\ BT Call Tracker User
€ Guide

4 Analyse your incoming and
outgoing call performance

T



This user guide has been put together to walk you
through BT Call Tracker, so that you can:

Understand how to access your data

Understand how to update your preferences so you only see data
that you value the most

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

Learn where to access new 7 ¢ features including DDI activity
reports

Create custom reports

> S
*Call data will build up to create a 12 month store. Initially, data will only be available for those months BTy
where the data has been processed in Call Tracker
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Call Tracker Dashboard - An overview _

The Call Tracker dashboard is the first screen you see
when you have logged in. It shows a key summary of call Set working hours period (UK time)
hlghl'ghts fOF the Cu rrent month On VOUI’ VeI’V fIrSt |Ogln This limits the call data shown in some reports to the selected working hours.

After making any changes, click Save.

VOU Wi” need tO Set VOUF Working hOUI"S and CliCk Save tO [7] use default period - Monday to Friday (08:00-17:59) and closed Saturday and Sunday
populate all reports. These preferences will then be Monday  From 0800 [¥] to [00:59 [=] [ Use Mondays time period for

. all weekdays
saved for all subsequent visits Tuesday  From (0800 [¥] to [oose [¢]

You can set any time up to 24hrs
after the 'From' time. This period
may include hours of the
following day, eg From 20:00 to
02:59.

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

Wednesday From 08:00 || 00:59
Thursday — From 08:00 [=] 00:59

Friday From |08:00 [v] 00:59

Saturday  From  Closed |Z|

| Dashboard i call reports Usage reports My reports My downloads BT Call Tracker Preferences Need help?

Sunday From | Closed |Z|

Last month you missed calls worth £11 2,260 J00  sased on £10.00 (average cal value)

Change your average call value

Cancel

IllCOlllillg CaHS Slllnmal"_\«' 3 Incoming Calls | ™tgoing Calls | All Calls ]
The dashboard shows the total value of calls missed

Call highlights for August 2015 because they were unanswered or engaged. You can
Compared to Compared
’/ lstmonth  last year set the average value placed on each call here

F
O Engaged Calls 1.04% 2,432 calls B 1.04%

4.81% -
Calls ot Answered Calls 95.19% 221,949 calls 0. 95.19% BT Call Tracker Preferences

completed

-~ .
Nnanswere: alls . o N calls . o 3. (]
Ul d Call 3.77% 8,794 call 0.13% 3.77%
View longest timeN answer Set the value of a missed call to your business
incoming call details\gelow

Longest time to answer an incoming call: 367 secs

N

1) Type the average value of a missed ca 10.00  Average call
value
Re-calculated value of

2) Click Re-calculate £112,260.00 missed calls last month

+  Longest time to answer call details (incoming calls only) 7 Click Save
) Clic

+ Your incoming calls

+ . Your service numbers details

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




Call Tracker Dashboard - Your incoming calls

My downloads

£112,260.00

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

Incoming calls summary

v

Call highlights for August 2015

Your incoming calls

Longest time to answer call details (incoming calls only)

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

~ Your incoming calls Click at the top of
any field to sort by

Answered calls Engaged calls Unanswered calls Open Call Reporis tab to view call reports .

14 Aug 2015 . descending

10 Aug 2013

20 Aug 2015
On each report you
can click here to
print the report or
download to MS
Excel

12 Aug 2015
28 Aug 2015
17 Aug 2015 11474

24 Aug 2015 11805

05 Aug 2015 10398

19 Aua 2015 1074

BTN

D pownload this report S Print



Call Tracker Dashboard - Longest time to answer

Longest time to answer call details shows
the 500 calls that rang for the longest time

- Longest time to answer call details (incoming calls only)

03 Sep 2015
11 Sep 2015
22 Sep 2015
29 Sep 2015
18 Sep 2015
22 Sep 2015
11 Sep 2015

12 Sep 2015

Time of call Service number
HH:MM:55

15:10:06
12:04:10
13:41:21
13:15:48
15:36:10
12:57:15
10:59:19 UNKNOWN

10:40:36 UNKNOWN

Showing 1 - 500 of 500 Previous | Page 1

(D Download this report = Print

NEXT

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

BTN




Call Tracker Dashboard - Your service number details

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

= Your service numbers details

Line Type Lines BT Call Tracker

ISDNZ0E 8 | standard

ISDN30E 30 standard

ISDN30 DASS 8  standard

ISDN30E 20 standard

0120 SDMN30 8 | standard

Records per page: 30 | 50 | 100 | 200 | 500 Showing 1 - 30 of 61

Installation Address

CLOVE

READII

us | Page 12 3

Your service number
inventory now includes the
line type, number of lines
and the installation address
for all of your main service
numbers

BTN




Call Tracker — Call reports

= Your incoming calls - engaged

Monthhy view

The Call Reports tab displays your summary data in Selc th oy tht you wart o e coll detss

149K

more detail

Number
of calls

BT Call Tracker e

a

- - 5 01 02 03 04 05 06 07 OB 09 10 11 12 13 14 15 16 17 1B 19 20 21 22 23 24 25 26 27 28 29
Analyse your incoming ;ind outgoing call performance Aug 2015
7

Call detail for 14 Aug 2015

Sarvice Numbar Calling numbar Start time i ~ Call duration
Call reports Usage reports My reports My downloads BT Call Tracker Preferences Need help? HH: 1SS HH:MM:SS

UNKNOWN 00:00:00 00:00:00
Use these BT Call Tracker call reports to see more detail in your call data
UNKNOWN 00:00:00

UNKNOWN 00:00:00

Incoming calls reports Show me: Incoming Calls | Outgoing Calls | All Calls

+ Your incoming calls - engaged —_ Your incoming calls - unanswered

+ . Your incoming calls - unanswered Monthly view
Select the day that you want to see cll details for

444
I-IIIII..I I.III II-I

01 02 03 04 05 05 07 08 09 10 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31
Aug 2015

+_ Your incoming calls - answered

Easily navigate to show data
volumes for incoming, outgoing or : > cotdmen
a“ Ca”S o1& UNKNOWN 00:00:00 00:00:00

UNKNOWRN 00:00:00 0o 0

UNKMNOWN 00:00:00

Hover your mouse over any point on —
= Your incoming calls - answered
the graph to see the volumes for S

Salect the day that you want to se= call detsils for

that day

Each call report shows a graphical view of all : _III"._IIIIII_IIIII|_III_I|_.

call volumes for each day of the current month. '
o 0 Call detail for 01 Aug 2015

Click on any day in the month to show the Pr— e v et g

detail in the table below 0134 UNEMNOWN 16:06:34 16:07:07 0

013« UNENOWN 11:22:52 11:26:30

0134 UNKMNOWN 11:46:37 11:48:38




Call Tracker — Usage reports - Summary

The usage report shows a summary of all
data but also allows you to drill down into
the detail

Dzshboard Call reports arte reports My downloads

lIse these BT Call Tracke ge reports to see more detail in your call data

.U-S'Elge TEI)OITS Show report for:  Summary | Distribution | Geographic | Call handling | Service number | Simultzneous Calls

Summary report Hours used for this repert |All hours [=]
Set working hours period

Detazils of all incoming and cutgoing calls by dats, time, and response

Showing : manthy

Summary of calls Failed calls

Manth Incoming ~ Incoming % Incoming  Outgoing Outgoing % Qutgoing
answered failed total failed answered failed total failed

Jul 2015 50893 15.56 2 3 99153

Jun 2015

13 Download this report & Print

BT Call Tracker Preferences  Need help?

You can now view and
easily download up to 12
months of call data*

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

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.

BTN

*Data storage builds up to 12 months from 15t June 2015



Call Tracker — Usage reports - Distribution

Usage I‘EIJDITS Show report for:

Distribution report

all calls and call typ

Show call type(s) |All calls
Aug 2015 Jul 2015 Jun 2015

7297
2101

28786

28906
26698 29103

7974

2269

31693

2015 Apr2015 Mar2015 Feb 2015

25959

30688
28879

28438

Dec 2014

[=]

The distribution report
contains a heat map that
helps you to easily identify
problem areas

Quickly drill down further
into the detail by clicking any
cell to see which service
numbers made up that days

BTN



Call Tracker — Usage reports — Geographic & Call handling
The geographic report allows you to see

the origin of each incoming UK call, handy
Usage l‘e])Ol‘tS Show report for: SummaryIDistri:nu:ioII handling | Service number | Simultaneous Calls to see Where your CUStomerS are based

Hours used for this report | All hours |Z|
Set working hours period

Geographic report for August 2015
Details of all incoming UK calls

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

Change month [ Aug 2015 [=]

Showing: all countries

Total calls Total failed Engaged Unanswered Failed other (0) r|g| N ate d frO m

Channel Islands_Isle Of Man 13
Pl Total calls Answered Total failed Engaged Unanswered Failed other
~

England

Northern Ireland East Midlands

East Of England
Scotland

Greater London
Wales North East England
North West England
South East England
Usage l‘e])Ol‘tS Show report for: Summary | Distribution | Geographig Service number | Simultaneous Calls South West England
West Midlands

Call handling reports for August 2015 Hours used for this report | All hours [=] Yorkchira And Humbar
Set working hours period

Incoming calls and call handling performance

Change Month [Aug 2015 = The call hand|ing report details
All service numbers yOUF Ca” performance for a”
Showing : All Service Number SUCCGSSfU' Ca I |S

Service ~ Total Average Total Average Total Average
number incoming time time incoming call incoming call outgoing call outgoing call
to answer to answer duration duration duration duration

0208 > 00:00:00 00:00:00 00:00:00 00:00:00 200:30:10 00:01:59 ClICk any SerVice number to see the
0208 00:00:00 00:00:00 00:00:00 00:00:00 26:43:58 00:01:20 DDI activity beneath

02082 00:05:51 00:00:00 140:00:18 00:02:28 131:02:44 00:01:56

0207¢ 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
0192: 00:09:50 00:00:00 252:37:00 00:02:41 189:54:24 00:01:38

0191 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 C“Ck any Ca” duration to
see the activity beneath

0191: 06:36:17 00:00:10 90:17:43 00:02:18 114:43:12 00:01:42

0191z 00:00:12 00:00:00 01:26:56 00:00:59 02:32:35 00:05:52




Call Tracker — Usage reports — Service number

Usage reports Show report for:  Summary | Distribution | Geographic | €all handling | § it | Simultansous Calls

Service number report for August 2015 Il hours [=]

The service number report is where
E you see all activity for each of your
All service numbers Se rVi Ce n U m be rS

Shawing : all service numbers

Failed calls

Service Number  [BUTE el [ 1ncoming % Incoming failed = Outgoing Outgoing % Outgoing
Answered failed total failed total failed

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
Usage reports Show report for:  summary | Dstbuton | Geoaraphe | Call anding | S number | Smutaneous Cals number in blue to see the
Service number report for August 2015 _ DDI aCtiVity beneath

Incoming and outgoing call perform service number

Change Month

ISDN30E service number
When you click on a service number

Fated cals the DDI activity for that number is then
e o e — e — T displayed. You can also see the same

) B E— B B DD activity isolated to failed calls only.

: : Ideal for spotting problem lines within

a DDI range

BTN




Call Tracker — Usage reports — Simultaneous calls

engaged bottlenecks are occurring

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

I_..Tsage 1‘6130115 Show report for: Summary | Distribution | Geographic | Call handling | Service number | Si

Simultaneous calls report for August 2015

Details of all calls made to numbers simultaneously

Change month Aug 2015
Calls for all service numbers

Shoy : All service numbers

Service number A Channels Max number of Incoming Outgoing 0
Links to daily detail simultaneous calls simultaneous calls simultaneous calls engaged call3

0O11€ 0 48 23 25 0

0O11€ 0 63 67 0

o12c 0 47 2 26 0

o12c

o12c

o12c

0121

0122

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

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)

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

BTN




Call Tracker — My reports
My reports is where you can

Dashboard call reports Usage reports Eﬁma R B [ e e create a custom report. Fill in

the mandatory fields and up to
Create and view reports the first 5 digits of a calling
number to create a whole

- Create a custom report range of custom reports,
including calls by charge band
and calls by geographic area

My report name Date range™

Report type™ -- please select --

Select geographic areas Need help? - To make or undo multiple selections hold
dovm the Centrol key (Ctrl) when selecting a county
* d * All
Call type Answerad calls Time range areas
Unanswered calls Al England Al Scotland Al Wales
Engaged ca| |5 London All North West '

Failed other South East

All South West
Charge Group * Al North East

Time to
answer

Calls from number® Vorkshire &

o ed
(first 5 digits onfy) (answer Humberside
calls only) Al East of

England All West Midlands

Calls to number™

Secs
All Channel Islands
and Isle of Man

Calls from View or select geographic areals) <€

geographic area

Call duration
(answered
calls only)

All East Midlands

Northern Ireland

Ring duration .
(unanswered Your report will show beneath

calis only) 9n. © 5
when it is ready to view and
download

Report name:ddi test

@ Report ready to view
Report requested: 13:23 - 21/09/2015




Call Tracker — My downloads

Dashboard Call reports Usags reports My reports

You have 13 reports or requests in your list

Report name

SummaryReport_standard_August2015_all_incoming_failed_asc_service-number
port details

andard_08August2015_all_incoming_answered_asc_

Longest_Time_To_Answer_standard_desc_time-to-answer
* Show report details

* Files ready to download within 30 minutes of

request

 Downloads are automatically deleted after 90

days

30 Sep 2015

30 Sep 2015

30 Sep 2015

3 Sep 2015

27 Aug 2015

Download or delete

@ Download ready

Delete file

yownload ready

Delete file

»ownload ready
Delete file
wriload ready

Delete file

yownload ready

Delete file

* Maximum number of reports allowed is 50

Where you have
requested to
download a report
this will show in
My downloads

BTN




Call Tracker — Embark (Featureline Corporate reports)

If you have Embark (Featureline
corporate lines) BT Call Tracker
Use these BT Call Tracker site reports to see more detail in your Embark network calls now presents thIS data On“ne in
—/ Site summary an additional tab called ‘Site

{
OnNet and OffNet call summary for February 2016 Showing calls for reports
Calls for all sites Change month

Select filter Enter full site location code

Site location code V| Clear |e.g. 123456 | Apply filter |n the site summary report you
will see a summary of activity on
Ste — | _ _ _ — all lines listed by telephone
locanon e —— nenered | engaged | unenwered | anawersd | anssered | completed - -
code number and Site location code
7031 KA3 1NJ 01567 1626 148 1096 . .
7032 ML1 1QW 0160t 1018 55 628 (SLC) By ClICkIng onan SLC you
7066 M25H  otet %09 " s68 can see the activity beneath listed
Download reports for February 2016 by day and hour. You can use the
Select a month and click the report type to download network summary details for all sites. Mote.This will be for complete months only d rop down men us to Switch
seiectmont 2200 months and filter for OnNet calls
Download all reports (zip file containing all CSV format files)
o ’ OffNet calls or both

Dashboard Call reports Usage reporis| | Site reports My reports My downloads BT Call Tracker Preferences Need help?

Showing: all sites

Report Types File name

Call Volume by Day - OffNet with Diversions site_reports_CVDY_february2016.csv
Call Volume by Day - OnMNet with Diversions site_reports_CVDYWVN_february2016.csv
Call Volume by Hour - OffNet with Diversions site_reports_ CWVHRXW_february2016.csv

Call Volume Time to Answer by Day by Hour - OffNet site_reports_CWVTTADYHR_february2016.csv | n DOW n | Oa d r.e po r.ts yo u Ca n

Call Volume Time to Answer by Day by Hour - OnNet site_reports_CVTTADYHRVN_february2016.csv

Calls by Charge Band - OffNet site_reports_CBRP_february2016.csv d oWn |Oa d a | I raW d ata | n . CSV

Total Call Count by Direction - OnMNet & O]‘:'FNet< site_reports_CDRP_february2016.csv f bl . f

Ring Time by Hour - OffNet (Excluding Weekends) site_reports_ RTHRXW_february2016.csv o rm at e n a I n g yo u to pe r O rm
Most Frequently Dialled Numbers - OffNet site_reports_ DNMF_february2016.csv yo u r- Own a n a |ys i S

Most Frequently Dialled Numbers - OnNet site_reports_ DNMFVN_february2016.csv

Dialled Numbers by Cumulative Duration- OffNet site_reports_DNCD_february2016.csv
Dialled Numbers by Cumulative Duration - OnNet site_reports_ DNCDVN_february2016.csv
Directory Number Information site_reports_ DNINFO_february2016.csv
Logger Port Information site_reports_LPINFO_february2016.csv
Site Information site_reports_STINFO_february2016.csv




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

BTN
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