
11/28/22 Report Discrepancy Examples 

What type of calls are counted in the Calls Summary?  Incoming and Outgoing Calls are counted. Fax 

and extension-to-extension calls are not reported. 

COS- the staff who take the inbound calls on the clinic phone queue 

Ring Settings: 

• Concurrent- rings to the first available phone, if no answer, then goes to the next available 

phone 

• Simultaneous- all lines ring with all inbound calls, who ever answers first gets the calls and the 

others in the queue are counted as refused 
Performance Report- Queue Reports provide performance data on calls that come in to your 

organization queue(s). 

 

EAST SIDE CLINIC (QUEUE LINE CALLED ESC ENGLISH- EXT 4030) 

Queue ring setting is concurrent. 

 

ESC English Queue in the Performance Report 

=695 inbound calls 
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Clicking on the details in the Queue dashboard to look at Users that make up the ESC English Queue= 

271 Inbound calls (confirmed these are the individuals in this given queue) 

 

Then looked at a review by Calls=263 inbound 

 

 

Used the Quality Report for ESC 

=315 inbound 
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• Quality Report by Calls 

 

2ND LOCATION EXAMPLE-BEC MEDICAL MAIN NUMBER (EXTENSION- 4320) 

Queue line ring setting is set as simultaneous 

 

*this is a different setup than ESC-- The COS are the staff that are in the Queue line.  There “lines” 

double both as their personal phone line at their work station AND then it also rings in from the Queue 

line extension. 
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Question-When a phone rings at a COS station, is it technically ringing as a queue call on the queue 

extension and ringing her own phone extension?  Does one queue call count twice with this setup? 

 

 

 

12/2:  I can see now in the User level, the # inbound matches the # called so by User it is only looking at 

the actual calls that extension takes and not the missed calls. 
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Calls: 

 

 

BEC Quality Report 

=217 inbound calls 
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The Data Metrics- 

Inbound Queue line Goals by medical and dental clinic (9 total clinics on the phone system now) 

• Abandonment rate <10% 

• Avg Speed to Answer <1 minute 

• Longest Wait Time <5min 

• # inbound 

• # of Holds <90/day 

• # abandoned on hold <3/day 

 


