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BT Call Tracker User 
Guide 

 
Analyse your incoming and 
outgoing call performance 
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This user guide has been put together to walk you 
through BT Call Tracker, so that you can:  

 
o Understand how to access your data  
 
o Understand how to update your preferences so you only see data 

that you value the most 
 
o Navigate your way through the dashboard summary 
 
o Use Call Tracker to view and compare up to 12 months of call data* 

 
o Learn where to access        new       features including DDI activity 

reports 
 
o Create custom reports 

 

 
*Call data will build up to create a 12 month store. Initially, data will only be available for those 

months where the data has been processed in Call Tracker 
*Call data will build up to create a 12 month store. Initially, data will only be available for those months 
where the data has been processed in Call Tracker 
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The Call Tracker dashboard is the first screen you see 
when you have logged in. It shows a key summary of call 
highlights for the current month. On your very first login 
you will need to set your working hours and click save to 
populate all reports. These preferences will then be 
saved for all subsequent visits  

Call Tracker Dashboard  - An overview Return to Contents 

Use BT Call Tracker preferences to set your 
businesses working days and hours.   

The dashboard shows the total value of calls missed 
because they were unanswered or engaged. You can 
set the average value placed on each call here 

The default view shows the 
incoming  calls summary but you 
can also choose to display 
outgoing calls only or all calls 

Look here to see your longest time to answer a call for 
the current month. You can also click to see your 
longest times to answer in more detail 



© British Telecommunications plc 

 

Your incoming calls shows a summary of calls 
answered, unanswered or engaged by each day of 
the month 

Call Tracker Dashboard  - Your incoming calls Return to Contents 

Expand here to look at the summary 
data in more detail. There are three 
options to choose from 

Click at the top of 
any field to sort by 
ascending or 
descending  

On each report you 
can click here to 
print the report or 
download to MS 
Excel 
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Longest time to answer call details shows 
the 500 calls that rang for the longest time 

Call Tracker Dashboard  - Longest time to answer Return to Contents 

Click on any field to sort 
your data. Choose any field 
and click to sort by 
ascending or descending 

The first five digits* of the 
calling number will be shown 
where available. When we 
do not receive the calling 
number from the exchange 
switch this will be shown as 
UNKNOWN  

*We will be improving our service to show the full calling number where it is not 

withheld and will communicate further when this becomes available 
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Your service number 
inventory now includes the 
line type, number of lines 
and the installation address 
for all of your main service 
numbers   

Call Tracker Dashboard  - Your service number details 

Your service number details shows all telephone 
numbers that are included in your NCP report 

Return to Contents 
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Call Tracker – Call reports 

The Call Reports tab displays your summary data in 
more detail 

Easily navigate to show data 
volumes for incoming, outgoing or 
all calls  

Hover your mouse over any point on 
the graph to see the volumes for 
that day 

Each call report shows a graphical view of all 
call volumes for each day of the current month. 
Click on any day in the month to show the 
detail in the table below 

Return to Contents 
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Call Tracker – Usage reports - Summary 

You can now view and 
easily download up to 12 
months of call data*                                     The usage report shows a summary of all 

data but also allows you to drill down into 
the detail 

Any  link which is blue is a hyperlink 
and can be clicked to see more 
detail. Choose any month to drill 
down to see activity by day or even 
any hour within a day. 

See the same level of detail 
displayed for failed calls only.  

Return to Contents 

*Data storage builds up to 12 months from 1st June 2015 
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The distribution report  
contains a heat map that 
helps you to easily identify 
problem areas 

Call Tracker – Usage reports - Distribution Return to Contents 

Quickly drill down further 
into the detail by clicking any 
cell to see which service 
numbers made up that days 
activity 
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The geographic report allows you to see 
the origin of each incoming UK call, handy 
to see where your customers are based 

Drill down even further into each home 
country to view which region each call 
originated from 

The call handling report details 
your call performance for all 
successful calls 

Call Tracker – Usage reports – Geographic & Call handling 

Click any service number to see the 
DDI activity beneath 

Click any call duration to 
see the activity beneath 

Return to Contents 
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The service number report is where 
you see all activity for each of your 
service numbers 

Call Tracker – Usage reports – Service number Return to Contents 

01908 XXXXX 

01908 XXXXX 

We listened to your 
feedback and for the first 
time we can now show call 
activity broken down to each 
DDI, just click on any service 
number in blue to see the 
DDI activity beneath 

When you click on a service number 
the DDI activity for that number is then 
displayed. You can also see the same 
DDI activity isolated to failed calls only. 
Ideal for spotting problem lines within 
a DDI range 
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The simultaneous call report shows the times when you have calls being made both 
ways, great for determining how many lines you need and for identifying where any 
engaged bottlenecks are occurring 

Click on any service 
number to see the 
simultaneous activity drill 
down - by day or by hour 

Call Tracker – Usage reports – Simultaneous calls 

Choose  to view all hours, 
working hours or out of 
hours from the drop down 

Return to Contents 

Quickly switch month from 
this menu. The drop down 
allows you to select any 
month from the last 12 
(where no data has been processed 
for that month, reports will show as 
blank) 
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Call Tracker – My reports Return to Contents 

My reports is where you can 
create a custom report. Fill in 
the mandatory fields and up to 
the first 5 digits of a calling 
number to create a whole 
range of custom reports, 
including calls by charge band 
and calls by geographic area 

Your report will show beneath 
when it is ready to view and 
download 
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Where you have 
requested to 
download a report 
this will show in  
My downloads 

• Files ready to download within 30 minutes of 
request 

• Downloads are automatically deleted after 90 
days 

• Maximum number of reports allowed is 50 
 

Call Tracker – My downloads Return to Contents 
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If you have Embark (Featureline 
corporate lines) BT Call Tracker 
now presents this data online in 
an additional tab called ‘Site 
reports ‘ 

Call Tracker – Embark (Featureline Corporate reports) 
 

Return to Contents 

In the site summary report you 
will see a summary of activity on 
all lines listed by telephone 
number and Site location code 
(SLC). By clicking on an SLC you 
can see the activity beneath listed 
by day and hour. You can use the 
drop down menus to switch 
months and filter for OnNet calls 
OffNet calls or both 

In Download reports you can 
download all raw data in .csv 
format enabling you to perform 
your own analysis 
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If you need any help or would like 
to give feedback please contact 
the NCP Helpdesk on 0800 328 

2006 or by email at 
call.tracker.helpdesk@bt.com 
Monday to Friday 9am-5pm 

 
 
 

mailto:ncphelpdesk@bt.com

