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| ntroduction

This document describes a single example of a Calling Detailed Call History Report in order to understand
the call flow on these reports.

Prerequisites
Requirements

Cisco recommends that you have knowledge of these topics:

» Understand features such as Report templates.

» Understand clearly the call flow of the calls you intend to analyze.

» Understand Webex Calling features such as Auto Attendant and Call Queue, aswell asits
configuration and terminology.

Components Used
The information in this document is based on:
» Control Hub
The information in this document was created from the devices in a specific lab environment. All of the

devices used in this document started with a cleared (default) configuration. If your network islive, ensure
that you understand the potential impact of any command.

Background I nformation

This document sets a call scenario in order to understand basic concepts on the call report for Calling
Detailed Call History.

Reports help you track and analyze the performance of Webex services in your organization. Y ou can use
these reports to see details for each meeting, how often users message each other, details for Webex Calling



calls and call queues, how often Webex devices are used, onboard information, and more.

For this document, you are to learn only about Webex Calling reports, specifically the Calling Detailed Call
History Report.

Note: The report generated has several columns. Each column description can be read in the Calling
Detailed Call History Report information.

Call Scenario

For this article, the call flow used isan Auto Attendant with main line +12028638111. When called and
option 4 is selected, the call isforwarded to a Hunt group with extension 8001, where 30 agents receive the
call, and then this call can be answered by an available agent of this Hunt Group. If no one picks up, the call
must go to the voicemail extension 8002.

Call Flow

1. Thefirst leg of this call isaPublic Switched Telephone Network (PSTN) number (Calling number)
that calls the Webex Calling number +12028638111 that belongs to the Auto Attendant.

2. Auto Attendant +12028638111 hits the Auto Attendant menu, and if option number 4 is pressed, the
caller hear the IVR and is transferred to the extension 8001. Thisisthe second leg of this call.

3. If the call isunanswered, it is forwarded to the shared Voicemail on extension 8002. If this scenario is
reached, thisisthethird call leg.

These are the legs that would make the call scenario complete.

Each of these legs have the same Correlation ID, which represents asingle call.

Note: Each 1:1 call has two entries. One Originating and the one Terminating. Originating (outbound)
in terms of acaller, and Terminating (inbound) for the receiver end.

Report Rows

This report shows detailed call history data. Thisinformation can be used to view trends at a high level or
drill down to specific call types, which can be used to understand call behavior.

A complete report for this call scenario throughout a month period has over one thousand entry rows.

It is because of thisthat it is useful to have calls filtered by Correlation 1D, so you can focus and analyze just
that single call.

In the next image, you can see amonthly report of this call scenario, where the highlighted section
represents asingle call:
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Y ou can see that asingle call (you can seeit if you filter the column by Correlation ID), has various rows.
This can result overwhelm, furthermore in examples like this, where the call itself has different call legs and
plenty agentsinvolved.

It isimportant to understand that for each leg, you have two entries (rows) on the report for the terminating
and the originating.

Y ou can go back to the original scenario, where the call hits 30 agents. For this single call, you have 60
entries for each interaction of this call with every agent on the Hunt Group. The call to aHunt Group is
considered as asingle call, and this one has sub-calls which are encapsulated inside the call to the Hunt
Group.



Call Flow on the Report

Based on the example given, thisis a portion of the report generated for the Detailed Call history report.

Calling number Called number User Calling line 1D Called line |1D Correlation 1D

151529054590 12028638111 NA Hunt Grpup - WIRELESS CALLER HA 5342f91e-1cBa-4326-aBb5-decdfch663
15152905490 B001 NA Hunt Group - WIRELESS CALLER NA 5342{91e-1c83-4326-a8h5-4ecdfchEE3
15152905490 B001 NA NA Hunt Group 5342f91e-1cBa-43 26-a8b5-decdich663
15152905450 2001 NA MA Bruce Wayne 5342{91e-1cBa-4326-aBb5-decdfcbs63
15152905490 2001 Bruce Wayne Hunt group - WIRELESS CALLER NA 5342{91e-1c8a-4326-a8b5-decdfchab3
15152905450 3005 NA MA Clark Kent 5342f91e-1cBa-4326-3Bb5-decdfcbb663
15152905430 3009 Clark Kent Hunt Group - WIRELESS CALLER A 5342{91e-1cBa-4326-3Eb5-decdfch663
15152905430 3006 NA MNA Barry Allen 5342f31e-1cBa-4326-aBb5-decdfcb663
15152905430 3006 Barry Allen Hunt Group - WIRELESS CALLER HA 5342{91e-1cBa-4326-aBb5-decdfch663
15152905450 00E NA MA Peter Parker 5342f91e-1cBa-4326-aBb5-decdfch663
151532905430 300E Peter Parker Hunt Group - WIRELESS CALLER NA 5342131¢-1cBa-4326-aBb5-decdfch663
15152905450 1234 MNA MA David Vasguez 5342f91e-1cBa-4326-aBb5-decdfch663
15152905430 1234 Bruce Banner Hunt Group - WIRELESS CALLER HA 5342191¢-1cB82-4326-aBb5-decdfchs63
15152905480 G033 NA MA Bruge Banner 53425‘31@1:3343iﬁ-ﬂBhS-'lL'ﬁdf:hEEEI\

Note: The columns shown are an object of interest for the analysis presented here. There are more
columns in reports which can be of interest in your own scenario.

Thefirst field - highlighted in yellow - isthe entry for the first leg, when the PSTN (such as Verizon)
number +15152905490 hits the Hunt Group +12028638111. Y ou can confirm this if you check the User
type column in the report. The value AutomatedAttendantVideo indicates an Auto Attendant.

Asyou can see, on the second row, the Auto Attendant calls the Hunt Group (extension 8001) - thisis
highlighted in brown - and the Hunt Group then calls the first agent - thisis highlighted in green - (Bruce
Wayne with extension 2001). The originating entry indicates this call. Similarly, the terminating entry for
the sameleg. Thisisacall between the Hunt Group and the first agent, which generates an originating and
terminating entry. The call is not picked up by Bruce Wayne (you can see this on the Answered column,
which for thisleg, is set to FALSE.

The call then moves towards the next agent based on the routing pattern and reaches extension 3010 -
highlighted in blue, and as you can see Diana Prince does not pick up the call either. The call moves towards
the next agent and so on.

| 15152905420 1042 MNA A Lex Luthar 5342f91e-1cBa-4326-28b!
15152905450 1042 Lex Luthor Hunt Group - WIRELESS CALLER A 5342f91e-1cBa-4326-aBb!
15152905420 5002 NA NA Thanos 5342191e-1cBa-4326-a8h
15152905420 5002 Thanos Hunt Group - WIRELESS CALLER NA 5342f91e-1cBa-4326-a8b!

This continues to extension 5002, which belongs to Thanos - highlighted in black - who picks up the call
and establishes the call with the PSTN caller.

Note: Thereport is based in UTC time zone for standardization across time zones and it is not
possible to render data in another time zone.

Related | nfor mation

» Reportsfor Your Cloud Collaboration Portfolio
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