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A. Introduction 

 

Fusion Connect’s Enhanced Call Center Reporting (ECCR) enables call center managers to gain the visibility and 

intelligence you need to make smarter decisions and turn every customer interaction into an opportunity for improvement: 

• See What’s Happening in Real Time - Gain clear visibility into call activity, team performance, response times, and 
missed opportunities so you can identify issues and respond faster. 

• Turn Insights into Action - Use real-time and historical reporting to spot trends, optimize staffing, improve call 
handling, and continuously refine your customer experience. 

• Connect Communications to Business Value -  Transform call data into meaningful business insights that help 
improve customer retention, support sales opportunities, and maximize the value of your communications 
investment. 

When you log into the ECCR portal, you’ll have the option to view two menu items: 

• Insights – Provides live call and queue statistics 
• Analytics – Provides pre-built reports and templates that you can customize for agent reports, call center reports 

and dashboards. 

This guide will show you samples of various templates and reports that you can access from the ECCR portal to improve 
performance, elevate your customer experience, and drive greater business value. 
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B. Call Center Reports 

Call Center Wallboard 

See your company’s key real-time events for today in a single dashboard. 

 

This real-time, at a glance view shows what is going on in your business. It provides you with a fully customizable report, 
enabling you to display your real-time business KPIs such as how many calls are waiting, call answer performance statics 
and even the value of calls that you’ve missed. Over 150 real-time statistics are available to be used on the wallboard. Go 
to modify fields to add/remove different tiles. 

 

Calls Center Overview 

Identify your busy periods throughout the day and week. 

 

Real-time template in half hour periods to show your current trends throughout the week so you can identify busy times 
and staff accordingly. You can view the number of calls, how long it takes to answer, and abandoned times. 
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Call Center Agent Report 

See your agents’ statistics in real-time 

 

By monitoring agent activity and real-time call statistics, you can optimize your workforce, increase productivity and 

improve customer experience. You can see which of your team are out for lunch, in a meeting or wrapping-up the previous 

call. Agents automatically change color based on their status. This makes it the ideal tool whether you and your team are 

working remotely or in the office.  

 

Call Center Abandoned/Unreturned 

View the missed opportunities for your call center 

 

This report template can be used for both real-time and historical reports to provide information related to calls that are 

abandoned by callers. Rows highlighted in red show the calls you’ve missed, so you can determine where call-backs are 

required. When you’ve returned the call or the customer calls back and gets through to you, the row will turn green and 

eventually drop off the report. Use the built-in call controls to respond to the missed calls directly from the report. 



Call Center: Sample Reports 

 

 

© 2026 Fusion Connect, Inc. All rights reserved.  5 

 
 

Call Center Call Details Report 

View an in-depth call report for your call center 

 

This is a historical report template that provides information related to calls received by the call center. 

 

Call Center Incoming Call Report 

Incoming call report for your call center 

 

This template is a real-time report that provides information related to how incoming calls are handled by 

call centers, whether they are queued or handled by policy prior to being queued. Easily see the type of calls 

and where customers are waiting to be answered. 
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Call Center Report 

Call report for your call center 

 

This is a real-time report template that provides information related to how calls are handled by call centers 
once they have been queued. 

 

Call Center Summary 

Call summary for your call center 

 

This template is a historical report that provides summary information related to call center performance, 

including average statistics for wait time, speed of answer, abandonment time, and staffed time. 
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Disposition Code Report 

Disposition code statistics for your call center 

 

This template is a historical report that provides information related to disposition codes used by agents for 
a given call center. Track your customizable Account Codes to easily see how many of your business calls 
are categorized by the type of inquiry. 

 

Service Level Report 

SLA / KPI summary for your call center 

 

This template is a historical report that provides information related to how incoming calls are handled in 

relation to service levels provided as input parameters. 
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C. Agent Reports 

Agent Activity Detail Report 

View the activity of your agents 

 

This template is a historical report that provides details related to the activity of agents including all State, 
Disposition, and Call Activity. 

 

Agent Activity Report 

View the activity of your agents 

 

This template is a real-time and historical report that provides information related to the activity of agent(s), 

such as the time that an agent spends in various states. 
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Agent Call Detail Report 

View the agent call activity in detail 

 

This template is a historical report that provides information related to calls made or received by agents. A 
call record can have one or more segments depending on the call journey through your platform. Click on 
each record to view the call journey. 

 

Agent Call Report 

View the call activity of your agents by intervals 

 

This template is a real-time report that shows call information in half hour intervals, such as giving you a 

summary of the number of calls handled by agents or how many calls are being answered against 

abandoned, reported by call type. 
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Agent Duration Report 

View the duration activity of your agents 

 

This template is a real-time report that provides information related to the duration of calls handled by 
agents. 

 

Agent Sign In/Out Report (Yesterday) 

View the time on duties of your agents 

 

This template is a historical report that provides information related to the sign-in and sign-out events of 
agents. 
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Agent Summary Report 

View the summary of your agents 

 

This template is a historical report that provides summary information related to the performance of the 
agents, including the average and longest times spent on various types of calls and in various states. Add 
more statistics to this report to give further insights into your users’ activity. You can also change the reporting 
period to view an agent’s activity over a week, month, or custom interval.  

 

Agent Unavailable Report 

View when agents were unavailable and why 

 

This historical report allows you to see how long staff is spending in each not-available state, along with 
how many of your team members are in these states right now. Identify if productivity issues caused by too 
many of your team taking breaks at the same time. 
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