
                     VPI PERFORMANCETM Avaya CMS Reports               
 
Introduction 

 
 

VPI PERFORMANCE 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 Avaya CMS comes standard with the following eighteen 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. 
 

Group and Agent Reports 
1. Attendance 
2. AUX Time 
3. AUX Time Exceeded 
4. Call Breakdown 
5. Current Status 
6. Performance 

Split/Skill Reports 
7. Call Breakdown 
8. Current Status 
9. Inbound Call Handling 
10. Performance 
11. Service Level - Abandons 
12. Service Level - Calls 

Split/Skill Group Reports 
13. Call Breakdown 
14. Current Status 
15. Inbound Call Handling 
16. Performance 
17. Service Level - Abandons 
18. Service Level – Calls 

 
Group and Agent Reports 

 
 

Group Report: Attendance 
This report presents staff time with agent login and logout times. 
 

 



                                                                                                                                                                                                                      
 

Group Report: Aux Time 
This report lists agents whose duration aux state exceeds the thresholds specified in Activ! Intelligence. 

 
Group Report: Call Breakdown 
This report details call activity and call durations by group and agent for the types of calls tracked by your CMS. 

 



                                                                                                                                                                                                                      
 

Group Report: Current Status 
The report details the current status and status duration for the agents currently logged in your CMS. 

 
 



                                                                                                                                                                                                                      
 

Group Report: Performance 
This report presents common agent-based performance metrics based on their CMS activity. 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 



                                                                                                                                                                                                                      
 

Split/Skill Reports 
 

 
Split Report: Call Breakdown 
This report summarizes call activity and call durations for calls to splits with metrics segmented by call types. 

 

 
 
 
 
 
 
 
 



                                                                                                                                                                                                                      
 

Split Report: Current Status 
This report summarizes the current status of each split with activity in the current interval. Includes metrics such as Calls in Queue and Oldest Call Waiting. 
 

 
 
Split Report: Inbound Call Handling 
This report details the disposition of inbound calls to each split, such as whether calls were answered or abandoned. 
 

 



                                                                                                                                                                                                                      
 

Split Report: Performance 
This report presents common performance metrics for each split’s call activity with drill-downs to agent activity for each split. 

 

 
 
 
 



                                                                                                                                                                                                                      
 

 
Split Report: Calls Abandoned by Service Level 
This report presents abandoned call metrics based on the service level periods defined for each split on your CMS. 
 

 



                                                                                                                                                                                                                      
 

 
Split Report: Calls Answered by Service Level 
This report presents handled call metrics based on the service level periods defined for each split on your CMS. 
 

 
 
 



                                                                                                                                                                                                                      
 

Split Group Report: Call Breakdown 
This report summarized call activity and call durations for calls to splits in Activ! Intelligence split groups with metrics segmented by call types. 
 

  
 
Split Group Report: Current Status 
This report summarizes the current status of each split for splits in Activ! Intelligence split groups with activity in the current interval. Includes metrics such as Calls in 
Queue and Oldest Call Waiting. 
 

 
 

Split Group Report: Inbound Call Handling 
This report details the disposition of inbound calls to splits in Activ! Intelligence split groups with drill-downs to agent activity within each split. 
 

 



                                                                                                                                                                                                                      
 

Split Group Report: Performance 
This report presents common performance metrics for call activity to splits in Activ! Intelligence split groups with drill-throughs to agent activity for each split. 
 

 
Split Group Report: Calls Abandoned by Service Level 
This report presents abandoned call metrics summarized by Activ! Intelligence split groups using the service level periods defined for each split on your CMS. 
 

 
 

Split Group Report: Calls Answered by Service Level 
This report presents handled call metrics summarized by Activ! Intelligence split groups using the service level periods defined for each split on your CMS. 
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