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1 DASHBOARD – CALL CENTRE 
AND USER/DEPARTMENT

1.1 USER & DEPARTMENT DASHBOARD
Depending on the licences assigned to your Agents, there are two dashboards that provide 
you with up to the minute information on the performance of your ACD Call Centres or Non 
ACD Agents/Departments.

Vision360 UC User licence – Access to the User & Department Dashboard. (Non ACD)
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1.2 CALL CENTRE DASHBOARD
Vision360 Agent licence – Access to both Dashboards. (ACD and Non ACD)

1.2.1 Individual Queue Dashboard

A Vision360 Portal user can left click on any of the queues and will be presented with two 
options.

Once the user selects Details, a separate tab will open with the call center incoming calls 
detail report. When selecting Dashboard, a new tab will open with an individual dashboard for 
the specific call center including the ACD and Joined state of each agent.
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1.2.2 Agent Specific Dashboard

A Vision360 Portal user can also left click on any of the Agents and will be presented with 
two options.

If the portal user selects Details, a new tab will open with the Agent Activity Details report 
for that specific agent. When selecting Dashboard, a new tab will open with an individual 
dashboard for the specific agent. The agent dashboard provides multiple statistics on the 
agents performance.
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Individual Queue Dashboards and Agent Specific Dashboards are only available within the 
call center dashboard and not user & department dashboard.

2 USER AND DEPARTMENT
2.1 USER SUMMARY
The User Summary report provides a detailed view of the call statistics for every monitored user. 
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When reporting on an individual Agent, you can left click on the specific Agent and Vision360 
will pop a new screen.

The next tab will open showing all the Agents calls for this period, keeping the original report 
tab open.

You can also investigate the calls further by selecting the specific call. 
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2.2 DEPARTMENT SUMMARY
This Department Summary provides you with a detailed report and breakdown of call 
statistics for each monitored Department. 

If I would like to focus on the Engineering department, I can either use the department drop 
down menu and untick all other departments or I can just left click the Engineering 
department, keeping my original report open. I left clicked the Engineering department, which 
has taken me into the Engineering User Summary.

Vision360 also provides a further dive into the report by selecting on a particular Agent, a new 
tab will pop open with all calls for this Agent during the period.
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You can also click through to the individual call, and it will show the whole call history for this 
specific call. This will also display the whole call legs.

2.3 DEPARTMENT SUMMARY
This is a live report which can be refreshed so you have the latest call information. 

The Calls Details report will highlight internal calls and they will be flagged an alternative 
colour. In this example below, Jismy made an outbound internal call to Anandu.

You also could investigate this call further by clicking on the highlighted call. A new tab will 
open with the Call History report and in this example, Anandu missed the call.
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2.4 OUTBOUND CALLS REPORT
The Outbound Calls report focuses on all calls outbound for all monitored users across the 
departments. 

To focus on a specific Agent, you can select the single Agent from the drop-down menu or left 
click the Agent and a new tab will open with the users Outbound Calls report. In the example 
below, I have clicked on Anandu, and the Outbound Calls report is opened in a new tab just for 
this Agent.

3 ACD AGENTS
3.1 AGENT ACTIVITY SUMMARY
The first configuration setting to complete would be the Short Call Duration. The default 
setting is 20 seconds, but this can vary between call centres. You will find the setting under 
My Settings > General Settings.
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In this example below, I have set my Short Call Duration to 10 seconds.

Once again, you can select certain Agents to investigate further, or you can click on the Agent 
for further information. In this instance, I have selected the Agent Lucy Dickens and the Agent 
Activity Summary pops in a new tab just on this Agent.
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Below is my saved template report of my Agent Activity Summary with all 39 call Statistics.

3.2 AGENT ACTIVITY DETAIL
The Agent Activity Detail Report provides up to the minute information on the performance of 
each agent in your company. 



© Kakapo Systems 2024 www.kakaposystems.com11

3.3 ACD STATE REPORT
The ACD State Report is a live up to the minute report on the availability of users in your  
call centre. 

3.4 SIGN-IN SIGN-OUT REPORT
The Sign-In Sign-Out Report provides full vision of agent activity through any period you 
search. There are 13 statistics to report on including Idle Time and Staffed Duration. This is a 
historical report with yesterdays date being the earliest to search. You can also specify the 
time/date stamp of the report and filter the agents.
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4 ACD QUEUES
4.1 ACD STATE REPORT
Calls in Queue is a live report on all current calls that are in your call centres queues. 

I selected the bottom call inbound to Kakapo Sales and a new tab opens up showing me the 
call history including the call legs.

4.2 LIVE CALLS
Live Calls is another live report that will auto refresh once you have configured in my settings. 
In this example, you can see that The Agent has answered an inbound call to Kakapo Support, 
and I can track the progress live.
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After the next auto refresh, I can see the Agent has paused call recording.

4.3 UNRETURNED ABANDONED CALLS
The Unreturned Abandoned Calls report shows all the calls that have been abandoned in your 
call centre and the calling party has not been called back. 

To configure your individual threshold for Unreturned Abandoned Calls, go to My Settings > 
General Settings. 

Any User with access to Vision360 will be able to view this report and then forward to a 
selected team of Agents, making sure the abandoned callers are contacted. I have forwarded 
this report to a CSV file and then assigned Agents to make the callbacks and sent the CSV via 
email to the group.
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4.4 CALL CENTRE SUMMARY
Before setting up your view, template, or scheduled report, it is important to configure your 
abandoned calls threshold and SLA levels. The configuration section is in My Settings > 
General Settings.

I have set my call centre SLA’s and my abandoned calls threshold to five seconds. And this is 
now shown in my Call Centre Summary once I select update.
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4.4.1 Call Center Summary Graphical Display

The Call Center Summary report provides the portal user with a graphical display. Configure 
the report with the metrics you require to report on and toggle the switch on the right-hand 
side of the report.

Vision360 will then open your custom report in a graphical display which can be set as a 
template or scheduled report.
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4.5 CALL CENTRE DETAILS
This is a live report that you can update using the refresh button. 

The click through functionality is available on this report, so I have selected the call at 
12:57:47pm. Vision360 will pop open a new tab with the Call History report for this call. As you 
can see, two of the Agents bounced the call and the third Agent answered.

If you use the Statistics Selection, Drop down and select Failure, you can see why the Agent 
bounced the call. In this example, Athul was Temporarily Unavailable when offered the call.
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4.6 ABANDONED CALLS SUMMARY
The Abandoned Calls Summary provides a detailed report of all abandoned calls into your 
call centres. 

The click through functionality within this report allows you to view the total abandoned calls 
for the call centre you select and then you can select a specific call and the call history will 
pop in a new tab.

In this example below, I have selected Holiday Cruises and then the abandoned call at 
11:06:22am.

4.7 KEEP MY PLACE IN QUEUE
KMPIQ tracks all callers who have escaped the ACD queue and requested a call back once 
they are next in line to be answered. 

Please click this hyperlink for more information Keep My Place In Queue Datasheet.

https://www.kakaposystems.com/files/Keep-My-Place-In-Queue-Datasheet.pdf
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The click through functionality allows you to select a specific Call Centre and then drill down 
again into the specific Call History. In the instance, I have selected Kakapo Support as the Call 
Centre and then drilled down into the Call History. The KMPIQ call back was processed but 
went to the inbound caller’s voicemail.

4.8 HEAT MAPS
The Heat Map is a visual report over five call statistics, Calls Received, Calls Abandoned, Calls 
Answered, Average Wait Time and KMPIQ Requests.
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5 AUTO ATTENDANT
5.1 AUTO ATTENDANT SUMMARY 
The Auto Attendant Summary report provides you with a detailed summary report on each of 
your Auto Attendants. 

5.2 AUTO ATTENDANT OPTIONS SUMMARY 
The Auto Attendant Options Summary provides a report of each individual Auto Attendants 
you have. You can use the date/time search as before and you also have a drop-down picker 
menu so you can select which Auto Attendant you wish to report on.

5.3 AUTO ATTENDANT DETAILS
The Auto Attendant Details report provides you with a live report of all calls coming into each 
of your Auto Attendants. 
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6 HUNT GROUP
6.1 HUNT GROUP SUMMARY
The Hunt Group Summary report provides you with valuable information on how your Hunt 
Group is performing. 

6.2 HUNT GROUP SUMMARY
The Hunt Group User Summary provides you with a full breakdown of statistics on each user 
in the Hunt Group. 

6.3 HUNT GROUP DETAILS
The Hunt Group Details report provides detailed statistics on each of your Hunt Groups. 
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6.4 HEAT MAPS
The Heat Map is a visual report over five call statistics for your Hunt Group. 

7 CODES
7.1 ACCOUNT CODES SUMMARY
The Summary report provides information on a per user basis for total calls taken and how 
many calls were tagged by the user. Vision360 also provides the department name the call 
was tagged.
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7.2 ACCOUNT CODES DETAIL
The Account Codes Detail report provides you with the full call leg, showing time/date, 
account code assigned, direction and remote calling party number. 

7.3 DISPOSITION CODES ASSIGNED BY CALL CENTRE
Disposition Codes ACD Queue and ACD Agent are reports run on the disposition codes 
assigned to each call in your call centre.

7.4 DISPOSITION CODES ASSIGNED BY AGENT
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8 CLI TRACING
CLI Tracing provides you with full cradle to the grave call reporting. Both Inbound and 
outbound calls can be traced. 

When searching for inbound calls, you need to remove the leading 0 from the target number. 
In this report I have run below, I have searched for all inbound calls made from a specific 
number over this current month. Vision360 highlights each call leg of the journey from start to 
end. This call was processed by the ACD, offered to two agents who bounced, answered by 
Lee Fallon and then transferred to Lucy Dickens.

I can also further confirm this with the click through funcionality. By selecting the call, 
Vision360 will open the Call History report in a new tab.
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When you tick Failure Reason and External Tracking ID, Vision360 will report on why the Agent 
bounced the call and the tracking ID of the call. The tracking ID is useful from a support point 
of view and the Failure Reason explains why the Agent bounced the call.
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