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Home

Legal & copyright notices

Software license

When you purchase this software, you are actually purchasing a license to use it.
One license covers one installation, although one installation may cover up to five sites.

Your support contract, if applicable, will cover all sites logged by this TIM Plus installation.

Disclaimer

Tri-Line Network Telephony Ltd (hereafter named "Tri-Line") makes no warranties nor representations (neither expressed nor implied) with
respect to the contents or performance of the product or this documentation. It particularly disclaims any warranty of fithess or merchantability
for any particular purpose.

The product is sold "as is" with any faults. Any claims made by sales literature or salespersons do not constitute warranties.

Because of the diversity of hardware, software and conditions under which the system may be used, Tri-Line cannot make any warranty of
fitness for a particular purpose. The entire risk of using the product must be assumed by the user. Accordingly, the user is recommended to
thoroughly test the product before relying on it. In any event, any liability of Tri-Line is limited exclusively to a refund of the purchase price of
the product.

It is the user's responsibility to ensure that the product or its use conforms to any laws concerning the provision of data protection in their
organisation.

Tri-Line reserves the right to revise and make changes to the software and/or the hardware and/or this documentation without incurring any
obligation to notify any person of such changes and/or revisions.

o By using the software you agree to be bound by these terms and conditions.

Copyright
TIM Plus ® is a registered trademark of and copyright © Tri-Line Network Telephony Limited, London, England, 2013.

All rights of the manufacturer are reserved. Any unauthorised lending, copying, hiring, or any other form of distribution, electronically or
otherwise, without the consent of the copyright holders is strictly prohibited.

The contact details of the copyright holders are:

Tri-Line Network Tel ephony Limited
9-10 Telfords Yard

The Hi ghway

London

E1W 2BS

Swi t chboard: +44 20 7265 2600

Techni cal Support: +44 20 7265 2626
Website: http://www tri-line.com

Free upgrades

We operate a free upgrade scheme for customers who purchase maintenance at the same time as purchasing a license; whilst a
maintenance contract is in place, minor software updates and enhancements are made available free of charge.

Free upgrades are solely at the discretion of Tri-Line and are usually delivered by electronic means over the internet. It is the customer's
responsibility to ensure that these updates can be received.

Customers without a maintenance contract will be charged for any software upgrades they require, as well as for any technical assistance
needed during the upgrade procedure.


http://tri-line.com/

System requirements

Hardware
A computer with the following specification will comfortably run a single copy of TIM Plus:

® 2 GHz Dual-Core x86/x86-64 CPU

= 2 GB memory

= 80 GB hard disk

= Windows XP SP3, Vista, 7, 8, Server 2003, 2008, 2012 operating systems

= Ethernet TCP/IP network

We do not recommend integration of the internal SQL database of TIM Plus with third-party applications such as CRM systems; for this type
of solution, we would recommend our TIM Enterprise product.

Software

= Microsoft Internet Explorer 6+
" Mozilla Firefox 2+

= Apple Safari

® Google Chrome

® QOpera

For automatic licensing during installation of the software, a connection to the internet is also required. For best results,
ensure that the PC can access external websites on TCP ports 80 (HTTP) and 443 (HTTPS) without the need for a proxy
login.

Summary

= TIM Plus must be installed on a Windows PC but can be viewed from any web browser running on any operating system without the
need for additional client software.
= TIM Plus comes with its own in-built web server, so a server edition of Windows is not required nor is an external web server such as

1IS or Apache.

Setup

Obtaining and installing TIM Plus

Log on to the Tri-Line Gateway using the credentials you created when you first enquired about TIM Plus. Once logged on, you will be
directed to your Honme page, from where you can download your personal copy of the software.


http://www.tri-line.com/en/products/call_logging_software/tim_enterprise/
http://gateway.tri-line.com

It is important that you download your software only from this location, since each installation package is tagged with an
L4l unique ID bound to your account.

When you have downloaded the setup package, double-click on it and follow the setup wizard in order to complete the installation.

rﬂ Setup - TIM Plus EI_IQ
Wel to the TIM Plus Set
TIMPLUS Bivwisss i 1o SEHip

call logging software This will install TIM Plus +3.0.0.83 on your computer.

It is recommended that you close all other applications before
caontinuing.

Click Mext to continue, or Cancel to exit Setup.

 TIM Plus - Setup Wizard | +
(' &0 localhost/stage2. html c " Google 2 ¥+ A B-

License

TIM Plus needs a valid software license in order to run.
You can obtain a license right now if you allow the software to contact a license server.

Ensure this computer is connected to the internet, then press the Get license button.

[ Back ™ R

Obtaining a license manually



If you cannot update your software license automatically, you can apply this manually by following the steps below:

1. Inthe Get [|icense window, click onthe Next | button and copy the product key displayed in the Li cense box, as shown
below:
-—- BEGIN PRODUCT KEY -————————————————————————
TAARAHI cAVALY 938 z2x]dyBomwgLlZ 81 knMhQr 3UET] 93 30J
036fhelX0z5PAFWIGRRPDEfai 6UTh] tul6+Hat IXrFKEPaAV

v,/ arfljlivz BEOxSxNkp2q0LEhgd/c=
-—— END PRODUCT EEY - ——————————————

2. Log in to the Gateway using your username and password.
3. Inthe Product s panel, click on the TIM Plus product.
4. Inthe Sof twar e | i cense panel, click on the Acti vat e nowlink.

5. Paste the product code in the activation text box.
6. Enter the number of users you intend to log and the version number of the software, then click on the  Activate Now | to obtain the

license certificate.

7. Copy and paste the certificate in the Li cense box of the TIM Plus setup wizard.

Connecting to your PBX

3COM

3COM VCX

These instructions help you configure your 3COM VCX phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
.E TIM Plus receives FTP transfers from this PBX.

Support Files
3Com VCX- NBX. TDT

3Com VCX- NBX. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

To retrieve call logging data from your 3COM VCX phone system, you need to set up an SFTP transfer. Below is an example of how to
configure this, using WinSCP - a free FTP client software. Any other third-party client software can be used instead.


http://gateway.tri-line.com/

WinSCP Login

Session Session
: Storeld sessions Host name: Port number.
Loagaing [ 20 |
Environment ' -
Directones User hame: Password:
SFTP .-:wotka B
SCP/Shell )
Connection Private key file:

Prosy
Turnel C]

SSH

Key exchange Protocol TR
guthenhcatlon File protocol: SFTP w | [¥] Allow SCP fallback
ugs
Preferences
Advanced options
[ About... J [ Languages [ Login i [ Save... ] Close ]
Field Description
Host name The IP address or host name of the phone system

Port number The port number for the SFTP transfer. The default port number is 22

User name The username required to log in to your 3COM VCX phone system

Password The password required to log in to your 3COM VCX phone system

Once connected to the phone system, you can transfer the CDR files, located by default in opt / 3com VCX/ acct xm / db/ export, to the
PC running TIM Plus.

2 export - 3ComVCX - WinSCP

Local Mark Fies Commends Session Options Remote Help
& [H@- P2 WP TR EH T EE O vk =g~
e C: Local Disk -@ie-a- MM E | E 1= export @i - RESD
Name + Ext Size  Type Changed Akt Mame = Ext Size  Changed Rights Owner
= Parerk directory  28/06/2011 18:00:00 &, 12{02/2009 15:25:32 [ — cworks |
Sopt Folder 1401/2011 17:04:58 ¢ 31 28j06f2011 18:31:24 - cworks
[ sedvzrio.og 548,959 Z6/05/2010 12:01:52 P cwiorks.
@mwamgl 2,180 2B/DA[ZD11 18:43:54 T cwiorks
=) cdrmorkingz 3,309 28{06/2011 19:04:33 W cworks.
gmmnmqa 2,518 28{06{2011 19:02:24 Frwr cworks.
) cdwiorking4 2,791 28/06[2011 19:03:32 rewer cworks
DBof0Bin0of 08 ol S38 K8 in0of 6
p name [ & 3 [ F7 Creste Directory ¢ = - NLF10Qut
8 s @ oms

In this example, the XML files are being copied in the following location: C: \ Program Fi | es\ Tri - Li ne\ TI M Ent er pri se\ FTP, given
the FTP folder has been created in advance for this purpose.



< C: Local Disk ~SGll P&y a2 | e
C:\Program Files\Tr-Line\TIM Enterprise\FTP

Name = Ext Size Type Changed
q£| Parent directory 28/06/2011 18:00:00
Ifj]npt Folder 14/01j2011 17:04:58

Creating a batch file

To enable TIM Plus to collect and process the XML files, you need to create a batch file containing the following lines:

xcopy/Y "C:\Program Fil es\Tri-Line\TIM Pl us\ FTP\ *. XM."
"C:\Program Fil es\Tri-Line\TI M Pl us\ spool \ *. {sitecode}"
cd "\ Program Fil es\Tri-Line\TIM Pl us\ FTP\' "

del *.* /q

cd\

In the above example, the { si t ecode} needs to be replaced with the unique ID of the site object you are trying to send
the data to. To obtain the ID of a site, hover the mouse pointer over it on the _Directory | screen in TIM Plus and it will be
displayed as a tooltip.

The batch file will change the . xni file extension to the designated site code and move the files in the Spool folder for processing.

A Windows scheduled task must be set up as well in order to run the batch file every 5 minutes or so.

Configuring TIM Plus

Once the batch file has been configured, log in to TIM Plus and perform the steps below:

1. Click on the Directorz | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

Name London
FEX model 3Com VCK-NBX

Connection method Mo connection required

3. Inthe Site Properties window, select 3Com VCX- NBX from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

3CX

3CX PBX

These instructions help you configure your 3CX phone system to work with TIM Plus. Contact your system maintainer if you are not familiar
with the configuration of your PBX.

Connection Type
=¥ TIM Plus listens for connections from this PBX.

Support Files

3CX. TDT
3CX. TDS

CDRTenpl at e- Socket . xm

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

Download the interface file

1. Visit the Gateway and download the interface files from the Rel at ed downl oads section, as shown below:


https://gateway.tri-line.com

Downloads Software license View license certificate

5 Fullinstall package & This product is licensed

TIM Plus The license for this product is valid and up-to-date.

A
I Upgrade package

TIM Plus
Maintenance
@ Documentation Q? This product is maintained
Product documentation for your TIM Plus You have maintenance until 19 September 2020, giving you
full access to our technical support resources during this
time.

Related downloads

Download executables and documents related to the PEXs you are using with this software

Name Version

3CX TOT file (zip)

2. Extract the 3CX. ZI P file onto the desktop.

3. Copy the 3CX. TDT and 3CX. TDS files into C: \ Program Fi | es\ Tri - Li ne\ TI M Pl us\ conf i g, overwriting any existing files

with the same name.

Configure the interface file

1. Transfer the CDRTenpl at e- Socket . xni file onto the 3CX server and place it in the following location: C: \ Docunent s and

Settings\All Users\Application Data\3CX\ Dat a\ CDRTenpl at es.

2. Edit CORTenpl at e- Socket . xml and update the relevant entry to point to the IP address of the machine running TIM Plus.

<7?7xm]l wversio ing="utf-8"7>

<CallTemplate Host="127.0.0.1"| Port="33555" outboundonly="false">
<idcallhistory3 Tmt="&#xD; &FxA; &quot;Call {0}&quot;," />
=callid fmt="8&quot; {0}&quot; ," />
<duration fmt="8&quot; {0}&quot;,"” />
<starttime fmr="&quot; {0:yyyy-MM-dd HH:mm:ss5}&quot;,"” />
<answertime fmt="&quot; {0:yyyy-MM-dd HH:mm:ss}&quot; ," />
<endtime fmt="&quot;{0:yyyy-MM-dd HH:mm:ss5}&quot;,” />
<from_no fmt="&quot;{0}&quot;,"” />
<LO_no fmt="&quot; {0}&quot;," />
<group_no fmt="&quot; {0j&quot;,"” />
<line_no fmt="&quot;{0}&quot;,"” />

3. Log in to your 3CX server and from the main menu go to Set t i ngs- >Advanced, as shown below:



Help

Firewall Checker
Company Phonebook

Phione Provisioning
MNetwork

i
-

General
Advanced
Sysbem Prompts

Activate License
Blacklist
Trizrire 20977 Templates

4. Select _CDR output | from the Advanced Setti ngs screen.
5. Enable the tick box for Qut put CDR to Socket (Active - Initiates connection) andclick _Apply |

6. Under 3CX Phone Systemclick Service Status | and within the Ser vi ce Nane section, select 3CX PhoneSyst em Cal |

Hi story.

7. Click Restart | to load the new XML file.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to listen for SMDR data from your 3CX phone system:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

MName London

FBEX model 3CX

Connection method Listen for connections from PBX
Host

Port

3. Inthe Site Properties window, select 3CX from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Li st en for connections from PBXfrom the drop-down list.
5. Leave the Host field blank.

6. Inthe Port field, enter 33555 as the default port for connections to this PBX.

7. Clickonthe Save | button to apply the settings.



Aastra

Aastra BP

These instructions help you configure your Aastra BP phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Aastra BP. TDT

Aastra BP. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

BP firmware R12 or older
If you are using firmware older than R12, set the SMDR output to type Cl L 3 which is a fixed format requiring no further configuration.
BP firmware R13+

If you are using firmware R13+, set the SMDR output to FI exi bl e CI L and configure the options as below:



Configuration -

Record length

=

;g Boards .. Index Offset Field type Delete

E:l'"? Extensions .. i |1 | |Message code | E] Insert | Delete

=2F -?fj:ks 2 |4 |||Sequence nurmber ClL4 | D Insert | Delete

S s o e e [ ser ot

D"' System > 4 |14 |||Ca|| date CIL4 |[ ]| msert | pelete
By

I:ZI---ﬂQ farz”L:E; 5 |21 |||En|:| time hh:mm:ss | D Insert | Delete

g%ﬁ IF::;;;ZS [ |30 |||Ca||er's nurnber DOI | D Insert | Delete

1/0 Ports > 7 |39 |||Ca|| duration CIL4 |[ ]| mnsert | pelete

ﬁif"fa““ v 8 |45 |||Dia||ed access code ClLd |[ ]| msert | pelete

N ;:-.t;:l:n::t Format > 9 |50 |||Dia||ec| number CIL4 | E] Insert | Delete

=B 10 |?5 |||Infnrmatinn status 3 | D Insert | Delete

1 :|E|:1 |||ORG£TERM DEFINITION [ Jf nsert | pelete

1z |E|? |||Account code CIL4 | D Insert | Delete

13 [103  |fauthorisation code DDI ([ ][ snsert | pelete

14 |112 |||Queuetime, answer ClL4 | E] Insert | Delete

15 |11? |||Meter pulses CIL4 | [] Insert | Delete

16 |122 |||Cust state CIL4 | E] Insert | Delete

17 |[124 |||Cust CiL4 || mnsert | pelete

18 |136 |||Trunk number CIL4 | E] Insert | Delete

19 |1,-_11 |||Sent access code CIL4 | [] Insert | Delete

20 |146 |||Sent number CIL4 | E] Insert | Delete

21 |[171 |||A-numher clLa || msert [ pelete

2z |192 |||Carriage return/LF | E] Insert | Delete

23 | ||| ------- not used - | [] Insert | Delete

24 | ||| ------- not used - | E] Insert | Delete

25 | ||| ------- not used - | [] Insert | Delete

26 | ||| ------- not used - | E] Insert | Delete

27 | ||| ------- not used - | [] Insert | Delete

28 | ||| ------- not used - | E] Insert | Delete

29 | ||| ------- not used - | [] Insert | Delete

30 | ||| ------- not used - | E] Insert | Delete

Installing NetPBX

The Aastra BP phone system sends SMDR information via a serial connection. To collect the data from the serial port and send it to TIM
Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

PBX

Name London
FEX model Aastra BP

Connection method Mo connection required

3. Inthe Site Properties window, choose Aastra BP from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Aastra Intelligate Series

The Aastra Intelligate Series can be configured to send its SMDR data over a serial (RS232) or an IP connection. Click on one of the links
below that relates to your preferred connection method.

Aastra Intelligate Series - Serial connection

These instructions help you configure your Aastra Intelligate phone system to work with TIM Enterprise. Contact your system maintainer if
you are not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Aastra PC5. TDT

Aastra PC5. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

The Aastra Intelligate Series can output SMDR information in multiple formats. You should always select the PC5 format for
use with TIM Plus.

Below are some screenshots to demonstrate how the Aastra Intelligate Series should be configured:



Setting the SMDR format to PC5
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Setting the SMDR format to PC5

The OIP Server has a very basic cal |
the cal |

Plus, the OIP Server will overwrite some required settings.

Installing NetPBX

If your Aastra Intelligate has been configured to send SMDR data via a serial connection, you first need to install the NetPBX software to

| oggi ng module. If you intend to install TIM Plus alongside the OIP Server, you need to uninstall
| oggi ng module from the OIP Server suite, otherwise, when configuring your Aastra to output the data to the PC running TIM

collect the data from the serial port and send it to TIM Plus. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus



Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX
MName Wadsworth
PEX model Aastra PCS -
Connection method Mo connection required -

)

3. Inthe Site Properties window, select Aast ra PC5 from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the changes.

Aastra Intelligate Series - IP connection

These instructions help you configure your Aastra Intelligate phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.

Connection Type
s TIM Plus listens for connections from this PBX.

Support Files
Aastra PC5. TDT

Aastra PC5. TDT

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

Note that the Aastra Intelligate Series can output SMDR information in multiple formats. You should always select the PC5 f
ormat for use with TIM Plus.

Below are some screenshots to demonstrate how the Aastra Intelligate Series should be configured:

Setting the SMDR format to PC5
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OIP Server and TIM Plus

The OIP Server has a very basic cal | | oggi ng module. If you intend to install TIM Plus alongside the OIP Server, you need to uninstall
the cal | | oggi ng module from the OIP Server suite, otherwise, when configuring your Aastra to output the data to the PC running TIM
Plus, the OIP Server will overwrite some required settings.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to listen for SMDR data from your Aastra Intelligate Series:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

PBX

MName London

PBX model Aastra PCS

Connection method Listen for connections from PBX
Host

Port 1080|

3. Inthe Site Properties window, select Aastra PC5 from the PBX nodel drop-down list.

4. Inthe Connecti on mnet hod field, select Li sten for connections from PBX from the drop-down list.
5. Leave the Host field blank.

6. Inthe Port field, enter 1080, the default port number for your Aastra Intelligate phone system.

7. Clickonthe Save | button to apply the settings.

Aastra MX-ONE

These instructions help you configure your Aastra MX-ONE phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Aastra MX- ONE BC10. TDT

Aastra MX- ONE BC10. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

The Aastra MX-ONE supports multiple SMDR output formats. TIM Plus requires the SMDR format to be set to either BC8, BC10 or BC13.
For more information on how to configure the data output, please contact your system maintainer.

Installing NetPBX

The Aastra MX-ONE phone system sends SMDR information via a serial connection. To collect the data from the serial port and send it to
TIM Plus you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus



Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
PEX model Aastra MX-ONE BC10

Connection method Mo connection required

3. Inthe Site Properties window, select Aastra MX- ONE BC10 from the PBX nodel drop-down list.
4. Inthe Connecti on met hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.

AGFEO

AGFEO AC-AS Series

These instructions help you configure your AGFEO AC-AS phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.

Connection Type
g TIM Plus establishes a serial connection with this PBX.

Support Files
AGFEO AC-AS Series. TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

The AGFEO AC-AS Series outputs its call records via a serial connection. You need to directly connect a serial cable between your AGFEO
AC-AS phone system and the PC that NetPBX is installed and running on.

For more information about the output and configuration of your SMDR data, please contact your system maintainer.

Installing NetPBX

The AGFEO phone system sends SMDR information via a serial connection. To collect the call logging data from the serial port and send it
to TIM Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:



Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click ProEerties | .

Site properties

PBX

Name London
FEX model AGFEQ AC-AS Series

Connection method Mo connection required

3. Inthe Site Properties window, select AGFEO AC- AS Seri es from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.

Alcatel

Alcatel 4200-4400e

These instructions help you configure your Alcatel 4200-4400e phone system to work with TIM Plus. Contact your system maintainer if you
are not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Al cat el 4400E. TDT

Required Tasks

Configure the SMDR output
Download the interface file
Install NetPBX

Configure TIM Plus

ENEYNENNEN

Configuring your SMDR output

The Alcatel 4200-4400e phone system sends its call records via a serial connection. The most recent units already have a . v24 port but, for
older units, you may need to purchase a . v24 module. Connect a serial cable between your Alcatel 4200-4400e . v24 module and the PC

that NetPBX is installed and running on. See the table below for a summary of data output from Alcatel 4200-4400e:



Internal Ring

Manufacturer Model Account Codes CcLl DD Calls Time Unanswered
Alcatel 4200 Y L N N L L
4300 A L N N L L
4400e N L L L L L
OmniPCX Enterprize N Y Y Y Y Y
OmniPCX Office A b N b hi b

Download the interface file

1. Visit Tri-Line's Gateway and download the interface file, as shown below:

View license certificate

Downloads Software license
> Full install package &/ This product is licensed
TIM Plus The license for this product is valid and up-to-date.

"EI' Upgrade package

TIM Plus
Maintenance
& Documentation &/ This product is maintained
Product documentation for your TIM Plus You have maintenance until 19 September 2020, giving you
full access to our technical support resources during this
time.

Related downloads

Download executables and documents related to the PBXs you are using with this software

Name ersion

Alcatel 4400E TOT file (zip)

2. Extract the Al cat el 4400E. ZI P file onto your computer's Desktop. This ZIP file contains the following file: Al cat el 4400E. TDT.

3. Copy the file into the C:\ Program Fil es\ Tri -Li ne\ TI M Pl us\ confi g folder.

Installing NetPBX

The Alcatel 4200-4400e phone system sends its call records via a serial connection. To collect the data from the serial port and send it to
TIM Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .


https://gateway.tri-line.com

Site properties

PBX

Name London
FEX model Alcatel 4400e

Connection method Mo connection required

3. Inthe Site Properties window, select Al cat el 4400e from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Alcatel OmniPCX Enterprise

The Alcatel OmniPCX Enterprise can be configured to send its SMDR data over a serial (RS232) or an IP connection. Click on one of the
links below that relates to your preferred connection method.

Alcatel OmniPCX Enterprise - Serial connection

These instructions help you configure your Alcatel OmniPCX Enterprise phone system to work with TIM Plus. Contact your system
maintainer if you are not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Al catel Qmi PCX Enterprise. TDT

Al catel Omi PCX Enterprise. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

Follow the instructions below to configure the SMDR output via a serial connection. These instructions are taken from the Alcatel OmniPCX
Enterprise manual:

Using Telnet, connect to the IP address of your Alcatel OmniPCX Enterprise and follow the steps below:

1. Applications ( Enter |)
2. Accounting ( Enter |)
3. Review/Modify ( Enter |)



4. AllInstance ( F1 |)
5. Realtime ticket Output: Set this to et her net . Note that if you don't have an appropriate license, you may only select V24 (serial)
here.

6. Save changes and exit.

Below is an example of the data output from an Alcatel OmniPCX Enterprise:

Internal Ring

Manufacturer Model Account Codes CLI DDI . . Unanswered
Calls Time
Alcatel 4200 Y L N N L L
4300 Y Y N N L Y
4400e N Y Y Y Y Y
OmniPCX Enterprise N Y Y Y Y Y
OmniPCX Office Y b N b b b

Installing NetPBX

If your Alcatel OmniPCX Enterprise has been configured to send SMDR data via a serial connection, you first need to install the NetPBX soft
ware to collect the data from the serial port and send it to TIM Plus. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:
1. Click on the _Directory | tab.
2. Choose the site you want to configure and click _Properties | .

Site properties

MName Wadswaorth
FBEX model Alcatel OmniPCX Enterprise

Connection method Mo connection required

3. Inthe Site Properties window, select Al catel Omi PCX Ent er pri se from the PBX nodel drop-down list.
4. Inthe Connecti on et hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Alcatel OmniPCX Enterprise - IP connection

These instructions help you configure your Alcatel OmniPCX Enterprise phone system to work with TIM Plus. Contact your system
maintainer if you are not familiar with the configuration of your PBX.



Connection Type
s TIM Plus establishes a TCP connection to this PBX.

Support Files
Al catel Omi PCX Enterprise. TDT

Al catel Omi PCX Enterprise. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

Follow the instructions below to configure the SMDR output via an IP connection. These instructions are taken from the Alcatel OmniPCX
Enterprise manual:

Connect to your PBX via telnet and follow the steps below:

1. Applications ( Enter |)
2. Accounting ( Enter |)

3. Review/Modify ( Enter |)
4. All Instance(il)

5. Realtime ticket Output: Set this to et her net . Note that if you don't have appropriate license, you can only select V24 (serial) here.

6. Save changes and exit

The table below presents a summary of data output from Alcatel:

Internal Ri
Manufacturer Maodel Account Codes CLI Dol nerna L Unanswered

Calls Time

Alcatel 4200 Y L N N L L
4300 Y Y N N L Y
4400e N Y Y Y Y Y
OmniPCX Enterprise N Y Y Y Y Y
OmniPCX Office Y b N b b b

Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect the SMDR data from your Alcatel OmniPCX Enterprise:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click ProEerties | .



Site properties
PBX

MName London

FBEX model Alcatel OmniPCX Enterprise
Connection method Actively connect to PBX
Host 192.168.1.1

Port 2533

Username

Password

Connection script Alcatel OmniPCX Enterprise 7.1+  »

3. Inthe Site Properties window, select Al catel Omi PCX Ent er pri se from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.

5. Inthe Host field, enter the IP address of your Alcatel OmniPCX Enterprise.

6. Inthe Port field, enter 2533 as the default port number for this PBX.

7. Leave the User name and Passwor d fields blank.

8. Inthe Connection scri pt field, select Al catel Omi PCX Enterprise 7.1+ from the drop-down list.

9. Clickonthe Save | button to apply the changes.

Alcatel OmniPCX Office

The Alcatel OmniPCX Office can be configured to send its SMDR data over a serial (RS232) or database connection. Click on one of the
links below that relates to your preferred connection method.

Alcatel OmniPCX Office - Serial connection

These instructions help you configure your Alcatel OmniPCX Office phone system to work with TIM Plus. Contact your system maintainer if
you are not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Al catel OmiPCX Office. TDT

Al catel Omi PCX Office. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output
Alcatel-Lucent OmniPCX Office Communication Server supports two types of call metering:

" /24 metering supports V24 printing for all call metering tickets



IP metering supports IP printing for call metering tickets originating from a 3rd party application (Business or Hotel) via an IP

connection

The type of metering must be specified when the Office Link driver is installed. The driver can be set to one of two modes: hot el or net eri
ng. You can use the OMC Count i ng function to specify the type of call metering for hardcopy printouts.

To set printing options for call metering tickets, follow the steps below:

. Open the Count i ng function window in the OMC console and select the  Accounting Printout |tab.

. Select the metering type from the drop-down list: Ext. Accounting Activation | P orExt. Accounting Activation

V24.

. Click OK | to save the settings.

The table below presents a summary of the data output from an Alcatel:

Internal Ring

Alcatel

Manufacturer Model Account Codes cul Do . . Unanswered
Calls Time
4200 Y L N N L L
4300 A L N N L L
4400e N L L L L L
OmniPCX Enterprizse N Y Y Y Y Y
OmniPCX Office A b N b hi b

Installing NetPBX

If your Alcatel OmniPCX Office has been configured to send SMDR data via a serial connection, you first need to install the NetPBX software
to collect the data from the serial port and send it to TIM Plus. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1.

2.

3.

4.

5.

Click on the Directorx | tab.

Choose the site you want to configure and click Proeerties | .

Site properties

Name London
FEX model Alcatel OminPCX Office

Connection method Mo connection required

Inthe Si te Properties window, select Al catel Omi PCX O fi ce from the PBX nodel drop-down list.

In the Connecti on net hod field, select No connecti on required from the drop-down list.

Click onthe Save | button to apply the settings.



Alcatel OmniPCX Office - Database connection

These instructions help you configure your Alcatel OmniPCX Office phone system to work with TIM Plus. Contact your system maintainer if
you are not familiar with the configuration of your PBX.

Connection Type
% TIM Plus establishes a DSN connection with this PBX.

Support Files
Al catel Omi PCX Office. TDT

Al catel OmiPCX Office. TDS
Required Tasks

Configure the SMDR output

Install Alcatel Office Link Driver
Set up a DSN connection

Configure TIM Plus

ENENNEN N EN

Configuring your SMDR output
Follow the instructions below to configure the SMDR output for your Alcatel OmniPCX Office phone system:

Alcatel-Lucent OmniPCX Office Communication Server supports two types of call metering:

® /24 metering supports V24 printing for all call metering tickets
" |P metering supports IP printing for call metering tickets originating from a 3rd party application (Business or Hotel) via an IP

connection

The type of metering must be specified when the Office Link driver is installed. The driver can be set to one of two modes: hot el or net eri
ng. You can use the OMC Counting function to specify the type of call metering for hardcopy printouts.

To set printing options for call metering tickets, follow the steps below:

1. Open the Count i ng function window in the OMC console and select the  Accounting Printout | tab.

2. Select the metering type from the drop-down list: Ext. Accounting Activation |IP orExt. Accounting Activation

V24.

3. Click OK | to save the settings.

The table below presents a summary of the data output from an Alcatel:

Internal Ring

Manufacturer Model Account Codes CLI . . Unanswered
Calls Time
Alcatel 4200 Y L N N L L
4300 Y Y N N L Y
4400e N Y Y Y Y Y
OmniPCX Enterprise N Y Y Y Y Y
OmniPCX Office Y b N b b b

Installing the Alcatel Office Link Driver

If your Alcatel OmniPCX Office has been configured to send SMDR data via IP, you first need to install the Alcatel Office Link Driver to
configure the output.

For information on how to install the Alcatel Office Link Driver, please refer to the Alcatel OmniPCX Office manual or speak to your system
maintainer.



Setting up a DSN connection for TIM Plus

To enable TIM Plus to work with the Alcatel Office Link Driver, you need to setup a DSN connection. Follow the instructions below to perform
this operation within Microsoft Windows:

1. Open W ndows Control Panel .

2. Double click on the  Administrative tools | icon.

3. Double click on the Data Sources (ODBC) | icon to open the ODBC Dat a Sour ce Admi ni strat or window.

o For a 64 bit system, access the ODBC Dat a Sour ce Admi ni strator from the following location C: \ W ndows

\ SysWOW64\ odbcad32. exe

4. Click on the System DSN | tab.

5. Click onthe Add | button.

6. Select Nat i ve from the list of drivers and click  Finish | .
7. Inthe Nane field enter: TI M Pl us - Al catel OHL.

8. Inthe Dat abase nane field enter: Nat i ve.

9. Clickonthe OK | button, then close the window.
An example of an ODBC setup is shown below:
£10DBC Data Source Administrator d

UgerDSH  System DSM | File DSNI Driversl Tracingl Connection F'l:u:ulingl About I

System 0 ata Sources:

M ame Drriveer | Add...
Alcatel OHL REETRE

Remove |
_Cortigue.. |

Configure. ..

An ODBC Syztem data zource stores information abaut haw ta connect ta
the indicated data provider. & System data source iz wizible to all uzers
aon thiz machine, including MT services.

k. I Cancel Smply Help

Configuring TIM Plus

Once the DSN connection has been set up, log in to TIM Plus and perform the following steps:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties |



Site properties

PBX

MName London

PBX model Alcatel OminPCX Office
Connection method Connect to a system DSN
DSN name TIM Plus - Alcatel OHL
Frequency =]

DB Script Alcatel OminPCX Office OHL

3. Inthe Site Properties window, select Al catel Omi PCX O fi ce from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select Connect to a syst em DSN from the drop-down list.

5. Inthe DSN nane field, select TI M Pl us - Al catel OHL from the drop-down list.

6. Inthe Frequency field, enter 5 to check for data every five seconds.

7. Inthe DB scri pt field, select Al catel Omi PCX O fice OHL from the drop-down list.

8. Click onthe Save | button to apply the settings.

Asterisk

Asterisk PBX

These instructions help you configure your Asterisk phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
== TIM Plus establishes a TCP connection to this PBX.

Support Files

Ast eri sk. TDT
Ast eri sk. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

Follow the steps below to enable the SMDR output on your Asterisk phone system:

1. Enter the Server Setup System

2. Under the Advanced | section, edit the manager _cust om conf file.

3. Add the following lines to the file:



[ CDRout ]

secret =

cdrdeny = 0.0.0.0/0.0.0.0
permt = 10.0.0.0/255.0.0.0

permt = 192.168.0.0/255.255.0.0

permt = 212.57.232. 128/ 255. 255. 255. 128
read =

wite =

4. Verify and save the changes.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect the SMDR data from your Asterisk phone system:

1. Loginto TIM Plus and click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

MName London

PBX model Asterisk

Connection method Actively connect to PBX
Host 192.168.1.1

Port 5038

Username CDRout

Password [TITIL]

Connection script Asterisk

3. Inthe Site Properties window, select Ast eri sk from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.
5. Inthe Host field, enter the IP address of your Asterisk phone system.

6. Inthe Port field, enter 5038.

7. Inthe User nane and Passwor d fields, enter your username and password accordingly.

8. Inthe Connecti on scri pt field, select Ast er i sk from the drop-down list.

9. Clickonthe Save | button to apply the settings.

Avaya

Avaya BCM up to v3.x

These instructions help you configure your Avaya BCM phone system (up to v3.x) to work with TIM Plus. Contact your system maintainer if
you are not familiar with the configuration of your PBX.



Connection Type
== TIM Plus establishes a TCP connection to this PBX.

Support Files

Avaya BCM TDT
Avaya BCM TDS

Required Tasks

Configure the SMDR output
Create a CDR user

Install and configure NetPBX

Configure TIM Plus

EUNENNEN NEN

Configuring your SMDR output
Follow the steps below to configure your Avaya BCM (up to v3.x) to output SMDR to TIM Plus:

1. Open your Business Communications Manager Unified Manager.

2. Click onthe Services | tree node.

3. Clickonthe Call Detail Recording | node.

4. On the right-hand panel the Sunmar y window will appear. Ensure that Up is selected in the St at us drop-down list.

5. Selectthe Report Parameters | tree node and configure the fields as shown below:

SMDR field Value
Format Nor st ar
Report Type All
Language Engl i sh

Report Filter All

6. Selectthe _Report Options | tree node and configure the fields as shown below:

SMDR field Value
Date Format MV DY YY
Header Format Li ne/ Station

DNIS Info Enabl ed



Connection Char Leave as default

Clip File Schedule Leave as default

Clip File Size Leave as default

CDR Disk Space Limit Leave as default

7. Forthe Market Parameters | settings, please leave as the system defaults.

8. Forthe Prefix Bin Options | setting please leave as the system defaults.

9. Once you have completed the above changes, choose = Commit | from the Configuration | file menu.

Creating a CDR User

To enable TIM Plus to connect to your Avaya BCM you will need to create a CDR User inthe _System | option of your BCM Unified
Manager configuration utility. The Avaya BCM connection requires the DCOM service to be enabled on the machine running TIM Plus.
Following the introduction of enhanced security in Windows XP Service Pack 2, the username and password for the COR User now need to
be exactly the same as the credentials of the Windows account under which TIM Plus runs.

Installing and configuring NetPBX

To collect the call logging data from the Avaya BCM up to v3.x phone system and send it to TIM Plus, you first need to install the NetPBX
software.

After the installation, follow the instructions below to set up a connection between BCM and NetPBX:

1. Make sure the CDRSer ver . EXE and | nt er op. CORSERVERLI b. dI | files are placed in the same folder as Net PBX. EXE, usually

located in { pf }\ Tri - Li ne\ Net PBX.

& NetPBX

File Edit ‘“iew Favortes Toolz  Help

e Back - -\__) - L.@

Address I@ C:\Pragram Files\Tri-LinehMNetPB:

Y

@
P Search i Falders

Mame = | Size | Type | [ ate Modified |
File and Folder Tasks S L‘lﬂ CORClient.dll 176 KB  Application Extension  17/05/2010 08:10
_3 Make & new folder CORServerexe IEEE  Application 31/01/2005 14:57
o CORServer b 3KB  TLB File 31/01/2005 14:57
(2] f\;‘:gSh this folder to the %] Interop. CORSERVERLib.d 7KB hpplication Extersion  23/10/2012 19:57
F-':g Share this folder @ MetPBx. exe 92 KE  Application 230420121957
LJ*"] ozad0.dl 1T112KE  Application Extension  27/08/2010 03:24
@ Unirztall MetPBx 2KB  Shortout 24002012 12:33

2. Register CDRSer ver . EXE by running the command line with administrator privileges and typing the following command under the
directory path of the NetPBX folder: CDRSer ver . EXE/ r egser ver .
3. Open the computer's local security policies: Start -> Control Panel -> Adm nistrative Tools -> Local Security

Pol i cy.



& Local Security Settings

File Action “iew Help

- | X B|E@

Mame
28 Account Policies
(28 Local Policies

(8 Account Policies
28 Local Policies
(1 Public Key Policies (CPublic Key Policies

(1 Software Restriction Policies [ Software Restriction Policies

g IP Security Policies on Local Computer @ IP Security Palicies an Lacal C..

4. Within the Security Settings\Local Policies\Security Options tree, change the following items as highlighted in the

screenshot below:

& Local Security Settings

File Action “iew Help

¢= | BXHR 2
@ Security Settings Falicy I Secuity Setting I
(38 Account Policies Aud' Shut down systemn immediate...  Dizabled

-8 Local Policies B : )
-8 Audit Palicy %

108 User Rights Assighment i
{3 Security Options

23 Public Key Palicies

(2] Software Flestiction Policies

,g IP Security Policies on Local Computer

Mot defined
rat defined
etwork acoess Shares that canb... COMCFG.DFS$
{ ... Guestonly - local us..
[_,__'j Metwork gecurity: Do not store LAM...  Dizabled

Microsoft netwark client: Digitally ..  Dizabled

Metwark access: Do not allow star.. Dizabled
e tE one per...  Dizabled
. Metwork access: Named Fipes that... COMNAP.COMNOD...

a. Network Access: Let Everyone perm ssions apply to anonynous users. Set this to Enabl ed.
b. Network Access: Sharing security nodel for |ocal accounts. Setthisto Cl assic.
c. DCOM  Machine Access Restrictions:Clickon _Edit Security | and add the following user accounts: Anonynous,

Everyone, Interactive, Network, System Seteach one to have full access rights.

Template Security Palicy Setting | E #plain This Setting | Security Limits |

.4 DCOM: Machine Access Restrictions in Security Descriptar

=y GIDUD ar user names:;
g" Definition Language [SDDL] syntax

[ed Ao TYMOUS LOGON
ﬂ Eweryone
€7 INTERACTIVE
If the securnity descriptor iz left blank after defining the palicy setting in the m MET'wWORE.
template, the policy setting will not be enforced. ﬂ SYSTEM
- |
e ST ATOREAT _caiseoa. | R | s |
0:BAG:BAD:[A::CCOCLE: AN A CCOCLE: MWD it Secunty... Permissions for ANONYMOUS
LOGOM Allow Deny
Local Access O
Femote Access O

ak. I Cancel Apply

,TI Cancel Apply

5. Next step is to modify the way DCOM behaves on the computer by executing the DCOM configuration program: St art -> Run - >
DCOVCNFG [ ent er] . Browse the tree to the following location: Consol e Root -> Conponent Services -> Conputers ->

My Conput er . Righ-click on My Conput er for _Properties | and amend or update the following options:



- Component Services

(B File Action View Window  Help

e+ @ XER2E A"

C_l Lonzole Root My Computer 4 ohject
EI@ Compaonent Services -

e B B @

% Ewent Wiewer L Stop M5 DTC DCOM Config  Distributed Rurning

-8 Services [Locall Nz Tranzach.. Processes
Refrezh all components

Wi »
M ew window from Here

Properties

Help

a. Onthe Default Properties | tab:

Enabl e Di stributed COM on this conput er:tick the box for his option
Def aul t Aut hentication Level : setthisto Connect
Def aul t | npersonation Level :setthistoldentify
My Computer Properties ———[iIFd

Default Pratocols | MSDTC | COM Security |
General I Optionz Default Properties

W Enable Distributed COM on this computer

[T Enable COM Intemet Services on this computer

— Default Digtributed COM Communication Froperties

The Authentication Level zpecifies security at the packet level.

Default Authentication Level:
Connect j

The imperzonation level specifies whether applications can determine
who iz calling them, and whether the application can do operations
uzing the client's identity,

Default Imperzonation Level:

Identify -]

Security for reference kracking can be provided if authentication iz used
and that the default imperzonation level iz not anonumous.

™ Provide additional security for reference backing

k. I Canizel | Sppiy

b. Onthe COM Securitz | tab:

Go to the Access Per mi ssi ons section and select  Edit default | .

Add the following accounts and set both local and remote access permissions: Anonynous, Everyone, |nteractive,



Net wor k, Local Service and System

My Computer Properties

2l

2l
O ptiohz I Default Froperties i

General I Default Security |
Default Protocels | MSDTE COM Security

Group or uger names:
A Perrrizsi
[_Cée.fi.i'fﬂ;.'ﬁ%i..l L €7 ANONYMOUS LOGON
ou may edit who iz allowed default access to applications. Y'ou may

also set limits on applications that determing their own permissions.

ﬁEver}lone
€7 INTERACTIVE
EditLimts.. | EdtDefot | €3 NETWORK

CEIE -
i | _'I_I
~ Launch and Activation Pemizsion:

You may edit who i allowed by default to launch applications or

Add... Remave I
activate objects. rou may alzo zet limitz on applications that
determinge their own permiszions.

Permizsions for SY'STEM Allow Deny
Local Access O
Edit Limits... Edit Defaul... Remate Access O

0k I Cancel Apply

QK. I Cancel Apply
Go to the Launch and Activation Perni ssions section and click on Edit default | tab.
Add or update the following accounts to give them all local and remote access permissions: Anonynous, Everyone,
Interactive, Network, Local

Servi ce and System

My Computer Properties

2l 2l
General I Options I Default Properties i Diefault Secrity |
Default Protocels | MSDTC COM Security
Group or uger names:
—Access Permizsions 3
= : i ﬁEANDNYMDUS LOGOM
You may edit who iz allowed default access to applications. ou may
also set limits on applications that determing their own permissions. @ Everyane
€7 INTERACTIVE
Edit Limits. Edit Defaul. . €72 LOCAL SERVICE
!73 CYCTEM |
4 | »
Launch and Activation Pemizzion: = add Slre I
“'ou may edit who iz allowed by default to launch applications or
activate objects. rou may alzo zet limitz on applications that Parmissions for SYSTEM Allow Deny
determinge their own permiszions.
Local Launch O
EdtLimits.. | EdiDefadlt.. | Remote Launch O
Local &ctivation O
Femote Activation O
0k I Cancel Apply Ok I Cancel Apply

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Loginto TIM Plus and click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties ]

Name London
FEX model Avaya BCM -
Connection method Mo connection required -

C o e e
DEIEIESE e

3. Inthe Site Properties window, select Avaya BCMfrom the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Avaya BCM v4.0+

These instructions help you configure your Avaya BCM (v4.0+) phone system to work with TIM Plus. Contact your system maintainer if you
are not familiar with the configuration of your PBX.

Connection Type
=5 TIM Plus establishes a TCP connection to this PBX.

Support Files
Avaya BCM TDT

Avaya BCM TDS

Required Tasks
Configure the SMDR output

Configure a CDR user
Configure TIM Plus

Configuring your SMDR output
Follow the steps below to configure your Avaya BCM to output SMDR data to TIM Plus:

1. Log in to the BCM Element Manager.

2. Onthe Task Navigation Panel, clickthe _Configuration | tab.

3. Click on TeIeEhonx |

4. Clickon Call Detail Recording | .

5. Inthe Cal | Detail Recording panel that appears, configure the options as below:

SMDR field Value



Format

Report Type

Language

Date Format

Header Format

Filter Type

Feature Code F9

Minimum Call Duration

Hospitality Records

Include DNIS Info

Include CLID with call type

Include Long CLID

Nor st ar

Al l
Engli sh
MM DDJ YY

Li ne/ Station

Leave as default

Leave as default

Leave as default

Enabl e

Enabl e

Leave as default

Use answer supervision Leave as default

Display connection character Leave as default

Suppress digits after connect Leave as default

Maximum digits after connect Leave as default

CDR User

To enable TIM Plus to connect to your Avaya BCM, you need to create a CDR User under the _System | option in the BCM Unified
Manager configuration utility.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect SMDR data from your Avaya BCM:

1. Loginto TIM Plus and click on the _Directory | tab.

2. Choose the site you want to configure and click ProEerties | .



Site properties
PBX

MName

PBX model
Connection method
Host

Port

Username
Password

Connection script

E[ 3 [

London

Avaya BCM

Actively connect to PBX
192.168.1.1

4000

CDR User

[I1112 1))

Avaya BCM v4

3. Inthe Site Properties window, select Avaya BCMfrom the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.

5. Inthe Host field, enter the IP address of your Avaya BCM.

6. Inthe Port field, enter 4000.

7. Inthe User nane field, enter the username of the CDR user you configured in the BCM Unified Manager utility (above)

8. In the Passwor d field, enter the password for the CDR user.

9. Inthe Connection scri pt field, select Avaya BCM v4 from the drop-down list.

10. Clickonthe Save | button to apply the settings.

Avaya Communications Manager

These instructions help you configure your Avaya Communications Manager phone system to work with TIM Plus. Contact your system
maintainer if you are not familiar with the configuration of your PBX.

Connection Type

s TIM Plus listens for connections from this PBX.

Support Files

Avaya Communi cati ons Manager. TDT
Avaya Conmuni cati ons Manager. TDS

Required Tasks

Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

Connect to your Avaya Communications Manager using an RS232 or IP terminal client and, after logging in with your administrative

credentials, follow the steps below:

Configuring node-names ip

Issue the change node- nanes command to add a new node. Two fields need to be specified as follows:

= Name: Tl MP| us.



" |P Address: (the IP address of the machine running TIM Plus)

Here is an example of a node- nanes configuration:

change node-names ip Page 1 of 1
IP NCDE NAMES
Name IP Address Name IP Address

CLAN 10. 10 .2 .211

MEDPRO 10. 10 .2 .212

RDTT 10. 10 .2 .50

SiteB 10. 10 .3 .13

TIMPlus 10. 10 .2 .80

default 0 .0 .0 0

procr 10. 10 .2 .201

Configuring ip-services
Issue the change i p-servi ces command to add or amend IP services. There are three pages to configure:

On Page 1, the following fields are required:

" Service type: CDRL

® |ocal Node: (set this to the node-name of the CLAN board)

® Local Port: O (this cannot be changed)

® Remote Node: Tl MPl us (the same node-name as created in the node- names section above)

" Remote Port: (the TCP port that TIM Plus will use to listen for CDR data, e.g. 9000)

Here is an example of an ip-services configuration (page 1):

change ip-services Page 1 of 3

IP SERVICES

Service Enabled Local Local Remote Remote
Type Node Port Node Port
CDR1 CLAN 0 TIMPlus 9000

On Page 2 no configuration changes are needed.

On Page 3 the following fields are required:

® Reliable Protocol: n

" Packets Resp Timer: 30 (default value)

= Sessions Connect Message Cntr: 3 (default value)
= SPDU Cntr: 3 (default value)

= Connectivity Timer: 60 (default value)

Here is an example of an ip-services configuration (page 3):

change ip-services Page 3 of 3

SESSION LAYER TIMERS

Service Reliable FPacket Resp Session Connec SPDU Connectivity
Type Protocol Timer Message Cntr cntr Timer
CDR1 n 30 3 3 €0

Configuring system-parameters cdr

Use the change system paraneters cdr command to amend the CDR format. The following screenshots describe how the settings
should appear on your system:

Page 1



change system-parameters cdr Page 1 of 2
CDR SYSTEM PARAMETERS
Node Number (Local PBX ID): 1 CDR Date Format: day/month
Primary QOutput Format: customized Primary Output Endpoint: CDR1
Secondary Output Format:
Use ISDN Layouts? n Enable CDR Storage on Disk? n
Use Enhanced Formats? n Condition Code 'T' For Redirected Calls? n
Use Legacy CDR Formats? y Remove # From Called Number? n
Modified Circuit ID Display? vy Intra-switch CDR? ¥
Record Outgeoing Calls Only? n Outg Trk Call Splitting? y
Suppress CDR for Ineffective Ccall Attempts? y Outg Attd Call Record? y
Disconnect Information in Place of FRL? n Interworking Feat-flag? n
Force Entry of Acct Code for Ccalls Marked on Toll Analysis Form? n
Calls to Hunt Group - Record: member-ext
Record Ccalled Vector Directory Number Instead of Group or Member? n
Ine Trk Call Splitting? y Inc Attd call Record? y
Record Non-Call-Assoc TSC? n Call Record Handling Option: warning
Record Call-RAsscc TSC? n Digits to Record for Outgoing Calls: dialed
Privacy - Digits to Hide: 0 CDR Account Code Length: €
Page 2
change system-parameters cdr Page 2 of 2
CDR. SYSTEM PARAMETERS
Data Item - Length Data Item - Length Data Item - Length
1l: date - @ 17: dialed-num - 18 33: auth-code - 13
2: space = 1 18: space = 1l 34: return = il
3: time - 4 19: in-trk-code - 4 35: line—fee = il
4: space -1 20: space -1 36: -
5: sec—dur = 5 21: in-crt-id = & 37: =
6: space -1 22: space -1 38: -
7: cond-code = 1 23: calling-num - 15 3%6: -
8: space -1 24: space -1 40 -
9: attd-console - 2 25: vdn - 5 41: -
10: space -1 26: space -1 42 -
11: code-used - 4 27: becce -1 43: -
12: space -1 28: space -1 44: -
13: out-crt-id - 3 29: ppm -5 5 -
14: space = 1 30: space = 1l 4¢ =
15: code-dial - 4 31l: acct-code - 15 47 -
1é: space -1 32: space -1 48 -
BEecord length = 126

Configuring trunk-group

To ensure that response times for incoming calls are included in your CDR data, the CDR field for each trunk group must be setto r. This
must be applied to all trunk groups using the following command:

change trunk-group X (where X is the trunk group number)

An example trunk-groups configuration screen is shown below:

change trunk-group 3 Page 1 of 21
TRUNE GROUP

Group Number:3 Group Type: isdn CDR Reports: r
Group Name: ToSimulatedPSTN COR: 1 TH: 1 TAC: 113
Direction: two-way outgoing Display? vy Carrier Medium: PRI/BRI
Dial Access? y Busy Threshold: 255 Night Service:
Queue Length: 0
Service Type: tie Buth Code? n TestCall ITC: rest

Far End Test Line No:
TestCall BCC: 4

Configuring intra-switch-cdr

To have internal calls included in your CDRs, ensure that the i ntra- swi t ch- cdr table is populated with the extension numbers you are
interested in. To modify the table, issue the following command:

change intra-sw tch-cdr

Here is an example of an intra-switch-cdr configuration table:



change intra-switch-cdr Page 1 of 3
INTRA-SWITCH CDR

Assigned Members: 4 of 5000 administered
Extension Extension Extension Extension
301
302
303
311

Configuring multiple Avaya Communications Manager systems

If you have more than one Avaya Communications Manager, configuration of your CDR depends on which of the following scenarios you
have implemented:

® | SPs (Local Survivable Processors)

If your Avaya Communications Manager systems are connected and the remote sites are LSPs then you need only configure the Va
ster/ Pri mary Avaya Communications Manager. When TIM Plus receives the CDR information, it will include CDRs from all of the

remote LSPs.
= Not linked

If you have multiple Avaya Communications Manager systems where LSPs aren't in use, you need to configure each Avaya
Communications Manager separately. You must ensure that each Avaya Communications Manager has its own unique Remote Port

(IP-services) setup.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to listen for SMDR data from your Avaya Communications Manager:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

MName London

FBEX model Avaya Communications Manager
Connection method Listen for connections from PBX -
Host

Port

3. Inthe Site Properties window, select Avaya Conmuni cati ons Manager from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select Li st en for connections from PBXfrom the drop-down list.

5. Leave the Host field blank.



6. Inthe Port field, enter the Remote Port (ip-services) that you configured above.

7. Click onthe _Options | tab and tick the box Ti nest anp recei ved dat a.

Site properties

Options

Save a backup of any data received from this PBX, to the following file:
{app}‘\backup\backup-{year}-{month}-{day}.{uiv}
Timestamp received data

[] Binary data

[[] Delay processing of received data by | 250 | ms

8. Clickonthe Save | button to apply the settings.

Avaya EuroGeneris

These instructions help you configure your Avaya EuroGeneris phone system to work with TIM Plus. Contact your system maintainer if you
are not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Avaya EuroGeneris. TDT

Avaya EuroGeneris. TDS
Required Tasks

Configure the SMDR output
Install NetPBX

Configure TIM Plus

To obtain the Avaya Eur oGeneri s. TDS and Avaya Eur oGeneri s. TDT support files, contact our Technical Support te
am.

Configuring your SMDR output

The Avaya EuroGeneris has multiple SMDR output options and formats. TIM Plus requires the SMDR output type to be set to cust oni zed
and the format to Fornmat 5 rows 80 col unms. For more information about the output and configuration of your SMDR data, contact your
system maintainer.

Installing NetPBX



The Avaya EuroGeneris phone system sends SMDR information via a serial connection. To collect the data from the serial port and send it to
TIM Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

MName London
PEX model Avaya EurcGeneris

Connection method Mo connection required

3. Inthe Site Properties window, select Avaya EuroGeneri s fromthe PBX nodel drop-down list.
4. Inthe Connecti on met hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the changes.

Avaya INDeX

These instructions help you configure your Avaya INDeX phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
g TIM Plus establishes a serial connection with this PBX.

Support Files
Avaya | NDeX v7.TDT

Avaya | NDeX v7.TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

To configure the SMDR output from your Avaya INDeX, follow the steps below:



1. Log into your Avaya INDeX through a terminal.
2. Select option 1 for Reports.
3. Select option 2 for Set up SNDR.

4. Configure the SMDR options as shown below:

- Reports > St up SMDR [1-4]
Set up EMDE 1

1. Minimum call time E]

2. Call typs : RITY
2. International included : yas
4. Long distance included : yas
5. Other outgolng included : yes
&. Page slze 1 B0
7. Line spacing s 1

=ESC> Reports

5. Pressthe Esc | key to return to the Repor t s menu.
6. Select option 5 for St art Logs/ DECT.
7. Use the arrows keys to select the port you intend to use for the SMDR output.

8. Enable the SMDR and Event or SMDR option, depending on the version of your PBX.

Installing NetPBX

The Avaya INDeX phone system sends SMDR information via a serial connection. To collect the data from the serial port and send it to TIM
Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

MName London
FEX model Avaya INDeX v7

Connection method Mo connection required

3. Inthe Site Properties window, select Avaya | NDeX v7 from the PBX nodel drop-down list.
4. Inthe Connecti on met hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.



Avaya IP Office up to v5

These instructions help you configure your Avaya IP Office up to v5 phone system to work with TIM Plus. Contact your system maintainer if
you are not familiar with the configuration of your PBX.

Connection Type
== TIM Plus establishes a TCP connection to this PBX.

Support Files
Avaya | P O fice. TDT

Avaya | P Cffice. TDS

Required Tasks
Configure the SMDR output

Configure Avaya Delta Server
Configure TIM Plus

Configuring your SMDR output

The Avaya IP Office version 5 or lower uses the Avaya Delta Server software to configure the SMDR output. If you don't have a copy of the
Avaya Delta Server, you should be able to get this from your Avaya Administration CD; otherwise, contact your system maintainer to obtain a

copy.

o The Avaya Delta Server is known to be compatible with older versions of the Avaya IP Office as far back as v3.x.

Configuring Avaya Delta Server

Ensure the CCC Delta Server service is started, then follow the instructions below to configure the Avaya Delta Server to work with TIM Plus:

1. On the computer running Delta Server, open a web browser and navigate to: htt p: //127. 0. 0. 1: 8080.

2. Ensure that Delta Server is connected to your Avaya IP Office by verifying that Conrms St at us is displaying Corms Rest or ed.
Alternatively, selectthe Comms | option from the left-hand side menu and click on the  Search | button. When the system
finds your Avaya IP Office unit, select it from the Connect i on drop-down list and click _Apply | .

3. When connected, click onthe SMDR | option from the left-hand menu and configure each of the fields on the SMDR screen, as

shown below:


http://127.0.0.1:8080

- —r= ~
e' )| httpy/7121.001:8080/ £ - ¢ x| @1z001 z o~ o
File Edit View Favorites Tools Help
= | Delta Server )
Comms Status - Comms Restored
SMDR Log File Enabled =
SMDR File name Je\SMDR\SMDR.csv
SMDR Port Enabled =
SMDR Port I 8082
SMDR. Port will act as a client -
Remote host IP Address for SMDR Client |
= Send Data every | SMDR =
¢ Send Data at IUU:UU -

Recent SMDR

Entries SMDR COM Port enabled r

Tl SMDR COM PORT f
SMDR COM PORT Bits per second I 9600 -
Translate to Secure Logix -

\
4. Clickonthe _Apply | button for the changes to take effect.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect the SMDR data from the Delta Server::

1. Loginto TIM Plus and click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

MName London

PBEX model Awvaya IP Office
Connection method Actively connect to PBX
Host 127.0.0.1

Port gog2

Username

FPassword

Connection script Avaya IP Office

|
Delete site

3. Inthe Site Properties window, select Avaya | P O fi ce from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.
5. Inthe Host field, enter the IP address of the Avaya Delta Server.

6. Inthe Port field, enter 8082.

7. Leave the User nane and Passwor d fields blank.

8. Inthe Connection scri pt field, select Avaya | P O fi ce from the drop-down list.



9. Clickonthe Save | button to apply the settings.

Avaya IP Office v6+

These instructions help you configure your Avaya IP Office v6+ phone system to work with TIM Plus. Contact your system maintainer if you
are not familiar with the configuration of your PBX.

Connection Type
siF  TIM Plus listens for connections from this PBX.

Support Files
Avaya | P Cffice 6+ TDT

Avaya | P Office 6+ TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

To configure the Avaya IP Office to output SMDR you must program the Avaya IP Office unit to send the SMDR
data to the computer running TIM Plus. Using the Avaya IP Office Manager application, perform the following
steps to configure the SMDR output:

1. Log in to your Avaya IP Office unit using the Avaya IP Office Manager.

2. Clickon _System | from the left-hand menu and select your Avaya IP Office unit.

3. On the right-hand side, click on the CDR/SMDR | tab.

4. From the Qut put drop-down menu, select SVNDR onl y. The SVDR section will now become active at the bottom of the page.

5. Inthe | P Addr ess field, enter the IP address of the machine that TIM Plus is installed on.

6. Inthe TCP Port field, enter the port number that you want your SMDR data to be sent to. You can use any free TCP port, but we

would recommend one in the 9000 range.
7. Inthe Records to Buffer option, increase the value to the maximum available.
8. Checkthe Cal | Splitting for Diverts option.

9. Clickonthe OK | button, then save and merge the configuration for the settings to take effect.

Here is an example of the SMDR screen and how it should be configured:



il Avaya IP Dffice Manager 6.2 (11} Tri-Line [4.2{11}] [Administrator{Administrator}] -0l x|
File Edit Wiew Tools Help

~ s AR | Tri-Line = Syskem = Tri-Line T
IP Offices Tri-Line* g v | ==
K BOOTP (2) 1= . .
7 Oprator () syscem | LauL | Laz | onis | voicemai | Teleshony | LDAP | system Events | st | CORISMDR | Twinning | vem | seec |
(=27 Tri-Line Cutput ISMDR Only j
Syskem (1}
+ Tri-Line i
-4 Line (8) = Enatile intra-swisch CORS
<2 Control Urit (3) —Farmatting Options
[#-4f Extension (64)
[_]i User (14) Record Formak IPrinter j
o Y
: oLiser Record Options IEnhanced j
RemoteManager
201 Extnz01 Date Format
202 Exknz0z2 ’7(* ManthiDay & DayiMonth ‘
203 Extn203
204 Extnz04 —Cal etal Recorder Communications
207 ExtnZ07?
208 Extriz0s [P Address |192 . 168 . 0 . 20
209 Extn209
IF Paort: |23
210 Extn210
211 Extnz11 Max CORs ISDD 3:
212 Extnz12 r
205 UniPhare 1 sz UDP
@ 206 UniPhone 2
- HuntGroup (1) il
[£-B® short Code [65) — Station Message Detail Recorder Communications
B service (0) 1P Address 192 168 .~ 0O . 23
oy RAS (1) I
[:I---@ Incoming Call Route (2) TP Port IQDDD
Eﬂ WanPort {0} —
. Directory (0 Records to Buffer |3DDD 3.
rﬁ Time Profile (0} V' call Splitting For Diverts
[:I---@ Firewall Profile (1)
=il IP Routs (1)
. [+-Bm Account Code (1) | _blﬂ oK. | Cancel | Help |

e

Configuring TIM Plus

Follow the steps below to configure TIM Plus to listen for SMDR data from your Avaya IP Office v6+:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .
Site properties
FEX

MName London

PBEX model Awvaya IP Office 6+

Connection method Listen for connections from PBX
Host

Port

3. Inthe Site Properties window, select Avaya | P O fice 6+ fromthe PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Li st en for connections from PBXfrom the drop-down list.
5. Leave the Host field blank.

6. Inthe Port field, enter 9000.

7. Clickonthe Save | button to apply the settings.



Avaya Matra 65xx series

These instructions help you configure your Avaya Matra 65xx series to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
g TIM Plus establishes a serial connection with this PBX.

Support Files
Avaya Matra 6500. TDT

Avaya Matra 6500. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

The Avaya Matra 65xx series is outputting the SMDR data via a serial connection. You need to connect a serial cable between your Avaya
Matra 65xx phone system and the PC running NetPBX. For more information about the output and configuration of the SMDR data, please
contact your system maintainer.

Installing NetPBX

To collect the data from the serial port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions, click on
the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
PBEX model Avaya Matra 6500

Connection method Mo connection required

3. Inthe Site Properties window, select Avaya Matra 6500 from the PBX nodel drop-down list.



4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Avaya Meridian Option Series

These instructions help you configure your Avaya Meridian Option Series to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.

Connection Type
g TIM Plus establishes a serial connection with this PBX.

Support Files
Avaya Meri di an. TDT

Avaya Meri di an. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

By default, the SMDR output in the Avaya Meridian Option Series is disabled. You need to speak to your system maintainer to have this
enabled for incoming, outgoing and internal calls. Additionally, CLI, DNIS, response time and abandoned calls should be enabled for
incoming calls.

You need to configure one of the TTY ports on the Meridian to output SMDR information and connect a serial cable between this port and
the PC running NetPBX.

Using the following commands, configure each option as shown below:

1. Enable CDR (command: LD 21)

>LD 21
PT1000

REQ: PRT
TY¥PE: CDR
TYPE CDR_DATA
cusT o

TYPE CDE DATR

cusT 00

CDE YES
IMPH NO
OMPH NO
BXTD YES
TRCR YES
CDPR NO
ECDR YES
PORT fTTY port used con PBX]

CHLM 0O

FCAF NO

2. Port Setup (command: LD 22)



ADANW TTY [(ITTY port used con PBX]
CARD 00 [card it resides on]

eoRT [port on that card]
DEs  [description]

BPS 1200 « baud rate

BITL 8 « bit length

sToP 1 <« stop bit

PALRY NONE «— parity

FLOW NO « flow control

USER CTY « type of TTY port for CDR
XSM NO

3. CDR Format (commands: LD 22; LD 17)

CDR Format (commands: LD 22; LD 17)

“HE* the following is part System config. for
CDR printed in LD 22; changed in LD 17.

FCML MO
ATEM YES
EREM EERER BUG AUD
DTRE 104
TMEFE. 128

FEXEE ctart CDR section

FCDR NEW
FCDE NO
TPO HNO
T3C HNO
CLID NO
DURS NO

REEERE ond CDR section



F:) CDR output port values:

Baud = 1200;

Data bits = 8;

Parity = None;

Stop bits = 1;

Flow control = DTR/RTS

Use CDR format #511 (Meridian / SL1-X11) or #526 (CS 1000 Rel 4+ / Meridian 1).

Installing NetPBX

The Meridian sends SMDR information via a serial connection. To collect the data from the serial port and send it to TIM Plus, you first need
to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
PBEX model Avaya Meridian Option

Connection method Mo connection required

3. Inthe Site Properties window, select Avaya Meri di an Opti on from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.

Avaya Network Alchemy

These instructions help you configure your Avaya Network Alchemy to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.



Connection Type
Avaya Network Alchemy outputs the SMDR data to a file

Support Files
Avaya Network Al chenmy. TDT

Avaya Network Al cheny. TDS

Required Tasks
Configure the SMDR output

Configure Avaya Call Log
Configure TIM Plus

Configuring your SMDR output

The Avaya Network Alchemy uses the Avaya Call Log software to configure the SMDR data. As the application will be outputting the data to
a file, the installation of the Avaya Call Log software needs to be performed on the same machine as TIM Plus. A copy of the Avaya Call Log
application can be found on your Avaya Administration CD. Your system maintainer should be able to supply you with a copy of the software.

NOTE

The Avaya Call Log software does not run as a Windows Service; therefore, you must ensure that the application is never
stopped because you may lose SMDR data.

Configuring Avaya Call Log

Follow the steps below to configure the Avaya Call Log software:

1. Start the Avaya Call Log application.

2. Fromthe File | menu, select SeIectUnitl.

3. In the first field, enter the IP address of your Avaya Network Alchemy.

4. In the second field, enter the password for your Avaya Network Alchemy and click the OK | button.

5. Fromthe File | menu, select Log OEtion |

6. Fromthe Sel ect Loggi ng | nformati on window, choose the Per i odi ¢ option.
7. Type C:\ Program Fi |l es\ Tri - Li ne\ TI M Pl us\ spool \ dat a. { si t ecode} inthe Log Fi | enane field, replacing { si t ecode

} with the ID of the site you are logging. To obtain the ID of a site, hover the mouse pointer over it on the _Directory | page in TIM



Plus and it will be displayed as a tooltip as shown below:

Sites

s

Londan

London (I0: 1)

8. Clickonthe OK | button to apply the settings.

Scaliogoer

File Miew Help

|StartLogging

Select Logging Information ed |
- Ok
o ok |

™ Daily Cancel |
[~ LogtoCOM port [COM1 Help |

Log Filename

Iu::"\prcugram filesridinetim Szpoolidata, 1|

Configuring TIM Plus

Follow the steps below to configure TIM Plus to receive SMDR data from your Avaya Network Alchemy:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

PBX

Name London
FBEX model Avaya Network Alchemy

Connection method Mo connection required

3. Inthe Site Properties window, select Avaya Networ k Al chemny from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the changes.

Avaya Norstar

These instructions help you configure your Avaya Norstar to work with TIM Plus. Contact your system maintainer if you are not familiar with
the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Avaya Norstar. TDT

Avaya Norstar. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

o To obtain the Avaya Norstar. TDT and Avaya Nor st ar. TDS support files, contact our Technical Support team.

Configuring your SMDR output

Follow the steps below to configure your Avaya Norstar to output SMDR data to TIM Plus. You must perform these operations from a system
programming phone:

1. On your programming phone, press the Feature | key, followed by 9 | * | 2 | to access the CLI menu.

2. Press Next | to display the Pri nt er settings showing the baud rate that the data is sent at. To change this value, select

Change | and choose a new baud rate.



3. Press Next I to display the For mat settings. Ensure this is set to Nor st ar .
4. Press Next | to show Report settings. Ensure this is setto Al | .

5. Pressthe RIs | button to complete the programming steps.

Installing NetPBX

The Avaya Norstar phone system sends SMDR information via a serial connection to the computer running TIM Plus. To collect serial data,
you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus
Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX
Name London

FBEX model Avaya MNorstar

Connection method Mo connection required

3. Inthe Site Properties window, select Avaya Nor st ar from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to save settings.

Avaya Tenovis

These instructions help you configure your Avaya Tenovis to work with TIM Plus. Contact your system maintainer if you are not familiar with
the configuration of your PBX.



Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Avaya Tenovis i55. TDT

Required Tasks
Configure the SMDR output

Install NetPBX

Configure TIM Plus

Configuring your SMDR

For specific information about the output and configuration of the SMDR data of your Avaya Tenovis phone
system, please contact your system maintainer.

Installing NetPBX

The Avaya Tenovis outputs its SMDR data via a serial connection. To collect the data from the serial port and send it to TIM Plus, you first
need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and follow the steps below:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
PBEX model Avaya Tenovis i55

Connection method Mo connection required

3. Inthe Site Properties window, select Avaya Tenovi s i 55 fromthe PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to save settings.

AYCTelecom



AYCTelecom IPcts

These instructions help you configure your AYCTelecom IPcts to work with TIM Plus. Contact your system maintainer if you are not familiar
with the configuration of your PBX.

Connection Type
=7 TIM Plus listens for connections from this PBX.

Support Files
AYCTel ecom | PCTS. TDT

AYCTel ecom | PCTS. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

Follow the steps below to set up the SMDR output of your IPcts through its management web page:

1. Log into your AYCTelecom IPcts management web page.

2. Selectthe _System | tab

3. Selectthe _SMDR/Log | tab and configure the fields on the page as below:

" SMDR Server Enabled: Enable the check box.

® SMDR Server Output: Choose Net wor k Addr ess.

" SMDR Client IP Address: Enter the IP address of the computer running TIM Plus.

" SMDR Client Port: Enter the TCP port number you want to send the SMDR data to. You can use any free TCP port, but we

would recommend one in the 9000 range.

4. Click the UEdate | button.

5. Clickthe Commit Changes | button at the top of the page so save your settings.

Here is an example screenshot of the SMDR configuration screen from the AYCTelecom IPcts management web page:
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Configuring TIM Plus

Follow the steps below to configure TIM Plus to listen for SMDR data from your AYCTelecom IPcts phone system:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

MName

FEX model
Connection method
Host

Fort

London
AYCTelecom IPCTS

Listen for connections from PBX

3. Inthe Site Properties window, select AYCTel ecom | PCTS from the PBX nodel drop-down list.

4. Inthe Connecti on et hod field, select Li st en for connections from PBXfrom the drop-down list.



5. Leave the Host field blank.
6. Inthe Port field, enter the TCP port that was configured on your AYCTelecom IPcts (e.g. 9000).

7. Click onthe Save | button to apply the changes.

BT

BT Inspiration

These instructions help you configure your BT Inspiration phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
g TIM Plus establishes a serial connection with this PBX.

Support Files
BT Inspiration. TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

To configure SMDR settings on your BT Inspiration you need to have a BT System Phone and be familiar with how to use it for system
programming purposes. To enable SMDR output, follow the steps below:

1. From the programming position, press the phone setup key P | and select System programming | .

2. Enter the PIN and select System |
3. Select Call Iogging | and choose Call Iogging on |

4. Press HANDSFREE/MONITOR | to finish configuring the system.

Installing NetPBX

The BT Inspiration phone system sends SMDR information via a serial connection. To collect the data from the serial port and send it to TIM
Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and follow the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

PBX

Name London
FBEX model BT Inspiration

Connection method Mo connection required

3. Inthe Site Properties window, select BT | nspirati on fromthe PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

BT Monarch

These instructions help you configure your BT Monarch to work with TIM Plus. Contact your system maintainer if you are not familiar with the
configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
BT Monar ch. TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

Please contact your system maintainer for information about how to configure the SMDR output of your BT
Monarch.

Installing NetPBX

The BT Monarch phone system sends SMDR information via a serial connection. To collect the data from the serial port and send it to TIM
Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and follow the steps below:

1. Click on the _Directory | tab.



2. Choose the site you want to configure and click _Properties I .

Site properties

PBX

Name London
FEX model BT Monarch

Connection method Mo connection required

3. Inthe Site Properties window, select BT Monar ch from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

BT Pathway

These instructions help you configure your BT Pathway to work with TIM Plus. Contact your system maintainer if you are not familiar with the
configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
BT Pat hway. TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

o To obtain the BT Pat hway. TDT interface file, contact our Technical Support team.

Configuring your SMDR output

To receive SMDR data from your BT Pathway you need to have a BT System Phone and be familiar with how to use it to perform system
programming. To enable SMDR output, follow the steps below:

1. From the programming position, press the phone setup key P | and select System programming | .

2. Enter the PIN and select sttem |




3. Select _Call logging | and choose _Call logging on |

4. Press HANDSFREE/MONITOR I to finish.

Installing NetPBX

The BT Pathway phone system transmits SMDR information via a serial connection. To collect the data from the serial port and send it to
TIM Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and follow the steps below:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

Name London
FBEX model BT Fathway

Connection method Mo connection required

3. Inthe Site Properties window, select BT Pat hway from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.

BT Versatility

These instructions help you configure your BT Versatility to work with TIM Plus. Contact your system maintainer if you are not familiar with
the configuration of your PBX.

Connection Type
(#i TIM Plus establishes a serial connection with this PBX.

Support Files
BT Versatility. TDT

Required Tasks

Configure the SMDR output
Install NetPBX

Configure TIM Plus



Configuring your SMDR output

The BT Versatility outputs its SMDR data via a serial port. The default communication parameters for this serial
connection are:

" Speed — 4800, 9600, 19200, 38400 or 115200 bps;

" Data - 8 bits;

" Parity - None.
The phone system has an in-built buffer to store the last 500 call records in case the receiving equipment
becomes disconnected. This buffered data can be set to output to the serial port during system programming. An
X- O\ X- OFF signal can be enabled to allow the Versatility to detect if a compatible device is receiving its SMDR

data successfully. The Versatility can also be set to output SMDR data using restricted cal |l | oggi ng,
whereby the last four digits of any dialled number is masked out.

Follow the instructions below to configure your BT Versatility for use with TIM Plus:

Calls are printed out in the following format as they are completed:

1 2 3 &4 5 6 T 8 9 10

/G 1234 10/01/99 12.00:01 00:00:30 LO1 521 521 :000.00 1234567
0/G 10/02/99 12.00:10 00:01:56 Loz 525 525 :000.00 567890
IfC 5678 10/13/99 12.01:13 00:06:32 LO3 522 524 :000.00

The explanation of the data output is as follows:

Column Number Data Output Explanation
1 Incoming (/C) or Outgoing (0/G) call
2 Account Codes

3 Date (day/monthiyvear)

4 Start time

5 Duration of the call

5 Line used

7 Initiating Extension

5 Terminating Extension

9 Cost. (Not Available)

10 Digits entered (outgoing calls only)

To enable/disable Call Logging

Call Logging is disabled by default on power up.

¢ From the Programming Extension, press the PROGRAMME Key g
* Press the Scroll Down Key (8) until *System programming’ is displayed.

* Select ‘System programming’.

* Enter the System Programming Password and select ‘System’.

* Press the Scroll Down Key (8) until ‘Call logging’ is displayed.

+ Select “Call logging’.

* Select either *Call logging On', *Call logging off’. 'Restricted call log ON', 'Enable Xon /
Xoff' or 'Print Log'

Press the Hands-free Key to finish programming.



To prevent calls from individual Extensions being logged

If Call Logging is enabled, then by default all calls from all extensions will be logged. However
individual extensions can be programmed to prevent their calls being logged.

* From the Programming Extension, press the PROGRAMME Key — et
* Press the Scroll Down Key (8) until *System programming’ is displayed.

* Select ‘System programming’.

* Enter the System Programming Password and select ‘Extensions’.

* Press the Scroll Down Key (M) until *No call logging’ is displayed.

* Select ‘No call logging’.

* Select the Extensions whose calls are not to be logged. The selected Extensions will be
indicated with a +.

Press the Hands-free Key to finish programming.

To set the call logging interface speed for connecting a Printer or PC
* From the Programming Extension, press the PROGRAMME Key e

¢  Press the Scroll Down Key (¥) until *System programming’ is displayed.

* Select ‘System programming’.

* Enter the System Programming Password and select ‘System’.

*  Press the Scroll Down Key (W) until *Set v24 baud rate’ is displayed.

» Select ‘Setv24 baud rate’.

» Select the speed you require — 4800, 9600,19,200, 38,400 or 115,200 bps.

Press the Hands-free Key to finish programming.

Note: To connect a printer or PC for call logging, use the call logging interface module and cable
provided and connect one end to the V24 interface on the CCU and the other end to the serial

device e.g. a PC or a printer.

Installing NetPBX

To collect the SMDR data from the serial port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions,
click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and follow the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

PBX

Name London
FBEX model BT Versatility

Connection method Mo connection required

3. Inthe Site Properties window, select BT Versatility fromthe PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Cisco

Cisco UCM (below v5)

These instructions help you configure your Cisco UCM to work with TIM Plus. Contact your system maintainer if you are not familiar with the
configuration of your PBX.

Connection Type
% TIM Plus establishes a DSN connection with this PBX.

Support Files
Ci sco UCM v4 DSN. TDT

Ci sco UCM v4 DSN. TDS
Ci sco UCM 4. DBS

Required Tasks
Configure the SMDR output

Set up a DSN connection
Configure TIM Plus

Configuring your SMDR output

This version of the Cisco UCM stores its call records in a Microsoft SQL Server database. However, by default, this functionality is not
enabled. To enable it, the following settings must be configured on the Publ i sher using the Ser vi ce

Par anet er s configuration window:
" CDR Enabled
" CDR Log Calls With Zero Duration Flag

® Call Diagnostics Enabled

This version of the UCM outputs its call records to a table named Cal | Det ai | Recor d in a database entitled COR. Rather than have TIM
Plus read and remove CDRs from the live Cal | Det ai | Recor d table, we recommend you replicate this into a second table - leaving the



original intact - so that it may be used by other applications that require it. Normally, there already exists a SQL User with the following
credentials:

® Username: Ci scoCCMCDR

® password: di psy

To set up replication you may need to speak to your database administrator or your Cisco UCM maintainer. Ensure that the SQL user
described above has full access rights to this replicated table.

You need to know the following information in order for TIM Plus to be able to connect to the Cisco UCM
CDR database:

® The IP address or hostname of the Microsoft SQL Server database located on the Publ i sher node.

® The username and password to connect to the CDR database.

Setting up a DSN connection for TIM Plus

To enable TIM Plus to work with your Cisco UCM, you first need to set up a DSN connection. Follow the steps below to perform this task
within Microsoft Windows:

1. Open Windows Control Panel

2. Double click on the  Administrative tools | icon

3. Double click on the Data Sources (ODBC) | icon to open the ODBC Dat a Source Adm ni strator window

o For a 64 bit system, access the ODBC Dat a Sour ce Admi ni strator from the following location C: \ W ndows

\ SysWOW64\ odbcad32. exe

4. Selectthe _System DSN | tab and click the Add | button

5. Select SQL Server from the list of available drivers and click  Finish |

6. In the Nane field, enter CCM

7. Inthe Descri pti on field enter the following: TIM Pl us |link to CCM

8. Inthe Dat abase nane field enter the database type e.g SQ., MySQL etc.

9. Inthe Ser ver drop-down list select the Cisco UCM Publisher IP address or machine name

10. Clickthe Next | button

11. Select the option Wth SQL Server authentication using a |login ID and password entered by the user ,
then click Next

12. Enable the checkbox Change the default database to: ,select CDR, then clickthe Next | button

13. Clickthe Finish | button

14. Clickthe Test Data Source | button to verify your settings and, if the test is successful, click OK

15. Clickthe OK | button to close the control panel applet

An example of an ODBC setup is shown below:



#"10DBC Data Source Administrator 2 x

User D5SH  System DSM | File DSH I Driversl Tracingl Connection F'l:u:ulingl About I

System Data Sources:

Mame | Driver | Add...
CCM  SOL Server

B emave

Eanfigure...

|

An ODBC Syztem data zource stores infarmation abaut how to connect ko
the indicated data provider. A System data source iz wizgible bo all uzers
on thiz machine, including MT services.

k. I Cancel Smply Help

Configuring TIM Plus

Once the DSN connection has been set up, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

Name London

PBEX model Cisco UCM w4 DSN
Connection method Connect to a system DSN
DSN name Cisco UCM w4 DSN
Frequency 5

DB Script Cizco UCM w4 DSN

1 — |
Delete =site

3. Inthe Site Properties window, select Ci sco UCM v4 DSN from the PBX nodel drop-down list.
4. Select Connect to a system DSNfrom the Connecti on net hod drop-down list.

5. Select Ci sco UCM v4 DSN from the DSN nane drop-down list.

6. Enter 5 in the Fr equency field.

7. Select Ci sco UCM v4 DSN from the DB scri pt drop-down list.

8. Clickthe Save I button to apply the settings.



Cisco UCM / Business Edition (Call Manager) version 5+

These instructions help you configure your Cisco UCM version 5.0 - 8.6 to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
% TIM Plus receives FTP transfers from this PBX.

Support Files
Ci sco UCM 5+, TDT

Gisco UCM 5+. TDS

Required Tasks

Create Cisco Application User for AXL sync
Configure Cisco AXL sync

Configure TIM Plus to receive data by FTP
Set up FTP/SFTP in Cisco UCM

EUNEYNEYNEY

Create Cisco Application User for AXL sync

To enable TIM Plus to query the Cisco database, you need to create an Appl i cati on User on your Cisco UCM. Follow the steps below to
complete this task:

1. Connect to the web management interface of your UCM node and select Ci sco Uni fi ed CM Admi ni strati on from the Navi g
at i on drop-down list.

2. Log in to the system and click User Management | from the main menu. Select _Application User | from the drop-down list.

3. Click Add New | to create a new user:
User ID: TI M_AXL
Password: Clsco

Confirm Password: Clsco

r Application User Information

User ID¥ TIM_AXL
Password senne
Confirm Password senne

Digest Credentials

Confirm Digest Credentials

Presence Group® Standard Presence group -
[ Accept Presence Subscription

[ Accept Out-of-dialog REFER

B Accept Unsolicited Motification

[ Accept Replaces Header

n The credentials above are shown as an example. In the interests of security, you should choose your own values.



4. Scroll down to the Per mi ssi ons | nf or mati on section and click Add to User Group |

5. In the new window, enter St andar d Tab and then click Find | . Tick the St andar d TabSync User box, and then click on the

Add Selected | tab.

User Group (1-1of1)
Find User Group where Name begins v\;ith + Standard tab E]
O
Standard TabSync User
| selectall || clearall || add selected || Close |

6. Click Save | to apply the settings.

Configuring Cisco AXL sync

Follow the steps below to configure TIM Plus to synchronise with the directory of your Cisco UCM:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .
3. Inthe Site Properties window, selectthe _Sync | tab.

4. Tick the Synchroni se with the foll owi ng devi ce box, and enter your UCM details, as shown below:

Site properties

Synchronise with the following device every 1 hours -

Hast 192.168.1.1 G443

Enter the login details of an Application User that is authorized to access the system
Uszername TIM_&XL

Password Set

5. Inthe Host field, enter the IP address of the UCM Publisher node.
6. Inthe User nane field, enter the username of the Cisco Application User you configured in the previous section, e.g. TI M_AXL.

7. Click onthe Set | button and enter the password of the Cisco Application User you configured in the previous section, e.g. Clsco

,thenclick OK

8. Click onthe Save | button to apply the settings.

TIM Plus will now connect to your Cisco UCM and synchronise with its directory.

Configuring TIM Plus to receive data by FTP

Follow the steps below to configure TIM Plus to receive data from your Cisco UCM:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

Name London
FEX model Cisco UCM 5+

Connection method Receive FTP transfers from PBX
[] use SFTP protocol

Username Cisco

Password I

|
Delete site

3. Inthe Site Properties window, select Ci sco UCM 5+ from the PBX nodel drop-down list.

4. Inthe Connecti on mnet hod field, select Recei ve FTP transfers from PBX from the drop-down list.

5. In the User nane field, enter the username you created when setting up your Cisco UCM for FTP/SFTP transfers, e.g. TI M.

6. Inthe Passwor d field, enter the password you chose when setting up your Cisco UCM for FTP/SFTP transfers, e.g. Ci scoftp .

7. Clickonthe Save | button to apply the changes.

Set up FTP/SFTP in Cisco UCM

You will need to configure your Cisco UCM to send the CDR data to TIM Plus. Note that the UCM can be configured with cluster wide or
server specific settings, depending on how the system maintainer has installed it. Please note that, by default, CDR records are turned off.

1. Loginto Cisco UCM Adni ni strati on and from the left-hand menu click on the _System | tab and select

Service Parameters | .

2. Choose your UCM node from the Ser ver drop-down list.
3. SelectCi sco Call Manager from the Servi ce drop-down list.

4. In the Syst emsection, change the CDR Enabl ed Fl ag to Tr ue. Enable this parameter on all servers within the cluster you want to

log calls for.
System
CDR Enabled Flag * True .
CDR Log Calls with Zero Duration Flag * True -
Diqit Analysis Complexity * StandarcAnalysis -

5. Change the CDR Log Calls with Zero Duration Fl agto True. This parameter enables or disables the logging of CDRs for
calls which did not connect.

6. Click onthe Save | button.

7. Click on the Navi gat i on drop-down list from the top right-hand corner, and select Ci sco Uni fi ed Serviceability.Youmay
need to log in with a user account that has administrative permissions.

8. Select Tools |,then click onthe CDR Management | tab.

9. Click the Add New | button. You will now see the Bi | | i ng Application Server Paraneters window. Enter the following

parameters:



Host Name / IP Address: The IP address or hostname of the machine running TIM Plus.
User Name: Enter a user name for FTP/SFTP transfers (e.g. TI M

Password: Enter a password for the FTP account (e.g. Ci scof t p)

Protocol: Select FTP or SFTP as desired.

Directory Path: Enter a forward-slash character to indicate root (/ ).

Remove the tick from Resend on Fail ure.

Alarm + Trace * Tools * Snmp * Help «
DR Management

~Billing Application Server Parameters
Host Name / IP Address®  192.158.0.22
User Name™ TIM
Password™ sssasse
Protocol™ FTP -
Directory Path™ /
Resend on Failure ]

10. Next, click onthe Add | button to complete the billing server configuration. The UCM node will check that the FTP/SFTP details

are valid and will write a test file to the FTP/SFTP directory. If this fails, you should double-check the details you entered.

Cisco UCME / UC500 (Call Manager Express)

The Cisco UCME / UC500 can be configured to send RADIUS or SysLog events. Click on one of the links below for your preferred
connection method.

Cisco recommends that you use RADIUS events because they provide more detailed call logging information.

Cisco UCME / UC500 - RADIUS

These instructions help you configure your Cisco UCME / UC500 to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
O TIM Plus captures RADIUS packets from this PBX.

Support Files
Cisco UCME - RADI US. TDT

Gisco UCME - RADI US. TDS

Required Tasks

Configure UCME to send RADIUS events
Configure Cisco AXL sync

Configure TIM Plus to capture RADIUS packets



Configuring UCME to send RADIUS events

Use Telnet to connect to the IP address of your UCME as shown below:

Bl Administrator: C\Windows\system32\cmd.exe

Microsoft Windows [Uersion 6.1.76881]
Copyright <(c» 2087 Microsoft Corporation.

C:\Userssk: >telnet 192_168.1.1

All rights reserved.

=E)

Once connected, enter the following commands to enable the UCME to send RADIUS events to TIM Plus:

Step

I0S commands

enabl e

conf t

aaa new nodel

aaa accounting connection h323
start-stop group RADI US

gw accounting aaa

acct-tenplate call history-detail

RADI US- server host 192.168.0.1
aut h-port 0 acct-port 1612

RADI US- server key Clsco

RADI US- server vsa send accounting

end

Configuring Cisco AXL sync

Description

Causes the UCME to enter EXEC mode. Type your EXEC password if
requested

Enters the global configuration mode

Enables aaa accounting mode

Specifies the IP address and port of TIM Plus's RADIUS, to which CDR
data will be sent, e.g. 192. 168. 0. 1: 1612

Specifies a RADIUS authentication secret that will be used by TIM Plus
(configured in the next section), e.g. Clsco

Enables VSA events

Exits configuration mode

Saves the changes

Follow the steps below to configure TIM Plus to perform directory synchronisation with your Cisco UCME:

1. Click onthe Directory | tab.

2. Choose the site you want to configure and click

Properties



3. Inthe Site Properties window, selectthe _Sync | tab.

4. Tick the option entitled Synchroni se with the fol |l owi ng device.

Site properties

Synchronise with the following device every 1 hours -
Host 192.168.1.1 23

Optionally, enter a username and password to access 105
Username 105 Login

FPassword Set

5. Inthe Host field, enter the IP address of your UCME.

6. Inthe Port field, enter the port number of the 10S service, e.g. 23 .

7. In the User nane field, enter the username of the 10S login that can perform synchronisation.

8. Click on the il button and enter the password of the IOS login that can perform synchronisation.

9. Click onthe Save | button to apply the changes.

Configuring TIM Plus to capture RADIUS packets

Follow the steps below to configure TIM Plus to receive RADIUS data from your UCME:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

Name London

PBX model Cisco UCME - RADIUS
Connection method RADIUS connection
Client IF 192.168.1.1

Secret [T

1 — T
CElete SHE L

3. Inthe Site Properties window, select G sco UCVE - RADI US from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select RADI US connect i on from the drop-down list.

5. Inthe C i ent | P field, enter the IP address of your UCME.



6. Inthe Secr et field, enter the RADIUS-server key you configured on your UCME in the section above, e.g. Clsco.
7. Clickonthe Save | button to apply the settings.

Cisco UCME / UC500 - SysLog

These instructions help you configure your Cisco UCME / UC500 to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
§_=| TIM Plus captures SysLog packets from this PBX.

Support Files
Z| CGisco UCVE - SyslLog. TDT

Z| G sco UCMVE - SyslLog. TDS

Required Tasks
Configure UCME to send SysLog events

Configure Cisco AXL sync
Configure TIM Plus to capture SysLog packets

Configuring UCME to send SysLog events

Use Telnet to connect to the IP address of your UCME as shown below:

Bl Administrator: C\Windows\system32\cmd.exe |ﬂ‘éj

Microsoft Windows [Uersion 6.1.76881
Copyright (c> 2889 Microsoft Corporation. All rights reserved.

C:sUserssk: >telnet 1922.168.1.1

Once connected, enter the following commands to enable the UCME to send SysLog events to TIM Plus:

Step IOS commands Description

1 enabl e Causes the UCME to enter EXEC mode. Type your EXEC password if
requested

2 conf t Enters the global configuration mode

3 aaa new nodel Enables aaa accounting mode



aaa accounting connection h323
start-stop group SysLog

gw accounting sysl og
acct-tenplate call history-detail

4 | ogging 192.168.0.1 Specifies the IP address of TIM Plus's SysLog server, to which CDR
data will be sent, e.g. 192. 168. 0. 1

5 end Exits configuration mode

6 wr Saves changes

Configuring Cisco AXL sync
Follow the steps below to configure TIM Plus to perform directory synchronisation with your Cisco UCME:

1. Click on the Directo[x | tab.

2. Choose the site you want to configure and click _Properties | .
3. Inthe Site Properties window, selectthe _Sync | tab.

4. Tick the option entitled Synchroni se with the follow ng device.

Site properties

Synchronise with the following device every 1 hours -

Hast 192.168.1.1 23

Optionally, enter a username and password to

Username 105 Login
T

Password Set

5. Inthe Host field, enter the IP address of your UCME.

6. Inthe Port field, enter the port number of the 10S service, e.g. 23 .

7. Inthe User nane field, enter the username of the 10S login that can perform synchronisation.

8. Click on the il button and enter the password of the IOS login that can perform synchronisation.

9. Clickonthe Save | button to apply the changes.

Configuring TIM Plus to capture SysLog packets
Follow the steps below to configure TIM Plus to receive SysLog data from your Cisco UCME:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

MName London
FBEX model Cisco UCME - Syslog
Connection method Syslog connection

Client IP 192.168.1.1

|
Delete site

3. Inthe Site Properties window, select Ci sco UCME - SyslLog from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select SysLog connect i on from the drop-down list.
5. Inthe C i ent | P field, enter the IP address of the UCME.

6. Clickonthe Save | button to apply the settings.

DrayTek

DrayTek UG-Vigour

These instructions help you configure your Draytek phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
TIM Plus captures SysLog packets from this PBX.

Support Files

Dr ayt ek. TDT
Dr ayt ek. TDS

Required Tasks
Configure your router

Configure TIM Plus

Configuring your router
Follow the steps below to enable SysLog events on your DrayTek phone system:

1. Access the web interface of your DrayTek router and navigate to Syst em Mai nt enance >> SysLog/ Mai | Alert Setup,as

shown below:



System Maintenance >> SysLog [ Mail Alert Setup

SysLog / Mail Alert Setup

SyslLog Access Setup Mail Alert Setup
;__;Enable [JEnable
Syslog Save to: SMTP Server | |
[“lsyslog Server )
4 g Mail To | |
[Juse pisk
outer N: | Return-Path | |
Server IP Address 192 168.1.10 | Authentication
. ) User Name | |
Destination Port 514
Passward |

Enable syslog message:
Enable E-Mail alert:

] Firewall Log
[J vPN Log DoS Attack
[ User Access Log IM-P2p
call Log
[J waN Log
[J Router/DSL information
[ OK ] [ Clear ] [ Refrash l

2. Check the Enabl e box to activate the SysLog fuction.
3. Checkthe Sysl og Server box to save the logs directly to the server.
4. Enter the IP address of TIM Plus's SysLog server, to which CDR data will be sent.

5. Check the Cal | Log box to enable the output of call logging data.

6. Clickonthe OK | button to save the settings.

Configuring TIM Plus
Follow the steps below to configure TIM Plus to receive SysLog data from your DrayTek phone system:
1. Loginto TIM Plus and click on the _Directory | tab.
2. Choose the site you want to configure and click _Properties | .
Site properties

MName London
FBEX model Draytek
Connection method Syslog connection

Client IP 192.168.0.1

|
Delete site




3. Inthe Site Properties window, select Dr ayt ek from the PBX nodel drop-down list.
4. Inthe Connecti on met hod field, select SysLog connect i on from the drop-down list.
5. Inthe O i ent | Pfield, enter the IP address of your DrayTek router.

6. Clickonthe Save | button to apply the settings.

Ericsson

Ericsson BP

Please refer to Aastra BP.
Fujitsu

Fujitsu Rhapsody Rio
These instructions help you configure your Fujitsu Rhapsody Rio phone system to work with TIM Plus. Contact your system maintainer if you

are not familiar with the configuration of your PBX.

Connection Type
g TIM Plus establishes a serial connection with this PBX.

Support Files
Fujitsu Rhapsody Rio.TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

The Fujitsu Rhapsody Rio phone system sends SMDR information via a serial connection. You need to directly connect a serial cable from
the Fujitsu Rhapsody Rio phone system to the PC that NetPBX is installed and running on. For more information about the output and
configuration of your SMDR data, please contact your system maintainer.

Installing NetPBX

To collect call logging data from the serial port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions,
click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .


http://docs.call-logger.com:8090/display/plus/Aastra%20BP

Site properties

PBX

Name London
FBEX model Fujitsu Rhapsody Rio

Connection method Mo connection required

3. Inthe Site Properties window, select Fuj i t su Rhapsody Ri o from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

GEC

GEC BTEX

These instructions help you configure your GEC BTEX phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
GEC BTEX 600S. TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

Note that the GEC BTEX can output SMDR information in multiple formats. You should select the 600S format for use with
TIM Plus.

The GEC BTEX phone system sends SMDR information via a serial connection. You need to directly connect a serial cable from the GEC
BTEX phone system to the PC that NetPBX is installed and running on.

For more information about the output and configuration of your SMDR data, please contact your system maintainer.

Installing NetPBX



To collect the call logging data from the serial port and send it to TIM Plus, you first need to install the NetPBX software. For setup
instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

Name London
PBEX model GEC BTEX6005

Connection method Mo connection required

3. Inthe Site Properties window, select GEC BTEX 600S from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.

Inter-Tel
Inter-Tel Axxess up to V7.x
Please refer to Mitel 5000-7000.

Inter-Tel Axxess V8 plus

Please refer to Mitel 5000-7000.

Iridiacom

Iridiacom Telrad

These instructions help you configure your Iridiacom Telrad phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.


http://docs.call-logger.com:8090/display/plus/Mitel%205000-7000
http://docs.call-logger.com:8090/display/plus/Mitel%205000-7000

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Iridiacom Telrad IS. TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

The Iridiacom Telrad phone system sends SMDR information via a serial connection. You need to directly connect a serial cable from the
Iridiacom Telrad phone system to the PC that NetPBX is installed and running on.

For more information about the output and configuration of your SMDR data, please contact your system maintainer.

Installing NetPBX

To collect call logging data from the serial port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions,
click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
FEX model Iridiacom Telrad IS

Connection method Mo connection required

3. Inthe Site Properties window, select|ri di acom Tel rad | Sfromthe PBX nodel drop-down list.
4. Inthe Connecti on et hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings

IPCortex



VolPCortex

These instructions help you configure your VolPCortex phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
=5 TIM Plus establishes a TCP connection to this PBX.

Support Files
Vol PCor t ex. TDT

Vol PCort ex. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output
Follow the steps below to enable the SMDR output on your VolPCortex phone system:

1. Log in to the VolPCortex phone system using your admin username and password.

ipcortex.tri-line.net

user

8§ Public phonebook LOQOH

I togon Username: ||
Pasaweared: I
Ok |

@ Launch OCM

Mode that login to this site requires that vour browser accept cookies . We plant & cookie to be sent back to this server
only, which expires at the end of your session to hold your login state

If you have lost yvour password, elick here

2. Click on the System tab and from the left-hand side menu expand the G obal tree node.

3. Inthe Passwor ds section, create a password to allow event to be retrieved by TIM Plus, as shown below:



7. phone hardware
= remote phonebooks
_ system backup
B shutdown / reboot
& global
.b network
& telephony

b email

b passwords

p general
b dhcp server

& handsets
& advanced
p advancednetwork
& advanced/groups
ra'_i‘ high availability
” remote support

* upgrades

ipcortex.tri-line.net

Juser ~.j;(-system !?_Ip-ahx routing @record Qcall-lug & monitor

f "i Manage Global Settings

MCTE: |t iz possible that the system will need to be rebooted (povwered off and on) if
zettings marked * are altered. Seftings marked ** regure & further activation step
betore being used.

Default passwords

Acdmin PIM for phones aooa IDDDD—
Addnin PIM for phone provisioning I—
De“autt voicemail PIN 0oo IDDD—
Mightmode PIN 0000 foood
IvF recording PIN oooo IDDDD

Uszer PIN overrides call barring falze foff r

Uzer PIM overrides phone rights false foff r

Pazsword for Sugar CRM | Yoice RD l—
Password for xtelzio tritnetl Itntnet‘l—
Paszword for Call Data Collection tritriet —

Update |

4. Once you have completed the configuration, restart the phone system for the changes to take affect.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect SMDR data from your VolPCortex phone system:

1. Click on the Directorxl

tab.

2. Choose the site you want to configure and click _Properties | .

Site properties
PBX

MName

PBX model
Connection method
Host

Port

Username
Password

Connection script

E[ s [

London

VolPCortex

Actively connect to PBX
192.168.1.1

5038

xtelsio

*ERRRN

VolPCortex

3. Inthe Site Properties window, select Vol PCort ex from the PBX nodel drop-down list.



4. Inthe Connecti on net hod field, select Acti vel y connect to PBX from the drop-down list.
5. Inthe Host field, enter the IP address of your VolPCortex.

6. Inthe Port field, enter 5038.

7. Leave the User nane field, enter xt el si o.

8. In the Passwor d field, enter the password you configured in the phone system.

9. Inthe Connection scri pt field, select Vol PCor t ex from the drop-down list.

10. Click on the _Options | tab and tick the box Ti nest anp recei ved dat a.

Site properties

Options

Save a backup of any data received from this PBX, to the following file:
{app}ibackup\backup-{year}-{month}-{day}.{uiv}
Timestamp received data

[] Binary data

[[] Delay processing of received data by | 250 | ms

11. Click onthe Save | button to apply the settings.

LG

LG GDK

These instructions help you configure your LG GDK phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files

LG GDK. TDT
LG TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

The LG GDK phone system sends SMDR information via a serial connection. You need to directly connect a serial cable from the LG GDK
phone system to the PC that NetPBX is installed and running on.

Since the LG GDK doesn't have the SMDR output enabled by default, you need to ask your system maintainer to enable SMDR logging for
outgoing, incoming and abandoned calls.



Installing NetPBX

To collect call logging data from the serial port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions,
click on the link below:

Install and configure NetPBX

Configuring TIM Plus
Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
FBEX model LG GDK

Connection method Mo connection required

3. Inthe Site Properties window, select LG GDK from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

LG iPECS

The LG iPECS can be configured to send its SMDR data over a serial (RS232) or an IP connection. Click on one of the links below that
relates to your preferred connection method.

LG iPECS - Serial connection

These instructions help you configure your LG iPECS phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.



Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
LG i PECS. TDT

LG TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configure the SMDR output

The SMDR output in LG iPECS is disabled by default. To enable the output, you need to amend the following settings in the programming
sections below:

SMDR Attributes (PGM 177)

Field Description

Save Enable Leave this as the default which is unticked

Print Enable This needs to be enabled by clicking on the check box
SMDR Record Call Type This needs to be set to 'All Calls', you will need to select this from the drop-down list
Records In Detail This needs to be enabled by clicking on the check box
Print Incoming Call This needs to be enabled by clicking on the check box
Print Lost Call This needs to be enabled by clicking on the check box
SMDR Dial Digit Hidden Leave this as the default which is 0’

SMDR Currency Unit Leave this as the default which is blank

SMDR Cost Per Metering Pulse Leave this as the default which is blank

SMDR Fraction Leave this as the default which is 0’

SMDR Start Time Leave this as the default which is '0’

SMDR Hidden Digit Leave this as the default which is 'Right'

Long Distance Call Digit Counter Leave this as the default which is 0’

Long Distance Code (Max 2 Digits) Leave this as the default

MSN Print on SMDR Leave this is the default which is unticked

Print Caller Number This needs to be enabled by clicking on the check box

Here is an example of a populated SVMDR Attri but es screen:



| Adminisiration H H
e —
Atiribute Value Range
Save Enable |oFF =]
Print Exsble Jon =]
Record Type |aircal =l
Lot Distance Call Digit Counter 07-15
Print [ncotng Call Jon =]
Print Lost Call Jon =]
Records In Detail Jon =]
Hidden Dialed Digit 0 0-9
Dialed Digit Hide Option |Rrignt =]
SMDR Curzeney Unit ] Wit 3 chararters
SWIDR Cost Per IWetering Pulse o0ooooa ITust be 6 digits
SMWDE Decitnal Location 0 0-5
Start Timer 0 {*1sec) 000-250
SMTP Mail Server IP Address | [0.0.0.0
SWIDR User lail Address WIAK 40 characters
SMDR. Syster Domain Narae [ | | MAX 12 characters
SMDR Wil Send Weekly Set A
SMDR Wil Send Daily Set 00-23
SMDR Mal futo Send Set |oFF =]
SMDR. Mail Auto Delete Set |oFF =]
1[a Max 2 digits
2 Ilax 2 digits
Long Distance Code 3 Ilax 2 digits
al ] Ml 2 digits
s ] Mlax 2 digits
SMDR Ring/CLLICPH Service 1 | |Ring 7|
SMOR. RinglCLUCEH Service- 1T | [CPN x|
Print MSN |oFF =]
Print Serial Mo Jon =]
SMIDR Interface Service |oFF =]
ISDN Atiributes(200) p————— [or =]
SMDR. 1CM Print Jon =]
) . SMDR. Disconnect Cause |oFF =]
ICLID ormen Long Time Call 0 ]e*10min 000-144

Copyright (C} 2008 by LG-Hortel Co.Ltd. All Rights Reserved.

Printer Port Selection (PGM 175)

Inthe Printer Port Selection (PGM 175) window, set | nfo/ On-1ine SVDRto COML/ COMR to send call logging data by serial port.

ISDN Attributes (PGM 200)

To enable CLI information in the call records produced by your LG iPECS, you need to setthe CLI Print To Serial to ON, as shown
below:



Atiribute Range
COATD Code WA 2 Digits

CLI Print To Serial

Copyright (C) 2008 by LG-Hortel Co.Ltd. All Rights Reserved.

Installing NetPBX

If your LG iPECS has been configured to send SMDR data via a serial connection, you first need to install the NetPBX software to collect
data from the serial port and send it to TIM Plus. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus
Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:
1. Click on the _Directory | tab.
2. Choose the site you want to configure and click _Properties | .
Site properties

Name London
FBEX model LG IFECS

Connection method Mo connection required

3. Inthe Site Properties window, select LG i PECS from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.



5. Click onthe Save | button to apply the settings.

LG IiPECS - IP connection

These instructions help you configure your LG iPECS phone system to work with TIM Plus. Contact your system maintainer if you are not

familiar with the configuration of your PBX.

Connection Type

%5 TIM Plus establishes a TCP connection to this PBX.

Support Files
LG i PECS. TDT

LG TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring the SMDR output

The SMDR output in LG iPECS is disabled by default. To enable the output, you need to amend the following settings in the programming

sections below:

SMDR Attributes (PGM 177)

Field

Save Enable

Print Enable

SMDR Record Call Type

Records In Detail

Print Incoming Call

Print Lost Call

SMDR Dial Digit Hidden

SMDR Currency Unit

SMDR Cost Per Metering Pulse

SMDR Fraction

SMDR Start Time

SMDR Hidden Digit

Long Distance Call Digit Counter

Long Distance Code (Max 2 Digits)

Description

Leave this as the default, which is unticked

This needs to be enabled by clicking on the check box

This needs to be set to 'All Calls', you will need to select this from the drop-down list

This needs to be enabled by clicking on the check box

This needs to be enabled by clicking on the check box

This needs to be enabled by clicking on the check box

Leave this as the default which is '0’

Leave this as the default which is blank

Leave this as the default which is blank

Leave this as the default which is '0'

Leave this as the default which is '0'

Leave this as the default which is 'Right’

Leave this as the default which is '0'

Leave this as the default



MSN Print on SMDR Leave this is the default which is unticked

Print Caller Number This needs to be enabled by clicking on the check box

Here is an example of a populated SVDR Attri but es screen:

| Administration ! H
| (owRgwcbien ]
Atiribute Value Range

Save Enable |oFF =]
Print Enabls Jon =]
Record Type |aicall |
Long Distance Call Digit Counter 7 07-15
Print Incoming Call Jon =]
Print Lost Call Jon =]
Reconds In Detail Jon =]
Hiddden Dialed Digit T 09
Dialed Digit Hide Option |Rrignt =]
SWIDR Currency UTnit Ilax 3 characters
SWIDR Cost Per Metering Pulse o0ooooo ITust be & digits
SWIDR Decimal Location 1] 0-5
Start Timer 0 {*1sec) 000-250

SMTF Mlail Server IP Address 0.0.0.0
SIWIDR User lail Address WIAK 40 characters
SWIDR Systern Domain Narme WIAK 18 characters

SIDR Wil Send Weekly Set | A

SWIDR Iail Send Daily Set 00 00-23

SMDR. Mail Auta Send Set |oFF =]

SMDR. Mail Auto Delste Set |oFF =]
1|0 Ilax 2 digits
2L ] W 2 digits

Long Distance Code il ] Wax 2 digits
4 Ilax 2 digits
5 Ilaz 2 digits

SMOR. RinglCLUCPH Service I | [Ring x|

SMOR. Ring/CLUCPH Service-lT | [CPM x|

Print MSH |ofF =]

Print Serial No Jon =]

SMDR Interface Service |oFF =]

ISDN Atirfhutes(200) pp————— [orr =]

SMDR ICM Print Jon =]

SMDR. Discornect Cause |oFF =]

Long Tire Call 0 Je10mim 000-144

Copytight (C) 2008 by LG-Hortel Co.Ltd. All Rights Reserved.

Printer Port Selection (PGM 175)

Inthe Printer Port Selection (PGM 175) window, set!| nfo/ On-1ine SVMDRto Tel net 1 to send call logging data to TIM Plus
over TCP to port 23.

ISDN Attributes (PGM 200)

To enable CLI information in the call records produced by your LG iPECS, you need to setthe CLI Print To Seri al to ON, as shown
below:



Atiribute Range
COATD Code WA 2 Digits

CLI Print To Serial

ISDIN Atirihutes(200)
ILF T i

Copyright (C) 2008 by LG-Hortel Co.Ltd. All Rights Reserved.

Configuring TIM Plus

If your LG iPECS has been configured to send its call logging data via TCP/IP, follow the steps below to configure TIM Plus:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

Name London

FEX model LG iPECS

Connection method Actively connect to PBX
Host 192.1638.1.1

Port 23

Username

Password

Connection script Generic Simple

3. Inthe Site Properties window, select LG i PECS from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Acti vel y connect to PBX from the drop-down list.
5. Inthe Host field, enter the IP address of your LG iPECS.

6. Inthe Port field, enter 23.

7. Leave the User name and Passwor d fields blank.

8. Inthe Connecti on scri pt field, select Generi c Si npl e from the drop-down list.

9. Clickonthe Save | button to apply the settings.



LG IPLDK

The LG IPLDK can be configured to send its SMDR data via a serial (RS232) or an IP connection. Click on one of the links below that relates
to your preferred connection method.

LG IPLDK - Serial connection

These instructions help you configure your LG IPLDK phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
LG | PLDK. TDT

LG TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

The SMDR output on the LG IPLDK is disabled by default. To enable the output, you need to amend the following settings in the
programming sections below:

Print Serial Port Selection (PGM 175)

Inthe Print Serial Port Selection (PGV 175) window, set | nfo/ On-11ine SNVDRto COML/ COVR to send call logging data to the
serial port.

¢ Print Serial Port Selection(PGM... [2 | 5 [X]

s=Refresh SiUpdate HCose
Ttems Oif-line SMOR/Statistics Print
Off-lne SMDR [ Statistics Print  |[ComM2 -
Adrvir: Pririt |coM2 -]
Traffic |coMz2 -
SMDI Print |coM2 -
Call Information |COM2 -
InFofOn-line SMDR [TELNET 1 -
Trace [comz -
Debug [comz -
PG A | =
| PC Attendant [NET_PCaTD -l
c [MET_CTI -l
Remote Diagnostic [NET_REMOTE =]

SMDR Attributes (PGM 177)

Field Description



Save Enable

Print Enable

SMDR Record Call Type

Records In Detail

Print Incoming Call

Print Lost Call

SMDR Dial Digit Hidden

SMDR Currency Unit

SMDR Cost Per Metering Pulse

SMDR Fraction

SMDR Start Time

SMDR Hidden Digit

Long Distance Call Digit Counter

Long Distance Code (Max 2 Digits)

MSN Print on SMDR

Print Caller Number

Leave this as the default, which is unticked

This needs to be enabled by clicking on the check box

This needs to be set to 'All Calls', you will need to select this from the drop-down list

This needs to be enabled by clicking on the check box

This needs to be enabled

This needs to be enabled

Leave this as the default which is ‘0’

Leave this as the default which is blank

Leave this as the default which is blank

Leave this as the default which is ‘0’

Leave this as the default which is '0'

Leave this as the default which is 'Right'

Leave this as the default which is ‘0’

Leave this as the default

This needs to be disabled

This needs to be disabled



¢ SMDR Attributes(PGM177) =T

“=Refresh :ﬁgpdate = lose
Save Enable | |
Print Enable v
SKMOR Recard Call Type All Call s
Records In Detail I
Print Incoming Call v
Print Lozt Call v
SkDA Dial gt Hidden JU_ [0-9]
SkADR Currency Uit l— [ ax 3 characters |
SMDR Cost Per Metering Pulse 000000 [ Must & digit ]
SMDR Fraction [0 (0.5
SKDOR Start Timer {D_ 1 zec [000- 2507
StADR Hidden Digit RIGHT =
Long Diztance Call Digit Counter ]?— [F-15]
Long Distance Code [Max 2 Digits)
0 B By ]
bSM Print On SMDR B
Print Caller Murnber v

ISDN Attributes (PGM 200)

Enablethe CLI Print to serial field, as shownthe| SDN Attri but es window below:

& 15D Attributes (PGMN0) (= | & |5
| 4=Refesh Siipdate  wiciose

Acvice Of Charge Do riat Service ACC | v
€O ATD Coda || Max2pigis

CLE Frint To Serial =
intlAcessCode | | Max4Digits

My Ares Code [ | Mexsbigis

My Ares FrefxCode 0 | Max 4Digits

Maintain DID Nami I
PC Apgication Station 1000

Installing NetPBX

If your LG IPLDK has been configured to send SMDR data via a serial connection, you first need to install the NetPBX software to collect the
data from the serial port and send it to TIM Plus. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus



Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the Directorx | tab.

2. Choose the sites you want to configure and click _Properties | .

Site properties

PBX

Name London
PBX model LG IPLDK

Connection method Mo connection required

3. Inthe Site Properties window, select LG | PLDK from the PBX nodel drop-down list.
4. Inthe Connecti on et hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.

LG IPLDK - IP connection

These instructions help you configure your LG IPLDK phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
S5 TIM Plus establishes a TCP connection to this PBX.

Support Files

LG | PLDK. TDT
LG TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

The SMDR output on the LG IPLDK is disabled by default. To enable the output, you need to amend the following settings in the
programming sections below:

Print Serial Port Selection (PGM 175)

In this window, set | nf o/ On-1i ne SVMDRto Tel net 1 to send call logging data to TIM Plus over TCP to port 23..

Here is an example of a populated Print Serial Port Sel ection screen:



¢ Print Serial Port Selection(PGM... [0 [X]

s=Refresh SilUpdate ~HCiose

- Items | Oft-ine SMDR/Statistics Print
Off-ine SMDR | Statistics Print  [[COM2 -
Adrir, Pririt |coMz -]
Traffic |coMz2 -
SMDI Print |coM2 -
Call Informatian |CoM2 |
Info/On-line SMDR: [TELNET 1 -l
Trace [com2 -
Debug [comz |
PC Admin [ =]
PC Attendant |INET_PCatD -
CTI INET_CTI |
Remote Diagriostic [MET_REMOTE -

SMDR Attributes (PGM 177)

Set the SVMDR At t ri but es as shown below:

& SMDR Attributes(PGMI1 77)

i@ﬂefresh ﬁgpdate = Close

Save Enable [ |
Frint Enable v
SkDR Record Call Type All Call -
Recaords In Detail I
Print Incaming Call i
Prirt Lozt Call v
SMDR Dial Digit Hidden [0 (0.9
SkDRE Currency Uit ]— [ Max 3 characters |

SMDF Cost Per Meterng Pulse 000000 | Must & digit ]
SHDR Fraction il:l (0-5]

SkADR Start Timer iD_“ *1zec [000- 2507
SMDF Hidden Digi RIGHT v
Long Digtance Call Digit Counter F [¥-15]
Long Distance Code [Max 2 Digitz)

{0 B8 By ]
MSM Frint On SMDF "
Frint Caller Mumnber v

ISDN Attributes (PGM 200)

Setthe | SDN At tri but es as shown below, ensuring thatthe CLI Print to serial fieldis enabled:



<& 15D Attributes (PGM200) =

| $eRefesh Slupdete Sicise

Acvice Of Charge D ot Service ASC |+
€0 ATD Code [ | MexzDigite

CLI Print To Serial I3
inflAcessCode | | Max4Digis

My Area Code [ | Mexsbigits

My Area Prefix Code 0 | Max 4Digits

Maintain DID Hame r
PC Application Station 1000

Configuring TIM Plus

If your LG IPLDK has been configured to send its call logging data via TCP/IP, follow the steps below to configure TIM Plus:

1. Click on the _Directory | tab.

2. Choose the site your want to configure and click _Properties | .

Site properties

MName London

FEX model LG IPLDK

Connection method Actively connect to PBX
Host 192.168.1.1

Port 23

Username

Password

Connection script Generic Simple

E[ 5 [

3. Inthe Site Properties window, select LG | PLDK from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.
5. Inthe Host field, enter the IP address of your LG IPLDK.

6. Inthe Port field, enter 23.

7. Leave the User nanme and Passwor d fields blank.

8. Inthe Connection scri pt field, select Generi c Si npl e from the drop-down list.

9. Click onthe Save | button to apply the settings.

Lucent

Lucent EuroGeneris



Please refer to Avaya EuroGeneris.
Matracom

Matracom Matra 65xx series

Please refere to Avaya Matra 65xx series.

Mitel

Mitel 3100

These instructions help you configure your Mitel 3100 phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
g TIM Plus establishes a serial connection with this PBX.

Support Files
Mtel 3100.TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output
Follow the steps below to configure your Mitel 3100 to output SMDR data via a serial connection:
1. Using an RS-232 cable, connect the PC running TIM Plus to the serial port of the Mitel 3100.

2. Launch the Mitel System Tool.

3. Choose Voice | from the selection menu.

4. Click on the Management | tab, select Call Logging |

5. Click Change | to set the following parameters:

® Setthe Cost per m nut e to 00. (This functionality is not supported in NA systems)
® Setthe M ni num cal | duration to be recorded optionto 00: 00: 00.

® Setthe Type of call s optionto Al l.

® Setthe M ni num page | engthto1.

® Enable call logging.

6. Click Save | and commit the changes.

Installing NetPBX

The Mitel 3100 phone system sends SMDR information via a serial connection. To collect the data from the serial port and send it to TIM
Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus


http://docs.call-logger.com:8090/display/plus/Avaya%20EuroGeneris
http://docs.call-logger.com:8090/display/plus/Avaya%20Matra%2065xx%20series

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:
1. Click on the _Directory | tab.
2. Choose the site you want to configure and click _Properties | .
Site properties

Name London
PEX model Mitel 3100

Connection method Mo connection required

| —|
Delete site

3. Inthe Site Properties window, select M t el 3100 from the PBX nodel drop-down list.
4. Inthe Connecti on met hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.

Mitel 3300

These instructions help you configure your Mitel 3300 phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
== TIM Plus establishes a TCP connection to this PBX.

Support Files
Mtel 3300.TDT

Mtel 3300.TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

Follow the steps below to configure the SMDR options of your Mitel 3300:

1. Log in to the Mitel Communication Director software

2. Clickon System Properties |

3. Click on System Feature Settings |

4. Clickon SMDR OEtions |




&'MTEL Node 'Mitel3300" Alarm Status: !

Major 201

Mitel3300
View by Category -

«' 5DS Share

* Licenses
* LANNVAN Configuration
* Voice Network

= System Properties

* System Settings

= System Feature Settings

System Options
Class of Service Options &

SIP Device Capabilities g5

Class of Restriction Groups &

System Access Points &

Feature Access Codes &5

Independent Account Codes &

Default Account Codes &
System Account Codes
System Speed Calls

Tenants

SMOR Options =

Traffic Report Options

Inward Dialing Modification &

Set the SMDR options as shown below:

SMDR Options on [Mit

¢ SMDR Options

DASS I - Call Charge In
Extended Digit Length
MCD - Report Transfer
Hetwork Format
Report Account Codes
Report Incoming Calls
Report Internal Calls
Report Meter Pulses
Report Outgoing Calls
SMDR Meter Unit Per &
SMDR Record Transfen
System ldentification
Time Change Reporting
Twenty-four Hour Time
ANUDNIS/NSDHICLASS |
SMDR Real Time Repor
OLI Node ID Format for
Extended Time To Ans
SMDR File Transfer
Standardized Network
Standardized Call ID Fo
Suite Services Reportil
Report Internal Unansy



B smpR Options Assignment

DASS Il - Call Charge Information Provided: @ Mo OYes
Extended Digit Length: O ha ®Yes
MCD - Report Transfers: Al

Metwork Format: @ Na O Yes
Report Account Codes: O Ma ®Yes
Report Incoming Calls: O Ma ®Yes
Report Internal Calls: O ha ®Yes
Report Meter Pulses: & Ma OYes
Report Outgoing Calls: O ha ®Yes
SMDR Meter Unit Per Station: @ Ma OYes
SMDR Record Transfer: O Mo ®Yes
System ldentification: I:I

Time Change Reporting: @ Ma OYes
Twenty-four Hour Time Reporting: O No @ Yes
ANL/DNIS/ISDN/CLASS Number Delivery Reporting: O MNa ®Yes
SMDR Real Time Reporting: @ Na O Yes
OLI Node ID Format for Incoming Trunk Calls: @ Na O Yes
Extended Time To Answer: O Ma ®Yes
SMDR File Transfer: ® No Oes
Standardized Network OLI: O ha ®Yes
Standardized Call ID Format: O Mo ®Yes
Suite Services Reporting: @ Na O Yes
Report Internal Unanswered Calls: @ Ma OYes
SMDR Extended Reporting Level 1: O Ma ®Yes
Report Attendant Name: & Ma OYes
Account Code Reporting for Internal Calls: O Mo ®Yes
Tag Call Reporting: @ Na O Yes
Tagy Call ldentifier: I:I

Path Reporting for Internal ACDZ? Calls: @ Na O Yes
Number of destination address digits to mask: CI

SMDR Extended Reporting Level 2: O Na @ Yes
Two B-Channel Transfer Reporting: @ ha fes

Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect SMDR data from your Mitel 3300:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties
PBX

MName London

PBX model Mitel 3300

Connection method Actively connect to PBX
Host 192.168.1.1

Port 1752

Username

Password

Connection script Mitel 3300

E[ 3 [

3. Inthe Site Properties window, select M t el 3300 from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.
5. Inthe Host field, enter the IP address of your Mitel 3300.

6. Inthe Port field, enter 1752.

7. Leave the User name and Passwor d fields blank.

8. Inthe Connection scri pt field, select M t el 3300 from the drop-down list.

9. Clickonthe Save | button to apply the settings.

Mitel 5000-7000

These instructions help you configure your Mitel 5000-7000 phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.

Connection Type
== TIM Plus establishes a TCP connection to this PBX.

Support Files
Mtel 5000-7000. TDT

Mtel 5000-7000. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

By default, the Mitel 5000-7000 has its SMDR output disabled. Follow the steps below to enable it:

1. Log in to the Mitel DB Studio software.

2. Click and expand the _System | node.



3. Click and expand the Cabinet | node.

4. Selectthe Sockets | node.

5. In the right-hand window, click on the SVDR parameter to set its enabled state to Yes.

"~ DB Studio - System’Cabinets'Sockets

File View Operations Tools Favorites Help

R =T
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Passwords
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i 01:09 Uninstalled

0110 Uninstalled

01:11 Uninstalled

01:12 Uninstalled

01:13 Uninstalled

01:14 Uninstalled

01:15 Uninstalled

6. Click and expand the _System | icon.

7. Click and expand the Maintenance | icon.
. Click onthe sMDR | icon.

[ee]

©

Marne | Password | Enable |

,ﬁ Message Prink Mo

,’ Syskern OAT Level 2 Yes
,’ User Level Syskem Manitar Mo

. On the right-hand side you will have the SMDR fields that need to be configured, as shown below:
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Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect the SMDR data from your Mitel 5000-7000:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

MName London

FPEX model Mitel 5000-7000
Connection method Actively connect to PBX
Host 192.168.1.1

Port 4000

Username

Password

Connection script Inter-Tel

3. Inthe Site Properties window, select M t el 5000- 7000 from the PBX nodel drop-down list.



4. Inthe Connecti on net hod field, select Acti vel y connect to PBX from the drop-down list.
5. Inthe Host field, enter the IP address of your Mitel 5000-7000.

6. Inthe Port field, enter 4000.

7. Leave the User nane and Passwor d fields blank.

8. Inthe Connection scri pt field, select | nt er- Tel from the drop-down list.

9. Click onthe Save | button to apply the settings.

Mitel Imagination

These instructions help you configure your Mitel Imagination phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Mtel |magination. TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

The Mitel Imagination phone system sends SMDR information via a serial connection. You need to directly connect a serial cable from your
Mitel to the PC that NetPBX is installed and running on.

For more information about the output and configuration of your SMDR data, please contact your system maintainer.

Installing NetPBX

To collect the data from the serial port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions, click on
the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

Name London

FBEX model Mitel Imagination

Connection method Mo connection required

|
Delete site

3. Inthe Site Properties window, select M tel | magi nati on fromthe PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Mitel SX50

These instructions help you configure your Mitel SX50 phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Mtel SX50.TDT

M tel SX50.TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output
By default, the SMDR output of your Mitel is not enabled. To enable it, perform the steps below:

1. Within the PBX programming interface choose Systems Options Programming | .

2. Access Conmand 100, register 14.
3. Setthe Enabl ed for both incom ng and outgoing trunk call s option.

4. Ensure SMDR is enabled in all of your Cl ass of Services (Conmands 121-129) and Trunk G oups (Conmands

151- 156) .

Installing NetPBX



The Mitel SX50 phone system sends SMDR information via a serial connection. To collect the data from the serial port and send it to TIM
Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBEX

Name London
FEX model Mitel SX50

Connection method Mo connection required

3. Inthe Site Properties window, select M t el SX50 from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Mitel SX2000

These instructions help you configure your Mitel SX2000 phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Mtel SX2000.TDT

Mtel SX2000.TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

The Mitel SX2000 phone system sends SMDR information via a serial connection. You need to directly connect a serial cable from your Mitel



to the PC that NetPBX is installed and running on. By default, the SMDR output of your Mitel is not enabled. For more information about
enabling and configuring the SMDR output, you should speak to your system maintainer.

Installing NetPBX

To collect call logging data from the serial port of your Mitel and send it to TIM Plus, you first need to install the NetPBX software. For setup
instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
FBEX model Mitel SX2000

Connection method Mo connection required

3. Inthe Site Properties window, select M t el SX2000 from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.

NEC

NEC Aspire

The NEC Aspire can be configured to send its SMDR data over a serial (RS232) or an IP connection. Click on one of the links below that
relates to your preferred connection method.

NEC Aspire - Serial connection

These instructions help you configure your NEC Aspire phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.



Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
NEC Aspi re. TDT

NEC Aspire. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

Follow the steps below to configure the SMDR output on your NEC Aspire:

1. Log in to your PC Pro/Web Pro software.

2. To configure SMDR output by serial port, apply the following settings for each system adapter:

Adapter Programming Value Description
code
NTCPU - 10-21-02 1 NTCPU Hardware Setup - Baud Rate for COM Port. Choose the
Serial baud rate from the three available options: 0 = 4800, 1 = 9600,
and 2 = 38400
35-01-01 1 SMDR Options - Output Port Type
CTAICTU 15-02-19 1 Multi-Line Telephone Basic Data Setup - CTA/CTU Data
- Serial Communication Module
15-02-20 1 Multi-Line Telephone Basic Data Setup - Baud Rate for

CTAJCTU port. Choose from the three available options: 0 =

4800, 1 = 9600, and 2 = 38400

35-01-01 4 SMDR Options - Output Port Type

35-01-02 Extension number that SMDR Options - Output Destination Number
the CTA/CTU adaptor is

attached to.

3. Apply the following settings in the programming sections below:



Programming code Value Description

14-01-06 1 Basic Trunk Data Setup - SMDR Print.

15-01-03 1 Basic Extension Data Setup - SMDR Print.

35-01-03 0 SMDR Options - Header Language.

35-01-04 0 SMDR Options - Omit (Mask) Digits.

35-01-05 0 SMDR Options - Minimum Number of SMDR Digits.
35-01-06 0 SMDR Options - Minimum Call Duration.

35-01-07 0 SMDR Options - Minimum Ringing Time.

35-01-08 Default SMDR Options - SMDR Format.

35-02-01 0 SMDR Output Options - Toll Restricted Call.

35-02-02 1 SMDR Output Options - PBX Calls.

35-02-03 1 SMDR Output Options - Display Trunk Name or Numbers.
35-02-04 0 SMDR Output Options - Daily Summary.

35-02-05 0 SMDR Output Options - Weekly Summary.

35-02-06 0 SMDR Output Options - Monthly Summary.

35-02-08 1 SMDR Output Options - Incoming calls.

35-02-09 0 SMDR Output Options - Print Name or Numbers.
35-02-10 0 SMDR Output Options - All Lines Busy (ALB) Output.
35-02-12 0 SMDR Output Options - DID Table Name Output.
35-02-13 1 SMDR Output Options - CLI Output when DID to Trunk.
35-02-14 1 SMDR Output Options - Date.

35-02-15 1 SMDR Output Options - CLI/DID Number Switching.



35-02-16 1 SMDR Output Options - Print Trunk Name or Received Dialled Number.

35-02-17 0 SMDR Output Options - Print Account Code or Caller ID Name.
35-02-18 Default SMDR Output Options - Caller ID Name Output Method.
80-05-01 1 Date Format for SMDR and System Reports.

Installing NetPBX

To capture SMDR data from your NEC Aspire using a serial connection, you first need to install the NetPBX software to collect the data from
the serial port and send it to TIM Plus. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus
Once NetPBX is configured and collecting data, log in to TIM Plus and perfrom the steps below:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
FBEX model MNEC Aspire

Connection method Mo connection required

3. Inthe Site Properties window, select NEC Aspi r e from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

NEC Aspire - IP connection

These instructions help you configure your NEC Aspire to work with TIM Plus. Contact your system maintainer if you are not familiar with the
configuration of your PBX.



Connection Type

== TIM Plus establishes a TCP connection to this PBX.

Support Files
NEC Aspi re. TDT

NEC Aspi re. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

Follow the steps below to configure the SMDR output on your NEC Aspire:

1. Log in to your PC Pro/Web Pro software.

2. To configure SMDR output using an IP connection, apply the following settings for each system adapter:

Adapter Programming

code

NTCPU 10-12-01

10-20-01

Value

IP address of the PC running TIM Plus.

TCP port that TIM Plus will connect to. We recommend using 9000 an

d incrementing it for each NEC Aspire you configure.

3. Apply the following settings in the programming sections below:

Programming code Value

14-01-06 1
15-01-03 1
35-01-03 0
35-01-04 0
35-01-05 0
35-01-06 0

Description

Basic Trunk Data Setup - SMDR Print.

Basic Extension Data Setup - SMDR Print.

SMDR Options - Header Language.

SMDR Options - Omit (Mask) Digits.

SMDR Options - Minimum Number of SMDR Digits.

SMDR Options - Minimum Call Duration.

Description

NTUCPU Network

Setup - IP Address.

LAN Setup for

External Equipment.



35-01-07 0 SMDR Options - Minimum Ringing Time.

35-01-08 Default SMDR Options - SMDR Format.

35-02-01 0 SMDR Output Options - Toll Restricted Call.

35-02-02 1 SMDR Output Options - PBX Calls.

35-02-03 1 SMDR Output Options - Display Trunk Name or Numbers.
35-02-04 0 SMDR Output Options - Daily Summary.

35-02-05 0 SMDR Output Options - Weekly Summary.

35-02-06 0 SMDR Output Options - Monthly Summary.

35-02-08 1 SMDR Output Options - Incoming calls.

35-02-09 0 SMDR Output Options - Print Name or Numbers.

35-02-10 0 SMDR Output Options - All Lines Busy (ALB) Output.

35-02-12 0 SMDR Output Options - DID Table Name Output.

35-02-13 1 SMDR Output Options - CLI Output when DID to Trunk.
35-02-14 1 SMDR Output Options - Date.

35-02-15 1 SMDR Output Options - CLI/DID Number Switching.

35-02-16 1 SMDR Output Options - Print Trunk Name or Received Dialled Number.
35-02-17 0 SMDR Output Options - Print Account Code or Caller ID Name.
35-02-18 Default SMDR Output Options - Caller ID Name Output Method.
80-05-01 1 Date Format for SMDR and System Reports

Configuring TIM Plus

If your NEC Aspire has been configured to send its SMDR data using an IP connection, follow the steps below to configure TIM Plus:

1. Click on the _Directory | tab.



2. Choose the site you want to configure and click _Properties | .
Site properties
PEX

MName London

FBEX model MNEC Aspire

Connection method Actively connect to PBX
Host 192.168.1.1

Port 9000

Username

Password

Connection script Generic Simple

E[ 3 [

3. Inthe Site Properties window, select NEC Aspi r e from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.
5. Inthe Host field, enter the IP address of your NEC Aspire.

6. Inthe Port field, enter the port number you configured whilst programming code 10-20-01 (above).
7. Leave the User nane and Passwor d fields blank.

8. Inthe Connecti on scri pt field, select Generi c Si npl e from the drop-down list.

9. Clickonthe Save | button to apply the settings.

NEC DXE

These instructions help you configure your NEC DXE phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
NEC DXE. TDT

NEC DXE. TDS

Required Tasks

Configure the SMDR output
Install NetPBX

Configure TIM Plus

Configure your SMDR output

The NEC DXE phone system sends SMDR information via a serial connection. You need to directly connect a serial cable from your NEC
DXE to the PC that NetPBX is installed and running on. By default, the SMDR output of your NEC DXE is not enabled. For more information
about enabling and configuring the SMDR output, contact your system maintainer.

Installing NetPBX



To collect call logging data from the serial port of your NEC DXE and send it to TIM Plus, you first need to install the NetPBX software. For
setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
FBEX model MNEC DXE

Connection method Mo connection required

3. Inthe Site Properties window, select NEC DXE from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the changes.

NEC NEAX

The NEC NEAX can be configured to send its SMDR data over a serial (RS232) or an IP connection. Click on one of the links below that
relates to your preferred connection method.

NEC NEAX - Serial connection

These instructions help you configure your NEC NEAX phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.



Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
NEC NEAX. TDT

NEC NEAX. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

Using the Customer Administration Terminal (CAT), enter the following settings in the system-programming mode:

Field Details
name
CM40 Default output port and attributes: 9600 baud, 8 data bits, no parity, 2 stop bits, DTR/RTS flow control.

CM13+05 Enable SMDR for incoming calls to required stations.
CM13+06 Enable SMDR for outgoing calls to required stations.
CM35+14 Enable SMDR for outgoing calls to required trunk routes.
CM35+49 Enable SMDR for incoming calls to required trunk routes.

CMO08
If SMDR for incoming calls is enabled, specify whether the setting applies to all incoming calls or only to those that use

account codes. Also, include ANl / Cal | er | D for incoming calls.

__ NOTE1: The ANl / Cal | er | Dis required to provide SMDR data for incoming calls, even if this feature
is enabled by CM13+05 and CM35+49.

NOTE 2: Use CDR formats #501 (2400 IMS), #505 (2000 IPS), #506 (2000 IVS).

Installing NetPBX

To capture SMDR data from your NEC NEAX using a serial connection, you first need to install the NetPBX software to collect the data from
the serial port and send it to TIM Plus. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.



2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London

PEX model NEC NEAX

Connection method Mo connection required

3. Inthe Site Properties window, select NEC NEAX from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

NEC NEAX - IP connection

These instructions help you configure your NEC NEAX phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
=5 TIM Plus establishes a TCP connection to this PBX.

Support Files
NEC NEAX. TDT

NEC NEAX. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configure the SMDR output

By default, the SMDR output of your NEC NEAX is not enabled. For more information about enabling and configuring the SMDR output,
contact your system maintainer.

Configuring TIM Plus

If your NEC NEAX has been configured to send its SMDR data using an IP connection, follow the steps below to configure TIM Plus:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties
PBX

MName London

FEX model NEC NEAX

Connection method Actively connect to PBX
Host 192.168.1.1

Port 2599

Username

Password

Connection script Generic Simple

E[ 3 [

3. Inthe Site Properties window, select NEC NEAX from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.
5. Inthe Host field, enter the IP address of your NEC NEAX.

6. Inthe Port field, enter 2599.

7. Leave the User name and Passwor d fields blank.

8. Inthe Connection scri pt field, select Generic Sinpl e from the drop-down list.

9. Clickonthe Save | button to apply the settings.

NEC XN120

The NEC XN120 can be configured to send its SMDR data over a serial (RS232) or an IP connection. Click on one of the links below that
relates to your preferred connection method.

NEC XN120 - Serial connection

These instructions help you configure your NEC XN120 phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
NEC DXE. TDT

NEC DXE. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

Follow the steps below to configure the SMDR output on your NEC XN120:



1. Log into your PC Pro/Web Pro software.

2. To configure SMDR output by serial port, apply the following settings:

Adapter Programming Value Description

code
NTCPU - 10-21-02 1 NTCPU Hardware Setup - Baud Rate for Com Port. Choose from the three
Serial available options: 0(4800), 1(9600) and 2(38400).

35-01-01 1 SMDR Options - Output Port Type.

3. Apply the following settings in the programming sections below:

Programming code Value Description

14-01-06 1 Basic Trunk Data Setup - SMDR Print.

15-01-03 1 Basic Extension Data Setup - SMDR Print.
35-01-03 0 SMDR Options - Header Language.

35-01-04 0 SMDR Options - Omit (Mask) Digits.

35-01-05 0 SMDR Options - Minimum Number of SMDR Digits.
35-01-06 0 SMDR Options - Minimum Call Duration.

35-01-07 0 SMDR Options - Minimum Ringing Time.

35-01-08 Default SMDR Options - SMDR Format.

35-02-01 0 SMDR Output Options - Toll Restricted Call.
35-02-02 1 SMDR Output Options - PBX Calls.

35-02-03 1 SMDR Output Options - Display Trunk Name or Numbers.
35-02-04 0 SMDR Output Options - Daily Summary.

35-02-05 0 SMDR Output Options - Weekly Summary.

35-02-06 0 SMDR Output Options - Monthly Summary.



35-02-08 1 SMDR Output Options - Incoming calls.

35-02-09 0 SMDR Output Options - Print Name or Numbers.

35-02-10 0 SMDR Output Options - All Lines Busy (ALB) Output.

35-02-12 0 SMDR Output Options - DID Table Name Output.

35-02-13 1 SMDR Output Options - CLI Output when DID to Trunk.

35-02-14 1 SMDR Output Options - Date.

35-02-15 1 SMDR Output Options - CLI/DID Number Switching.

35-02-16 1 SMDR Output Options - Print Trunk Name or Received Dialled Number.
35-02-17 0 SMDR Output Options - Print Account Code or Caller ID Name.
35-02-18 Default SMDR Output Options - Caller ID Name Output Method.

80-05-01 1 Date Format for SMDR and System Reports.

Installing NetPBX

To capture SMDR data from your NEC XN120 using a serial connection, you first need to install the NetPBX software to collect the data from
the serial port and send it to TIM Plus. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties I .



Site properties

PBX

Name London
FBEX model MNEC DXE

Connection method Mo connection required

3. Inthe Site Properties window, select NEC DXE from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

NEC XN120 - IP connection

These instructions help you configure your NEC XN120 phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
%5 TIM Plus establishes a TCP connection to this PBX.

Support Files
NEC DXE. TDT

NEC DXE. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output
Follow the steps below to configure the SMDR output on your NEC XN120:

1. Log into your PC Pro/Web Pro software.

2. To configure SMDR output using an IP connection, apply the following settings:

Adapter Programming Value Description

code



NTCPU 10-12-01

-IP

10-20-01

IP address that TIM Plus will connect to.

TCP port that TIM Plus will connect to. We recommend using 9000 an

d incrementing it for each NEC XN120 you configure.

3. Apply the following settings in the programming sections below:

Programming code

14-01-06

15-01-03

35-01-03

35-01-04

35-01-05

35-01-06

35-01-07

35-01-08

35-02-01

35-02-02

35-02-03

35-02-04

35-02-05

35-02-06

35-02-08

35-02-09

Value

Default

Description

Basic Trunk Data Setup - SMDR Print.

Basic Extension Data Setup - SMDR Print.

SMDR Options - Header Language.

SMDR Options - Omit (Mask) Digits.

SMDR Options - Minimum Number of SMDR Digits.

SMDR Options - Minimum Call Duration.

SMDR Options - Minimum Ringing Time.

SMDR Options - SMDR Format.

SMDR Output Options - Toll Restricted Call.

SMDR Output Options - PBX Calls.

SMDR Output Options - Display Trunk Name or Numbers.

SMDR Output Options - Daily Summary.

SMDR Output Options - Weekly Summary.

SMDR Output Options - Monthly Summary.

SMDR Output Options - Incoming calls.

SMDR Output Options - Print Name or Numbers.

NTUCPU Network

Setup - IP Address.

LAN Setup for

External Equipment.



35-02-10 0 SMDR Output Options - All Lines Busy (ALB) Output.

35-02-12 0 SMDR Output Options - DID Table Name Output.

35-02-13 1 SMDR Output Options - CLI Output when DID to Trunk.

35-02-14 1 SMDR Output Options - Date.

35-02-15 1 SMDR Output Options - CLI/DID Number Switching.

35-02-16 1 SMDR Output Options - Print Trunk Name or Received Dialled Number.
35-02-17 0 SMDR Output Options - Print Account Code or Caller ID Name.
35-02-18 Default SMDR Output Options - Caller ID Name Output Method.

80-05-01 1 Date Format for SMDR and System Reports.

Configuring TIM Plus

If your NEC XN120 has been configured to send its SMDR data using an IP connection, follow the steps below to configure TIM Plus:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .
Site properties
PBX

Name London

PEX model NEC DXE

Connection method Actively connect to PBX
Host 192.168.1.1

Port 5000

Username

Password

Connection script Generic Simple

E! L] !

3. Inthe Site Properties window, select NEC DXE from the PBX nodel drop-down list.

4. Inthe Connecti on et hod field, select Acti vel y connect to PBXfrom the drop-down list.
5. Inthe Host field, enter the IP address of your NEC XN120.

6. Inthe Port field, enter the port number you configured whilst programming code 10-20-01.

7. Leave the User nane and Passwor d fields blank.



8. Inthe Connection scri pt field, select Generi c Si npl e from the drop-down list.

9. Clickonthe Save | button to apply the settings.

NEC SV8100

These instructions help you configure your NEC SV8100 phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
== TIM Plus establishes a TCP connection to this PBX.

Support Files
NEC DXE. TDT

NEC DXE. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring the SMDR output
Follow the instructions below to configure your NEC SV8100 for use with TIM Plus:
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Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect the SMDR data from your NEC SV8100:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

Name London

FEX model NEC DXE -
Connection method Actively connect to PBX -
Host 192.1638.1.1

Port 60010

Username

Password

Connection script Generic Simple -

1
Delete site ——Gancer ] Save

3. Inthe Site Properties window, select NEC DXE from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.
5. Inthe Host field, enter the IP address of your NEC SV8100.

6. Inthe Port field, enter 60010.

7. Leave the User nane and Passwor d fields blank.

8. Inthe Connection scri pt field, select Generi c Si npl e from the drop-down list.

9. Clickonthe Save | button to apply the settings.

Nortel

Nortel BCM up to v3.x

Please refer to Avaya BCM up to v3.x.

Nortel BCM v4.x+

Please refer to Avaya BCM v4.x+ .

Nortel Meridian Option Series
Please refer to Avaya Meridian Option Series.
Nortel Norstar

Please refer to Avaya Norstar.

Panasonic

Panasonic DBS Series

These instructions help you configure your Panasonic DBS Series phone system to work with TIM Plus. Contact your system maintainer if
you are not familiar with the configuration of your PBX.


http://docs.tri-line.com:8090/display/plus/Avaya%20BCM%20up%20to%20v3.x
http://docs.tri-line.com:8090/pages/viewpage.action?pageId=4817069
http://docs.tri-line.com:8090/display/plus/Avaya%20Meridian%20Option%20Series
http://docs.tri-line.com:8090/display/plus/Avaya%20Norstar

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Panasoni ¢ DBS Series. TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

Follow the steps below to configure your Panasonic DBS Series to output SMDR data to TIM Plus. The configuration needs to be performed
from the Operator phone:

1. Pressthe ON/OFF | key.
2. Pressthe RECALL | key.

3. Press il il to enter the Pr ogr anmm ng node.

4. Navigate to Cal | | oggi ng/ Renpt e progr anmm ng parameters.

5. GotoCall logging - Parity check and select 1, then press the il key.

6. GotoCall | ogging - Even/Qdd parity and select 1, then press the i' key.

7. GotoCall | ogging - Baud rate (SMDR) and select 4, then press the il key.

8. GotoCall logging - Stop bit and select1, then press the i' key.

9. GotoCall | ogging - Data | ength and select 4, then press the il key.

10. GotoCall logging - Printing selection out/in andselectl forincoming and outgoing calls.

11. GotoCall logging - Printing selection local/long distance calls and select 1 to print all outgoing calls, then

pressthe # | key.
12. Pressthe ON/OFF | key to save the settings.

Installing NetPBX

The Panasonic DBS Series phone system sends SMDR information via a serial connection. To collect the call logging data from the serial
port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting call logging data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

PBX

Name London
FEX model Panascnic DBS Series

Connection method Mo connection required

3. Inthe Site Properties window, select Panasoni ¢ DBS Seri es from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Panasonic ICX/S-ICX

These instructions help you configure your Panasonic ICX/S-ICX phone system to work with TIM Plus. Contact your system maintainer if you
are not familiar with the configuration of your PBX.

Connection Type
g TIM Plus establishes a serial connection with this PBX.

Support Files
Panasoni ¢ | CX S-1CX. TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring the SMDR output

The Panasonic ICX/S-ICX phone system sends SMDR information via a serial connection. You need to directly connect a serial cable from
the Panasonic ICX/S-ICX phone system to the PC that NetPBX is installed and running on. For more information about the output and
configuration of your SMDR data, please contact your system maintainer.

Installing NetPBX

The Panasonic ICX/S-ICX phone system sends SMDR information via a serial connection. To collect the call logging data from the serial port
and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus



Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
FE¥ model Panasonic ICK 5-1CX

Connection method Mo connection required

3. Inthe Site Properties window, select Panasoni ¢ | CX S-| CXfrom the PBX nodel drop-down list.
4. Inthe Connecti on met hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.

Panasonic KX-TA/TE

These instructions help you configure your Panasonic KX-TA/TE phone system to work with TIM Plus. Contact your system maintainer if you
are not familiar with the configuration of your PBX.

Connection Type
g TIM Plus establishes a serial connection with this PBX.

Support Files
Panasoni ¢ KX- TD Seri es. TDT

Panasoni ¢ KX-TD Seri es. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring the SMDR output

Follow the steps below to configure your Panasonic KX-TA/TE to output SMDR data to TIM Plus. The configuration needs to be performed
from a Panasonic KX-T7130 phone:

1. Set the System Program Switch on the EMSS Control Unit to the _ Programming | position.

2. Press _—l ;l followed by the # | key, then enter your system password.

3. Press # | # | to enter the Pr ogr anmi ng node.



4. Go to programming code 800 and set each of the fields as shown below. Press  Store | and then  Next | after each entry in

order to move to the next field:

SMDR field Value
NL-Code CR+LF
Baud Rate 9600

Word Length 8 bhits
Parity None

Stop Bit 1 bit

5. Go to programming code 801 and set each of the fields as shown below. Press  Store | and then  Next | after each entry in

order to move to the next field:

SMDR field Value
Page Length Leave as default

Skip Perf Leave as default

6. Go to programming code 802 and set each of the fields as shown below. Press  Store | and then  Next | after each entry in

order to move to the next field:

SMDR field Value
Outgoing On

Incoming On

7. Setthe System Program Switch back to  Store | position.

Installing NetPBX

The Panasonic KX-TA/TE phone system sends SMDR information via a serial connection. To collect the call logging data from the serial port
and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus



Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX
Name London

FEX model Panascnic KX-TD Series

Connection method Mo connection required

3. Inthe Site Properties window, select Panasoni c KX- TD Seri es from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings

Panasonic KX-TDA/E/NCP500/1000

The Panasonic KX-TDA/E/NCP500/1000 can be configured to send its SMDR data over a serial (RS232) or an IP connection. Click on one of
the links below that relates to your preferred connection method.

Panasonic KX-TDA/E/NCP500/1000 - Serial connection

These instructions help you configure your Panasonic KX-TDA/E/NCP500/1000 phone system to work with TIM Plus. Contact your system
maintainer if you are not familiar with the configuration of your PBX.

Connection Type
g TIM Plus establishes a serial connection with this PBX.

Support Files
Panasoni ¢ KX- TD Seri es. TDT

Panasoni ¢ KX-TD Seri es. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring the SMDR output

Follow the steps below to configure your Panasonic phone system to output SMDR to TIM Plus.



1. Log in to the Panasonic Maintenance Console program.

2. Click onthe 11. Maintenance | tab from the left-hand menu.

3. Clickonthe SMDR | tab and configure the options as shown below:

l

QR H Cancel(C) H Ll ]

SMODR | SMODR Options || RS232C || Mairtenance || Syslog || Remote || Paszward

SMDR Format
Type
Part
Page Length (Mumker of Lines)
Blark Footer Length (Mumber of Lines)
Date Format

Time Tormat (121102411

Prirt Information
Outgoing Call
Incoming Call
Intercom Call
Log-in / Log-out:
Hotel Room Status:
Timed Reminder (Wake-up Call)

Error Log

: |T3-'pef: v|
 |RS-232¢ v|
: |68 v
; |EI V|
| DD-M-v v|
;240 ~|
: |Prirt v|
: |Prirt v|
: |No Prirt |
: |Nu Prirt v|
B |Nc| Pririt v|
: |No Prirt v|
: | Mo Print |

4. Clickonthe _SMDR Options | tab and configure the options as shown below:




I el agall H Cancel(C) H Applyia) ]

Option
ARS Dial: |Dial after ARS Modification v|
Caller ID Mumber & Mame: |Number V|
DI/ DID Murmber & Name: | Number |
Secret Dial: |F‘rir|1 " (Secret) v|
Privacy Maode: |F'rir|t Dialled Mumber V|
Condition Code "RC" |F‘rir|t v|
Condition Code "AM": |F'rir|1 v|
Caller ID Modification: |After hodification v|

LA

SMDR Port Number: | 2300 |

SMDR Password:  PCCSMDR |

Mewy-Line Code far Telnet |CR +LF v|

*1 Perform System Reset for changes to take effect

5. Click onthe _Apply | button to save the changes.

Installing NetPBX

The Panasonic KX-TDA/E/NCP500/1000 phone systems can send SMDR information via a serial connection. To collect the call logging data
from the serial port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

PBX

Name London

FEX model Panaszonic kX-TD Series

Connection method Mo connection required

3. Inthe Site Properties window, select Panasoni ¢ KX- TD Seri es from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Panasonic KX-TDA/E/NCP500/1000 - IP connection

These instructions help you configure your Panasonic KX-TDA/E/NCP500/1000 phone system to work with TIM Plus. Contact your system
maintainer if you are not familiar with the configuration of your PBX.

Connection Type
== TIM Plus establishes a TCP connection to this PBX.

Support Files
Panasoni ¢ KX- TD Seri es. TDT

Panasoni ¢ KX-TD Seri es. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR
Follow the instructions below to configure your Panasonic to output SMDR data to TIM Plus via an IP connection:

1. Log in to the Panasonic Maintenance Console program.

2. Click onthe 11. Maintenance | tab from the left-hand menu.

3. Clickonthe SMDR | tab and configure the options as shown below:



[ el agall H Cancel(C) H Applyia) ]

SMDF | SMODR Options || RES232C || Mairtenance || Syslog || Remate || Pazsword

SMDR Format
Type
Part
Page Length (Mumker of Lines)
Blark Footer Length (Mumber of Lines)
Date Format

Time Tormat (121102411

Prirt Information
Outgoing Call
Incoming Call
Intercom Call
Log-in / Log-out:
Hotel Room Status:
Timed Reminder (Wake-up Call)

Error Log

: |T3-'pef: v|
| LAN v|
: |68 v
; |EI V|
| DD-M-v v|
;240 ~|
: |Prirt v|
: |Prirt v|
: |No Prirt |
: | Mo Prirt v|
B |Nc| Pririt v|
: |No Prirt v|
: | Mo Print |

4. Clickonthe _SMDR Options | tab and configure the options as shown below:




QR H Cancel(C) H Ll

RS232C Mairtenance Syslog

Remote Pazsword

ARS Dial:

Caller ID Mumber & Mame:
DD 7 DI Mumber & Mame:
Secret Dial:

Privacy Maode:

Condition Code "RC"
Condition Code "AM":

Caller ID Modification:

LA

SMDR Port Mumber:

SMOR Password

Mewy-Line Code far Telnet

*1 Perform System Reset for changes to take effect

|Dial after ARS Modification v|
|Number V|
|Number v|
Frint "...." (Secret) |
(Print Dislled Murmber v|
Prirt |
it v|
After Wodification v|
2300 |
PCCEMDR |
CR+LF |

5. Click onthe _Apply | button to save the changes.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to connect to your Panasonic phone system:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

Name London

PBEX model Panascnic KX-TD Series
Actively connect to PBX
Host 192.1638.1.1

Port 2300

Connection method

Username
Password [TITTIYIT)

Connection script Panasonic

1 — |
Delete site

3. Inthe Site Properties window, select Panasoni ¢ KX- TD Seri es from the PBX nodel drop-down list.



4. Inthe Connecti on net hod field, select Acti vel y connect to PBX from the drop-down list.

5. In the Host field, enter the IP address of your phone system.

6. Inthe Port field, enter 2300.

7. Leave the User nane field blank.

8. Inthe Passwor d field, enter the password required to connect to your phone system, by default PCCSIVDR.
9. Inthe Connection scri pt field, select Panasoni c from the drop-down list.

10. Clickonthe Save | button to apply the settings.

Panasonic KX-TD Series

These instructions help you configure your Panasonic KX-TD Series phone system to work with TIM Plus. Contact your system maintainer if
you are not familiar with the configuration of your PBX.

Connection Type
ry TIM Plus establishes a serial connection with this PBX.

Support Files
Panasoni ¢ KX-TD Seri es. TDT

Panasoni ¢ KX- TD Seri es. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

Follow the instructions below to configure your Panasonic KX-TD phone system to output SMDR data to TIM Plus. The configuration needs
to be performed from a Digital Proprietary Telephone (DPT) such as the KX-T7431, KX-T7433, KX-T7436, KX-T7230, KX-T7235.

1. Pressthe PROG | + % | + # | buttons simultaneously, then enter your system password.

2. Enter programming mode 800 and press the  Next | button.
3. Pressthe Select | button to set the Cut goi ng option to Al | , then click on the  Store | button. Click Next | .
4. Pressthe Select | button to set the | nconi ng option to Al | , then press the Store | button.

5. Pressthe End | button to complete the configuration.

Installing NetPBX

The Panasonic KX-TD Series phone system sends SMDR information via a serial connection. To collect the call logging data from the serial
port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting call logging data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.



2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
FEX model Panaszonic kX-TD Series

Connection method Mo connection required

3. Inthe Site Properties window, select Panasoni ¢ KX- TD Seri es from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Samsung

Samsung DCS
These instructions help you configure your Samsung DCS phone system to work with TIM Plus. Contact your system maintainer if you are

not familiar with the configuration of your PBX.

Connection Type
g TIM Plus establishes a serial connection with this PBX.

Support Files
Sansung DCS. TDT

Sanmsung DCS. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

Follow the instructions below to configure your Samsung DCS to output SMDR data to TIM Plus. The configuration needs to be performed
from an LCD handset.

1. Open Progr anm ng and select 725.

2. Program each option as presented below:



SMDR field Value

Page Header Yes
Lines per page 1

Incoming Call Yes
Outgoing Call Yes
Authorise Code Yes

SMDR Start Time Yes

In/Out Group No
DND Calls No
Wake-Up Calls No
Directory Names None
Caller ID Data Yes
Abandoned Call Yes

No of Dial Mask 00

DID Num/Name Yes

3. Next, pressthe SPKR | key and select 804.
4. Dial 0 and use the arrow keys to select SVDR.

5. Pressthe TRSF | key to complete the configuration.

Installing NetPBX

The Samsung DCS phone system sends SMDR data via a serial connection. To collect the data from the serial port and send it to TIM Plus,
you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.



2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
FBEX model Samsung DCS

Connection method Mo connection required

3. Inthe Site Properties window, select Sansung DCS from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Samsung iDCS

The Samsung iDCS can be configured to send its SMDR data over a serial (RS232) or an IP connection. Click on one of the links below that
relates to your preferred connection method.

Samsung iDCS - Serial connection

These instructions help you configure your Samsung iDCS phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Sansung DCS. TDT

Sansung DCS. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output
Follow the instructions below to configure your Samsung iDCS to output SMDR data to TIM Plus.
1. Log in to the Samsung Installation Tool software.

2. Click onthe 5. Features | option from the left-hand menu.

3. Click onthe 5.6 System I/O Options | tab and select 5.6.2. LAN Printer




4. Inthe LAN Pri nt er options configure the entries in the SVDR column, as shown below:

MU Installation Tool - [5.6.2. LAN Printer]

8 System  File  Option Ukl Window  Help

|1 ¢-% % S 2|90 |3-&-B-|0|0

| 4 4

Port Baze ]

J

>

Ty

Ho~ &&| 0|

[ — @ 2. Configuration
#-[EJ) 2 Call Routing
[ @ 4 Group & Table
8- B. Features

#-{E) 51. Call Restriction

() 5.2 VolP Options
H-(C0) 5.2 Wireless LAN

- @ 5.4 Volurne Control
[ @ 5.8, Spztem Control

[ 5.6, System [/0 Options

[ @ 5.7, Sygtem Tone/Ring
[ — @ 5.8. Diagnostics
() 5.3 Voics Mal

[ @ 5.11. Hotel Operation

5. Clickonthe Save | icon to save the settings.

6. Click on the

----------- 5.6.1. [341,804,830] System 140 P
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Faper Size Letter
Font Type Courier
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Orientation Fartrait
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5.6.3. SMDR Options | tab and configure the following settings:
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7. Clickonthe Save | icon at the top of the window to save the settings.

Installing NetPBX

The Samsung iDCS phone system can send its SMDR data via a serial connection. To collect the data from the serial port and send it to TIM
Plus, you first need to install the NetPBX software. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus
Once NetPBX is configured and collecting data, log in to TIM Plus and perform the following steps:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
FBEX model Samsung DCS

Connection method Mo connection required

3. Inthe Site Properties window, select Sansung DCS from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Samsung iDCS - IP connection

These instructions help you configure your Samsung iDCS phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.

Connection Type
== TIM Plus establishes a TCP connection to this PBX.

Support Files
Sansung DCS. TDT

Samsung DCS. TDS
Required Tasks

Configure the SMDR output
Configure TIM Plus


http://docs.call-logger.com:8090/display/netpbx/Installation

Configuring your SMDR output
Follow the instructions below to configure your Samsung iDCS phone system to output SMDR data to TIM Plus.
1. Log in to the Samsung Installation Tool software.

2. Clickonthe 5. Features | option from the left-hand menu.

3. Clickonthe 5.6 System I/O Options | tab and select  5.6.2. LAN Printer | .

4. Inthe LAN Pri nt er options, configure the entries in the SVDR column, as shown below:

Hu Installation Tool - [5.6.2. LAN Printer]
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5. Clickonthe Save | icon to save the settings.

6. Clickonthe 5.6.3. SMDR Options | tab and configure the following settings:
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Save | icon at the top to save the settings.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect the SMDR data from your Samsung iDCS:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

Name London

PEX model Samsung DCS
Connection method Actively connect to PBX
Host 192.168.1.1

Port 9000

Username

Password

Connection script Samsung

1 —|
Delete site

3. Inthe Site Properties window, select Sansung DCS from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.

5. Inthe Host field, enter the IP address of your Samsung iDCS.



6. Inthe Port field, enter 9000.
7. Leave the User nane and Passwor d fields blank.
8. Inthe Connection scri pt field, select Sansung from the drop-down list.

9. Click onthe Save | button to apply the settings.

Samsung OfficeServ

These instructions help you configure your Samsung OfficeServ phone system to work with TIM Plus. Contact your system maintainer if you
are not familiar with the configuration of your PBX.

Connection Type
=5 TIM Plus establishes a TCP connection to this PBX.

Support Files
Sansung DCS. TDT

Sansung DCS. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output
Follow the instructions below to configure your Samsung OfficeServ phone system to output SMDR data to TIM Enterprise.
1. Log in to the Samsung Installation Tool software.

2. Click onthe 5. Features | option from the left-hand menu.

3. Clickonthe 5.6 System I/O Options | tab and select 5.6.2. LAN Printer | .

4. Inthe LAN Pri nt er options, configure the entries in the SVDR column, as shown in the screenshot below, modifying the value of

the Printer | P Address field accordingly, in order to match the IP address of the computer running TIM Enterprise.



6. Click on the

7. Click on the

Hut Installation Tool - [5.6.2. LAN Printer]
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5. Click onthe Save | icon to save the settings.
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5.6.3. SMDR Options | tab and configure the following settings:
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Configuring TIM Plus

Follow the instructions below to configure TIM Plus to collect the SMDR data from your Samsung OfficeServ:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

MName London

PBX model Samsung DCS
Connection method Actively connect to PBX
Host 192.168.1.10

Port 5100

Username

Password

Connection script Samsung

| —|
Delete =site

3. Inthe Site Properties window, select Sansung DCS from the PBX nodel drop-down list.
4. Inthe Connecti on et hod field, select Acti vel y connect to PBXfrom the drop-down list.
5. Inthe Host field, enter the IP address of your Samsung OfficeServ.

6. Inthe Port field, enter 5100.

7. Leave the User name and Passwor d fields blank.

8. Inthe Connection scri pt field, select Sansung from the drop-down list.

9. Click onthe Save | button to apply the settings.

ShoreTel

ShoreTel PBX

These instructions help you configure your ShoreTel phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.



Connection Type
% TIM Plus establishes a DSN connection with this PBX.

Support Files

ShoreTel . TDT
Shor eTel . TDS
Shor eTel . DBS

Required Tasks
Configure the SMDR output

Set up a DSN connection
Configure TIM Plus

Configuring your SMDR output

By default, the ShoreTel phone system writes its CDR data to a MySQL database called Shor eWar eCDR. In order for TIM Plus to connect to
the database and collect the call logging data, you need to create a username and password in the MySQL database on the ShoreWare
Server. Contact your system maintainer if you are not familiar with this procedure.

The following information is required for TIM Plus to connect to the Shoretel ShoreWareCDR database:

® |P address or hostname of the ShoreWare Server where the MySQL database resides.

= Username and Password of the Shor e\\ar e CDR database.

Setting up a DSN connection

To enable TIM Plus to work with your ShoreTel phone system, you first need to set up a DSN connection by following the steps below:

1. Open Windows Control Panel and select the Administrative Tools | icon

2. Double-click onthe Data Sources (ODBC) | icon to open the ODBC Dat a Sour ce Admi ni strator window

o For a 64 bit system, access the ODBC Dat a Sour ce Adm ni strator from the following location C: \ W ndows

\ Sys\WOW64\ odbcad32. exe

3. Click onthe _System DSN | tab

4. Clickonthe Add | button
5. Select MySQL ODBC 3. 51 Driver from the driver list and click  Finish | If you cannot see the MySQL ODBC 3. 51 Driver opt
ion in the drop-down list, you can download it from http://www.mysgl.com
6. In the Nane field, enter shor et el
7. Inthe Descri pti on field, enter TTM Plus |ink to ShoreTel
8. Inthe Ser ver field, enter the IP address or hostname of your ShoreWare Server
9. In the User nane field, enter the username for your ShoreWareCDR database
10. In the Passwor d field, enter the password for your ShoreWareCDR database

11. In the Dat abase drop-down list, select Shor eWar eCDR


http://www.mysql.com

12. Clickonthe Test | button to confirm the information you entered is correct and that the connection is successful

13. Clickonthe OK | button to close the window

An example of an ODBC entry is shown below:
#7 0ODBC Data Source Administrator i |
Usger D5k System DSM | File DSNI Driversl Tran::ingl Caonkection F'n:u:nlingl About I

System Data Sources:

Mame | Driver | Add...
MySQL ODEC 357 Driver

Configure. .

An ODEC Syatem data source stores information about how to connect to
the indicated data prowider. & System data zowrce iz visible to all users
an thiz machine, including MT services.

] 4 Cancel Apply Help

Configuring TIM Plus

Once the DSN connection has been set up, log in to TIM Plus and perform the steps below:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

MName London

PBX model ShoreTel

Connection method Connect to a system DSN
DSN name ShoreTel

Frequency =]

DB Script ShoreTel

|
Delete site

3. Inthe Site Properties window, select Shor eTel from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Connect to a syst em DSN from the drop-down list.



5. Inthe DSN nane field, select Shor eTel from the drop-down list.
6. Inthe Frequency field, enter 5.
7. Inthe DB scri pt field, select Shor eTel from the drop-down list.

8. Click onthe Save | button to apply the settings.

Siemens

Siemens HiCom/HiPath

The Siemens HiCom/HiPath can be configured to send its SMDR data over a serial (RS232) or an IP connection. Click on one of the links
below that relates to your preferred connection method.

Siemens HiCom/HiPath - Serial connection

These instructions help you configure your Siemens HiCom/HiPath phone system to work with TIM Plus. Contact your system maintainer if
you are not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Si enens Hi Com Hi Pat h. TDT

Si emens. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

When configuring your Siemens HiCom/HiPath phone system to send SMDR data via a serial connection, you need to directly connect a
serial cable from the Siemens HiCom/HiPath phone system to the PC that NetPBX is installed and running on.

For more information about the output and configuration of your SMDR data, please contact your system maintainer.

Installing NetPBX

To collect call logging data from the serial port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions,
click on the link below:

Install and configure NetPBX

Configuring TIM Plus
Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

PBX
Name London
FEX model Siemens HiCom-HiPath -
Connection method Mo connection required -

[~ Cancs—=] ——Sae—

3. Inthe Site Properties window, select Si emens H Com Hi Pat h from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Siemens HiCom/HiPath - IP connection

These instructions help you configure your Siemens HiCom/HiPath phone system to work with TIM Plus. Contact your system maintainer if
you are not familiar with the configuration of your PBX.

Connection Type
=iz TIM Plus listens for connections from this PBX.

Support Files
Si emens Hi Com Hi Pat h. TDT

Si emens. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

By default, the SMDR output of a Siemens HiCom/HiPath phone system is not enabled. Contact your system maintainer to enable it for
incoming, outgoing and internal calls.

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

PBX

MName London

PBX model Siemens HiCom-HiPath
Connection method Listen for connections from PBX
Host

Port

3. Inthe Site Properties window, select Si emens H Com Hi Pat h from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select Li sten for connections from PBX from the drop-down list.
5. Leave the Host field blank.

6. Inthe Port field, enter 9000.

7. Clickonthe Save | button to apply the settings.

Siemens OpenOffice

These instructions help you configure your Siemens OpenOffice phone system to work with TIM Plus. Contact your system maintainer if you
are not familiar with the configuration of your PBX.

Connection Type
% TIM Plus establishes a DSN connection with this PBX.

Support Files
Si enens OpenCE fice. TDT

Si enens. TDS
Si emens. DBS

Required Tasks
Configure the SMDR output

Set up a DSN connection
Configure the interface file

Configure TIM Plus

EUNEYNEYNEN

Configuring your SMDR output

By default, the SMDR output of a Siemens OpenOffice is not enabled. Contact your system maintainer to enable it for incoming, outgoing
and internal calls.

Setting up a DSN connection
To enable TIM Plus to work with the Siemens OpenOffice, you first need to set up a DSN connection, by following the steps below:

1. Open Windows Control Panel



2. Double-click onthe Administrative tools | icon

3. Double-click onthe Data Sources (ODBC) | icon to open the ODBC Dat a Source Adm ni strator window

o For a 64 bit system, access the ODBC Dat a Sour ce Admi ni strator from the following location C: \ W ndows

\ SysWOW64\ odbcad32. exe

4. Click on the System DSN | tab

5. Click onthe Add | button
6. Select Nat i ve from the driver list and click  Finish |
7. Inthe Dat a sour ce nane field enter Si enens QpenOi fi ce

8. Clickonthe OK | button to save the changes

An example of an ODBC entry is shown below:

#710DBC Data Source Administrator el

Usger D5k System DSM |File DSH I Driversl Tracingl Connection F'u:n:ulingl About I

Syztem Data Sources:

MName | Crriveer | Add...
Siemenz Openlffice  Mative

Hemoyve

LCofigure. ..

i

An ODEC Syatem data source stores information about how to connect to
the indicated data provider. & System data zowrce iz vizible to all users
an thiz machine, including MT services.

| ] 4 I Cancel Apply Help

Configuring the interface file
Follow the steps below to configure the interface file to establish an HTTPS connection with your Siemens OpenOffice:

1. Open the Si enens OpenOf fi ce. TDT file, located by defaultin C: \ Program Fil es (x86)\ Tri-Line\TI M Pl us\config.

2. Edit the file to point to the IP address of your Siemens OpenOffice and enter the relevant username and password, as shown below.



'Siemens -OpenOffice

'

' -‘When -using -the -https -connection method, -add -the -following -to -the main.cfg-in-the - [Options] -section
GhostFile =-data.pbx

FileScoutInterval -=-10

Iype = SCRIPT
[Cpticns]
ScriptFile -=-Siemens.tds

Options, -None, -Https
ConnectionIype = -Httpsa

' -Options, -Fixed -Width, -Delimited
FileFormat =-Delimited

' -Opticns, -for -Delimited -File -type

Delimiter =-|

' -Options, -for -Https -Connection

'IPRddress =-127.0.0.1

'Username = user

'Password = -pasaword

BackupFile = -[appl}ibackup' {year}\ {month}\backup-{year} {month} [day}.{s3itecode]

'Bocess -codes, comma -delimited and -sorted in descending -length order
' -defualt wvalue i3 none
AccessCodes =-9

'SplitTandem = True

3. Remove the apostrophe (') in front of the amended fields to enable them. An example of a configured interface file is shown below:

'Siemens OpenOffice

T

' ‘When using -the -https -connecticn method, -add the -following to the main.cfg - in the - [Opticons] -secticn
GhostFile -=-data.pbx

FileScoutInterwval -=-10

Type -=-3CRIFT
[Cptions]
ScriptFile -=-Siemens.tds

' -Opticns, -None, -Https
ConnectionType -=-Https

' -Options, -Fixed Widch, Delimited
FileFormat =-Delimited

' -Options, -for -Delimited File twpe

Delimiter =]

' -Opticons, -for -Https -Connection

IPRddress =-192.168.1.1

TUsername = Siemens

Password = -Openlifice

BackupFile = -{appl\backuph {year}\[month}\backup-{vear) {month} {day}.{sitecode}

'Bccess -codes, -comma -delimited -and -sorted -in -descending -length -order
' -defualt value -is -none
Accesslodes =-9

'SplitTandem = -True

Configuring TIM Plus

Once the DSN connection has been set up, log in to TIM Plus and follow the steps below:

1. Click on the Directorx | tab.



2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

MName London

FBEX model Siemens OpenOffice
Connection method Connect to a system DSN
DSN name Siemens OpenOffice
Frequency =]

DB Script Siemens

3. Inthe Site Properties window, select Si emens OpenO fi ce from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select Connect to a syst em DSN from the drop-down list.

5. Inthe DSN nane field, select Si enens OpenO f i ce from the drop-down list.

6. Inthe Frequency field, enter 5.

7. Inthe DB scri pt field, select Si emens from the drop-down list.

8. Click onthe Save | button to apply the settings.

Siemens HiPath 4000

These instructions help you configure your Siemens HiPath 4000 phone system to work with TIM Plus. Contact your system maintainer if you
are not familiar with the configuration of your PBX.

Connection Type
== TIM Plus establishes a TCP connection to this PBX.

Support Files
Si enens Hi Path 4000. TDT

Si emens Hi Path 4000. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output

By default, the SMDR output of a Siemens HiPath 4000 is not enabled. To enable it for incoming, outgoing and internal calls, contact your
system maintainer.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect the SMDR data from your Siemens HiPath 4000:

1. Click on the _Directory | tab.



2. Choose the site you want to configure and click _Properties | .
Site properties
PEX

MName London

FBEX model Siemens Hipath 4000
Connection method Actively connect to PBX
Host 192.168.1.1

Port 9000

Username

Password

Connection script Generic Simple

E[ 3 [

3. Inthe Site Properties window, select Si enens Hi Pat h 4000 from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.

5. Inthe Host field, enter the IP address of your Siemens HiPath 4000.

6. Inthe Port field, enter 9000.

7. Leave the User name and Passwor d fields blank.

8. Inthe Connection scri pt field, select Generi c Si npl e from the drop-down list.

9. Clickonthe Save | button to apply the settings.

Siemens Realitis/HiPath DX

The Siemens Realitis/HiPath DX can be configured to send its CIL output via a serial (RS232) or an IP connection. Click on the link below
that relates to your preferred connection method.

Siemens Realitis/HiPath DX - Serial connection

These instructions help you configure your Siemens Realitis/HiPath DX phone system to work with TIM Plus. Contact your system maintainer
if you are not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Si emens Hi Path DX. TDT

Si emens Hi Path DX. TDS

Required Tasks
Configure the CIL output

Install NetPBX
Configure TIM Plus

Configuring your CIL output

When configuring your Siemens Realitis/Hipath DX to send its CIL information via a serial connection, you need to directly connect a serial



cable from the phone system's wall box to the PC running NetPBX .

Your system maintainer needs to enable CIL output by setting it to the Ful | or unrestricted ClL format.

Installing NetPBX

To collect call logging data from the serial port of your phone system and send it to TIM Plus, you first need to install the NetPBX software.
For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:
1. Click on the _Directory | tab.
2. Choose the site you want to configure and click _Properties | .

Site properties

PBX
Name London
FEX model Siemens HiPath DX -
Connection method Mo connection required -

[~ Cancs—=] ——Sae—

3. Inthe Site Properties window, select Si emens Hi Pat h DX from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to save the settings.

Siemens Realitis/HiPath DX - IP connection

These instructions help you configure your Siemens Realitis/HiPath DX phone system to work with TIM Plus. Contact your system maintainer
if you are not familiar with the configuration of your PBX.

Connection Type
=5 TIM Plus establishes a TCP connection to this PBX.

Support Files
Si emens Hi Path DX. TDT

Si enens Hi Path DX. TDS
Required Tasks

Configure the CIL output
Configure TIM Plus



Configuring your CIL output

CIL access over Ethernet

In addition to CIL access over V.24 ports, all Realitis DX and iISDX systems with firmware revision 6.0 and above can send
ﬂ their CIL information by Ethernet. The System/UPI card - ACI - only allows a maximum of three such connections;
subsequent connection requests are rejected.

To set up and activate this feature, a request must be made to Product Management at Siemens, Beeston.

Connecting to the CIL server

TIM Plus establishes a TCP connection to the IP address of the System/UPI card of your Siemens phone system.

You can choose the IP address of the System/UPI card by setting the variable | PACT in the permanent database. Your local maintenance
engineer should be able to program this address for you.

The default listening portis 17257.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect SMDR data from your Siemens Realitis/HiPath DX:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London

PBEX model Siemens - HiPath DX
Connection method Actively connect to PBX
Host 192.168.1.1

Fort 17257

Username

Password

Connection script Siemens Realitis DX

E! ] !

3. Inthe Site Properties window, select Si enens Hi Pat h DX from the PBX nodel drop-down list.
4. Inthe Connecti on net hod field, select Acti vel y connect to PBXfrom the drop-down list.

5. Inthe Host field, enter the IP address of the System/UPI card of your phone system.

6. Inthe Port field, enter 17257.

7. Leave the User nane and Passwor d fields blank.

8. Inthe Connection scri pt field, select Si enens Real i ti s DXfrom the drop-down list.

9. Click onthe Save | button to apply the settings.

SpliceCom



Splicecom Maximiser

These instructions help you configure your Splicecom Maximiser phone system to work with TIM Plus. Contact your system maintainer if you
are not familiar with the configuration of your PBX.

Connection Type
== TIM Plus establishes a TCP connection to this PBX.

Support Files
Spl i ceCom Maxi mi ser . TDT

Spl i ceCom Maxi mi ser. TDS
Required Tasks

Configure the SMDR output
Configure TIM Plus

Configuring the SMDR output

By default, the call logging output of the Splicecom Maximiser is enabled and you do not normally require a password to obtain it. To protect
your call logging data, you can seta Cal | Loggi ng Passwor d in the Syst em Det ai | s screen of your Maximiser's web management
interface. If you decide to set a password, you need to enter this when configuring TIM Plus (below).

o Your system maintainer may have already set a call logging password for you.

Configuring TIM Plus

Follow the steps below to configure TIM Plus to collect call logging data from your Splicecom Maximiser:

1. Click on the _Directory | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties
FBX

Mame London

PBEX model SpliceCom Maximiser
Connection method Actively connect to PBX
Host 192.168.1.1

Port 4001

Username

Password

Connection script Splicecom Maximiser

El 3 l

3. Inthe Site Properties window, select Spl i cecom Maxi m ser from the PBX nodel drop-down list.



4. Inthe Connecti on net hod field, select Acti vel y connect to PBX from the drop-down list.

5. Inthe Host field, enter the IP address of your Splicecom Maximiser.

6. Inthe Port field, enter 4001.

7. Leave the User nane field blank.

8. If your Maximiser has a cal | | oggi ng passwor d set, enter it in the Passwor d field; if not, leave it blank.
9. Inthe Connection scri pt field, select Spl i cecom Maxi m ser from the drop-down list.

10. Clickonthe Save | button to apply the changes.

Swyx

SwyxWare

These instructions help you configure your SwyxWare phone system to work with TIM Plus. Contact your system maintainer if you are not
familiar with the configuration of your PBX.

Connection Type
SwyxWare outputs the SMDR data to a file

Support Files
SWYX V6. TDT

SWYX V6. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output
Follow the steps below to configure the SwyxWare to output SMDR data to a file in a specific location:
1. Log in to your SwyxWare Administration Tool.

2. Right-click on the Swyx server you want to configure and click on the  Properties | button.

3. Inthe Properti es window, click on the Call Detail Records | tab.

4. Clickonthe Cal | Detail Records into Text Fil e radio button.

5. Inthe Save to Fol der field, enter\ program files\tri-line\tim plus\spool\. Ifyou are using a mapped drive enter the
driver letter.

6. Inthe Fi | e Nane field, enter dat a. { si t ecode}, replacing { si t ecode} with the ID of the site you are logging. To obtain the ID
of a site, hover the mouse pointer over it on the _Directory | page in TIM Plus and it will be displayed as a tooltip.

7. Clickonthe OK | button and close the SwyxWare Administration Tool.

Here is an example of the SwyxWare Administration properties window:



SwyxServer TNTTESTZ Properties 5[

Search SwyPhones I Login Device I Standby SRS erver
Trunk Recording I Yoicemail I kd ail Server
Filez I Connected Swysedare Sikes
General | Client Preferences I buzic on Hold I Internal Mumbers I Licenzes
Call Detail Records | SwayrPhone Firrmware L pdate I Charges
" Mo Call Detail Records %

{* Call Detail Records inta Text File
Save to Folder;

I-::'xpru:ugram filezhti-inehtim pluzhepoolt

File Marne:
I-:Iata.'l

™ Limit File Size to; IEEIEIEI _I; Filobytes

i~ Call Detail Becords inta Database
D atabasze Connection String:

Tlest Connestiamn

Esternal Mumbers
{* Store complete Mumnber
" Hide Digits

MHumnber of Digitz replaced by =" II:I

" Feplace Mumber with s

k. I Cancel | Spply | Help |

Configuring TIM Plus

Follow the steps below to configure TIM Plus to receive SMDR data from your SwyxWare:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
FBEX model SWYX Ve

Connection method Mo connection required




3. Inthe Site Properties window, select SWyX V6 from the PBX nodel drop-down list.
4. Inthe Connecti on met hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Tadiran

Coral Flexicom

These instructions help you configure your Coral Flexicom phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.

Connection Type
ry TIM Plus establishes a serial connection with this PBX.

Support Files
Coral Fl exi com 200. TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

The Coral Flexicom phone system sends its SMDR data via a serial connection. You need to directly connect a serial cable from the phone
system to the PC that NetPBX is installed and running on.

For more information about the output and configuration of your SMDR data, contact your system maintainer.

Installing NetPBX

To collect call logging data from the serial port and send it to TIM Plus, you need to install the NetPBX software. For setup instructions, click
on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .



Site properties

PBX

Name London
FEX model Coral Flexicom 200

Connection method Mo connection required

3. Inthe Site Properties window, select Coral Fl exi com 200 from the PBX nodel drop-down list.
4. Inthe Connecti on mnet hod field, select No connecti on required from the drop-down list.

5. Clickonthe Save | button to apply the settings.

Toshiba

Toshiba CIX/CTX

The Toshiba CIX/CTX can be configured to send its SMDR data over a serial (RS232) or an IP connection. Click on one of the links below
that relates to your preferred connection method.

Toshiba CIX/CTX - Serial connection

These instructions help you configure your Toshiba CIX/CTX phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Toshi ba Cl X- CTX. TDT

Toshi ba Cl X- CTX. TDS

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your SMDR output

When configuring your Toshiba CIX/CTX phone system to output its SMDR data via a serial connection, you need to directly connect a serial
cable from the phone system to the PC running NetPBX.

For more information about the output and configuration of your SMDR data, contact your system maintainer.



Installing NetPBX

To collect call logging data from the serial port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions,
click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:
1. Click onthe _Directory | tab.
2. Choose the site you want to configure and click _Properties | .

Site properties

PBX
Name Londen
FBX model Toshiba CIN-CTX -
Connection method Mo connection required -

[ Cance—] —Saie ]

3. Inthe Site Properties window, select Toshi ba Cl X- CTX from the PBX nodel drop-down list.
4. Inthe Connecti on met hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.

Toshiba CIX/CTX - IP Connection

These instructions help you configure your Toshiba CIX/CTX phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.

Connection Type
s TIM Plus listens for connections from this PBX.

Support Files
Toshi ba Cl X- CTX. TDT

Toshi ba Cl X- CTX. TDS

Required Tasks
Configure the SMDR output

Configure TIM Plus

Configuring your SMDR output



By default, the SMDR output of your Toshiba CIX/CTX is not enabled. Contact your system maintainer to enable call logging output for
incoming, outgoing and internal calls.
Configuring TIM Plus

Follow the steps below to configure TIM Plus to listen for SMDR data from your Toshiba CIX/CTX:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBEX

Name London

PBX model Toshiba CIX-CTX

Connection method Listen for connections from PBX
Host

Port

3. Inthe Site Properties window, select Toshi ba Cl X- CTX from the PBX nodel drop-down list.

4. Inthe Connecti on net hod field, select Li sten for connections from PBX from the drop-down list.
5. Leave the Host field blank.

6. Inthe Port field enter 9000.

7. Clickonthe Save | button to apply the settings.

Toshiba Strata DK

These instructions help you configure your Toshiba Strata DK phone system to work with TIM Plus. Contact your system maintainer if you
are not familiar with the configuration of your PBX.

Connection Type
# TIM Plus establishes a serial connection with this PBX.

Support Files
Toshi ba Strata DK. TDT

Toshi ba Strata DK. TDS
Required Tasks

Configure the SMDR output
Install NetPBX

Configure TIM Plus

Configuring your SMDR output



The Toshiba Strata DK phone system sends SMDR information via a serial connection when it is fitted with a Small Options Card. You need
to directly connect a serial cable from the phone system to the PC that NetPBX is installed and running on.

For more information about the output and configuration of your SMDR data, contact your system maintainer.

Installing NetPBX

To collect call logging data from the serial port and send it to TIM Plus, you first need to install the NetPBX software. For setup instructions,
click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
PEX model Toshiba Strata DK

Connection method Mo connection required

3. Inthe Site Properties window, select Toshi ba Strata DKfromthe PBX nodel drop-down list.
4. Inthe Connecti on met hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.
VoiSpeed

VoiSpeed PBX

These instructions help you configure your VoiSpeed PBX phone system to work with TIM Plus. Contact your system maintainer if you are
not familiar with the configuration of your PBX.



Connection Type
VoiSpeed PBX outputs the SMDR data to a file

Support Files
Voi Speed. TDT

Required Tasks
Configure the SMDR output

Install NetPBX
Configure TIM Plus

Configuring your CDR output

The VoiSpeed phone system outputs its CDR data to a file. To configure the output, contact your system maintainer.

TIM Plus can be installed on the same machine as the VoiSpeed server; however, you should confirm this first with your system maintainer
as it may impact system performance.

Installing NetPBX

Since your VoiSpeed phone system outputs its call logging data to a file, you first need to install the NetPBX software in order to collect the
contents of the call logging file and forward it to TIM Plus. For setup instructions, click on the link below:

Install and configure NetPBX

Configuring TIM Plus

Once NetPBX is configured and collecting data, log in to TIM Plus and perform the steps below:

1. Click on the Directorx | tab.

2. Choose the site you want to configure and click _Properties | .

Site properties

PBX

Name London
FEX model VoiSpeed

Connection method Mo connection required

3. Inthe Site Properties window, select Voi Speed from the PBX nodel drop-down list.
4. Inthe Connecti on et hod field, select No connecti on required from the drop-down list.

5. Click onthe Save | button to apply the settings.


http://docs.call-logger.com:8090/display/netpbx

Accessing the system

TIM Plus resides on a centralised machine within your network where it runs as a service and, due to its in-built web server, it can be
accessed via a standard web browser from any other PC on your network.

To access TIM Plus, open a web browser, go to the IP address or host name of the computer running TIM Plus and log in using your
username and password.

’
Windows Security u

The server timplus.call-legger.com at TIM Plus demonstration requires a
username and password,

Warning: This server is requesting that your username and password be
zent in an insecure manner (basic authentication without a secure
connection),

(ol [Username ]
‘ ‘ ’Fasswu:urd ]

Remember my credentials

TIMPLUS

Call volumes by call type Call volumes by half hour Call volumes by charge band

1009 = 83 = =
Answered Answered Personaliobile
Outgoing Outgoing National
Internal D Internal D Local
Aban DOI Aban DDI Integnational []

otner [l

02 4 & & 10 12 14 16 18 20 22 24
Quick call search Most recent calls (" Save |
Call type All call types - Date + Source Route Destination Duration
Period Today v 14:44:13 124001 UNAVAILABLE Neil Down 00:00:58 )] @
il ooty 14:43:56 orange 07854398144 Olive Yaw 00:00:18 o
= 14:43:23 Carrie Oakey 2068 Crystal Ball 00:01:09
Site (Al sites) -
14:42:56 Dan D. Lyons 07881803345 Vodafone 00:00:11
Group
T 14:42:36 Edna May 07776252417 Vodafone 00:01:45
lser
- 14:42:11 Lond 02079499040 Jo Ki 00:04:11
Limit results to 100 calls anden ! o fing |j
14:41:58 oz 07889395807 Justin Case 00:00:32
14:41:33 120014 UNAVAILABLE Tanya Hyde 00:08:50 =

You may find that your access is restricted to a specific site or group. If you need to access other sites or groups, speak to
your system administrator to get additional privileges.



Main screen

Overview

When logging in to TIM Plus, the following dashboard screen is displayed:

TlMPLUS Directory Call view Live stats Tariff editor Settings

Call volumes by call type Call volumes by half hour Call volumes by charge band

A d PersonalMobile
Ou ] oOutgoing [l National
internal [ internal [l Local [l
Aban DOI Aban DD Inténational ]

Other

0 A
0 2 4 & 8 10 12 14 16 18 20 22 24
Quick call search Most recent calls T Ssave |
Call type All call types - Date = Source Destination Duration
Period Today hd 14:44:13 124001 UNAVAILABLE Neil Down 00:00:58 =] @
Dialled number 14:43:56 Orange 07854398144 Olive Yew 00:00:18
cu . : _ o @
143:23 Carrie Oakey 2068 Crystal Ball 00:01:09
Site (&l sites) - n -
14:42:56 Dan D. Lyons 07881803345 Vodafone 00:00:11 J
Group
14:42:36 Edna May 07776252417 Vodafone 00:01:45
User -
. 14:42:11 Lond 02079459040 Jo Ki 00:04:11
Limit results to 100 calls onden ! o mng |j
14:41:58 oz 07889395807 Justin Case 00:00:32
14:41:33 120014 UNAVAILABLE Tanya Hyde 00:08:50 =

The information you see on this screen is relevant only to the area to which you've been granted access. For example:

® |f you are a site administrator, the graphs, live call view and any other call-related information will be derived from
calls that happened only on your own site and not those from any other sites within the system.
= |f your login account is restricted to a specific user group (department), the statistics will relate only to the call

information for users within that particular group.

The dashboard screen consists of a toolbar along the top of the page and three main panels.

The toolbar is the main menu that you use to navigate the major features of TIM Plus. The tabs that make up the toolbar differ according to
the type of account you use to log in with. The screenshot above displays an example dashboard screen for a user account that has
administrative privileges whereby all of the tabs are present; however, for a restricted web user account, some of the tabs might not be

visible, such as  Directory | or Settings |

The three panels that make up the dashboard screen are as follows:

= Summary graphs
® Quick call search

® Most recent calls

Summary graphs
The summary graphs panel consists of three separate graphs, each organising their information using different criteria, as described below:

= Call volumes by call type

= Call volumes by half hour
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= Call volumes by charge band

Call volumes by call type Call volumes by half hour Call volumes by charge band
- 8 - =
answered [l answered il national [l
Ouigoing [l outgong [l rersonainiovie i
niemal ntema omer [l
ans xter [l anexrer [l Local
aban 001 [l avon 004 [l international ]
oune @ QuthC
nternainc [l B internainG [l

ﬂ The information you see in each graph pertains only to the area to which the logged-in user has been granted access.

Call volume by call type

This first graph shows a snapshot of calls for the current day, based on the type of call, e.g. inbound, outbound, missed.

Call volumes by call type

Answered
Cutgoing
Internal
Ans Xfer
Aban DOl
Qut NC
Internal NC

DOEOCOEE

Each call type is colour-coded using a system-wide colour scheme, as follows:

® Green: Incoming calls

= Light green: Answered transferred calls

= Blue: Outgoing calls

= [ ght blue: Outgoing non-connected calls

® Grey: Internal calls

= Mauve: Internal non-connected calls

® Red: Abandoned DDI (Direct Dialled In) calls

® Pink: Tandem calls
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a The same call type colour coding system applies throughout TIM Plus.

Call volume by half hour

This graph shows a snapshot of calls for the current day, broken down by half-hour, allowing you to quickly identify peaks and troughs in call
volumes to identify busy periods.

Call volumes by half hour

[4=]

Answered
Outgoing
Internal
Ans Xfer
Aban DO
Out NC
Internal HC

OOEOCOEE

==
(==}
[ =]
[
]
ra
=]
r

Each call type is colour-coded using a system-wide colour scheme as follows:

® Green: Incoming calls

= | ight green: Answered transferred calls

= Blue: Outgoing calls

- : Outgoing non-connected calls

= Grey: Internal calls

- : Internal non-connected calls

® Red: Abandoned DDI (Direct Dialled In) calls

® Pink: Tandem calls

Call volume by charge band

This graph shows a snapshot of calls for the current day, based on their destination, allowing you to identify where you call most often. Calls
are grouped into geographical locations such as Mbbi | e, National, Local, International etc.
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Call volumes by charge band

Mational

[
PerzonalMobile .
-

International D

By default, the following colour scheme is used to identify calls to each geographical group:

® Red: Personal/Mobile calls
® Creen: Local calls

= Blue: National calls

= : International calls

= Purple: Other calls

Quick call search

The Qui ck cal | sear ch panel offers a rapid way to locate specific calls in the central database, as an alternative to running a full call
report. You can refine your search results by using the filters described below:

Quick call search Most recent calls S|
Call type All call types - Source Destination
Period Today -

Dialled number

CLI

Duration

Site (All sites] -
user —
Limit results to 100 calls

Call type

This filter allows you to define the type of call you want your search results to cover, e.g. incoming, outgoing, internal etc. To include all types
of call, setthisto Al I call types.

© Copyright Tri-Line Network Telephony Limited, London, England, 2013



Call type

Period

All zall types |L]

All call types
Answered

Cutbound
Missed

The Per i od search field defines the time period the results should cover. To choose a period, select it from the drop-down list.

Period

Custom |L]

Today
Yesterday
This week
Last week
This month
This vear
All calls
Custom

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Field

Today

Yesterday

This week

Last week

This

month

Last

month

This year

All calls

Custom

Description
The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

The start date is set to the first day (normally Monday) of the current week. The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
: 00: 00 and the end time to the current time.

The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is
used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

Enter the start and end dates and times into the boxes provided. The start and end times are linked to their respective
dates.

Dialled number

The Di al | ed nunber field allows you to filter your results by the number that was dialled. You can also specify a partial number to match
all calls beginning with that number, e.g. to show all calls to London, enter 0207.



Dialled number 0207

You can use the * symbol as a wildcard in digit pattern matching, e.g. for calls to Tri-Line, enter 020726526*.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can filter your results to show only calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For
example, to report on all incoming calls from London, you could enter 0207.

CLI 02072652600

You can use the * symbol as a wildcard in digit pattern matching, e.g. for calls from Tri-Line, enter 020726526* .
Site

The Si t e search field enables you to specify the site you want your results to cover. Select (Al | si t es) to search across all sites.

Site (4l sites) |L]
(Al =ites]

Madrid
Manchester
Mewcastle

Group

Having chosen a specific site, you can limit the search results to a specific user group within that site by selecting it from the drop-down list.

Group (&l groups) |L]

(all groups) -

—lfzer groups— =
Accounts
Accounts Admin
Administrators
Billing Team
Call centre
Credit Card Machines —
Development

m

User

If both a site and group have been selected, you can further limit the search results to include only calls involving a particular user, by
selecting the user from the drop-down list.

User (all users) |L]
(all users) -
Anna Beck B

Anna Ruben
Annette Curtain
Barry Cade

Bea Caws

Bob Katz

Brian Doyle &7

m

Limit results to



This feature enables you to specify the maximum number of search results you want to retrieve. Set the limit by entering a value in the field
provided, e.g. entering 50 inthe Li mi t resul ts to field, will return a maximum of 50 results.

Limit results to 50 calls

The search results will show in a new panel entitled Sear ch resul ts, as shown below:

Search results: Back to recent calls

Source Route: Destination Duration

10:17:53 London 02074372526 Rose Pink 00:01:36 cJ [+ ]

10:16:31 Rachel Vaugn 3388 Justin Case 00:00:30

10:16:18 London 02076382347 AJ Singh 00:00:50 G |j

10:16:08 London 02076788000 Shane Winrey 00:02:22 =)

10:15:06 London 02089443192 11042 00:00:35 Gl

10:14:58 London 02089173800 Cliff Jones 00:00:03 cJ [+ ]

10:14:53 Chastity Case 02078239990 Lendon 00:00:45 CJ

10:14:51 120021 UNAVAILABLE Wayne Robert 00:02:43 cJ

10:14:38 Orange 07854369212 Pearl E White 00:00:12 Gl @

10:14:36 120031 UNAVAILABLE Rose Pink 00:01:35 cJ

10:14:23 Orange 07854180526 Sarah Conners 00:00:11 o |j

10:12:01 Crson Carte 07751390118 o2 00:00:25 QD

To close the search results and return to the Most recent cal | s panel, click on the Back to recent calls link, at the top-right corner of the
panel.

Most recent calls

By default, the Most recent cal | s panel displays the latest calls to have been processed by TIM Plus, with the most recent towards the
top of the list. To sort the results by a different column, click on the relevant column header.

Search results: Back to recent calls
Time Source Route: Destination Duration
10:17:53 London 02074372526 Rose Pink 00:01:36 cJ [+ ]
10:16:31 Rachel Vaugn 3388 Justin Case 00:00:30
10:16:18 London 02076382347 AJ Singh 00:00:50 G |j
10:16:08 London 02076788000 Shane Winrey 00:02:22 =)
10:15:06 London 02089443192 11042 00:00:35 cJ
10:14:58 London 02089173800 Cliff Jones 00:00:03 cJ [+ ]
10:14:53 Chastity Case 02073239990 London 00:00:45 QD
10:14:51 120021 UNAVAILABLE Wayne Robert 00:02:43 cJ
10:14:38 Orange 07854369212 Pearl E White 00:00:12 Gl @
10:14:36 120031 UNAVAILABLE Rose Pink 00:01:35 cJ
10:14:23 Orange 07854180526 Sarah Conners 00:00:11 o |j
10:12:01 Crson Carte 077513590118 o2 00:00:25 = o

Each call type is colour-coded using a system-wide colour scheme, as follows:

= Green: Incoming calls

® | ight green: Answered transferred calls
= Blue: Outgoing calls

= : Outgoing non-connected calls

= Grey: Internal calls



. : Internal non-connected calls
" Red: Abandoned DDI (Direct Dialled In) calls

® Pink: Tandem calls

The calls you see in the Most recent cal | s panel pertain only to the area to which the logged-in user has been granted
access; administrators see calls from all sites.

Columns headers

The column headers shown in the most recent calls list are specific to each web user and can be customised by clicking on the  Columns |
button, which will display the following panel:

Most recent calls

Date CLI Account code
10:56:48 & Time Cialled number LCR digits 5
10:56:28 & Source Source name Trunk access code

- ¥ Route Source ID Data source

10:56: 18 &# Destination Destination name Call reference
10:56:0 Response Destination ID Flags P
10:55:03 | Duration Tariff oice location D
10:55:03 Cost Tariff band Voice filename n
10:54:53 ]
10:54:53 “ i
10:54:53 - - T et e e oo )|
10:54:46 120017 UNAVAILABLE Al Singh 00:10:05 e
10:14:23 Crange 07854180526 Sarah Conners 00:00:11 =) |j
10:12:01 Crson Carte 07751390113 o2 00:00:25 ol

Include a column header in the list by ticking the box alongside each one. Click onthe Save | button to apply any changes.

Each column header is described below:

Field name Description

Date The date the call started.

Time The time the call started.

Source The place from where the call originated.

Route The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the CLI of the caller;
= for incoming internal calls, this shows either the caller's username or extension number;

= for outgoing calls, this shows the dialled number.



Destination

Response

Duration

Cost

CLI

Dialled number

Source name

Source ID

Destination
name

Destination ID

Tariff

Tariff band

Account code

LCR Digits

Trunk access
code

Data source

Call reference

The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the name of the user whose extension answered the call, or the extension
number if not available;

= for outgoing calls, this shows the geographical location that was dialled, or an alias if defined in your
contacts list;

= for internal calls, this shows the extension that was dialled, enclosed in square brackets [ ].

The time it took for the call to be answered (in seconds).

The duration of the call (in hours, minutes and seconds).

The cost of the call.

The telephone number of the remote caller for inbound calls.

The number that was dialled in order to reach a particular destination.

The name of the person who made the call.

The ID of the person who made the call.

The name of the destination called, e.g. Manchester, Tri-Line, London.

The ID of the destination called.

The name of the tariff table that was used to cost the call, e.g. BT.

The specific tariff band that was used to cost the call, e.g. International, National, Mobile etc.

The account code associated with the call.

The Least Cost Routing (LCR) digits used to route the call.

The trunk access code used to access a group of channels.

The location where the call originated.

Any call reference number associated with the call.



Flags
Any flags associated with a call, as described below:

" The call has no associated voice recording.

» 5J The call has an associated voice recording; click on the icon to listen to the call.

. The call has not been scored; click on the icon to score the call.

® I The call has been scored; click on the icon to review scoring information for the call.
- The call has not been annotated; click on the icon to add a note to the call.

" Ij The call has one or more associated notes; click on the icon to review the note(s).
u The call has no related transfer legs.

. '@' The call has related transfer legs; click on the icon to view all transfers associated with the call.

Voice location The unique ID of the call recording device that captured audio for the call.

Voice filename The unique call reference identifying any voice recording associated with the call.

Reordering column headers

Each column header can be reordered by clicking and dragging it to the new location, as shown below:

Most recent calls 1 T Save |
Source Destination Duration
10:17:53 Landaon 1S e g Tt ZARIT = Ialc 00:01:36 o9
10:16:31 Rachel vaugn 3388 Justin Case 00:00:30
10:16:18 London 02076382847 AJ Singh 00:00:50 0 o
10:16:08 London 02076788000 Shane Winrey 00:02:22 o
10:15:06 London 02089443192 11042 00:00:35 cJ
10:14:58 London 02089173800 Cliff Jones 00:00:03 o
10:14:53 Chastity Case 02078239990 London 00:00:45 0 o
10:14:51 120021 UNAVAILABLE Wayne Robert 00:02:43 =)
10:14:38 Orange 07854369212 Pearl E White 00:00:12 o
10:14:36 120031 UNAVATILABLE Rose Pink 00:01:35 cJ
10:14:23 Orange 07854180526 Sarah Conners 00:00:11 = |j
10:12:01 Crson Carte 07751390118 a2 00:00:25 =)

Columns can be sorted by clicking the relevant column header, with each click toggling between ascending and descending order.

Any layout changes you make to the Most recent cal | s panel are saved only for the current web user and do not
ﬂ affect other web users.

Reports

What are reports?

Reports are the means by which your telephone call data is presented to you in a visual, meaningful way. Although the results of each report
type differ substantially, running each of them involves following a similar, wizard-style procedure. Each report accepts several filters and
options, allowing you to tailor the results to exactly the information you are looking for.

They can be run on demand at any time, or be scheduled to run at predetermined times in the future.



Below is an example output of the Cal | Anal ysi s report:

# \ TIMPlus \ London \ Accounts \ About this report
1900
1629
g 1357
E
S 1086
=
w 814
&)
543
271
g
0 P
0o 01 02 03 04 05 06 07 03 09 10 1" 12 13 14 15 16 17 18 19 20 21 22 23 00
Missed Answered Outbound
Duration (s) Ring time (s) Duration Duration Cost
waxavg Bz | max avg | mex avg | ax &9 Tota avg __Total
00:00 - 00:2% = = = 426 11 = 00:07:34 00:01:28 &0 3 00:00:11 00:11:45 0.036 2.171
00:30 - 00:5% - - - 403 - - 00:09:26 00:01:35 42 00:00:23 00:16:47 0.057 2.408
01:00 - 01:29 = = = 272 = = 00:07:57 00:01:34 83 00:00:29 00: 0.073 6.051
01:30 - 01:5% - - - 437 - - 00:05:19 00:01:23 41 00:00:13 00z 0.03% 1.615
02:00 - 02:29 = = = 236 10 = 00:08:02 00:01:30 41 00:00:14 00: 0.03% 1.582
02:30 - 02:5% - - - 255 4 - 00:03:30 00:01:05 148 00:02:08 00:01:10 00:18:54 0.155 2.474@
03:00 - 03:2% = = = 13% = = 00:04:43 00:01:29 1a 00:00:11 00:00:06 00:01:50 0.030 0.540
03:30 - 03:5%9 - - - 106 - - 00:09:51 00:01:16 - - - - - -
04:00 — 04:29 - - - 47 8 1 00:01:35 00:00:43 13 00:00:34 00:00:13 00:03:01 0.038 0.490
04:30 - 04:5% - - - 21 19 2 00:06:12 00:00:51 - - - - - -
05:00 - 05:2% = = = 111 25 2 00:06:33 00:01:20 72 00:02:25 00:00:29 00:35:17 0.073 5.276
05:30 - 05:5% - - - 1ad 8 1 00:11:33 00:01:33 (13 00:00:49 00:00:14 00:15:26 0.040 2.82%
06:00 - 06:2% = = = 171 25 2 00:05:11 00:01:10 89 00:00:35 00:00:09 00:16:21 0.033 3.250
06:30 - 06:59 - - - 237 13 - 00:05:14 00:01:10 a0 00:00:34 00:00:10 00:13:53 0.034 2.696
07:00 — 07:29 - - - 221 25 1 00:06:54 00:01:29 27 00:00:29 00:00:13 00:06:07 0.038 1.029
07:30 - 07:5% 36 51 18 314 39 2 00:03:31 00:00:52 114 00:26:48 00:02:24 04:33:49 0.143 16.997

Reports overview video

Running reports on demand

To run a report on demand, click on the _Reports | tab and, from the list of reports in the left-hand panel, select the report you want to run.
Click on the _Select this report | button to start the report wizard, as shown below:



TlMPLUS Reports Directory -all ] i Tariff editor Settin

Reports

Account summary r Call ana‘ysis

Busy channels Breaks down your working day into -

My call analysis 2 half-hour segments and details elec IS repol
Busy times . . .

# - important information about your
calls. You get a clear graphical
representation of how many
outbound, answered and
abandoned calls you've made.

Call analysis

m

Call geography

Call scoring

Figures are shown as maximum
and averages so you can more
- - o effectively plan your staffing
Daily activity - - - a s requirements throughout each

. 1 . working day.

Call volumes

Custom report | 8

Enterprise overview
Freguent numbers

Missed calls

Scheduled reports (“Properties | Delete |

Report a Runs every Last run Next runs.
My busy times 1 month Never 16 August 2012 00:00:00 -
My call analysis 1 month Never 16 Nowvember 2012 00:00:00

A new window will open, where you can set the parameters of your report. If you do not want to change any of the default settings, click on
the  Finish | button, as shown below:

Enterprise overview X

Select a reporting period

Define the period you want the report to Period Yesterday - @
Encompass.

From date 01 |{3ul 2011
Remember, you can always filter your To date 02 ||apr 2013
results later, =o choose a big enough .
period. From time 00 [:|00 =00

To time 23 |:|59 [:|59

e O TR

If you want to change any of the report's parameters, refer to the relevant page in the list below:

= Setting the report period
= Setting the report entity
= Setting the report filters
= Setting the report options

= Setting the report formats

When you are ready to run the report, click onthe Run now | button, as shown below:



Enterprise overview

Your report is ready to run

Select the format that you want your

f Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

When the report has finished, its results will open in a new browser window.

If the results window does not appear after running your report, it may be because your browser is using a pop-up blocker.

You should disable pop-up blocking for the TIM Plus web address.

The example below shows a Call Analysis report in \\eb format:

Schedule for later

Wweb -

-
@ My call analysis - Mozilla Firefox

File Edit View History Bookmarks Tools Help

TIM Plus 3.0.081 - Your Company PL... | My call analysis

&= D

-‘] = Google

c

My call analysis

# \ TIMPlus \ About this report

66
2
2 = L
T 28
(4] I

g

0

00 01 02 03 04 05 08 o7 08 09 10 1 12 13 14 15 16 17 18 19 20 21 22 23 oo L4

Missed Answered Outbound
Duration () Ring time (s) Duration Duration Cost

00:00 - 00:29 = = = 13 2 = 00:04:14 00:01:30 3 00:00:09 00:00:04 00:00:14 0.030 0.080
00:30 - 00:59 - - - 15 - - 00:04:11 00:01:40 1 00:00:25 00:00:25 00:00:25 0.054 0.054
01:00 - 01:29 = = = 11 = = 00:02:01 00:00:56 2 00:00:51 00:00:27 00:00:54 0.070 0.140
01:30 - 01:59 - - - 15 - - 00:03:33 00:01:29% 2 00:00:11 00:00:08 00:00:18 0.030 0.060
02:00 - 02:29 = = = 10 = = 00:02:25 00:01:13 1 00:00:15 00:00:15 00:00:15 0.032 0.032
02:30 - 02:59 - - - 11 2 - 00:03:07 00:01:29 2 00:01:5% 00:01:13 00:02:26 0.158 0.31&
03:00 - 03:29 = = = 5 = = 00:03:52 00:01:51 = = = = = =
03:30 - 03:59 - - - 5 a8 1 00:06:53 00:01:45 - - - - -
04:00 - 04:2% = = = 2 7 3 00:01:23 00:00:42 = = = = = =
04:30 - 04:59 - - - 7 18 2 00:02:24 00:00:43 - - - - - -
05:00 - 05:29 = = = 2 = = 00:03:50 00:01:55 3 00:02:24 00:00:53 00:02:41 0.124 0.372 il

2012-05-16 12:38:45




Scheduling reports

Scheduling reports

Preparing the report
Setting the scheduling parameters
Editing a scheduled report

EUNENEN: E

Deleting a scheduled report

Preparing the report

To schedule a report, choose the one you want to run from the list in the left-hand panel, then click on the  Select this report | button to

start the report wizard, as shown below:

TlM PLUS Reports

Reports

Alerts

Directory Call view Live stats Tanff editor Settings

— Call analysis

Account summary
Busy channels
My call analysis

Busy times

Call analysis

mn

Call geography

Call scoring

Call volumes

Custom report | 4

Breaks down your working day into
half-hour segments and details
important information about your
calls. You get a clear graphical
representation of how many
outbound, answered and
abandoned calls you've made.

Figures are shown as maximum
and averages so you can more
effectively plan your staffing
requirements throughout each

elect this repo

Daily activity
working day.
Enterprise overview
Frequent numbers
Missed calls
e e —
Scheduled reports
Report ~ Runs every Last run Next runs
My busy times 1 month Never 16 August 2012 00:00:00 -
My call analysis 1 month Never 16 Nowember 2012 00:00:00

In the same way as with running a report on demand, you can modify the report period, entity, filters, options and format before scheduling,
by referring to the relevant pages below:

= Setting the report period

= Setting the report entity

= Setting the report filters

= Setting the report options

= Setting the report formats

Finish

If you do not want to change any of the default settings, click on the button, as shown below:



Busy times

Select a reporting period

Define the period you want the report to Period Yesterday - @

ENCoMmpass.
From date 01 || Jul 2011

Remember, you can always filter yvour To date 16 || May 2012
results later, =0 choose a big enough = G . )
period. rom time :|00 (|00

To time 23 |59 || 59

Once you have selected your report's parameters, click on the  Schedule for later | button.

Call analysis

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

In the new window that opens you can set the scheduling parameters of the report:

" when you want the report to first run
" how frequently you want the report to run
" how you want the report delivered

= who should receive the report

Setting the scheduling parameters

When do you want the first report to run?



Enter the future date and time that you want the report to run at, as shown below:

Call analysis ]

Choose when you want the report to be delivered

Choose the date and time you want the Start running the report on
report to be generated.
2 Apr - 2013 at 00 : 00 : 00

If you want the report to be sent regularly
instead of just once, tick the box and
choose the recur period.

Repeat the report every

1 months -

. SR S

How often do you want the report to recur?

If you want the report to recur, tick the Repeat t he report box and select the frequency for re-runs from the drop-down list, as shown
below:

Call analysis

Choose when you want the report to be delivered

Choose the date and time you want the Start running the report on

repart to be generated.
2 Apr - 2013 at 00 : 00 : 00

If vou want the report to be sent regularly

instead of just once, tick the box and Repeat the report every

choose the recur period.
1 months E]
hours
days
weekdays

. =R .

How do you want the report delivered?

The report can be delivered by e-mail or saved as a file to a specific location, by choosing a delivery method from the drop-down list:



Call analysis

How is the report to be delivered?

Choose how you would like this report to Delivery methed Email B

be delivered.
Bl sddhe=s m—
File

You can save the report as a file or have
it sent by email.

. =R =S

Who receives the report?

Delivery Description
method

E-mail = Enter the e-mail address that you want the report to be delivered to

= |f you want the report to be e-mailed to more than one person, separate each address using the ; symbol.



File = Type the full flename, including folder, of the location that you want the report to be saved as, e.g. C: \ My
Reports\My Call Analysis. htn

" The filename can include the following variables:

Variable Description

{year} The current year

{ nont h} The current month

{week} The current week number
{day} The current day of the month

{ hhmss} The time that the report ran, in a compact hours, minutes and seconds format
{name} The name given to the report

{uiv} A unigue numeric report identifier

= To save the report to a network share, specify the filename using a UNC path. You must
ensure that the user account running the TIM Plus service has access privileges to write to

the file you have specified.

Enterprise overview

How is the report to be delivered?

Choose how you would like this report to Delivery method Email
be delivered.

Email address

You can save the report as a file or have jbloggs@tri-line.com,johnwhite@abc.com
it sent by email.

Schedule now

When you have configured the scheduling parameters, click on the  Schedule now | button to save the report's definition.



Enterprise overview

Report name

Give the report a name for your Report name:
reference.

My enterprise overview

Schedule now

P

Notice that your newly-scheduled reports are now listed in the Schedul ed reports panel at the bottom of the screen, as shown below:

TlMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Reports

Account summary Tl Call analysis

Busy channels Breaks down your working day into y
. My call analysis Ll half-hour seaments and details Select this report
Busy times . .
1 mara important information about your
calls. You get a clear graphical
representation of how many

Call analysis

mn

Call geography

. AV outbound, answered and
call scoring e T T e abandoned calls you've made.
Call volumes e S e Figures are shown as maximum
Custom report . and averages S0 you can more
P b § § effectively plan your staffing
Daily activity . = s S o requirements throughout each

. working day.
Enterprise overview

Frequent numbers

Missed calls

ST R L

Report = Runs every Last run Mext runs.
My busy times 1 month Never 16 August 2012 00:00:00 -
My call analysis 1 month Never 16 November 2012 00:00:00

The properties of a scheduled reports are web user specific, and can be seen or edited only by the web user that initially
added the report in the system.

Editing a scheduled report

To edit a scheduled report, select it from the Schedul ed report s panel, and click onthe Properties | button, as shown below:



TIMPLUS Reports Directory Call view Livs Tanff editor Settings Alerts

Reports

Account summary T Call analySiS

Busy channels Breaks down your working day into -
Busy times half-hour segments and details Select this report
important information about your

Call analysis calls. You get a clear graphical
representation of how many
outbound, answered and abandoned
calls you've made.

m

Call geography

Call scoring

Call volumes — R— — Figures are shown as maximum and
= averages so you can more
L= ]
Custom report . —— R 3 effectively plan your staffing
Daily activity E : e b o requirements throughout each

working day.
Enterprise overview

Frequent numbers

Inbound call
performance

Scheduled reports |mlm

Report & Runs every Last run Next runs
My busy channels on x dept 1 month 02 May 2013 11:50:31 01 June 2013 10:00:00 -

A new window with the properties of the report will open, where you can edit the period, entity, filters, options and format of the report.

Call analysis

Select a reporting period

Define the period you want the report to Period Yesterday

Encompass.
From date 01 || Jul

Remember, you can always filter your To date 17 || May
results later, =0 choose a big enough = i .
period. rom tme 00 |:| 00

To time 23 [=[59

Click on the links below for details of how to configure these parameters:

® Setting the report period
® Setting the report entity
® Setting the report filters
® Setting the report options

® Setting the report formats

Deleting a scheduled report

To delete a scheduled report, select it from the Schedul ed report s panel and click the Delete | button, as shown below:



TlM PLUS Reports

Reports

Account summary
Busy channels
Busy times

Call analysis

Call geography
Call scoring

Call volumes
Custom report
Daily activity
Enterprise overview
Frequent numbers

Inbound call
performance

Directory Call view

Call analysis

Breaks down your working day into
half-hour segments and details
important information about your
calls. You get a clear graphical
representation of how many
outbound, answered and abandoned
calls you've made.

m

Figures are shown as maximum and
averages so you can more
. e —— effectively plan your staffing

- = requirements throughout each
working day.

Scheduled reports

Report &
My busy channels on

Last run
02 May 2013 11:50:31

Runs every

x dept 1 month

Report parameters

Setting the report period

Tariff editor Settings

Select this report

Alerts

|

Hext runs.
01 June 2013 10:00:00

"

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".

Select a reporting period

Define the period you want the report to Period
ENCompass.
From date
Remember, you can always filter vour To date
results later, so choose a big encugh .
period. From time
To time

Preset period

_Ynes,tErdewr

Yesterday
This week
Last week
This month
Last manth
This year

All calls
Custom period

-] @

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes

how the start and

Period

Today

Yesterday

This week

Last week

end times are defined for each preset period:

Description

The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to

23:59: 59.

The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The

start time is set to 00: 00: 00 and the end time to the current time.

The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start

time is set to 00: 00: 00 and the end time to 23: 59: 59.



This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is
used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

Custom period

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying yourown Start date,Start time, End date and End ti ne of the period you want to report on.

Select a reporting period

Define the period you want the report to Period Custom pericd - @
EMNCompass.

From date 01 Jul « 2011
Remember, you can always filter your To date 02 Apr - 2013
results later, =o choose a big enough .
period. From time 00 : 00 00

To time 23 ¢ 59 : 59

Run or schedule the report

To run or schedule the report without setting any further parameters, select the  Finish | button; to apply further settings, click on the
Next | button, which will direct you to the Entity section of the report wizard.

Setting the report entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.

Choose a reporting enfity

Select a specific section of your Zite (Al sites) - @

organisation whose calls will feature in the

report. To run the report across your Group @

entire organisation, select (All sites). p
User (1]

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.

Site All sites 'G;?}

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.


http://docs.tri-line.com:8090/display/plus/Setting%20the%20report%20Entity

Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Run or schedule the report

To run or schedule the report without setting any further parameters, select the  Finish | button; to apply further settings, click on the
Next | button, which will direct you to the Filters section of the report wizard.

Setting the report filters

Below is a list of all report filters available in TIM Plus, although not all filters are relevant to all reports:

Filter the results of the report

Account code @ Dialled number (1]
Call type All calls ~ @ Duration @
Carrier (&l carriers) ~ @ LCR code (1]
CLI @ Response @
Cost @ Start time (1]
Destination @  Trunk access code @

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.
Account code 0140 @
To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to select the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal, etc. To report on all types of call, setthisto Al | cal | s.

Call type All calls @
Carrier
If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers @


http://docs.tri-line.com:8090/display/plus/Setting%20the%20report%20Filters

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

cLI 02072652600 (7]

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:

Cost <2.00 (1)
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

In the above example, the report will return only calls longer than 1800 seconds (30 minutes).

LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.



LCR code 162 (1]

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 @

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 'G;?}

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Run or schedule the report

To run or schedule the report without setting any further parameters, select the  Finish | button; to apply further settings, click on the
Next | button, which will direct you to the Options section of the report wizard.

Setting the report options

Reporting options

This section allows you to further narrow down your report results, by excluding certain types of call or sorting the results in a particular
manner. These options are specific to the type of report you are running and differ between report types. Next to each option there is an | nf

ormat i on icon @ which, if clicked, opens a help prompt describing that particular option.


http://docs.tri-line.com:8090/display/plus/Setting%20the%20report%20Options

Options

Specify one or more of any additional Exclude weekends (@

report options shown here.
Exclude transfers (@)

Sort arder Ascending -

Sort results by Time slot -

@
@

Ignore missed calls shorter than [ seconds (@)

In the example above, the user wants to exclude weekends and transferred calls, as well as missed calls shorter than 3 seconds.

Run or schedule the report

To run or schedule the report without setting any further parameters, select the  Finish | button; to apply further settings, click on the
Next | button, which will direct you to the Format section of the report wizard.

Setting the report formats

Report format

This section allows you to choose the media format of your completed report. To select a media format, select it from the drop-down list:

Your report is ready to run

Select the format that you want your Report format Web |L]
report to be in.

PDF
You can now either run the report Excel
immediately, or schedule it to run once, CSW
or at regular intervals, in the future. XML

Schedule for later

The following formats are available:

Format Description

o Web " The web format is the default interface for all report types. The results are displayed in a new browser

window which contains a combination of HTML, CSS and JavaScript content.

" To navigate through a report consisting of multiple pages, click on the 2% o % jcons atthe

top-right corner of the screen.

= Universally-accessible, the web format provides a mixture of graphical charts and tabular data, whose

column headers are click-able to allow dynamic sorting of results.


http://docs.tri-line.com:8090/display/plus/Setting%20the%20report%20formats

","; PDE " The PDF format guarantees an identical look across all operating systems, making it an ideal report format
for printing out on paper, or for e-mailing to colleagues inside and outside of your organisation.
" Due to the static nature of the PDF format, dynamic sorting of column headers is not available, although

results can be pre-sorted using the filters and options available during report creation.

@ The Excel format is useful for onward manipulation of the data contained in your reports, or for including results in
XLS popular spreadsheet packages.

The CSV format allows report results to be arranged in comma-separated lists of data.

csv CSV files are often used for transferring data between different applications, such as databases, spreadsheets, and

other third-party programs.

T The XML format can be useful when transferring the structured data from your report results to third-party
ML applications, such as billing, accounting and time management applications.

Run or schedule the report

This is the final screen of the report wizard. Click on the  Run now | button to run the report immediately, or select the
Schedule for later | button to schedule the report to run at a later time. To revise the report parameters you have entered, click on the
Back | button, which will lead you to the previous report options.

Report types

Account Summary

The Account Summary report

Introduction
Running the report
Creating the report

BN ETNEY: E

The report's results

Introduction

The Account Summary report produces a type of phone bill for tracking how much billable time you've spent with each client, grouping its
results by account code.

In order to use this report, your telephone system needs to be capable of providing account code information as part of its
call logging data.



My account summary 2012-05-17 15:05:01

# \ TIMPlus \ London \ Accounts \ About this report

Calls with no account code

Carrierd Charge band E Total duration Total cost
London No charge band a5 01:06:29 -
BT Internaticnal 2 00:00:08 0.087
BT Local 31 00:41:5% 3.730
BT Naticnal 51 02:13:01 13.059
179 04:01:35 16.876
52003
Carriera ‘Charge band E Total duration Total cost
BT Naticnal 3 00:03:45 0.377
3 00:03:45 0.377
52004
Carriera Charge band E Total duration Total cost
BT Naticnal 5 00:30:32 1.987
5 00:30:32 1.987
52005
Carriera Charge band E Total duration Total cost
BT Natiocnal 3 00:05:23 0.374

Running the report

On the Repor t s screen, select the Account summary report from the left-hand pane and click the _Select this report | button.

TIMPLUS Reports Directory A Tariff editor Settings

Reports

Account summary Account summary

Busy channels Produces a type of phene bill, grouped T —
Busy times Wy account summary by the account code(s) that were used to Select this report
P [ | make each call.
Call analysis
uts wth o aecount oae Account codes are often used to mark
Call geagraphy = = - - calls as having been made or received
on behalf of clients, and this report
E . " allows you to collate these for billing
Call volumes S o S o back purposes, or to track how much
time you've spent with each client.

Call scoring

Custom report 52001

Daily activity

Enterprise overview

Frequent numbers .
Inbound call performance

Missed calls

Phane bill

Random call selection

Target response

Top calls

Unused devices

User activity

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period”.



Select a reporting period

Define the period you want the report to Period Yesterday E| @
ENCompass. i
From date Yesterday
Remember, yvou can always filter vour To date This week
results later, so choose a big enough . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description
Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day (normally Monday) of the current week. The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom period >+ @
From date 01 Jul =~ 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 : 59 :59

Once you have set the reporting period, click on the _Next | button to set additional report parameters and
options, or select the Finish | button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.



Choose a reporting enfity

Select a specific section of your Zite (Al sites) -
organisation whose calls will feature in the
report. To run the report across your Group

entire organisation, select (All sites).

eee

User

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the results of the report

Account code @ Dialled number @
Call type All calls ~ @ Duration (1]
Carrier (All carriers) ~ (@ LCR code (1)
CLI a8 Response (1]
Cost @  Starttime @
Destination @  Trunk access code (1]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.

Account code 0140



@

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal etc. To report on all types of call, setthisto Al | cal | s.

call type All calls (1]

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers @

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

CLI 02072652600 @

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:
Cost <2.00 @
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <,and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 '@-3'



You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .
In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 @

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: mm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 (7]

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 @

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.



Options

Specify one or more of any additional Exclude weekends (@)
report options shown here.
[[] Exclude transfers @)

[7] Don't replace numbers with contact names @

Sort order Ascending ~ @
Sort results by Carrier - @

Ignore missed calls shorter than | seconds (@)

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.

Exclude transfers @

Don't replace numbers with contact names

Tick this option if you do not want to replace dialled numbers, CLIs and account codes with their associated names, as defined in your web
user's contacts list.

Don't replace numbers with contact names ([

Sort order

Choose from the Sort or der drop-down list whether you want the results of the report to appear in ascending or descending order.

Sort order Ascending @

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Carrier @

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.qg. to ignore calls below 3 seconds, enter 3 .

Ignore missed calls shorter than 3 seconds @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are Wb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.



Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

=
m
o
L]

The report's results

The results of this report are presented as a tabular breakdown of calls - grouped by account code - according to the parameters you've
selected.

Below is an example of this report's output in W\eb format, showing a summary of account code usage:

My account summary 2012-05-17 15:05:01

# \ TIMPlus \ London \ Accounts \ About this report

Calls with no account code

Carriera Charge band E Total duration Total cost
London No charge band 95 01:06:29 -
BT Internaticnal 2 00:00:08 0.087
BT Local 31 00:41:59 3.730
BT Natiocnal 51 02:13:01 13.058
178 04:01:35 16.876
52003
Carriera Charge band 3 Total duration Total cost
BT Natiocnal 3 00:03:45 0.377
3 00:03:45 0.377
52004
Carrierd Charge band E Total duration Total cost
BT National 5 00:30:32 1.387
5 00:30:32 1.987
52005
Carriera Charge band E Total duration Total cost
BT Naticnal 3 00:05:23 0.374

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
= the date and time that the report was generated

= the name of the report, if applicable

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results.

The headers of this report are as follows:

Header Description



Carrier The carrier used to route the call.

Charge band The charge band used to cost the call.

= The total volume of calls to each charge band.
Total duration The total time spent on calls to each charge band.

Total cost The total cost of calls to each charge band.

By clicking on the About thi s report link at the top-right corner of the page, you can review any filters and options that have been
applied to the report.

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown
below:

# \ TIMPlus \ London \ Accounts About this report

Busy Channels

The Busy Channels report

Introduction
Running the report
Creating the report
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The report's results

Introduction

The Busy Channels report allows you to break down each business day into half-hour periods, showing the maximum and average number of
telephone lines in use for each half-hour period. This report is useful for determining whether or not you have enough lines or if you have too
many.



My busy channels

# \ TIMPlus \ London \ Accounts \

2012-05-17 15:17:14

About this report

Concurrent

AR

0 01 02

00:00 - 00:2

01:00 - 01:29
01:30 - 01:59
02:00 - 02:29

03:00 - 03:2
03:30 - 03:59
04:00 - 04:29
04:30 - 04:59
05:00 - 05:29
05:30 - 05:59
06:00 - 06:29

07:30 - 07:59
08:00 - 08:29

10:
10:

as:
06:
05:
03:
01:
00:
03:
03:
04:
04:
04:
a5:
a7:
16:

Running the report

Ll I
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On the Report s screen, select the Busy

Reports

Account summary
Busy channels

Busy times

Call analysis

Call geography

Call scoring

Call volumes
Custom report

Daily activity
Enterprise overview
Frequent numbers
Inbound call performance
Missed calls

Phone bill

Random call selection
Target response

Top calls

Unused devices

User activity

Busy channels

Average busy

O R N N T T S S ST S R XSy WO S Y

12:00 -

20:00 -

Allows you to break down each business
day into half-hour periods, showing the
maximum and average number of

Directory

Summary information

Firsttime reached
Total time on calls

Maximum concurrency 6

Friday 13/04/2012 at 10:33:39
T7.00:26

37:33:27
40:49:02
40:25:13
37:33:28
33:30:39
52:37:48
40:35:589
32:07:08

49:29:40
54:17:28
45:28:50
34:52:17
35:59:39
31:05:41
32:16:24
25:13:06

telephane lines in use in any particular

half-hour.

This report is ideal for determining
whether or not you have enough lines, or
if you have too many

Running this report over longer periods
increases the reliability of its results.

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

Average busy
8

21 8
21 8
24 7
17 [
16 [
20 8
18 7
15 [3
24 8
25 8
23 8
20 7
18 3
13 [
16 [
18 5
16 S

channel s report from the left-hand pane and click the _Select this report | button.

TIMP Reports

Select this report

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".



Select a reporting period

Define the period you want the report to Period Yesterday E| @
ENCompass. i
From date Yesterday
Remember, yvou can always filter vour To date This week
results later, so choose a big enough . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom period >+ @
From date 01 Jul =~ 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 : 59 :59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.



Running this report over longer periods of time gives a more accurate picture of your telephone
line usage.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.

Choose a reporting entity

Select a specific section of vour Site (Al sites) - @

organisation whose calls will feature in the

report. To run the report across your Group @
ti izati lect (All sit .

entire organisation, select (All sites) e @

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

__ Ifyour web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:



Filter the resulis of the report

Account code @ Dialled number (1]
Call type All calls ~ (@  Duration (1)
Carrier (all carriers) ~ @ LCR code (1]
CLI @  Response @
Cost @  Starttime (1]
Destination @  Trunk access code (1]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.
Account code 0140 @

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal etc. To report on all types of call, setthisto Al | cal | s.

Call type All calls (1]

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

. . e
Carrier All carriers '@;!}

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

cLI 02072652600 (7]

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526*. To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:
Cost <2.00 'G;?}

You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

Destination



If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .
In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 (1)

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 '@.__Q'

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 in the St art ti ne field, as shown below:
Start time 10:00:00 @

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.



Trunk access code 9 (1]

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.

Options

Specify one or more of any additional ] Exclude weekends @
report options shown here.

[] Exclude transfers (@)
Sort order Aszcending >~ @
Sort results by Time slot - @

Ignore missed calls shorter than 3 seconds @

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.

Exclude transfers @

Sort order

Choose from the Sort or der drop-down list whether you want the results of the report to appear in ascending or descending order.

Sort order Ascending @

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Time slot @

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.qg. to ignore calls below 3 seconds, enter 3 .

Ignore missed calls shorter than 3  seconds @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are Wb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.



Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the  Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report

Web -
immediately, or schedule it to run once,
or at regular intervals, in the future.

The report's results

Web format

Below is an example of this report's output in \\eb format, displaying the activity of your telephone lines grouped in half-hour time slots:

My busy channels 2012-05-17 15:17:14

# \ TIMPlus \ London \ Accounts \ About this report

Summary information

Maximum concurrency 6
Firsttime reached Friday 13/04/2012 at 10:33:39
Total time on calls T7:00:26

) 21 22 23 oo

o7 0s 09 10 1 12 13 14 15 18 17 18 19 20

Average busy Average busy

00:00 - 00:29 10:32:59 ] 3 12:00 - 12:29 37:33:27 21 8
00:30 - 00:59 10:13:04 ] 3 12:30 - 12:59 40:49:02 21 8
01:00 - 01:29 08:39:15 ] 3 13:00 - 13:29 40:25:13 24 7
01:30 - 01:59 09:03:03 g 3 13:30 - 13:59 37:33:28 17 [3
02:00 - 02:29 06:41:01 & 2 14:00 - 14:29 33:30:39 16 [
02:30 - 02:59 05:54:19 5 2 14:30 - 14:59 52:37:49 20 8
03:00 - 03:29 03:30:33 g 2 15:00 - 15:29 40:35:59 18 7
03:30 - 03:59 01:58:22 3 1 15:30 - 15:59 32:07:08 15 [
04:00 - 04:29 00:43:55 4 1 16:00 - 16:29 48:30:14 24 8
04:30 - 04:59 03:12:33 3 1 16:30 - 16:59 49:29:40 25 8
05:00 - 05:29 03:09:39 3 1 17:00 - 17:29 54:17:28 23 8
05:30 - 05:59 04:05:08 5 2 17:30 - 17:59 45:28:50 20 7
06:00 - 06:29 04:04:27 4 1 18:00 - 18:29 34:52:17 18 &
06:30 - 06:59 04:56:38 7 2 18:30 - 18:59 35:59:38 19 [
07:00 - 07:29 05:34:05 a 2 18:00 - 19:29 31:05:41 16 [
07:30 - 07:59 07:01:31 10 3 19:30 - 19:59 32:16:24 18 5
08:00 - 08:29 16:03:34 10 4 20:00 - 20:29 25:13:06 16 5

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results. By clicking on the About thi s report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
= the date and time that the report was generated

= the name of the report, if applicable

The body of the report consists of a graph and a table:



" The graph is a quick and easy indication of your line usage, broken down into half-hour time slots. The percentage on the y-axis

shows the number of lines utilised, and the x-axis shows each half-hour of the day. The bars on the graph coloured light-purple show

the maximum number of busy trunks in each particular half-hour, and the overlaid dark-purple ones show the average number of

busy trunks in the same time period.

® The table displays the actual data organised in columns for maximum and average busy lines and the total duration for each

half-hour time slot. Each column is described below:

Header

Time slot

Total duration

Max busy

Average busy

Description

The time of day in half-hour periods

The total duration of all calls made or received within the time slot shown

The maximum number of trunks in use during the time slot shown

The average number of trunks in use during the time slot shown

All column headers are clickable, allowing you to dynamically reorder the results.

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London ' Accounts \ About this report

PDF format

If you chose to run the report in PDF format, the report will consist of three pages.

The first page shows the login name of the person who has prepared/scheduled the report, the entity you are reporting on, the period
covered and any filters used in the report.



My busy channels

Prepared by Joe Bloggs Covering period 01 April 2012 00:00:00
to 30 Apnl 2012 23:59:59

Entity \TIM Plus \ London \ Accounts

My busy channels - 17 May 2012 17:27:21 Page 1

The second page has a graph depicting the average and maximum number of channels used, as shown below:

Report

00:00 01200 0200 0300 0400 0500 0600 07:00 0800 09:00 10200 1100 1200 1300 14:00 1500 1600 17:00 18:00 15:00 20000 29:00 22:00 2300

My busy channels - 17 May 2012 17:27:21 Page 2

The third page contains a table of time slots, showing the maximum and average number of channels that were busy, along with the total
duration of time spent on calls during each time slot.



Data

DD RDORD RO MDD WD WD WD A0 A0 DA A D D D D D 0 D

My busy channels - 17 May 2012 17:27:21 Page 3

Busy Times

The Busy Times report

Introduction
Running the report
Creating the report

EUNEYNEY E

The report's results

Introduction

The Busy Times report provides an hour-by-hour graphical representation of your call volumes for each day, giving a detailed breakdown of
calls by type, for each time slot. This report is useful for identifying call traffic trends and can readily highlight your busiest periods, allowing
you to more effectively plan your staffing requirements.



2012-05-17 15:20:29

My busy times

# \ TIMPlus \ London \ Accounts \ About this report

wonoar @ @ @ . .... ........' @000
stz @ @ @ c + 0000000000000 0000
Wednesday| @ @ @ o e .............'....
Thusday| @ @ @ - + 90 ............ L ..
e @@ <« - 0000000000000 0000
sawrdar] @ @ @ . ............. *000
s @ @ @ c 0000000000000 c00 0
oo 01 0z 03 04 05 0§ o7 08 09 10 " 12 13 14 15 16 17 18 19 20 21 22 23

Call volumes by hour

Monday a 20 14 = = 3 24 16 31 56 40 51 13 26 26 31 41 338 34 [ 13 12 10 19
Tuesday 5 10 5 - 2 2 [ 16 35 24 26 15 13 15 18 21 28 25 [ 15 15 13 28
Wednesday 7 10 10 = 3 2 10 20 39 34 = 13 14 1a 33 19 21 21 S 14 13 16 16
Thuraday 10 13 12 - 2 2 14 10 31 &0 43 55 22 24 30 3a 35 35 37 12 12 1a 1% 30
Friday a 17 12 = g 1 1 11 34 54 50 44 26 18 28 34 37 25 22 7 16 16 10 23
Saturday 10 a - 3 - 13 9 13 58 33 37 21 13 17 31 28 238 24 [ 12 17 13 20
Sunday 10 11 9 = 2 2 9 7 16 45 27 21 15 15 12 13 22 17 18 7 12 10 a 15
Totaz W53 91 70 - 15 12 %2 166 345 271 123 201 194 179 99 101 94 151

Running the report

On the Report s screen, select the Busy ti nes report from the left-hand pane and click the  Select this report | button.

TlMPLUS Reports Tariff editor
Reports
Account summary Busy channels
Allows you to break down sach businses ;
Eusy times _ day into half-hour periods, showing the Select this report
maximum and average number of

Call analysis telephane lines in use in any particular

call geagraphy half-hour.

Call scoring
Call volumes

Custom report

This report is ideal for determining
whether or not you have enough lines, or
if you have too many

Running this report over longer periods

Daily activity increases the reliability of its results.

Enterprise overview

Frequent numbers
Inbound call performance
Missed calls

Phone bill

Random call selection
Target response

Top calls

Unused devices

User activity

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".



Select a reporting period

Define the period you want the report to Period Yesterday E| @
ENCompass. i
From date Yesterday
Remember, yvou can always filter vour To date This week
results later, so choose a big enough . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom period >+ @
From date 01 Jul =~ 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 : 59 :59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.



Choose a reporting enfity

Select a specific section of your Zite (Al sites) -
organisation whose calls will feature in the
report. To run the report across your Group

entire organisation, select (All sites).

eee

User

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the results of the report

Account code @ Dialled number @
Call type All calls ~ @ Duration (1]
Carrier (All carriers) ~ (@ LCR code (1)
CLI a8 Response (1]
Cost @  Starttime @
Destination @  Trunk access code (1]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.

Account code 0140



@

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal, etc. To report on all types of call, setthisto Al | cal | s.

call type All calls (1]

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers @

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

CLI 02072652600 @

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:
Cost <2.00 @
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <,and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 '@-3'



You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .
In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 @

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: mm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 (7]

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 @

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.



Options

Specify one or more of any additional Exclude weekends (@)

report options shown here.
Exclude transfers (@

Ignore missed calls shorter than 3  =econds @

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.

Exclude transfers @

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.qg. to ignore calls below 3 seconds, enter 3 .

Ignore missed calls shorter than 3  seconds @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are Wb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

=
m
o
4

The report's results

Below is an example of this report's output in \eb format, showing a graphical representation of calls grouped into time slots of one hour.



My busy times 2012-05-17 15:20:29

# \ TIMPlus \ London \ Accounts \ About this report

wnoa; @ @ @ N N ..... ...... c90 000
stz @ @ @ c + 0000000000000 0000
Wednesday| @ @ @ e +« & O .... o000 . @ . . e 9000
wolo @@+ - 00 QOGP0 0000@ e 000
Ficay @ @ @ e - @ ..“........ ©*0 000
sawrdar] @ @ @ . ® e ........... *000
sndar @ @ @ oa..................
00 o 02 03 04 05 06 07 03 03 10 M 12 13 14 15 18 17 18 1@ 20 21 22 23

Call volumes by hour

Monday & 20 14 - - 3 24 1 31 56 40 sL 1z 26 26 3L 41 38 34 & 13 12 1o 1%
Tuesday s 1 5 - 2 2 & 8 1§ 35 24 26 15 13 15 1§ 21 26 25 & 15 15 13 28
Wedneaday 7 10 10 - 3 2 10 9% 20 3® 34 37 13 14 1z 33 18 21 21 5 14 13 16 18
Thuraday 10 13 12 - 2 2 14 10 31 60 43 55 27 24 30 38 35 35 37 12 12 18 1% 30
Friday g 17 12 - 3 1 11 11 34 54 50 44 26 18 28 34 37 23 22 7 1& 1§ 1o 23
Saturday s 10 & - 3 - 18 9 18 s 33 37 21 13 17 3L 28 28 24 & 12 17 18 20
Sunday 1w 11 8 - 2 2z & 7 16 45 27 21 15 15 12 18 22 17 16 7 12 10 & 1§
[Totaz W53 91 70 - 15 12 32 71 166 345 251 271 130 123 146 201 203 184 179 43 99 101 94 151

The large, dark red dots represent your busiest periods, whereas the small, green dots represent quieter periods; by hovering your
cursor over a particular dot a tooltip will be displayed, showing the volume of calls for that dot's time period.

The time slot data is also displayed in tabular form, each value being a hyperlink which, if clicked, will drill down
into a detailed list of calls for that time slot.

# \ TIMPlus \ About this report
J All ‘ ‘ Outbound ‘ ‘ Answered ‘ ‘ Missed ‘ Internal Showal tosr W ©
Date & Time & Source cu Route Destination Response Duration Cost 3
2012-09-04 00: HE1 London 02070108072 - Laura Thompscn - (<]
2012-09-04 00:00:56 Amanda Lynn - 079857357127 T-Mobile - ]
2012-09-04 :03:36 I-Mobile 07940367495 = Louise Lucas = =]
2012-09-04 03:46 T-Mobile 07981955275 - Winaton Horn - <]
2012 London 02076636000 = David Ellis = &)
2012 2 T-Mobile - Matt Earley - 2
2012-0%-04 126 = Graham Manning = =
2012-0%-04 :56 - Fleyd Tomlinscon - &
2012-09-04 =38 = ¥u Woo = =]
2012-09-04 =06 - Derek Smith - &)
2012-09-04 =33 Orange = Hannah Scoras = &
2012-09-04 00:19:13 London - David Ellis - <]
2012-09-04 00:19:33 02 = George Evans = =
2012-09-04 00:20:13 Orange - Edward James - 2
2012-09-04 00:20:23 Amanda Lynn 07939006896 I-Mcbile - =]
2012-09-04 00:20:28 o2 - Dean Tomkins - &
2012-09-04 00:21:38 London - Holly Wood - =
2012-09-04 00:27:43 T-Mobile - Rlastair Burnett - €]
2012-09-04 00:28:43 1081 07961150000 I-Mcbile = &)
2012-09-04 00:28:51 London - Ricarde De Scuze - 2
2012-09-04 00:33:01 Vodafone = Floyd Tomlinson = =
2012-09-04 00:34:36 - Hatt Chen - ]
2012-09-04 00:34:56 Vodafone - Sally Gansa - (<]
2012-09-04 00:35:36 Vodafone - Floyd Tomlinson - €]
2012-09-04 00:38:03 Hutchison 3G = Jack Garrett = ]
2012-09-04 00:38:31 London - Sam Thernton - <]
2012-09-04 00:39:36 UNAVAILABLE = = Pete Moore = 2
2012-09-04 00:42:13 UNAVAILABLE - - Prakash Pindoria - =]
2012-09-04 00:45:21 Jack Garrett = 07904034692 T-Mobile = c2 i

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title

= the date and time that the report was generated



= the name of the report, if applicable

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results. By clicking on the About thi s report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London ‘ Accounts \ About this report

Call Analysis

The Call Analysis report

Introduction
Running the report
Creating the report

EUNENEN: E

The report's results

Introduction

The Call Analysis report breaks down your working day into half-hour segments, providing a clear graphical representation of your outbound,
answered and abandoned calls. Call volumes are shown as maximums and averages which can help with staff planning.

My call analysis 2-05-16 12:38:45

# \ TIMPlus \ London ‘ Accounts \ About this report

1900
1629

o
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E]
°
=
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0o 01 0z 03 04 05 06 07 08 09 10 1 12 13 14 15 16 17 18 19 20 21 22 23 0o
Missed Answered Outbound
Duration (s) Ring time (s) Duration Duration Cost

00:00 - 00:2% = = = 428 11 = 00:07:34 00:01:28 &0 00:00:32 00:00:11 00:11:45 0.036 2.171
00:30 - 00:5% - - - 403 - - 00:09:26 00:01:35 42 00:00:53 00:00:23 00:16:47 0.057 2.408
01:00 - 01:2% = = = 272 = = 00:07:57 00:01:34 a3 00:02:31 00:00:29 00:41:18 0.073 6.051
01:30 - 01:5% - - - 437 - - 00:05:19 00:01:23 41 00:00:35 00:00:13 00:09:29 0.03% 1.815
02:00 - 02:29 - - - 236 10 - 00:08:02 00:01:30 41 00:00:34 00:00:14 00:10:02 0.03% 1.592
02:30 - 02:5% - - - 255 4 - 00:03:30 00:01:05 18 00:02:086 00:01:10 00:18:54 0.155 2.478
03:00 - 03:2% = = = 139 = = 00:04:43 00:01:28 13 00:00:11 00:00:06 00:01:50 0.030 0.540
03:30 - 03:5% - - - 106 - - 00:08:51 00:01:186 - - - - - -
04:00 - 04:2% = = = 47 a8 1 00:01:35 00:00:43 13 00:00:34 00:00:13 00:03:01 0.038 0.450
04:30 - 04:5% - - - 218 19 2 00:06:12  00:00:51 - - - - - -
05:00 — 05:2% - - - 111 25 2 00:06:33 00:01:20 72 00:02:25 00:00:29 00:35:17 0.073 5.276
05:30 - 05:5% - - - 164 8 1 00:11:33 00:01:33 (13 00:00:49 00:00:14 00:15:26 0.040 2.628
06:00 - 06:29 = = = 171 25 2 00:05:11 00:01:10 99 00:00:35 00:00:09 00:16:21 0.033 3.280
06:30 - 06:5% - - - 237 13 - 00:05:14 00:01:10 B0 00:00:34 00:00:10 00:13:58 0.034 2.696
07:00 - 07:2% = = = 221 25 1 00:06:54 00:01:29 27 00:00:29 00:00:13 00:06:07 0.038 1.029
07:30 - 07:5% 36 51 i1a 314 39 2 00:03:31 00:00:52 114 00:26:48 00:02:24 04:33:45% 0.14% 16.997

Running the report

On the Report s screen, select the Cal | anal ysi s report from the left-hand pane and click the  Select this report | button.
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A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".

Select a reporting period

Define the period you want the report to Pericd Yesterday E] @
ENCompass. J
From date Yesterday
Remember, you can always filter vour To date This week
results later, so choose a big encugh . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.



All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om peri od from the Peri od
drop-down list and specifying yourown Start date,Start tinme, End date and End ti ne of the period you want to report on.

Period Custom pericd - @
From date 01 Jul - 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 ¢ 59 : 59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.

Choose a reporting entity

Select a specific section of vour Site (Al sites) - @
organisation whose calls will feature in the
report. To run the report across your Group @
entire organisation, select (All sites).

: ! ( ) User (1]

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups 'G;?}

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

3
User All users '-5;9}

__Ifyour web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the



report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the resulis of the report

Account code a8 Dialled number (1]
Call type All calls ~ @ Duration @
Carrier (&l carriers) ~ @ LCR code (1]
CLI @ Response @
Cost @ Start time (1]
Destination @  Trunk access code @

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.
Account code 0140 @

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal, etc. To report on all types of call, setthisto Al | cal | s.

Call type All calls @

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

. . i3
Carrier All carriers '-5;9}

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

cLI 02072652600 (7]

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:



Cost <2.00 @
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the | an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* '@'

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration
To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .
In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 (1]

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00



@

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 @

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.

Options

Specify one or more of any additional 7] Exclude weekends @
report options shown here.

[[] Exclude transfers (@)
Sort order Ascending - @
Sort results by Time =lot - @

Ignore missed calls shorter than 3 seconds @

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.

Exclude transfers @

Sort order

Choose from the Sort or der drop-down list whether you want the results of the report to appear in ascending or descending order.
Sort order Ascending @

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.
Sort results by Time slot @

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.qg. to ignore calls below 3 seconds, enter 3 .

Ignore missed calls shorter than =  =seconds @



Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are Wb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report

Web -
immediately, or schedule it to run once,
or at regular intervals, in the future.

The report's results

Below is an example of this report's output in \eb format, displaying a breakdown of calls organised in half-hour time slots:

My call analysis 2012-05-16 12:38:45
# \ TIMPlus \ London ' Accounts \ About this report
1900
1629

@

1086
814

0o 01 02 03 04 05 06 07 [I-E 09 10 1 12 13 14 15 16 17 18 19 20 21 22 23 00

Missed Answered Outbound
Duration (s) Ring time (s) Duration Duration Cost
00:00 - 00:2% = = = 426 11 = 00:07:34 00:01:28 &0 00:00:32 00:00:11 00:11:45 0.036 2.171
00:30 - 00:5% - - - 403 - - 00:09:26 00:01:35 42 00:00:53 00:00:23 00:16:47 0.057 2.408
01:00 - 01:2% = = = 272 = = 00:07:57 00:01:34 a3 00:02:31 00:00:29 00:41:18 0.073 6.051
01:30 - 01:5% - - - 437 - - 00:05:18 00:01:23 41 00:00:35 00:00:13 00:09:29 0.03% 1.615
02:00 - 02:29 - - - 236 10 - 00:08:02 00:01:30 41 00:00:34 00:00:14 00:10:02 0.03% 1.592
02:30 - 02:5% - - - 255 4 - 00:03:30 00:01:05 18 00:02:086 00:01:10 00:18:54 0.155 2.478
03:00 - 03:2% = = = 133 = = 00:04:43 00:01:29 13 00:00:11 00:00:06 00:01:50 0.030 0.540
03:30 - 03:5% - - - 106 - - 00:08:51 00:01:186 - - - - - -
04:00 - 04:29% = = = 47 8 1 00:01:35 00:00:43 13 00:00:34 00:00:13 00:03:01 0.038 0.450
04:30 - 04:5% - - - 21a 19 2 00:06:12 00:00:51 - - - - - -
05:00 — 05:2% - - - 111 25 2 00:06:33 00:01:20 72 00:02:25 00:00:29 00:35:17 0.073 5.276
05:30 - 05:59 - - - 164 8 1 00:11:33 00:01:33 (13 00:00:49 00:00:14 00:15:26 0.040 2.628
06:00 - 06:29 = = = 171 25 2 00:05:11 00:01:10 99 00:00:35 00:00:09 00:16:21 0.033 3.280
06:30 - 06:5% - - - 237 13 - 00:05:14 00:01:10 E0 00:00:34 00:00:10 00:13:58 0.034 2.696
07:00 - 07:2% = = = 221 25 1 00:06:54 00:01:28 27 00:00:29 00:00:13 00:06:07 0.038 1.0239
07:30 - 07:5% 36 51 i1a 314 39 2 00:03:31 00:00:52 114 00:26:48 00:02:24 04:33:45% 0.14% 16.997

By clicking on the About this report link at the top-right corner of the page, you can review any filters and options that have been
applied to the report.

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
= the date and time that the report was generated

= the name of the report, if applicable



The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results. The headers of this report are as follows:

Header Description
Time slot The time period to which the other headers' results relate.
Missed = ¥ The total number of missed calls.

® Max: The maximum length of time a caller waited before abandoning the call (in seconds).

® Avg: The average length of time a caller waited before abandoning the call (in seconds).

= E: The total number of answered calls.

® Ring time Max: The maximum length of time a caller waited before a call was answered (in seconds).
" Ring time Avg: The average length of time a caller waited before the call was answered (in seconds).
® Duration Max: The duration of the longest answered call (in hours, mins, secs).

= Duration Avg: The average length of all answered calls (in hours, mins, secs).

Outbound = F: The total number of outbound calls.

® Duration Max: The duration of the longest outbound call (in hours, mins, secs).
= Duration Avg: The average length of all outbound calls (in hours, mins, secs).
= Duration Total: The total duration of time spent on outbound calls.

® Cost Avg: The average cost of all outbound calls.

® Cost Total: The total cost of all outbound calls.

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London % Accounts About this report

Call Geography

The Call Geography report

Introduction
Running the report
Creating the report

[0 |50 [RD E

The report's results

Introduction

The Call Geography report consists of three pie charts, each showing call information grouped by volume, duration and cost. An
accompanying table is also shown, containing details of where - geographically - your calls are made, classified by their tariff band, such as
local, national, mobile or international.



The proportion of calls to each geographical destination is shown in terms of volume, duration and cost, highlighting the calls that are costing
you the most and taking up most of your time.

My call geography 2012-05-17 15:24:42

# \ TIMPlus \ London \ Accounts \ About this report

Call volume Call duration Call cost

% of all calls Humber of calls % of total duration Average duration Total duration % of total cost Average cost  Total cost
T3

W Local 579 13% 00:01:39% 15:51:14 a3 0.115 66.53%
[l Bersonal/Mobile 68% 5706 45% 00:00: 35 55:04:15 59% 0.084 477.608
[l Waticnal 23% 1902 35% 00:01:21 42:56:33 268% 0.110 208.878
[ International 13 99 1z 00:00:47 01:17:43 7% 0.584 57.850

W Other 1% 7% 00:06:3 08:09:12 - - -

75 1

Running the report

On the Report s screen, select the Cal | geogr aphy report from the left-hand pane and click the  Select this report | button.

MPLUS Reports ir r -all Tariff editor Set

Reports

Account summary Call geography

Busy channels

Includes graphical pie charts by volume =
and cost, along with a table containing Select this report
complete information about where,

Busy times My call geography
4 .
Call analysis geographically, you're making your calls
Call geography fo
Call scoring Calls are classified by their tariff band,
eg. local, national, mobile, international,
Call volumes etc.

Custom report Quickly enables you to see which calls
Daily activity - r — = | are costing you the most, and taking up
= . : the mest call time.

Enterprise overview

Frequent numbers
Inbound call performance
Missed calls

Phone bill

Random call selection
Target response

Top calls

Unused devices

User activity

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".



Select a reporting period

Define the period you want the report to Period Yesterday E| @
ENCompass. i
From date Yesterday
Remember, yvou can always filter vour To date This week
results later, so choose a big enough . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom period >+ @
From date 01 Jul =~ 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 : 59 :59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.



Choose a reporting enfity

Select a specific section of your Zite (Al sites) -
organisation whose calls will feature in the
report. To run the report across your Group

entire organisation, select (All sites).

eee

User

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the results of the report

Account code @ Dialled number @
Call type All calls ~ @ Duration (1]
Carrier (All carriers) ~ (@ LCR code (1)
CLI a8 Response (1]
Cost @  Starttime @
Destination @  Trunk access code (1]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.

Account code 0140



@

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal, etc. To report on all types of call, setthisto Al | cal | s.

call type All calls (1]

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers @

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

CLI 02072652600 @

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:
Cost <2.00 @
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <,and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 '@-3'



You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .
In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 @

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: mm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 (7]

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 @

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.



Options

Specify one or more of any additional Exclude weekends (@)

report options shown here.
Exclude transfers ()

Sort order Ascending - @
Sort results by Charge band ~ @

Ignore missed calls shorter than 3 seconds @

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.

Exclude transfers @

Sort order

Choose from the Sort or der drop-down list whether you want the results of the report to appear in ascending or descending order.

Sort order Ascending @'

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Charge band @

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.g. to ignore calls below 3 seconds, enter 3 .

Ignare missed calls shorter than 3 seconds @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are \\eb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.



Your report is ready to run

Select the format that you want your Report format Web
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

The report's results

Below is an example of this report's output in \\eb format:

My call geography 2012-05-17 15:24:42

# \ TIMPlus \ London \ Accounts \ About this report

Call volume Call duration Call cost

% of all calls Humber of calls % of total duration Average duration Total duration % of total cost Average cost Total cost
. Local 7% 579 13% 00:01:39 15:51:14 0.115 €6.539
. Perscnal/Mobile 683 5706 45% 00:00:35 55:04:15 593 0.084 477.608
. Haticnal 233 1302 35% 00:01:21 42:56:33 28% 0.110 208.876
|:| International 1% 99 1% 00:00:47 01:17:43 7% 0.584 57.850
. Other 1% 75 7% 00:06:31 08:09:12 - - -
5 charge bands 00:00:53 123:18:57 0.097  810.873

The final report consists of three pie charts and a table.

Pie charts

" The left-hand pie chart shows the amount of calls to each location
® The centre chart shows the time spent on calls to each location

® The right-hand chart shows the cost of calls to each location

Table

The table shows the following information about the calls made to each charge band location:

Header Description

Charge The charge band, e.g. Local, National, International, Mobile, etc. Each listed charge band is click-able, allowing you to
band drill-down to see which site, department or user made calls to that charge band location.

% of The number of calls per charge band location as a percentage of the total calls made. To reorder, click on the header to

calls alternate between descending and ascending.



Number
of calls

% of
total
duration

Average
duration

Total
duration

% of
total cost

Average
cost

Total
cost

The total volume of calls made to each charge band location.

The total duration of calls made to each charge band location, expressed as a percentage of all charge bands.

The average duration spent on calls to the corresponding charge band.

The total amount of time spent on calls to the corresponding charge band.

The total cost of all calls made to each charge band location, expressed as a percentage of the total cost of all calls.

The average cost of calls made to each charge band location.

The total cost of calls made to each charge band location.

The summary line at the foot of the table shows the total number of calls included in the report, the total duration of calls, average and total

costs.

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title

® the date and time that the report was generated

= the name of the report, if applicable

The Wéb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results. By clicking on the About this report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London % Accounts About this report

Call Scoring

The Call Scoring report

EUNENNEN: E

Introduction

Running the report
Creating the report
The report's results

Introduction

The Call Scoring report provides a comprehensive analysis of previously-scored calls, enabling you to more
efficiently assess the performance of your staff. TIM Plus gives you the option to create your own score cards,
so you can specifically rate any call according to a set of custom evaluation criteria.

The scores can be based on any combination of questions whose answers are of the following type:



" Yes/No
= Avaluerange

® Multiple choice

All questions are summarised in a clear, easy-to-understand format and are displayed separately, grouped into their respective categories.

# \ TIMPlus \ About this report
© TIM Plus
Did the customer place an order? Flaced crder 33%
(3 scores Booked demonstration 33%
Requested more information 33%

Hot interested -

How well did the agent address customer needs?

(3 scores

How well did the agent understand customer's requirements?

(3 scores

Based on 3 scores

Rate the agent overall Excellent 100%
(3 scores Very gocd ~
Good -
Lverage -

Below average -

Bad -
Was the agent friendly and helpful? I Yes 87%
¢ | To 33%
Was the call answered quickly? e ves 100%

(3 scores Ho -

6 questions

An example of a scoring card can be seen below:

Call detail

Did the customer place an order? Placed order

Booked demonstration
Eequesated more info...

HNot intereated

How well did the agent address customer needs? U 10

How well did the agent understand customer's U 10
reguirements?

Running the report

On the Repor t s screen, select the Cal | scoring report from the left-hand pane and click the _Select this report | button.



TlMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Reports

Account summary Call scoring

Busy channels Provides a comprehensive analysis of —
Buey times previously-scored calls, enabling you to Select this report

: quickly and easily evaluate the answers
Call analysis [re— to them.
Call geography All "Yes/No", "Range" and "Multiple
Call scoring Choice" guestiens are summarised in a
clear, easy-to-understand format.
Call volumes
Questions are shown separately and
grouped into their respective categories.
Daily activity

Custom report ;-:-
Enterprise overview pro—

Frequent numbers £
Inbound call performance

Missed calls

Phone bill

Random call selection

Target response

Top calls

Unused devices

User activity

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period”.

Select a reporting period

Define the period you want the report to Pericd Yesterday E] (7]
ENCompass. ]
From date Yesterday
Remember, you can always filter your To date This week
results later, so choose a big enouah . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.



All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om peri od from the Peri od
drop-down list and specifying yourown Start date,Start tinme, End date and End ti ne of the period you want to report on.

Period Custom pericd - @
From date 01 Jul - 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 ¢ 59 : 59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.

Choose a reporting entity

Select a specific section of vour Site (Al sites) - @
organisation whose calls will feature in the
report. To run the report across your Group @
entire organisation, select (All sites).

: ! ( ) User (1]

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups 'G;?}

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

3
User All users '-5;9}

__Ifyour web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the



report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the resulis of the report

Account code a8 Dialled number (1]

Call type All calls ~ @ Duration @

Carrier (&l carriers) ~ @ LCR code (1]

CLI @ Response @

Cost @ Start time (1]

Destination @  Trunk access code @
Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal, etc. To report on all types of call, set thisto Al | cal | s.

Call type All calls (1]

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

cLI 02072652600 (1)

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).
Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration
To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

In the above example, the report will return only calls longer than 1800 seconds (30 minutes).

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.



Options

Specify one or more of any additional [[] Exclude weekends @
report options shown here.

[] Exclude transfers (@)
Hide unused @

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.

Exclude transfers @

Hide unused

To exclude unused extensions from your report's results, select the H de unused option.

Hide unused @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are \eb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

=
m
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The report's results

Below is an example of this report's output in \\eb format:



My call scoring 2012-05-17 15:26:58

# \ TIMPlus \ About this report
© TIM Plus
Did the customer place an order? Flaced order 3%
(3 scores Becked demonstraticn 33%

Requested more information 33%

Not interested -

How well did the agent address customer needs?

(3 scores

How well did the agent understand customer's requirements?

(3 scores

Based on 3 scores

Rate the agent overall Excellent 100%
(3 scores Very good -
Good -
Average -

Below average -

Bad -
Was the agent friendly and helpful? I Yes 67%
(3 scores | ] Ho 33%
Was the call answered quickly? I e 100%
(3 scores Hor -

6 questions

The Wéb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results. By clicking on the About this report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.

As with all reports produced by TIM Plus, each page of the report includes the following information:
= the report's title

® the date and time that the report was generated

= the name of the report, if applicable

The results of the call scoring report will vary depending on the type of questions used to create your score cards:

Yes/No questions show their answers as two bars, each indicating the proportion of total answers.

Was the call answered quickly? I t-: 100%

(3 scores) No -

Range questions show the minimum and maximum scores, as well as the average score.

How well did the agent address customer needs?

(3 scores)

Multiple choice questions show each possible answer as a percentage of the total number of answers.

Did the customer place an order? —/ Flaced order 3%
(3 scores) I Booked demeonstration 33%
_ Requested more information 33%

Not intereated -

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown
below:

# \ TIMPlus \ London \ Accounts About this report



Call Volumes

The Call Volumes report

Introduction
Running the report
Creating the report

BN ENNEN: E

The report's results

Introduction

The Call Volumes report gives you a complete picture of your call volumes organised by site, group or user. It provides a clear, graphical and
tabular representation of your outbound, answered and abandoned calls, broken down into hourly time slots. Internal and external calls are
itemised separately and every value can be toggled between a percentage or a number. Additionally, all of the displayed values are shown
as hyperlinks, allowing you to drill down further into the results.

# \ TIMPlus \ London \ Accounts \ About this report
- B Answered N Outbound Showvalues | percentages
Graph Details Summary W Missed
Total Timeslots

[T -
A1 Dente 2532 2077 455

1309 252 R /‘W
ff nna Beck 497 226 271

333 305 28 .
Anna Ruben 341 288 53

i 28

388 354 34 ——
Anna Savalas 7613 6931 682

52 52 -

1488 648 840
Rnnette Curtain 6165 5851 314

221 221 -

1507 1221 376 MM e
£ Bea Caws 8041 7849 192

93 33 -

- i - — W

Running the report

On the Report s screen, select the Cal | vol unes report from the left-hand pane and click the  Select this report | button.



TIMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Reports

Account summary Call volumes
Busy channels

Get a complete picture of your call TETTT—
volumes by site, group or user. Select this report

Call analysis = - P o This drill-able report provides a clear,
graphical and tabular representation of

Call geography — your outbound, answered and

Call scering abandoned calls, broken down into

hourly blocks.

Busy times

Call volumes
Internal and external calls are itemised
separately and every value can be
shown as either a percentage or a
number.

Custom report
Daily activity
Enterprise overview

Frequent numbers

Inbound call performance
Missed calls

Phone bill

Random call selection
Target response

Top calls

Unused devices

User activity

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".

Select a reporting period

Define the period you want the report to Period Yesterday E] @
ENCoMmpass. i
From date Yesterday
Remember, you can always filter yvour To date This week
results later, so choose a big encugh . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.



All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om peri od from the Peri od
drop-down list and specifying yourown Start date,Start tinme, End date and End ti ne of the period you want to report on.

Period Custom pericd - @
From date 01 Jul - 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 ¢ 59 : 59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.

Choose a reporting entity

Select a specific section of vour Site (Al sites) - @
organisation whose calls will feature in the
report. To run the report across your Group @
entire organisation, select (All sites).

: ! ( ) User (1]

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups 'G;?}

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

3
User All users '-5;9}

__Ifyour web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the



report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the resulis of the report

Account code a8 Dialled number (1]
Call type All calls ~ @ Duration @
Carrier (&l carriers) ~ @ LCR code (1]
CLI @ Response @
Cost @ Start time (1]
Destination @  Trunk access code @

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.
Account code 0140 @

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal, etc. To report on all types of call, setthisto Al | cal | s.

Call type All calls @

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

. . i3
Carrier All carriers '-5;9}

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

cLI 02072652600 (7]

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:



Cost <2.00 @
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the | an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* '@'

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration
To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .
In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 (1]

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00



@

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 @

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.

Options

Specify one or more of any additional Eodide mod st @
report options shown here.
Show unconnected calls @

Hide unused (@

Sort order Ascending -

Sort results by Mame -

e e

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Show unconnected calls

To show unconnected calls in your report results, select the Show unconnect ed cal | s option:
Show unconnected calls ([
Hide unused

To exclude unused extensions from your report's results, select the Hi de unused option.

Hide unused @

Sort order

Choose from the Sort or der drop-down list whether you want the results of the report to appear in ascending or descending order.
Sort order Ascending @

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Name @

Selecting the report format



This section allows you to choose the media format of your completed report. The formats available are \\eb, PDF, Excel , CSV and XML.

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the  Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

=
m
[=n
4

The report's results

Below is an example of this report's output in W\eb format:

2012-05-17 15:37:04
My call volumes
# \ TIMPlus \ London \ Accounts \ About this report
R W Answered W Outbound Showvalues | percentages
Graph Details Summary B Missed
Total Timeslots
ome s ] N
i 21 Dente 2532 2077 155
1309 852 457 - /W
Znna Beck 197 226 271
333 305 25 — ~— —
ff Anna Ruben 341 288 53
a6 26 -
388 354 34 —
Anna Savalaa 7613 6931 682
52 52 -
1488 648 B40 ~
Annette Curtain 6165 5851 314
221 221 -
1597 1221 Enl mﬁm—ﬁ
Bea Caws 8041 7849 192
93 93 -
-, el . — W

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
® the date and time that the report was generated

= the name of the report, if applicable

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results. To view details of any filters or parameters used in creating this report, click on Ab
out this report atthe top-right corner of the page.

The report is divided into three sections: Gr aph, Det ai | s and Sunmary.



Graph

The Graph tab provides a visual representation of all inbound, outbound and missed calls for both external and
A simple toggle button at the top right of the screen enables you to flip between call volumes and percentages.

My call volumes 2012-05-17 15:37:04

#& \ TIMPlus \ London \ Accounts \ About this report

J Graph ‘ ‘ Details ‘ ‘ Summary ‘ :a"ﬁi‘::"’d B Outbound Show values | percentages
Total Timeslots

TS exemamemar |

] 21 Dente 455
Details
The Details tab shows the actual volumes (or percentages) of calls for each time slot throughout the day.
4 \ TIMPlus \ London \ Accounts Admin \ About this report
Graph Details ‘ ‘ Summary ‘ : ,’:!:p'\::red W Outbound Show values | percentages
Total Timeslots
ame
fZ 21 Dente 360 151 209 49 85 58
ﬁ Andrew Montgomery &0 B2 - - - - - - - - 15 11 &2 19 15
f7 Barbara Seville 15 15 = = = > = = - 15 - - - - - - _

ﬂ Misty Waters - - - - - - - - - - - - - - - - —

6 4 - - - - 3® - - - - 1

}
O BT K

internal call activity.

All numeric figures are shown as hyperlinks, allowing you to drill down into an itemised list of the calls that they represent.

# \ TIMPlus \ London \ Accounts \ About this report
J All ‘ ‘ Outbound ‘ ‘ Answered ‘ ‘ Missed ‘ Internal Shawall forts @E
Date & Time & Source cu Route Destination Response Duration Cost
24/09/2012 13:15:26 London 02073536734 = Norma Leigh = 00:00:40 -
24/09/2012 13:15:36 Vodafone - Brock Lee 14 00:00:11 -0
24/09/2012 13:19:33 Pearl E White = 07810669018 Vedafone = 00:00:25 0.054 ©J
24/09/2012 13:27:48 Penny Wise - 07841401258 or - 0.321 )
24/09/2012 13:38:38 Pearl E White = 0207105122% London = 0.055 Q)
London - ock Lee 10 -0
- 2054 y Patel - -
24/09/2012 14:01:51 - 07960425550 T-Mobile - 0.030 )
24709720 London 02071847559 - Brock Lee 7 -0
24/09/2012 14:10:31 London 02074956590 - Brock Lee 10 - o
24/09/2012 14:10:31 Londen 02074131490 = Doug Hole = -0
24/09/2012 =01 Easton West - 07760202596 Vedafone - 0.030 Q)
24/09/2012 :43 Orange 07973894927 = Mika Stai = -0
2 Orange 07973894827 - Mika Stai 2 -0
2 London 02078022337 = v 5 -
2 -

Gene Poole - 2071

Below is a description of each table header:

mn



Header Description

Date & The date and time the call started

Time

Source The place from where the call originated

CLI The telephone number of the remote caller for inbound calls

Route The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the CLI of the caller
= for incoming internal calls, this shows either the caller's username or extension number

= for outgoing calls, this shows the dialled number

Destination The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the name of the user whose extension answered the call, or the extension
number if not available

= for outgoing calls, this shows the geographical location that was dialled, or an alias if defined in your contacts
list

= for internal calls, this shows the extension that was dialled, enclosed in square brackets [ ]

Response The length of time it took for the call to be answered (i.e. the response time)
Duration The duration of the call (in hours, minutes and seconds)
Cost The cost of the call
Summary
The Summary tab shows a summary of all call activity for the reporting period you selected.
My caII Volumes 2012-05-17 15:37:04
# \ TIMPlus \ London ‘ Accounts \ About this report
‘ Graph ‘ ‘ Details ‘ ‘ Summary ‘ :ﬁ;,iﬁ:"’“ = Outoound Snowvalues | percentages
Total Timeslots
| 0 = exerna iternal Joo 01 02 03 04 05 06 07 08 09 0 M 12 13 14 15 16 17 18 19 20 21 2 23
Rnswered 2532 2077 455 31 15 - 55 - 33 - 19 84 130 169 247 187 132 222 240 290 207 107 53 56 13 109 133

Missed = - - - - - - - - - - - - - - - - - - - - == === ==

Outbound 1309 852 457 18 24 - - - 14 83 29 126 1

26 107 10 155 121 108

0 165 3 1 121 a8 120 8

3 157 1 10 - - 48 - - 18
I D 2929 912 43 39 - 55 - 47 10 19 167 159 295 354 287 297 285 395 441 315 227 53 104 13 108 151

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London % Accounts About this report



Custom

The Custom report

Introduction
Running the report
Creating the report

The report's results

Introduction

The Custom report allows a wide range of options and filtering criteria to be selected, enabling you to search for very specific phone calls.
The results are displayed as an itemised list, grouped by call type: Al | , Qut bound, Answer ed, M ssed, | nt er nal

and Tandem

# \ TIMPlus \ London \ Accounts \ About this report

J All ‘ ‘ Outbound ‘ ‘ Answered ‘ ‘ Missed ‘ Internal Showeal forte B ©
Date & Time a Source CLI Route Destination Response Duration Cost

01/03/2012 Adam Zapel = 07767254860 Vodafone = 00:00:27 0.058 Q3

01/03/2012 Adam Zapel - 07938041816 I-Mcbile - 00:00:04 0.030 )

01/03/2012 Rdam Zapel - 02074787000 London - 0.030 CJ

01/03/2012 0 London 02070108086 - Tom Mo W - -0

01/03/2012 01: London 02079603334 = W = -

01/03/720 Q ] Orange 07968426619 - W - -

01/03/2 04:31: 02 07921668518 = W = -

Adam Zapel - 07932040779 I-Mcbile - 0.030 Q0

London - Tom Morrow - -

Orange - i Pitts - -0

London 0152800 - eri Pitts - -

Adam Zapel - 07945250374 T-Mobile - 0.030 CJ

Adam Zapel = 07985980159 T-Mcbile = 0.030 )

I-Mobile 07957503577 - Cheri Pitts - -

a8 Adam Zapel = 07788646633 Vodafone = 0.03% Q)

3 02 - 7 - -

1 London - - -

:56 Adam Zapel - 07786276358 Vodafone - 00:00:22 0.048 CJ

=48 Adam Zapel = 07717514310 Vedafone = 0.030 )

03/2012 0 & London 02073511550 - Tom Mo J - -

2012 09:2 - - Tom Mo 7 - -

- Claire - -

- Tom M - -

Adam Zapel - 02073076700 Lenden - 0.030 )

London 02078227654 - Tom Morrow - 0: -

London 02087402420 - Claire Annette - 00:02:34 -

Tom Morrow = 079447893486 T-Mcbile = 00:01:09 0.150 G2

UNAVAILABLE - - Cheri Pitts - 00:01:38 -

02 07735071992 = Tom Morrow = = -

Running the report

On the Repor t s screen, select Cust om r epor t from the left-hand pane and click the  Select this report | button.



TlMpLUS Reports

Reports

Account summary
Busy channels
Busy times

Call analysis

Call geography

Call scoring

Call wolumes
Customn report
Daily activity
Enterprise overview

Freguent numbers

Call view Live stats Tariff editor Alerts

Directory

Settings

Custom report

This is the most flexible report, allowing
you to select any number of criteria on
which to filter your results.

Select this report

Results are returned in an itemised list,
with each call type having its own
section. The sections are 'answered’,
‘outbound’, 'missed’, "internal’ and
‘tandem’ calls.

Inbound call performance

Missed calls

Phone bill

Random call selection
Target response

Top calls

Unused devices

User activity

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".

Select a reporting period

Define the period you want the report to Period Yesterday E] @
ENCompass. i
From date Yesterday
Remember, yvou can always filter vour To date This week
results later, so choose a big enough . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period

Today

Yesterday

This week

Last week

This

month

Last

month

This year

Description

The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
: 00: 00 and the end time to the current time.

The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is
used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.



All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om peri od from the Peri od
drop-down list and specifying yourown Start date,Start tinme, End date and End ti ne of the period you want to report on.

Period Custom pericd - @
From date 01 Jul - 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 ¢ 59 : 59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.

Choose a reporting entity

Select a specific section of vour Site (Al sites) - @
organisation whose calls will feature in the
report. To run the report across your Group @
entire organisation, select (All sites).

: ! ( ) User (1]

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups 'G;?}

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

3
User All users '-5;9}

__Ifyour web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the



report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the resulis of the report

Account code a8 Dialled number (1]
Call type All calls ~ @ Duration @
Carrier (&l carriers) ~ @ LCR code (1]
CLI @ Response @
Cost @ Start time (1]
Destination @  Trunk access code @

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.
Account code 0140 @

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal, etc. To report on all types of call, setthisto Al | cal | s.

Call type All calls @

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

. . i3
Carrier All carriers '-5;9}

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

cLI 02072652600 (7]

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:



Cost <2.00 @
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the | an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* '@'

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration
To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .
In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 (1]

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00



@

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 @

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.

Options

Specify one or more of any additional [[] Exclude weekends (@)
report options shown here.
[] Exclude transfers (@
[C] show transfer legs @
[7] pen't replace numbers with contact names @
[C] Show account codes (@
[C] Motes anly @
[ Audie only (1]

[] Scored only @

Sort order Ascending ~ @
Sort results by Date & time - @
lgnore missed calls shorter than seconds (@

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude t ransf er s option.

Exclude transfers @

Show transfer legs

To show the legs of transferred calls, click on the Show t ransfer | egs option. A & icon will be displayed next to any call with
associated call legs.

Show transfer legs @

Don't replace numbers with contact names

Tick this option if you do not want to replace dialled numbers, CLIs and account codes with their associated names, as defined in your web
user's contacts list.

Don't replace numbers with contact names ()



Show account codes

Select this option to display any associated account codes as an additional column in this report.

Show account codes @

Notes only

Tick this option if you want your search results to include only calls that have notes associated with them.

Notes only @

Audio only

Tick this option if you want your search results to include only calls that have an associated voice recording.

Audio only @

Scored only

Tick this option to include only calls that have a score associated with them, e.g. calls that have already been listened to and scored

Scored only @

Sort order

Choose from the Sort or der drop-down list whether you want the results of your report to appear in ascending or descending order.
Sort order Ascending @

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.
Sort results by Date & time @

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.g. to ignore calls below 3 seconds, enter 3 .

Ignore missed calls shorter than 3  =seconds @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are Wb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the  Run now | button, or schedule it for future delivery.



Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

The report's results

Below is an example of this report's output in \\eb format:

# \ TIMPlus \ London \ Accounts \ About this report
J All ‘ ‘ Qutbound ‘ ‘ Answered ‘ ‘ Missed ‘ Internal Show all Tor1e @&
Date & Time a Source cu Route Destination Response Duration Cost
01/03/2012 00:07:53 Adam Zapel = 767254860 Vedafene = 00:00:27 0.058 ©)
01/03/2012 00:20:23 Adam Zapel - 0793304191¢ I-Mcbile - 0.030 3
01/03/2012 00:41:18 Adam Zapel = 02074787000 London = 0.030 Q3
/0372012 01:00:56 London 02070108086 - Tom Mo - -
01/03/2012 01:59:31 London 02079603334 - Tom - -
/0372012 02:09:08 Orange 07968426619 - Tom - -0
/2012 04:31:41 o2 07921668518 = Tom = -
01/03/2012 06:03:28 Adam Zapel - 07932040779 I-Mcbile - 0.030 7
12 06:50:38 London 02086719759 = Tom Morrow = -0
012 08:12:13 Orange 07971060111 - 1 Pitts - -
01/03/2012 08:17:11 London 02070152800 = Cheri Pitts - -0
/0372012 08:26:48 Adam Zapel - 079498250374 I-Mcbile - - 0.030 )
0372012 08:43:41 Adam Zapel = 07985980159 I-Mcbile = 00:00:13 0.030 Q)
01/03/2012 08:50:03 T-Mobile 07957503577 - Cheri Pitts - 00:06:37 -0
01/03/2012 09:01:08 Adam Zapel = L] 8646633 = 00:00:18 0.039 )
01/0 o2 07834585328 - - 00:01:05 -
London 02085103628 = - = -
RAdam Zapel - 07786276358 Vedafone - 00:00:22 0.048 G2
Adam Zapel - 1} 7514310 Vedafone - 0.030 ©J
02073511550 - Tom Morrow _ o
- - - -9
8 07796251027 - - -
01/03/2012 09:29:1% Londor 0207336808 = = -
£03/2012 09:42:38 Adam Zapel - 02073076700 - 0.030 Q0
01/03/2012 09:43:26 London 02078227654 - Tom - -0
01/03/2012 09:50:01 London 02087402420 - Claire Rnnette - -
/ Tom Morrow = 07944789366 I-Mcbile = 0.150 )
UNAVAILABLE - - Cheri Pitts - -0
02 07735071992 = Tom Morrow = = -0

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results. By clicking on the About t hi s report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
= the date and time that the report was generated

= the name of the report, if applicable

The report consists of a table containing an itemised list of the calls that matched your selection criteria. Each column header of the table is
described below:

Header Description
Date & The date and time the call started
Time

Source The place from where the call originated



CLI The telephone number of the remote caller for inbound calls

Route The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the CLI of the caller
= for incoming internal calls, this shows either the caller's username or extension number

= for outgoing calls, this shows the dialled number

Destination The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the name of the user whose extension answered the call, or the extension
number if not available

= for outgoing calls, this shows the geographical location that was dialled, or an alias if defined in your contacts
list

= for internal calls, this shows the extension that was dialled, enclosed in square brackets [ ]

Response The length of time it took for the call to be answered (e.g. the response time)
Duration The duration of the call (in hours, minutes and seconds)
Cost The cost of the call

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London \ Accounts About this report

Daily Activity

The Daily Activity report

Introduction
Running the report
Creating the report

BN ETNEY: E

The report's results

Introduction

The Daily Activity report provides a summary showing the volume of all inbound, outbound and missed calls for each day. It is useful for
organisations whose call traffic fluctuates throughout the year because, by identifying your busiest periods, it allows you to more effectively
plan your staffing requirements.



My daily activity 2-05-17 15:44:25

# \ TIMPlus \ London \ Accounts \ About this report
170
142
o
E 4134
=
= 854
28
& & ] @ © =} @ @ ] o = (o] ] = =
= = = = = = = = = = = = = = =
- - o - > - - o ~- = - - = -
s a 8 3 = e e - e = Q s 2 =
Inbound Outbound
Week 9
01/03/2012 Thursday a7 01:23:43 00:01:14 1 - 37 00:11:15 00:00:18 1.799
02/03/2012 Friday ad 01:38:29 00:01:32 1 - 40 00:14:01 00:00:21 2.169
0370372012 Saturday 57 01:17:01 - - 39 00:13:50 00:00:21 1.320
0470372012 Sunday 113 01:05:03 1 - 48 00:12:45 00:00:18 1.948
Week 10
05/03/2012 Monday (13 01:18:40 00:01:11 1 - 42 00:14:1% 00:00:20 2.307
06/03/2012 Tuesday &2 01:41:42 00:01:38 1 - 34 00:08:28 00:00:14 1.566
07/03/2012 Wednesday &0 01:44:11 00:01:44 1 - 39 00:10:10 00:00:15 1.919
08/03/2012 Thursday 58 01:3%:05 00:01:40 - - 42 00:18:10 00:00:25 2.583
09/03/2012 Friday 58 01:11:44& 00:01:14 1 - 37 00:15:11 00:00:24 2.180
10/03/2012 Saturday 58 01:22:38 00:01:25 1 - 40 00:08:3& 00:00:12 1.512
1170372012 Sunday 58 01:32:13 00:01:35 1 - 37 00:09:25 00:00:15 1.389

Running the report

On the Repor t s screen, select the Dai |y acti vi ty report from the left-hand pane and click the _Select this report | button.

TIM PLUS Reports Directory

Reports

Account summary | Daily activity

Busy channels

This report provides a summary )
Busy times shawing the total volume of all inbound, Select this report
outbound and lost calls for each day.
It's ideal for identifying call volume
trends, and very quickly highlights your
busy days, allowing you to more
effectively plan your staffing
requirements.

Call analysis
call geography

Call scoring

Call volumes

Custom report ibourd e
Daily activity =

Enterprise owverview
Frequent numbers
Inbound call performance
Missed calls

Phone bill

Random call selection

Target response
Top calls

Unused devices <

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".



Select a reporting period

Define the period you want the report to Period Yesterday E| @
ENCompass. i
From date Yesterday
Remember, yvou can always filter vour To date This week
results later, so choose a big enough . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom period >+ @
From date 01 Jul =~ 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 : 59 :59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.



Choose a reporting enfity

Select a specific section of your Zite (Al sites) -
organisation whose calls will feature in the
report. To run the report across your Group

entire organisation, select (All sites).

eee

User

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the results of the report

Account code @ Dialled number @
Call type All calls ~ @ Duration (1]
Carrier (All carriers) ~ (@ LCR code (1)
CLI a8 Response (1]
Cost @  Starttime @
Destination @  Trunk access code (1]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.

Account code 0140



@

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal etc. To report on all types of call, setthisto Al | cal | s.

call type All calls (1]

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers @

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

CLI 02072652600 @

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:
Cost <2.00 @
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <,and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 '@-3'



You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .
In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 @

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: mm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 (7]

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 @

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.



Options

Specify one or more of any additional [[] Exclude weekends (@)
report options shown here.

[7] Exclude transfers (1]

Sort order Ascending - @
Sort results by Day - @
Ignore missed calls shorter than seconds @

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.

Exclude transfers @

Sort order

Choose from the Sort or der drop-down list whether you want the results of the report to appear in ascending or descending order.

Sort order Ascending @'

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Day @

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.qg. to ignore calls below 3 seconds, enter 3 .

Ignore missed calls shorter than 3  =seconds @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are Wb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.



Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

The report's results

Below is an example of this report's output in \\eb format, showing the total volume of all inbound, outbound and missed calls for each day.

# \ TIMPlus \ London \ Accounts \ About this report
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Inbound Outbound
“ Total duration Average duration m Total duration Average duration
Week 9
01/0372012 Thuraday &7 01:23:43 00:01:14 1 - 37 00:11:15 00:00:18 1.799
02/0372012 Friday &4 01:38:29 00:01:32 1 - 40 00:14:01 00:00:21 2.169
03/0372012 Saturday 57 01:17:01 00:01:21 - - 39 00:13:50 00:00:21 1.%20
04/037/2012 Sunday 56 01:05:03 00:01:09 1 - 48 00:12:45 00:00:16 1.948
Week 10
05/037/2012 Monday (13 01:18:40 00:01:11 1 - 42 00:14:16 00:00:20 2.307
06/03/2012 Tuesday a2 01:41:42 00:01:38 1 - 34 00:08:26 00:00:14 1.566
07/03/2012 Wednesday 60 01:44:11 00:01:44 1 - 3% 00:10:10 00:00:15 1.519
08/0372012 Thuraday 59 01:39:05 00:01:40 - - 42 00:18:10 00:00:25 2.593
09/0372012 Friday 58 01:11:46 00:01:14 1 - 37 00:15:11 00:00:24 2.180
10/0372012 Saturday 58 01:22:38 00:01:25 1 - 40 00:08:36 00:00:12 1.512
11/037/2012 Sunday 58 01:32:13 00:01:35 1 - 37 00:08:25 00:00:15 1.389

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
= the date and time that the report was generated

= the name of the report, if applicable

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results. By clicking on the About thi s report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.

The body of the report consists of a table showing a summary of your incoming and outgoing calls for each day during the period you
selected. Each row shows the following information:

Header Description

Day The day of the week that the data covers



Inbound = ¥ The total volume of calls received

= Total duration: The total length of time spent on incoming calls

= Average duration: The average call duration of inbound calls

= Average response: The average length of time taken to answer a call

= Duration Avg: The average length of time a caller waited before abandoning the call (in hours, minutes,

seconds)

Missed The missed calls column is always displayed as red. It allows you to re-order your details based on the total number of
missed calls for the date shown.

Outbound = E: The total volume of outbound calls
® Total duration: The total length of time spent on outbound calls
= Average duration: The average duration of outbound calls

= Cost: The total cost of all calls made, irrespective of each call's local currency

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London % Accounts About this report

Enterprise Overview

The Enterprise Overview report

Introduction
Running the report
Creating the report

EUNENNEY: E

The report's results

Introduction

The Enterprise Overview report is an interactive, click-able report, showing call summaries for each type of call - inbound, outbound and
missed. The report is useful for comparing call statistics between different parts of your organisation and allows you to drill-down into each
value to see the same call information for subsequent groups or users. Totals, maximums and averages are displayed at the foot of each
column.



My enterprise overview

2012-05-

17 15:47:00

# \ TIMPlus \

Aberdeen
Birmingham
London
Manchester

About this report

MNewcastle

0 1400 2800 4200 7000 8400 9800 11200 12600 14000

MNumber of calls
Missed Answered Outbound

TS TP S T T M T
mlm Aberdeen 2662 75:16:34 00:01:42 755 16:38:29 00:01:19 96.247
m Birmingham 12 1 286 15:05:56 00:03:10 10 437 02:48:13 00:00:23 24.387
mlm London 118 40 5090 95:59:36 00:01:08 5 4402 56:31:38 00:00:46 385.087
m Manchester - - 1990 35:27:59 00:01:04 2 623 14:58:11 00:01:27 45.388
mlm Newcastle 12776 399:34:51 00:01:53 767 10:22:45 00:00:49 103.552

Running the report

On the Report s screen, select the Ent er pri se over vi ewreport from the left-hand pane and click the

TlMpLUS Reports

Reports

Account summary
Busy channels
Busy times

all analysis

Call geography
Call scoring

Call velumes

Custom report

Enterprise overview

Daily activity L Missed
- 3 [l
Enterprise overview

Frequent numbers
Inbound call performance
Missed calls

Phone bill

Random call selection

Target response

Top calls ~—

Unused devices i

Call view

Directory

An interactive, clickable report showing
call summaries for each call type,
inbound, outbound and missed calls.

Identify the areas of your business you
want te inspect, and simply 'drill-down’
inte them.

Totals, maximums and averages are
displayed at the foot of each column.

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".

Select a reporting period

Define the period you want the report to

ENCompass.

Remember, you can always filter your
results later, so choose a big encugh

period.

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes

Period
From date
To date
From time

To time

how the start and end times are defined for each preset period:

Period Description

Yesterday

Select this report | button.

f editor Se

Select this report

Yesterday
This week
Last week
This month
Last month
This year

All calls
Custom period

ttings Alerts

-] @




Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Per i od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom pericd >~ @
From date 01 Jul =~ 2011

To date 14 Feb « 2013

From time 00 : 00 : 00

To time 23 : 59 : 59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.

Choose a reporting enfity

Select a specific section of your Site (Al sites) - @

organization whose calls will feature in the

report. To run the report across your Group ()]
ti i=ati lect (All sit .

entire organisation, select (All sites) e @

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites .

Site All sites @

Group



If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the resulis of the report

Account code @ Dialled number (1]
Call type All calls ~ (@  Duration (1)
Carrier (all carriers) ~ @ LCR code (1]
CLI @  Response @
Cost @  Starttime (1]
Destination @  Trunk access code (1]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.
Account code 0140 @

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal etc. To report on all types of call, setthisto Al | cal | s.

Call type Al calls @
Carrier
If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers @



o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

cLI 02072652600 (7]

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:

Cost <2.00 (1)
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

In the above example, the report will return only calls longer than 1800 seconds (30 minutes).

LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.



LCR code 162 (1]

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 @

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 'G;?}

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.

Options

Specify one or more of any additional [] Exclude weekends @
report options shown here.

[7] Exclude transfers (1]
Hide unused @

Sort order Ascending ~ @
Sort results by Mame ~ @
Ignore missed calls shorter than seconds @

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

[¥] Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.



Exclude transfers @

Hide unused

To exclude unused extensions from your report's results, select the H de unused option.

Hide unused @

Sort order

Choose from the Sort or der drop-down list whether you want the results of the report to appear in ascending or descending order.

Sort order Ascending @'

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Name @'

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.qg. to ignore calls below 3 seconds, enter 3 .

Ignore missed calls shorter than 3  seconds @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are Wb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

=
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The report's results

The results of the report show a summary of call volumes - organised by call type - for the report entity you selected. By clicking on the Abou
t this report link at the top-right corner of the page, you can review any filters and options that have been applied to the report.

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title



= the date and time that the report was generated

= the name of the report, if applicable

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results.

The Wéb format allows you to see the results of the report at different organisational levels: site level, group level, user level and as an
itemised list.

Site level

At site level, the report will show call summary information for each site, as shown below:

My enterprise overview 2012-05-17 15:47:00

# \ TIMPlus \ About this report

Aberdeen
Birmingham
London
Manchester
Newcastle

0 1400 2800 4200 5600 7000 8400 9800 11200 12600 14000
Number of calls

Missed Answered Outbound
TS S RN ) O T e ) R
m Aberdeen 2662 75:16:34 00:01:42 755 16:38:29 0:01:19 96.247
m Birmingham 12 1 286 15:05:56 00:03:10 10 437 02:48:13 00:00:23 24.387
m'm London 118 40 5090 95:59:36 00:01:08 5 4402 56:31:38 00:00:46 385.087
m Mancheater - - 1990 35:27:59 00:01:04 2 623 14:58:11 00:01:27 45,388
mm] Newcastle - - 12776 399:34:51 00:01:53 767 10:22:45 00:00:49 103.552

Group level

By clicking on a site, you can drill down into group-level information, as shown below:

My enterprise overview 2012-05-17 15:59:18

# \ TIMPlus \ London \ About this report

Accounts
Accounts Admin
Billing Team
Call centre
Development

IT

Marketing
Remote Workers
Sales

Senice

Switchboard

Telesales
Voicemail
155 6 217 248 279 310
MNumber of calls
Missed Answered Outbound
. Emmm T EETTmrTeeTs
D Accounta 01:12:30 00:01:02 00:32:48 00:01:00 3.727
D Accounta Admin - - 3 00:01:22 00:00:27 1% 4 00:02:46 00:00:42 0.409
D Billing Team 3 28 ] 00:14:05 00:01:44& 7 10 00:08:14 00:00:4%9 1.083
D Call centre 2 (3] 209 05:41:04 00:01:38 2 19 00:31:39 00:01:40 3.405
D Development i} 32 183 04:35:09 00:01:30 2 39 00:18:42 00:00:29 2.683
D IT 1 45 133 04:37:34 00:02:05 - 10 00:08:50 00:00:53 0.791
D Marketing = = 218 06:38:25 00:01:50 1 13 00:13:46 00:00:48 1.146
D Remote Workers - - [ 00:01:05 00:00:11 - - - - -
D Sales 2 83 208 06:16:146 00:01:50 2 104 01:14:56 00:00:43 11.714
D Service - - 115 02:05:22 00:01:05 2 41 00:34:15 00:00:50 4,792
User level

When drilling down into a group, a new report is produced, showing the same summary information for each individual user within that group,



as shown below:

My enterprise overview 2012-05-17 16:01:51

# \ TIMPlus \ London ‘ Accounts \ About this report

Number of calls
5 6 T g 9 10

Al Dente

Anna Beck
Anna Ruben
Anna Savalas
Annette Curtain
Bob Katz
Brock Lee

Don Key

Doug Hole
Duane Pipe
Easton West
Edna May
Gaye Barr
Holly Wood
Marsha Mellow
Marshall Law
May First

Mika Stai

Rick Shaw

@
~
@
@
=

T
r

Mumber of calls

Answered Outbound
. ST T
ﬁ Al Dente 00:02:05 00:00:31 4 00:01:59 00:00:30 0.269
ﬂ Anna Beck - - - - 1 00:00:04 00:00:04 0.030
ﬂ Anna Ruben - - - - 1 00:00:03 00:00:03 0.030

At all organisational levels, the body of the report consists of a table containing call summary information about each entity. The column
headers of this table are described below:

Header Description
Name The name of the entity for each line of data
Missed = E: The total number of missed calls

= Avg duration: The average duration of all missed calls (in seconds)

Answered = 3 The number of incoming calls answered by extensions within the selected entity, including transferred

calls
® Total duration: The total duration of all incoming calls (in hours, minutes and seconds)
= Avg duration: The average duration of all incoming calls (in hours, minutes and seconds)

® Avg response: The average time taken to respond to all incoming calls (in seconds)

Outbound = ¥ The number of outbound calls

" Total duration: The total duration of all outgoing calls (in hours, minutes and seconds)
= Avg duration: The average duration of all outgoing calls (in hours, minutes and seconds)

= Total cost: The total aggregate cost of all outbound calls



In addition to summary information, totals and averages for each call type are shown in the footer of each column.

Itemised list

By clicking on the hyperlink of a particular user, a new report is produced that shows - in chronological order - an itemised list of calls made
or received by that user, as shown below:

My enterprise overview iy i
# \ TIMPlus \ London \ Accounts \ AlDente \ About this report
J All ‘ ‘ Outbound ‘ Answered ‘ ‘ Missed ‘ ‘ Internal

Date & Time a cu Route Destination Response Duration Cost

16/05/2012 10:41:21 = 07956186198 T-Mobile - 0.074 CJ
1 12 18 - - -
12 _ _ _
2 Orange 07854181304 21 -
2 - - 0.030
o B B B
12 _ _ _
2 - 02074054600 London - 0.135 )
2 - A1 Dente 4 -
2 - 43 -
12 = 2042 = =
12 07958108040 - 6l -
2 = 07854181108 = = 0.030 )
13 calls 00:11:16 0.2€3

The headers of the itemised call table are described below:

Header Description

Date & The date and time the call started

Time

Source The place from where the call originated

CLI The telephone number of the remote caller for inbound calls

Route The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the CLI of the caller
= for incoming internal calls, this shows either the caller's username or extension number

= for outgoing calls, this shows the dialled number

Destination The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the name of the user whose extension answered the call, or the extension
number if not available

= for outgoing calls, this shows the geographical location that was dialled, or an alias if defined in your contacts
list

= for internal calls, this shows the extension that was dialled, enclosed in square brackets [ ]



Response The length of time it took for the call to be answered (i.e. the response time)
Duration The duration of the call (in hours, minutes and seconds)

Cost The cost of the call

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London % Accounts About this report

Frequent Numbers

The Frequent Numbers report

Introduction
Running the report
Creating the report

EUNENNEY: E

The report's results

Introduction

The Frequent Numbers report shows a top-ranking list of the numbers that you call, or are called by, most frequently. By highlighting your
most frequently-called destinations, the report can help you to determine if private circuits to your commonly-called destinations would be
beneficial; it can also help you negotiate call rates with your network provider.

# \ TIMPlus \ London \ Accounts \ About this report
Dialled number 4 Location Number of calls Total duration Total cost
07966465332 Orange 11 00:01:07 0.330
07932138628 T-Mobile k) 00:00:53 0.270
079855980159 I-Mobile 16 00:04:52 0.715
o7 702388 I-Mokile 10 00:01:21 0.300
02087355100 Londen 14 00:01:21 0.420
07958048138 I-Mchkile g 00:10:00 1.302
TEETH0E393 Vedafone 11 00:00:59 0.330
02075845901 London k) 00:02:05 0.271
07849093682 02 12 00:01:52 0.367
07867525709 Vedafone 19 00:07:11 1.095
01342833313 Eaat Grinstead 14 00:01:11 0.420
02075362601 Londen g 00:00:40 0.240
02085977788 Lenden 9 00:05:07 0.418
02074787000 London k) 00:01:02 0.270
07852616027 T-Mobile 14 00:08:53 1.191
07786276358 Vedafone 16 00:05:55 0.826
07968385191 Orange 10 00:03:03 0.437
00972525456330 Israel Mobile 9 00:02:27 2.64¢6
07944789366 I-Mcbile 13 00:08:00 1.243
7779598573 Orange 9 00:00:57 0.270
07957357127 T-Mobile 10 00:02:39 0.430
07854180071 Orange 12 00:01:14 0.360
02077497500 Londen 7 00:02:36 0.279
02088705151 Londen 12 00:02:46 0.396
07930410804 I-Mchkile 14 00:0&:52 0.510
07785546623 Vedafone 16 00:01:17 0.480
02080801502 London k) 00:03:23 0.346

Running the report

On the Repor t s screen, select the Frequent nunber s report from the left-hand pane and click the _Select this report | button.



T'MPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Reports

Account summary

Susy chamnels Frequent numbers

Busy times Shows a top-ranking list of the most (T
=y times My fraquont numbers frequent calls you make and receive. Select this report

Call analysis - . -

Use this information in your decision-
making on haw to call common
destinations, such as installing private
lines between branch offices.

Call geography | || | | St
Call scering
Call volumes
- 3 This information can also assist you
Custom report . e when negotiating call rates with your
Daily activity network provider(s).
Enterprise overview
Frequent numbers
Inbound call performance
Missed calls
Phone bill
Random call selection
Target response
Top calls

Unused devices -

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".

Select a reporting period

Define the period you want the report to Pericd Yesterday E] (1]
Encompass. i
From date Yesterday
Remember, you can always filter your To date This week
results later, so choose a big enouah . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description
Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.



All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om peri od from the Peri od
drop-down list and specifying yourown Start date,Start tinme, End date and End ti ne of the period you want to report on.

Period Custom pericd - @
From date 01 Jul - 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 ¢ 59 : 59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.

Choose a reporting entity

Select a specific section of vour Site (Al sites) - @
organisation whose calls will feature in the
report. To run the report across your Group @
entire organisation, select (All sites).

: ! ( ) User (1]

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups 'G;?}

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

3
User All users '-5;9}

__Ifyour web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the



report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the resulis of the report

Account code a8 Dialled number (1]
Call type All calls ~ @ Duration @
Carrier (&l carriers) ~ @ LCR code (1]
CLI @ Response @
Cost @ Start time (1]
Destination @  Trunk access code @

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.
Account code 0140 @

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal etc. To report on all types of call, setthisto Al | cal | s.

Call type All calls @

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

. . i3
Carrier All carriers '-5;9}

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

cLI 02072652600 (7]

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:



Cost <2.00 @
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the | an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* '@'

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration
To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .
In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 (1]

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00



e
Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 'G;?}

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.

Options
Specify one or more of any additional [[] Exclude weekends @
report options shown here.

[] Exclude transfers ()

[7] Den't replace numbers with contact names @

Call frequency 2 @
Group results by Dialled number - @
Sort data by Number of calls ~ @
Sort order Ascending ~ @
Sort results by Dialled number ~ @
Ignore missed calls shorter than seconds (@

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

[#] Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.

[#] Exclude transfers @

Don't replace numbers with contact names

Tick this option if you do not want to replace dialled numbers, CLIs and account codes with their associated names, as defined in your web
user's contacts list.

[#] Don't replace numbers with contact names @

Call frequency

This option determines how frequently a call must have been dialled in order to feature in the results of this report. FOr example, to
include only phone numbers that have been dialled twenty times or more, enter 20 as the minimum frequency, as
shown below:

Call frequency 20 @



Group results by

Choose from the drop-down list whether to group your results by CLI or dialled number.

Group results by Dialled number @'

Sort data by

To choose the criteria that is used in determining the most frequent calls, select a field from the Sort dat a by drop-down list.

Sort data by Cost @

Sort order

Choose from the Sort or der drop-down list whether you want the results of the report to appear in ascending or descending order.

Sort order Ascending @'

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Dialled number @'

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.qg. to ignore calls below 3 seconds, enter 3 .

Ignore missed calls shorter than 3  seconds @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are Wb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

=
m
o
4

The report's results

Below is an example of this report's output in \eb format. By clicking on the About t hi s report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.



My frequent numbers 2012-05-17 16:11:54

# \ TIMPlus \ London \ Accounts \ About this report
Dialled number & Location Number of calls Total duration Total cost
07966465332 Orange 11 00:01:07 0.330
079321386388 I-Mokile 9 00:00:53 0.270
07985980159 I-Mckile 16 00:04:52 0.715
07722702388 I-Mckile 10 00:01:21 0.300
02087355100 Lenden 14 00:01:21 0.420
07952048138 T-Mobile a 00:10:00 1.302
07867996393 Vodafone 11 00:00:59 0.330
02075849901 Londen 9 00:02:05 0.271
07849093682 jor} 12 00:01:52 0.367
072867525709 Vedafone 13 00:07:11 1.0985
01342833313 East Grinstead 14 00:01:11 0.420
02075362601 London & 00:00:40 0.240
02085977728 London k) 00:05:07 0.418
02074787000 Londen 9 00:01:02 0.270
07852616027 I-Mokile 14 00:08:53 1.191
07786276358 Vedafone 16 00:05:55 0.826
07968385191 Orange 10 00:03:03 0.437
00972525456330 Israel Mcbile 9 00:02:27 2.648
07944789366 T-Mobile 13 00:0%:00 1.243
07779599573 Orange El 00:00:57 0.270
07957357127 I-Mokile 10 00:02:39 0.430
07854180071 Crange 12 00:01:14 0.360
02077497500 Londen 7 00:02:36 0.278
02088705151 Lenden 12 00:02:48 0.396
07930410204 T-Mobile 14 00:06:52 0.5%10
07785546623 Vodafone 16 00:01:17 0.420
02080801502 Londen 9 00:03:23 0.346

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
= the date and time that the report was generated

= the name of the report, if applicable

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results.

The body of the report contains a table showing a summary of each frequently dialled number or CLI along with their associated destinations.
The column headers of the table are described below:

Header Description
Dialled number The telephone number that was dialled
Location The location name associated with the dialled number or CLI

Number of calls The total number of calls made to each unique dialled number or from each unique CLI

Total duration The total time spent on calls to each dialled number or from each CLI, displayed in hh: nm ss format

Total cost The total cost of calls for each unique dialled number

All dialled numbers, CLIs and locations in the table are shown as hyperlinks; clicking on any of them displays an itemised list of calls to/from
each one.

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \

don % Accounts \ About this report

Inbound Call Performance


http://hhmmss

The Inbound Call Performance report

Introduction
Running the report
Creating the report

EUNET N EN: E

The report's results

Introduction

The Inbound Call Performance report displays how quickly your inbound calls are being answered, compared to your target thresholds,
grouped by year, month, day or hour. A visual representation of how well each target is met is shown alongside a table containing the actual
response time values.

My inbound call performance 2-10-12 15:42:49
# \ TIMPlus \ About this report
1 |

- 1
B 3 [ |
E ¢ n
= |

- @
- -

0 140 280 420 560 700 240 980 1120 1260 1400
Call volume

Show values | percentages

Missed Avg durn

1 1424 1413 00:01:36 1 112 98% 33 1% 0% 99% 1% 11 38
2 1396 1382 00:01:37 1 154 96% 43 0% 0% 14 38
3 1361 1348 00:01:43 1 143 7% 23 0% 0% 12 42
4 1343 1327 00:01:37 1 77 97% 23 03 0% 99% 1% 16 33
5 1367 1355 00:01:38 1 131 96% 3% 13 0% 12 33
3 1408 1394 00:01:35 1 168 7% 3% 1% 0% 14 45
7 1414 1400 00:01:38 1 71 97% 33 0% 0% 99% 1% 14 36
33 13 EE 1%

Running the report

On the Report s screen, select the | nbound cal | perf or nance report from the left-hand pane and click the  Select this report | butto
n.

TIMPLUS Reports Directory call view i Tariff editor Settings Aler

Reports
-
Account summary 7 | Inbound call performance
Busy channels Shows how quic our inbound call T E—
Busy times My inbound call performance traffic is being answered compared to Select this report
pre-defined answer time thresholds.
Zall analysis -
— ——| You can compare data by year,
Call geography i —— month, day or hour, and a visual

indication is shown of how many calls
N were answered inside each threshold,
Call volumes alongside tabular data.

Call scoring

Custom report

1

Daily activity
Enterprise overview
Frequent numbers
Missed calls

Phone bill

Random call selection

Target response
Top calls

Unused devices p

A new window will appear, where you can set the parameters of your report.



Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".

Select a reporting period

Define the period you want the report to Pericd Yesterday E] @
ENCompass. J
From date Yesterday
Remember, you can always filter yvour To date This week
results later, so choose a big encugh . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom period ~ B
From date 01 Jul - 2011

To date 14 Feb « 2013

From time 00 : 00 : 00

To time 23 : 59 : 59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a



group or an individual user.

Choose a reporting entity

Select a specific section of vour Site (Al sites) -
organisation whose calls will feature in the
report. To run the report across your Group

entire organisation, select (All sites).

eee

User

Alternatively, select a =pecific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the results of the report

Account code @ Dialled number @
Call type All calls ~ @ Duration (7]
Carrier (Al carriers) -~ @ LCR code (]
CLI @ Response (7]
Start time (]
Trunk access code @

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.



Account code 0140 '@'
To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal etc. To report on all types of call, setthisto Al | cal | s.

Call type All calls @

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers @

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

cLI 02072652600 (1)

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.

Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

In the above example, the report will return only calls longer than 1800 seconds (30 minutes).

LCR code



To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 @

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 @

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 'G;?}

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.

Options

Specify one or more of any additional [C] Exclude weekends (@
report options shown here.

[] Exclude transfers ()
Hide unused @

Thresholds 5,10, 20 @

Group by Hour -~ @

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

[#] Exclude weekends @

Exclude transfers



To exclude transferred calls from your report's results, select the Excl ude transf er s option.

Exclude transfers @

Hide unused

To exclude unused extensions from your report's results, select the Hi de unused option.

Hide unused @

Thresholds

Define your response target threshold(s) by entering comma-separated values in the text box provided. The example below shows response
time targets for calls answered within 5, 10 and 20 seconds, respectively.

Thresholds 5,10, 20 @'

Group by

Select the time period by which you want to group your calls.

Group by Hour '@'

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are \eb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

=
m
[=n
4

The report's results

Below is an example of this report's output in \\eb format. By clicking on the About thi s report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.



My inbound call performance 2012-10-12 15:42:49

# \ TIMPlus \ About this report
-

1 1

- |
5 3
: 1
g« n
F 5 I

B I

T T T I 1
] 140 280 420 560 700 340 980 1120 1260 1400
Call volume
Show values | percentages
Ans Avg durn Avgresp Max resp Missed Awg durn

1 1424 1413 00:01:36 1 112 96% 3% 1% 0% 99% 13 11 3a
2 1396 1382 00:01:37 1 154 96% 4% 0% 0% 99% 13 14 38
3 1361 1349 00:01:43 1 143 97% 2% 0% 0% 99% 13 12 42
4 1343 1327 00:01:37 1 77 97% 2% 0% 0% 99% 13 16 33
5 1387 1355 00:01:38 1 131 96% 3% 1% 0% 99% 13 12 33
& 1408 1354 00:01:35 1 16 97% 33 13 0% 99% 13 14 45
7 1414 1400 00:01:38 1 71 87% 3% 0% 0% 99% 13 14 36

T

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
= the date and time that the report was generated

= the name of the report, if applicable

The W\éb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results.

The achievement of each response time target is displayed as either percentages or actual values, and can be toggled using the link at the
top-right of the graph.

The body of the report consists of a table showing a summary of your incoming calls, grouped by the period you selected. A description of
the column headers are shown below:

Header Description

Hour / Day / The time period.
Month / Year

z The total number of calls in each period.

= Ans: The total number of answered calls in each period.

" Avg durn: The average length of time of all answered calls in each period.

" Avg resp: The average response time of all answered calls in each period.

" Max resp: The maximum time it took to answer a call in each period.

® x-xx s: The percentage of calls that were answered within each predefined target, e.g. if 50%is displayed

under the 0- 5s heading, means that half of all calls were answered within 5 seconds.

% The number of answered versus missed calls within each period, expressed as a percentage.

Missed = Z: The total number of missed calls in each period.

" Avg durn: The average length of time that missed calls rang before they were abandoned.



Each period is shown as a hyperlink which, if clicked on, re-runs the report using a more granular period.

My inbound call performance 2012-10-11 11:08:45

# \ TIMPlus \ About this report

R

n

@ o
-

Timeslot

(=]
=

(IR
LI

10 20 30 40 50 60 70 80 90 100
Call volume

Show yalues | percentages

Missed durn

e 2l e Avgdm  Avgress  Mexres 31805

[«

00:00 33 33 00:01:19 - - 100% - - - - -
01:00 21 21 00:01:48 - - 100% - - - - -
02:00 14 14 00:01:37 - @ 100% - - - - -
03:00 11 11 00:01:08 - - 100% - - - - -
04:00 10 10 00:00:24 4 20 90% 10% - - - -
05:00 10 10 00:01:12 1 [ 100% - - - - -
06:00 20 18 00:01:08 2 22 95% 53 - - 1 35
07:00 15 14 00:00:51 - - 100% - - - 1 1
08:00 52 50 00:01:30 1 21 28% 2% - - 2 22
08:00 79 72 00:01:37 2 &7 963 33 - 13 91% 93 7 48
10:00 92 92 00:01:47 2 38 95% 3% 2% - - -
11:00 102 102 00:01:30 1 14 98% 2% - - - -
12:00 83 a3 00:01:33 - 11 99% 1% - - - -
13:00 74 74 00:02:23 1 27 95% 5% = = = =
14:00 94 94 00:01:23 3 70 94% 13 - 2% - -
15:00 74 71 00:01:34 1 15 97% 33 - - 963 13 3 29
16:00 96 96 00:01:38 2 &4 94% 5% - 1% - -
17:00 100 100 00:01:50 1 34 97% 2% 1% - - -
18:00 73 73 00:02:11 3 77 92% 5% 1% 1% - -
19:00 &0 &0 00:01:46 - 5 100% - - - - -
20:00 51 49 00:01:36 1 31 96% 2% 2% - 2 13
21:00 43 49 00:01:30 - 3 100% - - - - -
22:00 7 71 00:01:16 - - 100% - - - - -
23:00 58 59 00:01:20 - 9 100% - - - - -
T EONECE

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ don \ Accounts \

Missed Calls



The Missed Calls report

Introduction

]

Running the report

EUNEX

Creating the report

[%.0

The report's results

Introduction

The Missed Calls report analyses your missed calls in order to highlight which callers have and haven't been responded to. Each missed call
is given a priority rating depending on how many times and how often the caller attempted to make contact. The time window in which a call
must be responded to, if it is to be considered handled, is user-definable.

My missed calls

4 \ TIMPlus \ London \ Accounts \

2012-05-17 16:14:30

About this report

J Missed H Handled ‘

Expand all | Collapse all

First attempt &

cu

Contact

Avg ring time

Attempts Priority ([

02 September 2012 07854181348 Simon Mason, ...
Date & time Dialled number Contact Ring time
02 September 2012 09:57:13 Simon Mason 00:01:56
02 September 2012 09:58:36 Bruce Stanton 00:01:04

o

=1
=1

2 September 2012 09:58:26 07743409903 Simon Mason 00:00:09 ]
02 September 2012 12:30:33 07854180254 Bruce Stanton 00:00:23 1 |:|
Septerber 2012 14:41:23 07854180338 Bruce Stanton 00:00:02 1 |:|
2 September 2012 17:10:28 07854180075 Bruce Stanton 00:00:06 ]
02 September 2012 20:05:41 07854180960 John Slater 00:00:08 1 |:|
03 September 2012 09:45:18 07854181014 Bruce Stanton 00:01:07 1 |:|
3 September 07743391073 Bruce Stanton, ... 2
Date & time Dialled number Contact Ring time
03 September 2012 09:55:56 Bruce Stanton 00:00:53
03 September 2012 09:58:26 Simon Mason 00:01:01

3 September 2012 09:57:13 07854181348 S5imon Mason, ...
Date & time Dialled number Contact Ring time
03 September 2012 09:57:13 Simon Mason 00:01:54
03 September 2012 09:58:36 Bruce Stanton 00:00:05

03 September 2012 17:10:28

Running the report

On the Report s screen, select the M ssed cal | s report from the left-hand pane and click the

Bruce Stanton

0o:

[

Select this report | button.



TlMPLUS Reports

Reports

e 2 Daly activiy
Busy times
Call analysis
Call geography
Call scoring
Call volumes

Custom report

Daily activity

[

Enterprise overview
Frequent numbers
Inbound call performance
Missed calls

Phone bill

Random call selection

Target response

Top calls

Unused devices -

Directory Call view Live stats

Tariff editor Settings

This report provides a summary
showing the total volume of all inbound,
outbound and lost calls for each day.

It's ideal for identifying call volume
trends, and very quickly highlights your
busy days, allowing you to more
effectively plan your staffing
requirements.

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

Select this report

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period”.

Select a reporting period

Define the period you want the report to
£NCcompass.

Remember, you can always filter your
results later, so choose a big enouah
period.

Period
From date
To date
From time

To time

Yesterday

-] @

Yesterday
This week
Last week
This month
Last month
This year

All calls
Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00

month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the

month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is
used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,

respectively.



In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom pericd >~ @
From date 01 Jul =~ 2011

To date 14 Feb « 2013

From time 00 : 00 : 00

To time 23 : 59 : 59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.

Choose a reporting enfity

Select a specific section of your Site (Al sites) - @

organization whose calls will feature in the

report. To run the report across your Group ()]
ti i=ati lect (All sit .

entire organisation, select (All sites) e @

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites .
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters



You can limit the results of your report by choosing one or more of the following filters:

Filter the resulis of the report

Account code @ Dialled number (1]
Call type All calls ~ (@  Duration (1)
Carrier (all carriers) ~ @ LCR code (1]
CLI @  Response @
Cost @  Starttime (1]
Destination @  Trunk access code (1]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.
Account code 0140 @

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal, etc. To report on all types of call, set thisto Al | cal | s.

Call type All calls (1]

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

. . P
Carrier All carriers '@;!}

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

cLl 02072652600 (7]

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:
Cost <2.00 'G;?}

You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .



Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration
To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

In the above example, the report will return only calls longer than 1800 seconds (30 minutes).

LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 (1)

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.

You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .

Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 in the St art t i ne field, as shown below:

Start time 10:00:00 @

Selecting the report options



This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.

Options

Specify one or more of any additional [C] Exclude weekends @
report options shown here.
Surnmary only @

[] Don't replace numbers with contact names @

[C] notes only @

[[] Audio only @

Sort order Ascending ~ @
Sort results by Date & time - @
Ignore missed calls shorter than seconds @
Callback interval 4 @

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Summary only

To show only a summary of your missed calls, instead of an itemised list, tick the box Sunmary onl y, as shown below:

Summary only @

Don't replace numbers with contact names

Tick this option if you do not want to replace dialled numbers, CLIs and account codes with their associated names, as defined in your web
user's contacts list.

Don't replace numbers with contact names @
Notes only

Tick this option if you want your search results to include only calls that have notes associated with them.

Notes only @

Audio only

Tick this option if you want your search results to include only calls that have an associated voice recording.

Audio only @

Sort order

Choose from the Sort or der drop-down list whether you want the results of your report to appear in ascending or descending order.

Sort order Ascending @

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.



Sort results by Date & time @

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.g. to ignore calls below 3 seconds, enter 3 .

Ignare missed calls shorter than 3 seconds @

Callback interval

This option allows you to define, in hours, the time window in which a call must be responded to, in order to be considered handled. The
default callback interval is 24 (hours), but you may enter your own value, as shown below:

Callback interval 24 @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are Wb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the  Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format Web
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

The report's results

Below is an example of this report's output in \\eb format. By clicking on the About this report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.



My missed calls 2012-05-17 16:14:30

# \ TIMPlus \ London \ Accounts \ About this report
J Missed ‘ ‘ Handled ‘ Expand all | Collapse all
First attempt a cu Contact Avg ring time Attempts Priority ()
02 September 2012 = 07854181348 S5imon Mason, ...
Date & time Dialled number Contact Ring time
02 September 2012 09:57:13 Simon Mason 00:01:56
02 September 2012 09:58:36 Bruce Stanton 00:01:04

02 September 07743409903 Simon Mason 1 |:|
02 September 07854180254 Bruce Stanton ]
02 September 07854180338 Bruce Stanton 1 |:|
02 September 2012 17:10:28 07854180075 Bruce Scanton 1 |:|
02 September 0:05: 07854180960 John Slater ]
03 September 09:45:1¢ 07854181014 Bruce Stanton 00:01:07 1 |:|
3 Septerber REER 07743391073 Bruce Stantom, ... 2

Date & time Dialled number Contact Ring time

03 September 2012 09:55:56 Bruce Stanton 00:00:53

03 September 2012 09:58:26 Simon Mason 00:01:01

3 Septerber 2012 09:57:13 07854181348 S5imon Mason, ...
Date & time Dialled number Contact Ring time
03 September 2012 09:57:13 Simon Mason 00:01:54
03 September 2012 09:58:36 Bruce Stanton 00:00:05
03 September 2012 17:10:28 07854832625 Bruce Scanton 00:00:06 1 |:|

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
= the date and time that the report was generated

= the name of the report, if applicable

The b format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results.

The report consists of two sections: M ssed calls and Hand| ed calls.

Missed calls

The Missed calls tab displays a table containing the calls that were missed and not responded to. Each column header of the table
is described below:

Header Description

First The date and time of the first missed call

attempt

CLI The telephone number of the remote caller

Contact The person who missed the call. If several people were called, the field will display the caption, Var i ous

Avg ring The average length of time a missed call rang before being abandoned

time

Attempts The number of times the caller attempted to reach the specified contact without success

Priority The priority is calculated by dividing the difference in time between the first and last call attempt by the total number of

call attempts

Handled calls



The Handled calls tab displays a table containing the calls that were initially missed but eventually responded to. Each column
header of the table is described below:

Header Description

Handled The date and time the call was handled
CLI The telephone number of the remote caller
Contact The person who eventually handled the call

Duration The duration of the handled call
Attempts The number of call attempts made before the call was eventually handled

Priority The priority is calculated by dividing the difference in time between the first and last call attempt by the total number of call
attempts

Clicking on an individual call will show an itemised list of all call attempts made by that same caller; clicking on the Expand
al | link at the top-right corner of the screen will show this itemised list for all missed calls on the page.

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London % Accounts About this report

Phone Bill

The Phone Bill report

Introduction
Running the report
Creating the report

EUNENNEY: E

The report's results

Introduction

The Phone Bill report produces a fully itemised telephone bill for billing back telephone usage to your clients, with the option of adding a
percentage markup to each phone call. These bills can also include fixed charges for items other than phone calls, such as
room rental, internet services and additional sundry items. You can fully customise the style of the report's output
to reflect your own brand, including a company logo, for example.



My phone bill

# \ TIMPlus \ London \ Accounts \

Mary Quant (4329)

2012-05-17 16:17:44

About this report

Call charges
Date & time & Dialled number Destination Duration Cost
0270372012 14:50:26 07904910757 T-Mcbile 00:01:30 0.1985
03/03/2012 14:50:24 07904910757 T-Mobile 00:00:34 0.074
05/03/2012 14:50:26 07904691257 TI-Mobile 00:00:58 0.126
07/0372012 14:50:26 07904631337 I-Mobile 00:00:11 0.030
08/03/2012 14:50:26 07904028757 I-Mobile 00:01:42 0.221
10/03/2012 14:50:26 07904671427 I-Mcbile 00:01:58 0.256
11/0372012 14:50:26 07904910757 T-Mcbile 00:01:11 0.154
18/03/2012 14:50:24 07904330857 T-Mobile 00:00:03 0.030
15/03/2012 14:50:26 07904910757 T-Mobile 00:01:37 0.210
22/0372012 14:50:28 07904910757 I-Mobile 00:00:16 0.035
23/0372012 14:50:26 07904910757 I-Mobile 00:02:00 0.260
11 calls 00:12:00 1.591
Subtotal 1.590
Bill total 572.06
Tax (20.0%) 114.41
Total payable 686.47

Marking up calls

You can apply a call markup at both user group and individual user level, by setting a charge value inside the Directory.

To apply a markup for a user group, navigate to the _Directory | tab, select the user group and click the _Properties | button.

T'M pLUS Repo Directory
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Call view Tariff editor

Settings Ale
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London Manchester Newcastle ABC Corp Accounts Admin
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Inthe Group properti es window that appears, select the
click onthe Save | button. In the example below, a 50% charge would be added to all calls in the selected group.
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Qervice

Charge
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tab and enter a percentage markup in the box provided, then

Telacalac



Group properties

| General | Telephony | _alarms ISR

Apply a markup of 50 % to calls made by this group

in Phane Bill reports

To apply a markup for an individual user, navigate to the _Directory | tab, locate the user you are interested in and click the _Properties |
button. Inthe User properties window that appears, select the Markup tab and enter a description and percentage markup in
the boxes provided, then click on the  Save | button.

User properties

Enter a description and percentage to charge this user
per call an a Phone Bill report

Description

Call premium

Amount

Adding a fixed charge

You can also add a fixed charge for items other than phone calls for each individual user that will feature in your
bill.

To add a fixed charge, navigate to the _Directory | tab, select the user and click the _Properties | button. Onthe User properties wi

ndow that appears, select the Charge tab and enter a description and a charge in the boxes provided, then click onthe Save | b
utton.



User properties

Enter a description and amount to charge this user
whenever they feature on a Phone Bill report

Drescription
Line rental

Amount

Running the report

On the Repor t s screen, select the Phone bi | | report from the left-hand pane and click the _Select this report | button.

T'MPLU Reports Directory Call view ve state Tariff editor Settings Alerts

Reports

Account summary B Phone bill

Busy channels For use in situations where you need (S —
Busy times My phone bill to produce a telephone bill for clients Select this report
» . rvgon or company cost centres.

Call analysis

ez Examples include business centres,
ol chagen serviced offices, hospitality, or any
haie - G —— organisation that needs to bill back
' ;- calls made by clients.

Call geography

Call scoring

Call volumes ; . .
The bill can include fixed charges for

Custorn report = - items other than telephone calls.
Daily activity E ] L]
Enterprise overview Ahrun Momammad (1013)
ot chogen
Frequent numbers - f— o —

Inbound call performance
Missed calls
Phone bill

Random call selection

Target response
Top calls

Unused devices .

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".

Select a reporting period

Define the period you want the report to Period Yesterday E] @
ENCompass. i
From date Yesterday
Remember, yvou can always filter vour To date This week
results later, so choose a big enough . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:



Period Description
Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day (normally Monday) of the current week. The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom period >+ @
From date 01 Jul =~ 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 : 59 :59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.

Choose a reporting entity

Select a specific section of vour Site (Al sites) - @

organisation whose calls will feature in the

report. To run the report across your Group @

entire organisation, select (All sites). p
User (1)

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.

Site All sites @



Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the results of the report

Account code @ Dialled number @
Call type Al calls ~ @ Duration (1]
Carrier (&l carriers) ~ @ LCRcode @
EITL @ Response (1]
Cost @  Starttime (1]
Destination @  Trunk access code (1]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.
Account code 0140 @

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal etc. To report on all types of call, setthisto Al | cal | s.

Call type All calls @
Carrier
If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers @



o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

cLI 02072652600 (7]

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:

Cost <2.00 (1)
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

In the above example, the report will return only calls longer than 1800 seconds (30 minutes).

LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.



LCR code 162 (1]

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.

You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .

Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 @

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 'G;?}

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.

Options

Specify one or more of any additional [[] Exclude weekends @
report options shown here.
[[] Exclude transfers @
[[] Summary only @
[7] Den't replace numbers with contact names @

Hide unused @
[[] Hide charges (@

Sort order A=zcending - @
Sort results by Date & time - @
Group calls by User - @

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.



Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.

Exclude transfers @

Summary only

To show only a summary of calls, instead of an itemised list, tick the box Sunmary onl y, as shown below:

Summary only @

Don't replace numbers with contact names

Tick this option if you do not want to replace dialled numbers, CLIs and account codes with their associated names, as defined in your web
user's contacts list.

Don't replace numbers with contact names ()

Hide unused

To exclude unused extensions from your report's results, select the H de unused option.

Hide unused @

Hide charges

To hide the charges applied to this report, select the Hi de char ges option:

Hide charges @

Sort order

Choose from the Sort or der drop-down list whether you want the results of the report to appear in ascending or descending order.
Sort order Ascending @'

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.
Sort results by Date & time @'

Group calls by

Choose from the Group cal | s by drop-down list how you want to group your results:

Group calls by User @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are \\eb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.



Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

The report's results

Below is an example of this report's output in \eb format. By clicking on the About t hi s report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.

My phone bill 2012-05-17 16:17:44

# \ TIMPlus \ London ‘ Accounts \ About this report

Mary Quant (4329)

Call charges

Date & time a Dialled number Destination Duration Cost
02/037/2012 14:50:26 07904910757 I-Mobile 00:01:30 0.195
03/037/2012 14:50:28 07904910757 T-Mcbile 00:00:34 0.074
05/037/2012 14:50:24 07904691257 T-Mobile 00:00:58 0.126
07/03/2012 14:50:24 07904691337 T-Mobile 00:00:11 0.030
08/03/2012 14:50:26 07904028757 I-Mobile 00:01:42 0.221
10/0372012 14:50:26 07904671427 I-Mobile 00:01:58 0.256
11/0372012 14:50:26 07904910757 I-Mobile 00:01:11 0.154
18/03/2012 14:50:26 07904330857 T-Mcbile 00:00:03 0.030
18/03/2012 14:50:26 07904910757 T-Mcbile 00:01:37 0.210
22/03/2012 14:50:24 07904910757 T-Mobile 00:00:16 0.035
23/03/2012 14:50:28 07904910757 T-Mobile 00:02:00 0.260
11 calls 00:12:00 1.591
Subtotal 1.590

Summary of bill

Bill total 572.06
Tax (20.0%) 114.41
Total payable 686.47

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
® the date and time that the report was generated

= the name of the report, if applicable

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results.

The body of the report consists of an itemised call list for each billed user. Each itemised list has the following column headers:

Header Description



Date & Time The date and time the call started.

Dialled number The telephone number that was dialled.

Destination The location name associated with the dialled number.
Duration The total time spent on the call, in hh: nm ss format.
Cost The cost of the call(s).

Subtotal The total cost of all outgoing calls for each user.

Bill total The total cost of all outgoing calls for all users.

Tax The sales tax to apply to the bill (if applicable).

Total payable The total amount payable, including taxes.

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London % Accounts About this report

Random Call Selection

The Random Call Selection report

Introduction
Running the report
Creating the report

EUNENNEY: E

The report's results

Introduction

The Random Call Selection report is useful for obtaining a sample of phone calls from across your organisation for the purposes of call
auditing and quality control, especially when coupled with the integrated call recording features of TIM Plus. YOU can annotate, score,
or listen to any of the calls that appear in the report's results.



My random call selection Criat AL sy

# \ TIMPlus \ London \ Accounts \ About this report
J All ‘ ‘ Outbound ‘ ‘ Answered ‘ ‘ Missed ‘ Internal

Date & Time a Source CLI Route Destination Response Duration Cost

2 02072938500 = = -0
2 - - -

2 = = -®
2 - - - -9
2 ondon 02073368085 = = -
2 Hutchison 3G 61384392 - 12 -
2 - - - -9
2 i3 07798607843 - - 28 -
2 London 02073836420 - - 00:01:26 -
2 Adam Zapel - 07779599573 Orange - 00:00:01 0.030 G2
2 Ajith Tarasinghe = 07930410804 = 40 0.087 Q)
2 Ji Pool 2 pel - -

2 Tarasinghe - -0
2 Cheri Pitta - -
2 Tanya Burrell 8 -
2 Cheri Pitts - -0
20 1 = =
201 Adam Zapel - 0.030 7
2012-03-10 London = -
2012-03-11 T - -
2012-03-11 09:14:48 Adam Zapel = 07717813220 Vodafone = 0.030 Q3
2012-03-13 09:26:38 London - Cheri Pitta - -
2012-03-13 17:40:58 L on 7 - - -
2012-03-14 10:17:56 UNAVAILABLE - - - -
2012-03-14 10:36:18 Adam Zapel = 02077584475 = 0.030 Q)
2012-03-14 London 02071585500 - -
2012-03-14 02072263521 = = -
20 - 2071 - -
201 Adam Zapel = = 0.085 CJ

Running the report

On the Report s screen, select the Random cal | sel ecti on report from the left-hand pane and click the  Select this report | button.

TIMP Reports Tariff editor

Reports

Account summary 7| Random call selection

Busy channels When used in conjunction with call —
Busy times recording, this report provides a Select this report
g perfect tool to select calls at random

Call analysis for spot-checking purposes.

Call geography 5 Annotate, score, or listen to each of
Call scoring the calls that the report produces.

Call volumes

Custom report

m

Daily activity

Enterprise overview
Frequent numbers
Inbound call performance
Missed calls

Phone bill

Random call selection

Target response

Top calls

Unused devices

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".



Select a reporting period

Define the period you want the report to Period Yesterday E| @
ENCompass. i
From date Yesterday
Remember, yvou can always filter vour To date This week
results later, so choose a big enough . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom period >+ @
From date 01 Jul =~ 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 : 59 :59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.



Choose a reporting enfity

Select a specific section of your Zite (Al sites) -
organisation whose calls will feature in the
report. To run the report across your Group

entire organisation, select (All sites).

eee

User

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the results of the report

Account code @ Dialled number @
Call type All calls ~ @ Duration (1]
Carrier (All carriers) ~ (@ LCR code (1)
CLI a8 Response (1]
Cost @  Starttime @
Destination @  Trunk access code (1]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.

Account code 0140



@

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal, etc. To report on all types of call, setthisto Al | cal | s.

call type All calls (1]

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers @

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

CLI 02072652600 @

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:
Cost <2.00 @
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <,and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 '@-3'



You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .
In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 @

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: mm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 (7]

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 @

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.



Options

Specify one or more of any additional [] Don't replace numbers with contact names ()
report options shown here.

[[] show account codes ()

[[] Motes only @

[ Audio only @

[ Scored only (7]

Maximum results 50 @
Sort order Ascending ~ @
Sort results by Date & time - @

Don't replace numbers with contact names

Tick this option if you do not want to replace dialled numbers, CLIs and account codes with their associated names, as defined in your web
user's contacts list.

Don't replace numbers with contact names @

Show account codes

Select this option if you would like to display any associated account codes as an additional column in this report.

Show account codes @

Notes only

Tick this option if you want your search results to include only calls that have notes associated with them.

Notes only @

Audio only

Tick this option if you want your search results to include only calls that have an associated voice recording.

Audio only @

Scored only

Tick this option to include only calls that have been previously scored.

Scored only @

Maximum results

To limit the report's results, enter the maximum number of results you want the report to display in the Maxi num r esul t s option, e.g. if you
enter 50 in the text box provided, only 50 results will be displayed.

Maximum results 50 @
Sort order
Choose from the Sort or der drop-down list whether you want the results of your report to appear in ascending or descending order.

Sort order Ascending



@

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Date & time @'

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are Wb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the  Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report

Web -
immediately, or schedule it to run once,
or at regular intervals, in the future.

The report's results

Below is an example of this report's output in \eb format. By clicking on the About t hi s report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.

My random call selection Criat AL sy
# \ TIMPlus \ London \ Accounts \ About this report
J All ‘ ‘ Outbound ‘ ‘ Answered ‘ ‘ Missed ‘ Internal

Date & Time a Source CcLI Route Destination Response Duration Cost
2012-03-01 15: 02072998500 . _ -0
20 0 & - 2082 - -
2012-03-02 26 7957218628 - - -
2012-03-05 18:20:58 UNAVAILABLE - - - -0
2012 2 London 02073368085 = = -
2012- 12 Hutchison 3G 7861384392 - Susan Travis 12 -
2012~ UNAVAILABLE = = Tom M W = -
2012 Iy - Tom M - -
2012 London - Claire Annette - -
2012- Adam Zapel - 07779599573 Orange - 0.030 G2
2012~ Ajith Tarasinghe = 07930410804 I-Mobile = 0.087 Q)
2012~ J 1 2062 z 1 - -
2012- - Tarasinghe - -0
2012 - i Pitts - -
2012- - Burrell 8 -
2012- - i Fitts - -0
2012 0 o - 20682 1 - -
2012-03-10 15:31:56 Adam Zapel - 02074372524 - 0.030 Q3
2012~ = London 02077935870 = = -
2012- London 1] 108086 - Tom M - -
2012~ Adam Zapel = 07717813220 Vodafone = 0.030 )
2012 London - Cheri Pitta - -
2012 London 0 - - -
2012~ UNAVAILABLE - - - -
2012~ Adam Zapel = 02077584475 = 0.030 Q)
2012 London - - -
2012- London - - -0
2012~ Claire Rnnette - 0 - -
2012~ Adam Zapel = 07779715284 = 0.085 Q3




As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
= the date and time that the report was generated

= the name of the report, if applicable

The b format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results.

The body of the report consists of a table showing a randomly-chosen summary of calls for the period you selected. Each column header of
the table is described below:

Header Description

Date & The date and time the call started.

Time

Source The place from where the call originated.

CLI The telephone number of the remote caller, for inbound calls.
Route

The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the CLI of the caller;
= for incoming internal calls, this shows either the caller's username or extension number;

= for outgoing calls, this shows the dialled number.

Destination . ) ) S )
The information displayed in this field is determined by the type of call:
= for incoming calls, this shows the name of the user whose extension answered the call, or the extension
number if not available;
= for outgoing calls, this shows the geographical location that was dialled, or an alias if defined in your contacts
list;
= for internal calls, this shows the extension that was dialled, enclosed in square brackets [ ].
Response The length of time it took for the call to be answered (i.e. the response time).
Duration The duration of the call (in hours, minutes and seconds).
Cost The cost of the call.

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London ' Accounts About this report

Target Response



The Target Response report

Introduction

Running the report
Creating the report

EUNENNEY: E

The report's results

Introduction

The Target Response report enables you to assess how well calls to your company are answered, compared to user-defined targets. The
report provides a visual representation as well as a line-by-line summary of the proportion of calls answered inside and outside your set
targets.

# \ TIMPlus \ About this report
London -| .I
0 4 -5'[.[. 9200 13 éuj 0 18400 g?é oo 32200 3-55' oo 41400 le‘l oo
Answered Missed
London 45672 1 93% 33 2% 2% 465 37 22% 7% 6%

&l 65%
= o]

Running the report

On the Repor t s screen, select the Tar get  r esponse report from the left-hand pane and click the _Select this report | button.

TIMPLUS Reports Directory Call view 5 Tariff editor Settings Alerts

Reports

Account summary B Tﬂl’gEt reponse

Busy channels Allows you to quickly assess how well O R TR
Busy times . nse calls to your company as a whole (or Select this report
. P8 individual departments or sites) are

Call analysis answered compared to user-defined
Call geography targets.

It provides a line-by-line summary of

each day along with a visual indicator

showing what percentage of calls were
answered inside and outside your set

target.

Call scoring
Call velumes

Custom repart

Daily activity

Enterprise overview

Freqguent numbers
Inbound call performance
Missed calls

Phene bill

Random call selection

Target response

Top calls

Unused devices i

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".



Select a reporting period

Define the period you want the report to Period Yesterday E| @
ENCompass. i
From date Yesterday
Remember, yvou can always filter vour To date This week
results later, so choose a big enough . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom period >+ @
From date 01 Jul =~ 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 : 59 :59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.



Choose a reporting enfity

Select a specific section of your Zite (Al sites) -
organisation whose calls will feature in the
report. To run the report across your Group

entire organisation, select (All sites).

eee

User

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the results of the report

Account code @ Dialled number @
Call type All calls ~ @ Duration (1]
Carrier (All carriers) ~ (@ LCR code (1)
CLI a8 Response (1]
Cost @  Starttime @
Destination @  Trunk access code (1]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.

Account code 0140



@

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal, etc. To report on all types of call, setthisto Al | cal | s.

call type All calls (1]

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers @

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

CLI 02072652600 @

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:
Cost <2.00 @
You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <,and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 '@-3'



You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .
In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.
LCR code 162 @

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.
You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .
Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: mm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 (7]

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 @

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.



Options

Specify one or more of any additional [7] Exclude weekends (@
report options shown here.

[] Exclude transfers
Hide unused (@)

[] Include internal ¥

Thresholds (7]
Sort order Ascending ~ @
Sort results by Name - @
Ignore mizzed calls shorter than seconds (@

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.

Exclude transfers @

Hide unused

To exclude unused extensions from your report's results, select the Hi de unused option.

Hide unused @

Include internal

Tick this box if you want to include internal calls in your report's results.

Include internal @

Thresholds

Use this option to define your response time target thresholds. The example below shows response time targets of 5, 10 and 20 seconds.
Threshoolds 5,10, 20 @'

Sort order

Choose from the Sort or der drop-down list whether you want the results of your report to appear in ascending or descending order.
Sort order Ascending @

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Name @'



Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.g. to ignore calls below 3 seconds, enter 3 .

Ignore missed calls shorter than 3 seconds @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are \\eb, PDF, Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

=
m
[=n
4

The report's results

Below is an example of this report's output in \\eb format. By clicking on the About this report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.

# \ TIMPlus \ About this report
London 1 .I
0 4 -5'[.[. 9200 13 éuj 0 18400 23000 g?é oo 32200 3-55' oo 41400 le‘l oo
Mumber of calls
Answered Missed

[ |
London 45672 1 93% 33 2% 2% 465 37 22% 7% 6% 65%

| e |

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
= the date and time that the report was generated

= the name of the report, if applicable

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results.

The body of the report consists of a table showing a summary of call information for the period you selected, grouped by entity. Each column
header of the table is described below:

Header Description



Name The name of the entity for each line of data

= X The total volume of calls received for each entity

® Avg resp: The average response time of all answered calls in each period

® x-xx s: The percentage of calls that were answered within each predefined target, e.g. if 50%is displayed
under the 0- 5s heading, half of all calls were answered sooner than 5 seconds

You can define your own thresholds in the Opt i ons section of the report wizard (above)

Missed = F: The total number of missed calls for each entity

= Avg durn: The average length of time a missed call rang before being abandoned
® x-xx s: The percentage of calls that were abandoned within each predefined target, e.g. if 50%is displayed
under the 0- 5s heading, half of all calls were abandoned sooner than 5 seconds

You can define your own thresholds in the Opt i onssection of the report wizard (above)

Each entity is shown as a hyperlink which, if clicked on, re-runs the report to include only call information
pertaining to that entity, allowing you to inspect the performance of specific teams and individual users.

# \ TIMPlus \ London % About this report
Accounis | | ]

Accounts Admin I

Billing Team 1]

Call centre N |
Development 1 HE

s i 1

Marketing 1
Remaote Workers

Sales | 1

Senice | ]

Switchboard i

Telesales | 1

Voicemail |

0 22 44 56 88 110 132 154 176 198 220
Number of calls
Answered Missed

Ty S— TN T
£ Accounta 70 g 60% 16% 10% 14% - - - - - -
D Accounts Admin 3 19 33% - - &7% - - - - - -
(1) Billing Team g 7 633 133 13% 13% 3 28 333 - - 673
(C3 Call centre 209 2 91% 4% 1% 4% 2 [3:] - - - 100%
D Dewelopment 183 2 96% 1% 1% 33 a 32 38% - 13% 50%
D IT 133 - 98% 2% - - 1 45 - - - 100%
(] Marketing 21a 1 9a% 1% = 1% = = = = = =
D Remote Workers [ - 100% - - - - - - - - -
D Sales 208 2 Bas 5% 33 33 2 a3 - - - 100%
(3 Service 115 2 92% 3% 1% 3% - - - - - -

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London % Accounts About this report

Top Calls



The Top Calls report

Introduction
Running the report
Creating the report

EUNET N EN: E

The report's results

Introduction

The Top Calls report is useful for discovering unusual calling patterns and identifying potential abuse, by highlighting the longest and most
costly calls made by people in your organisation.

# \ TIMPlus \ London \ Accounts \ About this report
J All ‘ ‘ Outbound

Date & Time 4 Source cLl Route Destination Response Duration Cost
16/05/2012 17:32:06 Mika Stai = 76414028 Local Call = 00:11:17 1.128 0
16/05/2012 16:14:38 Ming Xao - 017 2638 Scuthend-cn-Sea - 00:03:40 0.367 G2
16/05/2012 13:41:28 Doug Hole - 71892748 Local Call - 0.227 @2
16/05/2012 13:46:01 Horma Leigh - 72942005 Local Call - 0.205 ©J
16/05/2012 17:57:06 Horma Leigh = 01753800800 Slough = 0.203 Q0
16/05/2012 12:55:3¢6 Al Dente - 02074054600 Londeon - 0.135 @2
16/05/2012 18:20:56 Pearl E White = 07854180499 Orange = 0.115 &
16/05/2012 15:24:01 Duane Pipe - 71162017 Local Call - 0.0987 Q2
16/05/2012 11:58:43 Pearl E White - 07955872193 02 - 00:00:43 0.093 2
16/05/2012 08:13:33 Easton West - 07956961145 T-Mobile - 00:00:41 0.089 2
10 ealls 00:25:54 2.€53

Running the report

On the Repor t s screen, select the Top cal | s report from the left-hand pane and click the _Select this report | button.

TlMPLU Reports Directory Call view \ Tariff editor Settings Aler

Reports

Account summary ] TOP calls

Busy channels Quickly identify your top calls. Top T

Busy times _ calls are defined as the highest in Select this report
terms of cost or duration.

Call analysis

R g —_—— This is useful for identifying telephone
abuse; you can instantly see who's

Call geography

Call scoring . . making the most EXDEFI.EWE types of
. . call, such as those to premium-rate
Call volumes : services. You can also identify who's

Custom report spending longest on the phone.

mn

Daily activity

Enterprise overview
Frequent numbers
Inbound call perfermance
Missed calls

Phone bill

Random call selection

Target response
Top calls

Unused dewvices i

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period”.



Select a reporting period

Define the period you want the report to Period Yesterday E| @
ENCompass. i
From date Yesterday
Remember, yvou can always filter vour To date This week
results later, so choose a big enough . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying your own Start date,Start tine, End date and End ti ne of the period you want to report on.

Period Custom period >+ @
From date 01 Jul =~ 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 : 59 :59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.



Choose a reporting enfity

Select a specific section of your Zite (Al sites) -
organisation whose calls will feature in the
report. To run the report across your Group

entire organisation, select (All sites).

eee

User

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the results of the report

Account code (1] Dialled number (]
Call type All calls - @ Diuration @
Carrier (Al carriers) -~ @ LCR code (]
CLI @ Response @
Start time (7]
Trunk access code (]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.



Account code 0140 @
To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal etc. To report on all types of call, setthisto Al | cal | s.

Call type Al calls (1]

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers @

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.

CLI 02072652600 @

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526* . To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.

Duration >1800 @

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

In the above example, the report will return only calls longer than 1800 seconds (30 minutes).

LCR code

To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.



LCR code 162 (1)

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162*. To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.

You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .

Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 (1)

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 '@;'}

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.

Options

Specify one or more of any additional [[] Exclude weekends @
report options shown here.
[] Exclude transfers (@)
[] Don't replace numbers with contact names @
[C] Show account codes (@
[7] Motes only (1)
[[] Audio only @

[7] scored only (1]

Maximum results 10 @
Sort data by Cost - @
Sort order Ascending ~ @
Sort results by Date & time - @
Ignore missed calls shorter than seconds @

Exclude weekends



To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Exclude transfers

To exclude transferred calls from your report's results, select the Excl ude transf er s option.

Exclude transfers @

Don't replace numbers with contact names

Tick this option if you do not want to replace dialled numbers, CLIs and account codes with their associated names, as defined in your web
user's contacts list.

Don't replace numbers with contact names ()

Show account codes

Select this option to display any associated account codes as an additional column in this report.

Show account codes @

Notes only

Tick this option if you want your search results to include only calls that have notes associated with them.

Notes only @

Audio only

Tick this option if you want your search results to include only calls that have an associated voice recording.

Audio only @

Scored only

Tick this option to include only calls that have a score associated with them, e.g. calls that have already been listened to and scored

Scored only  ({)

Maximum results

To limit the report's results, enter the maximum number of results you want the report to display in the Maxi num r esul t s option, e.g. if you
enter 50 in the text box provided, only 50 results will be displayed.

Maximum results 50 @

Sort data by

To choose the criteria that is used in determining the top calls, select a field from the Sort dat a by drop-down list.
Sort data by Cost @

Sort order

Choose from the Sort or der drop-down list whether you want the results of your report to appear in ascending or descending order.



Sort order Ascending @'

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Date & time @'

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.qg. to ignore calls below 3 seconds, enter 3 .

Ignore missed calls shorter than 3  seconds @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are web, PDF,
Excel , CSV and Xm..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the  Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

The report's results

Below is an example of this report's output in \\eb format:

# \ TIMPlus \ London \ Accounts \ About this report
| an | outbound

Date & Time a Source cu Route Destination Response Duration Cost
16/05/2012 Mika Stai = 76414028 Local Call = 00:11:17 l.128 0
16/05/2012 Ming Xao - 01702222638 Scuthend-cn-Sea - 00:03:40 0.3687 G2
16/05/2012 Doug Hole = 71852748 Local Call = 00:02:16 0.227 0
16/05/2012 Horma Leigh - 72942005 Local Call - 00:02:03 0.205 Q2
16/05/2012 Horma Leigh - 01753800800 Slough - 00:02:02 0.203 2
16/05/2012 A1 Dente - 02074054600 London - 00:01:21 0.135 ©J
16/05/2012 Pearl E White = 07854180499 Orange = 00:00:53 0.115 Q2
1as05/52012 Duane Pipe - 71162017 Local Call - 00:00:58 0.097 @2
16/05/2012 Pearl E White = 07955872193 02 = 00:00:43 0.093 2
16/05/2012 Easton Weat - 07956961145 I-Mobile - 00:00:41 0.089 Q)
10 calls 00:25:54 2_65%




The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results. By clicking on the About thi s report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
= the date and time that the report was generated

= the name of the report, if applicable

The report consists of a table containing a list of your top calls, as defined by your selection criteria. Each column header of the table is
described below:

Header Description

Date & The date and time the call started

Time

Source The place from where the call originated

CLI The telephone number of the remote caller for inbound calls

Route The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the CLI of the caller
= for incoming internal calls, this shows either the caller's username or extension number

= for outgoing calls, this shows the dialled number

Destination The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the name of the user whose extension answered the call, or the extension
number if not available

= for outgoing calls, this shows the geographical location that was dialled, or an alias if defined in your contacts
list

= for internal calls, this shows the extension that was dialled, enclosed in square brackets [ ]

Response The length of time it took for the call to be answered (i.e. the response time)
Duration The duration of the call (in hours, minutes and seconds)
Cost The cost of the call

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London % Accounts About this report

Unused Devices



The Unused Devices report

Introduction
Running the report
Creating the report

EUNET N EN: E

The report's results

Introduction

The Unused Devices report identifies any users and channels that haven't been utilised in a given period of time. It is useful for identifying
telephone handsets that can be safely reallocated to other users or which channels are no longer used.

My unused devices 2012-05-17 16:14:30
# \ TIMPlus \ London \ Accounts \ About this report
J Users ‘ ‘ Channels ‘

Name & D Email Dol Mobile
Danny Lehman 7300 = = =
Jake Bolger 7289 - - -

Jo Balham 7311 - - -

Jon Southgate 1962 ja@abe.com - -
Lucy Smart 7081 = = -
Malcelm Hughes 11043 - - -
Marie Barrett 7725 = = =
Michael Faulty 7210 - - -
Mohan Patel 7089 = - -
Natasha Levy 7305 - - -

ﬂ Oisin Kennedy 7294 = = -
Peta Lacey 1948 - - -
Fhil Rogera 7209 = = =

ﬂ Ros Leftley 7208 - - -
Sarah Baker 7309 = - -
Sean Mascn 7297 - - -

ﬂ Tina Ridgley 7310 = = -

17 usera

Running the report

On the Repor t s screen, select the Unused devi ces report from the left-hand pane and click the  Select this report | button.

TlMPLUS Reports Directory \ Tariff editor Settings Aled

Reports
Account summary 7
Busy channels Unused devices
Busy times B Identify any users and channels that W
Call analysis :»,::.:.n 5 - Ez;é!.t been utilised over a given

Call geograph
gecaraphy This report is ideal for identifying
phone handsets that can be safely
reallocated or to see which channels
are no longer used.

Call scoring
Call volumes

Custom report

Daily activity

Enterprise overview

m

Frequent numbers

Inbound call performance
Missed calls

Phone bill

Randem call selection
Target response

Top calls

Unused devices

User activity -

A new window will appear, where you can set the parameters of your report.



Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period".

Select a reporting period

Define the period you want the report to Period Yesterday E| (1)
ENCoMmpass. i
From date Yesterday
Remember, you can always filter vour To date This week
results later, so choose a big encugh . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period Description

Today The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

Yesterday The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

This week The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

Last week The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

This The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
month : 00: 00 and the end time to the current time.

Last The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
month previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is

used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying yourown Start date,Start tinme, End date and End ti ne of the period you want to report on.

Period Custom period + @
From date 01 Jul - 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 59 : 59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a



group or an individual user.

Choose a reporting entity

Select a specific section of vour Site (Al sites) - @

organisation whose calls will feature in the

report. To run the report across your Group @
ti isati lect (All sit o

entire organisation, select ( sites) - @

Alternatively, select a =pecific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.

Site Al sites (1]

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.

Group All groups @

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

User All users @

If your web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report options

You can limit the results of your report by choosing one or more of the following filters:

Options

Specify one or more of any additional [C] show "Do not log" devices @)
report options shown here.

Sort order Ascending -

e e

Sort results by Name -

Show "Do not log" devices

Tick this box if you would like to include devices whose status is set to not log calls.

Show "Do not log" devices @



Sort order

Choose from the Sort or der drop-down list whether you want the results of your report to appear in ascending or descending order.

Sort order Ascending @

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Date & time @'

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are web, PDF
, Excel , Csv and xML.

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the  Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

=
m
o
L]

The report's results

Below is an example of this report's output in W\eb format, showing both unused users and unused channels:



My unused devices 2012-05-17 16:14:30

# \ TIMPlus \ London \ Accounts \ About this report
J Users ‘ ‘ Channels ‘

Name & D Email Dol Mobile
Danny Lehman 7300 = = =

ﬂ Jake Bolger 7289 - - -

Jo Balham 7311 - - -

Jon Scuthgate 14962 js@abc.com - -

ﬂ Lucy Smart 7081 = - -
Malcolm Hughes 11043 - - -
Marie Barrett 7725 - - -

ﬂ Michael Faulty 7210 - - -
Mchan Patel 7089 = = -
Natasha Levy 7305 - - -

ﬂ Oisin Kennedy 7294 = - -
Peta Lacey 1946 - - -
Fhil Rogera 7209 - - -

ﬂ Ros leftley 7208 - - -
Sarah Baker 7309 = = -
Sean Mason 7297 - - -
Tina Ridgley 7310 = - -

-
)

users

2012-05-17 16:14:30

My unused devices

# \ TIMPlus \ London ' Accounts \ About this report
Users Channels ‘ Showsll oz WG

HName (1]

& 10004 10004

& 25001 25001

& 25002 25002

& 25003 25003

& 25004 25004

4 25005 25005

& 25008 25008

& 25007 25007

4 25008 25008

& 25009 25009

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results. By clicking on the About this report link at the top-right corner of the
page, you can review any filters and options that have been applied to the report.

As with all reports produced by TIM Plus, each page of the report includes the following information:

= the report's title
® the date and time that the report was generated

= the name of the report, if applicable

The results will display as a paginated list of unused devices with each type of device being grouped in its own tab:

The Users tab shows the following information:

Header Description

Name The name of the user
ID The extension number associated with the user
Email The e-mail address associated with the user

DDI The DDI associated with the user, if available



Mobile The mobile number associated with the user, if available

The Channels tab shows the following information:

Header Description
Name The name of the channel

ID The ID associated with the channel

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London % Accounts About this report

User Activity

The User Activity report

Introduction
Running the report
Creating the report

BN ETNEN: E

The report's results

Introduction

The User Activity report provides a comprehensive summary of internal and external call activity - both inbound and outbound - for each site,
group or user. It is also possible to drill down into each entity to obtain the same call information at a more detailed level.

# \ TIMPlus \ London \ Accounts \ About this report
IR '
Ajith Tarasinghe
Cheri Pitts
Claire Annette
Tanya Burrell
Tom Katz
Tom Morrow -
;i ; ;i y ;i y 1 1 1 1
0 120 240 360 430 600 720 840 960 1080 1200
Number of calls
Inbound Outbound Totals
T E owsion cost
Bdam Zapel 57 00:40:38 66 00:42:17 1036 05:47:46 - - 1159 07:10:41 54.307
ﬂ Zjith Taraainghe 141 03:56:34 - - 17 00:08:08 11 00:01:12 168 04:05:52 1.100
Cheri Pitts 234 05:43:50 = = = = 11 00:01:13 245 05:45:03 =
Claire Annette 235 06:31:57 16 00:01:23 - - 52 00:41:23 303 07:14:43 -
ﬂ Tanya Burrell 225 00:25:42 = = = = = = 225 00:25:42 =
Tom Katz 190 06:21:10 - - - - - - 130 06:21:10 -
Tom Morrow 633 17:13:44 15 00:01:23 35 00:11:32 30 00:04:22 713 17:31:11 1.927

_ 1715 40:53:35 1088 06:07:24 3004 48:34:12 57.334



Running the report

On the Reports

TlMPLUS Reports

Reports
Account summary
Busy channels
Busy times
Call analysis
Call gecgraphy
Call scoring
Call volumes
Custom report
Daily activity
Enterprise overview

Frequent numbers

Inbound call performance

Missed calls
Phone bill

Random call selection

Target response
Top calls
Unused devices
User activity

screen, select the Ent er pri se over vi ewreport from the left-hand pane and click the  Select this report | button.

Call view Tariff editor Alerts

Directory

Settings

User activity

Identifies the volume of calls your
users are making and taking from
both inside and outside your
organisation.

Select this report

[ .

I — — The report is fully drillable, enabling
— you to explore calling patterns as you
e —— see them, from site level, all the way
T down to individual user.

A new window will appear, where you can set the parameters of your report.

Selecting the reporting period

For each report, you must specify a time span that covers the calls you want the report to include. This is known as the "reporting period”.

Select a reporting period

Define the period you want the report to Pericd Yesterday E] (7]
ENCompass. ]
From date Yesterday
Remember, you can always filter your To date This week
results later, so choose a big enouah . Last week
period. From time This month
To time Last month
This year
All calls

Custom period

There are several preset reporting periods available for selection, based on the standard Gregorian calendar. The following table describes
how the start and end times are defined for each preset period:

Period

Today

Yesterday

This week

Last week

This

month

Last
month

Description

The start and end dates are set to the current date. The start time is set to 00: 00: 00 and the end time to 23: 59: 59.

The start and end dates are set to the current date minus one day. The start time is set to 00: 00: 00 and the end time to
23:59: 59.

The start date is set to the first day of the current week (normally Monday). The end date is set to the current day. The
start time is set to 00: 00: 00 and the end time to the current time.

The start date is set to the date of the last Monday, and the end date is set to the start date plus seven days. The start
time is set to 00: 00: 00 and the end time to 23: 59: 59.

The start date is set to the first day of the current month. The end date is set to the current day. The start time is set to 00
: 00: 00 and the end time to the current time.

The start date for this period is set in three stages: The day is set to the first day of the month. The month is set to the
previous month. The year is set to the current year, unless it is currently January, in which case, the previous year is
used. The start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.



This year The start date is set to the first day of the first month of the current year, whilst the end date is set to today's date. The
start and end times are set to 00: 00: 00 and 23: 59: 59 respectively.

All calls The start and end dates and times are set to the dates and times of the first and last call in the entire call database,
respectively.

In addition to the presets described above, it is possible to specify a custom reporting period by choosing Cust om per i od from the Peri od
drop-down list and specifying yourown Start date,Start tinme, End date and End ti ne of the period you want to report on.

Period Custom period + @
From date 01 Jul - 2011

To date 14 Feb - 2013

From time 00 : 00 : 0O

To time 23 59 : 59

Once you have set the reporting period, click on the  Next | button to set additional report parameters and options, or select the  Finish |
button to run the report immediately.

Selecting the reporting entity

The Reporting entity parameter allows you to select the part of your organisation whose calls the report should include, e.g. a site, a
group or an individual user.

Choose a reporting entity

Select a specific section of vour Site (Al sites) - @
organisation whose calls will feature in the
report. To run the report across your Group @
entire organisation, select (All sites).

: ! ( ) User (1]

Alternatively, select a specific site, user
group, channel group, individual user or
channel.

Site

To report on a particular site, select it from the drop-down list or select Al | sites.
Site All sites @

Group

If a site has been selected, you are able to further limit the report's results by selecting a group from the drop-down list.
Group All groups '@;?}

User

If both a site and group have been selected, you can further limit the report's results to include only calls involving a particular user, by
selecting that user from the drop-down list.

3
User All users '-5;9}



__ Ifyour web account is restricted to a specific site or group, only those entities to which you have access will be available in
the drop-down lists.

Once you have selected the scope of your report, click on the  Next | button to set additional report parameters and options, or to run the
report immediately, click the  Finish | button.

Selecting the report filters

You can limit the results of your report by choosing one or more of the following filters:

Filter the results of the report

Account code @ Dialled number @
Call type Al calls ~ @ Duration (1]
Carrier (&l carriers) ~ @ LCRcode @
EITL @ Response (1]
Cost @  Starttime (1]
Destination a8 Trunk access code (1]

Account code

To produce a report consisting only of calls that were made using a particular account code, enter the account code in the field provided.
Account code 0140 @

To report on more than one account code, separate each code using a comma.

Call type

This filter allows you to define the type of call you want to report on, in terms of where the call originated and where it was delivered, e.g.
incoming, outgoing, internal etc. To report on all types of call, setthisto Al | cal | s.

Call type All calls @

Carrier

If you use more than one carrier, you can limit the results to include only calls that were made using a specific carrier.

Carrier All carriers 'G;?}

o If you use only one carrier, there will be no drop-down list available and no option to choose a carrier.

CLI

Calling Line Identification (CLI) is the telephone number of the remote caller in an incoming call scenario.

You can report on calls that originate from a specific CLI or those whose CLI matches a particular pattern of digits. For example, to report on
all incoming calls from Tri-Line, you could enter 02072652600.



cLI 02072652600 (1)

You can use the ! symbol to explicitly exclude a CLI from the report's results, and/or the * symbol as a wildcard in digit pattern matching.
For example, to exclude calls from Tri-Line, but include all others, you could use ! 020726526* . To report on more than one CLI, use a
comma to separate each entry.

Cost

You can define a cost filter to include calls above or below specific values by entering your criteria, as shown below:
Cost <2.00 @

You can specify a cost range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

Destination

If you want to filter calls to a specific, known destination, type the name of the destination in the text box provided. This filter accepts the ! an
d * symbols for excluding values and specifying partial matches, respectively.

For example, if you wanted to exclude all calls to France, you could enter ! Fr ance*, as shown below:

Destination IFrance* @

Dialled number

To filter calls to a specific dialled number, type it in the text box provided. The dialled number is defined as the number that is dialled (in the
case of an outbound call), or the DDI number that the remote party dialled to reach a particular extension or group (in the case of an inbound
call).

To filter calls to a specific area, a partial number can be entered (e.g. 0033 for calls to France).

Dialled number 0033 @

You can use the ! symbol to explicitly exclude a dialled number from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls to Tri-Line, but include all others, you could use ! 020726526*). To report on more than one dialled
number, use a comma to separate each entry.

Duration

To filter calls above or below a particular duration, enter the desired duration in seconds.
Duration >1800 '@-__3'

You can specify a duration range by using the - symbol; to specify limits, use the comparison operators, >, <, and ! .

In the above example, the report will return only calls longer than 1800 seconds (30 minutes).
LCR code
To filter your results to include only calls that used a Least Cost Routing (LCR) code, enter it in the text box provided.

LCR code 162 @

You can use the ! symbol to explicitly exclude a LCR code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using all LCR codes beginning 162, you could enter ! 162* . To report on more than one LCR
code, use a comma to separate each entry.

Response

This option allows you to filter calls based on their response time, measured in seconds. Specify the desired response time threshold in the
text box provided.

Response time >10 @

In the above example, the search results will display calls that have a response time greater than 10 seconds.



You can specify a response time range by using the - symbol and; to specify limits, use the comparison operators, >, <, and ! .

Start time

This option allows you to filter calls based on the time the call started. Specify the start time in the text box provided using the hh: nm ss for
mat.

For example, to include only calls that began after 10 am, you could enter 10: 00: 00 inthe St art ti ne field, as shown below:

Start time 10:00:00 (7]

Trunk access code

If your telephone system uses trunk access codes to connect calls using specific channels, you can limit your report's results to include only
calls made using those codes. Specify the trunk access code in the text box provided.

Trunk access code 9 @

You can use the ! symbol to explicitly exclude a trunk access code from the report's results, and/or the * symbol as a wildcard in digit pattern
matching. For example, to exclude calls made using the 9 trunk access code, you could enter ! 9. To report on more than one trunk access
code, use a comma to separate each entry.

Selecting the report options

This section enables you to further narrow down your report results, by excluding certain types of calls. It also allows you to sort the report's
results in a particular manner.

Options

Specify one or more of any additional [[] Exclude weekends @)
report options shown here.
[] Exclude transfers ()

Hide unused @

Sort order Ascending ~ @
Sort results by Mame - @
Ignore missed calls shorter than seconds (@)

Exclude weekends

To exclude weekend calls from your report's results, select the Excl ude weekends option.

Exclude weekends @

Exclude transfers
To exclude transferred calls from your report's results, select the Excl ude transf ers option.
Exclude transfers ()

Hide unused

To exclude unused extensions from your report's results, select the Hi de unused option.

Hide unused @

Sort order

Choose from the Sort or der drop-down list whether you want the results of the report to appear in ascending or descending order.



Sort order Ascending @

Sort results by

To sort your report's results by a particular column, select it from the Sort resul ts by drop-down list.

Sort results by Name @

Ignore short missed calls

Missed calls below a certain duration can sometimes pollute the meaning of a report's results. To exclude such short calls from your report,
enter a duration threshold in the text box provided, e.qg. to ignore calls below 3 seconds, enter 3 .

Ignore missed calls shorter than 3  seconds @

Selecting the report format

This section allows you to choose the media format of your completed report. The formats available are wb, PDF,
Excel , CSV and XM..

More details about each report format are available in the Setting the report format section above.

Creating the report

When you have selected a reporting period and have chosen any filters and options, you can either run the report immediately by clicking on
the Run now | button, or schedule it for future delivery.

Your report is ready to run

Select the format that you want your Report format
report to be in.

You can now either run the report
immediately, or schedule it to run once,
or at regular intervals, in the future.

Schedule for later

=
m
o
L]

The report's results

The results of the report show comprehensive call summary information - organised by call type - for the report entity you selected. By
clicking on the About this report link at the top-right corner of the page, you can review any filters and options that have been applied to
the report.

As with all reports produced by TIM Plus, each page of the report includes the following information:

" the report's title
® the date and time that the report was generated

= the name of the report, if applicable

The Wb format is the most interactive of all formats: all column headers are click-sortable and most graphical and tabular elements can be
drilled down into, allowing deeper analysis of your results.

Results are shown for each organisational level: site, group and individual user, where a table is shown with the
following headers:

Header Description

Name The name of the entity for each line of data



= The number of inbound answered calls, including transferred calls
= Ext duration: The total duration of all inbound external calls (in hours, minutes and seconds)

® |nt duration: The total duration of all inbound internal calls (in hours, minutes and seconds)

Outbound = ¥ The number of outbound calls made
® Ext duration: The total duration of all outbound external calls (in hours, minutes and seconds)
= |nt duration: The total duration of all outbound internal calls (in hours, minutes and seconds)
Totals = E: The total number of calls including all inbound and outbound, both internal and external
g
® Duration: The total duration of time spent on all inbound and outbound calls
® Cost: The total cost of all calls
Site Level
A \ TIMPlus \ About this report
London
a 6400 12800 19200 25600 32000 38400 44300 51200 57600 64000
MNumber of calls
Inbound Outbound Totals
[ome s |
London 468137 1252:10:38 4100 55221:51 9785 130:59:38 4100 55:21:51 64122 1493:53:56 931.509
m 46137 1252:10:36 64122 1493:53:56 931.509

Group level



My user activity 2012-05-17 16:14:30

# \ TIMPlus \ London % About this report

Accounts
Accounts Admin
Billing Team

Call centre
Development
Discovered Users
IT

Marketing
Remate Workers
Senvice

Switchboard

Telesales
Voicemail
3600 6000 7 9500 10800 12000
Number of calls
Inbound Outbound Totals
[lome s~ E uston ——Con
] Accounts 2077 39:14:02 455 04:43:24 852 20:42:23 457 04:34:54 3841 69:14:43 114.224
(3 Accounts Admin 226 05:28:02 271 05:51:20 305 05:21:51 28 00:14:04 830 16:56:17 34.801
] Billing Team 374 05:32:41 53 00:48:13 354 03:04:10 34 00:21:31 815 09:46:35 23.187
] Call centre 6923 185:34:44 632 09:27:18 848 10:26:12 840 16:20:27 9153 221:48:41 58.739
3 Development 6072 153:01:03 314 03:03:38 1221 08:32:01 376 04:52:50 7983 170:29:32 T6.876
D Discovered Users - - - - - - 48 00:46:03 48 00:46:03 -
e 4431 154:24:48 161 01:02:56 290 07:46:17 336 04:54:17 5218 168:08:18 44.065
3 Marketing 7842 245:38:46 132 02:00:30 708 11:19:41 355 03:54:53 9192 262:53:50 61.085
] Remote Workers 194 00:59:28 45 00:14:29 23 00:12:20 - - 268 01:26:17 1.128

Individual user level

My user activity 2012-05-17 16:14:30

# \ TIMPlus \ London \ Accounts \ About this report

Mumber of calls
0 48 9:3 144 102 2:}0 288 3%'3 384 43|2 4?0

Al Dente

Anna Ruben
Anna Savalas
Annette Curtain
Bea Caws
Bob Katz
Brian Dayle
Brock Lee
Brooke Trout
Don Key
Doug Hole
Duane Pipe
Earl Lee Riser
Easton West

Edna May
0 43 96 144 192 240 288 336 334 432 430
Mumber of calls
Inbound Outbound Totals

[lomes Ebusion ——Cox
L1 Dente 14 01:14:58 - - 11 00:00:50 36 00:09:29 91 01:25:17 0.330
Enna Ruben - - - - 28 00:068:16 - - 29 00:06:186 1.084
Rnna Savalas 14 00:21:48 - - 12 02:15:05 - - 26 02:36:53 9.091
Znnette Curtain 210 07:31:55 - - - - - - 210 07:31:55 -
Bea Caws 16 00:10:25 21 00:02:16 33 01:17:00 39 00:11:02 109 01:40:43 5.228
Bob Katz a5 01:24:58 - - 32 00:12:51 - - 117 01:37:49 1.620
Brian Doyle - - 39 00:05:11 - - 13 00:12:11 57 00:17:22 -

Itemised call list

When drilling down into an individual user, the report style changes to an itemised call list rather than a call summary table:



My user activity 2012-05-17 16:07:50

# \ TIMPlus \ London \ Accounts \ AlDente \ About this report
J All ‘ ‘ Outbound ‘ Answered ‘ ‘ Missed ‘ ‘ Internal
Date & Time a CcLl Route Destination Response Duration Cost

= 07956186198 T-Mobile = 00:00:34 0.074 )

07354181304 21 -0

= = 0.030 ©

- - 0.135 O3
16/05/2012 079674605822 = 4 -
16/05/2012 07854180639 - 43 -0
16/05/2012 16 - 2042 - -
16/05/2012 07958108040 - 61 -0
16/05/2012 A1 Dente = 07354181108 - - 0.030 C2
13 calls 00-11:16  0_263%

The column headers of the itemised call list are as follows:

Header Description

Date & The date and time the call started

Time

Source The place from where the call originated

CLI The telephone number of the remote caller for inbound calls
Route

The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the CLI of the caller
= for incoming internal calls, this shows either the caller's username or extension number

= for outgoing calls, this shows the dialled number

Destination . . . o .
The information displayed in this field is determined by the type of call:
= for incoming calls, this shows the name of the user whose extension answered the call, or the extension
number if not available
= for outgoing calls, this shows the geographical location that was dialled, or an alias if defined in your contacts
list
= for internal calls, this shows the extension that was dialled, enclosed in square brackets [ ]
Response The length of time it took for the call to be answered (i.e. the response time)
Duration The duration of the call (in hours, minutes and seconds)
Cost The cost of the call

To modify your report to cover a larger organisational scope, click on an element of the breadcrumb as shown below:

# \ TIMPlus \ London % Accounts About this report



Directory

Directory overview

The Directory is the place where all of your sites, groups, users and channels are configured. In here, objects can be added, moved around
your organisation and be inspected and modified.

To access the Directory, select the _Directory | tab from the main menu, as shown below:

TIMPLUS re Y y Live stats Tariff editor Settings Alerts
Sites (" Kaga |~ Properties | user groups | [T RRRER. (—Fad——]~Froperiies ]
n i -
= 2= e B
= = = )
London Manchester Paris Accounts Admin Call centre

m

Development Discovered Users T

: #l !
Extension Email address Mobile Direct line Alt extension ]

Anna Beck 2013 02075263300 oo~

Anna Ruben 1020 = ‘=

Annette Curtain 13406 o
Barry Cade 7046 02072651111 ]
Bob Katz 15966 bkatz@tri-line.com 02030124578 ]
Brian Doyle 2083 |
Brooke Trout 3105 |
Doug Hale 3803 ]

¢ Duane Pipe 2050 | |-

If you are logged in as a standard web user whose access is restricted to a specific group, the _Directory | tab will not be
o displayed. For administrative privileges, contact your system maintainer.

The Directory screen contains three panels, as detailed below:

Sites

The Si t es panel is located at the top-left of the Directory screen. The function of a site object is to acquire call logging data from a telephone
system, as well as serving as a representation of a hierarchical level in your organisation. TIM Plus allows the logging of data from up to five
telephone systems and a site object must be configured for each one.



Sites

London

Manchester

For more information, click on the Sites page.

Groups

User groups

-
e e
= EE=
Newcastle Newport

The Gr oups panel is located at the top-right of the Directory screen and contains groups of users (extensions) and channels (trunks), with

each type of group divided into separate tabs. By selecting a tab, all of the groups of that type will be displayed in the panel.

Channel groups

ABC Corp

Accounts

Development

IT

Sales

Service

Voicemail

For more information, click on the Groups page.

Contents

previously-selected user or channel group.

Admin

Joe Bloggs

Switchboard

.

|
i

Call centre

4

Marketing

)

Telezales

]

The Cont ent s panel is located at the bottom-half of the Directory screen. This contains the individual objects belonging to the



Extension Email address Direct line: Al extension ]
£ Anna Beck 2013 02075263300 L
£ Anna Ruben 1020 |}
£ Annette Curtain 13406 |}
£ Barry Cade 7046 02072651111 [=lE
Bob Katz 1966 bkatz@tri-line.com 02030124578 ]
Brian Doyle 2083 |}
Brooke Trout 3105 |}
Doug Hole 3803 |}
Duane Pipe 2050 |}
Earl Lee Riser 3026 |}
Easton West 1978 |}
Edna May 2084 =}
Forrest Green 7284 | =

For more information, click on the Contents page.

Sites

Sites overview

Sites overview

What is a site?
Adding a site
Deleting a site

What is a site?

The function of a site object is to acquire call logging data from a telephone system, as well as serving as a representation of a hierarchical
level in your organisation. TIM Plus allows the logging of data from up to five telephone systems and a site object must be configured for
each one.

o If your organisation makes use of more than five telephone systems, you should upgrade to the TIM Enterprise product.

The Si t es panel is located on the top-left side of the Directory screen.


http://www.tri-line.com/en/products/call_logging_software/tim_enterprise/

TIM PLUS Reports Directory
Sites

Call view
Add
=
=
=
London

Manchester

-

Settings

Alerts

Extension

Email address

hlobile

Direct line

Adding a site

To add a site to the Directory, click on the Add | button at the top-left of the panel, as shown below:
TIMPLUS Reports Directory \
Sites

Call view
Add
=
London

Manchester

User groups
-

Settings Alerts

Extension

Email address

hlobile

Direct line

to the Configuring a site section.

The Si te properties window will appear, where you can enter the site's name, the PBX make and model, as well as the connection
method used by your telephone system to deliver call logging data. For information on how to configure the rest of the site's properties, refer



Site properties ]

Mame Paris|
PEX model 3Com NBX R6 -
Connection method No connection required -

Live stat: Tariff editor Settings Alerts
4
S T oo [N T

London Manchester

Mo groups in selected site

Hame & Extension Email address Mobile Direct line

Deleting a site

When you delete a site, you are deleting all the information contained within that site, including its users and channels, and
any calls associated with those items!

To delete a site from the Directory, select the site you want to remove, then click on the  Properties | button, as shown below:



TIMPLUS Reports Directory Call view c Tanff editor Settings Alerts
Sites s o] [ T

London Manchester Paris

Mo groups in selected site

Extension Email address Mobile Direct line

The Site Properties window will appear. Click on the  Delete site | tab at the bottom-left of the window to remove the site from the
Directory; a confirmation will be required, to prevent the site being deleted accidentally.

Site properties

Name Paris
PBX model 3Com NBX R6

Connection method Mo connection required

('
Delete site

Configuring a site

Configuring a site

Overview
PBX
Options
Inactivity
LCR
Tariff
Alarms



Overview

To configure a site, go to the Directory screen, select the site you want to configure and click on the _Properties | button at the top-right of
the panel, as shown below:

Sites [ Rdd | [TPropertes )

e e e =
== S S =
London Manchester Newcastle Newport

The following window will appear, where you can configure the properties of your site:

Name London
PEX model Internal -
Connection method No connection required |L]

1 —
DEIETESE e

Each tab inthe Si t e properti es window are described below:

PBX

The PBX tab allows you to configure the properties of your telephone system. The properties presented in this tab will vary,
depending on the connection method used by your telephone system to provide call logging data.

For all connection types



MName London
PEX model Internal -
Cannection method Mo connection required -
Field Description
Name The name by which you want your site to be identified.
PBX model The name of your telephone system.

Connection method The connection method used by your telephone system to provide call logging data.

For listening connections

Mame London

PBEX model Avaya IP Office 6+ -
Connection method Listen for connections from PBX -
Host

Port 9000

Field Description

Host Specify the IP address of your PBX to only allow data to be sent from that address. You may leave this field blank to accept
data from any IP address.

Port The port number that TIM Plus should listen on for call logging data.

For active connections



Mame London
PEX madel Avaya 1P Office -
Connection method Actively connect to PBX -
Host 192.163.0.1
Port 3000
Username
Password
Connection script Generic Simple -
Field Description
Host The IP address of the telephone system.
Port The port number that your telephone system listens on.
Username The username required to log in to your telephone system, if applicable.
Password The password required to log in to your telephone system, if applicable.

For FTP transfer connections

Mame London

PBX maodel Cisco UCM 5+ -

Connection method Receive FTP transfers from PBX -

Use SFTF protocol

Username cmadmin

Password [Ty
Field Description
Username The username of the FTP account on your telephone system.
Password The password of the FTP account on your telephone system.

For DSN connections



Mame London

PBX model Alcatel OminPCX Office -

Connection method Connect to a system DSN -

DSN name TIM Plus - Alcatel OHL -

Frequency 5

DB Script Alcatel OrminPCX Office OHL -
Field Description

DSN name The name of the system DSN connection to use when connecting to your telephone system's database.

Frequency The frequency, in seconds, of the checks that TIM Plus makes when connecting to the database to determine if new
data is available.

DB Script The database script that TIM Plus uses when checking for new data.

For RADIUS connections

Name London
PBEX model Cisco UCME - RADIUS -
Connection method RADIUS connection -
Client IP 192.168.1.1
Secret [XTTT]

Field Description

Client IP The IP address of your telephone system responsible for sending RADIUS packets.

Secret The secret key used in RADIUS authentication between TIM Plus and your telephone system.

For SysLog connections



Mame London
FBEX model Cisco UCME - Syslog -
Connection method Syslog connection -
Client IP 192.168.1.1

Field Description

Client IP The IP address of your telephone system responsible for sending SysLog events to TIM Plus.

a For detailed information about connecting to all makes/models of PBX, refer to the Connecting to your PBX section.

Options

The Options tab enables you to keep a backup of any call logging data received, timestamp incoming call records and delay
processing of call records. These options are explained below in more detail:

Save a backup of any data received from this PBX, to the following file:
{app}ibackup\backup-{year}-{month}-{day}.{uiv}
[] Timestamp received data

[7] Binary data

[7] pelay processing of received data by ms

Save a backup of any data received from this PBX

TIM Plus allows you to save a backup of any call logging data received from your telephone system(s).

To enable backups, tick the Save a backup of any data received fromthis PBXbox and enter the location of the folder you
want to store the files in. The default path is { app} \ backup\ backup- {year}-{nont h}-{day}. { ui v} and can contain dynamic
variables, as detailed below:

Item Description

app The full installation path of TIM Plus


http://docs.tri-line.com:8090/display/plus/Connecting+to+your+PBX

year The year the data was captured in yyyy format
nont h The month the data was captured in nmformat
day The day of the month when data was captured in dd format

ui v A unique ID representing each site in the Directory

Timestamp received data

TIM Plus can timestamp call records from your telephone system as they are received, if they do not already include dates and times.

Binary data

Select this option if your telephone system sends call records in a non-textual format.

Delay processing of received data

Enable this option and enter a time delay, in milliseconds, if call records are sent from your telephone system over a slow connection. This
helps to prevent data loss when call records are processed before they are fully received.

Inactivity

The Inactivity tab allows you to set up an inactivity timer, which can notify you by e-mail when TIM Plus has not received data from
your telephone system for a given amount of time.

Enable inactivity timer Exclude the following days and hours from
inactivity monitoring
After 30 minutes of inactivity, send email to:-

[ Monday 0o 07 [ 14 21

support@tri-line.com [ Tuesday 01 08 [ 15 23
[] reset connection on inactivity [] wednesday 0z [[los [O]1s 23
[C] Thursday 03 [Cl10 []17
[T] Friday 04 [C]11 18

Saturday 05 [ 12 19
Sunday o6 []13 20

Enable inactivity timer

Select this option to enable inactivity monitoring for the site you are configuring. Enter the amount of time, in minutes, that must pass with no
call activity, before an e-mail is sent. Next, enter the e-mail address that will receive inactivity alerts for this site.

Reset connection on inactivity

TIM Plus can reset the network connection to your telephone system when an inactivity alert is sent, in order to cause the telephone system
to restart its connection.

Exclude days and hours from inactivity monitoring

Tick the box alongside the days and hours when it is legitimate that no call activity takes place, such as at night or at weekends, so as not to
receive unnecessary e-mail notifications for those periods.

LCR

The LCR tab allows you to administer any least cost routing (LCR) codes you may use to route calls via different carriers.



LCR digits route your telephone calls through different carriers. Create LCR entries below:

LCR digits routes to  (Ignore) -

LCR digits & Routes to

141 Default o -
1470 Default b4 H
1620 Drefault b4
1620141 Default b4
16201470 Default b 4
1623 Default b4

4

Adding LCR codes

To add an LCR code, enter it in the LCR di gi t s field and select its associated tariff table from the drop-down list, as shown above.

Removing LCR codes

To remove an LCR code, click on the A icon alongside it.

Tariff
The Tariff tab allows you to select a default tariff table to use when costing calls made by users from this site.

Apply the following tariff to any calls made by users within this site

.

By default, TIM Plus is supplied with a standard tariff table for the country of installation, which automatically includes
details of national, international and mobile/cellphone dial codes. Bespoke tariffs can also be provided on request.

Alarms

TIM Plus can send e-mail alerts when calls whose properties match certain criteria have happened, such as calls above a particular duration,
calls to specific phone numbers, or when user-defined cost thresholds are exceeded.



Raize an alarm when any of the following criteria are met

Dialled number starts with 00, 09
Cost is above 5.00

Duration longer than 1800  seconds

Enable miz=ed call alarms for this site

Send alarms to the following email address(es):

support@tri-line.cam

Dialled number alarm

An alarm can be activated when a full or partial number is dialled. To add a series of full or partial numbers, separate each one with a
comma, as shown above. An example might be 00, 020, 020726526, 02072652600.

Cost alarm

An alarm can be activated when a call exceeds a specific cost.

Duration alarm

An alarm can be activated when a call exceeds a predetermined duration, specified in seconds.

Missed call alarm

E-mail notifications of missed calls can be activated, by ticking the Enabl e mi ssed call alarnms for this site option.
Delivering the alarm notification

To receive an e-mail notification from TIM Plus about any of the aforementioned alarms, enter the address of the e-mail recipient in the box
provided; to send alerts to multiple email addresses, separate each one with a semicolon.

Groups

User groups

User groups

What is a user group?
Adding a user group
Configuring a user group
Renaming a user group

BN EY N EY: E

Deleting a user group

What is a user group?

A user group is a container of individual users, and together they mimic the organisational structure of your company, enabling you to run
reports on, and restrict access to, parts of the TIM Plus directory.



TlMPLUS Reports Directory Call view ve stats Tanff editor Settings Alerts

Sites ¢ User groups Add ALy
- [
e = = B
= sE = &)
London Manchester Newcastle ABC Corp Accounts Admin =
=k e,
= = £ B
Newport Paris Call centre Development Discovered Users
()
= T 1ne Rlanns Marleatinn 3

Extension Email address Mobile

Direct line

The Discovered Users folder

A special user group, Di scover ed User s, is automatically created in TIM Plus to harvest hitherto-unknown
user information from the call data received from your telephone system. Over time, when all possible users

have been collected by the Discovered Users folder, you can create your own user groups based on the
structure of your organisation, and move users into these new groups.

TlMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Sites [EES User groups _m...,s Acd IR
- o
= =4 =4
= = E= (g]
London Manchester Newcastle Discovered Users

[
I
m

Hame & Extension Email address Mobile

Direct line Al extension

Adding a user group

To add a new user group to the Directory, select the User groups tab from the Groups panel and click onthe Add | button.



User groups Channel groups J g

»

ABC Corp Accounts Admin Call centre
o) o)
Development Discovered Users IT Joe Blogas
£ £
Marketing Sales Service Switchboard

A new window will appear, allowing you to add the name of the group and its associated pilot/hunt group number, if applicable.

Group properties

Ll eicohony | Alarms

Mame Reception|

Filot/Hunt number

Click onthe Add | button to add the new group to the Directory.

If you use synchronisation, such as Cisco AXL, you need not manually configure user groups, since TIM Plus automatically
imports users from your telephone system, placing them in their respective groups.

Configuring a user group

To configure the properties of a user group, highlight the group you want to configure and click on the  Properties | button at the top-right
corner of the panel:



ABC Corp Accounts Admin Call centre

2]

Development Discovered Users IT Joe Blogas

2] B

Marketing Service Switchboard

m

G

&

A
7

A new window will open, where you can configure the properties of the user group. Each tab in the G- oup properti es window is
described below:

General
In the General tab you can edit the name of the user group and its associated pilot/hunt group number, if applicable.
Mame Accounts
Pilot/Hunt number 7000
Telephony
The Telephony tab gives you the option to exclude the currently-selected group from being logged by TIM Plus. If call recording

integration is enabled, you can also exclude calls from being recorded.



Do not log calls for users within this group
Do not record calls for users within this group
[] Exclude users within this group from call statistics

The following options can be enabled or disabled in this panel:

Option Description

Do not log Calls to and from this user group will not be logged by TIM Plus. In addition, if integrated call recording is
used, no audio recordings will be available

Do not record calls Calls to and from this user group will not be recorded, if integrated call recording is in use

Exclude users from Collection of statistics will not be performed for calls to and from this user group
call statistics

o Your software license user capacity does not include users inside groups whose Do not | og option is enabled.

Alarms

TIM Plus can send e-mail alerts when calls whose properties match certain criteria have happened, such as calls above a particular duration,
calls to specific phone numbers, or when user-defined cost thresholds are exceeded.

Raise an alarm when any of the following criteria are met

Dialled number startz with 00, 09
Cost iz above 5.00

Duration longer than 1300 seconds

Enable missed call alarms for this group

Send alarms to the following email address(es):

support@tri-line.com

Dialled number alarm

An alarm can be activated when a full or partial number is dialled by any user within the selected group. To add a series of full or partial
numbers, separate each one with a comma, as shown above. An example might be 00, 020, 020726526, 02072652600.



Cost alarm

An alarm can be activated when a call made by any user within the selected group exceeds a specific cost.

Duration alarm

An alarm can be activated when a call made by any user within the selected group exceeds a predetermined duration, measured in seconds.

Missed call alarm

E-mail notifications of missed calls can be activated for users in the selected group, by ticking the Enabl e mi ssed call alarns for
thi s site option.

Delivering the alarm notification

To receive an e-mail notification from TIM Plus about any of the aforementioned alarms, enter the address of the e-mail recipient in the box
provided; to send alerts to multiple e-mail addresses, separate each one with a semicolon.

Charge

The Charge tab gives you the ability to add a percentage markup to all calls in the selected group. To apply the charge, enter the
percentage by which you would like to mark up calls, as shown below:

Apply a markup of 25 % to calls made by this group
in Fhane Bill reports

Tariff

The Tariff tab gives you the ability to select a default tariff table to use when costing calls made by users in this group.

Apply the following tariff to any calls made by users within this group

ey




By default, TIM Plus is supplied with a standard tariff table for the country of installation, which automatically includes
details of national, international and mobile/cellphone dial codes. Bespoke tariffs can also be provided on request.

Renaming a user group

To rename a user group, locate it in the Directory and click on the  Properties | button.

User groups Channel groups J g
]

ABC Corp Accounts Admin Call centre

2]

Development Discovered Users IT Joe Blogas

g] i

Marketing Sales Service Switchboard

|3

-

m

&

G

A new window will open, where you can specify a new name for the group. Click Save | to apply the changes.

Group properties ]
Name Accounts
Filot/Hunt number 7000

G ]|
—Cancer—] —save

Deleting a user group



When you delete a user group, you are deleting all the information contained within that group, including all users and calls
associated with those users!

To delete a user group from the Directory, select the group you want to remove and click on the  Properties | button.

Group properties

Mame Switchboard
Filot/Hunt number

The Group properti es window will appear. Click on the  Delete site | tab at the bottom-left of the window to remove the group from the
Directory; a confirmation will be required, to prevent the group being deleted accidentally.

Channel groups

Channel groups

What is a channel group?
Adding a channel group
Configuring a channel group
Renaming a channel group
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Deleting a channel group

What is a channel group?

A channel group is a container of individual channels and is normally named to reflect the type of channel it contains, such as
ISDN30, ISDN2, Analogue, etc.



TIMPLUS

Sites

London

Name &

The Discovered Channels folder

Manchester

Channel groups

Reports

Directory Call view

-

Live stats Tariff editor Settings Alerts

-
Discovered C... ISDN2 Main 1SDN

D

A special channel group, Di scover ed Channel s, is automatically created in TIM Plus to harvest hitherto-unknown channel information

from the call data received from your telephone system. Over time, when all possible channels have been collected by the Discovered

Channels folder, you can create your own channel groups based on the structure of your organisation, and move channels into these new

groups.

Adding a channel group

To add a new channel group to the Directory, select the

ChannE| Arenes

n.

Discovered C...

ISDNZ

Channel groups tab from the Groups panel and click on the

Main ISDN

A new window will appear, allowing you to enter the group's hame and its associated trunk access code (TAC), if applicable.

Add

butto



Channel group properties

General Telephony

Mame ISDN 30
Access code goo0|

[T channels in this group emulate network termination
(NT mode)

Click onthe Add | button to add the new group to the Directory.

If you use synchronisation, such as Cisco AXL, you need not manually configure channel groups, since TIM Plus
automatically imports channels from your telephone system, placing them in their respective groups.

Configuring a channel group

To configure the properties of a channel group, highlight the group you want to configure and click on the  Properties | button at the
top-right corner of the panel:

Channel groups |M|
-~

Discovered C... ISDMZ Main ISDMN

A new window will open, where you can configure the properties of your channel group. Each tab in the G- oup properti es window is
described below:

General

In the General tab you can edit the name of the channel group and its associated access code, if applicable.



General Telephaony

Mame Main IS

Accezs code 5030|

[] channels in this group emulate network termination
(NT mode)

Channels in this group emulate network termination

This option only applies if you have enabled integrated call recording on your system. Its purpose is to indicate that the far end of the
channel's physical connection is emulating PSTN network termination (NT), such as in a private circuit scenario.

Telephony

The Telephony tab gives you the option to exclude the currently-selected group from being logged by TIM Plus. If call recording
integration is enabled, you can also exclude calls from being recorded.

Do not log calls for channels in this group
Do not record calls for channels in this group
[7] Exclude channels in this group from call statistics

Option Description

Do not log Calls for this channel group will not be logged by TIM Plus. In addition, if integrated call recording is in
use, no audio recordings will be available

Do not record calls Calls for this channel group will not be recorded, if integrated call recording is in use

Exclude channels from Collection of statistics will not be performed for this channel group

call statistics

Tariff

The Tariff tab gives you the ability to select a default tariff table to use, when costing calls for this channel group.

Telephaony Tariff

Apply the following tariff to any calls that are made using
channels within this group

EN - |




By default, TIM Plus is supplied with a standard BT tariff which will automatically pick up national, international and mobile
dial codes. Bespoke tariffs can also be provided on request.

Renaming a channel group

To rename a channel group, locate it in the Directory and click on the _Properties | tab.

Zhannel groups ||
-~

Discovered C... ISDMZ Main IS

A new window will open, where you can specify a new name for the group. Click Save | to apply the changes.

Channel group properties

General Telephony

Name ISDNZ

Access code

[] channels in this group emulate network termination
(NT mode)

o ]
—Cance—

Deleting a channel group

When you delete a channel group, you are deleting all the information contained within that group, including all channels
: and the calls associated with those channels!



To remove a channel group from the Directory, select the group you want to remove and click on the _Properties | button. In the Channel

properti es window that will open, click on the Delete | button to remove the channel from the Directory; a confirmation will be required,
to prevent users being deleted accidentally.

Channel group properties

General Telephony Tariff

Name ISDMN2

Access code

[] channels in this group emulate network termination
(NT mode)

Contents

What are Contents?

The Cont ent s panel is located at the bottom-half of the Directory screen. This contains the individual objects belonging to the
previously-selected user or channel group.

If a user group is currently selected, the Cont ent s panel will display a list of users contained in that group, as shown below:

TIMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

e —— vsergroups | R T P
& -
- - - 2]
Lendon Manchester Newcastle L
1T Joe Bloggs Marketing

o s &) )
Newport Paris ﬂ

Sales Service Switchboard

! (2] I

n

17 items “ w | roperies
Mame & Extension Email address Mobile Direct line Alt extension ]
£ A1singh 12030 " -
ﬂ Danny Blackwell 1002 =]
Gary Stock 11087 [ |2
2 George Evans 12024 B |7
£ Kerri Tai 2005 =]
ﬂ Lance King 13405 D
Malory Jones 3303 ]
8 Melvyn Coutts 11065 ]
2 Mohan Patel 2039 =]
Nathan Levy 2301 B -

If a channel group is currently selected, the Cont ent s panel will display a list of channels contained in that group, as shown below:
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Sites | Add Channel groups s
=] = a= [
= = =
London Manchester Newcastle Discovered C... ISDN2 Main ISDN
a2 °E

Newport
Name & 0] |

& 10001 10001 B |-

& 10003 10003 g 4

&4 10004 10004 ]

& 120001 120001 ]

& 120002 120002 =

' 120003 120003 =

&4 120004 120004 ]

& 120005 120005 ]

& 120006 120006 =

& 120007 120007 | -

Users
Users
Overview
Finding a user
Adding a user
Editing a user's properties
Moving a user between two groups
Deleting a user

Overview

Users represent the people in your organisation who make use of devices such as telephone extensions, fax machines, etc. When you first
configure TIM Plus, your users are automatically harvested from the data received from the phone system into a folder named Di scover ed
User s. The properties of each user can be edited afterwards, and users can also be subsequently organised into new user groups, if
preferred.

Finding a user

To locate a user in the Directory, select the _Directory | tab and click on the  Find | button at the top-right corner of the Contents panel,
as shown below:



TlMPLUS Reports Directory Call view ive stat: Tariff editor Settings Alerts

Sites e User groups Channel groups R RS
- o
= ‘n. " |
= = = (2] (g) (2]
London Manchester Newcastle ABC Corp Accounts Admin -
cE = 2] [g) a)
Newport Paris Call centre Development Discovered Users
(]
- IT Joe Bloggs Marketing -

17 items Add new | Properties |
Direct line

Name & Extension Email address Mobile Alt extension ]
i Alastair Burnett 13408 " o~
Bruce Stanton 3508 ]
2 Caroline Bulmer 7838 | (2
ﬁ Dean Tomkins 7845 | 3
ﬂ Graham Manning 11066 =
Harry Patel 2054 =]
ﬁ Lillian Beckham 13413 =
ﬁ Louise Lucas 11040 |
ﬂ Rome Jarrett 2011 =
Sally Francis 7850 F -

In the new window that opens, enter the name or extension number of the user you are looking for, then click on the ~ Search | button. The
results will appear in the same window, as shown below:

Search the directory

Enter search term Annal

Search in all properties

Name & ] ite: Group

Anna Beck London Accounts
Anna Hobbs London Telesales
Anna Prentice London Call centre
Anna Ruben London Accounts

Anna Savalas London Accounts

Hannah Soras London Call centre

Adding a user

: Before adding a new user to the system, check that it doesn't already exist, by searching for it in the Directory.

To manually add a user to the system, click on the _Directory | tab, select the group where you want the new user to be added, then click
onthe Add new | button at the top-right corner of the Contents panel.
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Sites | Add [N Channel groups [ Rdd— J~Properties |
- -

= o= o= I
= £ == (a] (a] (2]

London Manchester Newcastle ABC Corp Accounts Admin -
] =
cE = a) (2] (]

Newport Paris Call centre Development Discovered Users

- Joe Bloggs Marketing -
28 ftems ,Properties |
N Extension Email address Mobile Direct line Alt extension [}
Anna Beck 2013 02075263300 [
Anna Ruben 1020 [} L
£ Annette Curtain 13406 | |3
Barry Cade 7046 02072651111 B |
Bob Katz 1966 bkatz@tri-line.com 02030124573 =
Brian Doyle 2083 =]
Brooke Trout 3105 [}
£2 Doug Hole 3803 ]
Duane Pipe 2050 D
Earl Lee Riser 3026 | A

A new window will open, allowing you to configure the properties of the new user:

User properties

General Telephony Markup

Mame
Extension

Email

Alt extension

Comment

Each field in the User properti es window is described below:

Field Description

Name The name of the user. If no name is entered, the extension number will show instead
Extension The extension number of the user

E-mail The e-mail address of the user

Alt extension The alternative extension number(s) or the DDI digits of the user's extension, if applicable

Comment Any comments you want to add for this user

Once you have configured the properties of the user, click onthe Add | button, as shown below:



User properties

Genera! | |RETENSM

Name Anne

Extension Mickol=on

Email anick@tri-line.com
Alt extension

Comment

Editing a user's properties

To edit the properties of a user, select it and click on the _Properties | button at the top-right corner of the Contents panel:

Hame & Extension Email address Mobile Direct line Alt extension

1 anna Beck 01 02075263300 /|-
| £ Anna Ruben 1020 [

7 Annette Curtain 13406 | &} ‘

£ Barry Cade 7046 02072651111 B

Bob Katz 1566 blkatz@tri-line.com 02030124578 [}

£ Erian Dovle 2083 =

£} Brocke Trout 3105 B

£ Doug Hole 3803 B

Duane Pipe 2050 [}

£ Earl Lee Riser 3026 B -

The User properti es window will open, displaying each property of the user, arranged over the following tabs:

General
Mame Anna Savalas
Extension 1975
Email asavalas@tri-line.com

Alt extension

Comment
Field Description
Name The name of the user. If no name is entered, the extension number will show instead

Extension The extension number of the user



Email The e-mail address of the user

Alt extension The alternative extension number(s) or the DDI digits of the user, if applicable

Comment Any comments you want to add for this user
Telephony
B8 02075238715
IP Phone
Mobile 07810101101
Home 02071829356

[ Do not log calls for this user
Do not record calls for this user
Ewclude this user from call statistics

Field Description

DDI The DDI number of the user

IP Phone The IP phone number of the user

Mobile The mobile number of the user

Home The home telephone number of the user

Do not log calls for this user When selected, calls for this user will not be logged
Do not record calls for this user When selected, calls for this user will not be recorded

Exclude this user from call statistics When selected, collection of statistics will not be performed for calls to and from this user

Charge

The Charge tab allows you add or edit a fixed charge for the user, such as room rental, internet services or additional sundry items.

Enter a description and amount to charge this user
whenever they feature on a Phone Bill report

Crescription

Monthly user fee

Amount 30.00



Markup

The Markup tab allows you to add or edit a markup charge to calls made by the user.

Enter a description and percentage to charge this user
per call on a Phone Bill report

Drescription
Call markup
Amount 20 %a

After editing the properties of the user, click onthe Save | button to save your changes.

Moving a user between two groups

Follow the steps below to move a user from one group to another:

1. Click on the _Directory | tab and open the contents of the group which contains the user you want to move.

2. Select the user by ticking the box alongside it. The top-left panel of the screen will temporarily change to a Move i t ens panel

containing the selected user.

TIMPLUS Reports Directory 5 Tariff editor Settings Alerts

e ——  — sl e )
Move items . L o User groups Channel groups _

Select a new group from the panel on the right, inta which the items below will be moved,

-

Add
8] a)
E Anna Savalas Switchboard ABC Corp Admin

g (]

Joe Bloggs Accounts Marketing

()

T Voicemail -
Extension Email address Mobile Direct line Alt extension ]

f1 Misty Waters 1980 F -
Marsha Mellow 1578 ]
2 May First 3801 ]
ﬂ Al Dente 2042 adente@tri-line.com =]

£ EBarbars Seville 1000 B
i Bea Caws 2000 B

£ Andrew Montgomery 2068 [ |z
£ Anna Savalas 1975 asavalas@tri-line.com 02075238715 [
£ Ichn White 2999 ]

ﬂ Norma Lee 8328 | -

3. Next, select the destination group that you want the user to be moved into, and click onthe Move | button, as shown below:



MPLUS Directory v t Tariff editor Se

E E— — e P e
Move items s R User groups Channel groups

Select a new group from the panel an the right, into which the items below will be moved,

-

Anna Savalas T Voicemail
Development Call centre

Sales Discovered Users il

Name & Extension Email address Mobile ]
£ Alastair Burnett 13409 [
£ Eruce Stanton 3508 =
£ Caroline Bulmer 7838 [
ﬂ Dean Tomkins 7849 [} B
2 Graham Manning 11066 =
f Harry Patel 2054 B
ﬂ Lillian Beckham 13413 [}
£ Louise Lucas 11040 =
ﬁ Rome Jarrett 2011 ]
£ sally Francis 7350 | S

Deleting a user

: When you delete a user, you are also deleting the calls associated with that user!

To delete a user from the system, select it and click on the _Properties | button at the top-right corner of the Contents panel:

Name a Extension Email address Mobile [}

7 Anna Beck 01 02075263300 /-«
| 2 Anna Ruben 1020 o |-

7 Annette Curtain 13406 T J

£ Barry Cade 7046 02072651111 B

ﬂ Bob Katz 1966 bkatz@tri-line.com 02030124578 ]

£ Srian Dovle 2083 ]

£ srocke Trout 3105 =

£ Doug Hole 3803 B

ﬂ Duane Pipe 2050 ]

£ carl Lee Riser 3026 | S

Inthe User properti es window that will open, click onthe Delete | button to remove the user from the Directory; a confirmation will be
required, to prevent users being deleted accidentally.



User properties

General Telephony Markup

Name Anna Ruben
Extension 1020
Email

Alt extension

Comment

Channels

Channels

Overview

Finding a channel

Adding a channel

Editing a channel's properties

Moving a channel between two groups
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Deleting a channel

Overview

Channels are system objects representing your telephone lines. When you first configure TIM Plus, your channels are automatically
harvested from the data received from the phone system, into a folder named Di scover ed Channel s. The properties of each channel can
be edited afterwards, and channels can also be organised subsequently into new channel groups, if preferred.

Finding a channel

To locate a channel in the Directory, select the _Directory | tab and click on the  Find | button at the top-right corner of the Contents
panel, as shown below:
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Sites T Channel groups (R~ Fropertics ]
- -

— = =
E SE 2

Landon Manchester Mewcastle Discovered C... 1SDN2 Main ISDN
e =
E= B

MNewport Paris

228 items

|
5

MName & D [}
& 10001 10001 [ <
& 10003 10003 = [
& 10004 10004 ]
& 120001 120001 =]
4 120002 120002 B
& 120003 120003 (]
& 120004 120004 =
£ 120005 120005 [}
& 120006 120006 =
& 120007 120007 | -

In the new window that opens, enter the name or ID of the channel you are looking for, then click on the ~ Search | button. The results will
appear in the same window, as shown below:

Search the directory

Enter =earch term 12000

Search in all properties

Name & 0] Site

120001 120001 London
120002 120002 London
120003 120003 London
120004 120004 London
120005 120005 London
120006 120006 London
120007 120007 London
1200038 120003 London
120009 120009 London

&
&
&
&
&
&
&
&
&

Adding a channel

o Before adding a new channel to the system, check that it doesn't already exist, by searching for it in the Directory.

To manually add a channel to the system, click on the _Directory | tab and select the group where you want the new channel to be added,
then click on the  Add new | button at the top-right corner of the Contents panel:
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2iEg (A Channel groups [——Fa——] ~Properties—]
C= E=H E=H I i
= = =
London Manchester Newcastle Discovered C... 1SDNZ Main ISDN
= =
Newport Paris
223 items -I.._._-
Name & D "]
& 10001 10001 | e
& 10003 10003 m
4 10004 10004 ]
& 120001 120001 (=]
£ 120002 120002 |
4 120003 120003 =
& 120004 120004 ]
& 120005 120005 |
& 120006 120006 =]
& 120007 120007 | -

A new window will open, allowing you to configure the properties of the channel:

Channel properties

Once you have configured the properties of the channel, click onthe Add | button, as shown below:

Channel properties

100011

100011

T - |

Editing a channel's properties

To edit the properties of a channel, select it and click on the _Properties | button at the top-right corner of the Contents panel:
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Sites - Channel groups [ Aad ] Properties
- -
= = =
= = =
London Manchester Newcastle Discovered C... 1SDN2 Main ISDN
= =
Newport Paris
228 items

MName & (1] )

& 10001 10001 [
& 10003 10003 = 4
4 10004 10004 [
| # 120001 120001 o |
4 120002 120002 (]

& 120003 120003 =

& 120004 120004 =

& 120005 120005 =

& 120006 120006 |}

& 120007 120007 | |~

A new window will open, allowing you to edit the properties of the channel. Click Save | to apply the changes.

Channel properties

120001
120001

Moving a channel between two groups

Follow the steps below to move a channel from one group to another.

1. Click on the _Directory | tab and select the group which contains the channel you want to move.

2. Select the channel, by ticking the box alongside it. The top-left panel of the screen will temporarily change to a Move it ens panel

containing the selected channel.
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Name & D =

& 10001 10001 | e
& 10003 10003 m
& 10004 10004 |
I& 120001 120001

£ 120002 120002 ]

4 120003 120003 =

& 120004 120004 ]

& 120005 120005 |

& 120006 120006 =]

& 120007 120007 | -

3. Next, select the destination group that you want the channel to be moved into, and click on the Move | button.

Deleting a channel

: When you delete a channel, you are also deleting the calls associated with that channel!

To delete a channel from the system, select it and click on the _Properties | button at the top-right corner of the Contents panel:

Directory E Tariff editor Settings Aler

TIMPLUS Repo
Sites (o] Channel groups
- -
o= o=, o=
= = =

London Manchester MNewcastle Discovered C... ISDNZ Main ISDN
E= =

= =

Newport Paris

MName & D [}
& 10001 10001 | o[-
& 10003 10003 |} [
& 10004 10004 | =}
| # 120001 120001 &1 |
& 120002 120002 =
& 120003 120003 =
& 120004 120004 =
& 120005 120005 =
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In the Channel properti es window that will open, click onthe Delete | button to remove the channel from the Directory; a confirmation
will be required, to prevent channels being deleted accidentally.
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120001
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Call view

The Cal | vi ewscreen displays a live list of calls, showing each call the moment it is received from your telephone system(s) and
successfully processed by TIM Plus. The call list is arranged so that the most recent calls are at the top of the list.

TlMPLUS Reports Directory i Tariff editor Settings

Most recent calls

Destination Datasource

Orson Carte London
07710500475 Sarah Lee London
London 02079110166 Billy Elliot London
Orange 07854107769 Simon Mason London
London 02076122530 Lance King London 0.00 (=]
Sam Thornton 2063 Greg Richards London 0.00 7
May Day 02071523915 London London 0.08 =]
17:56:33 T-Mobile 07958527131 Mika Stai London 00:01:13 0.00 [
17:55:38 London Grace Harper London 00:00:52 0.00 Q @
17:52:43 Ewve Roval 07932807770 T-Maobile Lenden 00:00:05 0.03 =]
vodafone 07775584498 Ty Knotts London 00:00:23 0.00 Q
T-Mobile 07960389762 Linda Palmer London 00:01:08 0.00 Q |j
London 02074004500 George Evans London 00:01:40 0.00 =}
London 02074247500 Gail Storm London 00:01:11 0.00 =
Orange 07854180526 Pauline Hunter London 00:01:24 0.00 S
Vodafone 07786802296 Misty Shore London 00:00:18 0.00 =] [+]
124001 UNAVAILABLE William Masters London 00:03:34 0.00 = |j
120014 Jason Myers London 00:00:29 0.00 Q

Each call type is colour-coded using a system-wide colour scheme, as follows:

® Green: Incoming calls

- : Answered transferred calls

= Blue: Outgoing calls

. : Outgoing non-connected calls

= Grey: Internal calls

- : Internal non-connected calls

® Red: Abandoned DDI (Direct Dialled In) calls

® Pink: Tandem calls

The calls you see in the Cal | vi ew screen pertain only to the area to which the logged-in user has been granted access;
administrators see calls from all sites.

Column headers

The Cal | Vi ewscreen can be customised by each web user to show only the columns they are interested in. To add or remove columns,



click onthe Columns | tab, which will display the following panel:

TIM PLUS Rep Directory Call view \ Tanff editor Settings Ale
Most recent calls
Time v Route Destination Duration Cost CLI Source /' Date Wcu Account code
+ Time & Dialled number LCR digits
00:00:18 0.00 Grace| ¥ Source Source name Trunk access code
+ Route & Source ID 4 Data source
15:35:33 07980661443 Viv Hollands 00:03:04 0.00 07980661443 Orandd  &# Destination Destination name call reference
15:34:38 73684200  Local Call 00:03:42 0.37 william Response # Destination 1D Flags )
+ Duration Tariff Woice location
15:32:41 02076055000 Wayne Robert 00:00:44 0.00 02076055000 London & Cost Tariff band Woice filename
15:32:26 UNA LABLE Derek Smith 00:00:22 0.00 120024
15:32:18 07747461965 Chris P. Bacon 00:00:33 0.00 461965 Vodafore TZ00T7 12027 Condon 2013 o
15:31:56 02074372526 London 00:00:07 0.03 Amanda Lynn 2062 123012 London 02074372526 é;gay 2]

Include a column header in the list by ticking the box alongside each one. Click the  Save | button to apply your changes.

Each column header displayed in the Cal | vi ewlist is described in the table below:

Field name Description

Date The date the call started

Time The time the call started

Source The place from where the call originated

Route The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the CLI of the caller;
= for incoming internal calls, this shows either the caller's username or extension number;

= for outgoing calls, this shows the dialled number.

Destination The information displayed in this field is determined by the type of call:

= for incoming calls, this shows the name of the user whose extension answered the call, or the extension
number if not available;

= for outgoing calls, this shows the geographical location that was dialled, or an alias if defined in your
contacts list;

= for internal calls, this shows the extension that was dialled, enclosed in square brackets [ ].

Response The time it took for the call to be answered (in seconds)
Duration The duration of the call (in hours, minutes and seconds)
Cost The cost of the call

CLI The telephone number of the remote caller for inbound calls

Dialled number The number that was dialled in order to reach a particular destination

Source name The name of the person who made the call

Source ID The ID of the person who made the call



Destination The name of the destination called, e.g. Manchester, Tri-Line, London

name
Destination ID The ID of the destination called
Tariff The name of the tariff table that was used to cost the call, e.g. BT
Tariff band The specific tariff band that was used to cost the call, e.g. International, National, Mobile etc.
Account code The account code associated with the call
LCR Digits The Least Cost Routing (LCR) digits used to route the call
Trunk access The trunk access code used to access a group of channels
code
Data source The location where the call originated
Call reference Any call reference number associated with the call
Flags Any flags associated with a call, as described below:
u The call has no associated voice recording
= 52 The call has an associated voice recording; click on the icon to listen to the call
- The call has not been scored; click on the icon to score the call
" I The call has been scored; click on the icon to review scoring information for the call
u The call has not been annotated; click on the icon to add a note to the call
u |j The call has one or more associated notes; click on the icon to review the note(s)
" The call has no related transfer legs
- @ The call has related transfer legs; click on the icon to view all transfers associated with the call
Voice location The unique ID of the call recording device that captured audio for the call
Voice filename The unique call reference identifying any voice recording associated with the call

Reordering column headers

Each column header can be reordered by clicking and dragging it to the new location, as shown below:

TlMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Most recent calls

1

Source Liestination Jatasource Duration
18:08:23 London s Fan g ket T T London 00:00:23 0.00 =]

Andrew Montgomery 07940686284 T-Mobile Londaon 00:00:06 0.03 =]

Lance King 2091 Norma Leigh London 00:00:34 0.00

London Sally Francis London 00:00:02 0.00 Q
18:03:33 London Christina Andrews London 00:00:26 0.00 Q
18:02:53 Jason Myers Orson Carte London 00:00:33 0.00

Columns can be sorted by clicking the relevant column header, with each click toggling between ascending and descending order. A small
triangle is displayed alongside the column header to indicate the current sorting order.



Any layout changes you make to the Li ve cal | s panel are saved only for the current web user and do not affect other
web users.

Live stats
Display boards

Display boards overview video

What is a display board?

A display board is a user-definable screen that can comprise any live, up-to-the-minute information, such as call statistics, leaderboards or
RSS feeds. It can also pull content from third-party systems, such as sales management, accounting or CRM software.

Starting from either a blank canvas or from a pre-defined template, a display board can be customised by adding any combination of the

following types of panel, using an on-screen designer:

Label panel
sl | caderboard panel

Summary panel

RSS panel

=[]



Web panel

The example below shows a display board containing a label panel at the top of screen, a leaderboard panel on the left-hand side, and a
series of 6 summary panels on the right-hand side. An RSS panel is displayed at the bottom of the screen. At the top-left corner of the
display board, an additional transparent label panel was added to represent a company logo.

t All Telesales 19:47:31

Best performers Summary stats
T Totalln Longest In
Pos Name Calls v Total dur Avg dur

Grace Harper 24 1 0 7 00:09:16
22

ChI‘IS'EIna AndreWS Grace Harper
Mark Longhorn 21 Total Out Longest Out

Sally Gansa 12 1 4 00:04:27

Ricardo De Souze

Jason Myers Lee Faithful

Billy Elliot Total Lost Most Expensive
Malcolm Meehan 0 44
Lee Faithful n

Lee Faithful

Fire rages near N. Mexico nuclear plant

The fire is about a mile from the Los Alamos National Laboratory. All nuclear materials are protected, lab
officials said in a statement.

The following pages contain details of how to create and customise display boards.

How are display boards populated?

Whilst display boards can be populated by various external data feeds, their principal use is to display up-to-the-minute information about
your organisation's phone calls, for which objects known as "stats points" are employed. These statistics collection points are mathematical
"counters" whose scope is determined by their placement in your directory hierarchy. For example, placing a stats point inside a specific user
group ensures that call information is collected only for users that inhabit the selected group. Similarly, placing a stats point inside a site will
collect only call information for the chosen site.

Additionally, when configuring a stats point, a subject must be specified, which determines the property of each call whose value will be used

when grouping its collated information into distinct sets. For example, specifying a subject of "user" will group its collated call information into
sets of data for each distinct user.

Stats points are defined in the Stats points tab on the Live stats | screen, as shown below:



TlMPLUS Directory Call view Live stats Tariff editor Settin

Disolay boards [ e )

Mame =« Subject Covering period Next reset Status

gfé| All Sites Stats User 1 day 18 May 2012 00:00:00 Loaded =
gﬁ Answered Dialled number 1 day 18 May 2012 00:00:00 Loaded

gﬁ Busy Lines Channel group 1 day 18 May 2012 03:00:00 Loaded

gﬁ Channels London Channel group 1 day 18 May 2012 06:53:20 Loaded

gé| Daily London Service User 1 day Loaded

gé| Daily London Telesales User 1 day 18 May 2012 00:00:00 Loaded

gﬁ DailyStats User 1 day Loaded

gﬁ Dialled Numbers Dialled number 1 day 18 May 2012 00:00:00 Loaded

gf§| Hourly London Sales User 1 hour Loaded

gf%| London ALL User 1 week 18 May 2012 03:33:20 Loaded E
gf%| London Service weekly User 1 week 20 May 2012 00:00:00 Loaded

gf%| London Telesales User 1 day 18 May 2012 00:00:00 Loaded

gfé| Marketing weekly User 1 week Loaded

gﬁ Michaels team User 1 day 18 May 2012 00:07:00 Loaded

gﬁ Missed User 1 day 18 May 2012 00:00:00 Loaded

5] New users User 5 minutes Loaded

gé| Remote Workers User 1 week 20 May 2012 00:01:00 Loaded

gé| Sales London User 1 week 20 May 2012 00:00:00 Loaded | 4
gﬁ Sales Test User 1 day 18 May 2012 00:00:00 Loaded

gﬁ Service Daily London User 1 day 18 May 2012 00:00:00 Loaded

gf§| Test User 1 day 18 May 2012 00:00:00 Loaded -

For more information about stats points and how to create them, refer to the Stats points section.

o In order to create a display board containing call information, at least one stats point must be defined first.

Accessing the display boards

To access your display boards, click on the Live stats | tab and a list of display boards will appear on the left-hand panel.

The list of display boards you are allowed to see depends on the place of your login account in the Directory. To be able to
see additional display boards, contact your system administrator.

To view a display board, click on the  Display | button, as shown below:



TIMPLUS

Reports Directory Call view Live stats Tariff editor Settings Alerts

Display boards

-

E All Telesales Statistics New display board 14:07:54

E Call Centre Stats

Best performers Summary stats
E Call Stats - London weekly

E Daily Outbound Sales
are =830 Longest Out
E First & Last Calls
E Hamish's new toy
E Inbound Stats

E Lendon Accounts

Total Out Longest In

m

E London Daily Stats

E London Sales

E London Service - Weekly
E London Telesales

E Madrid Stats

E Mobile Display board

B Mobilez

E New display board

Total Lost  Most Expensive

Sales Performance

FH sales summary

To design or edit a display board, click on the Design | tab. The design mode of your display board will display as follows:

@ London Daily Stats - Mozilla Firefox | =aacN X |

File Edit Yiew History Bookmarks Tools Help
i London Daily Stats Lt i

@ £ timplus.call-logger.com/designer/Tsuiv=77942

London Daily Stats <%time%> |

= - © © Best performers Summary stats

[

|§ Total In | Longest In

i

-
ilicINOllim [ongest
Out

el | ol

Total Lost Most
Expensive

To access a display board directly, type its URL in the address bar of your web browser, as shown below:



@ London Daily Stats - Mozilla Firefox
File Edit View History Bookmarks Tools Help
| London Daily Stats Lt T

.(_-. i {::}It\mplus.(aH—Ioggar.(om.fdisplayf?suw=77942I C "'- Google P
s d.__ London Daily Stats 11:15:26

Best performers Summary stats
PTEEMTA™™  LongestIn
Pos Name Calls v Total dur Avg dur

Adam Zapel 16 37 00:10:57

Tom Morrow

Tom Morrow 13 Total Out Longest Out

T — Y. R 00:01:33

Olive Yew

Pat Downe 4 Total Lost ~ Most Expens

Claire Annette 4 0 0_ 1 5

Olive Yew

CNN.com

CNN.com delivers up-to-the-minute news and information on the latest top stories,
weather, entertainment, politics and more.

The URL of the display board can be saved in your Favorites, to your desktop or mobile device - if you need to view this screen frequently.
Alternatively, you may want to display this permanently on a large screen in your office so that everyone in your team can monitor the
statistics.

Adding a display board

Adding a display board

X

How to create a display board

Create blank

EUNEY:

Create from template

[%.0

Create from an existing display board

Restrict access to display boards

[%.0

How to create a display board

o Before creating a display board, you must create a stats point object to populate it.

To add a new display board, select the Live stats | tab and click on the Add | button at the top-right corner of the Di spl ay boar ds lis
t, as shown below:



TIMPLUS

Reports Directory Call view Live stats Tariff editor Settings Alerts

Display boards

HH call Centre Stats 22 March 2013 <%title%>

E Call Stats - London weekly

T T
E Daily Outbound Sales

B Firet & Last cCalls Total Lost Total Answered Total Outbound Avg Dur

E Lendon Sales

E London Service - Weekly

E London Stats

B madrid stats

E Mobile Display board

E Maobile2

E New display board 1

E Sales Performance
Sales Summary

E Summary Stats

E Telesales Stats

Max Lines Daily Ave Resp (seconds) Longest Call Duration

A new window will open, allowing you to select one of the following three options:

® Create blank: This option allows you to design your own display board from scratch
® Create from a template: This option allows you to choose a predefined display board template

® Create from an existing display board: This option allows you to create a new display board based on an existing template

Add new display board E3

Mame
Mew display board
Choose to create a blank display board, a @ Create blank
dizsplay board based on a pre-defined Create from a template
Eeorgrpcllatef or to copy an existing display Create from an existing display board

Click Advanced to limit access to the
dizplay board to specific users inside your
organisation.

R
Siovnces o

Create blank

To design your own display board from scratch, select the Cr eat e bl ank option and click on the  Finish | button, as shown below:



Add new display board %

New display board

e ] = =rd to =how

Choose to create a blank display board, a
display board based on a pre-defined
template, or to copy an existing display
board.

Click Advanced to limit access to the

dizplay board to specific users inside your
organisation.

““Rdvanced |

Mame

New display board

[ @ Create blank

Create from a template

Create from an existing display board

ﬂIICE

e —

A new window will open, showing the design mode of your display board, as shown below:

=N 1B

@ London Daily Stats - Mozilla Firefox =Ry X

File Edit Yiew History Bookmarks Tools Help

| Londen Daily Stats Lt a
A || [ timplus.call-logger.com/designer/?suiv=77942 »

For information on how to design your own display board, refer to the Designing a display board section.

Create from a template

To create a display board from a predefined template, select the Creat e from t enpl at e option, then click on the  Next

shown below:

button, as



Add new display board |

New display board

Mame

New display board

Choose to create a blank display board, a ) _Create blank

display board based on a pre-defined [o Create from a template

template, or to copy an existing displa = m— -
boarpd. ! Y g fisplay () Create from an existing display board

Click Advanced to limit access to the

display board to specific users inside your
organisation.

|
Rovrced =

e

You can now select from a series of predefined templates, by clicking on its associated number, then click on the

Template display board

Best performers

2 3 4 5 6 7 8 9

Next =

Provides a leader board to show whao's spent most time -
on calls. For each user, the total and average call Telesales Stats
durations are alsc shown. i Best parommars

Summary panels highlight the longest and most
expensive calls as well as showing a summary of
inbound, outbound and lost calls for the group you
select.

An RSS feed also provides rolling news and current
affairs headlines.

Todal Lost

00:17:14

Most Expensiv

0.58

Next

At this stage, you are asked to select a stats collection point or skip to the next section.

button.



Stats collection point reference

Choose an existing stats collection point
that each panel of the display board =should
reference.

Alternatively, add references to stats
collection points later on from inside the
designer.

@ Don't select a stats collection point

() Select an existing stats collection point

Don't select a stats collection point

If you don't want to select a stats point at this time, click  Finish | and your display board will be added to the Di spl ay boar ds list. A
stats point can be added at a later stage, by accessing the Desi gnmode of your display board. For information on how to configure a stats

collection point, refer to the Adding a stats point section.

Stats collection point reference

Choose an existing stats collection point
that each panel of the display board should
reference.

Alternatively, add references to stats
collection points later on from inside the
designer.

[ @ Don't select a stats collection point ]

() Select an existing stats collection point

w-m-

o The display board will be blank until a stats point is selected.

Select an existing stats collection point

If you select this option, a list with the existing stats points objects will be displayed, as shown below:




Stats collection point reference

Choose an existing stats collection point 7) Don't select a stats collection point
that each panel of the display board should _ L . .
reference. @ Select an existing stats collection point
Alternz_ltively_, add references to stats Subject Covering period
collection points later on from inside the
designer. All Sites Stats User 1 day &
All Stats User 1 day
Answered Dialled number 1 day -
Busy Lines Channel group 1 day 1
Call Groups Channel 1 day
Channels Landon Channel group 1 day
I Daily London Service User 1 day I
Daily London Telesales  User 1 day
DailyStats User 1 day
Dialled Numbers Dialled number 1 day
Hourly London Sales User 1 hour
London ALL User 1 week -

w-m

Select the relevant stats point from the list and click on the  Finish | button to add the new display board to the Di spl ay boar ds list.

Create from an existing display board

To create a display board from an existing template, selectthe Create from an exi sting di spl ay board option and click the
Next | button.

Add new display board ]

New display board
ign a display board to show live call Name
ics, leaderboard feeds and MNew display board
om web panels
Choose to create a blank display board, a () Create blank
display board based on a pre-defined 7) Create from a template
template, or to copy an existing display - — -
board. [-9- Create from an existing display board ]

Click Advanced to limit access to the
display board to specific users inside your
ocrganisation.

R
R |

A list with the currently-available display boards will be shown. Select the one you want to copy, then click on the  Next | button.



Existing display board

“hoo
Choo

m
m

H oaily outbound sales = London Stats
E First & Last Calls
E London Sales 7
E London Service - Weekly

ﬁ London Stats I
B Madrid stats
E Mabile Display board

B Mobilez

E Mew display board 1 E

m

E Sales Performance

E Sales Summary =

You are now given the option to add a stats collection point or skip this stage.

Stats collection point reference

Choose an existing stats collection point

that each panel of the display board should L . .
reference. ) Select an existing stats collection point

@ Don't select a stats collection point

Alternatively, add references to stats
collection points later on from inside the
designer.

Don't select a stats collection point

If you don't want to select a stats collection point at this time, click  Finish | and your display board will be added to the Di spl ay boards

list. A stats point can be added at a later stage, by accessing the Desi gn mode of your display board. For information about how to configure
a stats collection point, refer to the Adding a stats point section.



Stats collection point reference

Choose an existing stats collection point

[ @ Don't select a stats collection point

]

that each panel of the display board =should
reference.

Alternatively, add references to stats
collection points later on from inside the
designer.

() Select an existing stats collection point

w--m-

ﬂ The display board will be blank until a stats point is selected.

Select an existing stats collection point

If you select this option, a list with the existing stats points objects will be displayed, as shown below:

Stats collection point reference

Choose an existing stats collection point
that each panel of the display board should

T Don't select a stats collection point

reference. @ Select an existing stats collection point
Alternativelyl, add references to stats Name & Subject Covering period
collection points later an from inside the
designer. All Sites Stats User 1 day -
All Stats User 1 day
Answered Dialled number 1 day L
Busy Lines Channel group 1 day 1
Call Groups Channel 1 day
Channels Landon Channel group 1 day
I Daily London Service User 1 day I
Daily London Telesales  User 1 day
DailyStats User 1 day
Dialled Numbers Dialled number 1 day
Hourly London Sales User 1 hour
London ALL User 1 week -

w-m-

Select the relevant stats point from the list and click on the  Finish | button to add the new display board in the Di spl ay boar ds list.

Restrict access to display boards

If you want to restrict specific web users from accessing a display board, click on the  Advanced | button at the bottom-left corner of the Ad
d new di spl ay board window, and select the site and group to which you want to limit access to the display board:



Add new display board Eq

New display board

Choose to create a blank d
display board based cn a p
template, or to copy an exi

" Rdvanced |

Select a location

Limit access to the display board by selecting a site

board. or group.
Click Advanced to limit ag .
display board to specific us Site
organisation. Group

London -

Admin -

(" Cance™ g save |

&IICE

R

In the example above, your display board will be accessible to web users that have permissions to the London- Adm n group. If a web user
has access only to London- Account s group, they will not be able to see this display board.

Designing a display board

To design a display board, select it from the Di spl ay boar ds list and click on the

shown below:
TIMPLUS

Display boards

E Call Centre Stats
E Call Stats - London weekly
E Daily Outhound Sales

E First & Last Calls

I E London Daily Stats

E Lendon Sales

E London Service - Weekly
E London Stats

B madrid stats

E Mobile Display board

E Mabile2

E New display board 1

E Sales Performance

E Sales Summary

E Summary Stats

E Telesales Stats

Design

Reports Directory Call view

Tariff editor

button at the top-right corner of the panel, as

Settings Alerts

| T

If you opted to design your display board from scratch, the following screen will appear:



@ London Daily Stats - Mozilla Firefox
File Edit Yiew History Bookmarks Tools Help

| London Daily Stats Lt

- - - a4 L) - .
mplus.call-logger.com/designer/fsuiv=77942 C "- Google P

To add or edit panels in your display board, use the toolbar on the left-hand side of the panel. Each toolbar button is described below:

% The pointer button

The pointer (selector) button allows you to select an object and alter its properties.

i The panel type button

This button allows you to select the type of panel you want to add to the canvas. The available panel types are presented below:

Label panel

i

Leaderboard panel

il E

Summary panel

RSS panel

Web panel

@fep=ay



2
@ London Daily Stats - Mozilla Firefox = (0 e
File Edit Yiew History Bookmarks Tools Help

| London Daily Stats Lt =

# || [0 timplus.call-logger.com/designer/7suiv=77942 C "'- Google P

FEEOER

The aspect ratio button

i

This button allows you to change the ratio of the screen. The defaults available are 16:10 and 4:3, but the board can be stretched to any
value you set.

The grid button

The grid button is a simple toggle switch that shows or hides the grid.

The canvas settings button

T

This button allows you to change the background properties of the canvas.

@ The save button

This button allows you to save any changes made to the canvas.

Display board panels

Common features

This section offers information about how to style the panels of your display boards.



Common features

Selecting a font
Colour picker
Formatting buttons

EUNET N EN: E

Text position

Selecting a font

To select a font style or a font size, expand the drop-down list and choose from the available options, as shown below:

Text style 16pt +  Arial -

Colour picker

To select the colour of an object, click on the drop-down arrow to expand the colour palette.

Text style 16pt -  Arial -

O~ [B]]Y]

To select a standard colour, choose from the Fi xed pal et t e section. If you are adding an image, select the background to be transparent,
so it doesn't interfere with the appearance of the image.

To select a custom colour, click on one of the blank colour squares and type the RGB colour codes to add it to your custom palette. Click on
the _Apply | button to set the chosen colour:

Fixed palette Custom palette

HERRECCINE BCCoooecd
EEECCCCN ]
EEEEECOE * 35
...DDDD. Green 145
EEEEEEO0
HERRECC] 203

o ]

| Transparent |

Formatting buttons

If you would like the text in your display board to appear as bold, italic or underlined, click on the relevant IE' button, as shown
below:



Text style 20pt -  Arial

-

Text position

To determine the position of your text, click on the relevant button, as shown below:

Text style 20pt - Arial

B]Lr][Y]

-

Label panel

Label panel

What is a label panel?
Adding a label panel

Customising a label panel

EUNENEN: E

Label panel - overview video

What is a label panel?

The label panel allows you to add textual labels anywhere on your display board. These labels can consist of static text, dynamic text (such
as the current date and time), and images (such as your company logo) by specifying no text but choosing a background image.

The example below shows how label panels - highlighted in red - appear on a display board; a large label panel, Al | Tel esal es, is shown
at the top of the screen, followed by two smaller label panels, Best Perfornmers and Summary St at s, describing the sections below
them. Two further label panels were used to add a company logo (at the top-left of the page) and the current date and time (at the top-right of
the page).



"[{ All Telesales 19:47:31

Best performers Summary stats
FSStEAMA  Longest In
Pos Name Calls v Total dur Avg dur

Grace Harper 24 1 0 7 00'09' 1 6
Christina Andrews 22

Grace Harper

Mark Longhorn 21 Total Out Longest Out

Sally Gansa 12 1 4 00:04:27

Ricardo De Souze

Jason Myers Lee Faithful
Billy Elliot Total Lost Most Expensive

Malcolm Meehan 0 44
Lee Faithful u
Lee Faithful

Fire rages near N. Mexico nuclear plant

The fire is about a mile from the Los Alamos National Laboratory. All nuclear materials are protected, lab
officials said in a statement.

o There is no limit to the number of label panels you can use on a display board.

Adding a label panel

To add a label panel, click on the toolbar button to expand the list of panel types and choose the . button, as shown below:
@ London Daily Stats - Mogzilla Firefox =RR=N X )
File Edit Yiew History Bookmarks Tools Help
| London Daily Stats Lt V
€ A || O timplus.call-logger.com/designer/Tsuiv=77942 8- Google o

FlIE
[

After selecting the label panel button, the mouse pointer changes into a white crosshair pointer, indicating that the designer is ready to draw
your panel. Click and hold your left mouse button, starting at the point defining the upper-left corner of your new panel. Whilst still holding
down the left mouse button, drag the marquee that will appear to the point that will define the lower-right corner of your panel, as shown
below:



@ London Daily Stats - Mozilla Firefox
File Edit Yiew History Bookmarks Tools Help
i London Daily Stats Lt

M | [ timpluscall-logger.com/de

"'- Google P

Customising a label panel

To customise a label panel, click on the

N

toolbar button to switch to panel selection mode. Hover your mouse pointer over the label

panel you want to customise and click on the @ icon, when it appears towards the top-right corner of the panel, as shown below:

The Label panel

@ London Daily Stats - Mozilla Firefox = (e
File Edit View History Bookmarks Tools Help
{_| London Daily Stats Lt =
A || [ timplus.call-logger.com 79 "" Google pel

Label panel 1

properti es window will open, containing the following tabs:



Label panel properties

Content

[ Hide label

Label Label panel 1
Text style 20pt -  Arial

L]=| |B||T||U

Content

The Content tab allows you to enter the name you want to appear on the label panel and apply any styling properties, such as font
size, font style, text colour, etc.



Label panel properties

osckgroumd | hetics —

Content

[] Hide label

Label London Daily Stats

Text style 24pt -  Arial -
O -] [B][7][U]

Field

Hide
label

Label

Text
style

Description

Tick this option if you don't want your panel to display the textual element, such as when you are adding a stand-alone

Fixed palette

11 || [ |
MBS
]| | [ |

EEEECIC ]
1
HEEEEECC]

| Transparent |

Custom palette

O I
Red
Green

Blue

image in the panel's background property

Enter the text you want to appear on the label panel

Select any styling properties, such as font size, font style, text colour, etc.

Background

The

Background

tab allows you to configure the background properties of your label panel.




Label panel properties

m Background Metrics

Image source C:\imagesilogo.png

Image style Centred

Colour H-

Apply lighting effectd Fixed palette Custom palette

HEEEEEECE COoooooo
| | (S |
EEEEEC W R

EEEECOOE creen
EEEEEECD
EEEEEDO

I Transparent I

Field Description

Image source If you want your panel to display an image, type its source here. Remember, the path is relative to the folder on
disk from which the web content is served, and is different for each class of web user

Image style Choose how the image should be displayed

Colour Choose the background colour of the panel; if you are adding an image, you may want to select Tr anspar ent
so that this does not interfere with your image

Apply lighting Tick this option to apply a shine effect to the entire panel; if you are using the panel to display an image, this
effects to this may adversely affect how it appears
panel

Metrics

The Metrics tab allows you to define the shape of the panel, by entering values for its position and size.



Label panel properties

Metrics

Once you have configured the properties of your Label panel, click on the Save | button to apply any changes.

Label panel - overview video

For a live demonstration of how to design and customise a label panel, watch the video below:



Leaderboard panel

Leaderboard panel

What is a leaderboard panel?
Adding a leaderboard panel
Customising a leaderboard panel

< &

Leaderboard panel - overview video

What is a leaderboard panel?

The leaderboard panel allows you to display your live call logging data organised in columns placed next to each other, in order to provide a
visual summary of any call information you wish to monitor. The content of each column is determined solely by your selection and the
leaderboard can show any combination of column types. The fonts and background of the panel are also customisable.

o The information shown in the leaderboard is updated every time a call finishes and has been logged by the system.

The example below shows a leaderboard panel containing the following columns: the total number of calls, inbound, outbound, lost calls,
duration of inbound, duration of outbound, total duration of calls and is ordered by total number of calls per user:



Paris Weekly IT Team

Pos Name Total¥ In Out Lost Duration (In) Duration (Out) Total Duration

Adam Zapel 1M1 2 00:01:52 00:38:32

1

2 Tom Morrow 66 60 01:49:52 01:50:35
3 DanD. Lyons 59 5 00:02:45 00:26:08
4 Amanda Lynn 57/ 8 00:05:42 00:20:12
9 Bea Minor 952 00:18:36 00:27:24
6 Bill Loney 00:06:02 00:45:22
7 Lance Boyle 00:07:37 00:32:47
8 Al Fresco 00:05:48 00:36:32
9 Claire Annette 00:39:48 00:46:34
10 Aretha Holly 00:06:04 00:39:47

Adding a leaderboard panel

To add a leaderboard panel, click on the toolbar button to expand the list of panel types and choose the ﬁ button, as shown
below:
r@ London Daily Stats - Mozilla Firefox =R é )

File Edit Yiew History Bookmarks Tools Help

. London Daiy Stats = i

f | _ timplus.call-logger.com/designer/ Tsuiv=77242 <} | |..“- Google pl

After selecting the leaderboard panel button, the mouse pointer changes into a white crosshair pointer, indicating that the designer is ready to
draw your panel. Click and hold your left mouse button, starting at the point defining the upper-left corner of your new panel. Whilst still
holding down the left mouse button, drag the marquee that will appear to the point that will define the lower-right corner of your panel, as
shown below:



@ London Daily Stats - Mozilla Firefox

File Edit Yiew History Bookmarks Tools Help

i London Daily Stats o
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Leaderboard panel 1

Customising a leaderboard panel

To customize a leaderboard panel, click on the

N

toolbar button to switch to panel selection mode. Hover your mouse pointer over

. . Fry . .
the leaderboard panel you want to customise and click on the * o icon, when it appears towards the top-right corner of the panel, as shown

below:
@ London Daily Stats - Mosilla Firefox ==
File Edit View History Bookmarks Tools Help
{ " London Daily Stats |t .
.l- Google P

call-logger.com

Leaderboard panel 1




The Leader boar d panel properties window will open, containing the following tabs:

Leaderboard panel properties

e | I I T

Panel title
[] Hide label

Label Leaderboard panel 1

Text style 20pt - Anal -

B][7][Y]

Leaderboard headers

[] Hide headers

Text style 16pt -  Arial

B]Lr][Y]

Title
The Title tab allows you to configure the properties of the panel title and of the leaderboard headers:

Panel title Leaderboard headers

Name Total v Duration In

Adam Zapel 16
Tom Morrow 12
Cheri Pitts 10
Bea Minor 10

Panel title



Leaderboard panel properties

e | I I T

Panel title
[] Hide label

Label Best performers

Text style 24pt -  Arnal -
O~ [B][7][u] [=]=]F]

Leaderboard headers Fixed palette Custom palette

[[] Hide headers .DDDDDDD

Red 35

Text style
Green 145

Blue 203

Field Description
Hide label Tick this option if you don't want your panel to have a title
Label Enter the name of your leaderboard

Text style Select any styling properties for your panel title, e.g font size, font style or text colour etc.

Leaderboard headers



Leaderboard panel properties

Panel title
Hide label

Leaderboard headers

[] Hide headers

Text style 16pt Arial -

O~

Fixed palette Custom palette

[/

Red

IEI L]
[~]
i

Green

Blue

o ]

ERCOC ]
I
L (ONeEE.

Field Description

Hide label Tick this option if you don't want to add any column headers

Text style Select any styling properties for your column headers, e.g font size, font style or text colour etc.

Content

The Content tab allows you to select the type of information you want to display in your leaderboard. Each column can comprise
different call information (duration, response time, etc.), for different call types (inbound, outbound, etc.) and for different entities (sites,
groups, users). For example, one column can show statistics for the total number of inbound calls on a daily basis, while in a different column
you can display the same information, but for a different user group and on a weekly basis.

Perform the following steps to add a column to your leaderboard panel:

Select a stats point

To populate a leaderboard with call logging information, you first need to add a stats point object in the Directory to collect
0 data for the site, group or user you want the leaderboard to display.

To select the relevant stats point for your leaderboard, click on the Find | button, as shown below:



Leaderboard panel properties

Title Content Background m

Call type Answered

Column Name [ Add

Caolumn T

[[] Den't replace numbers with contact names

A new window will open, allowing you to drill-down to the site or group level in the Directory, where the stats point object you want to add

resides. To select the stats point, click on the v d icon alongside it.

Select a stats collection point

Service

Switchboard
Telesales
Woicemail
Answered

Busy Lines
Channels London
Dialled Numbers

London ALL

(3
(3
(3
(3
Er
35l
Er
35l
Er
35l

London Daily Stats




The selected stats point will automatically feed all columns in the leaderboard, but each individual column can be set
afterwards to use a different stats point.

Select a call type

To select the type of call you want to display in this column, click on the Cal | t ype drop-down list and choose from the available options, as
shown below:

Leaderboard panel properties

Title Content Background m

Stats point Find
Call type _Answered |L]

Mizsed

Cutbound

Column Cuthound NfC
Internal

Tandem
All

[7] Den't replace numbers with contact names

Select column information

To select the type of call information you want to display in this column, such as total duration, response time, etc., click on the Col unm drop-
down list and choose from the available options, as shown below:



Leaderboard panel properties

Title Content Background m

Call type Answered

-
Colum B
-~

Mame

N —
Count

Call concurrency
Total
Duration
Maximum
Response
Response by
Duration
Duration by
Minimuny
Response
Response by
Curation
Duration by
[[] Den't replace numbeAverage
Response
Curation
First call

Click onthe Add | button to add the column to the list and repeat the process if you need to add another column.

Leaderboard panel properties

Title Content Background m

Call type answered P

] { Pos Wila-® B
I I Name @ﬁ

I Total A~

[[] Den't replace numbers with contact names

In the example below, the following settings for the Cal | type and Col umm fields have been selected in order to form the columns that



appear in the list:

Leaderboard panel properties

Title Content Background m

Call type Answered
Column Duration Add

Calumn
| 1 pos Hoilav» B
I I nName @ S

I I Total @S
T 4~> B
i 4 ou A-> 5

[0 Lost [A~-]> &[]
I | Duration In |ﬂ ™ -

[ Don't replace numbers with contact names

Name Call type Column
Pos All Posi tion
Narre All Narme

Tot al All Count

I'n Answer ed Count
Qut Qut bound Count
Lost M ssed Count

Duration In Answer ed Aver age duration

Changing column name

To change the name of a column, click on it to highlight the text and enter the new name. Press the Ent er key to save the changes.



Leaderboard panel properties

Stats point

Call type

Zolumn

Answered

Count

Caolumn T

| | Pos
I I Name
I I Total

I

[[] Den't replace numbers with contact names

Rearranging columns

To rearrange the columns in a different order, click on the [} Jl icon alongside each column. By clicking on the [} icon, the column will move
one level up in the design mode, and one column to the left on the live display board.

In the example below, we rearrange the | n and Tot al columns. By clicking on the Il icon next to the Tot al column, we move it one level
up.

Leaderboard panel properties X Leaderboard panel properties X

Call type Answered - Call type Answered -
Calumn Duration - Rdd Column Duration -
1] pos Buaa~-»= @ L Pos Baa~v» 3
1 1 mame A~ F 1 I name A~ F
1 | Total A~ F Thm A~ F
tlm A~mFH 1 ] Total A~ F
T T ow Aiv» & T oo iv»
T | Lost A~ F T | Lost A~ F
[] Don't replace numbers with contact names [Tl Don't replace numbers with contact names
e T s S

Changing a column's sorting

1
To sort the columns to appear in a specific order, click on the 1 i icon.

In the example below, we change the sorting of the Tot al column from descending to ascending. By clicking on the *1 icon alongside the T

ot al column, we turn the sorting of this column to descending.




Leaderboard panel properties [x] Leaderboard panel properties ]

Call type Answered - Call type Answered -

Celumn Duration - Add Column Duration - Add
| pes A~ T § Pos A~ 3
1 1 Name A~ F 1 I Name A~>»F
1§ Total [A~]> & 0§ Total [A~]> &
T4 A~ T T4m A~ 3
1 I out A~ F T out A~m»F
1 | Lost A~ F i | Lost A~m»F
[7] Don't replace numbers with contact names 7] Don't replace numbers with contact names

Changing the stats collection point

To change the stats collection point of a column, click on the icon alongside it, as shown below:

Leaderboard panel properties

Title Content Background m

Stats point
Call type

Column Curation

Answered

Column

| Il Pos
I I name
[} ﬂ, Total
T din

[} ﬂ, Out
I | Lost

I Duration In

[] Don't replace numbers with contact names

A new window will open, allowing you to drill-down to the site or group level in the Directory, where the stats point object you want to add
resides. To select the stats point, click on the v icon alongside it.



Select a stats collection point to link to X
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2

Switchboard
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London Daily Stats

After selecting the new stats point, the icon will automatically turn into Blil to highlight that the current column is using a different stats
collection point.

Title

Stats point

Call type All

Column Count

Calumn T

I I Pos
{1 Name
I 1 Total
f1m

[} J], Cut
]_|' Liost

[ Don't replace numbers with contact names




Changing the font properties

Click on the icon to change any styling properties for the selected column, e.g font size, font style or text colour etc.

Leaderboard panel properties

Title Content Background m

Call type All -

Column i

| 1 pos U oi[A~™ @

I I Name A~ F

I I Total A~ FH

il 1n A~mFH

i Jl ot Text style

I Lost 20pt » Arial -
[B][7][Y]

[ Don't replace numbers with contact names

sy e

Hiding a column

To temporarily hide a column from your leaderboard panel, click on the = icon, which will turn automatically into o highlighting the
column is hidden.



Leaderboard panel properties
Title

Stats point

Call type All

Zolumn Count

Caolumn T

I § Ppos 13
I Il Name

I I Total

1w

[} ]], Cut
u‘ Liost

[[] Den't replace numbers with contact names

e

To display the column again, click on the X icon, which will turn back into g

Deleting a column

If you would like to permanently delete a column from your leaderboard panel, click on the ﬁ icon, as shown below:



Leaderboard panel properties
Title

Stats point

Call type All

Zolumn Count

Caolumn T

I § Ppos 13
I Il Name

I I Total

1w

[} ]l Cut
u‘ Liost

[[] Den't replace numbers with contact names

Background

The Background tab allows you to configure the background properties of your leaderboard panel.



Leaderboard panel properties

Image source

Image style Centred

Colour H-

Apply lighting effects| Fixed palette Custom palette

EEEEEECE EOOD0000
NN
EEEETOON *
EEEEOOE creen
EEEEEECD
EEEEEDOC

| Transparent |

Cance]

Field Description

Image source If you want your panel to display an image, type its source here. Remember, the path is relative to the folder on
disk from which the web content is served, and is different for each class of web user

Image style Choose how the image should be displayed

Colour Choose the background colour of the panel; if you are adding an image, you may want to select Tr anspar ent
so that this does not interfere with your image

Apply lighting Tick this option to apply a shine effect to the entire panel; if you are using the panel to display an image, this
effects to this may adversely affect how it appears
panel

Metrics

The Metrics tab allows you to define the size of the leaderboard panel and the parameters of the page.



Leaderboard panel properties

Title m Background Metrics

Left o px
Top 159 pa
Width 940 px
Height 550 px
Paging

D Use automatic paging
Fage size 10
|:| Show the first page only

Page speed 3 seconds

“Cancel " save |

Panel size
To define the shape of the panel, enter the values for its position and size.
Paging

If you want to use automatic paging, select the box provided; alternatively, enter the number of rows you want the leaderboard to show per
page, or select Show the first page only. If the leaderboard has more than one page, you can set the rate at which you want the
pages to change, by entering a value in the Page speed box.

Once you have configured the settings of your leaderboard panel, click on the Save | button to apply any changes.

Leaderboard panel - overview video

For a live demonstration of how to design and customise a leaderboard panel, watch the video below:



Summary panel

Summary panel

What is a summary panel?
Adding a summary panel

Customising a summary panel

< R

Summary panel - overview video

What is a summary panel?

Summary panels are normally used to display call statistics based on a particular call type or call property, e.g. the longest call, the most
expensive call, the total number of inbound calls etc.

The display board in the screenshot below displays several summary panels, each of them showing call information grouped by different
criteria

10Febriary  Paris Support Stats 162853

Total In Total Lost Total Out Total Calls

465 | 12 | 425 1122

Longest Ring Longest Ring Most Expensive Max Lines

34 00:01:55 2.31 5

Tadao Ande Mischa Solov Ahrun Hussain

Total Duration

Longest In Last Missed Longest Out

00:15:03 @ 09:58:26 g 00:25:39

Olive Yew Mia Brennan Ahrun Hussain

17:10:28

BBC News - Home

The latest stories from the Home section of the BBC News web
site.

Adding a summary panel

To add a summary panel, click on the toolbar button to expand the list of panel types and choose the m button, as shown
below:




@ London Daily Stats - Mozilla Firefox
File Edit Miew History Bookmarks Tools Help

 London Daily Stats Lt

timplus.call-logger.com/de
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29 - Google »p

After selecting the summary panel button, the mouse pointer changes into a white crosshair pointer, indicating that the designer is ready to
draw your panel. Click and hold your left mouse button, starting at the point defining the upper-left corner of your new panel. Whilst still
holding down the left mouse button, drag the marquee that will appear to the point that will define the lower-right corner of your panel, as

shown below:

@ London Daily Stats - Mozilla Firefox =aacN X |

File Edit Yiew History Bookmarks Tools Help

| Londen Daily Stats Lt a
A || [ timplus.call-logger.com/designer/?suiv=77942 -.l’ Google pel

Customising a summary panel

To customize a summary panel, click on the

R

toolbar button to switch to panel selection mode. Hover your mouse pointer over the

label panel you want to customise and click on the (r':f icon, when it appears towards the top-right corner of the panel, as shown below:



@ London Daily Stats - Mozilla Firefox
File Edit Yiew History Bookmarks Tools Help
| London Daily Stats Lt

# || [0 timplus.call-logger.com/designer/7suiv=77942 _"_ Google P

Summary panelg]zg

The Sunmary panel properti es window will open, containing the following tabs:
Summary panel properties
Title

Hide label

Label Summary panel 1

Text style 20pt -  Arial
(]~ |B||T||U

Title

The Title tab allows you to enter the name you want to appear on the summary panel and apply any styling properties, such as font
size, font style, text colour, etc.



Summary panel properties

&

Hide label

Label Total In

Text style 24pt

Custom palette

| (W
Red 119

Green 145

Blue 34

Field Description
Hide label Tick this option if you don't want your panel to have a title
Label Enter a title for your summary panel
Text style Select any styling properties for your panel title, e.g font size, font style or text colour etc.
Content
The Content tab allows you to select the type of call information you want to display in your summary panel.

Selecting a stats point

To populate the summary panel with call logging information, you first need to create a stats point object in the Directory to
ﬂ collect data for the site, group or user that you want the summary panel to display.

To choose the entity whose calls you want to display in this panel, select a stats collection point, by clicking on the Find | button.



Summary panel properties

Content

Stats point

Call type Answered
Column Count
Show summary value

Summary value
Text style Autc o+ Arial
L= |B||T|U

Show the name of the user responsible for this figure

A new window will open, allowing you to drill-down to the site or group level in the Directory, where the stats point object you want to add
resides. To select the stats point, click on the v d icon alongside it.

Select a stats collection point

Service
Switchboard
Telesales
Woicemail
Answered

Busy Lines
Channels London
Dialled Numbers

London ALL
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London Daily Stats

This will now appear as your chosen stats point.



Selecting the call type

To select the call type you want to display in this column, click on the Cal | t ype drop-down list and choose from the available options, as
shown below:

Summary panel properties

Title Content Background m
Stats point Lendon Daily Stats _

Call type _Answered |L]

Zolumn

Missed
Outbound
Show summary valu Outbound N/C
Internal
Summary value TlEil'ldEI'I'I
A
Text style Auto -  Anal -

B 7][Y]

Show the name of the user responsible for this figure

Selecting the information type

To select the type of call information you want to display in the summary panel, such as total duration, response time, etc., click on the Col u
mm drop-down list and choose from the available options, as shown below:



Summary panel properties

Title Content Background m
Stats point London Daily Stats

Call type Answered -
Column ‘Count ;;]

-
Show summary valu Call concurrency 0
Total
Summary value Duration
Maximum
Text style Response
Duration
Minimum
Response
Duration
Show the name of thﬂverage
Response
Duration
First call
By
Date & time
Duration
Reszponse
CLI

Dialled number ri —_—a=

Show summary values

To see only the summary values for the information displayed in this panel, without the textual element, tick the available option and apply
any styling properties, if preferred.



Summary panel properties

Title Content Background m
Stats point Londen Daily Stats

Call type Answered

Zolumn Count -

Show summary value

Summary value

Text style 2zpt - Arial -

-] Bl7][u]

Fixed palette

Show the name of the use 1 ] ] ] [l |

Custom palette

| [Hnnn

Red

N
...DDDD. Green
HERRRECC

Blue

1]

Show the name of the user

To see the name of the user whose call information is displayed in this panel, tick the available option and apply any styling properties, if
preferred.

In the example below, we have selected to show the longest outbound call, so in the Cal | type field we have selected Cut bound, and in
the Col umm field we have selected Maxi mum Dur at i on. Ticking the box to display the name of the user that meets the criteria above, the
summary panel will display the outbound call with the max duration and the name of the person who achieved this.



Summary panel properties

Stats point Londen Daily Stats

Call type Cutbound

Celumn Duration

Show summary value

Summary value

Text style 22pt -  Arial -

(W~ [B]1][Y]

Show the name of the user responsible for this figure

Summary value by

Text style 20pt  « Arial -

-] (5]2][g]
L T

The summary panel of this last example will display as shown below:

Longest duration

Background

The Background tab allows you to configure the background properties of your summary panel.



Summary panel properties

Image =source

Image style Centred

Colour H-

Apply lighting effectd Fixed palette Custom palette

HEEEENCC N NECOOOOO

EEEEEC W Red 119

EEEDCOCOCE Green 145
EEEEED] e 3

| Transparent |
Cancel

L T

Field Description

Image source If you want your panel to display an image, type its source here. Remember, the path is relative to the folder on
disk from which the web content is served, and is different for each class of web user

Image style Choose how the image should be displayed

Colour Choose the background colour of the panel; if you are adding an image, you may want to select Tr anspar ent
so that this does not interfere with your image

Apply lighting Tick this option to apply a shine effect to the entire panel; if you are using the panel to display an image, this
effects to this may adversely affect how it appears
panel

The two examples below show the difference between panels with and without lighting effects.

Longest duration Longest duration

Metrics

The Metrics tab allows you to define the shape of the panel, by entering values for its position and size.



Summary panel properties

Summary panel - overview video

For a live demonstration of how to design and customise a summary panel, watch the video below:

RSS panel



RSS panel

What is an RSS panel?
Adding an RSS panel
Customising an RSS panel

< &

RSS panel - overview video

What is an RSS panel?

An RSS panel allows you to send a live RSS feed to your display board. The example below shows an RSS panel displayed at the bottom of
the board.

19:47:31

T

All Telesales

Best performers Summary stats

" Totalln Longest In

Pos Name Calls v Totaldur Avgdur

Grace Harper
Christina Andrews
Mark Longhorn
Sally Gansa
Ricardo De Souze
Jason Myers

Billy Elliot
Malcolm Meehan
Lee Faithful

24
22
21
12
12
12
7
3
3

1 07 00:09:16

Grace Harper
Total Out

Longest Out

00:04:27
Total Lost

0 044

Most Expensive
Lee Faithful

Fire rages near N. Mexico nuclear plant

The fire is about a mile from the Los Alamos National Laboratory. All nuclear materials are protected, lab
officials said in a statement.

Adding an RSS panel

To add an RSS panel, click on the

toolbar button to expand the list of panel types and choose the G button, as shown below:

-

-
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After selecting the RSS panel button, the mouse pointer changes into a white crosshair pointer, indicating that the designer is ready to draw
your panel. Click and hold your left mouse button, starting at the point defining the upper-left corner of your new panel. Whilst still holding
down the left mouse button, drag the marquee that will appear to the point that will define the lower-right corner of your panel, as shown

below:
@ London Daily Stats - Mozilla Firefox =aacN X |
File Edit Yiew History Bookmarks Tools Help
| Londen Daily Stats Lt a
A || [ timplus.call-logger.com/designer/7s. -.l’ Google pel

Customising an RSS panel

To customize an RSS panel, click on the

N

toolbar button to switch to panel selection mode. Hover your mouse pointer over the

label panel you want to customise and click on the @ icon, when it appears towards the top-right corner of the panel, as shown below:



@ London Daily Stats - Mozilla Firefox
File Edit Yiew History Bookmarks Tools Help
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The RSS panel properties window will open, containing the following tabs:
RSS panel properties

Content

RS5 title

N

| RSS feeds consist of text only

Content

The Content tab allows you to add the URL of your RSS feed, e.g. http://www.telegraph.co.uk/rss. To verify that the feed is valid,


http://www.telegraph.co.uk/rss

click onthe Check | button.

RSS panel properties

sockground | v |
RE5 URL tp://www.telegraph.co.uk/rsd

RSS title Add

R55 feeds consist of text anly

If the entry is valid, the title of the RSS feed will appear in the RSS ti t | e field. Click on the Add | button to add this feed to your RSS
panel, as shown below:



RSS panel properties

cackgrond | etrics

RS5 URL http:/fwww.telegraph.co.ubky/re

R3S title Telegraph.co.uk - Telegraph _m

RS5 feeds consist of text only

By default, this will appear in your RSS panel as follows:

RSS panel properties

cackgraund | werics

RSS title [ Add

Telegraph.co.uk - Telegraph online, Dail... =
http:/fwww.teleqgraph.co.ub/res

R55 feeds consist of text anly

To add another RSS feed to your panel, follow the same procedure as described above.



Reordering RSS feeds

If your RSS panel contains more than one RSS feed, you can change the order they will appear on your display board, by clicking on the
[} Jl icons alongside each feed, as shown below:

RSS panel properties

cackground | verics |

RSS title [ Add

| || Telegraph.co.uk - Telegraph onling, Dail... =
http://www.telegraph.co.uk/rss

I J]|BBC News - Home =

http://feeds.bboi.co.uk/news/rs=.xml?edi...

I | CNN.com - World =

http://res.cnn.com/r=s/edition _world.rss

RS5 feeds consist of text only

Deleting an RSS feed

To delete an RSS feed from the panel, click on the ﬁ icon as shown below:



RSS panel properties

Content

RS5 title

e

|| Telegraph.co.uk - Telegraph onling, Dail...

http:/fwww.telegraph.co.uk/rss

| | BBC MNews - Home ﬁ I
http://feeds.bboi.co.uk/news/rss.xml?edi...

CMNMN.com - Waorld

http://res.cnn.com/rss/edition_world.rss

RSS feeds consist of text only

Appearance

The Appearance tab allows you change the look of your RSS feed, by amending one or more of the following properties: the article
title, the article description and the bullet point, as shown below:

Bullet point Article Title

Fire rages near N. Mexico nuclear plant

The fire is about a mile from the Los Alamos National Laboratory. All nuclear materials are protected, lab

officials said in a statement.

Article description



RSS panel properties

" Corver: | oo | e

Article title

Text style 24pt  «  Arial

O~] [Bl[z][Y] III

Article description

Text style 20pt «  Arial

O~] [B][z][Y] III

Bullet point
Image source
Width

Background colour

Article title

Apply any styling properties, such as font size, font style or text colour, if you want to change the appearance of your article title.

Article title

Text style 30pt - Arial

(W~ [B]l7][Y] III

Article description
Apply any styling properties, such as font size, font style or text colour, if you want to change the appearance of your article description.

Article description

Text style 22pt W  Arial

O~ [B]L7][Y] III

Bullet point

Bullet point
Image source

Width 16 [5s

Background colour



Field Description

Image To use an image rather than a plain colour as your bullet point, enter its source here; the path is relative to the folder
source on disk from which the web content is served, and is different for each class of web user; the background colour should
be set as Tr anspar ent , so it does not interfere with your image

Width Define the width of the image, in pixels
Background If you don't want to use an image as your bullet point, you can select a background colour
colour

The example below shows two different bullet point implementations of the same RSS feed. On the left, you can see an image as a bullet
point, whereas on the right the bullet point is a coloured rectangle of specific width.

Fire rages near Fire rages near N. Mex

The fire is about a mile from the
officials said in a statement.

The fire is about a milg
officials said in a state

Background

The Background tab allows you to configure the background properties of your RSS panel.

RSS panel properties
Background

Image source Ci\images'rss_bag.png
Image style Repeat
Colour (1=

| Apply lighting effectd Fixed palette Custom palette

EEEEEECE EEO00000
NN

EEEECOOE creen
EEEEEECD
EEEEEDO

I Transparent I

Field Description



Image source If you want your panel to display an image, type its source here. Remember, the path is relative to the folder on
disk from which the web content is served, and is different for each class of web user

Image style Choose how the image should be displayed

Colour Choose the background colour of the panel; if you are adding an image, you may want to select Tr anspar ent
so that this does not interfere with your image

Apply lighting Tick this option to apply a shine effect to the entire panel; if you are using the panel to display an image, this
effects to this may adversely affect how it appears
panel

The two examples below show the difference between panels with and without lighting effects.

Fire rages near Fire rages near

The fire is about a milg The fire is about a milg

officials said in a state \ officials said in a state

o It is recommended that you check with the RSS feed provider that they are happy for you to use their feed.

Metrics

The Metrics tab allows you to define the shape of the panel, by entering values for its position and size. You are also given the
option to determine the refresh frequency of the page, by entering a value inthe Arti cl e refresh box.



RSS panel properties

" Coreert | ppesrance | aciground

Left P
Top px
Width P
Height P

Article refresh r seconds

When you have finished configuring the properties of your RSS panel, click on the Save | button to apply the changes.

RSS panel - overview video

For a live demonstration of how to design and customise an RSS panel, watch the video below:



Web panel

Web panel

What is a web panel?
Adding a web panel
Customising a web panel

BN ENNEN: E

Web panel - overview video

What is a web panel?

A web panel allows you to display a web page in any section of your display board. In the example below, the BBC News page is displayed
on the right-hand side of the board, alongside a leaderboard panel.

12 April London Daily Stats 13:25:47

Pos Name v Total Total Duration In Lost Out BE] tows | Spont | Mostter
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Jo Sargeant 5 00:02:02 O Jse when orderng
Pat Downe 4 00:03:05 1
Olive Yew 4 00:03:54 1

3

Gail Storm 3 00:01:30

O 00 N O O ewWw N =
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0
0
4 Should shops ban phone
1
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0

BBC TWO | FACTUAL BBC RADIO 4 | COMED"

Adding a web panel

To add a web panel, click on the toolbar button to expand the list of panel types and choose the 1l

button, as shown below:




@ London Daily Stats - Mozilla Firefox
File Edit Miew History Bookmarks Tools Help

i London Daily Stats Lt

€ #

| N

=

(-

After selecting the web panel button, the mouse pointer changes into a white crosshair pointer, indicating that the designer is ready to draw
your panel. Click and hold your left mouse button, starting at the point defining the upper-left corner of your new panel. Whilst still holding
down the left mouse button, drag the marquee that will appear to the point that will define the lower-right corner of your panel, as shown

below:
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Customising a Web panel

To customize a web panel, click on the

]

toolbar button to switch to panel selection mode. Hover your mouse pointer over the label

panel you want to customise and click on the @ icon, when it appears towards the top-right corner of the panel, as shown below:
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File Edit Yiew History Bookmarks Tools Help
{_| London Daily Stats Lt =

# || [0 timplus.call-logger.com/designer/7suiv=77942 ."_ Google o

The Web page panel properti es window will open, containing the following tabs:
Web page panel properties
Content

Content URL

Content title
*

Content

The Content tab allows you to add the URL and title of the web page you want to display. Click on the Add | button to add the
web page to the panel, as shown below:



Web page panel properties

Content Background m

Content URL www.bbc.co.uk

Content title BBC News “ I

Background

The Background tab allows you to configure the background properties of your web panel.



Web page panel properties

Image source
Image style

Colour

Apply lighting effectd Fixed palette Custom palette

Field

Image source

Background

Centred

u-

EEEEEECE EEOO0000
NN
EEEEECON *
EEEEOOE creen
EEEEEECD
EEEEEDOC

| Transparent |

Cance]

Description

If you want your panel to display an image, type its source here. Remember, the path is relative to the folder on
disk from which the web content is served, and is different for each class of web user

Image style Choose how the image should be displayed
Colour Choose the background colour of the panel; if you are adding an image, you may want to select Tr anspar ent
so that this does not interfere with your image
Apply lighting Tick this option to apply a shine effect to the entire panel; if you are using the panel to display an image, this
effects to this may adversely affect how it appears
panel
Metrics
The Metrics tab allows you to define the shape of the panel, by entering values for its position and size. You are also given the

option to determine the refresh frequency of the page, by entering a value in the Ref r esh page box, as shown below:


http://docs.tri-line.com:8090/display/plus/Common+features

Web page panel properties

Metrics

Left P

Top px
Width P

Height P

Refresh page every zeconds

When you have finished configuring the properties of your Web panel, click on the Save | button to apply the changes.

Web panel - overview video

For a live demonstration of how to design and customise a web panel, watch the video below:



Deleting a display board

To delete a display board, select it from the Di spl ay boar ds list and click on the Delete | button at the top-right corner of the screen, as

shown below:
TIMPLUS

Display boards

E &ll Telesales Statistics
E Call Centre Stats

E Call Stats - London weekly
E Daily Outbound Sales
E First & Last Calls

E Hamish's new toy

E Inbound Stats

E Lendon Accounts

E London Daily Stats

E London Sales

E London Service - Weelkly
E London Telesales

E Madrid Stats

E Mobile Display board

H Mabile2

E New display board

E Sales Performance

FH sales Summarv

FAQs

Reports

m,

Directory

Call view Live stats

Tariff editor

Settings Alerts

<%title%>

Bestperformers

11:54:14

summary s

Total In gRULE=$eN

Total Out Longest In

Total Lost  Most Expensive

Q. How many display boards can | have?

A. There is no limit to the number of display boards allowed in TIM Plus.

Q. How much do display boards cost?

A. There is no charge for adding additional display boards to TIM Plus.

Some sample display boards are shown below:




10 February Norway Weekly Stats 16:22:28

""Totallost  Total Outbound  Total Answered =~ AvgDur
12 422 462 00:00:55
Name Total Callsv Ans Avedur (Ans) Out Avedur(out) Lost
Ali Katt 23
Bertrand Freur 20
Bill Board 17
Tom Katz 16
Pat Downe 16
Myles Long 16
Jo Sargeant 16
Crystal Ball 16
[ | |
Call Center our Logo

Pos Name Total v In Out Missed Total In

1 Adam Zapel 110 2 103 0

2 Tom Morrow 64 298 2 0

3 DanD. Lyons 59 5 48 0

4 Amanda Lynn o6 8 41 0

5  Bea Minor 51 - 36 12 - 0 Total Out

6 Bill Loney 45 14 13 0

7 Lance Boyle 38 (2] 0 42 2
8 AlFresco 36 1 13 0

9 Claire Annette 32 0 0 Total Missed
10 Cheri Pitts 28 0 0

11 Aretha Holly 24 o 16 0 1 2
12 Anna Recksiek 27 8 10 0




New York Admin Team  “Yourrogs

Pos Name Total calls v Total dur In Lost Out Total In
Adam Zapel 00:38:32
Tom Morrow 01:52:56
Dan D. Lyons 00:26:08
Amanda Lynn 00:20:12 Total Out

Bea Minor 00:27:24
Bill Loney 00:45:22
Lance Boyle 00:32:47

Missed

CNN._com delivers up-to-the-minute news and
information on the latest top stories, weather,
entertainment, politics and more.

10Febriary  Paris Support Stats 16:28:53

onges

00:01 :55

Tadao Ande Mischa Solov

00:15:03 09:58:26 00:25:39 17:10-28

BBC News - Home

' ‘J The latest stories from the Home section of the BBC News web
site.




> " o x
Paris Weekly IT Team

Pos Name Total¥ In Out Lost Duration (In) Duration (Out) Total Duration

Adam Zapel 1M1 2 00:01:52 00:38:32
Tom Morrow 66 60 01:49:52 01:90:35
Dan D. Lyons 59 5 00:02:45 00:26:08

Amanda Lynn 5/ 8 00:05:42 00:20:12
Bea Minor 36 00:18:36 00:27:24
Bill Loney 45 14 00:06:02 00:45:22
Lance Boyle 38 12 00:07:37 00:32:47
Al Fresco 37 1 00:05:48 00:36:32
Claire Annette 34 26 00:39:48 00:46:34
10 Aretha Holly 31 5 00:06:04 00:39:47

© 00 N O O B W N =

10fFebruay  Barcelona Accounts 162442

oaly statistics
|n 109 00:00:55 In 463 00:01:08
Out 111 oco:00:54 Out 423 00:00:46

Average ring Average ring

Lost 4 00:00:35 Lost 12 00:00:27
ol 286 |oa 1117




TIM Plus User Manual

Q. Can | show only missed calls on a display board?

A. Yes. See details below:

1. When creating a stats collection point for your display board, select CLI from the drop-down list of the Subj ect field, as
shown below:

Live stats Tariff editor

London Telesales

Update stats collection point

Choose the site, group or user you want
the statistics to encompass. Site London

Name London Telesales

Select what you want the subject of the Group Telesales
statistics to be.
User (Al users)

Finally, choose when you want the statistics Subject U
to reset, and how often.

The statistics will reset every:
1 days -

Starting from:

00:00:00 on 11  Oct - 2012

Use data from the last reset period

2. Click on the Exclusions tab.

3. Tick the relevant boxes to exclude all call types except Di r ect abandoned.

London Telesales

Exclude call types
= oi

Select the call types you want to exclude. Direct abandoned
Transfer abandoned
Direct answered
Answered transfer
PBX feature
Internal

Internal not connected
DQutbound transfer
Qutbound not connected
Direct outbound

/| Tandem

Stats points

© Copyright Tri-Line Network Telephony Limited, London, England, 2013



Stats points

What is a stats point?

Adding a stats point

Configuring a stats point
Excluding a user from a stats point

Deleting a stats point

B BN N N e E

Stats point - overview video

What is a stats point?

A statistics collection point (stats point) object is a mathematical "counter" whose scope of data collection is determined by its placement in
your directory hierarchy. As calls are made and received, the properties of each one are collated for future consumption by display boards.
Stats points can be configured to only collect calls of a certain type or calls whose properties match certain criteria.

TlMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Display boards [N [ Feresr

Subject Covering period Next reset Status.
gé| All Sites Stats User 1 day 18 May 2012 00:00:00 Loaded =l
gé| Answered Dialled number 1 day 18 May 2012 00:00:00 Loaded
gﬁ Busy Lines Channel group 1 day 18 May 2012 03:00:00 Loaded
gﬁ Channels London Channel group 1 day 18 May 2012 06:53:20 Loaded
gf§| Daily London Service User 1 day Loaded
gf%| Daily London Telesales User 1 day 18 May 2012 00:00:00 Loaded
gf%| DailyStats User 1 day Loaded
gf§| Dialled Numbers Dialled number 1 day 18 May 2012 00:00:00 Loaded
23] Hourly London Sales User 1 hour Loaded
23] London ALL User 1 week 18 May 2012 03:33:20 Loaded 3
gﬁ London Service weelkly User 1 weelk 20 May 2012 00:00:00 Loaded
gé| London Telesales User 1 day 18 May 2012 00:00:00 Loaded
gé| Marketing weekly User 1 week Loaded
gﬁ Michaels team User 1 day 18 May 2012 00:07:00 Loaded
gﬁ Missed User 1 day 18 May 2012 00:00:00 Loaded
=] New users User 5 minutes Loaded
gf%| Remote Workers User 1 week 20 May 2012 00:01:00 Loaded
gf%| Sales London User 1 week 20 May 2012 00:00:00 Loaded | 4
gf%| Sales Test User 1 day 18 May 2012 00:00:00 Loaded
gfé| Service Daily London User 1 day 18 May 2012 00:00:00 Loaded
gﬁ Test User 1 day 18 May 2012 00:00:00 Loaded -

Adding a stats point

To add a stats point, select the Live stats | tab and click on the  Stats points | button.

o There is no limit to the number of stats points allowed in TIM Plus.



TIMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Display boards  JJEERERERR R

Name & Subject Covering period Next reset Status

gﬁ All Sites Stats User 1 day 28 March 2013 00:00:00 Loaded ol
gﬁ All Stats User 1 day 28 March 2013 00:00:00 Loaded

gé Answered Dialled number 1 day 28 March 2013 00:00:00 Loaded

gﬁ Busy Lines Channel group 1 day 28 March 2013 03:00:00 Loaded

gﬁ Call Groups Channel 1 day 28 March 2013 11:00:00 Loaded

gé Channels Londen Channel group 1 day 28 March 2013 03:00:00 Loaded

gﬁ Daily London Service User 1 day 28 March 2013 00:00:00 Loaded

gjﬁ Daily London Telezales User 1 day 28 March 2013 00:00:00 Loaded

g\ﬁ DailyStats User 1 day 28 March 2013 00:00:00 Loaded L
gﬁ Dialled Numbers Dialled number 1 day 28 March 2013 00:00:00 Loaded 3
gjﬁ Hourly London Sales User 1 hour 27 March 2013 16:00:00 Loaded

giﬁ London ALL User 1 week 29 March 2013 03:33:20 Loaded

gﬁ London Daily Stats User 1 day 28 March 2013 00:00:00 Loaded

gjﬁ Lendon Service weekly User 1 weelk 31 March 2013 00:00:00 Loaded

giﬁ London Telesales User 1 day 28 March 2013 00:00:00 Loaded

gﬁ Marketing weekly User 1 week 01 April 2013 00:00:00 Loaded

gjﬁ Miszsed User 1 day 28 March 2013 00:00:00 Loaded

giﬁ MNon-Geographic No's Dialled number 1 month 01 April 2013 00:00:00 Loaded B
gﬁ Sales London User 1 week 31 March 2013 00:00:00 Loaded

gjﬁ Sales Test User 1 day 28 March 2013 00:00:00 Loaded

gﬁ Service Daily London User 1 day 28 March 2013 00:00:00 Loaded

gﬁ US Daily Stats User 1 day 28 March 2013 01:00:00 Loaded

A new window will open, where you can configure the properties of your stats point. Once you have entered all the parameters, click on the
Add | button to add the new stats point to the list.

Add new stats collection point E

New stats collection point

A =stats collection point collects call data Name

grouped by a common subject Site (Al sites) -
This can be based on user, user group,

channel, channel group, dialled number, Group
chargeband, destination, half hour time User
slots, or account code
Subject User -

Choose the site, group or user you want

the statistics to encompass. The statistics will reset every:

Select what you want the subject of the 1 days -
statistics to be.

) o Starting from:
Finally, choose when you want the statistics

to reset, and how often. 00:00:00 on 19 May - 2012

[7] use data from the last reset period

Configuring a stats point

To configure or edit a stats collection point, select it from the St at s poi nt s list and click on the _Properties | button at the top-right
corner of the panel, as shown below:



TIMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Disslay bosrcs [T A S

Name & Subject Covering period MNext reset Status

gﬁl All Sites Stats User 1 day 28 March 2013 00:00:00 Loaded it
aﬁ All Stats Uszer 1 day 28 March 2013 00:00:00 Loaded

gﬁl Answered Dialled number 1 day 28 March 2013 00:00:00 Loaded

gél Busy Lines Channel group 1 day 28 March 2013 03:00:00 Loaded

gﬁl Call Groups Channel 1 day 28 March 2013 11:00:00 Loaded

gﬁl Channels London Channel group 1 day 28 March 2013 03:00:00 Loaded

gé| Daily London Service Uszer 1 day 28 March 2013 00:00:00 Loaded

gﬁ| Daily London Telesales User 1 day 28 March 2013 00:00:00 Loaded

gél DailyStats User 1 day 28 March 2013 00:00:00 Loaded L
aﬁ Dialled Numbers Dialled number 1 day 28 March 2013 00:00:00 Loaded i
gﬁl Hourly London Sales User 1 hour 27 March 2013 16:00:00 Loaded

gé| London ALL Uszer 1 weelk 29 March 2013 03:33:20 Loaded
E London Daily Stats User 1 day 28 March 2013 00:00:00 Loaded

gél Londaon Service weekly User 1 week 31 March 2013 00:00:00 Loaded

aﬁ London Telesales Uszer 1 day 28 March 2013 00:00:00 Loaded

gﬁl Marketing weekly User 1 week 01 April 2013 00:00:00 Loaded

gé| Mizzed Uszer 1 day 28 March 2013 00:00:00 Loaded

gﬁl Non-Geographic No's Dialled number 1 month 01 April 2013 00:00:00 Loaded |
gﬁl Sales London User 1 week 31 March 2013 00:00:00 Loaded

aﬁ Sales Test Uszer 1 day 28 March 2013 00:00:00 Loaded

gﬁl Service Daily London User 1 day 28 March 2013 00:00:00 Loaded

gél Us Daily Stats User 1 day 28 March 2013 01:00:00 Loaded

A new window will open, allowing you to configure the properties of your stats point object. Each tab in this window will be explained below:
General properties

The General tab allows to configure the general properties of your stats collection point, such as name, entity, subject or reset
frequency:

London Daily Stats

Update stats collection point

Choose the site, group or user you want Name caliioli Telz=e
the statistics to encompass. Site London

Select what yvou want the subject of the Group Telezales

statistics to be. User (Al users)

Finally, choose when you want the statistics Subject

User
to reset, and how often.

The statistics will reset every:
1 days
Starting from:
00:00:00 on 11 Oct - 2012

[7] use data from the last resst period

Name

Enter or edit the name of your stats collection point.

Name London Daily Stats



Site

If you want your stats point to include calls from one site only, select the site from the drop-down list.

Site London

Group

If you have selected a site and want your stats point to include only calls from one particular user group within that site, select the group from
the drop-down list.

Group Accounts

User

If you have selected a site and a user group and want your stats point to include only calls from one individual user within that user group,
select the user from the drop-down list.

Users (All users)

Subject

The stats points can be configured to group the collected calls by a particular subject, such as users, channels, dialled number, half-hour
time slot etc. To choose a subject, select it the drop-down list.

-

Subject Channel group

Reset frequency

Choose when to reset your stats point, by entering the date and time in the St art i ng f r omsection; to choose the frequency with which
you want them to reset, select a predefined period from the drop-down list, as shown below:

The statistics will reset every:
1 days -
Starting from:
00:00:00 on 28 Mar - 2013

Last reset period data
This option allows you to keep a copy of the previous stats for comparison purposes, e.g. if you want to compare today's stats with
yesterday's. Select the tick-box provided to enable this feature.

[] use data from the last reset period

In the example below, the stats point is set for all users of the Account s team in London site, and it resets every day.



London Daily Stats

General

Update stats collection point

Choose the site, group or user you want Name London Daily Stats

the statistics to encompass. Site London
Select what yvou want the subject of the Group Accounts

statistics to be. User (Al users)

Finally, choose when you want the statistics Subject

User
to reset, and how often.

The statistics will reset every:
1 days -
Starting from:
00:00:00 on 22 May - 2012

[7] use data from the last reset period

U

Because there is no limit on the number of stats points you are allowed to have in TIM Plus, you can add several stats
points at any one place, refreshing at different times, e.g. daily, weekly and monthly.

Exclusions

If you want to exclude certain call types from your statistics, click on the  Exclusions | tab and tick the box against the type of calls you
don't want to include in your stats point.

London Daily Stats

Exclusions

Exclude call types

[7] Direct abandened
[7] Transfer abandoned
[7] Direct answered

[7] Answered transfer
[T] PBX feature

[7] 1nternal

Select the call types you want to exclude.

[7] 1nternal net connected
[7] outbound transfer

[] outbound not connected
[7] pirect outbound

[T] Tandem




The example below shows an exclusion set for Tr ansf er abandoned and | nt ernal not connect ed calls.

London Daily Stats

Exclude call types

Exclusions

[7] Direct abandened
Transfer abandoned
[7] Direct answered

[7] Answered transfer

[7] pBX feature

[7] 1nternal

Internal not connected
[7] outbound transfer

[] outbound not connected
[ Direct outbound

[T] Tandem

Select the call types you want to exclude.

Contents

The Contents tab allows you to check whether call stats are being collected by TIM Plus, and it is generally used for
troubleshooting purposes.

London Daily Stats

Iterator

Contents

Aggregate

504 80 358
38970 2804 33849 2013
1 1 1 1

Click onthe Refresh | button to refresh the statistics on that page and verify that the stats point is collecting data. If you click on the

Hannah Soras
867

Mark Longhorn
534

1

Don Key

53

Christina Andrews

Amanda Lynn
329
Olive Yew

Hannah Soras
867

Mark Longhorn
534

1

Con Key

93

Amanda Lynn - Christina Andrews

Rose Pink
68 168
David Ellis

Simon Gallion

Dan D. Lyons

Dan D. Lyons  Grace Harper

(L1

Reset | button, you can clear the statistics and reload them for the period that they cover, e.g. last week.

Excluding a user from a stats point



Follow the instructions below to exclude a user from a stats collection point, e.g. exclude the sales manager from the sales team stats:
1. Search the Directory to locate the user you want to exclude from your stats.
2. Select the user and click on the _Properties | tab.
TIMPL
fles A User groups [~ Properiies |

a -

= = a] £

Lendaon Manchester Accounts Admin Call centre

S Reports Directory Call view ive stats Tariff editor Settings Alerts

m

Development Discovered Users IT
. Marketing Sales Service <

Extension Email address Mobile Direct line Al extension ]
% Anna Beck 2013 02075263300 [«
I % Anna Ruben 1020 [
£ Annette Curtain 13406 ] E‘
£ Barry Cade 7046 02072651111 B
£ Bob Katz 1966 bkatz@tri-line.com 02030124578 ]
ﬂ Brian Doyle 2083 [}
ﬂ Brooke Trout 3105 [}
fZ Doug Hale 3803 [}
ﬂ Duane Fipe 2050 [}
{7 Earl Lee Riser 3026 | e
3. A new window will appear. Click on the Telephony tab and tick the Excl ude this user fromcall statistics box

User properties

| General | [REESNRY

DDI
IF Fhane
Mobile

Home

[ Do not log calls for this user

[] Do not record calls for thiz user
E Exclude this user from call statistics |

4. Clickonthe Save | button to apply the changes.

o To perform the steps below you need administrative privileges to be able to access the Directory and the user properties.



Deleting a stats point

To delete a stats point, select it from the St at s poi nt s list and click on the _Properties | button at the top-right corner of the screen, as
shown below:

TlMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Display boards T T

Name & Subject Covering period Next reset Status
gﬁ| All Sites Stats User 1 day 28 March 2013 00:00:00 Loaded ol
gél All Stats User 1 day 28 March 2013 00:00:00 Loaded
aﬁ Answered Dialled number 1 day 28 March 2013 00:00:00 Loaded
gﬁl Busy Lines Channel group 1 day 28 March 2013 03:00:00 Loaded
gé| Call Groups Channel 1 day 28 March 2013 11:00:00 Loaded
gﬁ| Channels London Channel group 1 day 28 March 2013 03:00:00 Loaded
gﬁl Daily London Service User 1 day 28 March 2013 00:00:00 Loaded
aﬁ Daily London Telesales Uszer 1 day 28 March 2013 00:00:00 Loaded
gﬁl DailyStats User 1 day 28 March 2013 00:00:00 Loaded L
gé| Dialled Numbers Dialled number 1 day 28 March 2013 00:00:00 Loaded i
gﬁl Hourly London Sales User 1 hour 27 March 2013 16:00:00 Loaded
gﬁl London ALL User 1 week 29 March 2013 03:33:20 Loaded
I% London Daily Stats Uszer 1 day 28 March 2013 00:00:00 Loaded
gﬁl London Service weekly User 1 week 31 March 2013 00:00:00 Loaded
gél London Telesales User 1 day 28 March 2013 00:00:00 Loaded
gﬁl Marketing weekly User 1 week 01 April 2013 00:00:00 Loaded
gﬁl Missed User 1 day 28 March 2013 00:00:00 Loaded
gé| Non-Geographic No's Dialled number 1 month 01 April 2013 00:00:00 Loaded |
gﬁ| Sales London User 1 week 31 March 2013 00:00:00 Loaded
gél Sales Test User 1 day 28 March 2013 00:00:00 Loaded
aﬁ Service Daily London Uszer 1 day 28 March 2013 00:00:00 Loaded
gﬁl US Daily Stats User 1 day 28 March 2013 01:00:00 Loaded

A new window will open. Click on the Delete | button at the bottom-left corner of the window to remove the selected stats point.

Update stats collection point

Choose the site, group or user you want Name PailyStats
the statistics to encompass. Site London -
Select what yvou want the subject of the Group Sales -
statistics to be.

User (&l uzers) -
Finally, choose when you want the statistics Subject User -

to reset, and how often.
The statistics will reset every:
1 days -
Starting from:
00:00:00 on 29 Mar « 2013

[] use data from the last reset period

[~ Reser ] e T

Stats point - overview video



Stats alarms

Stats alarms

What is a stats alarm?
Adding a stats alarm
Configuring a stats alarm

EUNENNEY: E

Deleting a stats alarm

What is a stats alarm?

Stats alarms are alarms that can be added to a selected stats collection point in order to trigger an alert when calls whose properties match
certain criteria have happened, such as calls above a particular duration, calls to specific phone numbers, or when user-defined cost
thresholds are exceeded. The criteria that must be met to trigger an alarm is user-defined, and email alerts can be sent to one or more
recipients.

Call statistics alarms are simply a variation of the standard "alarm" directory object and provide an additional means of keeping a tab on call
patterns.

Adding a stats alarm

To add a stats alarm, go to the Live stats screen, select the Stats alarms tab and click on the Add | button at the top-right corner
of the screen, as shown below:



TIMPLUS Reports Directory Live stats Tariff editor Settings Alerts

Stats point Activation criteria Email recipient(s)
-:ﬂ:- Busy Channels Busy Lines Concurrency greater than 60 jbloggs@tri-line.com, sales@tri... m
':1:1'\' Cost Al Sites Stats Total cost greater than 10000 jbloggs@tri-line.com

A new window will open, allowing you to configure the properties of your stats alarm. Each tab displayed in this window is described below:

Add new stats alarm (]
General Motification

New stats alarm

Stats Alarms watch a specific stats paint in Name
your organisation and, if one or more Stats point
elements match your us .

an email can be sent to

recipients

ne

Choose a name for the alarm and select a
stats point to watch.

To select the criteria that must be met in
order for the alarm to activate, click the
Criteria tab.

To =specify the recipient(s) of any alarm
emails, or to customise the subject and
body of the email message, click the
Notification tab.

Cance | A0g

General
The General tab allows you to name the alarm object and select the stats point you want the alarm to monitor.
Name

Enter a name for the alarm in the text box provided, as shown below:

Name Busy Channels

Stats point

To select the stats point you want the alarm to monitor, click on the  Find | button. A new window will open, allowing you to drill-down to

the site or group level in the Directory, where the stats point object you want to use resides. To select the stats point, click on the A icon
alongside it, as shown below:



Select a stats collection point

Service

Switchboard

Telesales

Yalcemail

All Stats

Answered

Busy Lines

Channels Londan

Dialled Mumbers

(3
(3
(3
(3
Er
35l
Er
35l
Er
35l

London ALL

Criteria

This section allows you to choose the criteria that calls must match in order to activate the alarm. The criteria available for selection are
described below:

Add new stats alarm (]
Criteria Motification

Select the criteria that must be met in order for the alarm to activate
Count E] greater than ~ 0 Add
Property Operator Value

Alarm activates when all « of these criteria are met

Cance | A0d

Count

The alarm will be triggered when the call count of the calls collected in this stats point meets, exceeds, is less than or equal to a
predetermined value, e.g. when busy channels equals 10 or busy channels > 10.

Count greater than v 10



Total duration

The alarm will be triggered when the total duration, exceeds, is less than or equal to a predetermined value, e.g. when call duration is
greater than 3600 seconds (1 hour).

Total duration greater than v 18000

Average duration

The alarm will be triggered when the average duration meets, exceeds, is less than or equal to a predetermined value, e.g. when average
call duration is less than 1 minute.

-

Average duration less than v 60

Minimum duration

The alarm will be triggered when the minimum duration meets, exceeds, is less than or equal to a predetermined value, e.g. when minimum
duration equals 20 seconds.

-

Minimum duration equals ¥ 20

Maximum duration

The alarm will be triggered when the maximum duration meets, exceeds, is less than or equal to a predetermined value, e.g. when
maximum call duration is greater than 1 hour.

-

Maximum duration greater than v 3600

Total response

The alarm will be triggered when the total response time exceeds, equals, is less than or is or equal to a predetermined value, e.g. total
response time exceeds 30 seconds.

Total response greater than v 30

Average response

The alarm will be triggered when the average response time exceeds, equals, is less than or is equal to a predetermined value, e.g.
average response time exceeds 20 seconds.

-

Average response greater than ¥ 20

Minimum response

The alarm will be triggered when the minimum response time exceeds, equals, is less than or is equal to a predetermined value, e.g.
minimum response time equals 2 seconds.

-

Minimum response equals v 2

Maximum response

The alarm will be triggered when the maximum response time exceeds, equals, is less than or is equal to a pre-determined value, e.g.
maximum response time exceeds 20 seconds.

-

Maximum response greater than h 20

Total cost



The alarm will be triggered when the total cost exceeds, equals, is less than or is equal to a predetermined value, e.g. total cost exceeds
£100.

Total cost greater v 100

Average cost

The alarm will be triggered when the average cost exceeds, equals, is less than or is equal to a predetermined value, e.g. average cost
exceeds £2.00.

Average cost greater than v 2

Minimum cost

The alarm will be triggered when the minimum cost exceeds, equals, is less than or is equal to a predetermined value, e.g. minimum cost
equals £1.00.

Minimum cost equals ¥ 1

Maximum cost

The alarm will be triggered when maximum cost exceeds, equals, is less than or is equal to a predetermined value, e.g. maximum cost
exceeds £10.00.

Maximum cost v greater than v 10

Concurrency

The alarm will be triggered when the call concurrency exceeds, equals, is less than or is equal to a predetermined value, e.g. total number
of simultaneous calls exceeds 20.

Concurrency greater than ¥ 20

Alarm activates when  all v| of these criteria are met

any

When adding multiple selection criteria, you are given the option to trigger an alarm when ALL or ANY of the criteria are
met.

Notification

The Notification tab allows you to set up an email alert when any of the above-mentioned alarms are triggered.



Add new stats alarm X

Specify the recipient(s) of any alarm emails and, optionally, customise the email message

Email jbloggs@tri-line.com

Customise email message E eld
O g | TSSTLIEe
Subject
Message

Cance | A0g

To send the notification to multiple email addresses, separate each entry with a semicolon.

Email jbloggs@tri-line.com, sales@tri-line.com

You can also customise the email notification by adding a subject and/or a message in the boxes provided, as shown below:

Customise email message nzert fie
Subject =20 lines in use
Message This e-mail is to advise that the number of concurrent lines in use just exceeded 20.

Once you have configured all the settings, click on the Add | button to add your alarm to the St at s al ar mlist, as shown below:

TlMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Display boards Stats points Stats alarms w

Mame a Stats point Activation criteria Email recipient(s)

-:ﬂ:— Busy Channels Busy Lines Concurrency greater than 20 jblogas@tri-line.com, sales@tri... o

Configuring a stats alarm

To configure a stats alarm, select it from the existing list and click on the _Properties | button at the top-right corner of the screen, as



shown below:

TIMPLUS { Directory call view Live stats Tariff editor Settings Aler

T Stats alarms | s

Stats point Activation criteria Email recipient(s)

Busy Channels Busy Lines Concurrency greater than 60 jbloggs@tri-line.com, sales@tri...

4% Cost All Sites Stats Total cost greater than 10000 Jbloggs@tri-line.com

A new window will open, where you can edit the properties of the stats alarm.

Busy Channels X

Update stats alarm

Choose a name for the alarm and select a Name Busy Channels

stats point to watch. Stats point Busy Lines

To select the criteria that must be met in
order for the alarm to activate, click the
Criteria tab.

To =specify the recipient(s) of any alarm
emails, or to customise the subject and
body of the email message, click the
Notification tab.

Deleting a stats alarm

To delete a stats alarm, select it from the list and click on the _Properties | button at the top-right corner of the screen. In the new window
that opens, click on the Delete | button to remove the alarm from the system.



Busy Channels X
General m Motification

Update stats alarm

Choose a name for the alarm and select a Name Busy Channels

stats point to watch. Stats point Busy Lines

To select the criteria that must be met in
order for the alarm to activate, click the
Criteria tab.

To specify the recipient(s) of any alarm
emails, or to customise the subject and
body of the email message, click the
Notification tab.

o
oo oz [ Cance T Save

Tariff editor

Configuring a tariff table

Configuring a tariff table

Accessing the tariff editor
Selecting a tariff table
General properties
Recosting calls

The tariff table status

[0 R0 [0 [%b [0 E

Localising the tariff table

Accessing the tariff editor

To access the tariff table, click on the  Tariff editor | tab from the menu bar, as shown below:



Live Settings Aler

Directory Call view

TIMPLUS

Bzl o i i3 Al Propcriics Q- Save |
e [

National International
-

]l [ |

Bands
-

Selecting a tariff table

To select a tariff table, expand the drop-down list on the left-hand side of the screen and choose from the available options, as shown below:

Directory Call view

TIMPLUS

e bR ESQ ~Properiics W~ save |
Eindeos o e

National

Once a tariff has been selected, the following screen will be displayed:



TlMPLUS Reports Directory Call view Settings Alerts

Selectatarifftable o7 - (TN IO [ —ecost— R —siatis—— J —Tocaiise—|

Add code

National International M) (44) Page 1 of 352 () (M)
Code & Band name Location -
0113 UKNAT Leeds E
0114 UKNAT sheffield |’
0115 UKNAT Nottingham N
0116 UKNAT Leicester
0117 UKNAT Bristal
0118 UKNAT Reading
01200 UKNAT Clitheroe
01202 UKNAT Bournemouth
01204 UKNAT Bolton s

Bands 9 @ Page10F18 ) Fird band S

Band name 4 Display name Rate 2 Rate3 Rate4 Rate 5 Rateable unit Min cost Max cost Start cost Min duration Connecttime Cap limit Cap amount Weekday rates Satugie
1 International 0.4 0.4 0.4 0.03 |§‘
1 Mob International 0.7 0.7 0.7 0.03 -
10 International 3 3 3 0.03
10 Mob International 3.3 3.3 3.3 0.03
2 International 0.45 0.45 045 0.03
2 Mob International 0.75 075 075 0.03
3 International 0.6 0.6 0.6 0.03
3 Mob International 0.9 0.9 0.9 0.03 <

<|

General properties

To configure the general properties of your tariff table, click on the _Properties | button, as shown below:

TIMPLUS

Select a tariff table BT « | I“

National International W) 1) Page 1 of 352 (») (W)
Code a Band name Location -
0113 UKNAT Leeds |:
0114 UKNAT Sheffield 1
0115 UKNAT Nottingham M
0116 UKNAT Leicester

1

Reports Directory

Alerts

A new window will open where you can configure the properties of your tariff table. Each field in this window is described in the table below:

Tariff properties

Tariff title

Minimum dialled digits 3
Minimum search digits 10
International digits 00
Weekday rates 222222221111111111222222
Saturday rates 333333333333333333333333
Sunday rates 33333333335333333333333333

Rounding Default

Field name Description



Tariff title

Minimum
dialled
digits

Minimum
search
digits

International
digits

Weekday
rates

Saturday
rates

The name of the tariff table.

The minimum number of dialled digits required for the call to be logged.

The minimum number of search digits required to start allocating a charge to a call. TIM Plus starts from 10 digits and
works backwards in order to find the closest tariff match.

The digits used to dial internationally, e.g. all international calls made from UK begin with 00.

The weekday rates you want to apply to calls for each hour of the day. For example, in the table below rate 2 applies fron
midnight to 7:59 and from 18:00 to 23:59, and rate 1 applies from 8:00 to 17:59.

Weekday rates 222222221111111111222222 E]

To see the rates in more detall, click on the ... | button to expand, as shown below:

00 01 02 03 04 05 06 OF 03 09 10 11 12 13 14 15 16 17 18 19 20 21 22 23
2|2 2 2/|2/ 2 2 2|/, 1, 1|1 1,1 1 1,1 /1|22 |2 2 2||2

U

The Saturday rates you want to apply to calls for each hour of the day. For example, in the table below rate 3 applies at a
times.

Saturday rates 333333333333333333333333 | [Lune |

To see the rates in more detail, click on the ... | button to expand, as shown below:

00 01 02 03 04 05 06 OF 03 09 10 11 12 13 14 15 16 17 18 19 20 21 22 23
3|(3|/3||3||[3||3| /3|33, 3|33 3|33 3||3||3|/3||3||3| 3|33

[ CaRce Y save



Sunday The Sunday rates you want to apply to calls for each hour of the day. For example, in the table below rate 3 applies at all
rates times.

Sunday rates 333333333333333333333333 | [Lne |

To see the rates in more detail, click on the ... | button to expand, as shown below:

00 01 02 03 04 05 06 OF 03 09 10 11 12 13 14 15 16 17 18 19 20 21 22 23
3|(3|/3||3||3||3| /3|33, 3| 3|3 3||3|/3|3||3||3||3||3||3| 3|33

Rounding This option allows you to select whether you want to round decimal places up or down.
Rounding Default :
Up
Drown

Recosting calls

TIM Plus allows you to apply different rates to your already-logged calls, by re-running your data using a different tariff table. To recost calls,
click onthe Recost | button, as shown below:

TlMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts
setsritatie o1 - I e — e
Code & Band name Location Code pattern -
0113 UKNAT Leeds [
0114 UKNAT Sheffield K
0115 UKNAT Mottingham
0116 UKNAT Leicester

A new window will open, allowing you to select the tariff table and the period you want to recost calls for. If you want to recost all calls
currently in the database, select the Al | cal | s option.



Call recosting

Select which tariff model to use:
@ Use current tariff regime

7 Use |BT tariff only

Select the period of calls to recost:

@ Al calls
() Selected period only:

Start date 01

End date 31

The recosting procedure entails removing the selected calls from the database and rerunning the data using different rates.
ﬂ If this procedure is interrupted, you may loose calls.

The tariff table status

When a tariff table is being updated, you are given the option to check its status, by clicking on the  Status | button, as shown below:

TlMPLUS Reports Directory Call view Live stats Tariff editor

et oot otie 57 - TN T - _
Code & Band name Location Code pattern -
0113 UKNAT Leeds [
0114 UKNAT Sheffield K
0115 UKNAT Mottingham
0116 UKNAT Leicester

A new window will open, showing the title of the tariff table that is being updated, together with its file name and file path, as shown below:



Tariff table status

File name File path Call count
Default C:\Program Files (x86... 24594
Defaultl C:\Program Files (x86... 0

The Cal | count column will show the current number of calls that have been processed under the selected tariff.

Localising the tariff table

To inform TIM Plus which calls should be treated as local by your tariff table, click on the Localise | tab, as shown below:

TlMPLUS Reports Directory Call view Live stats Tariff editor Settings Alerts
et o arvotie 57 - TN T e T
National H) «) Page 1of352 ») M Find code (" Fnd | Add code

Code a Band name Location Code pattern -
0113 UKNAT Leeds [
0114 UKNAT Sheffield K
0115 UKNAT Mottingham
0116 UKNAT Leicester

A new window will open, where you can enter your local dial code. Click on the  Check | button and the surrounding area codes will be
listed automatically. Click on the Localise | button at the bottom-right corner of the window to localise your tariff.

Localise tariff table

Local area codes for LONDON

020 01322 01372
01708 01727 01737

01883 01895 01923
01992

Adding a code



TIM Plus User Manual

To add a code to the current tariff table, click on the  Add code I tab at the top-right corner of the screen, as shown below:

Select a tariff table BT «

Properties

Localise

National H) (4 Page 1 of 352 (W) W) Find code
Band name 0 Code pattern
0113 UKNAT
0114 UKNAT Sheffield
0115 UKNAT Mottingham
0116 UKNAT Leicester

A new window will appear, where you can edit the properties of your dial code:

Tariff editor

Dial code properties

Each field in the Di al

code properties window is described below:

Field Description

Code The new code you want to add to the tariff table.

Band The charge band you want to apply to the current dial code.

Location The geographical location you want to associate with the current dial code.

Code If your code needs to match a specific digit pattern, use the # symbol to construct the pattern and mask the necessary
pattern digits. For example, enter 020########* for a London phone number, which indicates that the number must start with

020 and to be followed by at least eight digits in order to be valid.

When you have finished configuring these properties, click on the Save | button to apply the changes.

© Copyright Tri-Line Network Telephony Limited, London, England, 2013



Dial code properties

Code 0203
Band LOCAL

Location London

Code pattern

e

Finding a code or location

Search for a dial code
To locate a dial code in the tariff table, enter it in the search box provided, as shown below:
TlMPLUS Reports Directory Call view ve stats Tariff editor
National International H) () Page 1 of 352 () (M IFind code 0161 “I w

Code & Band name Location Code pattern -
0113 UKNAT Leeds E
0114 UKNAT sheffield |'
0115 UKNAT Nottingham W
0116 UKNAT Leicester

0117 UKNAT Bristal

The dial code and its matching destination will show highlighted in grey, as shown below:

TlMPLUS Reports Directory Call view ve stats Tariff editor

Select» it able o7 - (TN T [ Recost —JSistis R Cocaie

National International W) (44 Page 13 of 352 1 (W Find code [ Find ™ Add code |
01609 UKNAT Northallerton -
0161 UKMNAT Manchester
01620 UKNAT North Berwick
01621 UKNAT Maldon
01622 UKNAT Maidstone
01623 UKMNAT Mansfield
01624 UKMNAT Isle of Man il
01625 UKNAT Macclesfield |=
01626 UKMNAT Newton Abbot :
01628 UKMNAT Maidenhead 2

Search for a location

To search for a location in the tariff table, enter its name in the search box. The results will show all locations containing that name. In the
example below the search word was Chest er:



TIM Plus User Manual

Tariff editor

Search results

Location
Chester
Chesterfield

Search for a partial code or location

To search for a name or number that is contained in a string, use * character before or after the number or name you have entered. In the
example below, the string *f or d was entered:

Search results

Chelmsford
Blandford
Ammanford
Bradford

Bishops Stortford
Dartford
Hereford

Isle of Skye - Broadford
Guildford
Hungerford
Sleaford
Knutsford
Romford

Retford

Adding a band

To add a new band to the current tariff table, click on the  Add band | tab, as shown below:

© Copyright Tri-Line Network Telephony Limited, London, England, 2013
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Tariff editor

Select a tariff table BT + Properties

National International M) ) Page 1 0f 352 () () pcicods “ Add code

Code & Band name 0 Code pattern

0113 UKNAT Leeds

0114 UKNAT Sheffield

0115 UKNAT Mottingham

0116 UKNAT Leicester

0117 UKNAT Bristal

0118 UKNAT Reading

01200 UKNAT Clitheroe

01202 UKNAT Bournemouth

01204 UKNAT Bolton s

sands H) (4§ Page 10f 14 (W) (W) v =

Rate 4 Rate 5 Rateable unit Min cost W

Rate 2 Rate 3 st Start cost Min duration Connecttime Cap limit Cap amount ¥

1 International 0.4 0.4 0.4 0.03

1 Mob International 0.7 0.7 0.7 0.03

10 International 3 3 3 0.03

10 Mob International 3.3 3.3 3.3 0.03

2 International 0.45 ' 0.45 045 0.03

2 Mob International 0.75 075 075 0.03

3 International 0.6 0.6 0.6 0.03

3 Mob International 0.9 0.9 0.9 0.03 <
< 1 o

A new window will appear, where you can edit the properties of your band:

Reports y C: W i s Tariff editor

Band properties

Band name

Display name
Min cost

Max cost
Start cost
Min duration

Cennect time

Weekday rates

Saturday rates

Sunday rates

Cap limit
Cap amount

Rateable unit

Rate 1 Rate 2 Rate 3 Rate 4 Rate 5

Each field in the Band properti es window is described below:

Field Description

Band The name of the band

name

Display The band name displayed in the call view or reports
name

Min cost The minimum cost of a call, regardless of whether the call totals less at the defined rate

Max cost The maximum cost a call can reach, regardless of whether the call totals more at the defined rate

© Copyright Tri-Line Network Telephony Limited, London, England, 2013



Start The starting cost of a call, regardless of its duration

cost

Min The number of seconds a call must last in order to be chargeable
duration

Connect A fixed period of time that is added to each call's duration

time

Weekday The call rates during weekdays
rates

Saturday The call rates during Saturdays
rates

Sunday The call rates during Sundays
rates

Cap limit The maximum duration (in seconds) you want to restrict certain calls to

Cap The maximum charge for a call to a particular number
amount

Rateable The unit of time (in seconds) that a call's duration is divided into, when used as a multiplier to determine the cost of a call.
unit By default, the rateable unit in TIM Plus is 1 - per second - but could be changed to 60 to enable per minute billing, for
example.

When you have finished configuring these properties, click on the  Save | button to apply the changes.

Band properties

Band name LKMNAT
Display name Mational
Min cost 0.03
Max cost

Start cost

Min duration

Connect time

Weekday rates

Saturday rates

Sunday rates

Cap limit

Cap amount

Rateable unit

Rate 1 Rate 2 Rate 3 Rate 4 Rate 5
1.0 1.0 1.0

“elete “Cancer [ e |




Finding a band

To locate a band in the tariff table, enter its name in the search box and click on the Find | button, as shown below:

Repor

Select a tariff table BT «

National ) (@ Page 10f352 B W Find code s EED

Band name
UKNAT Leeds
0114 UKNAT Sheffield
0115 UKNAT Mottingham
0116 UKNAT Leicester
0117 UKNAT Bristol
0118 UKNAT Reading
01200 UKNAT Clitheroe
01202 UKNAT Bournemouth
01204 UKNAT Baolton s

Add band

) Page 1 of 14 (1) (W) Find band  UKNAT|

=

Bands

Band name &

International

1 Mob International 0.7 0.7 0.7

10 International 3 3 3

10 Mob International 3.3 3.3 3.3

2 International 0.45 ' 0.45 045

2 Mob International 0.75 | 0.75 0.75

3 International 0.6 0.6 0.6

3 Mob International 0.9 0.9 0.9 <z
< m &

The matching band will show highlighted in grey, as shown below:

® @ reoo 145714 © @ P b

Mat NTS National 0.0673 0.0336 0.0127 0.03 -
MNavitas Internaticnal 1.5 1.5 1.5
Mon-Emergency Other 0.085 0.085 | 0.085 0.03
Thuraya International 4.5 4.5 4.5 1.5
P Qther 0,425 0,475
| UKNAT National 0.1 0.06 0.03 0.03 W
nknown m
Vision International 0.5 0.5 0.5
Woxbone International 0.5 0.5 0.5 -
< n +

To configure the properties of the selected band, click on it to open the Band properti es window, as shown below:

Tariff editor

Band properties

Band name UKNAT

Display name National
Min cost 0.03
Max cost

Start cost

Min duration

Cennect time

Weekday rates

Saturday rates

Sunday rates

Cap limit
Cap amount

Rateable unit

Rate 1 Rate 2 Rate 3 Rate 4
0.1 0.08 0.03

To see the applied rates, click onthe ... | button, as shown below:



TIM Plus User Manual

Weekday rates | i[ -
Saturday rates | -|[ --- |
Sunday rates | I
Cap limit

Cap amount

Rateable unit

A new window will open, where you can update the current rates. To apply any changes, click onthe Save | button.

Tariff editor

Band properties

Band name | UKNAT

Dizplay name | National

vin cos

Rates by hour

00 01 02 03 04 05 06 07 08 09 10 11 12 13 14 15 16 17 18 19 20 21 22 23

Rateable unit

Rate 1L Rate 2 Rate 3 Rate 4 Rate 5
[0.1 |[0.06  [o.03 ] [

Settings
Web users

Web users overview

Web users overview

What is a web user?
Adding a web user
Deleting a web user

What is a web user?

When accessing TIM Plus you are required to enter a username and password in the web browser, which form a login credential known as W
eb user. The login account for each user can be restricted to a specific site or user group, allowing you to have full control over their
Directory privileges.

© Copyright Tri-Line Network Telephony Limited, London, England, 2013



Authentication Required ﬁ

e A username and password are being requested by http://timplus.call-logger.com. The site says:
"TIM Plus demonstration”

Uszer Mame: m

Password: ssssses

| ook || cance |

o There is no limit on the amount of web users you are allowed to create in the system.

Adding a web user

To add a new web user, click onthe New | button, as shown below:

TlMpLUS Reports Directory Call view ive stats Tariff editor Settings
Web users Vieb users
Email

Add or edit web users and grant them access to this web interface.
Web server
Alerts Name Login ID Email address.
License ) Helen Loe Helen hloe@tri-line.com -
. Joe Bl i -line.
Questions e oe Bloggs Joe jbleggs@tri-line.com
o John Smith John jsmith@tri-line.com

Woice recording

A new window will open, allowing you to configure the properties of the web user. When you have entered all the details, click on the
Save | button to apply the changes.

Web user settings

General Phone contacts Account contacts

Enter a username and password that this web user will use to log in with.

Username

S ——

Enter the following details to identify this web user in reports.

Display name

Email address

Restrict this web user's access to a specific site and/or group within a site.

Site (all sites)
Group

[7] Disable this webuser's account




Deleting a web user

To delete a web user from the system, select it from the Web user s list, as shown below:

TlMPLUS Reports Directory Call view Live stats Tariff editor Settings
Web users Web users ﬁ
Email

Web server Add or edit web users and grant them access to this web interface.

Alerts Hame & Loain ID Email address
License ) Alfresco Al Fresco alfresco@abc.com g
Questions W&} Joe Bloggs timplus 1bloggs@tn-line.com
Voice recording o Sarah Sarah Smith
o callcentre callcenter

The Wb users settings window will appear. Click on the Delete | button at the bottom-left corner of the window to remove the web
user from the system:

Web user settings

General Phone contacts Account contacts

Enter a username and password that this web user will use to log in with.

U=zername Al Fresco

Password T ﬁ

Enter the following details to identify this web user in reports.

Display name Alfresco

Email address alfresco@abec.com
Restrict this web user's access to a specific site and/or group within a site.

Site Manchester -

Group (all groups) -

[] misable this webuser's account

1 —
[ Cancer—=]—Save—

Configuring a web user

Configuring a web user

Overview
General properties
Phone contacts

EUNENEN: E

Account contacts

Overview



To configure the properties of a web user, select it from the \eb user s list, as shown below:

T'MPLUS Reports Directory Call view Live stats Tarniff editor Settings
Web users Web users R
Email

Web server Add or edit web users and grant them access to this web interface.

Alerts Hame & Login ID Email address
License ) Alfresco Al Fresco alfresco@abc.com =
Questions ) o= Elogas timplus Jjbloggs@tri-line.com
Voice recording o Sarah Sarah Smith
o callcentre callcenter

A new window will open, where you can configure the properties of the selected web user.

Web user settings

General Phone contacts Account contacts

Enter a username and password that this web user will use to log in with.

Uzername Al Fresco

Password [TTITITYL] ﬁ

Enter the following details to identify this web user in reports.

Dizplay name Alfresco

Email address alfresco@abec.com
Restrict this web user's access to a specific site and/or group within a site.

Site Manchester

Group (&ll groups)

[] Disable this webuser's account

e —

Each tab in this window is described below:

General properties

The General tab allows you to configure the login credentials of the currently-selected web user and apply any directory restrictions,
if required.

Configuring a web user's credentials



Web user settings

General Phone contacts Account contacts

Enter a username and password that this web user will use to log in with.

Username Al Fresco

Password T ﬁ

Enter the following details to identify this web user in reports.

Display name Alfresco

Email address alfresco@abc.com

Restrict this web user's access to a specific site and/or group within a site.

Site Manchester -

Group (4l groups) -

[7] Disable this webuser's account

1 — |
= Cancer—= ] Sas ]

Field Description

Username The username the web user will use to log in with

Password The password the web user will use to log in with

Display name The name you want the web user to be identified in the reports

Email address The email address of the web user; this can also be used when scheduling reports

Configuring a web user's Directory access

TIM Plus allows you to restrict a web user's access to specific parts of the Directory. To apply any restrictions, select from the drop-down list

the site and group you want to allow the web user to access. If you select Al | si t es, the web user will be able to access all parts of the
Directory.



Web user settings

General Phone contacts Account contacts

Enter a username and password that this web user will use to log in with.

Username Al Fresco

Password T ﬁ

Enter the following details to identify this web user in reports.

Display name Alfresco

Email address alfresco@abc.com

Restrict this web user's access to a specific site and/or group within a site.

Site Manchester -

Group (4l groups) -

[7] Disable this webuser's account

1 — |
= Cancer—= ] Sas ]

Field Description

Site The site to which the web user will be allowed access. If you don't want to restrict the current web user to a specific site,
select Al sites.

Group The user group - within the previously selected site - to which the web user will be allowed access. If you don't want to restrict
the current web user to a specific group, select Al | gr oups.

Phone contacts

The Phone contacts tab allows you to add a list of contacts to each individual web user, replacing phone numbers with friendly
names wherever they feature throughout the system, e.g. in reports, display boards, etc.

Adding phone contacts manually

To manually add a phone contact to the currently-selected web user, enter the telephone number and the name you want to associate with it,
then click on the Add | button, as shown below:



Web user settings

m Phone contacts Account contacts

Replace phone numbers with friendly names wherever they feature throughout the system.
(For example, in reports, display boards, etc.)

Number 01614006000 Name Manchester Office " Rdd || Search |
Fage 1of 1

Phone number & Name

-

To add a range of DDI numbers, enter the first part of the phone number only, and use ** as a wild character, e.g. enter 020726526** for
Tri-line's DDIs.

Importing phone contacts

To automatically import phone contacts in the system from an existing list, arrange your data in CSV format comprising of two columns
separated by a common delimiter, such as comma, dash, semicolon, tab or space.

Click on the _Import | button and paste the CSV list in the box provided, then click on the Next | button.

Import contacts

Paste your CSV data into the box below:

02072652626, Tri-line
07737983718, Joe Bloggs Mobile
02076441422, Joe Blogga|

Choose from the drop-down list the delimiter you want to use to separate the two columns, and whether you want to use the first row as a
header:



Import contacts

Select the delimiter and whether or not the first row i= a header.

Choosze a delimiter [] The first row is a header

Column 1 Column 2

02072652626 Tri-line
07737983718 Joe Bloggs Mobile
02076441422 Joe Blogas

Select the column you want to use for the name and phone number information, then click on the Next | button, as shown below:

Import contacts (X
Select the fields that contain the name and phone number for each contact.
Phone number Column 1l -
Name Column 2 =
Phone number Name
02072652626 Tri-line
07737983718 Joe Bloggs Mobile
02076441422 Joe Blogas

~—Close— Back — (™ ext——|

The system will analyse your data and will return the number of phone contacts ready to be imported:



Import contacts

Your data has been analysed with the following results:

@ 3 records ready to be imported

Click the Import button to start processing your data

Clickonthe _Import | button to automatically import the contacts in the system, as shown below:

Web user settings

Phone contacts Account contacts

Replace phone numbers with friendly names wherever they feature throughout the system.
(For example, in reports, display boards, etc.)

Number Mame

Phone number & Name
01614006000 Manchester Office
02072652626 Tri-line
02076441422 Joe Bloggs
07737983718 Joe Bloggs Mobile

/8 Contacts have not yet been saved  |iec o s (I

Deleting a phone contact

If you no longer want a name associated with a particular phone number, click on the b 4 icon alongside it to delete it, as shown below:



Web user settings

m Phone contacts Account contacts

Replace phone numbers with friendly names wherever they feature throughout the system.
(For example, in reports, display boards, etc.)

Number Name L Add

Phone number & Name
01614006000 Manchester Office
02072652626 Tri-line
02076441422 Joe Bloggs
07737983718 Joe Bloggs Mobile

& Contacts have not yet been saved

Searching for a phone contact

To search for a number in your existing list of contacts, click on the  Search | button, as shown below:

Web user settings

m Phone contacts Account contacts

Replace phone numbers with friendly namez wherever they feature throughout the system.

(For example, in reports, display boards, etc.)

Number Name L Add

Page 1 of 1

Phone number & Name

020726526% Tri-Line b 4
07737983718 Joe Bloggs Mobile b 4

s

[ import ~Cancer—J—ave

A new window will open, where you can enter the phone number you are looking for, as shown below:



Web user settings

Search phone numbers

Search 0207265
Mame Mumber A

Tri-Line 020726526%

Replace ph
(For examp

Number Search

Phone numb
02072652
077379383

Lannee

Follow the same procedure to search for a location name:

Web user settings

Search phone numbers

MName Number &

Tri-Line 020726526%

Replace ph
(For examp

Mumber Search

Phone numb
02072652

07737983

L L L |

Account contacts

The Account contacts tab allows you to add a list of contacts to each individual web user, replacing account codes with friendly
names wherever they feature throughout the system, e.qg. in reports, display boards, etc.

Adding account code contacts manually

To manually add an account code contact, enter the account code number and the name you want to associate with it, then click on the
Add | button, as shown below:



Web user settings (X

m Phone contacts Account contacts

Replace account codes with friendly names wherever they feature throughout the system.
(For example, in reports, display boards, etc.)

Number 54138 Name | Example & Co TRdd || Search |

Account code &

O
[ Cancer—]—Save—

Importing account code contacts

To automatically import account code contacts in the system from an existing list, arrange your data in CSV format comprising of two
columns separated by a common delimiter, such as comma, dash, semicolon, tab or space.

Click on the _Import | button and paste the CSV list in the box provided, then click on the Next | button:

Import contacts

Paste your CSV data into the box below:

52001, Tom
52002, Jochn
52003, Jane

Choose from the drop-down list the delimiter you want to use to separate the two columns, and whether you want to use the first row as a
header:



Import contacts

Select the delimiter and whether or not the first row i= a header.

Choose a delimiter [T] The first row is a header

Column 1 Column 2

52001 Tom
52002 John
52003 Jane

Select the column you want to use for the name and account code information, then click on the  Next | button, as shown below:
Import contacts

Select the fields that contain the name and account code for each contact.

Account code Column 1 -

Name Column 2 -

Account code Name
52001
52002
52003

T —

The system will analyse your data and will return the number of contacts ready to be imported:



Import contacts

Your data has been analysed with the following results:

@ 3 records ready to be imported

Click the Import button to start processing your data

Clickonthe _Import | button to automatically import the contacts in the system.

Web user settings ]

m Phone contacts Account contacts

Replace account codes with friendly names wherever they feature throughout the system.
(For example, in reports, display boards, etc.)

Number Name | Add Search

Account code &

52001 Tom -
52002 John x
52003 Jane b4
54138 Example & Co b 4

[ import— 8y Contsers have not et beensaved (il (TN

Deleting an account code contact

If you no longer want a name associated with a particular account code number, click on the A icon alongside it to delete it, as shown
below:



Web user settings (X

m Phone contacts Account contacts

Replace account codes with friendly names wherever they feature throughout the system.
(For example, in reports, display boards, etc.)

Number Name L Rdd

Page 1 of 1

Account code &

52001 Tom X -
52002 John b 4
52003 Jane b 4
54138 Example & Co b4

& Contacts have not yet been saved w Save

Searching for an account code

To search for an account number in your existing list of contacts, click on the  Search | button, as shown below:

Web user settings

m Phone contacts Account contacts

Replace account codes with friendly names wherever they feature throughout the system.
(For example, in reports, display boards, etc.)

Number Name L Add

Account code &
52001 TOM ) 4RI
54138 Example & Co o

& Contacts have not yet been saved w Save

A new window will open, where you can enter the account code you are looking for, as shown below:



Web user settings

Search phone numbers

Replace acy
(For examp

Name Number &

Example & Co 54138

Number Search

Account oo

Lannee

When you have configured the properties of your web user, click onthe Save | button to apply the changes, as shown below:

Web user settings

Enter a username and password that this web user will use to log in with.

Username Al Fresco

Fassword T ﬁ

Enter the following details to identify this web user in reports.

Display name Alfresco

Email address alfresco@abc.com
Restrict this web user's access to a specific site and/or group within a site.

Site Manchester -

Group (&l groups) -

[[] Disable this webuser's account

Email

e —
mlm

This section allows you to configure the details of your mail server in order to enable TIM Plus to send out scheduled reports, call alarms,

missed call notifications or system alerts.



TlMPLUS Directory Call view ¥: Tariff editor Settings

web uers Emall L e—
Email . . o
Enter your mail server properties. If your mail server requires SMTF authentication, enter

W . 3 q E
Web server those settings here.
Alerts Server host & port mail.tri-line.net 25

. T
License Greeting name vpe Nene M

- " " : - Username

Questions From” address paris1@tri-line.com

. Password

Voice recording
Enter an email address to which a test email can be sent, in order to verify your settings.

Test address support@tri-line.com

The table below contains a description of each field in this section.

Field name Description

Server host The IP address or host name of your company's mail server and the port number, which by default is 25.
& port

Greeting The Greet i ng nane required by your mail server to identify the computer that is sending the email. In most cases,
name this is the network name of the server running TIM Plus.

"From" The email address that will appear in the Fr omsection of any emails sent from TIM Plus.

address

Test The email address you want to use to send a test email, in order to verify your email settings.

address

Type The authentication method used by your mail server. Choose None if the authentication is automatic or not used.
Username Enter the username of the SMTP authentication.

Password Enter the password of the SMTP authentication.

o If you don't know any of the information required in this section, consult your system maintainer.

Web server

TIM Plus has its own built-in web server and it can be accessed from any PC on your network without the need of any additional software. To
configure, choose the IP address and port number that you want the web service to listen on.



TIMPLUS Directory Call view e stat: Settings Alerts
Veb server [ ek ] S

Web users
Email
Choose the IP address and port that the web service should listen on.
Web server
Alerts Local host
. 178.33.208.10
License localhost
Questions 127.0.0.1
Voice recording A
Port 80

[7] Bind to selected address & port

It is preferable that you use the hostname of the PC running TIM Plus rather than the IP address, especially on networks
that use an automatic IP addressing scheme, such as DHCP

If the PC running TIM Plus has more than one IP address, you can choose the one you want TIM Plus to use and bind the web service to
listen on that particular address:

TlMpLUS Directory Call view ive stats Tariff editor Settings Alerts

Web server [ Checi ] Save

Web users
Email
Choose the IP address and port that the web service should listen on.
Web server
Alerts Local hast DEMO: M
. 178.33.208.10
License 1/8.55.2.1
Questions 127.0.0.1
Voice recording s
Port 80

Bind to selected address & port

To verify your settings, click on the  Check | button at the top-right corner of the screen, as shown below:



TlMPLUS Directory Call view ive stats Tariff editor Settings Alerts

Email
Choose the IP address and port that the web service should listen on.
Web server
Alerts Local host DEMOSYSTEM -
. 178.33.208.10
License localhost
Questions 127.0.0.1

Voice recording A

Port I 81

Bind to selected address & port

If your settings are fine, click on the Save | button to apply the changes:

TlMPLUS Directory Call view ive stats Tariff editor Settings Alerts
Web users Sirpszi ¥ Yournew seitings seem fine (gl
Email

Choose the IP address and port that the web service should listen on.
Web server
Alerts Local host DEMOSYSTEM o
U 178.33.208.10
icense local
Questions 127.0.0.1

Voice recording A

Port I 81

Bind to selected address & port

Alerts

TIM Plus can be configured to raise an alert when particular events occur whilst the system is running. The alerts can be saved to a log file
on disk or sent as an email notification. The table below describes the type of alerts emitted from TIM Plus:

Alert Description

Critical A critical alert notifies you of any events that are detrimental to the system, e.g. database failure

Warning A warning alert notifies you of any non-critical events that have occurred on the system, e.g. you have exceeded your
license limit

Information An information alert notifies you of any system events that have occurred on the system, e.g. if the application service
has been restarted

Voice audit An alert that notifies you of progress during call recording operations

Audit Provides very detailed information about ongoing system events, primarily used for fault-finding

To send an alert as a notification email, enter the email address in the text box alongside each type of alert, as shown below:



TlM PLUS Reports Directory Call view Live stats Tariff editor Settings

Web users Alerts s
Email
Enter an email address (or comma-separated list of addresses) for each type of alert.
Web server
Alerts Critical | example@tri-line.com
License Warning ]
Questions Information |
Voice recording

Enter a path and file name to store each type of alert to disk.

Critical {applogs\{year}\{year}-{month}-{day}-critical.log
Warning {applogs\{year}\{year}-{month}-{day}-warning.log
Information {appilogs\{year}\{year}-{month}-{day}-information.log
oice audit

Audit

ﬂ To send alerts to multiple email addresses, separate each entry with a semicolon.

By default, the alerts are also outputted to a log file, using the following dynamic variables to define the path of the folder where the files will
be stored: { app}\ | ogs\{year}\{year}-{nont h}-{day}. The dynamic variables used to define the path are explained in the table

below:

Iltem Description
app The full installation path of TIM Plus
year The year the data was captured in yyyy format

nmont h The month the data was captured in nmformat

day The day of the month when data was captured in dd format

To choose a different location to store the logs files, overtype the existing entry.



TlMpLUS Directory Call view ive stats Tariff editor Settings Ale

Web users Alerts s
Email
Enter an email address (or comma-separated list of addresses) for each type of alert.
Web server
Alerts Critical | example@tri-line.com
License Warning ]
Questions Information |

Voice recording

Enter a path and file name to store each type of alert to disk.

Critical {applogs\{year}\{year}-{month}-{day}-critical.log
Warning {applogs\{year}\{year}-{month}-{day}-warning.log
Information {appilogs\{year}\{year}-{month}-{day}-information.log
oice audit

Audit

When you have finished configuring the settings, click on the  Save | button to apply the changes, as shown below:

TlMpLUS Directory Call view ive stats Tariff editor Settings Ale

Alerts

Web users
Email

Enter an email address (or comma-separated list of addresses) for each type of alert.
Web server

Alerts Critical | example@tri-line.com
License Warning |
Questions Information |

Voice recording

Enter a path and file name to store each type of alert to disk.

Critical {appilogs\{year}\{year}-{month}-{day}-critical.log
Warning {applogs\{year}\{year}-{month}-{day}-warning.log
Information {appilogs\{year}\{year}-{month}-{day}-information.log
oice audit

Audit

License

This section allows you to view and update your software license. To retrieve your license automatically from our servers, click on the
Get license | button, as shown below:



TlMPLUS Reports Directory Call view Tariff editor Settings

License

Web users

Email

Here are your license details:-
Web server

Alerts Company: Your Company PLC

License Capacity: 400 users

Questions Expiry: 14 September 2012
Code: 0

oice recording

You can check for a new license online right now.
Ensure the computer running TIM Plus is connected to the
internet, then press the Get license button.

0 Internet access is required to be able to connect to our servers and retrieve the license automatically.

If the license updates successfully, the following message will be displayed:

TIMPLUS Directory call view e stats Tariff editor Settings Aler

License

Web users

Email

Web server " License was updated successfully.

Alerts Here are your license details:-
License
- Company: Your Company PLC
Questions Capacity: 400 users
Voice recording Expiry: 21 March 2014
Code: 0

You can check for a new license online right now.
Ensure the computer running TIM Plus is connected to the
internet, then press the Get license button.

e e

Obtaining a license manually
If you cannot update your software license automatically, you can apply this manually by following the steps below:

1. Clickonthe _Manual entry | button from the Li cense window. The following screen will appear:



Copy the product key from the box below Copy the license certificate given to you by your vendor
and send it to your vendor. into the box below.

—--— BEGIN PRODUCT EEY --——-----——-——————————m————
URRRAHI cAVRAY/ /Nbr+xuGRENYsVFRxM1avDr3UETo] 9] 30T
036fhelX0z5PAFWIGWRFDLfai6UUL] tul 6+HgtIXrPKEFaRV
v/ arfUj1avzEEOxSxNkp2gOLVQPELO=

—--— END PFROLUCT EEY ----—-————————————————— e

2. Log in to the Gateway using your username and password.
3. Inthe Pr oduct s panel, click on the TIM Plus product.

4. Inthe Sof t ware |icense panel, click onthe View | i cense certificat e link, as shown below:

Software license View license certificate

ij This product is licensed

The license for this product is valid until 20 September 2013.

5. Copy the license certificate and paste it in the TIM Plus license box.

Questions
Questions
Overview
Adding a question
Editing a question
Using the score cards

Overview

This section allows you to create your own score cards by defining a list of questions that must be completed for each call that you score, in
order to rate calls for evaluation purposes.

To access the Quest i ons section, click on the _Questions | button on the left-hand side menu. The following screen will be displayed:


http://gateway.tri-line.com/

T'MPLUS r! Directory Call view e : Tariff editor Settings
Call scoring " ew |

Ay W scori stions, it existi s,
Web server dd new call scoring questions, or edit existing one:

Alerts Question & Type

s

Web users

Email

License

\foice recording

Adding a question

To add a question, click on the  New | button at the top-right of the screen, as shown below:

TlMPLUS Reports Directory Call view ve stats Tariff editor Settings

Call scoring

Web users

Email
A ¥ 5 i cti = sti I3
Web server Add new call scoring questions, or edit existing ones.

Alerts Question & Type

License Did the customer place an order? Chaoice -

How well did the agent address customer needs? Range

Questions

Voice recording How well did the agent understand customer's requirements? Range

Rate the agent overall Choice

The Question settings window will appear, where you can enter your question and define its answer type:

Question settings

Question

How well did the agent understand your regquirementa?

Select a type B

Yes [ No
Range
Choice

Each answer type is explained in the table below:

Answer type Description



Yes/No answer . .
Calls will be rated based on a yes/no answer, e.g. Was the call answered quickly?

Question

Waa the call anawered gquickly?

Type Yes [ No -

Range answers . . )
Calls will be rated based on a defined range of values, e.g. On a scale of 1 to 10, how well did the agent

understand the caller's requirements?

Question

How well did the agent understand your requirements?

Type Range -
Minimum wvalue 1

Maximum wvalue 10



Multiple choice . ) ) ]
answers Calls will be rated according to a fixed set of pre-defined answers, e.g. excellent, good, average, below average,

bad.

Question

Bate the agent owverall

Type Choice -

Choice text | Add
Excellent e
Very good b4
Good b4 3
Average X —
Eelow average o o~

To remove an answer from the list, click on the b 4 icon.

Editing a question

To edit a question, click on it to select it from the list of available questions, as shown below:

TlMPLUS { Directory Call view Tariff editor Settings

Web users Call ezl ﬁ
Email

Web server &dd new call scoring questions, or edit existing ones.

Alerts Question & Type

Licenze Did the customer place an order? Choice m
Questions How well did the agent address customer needs? Range

Voice recording How well did the agent understand customer's requirements? Range

Rate the agent overall Choice

Was the agent friendly and helpful? Yes / No
Was the call answered gquickly? Yes / No

The Questi on settings window will open, where you can edit the question or modify its answer type:



Question settings

Question

Did the cuatcmer place an order?

Type
Choice text

Flaced order
Booked demonstration
Requested more information

Mot interested

T CaRcerT Y Update

To delete a question from the list, click on the Delete | button at the bottom-left corner of the window, as shown below:

Question settings

Question

How well did the agent addreas customer needa?

Type

Minimum wvalue

Maximum value

Using the score cards

Once you have created your score cards, you can use them to score any call logged by the system. You can then run reports on these
scored calls, in order to assess the performance of your staff.

Scoring a call

To score a call from the Cal | vi ewscreen, click on the icon, as shown below:



T'M PLUS Repor

-+
o

Directory e stat: Tariff editor Settings

Most recent calls

Date v Time Source Route Destination Response Duration Cost
22 April 2013 16:04:36 Brighton 01273272389 FriendsC MtgRm 22 00:02:28 0.00
22 April 201 CoA Fax 270 MC Aoife 9
22 April T-Mobile VM Channel 42 10 E] o
April 2013 T-Mabile FD Helen o
April 3 FriendsC MtgRm Friends Helen 4 | Score this call
T-Mobile VM Channel 11 10 Q
22 April 2013 T-Mabile 07 1 PD Helen o
22 April 2013 Brighton 01273229006 VM Channel 42 18
22 April 2013 oz 07540225047 FriendsC MtgRm 19
T-Mo 0 VM Chan 10 o
22 April 2013 T-Mobile 07572432055 PD Helen o
22 April 2013 T-Mobile 07941016150 VM Channel 42 26
22 April 2013 PD Helen 184029407737590316 unknown 3 v)
22 April 2013 T-Mobile 07572432055 PD Helen 15
22 April 2013 Brighton VM Channel 42 26

The Cal | det ai | window will open, where you can score the call using the previously-created score cards, as shown below:

Call detail

Rate the agent overall Excellent

Very good
Food

Lverage
Below average
Bad

Was the agent friendhy and helpful? Yeg

To score a call from an itemised report, click on it to display the Cal | det ai | window, then select the Score tab, as shown below:
My custom report 2013-06-04 18:19:02
# \ TIMPlus \ London \ About this report
| All | | Outbound | Answered | | Missed | | Internal | Sewal B @ w2 @O
Date & Time a Source CLI Route Destination Response Cost

04/06/2013 00:00:46 0 =
04/06/2013 00:03:36 b Call detail 5
04/06/2013 00:03:46 T -
04/06/2013 00:03:51 Loj Audio I:] ~

L]

=

=

Q
04/06/2013 00:07:21 -3 - -0
04/06/2013 00:09:26 02 - -9
04/06/2013 00:10:56 Vof - -9
04/06/2013 00:14:38 Vol = -
04/06/2013 00:15:08 Vo Direct link - -
0470672013 00:18:33 = -0
04/06/2013 00:19:13 = -9
04/06/2013 00:19:33 - -9
04/06/2013 00:20:13 = -9
04/06/2013 00:20:28 - -
04/06/2013 00:21:38 - -0
04/06/2013 00:27:43 = -0
04/06/2013 00:28:51 - -0
04/06/2013 00:33:01 - -9
04/06/2013 00:34:36 Vodafone 07717530155 = Natt Chen = -
04/06/2013 00:34:56 Vodafone 07767777666 - Sally Gansa - -
04/06/2013 00:35:36 Vodafone 07825041492 - Floyd Tomlinson - -
04/06/2013 00:38:03 Hutchison 3G 07723461861 - Jack Garrett - -
04/06/2013 00:38:31 London 02072670055 - Sam Thornton - -9
04/06/2013 00:39:36 UNAVAILABLE - - Pete Moore - -
Airngrante an.an.12 M TTaRTE - - e ——— - Anant.2n =



Reporting on scored calls

Use the Cal | scori ng report to obtain a comprehensive analysis of answers to previously-scored calls. All question
types are summarised and grouped into their respective category.

@ TIM Plus
Did the customer place an order? | Placed order 33%
(3 scores I Booked demonstration 33%

_ Requested more information 33%

Not interested -

How well did the agent address customer needs?

(3 scores

Average M

Based on 3 scores

How well did the agent understand customer's requirements?

(3 scores

Based on 3 scores

Rate the agent overall Excellent 100%
(3 scores Very good -
Good -
Average -

Below average -

Bad -
Was the agent friendly and helpful? I ves 67%
'? I Yo 33%
Was the call answered quickly? I - 100%
(3 scores Hor -

6 questions

Voice recording

Voice recording

How it works
Adding recording equipment
Configuring your recording device

< &

Voice recording - video overview

How it works

By adding one or more of our supported voice recording options, it is possible to store the audio recording of every telephone call that TIM
Plus processes.

Which option you choose depends on what type of telephone calls you want to record. In most cases, the recording equipment is placed
between your telephone system and your telephone lines (channels) and any phone calls that are made over those channels are intercepted,
recorded, then sent to TIM Plus to be attached to the logged call.

To record calls over PSTN channels such as ISDN30 (PRI/E1/T1/J1), ISDN2 (BRI) or analogue POT lines, a piece of physical hardware - the
Magic Box - is used to physically connect into your lines.

For VolIP (SIP) channels, a PC with a standard network interface card (NIC) can be used to capture the voice packets from strategic points in
your voice network. If many simultaneous VolP calls are expected, a dedicated computer with multiple NICs becomes necessary.

Any number of recording devices can be configured to provide their audio recordings to TIM Plus, and a hybrid network of both types of
interface can be used in a single TIM Plus deployment.

Adding recording equipment



After installing either a Magic Box or Echo into your voice network, you need to configure its presence in TIM Plus.

Ensuring you are logged in to TIM Plus as an administrator, click on the _Settings | tab and select the Voi ce recor di ng option from the
left-hand side menu. To add a new voice recording option, click on the New | tab, as shown below:

TlM PLUS Reports Directory Call view Live stats Tariff editor Settings
Wb beere Voice recording
Email

Add or edit recording devices to attach audio to your telephone calls.
Web server

Alerte Name & 1] Type P
License

Questions

Voice
recording

A new window will appear, allowing you to configure the settings of your call recording device.

Configuring your recording device

To configure your recording device, enter the following settings in the Recor di ng devi ce settings window:

Recording device settings

Device name

Choose the type of recording device:

Type Magic Box - PRI

Enter specific settings for the selected device:

o 0
Host & Port 127.0.0.1

Time offset &0 seconds

Setting Description

Device name The name of your recording device

Type The type of telephone lines you are using: PRI, BRI, Analogue, VOIP

ID The unique identifier of each call recording device



Host & Port The IP address of the recording device, or computer to which the device is attached

Time offset The time interval around which TIM Plus will search for calls when matching audio files

Voice recording- overview video

Knowledgebase

Amending call charges

To modify call charges for a specific dial code or destination, follow the steps below:

1. Loginto TIM Plus, click on the  Tariff editor | tab and select the tariff you want to amend from the drop-down list, as shown below:

T'MPLUS Directory Call view ariff editor Settings Alerts
selectatarfiable ) (ST WL T T e
National International Find code | Tnd QI Addcode ]

2. Locate the dial code for which you want to amend the charges, by entering the code in the search box provided.



TIMPLUS

Select a tariff table BT -

National

Code &
0113
0114
0115
0116
0117

International L

) Page 1 of 352 () (M

Directory

Call view

Tariff editor

Setti

ngs Alerl

IFind code 0161

Band name Location
UKMNAT Leeds
UKMNAT Sheffield
UKMNAT Mottingham
UKNAT Leicester
UKNAT Bristol

Code pattern

3. The matching dial code will be highlighted in grey, showing its associated charge band and destination name.

TIMPLUS

Select a tariff table BT «

National

01609
0161

01620
01621
01622
01623
01624
01625
01626
01628

International LR,

UKNAT
UKNAT
UKNAT
UKMAT
UKMAT
UKMNAT
UKMNAT
UKMNAT
UKMNAT
UKNAT

Page 13 of 352 ») M

Directory

Northallerton
Manchester
North Berwick
Maldon
Maidstone
Mansfield

Isle of Man
Macclesfield
Newton Abbot
Maidenhead

Call view

Find code

4. Enter the name of the charge band in the Fi nd band search box, as shown below:

TIMPLUS

Select a tariff table BT «

Directory

Code & Band name
0113 UKMAT
0114 UKMNAT
0115 UKMNAT
0116 UKMNAT
0117 UKMNAT
0118 UKNAT
01200 UKNAT
01202 UKMAT
01204 UKMAT
Bands M) #) Page 1 of 14 (» H

Band name a Display name

#) Page 1 of 352 (1 M

Location
Leeds
Sheffield
Mottingham
Leicester
Bristol
Reading
Clitheroe
Bournemouth
Bolton

Find band UKNAT|

Call view

Find code

Tariff editor

Setti

1

Alerts

ngs

Code pattern

Add

st Min duration Connect time Cap limit Cap amount Weekd:

ay rates Satufies

1 International 0.4
1 Mob International 0.7
10 International 3
10 Mob International 3.3
2 Internaticnal 0.45
2 Mob Internaticnal 0.75
3 Internaticnal 0.6
3 Mob Internaticnal 0.9

0.4
0.7

3.3
0.45
0.75
0.6
0.9

<]

.

5. The matching band will show highlighted in grey, as shown below:

-
7]

Bands « (4 Page 14 of 14 ) ) e N

Mat NTS National 0.0673 0.0336 0.0127 0.03 -
MNavitas Internaticnal 1.5 1.5 1.5
Mon-Emergency Other 0.085 0.085 | 0.085 0.03 B
Thuraya International 4.5 4.5 4.5 1.5
Timeline Other 0,425 0425

I UKNAT National 0.1 0.06 0.03 0.03 r
Unknown Wational
Vision International 0.5 0.5 0.5 L4
Woxbone International 0.5 0.5 0.5 -

<

m




6. To configure the properties of the selected band, click on it to open the Band properti es window.

Directory

Band properties

Band name UKNAT

Display name Mational
Min cost 0.03
Max cost

Start cost

Min duration

Connect time

Weelkday rates |

Saturday rates |

Sunday rates |

Cap limit
Cap amount

Rateable unit

Rate 1 Rate 2 Rate 3 Rate 4 Rate 5
0.1 0.06 0.03

‘Cancel

7. To change the existing charges, e.g. Rate 1, Rate 2, etc, enter the preferred values in the field provided.

Band properties

Band name UKMNAT

Display name Mational
Min cost 0.03
Max cost

Start cost

Min duration

Connect time

Weekday rates

Saturday rates

Sunday rates

Cap limit
Cap amount

Rateable unit

Fate 1 Rate 2 Rate 3 Rate 4 Fate 5
0.1 0.06 0.03

8. To see how each rate is applied, click on the ... | button.



Weekday rates

Saturday rates
Sunday rates

FE[E]

Cap limit
Cap amount
Rateable unit

9. A new window will open, where you can edit the rate times. To apply any changes, click onthe OK | button.

Rates by hour

oo 01 02 03 04 05 06 OF 08 09 10 11 1z 13 14 15 16 17 18 19 20 21 22 23
2, 2 22| 2 2 2 2 1 1 1 1 1 1 1 1 1 1, 2|2 2 2 2 2

—]

Automatic web login

Background

All of the web pages and scripts that TIM Plus serves are protected by a login that is provided by a user when entering their username and
password into a pop-up dialog presented by their web browser.

In some situations, it is desirable to suppress this dialog box demanding the username and password. An example might be the deployment
of a stand-alone computer displaying a pre-defined wallboard on a large screen; it would become tedious having to log in to the web page
every time that computer is restarted.

Different web browsers behave differently when asked to automatically log in to web sites. Variously, they range from complete prohibition of
the practise to permitting it only if certain system parameters are configured.

Specifics

In this article, details of how to allow automatic logging-in to a web page concerns the Microsoft Internet Explorer (version 6 and above)
browsers only. Please consult your browser documentation for a solution related to your own choice of browser.

The solution involves creating a specially-crafted URL in the following form:

..............................................................................................................................................................................

Solution

Although including the username and password in a URL is disabled by default on Windows Internet Explorer since it is considered a security
risk, you can override this restriction by making the following changes to the Windows Registry.

Since you'll be exposing a username and password as part of a URL, it is recommended that you
create a dedicated web user object inside the TIM Plus directory that will be used solely for this
purpose. See the Web users page for details of how to set up a web user.


http://docs.call-logger.com:8090/display/plus/Web+users

Open Windows Registry Editor, REGEDI T. EXE, from the Windows St art Menu and locate the following registry key:

= fora32-bit system:

..............................................................................................................................................................................

HKEY _LOCAL_MACHI NE\ Sof t war e\ M crosoft\ I nt er net
Expl or er\ Mai n\ Feat ur eCont r ol \ FEATURE_HTTP_USERNAME_PASSWORD DI SABLE

..............................................................................................................................................................................

..............................................................................................................................................................................

HKEY_LOCAL_MACHI NE\ Sof t war e\ Ww6432Node\ M cr osof t\ | nt er net
Expl or er\ Mai n\ Feat ur eCont r ol \ FEATURE_HTTP_USERNANME_PASSWORD DI SABLE

..............................................................................................................................................................................

| EXPLORE. EXE (Set DWORD value to 0, zero)
EXPLORER. EXE (Set DWORD value to 0, zero)

Replace the following entries:

= USERNAME replace with the username of the web user you use to access the page
= PASSWORD replace with the password of the web user you use to access the page

= HOSTNAME replace with the host name or IP address of the machine running TIM Plus

References

This information is available in more detail at the Microsoft Support site:

http://support.microsoft.com/kb/834489

Blacklisted users

Blacklisted users

What are blacklisted users?
Setting users to not log calls
Merging a DDI with its extension

What are blacklisted users?

Blacklisted users are created in the system when your software license is insufficient for the number of users picked up in the Directory. The
users will be blacklisted at random and they will not be logging calls.

To identify the total number of users currently logged in the system, you can run a Unused devi ces report for a period of time when no
calls were made or received. The best option is to select a date in the future, e.g. 01- 01- 2020.


http://support.microsoft.com/kb/834489

TlMPLUS Reports Directory Call view Live st. Tariff editor Settings Alert:

Unused devices

Daily activity

Enterprise overv|

Freguent numbe Select a reporting period

Inbound call 1 : X

pr;rf:rmacr::e Define the period you want the report to Period Customn period - @
encompass.

Missed calls From date 01 Jan - 2020

Bhone bill Remember, you can always filter your To date 01 Jan ~ 2020
results later, so choosze a big enough F & . .

Random call selg period. 2ol =) 00 : 00 : 00

Target response To time 23 159 : 59

Top calls

The report will display the total number of users picked up in the system.

Entire organisation \ About this report
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A Tarpey 1301 - - -
B Ahmed 1602 = = =
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Hew User - - = =
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T Alexander 1248 = = -
T Dangerfield 1903 - - -
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Teat 1 - - - -
Test 2 - - = =
W Afanasiev 1334 - - -
"M Channel 11 9511 - - _
VM Channel 42 9542 - - -
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-

users

If the total number of users exceeds your license count, you can contact our Sales team to purchase more licenses for your users,
alternatively you can check if any of the following applies:

= DDI numbers are picked up as extensions, in which case you can merge the DDIs with their extension number or set them to not log
calls

= you have old extensions that you don't wish to monitor, in which case you can set them to not log calls



Setting users to not log calls
Follow the steps below to set a user to not log calls:

1. Locate the extension you want to setto Do not | og in the Directory, select it from the list and click on the  Properties | button,

as shown below:

TlM PLUS Reports Directory Call view Live stats Tariff editor Settings Alerts

Sites e User groups Channel groups o

-

-
=
=

=

London Discovered Users

9 items " Addnew | Properfies |
Name v Extension Email address Wobile Direct line Alt extension
# so0103
# soio1
# 205
107
7 105
7 104
103
102
100

I T T )

2. The User properties window will open. Click on the Telephony tab and tick the Do not log calls for this

user box.

User properties

oI

IF Fhone
Mobile

Home

D not log calls for this user

|| Do not record calls for this user

[7] Exclude this user from call statistics

ﬂ For the changes to take effect, you need to restart the TIM Enterprise service.

Merging a DDI with its extension



TIM Plus User Manual

Follow the steps below to merge a DDI with its extension:

1. Locate in the Directory the extension you want to merge, select it from the list and click on the  Properties | button, as shown

below:

Settings

Sites

=

=

=
=

Discovered Users

Email address Mobile

(]

e JoeRoule]oe] Rl ]
-
5
&

0 e o Y |

2. A new window will open, displaying the general properties of the user. In the Al t ext ensi on field, enter its DDI number and click
onthe Save | button, as shown below:

Directory C S Tariff editor

User properties

General Telephony Markup

Name 101
Extension 101

Email

| At extension  a0101

Comment

e T

3. Locate in the Directory the users object created for the DDI number and delete the user from the User properti es window, as

shown below:

© Copyright Tri-Line Network Telephony Limited, London, England, 2013



User properties

General Telephony Markup

Mame 80101
Extension

Email

Alt extension

Comment

(o ]

ﬂ For the changes to take effect, you need to restart the TIM Enterprise service.

Cisco specific

CDRs were being sent but have now stopped

If you stopped receiving data from your Cisco UCM, you need to restart the CDR Ser vi ces on the Publ i sher node.

: DO NOT delete the Cal | AccountingandBi | | i ng server, as this will remove any CDRs that have not been sent.

To restart the CDR services, login to the Ci sco Uni fied Serviceability screenand select Tools -> Control Center ->

Net wor k Ser vi ces from the main menu. Locate the CDR ser vi ces section in the list and restart the following services in the order
specified below;

1. C sco Database Layer Monitor (Depending on Cisco UCM version, you may not have this service)

2. Cisco CDR Repository Manager
3. Cisco CDR Agent

4. Csco CAR Schedul er (if sending CMRSs)



Wed Apr 3 14:30:07

" Cisco Change Credential Application Running 5618 42 days 06:13:15
CDR Services
Service Name Status Start Time Up Time
Cisco CDR Repository Manager Running e Ma',.;;i319:42:05 0 days 00:01:17
. . Wed May 15 19:42:49
Cisco CDR Agent Running £ av2013 0 days 00:00:33
Cisco CAR Scheduler Starting
- . . Wed Apr 3 14:26:51
#  Cisco S0AP - CallRecord Service Running £ p;013 42 days 06:16:31
C Running iy L TR 216 days 17:11:05
2012
Security Services
| Service Name | Status Start Time | Up Time
5 : : : : Thu Oct 11 03:31:35
C Cisco Trust Verification Service Running B 2012 216 days 17:11:47
CDRs should now be sent to the configured Cal | Accounting and Billing server, i.e. the machine running TIM Enterprise.

Importing historic data from Cisco UCM

Exporting CDR/CMR records

The following procedure describes how to export CDR/CMR into a dump file. This information was taken from Export CDR/CMR Records
Configuration section of Cisco's documentation.

1. Gotothe CDR Anal ysi s and Reporti ng section and select CDR -> Export CDR/ CVR option.The Export CDR/CMR records
window will display.
2. Inthe Fr omand To date drop-down list boxes, choose a date range for the CDR/CMR dunp. TXT file.

3. In Sel ect records, check the CDR and/or CVR check box.

4. Click _Export to File |

Re-running the data

To re-run the CDRs in TIM Plus, you need to rename the dump file extension from . TXT to the unique identifier of your PBX object in TIM
Plus. To obtain the ID of a site, hover the mouse pointer over it on the _Directory | page in TIM Plus and it will be displayed as a tooltip as
shown below:

Sites [ Aad ] Properties

London

Londan I0: 1)


http://www.cisco.com/en/US/docs/voice_ip_comm/cucm/service/5_1_3/car/carexprt.html
http://www.cisco.com/en/US/docs/voice_ip_comm/cucm/service/5_1_3/car/carexprt.html

Connecting BCM v3.7 or below with NetPBX

Follow the instructions below to connect a BCM v3.7 or below with NetPBX:

1. Make sure the CDRSer ver . EXE and | nt er op. CORSERVERLI b. dI | files are placed in the same folder as Net PBX. EXE, usually

located in { pf }\ Tri - Li ne\ Net PBX.

& NetPBX
File Edt “iew Favoites Tools  Help

@Back - O - l.ﬁ

Address IE,‘] C:%Program Files\Tri-LinsMetPEx

p Search [L__ Folders

v

Mams = | Size | Type | [ ate Modified |
File and Folder Tazks S CDRClient.dl 176 KB  Application Extension  17/05/201008:10
..j Make & new folder CORServer.exe ISKE .-’-‘«pplic:fatic-n /0172005 14:57
U CDRServerth 3KB  TLE File 3140142005 14:57
2] f\ﬂ*h this folder to the Interop. CORSERVERLib.di 7KE hpplication Extension  23/10/2012 19:57
E? Share this folder @ HetPB. exe 92KB  Application 2310/2012 1957
ozad0.dl TI12KE  Application Extension  27/08/2010 03:24
ﬁ Uninstall MetPEx 2KB  Shortout 24/10/201212:33

2. Register CDRSer ver . EXE by running the command line with administrator privileges and typing the following command under the
directory path of the NetPBX folder: CDRSer ver . EXE/ r egser ver .

3. Open the computer's local security policies: St art -> Control Panel -> Adm nistrative Tools -> Local Security

Policy.

g Local Security Settings

File  Action  “iew Help

- X B|®

5 Wil Ings Hame
L8 Account Policies (08 Account Policies
(8 Local Policies [E8 Local Policies
{1 Public Key Policies [CAPublic Key Policies

(21 Software Restriction Policies

: A [ Sioftware Restriction Policies
g IP Security Policies on Local Computer

@ IP Security Policies on Local C..

4. Within the Security Settings\Local Policies\Security Options tree, change the following items as highlighted in the

screenshot below:

Eﬁ Local Security Settings
File  &ction “iew Help

&= | B XA B2

@ Security Settings Folicy ~ | Secuity Setting |
@ Account Policies Audit: Shut down spstem immediate...  Disabled
E@ Local Policies o.. Mot defined
8 Audt Policy |_|—"1DEDM: Machine Launch Restrictio... Mot defined
(08 User Riights Assignment Metwork access: Shares that can b... COMCFG DFS4
F-08 Security Options e
% g;z{fﬁf:;:;l:gﬁ; Pulicics Metwork securby: Do not store LAM.. Dizabled
: ] S Microsoft network, clhient: Digitally ¢i..  Disabled
'g I 3oy Enltieson local obaute Metwark access: Do not allow stor.. Disabled
& Let Ex Bl...
Metwork access: Named Pipes that...

COMNARP COMNOD...

a. Network Access: Let Everyone perm ssions apply to anonynous users. Set this to Enabl ed.
b. Network Access: Sharing security nodel for |ocal accounts. SetthistoC assic.

c. DCOM Machine Access Restrictions:Clickon _Edit Security | and add the following user accounts: Anonynous,

Everyone, Interactive, Network, System Seteach one to have full access rights.



DCOM: Machine Access Re e Access Permission

Template Security Policy Setting | Explain This Setting Security Limits |

.4 DCOM: Machine Access Restrictions in Security Descriptar Group or user names:
ig‘" Definition Language [SDOL] syntax

ﬂ Eweryone
€7 INTERACTIVE
If the security descriptor iz left blank after defining the palicy setting in the ﬁ NET'wWOREK.
template, the policy setting will not be enforced. ﬂ SYSTEM
=l
e T caseon. | T
O:BAG:BAD:[A::CCOCLE: AN A CCOCLE: WD it S ecurity... Permissions for ANONTYMOUS
LOGOM Allaw Deny
Local Access O
Remote Access O

ok I Cancel Apoply Ok I Cancel Aoply

5. Next step is to modify the way DCOM behaves on the computer by executing the DCOM configuration program: St art -> Run - >
DCOVCNFG [ ent er] . Browse the tree to the following location: Consol e Root -> Conponent Services -> Conputers ->

My Conput er . Righ-click on My Conput er for _Properties | and amend or update the following options:

omponent Services

(B File Action View ‘Window Help

SR = e ek Ve

C_l Congale Roat My Computer
EI@ Compaonent Services

=- " l%rm:u.ﬂers B B D Q

-- Event Viewer L Stop M5 DTC DCOM Config Distril:uut;!d Running
H- Services [Local) i Tranzach... Processes

Fefrezh all components

Wi b
M ew window from Here

Help

a. Onthe Default Properties | tab:

Enabl e Di stributed COM on this conput er: tick the box for his option

Def aul t Aut hentication Level : setthisto Connect



Def aul t | npersonation Level:setthistoldentify

2x]
Default Protocols i MEDTC | COM Security |
General I Optians Default Properties

[¥ Enable Distributed COM on this computer

[ Enable COM Intemet Services on this computer

— Default Diztributed COM Cammunication Properties

The Authentication Level zpecifies zecurity at the packet level.

Default Authentication Lewvel:
Connect ;I

The imperzonation level specifies whether applications can determine

who iz calling them, and whether the application can do operations
uzing the client's identity,

Default Impersonation Lewvel:

| Identify -]

Security for reference hracking can be provided if authentication iz uzed
and that the default imperzonation level iz not anonumous.

[ Provide additional security for reference backing

k. I Canizel I Empi _I

b. Onthe _COM Security | tab:

Go to the Access Per i ssi ons section and select  Edit default | .

Add the following accounts and set both local and remote access permissions: Anonynous, Everyone, |nteractive,
Net wor k, Local Service and System

My Compirds Pl 08 L2l 2l
General I Options I Default Properties l Default Securty I
Default Protocels | MSDTC COM Secuiity
I_l Group of user names:
- Access Permiszions | i
ANONYMOUS LOGON
“ou may edit who iz allowed default access to applications. You may !ﬁ
also et limits on applications that determing their own permissions. ﬁ Everyone
€7 INTERACTIVE
EditLimis.. | EdtDefaut | €5 NETWORK
073 CEILE id|
4 | »
—Launch and Activation Permission: Tl S I
You may edit who iz allowed by default to launch applications or
activate objects. ou may alzo zet limitz on applications that Piimissions farSreTEM Allow Deny
determine their own permissions.
Local Access O
Edit Limits... Edit Defaul. . Remate Access O
ak. I Cancel Apply ak. l Cancel Aol

Gotothe Launch and Activation Perm ssi ons section and click on  Edit default | tab.



Add or update the following accounts to give them all local and remote access permissions: Anonynous,

Everyone,

iz

Interactive, Network, Local Service andSystem
My Compute Piopeties 21
General | Ophions I Default Properties | Diefault Security |
Defaul Protocols | MSDTC COM Secuity
G[OUD Or USer names;
~#iccess Pamissi 7
CCESE FeImISSIons @ ANONYMOUS LOGON

‘Y'ou may edit who is allowed default access to applications. Y'ou may

alzo zet limitz on applications that determing their own permizsions. ﬁs Everyane
€7 INTERACTIVE
Edit Limits... Edit Diefault... € LOCAL SERVICE

'FQYQTFM
4

Launch and Activation Permission: =

Y'ou may edit who is allowed by default ta launch applications or
achivate objects. You may alzo zet limits on applications that
determine their own permissions.

Permissions far SYSTEM

Local Launch

Edit Limits... Remate Launch

| [ EdtDefaut. |

Local Activation

Remate Activation

0k I Cancel Fict [ Canicel Loppli

Migrating TIM Plus

To migrate TIM Plus from one computer to another requires the following actions:

1. Upgrade TIM Plus on the old computer
2. Install TIM Plus on the new computer

3. Migrate the historical data

Upgrading TIM Plus on the old computer

1. Log in to our Gateway and click on the TIM Plus product. Select the Upgr ade package from the Downl oads area and save the file

on your computer.

Downloads View license certificate

Software license

» Full install package
TIM Plus

Q? This product is licensed

The license for this product is valid until 17 January 2014,

= Upgrade package

TIM Plus

Maintenance

Q? This product is maintained

You have maintenance until 14 January 2014, giving you full
access to our technical support resources during this time.

@ Documentation

Product documentation for your TIM Plus

2. When you have downloaded the setup package, double-click on it and follow the setup wizard in order to complete the installation.


https://gateway.tri-line.com

’
B Setup - TIM Plus = | —

Welcome to the TIM Plus Set
TIMPLUS Bivwvassiniasen e SeHp

call logging software Thig will inztall TIM Plus +3.0.0.87 on your computer,

It is recommended that you dose all other applications before
continuing.

Click Mext to continue, or Cancel to exit Setup,

TIM Plus is a registered trademnark

Installing TIM Plus on the new computer

1. Log in to our Gateway and click on the TIM Plus product. Select the Ful | i nstal | package from the Downl oads area and save

the file on your computer.

TIMPLUS

Downloads Software license View license certificate
|E,—! Full install package Q? This product is licensed
TIM Plus The license for this product is valid until 17 January 2014.

iE‘J‘ Upgrade package
TIM Plus
Maintenance

Q? This product is maintained

@ Documentation
) You have maintenance until 14 January 2014, giving you full
Product documentation for your TIM Plus access to our technical support resources during this time.

2. Toinstall TIM Plus, double-click on the setup package and follow the on-screen instructions.


https://gateway.tri-line.com

’
B Setup - TIM Plus e

Welcome to the TIM Plus Set
TIMPLUS Bivwvassiniasen 1 SeHp

call logging software Thig will inztall TIM Plus +3.0.0.87 on your computer,

It is recommended that you dose all other applications before
continuing.

Click Mext to continue, or Cancel to exit Setup,

TIM Plus is a registered trademnark

3. After installation, the Fi rst-time setup wi zar d screen will open automatically in a new web browser window.

First-time setup wizard 1

TIMPLUS

This wizard walks you through the initial steps required to install
TIM Plus on your server.

You will need the following information in order to complete the wizard:

+ Your e-mail server settings, including its location and login details
« A working internet connection to obtain a license

Please note that any settings you provide during this wizard can be
changed after installation.

When you are ready to start the wizard, click the Begin button below.

4. Close the web page, access the Windows Services and restart TIM Plus service.

5. Access Windows Registry Editor (St art -> Run -> regedit.exe )andremove the Fi r st Ti me value from the following

Registry key:



| SRR |

F B
Q Registry Editor E@Iﬂ
File Edit View Favorites Help
- Lo LibreOffice || Mame Type Data =
- ma“_m’;?‘:'al ab] (Default) REG_SZ (value not set)
o M.artln f_rtl & ab] AlertDiskl REG_SZ {apphlogs\{yearP\{year}-{month}-{day}-critical.log
P 5] AlertDisk10 REG_SZ
[+ y ozilla
- mozilla.org ab] AlertDisk2 REG_SZ {apphlogs\{yearPfyear}-{month}-{day}-warning.lo
> - .
: b " " R
.. MozllaPlugins ab| plertDisk3 REG_SZ {appPlogs\{yearP\{year}-{month}-{day}-informatio
» 1 MySQLAB 251 AlertDisks REG_SZ
b ODBC ab| AlertEmaill REG_SZ example@tri-line.com
- || Policies ab|CallDBDatabase  REG_SZ native
| RegisteredApplications ab| CallDBPassword  REG_SZ tntnet E
| SoftThinks 38| CallDBPort REG_SZ 1433
. Sophos ab| CallDBProvider REG_SZ Mative
- L TeamViewer ab| CallDBServer REG_SZ 127.001
b . TeamViewer Manager i?]CaIIDBUsername REG_SZ tim
s~ The Document Foundation o E_?JConfigured REG_SZ True
4- | Tri-Line ab| CurrentTimezone REG_SZ -60
TIM Enterprise ab|FloodFailCount  REG_SZ 0
o Alerts ||| ab|FloodLockTime  REG.SZ 60
: Ea'l' History 35|SchemaVerify  REG.SZ 196690
: H_°st°”" 25| SMTPAuthMeth... REG_SZ none
: M' e || 25)SMTPHOst REG_SZ
ain
) MIME ab|SMTPMailFrom  REG_SZ
oo 35| SMTPPort REG SZ 2 2
| Scripts - ||+ 1 |
Computer\HKEY_LOCAL_MACHINE\SOFTWARE\WowG432MNode\Tri-Ling\ TIM Enterprise\Main
L

Migrating the historical data

To restore your historical data on the new computer, copy the TIM Plus folder from the old machine, transfer it across on the new computer
and paste it over the existing TIM Plus folder. This action will overwrite its content.

You can now start the TIM Plus service.

At this stage of the process you will be asked to provide a license key for the new installation. Copy the product key into a
ﬂ text file and email it to our Technical Support team.

Re-running data
Follow the steps below to re-run data in TIM Plus:

1. Locate the backup files you want to re-run data for and copy them to a separate folder onto the Desktop. By default, the backup files

are stored in the following location:

2. Loginto TIM Plus as r oot user, select the Set ti ngs tab and click on the uery browser | button.

3. To check the datasource for the PBX object you want to delete calls for, enter the following query:



SELECT nane, fullkey fromdir where type = 'pbx';

TlMPLUS Directory Call view Live stats Tariff editor Settings
Web users Query browser
Email Query 1 m
Web server
Alerts SELECT name, fullkey from dir where type = 'pbx':

License
Questions

Voice recording
Backup & restore
Maintenance
Renew call keys
System metrics

Query browser

Name FulKey
London LNAN

4. To delete calls for a specific PBX object and time period, enter the following query:

. delete fromcalls
. where datasource = "\1\" §
. and strftinme(’ %-%mn %', datetine) >= '2011-01-22'
and strftinme(' %-%n%',datetine) <= '2011-01-23";

o The dat asour ce and dat et i me values must be modified accordingly, in order to match your requirements for

the time period and the PBX you want to delete calls for.

5. The query should return the message No resul ts set, confirming the selected calls have been deleted.



TlMPLUS Directory Call view Live stats Tariff editor Settings

Web users Query brOWSEI' Run query
Email Query 1 “

Web server

Alerts delete from calls

. where dafaagurce = "\I\!

License and stritime ("%Y-$m-2d',datetime) >= '2011-01-22"

Questions and stritime ("$Y-%m-%3d’,datetime) <= '2011-01-23";

Voice recording
Backup & restore
Maintenance
Renew call keys
System metrics

Query browser

No results set

6. To re-run the data back in the system, copy the backup files you have previously copied onto the Desktop and paste them into the

following location:
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7. While the system is processing the data, you can monitor the Cal | vi ewscreen to view the calls that are being logged.

o The time to re-spool the data will vary, depending on the amount and size of the files your system is processing.

VAT rate adjustment

VAT rate adjustment

Introduction
Changing Web format
Changing PDF format

Introduction

Every report in TIM Plus can be fully customised, from how they perform their calculations to the way they appear.

To amend a report, you need to edit its associated XSL or PDF script file, paying attention to the class of web user whose content you want
to change, and which report format.

This document details how to change the tax rate in the Phone Bi | | reportin both Web and PDF formats, for any web user with a class of A
dmi ni strator.



Every report has a unique 1D number which the system uses to identify the report type (the report ID for a Phone Bi | | reportis 2)

Changing Web format

Open the following file in a plain text editor such as Notepad:

{Program Files (x86)}\Tri-Line\TIM
Pl us\ ssl dat a\ _si t eadm n\ scri pt s\ web\ 2. xs

Look in the first few lines of code for the VAT amount, then change it to the new amount, respecting the decimal point and number of decimal
places:

<?xm] wersion="1.0" encoding="UTF-8" 7>
<xs]istylesheet wersion="1.0" xmlns:xs1="htt :Xﬁwww.WE.Drg 1999 S STran

<xs]routput media-type="text /html" encoding="UTF-8" method="html" />
<!—— Phone bi11 --»
<xs1ivariable name="wat"=20.0< %z variables
<xs]iinclude href="all.xs1" /=
<xs]:template match="report">
<htm] >
<head:>
<titles
: <xs]:ivalue-of select="properties/ name" [ >
</Tit]ex
<link rel="stylesheet" type="text/cs=s" href="css/2.css"
<1ink rel="stylesheet" type="text/cz=s" href="furnituresc
<1ink rel="stylesheet" type="text/cs=s" href="furnituresc
<link rel="stylesheet" type="text/css" href="furniture/c
<sCript type='text/javascript’ src="common/js/common. js"
<script type="text/Javascript’ src="js/sall.js" /»
<script type="text/Javascript's>
<xsl:call-template name="definition" /=
< scripts
< /heads
<hody onload="FixMozHeight{); ">
<xsl:call-template name="load_frame" />
<xsl:call-template name="optionssection” /=
<xsl:call-template name="filtersection"” /=

Save the file and run a new Phone Bi | | reportin Wb format to verify whether the amount has changed. If it hasn't then you may be
running the report as a web user with a different web class than Admi ni st r at or ; in which case, modify the file in the path specified above,
but choose the appropriate folder other than _admi n.

Changing PDF format

Again, in a plain text editor such as Notepad, edit the following file:

You'll notice that this is a Javascript file, and that it is located in the \ pdf \ folder of the \ scri pt s\ folder.

{Program Fi |l es(86)}\Tri-Line\TIM Plus\ssldata\_adm n\scripts\pdf\2.js

Search for the following line (the value shown below may be different on your system):

var _vat = 20.0;

Change the value to the new amount, then save the file.

Run a new Phone Bi || reportin PDF format to verify that the amount has changed.
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