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Introduction 

 
 

VPI PERFORMANCETM reports deliver vital performance information and highlight where adjustments need to be made on an agent, group, or site basis. 
Managers can view real-time and historical performance metrics, consolidated across multiple systems and sites, which may include virtual contact centers, and 
outsourced and remote agents. VPI PERFORMANCE for Cisco UCC Express comes standard with the following twenty dynamic, real-time reports. These Web-
based reports allow you to drill-through the data so you can quickly identify the root cause of problems or successes and spot opportunities for improvements. 
  
 

Interval and Date Reports 
1. ACD Call Performance 
2. Agent Performance Summary 
3. Call Summary 
4. Not Ready Reason Summary 
5. Queue Activity Summary 
6. State Summary 
7. Service Level 

Group and Agent Reports 
8. ACD Call Performance 
9. Agent Performance Summary 
10. Agent Status 
11. Call Summary 
12. Not Ready Reason Summary 
13. State Summary 

Queue Reports 
14. Queue Activity Summary 
15. Queue Groups Activity Summary 
16. Queue Status 
17. Service Level 
18. Queue Group Service Level 
19. Queue List 

Application Reports 
20. Application Performance 
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Interval and Date Reports 
 

 

ACD Call Performance 
This report presents agent ACD call data summarized by time interval, day, week, and month. 
 

 

Agent Performance Summary 
This report presents agent ACD call data summarized by time interval, day, week, and month. 
 

 

Call Summary 
This report summarizes call activity and handle times summarized by time interval, day, week, and month. 
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Not Ready Reason Summary 
This report summarizes time spent in the Not Ready state summarized by time interval, day, week, and month.   
 

 
  
Queue Activity Summary 
This report presents call activity analysis by time interval, day, week, and month.   
 

 

State Summary 
This report presents agent state data summarized by time interval, day, week, and month. 
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Service Level 
This report presents service level and abandonment analysis by time interval, day, week, and month. 
 

 
 
 
Group and Agent Reports 

 
 

ACD Call Performance 
This report summarizes agent ACD call performance metrics. 
 

 
 
Agent Performance Summary 
This report provides common call center agent performance metrics. 
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Agent Status 
This report summarizes the current state of users. 
 

 
 

Call Summary 
This report summarizes call activity and handle times by call type. 
 

 
 
Not Ready Reason Summary 
This report summarizes time spent in the Not Ready state.   
 

 
 
State Summary 
This report summarizes time spent in logged in, not ready, ready, reserved, talk and work states. 
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Queue Reports 
 

 
Queue Activity Summary 
This report presents per queue call activity analysis.   
 

 
  

Queue Group Activity Summary 
This report presents per queue call activity analysis.   
 

 
  

Queue Status 
This report lists real-time queue status.   
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Service Level 
This report presents per queue service level and abandonment analysis.   
 

 
 

Queue Group Service Level 
This report presents per queue service level and abandonment analysis.   
 

 
  

Queue List 
This report lists the queues providing data to VPI PERFOMANCE.   
  

 



 

 Immediate Results. Unmatched Value.TM 
       

1-800-200-5430   |   www.VPI-corp.com/PERFORMANCE  
       

Application Reports 
 

 

Application Performance 
This report presents agent ACD call data summarized by time interval, day, week, and month.   
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