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Introduction  
 
The Call Management System is used to manage non-geographic numbers and services on 
the Intelligent Network (IN) and Interactive Voice Response (IVR) platforms.  
 
Reports within the Call Management System 
 
The Reporting function within The Call Management System allows users to run a variety of 
ad-hoc and scheduled reports. 
 
Getting to the screens  
 
From the menu select Reports | Call Care.   

 
 
 
The following screen appears: 
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Using Reports  
 
There are four types of reports that can be generated:  
 
3.1 Detailed Call Analysis by Account – See page 4.   
3.2 Detailed Call Analysis by Number – See page 17.  
3.3 Summary Call Analysis by Account – See page 22.  
3.4 Summary Call Analysis by Number – See page 20. 
 
Detailed Call Analysis by Account  
 
This report provides statistics for up to 20 accounts for calls going back up to six months. 
Calls made to each account are broken down into monthly, daily, hourly and 15 minute 
periods with summary data displayed for each period. Summary data is also displayed for 
each account across the full date range, and a grand total is provided across all accounts.  
 
After clicking on the Detailed Call Analysis by Account link, the following screen appears:  
 

 
Detailed Inbound Call Analysis by Account – Report Generation Screen  
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Understanding the screen  
 
The screen is divided into three sections – Select Accounts, Report Type Selection and 
Report Options. 
  
Select Accounts: The tree shows your account hierarchy. Select up to 20 accounts to 
include in your report. The report will display statistical data summarised on the accounts 
selected here. If the numbers in an account did not receive any calls for the period of the 
report it will not be included in the rendered report.  
 
Report Type Selection: Check one of either the Busy hour (which will give a break down of 
the inbound call traffic by hour) or Day Evening Weekend (which will give a break down of the 
inbound call traffic by day, evening and weekend), report if you require in depth analysis of 
this report 
 
Report Options: Reports can be viewed immediately or can be sent out via e-mail at a pre-
defined time. The report provides up to six months worth of data. Select an earlier start date 
to include statistics from previous months. The report can also report on a range within a six 
month period. Set an end date to tell the report not to include the most recent data.  
 
Detailed Call Analysis by Account: How to schedule and generate 
reports  
 

 
 
 
To view a report immediately  
 
Select between 1 and 20 accounts from the account tree at the top of the screen.  
 
Select the View report now option which is the default report generation setting.  
 
Enter a start and end date.  
 
If you want a different Report title, enter your new title in the field.  
 
Click on View Report – the system will compile and then display the report in a new window 
(ensure that pop-up windows are enabled).  
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Detailed Call Analysis by Account Report 
 
Report Tools 
 

 

Page navigation buttons for navigating from First Page, Previous 
Page, Next Page and Last Page. 

A page navigation tool can also be used by typing the page number 
required then hitting Enter. 

 

Click the arrow next to the Zoom box on the toolbar, and then 
click the zoom percentage setting that is required. 

 

 
 

Enter the record in the find field and click Find. 

 

From the Active Report toolbar there is the ability to export the data 
selecting one of the following formats from the dropdown menu: 
XML File, TIFF, PDF, and Excel. Once the file format is selected, 
then click Export. 

 
You can print the active Report by clicking  Print  on the active 
Report toolbar. 

   
Show or hide detail by clicking on the  to show and  to hide 
report detail on active Report toolbar. 
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Exporting Data from a Report 
 
From the Report Display Screen there is the ability to export the data selecting one of the 
following formats from the dropdown menu: 
 
XML File (Extensible Markup Language): is a flexible way to create common information 
formats and share both the format and the data on the World Wide Web, intranets and 
elsewhere. 
 
TIFF (Tag Image File Format): is a common format for exchanging raster graphics (bitmap) 
images between application programs, including those used for scanner images. 
 
PDF (Portable Document Format): is a file format created by Adobe Systems, Inc. PDF uses 
the PostScript printer description language and is highly portable across computer platforms. 
PDF documents have a .pdf file extension (myfile.pdf) 
 
Excel: Excel is a spreadsheet program from Microsoft, a component of its Office product 
group for business applications. 
 
Once the file format is selected, then click Export. 
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To schedule a report via email  
 
Select at least one account from the account tree at the top of the screen.  
 
Select the Schedule report via email. 
 
Enter a time period.  
 
If you want a different Report title, enter your new title in the field.  
 
Click on View Report – the system will display the following delivery options:  
 

 
 
Schedule Details will allow the following running options: 
 
Hour: This option will run and deliver the report hourly from at a pre selected time between 15 
minutes and 1 hour. 
 
Day: This option will run and deliver the report daily at a pre selected time. 
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Week: This option will run and deliver the report weekly at a pre selected time. 

 
 
Month: This option will run and deliver the report monthly at a pre selected time 
 
Once: This option will run and deliver the report once at a pre selected time on that day. 

 

 
 
Click on Create Subscription.  
 
The report will be e-mailed to the delivery addresses at the requested times.  
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Report Delivered via Email 
 

 
 
Detailed Inbound Call Analysis Report by Number – Hourly 
 
This report will then be saved under My Reports then All My Subscriptions for viewing and 
amending (My Reports page27). 
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Detailed Call Analysis by Number  
 
This report provides statistics for up to 20 numbers for calls going back up to six months. 
Calls made to each number are broken down into monthly, daily, hourly and 15 minute 
periods with summary data displayed for each period for the last 14 days. Summary data is 
also displayed for each number across the full date range, and a grand total is provided 
across all numbers.  
 
After clicking on the Detailed Call Analysis by Number link, the following screen appears:  
 

 
Detailed Call Analysis by Number – Report Generation Screen 
 
Understanding the screen  
 
The screen is divided into three sections:  
 
Select Numbers – From here you can either type your number selections or use a tree to 
select numbers from accounts. You can have up to 20 numbers all separated by a comma.  
 
Report Type Selection – These options allow you to get more detailed information on either 
calling numbers, terminating numbers, area plans, busy hour or day, evening and weekend 
displayed in your report.   
 
A calling number is any number that has called the non geographic number.  
 
A terminating number is any number that the non-geographic number terminates to.  
 
An area plan is a pre-defined area from where calls originated. For example – Cheshire and 
Essex are both in the 96 area plan.  
 
Busy hour which will give a break down of the inbound call traffic by hour 
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Day Evening Weekend which will give a break down of the inbound call traffic by day, 
evening and weekend. 
 
Report Options – Reports can be viewed immediately or can be sent out via e-mail at a pre-
defined time. The report provides up to six months worth of data. Select an earlier start date 
to include statistics from previous months. The report can also report on a range within a six 
month period. Set an end date to tell the report not to include the most recent data.  
 
Call Analysis by Number: How to schedule and generate reports  
 
To generate a Call Analysis by Number report you have to provide the following information:  
 
Specify a number or group of numbers  
 
Specify if you require an in-depth analysis  
 
Define the period that you want the report for  
 
State if you want the report generated immediately or delivered by e-mail.  
 
Selecting Numbers  
 

 
Selecting Numbers to generate reports from  
 
Type the numbers that you want to run the report on in the field. Separate each number with a 
comma. You can include up to 20 numbers.  
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Report Type Selection  

Selecting extra information for your report  
 
These options allow you to get more detailed information on either terminating numbers or 
area plans displayed in your report.  
 
Calling Number: This is any number that has called the non geographic number. 
 
Terminating Number: This is any number that the non-geographic number terminates to.  
 
Area Plan: This is a pre-defined area from where calls originated. For example – Cheshire 
and Essex are both in the 96 area plan.  
 
If you select Area Plan, a drop-down menu will appear with four different area plans in. These 
plans are:  
4 area plan  
10 area plan  
96 area plan  
TV area plan  
.  
Busy Hour: This will give a break down of the inbound call traffic by hour 
 
Day Evening Weekend: This will give a break down of the inbound call traffic by day, 
evening and weekend. 
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Report Options  
 

 
 
 
To view a report immediately 
  
Select at least one number by either entering the number directly or by  
 
Selecting the number via root tree at the top of the screen. 
 
Select the View report now option which is the default report generation setting.  
 
If you want a different Report title, enter your new title in the field.  
Click on View Report – the system will compile and then display the report.  
 

 
Call Analysis by Number Report Details via Terminating Number 
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To schedule a report via email  
 
Select at least one number by either entering the number directly or by selecting the number 
via root tree at the top of the screen. 
 
Select the Schedule report via email.  
 
Enter a time period.   
 

 
 
Email report delivery options 
 
Fill out all of the fields marked with an asterisk and complete the Schedule Details and 
Subscription Start and End Dates. 
 
Click on Create Subscription. 
 
The report will be e-mailed to the delivery addresses at the requested times.  
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Summary Inbound Call Analysis by Account  
 
This report provides summary data for up to 20 accounts for calls going back up to six 
months. The report will display total values for calls made across the data range. Each 
account can be expanded to show the calls made to individual numbers within the account. 
Summary data is also displayed for each account across the full date range, and a grand total 
is provided across all accounts.  
After clicking on the Inbound Call Analysis by Account link, the following screen appears:  
 

 

 
Summary Inbound Call Analysis by Account – Report Generation Screen 
 
Understanding the screen  
 
The screen is divided into two sections – Select Accounts and Report Options.  
 
Select Accounts: The tree shows your account hierarchy. Select up to 20 accounts to 
include in your report. The report will display statistical data summarised on the accounts 
selected here. If the numbers in an account did not receive any calls for the period of the 
report it will not be included in the rendered report.  
 
Report Options: Reports can be viewed immediately or can be sent out via e-mail at a pre-
defined time. The report provides up to six months worth of data. Select an earlier start date 
to include statistics from previous months. The report can also report on a range within a six 
month period. Set an end date to tell the report not to include the most recent data.  
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Summary Inbound Call Analysis by Account: How to schedule and 
generate reports  
 

 
 
 
To view a report immediately  
 
Select at least one account from the account tree at the top of the screen.  
 
Select the View report now option which is the default report generation setting.  
Enter a start and end date.  
 
If you want a different Report Title, enter your new title in the field.  
 
Click on View Report – the system will compile and then display the report.  
 

              Inbound Call Analysis by Account Report 
 
From the account levels there is the functionally to drill down to the Number Level to 
view the numbers call details within the report. This is done by clicking the account 
or non geographic number hyperlink which will open a Detailed Call Analysis for 
that Number or Account.  
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To schedule a report via email  
 
Select at least one account from the account tree at the top of the screen.  
 
Select the Schedule report via email.  
 
Enter a time period.  
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Email report delivery options 
 
Fill out all of the fields marked with an asterisk and complete the Schedule Details and 
Subscription Start and End Dates. 
 
Click on Create Subscription.  
 
The report will be e-mailed to the delivery addresses at the requested times.  
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Summary Inbound Call Analysis by Number  
 
This report provides summary data for up to 20 numbers for calls going back up to six 
months. The report will display total values for calls made across the data range.  
After clicking on the Inbound Call Analysis by Number link, the following screen appears:  
 

 
Summary Inbound Call Analysis by Number – Report Generation Screen  
 
Understanding the screen  
 
The screen is divided into three sections:  
 
Select Numbers – From here you can either type your number selections or use a tree to 
select numbers from accounts. You can have up to 20 numbers all separated by a comma.  
 
Report Type Selection – These options allow you to get more detailed information on either 
terminating numbers or area plans displayed in your report. A terminating number is any 
number that the non-geographic number terminates to. An area plan is a pre-defined area 
from where calls originated. For example – Cheshire and Essex are both in the 96 area plan.  
 
Report Options – Reports can be viewed immediately or can be sent out via e-mail at a pre-
defined time. The report provides up to six months worth of data. Select an earlier start date 
to include statistics from previous months. The report can also report on a range within a six 
month period. Set an end date to tell the report not to include the most recent data.  
 
Summary Inbound Call Analysis by Number: How to schedule and 
generate reports  
 

To generate a Call Analysis by Number report you have to provide the following information:  
Specify a number or group of numbers  
Specify if you require an in-depth analysis  
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Define the period that you want the report for  
State if you want the report generated immediately or delivered by e-mail.  
 
Selecting Numbers  
 

 
 
If you know the numbers that you want to select, follow these steps:  
 
Select the Type Numbers option  
 
Type the numbers that you want to run the report on in the field. Separate each number with a 
comma. You can have up to 20 numbers.  
 
If you want to select a number, follow these steps:  
 
Select the Use Tree option.  
 
A new screen will appear showing your account hierarchy, and the numbers within them.  
 
From the tree, select up to 20 numbers to include in your report.  
 
The report will display statistical data summarised on the numbers selected here. If a number 
did not receive any calls for the period of the report it will not be included in the rendered 
report.  
 
Report Type Selection  
 

 
 
These options allow you to get more detailed information on either terminating numbers or 
area plans displayed in your report.  
 
Terminating Number: This is any number that the non-geographic number terminates to.  
 
Area Plan: This is a pre-defined area from where calls originated. For example – Cheshire 
and Essex are both in the 96 area plan.  
 
If you select Area Plan, a drop-down menu will appear with four different area plans in. These 
plans are:  
4 area plan  
10 area plan  
96 area plan  
TV area plan  
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Report Options 
 

 
  
 
To view a report immediately  
 
Select between 1 and 20 accounts from the account tree at the top of the screen.  
 
Select the View report now option which is the default report generation setting.  
 
Enter a start and end date.  
 
If you want a different Report Title, enter your new title in the field.  
 
Click on View Report – the system will compile and then display the report.  
 

 
Call Analysis by Number Report 
 
From the account levels there is the functionally to drill down to the Terminating 
Number Level to view the individual terminating numbers call details within the 
report. This is done by clicking the account or non geographic number hyperlink 
which will open a Detailed Call Analysis for that Number. 
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To schedule a report via email  
 
Select the Schedule report via email.  
Enter a time period.  
 

 
 
 
Fill out all of the fields marked with an asterisk and complete the Schedule Details and 
Subscription Start and End Dates 
 
Click on Create Subscription.  
 
The report will be e-mailed to the delivery addresses at the requested times.  
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 My Reports: Saving Your Call Care Reports  
 
Any report that you have subscribed to by e-mail will be saved in the My Report 
Subscriptions area:  
 

 
 
Getting to your Report Subscriptions 
 
The My Reports Subscriptions Screen will then be presented. This allows 
subscriptions to be searched via the title or by presenting all saved reports. 
 
 
The subscriptions screen will look similar to the following:  
 

 
My Report Subscription Screen  
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My Reports Navigational Tools 
 

 The View Hyperlink displays the Report Subscription Screen 

 

Reports can be sorted via the any of the Title Fields by clicking 
on the Title Hyperlink which will then produce an arrow to 
alternate between sorting by ascending or descending the 
reports order. 

 
The amount of Report Subscriptions displayed per page can 
be modified via the Records per Page drop down menu. 

 
Page navigation buttons for navigating from First Page, 
Previous Page, Next Page and Last Page. 

 

 

A page navigation tool can also be used by typing the page 
number required the clicking Go. 
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Viewing a subscribed report  
 
To view one of your subscribed reports, click on  View Subscription icon next to the report 
you want to look at.  
 
The details of the report will appear:  
 

Report Summary Screen 
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Subscription Tasks 
 

 View Subscription: This will navigate back to the above Report Summary Confirmation 
Screen. 

 Update Parameters: This allows the modification of the accounts that have been selected 
as well as the Report Period Options. 
 

 
 My Reports Subscription Modify Parameters Screen 
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 Modify Schedule: This allows the modification of the Delivery Options, Schedule Details 
as well as the Subscription Start and End Dates. 
 

 

 
 

 Delete Subscription: This allows the deletion of the Report. 
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Report Samples  
 
Detailed Call Analysis by Number  
 

 
 
 
Detailed Call Analysis by Number - Terminating Number 

 
 
Summary Call Analysis by Account  
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Summary Call Analysis by Account – Busy Hour 

 
 
 
Summary Call Analysis by Account – Day Evening Weekend  

 
 
 
Summary Call Analysis by Number – Terminating Number  

 
 
 
 
Detailed Inbound Call Analysis by Number - Calling Number 

 
 
 
Detailed Inbound Call Analysis by Number Terminating 
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Detailed Inbound Call Analysis by Number – Area Plan 
 

 
 
 
Detailed Inbound Call Analysis by Number – Busy Hour 
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Detailed Inbound Call Analysis by Number – Day Evening Weekend 

 
 
 
Summary Inbound Call Analysis by Account 

 
 
 
 
Summary Inbound Call Analysis by Number - Calling Number 

 
 
 
 
Summary Inbound Call Analysis by Number – Terminating Number 
 

 
 
 
 
Summary Inbound Call Analysis by Number – Area Plan  
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