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Overview 

Scope 
This document is the Administrator’s Guide  for the OAISYS TRACER REPORTS.  It defines 
the requirements, shows how to interactively create and run reports, how to schedule reports for 
automatic publishing and how to administer the database needed to support the reports.  It also 
provides a description of each report offered and an explanation of input and output parameters.   

Product Description 
The OAISYS TRACER REPORTS are the Reporting feature for the OAISYS Tracer call 
recording platform.  The reports are included with the Tracer software.  Call Managers have the 
ability to be granted permissions to reports.  TRACER Reports  can be scheduled to run 
automatically every day, week or month to be output to a printer, a file or even e-mailed out.  
Reports can also be interactively viewed using the OAISYS Client Application.  On some reports, 
it’s possible to “drill down” to view individual call information and then select and listen to 
recordings of phone calls. 

 
Reports may be saved and used over and over again or possibly scheduled for publishing at 
specific times.  Reports can be private, viewable by only you or public, viewable by everyone.  To 
create reports requires selecting a report template and then choosing the time frames and other 
inputs to be included in the report.  Once the definitions are done, they can be saved to become 
available for either scheduled or manual creation of the report.  The dates you provide can be 
fixed dates, like “March 1-5, 2004” or sliding dates, like “This Quarter”, “Last Week”, etc.  Sliding 
dates are very useful for reports that you will reuse later. 
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General Information 
There are a total of 14 report templates.  Each report template belongs to one of three report 
suites.   

Each Report output has a Print  button located in the upper left hand corner and a Close  button 
located in the upper right hand corner. 

 

 

Hyperlinks:   Some reports have hyperlinks back to the specific calls that meet the criteria of the 
report.  These hyperlinks are numbers that appear in blue font.   

The hyperlink will take the user back to their Historical Calls in the OAISYS Client Application to a 
folder called Reports Drill Down .  For example, if the user clicked on the number 28 in the 
sample report above they would be taken to their historical calls as shown below: 
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Important Note:   Report output and results may vary depending on how the user running the 
report’s permissions are set.  The user permissions may also affect what the user sees in their 
Reports Drill Down folder in their Historical Calls section. 

CTI and non CTI mode can affect report results.  Specifically, the reports that use call direction 
may vary depending on the configuration of the system.   

 

Requirements 

Client PC Requirements 
Any client PC with access to the OAISYS Client Application may also (if permission has been 
granted) access the interactive reports.  The minimum requirements for these PCs are as follows: 

 
 Minimum  Recommended 
Operating System Windows 2000 SP4, 

Windows XP SP2, 
Windows XP SP2, 
Windows Vista SP1 

Processor 1.0 GHz 2+ GHz 
Memory 512 MB RAM 1+ GB RAM  
Hard Disk Space 50 MB Free 1+ GB Free 
Video Resolution 1024 x 768  

with 16 bit color 
1280 x 1024  
with 32 bit color 
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What Does This Report Really Tell Me? 
There are a total of 14 report templates.  Each report template belongs to one of three report 
suites.  Each report offers valuable information to you and your business.  The following provides 
a brief explanation of what each report really means and how it can benefit your business. 
 
Street View Reports 
 
Call Arrival Times  – This report tells you when your callers are calling you for each of your ad 
campaigns.  This report will help you determine what time of day you should run your ad 
campaigns.  For example, you ran a Radio Spot for a month at 8am, 10am, and 12pm.  You see 
from the report that most of your calls to the number provided in the Radio Spot arrived between 
10am and 12pm.  You may want to drop the 8am ad to save money.   
 
Callers by Area  – This report tells you what area code, office code, or zip code your callers are 
calling from.  This will help you determine what geographical area you should focus your 
marketing efforts.  For example, let’s say you ran a newspaper ad in three local newspapers.  The 
Callers by Area report shows that the majority of your calls are coming in from area code (602).  
This is the area code that corresponds with one of the ads you ran.  The other two ads 
correspond to area codes that are not calling in.  This tells you to focus your marketing efforts on 
the particular geographic area that corresponds to area code (602). 
 
Effectiveness Comparison  – This report tells you which ad campaigns are working best for you.  
This report tells you how many calls you are receiving for one or more ad campaigns and how 
much each of those calls is costing you.  For example, you ran an ad in the newspaper and you 
ran a radio spot.  The report shows you that you received 100 calls last week as a result of your 
newspaper ad and you received 60 calls last week as a result of your radio ad.  The report shows 
you how much each call cost you depending on the total cost of the ad campaigns. You can 
quickly look at the graphical chart to determine where you are getting most out of your marketing 
dollars.   
 
Ad Campaign Usage  – This report tells you how many calls your ad campaigns generated for a 
selected time period.  It tells you how much total time was spent on those calls and how long the 
average call lasted.  For example, you newspaper ad you ran for three months generated 3000 
calls in June, 2000 calls in July, and 3500 calls in August.  This report also shows you that the 
average call in June lasted 7 minutes while the average call in August lasted 3 minutes.  While 
more calls came in August, perhaps the more serious callers came in June.  This would tell you 
that perhaps next year’s budget should weigh more heavily in the month of June. 
 
Inbound Calls  – This report tells me how many calls for an extension, group of extensions or 
hunt group were received per ad campaign for the selected time frame.  For example, I can look 
at the report to quickly identify that my infomercial generated 568 calls to my Tier 1 Group and 
each call had an average duration of 8 minutes.  My Newspaper ad generated 400 calls to my 
Tier 1 Group and the average call lasted 6 minutes.  This tells me that I need to ad more agents 
to my Tier 1 Group since they are receiving the most calls and they last longest in duration.  This 
report also offers the ability to summarize by Call Data Field.  This is very powerful.  This can help 
determine why your callers are calling.  Are they serious about buying your product?  Are they 
renewing maintenance on an existing product?  Or do they simply have questions but are not 
planning to buy your product?  By entering extra information to calls in progress or after the fact, 
you can determine WHY your callers are calling you. 
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Tracer Usage Reports 
 
Inbound Calls  – This report tells you which extensions are busiest and how much time they are 
spending on inbound calls.  This report also shows you how long the average inbound call is per 
extension.  This is a general system report that can help you with many aspects of your business.  
For example, you may determine that one of your employees is spending too much time with 
each caller.   
 
Extension  – This report shows you the total calls both inbound and outbound for the selected 
extensions.  It also shows you total duration, average duration, and percentage of calls recorded 
for both inbound and outbound calls.  For example, you may look at the report and see that Greg 
at x1004 spends an average duration of 10 minutes on his outbound calls while everyone else 
spends an average of only 5 minutes on outbound calls.  You notice that 0% of Greg’s outbound 
calls are recorded.  You may want to start randomly recording Greg’s outbound calls to determine 
why he spends twice as much time on outbound calls as everyone else.  This is just one way this 
particular report can be used. 
 
System  – This report provides you with information on the system level.  How many calls does 
your system take per day, week or month?  How many calls were recorded?  How much time is 
being spent on calls?  This report can also be used to determine which shifts are the busiest.   
 
Tracer Port  – This report shows you the activity at the Tracer port level.  It reports how many 
total calls per port and what percentage of time each port is busy.  For example, if you have 24 
ports and the majority of these ports are busy 90% of the time it may be time to add more ports to 
your system.  
 
Employee Assessment Reports 
 
Employee Comparison  – This report shows you how an employee grades themselves 
compared to how their supervisor graded them on the same calls.  For example, let’s say Billy 
scored himself an average score of 4 out of 5 for the criteria of Knowledge while his supervisor 
scored him an average score of 2.  There is a discrepancy here that should be addressed.  Billy 
doesn’t spend much time studying because he thinks he is knowledgeable enough.  As a 
supervisor you can show him this report and encourage him to spend more time studying the 
knowledgebase.   
 
Employee Evaluation  – This report shows you how your employees are score overall and on 
each evaluation criteria.  For example, you run a report for last week and you see that Susie 
scored very high on ‘Friendliness’ but low on ‘Knowledge’.  James, on the other hand scored very 
low on ‘Friendliness’ but high on ‘Knowledge’.  It may a valuable training exercise for Susie and 
James to listen to each other’s calls so they can learn from each other. 
 
Employee Quality/Efficiency  – How efficient are your employees?  Does their quality suffer 
when their average talk time is low?  For example, Julie scores an overall grade of 3 for the 
month of June.  Her average talk time in June was 3 minutes, which is the company goal.  Julie 
scores an overall grade of 4.4 in July, but her average talk time went up to 5 minutes.  Maybe you 
need to consider adjusting your average talk time goal.   
 
Criteria Trend  – What trend does your new support team member show in the area of 
Knowledge?  Do his scores indicate he is becoming more knowledgeable as the weeks pass by?     
 
Group Trend  --  This report shows you how a group of employees are scoring over a period of 
time.  Are your sales staff scoring lower each month on their ‘Closing Statement’?  If so, maybe it 
is time for a refresher course on how to close sales.   
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Interactive Reports 

Accessing Tracer Reports 
Reports are viewed using the OAISYS Client application.  To access the Tracer Reports simply 
click on the Reports button in the lower left hand corner.  The following screen will display. 
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Logging In 
To access OAISYS Reports, you must have a Call Manager or Administrative user account.  You 
must have permission for each report created.   

 

Viewing Reports 
To view reports click on the Run a Saved Report option, after you’ve successfully logged in.  This 
view offers a radio button choice of ‘My Reports’, ‘Public Reports’ and ‘All Reports’.  Once you 
select a radio button a list containing all the reports that have been created will appear.  Please 
note there are no default reports in the system; so upon first login this list will be empty.   
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To View a Report 

1. Select the radio button to indicate My Reports, Public Reports or All Reports 

2. Select the report to run from the list. 
3. Click the Run Report  button to compile the report and display it. 

 
 

 

Creating New Reports 
The report needed may not be defined.  In this case a new report will need to be created.  Or 
alternatively, an existing report may need to be modified.  The process will follow a similar 
sequence.  You may want to change a report when fixed dates are used for the date range, and 
they need to be changed to reflect the new requirements. 
 
To create a new report or edit an existing report 

1. Click the “Create a New Report” option in the left pane to create a new report.  Click 
the “Run a Saved Report” link to edit an existing report.   

2. If changing a report, select the report from the list. 
3. If changing a report, it is important you click Save to ensure changes were saved. 
4. Continue following the instructions below for defining Street View, Tracer Usage 

Reports or Employee Evaluation Reports. 
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Tracer-Usage Reports 
The Tracer-Usage reports provide ways to view how the Tracer system has been used over 
selected periods of time.  This can include the entire system, certain ports or even specific users.  
These reports show the quantity and types of calls as well as how many of the calls were 
recorded. 
 
For each of the four reports in this report suite the total calls, in calls and out calls columns 
provide a link back to Historical Calls view.  These calls will appear in the ‘Reports Drill In’ folder.   
 
Each report shows a print button in the upper left hand corner and a close button in the upper 
right hand corner. 
 
Report Name Description 
Extension Views of calls to/from selected phone extensions 
Tracer Port  Views of port usage 
System System-wide usage views 
Inbound Calls Only Inbound calls are reported on 
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Extension Report 
 
Extension  – This report shows you the total calls both inbound and outbound for the selected 
extensions.  It also shows you total duration, average duration, and percentage of calls recorded 
for both inbound and outbound calls.  For example, you may look at the report and see that Greg 
at x1004 spends an average duration of 10 minutes on his outbound calls while everyone else 
spends an average of only 5 minutes on outbound calls.  You notice that 0% of Greg’s outbound 
calls are recorded.  You may want to start randomly recording Greg’s outbound calls to determine 
why he spends twice as much time on outbound calls as everyone else.  This is just one way this 
particular report can be used. 
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Select Report Inputs 
1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Tracer Usage from the Report Suite Drop Down. 
4. Select Extension from the Report Template 
5. Select the Extension type; Station, Hunt Group or Voice Mail.  You may check one or 

more extension types. 
6. Select the Report-Subject Options.  All or Selected extensions.  If you choose Selected 

Extensions an extension window will appear and you will select the desired extensions.   
7. Select whether to summarize by Extension (or Port) or use a time frame choice. 
8. When choosing ‘Extension (or Port)’, the check box may be marked to show the top ‘n’ 

items.  Enter a value for number items to show. 
9. Select one or more charting options.  For this specific report your choices are Bar Chart 

or Pie Chart.   
10. Select the Shift for the report from the drop down list.  (Please note shifts can be created 

from here if no existing shifts are available.) 
 
11. Each report must specify a range of dates for the data to be included in the report.  These 

dates can be fixed dates, like “March 1, 2004 through March 5, 2005” or sliding dates, 
like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

12. Choose either from the pull down list for sliding dates 
13. …Or set the ‘From’ and ‘To’ dates. 
14. When using a sliding date, enter the appropriate value for the parameter selected. 
15. Click on Save to save the report or click Run Report to run the report immediately.  
16. If you Save your report you must select your newly created report from the list of reports. 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified. 
 
Below is an example of the Report output for a Tracer Usage Extension Report: 
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Extension Report Outputs: 
 
Extension :  This is the extension number and the name associated with the extension. 
Total Calls :  This is the total amount of calls both inbound and outbound for the extension. 
Total Duration :  This is the total duration for all calls represented in hours. 
Avg Duration :  This is the average duration for all calls represented in hours, minutes and 
seconds.   
% Recorded :  This is the percentage of all calls that were recorded. 
In Calls :  This is the total number of inbound calls for the extension.   
Total Duration :  This is the total duration of all inbound calls for this extension. 
Avg Duration :  This is the average duration of all inbound calls for this extension. 
% Recorded :  This is the percentage of inbound calls that were recorded for this extension.   
Out Calls :  This is the total number of outbound calls for this extension. 
Total Duration :  This is the total duration of outbound calls for this extension represented in 
hours. 
Avg Duration :  This is the average duration of outbound calls for this extension represented 
in hours, minutes and seconds.   
% Recorded :  This is the percentage of outbound calls that were recorded for this extension.  
 
The bottom line is a summary of all extensions in the report. 
Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report.   
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Tracer Port Report 
 
Tracer Port  – This report shows you the activity at the Tracer port level.  It reports how many 
total calls per port and what percentage of time each port is busy.  For example, if you have 24 
ports and the majority of these ports are busy 90% of the time it may be time to add more ports to 
your system.  
 
 

 
 
Select Report Inputs 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Tracer Usage from the Report Suite Drop Down. 
4. Select Tracer Port from the Report Template 
5. Select the Report-Subject Options.  All or Single Port.  If you choose Single Port a port 

window will appear and you will select the desired port.   
6. Select whether to summarize by Tracer Port or use a time frame choice. 
7. When choosing ‘All Ports’, the check box may be marked to show the top ‘n’ ports.  Enter 

a value for number or ports to show. 
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8. Select one or more charting options.  For this specific report your choices are Bar Chart 
or Pie Chart.   

9. Select the Shift for the report from the drop down list.  (Please note shifts can be created 
from here if no existing shifts are available.) 

 
10. Each report must specify a range of dates for the data to be included in the report.  These 

dates can be fixed dates, like “March 1, 2004 through March 5, 2005” or sliding dates, 
like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

11. Choose either from the pull down list for sliding dates 
12. …Or set the ‘From’ and ‘To’ dates. 
13. When using a sliding date, enter the appropriate value for the parameter selected. 
14. Click on Save to save the report or click Run Report to run the report immediately.  
15. If you Save your report you must select your newly created report from the list of reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 
Below is an example of the Report output for a Tracer Usage Tracer Port Report: 
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Extension Report Outputs: 
 
Tracer Port :  This is the Port Number and extension programmed for that port number. 
Total Calls :  This is the total amount of calls for the port. 
Total :  This is the total duration for all calls for the port represented in hours. 
Avg :  This is the average duration per call for the port. 
Port % : This is the percent of time that the port is busy. 
 
The bottom line is a total for all ports in the report. 
Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report.   
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System Report 
 
System  – This report provides you with information on the system level.  How many calls does 
your system take per day, week or month?  How many calls were recorded?  How much time is 
being spent on calls?  This report can also be used to determine which shifts are the busiest.   
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Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Tracer Usage from the Report Suite Drop Down. 
4. Select System from the Report Template 
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5. Select which time frame to summarize by. 
6. Select one or more charting options.  For this specific report your choices are Bar Chart 

or Pie Chart.   
7. Select the Shift for the report from the drop down list.  (Please note shifts can be created 

from here if no existing shifts are available.) 
8. Each report must specify a range of dates for the data to be included in the report.  These 

dates can be fixed dates, like “March 1, 2004 through March 5, 2005” or sliding dates, 
like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

9. Choose either from the pull down list for sliding dates 
10. …Or set the ‘From’ and ‘To’ dates. 
11. When using a sliding date, enter the appropriate value for the parameter selected. 
12. Click on Save to save the report or click Run Report to run the report immediately.  
13. If you Save your report you must select your newly created report from the list of reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 
Below is an example of the Report output for a Tracer Usage System Report: 
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System Report Outputs: 
 
Week:  This column will vary depending on the summary option that was selected for the 
report.  This particular report shows the calendar week number and the ending date of the 
week. 
Total Calls:  This is the total amount of calls for every port in the system for the selected 
summary option.   
Total Duration:   This is the total duration in hours for all calls in the system for the selected 
time frame summary option. 
Avg Duration:   This is the average duration per call in hours, minutes and seconds. 
% Recorded:   This is the percentage of calls of the total calls that were recorded. 
In Calls:   This is the total inbound calls for the system for the time frame summary option 
selected. 
Total Duration:   This is the total duration in hours of inbound calls for the system for the 
timeframe selected. 
Avg Duration:   This is the average duration per call in hours, minutes and seconds for the 
inbound calls. 
% Recorded:   This is the percentage of inbound calls that were recorded. 
Out Calls:   This is the total outbound calls for the system for the time frame selected. 
Total Duration:   This is the total duration of outbound calls in hours. 
Avg Duration:   This is the average duration for each outbound call in hours, minutes and 
seconds. 
%Recorded:   This is the percentage of outbound calls that were recorded for the selected 
time frame.   
 
 
The bottom line is a total for all ports in the system. 
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Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report.   
 
Inbound Calls Report 
 
Inbound Calls  – This report tells you which extensions are busiest and how much time they 
are spending on inbound calls.  This report also shows you how long the average inbound 
call is per extension.  This is a general system report that can help you with many aspects of 
your business.  For example, you may determine that one of your employees is spending too 
much time with each caller.   
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Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Tracer Usage from the Report Suite Drop Down. 
4. Select Inbound Calls from the Report Template 
5. Select the extension types; Station, Hunt Group or Voice Mail. 
6. Select the specific extensions or hunt groups to report on. 
7. Select an option to summarize by.  Select only the top x number if applicable.   
8. Select one or more charting options.  For this specific report your choices are Bar Chart 

or Pie Chart.   
9. Select the Shift for the report from the drop down list.  (Please note shifts can be created 

from here if no existing shifts are available.) 
10. Each report must specify a range of dates for the data to be included in the report.  These 

dates can be fixed dates, like “March 1, 2004 through March 5, 2005” or sliding dates, 
like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

11. Choose either from the pull down list for sliding dates 
12. …Or set the ‘From’ and ‘To’ dates. 
13. When using a sliding date, enter the appropriate value for the parameter selected. 
14. Click on Save to save the report or click Run Report to run the report immediately.  
15. If you Save your report you must select your newly created report from the list of reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 
Below is an example of the Report output for a Tracer Usage Inbound Calls report: 
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Inbound Calls Report Outputs: 
 
Extension:  This column will vary depending on the summary option that was selected for 
the report.  In this example; the Extension option was selected so this column displays the 
extensions that were chosen for the report. 
Calls:   This is the total of all calls for the summary option.  (In this example it is all calls for 
the extention.)  There is a subcategory for this report for each DNIS.   
Total:   This is the total duration in hours for all calls for the extension.  (This example is for all 
DNIS numbers.) 
Avg:   This is the average duration of all calls in hours, minutes and seconds. 
%Total:   All calls for all selected extensions in the report will equal 100%.  This line item per 
extension (and per DNIS) represent the percentage of total calls for this extension.   
 
The bottom line is a total for all ports in the system. 
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Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report.   
 
 
 
 
 

 
Street View Reports 
The Street View reports allow you to see the responses to and effectiveness of your various Ad 
Campaigns.  Simply provide some basic information about your various advertising campaigns, 
like the name of the media (i.e. “Yellow Pages Ad”), the phone number used in the ad and the 
timeframe and cost of the ad.  By using a different phone number (DNIS number) in each of your 
various ads, the Ad Campaign reports can measure and show the phone calls that were received 
in response to these ads.  If Caller-ID is received with those phone calls, the area of the country, 
city or state where your ad had the most impact can be seen. 
 
Report Name Description 
Effectiveness Comparison Measure and compare effectiveness of Ads 
Call Arrival Times Shows when callers responded to an Ad 
Callers by Area Shows where callers we’re reached by an Ad 
Ad Campaign Usage Shows  
Inbound Calls Only inbound calls 
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Call Arrival Times Report 
 
Call Arrival Times  – This report tells you when your callers are calling you for each of your 
ad campaigns.  This report will help you determine what time of day you should run your ad 
campaigns.  For example, you ran a Radio Spot for a month at 8am, 10am, and 12pm.  You 
see from the report that most of your calls to the number provided in the Radio Spot arrived 
between 10am and 12pm.  You may want to drop the 8am ad to save money.   
 
 
 

 
 
 
Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Street View from the Report Suite Drop Down. 
4. Select Call Arrival Times from the Report Template 
5. Select the specific ad campaigns or all ad campaigns to report on. 
6. Enter a check mark to indicate you want to display a Line Chart if desired.   
7. Select the Shift for the report from the drop down list.  (Please note shifts can be created 

from here if no existing shifts are available.) 
8. Each report must specify a range of dates for the data to be included in the report.  These 

dates can be fixed dates, like “March 1, 2008 through March 5, 2008” or sliding dates, 
like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 
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9. Choose either from the pull down list for sliding dates 
10. …Or set the ‘From’ and ‘To’ dates. 
11. When using a sliding date, enter the appropriate value for the parameter selected. 
12. Click on Save to save the report or click Run Report to run the report immediately.  
13. If you Save your report you must select your newly created report from the list of reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 
Below is an example of the Report output for a Street View Call Arrival Times report: 
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Call Arrival Times Report Outputs: 
 
Ad Campaign:  This column lists the name and DNIS number of the Ad Campaigns selected 
for the report. 
Hour:   This is represented by the hour of the day followed by an A for a.m. and a P for pm.  If 
you selected a shift with many hours like the example above, the ad campaigns, hours and all 
other information will fall below.  The number in these hour columns represent how many 
calls arrived (inbound) at that particular hour for that ad campaign.  In the example above, we 
can see that 623 calls arrived at the 11am hour for the Ad Campaign that was run in the 
Arizona Republic.   
Total:   This is the total amount of calls that arrived per Ad Campaign over all hours in the 
report for the selected time frame. 
 
The bottom line is a total for all calls for all campaigns for the specific hour.   
Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report.   
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Callers by Area Report 
 
Callers by Area  – This report tells you what area code, office code, or zip code your callers 
are calling from.  This will help you determine what geographical area you should focus your 
marketing efforts.  For example, let’s say you ran a newspaper ad in three local newspapers.  
The Callers by Area report shows that the majority of your calls are coming in from area code 
(602).  This is the area code that corresponds with one of the ads you ran.  The other two ads 
correspond to area codes that are not calling in.  This tells you to focus your marketing efforts 
on the particular geographic area that corresponds to area code (602). 
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Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Street View from the Report Suite Drop Down. 
4. Select Callers by Area from the Report Template 
5. Select the specific ad campaign to report on. 
6. Select a summary option; your choices are Area Code, Office Code or Zip Code. 
7. Check the box to indicate you only want to display the top x number of area, office or zip 

codes.   
8. Enter a check mark to indicate you want to display one or more charting options.  Your 

choices are Bar Chart and Pie Chart.   
9. Select the Shift for the report from the drop down list.  (Please note shifts can be created 

from here if no existing shifts are available.) 
10. Each report must specify a range of dates for the data to be included in the report.  These 

dates can be fixed dates, like “March 1, 2008 through March 5, 2008” or sliding dates, 
like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

11. Choose either from the pull down list for sliding dates 
12. …Or set the ‘From’ and ‘To’ dates. 
13. When using a sliding date, enter the appropriate value for the parameter selected. 
14. Click on Save to save the report or click Run Report to run the report immediately.  
15. If you Save your report you must select your newly created report from the list of reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 
Below is an example of the Report output for a Street View Callers by Area report. 
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Callers by Area Report Outputs: 
 
Area, Office or Zip:  This column lists the summary option you selected for your report, 
either Area, Office or Zip code.  In the example above, the area code option was selected.  
The number in the rows below this column header represent the area, office or zip code 
number. 
City:  This is the city name that corresponds to the area, office or zip code. 
State:   This is the abbreviation for the state that corresponds to the area, office or zip code. 
New:  This is the number of calls that arrived from a unique caller.  For example, if the 
number 3 shows in this column and the number 4 shows in the ‘Total’ column this will mean 
that someone called twice.  This will give the viewer of the report an idea of how many repeat 
callers they are getting. 
%Total:   This is the percentage of New calls from the specific area, office or zip code.  (In the 
example above there were 146 new calls from Arizona out of 1233 new calls; this represents 
11.8% of the total new calls. 
Total:   This is the total amount of calls that arrived per area, office or zip code over all hours 
in the report for the selected time frame. 
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<No ID> means the area, office or zip code could not be determined. 
<Other> this number represents callers from area, office or zip codes that were not selected 
in your report.  For example, in the example above, we selected only the top 10 area codes.   
The bottom line is a total for all calls for all area, office or zip codes.   
Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report.   
 
Effectiveness Comparison Report 
 
Effectiveness Comparison  – This report tells you which ad campaigns are working best for 
you.  This report tells you how many calls you are receiving for one or more ad campaigns 
and how much each of those calls is costing you.  For example, you ran an ad in the 
newspaper and you ran a radio spot.  The report shows you that you received 100 calls last 
week as a result of your newspaper ad and you received 60 calls last week as a result of your 
radio ad.  The report shows you how much each call cost you depending on the total cost of 
the ad campaigns. You can quickly look at the graphical chart to determine where you are 
getting most out of your marketing dollars.   
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Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Street View from the Report Suite Drop Down. 
4. Select Effectiveness Comparison from the Report Template 
5. Select all ad campaigns or select specific ad campaigns to report on. 
6. Enter a check mark to indicate you want to display one or more charting options.  

Your choices are Bar Chart and Pie Chart.   
7. Select the Shift for the report from the drop down list.  (Please note shifts can be 

created from here if no existing shifts are available.) 
8. Each report must specify a range of dates for the data to be included in the report.  

These dates can be fixed dates, like “March 1, 2008 through March 5, 2008” or 
sliding dates, like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

9. Choose either from the pull down list for sliding dates 
10. …Or set the ‘From’ and ‘To’ dates. 
11. When using a sliding date, enter the appropriate value for the parameter selected. 
12. Click on Save to save the report or click Run Report to run the report immediately.  
13. If you Save your report you must select your newly created report from the list of 

reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 

Below is an example of the Report output for a Street View Effectiveness Comparison Report. 
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Effectiveness Comparison Report Outputs: 
 
Ad Campaign:  This column lists the Name of the Ad Campaign(s) selected for your report.  
Reminder:  Ad Campaigns are set up in the Administrator under Lists and Other Resources, 
Ad Campaign Lists, Ad Campaigns. 
DNIS Number:  This is the DNIS Number that corresponds to the Ad Campaign. 
Start:   This is the date and time the Ad Campaign started according to what was 
programmed in the Administrator. 
Stop:   This is the date and time the Ad Campaign stopped according to what was 
programmed in the Administrator. 
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Total Cost:   This is the total cost for the Ad Campaign in dollars and cents according to what 
was programmed in the Administrator.   
Cost this Period:   This is the adjusted amount for the cost of the Ad Campaign for the period 
selected in the report.   
New Calls:  This is the number of calls that arrived from a unique caller for the Ad Campaign.  
For example, if the number 3 shows in this column and the number 4 shows in the ‘Total’ 
column this will mean that someone called twice.  This will give the viewer of the report an 
idea of how many repeat callers they are getting. 
Cost per Call:  This is the cost per new call or new lead.   
Total Calls:   This is the total amount of calls that arrived per Ad Campaign for the selected  
time frame. 
 
The bottom line represents totals for all calls for all Ad Campaigns that were selected for the 
report along with the total costs, total new calls and total costs per new calls.   
Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report.   
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Ad Campaign Usage Report 
 
Ad Campaign Usage  – This report tells you how many calls your ad campaigns generated 
for a selected time period.  It tells you how much total time was spent on those calls and how 
long the average call lasted.  For example, you newspaper ad you ran for three months 
generated 3000 calls in June, 2000 calls in July, and 3500 calls in August.  This report also 
shows you that the average call in June lasted 7 minutes while the average call in August 
lasted 3 minutes.  While more calls came in August, perhaps the more serious callers came 
in June.  This would tell you that perhaps next year’s budget should weigh more heavily in the 
month of June. 
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Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Street View from the Report Suite Drop Down. 
4. Select Ad Campaign Usage from the Report Template 
5. Select all ad campaigns or select specific ad campaigns to report on. 
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6. Select a summary option for your report. Your options are to summarize by ad campaign 
or by time, date. 

7. Enter a check mark to indicate you want to display one or more charting options.  Your 
choices are Bar Chart and Pie Chart.   

8. Select the Shift for the report from the drop down list.  (Please note shifts can be created 
from here if no existing shifts are available.) 

9. Each report must specify a range of dates for the data to be included in the report.  These 
dates can be fixed dates, like “March 1, 2008 through March 5, 2008” or sliding dates, 
like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

10. Choose either from the pull down list for sliding dates 
11. …Or set the ‘From’ and ‘To’ dates. 
12. When using a sliding date, enter the appropriate value for the parameter selected. 
13. Click on Save to save the report or click Run Report to run the report immediately.  
14. If you Save your report you must select your newly created report from the list of reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 

Below is an example of the Report output for an Ad Campaign Usage Report. 
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Ad Campaign Usage Report Outputs: 
 
Month:  This column header appears only if you selected the summary option of Month.  The 
header will vary depending on what summary option you selected.   
Calls:  This is the total amount of calls for all Ad Campaigns selected for the report for the 
selected time frame.  The number in this column is a hyperlink back to the Reports Drill In 
folder that contains these calls and their recordings. 
Total:   This is total time in hours for all calls. 
Avg:   This is the average time per call for the selected ad campaign(s) in hours, minutes and 
seconds.   
%Total:   This is percentage of total calls for the selected summary option.   
 
The bottom line represents totals for all calls for all Ad Campaigns that were selected for the 
report along with the total time for all calls and the average time for all calls. 
 
Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report.   

 
 

Inbound Calls Report 
 
Inbound Calls  – This report tells me how many calls for an extension, group of extensions or 
hunt group were received per ad campaign for the selected time frame.  For example, I can 
look at the report to quickly identify that my infomercial generated 568 calls to my Tier 1 
Group and each call had an average duration of 8 minutes.  My Newspaper ad generated 
400 calls to my Tier 1 Group and the average call lasted 6 minutes.  This tells me that I need 
to ad more agents to my Tier 1 Group since they are receiving the most calls and they last 
longest in duration.  This report also offers the ability to summarize by Call Data Field.  This is 
very powerful.  This can help determine why your callers are calling.  Are they serious about 
buying your product?  Are they renewing maintenance on an existing product?  Or do they 
simply have questions but are not planning to buy your product?  By entering extra 
information to calls in progress or after the fact, you can determine WHY your callers are 
calling you. 
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Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Street View from the Report Suite Drop Down. 
4. Select Inbound Calls from the Report Template 
5. Select the extension type or types to report on.  Your options are extension, hunt 

group or voice mail. 
6. Select a summary option for your report. Your options are to summarize by ad 

campaign or by time, date or User Defined Call Data Field. 
7. Enter a check mark to indicate you want to display one or more charting options.  

Your choices are Bar Chart and Pie Chart.   
8. Select the Shift for the report from the drop down list.  (Please note shifts can be 

created from here if no existing shifts are available.) 
9. Each report must specify a range of dates for the data to be included in the report.  

These dates can be fixed dates, like “March 1, 2008 through March 5, 2008” or 
sliding dates, like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

10. Choose either from the pull down list for sliding dates 
11. …Or set the ‘From’ and ‘To’ dates. 
12. When using a sliding date, enter the appropriate value for the parameter selected. 
13. Click on Save to save the report or click Run Report to run the report immediately.  
14. If you Save your report you must select your newly created report from the list of 

reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 

Below is an example of the Report output for an Inbound Calls Report. 
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Inbound Calls Report Outputs: 
 
Extension:  This column header appears only if you selected the summary option of 
Extension.  The header will vary depending on what summary option you selected.  For this 
report I selected to summarize the hunt groups by Extension and Ad Campaign; so the hunt 
group extension is listed along with a line for each Ad Campaign. 
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Calls:  This is the total amount of calls for all Ad Campaigns selected for the report for the 
selected time frame.  The number in this column is a hyperlink back to the Reports Drill In 
folder that contains these calls and their recordings. 
Total:   This is total time in hours for all calls. 
Avg:   This is the average time per call for the selected ad campaign(s) in hours, minutes and 
seconds.   
%Total:   This is percentage of total calls for the selected summary option.   
 
The bottom line represents totals for all calls for all Ad Campaigns for all extensions that were 
selected for the report along with the total time for all calls and the average time for all calls. 
 
Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report.   
 

Employee Assessment Reports 
 
The employee Assessment reports provide ways to view how the employees score according to 
evaluations performed on their calls.  Trend reports will show how employees do across different 
criteria.  Comparison reports can determine how employees scores compare to one another. 
 
Report Name Description 
Employee Comparison  Reports on employees’ grades for evaluations in comparison to 

other employees grades 
Employee Evaluation  Reports showing one or more employees’ evaluations on one or 

more criteria 
Employee Quality/Efficiency  Report showing employee’s grades for evaluations 
Criteria Trend Report showing grading trends according to specific criteria 
Group Trend Report showing grading trends according to groups of employees 
 
Employee Comparison Report  
 
Employee Comparison  – This report shows you how an employee grades themselves 
compared to how their supervisor graded them on the same calls.  For example, let’s say Billy 
scored himself an average score of 4 out of 5 for the criteria of Knowledge while his supervisor 
scored him an average score of 2.  There is a discrepancy here that should be addressed.  Billy 
doesn’t spend much time studying because he thinks he is knowledgeable enough.  As a 
supervisor you can show him this report and encourage him to spend more time studying the 
knowledgebase.   
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Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Employee-Assessment from the Report Suite Drop Down. 
4. Select Employee-Comparison from the Report Template 
5. Select the evaluation from the drop down list. 
6. Select the extension of the employee you wish to report on. 
7. Enter a check mark to indicate you want to display a Bar Chart. 
8. Select the Shift for the report from the drop down list.  (Please note shifts can be created 

from here if no existing shifts are available.) 
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9. Each report must specify a range of dates for the data to be included in the report.  These 
dates can be fixed dates, like “March 1, 2008 through March 5, 2008” or sliding dates, 
like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

10. Choose either from the pull down list for sliding dates 
11. …Or set the ‘From’ and ‘To’ dates. 
12. When using a sliding date, enter the appropriate value for the parameter selected. 
13. Click on Save to save the report or click Run Report to run the report immediately.  
14. If you Save your report you must select your newly created report from the list of reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 

Below is an example of the Report output for an Employee Comparison Report. 
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Employee Comparison Report Outputs: 
 
Grader:  This column includes Self (meaning the selected employee) and Supervisor 
(meaning the selected employee’s supervisor). 
Following Columns:  Each column that follows represents a criteria from the selected 
evaluation.  The number in the column represents the average score across all evaluations 
for the selected time frame for the criteria.   
Weighted Average:   This column represents the average of all criteria for the selected 
evaluation.  This report takes into account the weights of each criteria.  For example, 
Politeness may be weighted in the evaluation as 40% while Knowledge is weighted at only 
20%.  
 
Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report.   
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Employee Evaluation Report  
 
Employee Evaluation  – This report shows you how your employees are score overall and on 
each evaluation criteria.  For example, you run a report for last week and you see that Susie 
scored very high on ‘Friendliness’ but low on ‘Knowledge’.  James, on the other hand scored very 
low on ‘Friendliness’ but high on ‘Knowledge’.  It may a valuable training exercise for Susie and 
James to listen to each other’s calls so they can learn from each other. 
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Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Employee-Assessment from the Report Suite Drop Down. 
4. Select Employee-Evaluation from the Report Template 
5. Select the evaluation from the drop down list. 
6. Select the Grader you’d like to include in your report; your options are Self, 

Supervisor and All.   
7. Select All Extensions or specific extensions you want to report on. 
8. Chose your sort option; Extension, Ungraded Calls, Graded Calls or Weighted 

Average.  This is the order in which you want to display your report.  
9. Enter a check mark to indicate you want to display a Bar Chart. 
10. Select the Shift for the report from the drop down list.  (Please note shifts can be 

created from here if no existing shifts are available.) 
11. Each report must specify a range of dates for the data to be included in the report.  

These dates can be fixed dates, like “March 1, 2008 through March 5, 2008” or 
sliding dates, like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

12. Choose either from the pull down list for sliding dates 
13. …Or set the ‘From’ and ‘To’ dates. 
14. When using a sliding date, enter the appropriate value for the parameter selected. 
15. Click on Save to save the report or click Run Report to run the report immediately.  
16. If you Save your report you must select your newly created report from the list of 

reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 

Below is an example of the Report output for an Employee Evaluation Report. 
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Employee Evaluation Report Outputs: 
 
Extension:  This column lists the extensions selected for the report.  The name associated 
with the extension and the extension numbers are listed.   
Ungraded Calls:  This number represents the calls that have the selected evaluation 
available but were not graded yet.  Not Graded means either the evaluation has not yet been 
started or the evaluation is in progress.  This number has a hyperlink back to the calls that 
have the evaluation associated with them that have not yet been evaluated. 
Graded Calls:   This number represents calls that have the selected evaluation associated 
with them with a ‘Completed’ status. This number has a hyperlink back to the calls that have 
the evaluation associated with them that have been evaluated. 
Following Columns:  Each column that follows represents a criteria from the selected 
evaluation.  The number in the column represents the average score across all evaluations 
for the selected time frame for the criteria.   
Weighted Average:   This column represents the average of all criteria for the selected 
evaluation.  This report takes into account the weights of each criteria.  For example, 
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Politeness may be weighted in the evaluation as 40% while Knowledge is weighted at only 
20%.  
 
The bottom line in this report is an Average for all extensions selected for the report for each 
criteria and a total overall average across all criteria.   
 
Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report.   
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Employee Quality/Efficiency Report  
 
Employee Quality/Efficiency  – How efficient are your employees?  Does their quality suffer 
when their average talk time is low?  For example, Julie scores an overall grade of 3 for the 
month of June.  Her average talk time in June was 3 minutes, which is the company goal.  Julie 
scores an overall grade of 4.4 in July, but her average talk time went up to 5 minutes.  Maybe you 
need to consider adjusting your average talk time goal.   
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Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Employee-Assessment from the Report Suite Drop Down. 
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4. Select Employee-Quality/Efficiency from the Report Template 
5. Select the evaluation from the drop down list. 
6. Select All Criteria or a Single Criteria to report on.     
7. Chose your sort option; Extension, Ungraded Calls, Graded Calls or Weighted Average.  

This is the order in which you want to display your report.  
8. Enter a check mark to indicate you want to display a Chart.  This is not a bar or pie chart, 

but rather a unique chart. 
9. Select the Shift for the report from the drop down list.  (Please note shifts can be created 

from here if no existing shifts are available.) 
10. Each report must specify a range of dates for the data to be included in the report.  These 

dates can be fixed dates, like “March 1, 2008 through March 5, 2008” or sliding dates, 
like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

11. Choose either from the pull down list for sliding dates 
12. …Or set the ‘From’ and ‘To’ dates. 
13. When using a sliding date, enter the appropriate value for the parameter selected. 
14. Click on Save to save the report or click Run Report to run the report immediately.  
15. If you Save your report you must select your newly created report from the list of reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 

Below is an example of the Report output for an Employee Quality/Efficiency Report. 
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Employee Quality/Efficiency Report Outputs: 
 
Extension:  This column lists the extensions selected for the report.  The name associated 
with the extension and the extension numbers are listed.   
Total Calls:  This number represents the calls that have the selected evaluation available; 
they may be graded or not graded.  This number is a hyperlink back to the calls with the 
associated evaluation available.  
Graded Calls:   This number represents calls that have the selected evaluation associated 
with them with a ‘Completed’ status. This number has a hyperlink back to the calls that have 
the evaluation associated with them that have been evaluated. 
Avg Grade:  This number represents the average grade across the selected criteria or all 
criteria for all completed evaluations.   
Avg Duration:   This is the average duration per graded call.   
 
The bottom line in this report is an Average grade for all extensions selected for the report 
for all criteria or a single criteria and an Average Duration  for all graded calls.   
 
Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report 
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Criteria Trend Report 
 
Criteria Trend  – What trend does your new support team member show in the area of 
Knowledge?  Do his scores indicate he is becoming more knowledgeable as the weeks pass by?     
 

 
 

Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Employee-Assessment from the Report Suite Drop Down. 
4. Select Criteria Trend from the Report Template 
5. Select the evaluation from the drop down list. 
6. Select the Grader for your report.  Your options are Self, Supervisor or All.     
7. Chose the extension or extensions you want to include in your report. 
8. Select a summary option of Week, Month or Quarter. 
9. Enter a check mark to indicate whether or not you want to display a Line Chart.   
10. Select the Shift for the report from the drop down list.  (Please note shifts can be 

created from here if no existing shifts are available.) 
11. Each report must specify a range of dates for the data to be included in the report.  

These dates can be fixed dates, like “March 1, 2008 through March 5, 2008” or 
sliding dates, like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

12. Choose either from the pull down list for sliding dates 
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13. …Or set the ‘From’ and ‘To’ dates. 
14. When using a sliding date, enter the appropriate value for the parameter selected. 
15. Click on Save to save the report or click Run Report to run the report immediately.  
16. If you Save your report you must select your newly created report from the list of 

reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 
Below is an example of the Report output for a Criteria Trend Report. 
 

 
 
Criteria Trend Report Outputs: 
 
Criteria:  This column lists the criteria selected for the report.   
The following columns will vary:  These columns will vary depending on the summary 
option you selected in the report template; either Week, Month or Quarter will appear in these 
columns. 
Weighted Average:  This number represents the weighted average of all criteria in your 
report.     
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Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report 
 

Group Trend Report 
 
Group Trend  --  This report shows you how a group of employees are scoring over a period of 
time.  Are your sales staff scoring lower each month on their ‘Closing Statement’?  If so, maybe it 
is time for a refresher course on how to close sales.   
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Select Report Inputs 
 

1. Enter a name for the report. 
2. Select the Report Scope—Private for personal use or Public for everyone to see. 
3. Select Employee-Assessment from the Report Suite Drop Down. 
4. Select Group Trend from the Report Template 
5. Select the evaluation from the drop down list. 
6. Select the single criteria or all criteria to report on. 
7. Select a summary option of Week, Month or Quarter. 
8. Enter a check mark to indicate whether or not you want to display a Line Chart.   
9. Select the Shift for the report from the drop down list.  (Please note shifts can be created 

from here if no existing shifts are available.) 
10. Each report must specify a range of dates for the data to be included in the report.  These 

dates can be fixed dates, like “March 1, 2008 through March 5, 2008” or sliding dates, 
like “This Quarter”, “Last Week”, the “Last 7 Days”, etc. 

11. Choose either from the pull down list for sliding dates 
12. …Or set the ‘From’ and ‘To’ dates. 
13. When using a sliding date, enter the appropriate value for the parameter selected. 
14. Click on Save to save the report or click Run Report to run the report immediately.  
15. If you Save your report you must select your newly created report from the list of reports. 
 
Important Note:   The call data shown in a report is limited to only the calls that started within 
the date range specified and are for the shift specified.   
 
Below is an example of the Report output for a Group Trend Report. 
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Group Trend Report Outputs: 
 
Extension:  This column lists the extension (name and number) of each person who has the 
selected evaluation associated with them.   
The following columns will vary:  These columns will vary depending on the summary 
option you selected in the report template; either Week, Month or Quarter will appear in these 
columns. 
Weighted Average:  This number represents the weighted average of all criteria in your 
report.     
 
Please note that all column totals are for the time frame selected and for the shift selected.  
This information can be found at the top of the report 
 
 



OAISYS Reports Guide page 63  
 

Shifts 
For each report you must specify the range of hours and days of the week for the data to be used 
in creating the report.  This range of hours is defined as the “Shift”.   
Access available shifts from any Report template.  Create new shifts, copy, edit and delete shifts 
from here too.   
 
Important Note:   The call data shown in a report is limited to only the calls started within shift 
days and hours. 
 

 
 
To Create a New Shift 

1. Enter a name for your shift in Shift Title.   
2. Enter the starting and stopping time for the shift. 
3. Select the days of the week for the shift. 
4. Click Save. 

 



OAISYS Reports Guide page 64  
 

Scheduling Reports 

Overview 
OAISYS TRACER REPORTER includes a powerful scheduling feature.  Reports can be 
scheduled to run on a daily, weekly or monthly basis at a specific time.  This publishing can be 
directed to print the reports, output the reports to a file in a selected format and/or even e-mail a 
copy of the reports to one or more e-mail addresses. 
 
Some examples of how this capability might be used include: 

�  The sales manager would like the “Sales Calls” report for the week e-mailed to him every 
Friday at 5pm. 

�  The Customer Service Manager would like all of the employees on his team to receive an 
“Employee Comparison” report via email every Friday.   

�  The VP of Marketing wants a printout of the “Weekend Advertising Reponses” report 
printed out and waiting for him every Monday morning. 

�  The head of Information Services wants the internal web site to be automatically updated 
every night with the “Call Traffic” report. 

 
The setup and viewing of scheduled reports can be accomplished by accessing the 
Administrative client application.   

Viewing Scheduled Reports 
The Scheduled Reports selection in the Administrator displays the list of reports that are presently 
scheduled.  A scheduled report will remain ‘scheduled’ until it is removed by deleting it from the 
schedule, which is accomplished by highlighting that scheduled item and pressing the Delete 
button.   
Note:  Deleting a scheduled report does not delete the ‘Saved Report’ itself; it simply deletes the 
automatic report transaction. 
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The scheduled reports will be displayed in list form on the right.  Highlight a report to edit, copy or 
delete it.   
 
 Description —The name of the report. 
 Interval —Automatic report interval; daily, monthly or weekly. 
 Next Run Time —The date and time the report is scheduled to run. 
 Times Run —The number of times this report has automatically run. 

Inception —The date and time the report schedule was created. 

Scheduling a Report (New or Edit) 
To add a report to the schedule 

1. Click on the ‘New’ icon to create a new scheduled report or click ‘Edit’ to change an 
existing item.  You will be presented a series of screens to complete. 

2. The first screen provides a line for you to enter a unique descriptive name for your 
schedule item, the time to run the report and a radio button to indicate how often you’d 
like to generate the report. 
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3. Click the double arrows to continue on to the Daily/Weekly/Monthly screen.  Select the 

day/days you want the report to run. 
 

 
 

4. A list of the available reports will be provided in the Schedule Report screen.  Select the 
reports to be included in the schedule by entering check marks.   Multiple reports can be 
run on each scheduled entry. 
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5. Click the double arrows to continue. 

6. Next, decide whether all reports are placed into a single file or if a file will be created for 
each report.  Then define the destination for the report.  You can select the report to be:  
a) Saved to a file; b) Sent to a Printer; c) Sent as E-mail; d) or any combination of the first 
3 choices. 

 

 
 

 

7. When Save to File  is selected, you will need to provide the directory path where the file 
(or files) will be saved.  Also you will specify the format of the report file, including: MHT, 
HTML, PDF, Excel or Text.  Note:  It is not possible to save graphs in a text file format. 
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8. When Send to Printer  is selected, choose a printer to send the file and specify the 
number of copies to be printed.  The printer can be the ‘Default Printer’ or to a specific 
printer (directly connected or shared over the LAN).       

 
9. When Send to Email  is selected, you will need to enter the destination e-mail address(s) 

(for multiple e-mail addresses use a semi-colon between the addresses).  You will also 
need to enter a “Subject” as well as any text “Message” to go with the report.  You will 
also select one of the report file formats, including: MHT, HTML, PDF, Excel or Text.  
Note: It is not possible to save graphs in a text file format. 

 

10. Click Finish  when done.  Your newly scheduled report(s) will appear in the Report 
Automatic Transaction screen. 
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Administering Report Data 

Report Data 
Report data consists of tables for defining lists for Ad Campaigns, DNIS/DID numbers, Area Code 
tables and Office Code tables.  The lists and other data can be administered through the OAISYS 
Administrator.   
 

Importing Area and Office Code Data 
The system is shipped with the current Area Codes and States tables already loaded.  No Office 
Codes files are loaded since these will vary with each location and the level of details needed for 
the surrounding area associated with the Ad Campaign. 
 
The report engine includes an automatic import function so that some of the above types of 
information can be easily updated.  Importing these larger tables, such as Area Code, State and 
Office Code, reduces the amount of time for creating this information.  Two methods can be used 
to import these tables.  If the system has access to the Internet, then a link is made into the 
OAISYS FTP site to download the file selected.  If no Internet access is provided, the files will first 
need to be downloaded from the OAISYS FTP site and then copied into the Import folder on the 
OAISYS Server PC . 
 
To Download Data Directly   

1. Select Downloads to open the screen to show the Area Code file, the States file and all 
Office Code files. 
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2. Click the States  link to download this file first.  Note:  This file should always be imported 
first. 

3. Next click the AreaCodes  link for importing the Area Code table. 
4. Click the number representing the Area Codes that you would like to offer more detailed 

City information about the callers.  Hint:  After loading the Area Code tables, you can 
change the Administrative Options to Area Codes  and choose a state to find all Area 
Codes in your area.  Then return to Import-File Downloads  and click on each Area 
Code to be imported. 

 
 

 
To Import Data Manually 

1. Using a PC with Internet access, download the files desired from the OAISYS FTP site 
(ftp://ftp.oaisys.com/pub/downloads/AreaCodes/). 

2. Make certain the Report Engine is running on the Tracer Server PC. 
3. Find the “Import” sub-directory where Tracer Report Engine was installed.  This is usually 

“C://Program Files/CTS/ReportEngine”. 
4. Copy the .CSV files downloaded in step 1 into the “Import” folder in the following order:  

1) States.csv; 2) AreaCodes.csv; and then 3) any office code tables needed for your 
calling patterns. 

5. The files will be deleted from this sub-directory once it has been added to the database. 

Data Formats 
The files imported can be created manually if desired.  The following defines their formats and 
provides a sample for each.  All of the files must be *.CSV format, which are comma-delimited 
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text files that can be created, edited and saved/exported directly in Microsoft Excel as well as 
other programs.  Each file must contain a header line, although the contents for the titles are not 
important, or the first entry in the file will be treated as a header and will be ignored.  Each field 
should be placed in quotation marks, especially if additional punctuation is included in the field.  
For example, “New York, NY” will be treated as one entry if in quotations.  If not, “New York” will 
be placed in one field and “NY” will be placed in the next. 
 
File #1: Area Codes – File name format: AreaCodes.c sv 

Column #   Data Example 
1 Country Country “USA” 
2 State State Abbreviation “AZ” 
3 AreaCode Area Code Number “602” 
4 Descript Description “Phoenix Metro Area” 

 
Sample Format: 
Country,State,AreaCode,Descript 
USA,NJ,201,"N New Jersey: Jersey City, Hackensack " 
USA,DC,202,"Washington, D.C." 
USA,CT,203,Connecticut: Fairfield and New Haven County 
Canada,MB,204,Canada: Manitoba 
 
 
 
 
File #2: States – File name format: States.csv 

Column #  Header Data Example 
1 Abbrev State Abbreviation “AZ” 
2 Descript State Description “Arizona” 
3 Country Country Description “USA” 

 
Sample Format: 
Abbrev,Descript,Country 
AL,ALABAMA,USA 
AK,ALASKA,USA 
AS,AMERICAN SAMOA,USA 
AZ,ARIZONA ,USA 
 
File #3: Office Codes – File name format: Office_xx x.csv ®®®®  xxx = the area code 

Column #  Header Data Example 
1 NPA Area Code Number “602” 
2 NXX Office Code 1 - Start “490” 
3 NXX Office Code 2 - End “512” 
4 CITY Area Description “Southeast Phoenix” 
5 ZIP1 Zip Code “85044” 

 
Sample Format: 
"NPA","NXX","NXX","CITY","ZIP1" 
"201","200","200","Jersey City","07304" 
"201","202","202","Hackensack (Cellular)","07601" 
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Access Control 

Usernames and passwords should be created to control and restrict access to the report data and 
call recordings.    These usernames and passwords are created and maintained by an 
Administrator . 
 
For details on creating usernames, passwords and access to applications and specific reports, 
please refer to the “OAISYS Administrator Guide” . 
 
 
 
 
  
 


