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Launch the application 
Launch the application either from the desktop icon  
or from the Windows Start > All Programs list. 

If a permanent license is installed the application login screen will be displayed, otherwise a licensing 
screen indicating the licence type, status and options will be displayed. Select the required option 
and press continue. 

 
 

The next screen will ask you to input your Login Name and Password.  Unless you have changed this 
in settings, the default Login Name is Admin and the default Password is Admin.  The next time you 
login, the application will remember and automatically populate the Login Name but will require you 
to enter the password again. 

 

 

 

 

 

 

 

Office Pro will now launch. To maximise the application for your screen either double click the top 
window border of the application or click the maximise button (between minimise and close) on the 
top right of the application. 
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The Today Screen 
The default home screen when starting Office Pro will be the ‘Today’ screen. In default, the screen 
will show four charts however it is possible to choose the graphs you want displayed, what they 
show and how they look. It is also possible to swap the position of charts and increase or decrease 
their width.   The Today screen resets at midnight every day (unless changed in system settings) and 
provides information about what going on in your telephone system for that day.  
 

 

Customising the Today Screen 
The Today screen in Office Pro can be altered to fit a wide range of analytical requirements.  
 
Deleting Charts 

It is possible to delete charts by left clicking on a chart to select it then pressing the Delete button.  

 
 

Adding Charts 
It is possible to add charts by double clicking on the chart required within the Available Charts tree 
menu on the left hand side of the application. The list below shows the Pro charts available.  
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Changing the appearance of the Charts 
To change a chart, click on it to select it then choose an option from the Chart Types drop-down box 
displayed below. 
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Chart Filters 
It is possible to apply filters to certain charts displayed allowing you to select, for example, which 
extensions or departments are displayed on the charts. Simply click on a chart to select it then right 
click and select filters.   
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Advanced customisation  
Advanced customisation of the Today screen beyond the simple addition and deletion of charts, 
changing colours and changing chart types can be effected by clicking a chart to select it then right 
clicking to select chart or series properties. Alternatively click the buttons on the menu bar. 

 
 
 

Selecting chart properties (or clicking the 
properties button on the menu bar) will 
launch an advanced options window 
allowing you to edit many of the chart 
properties, i.e. everything from the x and y 
axis outwards. 

 Selecting series properties (or clicking the settings 
button on the menu bar) will launch an advanced 
options window allowing you to edit many of the 
data series properties, i.e. everything from the x 
and y axis inwards. 
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Saving and loading profiles 
Today screens will have their layout saved to the main database on a per username basis however it 
is possible to save a profile to the database so it can be loaded by someone else who also wished to 
use it. Clicking on the Office icon (3 cubes) on the top left of the application will open a menu to 
allow you to save and load profiles. 
 

 
 
 
 

Rev 2.4 Oct 2016 Office Pro powered by CommSoft RMS  Page 12 of 80 
 



Office Pro – Users Guide 
 

Additional Today Screen Features 
Located at the top right of the Today screen is a small panel of buttons providing additional Data 
features.  

Calls Today 
 

 
 
Calls Today will display details of all the calls for that day. This data can be sorted by clicking on the 
column heading of the item that the list needs to be ordered by.  The list is sorted by the times of 
the calls when the screen is opened, however clicking on Call Style will order the list by call styles 
such as incoming, outgoing, etc. Likewise sorting by Ring Time would display the list in either 
shortest to longest ring times or longest to shortest.  Repeated clicks on the column heading reverse 
the sort order.   

 

Note: To return to the Today screen click on the ‘Return to Today Page’ link on the top right. 
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Returned Calls 
 

 

 
The ‘Returned Calls’ screen refers to abandoned inbound calls. Calls where people have called in but 
given up and hung-up before the call has been answered. The abandoned calls will be displayed as a 
list and will be coloured either red or green. The red indicates a call back is required. The green 
indicates the caller has both been called back and been spoken to, or the caller has subsequently 
called again and this time been answered, therefore not requiring a call back. The data can be sorted 
by column by clicking on the column headings. 
  

 

 
 

Note: To return to the Today screen click on the ‘Return to Today Page’ link on the top right. 

 

Setting up abandoned call email alerts (Alarms) 
The application can be set to send email notification of abandoned inbound calls at either DDI, 
Extension or Group. These notifications can be sent to individual recipients or a group. Multiple 
different notifications can be set.  Note:  Unless the outbound email server settings have been set in 
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Options, the abandoned call notifications will not be sent. For instructions on how to enter these 
settings see  ‘Setting up the outbound email server details’ 
 

 

 
To set up an email notification: 

• Click on System toolbar button (Button on bottom left) 
• Click on ‘Alarm Management’ (left hand side in the system tree) 
• Click on ‘Alarms’ to open Alarms screen and display all alarms that have been created 
• Click on ‘Add’ (Big Green Cross on Top Menu Bar) 
• Select Alarm to add from list that pops up then click Add 
• Click on ‘Add’ in new window that opens and select DDI, Extension or Group 
• Click OK 
• Next click on the Email tab  
• Click on ‘Add’ and enter the email address/es that the notification will be sent to. Click on 

Add after each email address before saving and closing. 
• Finally check the ‘Enabled’ option to enable the alarm 
• Click ‘Save and Close’. 

Call Statistics 
 

 
 
The call statistics data page display summary details for the site for the day plus provides an easy 
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way of drilling down through call data.  Simply double click one call types in the top screen to show 
the drilled down data in the screen below. Likewise it is possible to double click on entries in the 
middle screen to display the drilled down data in the bottom screen. 
 

 

 
 
 
 
Note: To return to the Today screen click on the ‘Return to Today Page’ link on the top right. 
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Extension Statistics 
 

 

The extension statistics page displays data for the extension users and is sortable by each column of 
data. These columns include: 

• Extension No. 
• Name 
• Answered Calls 
• Outgoing Calls 
• Trunk Calls  
• Trunk Calls*  

• Total calls 
• Abandoned Calls 
• Internal Calls 
• Total Duration Incoming 
• Total Duration Outgoing 
• Total Duration 

• Average Duration 
• Total Duration Trunk 
• Average Duration Trunk 
• Longest Duration 
• Numbers Contacted 
• Status 

 

 

(* Indicates call was transferred) 

 
Note: To return to the Today screen click on the ‘Return to Today Page’ link on the top right. 
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Running Reports 
To run a report, select the Reports section from the toolbar buttons on the bottom left or from the 
tabs on the top ribbon menu bar. 

     

 
The Reports section will open showing the reports available. Reports are split into report types, i.e. 
Most Popular Reports, Call Reports, ACD Reports and Contact Management Reports. Each of these 
sections is accessed by clicking on the report folders on the left hand tree or the buttons on the top 
ribbon menu bar.  
 

 

 
To run a report, either double click the report required, or highlight it and click Run Report 
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Saving a Report to ‘Favourite Reports’ for easy access 
Reports from the main list can be dragged and dropped into the Favourite Reports section. Hold the 
left mouse button down whilst over a report then drag it into the Favourite Reports section. Release 
the left mouse button to drop the report into the Favourite Reports section. 

 

 

Previewing Reports 
Clicking on the ‘Help’ link to the right of each Report will open a new window containing information 
about the report and an image showing how it will look when generated. Close this new window to 
return to the Reports page. Clicking ‘Demo’ will run a report for the current day. 

Note: This section is generic to the whole range of Office Solutions products therefore may contain 
Reports not available within the particular product being run. Speak to your telephone system 
supplier to find out more about the range of Office Solutions products available. 
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Clicking on the Report List Book Icon at the top of the Contents Tab will display Reports sorted by the 
Office Solutions product they apply to. By adding licenses for the following products you would gain 
these the following Reports 

Office Xpress – All reports listed under Call Reports 

Office Pro – Call Reports plus all additional reports listed under ACD Group Reports 

Office Campaign - Call Reports plus all additional reports listed under Contact Management Reports 

Office Enterprise – Call Reports, ACD Group Reports plus all reports listed under Network Reports 

Office Voice – Call Reports plus all reports listed under Recorded Call Reports 
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Filtering Reports 
When you run a report you will be asked to filter it to display the information you require 

 

The first tab at the top of the filter window allows you to select the date range of the report.  By 
selecting Week Ending it will report on a period covering the last 7 days and Month Ending will 
report on a period covering the last 30 days. To report on a period between two dates, select User 
Defined and select your start and end dates  

 
 
Selecting and setting time range and days to report on will further narrow down the report data to 
specific times during the days and specific days only. 
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Running a quick report to screen 
Once you have selected the date range above, you can simply run the report to screen by pressing 
Print to Screen 

 

 
The report will then be generated and displayed on the screen as below.  The icons on the top will 
allow you to save or print the report, zoom in and out and move through the pages. 
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For other output types of reports see: 

Running a Report to a File 
Running a Report to a Printer 
Sending a Report to an Email Address 

Which are detailed further on in this guide. 

Filtering Reports by Call Styles 
You can choose which types of calls are reported on. Simply check the boxes for the type of calls 
required. If no boxes are checked, all call data will be included. 
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Reporting on calls to or from certain numbers 
You can filter the reports to only shows calls to or from certain numbers, looking for either complete 
or partial matches, and in addition you can select certain numbers to exclude from reports. Simply 
type in the number and press Add next to the Numbers to Include: or Exclude boxes dependent 
upon whether you want that number included or excluded from the reports. Partial match numbers, 
i.e. area codes, shown be appended with %%.  In the example shown below, only calls to and from 
0207 100200 and any calls to or from numbers starting 01344 will be reported on until you press add 
to include calls to and from 0207 100201. 
 

 

 

Additional Filters 
You can also select the Filters tab and select filters for cost, duration or ring time.  The typical filters 
chosen on this screen would be for choosing specific users extensions to be included within the 
report. By selecting this option a report will be generated for Individual extensions, clicking on the 
Binoculars to the right of the field will bring up an extension list of all users. Clicking a single user, 
Ctrl-clicking to select multiple users or Shift-clicking for a range of users, allows you to customise the 
report as required. Once you have selected the required extension users, press OK. 

By default the Generate report for: will have the All option selected, which will report on all 
extensions within the system. 
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Once you have selected the extensions, you can save them as a group for reporting in the future 

       

Once saved, you will be able to select that extension group name whenever you want 
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Running a Report to File 
To run a report as a file and save it to a folder location either on a local machine or across the 
network, select save to file from the Output tab. Ignore any error message that states ‘File Location 
not set’ by pressing OK, which will lead you to the output screen. 

Select Report Destination as File from the drop-down options, then click browse to select the 
location you want the file saved to, enter a file name then select the file type from the drop down 
selection. Finally press Save. 

Supported File Formats: 

• .pdf – Adobe PDF - (default) 
• .raf – Archive File 
• .xhtml – XHTML 
• .html – HTML 
• .rtf – Rich Text 
• .doc – Word 
• .xls – Excel 

 • .bmp – Bitmap Image 
• .wmf – Meta File 
• .jpg – JPEG Image 
• .gif – GIF Image 
• .png – PNG Image 
• .tif – TIFF Image 
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Note: If you check the option box ‘Exclude date/time stamp from scheduled report filename’ the 
report will overwrite itself every time it runs. If you leave it unchecked, it will create a new file each 
time and append the file name with a reference. 

Running a Report to a Printer 
To run a report to your default printer, simple press Print to Printer, or go to the Output tab then 
press ‘Print to Printer’. 

 

Sending a Report to an E-Mail address 
To send a report to an e-mail address or group of addresses, select E-Mail from the drop-down 
selection on the Output tab, then enter the recipient’s e mail address and press add. Multiple e-mail 
addresses and group addresses may be used. This feature is normally used in conjunction with ‘Add 
Schedule’ 
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Setting up the outbound email server details 
In order to send reports as emails, first the outbound email server details must be entered. Click on 
options on the top menu, then email settings and email server to enter the details. Contact your IT 
department if you are unsure of the information required (Gmail is shown as an example). 
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Setting a Schedule to automate the running of Reports 
Once the filters required for a report are set, you can schedule it to run on a regular basis. This is 
most commonly used for reports saved to file or automatically being sent by e-mail. Ensure you have 
set all the filters including output type before selecting Add Schedule. On this screen you will need to 
enter the name of the report, how frequently it runs, the time for the report to be generated, (in this 
example it will run daily at 21:00hrs from the 8th August until the 8th September), the start date and 
the end date. Once you press Schedule at the bottom, it will be saved to your Scheduled Reports. 
Multiple Scheduled reports can be set up. 

. 
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ACD Reporting 
 
The ACD Reporting folder contains 56 addition reports (as at 
June 2014) designed specifically for more advanced group, 
agent and system performance reporting. ACD stands for 
‘Automatic Call Distribution’ and is a feature of the telephone 
system that automatically distributes calls to members or 
agents of telephone system groups.  

Please note that the reports listed below are correct as at June 2014 
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Running the ACD Reports 
Running and scheduling ACD Reports is carried out in the same way as other reports. The first tab 
will be the same asking for the date and time range of the report. 

 
 

 

 

 The next tab is called SLA and refers to 
target call answering times. SLA 
denotes ‘Service Level Agreement’. Set 
these to the required target answering 
times. The reports that contain SLA’s 
will report on the percentage of calls 
that  were answered within the 3 
target times, i.e. 70% within 10 secs 
95% within 30 secs and 100% within 60 
secs See settings to the left. 
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Some of the ACD reports will display 
graphs at the end of the report. The 
‘Graph’ tab allows the setting of graph 
parameters, ie Graph Type: Line, Bar or 
Area and whether the graph is shown 
in 3D, is hidden or has it’s legend 
hidden. 

 

The Filters tab will be similar to other 
reports, however instead of trunks, 
extensions or departments it will now 
be for agents, attendant queues or 
telephone system groups. ACD Groups 
are effectively the ring or UCD groups 
programmed into the telephone 
system. 
 
 
 
 
 
 

There are additional check boxes 
available for the following: 

- Only report on calls that overflowed to 
other device. 

- Include customers with no calls 
Include transferred calls only 

- Use ACD group report groups only 
- Include ACD Group abandoned calls 
- Include Queue time for Handle time 

and SLA. 
- Exclude outgoing less than x seconds 

- Total duration less than x minutes 
(Inactive day) 
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Reviewing your Scheduled Reports 
You can see all your Scheduled Reports by selecting the Reports Tab then clicking on Scheduled 
Reports from the tree on the left hand side or by pressing the Schedule Reports Button. Right 
Clicking on a Report will allow you to view and edit a saved scheduled report. 
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System Settings 
The systems settings button doesn’t display by default. To make the button visible drag the 
horizontal bar up to allow room for the system settings button to be displayed as shown below. 

          

Drag the bar up to reveal the System button (as above) or click the system icon shown above left in 
orange.  

 

Alternatively you can select the System tab from the top. 

From within the System tree you are able to create Departments and add extension users using 
either Right Click or selecting Add or Edit from the buttons at the top. This will allow you to report on 
groups of extension users belonging to any named departments that have been set up.  
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Viewing Live Agent Extension Status  
 
To open the Office Pro ACD ‘List View’ section of the 
application, either click on the ‘ACD Statistics’ 
button at the bottom left of the application, or 
select the ‘ACD’ tab from the top ribbon toolbar. 

  

 
 

List View 
The ‘List View’ screen opens initially displaying the current status of staff members. It will initially 
display a default view of all extensions in all groups, therefore an entry will appear for each 
extension for each group that the agent is  a member of. In the example below, David is a member of 
three groups and hence an entry appears for his status in each group. The Green arrow next to his 
name shows that he is on an outbound call and the CLI/dialled number column shows that he has 
called 917070. 

 

Selecting a Group to View 
Clicking on a Group (Telephone System Group) listed in the left hand pane will select that group and 
display the live status of all agents who are members of that group (set from within the phone 
system programming tool).  Clicking on different groups will show each group membership and 
agent extension status. This view also displays group totals in the bottom pane. 
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Logging agents in and out of groups 
Right-clicking over an agent will bring up options allowing the logging-in and logging-out of agents 
within the group that is currently displayed. 
  

 

Show / Hide Statistics 
Selecting ‘Show / Hide Statistics’ allows the 
selection of which columns of data are 
shown next to the agents in the List View. 
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My Agents  
Selecting ‘Add to my Agents’ will add that 
agent to the ‘My Agents’ tab to allow quick 
access to specific agent statistics. 

 

 

 

Agent Status Icons 
The current status of each agent is displayed. A quick reminder of what each status icon signifies can 
be found by clicking on the ‘Icon Key’ tab. In the example below, four agent extensions are members 
of group 6001; David is currently logged out of the group, Jeremy is on an incoming call and Manwai 
is on at outbound call. 

 

 

Displaying Agent Statistics 
Clicking the ‘Groups’ tab will display the different telephone system groups. 
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Clicking on the little triangle next to each group will expand 
the tree and display the extension users that are members of 
each group. 

Clicking on an individual extension will display statistics for 
that extension in the form of a wallboard as shown below. It 
will also display a status icon, which in the example below 
shows David as being currently logged out of group 6001.  

 

 

 

Customising the Agent Statistics Screen 
Right clicking on one of the statistics tiles allows the selection of a ‘Show / Hide Panels’ option and a 
‘Configuration’ option. The Show / Hide option provides the ability to customise which statistics are 
displayed for extensions. The configuration option allows the content of the tile (both statistic type 
and statistic item), the fonts, colours and numbers of columns to be changed. 
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Multi-site Installations 
If Office Pro has been installed at multiple sites / offices and have been programmed to work 
together across a data network with a VPN, sites can be selected from the ‘Site’ drop-down on the 
menu bar. Switching sites will display data and reports for the site selected.    
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Wallboards 
Office Pro Clients can be installed onto workstation PCs connected to the local area network (LAN). 
Clients on the LAN can be connected to large displays such as an LCD/LED/Plasma panels to display 
live wallboard statistics.  
 

Wallboard (Standard) 
The Standard Wallboard can be displayed by clicking on ‘Wallboard (Std)’ on the ribbon menu bar. 
The statistics displayed will relate to whichever group is selected in the ‘Groups’ tab on the left. 
Selecting each of the groups will display the statistics for each of those groups. 
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Customising the Standard Wallboard 
Right clicking on any of the statistics tiles (or using the Wallboard (Std) button on the ribbon menu 
bar) allows the selection of a ‘Show / Hide Panels’ option and a ‘Configuration’ option. The Show / 
Hide option provides the ability to customise which statistics are displayed on the walboard. The 
configuration option allows the content of the tile (both statistic type and statistic item), the fonts, 
colours and numbers of columns to be changed. 

Tile style can be changed individually, or a style can be applied to all tiles by clicking on ‘Apply All’ 
once the changes have been made. After applying click Close. 
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Turning the left hand Nav Menu on and off 
The left hand Navigation Menu (Nav Menu) can be toggled on and off from the Menu Bar. 
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Displaying Full Screen 
Full screen mode (most often used for the display of wallboards) can be enabled from the ribbon 
Menu Bar. To disable full screen mode enter Ctrl-W or click on ‘Exit Full Screen’ at the top right of 
wallboard. 
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Wallboard (Advanced) 
The Advanced Wallboard can be displayed by clicking on ‘Wallboard (Adv)’ on the ribbon menu bar. 
By default the advanced wallboard is blank. The difference between the Standard Wallboard and the 
Advanced Wallboard is that the Standard Wallboard can only display one groups statistics at a time 
whereas the Advanced Wallboard allows the display of statistics for different groups. 

 
 
 

Configuring the Advanced Wallboard 
Double clicking the screen or selecting ‘Configuration’ from the Wallboard (ADV) button will bring up 
the Custom ‘Wallboard Configuration’ screen allowing the selection of statistics to be displayed on 
the board. First set the number of columns to be shown using the drop-down on the right hand side, 
then select the first Statistic Type from the drop-down on the left hand side. This is going to be for 
the first tile on the wallboard. In this example we are choosing to display a wallboard with multiple 
ACD Group (Telephone System Group) statistics. 
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Once the statistic type has been selected click on the binocular icon to open the pick list which, will 
open the window below. Select the required group for the the first statistics tile, then press OK.  
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Next select one item from the ‘Available Tiles’ list , once selected, press ‘Add’ to add it into the 
‘Selected Tiles’ window. Repeat this process (remembering to choose the group) until all the 
required tiles have been added into the ‘Selected Tiles’ window. At this stage it is also possible to 
move tiles up and down the list by checking them and selecting ‘Move Up’ or ‘Move Down’. This will 
move their relative position on the wallboard. Tiles will be laid out from the top left running across 
the row for the number of columns selected, then from the left of the second row running across 
that row, etc. The screen below would produce a wallboard that is shown below. 
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It’s easy to go back and change which tiles are shown at any time. Now let’s look at how to change 
the colours, fonts, sizes and background colour of tiles. This is also where you can set tiles to change 
colours when Alarm thresholds or alerts are set (i.e. calls in queue > x, or ringing calls waiting for > y 
secs). 

 

 

Open the configuration window again by right clicking a tile and selecting ‘Configuration’ or by using 
the Wallboard (Adv) button on the ribbon menu bar. 

Individual tiles can be changed by checking  a selected tile then changing it’s settings for font and 
colours then clicking ‘Apply’ before saving and closing. 

Alternatively, font and colour settings can be changed for all tiles by changing the settings before 
clicking ‘Apply All’ before saving and closing. 

If the ‘Scale Font’ box is checked, the font size will automatically adjust to cater for the number of 
tiles on the screen. Unchecking this box allows for fixed font sizes to be applied. 

If alarms are set in System Settings, ensure that related tiles have their ‘Enable Wallboard Alarms’ 
box checked together with the colour that the tile will change to when an alarm is triggered, i.e. calls 
waiting > x, or longest waiting call > y seconds.  
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Configuring Template Wallboards 
In addition to the Standard and Advanced wallboards, it is also easy to create and display custom 
wallboards from either basic templates or simply by selecting number of columns and rows to be 
displayed.  
 

 
 

To create a wallboard from a standard template,   first select the ACD tab on the top menu bar, then 
click on ‘Preset Templates’. The window shown below will open displaying nine options to pick from. 
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Simply double click the template required which will then open within the main window allowing the 
set-up of each individual tile. 

 

Saving the wallboard 
It’s recommended even at this early stage of the process that the new wallboard is given a name and 
saved. This eliminates the danger of later saving over the top of an existing wallboard. To save, 
simply click the ‘Save’ button on the top ribbon menu bar.  

 

A window open asking for the name of the new wallboard, enter a name that will describe the 
wallbaord layout then click ‘OK’.  Each time you click ‘Save’ from now on, that name will appear 
reducing the danger of writing over an existing wallboard. 

 

The new wallbaord will be saved with any other wallboards that have been created and can be 
accessed via the ‘Wallboards’ tab on the left hand side. 
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To open another wallboard, simply click it’s name from the list. 
 

 

 

Configuring Template Wallboards (Part 2) 
To configure a panel either double click on it, or single click once to select the tile to configure (by 
default the top of the tile will turn red to show it’s been selected)  then right click and select 
‘Configure Panel’. 
 

Rev 2.4 Oct 2016 Office Pro powered by CommSoft RMS  Page 51 of 80 
 



Office Pro – Users Guide 
 

 

 

A ‘Panel Configuration’ window will open. 
 

 

 

The first task is to select which type of information should be displayed on the tile. The first option is 
statistic which will produce a panel displaying a numeric figure. The other options in this drop-down 
will be explained later on in this section of the guide. 
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Configuring a Group Statistic Panel 
If Statistic is selected then the next drop-down should be opened in order to choose whether the 
statistic to be displayed relates to an ACD Group, individual Agent or an Auto Attendant queue. 

 

 
If ACD Group is selected, click on the ‘binoculars’ which will open another window allowing the 
selection of which Group will be displayed on the panel. Just double click the Group required to 
select it. 
 

 

 
Next, select which type of statistic should be displayed for that group. Simply check one of the list of 
statistics from the extensive statistics list. 
 

 

  
Group Statistics: 
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 Total Agents 
Logged In Agents 
Logges Out Agents 
Agents on Call 
Agents in Wrap-up 
Idle Agents 
Total Duration 
Longest Duration 
Longest Wait Time 
Average Duration 
Expected Wait Time 
Total Calls Offered 
Answered Calls 
Outgoing Calls 
Abandoned Calls Inbound (Agent) 
Abandoned Calls Outbound (Agent) 
Calls not answered at Group 
Abandoned Calls Inbound (Group) 
Calls Waiting 
Top Calls Receiver 
Top Calls Dialler 
Overflow 
Current Average Wait Time 
Current Longest Wait Time 
 

% Abandoned Calls Incoming 
(Agent) 
% Abandoned Calls Inbound 
(Group) 
Group Average SLA % 
Internal Into Group 

Configuring an Agent Statistic Panel 
With the panel type set as statistic in the first drop-down, this time select Agent from the 
Information Type drop-down then click on the ‘binoculars’ to open another window allowing the 
selection of an individual agent to view in the panel. 
 

 

Once the agent has been selected, select which statistic will be displayed on the panel. It is also 
possible to change the default title that will be displayed on the panel to one of your choice (Max 10 
characters). 
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 Agent Statistics: 

 Incoming Calls 
Outgoing Calls 
Total Calls Offered 
Abandoned Calls Outgoing 
Refused Calls 
Total Duration 
Average Duration 
Longest Call 
Time of Last Call 
Current Idle Time 
% Incoming 
% Outgoing 
Expected Wait Time 

 

 

The last option on this set-up tab allows the choice of icon size for the agent status icon that is also 
displayed on an agent panel. The status icon will be the same as the one displayed on a supervisor’s 
‘List View’ and the size of the icon displayed can be selected between 16 x 16 pixels and 128 x 128 
pixels.  

 

 

 

Note that if the icon is set to its maximum size, it may obscure the statistics therefore select an 
appropriate icon size for the wallboard being set-up. 
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Auto Attendant 
The next item that can be selected from the ‘Information Type’ drop-down is ‘Auto Attendant’. 
Select the ACD Group for the Attendant then the type of statistic required. 

 

  
Auto Attendant Queue Statistics 

 Longest Wait Time 
Average Wait Time 
Total Calls Offered 
Answered Calls 
Abandoned Calls Inbound (Group) 
% Abandoned Calls Inbound (Group) 
Calls Waiting 
Overflow 
Current Average Wait Time 
Current Longest Wait Time 

 

 

Adding tiles for aggregate statistics 
The ‘Aggregate’ selection within the Panel Type drop-down provides the ability to display statistic 
tiles that will either display the sum or average of the statistic selected for the groups/agents/auto 
attendant ports selected. To set-up, select ‘Aggregate’ from the drop-down, then select either ACD 
groups, agents or auto attendant ports from the Information Type drop-down.  Then select whether 
to display ‘Sum’ or ‘Average’ from the second drop-down. Next click ‘Add’ to open the selection 
window and choose which ACD Groups, Agents or Auto Attendant Ports are to be aggregated 
together.  Press OK to add them. Then click the ‘Selected Statistic’ tab to check which statistic should 
be displayed. 

This feature is particularly useful for companies that have multiple agents and groups and wish to 
display overall activity. 

 

Rev 2.4 Oct 2016 Office Pro powered by CommSoft RMS  Page 56 of 80 
 



Office Pro – Users Guide 
 

 

 

The preceding steps have focused on the content of each panel. The next few stages will address the 
look of the wallboard. 
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Configuring Template Wallboard Panels (Selecting a Panel) 

To configure an individual tile, it must first be selected by left clicking on the tile. The top border of 
the tile  will change colour to red to show that it has been selected.  Once it’s been selected, right 
click on the tile and a menu will open. (Right clicking before first selecting the tile will display an 
error message.) 

 

 

 

Swapping Panels or Rows 
When swapping positions of two panels or rows, left click the first one to select it then hold down 
Ctrl and left click another to select that as well. Once they have both been selected then right click 
on one of the panels and select  ‘Swap Panel(s)’ or ‘Swap Rows’. 
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Enabling Alarms in Wallboard Panels (Tiles) 
Individual panels can be set to change colour under alarm conditions. These alarms need to be 
configured in System Settings > Alarm Management > Alarms as shown below.  Once alarms have 
been set via System Settings, left click on the panel to select it, then right click and select 
‘Configuration’, then open the ‘Alarm Settings’ tab and check the ‘Enable Wallboard Alarms’ box. 

 

 
Go to System Settings, open Alarm Management from the tree structure on the left then double 
click on Alarms. The set alarms will display allowing the desired alarm to be double clicked, setup 
and saved. To create a new alarm, click the Green Plus on the top ribbon menu bar. 
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Configuration Global Settings 
The third tab on the Configuration window allows the user to change the colour and bar height that 
is displayed when a panel on the wallboard is selected.  It is also possible to change the default 
background and line colour for charts. 

 

 

Configuring Template Wallboard Panels (Colours and Fonts) 
Changing the panel background colours and fonts (incl. size and colour) can be carried out easily 
within the configuration screen. Click on a panel to select it, then right click and select Configuration. 
The settings for fonts and colours are on the right hand side.  
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Panels can be changed individually, then the ‘Apply above settings to all panels’ check box can be 
selected which will apply the changes to all the tiles. 

Bear in mind that panels displaying timers, i.e. longest ringing call are formatted 00:00:00 and may 
need their font sizes reduced to ensure that the timer is visible within the tile. This becomes 
especially important if a font size is selected for a statistic such as ‘Call Waiting’ then applied to all 
panels. In this case its necessary to go back and adjust the font size of the panels displaying timers.      

 

 
Configuring Text Colours 
The first drop-down option under Title Attributes sets the colour of the text on the panel. This is for 
both the panel title and the statistic displayed. Select the colour desired, or alternatively select 
‘Custom’ which will pop up an additional colour picker from which a colour can be picked manually 
or entered via an RGB reference. 
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Configuring Background Colour and Text Shadow 
The next two drop-downs after Text Colour allow the selection of a background colour for the panel. 
There are two drop-downs that allow a tile to have two colours blending together from top to 
bottom. In the example further lster in this section, all tiles blend from a darker blue through to a 
slightly lighter blue. Text shadow can be applied if required by checking ‘Enable Text Shadow’ then 
by selecting a shadow colour from the Shadow Colour drop-down. 

 
 

Configuring the Panel Title Text - Font and Size 
The font and font size of the title can be changed here. Checking the ‘Show Group Name’ checkbox 
will display the group name in addition to the title of the panel, i.e. Calls Waiting (Main). 

 

 

 Title Text → 

 

 

Statistic Text → 

 

Configuring the Statistic Text   - Font and Size 
The font and font size of the title can be changed here. 
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Applying a Panel Style to all Panels on Wallboard 
Check the box below to apply the font and colour selection to all panels on the wallboard. 

 

 

 

 

This would be an appropriate time to save the wallboard by simply clicking the ‘Save’ button on the 
top menu ribbon bar.  

 

A small window will pop asking for the name of the new wallboard.  Give it a name that will describe 
the wallbaord layout then click ‘OK’.  If a name has already been given to the wallboard, that name 
will appear in the Template Name field. Each time you click ‘Save’ from now on, that name will 
appear reducing the danger of over-writting an existing wallboard. 
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Inserting a chart into a template wallboard 
It is possible to display a chart in a panel by selecting Chart from the Panel Type drop-down in the 
configuration window. This chart can be set to one panel wide or to fill an entire row. Most 
attributes of the chosen chart can be customised.  

 

 

Selecting the chart type and which group it relates to 
Select the chart required from the Chart Type drop-down. These include: 

Chart Type:   

Calls by ACD Group 
Group Abandoned Calls 
Calls by Agents 
Agent Average Talk Time 
Agent Total Talk Time 

Agent Average Ring Time 
Agent Abandoned Calls 
Agent Wrap Up Time 
Agent Busy Time 
Agent Ready Time 

Group Average Ring Time 
Group SLA by  Time 
Longest Ring Time by Hour 
Group Incoming Calls by Hour 
Group Outgoing Calls per Hour 

 
Next, select which group the chart will relate to by clicking on the ‘binoculars’ to the right of the ACD 
Group field. A window will pop up allowing the selection of the group. 
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Selecting the Chart Style 
Select which type of chart will be displayed on the panel from the Chart Style drop-down. 

 

 

Selecting Chart Colours and other attributes 
The Background colour of the chart can be selected from the first drop-down whilst the colour of the 
data series (ie. bar or line, etc.) can be chosen from the second. The third and fourth drop downs 
relate to the thickness of lines on the chart plus the style of line. Transparency sliders allow the 
setting of transparency if required. Additional settings are available via checkboxes. 

 

 

Once the OK button is press, the chart will appear in the panel. 
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Increasing or decreasing chart size 
In the example above the chart is visible within the panel however it appears cramped within a 
single panel so it would be advisable to extend the chart across other tiles. To do this simply select 
the panel with the chart by left clicking on it, then right click on it and select ‘Extend Chart Size’ 
followed by ‘Increase’. 

 

 

 

This will increase the chart over the available panels to it’s right, in this case over the next two 
available panels as per the screenshot below. 
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Chart Properties 
Right clicking on a selected chart will also 
provide options to change the Chart 
Properties. Select the changes on each tab 
before clicking Apply and Save. Chart 
properties provide the ability to change all 
chart data. 

 
Series Properties 
Right clicking on a selected chart will also 
provide options to change the Series 
Properties.  Select the changes on each tab 
before clicking Apply and Save. Series 
properties provide the ability to change 
everything inside the chart. 
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Adding a Leaderboard to a Template Wallboard 
 

 

 
Adding a leaderboard to a wallboard provides a large amount of statistical data for a group of agents 
in a neat, legible and quick to deploy format. Once a leaderboard is added for a particular group, it 
will automatically populate the table with members of that group. The only thing to do after that is 
to select which columns of data will be displayed on the leaderboard. 
  

 

 
To add a leaderboard to the wallboard first select the panel type as ‘Leaderboard’ then select the 
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ACD Group whose members will be display on the leaderboard. Click the binoculars next to the ACD 
Group field; this will pop up a new window allowing the selection of the group required. 

 

Configuring the leaderboard content 

 

 
Now select the columns required to be displayed on the leaderboard. Check the columns required 
before clicking ‘Add’. The order the selected columns appear in (from left to right) can also be 
changed by checking a column name then clicking ‘Move Up’ or ‘Move Down’. 
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Configuring the look and feel of the leaderboard 
Once the leaderboard is configured for content, click OK to display it in the panel. The look and feel 
of the leaderboard  can also be changed by left clicking on the leaderboard to select it, then selecting 
‘Configure Panel’ from the options. 
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Once the configuration window opens, click on the ‘Colours’ tab. The most common item to be 
changed within leaderboard configuration is the font style and font size however it is also possible to 
configure the font  and backgrounds colours as well as the alignment of the column content. 
 

 

 

Automatic sorting of the leaderboard 
Clicking on a column headings selects which order the ACD group members  will appear. In other 
words, clicking on ‘Outgoing Calls’ will sort the order by who has made the most or least outgoing 
calls. Clicking again on the desired column heading will reverse the sort order. This sorting will 
continue until changed.  In the example below, the Outgoing Column has been selected in order to 
sort by the extension who has made the most outbound calls. If Jon made another seven outbound 
calls, he would move into top spot and Manwai would drop down to second place.   
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Adding Condition Codes to the leaderboard 
Condition Codes (or Reason Codes as they are called in Reporting) allows further analysis of calls 
through the input of a code during or before the end of a call. These code are set up in ‘System 
Settings’ (see below)  and could denote call outcomes such as appointment made, order received, 
etc. They are input by the extension user during or before the end of the call by using the Account 
Code feature in the telephone system or by using an external app to stamp the call with the code. 

Reporting will identify calls that have been stamped with the different Condition/Reason 
codes.

 

 

The codes need to be set up first in ‘System Settings’ by adding them into the ‘Condition Codes’ 
section of the ‘Telephone System’ settings accessible via the ‘System’ button or tab. 
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These Condition/Reason codes can be displayed next to each extension user on the leaderboard and 
the order that the extensions are displayed in can be set to follow the number of times each agent 
has entered a particular condition/reason code. 

For example a team of outbound telesales agents could input the ‘Sale’ code every time a sale was 
made over the phone. The order the agents are displayed in could be sorted so that the agent with 
the most sales is displayed at the top, then in reducing sequential order below. This table provides 
an active indication of sales performance, therefore motivating agents to achieve higher sales and 
move to the top of the table.    

To input an individual column into the leaderboard for a particular condition/reason code, simply 
check the box for the code required then click ‘Add’. Multiple code columns can be added. 

 
 
 

Automatic sorting of the leaderboard by Condition Code 
In the same way that the results can be sorted by clicking on the heading of any column, simply click 
on the heading of the condition/reason code column to sort by those results. In the example below 
the ‘sales’ column heading has been clicked to sort the order by the number of sales made. 
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Adding a web browser to the wallboard 
By selecting ‘Web Browser’ from the panel type drop-down in the configuration screen, it’s possible 
to display a web page within a panel. The panel can be increased to full width by left clicking to 
select the panel, then right clicking and selecting ‘Extend Web Page Size’ followed by ‘Increase’.   
 

 

 

 

 

  
Top Left – Web browser panel displaying 
streaming TV 
 
Bottom Left – Web browser panel displaying 
external web cams or IP cameras. 
 
Top Right – Web browser panel pointing at a 
locally saved HTML file* containing a script 
which provides a vertical scrolling information 
screen.  * This file is not supplied with the product.  
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Configuring the web page that the panel displays 
Select ‘Web Browser’ from the panel type drop-down then enter the URL and press OK. 

 

Adding text to the wallboard 
Static text can be added to a panel. Select ‘Text’ from the Panel Type drop-down then enter the text 
required into the ‘Text to Display’ field.  

 

 
The background colour for the panel can also be set via the Colours tab. 
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The preferred method for entering static text onto a panel is via the HTML editor. To access the 
editor click the ‘Update Text using Editor’ button. This will launch the editor shown below to allow 
more advanced formatting of the text. Once the text has been formatted, click the small green 
checkmark icon on the editors toolbar to save the text.  

 

 
To display the text and chosen background colour on the panel, simply click OK on the Panel 
Configuration screen. 
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Adding an image to the wallboard 
An image can be displayed in a panel. This image can be located locally on the machine, on another 
machine on the network  or on a website. To display an image select ‘Image’ from the Panel type 
drop-down. 
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A background colour can be selected via the Colours tab and the image can be selected by entering 
the URL for the image (if web based) or by clicking the ‘Browse for Image’ button and selecting the 
image from a file location.  

 

 

 
The position of the image can also be selected from the Position drop-down.  
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Adding a clock to the wallboard 
A simple clock can be displayed on a panel. The panel configuration screen allows a user to select 
the background colour of the panel (via the colours tab), the time zone to be displayed, the font and 
font size of the time zone caption plus the clock colour and size. It is also possible to check boxes to 
display hour marks and a seconds indicator. 

 

The example below shows how the simple clock can be displayed. 
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