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ACD Reporting  

Overview 

ACD real time reports and other ACD statistics can be configured on the SCS 
system. An administrator can produce reports relating to individual agents, the 
ACD queue and calls to the queue. The status of the agents, whether they are 
signed in or out of the ACD, can also be determined and viewed from the SCS 
system’s Agent Status screen and ACD Supervision screen. 

 
SCS users can be assigned ACD Agent Supervisor status. When the supervisor 
logs into their user portal they are presented with a variety of ACD, Call, Queue 
and Agents statistics. 
 

 
 
Please refer to the ACD Agent Supervisor section of this guide. 
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Accessing the SCS Programming Interface. 

Web Browser requirements for accessing the SCS system 

Avaya recommends the following browsers for accessing the GUI of the SCS: 
  
• Mozilla Firefox 3.5 or later  
• Internet Explorer version 7.0 or later  
 
In order to configure the Software Communications System you will need to login 
to the system with an account that has administrative privileges. 
 
Please refer to the SCS 4.0 Configuring User Profiles Task Based Guide for 
details of how to create users and assign them administrative privileges. 
 
The following procedure describes how to access the SCS web browser 
administration utility: 
 

1. Open your web browser and enter the IP address or FQDN (Fully Qualified 
Domain Name) of the SCS system in the address bar. Then press enter. 

 

 
 

2. Depending on your browser settings, you may receive a warning concerning 
the site’s security certificate. Approve the certificate by clicking on OK (or 
Yes, depending on which browser you are using) to continue browsing to 

the SCS administrator portal. 
 

3. If you are using Mozilla Firefox 3.6, an exception will have to be added to a 
security certificate exception. Click on the I Understand the Risks link. 
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4. Click on Add Exception. 
 

 
 

5. Click Get Certificate. This is a default certificate installed by the system at 
the point of installation to ensure security. To avoid exception messages in 
the future you can install a trusted certificate from within the browser – open 
the System menu and select Web Certificates. 
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6. Now click Confirm Security Exception. 
 

 
 

7. You will be presented with the initial login screen. Enter the user id 
superadmin and the password (PIN) previously defined by the 
administrator. Then click the Login button. 
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Note: For details of how to configure Users for the SCS please refer to the SCS  
4.0 Configuring User Profiles Task Based Guide.  

 
8. You will be presented with the SCS Interface. 
 

 

Viewing Real Time ACD Statistics 

By default, the SCS system provides a number of Real Time ACD statistics. 
 
To view ACD reports: 
 

1. Click the Features heading followed by ACD. 
 

 
 
2. You will be presented with the ACD Servers screen. Select the Server 

Location as required. 
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3. The ACD Server screen will be displayed. From this screen real time details 
can be obtained relating to Agent Statistics, Call Statistics and Queue 
Statistics. 

 

 
 

Agent Statistics 

1. To view Agent Statistics select the Agents Statistics link. 
 

 
 

2. The Agent Statistics section of the ACD Server window provides 
information about the current status and total time that an agent has been in 
a specific state. 
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3. The queues to which the agents are assigned can be selected from the 
queue drop down box. 

 

 
 
4. The User ID of the agent is displayed. 

 

 
 

5. The Status of the agent is also displayed. A Busy status signifies that the 

agent is processing a call. Agents available to handle new calls will be 
displayed in an Idle status. 

 

 
 
 



ACD Reporting 

12  NN40010-517 Issue 1.3 SCS 4.0  

6. The Total Time that an agent has been in a particular state is also 
displayed. 

 

 
 

7. The Status of the agents will be refreshed every 30 seconds, if the Refresh 
every 30 seconds check box is left selected. 

 

 
 

8. To change the refresh interval, select the Refresh Interval check box and 

click the seconds value. 
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9. Enter a new value in the Refresh every field and click the Save button. 
 

 
 

10. The new interval will be displayed. 
 

 
 

Call Statistics  

1. To view ACD Call Statistics, click the Call Statistics link. 
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2. Then select the queue  to be viewed from the drop down list. 
 

 
 
3. The Call Statistics screen will be displayed.  

 

 
 
4. The Caller details are displayed. 
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5. The Agent who is handling the call is displayed. 
 

 
 

6. The Queue to which the call was presented is displayed. 

 

 
 

7. The Status of the call is displayed, such as In Progress or Waiting. 
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8. The caller’s Wait Time in the queue is displayed. 
 

 
 

9.  The total Processing Time that the agent has handled the call is 

displayed.  
 

 
 

Queue Statistics  

1. To view Queue statistics, click the Queue statistics link. 
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2. The ACD Queues will be displayed. 
 

 
 

3. The total number of agents assigned and logged in to the queue is 
displayed. 

 

 
 
4. The number of Idle agents is displayed. 
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5. The number of Busy Agents who are unavailable to take an ACD call is 
displayed. 

 

 
 

6. The number of queued Calls is displayed. 

 

 
 

7. The average time that callers have to wait before an agent answers the call 
is displayed. The Average Wait Time is calculated based on calls received 
during the last 30 minutes only. 
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Agent Status 

The Agent Status facility allows you to view the current state of all ACD agents. 
The agents can be signed in and out via this interface. 
 

1. From the main interface of the SCS, select Features, followed by Agent 
Status. 

 

 
 

2. The ACD Presence screen will be displayed. In this example, agent Tony, 
and agent 201 are signed in. 

 

 
 
3. To sign out an agent, select the check box for the agent and click on the 

Sign Out button. 
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4. The agent will then be signed out of the queue. 
 

 

ACD Historic Reports 

Historic reports can be obtained in relation to the ACD and Agents call activity.  
 

1. To access these reports, select the Diagnostics link, followed by ACD 
Reports. 

 

 
 
2. The ACD Historic Reports screen will be displayed. 
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3. To view a report, click the associated link for that report. 
 

 
 
4. The Start and End period for a report can be defined by selecting the 

Calendar icons on the ACD Historic Reports screen.  
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5. The required Start and End dates can then be selected. 
 

 
 
6. A report can be downloaded and its data saved in a required format. After 

selecting the report to be produced, click the Download link. 
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7. The report can then be saved to a defined location or opened in a defined 
format, such as Microsoft Excel. 

 

 
 

8. In this example, the report has been opened as an Excel spreadsheet. 
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Agent Availability Report 

This report shows the ACD Agent’s User ID, the time they signed in to an ACD 
queue and the time they signed out of the queue. 
 

 

Agent Availability Summary 

This report shows the User ID of the agents and the length of time in minutes that 
they were signed into an ACD queue. 
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Agent Activity Summary 

This report shows the agent’s User ID, the number of ACD calls that the agent 
handled, the total handle time for those calls, the average time spent on a call, the 
maximum time spent on an ACD call, and the minimum time spent on an ACD call. 
 

 

All Queue Activity 

This report shows the ACD calls that were offered to an ACD queue, how many of 
those calls were answered, and how many were abandoned by the caller. 
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Handled Calls in Queue 

This report shows how many calls were handled by a queue, the average time 
callers waited before their calls were answered, and the maximum time that callers 
waited for their call to be answered. 
 

 
 

Abandoned Call Summary 

This report shows how many calls have been abandoned when unanswered by a 
queue. The average wait time for a call to be abandoned is displayed, along with 
the longest time a caller waited before abandoning their call. 
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Abandoned Calls 

This report details the time that a call was presented to a queue and the duration of 
the call before it was abandoned. Details relating to the caller are also displayed. 

 

 

Agent Call Details 

This report details the calls that a specific agent has handled. It shows the agent’s 
User ID, the queue the agent was logged into, the start and end times of the calls 
they handled, the duration of the calls, and details of the caller. 
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ACD Agent Supervisor 

Users can be configured on the SCS to supervise a group or groups of ACD 
agents and obtain ACD statistics regarding those agents. Statistics are accessible 
from the supervisor’s User Portal. 
 
The agents who will be supervised, must first be assigned to user group: 
 

1. From the SCS home page, select Users followed by the User Groups link. 
 

 
 
2. The User Groups page will be displayed. Click the Add Group link. 
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3. The Add New Group page will be displayed. In the name field enter a name 
for this group. 

 

 
 
4. Enter a description for this group in the Description field. 
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5. If branches have been configured on the SCS, they will be displayed from 
the Branch drop down box. For details relating to branch configuration and 

use, please refer to the SCS 4.0 Device Configuration – Gateways Task 
Based Guide. 

 

 
 

6. Click the Apply button followed by the OK button. 
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7. Select Users, from the Users menu. 
 

 
 

8. You should now assign each of the agents to be supervised to the user 
group you have just created. Select the first agent from the Users page. 
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9. The details for the agent (user) will be displayed. 
 

Note: To be supervised, users must be assigned to the required ACD Queues. 

 

 
 

10. Enter the name of the user group previously created in steps 1 to 6 above. 
As the name is entered, matching group names will be displayed. 

 

 
 
11. Click the Apply button followed by the OK button. 
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12. Repeat this process for each ACD agent to be supervised. 
 

13. The ACD supervisor can now be defined. Select the link for the user to be 
assigned supervisory privileges. 

 

 
 

14. The details for the user will be displayed. Click the ACD Agent Supervisor 
link. 
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15. The ACD Agent Supervisor page will be displayed. 
 

 
 
16. In the ACD Agent Supervisor field, enter the name of the User Group 

containing the agents who will be supervised. As you enter the name, 
matching group names will be displayed. 
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17. Click the Apply button, followed by the OK button. 
 

 
 

18. Logout of the SCS then sign back in with the login details of the supervisor’s 
user account. 
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19. The user will now have supervisor status. 
 

 

 
 
The supervisor can sign agents in and out of the ACD queues to which they are 
assigned. 
 

20. Select the ACD Supervision link. 
 

 
 

21. Select the ACD server to be used.  
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22. Followed by Agent Presence. 
 

 
 
23. Agents can be signed in and out of the ACD queues. 
 

 
 
24. In this example, agent 201 has been signed out. 
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25. Further ACD statistics are available by selecting the required statistics link.  
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Avaya Documentation Links 

 SCS 4.0 ACD Setup and Operation Task Based Guide. 
 

 SCS 4.0 Diagnostics Task Based Guide. 
 

 SCS 4.0 Configuring User Profiles Task Based Guide 
 

 SCS 4.0 System Configuration Task Based Guide 
 

 SCS 4.0 Device Configuration – Gateways Task Based Guide 
 

 SCS 4.0 Troubleshooting Task Based Guide 
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