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1 Overview ï Information about your telephone calls  
 

 

The voice management system is a business reporting tool enabling you to use vital 

information from your telephone system. The se reports help managers in the areas of 

cost management, call investigation, staff responsiveness and network engineering . 

 

 

Manage telephone costs  

The Cost Accrual reports are for call cost information .  These show the cost of the calls for each 

department and  allow you to drill down to more information about who made calls and when. 

There is also a report on the most expensive calls to help you manage your costs.  The call 

charges may differ a little from your telephone bill as they are calculated independent ly. 

 

View staff behaviour  and call investigation  

The investigation reports  are for find ing  out about who is making or receiving calls.  You can 

also identify how the people in your organisation behave, including who makes the longest 

calls, whether calls are answered promptly, or what phone numbers are the most frequently 

called.  Number range and extension range lists help filter the call s to the ones you are most 

interested in . 

 

Hunt group analysis  

The hunt group reports provide a view of your call answering performance and statistics. This 

inclu des information based on a time to answer target (SLA), call volumes and durations.  These 

reports are like  contact centre reports.  

 

Engineering and gateway analysis  

The engineering  reports provide information on technical performance such as QOS call quality 

of service scores. There is detailed information right down to individual call  legs. 

The gateway reports are for analysing the traffic at each gateway and where it came from.  

 

Your VMS may not have all the features shown in this guide  

Some of the features shown in this guide may be restricted by the permissions allocated to your 

profile, o r the configuration of your system.  You may not be able to see all the features in this 

guide.  
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2 Getting Started - Navigating the Call Reports  
 

2.1 Log on from a web browser  
 

1. Enter the URL or address for the VMS application from your web browser.   

2. Enter your  user name  and password .  This often matches your LAN login.   

 

 

2.2 Getting around ï main parts of the report s 
 

 

Report tabs  

To choose a report to view.  

 

Menu tabs  

To choose the group of reports to view (Cost Accrual, Investigation, Hunt Groups or 

Engineering) .  
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Breadcrumbs  

Click on these to move back up the menu.  

 

Report inputs ï Enter search criteria  and press Go  

This includes the dates for the report, filters and number of rows to display.  Essential items are 

marked with an asterisk.  After ent ering the details, press the Go button to run the report.  

 

Report output  ï Click the heading to sort, or click link to drill down  

You can click on any underlined heading to sort the report on this column.  Click it again to 

reverse the order.  Underlined r eport items are links to more detailed reports.  

Report totals are at the bottom of the report.  You may need to scroll to the last screen of the 

report to see these totals.  

The Download  link allows you to save the report output as a CSV file, which is compatible with 

spreadsheet applications like Excel.  

 

Help section ï expand this for more information  

Weôve include d information to explain the report that you are seeing.  

 

 

2.3 Click tabs to choose a report  
 

 

Select a report group from the menu buttons at the top right.  

Then select the report from the report tabs.  
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2.4 Enter date range and click GO  
 

 

Enter the date range and any other filter criteria.  Click the Go button to run the report.  

The date format is dd -mm-yyyy.  You may use either the date picker or type in your entry 

directly.  

 

2.5 Schedule a report to be emailed  

 

You may schedule reports to be emailed if enabled on your system.  

1. Set the date range for the report. Choose from options like ñStart of last week ò, or ñStart of 

last month ò. Remember to set both the start and end periods. 

2. Run the report  

3. Check the report looks correct  
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4. Click ñSchedule this reportò 

 

5. Enter the details and click ñCreateò. This will create the schedule. You can name the report, 

set the email address(s) and set when the report is to be sent.  

 

6. You can delete any schedules from the Settings tab in the report menu (top right).  
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3 Cost Accrual Reports  
The cost accrual reports focus on telephone call charges for cost accounting .  

 

 

3.1 Cost Accrual - Call Summary by Department  
 

 

This is the breakdown of calls for your  department s. It shows the costs, quantity and duration 

for the calls.  Totals are provided on the right, with a grand total at the bottom of the report.   

Charges are classified into international, national, local, mobile, services and other.  These are 

set in the VMS rating table.  Calls that cannot be allocated to a departme nt are grouped under 

ñNo Deptò.  Usually these are calls from phones without a department  setting . 

Click on  a department link to see each user in the department ( Call summary by u ser report).  
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3.2 Cost Accrual - Call Summary by User 
 

 

This report shows every user in the department  that made a call , and the calls attributed to each 

user. Each call category shows  the call costs, how many calls and the elapsed duration . 

To see another department , select it from the department drop -down men u. 

Click on a user link to see the individual calls (Calls by user report).  

 

3.3 Cost Accrual - Calls by user 
 

 

This report shows a userôs individual calls.  To select the user, choose from the list next to the Go 

button, or return to the previous  report Call Summary by User  and choose a user . 

This report provides basic information about who made each call, what number they called and 

who answered the call (connected number).  Also included is the call leg count .  Each time a call 

is transferred or conferenced  with another number, another leg is added to the call.  Simple calls 

have just a single leg. In this report, you can click on the call leg count link to see the individual 

legs within the call.   
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You may also change the columns that are displayed using the drop -down list on the left of the 

search item.  

For other functions, such as downloading or formatting the report, click the Action s button.  
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3.4 Cost Accrual - Most Expensive Calls 
 

 

This report provides a view of the most expensive calls in the reporting period, either by 

department, or across the entire enterprise.  You may also filter on  the call type.  

 

3.5 Cost Accrual ï Most Expensive Extensions 
 

 

This report shows the phone extensions the highest expenditure during reporting period.  
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4 Investigation reports  
The investigation reports help you view phone usage.  

 

 

4.1 Investigation - Calls by number range  
 

 

This report returns a list of all calls where any party on the call matches the number within the 

range . Create the range by entering the lowest and highest phone number with a hyphen (e.g. 

1000 ï 1009). The range can include other numbers separated by a comma (e.g. 1020, 1021).   

This report is useful , for example, to identify all ca lls involving a specific phone extension.  
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4.2 Investigation - Longest Calls 
 

 

This report shows the calls with the longest duration, either by department or for the entire 

organisation.   
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4.3 Investigation - Frequently dialled numbers  
 

 

This report is a list of the top 10 external phone numbers that are called by department or the 

entire enterprise.  It includes how many calls are made to these numbers, and the total duration 

of these calls.  

 

4.4 Investigation - Calls by extension  range  
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This report provides a summary of the calls for a pre -defined list of extensions  (see the next 

section to manage the lists) .  These reports provide a view of the extensions that you are 

interested in, such as your team.  

You can adjust the time -to -answer service level (TTA SLA) to check whether calls are being 

answered in a timely manner.  

To see more information about the calls for a specific extension, click on the extension number 

link.  This will show a report of all the calls that the phone was involved in  (calls by extension) . 

 

For more information about a specific call, click on the leg count  link. This show s all the legs that 

make up the call.  

 

4.5 Investigation ï Set Extension Ranges 
Use this section to create the extension ranges that used in the Extension Range  reports.  

Each extension range is a list of extensions, separated by commas.  These may include:  

¶ Individual extensions (e.g. extension 41, 49)  

¶ A range of extensions using a hyphen (e.g. 43 -47 is extensions 43 through to 47 inclusive)  

To create a list, click N ew.  

Enter a name for the list, and the extensions to include in the list.  

Click Apply Changes  to save the list.  

The lists are available to any VMS user.  
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4.6 Investigation : Location mat rix  
Locations are set in the ad ministra tion settings for VMS. Your VMS admin istrator sets t hese up.  

 

The Location Matrix shows the volume of calls between locations. Across the top are the 

locations the calls orig inated from. Down the side, are the call  destinations.  

In this example, the re were 73 calls from Auckland  to the Wellington . Also, ther e were  313 calls 

from Wellington  to Wellin gton gateway  (for a total of 386 calls).  
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Use the drop -down  selector to choose the st atistic you are inter ested in.  

Drop -down option  Explanation  

All  Each value in the report indicates the total number of calls between 

the two locations during the reporting period. It includes extension -

to -extension calls, PSTN-to -extension and extension -to -PSTN 

Extension  to Extension  Each value indicates the number of extension -to -extension calls 

between two sites. Incoming or outgoing PSTN calls are excluded  

PSTN to Extension  Each cell value indicates the number of inbound PSTN calls received 

at the origination location that terminate at an extension at the 

destination  location  

Extension to PSTN Each cell value indicates the number of calls placed by extensions at 

the originating location that egress to the PSTN via the destination 

location  

PSTN to PSTN Each cell value indicates the number of inbound PSTN calls received  

at the origination location that exit to the PSTN via the destination 

location  

Failed Calls [Count]  Each cell value indicates the number of failed calls between the two 

locations  

Failed Calls [Percent]  Each cell value indicates the number of calls between  the two sites 

that failed, as a percentage of total calls  

Erlangs Each cell value shows the erlang calculation for PSTN calls into and 

out of each location  

 

 

4.7 Investigation : Calls by Device 
 

 

This report is used to show the calls from a specific device.  Enter in the device name or MA C 

before running the report.  
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5 Hunt Group reports  
The hunt group reports provide a view of calls associated with hunt groups. This include s 

statistics for an understanding  of the answering performance and who is answering the calls . 

You may also drill down into individual calls and each call leg to give s ome insight into the 

experience received by a person who called a hunt group.  

 

 

 

5.1 Hunt Group Statistics  
 

 

This report summarises the calls for the hunt groups.  This report shows the volume of calls and 

wait t ime statistics including a time -to -answer service level (TTA SLA). 

Click on one of the hunt group l inks to see the statistics by a gent  report.  
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5.2 Hunt Grou p statistics by Agent  
 

 

This report provides a view of the agents associated with a hunt group.  

To change the hunt group, select from the drop -down list labelled ñQueueò. 

You can adjust the time -to -answer service level (TTA SLA) to check whether calls are being 

answered in a timely manner.  

To see more information about the calls for a specific agent, click on the extension number link.  

This will show a report of all the calls that the agent was involved in (Hunt Group Calls by 

Agent).  
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5.3 Hunt Group Calls by Agent  
 

 

This report shows the calls for the hunt group that involved the specific agent (user).  Sometimes 

the agent is involved in a multi -leg call.  Clicking on the Leg Count  link provides a view of the 

call legs, showing the flow of that call for the agent and queue . 
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6 Engineering reports  
The Engineering reports are for technical phone system performance.  These provide call quality 

of service (QOS) reports in the form of  calculated MOS (mean opinion score) values.  As these are 

derived from a Cisco telephone system, the MOS uses Ciscoôs MLQK listening quality K-factor 

values. 

 

 

6.1 MOS Call Summary 
 

 

This report provides a view of the call count for each day, split into MOS  value bands. The MOS 

scores are grouped into bands to provide a quick overview of the performance.  

Use the ñStat Requiredñ drop -down  list  to select between the minimum , average  and maximum  

MLQK scores. The second drop -down list toggles between  a count of calls, or the percentage of 

calls. 

To view more information about the specific calls, click on the appropriate call count link to see 

the MOS call report for that band.  
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6.2 MOS Call Report  
 

 

This report shows all  calls that are within the specifi ed MOS values.   

Use the drop -down menus to select between the minimum , average  or maximum  MLQK, and 

the target MLQK  value.  

 

6.3 Clearing  Causes Summary Reports 
This is a series of reports on  to analyse the reasons that calls cleared.  Usually these are failed 

calls. 

The top -level  report is the Clearing Causes Summary.  

 

This report shows the number of calls ended for each clearing code . 

To get more details, click on the link for the count  (number).  
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This is an example of the Call Split detail.  It shows the hour -by-hour breakdown  for each day  

(hour o ï hour 23). The Cause Code drop-down allows you to select the different causes. 

To get details on the specific calls  within the hour , click on the number link.  

 

This report shows a summary of the c alls that cleared with the selected clearing code during the 

selected hour of the reporting period. Each call has two clearing codes (The 

LAST_ORIGCAUSE_VALUE and LAST_DESTCAUSE_VALUE columns in this report), and a call will 

appear on this report if one of  its clearing codes matched the clearing code selected . 
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6.4 Device Report  
This report  summarises the device usage.  

 

Use the drop -down menu to select between : 

¶ All devices 

¶ Registered devices that made calls  (within the dates selected)  

¶ Registered devices that have not made any calls  (within the dates selected)  

¶ Have not registered.  

 

7 Gateway Reports  
The gateway reports are technical reports for analysis of the PSTN gateways in your telephone 

network.  You can set which gateways are PSTN gateways in the Gateway administration 

settings.  

 

7.1 Gateway Summary Report  
 

 

This shows the key statistics for each gateway  for the selected period . These statistics are: 

¶ Channels in used (minimum and maximum)  ï for incoming calls  

¶ Channels out used (minimum and maximum)  ï for outgoing calls  

¶ Channels in and out combined ï Both  (minimum and maximum)  
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¶ Minimum availability (count  of minimum free channels ) 

¶ Minimum availability (%  of min imum free channels ) 

¶ Busy hour call attempts ( minimum, average and ma ximum)  

¶ Port capacity  ï this value is set in the gateway admi nistration and  affects the calculations  

¶ Count of calls (in, out a nd total)  ï a simple count  of the calls  

¶ Traffic Erlangs (in, out and total)  

Click on one of the gateways to see the  usage on that gateway (Gateway usage report).   

 

7.2 Gateway Usage Report  
 

 

This shows the u tilisation of a gateway based on the time -of -day. Itôs a handy way to find out 

the busy times during the day  and the loading on a gateway . The day i s divided into 24 hourly 

periods  (e.g. Hour 9 is 9:00am-9:59am). The calls within the selected date range are consolidated  

into the time -of -day period s. (For example,  the results of all calls between 9 :00am-9:59am every 

day are shown in the row labelled hour 9.) 

The items in the table are like  the gateway summary report . 

 

  








