A B A N D O N 1 . . .A B AN D O N 1 0

To t a l ca lls e n t e r in g t h is s p lit’ s
q u e u e in th e cu r r e n t h a lf h o u r .

C A LL S O FFE RE D
A N S W E R E D + A B A N D O N S +

O U T F L O W

N U M B E R O F C A LL S C A RR IED C a lls

C a lle r s h a n g in g u p in t h is
in t e r v a l.

N U M B E R O F C A LL S A B AN D O N ED C a lls A B A N D O N S

A C D ca lls co n n e ctin g t o a n a g e n t
in t h e cu r r e n t h a lf- h o u r .

N U M B E R O F C A LL S A N SW ERE D C a lls A N S W ERE D

P e r ce n t a g e o f ca lls t h a t a b a n d o n
b e fo r e co n n e ct in g t o a n a g e n t .

P ERCEN T C A LL A B A N
1 0 0 * ( A B A N D O N S /

( A N S W E R E D + A B A N D O N S +
O U T F L O W ) )

P ERCEN T A B A N D O N ED P e r ce n t
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T a b l e B 6 Ite m Re f e r e n ce f o r t h e C al l Pro f i l e Re p o r t ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
P e r ce n t a g e o f q u e u e d ca lls
co n n e ct in g t o a n a ge n t .

P ERCEN T C A LL A N S
1 0 0 * ( A C D C A L L S /

( A C D C A L L S + A B A N D O N S ) )

P ERCEN T A N S WERED P e r ce n t

Th e a v e r a g e w a it t im e fo r ca lle r s
w h o h u n g u p b e fo r e co n n e ctin g
w it h a n a ge n t .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

A VERAG E TIM E TO A B AN D O N Se co n d s

A v e r a g e tim e a q u e u e d ca ll t a k e s
to co n n e ct t o a n a g e n t in t h is
h a lf- h o u r .

A VG A N S W ER SP EED
A N S D E L A Y / A N S W E R E D

A VERAG E TIM E TO A N SW ER S e co n d s

Tim e in w h ich ca lls a r e e xp e ct e d
to b e a n s w e r e d . Y o u s p e cify t h is
tim e in t h e C o n fig u r a t io n — C a ll
P r o file P a r a m e t e r s s cr e e n .

SERVICE LE VEL S e co n d s S VC LV L

P e r ce n t a g e o f ca lls a n s w e r e d
w it h in t h e S e r v ice L e v e l.

P ERCEN T S ERV LE VL
1 0 0 * ( T R A F F I C /

( A N S W E R E D + A B A N D O N S +
O U T F L O W ) )

P ERCEN T W ITH IN S ERV IC E LE VE L P e r ce n t
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T r u n k G r o u p S u m m a r y R e p o r t

D a t a File U s e d / C U R R E N T / T R U N K , / C U R R E N T / T R K G R P

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
TR U N K G RO U P S U M MA R Y

TR U N K G RO U P : 2 2 NO . O F T R UN K S : 2 0

TR U N K T RU N K
NU M B E R LO C A T I O N S T A T E T IM E D I R EC T I O N E XT / S P L I T

91 0 0 . 0 .0 . 1 1 . 0 3 I D L E 1 7 :5 7 - - N ON E
92 0 0 . 0 .0 . 1 1 . 0 4 C O N N 1 7 :5 6 I N 4 44 5
93 0 0 . 0 .0 . 1 1 . 0 5 Q U E U E D 17 : 5 7 I N 4
94 0 0 . 0 .0 . 1 2 . 0 0 S E I Z E D 17 : 5 7 I N N O N E
95 0 0 . 0 .0 . 1 2 . 0 1 C O N N 1 7 :5 7 I N 2 08 7
96 0 0 . 0 .0 . 1 2 . 0 2 I D L E 1 7 :5 7 - - N ON E
97 0 0 . 0 .0 . 1 2 . 0 3 Q U E U E D 17 : 5 7 I N 4
98 0 0 . 0 .0 . 1 2 . 0 4 Q U E U E D 17 . 5 7 I N 4

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

SC R E E N PA G E PA G E PA R AM S
PR I N T EX I T NE XT PR E V RE P O R T UP D A T E

F i g u r e B 7 T r u n k G r o u p S u m m ary Re al - T i m e Re p o r t

Th e t r u n k s t a t e s h a v e t h e fo ll o w in g m e a n in g s :

ID L E W a it in g fo r ca ll .

S E IZ E D Th e t r u n k is s e iz e d (in co m in g o r o u t g o in g ). A C D ca lls g o t o Q U EU ED , t h e n
C O N N , A B AN , o r F W RD . N o n - A C D ca ll s r e m a in SEIZ ED .

Q U E U E D A n A C D ca ll e r h a s t h e t r u n k a n d is w a it in g fo r a n a g e n t t o a n s w e r .

CO N N A g e n t a n d ca lle r a r e co n n e ct e d in a n A C D ca ll .

A BA N D O N E D A q u e u e d ca lle r ju s t a b a n d o n e d t h e ca ll .

F WRD A q u e u e d ca ll h a s b e e n in t r a flo w e d o u t s id e t h e A C D o r in t e r flo w e d .

M BU S Y M a in t e n a n ce B u s y , o u t o f s e r v ice fo r m a in t e n a n ce p u r p o s e s .
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HO L D Th e a g e n t h a s p u t a ca ll o n h o ld (a v a ila b le w it h Sy s t e m 8 5 R2 V4 o n ly ).

IN IT Th e lin k is d o w n o r a n e r r o r h a s b e e n d e t e ct e d . IN IT r e m a in s u n t il t h e
co n d it io n is cle a r e d (lin k co m e s u p ) a n d t h e cu r r e n t A C D ca ll a n d a s s o cia t e d
A C W a r e co m p le t e .

T a b l e B 7 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p S u m m ary Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
N u m b e r o r s y n o n y m o f t h e t r u n k g r o u p
se le ct e d .

Tr u n k g r o u p
n u m b e r o r
sy n o n y m .

TRU N K G RO U P SY N (TRK G RP )

N O . O F TRU N K S N u m b e r o f t r u n k s a s s ig n e d to t h is g r o u p . Tr u n k s G RO U P S IZE

In t e r n a l t r u n k n u m b e r fr o m th e s w it ch . In t e r n a l t r u n k
n u m b e r

TRU N K N U M B E R TRK N D X

P h y s ica l lo ca t io n o f t r u n k in t h e s w it ch .
Th e d ig it s r e p r e s e n t m o d u le , ca b in e t ,
ca r r ie r , s lo t , a n d cir cu it . Th is n u m b e r is
u s e d in s w it ch a d m in is t r a t io n . S h o w n in
th e s a m p le r e p o r t is t h e D EFI N ITY *
C o m m u n ica t io n s S y s t e m G e n e r ic
2 / S y s t e m 8 5 / D IM EN S IO N P B X fo r m a t .
Th e fo r m a t fo r S y s te m 7 5 , D EFIN ITY * *
C o m m u n ica t io n s S y s t e m G e n e r ic 1 ,
G e n e r ic 3 i, a n d G e n e r ic 2 U n iv e r s a l
M o d u le u s e s a le t t e r t o r e p r e se n t t h e
ca r r ie r .

Th e n u m e r ic
se q u e n ce t h a t
id e n t ifie s t h e
tr u n k ’ s
e q u ip m e n t
lo ca t io n in t h e
sw it ch .

TRU N K LO C A TIO N EQ L O C A TIO N

O n e o f e igh t co n d itio n s t h a t a r e p o s s ib le
fo r a t r u n k .

St a t e n a m e STA TE TS TA TE

Tim e w h e n t h e t r u n k e n t e r e d t h e cu r r e n t
st a t e .

M ilit a r y
n o t a t io n tim e

TIM E TIM EM A RK

Th e d ir e ctio n o f t h e cu r r e n t ca ll —
in co m in g o r o u t g o in g .

IN , O U T, o r - -
if n o n e

D IRECTIO N D IRE C TIO N

Ex te n s io n n u m b e r if C O N N ; S p lit
n u m b e r if Q U EU ED ; " N O N E" if
a n y t h in g e ls e . S e e st a t e lis t a b o v e .

Ex te n s io n o r
sp lit n u m b e r

EX T/ S P L IT A S S O C IA TIO N

* Tr a d e m a r k o f AT &T.

* * Tr a d e m a r k o f A T&T.
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S p l i t P e r f o r m a n c e R e p o r t

D a t a File s U s e d / C U R R E N T / S P L I T , / P R E V I O U S / S P L I T

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SP L I T : 1 S P L I T P ER F O R M A NC E

CU R R E N T P R E V I O US
NU M B E R OF C A L L S WA I T I N G 5
OL D E S T CA L L W A I TI N G 6
AV E R A G E S P E E D O F A N S W E R 4. 8 6 4 . 94

NU M B E R OF A B A N D ON E D C A L LS 9 9 2 0 2
AV E R A G E T I M E T O AB A N D O N 11 . 0 1 1 0. 8 6

NU M B E R OF A C D C A LL S 5 7 8 1 18 6
AV E R A G E A C D T A L K T I M E 2 6 .1 3 2 6 . 35
AV E R A G E A F T E R C AL L W O R K TI M E 1 1 .0 1 1 1 . 0 0

NU M B E R OF O U T G O IN G C A L L S 0 0
AV E R A G E O U T G O I NG C A L L TA L K T I M E 0 . 0 0 0 . 00

NU M B E R AG E N T S S TA F F E D 2 0 N U M B E R A G E N T S AV A I L A B LE 0
NU M B E R ON A C D C A LL S 1 7 N U MB E R I N AF T E R C A LL W O R K 3
NU M B E R IN A U X W O RK 0 N U M B ER O N O U TG O I N G C AL L S 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

SC R E E N PA R A M S
PR I N T EX I T RE PO R T UP DA T E

F i g u r e B 8 S p l i t Pe r f o r m an ce Re al - T i m e Re p o r t

N O T E Th e S p lit P e r fo r m a n ce r e p o r t m a y m o m e n t a r ily , fo r t h e cu r r e n t in t e r v a l, s h ow a ca ll
w a it in g w it h a g e n t s a v a ila b le if t h e r e p o r t u p d a t e s w h ile t h e ca ll is s t ill r in g in g a t a n
a g e n t ’ s t e r m in a l.

H o w e v e r , if y o u r s w it ch is a G e n e r ic 2 w it h t h e r in g - s t a t e e n a b le d , t h e ‘ ‘ N um b e r o f
A g e n t s A v a ila b le ’ ’ it e m d o e s n o t in clu d e a g e n t s w h o s e v o ice t e r m in a ls a r e r in g in g .
Th a t is , a n a g e n t w h o s e v o ice t e r m in a l is r in g in g is n o t co u n t e d a s a v a ila b le .
C o n v e r s e ly , t h e ‘ ‘ N u m b e r o f C a lls W a it in g ’ ’ it e m d o e s in clu d e ca ll s t h a t a r e r in g in g .

If y o u w a n t t o cu s t o m iz e t h is r e p o r t t o s h o w t h e n u m b e r o f ca ll s r in g in g (w h ich a ls o
r e p r e s e n t s t h e n u m b e r o f a g e n t s w it h ca lls r in g in g ) o r a d d it io n a l r in g - s t at e d a t a , s e e
‘ ‘ Rin g S t a t e Re p o r t s ’ ’ fo r a lis t o f r in g - s t a t e d a t a b a s e it e m s a n d ca lcu la t io n s .
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T a b l e B 8 Ite m Re f e r e n ce f o r t h e S p l i t Pe r f o r m an ce Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
Sp lit n u m b e r o r s y n o n y m . SP LIT S Y N (S P LIT )

N u m b e r o f ca lls in th e s p lit ’ s
q u e u e .

N U M B E R O F C A LL S W A ITIN G C a lls Q U ECA LL S

Tim e t h e ca ll a t t h e b e g in n in g o f
th e q u e u e h a s b e e n w a it in g .

O LD EST C A LL WA ITIN G S e co n d s O C W

Tim e t h e a v e r a g e , a n s w e r e d ca ll
w a it e d b e fo r e r e ce iv in g a n
a n s w e r .

A VG A N S W ER SP EED
A N S D E L A Y / A N S W E R E D

A VERAG E S P EE D O F A N S W ER Se co n d s

Q u e u e d ca lls in w h ich t h e ca lle r
h a n g s u p b e fo r e r e ce iv in g a n
a n s w e r .

N U M B E R O F A B A N D O N ED C A L L S C a lls A B A N D O N S

Th e a v e r a g e w a it t im e fo r ca lle r s
w h o h u n g u p b e fo r e co n n e ctin g
w it h a n a ge n t .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

A VERAG E TIM E TO A B AN D O N Se co n d s

Q u e u e d ca lls t h a t r e ce iv e d a n
a n s w e r fr o m o n e o f t h e s p lit ’ s
a g e n t s in th is h a lf- h o u r . (Th is
ite m a ls o co n t a in s
in t r a flo w e d / in t e r flo w e d ca lls
a n s w e r e d in t h is s p lit .)

N U M B E R O F A C D C A LL S C a lls A C D C A LL S

L e n g t h o f t h e a v e r a g e A C D ca ll in
th is s p lit in t h is h a lf h o u r .

A VG C O M TA LK TIM E
C U M T A L K / N U M T A L K

A VERAG E A C D TA LK TIM E S e co n d s

L e n g t h o f a v e r a g e se s s io n in
A C W s t a t e .

A VG C O M P A C W TIM E
C U M A C W / N U M A C W

A VERAG E A FTE R C A LL W O RK TIM E S e co n d s

C o u n t o f e xte n s io n - o u t ca lls b y
th is s p lit ’ s a g e n t s in t h is h a lf
h o u r .

N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

N U M B E R O F O U TG O IN G C A LL S C a lls
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T a b l e B 8 Ite m Re f e r e n ce f o r t h e S p l i t Pe r f o r m an ce Re p o r t ( Co n td )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
L e n g t h o f a v e r a g e o u t g o in g ca lls
m a d e b y th is s p lit ’ s a g e n t s .

A VG TA LK TIM E O U T
( A C W O U T T I M E + A U X O U T T I M E )

/ ( A C W O U T C A L L S +
A U X O U T C A L L S )

A VERAG E O U TG O IN G TA LK TIM E S e co n d s

N u m b e r o f a g e n t s cu r r e n t ly
lo g g e d in a t t h is s p lit’ s e xte n s io n s .

N U M B E R O F A G EN TS S TA FFE D A g e n t s STA FC O U N T

A g e n t s cu r r e n t ly co n n e ct e d t o
A C D ca lls.

N U M B E R O N A C D C A LL S A g e n t s A C D C O U N T

A g e n t s cu r r e n t ly in a u xilia r y w o r k
st a t e .

N U M B E R IN A U X W O RK A g e n t s A U X C O U N T

N u m b e r o f a g e n t s a b le t o a cce p t
a n A C D ca ll; id le a ge n t s . O n
G e n e r ic 2 w it h t h e r in g - s t a t e
e n a b le d , d o e s n o t in clu d e a ge n t s
w h o s e t e r m in a ls a r e r in g in g.

N U M B E R O F A G EN TS A VA ILAB L E A g e n t s IN P O O L

A g e n t s d o in g ca ll- r e la t e d w o r k . N U M B ER IN A FTER C A LL W O RK A g e n t s A C WC O U N T

A g e n t s cu r r e n t ly o n e xte n s io n - o u t
ca lls .

A G EN T C A LL O U T
A C W O U T C O U N T +

A U X O U T C O U N T

N U M B E R O N O U TG O IN G C A LL S A g e n t s
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S p l i t E v e n t C o u n t S u m m a r y R e p o r t

D a t a File U s e d / C U R R E N T / S P L I T , / C U R R E N T / A G E N T

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SP L I T E VE N T C O U NT S U M M A RY

SP L I T : 1 ( ) N U M B ER O F A G E NT S S T A FF E D : 7

-- - - - A GE N T - - - -- - - - A CD - - - - - -- - - - - - -- - - - E V EN T C O U NT - - - - - -- - - - - - -- -
CA L L S 1 2 3 4 5 6 7 8 9

Te r r y F in l e y 2 3 1 1 0 0 1 0 0 0 7 5
Ma x V a n Qu i l l e r 13 1 2 0 0 4 0 5 3 1
Im o g e n e L a s t 2 9 4 0 0 0 5 1 3 3 1
O’ N e i l l L a s l o 1 8 1 0 0 0 6 0 9 2 0
Qu e n t i n M c C a s l in 1 9 4 0 0 0 4 0 0 0 1
Je r r y T wi l l 8 7 1 0 0 0 5 1 1 2 0
Tr i s h V an d e r j a gt 4 5 0 0 0 0 0 0 0 0 0

SP L I T T OT A L : 2 3 4 1 2 3 0 0 3 4 2 1 8 1 7 8

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

SC R E E N PA R A M S
PR I N T EX I T RE PO R T UP DA T E

F i g u r e B 9 S p l i t E v e n t Co u n t Re al - T i m e Re p o r t

N O T E Ev e n t C o u n t s a r e n o t a v a ila b le a s a s t a n d a r d fe a t u r e o n S y s t e m 7 5 a n d G e n er ic 1 .
H o w e v e r , e v e n t co u n t s ca n b e p r o v id e d o n a C u s t o m W o r k b a s is .
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S tan d a r d R e a l -T ime R e por t s D e sc r i p t i ons

T a b l e B 9 Ite m Re f e r e n ce f o r t h e S p l i t E v e n t C o u n t Re al - T i m e Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
SP LIT S p lit n u m b e r o r s y n o n y m . S Y N (S P LIT )

A g e n t s lo g g e d in a t t h is s p lit ’ s
e xte n s io n s .

N U M B E R O F A G EN TS A ge n t s S TA FC O U N T

A g e n t ’ s n a m e o r lo g in ID . A G EN T S y n o n y m o r lo g in ID S Y N (LO G ID )

A C D ca lls r e ce iv e d b y e a ch a g e n t
a n d t h e t o t a l fo r t h e sp lit in t h e
cu r r e n t h a lf- h o u r . (Th is it e m a ls o
co n t a in s in t r a flo w e d / in t e r flo w e d
ca lls a n s w e r e d in t h is s p lit .)

A C D C A LL S C a lls A C D C A LL S

Ea ch a g e n t ’ s s u b t o t a l fo r e a ch
EVE N T C O U N T b u t t o n , a n d t h e
sp lit s t o t a l.

B u t t o n p r e s s e s EV EN T C O U N TER STRO K E 1 . . .S TRO K E9
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S t a n d a r d H i s t o r i c a l R e p o r t s D e s c r i p t i o n s

S p l i t R e p o r t

D a t a File s U s e d / H H O U R / S P L I T fo r D a ily Re p o r t ;
/ D A I L Y / S P L I T fo r W e e k ly a n d M o n t h ly Re p o r t s

D A I LY S PLI T R EPO R T ( M EN U : D SP LI T)
4 / 2 2 / 8 8 D A Y : 0 4 / 0 1 / 8 8

SP LI T: 1 ( )
A V G A V G N O N O A V G A V G N O A V G A V G % C A L LS/

SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % O U T O U T P O S A C D % P O S
TI M E A N S TI M E C A LL S C A L LS D EL A Y I N O U T TI M E C A L L A U X C A LL S TI M E S TA FF TI M E A N S STA FF

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0 8 : 0 0 - 0 8 : 3 0 A M 3 . 4 6 1 0 . 9 7 1 1 8 3 2 0 3 1 1 0 0 2 6 . 1 5 4 . 1 3 0 . 4 0 0 0 . 0 0 2 0 . 0 0 9 9 . 45 8 5 . 3 5 5 9 . 1 5
0 8 : 3 0 - 0 9 : 0 0 A M 3 . 5 4 1 0 . 9 2 1 1 7 7 2 0 4 1 1 0 0 2 6 . 2 2 4 . 0 5 0 . 4 3 0 0 . 0 0 2 0 . 0 0 9 9 . 44 8 5 . 2 3 5 8 . 8 5
0 9 : 0 0 - 0 9 : 3 0 A M 3 . 8 2 1 0 . 8 8 1 1 8 8 2 0 4 1 1 0 0 2 6 . 3 1 3 . 9 6 0 . 4 0 0 0 . 0 0 2 0 . 0 0 9 9 . 53 8 5 . 3 4 5 9 . 4 0

.

.
0 5 : 3 0 - 0 6 : 0 0 P M 3 . 7 3 1 0 . 8 3 1 1 9 0 2 0 6 1 2 0 0 2 6 . 4 3 3 . 8 3 0 . 4 0 0 0 . 0 0 2 0 . 0 0 9 9 . 52 8 5 . 2 4 5 9 . 5 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
3 . 7 5 1 0 . 9 0 5 6 7 9 9 9 7 8 8 0 0 2 6 . 2 7 4 . 0 0 0 . 4 1 0 0 . 0 0 9 9 . 4 9 8 5 . 3 0

W EE K LY S P LI T R E PO R T ( M E N U : W SP LI T)
2 / 1 1 / 8 8

SP LI T: 1 ( )

A V G A V G N O . N O . A V G A V G N O EX T A V G %
SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % O U T EX T O U T A C D %

D A Y A N S TI M E C A L LS C A LL S D EL A Y I N O U T TI M E C A LL W R K A U X C A LL S TI M E TI M E A N S
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0 1 / 2 8 / 8 8 4 0 . 8 3 7 8 . 0 0 6 4 4 3 3 4 0 7 0 0 1 4 1 . 9 9 0 . 4 1 5 5 . 4 7 1 2 1 3 6 0 . 7 0 3 2 . 5 7 9 5 . 1 3
0 1 / 2 9 / 8 8 2 2 . 0 1 5 8 . 0 4 6 7 0 2 7 2 1 4 0 0 1 3 7 . 0 1 0 . 7 7 4 9 . 3 8 1 1 1 9 5 7 . 6 2 3 4 . 3 8 9 6 . 1 3
0 2 / 0 1 / 8 8 3 6 . 6 1 3 5 . 9 1 2 0 5 3 6 7 1 9 1 0 0 1 1 8 . 0 6 1 . 1 5 1 9 . 6 2 6 6 7 5 4 . 6 0 6 9 . 3 8 9 6 . 8 4
0 2 / 0 2 / 8 8 4 3 . 0 9 3 0 . 6 5 2 6 1 3 1 0 0 3 2 8 0 0 1 0 9 . 7 5 1 . 5 9 2 3 . 8 0 8 8 7 5 1 . 9 2 7 3 . 1 6 9 6 . 3 1
0 2 / 0 3 / 8 8 2 7 . 8 0 2 6 . 8 3 2 1 2 6 4 7 2 2 8 0 0 1 1 2 . 1 3 1 . 2 8 2 2 . 7 5 7 5 4 5 4 . 0 5 6 6 . 8 9 9 7 . 8 4
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 3 5 . 5 2 3 9 . 6 8 8 1 0 6 2 7 4 0 0 1 1 7 . 3 0 1 . 2 4 3 2 . 1 9 4 6 4 0 5 6 . 3 2 5 7 . 8 5 9 6 . 7 3

M O N TH L Y S P LI T R EPO R T ( M EN U : M SP LI T)
2 / 1 1 / 8 8

SP LI T: 1 ( )

A V G A V G N O . N O . A V G A V G N O EX T A V G %
SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % O U T EX T O U T A C D %

D A Y A N S TI M E C A L LS C A LL S D EL A Y I N O U T TI M E C A LL W R K A U X C A LL S TI M E TI M E A N S
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0 1 / 1 1 / 8 8 2 5 . 8 6 4 3 . 3 1 6 2 5 1 3 4 4 8 0 0 1 5 6 . 5 0 0 . 0 3 2 4 . 9 3 5 7 6 5 8 . 6 1 4 9 . 1 0 9 7 . 9 6
0 1 / 1 2 / 8 8 3 9 . 4 6 7 4 . 3 8 5 1 1 3 2 4 1 5 0 0 1 7 9 . 8 7 0 . 3 2 2 3 . 4 1 3 8 0 5 3 . 1 1 5 7 . 0 5 9 4 . 1 1
0 1 / 1 3 / 8 8 1 1 . 4 9 7 7 . 8 8 4 6 2 8 2 3 5 0 0 1 5 4 . 6 5 1 . 2 2 4 1 . 5 2 9 8 8 6 0 . 2 9 3 3 . 4 6 9 8 . 3 0

.

.
0 2 / 1 0 / 8 8 7 . 9 0 4 9 . 7 0 9 9 9 1 0 1 9 4 1 0 1 3 3 . 1 8 1 . 5 6 3 0 . 0 1 8 4 1 6 3 . 6 6 4 3 . 1 6 9 9 . 0 1
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 3 1 . 9 6 4 1 . 5 3 2 3 2 9 5 8 3 9 1 0 1 2 8 . 8 8 1 . 4 6 4 1 . 1 3 2 6 0 1 8 5 8 . 7 6 4 4 . 7 3 9 6 . 5 2
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

N O T E ‘ ‘ A v e r a g e S p e e d o f A n s w e r ’ ’ r e p o r t s t h e a v e r a g e t im e ca ll e r s w a it e d in q u eu e
b e fo r e co n n e ct in g t o a n a g e n t . H o w e v e r , a b a n d o n e d ca ll s a r e n o t in clu d e d in
fo r m in g t h is a v e r a g e . ‘ ‘ % A C D Tim e ’ ’ in clu d e s b o t h t h e t im e o n A C D ca ll s a n d
t h e t im e in a ft e r - ca ll w o r k . To ch a n g e a fo r m u la , a cce s s t h e a s s o cia t e d ca lcu la t io n
in t h e D ict io n a r y s u b s y s t e m a n d cr e a t e a cu s t o m ca lcu la t io n . Th e n cr e a t e a C u s t o m
Re p o r t t h a t u s e s t h e n e w ca lcu la t io n .

N O T E Th e t im e a g e n t s w e r e a v a ila b le a n d w a it in g fo r a n A C D ca ll (id le t im e ) is n o t
s h o w n in t h e Sp lit Re p o r t s . If y o u w a n t t o k n o w t h e p e r ce n t a g e o f t im e a g e n ts
w e r e a v a ila b le t o a n s w e r ca ll s , y o u ca n cr e a t e a r e p o r t it e m w it h t h e fo ll o w in g
fo r m u la :

1 0 0 * ( I D L E T I M E / S T A F T I M E )

T a b l e B 1 0 Ite m Re f e r e n ce f o r S p l i t Re p o r ts

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
M M / D D / Y Y
fo r m a t d a t e

0 9 / 1 4 / 8 7 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

D S P LIT, W S P LIT , M S P LI T U N IX sy s t e m file n a m e o f r e p o r t . Lab e l

D a y s e le cte d in t h e Re p o r t
P a r a m e t e r s s cr e e n t o b e r e p o r t e d
o n .

M M / D D / Y Y
fo r m a t d a t e

D A Y (D a ily o n ly ) D A TE(J )

Sp lit s e le ct e d in Rep o r t
P a r a m e t e r s s cr e e n t o b e co v e r e d
b y t h e r e p o r t .

Sp lit
n u m b e r o r
sy n o n y m

SP LIT S Y N (S P LI T)

In t e r v a ls o r d a y s s e le ct e d fo r
r e p o r t in th e Re p o r t P a r a m e te r s
scr e e n .

a .m ./ p .m .
fo r m a t
tim e , h a lf-
h o u r
in t e r v a ls o r
M M / D D / Y Y
fo r m a t
d a t e s

IN TERV A L fo r D a ily Re p o r t ;
D A TE(D A Y ) fo r We e k ly a n d M o n t h ly .

TIM E o r D A Y

B 2 8 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 0 Ite m Re f e r e n ce f o r S p l i t Re p o r ts ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
A v e r a g e sp e e d o f a n s w e r : t h e
a v e r a g e w a it t im e fo r ca lle r s t h a t
co n n e ct e d t o a n a g e n t .

A VG A N S W ER SP EED
A N S D E L A Y / A N S W E R E D

A VG S P EE D A N S S e co n d s

A v e r a g e a b a n d o n tim e : t h e
a v e r a g e w a it t im e fo r ca lle r s w h o
h u n g u p b e fo r e co n n e ct in g w it h
a n a g e n t .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

A VG A B A N TIM E S e co n d s

N u m b e r o f A C D ca lls : q u e u e d
ca lls t h a t co n n e ct e d t o a n a g e n t in
th is s p lit d u r in g t h e p e r io d
co v e r e d . (Th is it e m a ls o co n t a in s
in t r a flo w e d / in t e r flo w e d ca lls
a n s w e r e d in t h is s p lit .)

N O . A C D C A LL S C a lls A C D C A LL S

N u m b e r o f a b a n d o n e d ca lls :
q u e u e d ca lls in w h ich t h e ca lle r
h u n g u p b e fo r e co n n e ct in g w it h
a n a g e n t .

N O . A B AN C A LL S C a lls A B A N D O N S

M a xim u m d e la y : th e lo n g e st w a it
in q u e u e b y a n y ca ll, r e g a r d le s s o f
w h e t h e r th e ca ll co n n e ct e d t o a n
a g e n t o r w a s a b a n d o n e d .

M A X D EL A Y S e co n d s M A X O LD C W

In t r a flo w e d ca lls a cce p t e d in t o
th is s p lit d u r in g t h e p e r io d
co v e r e d . In clu d e s ca lls a n s w e r e d ,
a b a n d o n e d , o r
in t r a flo w e d / in t e r flo w e d o u t o f
th e s p lit .

FL O W IN * C a lls IN FL O W

In t r a flo w e d / in t e r flo w e d ca lls s e n t
to a n o t h e r d e s t in a tio n b y t h is s p lit
d u r in g t h e p e r io d co v e r e d .

FL O W O U T* C a lls O U TFL O W

* W it h a G e n e r ic 3 i s w it ch , y o u co u ld h a v e m o r e IN FL O W / O U TFL O W ca ll s co u n t e d b e ca u s e o f t h e M u lt ip le Sp lit
Q u e u in g fe a t u r e . Se e t h e C M S V ect or in g A d m i n i st ra t i on (5 8 5 - 2 1 5 - 5 0 2 ) d o cu m e n t fo r m o r e in fo r m a t io n .
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 0 Ite m Re f e r e n ce f o r S p l i t Re p o r ts ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
A v e r a g e ta lk t im e : a v e r a g e le n g t h
o f A C D ca lls fo r t h e p e r io d
co v e r e d .

A VG A C D TA LK TIM E H H (D a ily )
C U M T A L K / N U M T A L K

A VG TA LK TIM E S e co n d s

A VG A C D TA LK TIM E
(We e k ly ,m o n t h ly )
A C D T I M E / A C D C A L L S

A v e r a g e a ft e r - ca ll w o r k t im e : t h e
a v e r a g e se s s io n in th e A C W s t a t e .

A VG A C W TIM E
( A C W T I M E - A C W I N T I M E -

A C W O U T T I M E ) / A C D C A L L S

A VG A FTE R C A L L W O RK S e co n d s

P e r ce n t o f t im e in A U X w o r k :
tim e s p e n t in a u xilia r y w o r k .

P ERCEN T A U X WO RK
1 0 0 * ( A U X T I M E / S T A F T I M E )

% A U X P e r ce n t

N u m b e r o f o u t g o in g ca lls p la ce d
fr o m w it h in t h is s p lit d u r in g t h e
p e r io d co v e r e d .

N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

N O . EX T O U T C A LL S C a lls

A VG EX T O U T TIM E (w e e k ly
a n d m o n th ly r e p o r t s o n ly )

A v e r a g e le n g t h o f e xte n s io n - o u t
ca lls .

A VG TA LK TIM E O U T
( A C W O U T T I M E + A U X O U T T I M E )

/ ( A C W O U T C A L L S +
A U X O U T C A L L S )

Se co n d s

A VG P O S S TA FF ED (D a ily
o n ly )

Th e a v e r a g e n u m b e r o f a g e n t s
st a ffin g t h e s p lit d u r in g a g iv e n
h a lf- h o u r . C a lcu la t e d b y lo gg e d -
in s e co n d s a ccu m u la t e d d u r in g
th e h a lf- h o u r .

A g e n t
e q u iv a le n t s

FU LL TIME A G EN T
S T A F T I M E / 1 8 0 0

P e r ce n t o f s t a ffe d t im e s p e n t o n
A C D ca lls.

P ERCEN T A C D TIM E
1 0 0 * ( ( A C D T I M E +

A C W T I M E ) / S T A F T I M E )

% A C D TIM E P e r ce n t

P e r ce n t a g e o f q u e u e d ca lls t h a t
co n n e ct t o a n a g e n t.

P ERCEN T C A LL A N S
1 0 0 * ( ( A C D C A L L S /

( A C D C A L L S + A B A N D O N S )

% A N S P e r ce n t

A v e r a g e n u m b e r o f ca lls h a n d le d
b y a n a g e n t p o s it io n .

FU LL A G N U M C A LL
1 8 0 0 * ( A C D C A L L S / S T A F T I M E )

C A LL S/ P O S S TA FF (D a ily o n ly ) C a lls
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

S p l i t E v e n t C o u n t R e p o r t

D a t a File s U s e d / H H O U R / S P L I T fo r t h e D a ily Re p o r t ; / D A I L Y / S P L I T
fo r t h e We e k ly a n d M o n t h ly Re p o r t s .

D A I LY S PLI T EV EN T C O U N T R EPO R T ( M EN U : D SEV EN T )
4 / 2 2 / 8 8 D A Y : 0 4 / 0 1 / 8 8

SP LI T: 1 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - - - EV E N T C O U N T- - - - - - - - - - - - - - - - - - - - - - - - - - -
TI M E C A L LS 1 2 3 4 5 6 7 8 9

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0 8 : 0 0 - 0 8 : 3 0 A M 1 1 8 3 0 0 0 0 1 2 0 0 0 0
0 8 : 3 0 - 0 9 : 0 0 A M 1 1 7 7 0 0 0 0 1 2 0 0 0 0
0 9 : 0 0 - 0 9 : 3 0 A M 1 1 8 8 0 0 0 0 1 2 0 0 0 0

.

.
0 5 : 3 0 - 0 6 : 0 0 P M 1 1 9 0 0 0 0 0 1 2 0 0 0 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
5 6 7 9 9 0 0 0 0 5 6 0 0 0 0 0

W EE K LY S P LI T EV EN T C O U N T R EPO R T ( M EN U : W SEV E N T)
2 / 1 1 / 8 8

SP LI T: 1 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - - - EV E N T C O U N T- - - - - - - - - - - - - - - - - - - - - - - - - - -
D A Y C A L LS 1 2 3 4 5 6 7 8 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0 2 / 0 4 / 8 8 1 9 2 8 5 0 0 0 0 0 0 0 0
0 2 / 0 5 / 8 8 1 6 3 5 1 0 1 0 0 0 0 0 0
0 2 / 0 8 / 8 8 1 6 8 6 6 0 0 0 2 0 0 0 0
0 2 / 0 9 / 8 8 1 5 5 2 2 0 0 0 1 0 0 0 0
0 2 / 1 0 / 8 8 9 9 9 7 4 6 5 3 0 0 0 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
7 8 0 0 2 1 4 7 5 6 0 0 0 0

M O N TH L Y S P LI T EV EN T C O U N T R EPO R T ( M E N U : M SEV EN T)
2 / 1 1 / 8 8

SP LI T: 1 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - - - EV E N T C O U N T- - - - - - - - - - - - - - - - - - - - - - - - - - -
D A Y C A L LS 1 2 3 4 5 6 7 8 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0 1 / 1 1 / 8 8 6 2 5 8 0 0 0 0 0 0 0 0
0 1 / 1 2 / 8 8 5 1 1 8 0 0 0 0 0 0 0 0
0 1 / 1 3 / 8 8 4 6 2 3 1 0 0 0 0 0 0 0

.

.
0 2 / 1 0 / 8 8 9 9 9 7 4 6 5 3 0 0 0 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
2 3 2 9 5 1 1 6 8 1 0 1 0 1 3 0 0 0 0

N O T E Ev e n t C o u n t s a r e n o t a v a ila b le a s a s t a n d a r d fe a t u r e o n S y s t e m 7 5 a n d G e n er ic 1 .
H o w e v e r , e v e n t co u n t s ca n b e p r o v id e d o n a C u s t o m W o r k b a s is .
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 1 Ite m Re f e r e n ce f o r t h e S p l i t E v e n t C o u n t Re p o r ts

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
M M / D D / Y Y
fo r m a t d a t e

1 2 / 1 6 / 8 8 D a t e r e p o r t w a s o u t p u t D A TE(D )

Th e d a y o r d a y s co v e r e d b y t h e
r e p o r t .

M M / D D / Y Y
fo r m a t

D A TE(J ) , D a ily ; D A TE(D A Y ) W e e k ly ,
M o n t h ly

D A Y

Th e s p lit n u m b e r o r s y n o n y m
se le ct e d in t h e Re p o r t P a r a m e t e r s
scr e e n .

N u m b e r o r
sy n o n y m

SP LIT S Y N (S P LI T)

TIM E (D a ily r e p o r t o n ly ) Th e h a lf- h o u r in t e r v a ls s e le ct e d in
th e Re p o r t P a r a m e t e r s s cr e e n .

a .m ./ p .m .
fo r m a t t im e

IN TERV A L

N u m b e r o f A C D ca lls a n s w e r e d
b y a g e n t s in t h is s p lit in t h e
p e r io d co v e r e d . (Th is it e m a ls o
co n t a in s in t r a flo w e d / in t e r flo w e d
ca lls a n s w e r e d in t h is s p lit .)

A C D C A LL S C a lls A C D C A LL S

Th e n u m b e r o f b u t to n p r e s s e s o f
th e v a r io u s EVEN T C O U N T
b u t t o n s b y t h is s p lit’ s a g e n t s
d u r in g t h e p e r io d co v e r e d .

STRO K E n fo r h a lf- h o u r d a ta ;
SU M (S TRO K En ) fo r s u m m a r y d a t a ,
w h e r e " n " is t h e n u m b e r o f a n EVEN T
C O U N T b u t t o n .

EVE N T C O U N TS Ev e n t co u n t s

B 3 2 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

A g e n t R e p o r t

D a t a File s U s e d / H H O U R / A G E N T fo r D a ily ; / D A I L Y / A G E N T fo r W e e k ly a n d M o n t h ly

D A I LY A G EN T R EPO R T ( M E N U : D A G EN T)
2 / 1 6 / 8 8 D A Y : 0 2 / 0 2 / 8 8

A G EN T: 7 0 0 2 ( )
SP LI T: 1 ( )

N U M B ER A V ER A G E A V ER A G E W EI G H TE D N O . O F A V G EX T N O . O F A V G EX T % % TO TA L N U M B ER
O F A C D A C D TA LK A FTER C A LL EX T O U T O U T TA LK EX T I N I N TA LK A U X A C D M I N O F

TI M E C A L LS TI M E C A LL W O R K V A LU E C A LL S TI M E C A LL S TI M E W O R K TI M E S TA FF ED A SS I S TS
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

1 1 : 0 0 - 1 1 : 3 0 A M 7 1 7 5 . 4 3 0 . 0 0 1 7 5 . 4 3 0 0 . 0 0 0 0 . 0 0 0 . 0 8 9 9 . 8 4 2 0 . 5 0 0
1 1 : 3 0 - 1 2 : 0 0 P M 1 7 8 7 . 0 0 0 . 0 0 8 7 . 0 0 1 1 . 0 0 0 0 . 0 0 1 5 . 9 2 8 3 . 8 0 2 9 . 4 2 0
1 2 : 0 0 - 1 2 : 3 0 P M 2 8 4 5 . 0 0 0 . 0 0 8 4 5 . 0 0 0 0 . 0 0 0 0 . 0 0 1 . 4 9 9 7 . 0 1 2 9 . 0 3 0

.

.
0 3 : 3 0 - 0 4 : 0 0 P M 1 4 8 8 . 7 1 0 . 0 0 8 8 . 7 1 1 1 . 0 0 0 0 . 0 0 2 7 . 2 9 6 9 . 7 4 2 9 . 6 8 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 9 1 1 1 9 . 5 5 0 . 0 0 1 1 9 . 5 5 2 1 . 0 0 0 0 . 0 0 1 4 . 8 4 8 4 . 3 7 2 1 4 . 9 0 0

W EE K LY A G EN T R EPO R T ( M EN U : W A G EN T)
2 / 1 1 / 8 8

A G EN T: 7 0 0 2 ( )
SP LI T: 1 ( )

N U M B ER A V ER A G E A V ER A G E W EI G H TE D N O . O F A V G EX T N O . O F A V G EX T % % TO TA L N U M B ER
O F A C D A C D TA LK A FTER C A LL EX T O U T O U T TA LK EX T I N I N TA LK A U X A C D H O U R S O F

D A Y C A L LS TI M E C A LL W O R K V A LU E C A LL S TI M E C A L LS TI M E W O R K TI M E S TA FF ED A SS I S TS
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0 2 / 0 4 / 8 8 9 8 1 2 1 . 3 6 0 . 0 0 1 2 1 . 3 6 6 2 . 0 0 0 0 . 0 0 2 5 . 6 7 6 1 . 6 3 5 . 3 6 0
0 2 / 0 5 / 8 8 7 0 1 0 5 . 4 9 0 . 0 0 1 0 5 . 4 9 2 1 . 5 0 0 0 . 0 0 1 6 . 2 5 6 8 . 5 0 2 . 9 9 0
0 2 / 0 8 / 8 8 5 4 1 4 2 . 6 9 0 . 0 0 1 4 2 . 6 9 2 1 . 0 0 0 0 . 0 0 1 8 . 8 5 7 5 . 8 7 2 . 8 2 0
0 2 / 0 9 / 8 8 8 5 1 1 9 . 5 6 0 . 0 0 1 1 9 . 5 6 3 1 . 0 0 0 0 . 0 0 2 6 . 3 0 6 4 . 8 1 4 . 3 6 0
0 2 / 1 0 / 8 8 4 8 1 4 6 . 5 4 0 . 0 0 1 4 6 . 5 4 3 1 . 0 0 0 0 . 0 0 1 8 . 6 6 5 7 . 1 7 3 . 4 2 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 3 5 5 1 2 4 . 4 5 0 . 0 0 1 2 4 . 4 5 1 6 1 . 4 4 0 0 . 0 0 2 2 . 0 5 6 4 . 7 6 1 8 . 9 5 0

M O N TH L Y A G EN T R EPO R T ( M EN U : M A G EN T )
2 / 1 1 / 8 8

A G EN T: 7 0 0 2 ( )
SP LI T: 1 ( )

N U M B ER A V ER A G E A V ER A G E W EI G H TE D N O . O F A V G EX T N O . O F A V G EX T % % TO TA L N U M B ER
O F A C D A C D TA LK A FTER C A LL EX T O U T O U T TA LK EX T I N I N TA LK A U X A C D H O U R S O F

D A Y C A L LS TI M E C A LL W O R K V A LU E C A LL S TI M E C A L LS TI M E W O R K TI M E S TA FF ED A SS I S TS
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0 1 / 1 1 / 8 8 1 4 1 9 3 . 5 0 0 . 0 0 1 9 3 . 5 0 2 1 . 0 0 0 0 . 0 0 9 . 4 6 6 3 . 2 6 1 . 1 9 0
0 1 / 1 2 / 8 8 2 6 1 9 5 . 4 2 0 . 0 0 1 9 5 . 4 2 1 1 . 0 0 0 0 . 0 0 9 . 2 8 7 0 . 5 5 2 . 0 0 0
0 1 / 1 3 / 8 8 1 2 2 7 7 . 3 3 0 . 0 0 2 7 7 . 3 3 1 2 . 0 0 0 0 . 0 0 0 . 1 6 8 9 . 1 5 1 . 0 4 0

.

.
0 2 / 1 0 / 8 8 4 8 1 4 6 . 5 4 0 . 0 0 1 4 6 . 5 4 3 1 . 0 0 0 0 . 0 0 1 8 . 6 6 5 7 . 1 7 3 . 4 2 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 9 0 9 1 4 9 . 8 2 0 . 0 0 1 4 9 . 8 2 4 6 1 . 4 3 0 0 . 0 0 1 5 . 5 2 6 8 . 7 9 5 4 . 9 9 0
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

N O T E D e p e n d in g o n y o u r n e e d s , y o u m a y w a n t t o ch a n g e t h e fo r m u la u s e d t o ca lcu la t e ‘‘ %
A C D TIM E.’ ’ Th is it e m cu r r e n t ly in clu d e s a ft e r - ca ll- w o r k . To ch a n g e t h e fo r m u la ,
a cce s s t h e a s s o cia t e d ca lcu la t io n in t h e D ict io n a r y s u b s y s t e m a n d cr e a t e a cu s t o m
ca lcu la t io n . Th e n cr e a t e a C u s t o m Re p o r t t h a t u s e s t h e n e w ca lcu la t io n .

T a b l e B 1 2 Ite m Re f e r e n ce o n A g e n t Re p o r ts

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
M M / D D / Y Y
fo r m a t
d a t e

0 4 / 1 1 / 8 7 D a t e t h e r e p o r t w a s p r in t e d . D A TE(D )

D A G EN T, W A G EN T,
M A G EN T

File n a m e s o f t h e r e p o r t s . U N IX s y s t e m file n a m e s La b e l

D a t e co v e r e d in a d a ily r e p o r t ;
b e g in n in g d a t e o f w e e k ly o r
m o n t h ly r e p o r t s .

M M / D D / Y Y
fo r m a t
d a t e

D A Y (D a ily o n ly ) D A TE(J )

ID o r s y n o n y m o f t h e a g e n t
se le ct e d in t h e Re p o r t P a r a m e t e r s
scr e e n .

Sy n o n y m
o r Lo g in
ID

A G EN T SY N (LO G ID )

N u m b e r o r s y n o n y m o f t h e
a g e n t ’ s s p lit .

N u m b e r
o r
sy n o n y m

SP LIT S Y N (S P LI T)

H a lf- h o u r in t e r v a ls s e le ct e d fo r
th is r e p o r t in t h e Rep o r t
P a r a m e t e r s s cr e e n .

a .m ./ p .m .
fo r m a t
tim e

TIM E (D a ily r e p o r t o n ly ) IN TERVAL

D a y s s e le ct e d fo r t h is r e p o r t v ia
th e Re p o r t P a r a m e t e r s s cr e e n .

M M / D D / Y Y
fo r m a t
d a t e

D A TE (We e k ly , M o n t h ly ) D A TE(D A Y )

A C D ca lls a n s w e r e d b y t h is a g e n t
d u r in g t h e p e r io d co v e r e d .

SU M (A C D C A LL S) (D a ily )
A C D C A LL S (W e e k ly ,m o n t h ly )

N U M B E R O F A C D C A LL S C a lls
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 2 Ite m Re f e r e n ce o n A g e n t Re p o r ts ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
A v e r a g e le n g t h o f th is a g e n t’ s
A C D ca lls d u r in g t h e p e r io d
co v e r e d .

A VG A C D TA LK TIM E S U M (D a ily )
S U M ( A C D T I M E ) /

S U M ( A C D C A L L S )
A VG A C D TA LK TIM E
(We e k ly ,m o n t h ly )
A C D T I M E / A C D C A L L S

A VERAG E A C D TA LK TIM E S e co n d s

A v e r a g e le n g t h o f A C W s e s sio n s
b y t h is a g e n t .

A VG A C W TIM E S U M (D a ily )
S U M ( A C W T I M E - A C W O U T T I M E

- A C W I N T I M E ) /
S U M ( A C D C A L L S )
A VG A C W TIM E (W e e k ly ,m o n t h ly )
( A C W T I M E - A C W O U T T I M E -

A C W I N T I M E ) / A C D C A L L S

A VERAG E A FTE R C A LL W O RK Se co n d s

Th e a v e r a g e co m b in e d le n gt h o f
A C D ca lls a n d a ft e r - ca ll w o r k fo r
th is a g e n t. Th e t o t a l e la p s e d tim e
fr o m t h e b e g in n in g o f o n e ca ll t o
th e b e g in n in g o f t h e n e xt,
a s s u m in g t h e a g e n t ’ s w o r k is a n
u n b r o k e n s e r ie s o f A C D ca lls a n d
A C W s e ss io n s .

A VG W O RK TIM E S U M (D a ily )
S U M ( A C D T I M E + A C W T I M E -

A C W O U T T I M E - A C W I N T I M E ) /
S U M ( A C D C A L L S )
A VG W O RK TIM E (W e e k ly ,M o n t h ly )
( A C D T I M E + A C W T I M E -

A C W O U T T I M E - A C W I N T I M E ) /
( A C D C A L L S )

WEIG H TED C A L L VA LUE S e co n d s

N u m b e r o f e xte n s io n - o u t ca lls b y
th is a g e n t in t h e p e r io d .

SU M (N U M C A LL O U T2 ) (D a ily )
S U M ( A C W O U T C A L L S +

A U X O U T C A L L S )
N U M C A LL O U T2 (W e e k ly ,m o n t h ly )
( A C W O U T C A L L S +

A U X O U T C A L L S )

N O . O F EX T O U T C A LL S C a lls

Th e le n g th o f t h e a v e r a g e
e xte n s io n - o u t ca ll.

A VG TA LK TIM O U T S U M (D a ily )
S U M ( A C W O U T T I M E +

A U X O U T T I M E ) /
S U M ( A C W O U T C A L L S +
A U X O U T C A L L S )
A VG TA LK TIM E O U T
(We e k ly ,m o n t h ly )
( A C W O U T T I M E + A U X O U T T I M E )

/ ( A C W O U T C A L L S +
A U X O U T C A L L S )

A VG EX T O U T TA LK TIM E S e co n d s
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 2 Ite m Re f e r e n ce o n A g e n t Re p o r ts ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
Th e n u m b e r o f d ir e ct - d ia le d ca lls
to t h e a g e n t ’ s e xte n s io n d u r in g
th e p e r io d co v e r e d .

SU M (EX T C A LL IN ) (D a ily )
S U M ( A C W I N C A L L S +

A U X I N C A L L S )
EX T C A L L IN (We e k ly ,m o n t h ly )
( A C W I N C A L L S +

A U X I N C A L L S )

N O . O F EX T IN C A LL S C a lls

L e n g t h o f t h e a v e r a g e d ir e ct -
d ia le d ca ll t o t h is a ge n t ’ s
e xte n s io n d u r in g t h e p e r io d
co v e r e d .

A VG TA LK TIM E IN S U M (D a ily )
S U M ( A C W I N T I M E +

A U X I N T I M E ) /
S U M ( A C W I N C A L L S +
A U X I N C A L L S )
A VG TA LK TIM E IN
(We e k ly ,m o n t h ly )
( A C W I N T I M E + A U X I N T I M E ) /

( A C W I N C A L L S + A U X I N C A L L S )

A VG EX T IN TA L K TIM E Se co n d s

P e r ce n t a u xilia r y w o r k : t h e
p e r ce n t o f t h e a g e n t ’ s t o t a l
lo g g e d - in t im e s p e n t in t h e A U X -
WO RK s ta t e .

P ERCEN T A U X WO RK S U M (D a ily )
1 0 0 * S U M ( A U X T I M E ) /

S U M ( S T A F T I M E ) )
P ERCEN T A U X WO RK
(We e k ly ,m o n t h ly )
1 0 0 * ( A U X T I M E ) /

( S T A F T I M E ) )

% A U X WO RK P e r ce n t

P e r ce n t A C D t im e : t h e p e r ce n t o f
th e a g e n t ’ s t o t a l lo gg e d - in t im e
a ct u a lly sp e n t o n A C D ca lls a n d
th e a s s o cia t e d a ft e r - ca ll w o r k .

P ERCEN T A C D TIM E S U M (D a ily )
1 0 0 * S U M ( A C D T I M E +

A C W T I M E ) / S U M ( S T A F T I M E )
P ERCEN T A C D TIM E
(We e k ly ,m o n t h ly )
1 0 0 * ( A C D T I M E + A C W T I M E )

/ ( S T A F T I M E )

% A C D TIM E P e r ce n t

To t a l lo g ge d - in t im e b y t h is a g e n t
in t h e p e r io d co v e r e d .

SU M (M IN S TA FF TIM E (D a ily )
S T A F T I M E / 6 0

H R S TA FF TIM E (We e k ly ,m o n t h ly )
S T A F T I M E / 3 6 0 0

TO TA L M IN / H O U RS S TA FFE D M in u t e s / h o u r s

N u m b e r o f ca lls r e fe r r e d t o t h e
su p e r v is o r b y t h e a ge n t u s in g t h e
A S S IS T b u t t o n d u r in g t h e p e r io d
co v e r e d .

SU M (A SS IS TS ) (D a ily )
A S S IS TS (W e e k ly ,m o n t h ly )

N U M B E R O F A S SIS TS C a lls
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

A g e n t E v e n t C o u n t R e p o r t

D a t a File s U s e d / H H O U R / A G E N T u s e d in D a ily r e p o r t ;
/ D A I L Y / A G E N T u s e d in We e k ly a n d M o n t h ly r e p o r t s .

D A I L Y A G E N T E V E N T C O U N T R E P O R T ( M E N U : D A E V E N T )
2 / 1 6 / 8 8 D A Y : 0 2 / 0 2 / 8 8

A G E N T : 7 0 0 2 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - - E V E N T C O U N T - - - - - - - - - - - - - - - - - - - - - - -
T I M E C A L L S 1 2 3 4 5 6 7 8 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

1 1 : 0 0 - 1 1 : 3 0 A M 7 0 0 0 0 0 0 0 0 0
1 1 : 3 0 - 1 2 : 0 0 P M 1 7 0 0 0 0 0 0 0 0 0
1 2 : 0 0 - 1 2 : 3 0 P M 2 0 0 0 0 0 0 0 0 0

.

.
0 3 : 3 0 - 0 4 : 0 0 P M 1 4 0 0 0 0 0 0 0 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 9 1 0 0 0 0 0 0 0 0 0

W E E K L Y A G E N T E V E N T C O U N T R E P O R T ( M E N U : W A E V E N T )
2 / 1 1 / 8 8

A G E N T : 7 0 0 3 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - E V E N T C O U N T - - - - - - - - - - - - - - - - - - - - - - - -
D A Y C A L L S 1 2 3 4 5 6 7 8 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0 2 / 0 4 / 8 8 8 9 0 0 0 0 0 0 0 0 0
0 2 / 0 5 / 8 8 1 1 4 0 0 0 0 0 0 0 0 0
0 2 / 0 8 / 8 8 1 5 8 0 0 0 0 0 0 0 0 0
0 2 / 0 9 / 8 8 1 5 5 0 0 0 0 0 0 0 0 0
0 2 / 1 0 / 8 8 5 4 0 0 0 0 0 0 0 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 5 7 0 0 0 0 0 0 0 0 0 0

M O N T H L Y A G E N T E V E N T C O U N T R E P O R T ( M E N U : M A E V E N T )
2 / 1 1 / 8 8

A G E N T : 7 0 0 2 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - E V E N T C O U N T - - - - - - - - - - - - - - - - - - - - - - - -
D A Y C A L L S 1 2 3 4 5 6 7 8 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0 1 / 1 1 / 8 8 1 4 0 0 0 0 0 0 0 0 0
0 1 / 1 2 / 8 8 2 6 0 0 0 0 0 0 0 0 0
0 1 / 1 3 / 8 8 1 2 0 0 0 0 0 0 0 0 0

.

.
0 2 / 1 0 / 8 8 4 8 0 0 0 0 0 0 0 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 9 0 9 0 0 0 0 0 0 0 0 0

N O T E Ev e n t C o u n t s a r e n o t a v a ila b le a s a s t a n d a r d fe a t u r e o n S y s t e m 7 5 a n d G e n er ic 1 .
H o w e v e r , e v e n t co u n t s ca n b e p r o v id e d o n a C u s t o m W o r k b a s is .
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 3 Ite m Re f e r e n ce f o r t h e A g e n t E v e n t Co u n t Re p o r ts

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
M M / D D / Y Y
fo r m a t d a t e

0 2 / 1 9 / 8 8 D a t e t h e r e p o r t w a s g e n e r a t e d . D A TE(D )

D A EVEN T, W A EVE N T,
M A EVE N T

U N IX s y st e m file n a m e o f r e p o r t n a m e . La b e l

M M / D D / Y Y
fo r m a t

D A TE(J ) , D a ily ; D A TE(D A Y ), W e e k ly ,
M o n t h ly

D A Y Th e d a y co v e r e d b y t h e r e p o r t .

Th e a g e n t ID n u m b e r o r n a m e s e le ct e d
in t h e Re p o r t P a r a m e t e r s s cr e e n .

ID o r
sy n o n y m

A G EN T SY N (LO G ID )

Th e h a lf- h o u r in t e r v a ls s e le cte d in t h e
Rep o r t P a r a m e t e r s s cr e e n .

a .m ./ p .m .
fo r m a t t im e

TIM E (D a ily r e p o r t o n ly ) IN TERVAL

N u m b e r o f A C D ca lls a n s w e r e d b y t h is
a g e n t in t h e p e r io d co v e r e d .

SU M (A C D C A LL S) (D a ily )
A C D C A LL S (W e e k ly , M o n t h ly )

A C D C A LL S C a lls

Th e n u m b e r o f b u t to n p r e s s e s o f t h e
v a r io u s EVE N T C O U N T b u t t o n s b y
th is a g e n t d u r in g t h e p e r io d co v e r e d .

SU M (S TRO K En ) w h e r e n is t h e n u m b e r
o f t h e EVE N T C O U N T b u t to n (D a ily )
STRO K E n (W e e k ly a n d m o n t h ly )

EVE N T C O U N T Ev e n t co u n t s

B 3 8 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T r u n k G r o u p R e p o r t

D a t a File U s e d / H H O U R / T R U N K G R O U P / D A I L Y / T R U N K G R O U P

D A I LY TR U N K G R O U P R EPO R T ( M EN U : D TG R O U P)
4 / 2 2 / 8 8 D A Y : 0 4 / 0 1 / 8 8

TR U N K G R O U P: 2 2 ( )
N U M B ER O F TR U N K S: 2 0

- - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U TG O I N G - - - - - - - - -
N U M B ER N U M B ER N U M B E R A V G N U M B ER A V G % A LL % TI M E

O F C A LL S O F C A LL S O F C A L LS H O LD TO TA L O F O U T H O LD TO TA L TR U N K S M A I N T
TI M E C A R R I ED A B A N D O N E D A N SW ER ED TI M E C C S C A LL S TI M E C C S B U SY B U SY
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0 8 : 0 0 - 0 8 : 3 0 A M 2 2 3 2 1 2 0 2 1 4 8 . 4 8 3 3 1 . 1 2 0 0 . 0 0 0 . 0 0 1 5 . 6 1 0 . 0 0
0 8 : 3 0 - 0 9 : 0 0 A M 2 2 3 2 1 2 0 2 1 4 6 . 9 2 3 2 7 . 6 4 0 0 . 0 0 0 . 0 0 7 . 6 1 0 . 0 0
0 9 : 0 0 - 0 9 : 3 0 A M 2 2 0 1 8 2 0 2 1 4 9 . 4 1 3 2 8 . 7 0 0 0 . 0 0 0 . 0 0 1 2 . 1 7 0 . 0 0

.

.
0 5 : 3 0 - 0 6 : 0 0 P M 2 2 3 1 9 2 0 4 1 4 9 . 0 2 3 3 2 . 3 1 0 0 . 0 0 0 . 0 0 1 6 . 6 7 0 . 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 1 0 6 5 8 9 4 7 9 7 1 0 1 4 8 . 9 4 1 5 8 7 4 . 3 5 0 0 . 0 0 0 . 0 0 1 3 . 5 4 0 . 0 0

W EE K LY TR U N K G R O U P R E PO R T ( M EN U : W TG R O U P)
3 / 0 1 / 8 8

TR U N K G R O U P: 2 0 ( )
N U M B ER O F TR U N K S: 1 3 8

- - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U T G O I N G - - - - - - - - - -
N U M B ER N U M B ER N U M B E R A V G N U M B ER A V G % A LL % TI M E

O F C A LL S O F C A LL S O F C A L LS H O LD TO TA L O F O U T H O LD TO TA L TR U N K S M A I N T
D A Y C A R R I ED A B A N D O N E D A N SW E R ED TI M E C C S C A LL S TI M E C C S B U SY B U SY

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0 2 / 0 9 / 8 8 3 6 4 1 5 2 2 5 1 1 2 . 7 8 4 1 0 . 5 1 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0
0 2 / 1 0 / 8 8 2 8 9 1 3 1 2 9 1 0 9 . 4 6 3 1 6 . 3 3 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0
0 2 / 1 1 / 8 8 4 0 2 2 0 2 . 7 5 8 . 1 1 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
6 5 7 2 8 3 5 6 1 1 1 . 8 6 7 3 4 . 9 5 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0

M O N TH L Y TR U N K G R O U P R EPO R T ( M EN U : M TG R O U P)
3 / 0 1 / 8 8

TR U N K G R O U P: 2 0 ( )
N U M B ER O F TR U N K S: 1 3 8

- - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U T G O I N G - - - - - - - - - -
N U M B ER N U M B ER N U M B E R A V G N U M B ER A V G % A LL % TI M E

O F C A LL S O F C A LL S O F C A L LS H O LD TO TA L O F O U T H O LD TO TA L TR U N K S M A I N T
D A Y C A R R I ED A B A N D O N E D A N SW E R ED TI M E C C S C A LL S TI M E C C S B U SY B U SY

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0 2 / 0 1 / 8 8 7 2 2 1 1 2 9 2 6 7 5 7 4 . 2 5 5 3 6 1 . 4 4 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0
0 2 / 0 2 / 8 8 9 0 8 7 2 0 2 4 3 7 7 8 9 . 8 5 8 1 6 4 . 5 8 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0
0 2 / 0 3 / 8 8 3 2 0 8 7 9 1 8 6 0 1 0 4 . 6 4 3 3 5 6 . 8 4 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0

.

.
0 2 / 1 1 / 8 8 4 0 2 2 0 2 . 7 5 8 . 1 1 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
2 6 1 4 0 6 5 6 1 2 1 5 3 9 0 . 4 5 2 3 6 4 3 . 5 3 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

N O T E Th e W e e k ly a n d M o n t h ly Tr u n k G r o u p Re p o r t s b a s e t h e ‘ ‘ % A LL TRU N K S B U S Y ’ ’
a n d t h e ‘ ‘ % TIM E M A IN T B U S Y ’ ’ o n a 2 4 - h o u r d a y w it h 4 8 in t e r v a ls ; a s a r e s u lt , th e
s u m m a r y v a lu e s fo r t h e s e it e m s s h o w n in y o u r D a ily r e p o r t s m a y n o t m a t ch th e
v a lu e s s h o w n in y o u r W e e k ly / M o n t h ly r e p o r t s . To r e fle ct t h e a ct u a l h o u r s o f da ily
a ct iv it y , cr e a t e a cu s t o m r e p o r t a n d ch a n g e t h e d e n o m in a t o r fo r t h e s e fie ld s. Fo r
e xa m p le , fo r 8 h o u r s o f a ct iv it y , u s e 1 6 in t e r v a ls ; fo r 1 2 h o u r s o f a ct iv it y , u se 2 4
in t e r v a ls , e t c.

N O T E Th e ‘ ‘ N u m b e r o f C a ll s C a r r ie d ’ ’ it e m co n t a in s , in a d d it io n t o t h e n u m b e r of ca ll s
a n s w e r e d a n d a b a n d o n e d , t h e n u m b e r o f n o n - A C D ca ll s (if a n y ) a n d ca ll s lo s t d u e t o
h a r d w a r e a n d s o ft w a r e fa ilu r e s (if a n y ). Th e r e fo r e , ‘ ‘ C a ll s C a r r ie d ’ ’ m a y n ot a lw a y s
m a t ch t h e t o t a l o f ‘ ‘ C a ll s A b a n d o n e d ’ ’ a n d ‘ ‘ C a ll s A n s w e r e d . ’ ’ Y o u ca n cr e a t e a
cu s t o m r e p o r t w it h a ‘ ‘ C a lls C a r r ie d ’ ’ it e m a s fo ll o w s — I N C A L L S - F A I L U R E S -
S O F T F A I L - N O N A C D — t o e lim in a t e t h e s e a d d it io n a l ca ll s . O r , if d e s ir e d , y o u ca n
in d iv id u a ll y lis t d a t a in a cu s t o m r e p o r t fo r t h e F A I L U R E S , S O F T F A I L , a n d
N O N A C D d a t a b a s e it e m s .

T a b l e B 1 4 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p Re p o r ts

D at ab as e Ite m O r
Re p o r t Ite m Wh at It M e as u r e s U n i t s

Ca l cu l at i o n F o r m u l a
M M / D D / Y Y
fo r m a t d a t e

0 4 / 1 9 / 8 8 D a t e w h e n t h e r e p o r t w a s g e n e r a t e d . D A TE(D )

D TG RO U P U N IX s y s t e m file n a m e o f r e p o r t . L a b e l

D a y s e le cte d o n Rep o r t P a r a m e t e r s
scr e e n fo r t h e r e p o r t .

M M / D D / Y Y
fo r m a t d a t e

D A TE(J ) (D a ily ) D A Y

Th e n u m b e r o f t h e tr u n k g r o u p o f
w h ich t h e t r u n k is a m e m b e r .

Tr u n k
gr o u p
n u m b e r

TRU N K G RO U P SY N (TRK G RP )

N U M B E R O F TRU N K S N u m b e r o f tr u n k s in gr o u p . Tr u n k s G RO U P S IZE

Th e h a lf- h o u r in t e r v a ls o r d a y s
se le ct e d in t h e Re p o r t P a r a m e t e r s
scr e e n fo r t h e r e p o r t t o co v e r .

a .m / p .m .
fo r m a t
tim e

IN TERV A L (D a ily )
D A TE(D A Y ) (W e e k ly , M o n t h ly )

TIM E/ D A TES

IN C O M IN G

N U M B E R O F C A LL S
C A RRIE D

In co m in g ca lls t h a t s e iz e d t h is t r u n k
d u r in g t h e p e r io d co v e r e d .

C a lls IN C A LL S

B 4 0 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 4 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p Re p o r ts ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
N U M B E R O F C A LL S
A B A N D O N ED

C a lls in w h ich t h e ca lle r h a n gs u p
b e fo r e b e in g co n n e ct e d t o a n
a g e n t d u r in g t h e p e r io d co v e r e d .

C a lls A B A N D O N S

N U M B E R O F C A LL S
A N S W ER ED

C a lls t h a t co n n e ct e d t o a n a ge n t
in t h is p e r io d .

C a lls A N S W ERE D

A v e r a g e le n g t h o f tim e in co m in g
ca lls la s t .

A VG H O LD TIM E IN
I N T I M E / I N C A L L S

A VG H O LD TIM E S e co n d s

Th e t r u n k o ccu p a n cy b y in co m in g
ca lls t h a t se iz e t h e tr u n k (in clu d e s
a ll " ca r r ie d " ca lls ) in h u n d r e d s o f
ca ll s e co n d s .

TO TA L C C S C C S IN TIM E/ 1 0 0

O U T GO IN G

N U M B E R O F O U T C A LL S Exte n s io n - o u t ca lls t h a t s e iz e t h is
tr u n k d u r in g t h e p e r io d co v e r e d .

C a lls O U TC A LL S

A v e r a g e h o ld in g t im e o f a ll
o u t g o in g ca lls o n t h is t r u n k .

A VG H O LD TIM E O U T
O U T T I M E / O U T C A L L S

A VG H O LD TIM E S e co n d s

To t a l o u t go in g - ca ll t r u n k
o ccu p a n cy in h u n d r e d s o f ca ll
se co n d s .

O U TG O IN G C C S
O U T T I M E / 1 0 0

TO TA L C C S C C S

Th e p e r ce n t a g e o f tim e a ll t r u n k s
a r e s im u lta n e o u s ly b u s y .

P ERCEN T B U S Y A LL (D a ily )
A L L I N U S E / 1 8

SU M (P ER C EN T B U S Y A LL )
(We e k ly ,m o n t h ly )
A L L I N U S E / 1 8 ) / 4 8

% A LL TRU N K S B U S Y P e r ce n t

Th e p e r ce n t a g e o f tim e t h e t r u n k
gr o u p h a s b e e n b u sie d o u t fo r
m a in t e n a n ce .

P ERCEN T M A IN T TIM (D a ily )
M B U S Y T I M E / ( 1 8 *

G R O U P S I Z E )
SU M (P ER C EN T M A IN T TIM )
(We e k ly ,m o n t h ly )
( ( M B U S Y T I M E ) / ( 1 8 *

G R O U P S I Z E ) ) / 4 8

% TIM E M A IN T B U S Y P e r ce n t

3 B C M S C u s t o m R e p o r t s B 4 1
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S y s t e m R e p o r t

D a t a File U s e d / D A I L Y / S P L I T

D A I LY S Y STEM R E PO R T ( M EN U : D SY STEM )
2 / 1 6 / 8 8 D A Y : 0 2 / 0 2 / 8 8

A V G A V G N O . N O . A V G A V G N O A V G %
SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % EX T O U T EX T O U T A C D %

SP LI T A N S TI M E C A LL S C A L LS D EL A Y I N O U T TI M E C A L L W R K A U X C A LL S TI M E TI M E A N S
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
1 ( ) 4 3 . 0 9 3 0 . 6 5 2 6 1 3 1 0 0 3 2 8 0 0 1 0 9 . 7 5 1 . 5 9 2 3 . 8 0 8 8 7 5 1 . 9 2 7 3 . 1 6 9 6 . 3 1
2 ( ) 1 8 . 3 9 2 3 . 6 6 1 6 7 0 3 2 1 7 0 0 0 1 0 9 . 6 2 0 . 0 0 3 0 . 4 1 2 8 4 . 6 1 5 4 . 4 0 9 8 . 1 2
3 ( ) 6 2 . 4 6 3 4 . 8 3 2 2 2 7 1 1 9 2 3 1 0 0 1 4 4 . 4 1 1 7 . 1 5 3 4 . 1 4 2 1 3 5 5 2 . 5 1 6 0 . 8 4 9 4 . 9 3

.

.
3 1 ( ) 3 . 3 6 0 . 0 0 1 9 2 0 1 9 7 0 0 4 5 2 . 3 8 0 . 0 0 5 6 . 1 8 3 5 1 1 0 2 . 9 4 1 4 . 6 4 1 0 0 . 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 5 1 . 2 0 1 0 0 . 2 4 3 2 9 5 4 1 5 7 3 1 1 2 3 1 1 2 3 1 5 6 . 1 1 4 . 0 5 2 9 . 5 8 1 8 8 7 1 6 5 . 6 3 4 5 . 9 4 9 5 . 4 4

W EE K LY S Y STEM R EPO R T ( M EN U : W SY STEM )
2 / 1 1 / 8 8 D A Y : 0 2 / 0 4 / 8 8

A V G A V G N O . N O . A V G A V G N O A V G %
SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % EX T O U T EX T O U T A C D %

SP LI T A N S TI M E C A LL S C A L LS D EL A Y I N O U T TI M E C A L L W R K A U X C A LL S TI M E TI M E A N S
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
1 ( ) 3 0 . 4 0 3 2 . 9 3 7 8 0 0 3 3 1 4 6 2 1 0 1 1 9 . 7 2 2 . 2 6 2 7 . 4 3 3 4 8 8 5 8 . 9 2 5 9 . 3 6 9 5 . 9 3
2 ( ) 2 8 . 9 5 5 3 . 0 1 4 4 1 0 1 9 7 1 7 8 3 6 0 0 1 2 6 . 4 3 0 . 0 6 3 0 . 4 1 1 0 1 6 . 9 0 5 0 . 7 1 9 5 . 7 2
3 ( ) 3 4 . 4 8 4 1 . 7 0 7 7 2 8 2 3 3 7 6 2 9 0 0 1 4 4 . 6 1 1 5 . 1 1 3 4 . 0 8 7 2 0 0 6 1 . 4 0 5 5 . 8 1 9 7 . 0 7

.

.
3 1 ( ) 6 . 5 5 1 2 9 . 5 6 7 8 1 1 6 6 1 8 0 0 4 1 8 . 4 9 0 . 0 0 6 3 . 3 4 3 7 5 2 9 1 . 6 4 1 3 . 0 7 9 7 . 9 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 3 3 . 9 3 6 1 . 8 7 1 2 8 3 6 8 5 1 7 3 5 5 7 4 5 5 6 7 1 6 6 . 8 8 9 8 3 5 0 7 0 . 8 2 3 9 . 9 7 9 6 . 1 3

M O N TH L Y S Y STEM R EPO R T ( M EN U : M SY STEM )
2 / 1 1 / 8 8 D A Y : 0 1 / 1 1 / 8 8

A V G A V G N O . N O . A V G A V G N O A V G %
SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % EX T O U T EX T O U T A C D %

SP LI T A N S TI M E C A LL S C A L LS D EL A Y I N O U T TI M E C A L L W R K A U X C A LL S TI M E TI M E A N S
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
1 ( ) 3 1 . 9 6 4 1 . 5 3 2 3 2 9 5 8 3 9 5 5 6 1 0 1 2 8 . 8 8 1 . 4 6 4 1 . 1 3 2 6 0 1 8 5 8 . 7 6 4 4 . 7 3 9 6 . 5 2
2 ( ) 3 5 . 4 3 6 7 . 7 3 1 5 1 5 3 5 5 8 1 7 8 3 6 0 0 1 2 7 . 7 3 0 . 0 2 4 2 . 2 0 5 5 5 4 5 0 . 9 4 3 8 . 8 7 9 6 . 4 5
3 ( ) 4 2 . 2 8 5 2 . 4 0 2 4 3 9 3 9 3 5 7 6 2 9 0 1 5 7 1 5 4 . 9 1 1 2 . 0 3 4 5 . 6 8 3 6 4 4 3 6 0 . 6 3 4 4 . 9 0 9 6 . 3 1

.

.
3 1 ( ) 3 . 1 3 2 4 8 . 0 0 3 3 3 5 3 0 1 1 8 2 0 0 4 7 3 . 8 7 0 . 0 0 4 5 . 2 1 1 1 2 8 0 7 8 . 1 1 1 4 . 1 9 9 9 . 1 1
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 3 5 . 0 4 7 9 . 8 9 5 6 5 6 9 6 2 4 5 6 9 3 4 3 0 9 3 4 3 0 2 1 6 7 . 0 9 5 6 6 7 5 7 6 6 . 3 1 3 5 . 0 2 9 5 . 8 4

N O T E Th e t im e a g e n t s w e r e a v a ila b le a n d w a it in g fo r a n A C D ca ll (id le t im e ) is n o t
s h o w n in t h e Sy s t e m Re p o r t s . If y o u w a n t t o k n o w t h e p e r ce n t a g e o f t im e a ge n t s
w e r e a v a ila b le t o a n s w e r ca ll s , y o u ca n cr e a t e a r e p o r t it e m w it h t h e fo ll o w in g
fo r m u la :

1 0 0 * ( I D L E T I M E / S T A F T I M E )

B 4 2 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 5 Ite m Re f e r e n ce f o r t h e S y s t e m Re p o r ts

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
M M / D D / Y Y
fo r m a t d a t e

0 3 / 1 6 / 8 7 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

D S Y STEM , W S Y STEM ,
M S Y STEM

U N IX s y st e m file n a m e o f r e p o r t . La b e l

D a y co v e r e d in t h e r e p o r t , a s
sp e cifie d o n Re p o r t P a r a m e t e r s
scr e e n .

M M / D D / Y Y
fo r m a t d a t e

D A Y (D a ily r e p o r t) D A TE(J )

FIR ST D A Y (W e e k ly a n d
M o n t h ly r e p o r t s )

B e g in n in g o f t h e p e r io d co v e r e d
in t h e r e p o r t .

M M / D D / Y Y
fo r m a t d a t e

D A TE(J )

N u m b e r s o r s y n o n y m s o f
m e a s u r e d s p lit s co v e r e d in t h e
r e p o r t .

Sp lit
n u m b e r o r
sy n o n y m

SP LIT S Y N (S P LI T)

A v e r a g e sp e e d o f a n s w e r : t h e
a v e r a g e t im e t o a n sw e r a ll A C D
ca lls t h a t co n n e ct e d t o a n a g e n t in
a ll m e a s u r e d s p lit s.

A VG A N S W ER SP EED (D a ily )
A N S D E L A Y / A N S W E R E D

A VG A N S W ER SP EED S U M
(We e k ly ,m o n t h ly )
SU M (A N S D EL AY )/ S U M (A N S WERED )
(We e k ly ,m o n t h ly )

A VG S P EE D A N S S e co n d s

A v e r a g e a b a n d o n tim e : t h e
a v e r a g e t im e a ca lle r w h o h u n g
u p w it h o u t r e ce iv in g a n a n s w e r
w a it e d b e fo r e d o in g s o .

A VG A B A N D O N TIM E S U M (D a ily )
A B A N T I M E / A B A N D O N S

A VG A B A N D O N TIM E S U M
(We e k ly ,m o n t h ly )
S U M ( A B A N T I M E ) / S U M ( A B A N D O N S )

A VG A B A N TIM E S e co n d s

N u m b e r o f ca lls t h a t w e r e
a n s w e r e d in t h is s p lit d u r in g t h e
p e r io d co v e r e d . (Th is it e m a ls o
co n t a in s in t r a flo w e d / in t e r flo w e d
ca lls a n s w e r e d in t h e s p lit .)

A C D C A LL S (D a ily )
SU M (A C D C A LL S) (W e e k ly ,m o n th ly )

N O . A C D C A LL S C a lls

3 B C M S C u s t o m R e p o r t s B 4 3



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 5 Ite m Re f e r e n ce f o r t h e S y s t e m Re p o r ts ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
N u m b e r o f q u e u e d ca lls in w h ich
th e ca lle r h u n g u p b e fo r e
co n n e ct in g t o a n a ge n t d u r in g t h e
p e r io d co v e r e d .

A B A N D O N S (D a ily )
SU M (A B A N D O N S ) (W e e k ly ,m o n t h ly )

N O . A B AN C A LL S C a lls

M a xim u m d e la y : th e lo n g e st
q u e u e t im e b e fo r e b e in g
co n n e ct e d t o a n a g e n t o r b e in g
a b a n d o n e d fo r a n y A C D ca ll in
th e p e r io d co v e r e d .

M A X D EL A Y S e co n d s M A X (M A X O LD C W)

In t r a flo w e d ca lls a cce p t e d in t o
m e a s u r e d s p lit s d u r in g t h e p e r io d
co v e r e d .

IN FL O W (D a ily )
SU M (IN FL O W ) (We e k ly ,m o n t h ly )

FL O W IN * C a lls

In t r a flo w e d / in t e r flo w e d ca lls
e xp o r t e d b y m e a s u r e d s p lit s
d u r in g t h e p e r io d co v e r e d .

O U TFL O W (D a ily )
SU M (O U TFL O W) (W e e k ly ,m o n t h ly )

FL O W O U T* C a lls

A v e r a g e ta lk t im e o f A C D ca lls
fo r t h e p e r io d co v e r e d .

A VG A C D TA LK TIM E (D a ily )
A C D T I M E / A C D C A L L S

A VG A C D TA LK TIM S U M
(We e k ly ,m o n t h ly )
S U M ( A C D T I M E ) /

S U M ( A C D C A L L S )

A VG TA LK TIM E S e co n d s

A v e r a g e a ft e r - ca ll w o r k t im e : t h e
a v e r a g e se s s io n in th e A C W s t a t e .

A VG A C W TIM E (D a ily )
( A C W T I M E - A C W O U T T I M E -

A C W I N T I M E ) / A C D C A L L S
A VG A C W TIM E S U M (We e k ly ,m o n t h ly )
S U M ( A C W T I M E - A C W O U T T I M E -

A C W I N T I M E ) / S U M ( A C D C A L L S )

A VG A FTE R C A L L W O RK S e co n d s

P e r ce n t o f t im e in A U X w o r k :
tim e s p e n t in a u xilia r y w o r k , a n
a g e n t s t a te r e a ch e d b y p r e s s in g
th e A U X -W O RK b u t t o n .

P ERCEN T A U X WO RK (D a ily )
1 0 0 * ( A U X T I M E / S T A F T I M E )

P ERCEN T A U X WO RK S U M
(We e k ly ,m o n t h ly )
1 0 0 * ( S U M ( A U X T I M E ) / S U M ( S T A F T I M E ) )

% A U X P e r ce n t

* * W it h a G e n e r ic 3 i s w it ch , y o u co u ld h a v e m o r e IN FL O W / O U TFL O W ca ll s co u n t e d b e ca u se o f t h e M u lt ip le Sp lit
Q u e u in g fe a t u r e . Se e t h e C M S V ect or in g A d m i n i st ra t i on (5 8 5 - 2 1 5 - 5 0 2 ) d o cu m e n t fo r m o r e in fo r m a t io n .

B 4 4 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 5 Ite m Re f e r e n ce f o r t h e S y s t e m Re p o r ts ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
N u m b e r o f o u t ca lls: n u m b e r o f
e xte n s io n - o u t ca lls p la ce d b y
a g e n t s in m e a s u r e d s p lit s d u r in g
th e p e r io d co v e r e d .

N U M C A LL O U T2 (D a ily )
A C W O U T C A L L S + A U X O U T C A L L S

SU M (N U M C A LL O U T2 )
(We e k ly ,m o n t h ly )
S U M ( A C W O U T C A L L S + A U X O U T C A L L S )

N O . EX T O U T C A LL S C a lls

A v e r a g e o u t t im e : a v e r a g e le n g t h
o f e xte n s io n - o u t ca lls .

A VG TA LK TIM E O U T (D a ily )
( A C W O U T T I M E + A U X O U T T I M E )

/ ( A C W O U T C A L L S +
A U X O U T C A L L S )
A VG TA LK TIM O U T
S U M ( A C W O U T T I M E +

A U X O U T T I M E ) /
S U M ( A C W O U T C A L L S +
A U X O U T C A L L S )

A VG EX T O U T TIM E S e co n d s

P e r ce n t A C D t im e : p e r ce n t o f
st a ffe d t im e s p e n t b y a ll m e a s u r e d
a g e n t s o n A C D ca lls.

P ERCEN T A C D TIM E (D a ily )
1 0 0 * ( ( A C D T I M E +

A C W T I M E ) / S T A F T I M E )
P ERCEN T A C D TIM E S U M
(We e k ly ,m o n t h ly )
1 0 0 * ( S U M ( A C D T I M E +

A C W T I M E ) / S U M ( S T A F T I M E ) )

% A C D TIM E P e r ce n t

P e r ce n t o f ca lls q u e u e d t h a t
r e ce iv e a n a n s w e r .

P ERCEN T C A LL A N S (D a ily )
1 0 0 * ( A C D C A L L S /

( A C D C A L L S + A B A N D O N S ) )
P ERCEN T C A LL A N S S U M
(We e k ly ,m o n t h ly )
1 0 0 * ( S U M ( A C D C A L L S ) /

S U M ( A C D C A L L S + A B A N D O N S ) )

% A N S P e r ce n t

3 B C M S C u s t o m R e p o r t s B 4 5



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

S p l i t S u m m a r y R e p o r t

D a t a File U s e d / D A I L Y / A G E N T

SP LI T S U M M A R Y ( M EN U : S PLS U M )
2 / 1 1 / 8 8 D A Y : 0 2 / 1 0 / 8 8

SP LI T: 1 ( )
N U M B ER A V ER A G E A V ER A G E W EI G H TE D N O . O F A V G EX T N O . O F A V G EX T % % TO TA L N U M B ER
O F A C D A C D TA LK A FTER C A LL EX T O U T O U T TA LK EX T I N I N TA LK A U X A C D H O U R S O F

A G EN T EX T. C A LL S TI M E C A LL W R K V A LU E C A LL S TI M E C A LL S TI M E W O R K TI M E S TA FF ED A SS I S TS
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
4 0 2 5 ( ) 5 0 1 3 0 0 . 0 0 0 . 0 0 0 . 0 0 2 2 1 6 8 . 3 2 0 0 . 0 0 1 0 0 . 0 0 0 . 0 0 5 . 7 3 0
4 0 2 6 ( ) 5 0 1 2 0 0 . 0 0 0 . 0 0 0 . 0 0 1 9 8 6 7 . 6 5 0 0 . 0 0 1 0 0 . 0 0 0 . 0 0 4 . 9 5 0
7 0 1 8 ( ) 5 0 0 0 3 2 1 1 1 . 1 3 0 . 0 0 1 1 1 . 1 3 2 1 . 0 0 0 0 . 0 0 1 5 . 8 8 5 3 . 4 3 1 . 8 5 0

.

.
7 0 4 2 ( ) 5 0 0 1 7 1 7 5 . 3 7 1 9 . 4 2 9 4 . 7 9 2 1 . 0 0 0 0 . 0 0 5 . 1 1 5 0 . 5 4 3 . 7 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 9 9 9 1 3 3 . 4 0 1 . 5 6 1 3 4 . 9 6 6 2 6 6 5 . 4 7 0 0 . 0 0 2 5 . 9 2 4 5 . 7 1 8 1 . 9 4 0

N O T E D e p e n d in g o n y o u r n e e d s , y o u m a y w a n t t o ch a n g e t h e fo r m u la u s e d t o ca lcu la t e
‘ ‘ % A C D TIM E.’ ’ Th is it e m cu r r e n t ly in clu d e s a ft e r - ca ll w o r k . To ch a n g e t h e fo r m u la ,
a cce s s t h e a s s o cia t e d ca lcu la t io n in t h e D ict io n a r y s u b s y s t e m a n d cr e a t e a cu s t o m
ca lcu la t io n . Th e n cr e a t e a C u s t o m Re p o r t t h a t u s e s t h e n e w ca lcu la t io n .

N O T E Th e t im e a g e n t s w e r e a v a ila b le a n d w a it in g fo r a n A C D ca ll (id le t im e ) is n o t s h o w n
in t h e Sp lit S u m m a r y r e p o r t . If y o u w a n t t o k n o w t h e p e r ce n t a g e o f t im e a ge n t s w e r e
a v a ila b le t o a n s w e r ca ll s , y o u ca n cr e a t e a r e p o r t it e m w it h t h e fo ll o w in g fo r m u la :

1 0 0 * ( I D L E T I M E / S T A F T I M E )

B 4 6 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 6 Ite m Re f e r e n ce f o r t h e S p l i t S u m m ar y

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
M M / D D / Y Y
fo r m a t

0 4 / 0 1 / 8 8 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

SP LSU M U N IX s y s t e m file n a m e o f r e p o r t . Lab e l

M M / D D / Y Y
fo r m a t
fo r d a y
co v e r e d

D A Y D a y co v e r e d b y t h e r e p o r t . D A TE(J )

Th e n u m b e r a n d (if cr e a t e d ) th e
sy n o n y m o f t h e s p lit co v e r e d in
th e r e p o r t.

N u m b e r
a n d
sy n o n y m

SP LIT S Y N (S P LI T)

A g e n t s y n o n y m o r lo g in ID fo r
m e m b e r s o f t h e s e le ct e d s p lit.

Sy n o n y m
o r ID
n u m b e r

A G EN T SY N (LO G ID )

Ex te n s io n t o w h ich t h e a g e n t w a s
lo g g e d o n .

Ex te n s io n
N u m b e r

EX T EX TE N S IO N

A C D ca lls co n n e cte d t o t h is a g e n t
d u r in g t h e p e r io d co v e r e d . So m e
o f t h e ca lls co u n t e d m a y h a v e
in t r a flo w e d / in t e r flo w e d in t o t h e
a g e n t ’ s s p lit .

N U M B E R O F A C D C A LL S C a lls A C D C A LL S

A VERAG E A C D TA LK
TIM E

A v e r a g e le n g t h o f th is a g e n t’ s
A C D ca lls d u r in g t h e p e r io d
co v e r e d .

A VG A C D TA LK TIM E
A C D T I M E / A C D C A L L S

Se co n d s

A VERAG E A FTE R C A LL
WO RK

A v e r a g e le n g t h o f A C W s e s sio n s
b y t h is a g e n t .

A VG A C W TIM E
( A C W T I M E - A C W O U T T I M E -

A C W I N T I M E ) / A C D C A L L S

Se co n d s

3 B C M S C u s t o m R e p o r t s B 4 7



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 6 Ite m Re f e r e n ce f o r t h e S p l i t S u m m ar y ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
Th e a v e r a g e co m b in e d le n gt h o f
A C D ca lls a n d a ft e r - ca ll w o r k fo r
th is a g e n t. Th e t o t a l e la p s e d tim e
fr o m t h e b e g in n in g o f o n e ca ll t o
th e b e g in n in g o f t h e n e xt,
a s s u m in g t h e a g e n t ’ s w o r k is a n
u n b r o k e n s e r ie s o f A C D ca lls a n d
A C W s e ss io n s .

A VG W O RK TIM E
( A C D T I M E + A C W T I M E -

A C W O U T T I M E - A C W I N T I M E ) /
A C D C A L L S

WEIG H TED C A L L VA LUE S e co n d s

N u m b e r o f e xte n s io n - o u t ca lls b y
th is a g e n t in t h e p e r io d co v e r e d .

N U M C A LL O U T
A C W O U T C A L L S +

A U X O U T C A L L S

N O . O F EX T O U T C A LL S C a lls

A VG EX T O U T TA LK
TIM E

A v e r a g e e xte n s io n - o u t t a lk t im e :
th e le n g t h o f t h e a v e r a g e
e xte n s io n - o u t ca ll.

A VG TA LK TIM E O U T
( A C W O U T T I M E + A U X O U T T I M E )

/ ( A C W O U T C A L L S +
A U X O U T C A L L S )

Se co n d s

Th e n u m b e r o f d ir e ct - d ia le d ca lls
to t h e a g e n t ’ s e xte n s io n d u r in g
th e p e r io d co v e r e d .

EX T C A L L IN
A C W I N C A L L S + A U X I N C A L L S

N O . EX T IN C A LL S C a lls

L e n g t h o f t h e a v e r a g e d ir e ct -
d ia le d ca ll t o t h is a ge n t ’ s
e xte n s io n d u r in g t h e p e r io d
co v e r e d .

A VG TA LK TIM E IN
( A C W I N T I M E + A U X I N T I M E ) /

A C W I N C A L L S + A U X I N C A L L S )

A VG EX T IN TA L K TIM E Se co n d s

P e r ce n t a u xilia r y w o r k : t h e
p e r ce n t o f t h e a g e n t ’ s t o t a l
lo g g e d - in t im e s p e n t in t h e A U X -
WO RK s ta t e .

P ERCEN T A U X WO RK
1 0 0 * ( A U X T I M E / S T A F T I M E )

% A U X WO RK P e r ce n t

P e r ce n t A C D t im e : t h e p e r ce n t o f
th e a g e n t ’ s t o t a l lo gg e d in t im e
a ct u a lly sp e n t o n A C D ca lls a n d
th e a s s o cia t e d A C W t im e .

P ERCEN T A C D TIM E
1 0 0 * ( ( A C D T I M E +

A C W T I M E ) / S T A F T I M E

% A C D TIM E P e r ce n t

To t a l lo g ge d - in t im e b y t h is a g e n t
in t h e p e r io d co v e r e d .

H R S TA FF TIM E
S T A F T I M E / 3 6 0 0

TO TA L H O U RS STA FFE D H o u r s

N u m b e r o f ca lls r e fe r r e d t o t h e
su p e r v is o r b y t h e a ge n t u s in g t h e
A S S IS T b u t t o n d u r in g t h e p e r io d
co v e r e d .

N U M B E R O F A S SIS TS C a lls A S S ISTS

B 4 8 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

G r o u p S u m m a r y R e p o r t

D a t a File U s e d / D A I L Y / A G E N T

G R O U P S U M M A R Y ( M EN U : G R PS U M )
2 / 1 1 / 8 8 D A Y : 0 2 / 1 0 / 8 8

G R O U P: w e s t
N U M B ER A V ER A G E A V ER A G E W EI G H TE D N O . O F A V G EX T N O . O F A V G EX T % % TO TA L N U M B ER
O F A C D A C D TA LK A FTER C A LL EX T O U T O U T TA LK EX T I N I N TA LK A U X A C D H O U R S O F

A G EN T C A LL S TI M E C A LL W O R K V A LU E C A L LS TI M E C A LL S TI M E W O R K TI M E S TA FF ED A SS I S TS
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
4 0 2 5 ( ) 0 0 . 0 0 0 . 0 0 0 . 0 0 2 2 1 6 8 . 3 2 0 0 . 0 0 1 0 0 . 0 0 0 . 0 0 5 . 7 3 0
4 0 2 6 ( ) 0 0 . 0 0 0 . 0 0 0 . 0 0 1 9 8 6 7 . 6 5 0 0 . 0 0 1 0 0 . 0 0 0 . 0 0 4 . 9 5 0
7 0 1 8 ( ) 3 2 1 1 1 . 1 3 0 . 0 0 1 1 1 . 1 3 2 1 . 0 0 0 0 . 0 0 1 5 . 8 8 5 3 . 4 3 1 . 8 5 0

.

.
7 0 4 2 ( ) 7 1 7 5 . 3 7 1 9 . 4 2 9 4 . 7 9 2 1 . 0 0 0 0 . 0 0 5 . 1 1 5 0 . 5 4 3 . 7 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 9 9 9 1 3 3 . 4 0 1 . 5 6 1 3 4 . 9 6 6 2 6 6 5 . 4 7 0 0 . 0 0 2 5 . 9 2 4 5 . 7 1 8 1 . 9 4 0

N O T E G r o u p s a r e n o t cr e a t e d a t t h e s w it ch . Y o u m u s t d e fin e t h e m in t h e D ict io n ar y
s u b s y s t e m .

3 B C M S C u s t o m R e p o r t s B 4 9



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 7 Ite m Re f e r e n ce f o r t h e Gro u p S u m m ary Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
M M / D D / Y Y
fo r m a t
d a t e

0 4 / 0 1 / 8 8 D a t e r e p o r t w a s g e n e r a t e d . D A TE

G RP S U M U N IX sy s t e m file n a m e o f th e r e p o r t. La b e l

M M / D D / Y Y
fo r m a t
d a t e

D A Y D a y co v e r e d in t h e r e p o r t . D A TE(J )

G RO U P G r o u p n a m e . S y n o n y m G RO U P

A g e n t s y n o n y m o r lo g in ID fo r
m e m b e r s o f t h e s e le ct e d g r o u p .

Sy n o n y m
o r ID

A G EN T SY N (LO G ID )

N U M B E R O F A C D C A LL S A C D ca lls co n n e cte d t o t h is a g e n t
d u r in g t h e p e r io d co v e r e d . So m e o f
th e ca lls co u n t e d m a y h a v e
in t r a flo w e d / in t e r flo w e d in t o t h e
a g e n t ’ s s p lit .

C a lls A C D C A LL S

A VERAG E A C D TA LK
TIM E

A v e r a g e le n g t h o f th is a g e n t’ s A C D
ca lls d u r in g t h e p e r io d co v e r e d .

A VG A C D TA LK TIM E
A C D T I M E / A C D C A L L S

Se co n d s

A VERAG E A FTE R C A LL
WO RK

A v e r a g e le n g t h o f A C W s e s sio n s b y
th is a g e n t.

A VG A C W TIM E
( A C W T I M E - A C W I N T I M E -

A C W O U T T I M E ) / A C D C A L L S

Se co n d s

WEIG H TED C A L L VA LUE Th e a v e r a g e co m b in e d le n g t h o f
A C D ca lls a n d a ft e r - ca ll w o r k fo r
th is a g e n t.

A VG W O RK TIM E
( A C D T I M E + A C W T I M E -

A C W O U T T I M E - A C W I N T I M E ) /
A C D C A L L S

Se co n d s

B 5 0 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 7 Ite m Re f e r e n ce f o r t h e Gro u p S u m m ary Re p o r t ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
N O . O F EX T O U T C A LL S N u m b e r o f e xte n s io n - o u t ca lls b y

th is a g e n t in t h e p e r io d co v e r e d .
N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

C a lls

A VG EX T O U T TA LK
TIM E

A v e r a g e e xte n s io n - o u t t a lk t im e :
th e le n g t h o f t h e a v e r a g e
e xte n s io n - o u t ca ll.

A VG TA LK TIM E O U T
( A C W O U T T I M E + A U X O U T T I M E )

/ ( A C W O U T C A L L S +
A U X O U T C A L L S )

Se co n d s

Th e n u m b e r o f d ir e ct - d ia le d ca lls
to t h e a g e n t ’ s e xte n s io n d u r in g
th e p e r io d co v e r e d .

EX T C A L L IN
A C W I N C A L L S + A U X I N C A L L S

N O . O F EX T IN C A LL S C a lls

A VG EX T IN TA L K TIM E L e n g t h o f t h e a v e r a g e d ir e ct -
d ia le d ca ll t o t h is a ge n t ’ s
e xte n s io n d u r in g t h e p e r io d
co v e r e d .

A VG TA LK TIM E IN
( A C W I N T I M E + A U X I N T I M E ) /

( A C W I N C A L L S + A U X I N C A L L S )

Se co n d s

P e r ce n t a u xilia r y w o r k : t h e
p e r ce n t o f t h e a g e n t ’ s t o t a l
lo g g e d - in t im e s p e n t in t h e A U X -
WO RK s ta t e .

P ERCEN T A U X WO RK
1 0 0 * ( A U X T I M E / S T A F T I M E )

% A U X WO RK P e r ce n t

P e r ce n t A C D t im e : t h e p e r ce n t o f
th e a g e n t ’ s t o t a l lo gg e d in t im e
a ct u a lly sp e n t o n A C D ca lls a n d
th e a s s o cia t e d A C W.

P ERCEN T A C D TIM E
1 0 0 * ( ( A C D T I M E +

A C W T I M E ) / S T A F T I M E )

% A C D TIM E P e r ce n t

To t a l lo g ge d - in t im e b y t h is a g e n t
in t h e p e r io d co v e r e d .

H R S TA FF TIM E
S T A F T I M E / 3 6 0 0

TO TA L H O U RS STA FFE D H o u r s

N u m b e r o f ca lls r e fe r r e d t o t h e
su p e r v is o r b y t h e a ge n t u s in g t h e
A S S IS T b u t t o n d u r in g t h e p e r io d
co v e r e d .

N U M B E R O F A S SIS TS C a lls A S S ISTS

3 B C M S C u s t o m R e p o r t s B 5 1



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T r u n k G r o u p S u m m a r y R e p o r t

D a t a File U s e d / D A I L Y / T R U N K

TR U N K G R O U P S U M M A R Y ( M EN U : TG SU M )
2 / 1 5 / 8 8 D A Y : 0 1 / 2 5 / 8 8

TR U N K G R O U P: 3 0 ( )

- - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U T G O I N G - - - - - - - - - - - - -
N U M B ER N U M B ER A V G D I R EC T N U M B ER A V G N U M B E R

PH Y SI C A L TR U N K TR U N K O F C A LL S O F C A LL S H O LD TO TA L I N O F O U T H O LD TO TA L O F
EQ U I P M E N T LO C A TI O N N U M B ER C A R R I ED A B A N D O N ED TI M E C C S C A L LS C A LL S TI M E C C S F A I LU R ES

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
8 . 1 . 1 . 1 9 . 1 1 6 2 7 1 0 1 1 9 6 . 8 0 1 9 . 6 8 0 0 0 . 0 0 0 . 0 0 0
8 . 1 . 1 . 2 0 . 1 1 6 3 9 1 3 0 2 8 7 . 7 7 3 7 . 4 1 1 0 0 . 0 0 0 . 0 0 0
8 . 1 . 1 . 1 8 . 2 1 6 4 0 1 1 0 3 2 2 . 8 2 3 5 . 5 1 0 0 0 . 0 0 0 . 0 0 0

.

.
6 . 1 . 1 . 1 4 . 3 2 9 3 9 1 6 2 2 6 1 . 8 1 4 1 . 8 9 1 0 0 . 0 0 0 . 0 0 0

N O T E Th e ‘ ‘ N u m b e r o f C a ll s C a r r ie d ’ ’ r e p o r t it e m co n t a in s , in a d d it io n t o t h e nu m b e r o f
ca ll s a n s w e r e d a n d a b a n d o n e d , ca ll s t h a t a r e n o t lis t e d in t h e r e p o r t . Th e s e ca ll s
in clu d e t h e n u m b e r o f n o n - A C D ca ll s (if a n y ) o n t h e t r u n k g r o u p a n d ca ll s lo s t d u e t o
h a r d w a r e a n d s o ft w a r e fa ilu r e s (if a n y ). Th e r e fo r e , ‘ ‘ C a ll s C a r r ie d ’ ’ m a y n ot a lw a y s
m a t ch t h e t o t a l o f ‘ ‘ C a ll s A b a n d o n e d ’ ’ a n d ‘ ‘ C a ll s A n s w e r e d . ’ ’ Y o u ca n cr e a t e a
cu s t o m r e p o r t w it h a ‘ ‘ C a lls C a r r ie d ’ ’ r e p o r t it e m a s fo ll o w s — I N C A L L S -
F A I L U R E S - S O F T F A I L - N O N A C D — t h a t w o u ld n o t co n t a in t h e s e a d d it io n a l ca ll s .
O r , if d e s ir e d , y o u ca n in d iv id u a lly lis t d a t a in a cu s t o m r e p o r t fo r t h e F A I L U R E S ,
S O F T F A I L , a n d N O N A C D d a t a b a s e it e m s .

B 5 2 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 8 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p S u m m ary

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
M M / D D / Y Y
fo r m a t d a t e

0 4 / 1 6 / 8 8 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

TG S U M U N IX s y st e m file n a m e o f r e p o r t . La b e l

D a y s e le cte d in t h e Re p o r t
P a r a m e t e r s s cr e e n fo r t h e r e p o r t
to co v e r .

M M / D D / Y Y
fo r m a t d a t e

D A Y D A TE(J )

Th e n u m b e r o r s y n o n y m o f t h e
tr u n k g r o u p co v e r e d in t h e r e p o r t .

Tr u n k g r o u p
n u m b e r o r
sy n o n y m

TRU N K G RO U P SY N (TRK G RP )

P H Y SIC A L TRU N K
EQ U IP M EN T LO C A TIO N

Th e ca b in e t , m o d u le , ca r r ie r , s lo t ,
a n d cir cu it lo ca t io n o f t h e t r u n k
e q u ip m e n t .

* S e e
Fo o t n o t e

M O D U L E, C A B IN ET, C A RRIE R, SLO T,
C IRC U IT

In t e r n a l t r u n k n u m b e r . TRUN K N U M B ER Tr u n k n u m b e r TRK N D X

IN C O M IN G

N U M B E R O F C A LL S
C A RRIE D

In co m in g ca lls t h a t s e iz e t h is
tr u n k d u r in g t h e p e r io d co v e r e d .

C a lls IN C A LL S

N U M B E R O F C A LL S
A B A N D O N ED

N u m b e r o f a b a n d o n e d ca lls : ca lls
in w h ich th e ca lle r h a n g s u p
b e fo r e co n n e ct in g t o a n a g e n t .

C a lls A B A N D O N S

* Th e s w it ch a d m in is t r a t io n fo r m a t fo r t r u n k lo ca t io n . Sh o w n in t h e s a m p le r e p o r t is t h e Ge n e r ic 2 / Sy s t e m
8 5 / D IM EN SIO N P B X fo r m a t . Th e fo r m a t fo r Sy s t e m 7 5 , G e n e r ic 1 , G e n e r ic 3 i, a n d G e ne r ic 2 U n iv e r s a l M o d u le
u s e s a le t t e r t o r e p r e s e n t t h e ca r r ie r .

3 B C M S C u s t o m R e p o r t s B 5 3



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 8 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p S u m m ary ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
A v e r a g e le n g t h o f ca lls , in clu d in g
tim e in q u e u e .

A VG H O LD TIM E IN
I N T I M E / I N C A L L S

A VG H O LD TIM E S e co n d s

Th e t r u n k o ccu p a n cy b y in co m in g
ca lls in h u n d r e d s o f ca ll s e co n d s .

H u n d r e d s
o f ca ll
se co n d s

IN C O M IN G C C S
I N T I M E / 1 0 0

TO TA L C C S

In co m in g ca lls o n m e a s u r e d
tr u n k s t h a t a r e d ir e cte d a t n o n -
m e a s u r e d d e s t in a tio n s .

D IRECT IN C A LL S C a lls N O N A C D

O U T GO IN G

Ex te n s io n - o u t ca lls t h a t s e iz e t h is
tr u n k d u r in g t h e p e r io d co v e r e d .

N U M B E R O F O U T C A LL S C a lls O U TC A LL S

A v e r a g e ta lk t im e o f a ll o u t go in g
ca lls o n t h is t r u n k .

A VG H O LD TIM E O U T
O U T T I M E / O U T C A L L S

A VG H O LD TIM E S e co n d s

To t a l o u t go in g - ca ll t r u n k
o ccu p a n cy in h u n d r e d s o f ca ll
se co n d s .

H u n d r e d s
o f ca ll
se co n d s

O U TG O IN G C C S
O U T T I M E / 1 0 0

TO TA L C C S

N U M B E R O F FA IL U RES Tr u n k h a r d w a r e fa ilu r e s . Fa ilu r e s FAILU RES

B 5 4 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

D a i l y L o g i n a n d L o g o u t R e p o r t

D a t a File U s e d / H H O U R / A G E N T

D A I L Y L O G I N A N D L O G O U T R E P O R T ( M E N U : D L O G )
2 / 1 6 / 8 8 D A Y : 0 2 / 0 2 / 8 8

S P L I T : 1 ( )

A G E N T E X T E N S I O N L O G H I S T O R Y T I M E
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
7 0 4 2 ( ) 5 0 0 2 L O G _ I N 8 : 5 9
7 0 2 7 ( ) 5 0 0 5 L O G _ I N 8 : 5 9
7 0 1 5 ( ) 5 0 0 9 L O G _ I N 8 : 5 8

.

.
4 0 3 7 ( ) 5 0 0 9 L O G _ O U T 2 2 : 4 6

3 B C M S C u s t o m R e p o r t s B 5 5



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 1 9 Ite m Re f e r e n ce f o r t h e D ai l y L o g i n an d L o g o u t Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
M M / D D / Y Y
fo r m a t d a t e

0 4 / 1 9 / 8 8 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

D LO G U N IX s y s t e m file n a m e o f r e p o r t . La b e l

D a y s e le cte d in t h e Re p o r t
P a r a m e t e r s s cr e e n fo r t h e r e p o r t
to co v e r .

M M / D D / Y Y
fo r m a t d a t e

D A Y D A TE(J )

Th e n u m b e r o r s y n o n y m o f t h e
sp lit co v e r e d in t h e r e p o r t .

Sp lit
n u m b e r o r
sy n o n y m

SP LIT S Y N (S P LI T)

Sy n o n y m
o r ID

A G EN T A g e n t s y n o n y m o r lo g in ID SY N (LO G ID )

M e a s u r e d e xte n s io n w h e r e th e
a g e n t lo gg e d in .

Ex te n s io n
n u m b e r

EX TEN SIO N EX TEN S IO N

L o g in a n d lo g o u t s e q u e n ce in t h e
sy s t e m .

L O G IN
o r
L O G O U T

L O G H ISTO RY L O G M O D E

Tim e w h e n lo g in o r lo g o u t e v e n t
o ccu r r e d .

a .m ./ p .m .
fo r m a t
tim e

TIM E A G H O U R, A G M IN U TE

B 5 6 S t a n d a r d R e p o r t s R e f e r e n c e



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

D a i l y C a l l P r o f i l e R e p o r t

D a t a File s U s e d / D A I L Y / S P L I T

D A I LY C A LL P R O FI LE R EPO R T ( M EN U : D C A LL PR O F)
2 / 1 1 / 8 8 D A Y : 0 2 / 1 0 / 8 8

SP LI T: 1 ( )

SER V I C E LEV EL : 3 4
W I N D O W : 8
PA R A M E TE R S C H A N G ED : N O

TI M E I N T ER V A L 0 - 8 - 1 6 - 2 4 - 3 2 - 4 0 - 4 8 - 5 6 - 6 4 - 7 2 + TO TA L

N U M B ER A N SW ER ED 8 3 5 2 8 2 3 2 0 1 9 1 0 9 1 3 8 3 2 9 9 7

N U M B ER A B A N D O N ED 1 0 1 2 2 0 0 0 2 2 1 0

3 B C M S C u s t o m R e p o r t s B 5 7



S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 2 0 Ite m Re f e r e n ce f o r C al l Pr o f i l e Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
M M / D D / Y Y
fo r m a t d a t e

0 4 / 2 8 / 8 8 D a t e t h e r e p o r t w a s g e n e r a t e d . D A TE(D )

D C A LL P RO F U N IX s y s t e m file n a m e o f r e p o r t . La b e l

D a y s e le cte d in t h e Re p o r t
P a r a m e t e r s s cr e e n t o b e co v e r e d
in t h e r e p o r t .

M M / D D / Y Y
fo r m a t d a t e

D A Y D A TE(J )

N u m b e r a n d s y n o n y m o f s p lit
co v e r e d .

N u m b e r
a n d
sy n o n y m

SP LIT S Y N (S P LI T)

C a ll p r o file a cce p ta b le s e r v ice
le v e l.

SERVICE LE VEL S e co n d s S VC LV L

Th e le n g th o f t h e in t e r v a ls in t o
w h ich a n sw e r e d a n d a b a n d o n e d
ca lls fa ll. Th e le n g th o f t h e
in t e r v a ls is a d m in ist r a b le fr o m t h e
C o n fig u r a t io n — C a ll P r o file
scr e e n . Th e in t e r v a l r e p r e s e n t e d
h e r e is t h e la s t - s p e cifie d le n gt h
d u r in g t h e d a y co v e r e d in t h is
r e p o r t , if th e in t e r v a l w a s ch a n g e d
d u r in g t h e d a y .

WIN D O W S e co n d s W IN D O W

Fla g in d ica t in g e it h e r t h e ca ll
p r o file s e r v ice le v e l o r t h e ca ll
p r o file w in d o w s iz e ch a n g e d .

P A RA M ETER S C H A N G ED Y ES/ N O C A LL P RO FCH G

Th e e la p se d t im e a fte r q u e u in g . TIM E IN TERV A L S e co n d s W IN D O W , 2 * WIN D O W . . .9 * WIN D O W

Th e n u m b e r o f ca lls a n s w e r e d b y
th e s p lit co v e r e d d u r in g e a ch
in t e r v a l.

C A LL S1 . . .C A LL S1 0 ; TO TA L =
A N S W ER ED

N U M B E R A N S WERED C a lls

Th e n u m b e r o f ca lls t h a t
a b a n d o n e d fr o m t h is s p lit ’ s q u e u e
d u r in g e a ch in t e r v a l.

A B A N D O N 1 . . .A B A N D O N 1 0 ; TO TA L
= A B A N D O N S

N U M B E R A B A N D O N ED C a lls
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

D a i l y T r u n k R e p o r t

D a t a File U s e d / H H O U R / T R U N K

D A I LY TR U N K R EPO R T ( M E N U : D TR U N K )
4 / 2 2 / 8 8 D A Y : 0 4 / 0 1 / 8 8

TR U N K N U M B ER : 8 2
TR U N K LO C A TI O N : 0 0 . 0 . 0 . 1 0 . 0 2
TR U N K G R O U P: 2 2 ( )

- - - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U TG O I N G - - - - - - - - -
N U M B ER N U M B ER N U M B E R A V G N U M B ER A V G TI M E

O F C A LL S O F C A LL S O F C A L LS H O LD TO TA L O F O U T H O LD TO TA L TI M E M A I N T
TI M E C A R R I ED A B A N D O N E D A N SW ER ED TI M E C C S C A LL S TI M E C C S B U SY B U SY
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0 8 : 0 0 - 0 8 : 3 0 A M 1 2 1 1 1 1 4 3 . 1 7 1 7 . 1 8 0 0 . 0 0 0 . 0 0 1 7 1 8 0
0 8 : 3 0 - 0 9 : 0 0 A M 1 1 0 1 0 1 5 1 . 3 6 1 6 . 6 5 0 0 . 0 0 0 . 0 0 1 6 6 5 0
0 9 : 0 0 - 0 9 : 3 0 A M 1 1 1 1 1 1 4 9 . 6 4 1 6 . 4 6 0 0 . 0 0 0 . 0 0 1 6 4 6 0

.

.
0 5 : 3 0 - 0 6 : 0 0 P M 1 0 0 1 0 1 6 9 . 3 0 1 6 . 9 3 0 0 . 0 0 0 . 0 0 1 6 9 3 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 5 3 1 2 5 5 0 6 1 5 4 . 0 3 8 1 7 . 9 2 0 0 . 0 0 0 . 0 0 8 1 7 9 2 0

N O T E Th e ‘ ‘ N u m b e r o f C a ll s C a r r ie d ’ ’ r e p o r t it e m co n t a in s , in a d d it io n t o t h e nu m b e r o f
ca ll s a n s w e r e d a n d a b a n d o n e d , ca ll s t h a t a r e n o t lis t e d in t h e r e p o r t . Th e s e ca ll s
in clu d e t h e n u m b e r o f n o n - A C D ca ll s (if a n y ) o n t h e t r u n k g r o u p a n d ca ll s lo s t d u e t o
h a r d w a r e a n d s o ft w a r e fa ilu r e s (if a n y ). Th e r e fo r e , ‘ ‘ C a ll s C a r r ie d ’ ’ m a y n ot a lw a y s
m a t ch t h e t o t a l o f ‘ ‘ C a ll s A b a n d o n e d ’ ’ a n d ‘ ‘ C a ll s A n s w e r e d . ’ ’ Y o u ca n cr e a t e a
cu s t o m r e p o r t w it h a ‘ ‘ C a lls C a r r ie d ’ ’ r e p o r t it e m a s fo ll o w s — I N C A L L S -
F A I L U R E S - S O F T F A I L - N O N A C D — t h a t w o u ld n o t co n t a in t h e s e a d d it io n a l ca ll s .
O r , if d e s ir e d , y o u ca n in d iv id u a lly lis t d a t a in a cu s t o m r e p o r t fo r t h e F A I L U R E S ,
S O F T F A I L , a n d N O N A C D d a t a b a s e it e m s .
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 2 1 Ite m Re f e r e n ce f o r t h e D ai l y T r u n k Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
M M / D D / Y Y
fo r m a t

0 4 / 1 8 / 8 7 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

D TRU N K U N IX sy s t e m file n a m e o f r e p o r t . Lab e l

D a y s e le cte d in t h e Re p o r t P a r a m e t e r s
scr e e n fo r t h e r e p o r t t o co v e r .

M M / D D / Y Y
fo r m a t

D A Y D A TE(J )

In t e r n a l t r u n k n u m b e r . Tr u n k
n u m b e r ,
in Tr u n k
G r o u p
Su m m a r y
r e p o r t .

TRU N K N U M B E R TRK N D X

Th e ca b in e t , m o d u le , ca r r ie r , s lo t , a n d
cir cu it lo ca t io n o f th e t r u n k
e q u ip m e n t .

* S e e
Fo o t n o t e .

M O D U L E, C A B IN ET, C A RRIE R, SLO T,
C IRC U IT

TRU N K LO C A TIO N

Th e s y n o n y m o r n u m b e r o f t h e t r u n k
gr o u p o f w h ich t h e tr u n k is a m e m b e r .

Tr u n k
gr o u p
n u m b e r
o r
sy n o n y m

TRU N K G RO U P SY N (TRK G RP )

Th e h a lf- h o u r in t e r v a ls s e le cte d in t h e
Rep o r t P a r a m e t e r s s cr e e n fo r t h e
r e p o r t t o co v e r .

a .m ./ p .m .
fo r m a t

TIM E IN TERVAL

IN C O M IN G

N U M B E R O F C A LL S
C A RRIE D

In co m in g ca lls t h a t s e iz e t h is t r u n k
d u r in g t h e p e r io d co v e r e d .

C a lls IN C A LL S

N U M B E R O F C A LL S
A B A N D O N ED

C a lls in w h ich t h e ca lle r h a n gs u p
b e fo r e b e in g co n n e ct e d t o a n A C D
a g e n t d u r in g t h e p e r io d co v e r e d . Th is
st a t is t ic im p lie s t h a t t h e ca ll, a n d t h e
tr u n k , is a s s o cia t e d w it h a n A C D s p lit.
N o n - A C D ca lls w ill n e v e r g e t a p e g in
th is ca t e go r y .

C a lls A B A N D O N S

* Th e s w it ch a d m in is t r a t io n fo r m a t fo r t r u n k lo ca t io n . Sh o w n in t h e s a m p le r e p o r t is t h e Ge n e r ic 2 / Sy s t e m
8 5 / D IM EN SIO N P B X fo r m a t . Th e fo r m a t fo r Sy s t e m 7 5 , G e n e r ic 1 , G e n e r ic 3 i, a n d G e ne r ic 2 U n iv e r s a l M o d u le
u s e s a le t t e r t o r e p r e s e n t t h e ca r r ie r .
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S tan d a r d H i st or i c a l R e por t s D e sc r i p t i ons

T a b l e B 2 1 Ite m Re f e r e n ce f o r t h e D ai l y T r u n k Re p o r t ( Co n td )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
N U M B E R O F C A LL S
A N S W ER ED

C a lls co n n e ct e d t o a n a g e n t in t h is
p e r io d . Th is n u m b e r im p lie s a n A C D
ca ll. N o n - A C D ca lls m a y g e t a n
a n s w e r fr o m w h o m e v e r g e t s t h e ca ll
b u t a r e n o t p e g g e d a s a n s w e r e d in t h is
st a t is t ica l ca t e g o r y . C a lls t h a t g o t o
C o v e r a g e (S y s t e m 7 5 ) o r a r e
Fo r w a r d e d (S y s t e m 8 5 o r
D IM EN SIO N P B X )— fo r n ig h t s e r v ice ,
fo r e xa m p le — a r e p e g g e d in t h e
N u m b e r o f C a lls A n s w e r e d .

C a lls A N S W ERE D

A v e r a g e le n g t h o f a ll in co m in g ca lls ,
in clu d in g q u e u e t im e .

A VG H O LD TIM E IN
I N T I M E / I N C A L L S

A VG H O LD TIM E S e co n d s

To t a l t r u n k o ccu p a n cy b y in co m in g
ca lls d u r in g t h e cu r r e n t h a lf h o u r .

H u n d r e d s
o f ca ll
se co n d s

IN C O M IN G C C S
I N T I M E / 1 0 0

TO TA L C C S

O U T GO IN G

Ex te n s io n - o u t ca lls t h a t s e iz e d t h is
tr u n k d u r in g t h e p e r io d
co v e r e d .

N U M B E R O F O U T C A LL S C a lls O U TC A LL S

A v e r a g e h o ld in g t im e o f a ll o u t g o in g
ca lls o n t h is t r u n k d u r in g t h is h a lf-
h o u r .

A VG H O LD TIM E O U T
O U T T I M E / O U T C A L L S

A VG H O LD TIM E S e co n d s

To t a l t r u n k o ccu p a n cy b y o u t g o in g
ca lls d u r in g t h e cu r r e n t h a lf h o u r .

H u n d r e d s
o f ca ll
se co n d s

O U TG O IN G C C S
O U T T I M E / 1 0 0

TO TA L C C S

Th e t o t a l h o ld in g t im e o f a ll in co m in g
a n d o u t g o in g ca lls .

TIM E B U S Y S e co n d s TRK B U S Y

Th e t im e th e t r u n k h a s b e e n b u s ie d
o u t fo r m a in t e n a n ce .

TIM E M A IN T B U S Y S e co n d s M B U S Y TIM E
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R i n g S t a t e R e p o r t s
If y o u h a v e a G e n e r ic 2 s w it ch w it h t h e r in g - s t a t e e n a b le d , C M S co lle ct s r e a l- tim e in fo r m a t io n
o n ca lls t h a t a r e r in g in g . Fo r e xa m p le , C M S ca n t e ll y o u w h ich a g e n t s a r e in t h e RIN G s t a t e
(t h a t is , w h ich a g e n t s cu r r e n t ly h a v e ca lls r in g in g a t t h e ir v o ice t e r m in a ls ) o r h o lo ng a
p a r t icu la r a g e n t h a s b e e n le t t in g ca ll s r in g b e fo r e p ick in g u p t h e ca lls . Fo r a s p lit , C M S ca n a ls o
t e ll y o u t h in g s lik e :

H o w lo n g ca lls r in g b e fo r e a g e n t s a n s w e r .

Th e t im e ca ll e r s w a it in q u e u e b e fo r e r in g in g a n a g e n t .

Th e n u m b e r o f ca ll s t h a t a b a n d o n w h ile r in g in g a t a n a g e n t ’ s t e r m in a l.

Th e n u m b e r o f ca ll s t h a t a b a n d o n b e fo r e r in g in g a t a n a g e n t ’ s t e r m in a l.

N O T E H is t o r ica l d a t a o n r in g in g ca ll s is n o t a v a ila b le .

F r o m t h e C M S C u s t o m Re p o r t s m e n u , y o u ca n s e le ct t w o r in g s t a t e r e p o r t s (Sp lit Su m m a r y a n d
Sy s t e m S t a t u s ) t h a t g iv e y o u s o m e o f t h is in fo r m a t io n . S p e cifica lly , t h e s e r ea l- t im e r e p o r t s
t r a ck ca ll s r in g in g a t a g e n t v o ice t e r m in a ls s e p a r a t e ly fr o m ca ll s in q u e u e .

Th e s e r e p o r t s u s e s o m e , b u t n o t a ll, o f t h e d a t a b a s e it e m s (a n d ca lcu la t io ns ) a s s o cia t e d w it h
r in g in g ca ll s . A ll r in g s t a t e d a t a b a s e it e m s (Ta b le B - 2 2 ) a n d ca lcu la t io n s (Ta b le B -2 3 ) a r e lis t e d
o n t h e fo ll o w in g p a g e s , a s w e ll a s in A p p e n d ix A .

C A U T I O N If y o u d o n o t h a v e a G e n e r ic 2 s w it ch w it h t h e r in g - s t a t e e n a b le d , d o n o t us e
t h e r in g - s t a t e r e p o r t s o r a n y o f t h e r in g - s t a t e d a t a b a s e it e m s . Y o ur d a t a w ill b e
in co m p le t e a n d in a ccu r a t e .

C A U T I O N If a n a g e n t g o e s in t o A U X w o r k w h ile a n A C D ca ll is r in g in g , t h e a g e n t ’ s v o ice
t e r m in a l w ill s t o p r in g in g . H o w e v e r , t h e ca ll e r w ill s t ill h e a r t h e r in g in g t o n e.
A s a r e s u lt , a n a g e n t s h o u ld n o t m a k e o r t a k e e xt e n s io n ca lls w h ile ca ll s a r e
r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l.

Th e r in g s t a t e d a t a b a s e it e m s a r e lis t e d in Ta b le B - 2 2 .
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R i ng S tate R e por ts

T a b l e B 2 2 RIN G S t at e D at ab as e Ite m s

D at ab as e Ite m D e s cri p t i o n
Sh o w s t h e RIN G s t a t e , in a d d it io n t o t h e o t h e r s t a n d a r d s t a t e s s u ch a s A CD a n d
A VA IL s t a t e s . S t a n d a r d r e p o r t s , s u ch a s A g e n t r e p o r t s a n d S p lit S u m m a ry r e p o r t s ,
w ill s h o w t h e RIN G s t a t e if y o u r s w it ch is a G e n e r ic 2 w it h t h e r in g - s t a t e e n a b le d .

A S T A TE

Th e cu m u la t iv e t im e a n y a g e n t w a s in t h e r in g - s t a t e (A g e n t file ), o r t h e t im e a ll
a g e n t s in t h e s p lit w e r e in t h e r in g - s t a t e (S p lit file ). If a n a g e n t g o e s in t o A U X
w o r k w h ile a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l, C U M RIN G w ill co u n t t h e
t im e r in g in g u p t o t h e p o in t w h e n t h e a g e n t g o e s in t o A U X w o r k .

CU M RIN G

Th e n u m b e r o f A C D ca ll s t h a t r a n g a t a n in d iv id u a l a g e n t ’ s v o ice t e r m in a l (A g e n t
file ), o r t h e n u m b e r o f ca ll s t h a t r a n g a t v o ice t e r m in a ls fo r t h e w h o le s p lit (Sp lit
file ). If a n a g e n t g o e s in t o A U X w o r k w h ile a ca ll is r in g in g a t t h e a g e n t ’ s v o ice
t e r m in a l, N U M RIN G w ill s t ill co u n t t h e ca ll.

N U M RIN G

N u m b e r o f A C D ca ll s t h a t a b a n d o n e d w h ile r in g in g a t a n in d iv id u a l a g e n t ’ s vo ice
t e r m in a l (A g e n t file ), o r t h e n u m b e r o f ca ll s , fo r t h e w h o le s p lit , t h a t a b a n d o n ed
w h ile r in g in g a t a g e n t v o ice t e r m in a ls (S p lit file ).

RIN G A BA N D O N

Th e cu m u la t iv e t im e a b a n d o n e d ca lls s p e n t r in g in g a t t h e a g e n t ’ s t e r m in a l b e fo r e
a b a n d o n in g (A g e n t file ), o r t h e cu m u la t iv e t im e a b a n d o n e d ca ll s t o t h e w h o le s p lit
s p e n t r in g in g a t a g e n t t e r m in a ls b e fo r e a b a n d o n in g (S p lit file ).

RIN G A BN T IME

Th e n u m b e r o f A C D ca ll s a n in d iv id u a l a g e n t a n s w e r e d (A g e n t file ), o r t h e n u m b er
o f ca ll s a s p lit ’ s a g e n t s a n s w e r e d (S p lit file ). R I N G A N S W E R e q u a ls A C D C A L L S .

RIN G A N S WE R

Th e cu m u la t iv e t im e a ll A C D ca ll s r a n g a t a n in d iv id u a l a g e n t ’ s v o ice t e r m in a l
(A g e n t file ), o r t h e t im e a ll A C D ca ll s t o t h e s p lit r a n g a t v o ice t e r m in a ls (S p lit file ).
In clu d e s o n ly t im e fo r ca ll s t h a t w e r e an s w e r e d.

RIN G A N S T IME

A g e n t e xt e n s io n t h a t a n A C D ca ll o n t h e t r u n k is r in g in g . (Tr u n k file o n ly ).RIN G A S S O C

Th e cu m u la t iv e n u m b e r o f A C D ca lls t h a t r a n g a t a n a g e n t ’ s v o ice t e r m in a l (A g e n t
file ) o r t h a t r a n g fo r t h e w h o le s p lit (S p lit file ). If a n a g e n t g o e s in t o A U X w o r k
w h ile a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l, RIN G C A LL S w ill s t ill co u n t t h e
ca ll .

RIN G CA L L S

Th e cu m u la t iv e n u m b e r o f A C D ca lls cu r r e n t ly r in g in g a t s p lit a g e n t v o ice
t e r m in a ls (S p lit file o n ly ).

RIN G CO U N T

Th e cu m u la t iv e t im e t h e a g e n t w a s in t h e r in g - s t a t e (A g e n t file ), o r t h e t im e a ll
a g e n t s in t h e s p lit w e r e in t h e r in g - s t a t e (S p lit file ). If a n a g e n t g o e s in t o A U X
w o r k w h ile a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l, RIN G TIM E w ill co u n t t h e
t im e r in g in g u p t o t h e p o in t w h e n t h e a g e n t g o e s in t o A U X w o r k .

RIN G TIM E
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N O T E If a n a g e n t g o e s in t o A U X w o r k w h ile a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l,
RIN G TIM E a n d C U M RIN G w ill p e g t h e t im e t h e ca ll s p e n t r in g in g u p t o t h e p o in t
w h e r e t h e a g e n t w e n t in t o A U X w o r k . Li k e w is e , RIN G C A L L S a n d N U M RIN G w ill
p e g a r in g in g ca ll w h e n t h e a g e n t g o e s in t o A U X w o r k . Fo r t h e s e d a t a b a s e it e m s, t h e
a g e n t is n o lo n g e r co n s id e r e d in t h e r in g - s t a t e w h e n t h e a g e n t g o e s in t o A UX w o r k .

H o w e v e r , e v e n t h o u g h t h e a g e n t g o e s in t o A U X w o r k , t h e ca ll e r w ill co n t in u e t o h e a r
r in g in g u n t il t h e a g e n t a n s w e r s t h e ca ll o r t h e ca ll e r h a n g s u p . S o , C M S ha s o t h e r
d a t a b a s e it e m s t o co ll e ct r in g - s t a t e d a t a b a s e d o n h o w lo n g t h e ca ll e r co n tin u e s t o h e a r
r in g in g . Th e s e d a t a b a s e it e m s a r e RIN G A N S W ER, RIN G A N S TIM E,
RIN G A B A N D O N , a n d RIN G A B N TIM E. RIN G A N S W ER a n d RIN G A N ST IM E p e g t h e
ca ll a n d t h e t im e s p e n t r in g in g r e s p e ct iv e ly w h e n t h e a g e n t a n s w e r s t h e ca ll — e v e n
i f t h e a g e n t w e n t in t o A U X w o r k fir s t a n d t h e n la t e r a n s w e r e d t h e ca ll. S im ila rly ,
RIN G A B A N D O N a n d RIN G A B N TIM E p e g t h e ca ll a n d t h e t im e s p e n t r in g in g
r e s p e ct iv e ly w h e n t h e ca lle r h a n g s u p (b e ca u s e t h e a g e n t n e v e r a n s w e r e d ).

Th e r in g - s t a t e ca lcu la t io n s a r e a s fo ll o w s :

T a b l e B 2 3 RIN G S t at e Ca l cu l at i o n s

Ca l cu l at i o n F o r m u l a D e s cri p ti o n
( A N S D EL A Y / A N S W E R ED ) -
( R I N G A N S TI M E) / R I N G A N SW ER

A v e r a g e t im e A C D ca ll s w a it e d in a s p lit
q u e u e b e fo r e r in g in g a t a n a g e n t v o ice
t e r m in a l.

AVG H U N TA N S TIM E

R I N G T I M E/ R I N G C A LL S A v e r a g e r in g t im e fo r a ll A C D ca ll s t h a t
r a n g a t t h e a g e n t ’ s v o ice t e r m in a l (a g e n t
d a t a ) o r a t a ll a g e n t v o ice t e r m in a ls in a
s p lit (s p lit d a t a ). In t e r v a l- b a s e d .

AVG IN IT RIN G TIM E

R I N G A B N TI M E/ R I N G A B A N D O N A v e r a g e r in g t im e fo r ca ll s t h a t a b a n d o n e d
w h ile r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l
(a g e n t d a t a ) o r a t a ll a g e n t v o ice t e r m in a ls
in a s p lit (s p lit d a t a ).

AVG RIN G A B N TIM E

R I N G A N S TI M E/ R I N G A N S W ER A v e r a g e r in g t im e fo r a ll A C D ca ll s t h a t t h e
a g e n t a n s w e r e d (a g e n t d a t a ) o r w e r e
a n s w e r e d b y a ll a g e n t s in a s p lit (s p lit d a t a ).

AVG RIN G A N S TIM E
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R i ng S tate R e por ts

T a b l e B 2 3 RIN G S t at e Ca l cu l at i o n s ( Co n t d )

Ca l cu l at i o n F o r m u l a D e s cri p ti o n
C U M R I N G / N U M R I N G A v e r a g e r in g t im e fo r a ll A C D ca ll s t h a t

r a n g a t t h e a g e n t ’ s v o ice t e r m in a l (a g e n t
d a t a ) o r a t a ll a g e n t v o ice t e r m in a ls in a
s p lit (s p lit d a t a ).

AVG TERM RIN G TIM E

A B A N D O N S - R I N G A B A N D O N To t a l n u m b e r o f ca ll s t h a t a b a n d o n e d w h ile
in t h e s p lit q u e u e (b e fo r e r in g in g a t a n
a g e n t v o ice t e r m in a l).

H U N TA B AN D O N

A N S D E LA Y - R I N G A N S TI M E To t a l t im e A C D ca ll s w a it e d in t h e s p lit
q u e u e b e fo r e r in g in g a n a g e n t ’ s v o ice
t e r m in a l.

H U N TA N ST IM E

H o w t h e R i n g -S t a t e A f f e c t s O t h e r D a t a

Th e r e a l- t im e d a t a b a s e it e m I N P O O L , w h ich is t h e n u m b e r o f a g e n t s a v a ila b le in a s p lit , d o e s
n o t in clu d e a g e n t s w h o a r e in t h e r in g - s t a t e . In a d d it io n , t h e r e a l- t im e d a t ab a s e it e m
I D L E T I M E , w h ich is t h e t o t a l t im e a g e n t s in a s p lit h a v e b e e n in t h e a v a ila b le (A VA IL ) s t a t e ,
d o e s n o t in clu d e t im e in w h ich a g e n t s a r e in t h e r r in g - s t a t e .

H o w e v e r , t h e h is t o r ica l d a t a b a s e it e m I D L E T I M E in clu d e s t h e t im e a g e n t s s p e n t in t h e r in g -
s t a t e , a s w e ll a s t h e t im e t h e y w e r e a v a ila b le .
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R i ng S tate R e por ts

R i n g -S t a t e S p l i t S u m m a r y R e p o r t

D a t a File s U s e d / C U R R E N T / S P L I T , / C U R R E N T / A G E N T

Th e r in g - s t a t e S p lit S u m m a r y r e p o r t d iffe r e n t ia t e s b e t w e e n ca ll s in q u e u e a nd ca ll s r in g in g a t a n
a g e n t ’ s t e r m in a l. Th is r e p o r t is lis t e d in t h e C u s t o m Re a l- Tim e Re p o r t s s u b m e nu u n d e r t h e
Re p o r t s M a in M e n u o p t io n . O n t h e C u s t o m Re a l- Tim e Re p o r t s s u b m e n u , s e le ct t h e
S P L I T _ R I N G g lo b a l r e p o r t n a m e .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SP L I T S UM M A R Y

SP L I T : 1 ( S a l e s )
AC D E X T IN E X T O U T

AG E N T N AM E E X T S TA T E T I M E C A L L S CA L L S C A LL S

La r r y O ’L e a r y 1 29 9 A C D 0 8: 2 0 1 9 0 0
Ne a l P a tr u s k i 1 27 8 A C D 0 8: 2 1 2 0 3 3
Al l e r d yc e N i c h ol 1 3 4 0 AC W 0 8 : 2 1 2 2 1 1
Pe t e O h sh i m a 1 2 90 A C D 0 8 :2 1 2 1 2 4
El l e n R ub i n 1 2 7 7 A C D 0 8 : 21 2 2 4 5
Pa t s y Y ou 1 2 0 1 A CD 0 8 : 2 1 19 3 1

NU M B E R OF A G E N T S S T A F F E D 2 0 N U M BE R O F A G EN T S A V A IL A B L E 0
NU M B E R ON A C D C A LL S 1 8 A V ER A G E A CD T A L K T IM E 2 6 . 1 6
NU M B E R OF C A L L S RI N G I N G 1 A V E R A GE R I N G T IM E T O A N SW E R 3 . 20
NU M B E R OF C A L L S WA I T I N G 2 A V E R A GE S P E E D OF A N S W E R 5 . 0 0
OL D E S T CA L L W A I TI N G 1 1 A VE R A G E TI M E T O A BA N D O N 1 1. 0 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

SC R E E N PA R A M S
PR I N T EX I T RE PO R T UP DA T E

F i g u r e B 1 0 S p l i t S u m m ar y Re al - T i m e Re p o r t

N O T E Ex t e n s io n s a s s ig n e d t o a s p lit , b u t cu r r e n t ly u n s t a ffe d , w ill a p p e a r in t h e r e p o rt , w it h
‘ ‘ U N ST A F’ ’ in t h e S T A T E co lu m n . To p r e v e n t t h e s e e xt e n s io n s fr o m s h o w in g u p ,
y o u ca n cr e a t e a cu s t o m r e p o r t a n d a s s ig n t h e fo ll o w in g cr it e r ia s t a t e m e n t t o e a ch d a t a
it e m in t h e r e p o r t : A S T A T E N E 0 (0 r e p r e s e n t s t h e ‘ ‘ U N S TA F ’ ’ s t a t e ).
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R i ng S tate R e por ts

T a b l e B 2 4 Ite m Re f e r e n ce f o r t h e Ri n g - S ta t e S p l i t S u m m ary Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
SP LIT Sp lit n u m b e r o r s y n o n y m . SY N (SP LIT)

Sy n o n y m , lo g in
ID

AG EN T Sp lit m e m b e r lo g in ID o r s y n o n y m . SY N (LO G ID )

Ex t e n s io n a t w h ich t h e a g e n t is
lo g g e d in .

EX T Ex te n s io n n u m b e r EX TEN SIO N

C u r r e n t s t a t e t h is a g e n t is in
(U N S TA F, A VAIL, RIN G , A C D ,
A C W , A U X , A C W O U T, A C W IN ,
A U X O U T, A U X IN , IN IT).

A g e n t s t a t e n a m eSTA TE A ST A TE

Tim e a g e n t e n t e r e d t h e cu r r e n t
s t a t e .

M ilit a r y n o t a t io n
tim e

TIM E TIM EM ARK

N u m b e r o f A C D ca ll s a n s w e r e d b y
t h is a g e n t in t h e cu r r e n t h a lf h o u r .
So m e o f t h e ca lls co u n t e d m a y
h a v e in t r a flo w e d / in t e r flo w e d in t o
t h e a g e n t ’ s s p lit .

AC D C ALL S C a lls AC D C ALL S

D ir e ct d ia le d ca ll s t o t h is a g e n t
(e xt e n s io n ) in t h e cu r r e n t h a lf-
h o u r .

EX T C ALL IN
A C W I N C A L L S +

A U X I N C A L L S

EX T IN C A LL S C a lls

Ex t e n s io n - o u t ca ll s p la ce d b y t h is
a g e n t (e xt e n s io n ) d u r in g t h e
cu r r e n t h a lf- h o u r

N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

EX T O U T C A L L S C a lls

N U M B ER O F AG EN TS
STA FF ED

C u r r e n t ly lo g g e d - in a g e n t s in t h is
s p lit .

A g e n t s STA FCO U N T
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R i ng S tate R e por ts

T a b l e B 2 4 Ite m Re f e r e n ce f o r t h e Ri n g - S ta t e S p l i t S u m m ary Re p o r t ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
C u r r e n t n u m b e r o f s p lit ’ s a ge n t s
o n A C D ca lls .

N U M B E R O N A C D C A LL S A g e n t s A C D C O U N T

N u m b e r o f a g e n t s cu r r e n t ly in t h e
r in g - s t a t e .

N U M B E R O F C A LL S RIN G IN G C a lls RIN G C O U N T

N u m b e r o f u n a n s w e r e d ca lls in
th is s p lit ’ s q u e u e . In clu d e s ca lls
r in g in g .

N U M B E R O F C A LL S W A ITIN G C a lls Q U ECA LL S

Tim e t h a t t h e fir s t ca ll in q u e u e
h a s b e e n w a it in g .

O LD EST C A LL WA ITIN G S e co n d s O C W

N U M B E R O F A G EN TS
A VA ILAB L E

A g e n t s a v a ila b le fo r A C D ca lls ;
id le a g e n ts . D o e s n o t in clu d e
a g e n t s w ith ca lls r in g in g .

A g e n t s IN P O O L

A v e r a g e le n g t h o f A C D ca lls
h a n d le d b y t h is s p lit’ s a g e n t s in
th e cu r r e n t h a lf- h o u r .

A VG C O M TA LK TIM E
C U M T A L K / N U M T A L K

A VERAG E A C D TA LK TIM E S e co n d s

A VERAG E RIN G TIM E TO
A N S W ER

A v e r a g e r in g t im e fo r ca lls t o t h e
sp lit .

A VG RIN G A N S TIM E
R I N G A N S T I M E / R I N G A N S W E R

Se co n d s

A v e r a g e tim e t o a n s w e r a ll ca lls
th a t h a v e b e e n a n s w e r e d in t h e
cu r r e n t h a lf- h o u r .

A VG A N S W ER SP EED
A N S D E L A Y / A N S W E R E D

A VERAG E S P EE D O F A N S W ER Se co n d s

Th e a v e r a g e w a it t im e fo r ca lle r s
w h o h u n g u p b e fo r e co n n e ctin g
w it h a n a ge n t .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

A VERAG E TIM E TO A B AN D O N Se co n d s
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R i ng S tate R e por ts

R i n g -S t a t e S y s t e m S t a t u s R e p o r t

D a t a File U s e d / C U R R E N T / S P L I T

Th e r in g - s t a t e S y s t e m S t a t u s r e p o r t d iffe r e n t ia t e s b e t w e e n ca ll s in q u e u e a nd ca ll s r in g in g a t a n
a g e n t ’ s t e r m in a l. Th is r e p o r t is lis t e d in t h e C u s t o m Re a l- Tim e Re p o r t s s u b m e nu u n d e r t h e
Re p o r t s M a in M e n u o p t io n . O n t h e C u s t o m Re a l- Tim e Re p o r t s s u b m e n u , s e le ct t h e
S Y S _ R I N G g lo b a l r e p o r t n a m e .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SY S T E M ST A T U S

SP L I T 1 (s a l e s ) 2 ( s e r v c ) 3 ( a d m in ) 4 ( w r nt y ) 5 ( )

NO . O F C AL L S W A I TI N G 3 5 3 3 3
OL D E S T CA L L W A I TI N G 5 1 2 15 1 8 1 8
AV E R A G E S P E E D O F A N S W E R 5. 0 4 6 . 40 1 0 . 3 1 15 . 2 7 1 7 .3 7

NO . A B A ND O N E D C AL L S 7 3 3 5 1 8 1 0 9
AV E R A G E T I M E T O AB A N D O N 11 . 0 0 1 5. 0 6 2 0 . 00 2 5 . 0 0 30 . 0 0

NO . O F A CD C A L L S 42 3 2 0 8 1 43 1 0 8 8 6
AV E R A G E A C D T A L K T I M E 2 6 .1 7 5 7 . 52 8 1 . 1 2 10 7 . 5 5 1 44 . 4 7
AV G . A F TE R C A L L WO R K T I M E 1 1 . 0 1 16 . 0 0 2 4 .0 0 3 6 . 0 0 3 4 . 0 0

NO . O F A GE N T S A V AI L A B L E 0 0 0 0 0
NO . O F C AL L S R I N GI N G 1 0 0 0 1
NO . O F A GE N T S O N AC D 1 8 1 9 18 1 9 1 9
NO . I N A FT E R C A L L W O R K 1 1 2 1 1
NO . I N A UX W O R K 1 0 0 0 0
NO . O N O UT G O I N G CA L L S 0 0 0 0 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

SC R E E N PA R A M S
PR I N T EX I T RE PO R T UP DA T E

F i g u r e B 1 1 Ri n g - S t at e S y s t e m S t at u s Re al - T i m e Re p o r t
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R i ng S tate R e por ts

T a b l e B 2 5 Ite m Re f e r e n ce f o r t h e Ri n g - S ta t e S y s t e m S t at u s Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
Sp lit n u m b e r s o r s y n o n y m s fo r
se le ct e d sp lit s .

SP LIT S Y N (S P LI T)

N u m b e r o f u n a n s w e r e d ca lls in
th e s p lit s ’ q u e u e s .

N O . O F C A LL S WA ITIN G C a lls Q U EC A LL S

L e n g t h o f t im e t h e fir s t
u n a n s w e r e d ca ll in e a ch q u e u e
h a s b e e n w a it in g .

O LD EST C A LL WA ITIN G S e co n d s O C W

A v e r a g e w a it t im e fo r ca lls t h a t
h a v e b e e n a n s w e r e d in t h e
cu r r e n t h a lf- h o u r .

A VG A N S W ER SP EED
A N S D E L A Y / A N S W E R E D

A VERAG E S P EE D O F A N S W ER Se co n d s

Fo r cu r r e n t h a lf- h o u r , t o t a l o f
q u e u e d ca lls fo r e a ch s p lit in
w h ich t h e ca lle r h a n g s u p b e fo r e
b e in g a n sw e r e d .

N O . O F A B A N D O N ED C A LL S C a lls A B A N D O N S

Th e a v e r a g e w a it t im e fo r ca lle r s
w h o h u n g u p b e fo r e co n n e ctin g
w it h a n a ge n t .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

A VERAG E TIM E TO A B AN D O N Se co n d s

Q u e u e d ca lls t h a t co n n e ct e d t o a n
a g e n t d u r in g t h is h a lf- h o u r . (Th is
ite m a ls o co n t a in s
in t r a flo w e d / in t e r flo w e d ca lls
a n s w e r e d in t h is s p lit .)

N O . O F A C D C A L L S C a lls A C D C A LL S

L e n g t h o f t h e a v e r a g e A C D ca ll
d u r in g t h is h a lf- h o u r in e a ch s p lit .

A VG C O M TA LK TIM E
C U M T A L K / N U M T A L K

A VERAG E A C D TA LK TIM E S e co n d s

A v e r a g e le n g t h o f se s s io n in
a ft e r - ca ll w o r k fo r a g e n t s in e a ch
sp lit .

A VG C O M P A C W TIM E
C U M A C W / N U M A C W

A VG . A FTE R C A LL W O RK TIM E Se co n d s
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R i ng S tate R e por ts

T a b l e B 2 5 Ite m Re f e r e n ce f o r t h e Ri n g - S ta t e S y s t e m S t at u s Re p o r t ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
A g e n t s t h a t a r e cu r r e n t ly a v a ila b le
to r e ce iv e A C D ca lls in e a ch sp lit .
D o e s n o t in clu d e a ge n t s w h o s e
v o ice t e r m in a ls a r e r in g in g .

N O . O F A G EN TS A VA ILAB L E A ge n t s IN P O O L

N u m b e r o f a g e n t s cu r r e n t ly in t h e
r in g - s t a t e .

N O . O F C A LL S RIN G IN G C a lls RIN G C O U N T

A g e n t s cu r r e n t ly co n n e ct e d t o
A C D ca lls in e a ch sp lit .

N O . O F A G EN TS O N A C D A g e n t s A C D C O U N T

A g e n t s n o w in A C W in e a ch sp lit . N O . IN A FTE R C A LL W O RK A g e n t s A C W C O U N T

A g e n t s n o w in a u xilia r y w o r k in
e a ch s p lit.

N O . IN A U X W O RK A g e n ts A U X C O U N T

A g e n t s cu r r e n t ly e n g a g e d in
e xte n s io n - o u t ca lls in e a ch sp lit .

A G EN T C A LL O U T
A C W O U T C O U N T + A U X O U T C O U N T

N O . O N O U TG O IN G C A L L S A g e n ts
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S t a n d a r d R e p o r t - I t e m C r o s s - R e f e r e n c e
Th e fo llo w in g t a b le s w ill h e lp y o u fin d o u t w h ich d a t a it e m s a r e in w h ich s t a n d a r d r ep o r t s .

N O T E So m e n o n s t a t is t ica l it e m s s u ch a s a g e n t n a m e , t im e , a n d ID n u m b e r a r e n o t s h o w n in
t h is s e r ie s o f t a b le s .

R e a l -T i m e R e p o r t I t e m C r o s s -R e f e r e n c e

T a b l e B 2 6 Re p o r t Ite m s / Re al - T i m e Re p o r t C r o s s - Re f e r e n ce

RE PO RT ITE M S RE A L - T IM E RE PO RT S IN WH ICH T HE Y A PPE A R
S p l i t Gro u p A g e n t / S y s t e m S p l i t C al l T ru n k S p l i t S p l i t

S t at u s S ta t u s S p l i t S t at u s S u m m ary Pro f i l e Gro u p Pe rfo rm - E v e n t

Co m p ari - S u m m ary an ce C o u n t

s o n S u m m ary

N u m b e r o f C a lls Wa it in g X X X X

O ld e s t C a ll W a it in g X X X X

A v e r a g e Sp e e d o f A n s w e r X X X X X

(A v e r a g e Tim e t o A n s w e r )

N u m b e r o f A b a n d o n e d

C a lls X X X X

A v e r a g e Tim e t o A b a n d o n X X X X X

N u m b e r o f A C D C a lls X X X X X X

A v e r a g e A C D Ta lk Tim e X X X X X

A v e r a g e A ft e r C a ll W o r k X X X X

N u m b e r o f O u t g o in g

C a lls X X

A v e r a g e O u t g o in g Ta lk

Tim e X X X

N u m b e r o f A g e n t s S t a ffe d X X X X

N u m b e r o n A C D C a lls X X X X

(N o . o f A ge n t s o n A C D )

N u m b e r in A U X Wo r k X X X
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S tan d a r d R e por t - Item C r oss- R e ferenc e

T a b l e B 2 6 Re p o r t Ite m s / Re al - T i m e Re p o r t C r o s s - Re f e r e n ce ( Co n t d )

RE PO RT ITE M S RE A L - T IM E RE PO RT S IN WH ICH T HE Y A PPE A R
S p l i t Gro u p A g e n t / S y s t e m S p l i t C al l T ru n k S p l i t S p l i t

S t at u s S ta t u s S p l i t S t at u s S u m m ary Pro f i l e Gro u p Pe rfo rm - E v e n t

Co m p ari - S u m m ary an ce C o u n t

s o n S u m m ary

N u m b e r o f A g e n t s A v a ila b le X X X X

N u m b e r in A ft e r C a ll W o r k X X X

N u m b e r o n O u t g o in g C a lls X X X

A g e n t S t a t e X X

Ex t In C a lls

(N o . o f Ex t. C a lls In ) X X

N u m b e r o f C a lls - - A C D X

N u m b e r o f C a lls - - O U T X X

A v e r a g e Ta lk Tim e - - A C D X

P e r ce n t o f S t a ffe d Tim e

(A C D o r O u t C a lls ) X

Tim e in A U X W o r k X

P e r ce n t A U X W o r k Tim e X

N u m b e r o f C a lls C a r r ie d X

N u m b e r o f C a lls A n s w e r e d X

P e r ce n t A b a n d o n e d X

P e r ce n t A n s w e r e d X

Se r v ice L e v e l X

% W it h in S e r v ice L e v e l X

Tr u n k G r o u p S t a t e X

N u m b e r o f A s s is t C a lls X

To t a l Tim e S t a ffe d X

Ev e n t C o u n t (1 - 9 ) X

N u m b e r o f B u s y Tr u n k s X

To t a l N u m b e r o f Tr u n k s X X
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S tan d a r d R e por t - Item C r oss- R e ferenc e

H i s t o r i c a l R e p o r t I t e m C r o s s -R e f e r e n c e

Ta b le B - 1 4 w ill h e lp y o u fin d o u t w h ich d a t a it e m s a r e in w h ich s t a n d a r d r e p o r t s . S o m e
n o n s t a t is t ica l it e m s s u ch a s a g e n t n a m e , t im e , a n d ID n u m b e r a r e n o t s ho w n in t h is t a b le .

T a b l e B 2 7 Re p o r t Ite m / H i s t o r i ca l Re p o r t C r o s s - Re f e r e n ce

Re p o r t Ite m s H i s t o r i ca l Re p o r ts i n Wh i ch T h e y A p p e ar
D ,W,M * D ai l y We e k l y , D ,W,M * D ,W,M * S p l i t o r Tru n k D ai l y D ai l y D ai l y D ,W,M *

A g e n t S p l i t M o n th l y S y s t e m S p l i t o r Gro u p Gro u p L o g i n / C al l Tru n k Tru n k

S p l i t A g e n t S u m m ary S u m m ary L o g o u t Prof i l e Gro u p

E v e n t

Co u n t

A v e r a g e Sp e e d o f
A n s w e r (A v e r a g e
Tim e t o A n s w e r )

X X X

N u m b e r o f
A b a n d o n e d C a lls

X X X X X X X

A v g . A b a n d o n Tim e X X X

N u m b e r o f A C D
C a lls

X X X X X X

A v g . A C D Ta lk
Tim e (A v g . Ta lk
Tim e )

X X X X X

A v g . A ft e r C a ll
Wo r k Tim e

X X X X X

P e r ce n t A C D Tim e

(% A C D Tim e ) X X X X X
To t a l Tim e S t a ffe d
(M in . S t a ffe d , H o u r s
St a ffe d )

X X

% A U X Wo r k X X X X X
% A n s X X X
N o . o f Ext. O u t C a lls X X X X X X X
A v g . Ext O u t Ta lk
Tim e

X X X X X X

N o . o f Ext. In C a lls X X

* D a ily , We e k ly , M o n t h ly
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S tan d a r d R e por t - Item C r oss- R e ferenc e

T a b l e B 2 7 Re p o r t Ite m / H i s t o r i ca l Re p o r t C r o s s - Re f e r e n ce ( Co n td )

Re p o r t Ite m s H i s t o r i ca l Re p o r ts i n Wh i ch T h e y A p p e ar
D ,W,M * D ai l y We e k l y , D ,W,M * D ,W,M * S p l i t o r Tru n k D ai l y D ai l y D ai l y D ,W,M *

A g e n t S p l i t M o n th l y S y s t e m S p l i t o r Gro u p Gro u p L o g i n / C al l Tru n k Tru n k

S p l i t A g e n t S u m m ary S u m m ary L o g o u t Prof i l e Gro u p

E v e n t

Co u n t

A v g . E xt In T al k
Ti m e ( Ti m e o n
N o n - A CD C al l s - -
In co m i n g )

X X

We ig h t e d C a ll Va lu e
(WC V)

X X

N u m b e r o f A s s is t s X X
M a x D e la y X X X
Flo w In X X X
Flo w O u t X X X
A v g . P o s . S t a ffe d X
Ev e n t C o u n t (1 - 9 ) X
To t a l C C S

(In co m in g , O u t g o in g ) X X X
N u m b e r o f Fa ilu r e s X
N u m b e r o f C a lls
C a r r ie d - In co m in g,
O u t g o in g

X X X

Tim e B u sy X
Tim e M a in t . B u s y X
% A ll Tr u n k s B u s y X
% Tim e M a in t . B u sy X
N u m b e r A n s w e r e d X X X
A v g . H o ld Tim e
(In co m in g / O u t g o in g )

X X X

Se r v ice le v e l X
P a r a m e t e r s C h a n ge
Fla g

X

A g e n t Log in Tim e X
A g e n t Log o u t Tim e X

* D a ily , W e e k ly , M o n t h ly
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N O T E S
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A p p e n d i x C : C o m p i l e r E r r o r M e s s a g e s

Th e fo llo w in g e r r o r m e s s a g e s m a y a p p e a r o n t h e C o m p ila t io n Er r o r s s cr e e n if y o u h a v e e r r o r s
in y o u r cu s t o m r e p o r t d e s ig n . If a n y e r r o r m e s s a g e s a p p e a r , y o u w ill h a v e t o r e t u r n t o t h e
Scr e e n P a in t e r t o ch a n g e o r co r r e ct y o u r r e p o r t d e s ig n .

N O T E Th e d e s cr ip t io n s in clu d e d in t h is a p p e n d ix a r e in t e n d e d a s g e n e r a l g u id e lin e s o n ly .
B e ca u s e o f t h e w id e fle xib ilit y o f t h e C u s t o m Re p o r t s C r e a t io n s u b s y s t e m , er r o r s m a y
o ccu r fo r r e a s o n s o t h e r t h a n t h o s e d e s cr ib e d h e r e .

Co m p u t at i o n al f u n ct i o n t o o l ar g e

M ean in g: O n e o r m o r e o f t h e n u m b e r s in t h e I t e m fie ld is t o o b ig fo r t h e co m p u t e r t o
p r o ce s s .

R eco m m en ded A ct ion : B r e a k t h e n u m b e r (s ) in t o s m a ll e r n u m b e r s w it h t h e a p p r o p r ia t e a r it h m et ic
o p e r a t o r s t o e ffe ct iv e ly e q u a l t h e n u m b e r (s ) ca u s in g t h e p r o b le m .

D V L r e l at e d t e x t e x ce e d s i n t e r n al s p ace

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .

D V L te x t co m p l e x i t y h as ca u s e d p r o g r am to e x ce e d i n t e r n al s p ac e

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .
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D at a f u n ct i o n s ap p l i e d t o i t e m ( i t e m n am e ) d o n ’ t m at ch , o r p r e v i o u s ap p ear an ce o f i t e m
d i d / d i d n o t h av e a d at a f u n ct i o n

M ean in g: Th e s a m e d a t a b a s e it e m o ccu r s in t w o o r m o r e d a t a it e m s , b u t a d iffe r e n t d a t a
fu n ct io n is u s e d w it h e a ch o ccu r r e n ce o f t h e d a t a b a s e it e m . O n e o f t h e fo llo w in g co n d it io n s
m a y b e t r u e :

1 Y o u m a y h a v e u s e d a d a t a fu n ct io n in o n e o ccu r r e n ce o f t h e d a t a b a s e it e m a n d d id
n o t u s e a d a t a fu n ct io n in t h e o t h e r o ccu r r e n ce .

2 Y o u m a y h a v e u s e d d iffe r e n t d a t a fu n ct io n s fo r e a ch o ccu r r e n ce o f t h e d a t a b a s e
it e m .

T h i s e r r o r o ccu r s o n l y i f th e r e co r d s e l e ct co n d i t i o n s (F i l e , D a t a B a s e , C r i t e r i a ,
R e p e a t I t e m , S t a r t D a t e , a n d N u m b e r o f D a y s e n t r i e s ) are th e s am e f o r
e ac h o cc u r r e n ce o f t h e d at ab as e i t e m .

R eco m m en ded A ct ion : Re m o v e t h e co n flict in g u s e s o f t h e d a t a b a s e it e m . A s a n a lt e r n a t iv e
a ct io n , fo r e a ch d iffe r in g u s e o f a d a t a fu n ct io n w it h t h e d a t a b a s e it e m , a lt e r t h e cr it e r ia
s t a t e m e n t b y a d d in g a u n iq u e O R s t a t e m e n t t h a t is u n lik e ly t o e v e r b e t r u e (fo r e xa m p le , O R
A CDC A L L S GT 40000 o r A U X O U T CA L L S E Q 7000).

N O T E If y o u ch o o s e t o a d d a cr it e r ia s t a t e m e n t , b e s u r e t h e n e w cr it e r ia s t a t e m e n t w ill no t
ca u s e t h e r e p o r t t o e xce e d t h e m a xim u m o f 1 0 d iffe r e n t s e t s o f r e co r d s e le ct
co n d it io n s .

D e f i n e s t at e m e n t s an d f i e l d n am e s e x ce e d i n t e r n al s p ace

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .

D e f i n e s t at e m e n t s h av e e x ce e d e d i n t e r n al s p ac e

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .
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D e f i n i t i o n s h av e e x ce e d e d i n t e r n al s p ac e

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .

D e f i n i t i o n s o f IO & d e r i v e d f i e l d s h av e e x ce e d e d i n t e r n al s p ace

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .

D e f i n i t i o n s o f al l t y p e f i e l d s h av e e x ce e d e d i n t e r n al s p ace

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .

D e f i n i t i o n s o f d e r i v e d f i e l d s h av e e x ce e d e d i n t e r n al s p ace

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .

D e f i n i t i o n s o f r e p e at e d f i e l d s h av e e x ce e d e d i n t e r n al s p ac e

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .
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F i e l d l e n g t h m u s t b e s p e ci f i e d i f a d e f au l t w as n o t g i v e n

M ean in g: A d e cim a l a p p e a r s in t h e I t e m fie ld fo r a d a t a it e m . D e cim a ls ca n n o t b e u s e d in
t h e I t e m fie ld .

R eco m m en ded A ct ion : C h a n g e t h e d e cim a l t o a n u m b e r d iv id e d b y 1 0 0 .

Ha v e e x ce e d e d t h e m ax i m u m n u m b e r o f f i e l d s i n a r e p e at are a

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .

In v al i d d at ab as e i te m

M ean in g: Y o u e n t e r e d a d a t a b a s e it e m n o t co n t a in e d in t h e s p e cifie d file .

R eco m m en ded A ct ion : D e le t e t h e d a t a it e m o r ch e ck A p p e n d ix A o r t h e D ict io n a r y fo r a n
a lt e r n a t iv e d a t a b a s e it e m in t h e file .

In v al i d d at ab as e i te m t o b e s y n o n y m e d ( i t e m n am e )

M ean in g: Y o u e n t e r e d a co n s t a n t o r ca lcu la t io n a s a d a t a it e m , b u t t h e it e m h a s n o t be e n
d e fin e d in t h e D ict io n a r y .

R eco m m en ded A ct ion : C h e ck t h e D ict io n a r y t o s e e if t h e it e m h a s b e e n s p e ll e d p r o p e r ly a n d t o
s e e if t h e it e m e xis t s . If t h e it e m d o e s n o t e xis t , cr e a t e it u s in g s t a n d a r d Dict io n a r y p r o ce d u r e s .

In v al i d f i l e ar e a ( v ar i ab l e )

M ean in g: Y o u h a v e e n t e r e d a n in v a lid file n a m e .

R eco m m en ded A ct ion : M a k e s u r e t h e file (A G E N T , S P L I T , T R U N K G R O U P , T R U N K ,
D N , o r V E C T O R) is v a lid .
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In v al i d i n t e r v al ( v ari ab l e )

M ean in g: Y o u h a v e e n t e r e d a n in v a lid d a t a b a s e n a m e fo r t h e t y p e o f r e p o r t , r e a l- tim e o r
h is t o r ica l, y o u a r e cr e a t in g .

R eco m m en ded A ct ion : C h e ck t h e d a t a it e m id e n t ifie d b y r o w a n d co lu m n fo r t h e p r o p e r D a t a
B a s e e n t r y in t h e D a t a It e m W in d o w .

M ax i m u m n u m b e r o f S E L E CT ’ s an d RE PE A T ’ s e x ce e d e d . M ax i m u m al l o w e d i s ( v ar iab l e )

M ean in g: Y o u h a v e e xce e d e d t h e lim it o f 1 0 s e t s o f r e co r d s e le ct co n d it io n s . Y o u m a y a ct ua ll y
h a v e fe w e r t h a n 1 0 s e t s . If s o , o n e o f t h e fo ll o w in g co n d it io n s m a y e xis t :

1 A la r g e n u m b e r o f d a t a it e m s m a y s h a r e t h e s a m e s e t o f r e co r d s e le ct co n d it io n s . If
s o , C M S m a y co u n t t h e s e t a s t w o o r m o r e s e p a r a t e s e t s , t h e r e b y in t er n a ll y cr e a t in g
s e t s t h a t e xce e d t h e 1 0 m a xim u m .

2 D a t a it e m s u s in g d iffe r e n t s e t s o f co n d it io n s , in clu d in g d iffe r e n t file s a n d / o r
d a t a b a s e s , a r e in t e r s p e r s e d w it h o n e a n o t h e r (fo r e xa m p le , o n e it e m a cce s s e s t h e
Sp lit file , t h e n e xt a cce s s e s t h e A g e n t file , t h e n e xt t h e Sp lit file , a n d s o o n ). In t h is
ca s e , C M S m a y co u n t e a ch ch a n g e a s a n e w s e t o f s e le ct co n d it io n s , e v e n t h o u g h
y o u u s e d t h e s a m e s e t e a r lie r in t h e r e p o r t .

R eco m m en ded A ct ion : M a k e s u r e t h a t y o u h a v e n o m o r e t h a n 1 0 s e t s o f r e co r d s e le ct co n d it io n s .
Th e n d o o n e o f t h e fo ll o w in g a ct io n s :

1 If y o u h a v e m o r e t h a n 1 0 , r e m o v e s o m e o f t h e d a t a it e m s o r ch a n g e t h e r e co rd
s e le ct co n d it io n s fo r s o m e d a t a it e m s s o t h e co n d it io n s m a t ch co n d it io n s o f e a r lie r
d a t a it e m s .

2 If y o u h a v e fe w e r t h a n 1 0 s e t s o f co n d it io n s , r e m o v e s o m e o f t h e d a t a it e m s , o r
g r o u p t h e m in a m o r e co n s is t e n t m a n n e r o n t h e S cr e e n P a in t e r .

N O T E C M S r e a d s a ll d a t a it e m s o n a s in g le r o w , t h e n ju m p s t o t h e n e xt r o w t o r e ad t h e d a t a
it e m s o n t h a t r o w . Th e r e fo r e , g r o u p in g d a t a it e m s in a ‘ ‘ m o r e co n s is t e n t ma n n e r ’ ’
m e a n s t h a t it e m s w it h d iffe r e n t s e le ct co n d it io n s s h o u ld n o t a p p e a r o n t h e s a m e lin e .
A ls o , it e m s w it h t h e s a m e s e t o f s e le ct co n d it io n s m a y b e g r o u p e d o n t h e s a m e lin e .

3 B C M S C u s t o m R e p o r t s C 5



M ax i m u m n u m b e r o f d at a f i e l d s e x ce e d e d

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .

M ax i m u m n u m b e r o f f i l e i t e m s i n S E L E CT o r RE PE A T e x ce e d e d

M ean in g: Y o u m a y g e t t h is m e s s a g e w h e n y o u h a v e a le n g t h y s e r ie s o f d a t a it e m s t h at s h a r e
t h e s a m e r e co r d s e le ct co n d it io n s . Th is m e a n s t h a t t h e m a xim u m o f 2 0 d a t a b a s e it e m s in t h e
s e r ie s h a s b e e n e xce e d e d .

If y o u e xce e d t h e m a xim u m o f 2 0 d a t a b a s e it e m s in a s e r ie s , C M S n o r m a lly w ill co u n t t h e
d a t a b a s e it e m s a n d in t e r n a ll y cr e a t e a n e w d u m m y s e t o f s e le ct co n d it io n s s o y o u do n o t g e t
t h is m e s s a g e . H o w e v e r , if t h e s e r ie s in clu d e s fo r m u la s o r ca lcu la t io n s , C M S ca n n o t co u nt t h e
d a t a b a s e it e m s e m b e d d e d in t h e fo r m u la s / ca lcu la t io n s . Th e r e fo r e , C M S w ill n o t cr e at e a
d u m m y s e t o f s e le ct co n d it io n s , a n d y o u w ill g e t t h is m e s s a g e .

R eco m m en ded A ct ion : D o o n e o f t h e fo ll o w in g a ct io n s :

1 Re m o v e s o m e o f t h e d a t a it e m s in t h e s e r ie s .

2 L o ca t e t h e d a t a it e m in t h e s e r ie s w h e r e t h e 2 0 m a xim u m is fir s t e xce e d e d . C h an g e
t h e cr it e r ia s t a t e m e n t fo r t h is d a t a it e m a n d t h o s e t h a t fo ll o w b y a d d in g a u n iq u e
O R s t a t e m e n t t h a t is u n lik e ly t o e v e r b e t r u e (fo r e xa m p le , O R A C DCA L L S GT 40000
o r A U X O U T CA L L S E Q 7000).

M ax i m u m n u m b e r o f o u t p u t f i e l d s e x ce e d e d

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .
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M ax i m u m n u m b e r o f o v e r r i d e p aram e t e r s an d RE PE A T i n d e x e s e x ce e d e d

M ean in g: Y o u h a v e e xce e d e d t h e lim it o f 1 0 s e t s o f r e co r d s e le ct co n d it io n s . Y o u m a y a ct ua ll y
h a v e fe w e r t h a n 1 0 s e t s . If s o , o n e o f t h e fo ll o w in g co n d it io n s m a y e xis t :

1 A la r g e n u m b e r o f d a t a it e m s m a y s h a r e t h e s a m e s e t o f r e co r d s e le ct co n d it io n s . If
s o , C M S m a y co u n t t h e s e t a s t w o o r m o r e s e p a r a t e s e t s , t h e r e b y in t er n a ll y cr e a t in g
s e t s t h a t e xce e d t h e 1 0 m a xim u m .

2 D a t a it e m s co ll e ct iv e ly u s e t o o m a n y d iffe r e n t co m b in a t io n s o f cr it e r ia a n d r e p ea t
it e m s t a t e m e n t s . A r u le o f t h u m b is n o m o r e t h a n 3 d iffe r e n t co m b in a t io n s o f
cr it e r ia a n d r e p e a t it e m s t a t e m e n t s .

R eco m m en ded A ct ion : M a k e s u r e t h a t y o u h a v e n o m o r e t h a n 1 0 s e t s o f r e co r d s e le ct co n d it io n s .
Th e n d o o n e o f t h e fo ll o w in g a ct io n s :

1 If y o u h a v e m o r e t h a n 1 0 , r e m o v e s o m e o f t h e d a t a it e m s o r ch a n g e t h e r e co rd
s e le ct co n d it io n s fo r s o m e d a t a it e m s s o t h e co n d it io n s m a t ch co n d it io n s o f e a r lie r
d a t a it e m s .

2 If y o u h a v e fe w e r t h a n 1 0 s e t s o f co n d it io n s , r e m o v e s o m e o f t h e d a t a it e m s ,
ch a n g e t h e cr it e r ia o r r e p e a t it e m s t a t e m e n t s s o t h a t n o m o r e t h a n 3 a pp e a r in t h e
r e p o r t , o r g r o u p t h e d a t a it e m s in a m o r e co n s is t e n t m a n n e r o n t h e S cr e e n P a in te r .

N O T E C M S r e a d s a ll d a t a it e m s o n a s in g le r o w , t h e n ju m p s t o t h e n e xt r o w t o r e ad t h e d a t a
it e m s o n t h a t r o w . Th e r e fo r e , g r o u p in g d a t a it e m s in a ‘ ‘ m o r e co n s is t e n t ma n n e r ’ ’
m e a n s t h a t it e m s w it h d iffe r e n t s e le ct co n d it io n s s h o u ld n o t a p p e a r o n t h e s a m e lin e .
A ls o , it e m s w it h t h e s a m e s e t o f s e le ct co n d it io n s m a y b e g r o u p e d o n t h e s a m e lin e .

M ax i m u m n u m b e r o f t e s t cri t e r i a e x ce e d e d

M ean in g: Y o u h a v e e n t e r e d m o r e t h a n s ix s t a t e m e n t s in t h e C r i t e r i a fie ld fo r a d a t a it e m .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f cr it e r ia s t a t e m e n t s fo r t h e d a t a it e m t o s ix o r fe w e r .
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N o d at a f o u n d f o r s p e ci f i e d p ar am e t e r s (a p p e a r s o n r e p o r t o u t p u t w h e n r e p o r t is r u n )

M ean in g: Th is m e s s a g e , w h ich a p p e a r s a ft e r y o u t r y t o r u n a r e p o r t , m a y s im p ly m e a n t h a t th e
r e co r d s e le ct co n d it io n s ca u s e d C M S t o s e a r ch fo r r e co r d s t h a t d o n o t e xist (b e ca u s e n o A C D
a ct iv it y o ccu r r e d ). H o w e v e r , if y o u a r e s u r e t h e s e le ct co n d it io n s y o u e n t e r e d w e r e co r r e ct a n d
s h o u ld h a v e fo u n d d a t a , t h e p r o b le m co u ld b e o n e o f t h e fo ll o w in g :

1 D a t a it e m s t h a t a p p e a r o n t h e s a m e lin e h a v e d iffe r e n t s e t s o f r e co r d s e le ct
co n d it io n s .

2 A S U M d a t a fu n ct io n h a s b e e n a s s ig n e d a r e p e a t it e m . (B y d e fin it io n , a S U M d a t a
fu n ct io n ca n o n ly d is p la y a s in g le v a lu e .)

R eco m m en ded A ct ion : C h e ck a ll s u m m a r y it e m s (it e m s t h a t a r e a S U M d a t a fu n ct io n ). M a k e
s u r e t h a t t h e R e p e a t I t e m fie ld fo r t h e s e it e m s is b la n k .

If d a t a it e m s t h a t a p p e a r o n t h e s a m e lin e h a v e d iffe r e n t s e t s o f r e co r d s e le ct co n d it io n s , m o v e
t h e it e m s w it h d iffe r e n t co n d it io n s t o a n o t h e r lin e . Y o u m ig h t a ls o r e m e d y t he p r o b le m b y
a d d in g s p a ce s b e t w e e n t h e d a t a it e m s t h a t h a v e d iffe r e n t co n d it io n s . If r e a r ra n g in g d a t a it e m s
d o e s n ’ t s o lv e t h e p r o b le m , d e le t e o n e g r o u p o f d a t a it e m s t h a t h a v e t h e s am e r e co r d s e le ct
co n d it io n s .

N o m o r e s p ace l e f t f o r S U M e x p r e s s i o n s

M ean in g: Y o u h a v e t o o m a n y d a t a it e m s t h a t co n t a in t h e SU M d a t a fu n ct io n .

R eco m m en ded A ct ion : Re m o v e d a t a it e m s co n t a in in g t h e S U M d a t a fu n ct io n .

N o m o r e s p ace l e f t i n t h e S u m n o d e b u f f e r . A l arg e n u m b e r o f i t e m s w i t h i n S U M
f u n ct i o n s

M ean in g: Y o u h a v e t o o m a n y d a t a it e m s t h a t co n t a in t h e SU M d a t a fu n ct io n .

R eco m m en ded A ct ion : Re m o v e d a t a it e m s co n t a in in g t h e S U M d a t a fu n ct io n .

N u m b e r o f s e t e l e m e n t s u s e d i n D V L s t at e m e n t s u p t o h as e x ce e d e d i n t e r n al s pace

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .
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O v e r r i d e p ar am e te r ( p ar am e te r t e x t ) ca n n o t ap p e ar w i t h d i f f e r e n t f i l e i t e m ( % s )

M ean in g: O n e p o s s ib ilit y is t h a t t h e s a m e fie ld n a m e h a s b e e n u s e d in m o r e t h a n o n e v a r ia b le
cr it e r ia s t a t e m e n t , b u t d iffe r e n t d a t a b a s e it e m s h a v e b e e n a s s ig n e d t o t h e fie ld n a m e (e xa m p le :
S P L I T E Q S P L I T 1 = " B L A N K " , b u t a ls o G R O U P E Q S P L I T 1 = " B L A N K "). A n o t h e r
p o s s ib ilit y is t h a t t h e fie ld n a m e s u s e d in t h e S t a r t D a t e a n d N u m b e r o f D a y s fie ld s
h a v e b e e n a ccid e n t a ll y r e v e r s e d .

R eco m m en ded A ct ion : C h a n g e t h e co n flict in g fie ld n a m e (s ) t h a t e xis t in t h e C r i t e r i a ,
S t a r t D a t e , o r N u m b e r o f D a y s fie ld s .

O v e r r i d e p ar am e te r o r RE PE A T i n d e x ( n am e ) t o o l o n g ( l e n g th )

M ean in g: A fie ld n a m e a p p e a r in g in a v a r ia b le s t a t e m e n t fo r e it h e r t h e C r i t e r i a , S t a r t
D a t e , o r N u m b e r o f D a y s fie ld h a s m o r e t h a n 2 0 ch a r a ct e r s .

R eco m m en ded A ct ion : Re d u ce t o 2 0 ch a r a ct e r s o r le s s t h e le n g t h o f t h e fie ld n a m e t h a t is
ca u s in g t h e p r o b le m .

O v e r r i d e p ar am e te r v al u e ( p ar am e te r i z at i o n ) can n o t b e ch an g e d

M ean in g: Th e s a m e v a r ia b le s t a t e m e n t (in t h e C r i t e r i a , S t a r t D a t e , o r N u m b e r o f
D a y s fie ld ) a p p e a r s fo r m o r e t h a n o n e d a t a it e m , b u t w it h a d iffe r e n t v a lu e (fo r e xa m ple ,
R E P O R T _ D A Y = - 1 a n d R E P O R T _ D A Y = - 7). Fo r e a ch v a r ia b le s t a t e m e n t , o n ly o n e v a lu e ca n
b e a s s ig n e d t o t h e fie ld n a m e , r e g a r d le s s o f h o w m a n y t im e s t h a t s t a t e me n t is u s e d in t h e
r e p o r t d e s ig n .

R eco m m en ded A ct ion : C h a n g e t h e co n flict in g v a r ia b le s t a t e m e n t v a lu e s fo r t h e a p p r o p r ia t e d a t a
it e m s .

O v e r r i d e p ar am e te r v al u e m u s t b e s p e ci f i e d o n f i r s t ap p e aran ce

M ean in g: Th e fir s t d a t a it e m in t h e r e p o r t t h a t u s e s a p a r t icu la r v a r ia b le cr it e r ia s t a t e m e n t d o e s
n o t d is p la y a v a lu e (a n u m b e r o r ‘ ‘ B L A N K ’ ’ ) in t h e s t a t e m e n t . Th is p r o b le m ca n a ls o a p p ly t o
v a r ia b le s t a t e m e n t s in t h e S t a r t D a t e o r N u m b e r o f D a y s fie ld s . Th is e r r o r n o r m a ll y
o ccu r s a ft e r y o u co p y a r e p o r t d e s ig n a n d d e le t e t h e d a t a it e m t h a t d is p la ye d a co m p le t e
v a r ia b le s t a t e m e n t (w it h a v a lu e ). Fo r e xa m p le , a ll d a t a it e m s m a y h a v e t h e cr it e r ia s t a t e m e n t ,
S P L I T E Q S P L I T _ N U M B E R , b u t t h e fir s t d a t a it e m ’ s cr it e r ia s t a t e m e n t s h o u ld d is p la y
S P L I T E Q S P L I T _ N U M B E R = ‘ ‘ B L A N K ’ ’ .

R eco m m en ded A ct ion : F in d t h e fir s t d a t a it e m w it h a v a r ia b le s t a t e m e n t la ck in g a v a lu e . A d d a
v a lu e t o t h e s t a t e m e n t .
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S i g n al 10 o r 14 (a p p e a r s o n r e p o r t o u t p u t w h e n r e p o r t is r u n )

M ean in g: Sig n a l e r r o r s , w h ich a p p e a r a ft e r y o u t r y t o r u n a r e p o r t , ca n h a v e s e v e r a l ca u s e s .
Th e m o s t co m m o n a r e a s fo ll o w s :

1 D a t a it e m s t h a t a p p e a r o n t h e s a m e lin e h a v e d iffe r e n t r e p e a t it e m s .

2 A S U M d a t a fu n ct io n h a s b e e n a s s ig n e d a r e p e a t it e m . (B y d e fin it io n , a S U M d a t a
fu n ct io n ca n o n ly d is p la y a s in g le v a lu e .)

R eco m m en ded A ct ion : C h e ck a ll s u m m a r y it e m s (it e m s t h a t a r e a S U M d a t a fu n ct io n ). M a k e
s u r e t h a t t h e R e p e a t I t e m fie ld fo r t h e s e it e m s is b la n k .

If d a t a it e m s t h a t a p p e a r o n t h e s a m e lin e h a v e d iffe r e n t r e p e a t it e m s , m o ve t h e it e m s w it h
d iffe r e n t r e p e a t it e m s t o a n o t h e r lin e . If r e a r r a n g in g d a t a it e m s d o e s n ’ t s o lv e t h e p r o b le m ,
d e le t e o n e g r o u p o f d a t a it e m s t h a t h a v e t h e s a m e r e p e a t it e m .

S U M f u n ct i o n f o u n d w i th i n an o t h e r S U M f u n ct i o n

M ean in g: A S U M fu n ct io n co n t a in s a n o t h e r S U M fu n ct io n . A n e xa m p le co u ld b e
S U M ( S U M ( A N S W E R E D ) + S U M ( A B A N D O N S ) ) .

R eco m m en ded A ct ion : Re m o v e t h e SU M p r e fix(e s ) a n d a s s o cia t e d p a r e n t h e s e s t h a t a r e ca u s in g
t h e p r o b le m o r u s e t w o s e p a r a t e SU M fu n ct io n s co n n e ct e d b y a n a r it h m e t ic o pe r a t o r (o t h e r
t h a n p a r e n t h e s e s ).

S i z e o f D V L te x t s p ac e h as e x ce e d e d i n t e r n al s p ac e

M ean in g: Th e co m p u t e r d o e s n o t h a v e a d e q u a t e s p a ce t o p r o ce s s t h e a m o u n t o f d a t a yo u h a v e
s p e cifie d in t h e r e p o r t .

R eco m m en ded A ct ion : Re d u ce t h e n u m b e r o f d a t a it e m s in t h e r e p o r t o r b r e a k u p t h e r e p o r t in t o
t w o r e p o r t s .

S t artd ay i n te g e r v al u e m u s t b e n e g at i v e o r z e r o

M ean in g: Th e S t a r t D a t e s t a t e m e n t fo r a d a t a it e m h a s a p o s it iv e v a lu e .

R eco m m en ded A ct ion : C h a n g e t h e v a lu e o f t h e s t a t e m e n t t o a n e g a t iv e n u m b e r o r 0 .
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S t r i n g ( s t r i n g ) t o o l o n g . M ax i m u m l e n g t h i s ( v ari ab l e n u m b e r o f ) ch aract e rs

M ean in g: In t h e C r i t e r i a fie ld , t o o m a n y ch a r a ct e r s fo ll o w t h e in it ia l q u o t a t io n m a r k s (" ).
If y o u u s e d t h e t e r m " B L A N K " , y o u m a y h a v e fo r g o t t e n t h e fin a l q u o t a t io n m a r k s .

R eco m m en ded A ct ion : A d d q u o t a t io n m a r k s w h e r e n e ce s s a r y .

S y n t ax e r r o r b e f o r e O R

M ean in g: Th is m e s s a g e ca n b e ca u s e d b y s e v e r a l p r o b le m s , t h e m o s t co m m o n o f w h ich a r e a s
fo ll o w s :

Y o u m a y h a v e o m it t e d n e ce s s a r y p a r t s o f a cr it e r ia s t a t e m e n t o r y o u m a y h a v e u s e d
im p r o p e r s y n t a x (im p r o p e r r e la t io n a l o p e r a t o r s , im p r o p e r p u n ct u a t io n , im pr o p e r
d a t a b a s e it e m v a lu e s , a n d s o o n ).

Y o u m a y h a v e t r ie d t o u s e a n in v a lid it e m (a d a t a fu n ct io n o r a ca lcu la t io n ) in a
cr it e r ia s t a t e m e n t .

Y o u m a y h a v e t r ie d t o u s e J D A TE w it h in a cr it e r ia s t a t e m e n t . J D A TE ca n n o t b e
u s e d .

Y o u m a y h a v e e n t e r e d a cr it e r ia s t a t e m e n t t h a t w ill g e n e r a t e m u lt ip le v alu e s , b u t
y o u fo r g o t t o e n t e r a r e p e a t it e m .

R eco m m en ded A ct ion : C h e ck t h e cr it e r ia s t a t e m e n t fo r p r o p e r s y n t a x, d a t a b a s e it e m s , a n d
v a lu e s . If y o u e n t e r e d a cr it e r ia s t a t e m e n t t h a t g e n e r a t e s m u lt ip le v a lu es , m a k e s u r e y o u h a v e a
r e p e a t it e m . M a k e a n y ch a n g e s n e ce s s a r y .

T e s t cr i t e r i a ca n n o t b e n e s t e d

M ean in g: Y o u h a v e u s e d p a r e n t h e s e s in y o u r cr it e r ia s t a t e m e n t .

R eco m m en ded A ct ion : C h e ck t h e cr it e r ia fo r t h e d a t a it e m id e n t ifie d b y r o w a n d co lu m n .
Re m o v e a n y p a r e n t h e s e s .
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A p p e n d i x D : T h e U N I X S y s t e m V i s u a l E d i t o r
( v i )

F u r t h e r in fo r m a t io n o n v i is a v a ila b le in t h e U N IX s y s t e m u s e r ’ s g u id e p u b lis h e d fo r y o u r
p a r t icu la r co m p u t e r . Y o u s h o u ld h a v e o n e o f t h e s e g u id e s a v a ila b le fo r r e fe r e n ce , as w h a t
a p p e a r s in t h is a p p e n d ix is a s u b s e t o f t h e t o t a l ca p a b ilit y o f v i e d it in g fu n ct io n s .

E d i t i n g a n d C o n t r o l C o m m a n d s f o r v i

M o v i n g t h e C u r s o r

CO M M A N D A CT IO N

l M o v e t o t h e r ig h t
h M o v e t o t h e le ft
k M o v e u p
j M o v e d o w n
b M o v e b a ck t o p r e v io u s w o r d
B M o v e b a ck o n w o r d p a s t p u n ct u a t io n
w M o v e t o n e xt w o r d
W M o v e t o n e xt w o r d p a s t p u n ct u a t io n
e M o v e t o e n d o f cu r r e n t w o r d
$ M o v e t o t h e e n d o f t h e lin e
0 M o v e t o t h e b e g in n in g o f t h e lin e
’ ’ M o v e t o t h e p r e v io u s p o s it io n
1G G o t o lin e 1
5G G o t o lin e 5
G G o t o la s t lin e
M M o v e t o m id d le o f s cr e e n
L M o v e t o la s t lin e o n s cr e e n
- M o v e t o t h e b e g in n in g o f t h e p r e v io u s lin e
RE T U RN M o v e t o t h e b e g in n in g o f t h e n e xt lin e
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A d d i n g T e x t

A ll o f t h e fo ll o w in g co m m a n d s p u t y o u in t o
a n a p p en d o r in sert m o d e . Y o u m u s t p r e s s
t h e E S C k e y t o r e t u r n t o t h e co m m a n d m o d e .

CO M M A N D A CT IO N

a A d d t e xt a ft e r t h e cu r s o r
A A d d t e xt a t t h e e n d o f t h e lin e
i In s e r t t e xt b e fo r e t h e cu r s o r
R Re p la ce s cu r r e n t ch a r a ct e r s
o O p e n a n e w lin e b e lo w t h e cu r s o r
O O p e n a n e w lin e a b o v e t h e cu r s o r
C C h a n g e t h e t e xt a ft e r t h e cu r s o r

cw C h a n g e cu r r e n t w o r d
cc C h a n g e cu r r e n t lin e

L e av i n g v i

CO M M A N D A CT IO N

: w [RE T U RN ] W r it e s t h e file t o d is k
: q [RE T U RN ] Q u it s v i
: q ! Q u it s v i a n d ch a n g e s a r e n o t s a v e d
: w q W r it e s a n d q u it s v i
Z Z W r it e s a n d q u it s v i

O t h e r C o m m an d s

CO M M A N D A CT IO N

Y Y a n k t h e cu r r e n t lin e
5Y Y a n k 5 lin e s (co u ld b e a n y n u m b e r o f lin e s )
P P u t t h e y a n k e d lin e a b o v e t h e cu r s o r
p P u t t h e y a n k e d lin e b e lo w t h e cu r s o r
u U n d o t h e la s t co m m a n d
U Re s t o r e cu r r e n t lin e
J J o in t h e cu r r e n t lin e w it h t h e n e xt lin e
/ ab c Se a r ch fo r w a r d fo r t h e s t r in g ‘ ‘ a b c’ ’
? ab c Se a r ch b a ck w a r d fo r t h e s t r in g ‘ ‘ a b c’ ’

D e l e ti n g T e x t

CO M M A N D A CT IO N

x D e le t e a ch a r a ct e r
r Re p la ce a ch a r a ct e r

d w D e le t e w o r d
d d D e le t e e n t ir e lin e
D D e le t e r e s t o f lin e

S cr o l l i n g / Pa g i n g T e x t

CO M M A N D A CT IO N

CN T L d Scr o ll d o w n
CN T L u Scr o ll u p
CN T L f F o r w a r d p a g e
CN T L b B a ck w a r d p a g e
CN T L l Re fr e s h s cr e e n
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H o w I N F O R M I X W o r k s
Th e 3 B C M S u s e s t h e IN FO RM IX D a t a B a s e M a n a g e m e n t S y s t e m t o co n t r o l it s da t a b a s e file s ,
a n d IN FO RM IX is in s t a ll e d d u r in g t h e 3 B C M S s o ft w a r e in s t a ll a t io n p r o ce s s . In a d dit io n ,
IN FO RM IX in a v a ila b le fo r u s e in d e p e n d e n t o f C M S.

W h e n a b o d y o f in fo r m a t io n b e co m e s t o o la r g e o r t h e r e t r ie v a l d e m a n d s o n it be co m e t o o
co m p le x t o m a n a g e m a n u a ll y , t h e n a d a t a b a s e m a n a g e m e n t s y s t e m s h ou ld b e u s e d .
IN FO RM IX h a s a r a n g e o f fe a t u r e s a ll o w in g it t o a ct a s a n o r g a n iz e r o f d a t a , in clu d in g : a r b it r a r y
q u e r ie s in t o t h e d a t a b a s e fo r in fo r m a t io n r e la t io n s h ip s , r e p o r t s , a n d s cr e e n
e n t r y / u p d a t e / q u e r y . Ty p ica l a p p lica t io n s a r e s a le s d a t a , a cco u n t in g d a t a , a n d in v e n t o r y
co n t r o l. Th e fo ll o w in g a r e s o m e o f t h e m a jo r IN FO RM IX fu n ct io n s :

D BB U IL D A d a t a d e s cr ip t io n la n g u a g e t h a t a ll o w s y o u t o cr e a t e a n d m o d ify d a t a
b a s e s .

PE RF O RM A fo r m (o r s cr e e n ) b u ild e r t h a t le t s y o u cr e a t e d a t a in p u t / o u t p u t s cr e e n s t o
e n t r y a n d r e t r ie v a l o f d a t a fr o m a d a t a b a s e .

E N T E R2 A s u b s e t o f P ER F O RM ’ s ca p a b ilit ie s t h a t a ll o w s y o u t o e n t e r , u p d a t e , a n d
r e t r ie v e d a t a b a s e e n t r ie s o n a r e co r d - b y - r e co r d b a s is . In P ER F O RM , y o u
m u s t b u ild a fo r m a s a n in t e r fa ce t o t h e d a t a b a s e , w h ile w it h EN TER2 y o u
ca ll u p t h e file d ir e ct ly .

A C E Re p o r ts A r e p o r t w r it e r t h a t a ll o w s y o u t o cr e a t e o u t p u t r e p o r t s fr o m t h e d a t a in
y o u r d a t a b a s e file s .

IN F O RM E R A q u e r y la n g u a g e fo r d a t a r e t r ie v a l. Y o u ca n u s e a n y r e la t io n s h ip t h a t
e xis t s a m o n g t h e d a t a b a s e file s a t a n y t im e . Y o u d o n o t h a v e t o p r e d ict t h e
r e la t io n s h ip s in a d v a n ce t o b u ild y o u r d a t a b a s e .

B e fo r e a t t e m p t in g t o u s e IN FO RM IX , y o u s h o u ld r e a d t h e IN FO RM IX m a n u a l, I N F O R M I X
R el at i o n al Dat ab a se M an ag em en t Sy st em U ser’ s M an u al, a n d y o u s h o u ld h a v e a b a s ic k n o w le d g e
o f U N IX s y s t e m co m m a n d s .
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U s i n g I N F O R M I X i n C o n j u n c t i o n W i t h C M S
IN FO RM IX m a y a ls o b e u s e d in co n ju n ct io n w it h y o u r C M S d a t a t o cr e a t e cu s t o m iz e d r ep o r t s ,
s cr e e n s , a n d q u e r ie s .

C A U T I O N D o n o t ch an g e a n y C M S d a t a . D o n o t u s e U P D A TE, A D D , o r D EL E TE
fu n ct io n s in P ERF O RM a n d EN TER2 s cr e e n s o n C M S IN F O RM IX d a t a b a s e
file . Th e y ca n p r o d u ce u n p r e d ict a b le r e s u lt s a n d m a y e v e n s t o p y o u r C M S
fr o m fu n ct io n in g . Th e C M S s o ft w a r e a t t e m p t s t o p r e v e n t u s e r s fr o m ca u s in g
a ccid e n t a l d a m a g e t o t h e ir C M S s o ft w a r e , b u t n o a t t e m p t h a s b e e n m a d e t o
s im ila r ly r e s t r ict t h e cu s t o m e r fr o m ch a n g e s v ia IN FO RM IX .

Th e lo w e s t - r is k w a y t o u s e IN FO RM IX o n C M S d a t a is t o cr e a t e r e p o r t s , s cr e e n s , a nd q u e r ie s
t h a t o n ly r e a d t h e d a t a , m a k in g n o ch a n g e in it . To p e r fo r m t h e s e t a s k s , y ou s h o u ld fir s t r e a d
t h e a p p lica b le p o r t io n s o f t h e IN F O RM IX m a n u a l, k n o w b a s ic U N IX s y s t e m co m m a n d s, a n d
k n o w a U N IX s y s t e m e d it o r s u ch a s v i .

B a s ica ll y , h e r e is h o w y o u m ig h t a p p r o a ch t h is t y p e o f IN FO RM IX e n h a n ce m e n t . A ll of t h e
C M S d a t a is k e p t u n d e r t h e / cm s d ir e ct o r y , w it h d iffe r e n t d a t a a n d d a t a b a s e s k e p t in d iffe r e n t
s u b d ir e ct o r ie s (m o s t a r e s e v e r a l le v e ls d o w n ). Th e IN FO RM IX s ch e m a file fo r a p a r t icu la r C M S
d a t a - b a s e file e n d s in t h e ch a r a ct e r s ‘ ‘ s ch . ’ ’ W it h t h e k n o w le d g e o f w h e r e a pa r t icu la r d a t a b a s e
is (i. e . t h e U N IX s y s t e m p a t h n a m e ) a n d t h e IN F O RM IX s ch e m a file co n t e n t s , y ou ca n cr e a t e
IN FO RM IX r e p o r t s , s cr e e n s , a n d q u e r ie s o f t h e C M S d a t a . B e a w a r e t h a t in fu t u r e r e le a s e s o f
C M S , it s IN F O RM IX file s , s ch e m a s , a n d IN F O RM IX fie ld s m a y ch a n g e ; a ls o IN FO RM IX file s
m a y d is a p p e a r a n d o t h e r s m a y a p p e a r .

A n o t h e r p o s s ib le u s e o f IN FO RM IX is t o m e r g e d a t a fr o m o t h e r s o u r ce s in y o u r or g a n iz a t io n
(p e r s o n n e l file s , s a le s file s , e t c. ) w it h C M S d a t a fo r u s e in r e p o r t s , s cr e e n s , an d q u e r ie s . If y o u
a t t e m p t t h is , p r o ce e d w it h ca u t io n ; b e s u r e y o u u n d e r s t a n d s o m e t h in g b e fo r e y o u t r y it . A g a in ,
D O N O T C H A N G E in a n y w a y t h e C M S IN FO RM IX file s .

IN FO RM IX fu n ct io n s a p p ly o n ly t o o n e d a t a b a s e a t a t im e . So , fir s t fin d t h e p a r t icu la r C M S
d a t a b a s e y o u a r e in t e r e s t e d in u n d e r n e a t h t h e / cm s d ir e ct o r y . A t t h is p o in t , y o u ca n a d d y o u r
o w n file o r file s t o t h is d a t a b a s e . To d o t h is , cr e a t e y o u r s ch e m a s a n d d o t h e n ece s s a r y
IN FO RM IX D B B U ILD s .

W h e n y o u u s e IN FO RM IX D B STA TU S , b e ca r e fu l n o t t o ch a n g e IN FO RM IX file s . D o n o t u s e
A D D IN D EX , A U D IT TRA IL, U N LO C K , e t c. o n C M S IN FO RM IX file s . A ls o d o n o t ch a n g e
C M S s ch e m a file s .

A ft e r y o u r s ch e m a s h a v e b e e n b u ilt , y o u ca n cr e a t e r e p o r t s v ia A C E r e p o r t s , s cr e e n s v ia
P ERF O RM , a n d q u e r ie s v ia IN F O RM ER , r e fe r e n cin g b o t h y o u r IN FO RM IX file s a n d C M S
IN FO RM IX file s .

A g a in , b e a w a r e t h a t , in a fu t u r e r e le a s e o f t h e C M S , file s t r u ct u r e a n d n a m e s a r e s u b je ct t o
ch a n g e .
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G e n e r a l I n f o r m a t i o n
Th is a p p e n d ix co n t a in s t w o p r o ce d u r e s t h a t t a k e y o u s t e p - b y - s t e p t h r o u gh t h e cr e a t io n o f
cu s t o m r e p o r t d e s ig n s . Th e p a r t icu la r d e s ig n s cr e a t e d in t h e s e p r o ce d u r e s m a y be cr e a t e d in
m a n y w a y s . Th e p r o ce d u r e s in t h is a p p e n d ix r e p r e s e n t o n ly o n e w a y in w h ich t o cr ea t e t h e
d e s ig n .

Th e g o a l o f t h is a p p e n d ix is t o s h o w h o w t h e p r o ce d u r e s d e s cr ib e d e a r lie r in t h is d o cu m e n t
m u s t b e lin k e d t o g e t h e r t o cr e a t e a r e p o r t d e s ig n .
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S a m p l e 1 — A C u s t o m T r u n k G r o u p
S u m m a r y R e p o r t

Th e s t e p s t h a t fo ll o w d e s cr ib e h o w t o d e s ig n a cu s t o m iz e d t r u n k g r o u p s u m m a r y re p o r t . Th e
r e p o r t , a s s h o w n in F ig u r e F - 1 , d is p la y s , fo r t w o t r u n k g r o u p s , t h e cu r r e nt s t a t e o f t r u n k s w it h in
e a ch t r u n k g r o u p . N o t ice t h a t t h e Tr u n k N u m b e r a n d D ir e ct io n co lu m n s fo u n d in a s t a nd a r d
Tr u n k G r o u p S u m m a r y r e p o r t a r e n o t in clu d e d in t h is cu s t o m r e p o r t .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

I N TE R V A L: 3 6 P A G E 1 o f 1 Q U A D : 1
TR U N K G R O U P S U M M A R Y 2

TR U N K G R O U P: 2 2 TR U N K G R O U P: 2 3
N O . O F TR U N K S: 2 0 N O . O F TR U N K S: 2 0

TR U N K TR U N K
LO C A TI O N S TA TE TI M E EX T/ S P LI T LO C A TI O N S TA TE TI M E EX T / S P LI T

0 0 . 0 . 0 . 1 1 . 0 3 I D LE 1 7 : 5 7 N O N E 0 0 . 0 . 0 . 1 1 . 0 6 I D LE 1 7 : 5 7 N O N E
0 0 . 0 . 0 . 1 1 . 0 4 C O N N 1 7 : 5 6 4 4 4 5 0 0 . 0 . 0 . 1 1 . 0 7 C O N N 1 7 : 5 6 4 4 4 5
0 0 . 0 . 0 . 1 1 . 0 5 Q U EU E D 1 7 : 5 7 4 0 0 . 0 . 0 . 1 1 . 0 9 Q U EU E D 1 7 : 5 7 4
0 0 . 0 . 0 . 1 2 . 0 0 S EI ZED 1 7 : 5 7 N O N E 0 0 . 0 . 0 . 1 2 . 0 5 S EI ZED 1 7 : 5 7 N O N E
0 0 . 0 . 0 . 1 2 . 0 1 C O N N 1 7 : 5 7 2 0 8 7 0 0 . 0 . 0 . 1 2 . 0 6 C O N N 1 7 : 5 7 2 0 8 7
0 0 . 0 . 0 . 1 2 . 0 2 I D LE 1 7 : 5 7 N O N E 0 0 . 0 . 0 . 1 2 . 0 8 I D LE 1 7 : 5 7 N O N E
0 0 . 0 . 0 . 1 2 . 0 3 Q U EU E D 1 7 : 5 7 4 0 0 . 0 . 0 . 1 2 . 1 0 Q U EU E D 1 7 : 5 7 4
0 0 . 0 . 0 . 1 2 . 0 4 Q U EU E D 1 7 . 5 7 4 0 0 . 0 . 0 . 1 2 . 1 1 Q U EU E D 1 7 . 5 7 4

S C R EE N P A G E PA G E P A R A M S
P R I N T E X I T N EX T P R EV R EPO R T U P D A T E

F i g u r e F 1 S am p l e o f a Cu s t o m T r u n k G r o u p S u m m ar y Re p o r t

P r e lim in a r y w o r k fo r t h is r e p o r t w o u ld in clu d e :

Id e n t ify in g t h e n e ce s s a r y d a t a it e m s b y r e v ie w in g t h e Re a l- t im e Tr u n k G r o u p
Su m m a r y Re p o r t d e s cr ip t io n in A p p e n d ix B .

D r a w in g t h e r e p o r t o n g r a p h p a p e r t o s e e e xa ct ly h o w it s h o u ld lo o k .

Sin ce t w o t r u n k g r o u p s a r e co v e r e d in t h is r e p o r t , w e w ill w a n t t w o d iffe r e n t in p u t fie ld s
o n t h e Re p o r t P a r a m e t e r s s cr e e n . Th e s e fie ld s w ill a llo w t h e u s e r t o s e le ct a n y t w o t r u n k
g r o u p s fo r t h e r e p o r t . A n im p o r t a n t ch a n g e t h e r e fo r e r e q u ir e d fo r t h is r e p or t is a d d in g
t w o d is t in ct fie ld n a m e s in t h e C r it e r ia s t a t e m e n t s fo r t h e d a t a it e m s .

W e w ill a s s u m e t h a t p r e lim in a r y w o r k h a s b e e n d o n e , a n d w e a r e r e a d y t o s t a rt e n t e r in g
t h e d e s ig n o n t h e S cr e e n P a in t e r .
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S a mpl e 1 — A Cu stom T r un k G r oup S u mma r y R e por t

1 O n t h e C U S T O M R E P O R T S C R E A T I O N m e n u , s e le ct t h e R e a l - t i m e
R e p o r t s o p t io n u n d e r t h e S t a n d a r d R e p o r t s h e a d in g .

[ Th e C O P Y S T A N D A R D R E A L - T I M E R E P O R T S m e n u a p p e a r s . ]

2 In t h e N e w R e p o r t N a m e fie ld , e n t e r t ru n k g rpsu m 2 fo r t h e n a m e o f t h e
r e p o r t w e a r e cr e a t in g .

3 Se le ct t h e T r u n k G r o u p S u m m a r y o p t io n , a n d p r e s s C O P Y .

[ Th e Scr e e n P a in t e r a p p e a r s w it h a n e xa ct co p y o f t h e r e a l- t im e Tr u n k G r o u p
Su m m a r y Re p o r t d e s ig n . N o t ice t h a t t h e la s t t e n r o w s o f Xs in e a ch co lu m n
a r e h ig h lig h t e d . Th e s e a r e r e p e a t e d fie ld s g e n e r a t e d b y t h e d a t a it e m s at t h e
t o p o f e a ch co lu m n . Y o u d o n o t n e e d t o d o a n y t h in g t o t h e s e fie ld s . A n y
m o v in g , d e le t in g , o r ch a n g in g o f t h e d a t a it e m a t t h e t o p o f a co lu m n a ffe ct s
t h e r e s t o f t h e fie ld s in t h e co lu m n .]

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

TR U N K G R O U P S U M M A R Y

TR U N K G R O U P: X X X X X X X X X X X X X X X X X X X X N O . O F TR U N K S: X X X X

TR U N K TR U N K
N U M B ER LO C A TI O N S TA TE TI M E D I R EC TI O N EX T/ S P LI T

X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X

K EY S K E Y S S TA M P I TEM
H EL P M O R E EX I T ER A S E M O V E TI M E D A TA LA B EL

W e w ill ch a n g e t h e r e p o r t t it le fir s t .

4 U s in g t h e a r r o w k e y s , m o v e t h e cu r s o r t o t h e r e p o r t t it le T R U N K G R O U P
S U M M A R Y R E P O R T , a n d p r e s s L A B E L .

[ Th e la b e l T R U N K G R O U P S U M M A R Y , s h o w n in b o ld in t h e fo ll o w in g
illu s t r a t io n , is r e a d y fo r e d it in g . ]

3 B C M S C u s t o m R e p o r t s F 3



S a mpl e 1 — A Cu stom T r un k G r oup S u mma r y R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

RU N K GRO U P S U M M A RY

TR U N K G R O U P: X X X X X X X X X X X X X X X X X X X X N O . O F TR U N K S: X X X X
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G R O U P la b e l, a n d p r e s s R E TUR N .

[ Th e b lo ck m o v e s t o it s n e w lo ca t io n , a s s h o w n in t h e fo ll o w in g ill u s t r a t io n . ]
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S a mpl e 1 — A Cu stom T r un k G r oup S u mma r y R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

TR U N K G R O U P S U M M A R Y 2

TR U N K G R O U P: X X X X X X X X X X X X X X X X X X X X
N O . O F TR U N K S: X X X X

TR U N K
LO C A TI O N S TA TE TI M E EX T/ S P LI T

X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X

K EY S K E Y S I TEM
H EL P M O R E EX I T ER A S E M O V E D A TA LA B EL

A ll t h e e xis t in g d a t a it e m s w ill r e t r ie v e d a t a fo r t h e s a m e t r u n k g r o u p . H o w ev e r , s in ce t h is
r e p o r t w ill a ls o co n t a in d a t a it e m s fo r a s e co n d t r u n k g r o u p , t h e e xist in g d a t a it e m s m u s t b e
id e n t ifie d a s d a t a it e m s fo r t h e fir s t t r u n k g r o u p .

24 P la ce t h e cu r s o r o n t h e T R U N K G R O U P d a t a it e m , a n d p r e s s DA TA I TEM .
P r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld (in b o ld ) w e ju s t s e le ct e d . ]
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S a mpl e 1 — A Cu stom T r un k G r oup S u mma r y R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

TR U N K G R O U P S U M M A R Y 2

TR U N K G R O U P: X X X X X X X X X X X X X X X X X X X X
NO . O F T RU N K S : X XX X

TR U N K
LO C A T I ON S T A T E TI M E E X T /S P L I T

XX X X X X XX X X X X X XX X X X X X X: X X X X XX X X X
XX X X X X XX X X X X X XX X X X X X X: X X X X XX X X X
XX X X X X XX X X X X X XX X X X X X X: X X X X XX X X X
XX X X X X XX X X X X X XX X X X X X X: X X X X XX X X X
XX X X X X XX X X X X X XX X X X X X X: X X X X XX X X X
-- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : S YN ( T R K G RP ) _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: L F i l l : _ F i l e : TR U N K G RO U P _ _ _ __ _ _ _ _ _ __ _ _ D a ta B a s e : CU R R E N T __ _ _ _ _ __ _ _
Cr i t e r ia : T R K G RP E Q T R U NK _ G R O UP = " B L A NK " _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _
__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _
Re p e a t It e m : _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
-- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

70 0 7 P l ea s e c o m pl e t e t h e d a t a i te m s p e c if i c a t i on w i n d ow a n d p r es s R E T U RN

K EY S A C C ESS
H EL P D I C TN A R Y

N O T E N o t ice t h e cr it e r ia s t a t e m e n t , T R K G R P E Q
T R U N K _ G R O U P = " B L A N K " . Th is s t a t e m e n t t e ll s C M S t o p u t a
b la n k fie ld o n t h e Re p o r t P a r a m e t e r s s cr e e n la b e le d
T R U N K _ G R O U P . Fo r w h a t e v e r t r u n k g r o u p n u m b e r t h e u s e r e n t e r s
in t h e fie ld , C M S w ill fin d a ll r e co r d s w h e r e t h e T R K G R P (t r u n k
g r o u p ) d a t a b a s e it e m h a s t h a t n u m b e r .

25 C h a n g e T R U N K _ G R O U P in t h e C r i t e r i a s t a t e m e n t t o T R U N K GR O U P1,
a n d p r e s s R E TUR N .

N O T E W h e n y o u a d d t h e 1 in t h e C r it e r ia s t a t e m e n t , y o u m u s t o v e r t y p e
t h e = s ig n . Th e r e fo r e , y o u m u s t a ls o o v e r t y p e t h e r e m a in d e r o f t h e
s t a t e m e n t e xa ct ly a s it a p p e a r e d b e fo r e t h e ch a n g e .

26 Re p e a t S t e p s 2 4 a n d 2 5 fo r e a ch d a t a it e m in t h e r e p o r t .

N O T E F o r e a ch d a t a it e m a t t h e t o p o f a co lu m n , t h e R e p e a t I t e m fie ld
in t h e D a t a It e m w in d o w w ill d is p la y 1 1 . Th is r e p e a t it e m t e lls
C M S t o d is p la y a co lu m n o f u p t o 1 1 v a lu e s o n a s in g le p a g e o f t h e
r e p o r t . If m o r e t h a n 1 1 v a lu e s a r e fo u n d , t h e u s e r m u s t p r e s s
NE X T P A G E t o s e e t h e o t h e r v a lu e s . A n u m b e r is u s e d in t h e
R e p e a t I t e m fie ld o n ly w it h r e a l- t im e r e p o r t s .
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S a mpl e 1 — A Cu stom T r un k G r oup S u mma r y R e por t

27 P r e s s R E S UME .

28 P la ce t h e cu r s o r o n t h e T o f t h e T R U N K G R O U P la b e l, a n d p r e s s MO R E K E Y S .

29 P r e s s C O P Y .

30 M o v e t h e cu r s o r t o t h e d a t a it e m u n d e r E X T / S P L I T , a n d p r e s s R E TUR N .

[ Th e b lo ck w e a r e co p y in g is h ig h lig h t e d . ]

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

TR U N K G R O U P S U M M A R Y 2

TR U N K G R O U P: X X X X X X X X X X X X X X X X X X X X
N O . O F TR U N K S: X X X X

TR U N K
LO C A TI O N S TA TE TI M E EX T/ S P LI T

X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X

M o v e c u r s o r t o n e w p o s i t i o n a n d p r e s s R ET U R N .

K EY S K E Y S I TEM
H EL P M O R E EX I T ER A S E M O V E D A TA LA B EL

31 P la ce t h e cu r s o r t w o lin e s b e lo w t h e S in t h e T R U N K G R O U P S U M M A R Y
2 r e p o r t t it le , a n d p r e s s R E TUR N .

[ A co p y o f t h e b lo ck a p p e a r s in t h e s p e cifie d lo ca t io n , a s s h o w n in t h e
fo ll o w in g ill u s t r a t io n . ]
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S a mpl e 1 — A Cu stom T r un k G r oup S u mma r y R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

TR U N K G R O U P S U M M A R Y 2

TR U N K G R O U P: X X X X X X X X X X X X X X X X X X X X TR U N K G R O U P: X X X X X X X X X X X X X X X X X X X X
N O . O F TR U N K S: X X X X N O . O F TR U N K S: X X X X

TR U N K TR U N K
LO C A TI O N S TA TE TI M E EX T/ S P LI T LO C A TI O N S TA TE TI M E EX T / S P LI T

X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X
X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X : X X X X X X X X X

K EY S LI N E LI N E S C R EE N A C C EN T
H EL P R E S U M E E X I T D EL ET E I N SER T C O P Y P R I N T V I D E O

32 P r e s s R E S UME .

Th e d a t a it e m s fo r t h e s e co n d t r u n k g r o u p m u s t n o w b e id e n t ifie d a s s h o w n in t h e fo ll o w in g
s t e p s .

33 P la ce t h e cu r s o r o n t h e s e co n d T R U N K G R O U P d a t a it e m , a n d p r e s s
DA TA I TEM . P r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld (in b o ld ) w e ju s t s e le ct e d . ]
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S a mpl e 1 — A Cu stom T r un k G r oup S u mma r y R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

TR U N K G R O U P S U M M A R Y 2

TR U N K G R O U P: X X X X X X X X X X X X X X X X X X X X TR U N K G R O U P: X X X X X X X X X X X X X X X X X X X X
NO . O F T RU N K S : X XX X N O . O F T R U N K S: X X X X

TR U N K T RU N K
LO C A T I ON S T A T E TI M E E X T /S P L I T LO C A T I O N S T A T E T IM E E X T /S P L I T

XX X X X X XX X X X X X XX X X X X X X: X X X X XX X X X X X XX X X X X X XX X X X X XX X X X X : XX X X X X X XX
XX X X X X XX X X X X X XX X X X X X X: X X X X XX X X X X X XX X X X X X XX X X X X XX X X X X : XX X X X X X XX
XX X X X X XX X X X X X XX X X X X X X: X X X X XX X X X X X XX X X X X X XX X X X X XX X X X X : XX X X X X X XX
XX X X X X XX X X X X X XX X X X X X X: X X X X XX X X X X X XX X X X X X XX X X X X XX X X X X : XX X X X X X XX
XX X X X X XX X X X X X XX X X X X X X: X X X X XX X X X X X XX X X X X X XX X X X X XX X X X X : XX X X X X X XX
XX X X X X XX X X X X X XX X X X X X X: X X X X XX X X X X X XX X X X X X XX X X X X XX X X X X : XX X X X X X XX
-- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : S YN ( T R K G RP ) _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: L F i l l : _ F i l e : TR U N K G RO U P _ _ _ __ _ _ _ _ _ __ _ _ D a ta B a s e : CU R R E N T __ _ _ _ _ __ _ _
Cr i t e r ia : T R K G RP E Q T R U NK _ G R O UP 1 = " B L AN K " _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _
Re p e a t It e m : _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
-- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

K EY S A C C ESS
H EL P D I C TN A R Y

34 C h a n g e t h e 1 in t h e C r it e r ia s t a t e m e n t t o 2, a n d p r e s s R E TUR N .

35 Re p e a t S t e p s 3 3 a n d 3 4 fo r a ll t h e d a t a it e m s fo r t h e s e co n d t r u n k g r o u p .

36 P r e s s E X I T t o a cce s s t h e C o m p ile s cr e e n .

[ Th e C o m p ile s cr e e n a p p e a r s , w it h t h e d e fa u lt g (g lo b a l) in t h e R e p o r t
L o c a t i o n fie ld . G lo b a l m e a n s a ll C M S u s e r s ca n r u n t h e r e p o r t o r m a k e a
co p y o f t h e r e p o r t d e s ig n . ]

37 L e a v e t h e g in t h e R e p o r t L o c a t i o n fie ld s o t h e r e p o r t w ill b e g lo b a l.
P r e s s C O MP I L E R E P O R T .

[ C M S d is p la y s a co n fir m a t io n m e s s a g e t h a t t h e r e p o r t w a s co m p ile d
s u cce s s fu ll y . Th e r e p o r t is r e a d y t o r u n . ]
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S a m p l e 2 — A C u s t o m C a l l P r o f i l e R e p o r t
Th e s t e p s t h a t fo ll o w d e s cr ib e h o w t o d e s ig n a cu s t o m iz e d ca ll p r o file r e p o r t . Th e r ep o r t , a s
s h o w n in Figu r e F- 2 , d is p la y s , fo r o n e s p lit , t h e n u m b e r o f ca ll s a n s w e r e d a n d t h e n u m b e r o f
ca ll s a b a n d o n e d w it h in e a ch o f t h e fir s t s ix ca ll p r o file w in d o w s . Th e r e p o r t a ls o lis t s ca lls
a n s w e r e d / a b a n d o n e d fo r e a ch h a lf- h o u r in t h e d a y .

C A L L P R O F I L E B Y I N T E R V A L
S P L I T : 1 ( ) D A Y : 3 / 2 1 / 8 8
S E R V I C E L E V E L : 2 0
W I N D O W : 8
P A R A M E T E R S C H A N G E D : N O

A N S W E R E D / A B A N D O N E D
T I M E 0 - 8 - 1 6 - 2 4 - 3 2 - 4 0 +
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0 8 : 0 0 - 0 8 : 3 0 A M 4 5 5 0 2 6 4 7 1 3 0 2 8 4 0 0 0 0 0 0
0 8 : 3 0 - 0 9 : 0 0 A M 5 3 3 0 3 1 7 8 5 3 6 4 1 5 0 0 0 0 0 0
0 9 : 0 0 - 0 9 : 3 0 A M 5 5 0 0 2 9 6 9 3 3 6 4 0 7 0 0 0 0 0 0
0 9 : 3 0 - 1 0 : 0 0 A M 5 6 9 0 2 8 5 1 0 6 3 7 3 7 8 0 0 0 0 0 0
. . .
. . .
. . .

0 5 : 3 0 - 0 6 : 0 0 P M 2 3 3 0 1 1 0 4 7 2 6 1 7 8 0 0 0 0 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
N U M B E R O F C A L L S A B A N D O N E D 9 8 7 7
N U M B E R O F C A L L S A N S W E R E D 2 6 2 3 3

F i g u r e F 2 S am p l e C u s t o m Ca l l Pro f i l e Re p o r t

P r e lim in a r y w o r k fo r t h is r e p o r t w o u ld in clu d e :

Id e n t ify in g t h e d a t a it e m s t h a t a r e n e ce s s a r y b y r e v ie w in g t h e D a ily C a ll P r o file
Re p o r t d e s cr ip t io n in A p p e n d ix B .

C h e ck in g t h e H a lf H o u r S p lit File t a b le (Ta b le A - 1 0 ) in A p p e n d ix A t o m a k e s u r e
t h e d a t a b a s e it e m s fo r ca ll s a n s w e r e d a n d ca ll s a b a n d o n e d in a ca ll p r o file w in d o w
(C A LL S1 , C A LL S2 , e t c. a n d A B A N D O N 1 , A B A N D O N 2 , e t c. ) a r e a v a ila b le b y h a lf-
h o u r in t e r v a l.

D r a w in g t h e r e p o r t o n g r a p h p a p e r t o s e e e xa ct ly h o w it s h o u ld lo o k .

W e w ill a s s u m e t h a t p r e lim in a r y w o r k h a s b e e n d o n e , a n d w e a r e r e a d y t o s t a rt e n t e r in g t h e
d e s ig n o n t h e S cr e e n P a in t e r .

N O T E To s h o w a n e xa m p le o f t r o u b le s h o o t in g a co m p ile r e r r o r m e s s a g e , t h is p r o ce d u r e
in clu d e s g e n e r a t io n o f a co m p ile r e r r o r a n d t h e s u b s e q u e n t fixin g o f t h e e r r or .
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S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

1 O n t h e C U S T O M R E P O R T S C R E A T I O N m e n u , s e le ct t h e H i s t o r i c a l
R e p o r t s o p t io n u n d e r t h e S t a n d a r d R e p o r t s h e a d in g .

[ Th e C O P Y S T A N D A R D H I S T O R I C A L R E P O R T S m e n u a p p e a r s . ]

2 In t h e N e w R e p o r t N a m e fie ld , e n t e r h h rca ll p ro f fo r t h e n a m e o f t h e r e p o r t w e
a r e cr e a t in g .

3 Se le ct t h e C a l l P r o f i l e o p t io n , a n d p r e s s C O P Y .

[ Th e Scr e e n P a in t e r a p p e a r s w it h a n e xa ct co p y o f t h e h is t o r ica l C a ll P r o file Re p o r t
d e s ig n . ]

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

D A I LY C A LL P R O FI LE R EPO R T
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X

SER V I C E LEV EL : X X X X
W I N D O W : X X X X
PA R A M E TE R S C H A N G ED : X X X

TI M E I N T ER V A L 0 - X X X X - X X X X - X X X X - X X X X - X X X X - X X X X - X X X X - X X X X - X X X X + TO TA L

N U M B ER A N SW ER ED X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X

N U M B ER A B A N D O N ED X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X

K EY S K E Y S S TA M P I TEM
H EL P M O R E EX I T ER A S E M O V E TI M E D A TA LA B EL

F i g u r e F 3 Ca l l Pr o f i l e Re al - T i m e Re p o r t

We w i l l ch an g e t h e t i t l e o f t h e r e p o r t f i r s t .

4 M o v e t h e cu r s o r t o t h e r e p o r t t it le D A I L Y C A L L P R O F I L E R E P O R T , a n d p r e s s
L A B E L .

[ Th e la b e l D A I L Y C A L L P R O F I L E R E P O R T , s h o w n in b o ld in t h e fo ll o w in g
illu s t r a t io n , is r e a d y fo r e d it in g . ]
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S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

A IL Y CA L L PRO FI L E REPO RT
XX / X X / XX D A Y : X X/ X X / X X

SP L I T : XX X X X X X XX X X X X XX X X X X X

SE R V I C E L E V E L : XX X
WI N D O W : X X X
PA R A M E TE R S C H A NG E D : X XX

TI M E I N TE R V A L 0 - X X X - X X X - X X X - XX X - X X X - X X X - X X X - X X X - XX X + T O T AL

NU M B E R AN S W E R E D X X X X X X XX X X X X XX X X X X X X X X X X X X XX X X X X XX X X X X X X X X X X X

NU M B E R AB A N D O N ED X X X X XX X X X X X X X X X X X X XX X X X X X XX X X X X X X X X X X X XX X X X X X

1: 1 7 0 0 3 P l e a s e en t e r t he l a b e l te x t , p r es s R E T U RN w h e n do n e .

K EY S
H EL P

5 P r e s s C TR L z t o e r a s e t h e e xist in g t it le , a n d t y p e t h e n e w t it le , C A L L PR O F I L E B Y
I N T E RV A L. P r e s s R E TUR N .

F o r t h is p a r t icu la r r e p o r t d e s ig n , t h e fa s t e s t w a y t o r e d e s ig n t h e r e p o r t fr o m T I M E
I N T E R V A L d o w n is t o e r a s e t h e d a t a it e m s a n d la b e ls , t h e n a d d n e w d a t a it e m s a n d la b e ls .
Th e t h r e e s t e p s t h a t fo ll o w e r a s e a ll it e m s fr o m t h e T I M E I N T E R V A L la b e l t o t h e b o t t o m o f
t h e r e p o r t d e s ig n .

6 M o v e t h e cu r s o r t o t h e b e g in n in g o f t h e la b e l T I M E I N T E R V A L a n d p r e s s E R AS E .

N O T E P r e s s in g S HIFT b a u t o m a t ica lly m o v e s t h e cu r s o r t o t h e le ft e d g e o f t h e
s cr e e n .

7 M o v e t h e cu r s o r d o w n a n d t o t h e fa r r ig h t s o t h a t t h e d a t a it e m fie ld in t h e lo we r
r ig h t o f t h e s cr e e n is t o t h e le ft o f t h e cu r s o r , a n d p r e s s R E TUR N .

[ Th e b lo ck w e a r e e r a s in g is h ig h lig h t e d . ]
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S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X

SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

TI M E I N T ER V A L 0 - X X X - X X X - X X X - X X X - X X X - X X X - X X X - X X X - X X X + TO TA L

N U M B ER A N SW ER ED X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X

N U M B ER A B A N D O N ED X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X

Pr e s s R ET U R N t o e r a s e s p e c i f i e d a r e a o r C T R L -

K EY S
H EL P

8 P r e s s R E TUR N a g a in t o e r a s e t h e b lo ck .

9 M o v e t h e cu r s o r t o t h e b e g in n in g o f t h e lin e b e lo w P a r a m e t e r s C h a n g e d : ,
a n d p r e s s L A B E L .

10 Ty p e A N SWE R E D/ A B A N DO N E D, a n d p r e s s R E TUR N .

11 P la ce t h e cu r s o r o n t h e fir s t A o f t h e A N S W E R E D / A B A N D O N E D la b e l, a n d p r e s s
MO V E . P r e s s R E TUR N .

[ Th e A N S W E R E D / A B A N D O N E D la b e l is h ig h lig h t e d .]

12 M o v e t h e cu r s o r 3 5 s p a ce s t o t h e r ig h t , a n d p r e s s R E TUR N .

[ Th e A N S W E R E D / A B A N D O N E D la b e l m o v e s t o t h e m id d le o f t h e s cr e e n . Th e
Scr e e n P a in t e r s h o u ld a p p e a r a s s h o w n in t h e fo ll o w in g ill u s t r a t io n . ]
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S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X

SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED

K EY S K E Y S I TEM
H EL P M O R E EX I T ER A S E M O V E D A TA LA B EL

13 M o v e t h e cu r s o r d o w n o n e lin e a n d b a ck t o t h e le ft e d g e o f t h e s cr e e n , a n d p r e ss
L A B E L .

14 Ty p e T I M E, a n d p r e s s R E TUR N .

15 M o v e t h e cu r s o r 1 3 s p a ce s t o t h e r ig h t o f t h e T I M E la b e l, a n d p r e s s L A B E L .

16 Ty p e 0, p r e s s t h e s p a ce b a r t h r e e t im e s , t h e n t y p e a d a s h (-). P r e s s R E TUR N .

17 M o v e t h e cu r s o r d o w n o n e lin e a n d b a ck t o t h e le ft e d g e o f t h e s cr e e n , a n d p r e ss
L A B E L .

18 Ty p e 5 2 d a s h e s (-) a cr o s s t h e s cr e e n s o t h a t t h e la s t d a s h is e v e n w it h t h e e n d o f
t h e w o r d A B A N D O N E D a b o v e . P r e s s R E TUR N .

[ Th e fo ll o w in g ill u s t r a t io n s h o w s w h a t t h e S cr e e n P a in t e r s h o u ld lo o k lik e t o t h is
p o in t . ]
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S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X

SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 -
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

K EY S K E Y S I TEM
H EL P M O R E EX I T ER A S E M O V E D A TA LA B EL

19 M o v e t h e cu r s o r t o t h e s p a ce a ft e r t h e la s t d a s h in t h e lin e , a n d p r e s s L A B E L .

20 Ty p e 4 3 m o r e d a s h e s s o t h a t o n e co n t in u o u s lin e a p p e a r s o n t h e d e s ig n , fr o m o n e
s id e o f t h e s cr e e n t o t h e o t h e r . P r e s s R E TUR N .

N O T E Th e lin e a cr o s s t h e s cr e e n m u s t b e fo r m e d b y t w o la b e ls b e ca u s e t h e
m a xim u m la b e l le n g t h is 8 0 ch a r a ct e r s .

21 M o v e t h e cu r s o r t o t h e d a t a it e m fie ld b e s id e t h e S p l i t la b e l, p r e s s DA TA I TEM ,
a n d t h e n p r e s s R E TUR N .

[ Th e D a t a It e m W in d o w (s h a d e d ) fo r t h e S p lit fie ld (in b o ld ) a p p e a r s , a s s h o w n in
t h e fo llo w in g ill u s t r a t io n .]
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S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 -
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
I t e m : S P LI T
J u s t i f y : R Fi l l : F i l e : S PLI T D a t a B a s e : D A I LY
C r i t e r i a : S PLI T EQ S PLI T N U M B ER =" B L A N K "

R e p e a t I t e m :
St a r t D a t e : R EPO R T D A Y =- 1 N u m b e r o f D a y s : 1
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

7 0 0 7 P l e a s e c o m p l e t e t h e d a t a i t e m s p e c i f i c a t i o n w i n d o w a n d p r e s s R ETU R N

K EY S A C C ESS
H EL P D I C TN A R Y

O n ly t h e D a t a B a s e fie ld m u s t b e ch a n g e d fo r t h is D a t a It e m W in d o w . S in ce w e w a n t
h a lf- h o u r d a t a , w e m u s t r e t r ie v e d a t a fr o m t h e H a lf- H o u r D a t a b a s e . Th e s t a t em e n t in t h e
C r i t e r i a fie ld m e a n s t h e r e p o r t w ill d is p la y d a t a fo r t h e s p lit y o u e n t e r in t h e
S P L I T _ N U M B E R fie ld o n t h e Re p o r t P a r a m e t e r s s cr e e n . Th e s t a t e m e n t in t h e S t a r t D a t e
fie ld m e a n s t h e r e p o r t w ill d is p la y d a t a s t a r t in g fr o m t h e d a t e y o u e n t e r in t he R E P O R T _ D A Y
fie ld o n t h e Re p o r t P a r a m e t e r s s cr e e n (t h e d e fa u lt w ill b e - 1). Th e 1 in t h e N u m b e r o f
D a y s fie ld m e a n s t h e r e p o r t w ill a lw a y s d is p la y d a t a fo r a s in g le d a y .

22 Ty p e H A L F H O U R in t h e D a t a B a s e fie ld , a n d p r e s s R E TUR N .

23 Re p e a t s t e p s 2 1 a n d 2 2 fo r t h e d a t a it e m s b e s id e S E R V I C E L E V E L , W I N D O W ,
a n d P A R A M E T E R S C H A N G E D .

24 M o v e t h e cu r s o r 5 s p a ce s t o t h e r ig h t o f t h e ‘ ‘0 -’ ’ la b e l, a n d p r e s s DA TA I TEM .

25 Ty p e X X X X, a n d p r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld (in b o ld ) w e ju s t s p e cifie d . N o t ice
t h a t a ll e n t r ie s (e xce p t fo r t h e I t e m fie ld ) fr o m t h e p r e v io u s d a t a it e m h a v e b e e n
ca r r ie d o v e r t o t h e cu r r e n t d a t a it e m . ]
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S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
I t e m :
J u s t i f y : R Fi l l : F i l e : S PLI T D a t a B a s e : H A LF H O U R
C r i t e r i a : S PLI T EQ S PLI T N U M B ER =" B L A N K "

R e p e a t I t e m :
St a r t D a t e : R EPO R T D A Y =- 1 N u m b e r o f D a y s : 1
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

7 0 0 7 P l e a s e c o m p l e t e t h e d a t a i t e m s p e c i f i c a t i o n w i n d o w a n d p r e s s R ETU R N

K EY S A C C ESS
H EL P D I C TN A R Y

26 In t h e I t e m fie ld , t y p e W I N DO W, a n d p r e s s R E TUR N .

27 M o v e t h e cu r s o r t o t h e r ig h t 1 0 s p a ce s , a n d p r e s s DA TA I TEM .

28 Ty p e X X X X, a n d p r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld (in b o ld ) w e ju s t s p e cifie d . ]
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S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
I t e m :
J u s t i f y : R Fi l l : F i l e : S PLI T D a t a B a s e : H A LF H O U R
C r i t e r i a : S PLI T EQ S PLI T N U M B ER =" B L A N K "

R e p e a t I t e m :
St a r t D a t e : R EPO R T D A Y =- 1 N u m b e r o f D a y s : 1
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

7 0 0 7 P l e a s e c o m p l e t e t h e d a t a i t e m s p e c i f i c a t i o n w i n d o w a n d p r e s s R ETU R N

K EY S A C C ESS
H EL P D I C TN A R Y

29 In t h e I t e m fie ld , t y p e 2* W I N DO W, a n d p r e s s R E TUR N .

30 Re p e a t s t e p s 2 7 t o 2 9 t o a d d t h e fo llo w in g d a t a it e m s :

3* W I N DO W
4* W I N DO W
5* W I N DO W

[ Th e Scr e e n P a in t e r s h o u ld a p p e a r a s s h o w n in t h e fo llo w in g ill u s t r a t io n . ]
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S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

K EY S A C C ESS
H EL P D I C TN A R Y

31 M o v e t h e cu r s o r t o t h e le ft e d g e o f t h e s cr e e n 2 lin e s b e lo w t h e T I M E la b e l, a n d
p r e s s DA TA I TEM .

32 Ty p e X X X X X X X X X X X X X (1 3 X s) t o d e fin e t h e fie ld le n g t h fo r d is p la y o f h a lf- h o u r
in t e r v a ls , a n d p r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld (in b o ld ) w e ju s t s p e cifie d . ]
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Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: R F i l l : _ F i l e : S P L I T _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ D at a B a s e : H A L F H O UR _ _ _ _ __ _ _
Cr i t e r ia : S P L I T E Q S P L IT _ N U M B ER = " B L A NK " _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _
__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _
Re p e a t It e m : _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
St a r t D at e : R E P OR T _ D A Y= - 1 _ N u mb e r o f D ay s : 1 _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

70 0 7 P l ea s e c o m pl e t e t he d a t a i te m s p e c if i c a t i on w i n d ow a n d p r es s R E T U RN

K EY S A C C ESS
H EL P D I C TN A R Y

33 Ty p e I N T E RV A L in t h e I t e m fie ld .

34 A d d t o t h e s t a t e m e n t in t h e C r i t e r i a fie ld t h e fo ll o w in g s t a t e m e n t s . (D o n o t
o v e r t y p e t h e e xis t in g cr it e r ia s t a t e m e n t . )

A N D I N T E R V A L GE F I R ST I N T E R V A L = 1 A N D I N T E R V A L L E L A ST I N T E RV A L = 48.

N O T E Th is a d d it io n t o t h e C r it e r ia s t a t e m e n t w ill cr e a t e t w o in p u t fie ld s (w it h
d e fa u lt v a lu e s 1 a n d 4 8 r e s p e ct iv e ly ) o n t h e Re p o r t P a r a m e t e r s s cr e e n
s o t h e r e p o r t ca n b e r u n fo r o n ly a s e le ct e d r a n g e o f h a lf- h o u r in t e r v a ls .
Ty p in g I N T E RV A L in t h e R e p e a t I t e m fie ld w o u ld h a v e t h e s a m e
e ffe ct .

35 Ty p e L O O P in t h e R e p e a t I t e m fie ld , a n d p r e s s R E TUR N .

N O T E W e m u s t a d d a r e p e a t it e m b e ca u s e w e w a n t t h e I N T E R V A L d a t a it e m t o
d is p la y a co lu m n o f in t e r v a ls w h e n y o u r u n t h e r e p o r t . L O O P ca u s e s t h e
in t e r v a ls t o b e lis t e d in t h e s a m e o r d e r t h e y a p p e a r in t h e d a t a b a s e . Sin ce
t h e r e p o r t is o n ly fo r o n e d a y , e n t e r in g I N T E R V A L in t h e R e p e a t
I t e m fie ld w o u ld h a v e t h e s a m e e ffe ct , in a d d it io n t o cr e a t in g in p u t fie ld s
o n t h e Re p o r t P a r a m e t e r s s cr e e n .

3 B C M S C u s t o m R e p o r t s F 2 9



S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

36 M o v e t h e cu r s o r t o t h e r ig h t s o it is b e lo w t h e 0 , a n d p r e s s DA TA I TEM .

37 Ty p e X X X X t o d e fin e t h e fie ld le n g t h fo r d is p la y o f a n s w e r e d ca ll s fo r t h e fir s t ca ll
p r o file w in d o w . P r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld (in b o ld ) w e ju s t s p e cifie d . ]

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X X X X X

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: R F i l l : _ F i l e : S P L I T _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ D at a B a s e : H A L F H O UR _ _ _ _ __ _ _
Cr i t e r ia : S P L I T E Q S P L IT _ N U M B ER = " B L A NK " A N D I NT E R V A L G E F I R S T_ I N T E R VA L = 1 A ND _ I N
TE R V A L LE L A S T _ IN T E R V AL = 4 8 _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
Re p e a t It e m : L O OP _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
St a r t D at e : R E P OR T _ D A Y= - 1 _ N u mb e r o f D ay s : 1 _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

70 0 7 P l ea s e c o m pl e t e t he d a t a i te m s p e c if i c a t i on w i n d ow a n d p r es s R E T U RN

K EY S A C C ESS
H EL P D I C TN A R Y

38 Ty p e C A L L S1 in t h e I t e m fie ld , a n d p r e s s R E TUR N .

N O T E C A L L S 1 is t h e d a t a b a s e it e m t h a t co u n t s A C D ca lls a n s w e r e d in t h e fir s t
ca ll p r o file in t e r v a l, W I N D O W .

39 M o v e t h e cu r s o r t o t h e r ig h t s o it is ju s t b e lo w t h e la s t X o f t h e fir s t ca ll p r o file
w in d o w . P r e s s DA TA I TEM .

40 Ty p e X X X X t o d e fin e t h e fie ld le n g t h fo r t h e n u m b e r s o f a n s w e r e d ca ll s in t h e
s e co n d ca ll p r o file w in d o w . P r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld (in b o ld ) w e ju s t s p e cifie d . ]

F 3 0 S t e p -B y -S t e p S a m p l e s
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Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X X X X X X X X X

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: R F i l l : _ F i l e : S P L I T _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ D at a B a s e : H A L F H O UR _ _ _ _ __ _ _
Cr i t e r ia : S P L I T E Q S P L IT _ N U M B ER = " B L A NK " A N D I NT E R V A L G E F I R S T_ I N T E R VA L = 1 A ND _ I N
TE R V A L LE L A S T _ IN T E R V AL = 4 8 _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
Re p e a t It e m : L O OP _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
St a r t D at e : R E P OR T _ D A Y= - 1 _ N u mb e r o f D ay s : 1 _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

70 0 7 P l ea s e c o m pl e t e t he d a t a i te m s p e c if i c a t i on w i n d ow a n d p r es s R E T U RN

K EY S A C C ESS
H EL P D I C TN A R Y

41 Ty p e C A L L S2 in t h e I t e m fie ld , a n d p r e s s R E TUR N .

42 Re p e a t S t e p s 3 9 t o 4 1 fo r t h e fo ll o w in g d a t a it e m s :

C A L L S3
C A L L S4
C A L L S5

43 M o v e t h e cu r s o r t o t h e r ig h t s o it is b e lo w t h e la s t X o f t h e la s t ca ll p r o file
w in d o w . P r e s s DA TA I TEM .

44 Ty p e X X X X t o d e fin e t h e fie ld le n g t h fo r d is p la y o f a ll o t h e r a n s w e r e d ca lls . P r e s s
R E TUR N .

45 Ty p e C A L L S6+ CA L L S7 + CA L L S8+ CA L L S9+ C A L L S 10 in t h e I t e m fie ld , a n d p r e s s
R E TUR N . Th is d a t a it e m s u m s a ll ca lls a n s w e r e d o u t s id e o f t h e la s t s p e cifie d ca ll

p r o file w in d o w , 5 * W I N D O W .

[ Th e Scr e e n P a in t e r s h o u ld n o w a p p e a r a s s h o w n in t h e fo ll o w in g illu s t r a t io n . ]

3 B C M S C u s t o m R e p o r t s F 3 1



S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X

K EY S A C C ESS
H EL P D I C TN A R Y

46 M o v e t h e cu r s o r t w o s p a ce s t o t h e r ig h t o f t h e fir s t ca ll s a n s w e r e d d a t a it e m , a n d
p r e s s DA TA I TEM .

47 Ty p e X X X X t o d e fin e t h e fie ld le n g t h fo r d is p la y o f a b a n d o n e d ca lls fo r t h e fir s t ca ll
p r o file w in d o w . P r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld (in b o ld ) w e ju s t s p e cifie d . ]

F 3 2 S t e p -B y -S t e p S a m p l e s



S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
I t e m :
J u s t i f y : R Fi l l : F i l e : S PLI T D a t a B a s e : H A LF H O U R
C r i t e r i a : S PLI T EQ S PLI T N U M B ER =" B L A N K " A N D I N TE R V A L G E FI R ST I N T ER V A L=1 A N D I N
TE R V A L LE LA ST I N TE R V A L=4 8
R e p e a t I t e m : LO O P
St a r t D a t e : R EPO R T D A Y =- 1 N u m b e r o f D a y s : 1
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

7 0 0 7 P l e a s e c o m p l e t e t h e d a t a i t e m s p e c i f i c a t i o n w i n d o w a n d p r e s s R ETU R N

K EY S A C C ESS
H EL P D I C TN A R Y

48 Ty p e A B A N DO N 1 in t h e I t e m fie ld . A ls o t y p e L in t h e J u s t i f y fie ld , a n d
p r e s s R E TUR N .

Y o u w ill le ft ju s t ify t h e a b a n d o n e d ca ll s d a t a it e m s s o t h a t o n e s p a ce a lw a y s
s e p a r a t e s ca lls a n s w e r e d a n d ca lls a b a n d o n e d w h e n y o u r u n t h e r e p o r t .

49 M o v e t h e cu r s o r t w o s p a ce s t o t h e r ig h t o f t h e ca ll s a n s w e r e d d a t a it e m fo r th e
s e co n d ca ll p r o file w in d o w , a n d p r e s s DA TA I TEM .

50 Ty p e X X X X t o d e fin e t h e fie ld le n g t h fo r d is p la y o f a b a n d o n e d ca lls fo r t h e s e co n d
ca ll p r o file w in d o w . P r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld (in b o ld ) w e ju s t s p e cifie d . ]

3 B C M S C u s t o m R e p o r t s F 3 3



S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X X X X X X X X X X X X X X X X X XX X X X X XX X X X X X XX X

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: R F i l l : _ F i l e : S P L I T _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ D at a B a s e : H A L F H O UR _ _ _ _ __ _ _
Cr i t e r ia : S P L I T E Q S P L IT _ N U M B ER = " B L A NK " A N D I NT E R V A L G E F I R S T_ I N T E R VA L = 1 A ND _ I N
TE R V A L LE L A S T _ IN T E R V AL = 4 8 _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
Re p e a t It e m : L O OP _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
St a r t D at e : R E P OR T _ D A Y= - 1 _ N u mb e r o f D ay s : 1 _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

70 0 7 P l ea s e c o m pl e t e t he d a t a i te m s p e c if i c a t i on w i n d ow a n d p r es s R E T U RN

K EY S A C C ESS
H EL P D I C TN A R Y

51 Ty p e A B A N DO N 2 in t h e I t e m fie ld a n d L in t h e J u s t i f y fie ld . P r e s s R E TUR N .

52 Re p e a t S t e p s 4 9 t o 5 1 fo r t h e fo ll o w in g d a t a it e m s :

A B A N DO N 3
A B A N DO N 4
A B A N DO N 5

53 M o v e t h e cu r s o r t w o s p a ce s t o t h e r ig h t o f t h e la s t ca ll s a n s w e r e d d a t a it e m. P r e s s
DA TA I TEM .

54 Ty p e X X X X t o d e fin e t h e fie ld le n g t h fo r d is p la y o f a ll o t h e r a b a n d o n e d ca ll s . P r e s s
R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld (in b o ld ) w e ju s t s p e cifie d . ]

F 3 4 S t e p -B y -S t e p S a m p l e s
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Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: L F i l l : _ F i l e : S P L I T _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ D at a B a s e : H A L F H O UR _ _ _ _ __ _ _
Cr i t e r ia : S P L I T E Q S P L IT _ N U M B ER = " B L A NK " A N D I NT E R V A L G E F I R S T_ I N T E R VA L = 1 A ND _ I N
TE R V A L LE L A S T _ IN T E R V AL = 4 8 _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
Re p e a t It e m : L O OP _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
St a r t D at e : R E P OR T _ D A Y= - 1 _ N u mb e r o f D ay s : 1 _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

70 0 7 P l ea s e c o m pl e t e t he d a t a i te m s p e c if i c a t i on w i n d ow a n d p r es s R E T U RN

K EY S A C C ESS
H EL P D I C TN A R Y

55 Ty p e A B A N DO N 6+ A B A N DO N 7+ A B A N DO N 8+ A B A N DO N 9+ A B A N DO N 10 in t h e
I t e m fie ld a n d L in t h e J u s t i f y fie ld . P r e s s R E TUR N .

Th is d a t a it e m s u m s a ll ca lls a b a n d o n e d o u t s id e o f t h e la s t s p e cifie d ca ll p r o file
w in d o w , 5 * W I N D O W .

56 P r e s s R E S UME .

[ Th e fir s t t ie r o f s cr e e n - la b e le d k e y s , in clu d in g L A B E L , r e a p p e a r s . ]

57 M o v e t h e cu r s o r b a ck t o t h e lin e co n t a in in g t h e ca ll p r o file w in d o w d a t a it e m s . U s e
t h e L A B E L k e y t o e n t e r a s in g le d a s h (-) m id w a y b e t w e e n e a ch ca ll p r o file w in d o w
fie ld . A ls o , a d d a p lu s s ig n (+) la b e l 5 s p a ce s a ft e r t h e la s t ca ll p r o file w in d o w
fie ld .

58 U s e t h e L A B E L k e y t o a d d a lin e o f d a s h e s a cr o s s t h e s cr e e n b e lo w t h e d a t a it e m
fie ld s . Th is lin e w ill p r o v id e a v is u a l b o r d e r b e t w e e n t h e in t e r v a l d a t a a n d t h e la s t
t w o r e p o r t it e m s w e w ill e n t e r .

N O T E Re m e m b e r t h a t y o u w ill a ct u a ll y h a v e t o u s e t w o la b e ls t o m a k e t h e
b o t t o m lin e .

[ Th e Scr e e n P a in t e r s h o u ld n o w a p p e a r a s s h o w n in t h e fo ll o w in g illu s t r a t io n . ]
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Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X - X X X X - X X X X - X X X X - X X X X +
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

K EY S K E Y S S TA M P I TEM
H EL P M O R E EX I T ER A S E M O V E TI M E D A TA LA B EL

59 M o v e t h e cu r s o r t o t h e le ft e d g e o f t h e s cr e e n o n t h e lin e b e lo w t h e b o t t o m r o w o f
d a s h e s . P r e s s L A B E L .

60 Ty p e N U M B E R O F CA L L S A N SWE RE D:, a n d p r e s s R E TUR N.

61 M o v e t h e cu r s o r d o w n o n e lin e a n d b a ck t o t h e le ft e d g e o f t h e s cr e e n . P r e s s
L A B E L .

62 Ty p e N U M B E R O F CA L L S A B A N DO N E D:, a n d p r e s s R E TUR N.

N O T E Th e d a t a it e m s fo r t o t a l ca lls a n s w e r e d a n d a b a n d o n e d in a d a y fo r t h e
s p lit ca n b e r e t r ie v e d w it h A N S W E R E D a n d A B A N D O N S if t h e D A I L Y
d a t a b a s e is u s e d . If t h e H A L F H O U R d a t a b a s e is u s e d , ca lls a n s w e r e d
a n d a b a n d o n e d m u s t b e s u m m e d fo r a ll h a lf- h o u r in t e r v a ls in t h e r e p o r t
u s in g S U M ( A N S W E R E D ) a n d S U M ( A B A N D O N S ) .

S U M ( A N S W E R E D ) a n d S U M ( A B A N D O N S ) a r e s a fe r it e m s t o u s e
b e ca u s e o n ly ca ll s d u r in g t h e in t e r v a ls in t h e r e p o r t w ill b e co u n t e d .
Re t r ie v in g A N S W E R E D a n d A B A N D O N S ca ll s fr o m t h e D A I L Y d a t a b a s e
w ill d is p la y al l ca ll s fo r t h e d a y , n o t ju s t ca lls o ccu r r in g in t h e in t e r v a ls
d is p la y e d in t h e r e p o r t .

F 3 6 S t e p -B y -S t e p S a m p l e s



S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

63 M o v e t h e cu r s o r t o t h e I N T E R V A L d a t a it e m fie ld (w it h 1 3 X s ), a n d p r e s s
DA TA I TEM . Th e n p r e s s R E TUR N t w ice . Th is s t e p p ick s u p t h e D a t a It e m W in d o w

e n t r ie s s o t h e y ca n b e ca r r ie d o v e r t o t h e d a t a it e m s w e w ill d e fin e in t h e fo llo w in g
s t e p s .

64 M o v e t h e cu r s o r t h r e e s p a ce s t o t h e r ig h t o f t h e N U M B E R O F C A L L S
A N S W E R E D : la b e l, a n d p r e s s DA TA I TEM .

65 Ty p e X X X X X X, a n d p r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld (in b o ld ) w e ju s t s p e cifie d . ]

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X X X X X X X X X X X X X X X X X +
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
N U M B ER O F C A LL S A N SW E R ED : X X X X X X
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: R F i l l : _ F i l e : S P L I T _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ D at a B a s e : H A L F H O UR _ _ _ _ __ _ _
Cr i t e r ia : S P L I T E Q S P L IT _ N U M B ER = " B L A NK " A N D I NT E R V A L G E F I R S T_ I N T E R VA L = 1 A ND _ I N
TE R V A L LE L A S T _ IN T E R V AL = 4 8 _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
Re p e a t It e m : L O OP _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
St a r t D at e : R E P OR T _ D A Y= - 1 _ N u mb e r o f D ay s : 1 _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

70 0 7 P l ea s e c o m pl e t e t he d a t a i te m s p e c if i c a t i on w i n d ow a n d p r es s R E T U RN

K EY S A C C ESS
H EL P D I C TN A R Y

66 Ty p e SUM ( A N SWE R E D) in t h e I t e m fie ld a n d L in t h e J u s t i f y fie ld .

N O T E Sin ce a S U M d a t a it e m a lw a y s d is p la y s a s in g le v a lu e , w e m u s t r e m o v e
t h e e n t r y in t h e R e p e a t I t e m fie ld .

67 Re m o v e t h e w o r d L O O P fr o m t h e R e p e a t I t e m fie ld , a n d p r e s s R E TUR N .

68 M o v e t h e cu r s o r t w o s p a ce s t o t h e r ig h t o f t h e N U M B E R O F C A L L S
A B A N D O N E D : la b e l, a n d p r e s s DA TA I TEM .
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69 Ty p e X X X X X X, a n d p r e s s R E TUR N .

[ Th e D a t a It e m W in d o w a p p e a r s fo r t h e fie ld w e ju s t s p e cifie d . ]

70 Ty p e SUM ( A B A N DO N S) in t h e I t e m fie ld a n d L in t h e J u s t i f y fie ld . P r e s s
R E TUR N .

[ Th e d e s ig n o f t h e h h r c a l l p r o f r e p o r t s e e m s t o b e co m p le t e . Th e Scr e e n
P a in t e r s h o u ld a p p e a r a s s h o w n in t h e fo ll o w in g ill u s t r a t io n . ]

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X - X X X X - X X X X - X X X X - X X X X +
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
N U M B ER O F C A LL S A N SW E R ED : X X X X X X
N U M B ER O F C A LL S A B A N D O N ED : X X X X X X

K EY S K E Y S S TA M P I TEM
H EL P M O R E EX I T ER A S E M O V E TI M E D A TA LA B EL

71 P r e s s E X I T t o a cce s s t h e C o m p ile s cr e e n .

[ Th e C o m p ile s cr e e n a p p e a r s , w it h t h e d e fa u lt g (g lo b a l) in t h e R e p o r t
L o c a t i o n fie ld . G lo b a l m e a n s a ll C M S u s e r s ca n r u n t h e r e p o r t o r m a k e a co p y
o f t h e r e p o r t d e s ig n .]
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Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

CA L L M A NA G E M E N T S Y S T E M

CU S T O M RE P O R T S - C O M P I L E

Re p o r t Lo c a t i o n ( g l o b a l, p r i v at e ) : g
Re p o r t De s c r i p ti o n : _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ _

KE Y S SC R E E N CH A N G E S ER R O R S RE P O R T
HE L P PR I N T EX IT DI S C AR D ED IT DI S P LA Y CO M PI L E WR IT E

72 L e a v e t h e g in t h e R e p o r t L o c a t i o n fie ld s o t h e r e p o r t w ill b e g lo b a l. P r e s s
C O MP I L E R E P O R T .

[CM S d i s p l ay s a m e s s ag e t h at t h e r e p o r t h as e r r o r s! ]

73 P r e s s DI S P LA Y E R R O R S .

[ Th e C o m p ila t io n Er r o r s s cr e e n a p p e a r s . ]
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Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

CA L L M A NA G E M E N T S Y S T E M

CU S T O M RE P O R T S - C O M P I L AT I O N E RR O R S F O R R E P O R T : h h r c a ll p r o f _ _

Se c t : R ow : C o l t yp e
1 1 2 9 0 ( E) M a x i m um n u m b e r ( 2 0 ) o f f i l e i t em s i n S E LE C T o r RE P E A T e xc e e d e d .

[P a g e 1 of 1 ]

KE Y S SC R E E N PA G E PA G E
HE L P PR I N T EX IT NE X T PR E V

Th e e r r o r m e s s a g e t h a t a p p e a r s , a s s h o w n in t h e p r e ce d in g illu s t r a t io n , me a n s t h a t t o o m a n y
d a t a b a s e it e m s (m o r e t h a n 2 0 ) a r e lis t e d in t h e r e p o r t w it h t h e s a m e s e t o f r eco r d s e le ct
co n d it io n s (t h e s a m e co m b in a t io n o f file , d a t a b a s e , cr it e r ia s t a t e m e n t , r e p e at it e m , s t a r t d a t e ,
a n d n u m b e r o f d a y s ). C M S w ill n o r m a lly co u n t t h e d a t a b a s e it e m s a n d in t e r n a lly cr e a t e a n e w
d u m m y s e t o f s e le ct co n d it io n s s o y o u d o n o t g e t t h is m e s s a g e . H o w e v e r , if t he s e r ie s in clu d e s
ca lcu la t io n s o r fo r m u la s , C M S ca n n o t co u n t t h e d a t a b a s e it e m s . Th e r e fo r e , y o u w ill ge t t h is
m e s s a g e .

A s in d ica t e d b y t h e m e s s a g e , t h e t r o u b le s t a r t s a t Ro w 1 2 , C o lu m n 9 0 . A n e a sy w a y t o fix t h is
p r o b le m is t o in s e r t in t h e C r i t e r i a fie ld a n a d d it io n a l O R s t a t e m e n t t h a t is u n lik e ly t o e v e r
b e t r u e . Th is cr e a t e s a n e w s e t o f r e co r d s e le ct co n d it io n s , y e t s t ill h a s t h e s a me e ffe ct a s t h e
o r ig in a l co n d it io n s . In t h e s t e p s t h a t fo llo w , w e w ill fix t h e p r o b le m b y a d d in g a n O R
s t a t e m e n t t o t h e C r i t e r i a fie ld .

74 P r e s s E X I T .

[ Th e C o m p ile s cr e e n r e a p p e a r s . ]

75 P r e s s E DI T .

[ Th e Scr e e n P a in t e r r e a p p e a r s , w it h t h e r e p o r t d e s ig n in p la ce a s w e le ft it .]
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Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X - X X X X - X X X X - X X X X - X X X X +
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
N U M B ER O F C A LL S A N SW E R ED : X X X X X X
N U M B ER O F C A LL S A B A N D O N ED : X X X X X X

K EY S K E Y S S TA M P I TEM
H EL P M O R E EX I T ER A S E M O V E TI M E D A TA LA B EL

76 M o v e t h e cu r s o r t o t h e d a t a it e m a t Ro w 1 2 , C o lu m n 9 0 , w h ich is t h e d a t a it e m
fa r t h e s t t o t h e r ig h t o n t h e s cr e e n . P r e s s DA TA I TEM , t h e n p r e s s R E TUR N .

[ Th e D a t a It e m w in d o w a p p e a r s fo r t h e d a t a it e m (in b o ld ) t h e cu r s o r is o n .]

3 B C M S C u s t o m R e p o r t s F 4 1



S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

C A LL P R O FI LE B Y I N TE R V A L
X X / X X / X X D A Y : X X / X X / X X

SP LI T: X X X X X X X X X X X X X X X X X X X X
SER V I C E LEV EL : X X X
W I N D O W : X X X
PA R A M E TE R S C H A N G ED : X X X

A N SW ER ED / A B A N D O N ED
TI M E 0 - X X X X X X X X X X X X X X X X X X X X +
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X X
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - -
NU M B E R OF C A L L S AN S W E R ED : X X X X XX
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
It e m : A BA N D O N 6 +A B A N D ON 7 + A B A ND O N 8 + A BA N D O N 9 +A B A N D ON 1 0 _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Ju s t i f y: L F i l l : _ F i l e : S P L I T _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ D at a B a s e : H A L F H O UR _ _ _ _ __ _ _
Cr i t e r ia : S P L I T E Q S P L IT _ N U M B ER = " B L A NK " A N D I NT E R V A L G E F I R S T_ I N T E R VA L = 1 A ND _ I N
TE R V A L LE L A S T _ IN T E R V AL = 4 8 _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
Re p e a t It e m : L O OP _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
St a r t D at e : R E P OR T _ D A Y= - 1 _ N u mb e r o f D ay s : 1 _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -

70 0 7 P l ea s e c o m pl e t e t he d a t a i te m s p e c if i c a t i on w i n d ow a n d p r es s R E T U RN

K EY S A C C ESS
H EL P D I C TN A R Y

N o t ice t h a t t h e I t e m fie ld co n t a in s a fo r m u la w it h s e v e r a l d a t a b a s e it e m s . C M S co u ld n o t
co u n t t h e s e a n d a d ju s t it s e lf in t e r n a ll y . W e m u s t a d d a n e xt r a cr it e r ia s t at e m e n t s o t h a t t h is
it e m n o lo n g e r s h a r e s t h e s a m e s e t o f r e co r d s e le ct co n d it io n s a s t h e p r e v io u s it e m s .

77 A d d t h e fo ll o w in g cr it e r ia s t a t e m e n t in t h e C r i t e r i a fie ld . (D o n o t o v e r t y p e
a n y o f t h e e xist in g s t a t e m e n t s . )

O R A C DCA L L S E Q 70000

N O T E Sin ce w e w a n t a s t a t e m e n t t h a t is u n lik e ly t o e v e r b e t r u e , t h is s t a t e m e n t
a s s u m e s w e w ill n e v e r r e a ch 7 0 0 0 0 A C D ca ll s w it h in a s in g le h a lf- h o u r
in t e r v a l.

78 P r e s s R E TUR N .

79 P r e s s E X I T t o a cce s s t h e C o m p ile s cr e e n .

[ Th e C o m p ile s cr e e n a p p e a r s , w it h t h e d e fa u lt g (g lo b a l) in t h e R e p o r t
L o c a t i o n fie ld . G lo b a l m e a n s a ll C M S u s e r s ca n r u n t h e r e p o r t o r m a k e a co p y
o f t h e r e p o r t d e s ig n .]

80 L e a v e t h e g in t h e R e p o r t L o c a t i o n fie ld s o t h e r e p o r t w ill b e g lo b a l. P r e s s
C O MP I L E R E P O R T .
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S a mpl e 2 — A Cu stom C a l l P r ofi l e R e por t

[ C M S d is p la y s a co n fir m a t io n m e s s a g e t h a t t h e r e p o r t w a s co m p ile d s u cce s s fu ll y.
Th e r e p o r t is r e a d y t o r u n . ]
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G l o s s a r y

A C D
A u t o m a t ic C a ll D is t r ib u t io n , a s w it ch fe a t u r e . S o ft w a r e t o ch a n n e l h ig h - v o lu me in co m in g ca ll
t r a ffic t o a g e n t g r o u p s (s p lit s ).

A C W
A ft e r C a ll W o r k , a n a g e n t s t a t e r e p r e s e n t in g w o r k r e la t e d t o t h e p r ece d in g A C D ca ll . G o in g
o n - h o o k a ft e r a n A C D ca ll d u r in g M A N U A L-IN o p e r a t io n p la ce s t h e ca ll in A C W . In a d dit io n ,
Sy s t e m 7 5 A C W is a cce s s ib le b y a b u t t o n o n t h e a g e n t ’ s s e t .

A S A
A v e r a g e S p e e d o f A n s w e r , t h e a v e r a g e a m o u n t o f t im e a ca lle r w a it s in q u e ue b e fo r e
co n n e ct in g t o a n a g e n t .

A U X
A u xilia r y w o r k , a n a g e n t s t a t e r e p r e s e n t in g w o r k n o t r e la t e d t o a p a r t icu la r ca ll ; a ls o fo r b r e a k s ,
m e e t in g s , o r lu n ch . Th e s t a t e is r e a ch e d b y t h e a g e n t ’ s p r e s s in g t h e A U X - W ORK b u t t o n o r
d ia lin g t h e p r o p e r a cce s s co d e a t h is o r h e r v o ice t e r m in a l. Th e s t a t e ca n a ls o b e r e a ch e d b y t h e
a g e n t ’ s g o in g o ff h o o k t o m a k e o r a n s w e r a n e xt e n s io n ca ll w h ile in A VA IL , a nd b y t h e a g e n t ’ s
p la cin g a n o u t g o in g ca ll .

B l o c k
A r e ct a n g u la r a r e a o n t h e Scr e e n P a in t e r t h a t y o u d e fin e a n d u s e fo r q u ick r e a rr a n g e m e n t o f
d is p la y it e m s . Y o u ca n m o v e , co p y , o r d e le t e a b lo ck .

C a l l - B a s e d I t e m
Th e ca t e g o r y o f d a t a b a s e it e m s in C M S t h a t a r e p e g g e d a ft e r t h e e v e n t is co mp le t e . Th e ir
p u r p o s e is t o a ll o w t h e cr e a t io n o f m o r e a ccu r a t e a v e r a g e s a n d p e r ce n t a g es .

C a l c u l a t i o n
O n e o f t h e fe a t u r e s o f D ict io n a r y t h a t g iv e s a n a m e t o a fo r m u la fo r u s e in r e p o rt s . C h a n g in g
t h e a s s ig n e d fo r m u la in D ict io n a r y ch a n g e s t h a t fo r m u la in a n y r e p o r t t h a t cu rr e n t ly u s e s t h e
n a m e .
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C o m m a n d L i n e
A n S LK t h a t a ll o w s y o u t o s ch e d u le a n a ct iv it y a t a la t e r t im e o r o n a r e cu r r in g b as is . A ls o , t h e
t e xt o f t h e u s e r ’ s s p e cifica t io n s fo r t h e s ch e d u le d a ct iv it y .

C o m p i l e
Th e co n v e r s io n o f a r e p o r t d e s ig n in t o p r o g r a m m in g co d e s o t h a t t h e co m p u t er ca n r u n t h e
r e p o r t w it h ca ll ce n t e r d a t a .

C o n s t a n t
A n a m e , a s d e fin e d in D ict io n a r y , fo r a fixe d n u m e r ica l v a lu e . Th e n a m e ca n b e u s e d wit h in a
fo r m u la fo r a n y cu s t o m r e p o r t . C M S w ill t h e n s u b s t it u t e t h e a s s ig n e d v a lu e fo r th a t n a m e
w h e n it e xe cu t e s t h e fo r m u la . C h a n g in g t h e v a lu e fo r a co n s t a n t in t h e D ict io n a r y ch a n g e s t h e
v a lu e in a n y fo r m u la t h a t cu r r e n t ly u s e s t h e n a m e .

C u r r e n t I n t e r v a l
Th e cu r r e n t h a lf- h o u r , a p o r t io n o f t h e r e a l- t im e C M S d a t a b a s e . Ev e n t m e s s a g es ca u s e it e m s in
t h is p o r t io n o f t h e d a t a b a s e t o b e a lt e r e d , cr e a t in g a r e a l- t im e p ict u r e o f co n d it io n s in t h e
m e a s u r e d p o r t io n o f t h e A C D .

C r i t e r i a S t a t e m e n t
A s t a t e m e n t in t h e C r it e r ia fie ld o f t h e D a t a It e m W in d o w . Th e s t a t e m e n t t e ll s C MS w h ich
r e co r d s in a file s h o u ld s u p p ly v a lu e s t o t h e a s s o cia t e d d a t a it e m . U p t o s ix cr it e ria s t a t e m e n t s
ca n b e e n t e r e d in t h e C r it e r ia fie ld .

C u s t o m R e p o r t s
Re a l- t im e o r h is t o r ica l r e p o r t s t h a t h a v e b e e n cu s t o m iz e d fr o m s t a n d a r d r ep o r t s o r cr e a t e d fr o m
s cr a t ch .

D a i l y D a t a
D a t a t h a t h a s b e e n co n v e r t e d t o a 1 - d a y s u m m a r y .

D a t a b a s e
A co ll e ct io n o f d a t a s t o r e d b y t im e fr a m e . Fo r e xa m p le , a ll d a t a fo r t h e cu r r e n t h a lf- h o u r
in t e r v a l is s t o r e d in t h e C u r r e n t Re a l- Tim e d a t a b a s e . A ll h is t o r ica l d a t a s t o r ed b y h a lf- h o u r
in t e r v a ls is s t o r e d in t h e H a lf- H o u r H is t o r ica l d a t a b a s e .

D a t a b a s e I t e m
A n a m e fo r a s p e cific t y p e o f A C D d a t a s t o r e d in a C M S d a t a b a s e (fo r e xa m p le , A C D C A LL S —
t h e n u m b e r o f A C D ca ll s ). A d a t a b a s e it e m m a y s t o r e A C D id e n t ifie r s (lo g in ID s , s p lit

n u m b e r s , t r u n k g r o u p n u m b e r s , e t c. ), e v e n t d a t a (n u m b e r o f A C D ca ll s , n u m b e r o f a b a n d o n s ,
e t c. ), t im e d a t a (o ld e s t ca ll w a it in g , t im e a n a g e n t is s t a ffe d , e t c. ), o r s t a t u s d at a (in t h e A U X
s t a t e , in t h e S EIZED s t a t e , e t c. ). s e n d s t o t h e C M S .
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D a t a F u n c t i o n
A p r e fix fo ll o w e d b y a d a t a b a s e it e m in p a r e n t h e s e s . A d a t a fu n ct io n is a d a t a it e m t h a t
r e t r ie v e s m o d ifie d d a t a fo r t h e d a t a b a s e it e m . A d a t a fu n ct io n s ca n b e o n e o f t he fo ll o w in g :
SY N (d a t a b a s e it e m ), M IN (d a t a b a s e it e m ), M A X (d a t a b a s e it e m ), S U M (d a t a b a s e it e m ), o r
D A TE(D A Y ).

D a t a I t e m
Th e d e fin it io n o f d a t a t h a t C M S s h o u ld in s e r t in t o a fie ld o f a r e p o r t . A d a t a it e m ca n d e fin e
A C D s t a t is t ics , d a t e s , t im e s , o r id e n t ifie r s (s p lit n u m b e r s , a g e n t lo g in ID s , t r u nk g r o u p n u m b e r s ,
e t c. ). A d a t a it e m ca n in clu d e d a t a b a s e it e m s , fo r m u la s , ca lcu la t io n s , d a t a fu n ct io n s , a n d
co n s t a n t s .

D e f a u l t P r i n t e r
O n e o f t h e s y s t e m p r in t e r s d e fin e d a s t h e d e fa u lt d e s t in a t io n o f C M S p rin t jo b s .

D i s p l a y I t e m
A n y k in d o f t e xt o r d a t a d e fin e d fo r a r e p o r t . A d is p la y it e m ca n b e a d a t a it e m , a la b e l, o r a
t im e s t a m p .

E v e n t D a t a b a s e I t e m
A ca t e g o r y o f d a t a b a s e it e m s t h a t r e p o r t t h e cu m u la t iv e n u m b e r o f ce r t a in t y p es o f A C D
a ct iv it y .

F i l e
A g r o u p in g o f r e co r d s in a d a t a b a s e t h a t h a v e t h e s a m e k e y d a t a b a s e it e m s (fo r e xa m p le , a ll
r e co r d s s t o r e d b y s p lit a r e in t h e S p lit file , a ll r e co r d s s t o r e d b y lo g in ID a r e in t h e A g e n t file ,
e t c. ).

F o r m u l a
A p a r t o f a r e p o r t t h a t co m b in e s t h e b a s ic d a t a b a s e it e m s w it h a r it h m e t ic op e r a t o r s t o p r o d u ce a
ca lcu la t e d o u t p u t it e m in a C M S r e p o r t .

G l o b a l R e p o r t
A cu s t o m r e p o r t cr e a t e d b y o n e u s e r t h a t a n y o t h e r u s e r ca n r u n . O t h e r u s e r s ca n a ls o co p y t h e
d e s ig n o f a g lo b a l r e p o r t t o m a k e m o d ifica t io n s .

H a l f - H o u r P o r t i o n
O n e p o r t io n o f t h e C M S h is t o r ica l d a t a b a s e t h a t co n t a in s h a lf- h o u r - b y - h a lf- ho u r d a t a fo r u p t o
3 1 d a y s .

H i s t o r i c a l D a t a b a s e
A d a t a b a s e (e it h e r t h e H a lf- H o u r H is t o r ica l o r D a ily H is t o r ica l d a t a b a s e ) t h at s t o r e s d a t a o n
d is k .
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H i s t o r i c a l R e p o r t
A m a n a g e m e n t in fo r m a t io n r e p o r t co n t a in in g A C D p e r fo r m a n ce d a t a fo r o n e d a y o r s e v e r a l
d a y s u p t o 3 8 7 d a y s in t h e p a s t . N o r m a ll y o u t p u t t o a s y s t e m p r in t e r . Ca n a ls o b e v ie w e d a t a
t e r m in a l w it h 1 3 2 - co lu m n ca p a cit y .

I d e n t i f i e r D a t a b a s e I t e m
A d a t a b a s e it e m t h a t id e n t ifie s a n e le m e n t o f t h e A C D (a s p lit n u m b e r , a lo g in ID , a t r u n k
g r o u p n u m b e r , e t c. )

I N F O R M I X
Th e r e la t io n a l d a t a b a s e m a n a g e m e n t s y s t e m u s e d t o o r g a n iz e m o s t of C M S’ s d a t a . IN FO RM IX
is a cce s s ib le fr o m t h e U N IX s y s t e m o p t io n o n t h e C M S m a in m e n u .

I n t e r v a l - B a s e d I t e m s
A ca t e g o r y o f d a t a b a s e it e m s t h a t m a k e s u p t h e m a jo r it y o f it e m s . Th e s e it e m s a r e p e g g e d
w h e n a n e v e n t b e g in s . S e e ca ll - b a s e d it e m s .

L a b e l
O n e o f t h r e e t y p e s o f a d d it io n s t h e s cr e e n p a in t e r ca n h e lp y o u m a k e t o cu s t om r e p o r t s . Te xt
t h a t w ill b e t h e s a m e in a ll r e p o r t o u t p u t s , u s u a lly id e n t ify in g r e p o r t d a t a.

L O O P
A co m m a n d e n t e r e d in t h e Re p e a t It e m fie ld in t h e D a t a It e m W in d o w . LO O P t e lls C M S t o
d is p la y m u lt ip le v a lu e s fo r a d a t a it e m in t h e o r d e r t h e d a t a a p p e a r s in a file .

M A X D a t a F u n c t i o n
A p r e fix a d d e d t o a d a t a b a s e it e m t h a t t e lls C M S t o d is p la y t h e o n ly h ig h e s t v a lu e r e co r d e d fo r
t h e d a t a b a s e it e m w it h in t h e t im e fr a m e s p e cifie d fo r t h e r e p o r t .

M I N D a t a F u n c t i o n
A p r e fix a d d e d t o a d a t a b a s e it e m t h a t t e lls C M S t o d is p la y t h e o n ly lo w e s t v a lu e r e co r d e d fo r
t h e d a t a b a s e it e m w it h in t h e t im e fr a m e s p e cifie d fo r t h e r e p o r t .

N u m b e r o f D a y s
A d e fin it io n in t h e N u m b e r o f D a y s fie ld in t h e D a t a It e m W in d o w . Th is d e fin it io n t e ll s CM S
h o w m a n y d a y s o f d a t a s h o u ld b e in clu d e d in a cu s t o m r e p o r t . Th e n u m b e r o f da y s ca n b e a
h a r d - co d e d v a lu e fo r t h e r e p o r t o r a u s e r - s p e cifie d v a r ia b le t h a t a p p e a r s o n t h e Re p o r t
P a r a m e t e r s s cr e e n w h e n r u n n in g t h e r e p o r t . F o r h i s t o r i cal r e p o r ts o n l y .

P r e v i o u s I n t e r v a l
O n e s e g m e n t o f t h e r e a l- t im e d a t a b a s e r e p r e s e n t in g o n e h a lf h o u r . Ea ch h a lf h o u r , t h e co n t e n t s
o f t h e cu r r e n t h a lf h o u r p o r t io n a r e co p ie d t o t h e p r e v io u s h a lf- h o u r p o r tio n .
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P r i v a t e R e p o r t
A cu s t o m r e p o r t t h a t ca n b e r u n o n ly b y t h e u s e r w h o cr e a t e d it . O t h e r u se r s a r e a ls o
p r e v e n t e d fr o m co p y in g t h e d e s ig n o f a p r iv a t e r e p o r t .

Q u a d
O n e fo u r t h o f t h e t o t a l a v a ila b le s p a ce o n t h e S cr e e n P a in t e r fo r d e s ig n in g a cu s t om r e a l- t im e
r e p o r t . A q u a d co n t a in s u p t o 2 0 lin e s a n d 8 0 co lu m n s a n d e q u a ls t h e s iz e o f on e s cr e e n o n
y o u r t e r m in a l.

R e a d P e r m i s s i o n
A n o p t io n in t h e A d m in is t r a t io n a n d S ch e d u le S u b s y s t e m s t h a t g r a n t s a cce s s to v ie w , b u t n o t
ch a n g e , d a t a w it h in p o r t io n s o f t h e C M S.

R e a l - T i m e D a t a b a s e
A d a t a b a s e r e s id e n t in m a in m e m o r y (e it h e r t h e C u r r e n t o r P r e v io u s H a lf- h o u r d a t a b a s e ). U s e d
b y r e a l- t im e r e p o r t s .

R e a l - T i m e R e p o r t
A fo r m a t t e d r e p o r t t h a t a p p e a r s o n a C M S t e r m in a l a n d d is p la y s cu r r e n t d a t a a b o u t A C D
a ct iv it y . A r e a l- t im e r e p o r t r e fr e s h e s p e r io d ica ll y (1 0 t h r o u g h 3 0 0 s e co n d s ) w it h n e w d a t a .

R e c o r d
A g r o u p in g o f d a t a b a s e it e m v a lu e s s t o r e d t o g e t h e r in co m p u t e r m e m o ry a cco r d in g t o t h e ir
a s s o cia t io n w it h t h e v a lu e o f a k e y d a t a b a s e it e m .

R e c o r d S e l e c t C o n d i t i o n s
Th e co n d it io n s d e fin e d in t h e D a t a It e m W in d o w t h a t t e ll C M S w h e r e in t h e C M S d at a t o fin d
v a lu e s fo r t h e d a t a it e m . Re co r d s e le ct co n d it io n s co m p r is e t h e s e le ct e d file a n d d a t ab a s e , t h e
cr it e r ia a n d r e p e a t it e m s t a t e m e n t s , a n d , fo r h is t o r ica l r e p o r t s , t h e st a r t d a t e a n d n u m b e r o f d a y s
s t a t e m e n t s .

R e p e a t I t e m
A d e fin it io n in t h e Re p e a t It e m fie ld in t h e D a t a It e m W in d o w . Th is d e fin it io n t e ll s C M S in
w h a t o r d e r t o d is p la y m u lt ip le v a lu e s fo u n d fo r a d a t a it e m .

R e p o r t D e s i g n
Th e fo r m a t a n d d e fin it io n o f d a t a fo r a cu s t o m r e p o r t a s cr e a t e d o n t h e S cr ee n P a in t e r .

R e p o r t I t e m
O n e ca t e g o r y o f o u t p u t d a t a in a C M S s t a n d a r d o r cu s t o m r e p o r t . D e fin e d b y o n e d a t a b a s e
it e m , fo r m u la , co n s t a n t , o r ca lcu la t io n .

R e p o r t P a r a m e t e r
Th e s e le ct io n o f w h a t a r e p o r t w ill co v e r (w h ich a g e n t , e t c. ) a n d h o w lo n g a p e r io d it will
co v e r .
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R e l a t i o n a l O p e r a t o r s
C o d e s t a t e m e n t s u s e d in s p e cify in g cr it e r ia in t h e D a t a It e m W in d o w o f t h e C us t o m Re p o r t s
s cr e e n p a in t e r . Th e s e s t a t e m e n t s s p e cify d a t a b a s e s e a r ch co n d it io n s u s e d t o ext r a ct d a t a fr o m
t h e d a t a b a s e .

S c r e e n P a i n t e r
Th e in t e r a ct iv e r e p o r t s cr e a t io n a n d e d it in g fe a t u r e o f t h e C u s t o m Re p o r t s S u bs y s t e m .

S e c t i o n
O n e t h ir d o f t h e t o t a l a v a ila b le s p a ce o n t h e S cr e e n P a in t e r fo r d e s ig n in g a cu s to m h is t o r ica l
r e p o r t . A s e ct io n co n t a in s u p t o 2 1 lin e s a n d 1 3 2 co lu m n s a n d e q u a ls t h e s iz e of o n e s cr e e n o n
y o u r t e r m in a l w h e n in 1 3 2 - ch a r a ct e r m o d e .

S L K
Scr e e n - la b e le d k e y , a k e y n e a r t h e t o p o f a n A T&T t e r m in a l k e y b o a r d w h o s e d e fin it io n is g iv e n
in a co r r e s p o n d in g in v e r s e v id e o b lo ck a t t h e b o t t o m o f t h e s cr e e n . SLK s ch a n g e w it h th e
s cr e e n y o u a r e w o r k in g in .

S t a r t D a t e
A d e fin it io n in t h e S t a r t D a t e fie ld in t h e D a t a It e m W in d o w . Th is d e fin it io n t e ll s C M S fr om
w h ich d a y in t h e p a s t it s h o u ld b e g in r e t r ie v in g v a lu e s fo r t h e d a t a it e m . Th e s t a rt d a t e ca n b e
a h a r d - co d e d v a lu e fo r t h e r e p o r t o r a u s e r - s p e cifie d v a r ia b le t h a t a p p e a r s on t h e Re p o r t
P a r a m e t e r s s cr e e n w h e n r u n n in g t h e r e p o r t . F o r h i s t o r i cal r e p o r ts o n l y .

S t a t u s D a t a b a s e I t e m
A ca t e g o r y o f d a t a b a s e it e m s t h a t r e p o r t t h e cu r r e n t s t a t e o f a t r u nk o r a g e n t , t h e t im e m a r k o f
a n e v e n t , o r fla g t h e e xa ct t im e s ce r t a in s t a t e s ch a n g e .

S U M D a t a F u n c t i o n
A p r e fix a d d e d t o a d a t a b a s e it e m t h a t t e lls C M S t o d is p la y t h e t o t a l o f a ll v a lu es r e co r d e d fo r
t h e d a t a b a s e it e m w it h in t h e t im e fr a m e s p e cifie d fo r t h e r e p o r t .

S Y N D a t a F u n c t i o n
A p r e fix a d d e d t o a d a t a b a s e it e m t h a t t e lls C M S t o d is p la y a s y n o n y m d e fin e d in Dict io n a r y
in s t e a d o f t h e n u m e r ic id e n t ifie r fo r a s p lit , a g e n t , t r u n k g r o u p , a n d s o o n .

S y n o n y m s
U s e r - s u p p lie d D ict io n a r y it e m s t h a t cu s t o m iz e t h e n a m e s o f s p lit s a n d t r u n k s fo r r e p o r t o u t p u t .
A ls o ca n r e fe r t o A g e n t N a m e s in t h e D ict io n a r y a n d p o s s ib ly a ls o C a lcu la t io n s (w h ich in a
s e n s e a r e s y n o n y m s fo r fo r m u la s ).

T i m e D a t a b a s e I t e m
A d a t a b a s e it e m t h a t co n t a in s d u r a t io n d a t a o n A C D e v e n t s — h o w lo n g ce r t a in ev e n t s a r e
la s t in g o r d id la s t .
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T i m e S t a m p
Th e d e fin it io n fo r o n e o f t h r e e t y p e s o f t im e d a t a fo r a cu s t o m r e p o r t : t h e da t e o f t h e d a t a in t h e
r e p o r t , t h e t im e a r e p o r t w a s g e n e r a t e d , o r t h e d a t e a r e p o r t w a s ge n e r a t e d .

U N I X S y s t e m
Th e o p e r a t in g s y s t e m o n t h e 3 B co m p u t e r o n w h ich C M S r u n s . A u s e r ca n a cce s s th e s y s t e m
v ia t h e U N IX s y s t e m o p t io n o n t h e C M S m a in m e n u . A n A T&T t r a d e m a r k .

U N I X S y s t e m F i l e
A s t o r a g e a r e a fo r d a t a in t h e U N IX o p e r a t in g s y s t e m . A U N IX s y s t e m file ca n be o p e n e d fr o m
t h e U N IX s y s t e m e n v ir o n m e n t . A n IN F O RM IX file ca n o n ly b e v ie w e d fr o m IN FO RM IX . Se e
IN FO RM IX file .

V a r i a b l e C r i t e r i a S t a t e m e n t
A cr it e r ia s t a t e m e n t in t h e D a t a It e m W in d o w t h a t co n t a in s a u s e r - s p e cifie d fie ld n a m e. Th e
fie ld n a m e t h e n a p p e a r s o n t h e Re p o r t P a r a m e t e r s s cr e e n w h e n r u n n in g t h e r e po r t s o t h e u s e r
ca n s p e cify w h ich r e co r d s s h o u ld s u p p ly v a lu e s t o t h e r e p o r t .

V i d e o A t t r i b u t e s
Th e w a y in w h ich r e p o r t it e m s a p p e a r o n t h e s cr e e n in a cu s t o m r e a l- t im e r e p o r t . Re p o r t it e m s
ca n b e b r ig h t , d im , in in v e r s e v id e o , u n d e r lin e d , o r n o r m a l in t e n s it y .

W r i t e P e r m i s s i o n
A n o p t io n in t h e A d m in is t r a t io n a n d S ch e d u le S u b s y s t e m s t h a t a llo w s a n o t h e r u s e r t o ch a n g e
d a t a in a p o r t io n o f t h e C M S. S e e r e a d p e r m is s io n .
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I n d e x

A

Ab b r e v ia t io n s a n d A cr o n y m s U s e d in Th is M a n u a l 1 8
Ad d in g a n d D e le t in g Lin e s 4 7
Ag e n t Ev e n t C o u n t Re p o r t B 37
Ag e n t Re p o r t B 33
Ag e n t / Sp lit C o m p a r is o n (P r e v io u s H a lf H o u r ) Re p o r t B 13

B

B lo ck Ed it in g
Ad d in g a n d D e le t in g Lin e s 4 7
C o p y in g a B lo ck 4 14
D e s cr ip t io n 3 12
D is p la y It e m s W it h Ir r e gu la r Le n g t h s 4 17
Er a s in g a B lo ck 4 8
Ir r e g u la r Le n g t h D is p la y It e m s 4 17

C

C a lcu la t io n s 5 12
C a lcu la t io n s

Ad d in g a C a lcu la t io n 6 13
C h a n g in g a C a lcu la t io n 6 14
C r e a t in g a N e w C a lcu la t io n b y C o p y in g a n Exist in g

O n e 6 14
D e le t in g a C a lcu la t io n 6 15
L is t o f Rin g - St a t e C a lcu la t io n s B 64
L is t o f St a n d a r d C a lcu la t io n s A 45

C a ll P r o file Re p o r t B 17
C a ll - B a s e d It e m s 5 3
C a ll - B a s e d Ve r s u s In t e r v a l- B a s e d D a t a It e m s 5 3, 5 16
C o m p ila t io n Er r o r s Scr e e n

D e s cr ip t io n 7 4
C o m p ile Scr e e n

D e s cr ip t io n 7 2

Scr e e n - La b e le d K e y s 7 3
C o m p ile r Er r o r M e s s a g e s C 1
C o n s t a n t s 5 10
C o n s t a n t s

Ad d in g a C o n s t a n t 6 15
C h a n g in g a C o n s t a n t 6 16
D e le t in g a C o n s t a n t 6 16

C o p y C u s t o m Re p o r t s M e n u
H is t o r ica l 2 7
Re a l- t im e 2 7

C o p y St a n d a r d H is t o r ica l Re p o r t s M e n u 2 4
C o p y St a n d a r d Re a l- Tim e Re p o r t s M e n u 2 4
C o p y in g a B lo ck o f Re p o r t D is p la y It e m s 4 14
C o p y in g a St a n d a r d Re p o r t D e s ign 2 10
C o p y in g a n Exist in g C u s t o m Re p o r t D e s ig n 2 11
C r e a t in g a Re p o r t D e s ig n Fr o m Scr a t ch 2 12
C r it e r ia Fie ld 5 18
C r it e r ia Fie ld

L im it a t io n s 5 21
Va r ia b le C r it e r ia 5 20

C r it e r ia St a t e m e n t Va lu e s fo r C M S St a t e N a m e s A 49
C u s t o m H is t o r ica l Re p o r t s M e n u 8 6
C u s t o m Re a l- Tim e Re p o r t s M e n u 8 2
C u s t o m Re p o r t s C r e a t io n M e n u 2 4

D

D a ily C a ll P r o file Re p o r t B 57
D a ily D a t a b a s e 5 8
D a ily H is t o r ica l D a t a B a s e St r u ct u r e 5 8
D a ily Log in a n d Lo g o u t Re p o r t B 55
D a ily Tr u n k Re p o r t B 59
D a t a B a s e Fie ld 5 18
D a t a Fu n ct io n s 5 10
D a t a It e m W in d o w

Ad d it io n a l Lim it s o n D a t a It e m W in d o w En t r ie s 5 31
C r it e r ia Fie ld 5 18
C r it e r ia Lim it a t io n s 5 21
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D a t a B a s e Fie ld 5 18
D e s cr ip t io n 5 13
Ex a m p le s 5 34
F ile Fie ld 5 17
F ile a n d D a t a B a s e Lim it a t io n s 5 18
F ill Fie ld 6 5
It e m Fiel d 5 14
J u s t ify F ie ld 6 5
N u m b e r o f D a y s Fie ld 5 30
Q u ick M e t h o d F o r C o m p le t io n 5 33
Re p e a t It e m Fie ld 5 22
Scr e e n - La b e le d K e y s 6 2
St a r t D a t e Fie ld 5 30

D a t a It e m s
Ad d in g a D a t a It e m 6 4
C a lcu la t io n s 5 12
C h a n g in g a D a t a It e m 6 9
C o n s t a n t s 5 10
D a t a Fu n ct io n s 5 10
D a t a b a s e It e m s 5 2
D e s cr ip t io n 5 2
F o r m u la s 5 10
U s in g t h e D ict io n a r y Fr o m t h e D a t a It e m W in d o w 6 10

D a t a b a s e It e m
D a t a b a s e It e m a s a Re p e a t It e m 5 25
D e fin it io n 5 2
L im it a t io n s o n D a t a b a s e It e m s a s Re p e a t It e m s 5 27
L is t o f D a t a b a s e It e m s A 1
Re p e a t It e m s a n d t h e Re p o r t P a r a m e t e r s Scr e e n 5 26
Ty p e s 5 2

D a t a b a s e It e m s F o r O u t b o u n d C a ll M a n a g e m e n t A 21
D a t a b a s e It e m s F o r Rin g- St a t e B 63
D a t a B a s e a n d Fi le Lim it a t io n s 5 18
D a t a b a s e Re fe r e n ce

C M S C a lcu la t io n s a n d F o r m u la s A 45
C M S D a t a b a s e It e m s A 1
C a ll D a t a File s a n d D a t a b a s e It e m s C r o s s - Re fe r e n ce -

A 22
C r it e r ia St a t e m e n t Va lu e s fo r C M S St a t e N a m e s A 49
D a t a b a s e It e m s F o r O u t b o u n d C a ll M a n a g e m e n t A 21
D a t a b a s e It e m s F o r Rin g- St a t e B 63

D a t a b a s e St r u ct u r e
D a ily D a t a b a s e 5 8
H a lf- h o u r D a t a b a s e 5 7
Re a l- t im e D a t a b a s e 5 5

D A TE(D A Y ) D a t a Fu n ct io n 5 11
D e s ig n in g A C u s t o m Re p o r t

Ad d in g Vid e o At t r ib u t e s t o a Re a l- t im e Re p o r t 4 23
Ad d in g a La b e l 4 18
Ad d in g a Tim e St a m p 4 20
Ad d in g a n d D e le t in g Lin e s 4 7
B lo ck Ed it in g D is p la y It e m s W it h Ir r e g u la r Le n gt h s 4 17
C h a n g in g a La b e l 4 19
C h a n g in g a Tim e St a m p 4 22

C o p y in g a B lo ck o f Re p o r t D is p la y It e m s 4 14
Er a s in g a B lo ck o f Re p o r t D is p la y It e m s 4 8
G e n e r a l In fo r m a t io n 4 1
M o v e m e n t a n d F u n ct io n K e y s o n t h e Scr e e n P a in t e r 4 5
M o v in g a B lo ck o f Re p o r t D is p la y It e m s 4 11
Th e Scr e e n P a in t e r Scr e e n - La b e le d K e y s 4 2

D ict io n a r y A cce s s 5 39
D ict io n a r y Fr o m t h e D a t a It e m W in d o w 6 10
D ict io n a r y Fr o m t h e D a t a It e m W in d o w

Ad d in g a C a lcu la t io n 6 13
Ad d in g a C o n s t a n t 6 15
C h a n g in g a C a lcu la t io n 6 14
C h a n g in g a C o n s t a n t 6 16
C r e a t in g a N e w C a lcu la t io n b y C o p y in g a n Exist in g

O n e 6 14
D e le t in g a C a lcu la t io n 6 15
D e le t in g a C o n s t a n t 6 16
O r d e r in g a D ict io n a r y Re p o r t 6 10
Sa m p le D ict io n a r y Re p o r t 6 11
Se a r ch in g fo r It e m s in t h e D ict io n a r y 6 11
Se a r ch in g fo r a D a t a b a s e It e m 6 16

D is p la y It e m A d d it io n s a n d C h a n g e s 3 9
D is p la y It e m s in a C u s t o m Re p o r t D e s ig n 3 7
D is p la y It e m s

D e fin it io n 1 1

E

Ed it in g a n d C o n t r o l C o m m a n d s fo r v i D 1
Ed it o r Se le ct io n M e n u 2 6
Er r o r M e s s a g e s

C o m p ile r Er r o r M e s s a g e s C 1
Ev e n t It e m s 5 2
Ex it 1 10
Ex p a n d M e s s a ge 1 9

F

F ie ld H e lp 1 9
F ile a n d D a t a B a s e Lim it a t io n s 5 18
F ile Fie ld 5 17
F ile s a n d D a t a b a s e It e m s C r o s s - Re fe r e n ce A 22
F ile s a n d D a t a b a s e It e m s C r o s s - Re fe r e n ce

H is t o r ica l D a t a b a s e A 31
Re a l- Tim e D a t a b a s e A 23

F ill Fie ld 6 5
F in a l P r o ce d u r e s fo r a C u s t o m Re p o r t D e s ig n

D e le t in g a Re p o r t 7 8
G e n e r a l In fo r m a t io n 7 1
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M o d ify in g a n Ex is t in g C u s t o m Re p o r t 7 7
Sa v in g o r C o m p ilin g Y o u r Re p o r t 7 6
Th e C u s t o m Re p o r t s C o m p ile Scr e e n 7 2

F o r m u la s 5 10
F u n ct io n K e y s o n t h e Scr e e n P a in t e r 4 5

G

G lo b a l C u s t o m Re p o r t s
D e fin it io n 2 8
O r d e r in g 8 2

G lo b a l Ve r s u s P r iv a t e Re p o r t s 2 8
G r o u p St a t u s Re p o r t B 5
G r o u p Su m m a r y Re p o r t B 49

H

H a lf- h o u r D a t a b a s e 5 7
H a r d K e y s 1 9
H e lp 1 9
H e lp Scr e e n - La b e le d K e y s 1 9
H is t o r ica l D a t a b a s e A 31
H is t o r ica l Re p o r t It e m C r o s s - Re fe r e n ce B 74

I

Id e n t ifie r It e m s 5 2
IN FO RMIX D a t a b a s e M a n a g e m e n t Sy s t e m

H o w IN F O RM IX W o r k s E 1
U s in g IN FO RMIX in C o n ju n ct io n W it h C M S E 2

In t e r v a l- B a s e d It e m s 5 3
It e m Fiel d 5 14
It e m Fiel d

C a ll - B a s e d Ve r s u s In t e r v a l- B a s e d D a t a It e m s 5 16

J

J u s t ify F ie ld 6 5

L

L a b e l
D e fin it io n 1 1
Ad d in g a La b e l 4 18

C h a n g in g a La b e l 4 19
L im it a t io n s o n

D a t a b a s e It e m s a s Re p e a t It e m s 5 27
D a t a It e m W in d o w En t r ie s , A d d it io n a l 5 31
F ile a n d D a t a B a s e En t r ie s 5 18
L O O P a s a Re p e a t It e m 5 24
Va r ia b le C r it e r ia St a t e m e n t s 5 21

L O O P 5 24
L O O P a s a Re p e a t It e m 5 24
L O O P a s a Re p e a t It e m

L im it a t io n s o n L O O P a s a Re p e a t It e m 5 24

M

M a in m e n u , C u s t o m Re p o r t s 2 4
M A X D a t a Fu n ct io n 5 10
M e n u s

C o p y C u s t o m Re p o r t s M e n u 2 7
C o p y St a n d a r d H is t o r ica l Re p o r t s M e n u 2 4
C o p y St a n d a r d Re a l- Tim e Re p o r t s M e n u 2 4
C u s t o m Re p o r t s C r e a t io n M e n u 2 4
Ed it o r Se le ct io n M e n u 2 6

M IN D a t a Fu n ct io n 5 10
M o d ify in g a n Ex is t in g C u s t o m Re p o r t 7 7
M o v e m e n t o n t h e Scr e e n P a in t e r 4 5
M o v in g a B lo ck o f Re p o r t D is p la y It e m s 4 11

N

N e xt M e s s a g e 1 9
N e xt P a ge 1 10
N o t a t io n C o n v e n t io n s U s e d in Th is D o cu m e n t 1 7
N u m b e r o f D a y s Fie ld 5 30
N u m b e r s 5 29

O

O C M D a t a b a s e It e m s
C O M P L ETED A 21
O C M C ALL S A 21
O C M C O U N T A 21
O C M TIM E A 21

O r d e r in g a C u s t o m Re a l- Tim e Re p o r t
SLK s in Re a l- Tim e C u s t o m Re p o r t s 8 5

O r d e r in g a D ict io n a r y Re p o r t 6 10
O r d e r in g Re p o r t s

C u s t o m H is t o r ica l Re p o r t s M e n u 8 6
C u s t o m Re a l- Tim e Re p o r t s M e n u 8 2
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G e n e r a l In fo r m a t io n 8 1
O r d e r in g a C u s t o m H is t o r ica l Re p o r t 8 7
O r d e r in g a C u s t o m Re a l- Tim e Re p o r t 8 3

O t h e r D a t a It e m s in C M S Re p o r t s 5 10

P

P r e lim in a r y Ta s k s fo r C u s t o m Re p o r t D e s ig n 2 2
P r e v io u s M e s s a g e 1 9
P r e v io u s P a g e 1 10
P r in t Scr e e n 1 10
P r iv a t e C u s t o m Re p o r t s

D e fin it io n 2 8
O r d e r in g 8 2

P u b lica t io n s o n 3 B C M S 1 11

Q

Q u a d s 3 3

R

Re a l- t im e D a t a b a s e St r u ct u r e 5 5
Re p e a t It e m Fie ld 5 22
Re p e a t It e m s a n d t h e Re p o r t P a r a m e t e r s Scr e e n 5 26
Re p e a t It e m Fie ld 5 22
Re p e a t It e m Fie ld

A N u m b e r a s a Re p e a t It e m 5 29
D a t a b a s e It e m a s a Re p e a t It e m 5 25
L O O P a s a Re p e a t It e m 5 24

Re p o r t s D e s cr ip t io n s
In t r o d u ct io n B 1

Re p o r t D e s cr ip t io n s , H is t o r ica l B 27
Re p o r t D e s cr ip t io n s , H is t o r ica l

Ag e n t Ev e n t C o u n t Re p o r t B 37
Ag e n t Re p o r t B 33
D a ily C a ll P r o file Re p o r t B 57
D a ily Log in a n d Lo g o u t Re p o r t B 55
D a ily Tr u n k Re p o r t B 59
G r o u p Su m m a r y Re p o r t B 49
Sp lit Ev e n t C o u n t Re p o r t B 31
Sp lit Re p o r t B 27
Sp lit Su m m a r y Re p o r t B 46
Sy s t e m Re p o r t B 42
Tr u n k G r o u p Re p o r t B 39
Tr u n k G r o u p Su m m a r y Re p o r t B 52

Re p o r t D e s cr ip t io n s , Re a l- Tim e B 2

Re p o r t D e s cr ip t io n s , Re a l- Tim e
Ag e n t / Sp lit C o m p a r is o n (P r e v io u s H a lf H o u r ) Re p o r t -

B 13
C a ll P r o file Re p o r t B 17
G r o u p St a t u s Re p o r t B 5
Rin g - St a t e Re p o r t s B 62
Rin g - St a t e Sp lit Su m m a r y Re p o r t B 66
Rin g - St a t e Sy s t e m St a t u s Re p o r t B 69
Sp lit Ev e n t C o u n t Su m m a r y Re p o r t B 25
Sp lit P e r fo r m a n ce Re p o r t B 22
Sp lit St a t u s Re p o r t B 2
Sp lit Su m m a r y Re p o r t B 7
Sy s t e m St a t u s Re p o r t B 10
Tr u n k G r o u p Su m m a r y Re p o r t B 20

Re p o r t D e s cr ip t io n s , Rin g - St a t e
Sp lit Su m m a r y Re p o r t B 66
Sy s t e m St a t u s Re p o r t B 69

Re p o r t s , H is t o r ica l Re p o r t It e m C r o s s - Re fe r e n ce B 74
Re p o r t s , Re a l- Tim e Re p o r t It e m C r o s s - Re fe r e n ce B 72
Re p o r t s

O r d e r in g a C u s t o m H is t o r ica l Re p o r t 8 7
O r d e r in g a C u s t o m Re a l- Tim e Re p o r t 8 3
C u s t o m H is t o r ica l 8 6
C u s t o m Re a l Tim e 8 2
D e le t in g a Re p o r t 7 8

Re p o r t - It e m C r o s s - Re fe r e n ce B 72
Re s u m e 1 9
Rin g - St a t e C a lcu la t io n s B 64
Rin g - St a t e D a t a b a s e It e m s B 63
Rin g - St a t e Re p o r t s B 62

S

Sa v in g o r C o m p ilin g Y o u r Re p o r t 7 6
Scr e e n P a in t e r 3 2
Scr e e n P a in t e r

B lo ck Ed it in g C a p a b ilit y 3 12
D is p la y It e m s in a C u s t o m Re p o r t D e s ig n 3 7
G e n e r a l In fo r m a t io n 3 1
Vid e o At t r ib u t e s fo r Re a l- Tim e Re p o r t s 3 13
Ad d in g Vid e o At t r ib u t e s 4 23
Ad d in g a La b e l 4 18
Ad d in g a Tim e St a m p 4 20
Ad d in g a n d D e le t in g Lin e s 4 7
C h a n g in g a La b e l 4 19
C h a n g in g a Tim e St a m p 4 22
C o p y in g a B lo ck 4 14
D e fin it io n 3 1
Er a s in g a B lo ck 4 8
F u n ct io n K e y s 4 5
Illu s t r a t io n 3 2
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M o v e m e n t K e y s 4 5
M o v in g a B lo ck 4 11
Q u a d s 3 3
Scr e e n - La b e le d K e y s 4 2
Se ct io n s 3 5

Scr e e n - La b e le d K e y s
Ex it 1 10
Ex p a n d M e s s a ge 1 9
F ie ld H e lp 1 9
H a r d K e y s 1 9
H e lp 1 9
O n t h e C u s t o m Re p o r t s C o m p ile Scr e e n 7 3
O n Re a l- Tim e C u s t o m Re p o r t s 8 5
N e xt M e s s a g e 1 9
N e xt P a ge 1 10
O n t h e C o p y C u s t o m Re p o r t s M e n u s 2 8
P r e v io u s M e s s a g e 1 9
P r e v io u s P a g e 1 10
P r in t Scr e e n 1 10
Re s u m e 1 9
Scr e e n H e lp 1 9
SLK s C o m m o n t o A ll Scr e e n s 1 10

Se a r ch in g fo r It e m s in t h e D ict io n a r y 6 11
Se a r ch in g fo r a D a t a b a s e It e m 6 16
Se ct io n s 3 5
Sp lit Ev e n t C o u n t Re p o r t B 31
Sp lit Ev e n t C o u n t Su m m a r y Re p o r t B 25
Sp lit P e r fo r m a n ce Re p o r t B 22
Sp lit Re p o r t B 27
Sp lit St a t u s Re p o r t B 2
Sp lit Su m m a r y Re p o r t B 7, B 46
St a r t D a t e Fie ld 5 30
St a r t - U p P r o ce d u r e s fo r a C u s t o m Re p o r t D e s ig n

C o p y in g a St a n d a r d Re p o r t D e s ign 2 10
C o p y in g a n Exist in g C u s t o m Re p o r t D e s ig n 2 11
C r e a t in g a Re p o r t D e s ig n Fr o m Scr a t ch 2 12
G e n e r a l In fo r m a t io n 2 1
P r e lim in a r y Ta s k s fo r C u s t o m Re p o r t D e s ig n 2 2
Th e C u s t o m Re p o r t s M e n u s 2 4

St a t u s It e m s 5 2
St r u ct u r e o f C M S D a t a b a s e s 5 4
St r u ct u r e o f C M S D a t a b a s e s

Th e D a ily H is t o r ica l D a t a B a s e St r u ct u r e 5 8
Th e H a lf- H o u r H is t o r ica l D a t a b a s e St r u ct u r e 5 7
Th e Re a l- Tim e D a t a b a s e St r u ct u r e 5 5

SU M D a t a Fu n ct io n 5 10
SY N D a t a Fu n ct io n 5 10
Sy s t e m Re p o r t B 42
Sy s t e m St a t u s Re p o r t B 10

T

Tim e It e m s 5 2
Tim e St a m p

Ad d in g a Tim e St a m p 4 20
C h a n g in g a Tim e St a m p 4 22
D e fin it io n 3 7

Tim e St a m p W in d o w 3 10
Tr u n k G r o u p Re p o r t B 39
Tr u n k G r o u p Su m m a r y Re p o r t B 20, B 52
Ty p e s o f D a t a in D a t a b a s e It e m s 5 2

U

U N IX Sy s t e m Visu a l Ed it o r (v i) D 1

V

Va r ia b le C r it e r ia 5 20
Vid e o At t r ib u t e Scr e e n - La b e le d K e y s 4 4
Vid e o At t r ib u t e s fo r Re a l- Tim e Re p o r t s 3 13
Vid e o At t r ib u t e s

Ad d in g Vid e o At t r ib u t e s 4 23
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