Broadsoft Call Detail Records (CDR)

User Call Statistics

Download SQL file: CDR-UsageReportAllUsersSnow.sql

The example below queries the data warehouse for data surrounding user calls including how many were taken (answered) and made (placed) and what
the call duration for these categories

The data selected based on a specific month and groups the data by location and user


https://support.evolveip.net/download/attachments/130581664/CDR-UsageReportAllUsersSnow.sql?version=2&modificationDate=1680206338000&api=v2

User Call Statistics

/*
* This usage reports is based on the BroadsoftUserDi nmension table so all users are represented even if they
did not gernerate any traffic.
* The colums in this report are:
* Mont h, Location, User |d, User Name, Extension, | nbound Calls, | nbound Answered Cal | s, | nbound M nutes, Qut bound
Cal | s, Qut bound Answered Calls, Qut bound M nutes, Total Calls, Total Answered Calls, Total M nutes, User Type
*/ -- Snowflake Scripting code EXECUTE | MVEDI ATE $$
-- Snowfl ake Scripting code
DECLARE
nmont hLabel VARCHAR;
f Dat e | NTEGER;
tDat e | NTEGER;
BEA N
SELECT rdd_l abel, rdd_firstDate, rdd_|l astDate | NTO : nont hLabel, :fDate, :tDate FROM EVOLVEI P. PUBLI C.
REPORTDATESDI MENSI ON WHERE rdd_| abel = '2022-05';

LET res RESULTSET := (SELECT
:nont hLabel Month, CONCAT( CONCAT( lcd_city, ' - '), lcd_stateProvince ) Location, REPLACE(| ower
(bud_broadsoftUserid), '.', ' - ') AS Userld, REPLACE(I|ower (bud_broadsoftUserDi splayNane), ',', ' - ') AS
User Narne,
CASE WHEN bud_br oadsof t Ext ension IS NOT NULL THEN bud_broadsoft Ext ensi on ELSE '' END Ext ensi on,
SUM CASE WHEN bf _direction = 'Term nating' AND bf_answerlndicator IS NOT NULL THEN 1 ELSE O END)
I nboundCal | s,
SUM CASE WHEN bf _direction = 'Term nating' AND bf _answerlndicator IS NOT NULL AND bf _answer| ndi cator =
'Y THEN 1 ELSE O END) | nboundAnswer edCall s,
t o_nunber ( SUM CASE WHEN bf _direction = 'Term nating’ AND bf _answerlndicator IS NOT NULL THEN
bf _billDuration ELSE 0 END) / 60.0) | nboundM nutes,
SUM CASE WHEN bf _direction = 'Originating' AND bf_answerlndicator IS NOT NULL THEN 1 ELSE 0 END)
Qut boundCal | s,
SUM CASE WHEN bf _direction = 'Originating’ AND bf_answerlndicator IS NOT NULL AND bf_answer | ndi cator =
'Y THEN 1 ELSE O END) CQut boundAnsweredCall s,
t o_nunber (SUM CASE WHEN bf _direction = 'Originating’ AND bf_answerlndicator IS NOT NULL THEN
bf _billDuration ELSE O END) / 60.0) QutboundM nutes,
SUM CASE WHEN bf _answer | ndicator 1S NOT NULL THEN 1 ELSE 0 END) Total Cal I s,
SUM CASE WHEN bf _answer I ndicator IS NOT NULL AND bf_answerlndicator = 'Y THEN 1 ELSE O END)
Tot al Answer edCal | s,
t o_nunber ( SUM CASE WHEN bf _answer | ndicator IS NOT NULL THEN bf _bill Duration ELSE 0 END) / 60.0)
Tot al M nut es,
CASE WHEN | ower (bud_broadsoftUserld) ILIKE "aa-% THEN ' AUTO ATTENDANT'
ELSE CASE WHEN | ower (bud_broadsoftUserld) |ILIKE 'cc-% THEN 'CALL CENTER
ELSE CASE WHEN | ower (bud_broadsoft Userld) |LIKE 'hg-% THEN ' HUNT GROUP' ELSE
CASE WHEN | ower (bud_br oadsoftUserld) ILIKE 'cb-% THEN ' CONF BRI DGE' ELSE
CASE WHEN | ower (bud_br oadsoft Userld) |ILIKE 'casa-% THEN 'AWMP' ELSE ' USER END END END
END END User Type
FROM
BROADSOFTUSERDI MENSI ON
LEFT QUTER JO N Broadsoft CDRFact ON bud_id = bf _userFk AND bf_call StartDatelLocal >= :fDate AND
bf _call StartDatelLocal <= :tDate
LEFT QUTER JO N Locati onDi mensi on ON bud_l ocationld = | cd_|l ocation
WHERE
bud_id <> 0 AND bud_broadsoftUserld NOT LIKE ' % Default' AND bud_broadsoftUserld NOT LIKE ' % MOH AND
bud_broadsoftUserld NOT LIKE ' % VMR AND
bud_br oadsoftUserld NOT LIKE 'vb-%
GROUP BY | ower (bud_broadsoft User1d), bud_broadsoftExtension, |ower(bud_broadsoftUserDi spl ayNane), CONCAT(
CONCAT( lcd_city, " - "), lcd_stateProvince )
ORDER BY Location, Userld, Extension, UserNane);
return TABLE(res);
END;
$$

Hunt Group Statistics

Download SQL file: CDR-HuntGroupStats-CompleteSnow.sql


https://support.evolveip.net/download/attachments/130581664/CDR-HuntGroupStats-CompleteSnow.sql?version=1&modificationDate=1678397676000&api=v2

The example below queries the data warehouse for data surrounding hunt group calls including how many were answered, abandoned and transferred to
voicemail as well as duration of the ring times and calls

It is selected based on a specific date range and groups the data by location and user

Hunt Group Statistics

SELECT
-- Date
bf _cal | Start DateLocal AS Date,

-- Location
CONCAT(| cd_stateProvince, ', ', lcd_city, ' - ', lcd_streetAddress) AS Location,

-- Hunt G oup
bud_br oadsof t User Di spl ayNanme AS Hunt Gr oup,

-- Inbound calls to Hunt group
SUM CASE bf _direction WHEN ' Terminating' THEN 1 ELSE O END ) AS | nboundCal | s,

-- Calls abandoned before answer or VM
SUM CASE bf _direction WHEN ' Ternminating' THEN 1 ELSE O END ) -
SUM CASE WHEN bf direction = "Originating’ AND bf _answerlndicator = 'Y THEN 1 ELSE 0 END ) AS
AbandonedCal | s,

-- Percentage of calls abandoned
CAST (CASE WHEN SUM CASE bf _direction WHEN ' Terminating' THEN 1 ELSE O END ) > 0

THEN

CAST((SUM CASE bf _direction WHEN ' Termi nating’ THEN 1 ELSE 0 END ) -
SUM CASE WHEN bf _direction = "Originating’ AND bf _answerlndicator = 'Y THEN 1
ELSE O END )) AS DECI MAL) /
SUM CASE bf_direction WHEN ' Terminating' THEN 1 ELSE 0 END )
ELSE 0
END * 100.0 AS DECI MAL(4, 1)) AS Percent Abandoned,

-- Calls routed to agents
SUM CASE WHEN bf _direction = 'Originating’ AND bf_answerindicator = 'Y THEN 1 ELSE O END ) AS
Rout edCal | s,

-- Handl ed calls (calls answered by a person)
SUM CASE WHEN bf _direction = 'Originating’ AND bf _answerlndicator = 'Y AND bf_cal | edNunber <> ' 5000
THEN 1 ELSE O END ) AS Handl edCal | s,

-- Precent handled calls (calls answered by a person)
CAST (CASE WHEN SUM CASE WHEN bf _direction = "Originating’ AND bf _answerlndicator = 'Y THEN 1 ELSE O
END ) > 0
THEN
CAST (SUM CASE WHEN bf _direction = 'Oiginating’ AND bf_answerlndicator = 'Y AND
bf _cal | edNunber <> '5000° THEN 1 ELSE 0 END ) AS DECI MAL) /
SUM CASE WHEN bf _direction = 'Originating’ AND bf_answerlndicator =
'Y THEN 1 ELSE O END )
ELSE 0
END * 100.0 AS DECI MAL(5,2)) AS Percent Handl edCal | s,

-- Talk duration of handled calls in mnutes
CAST (SUM CASE WHEN bf _direction = 'Originating' AND bf_answerlndicator = 'Y AND bf_cal | edNunber <>
' 5000' THEN bf _billDuration ELSE O END ) / 60.0 AS DECI MAL(8,2)) AS Tal kDurati on,

-- Average duration of handled calls in mnutes
CAST (CASE WHEN SUM CASE WHEN bf _direction = 'Originating’ AND bf_answerlndicator = 'Y AND
bf _cal | edNunber <> '5000" THEN 1 ELSE 0 END ) > 0
THEN
CAST (SUM CASE WHEN bf _direction = 'Oiginating’ AND bf_answerlndicator = 'Y AND
bf _cal | edNunber <> '5000' THEN bf _billDuration ELSE 0 END ) AS DECI MAL) /
SUM CASE WHEN bf _direction = 'Originating’ AND bf _answerlndicator = 'Y AND
bf _cal | edNunmber <> '5000° THEN 1 ELSE 0 END )
ELSE 0
END / 60.0 AS DECI MAL(6,2)) AS AverageTal kDurati on,

-- Call overflowed to VM



SUM CASE WHEN bf _direction = "Originating’ AND bf _answerlndicator = 'Y AND bf_cal | edNumber = ' 5000
THEN 1 ELSE O END ) AS VMverf | owCal | s,

-- Average speed of answer (ASA) (wait tine) in mnutes
CAST (CASE WHEN SUM CASE WHEN bf _direction = "Oiginating’ AND bf _answerlndicator = 'Y AND
bf _cal | edNunber <> '5000' THEN 1 ELSE O END ) > O
THEN
CAST (SUM CASE WHEN bf _direction = 'Originating’ AND bf_answerlndicator = 'Y AND
bf _cal | edNunber <> '5000' THEN bf_ringDuration ELSE O END ) AS DECI MAL) /
SUM CASE WHEN bf _direction = 'Originating’ AND bf_answerlndicator = 'Y AND
bf _cal | edNunber <> '5000" THEN 1 ELSE O END )
ELSE 0
END / 60.0 AS DECI MAL(5,2)) AS ASA
FROM Br oadsof t CDRFact LEFT OUTER JO N Broadsof t User Di mensi on ON bf _user FK = bud_i d
LEFT QUTER JO N Locati onDi mensi on ON SUBSTRI NG bf _group, 4, 10) = lcd_l ocation
WHERE bf _cal | Start DatelLocal >= 20220414 AND bf _cal | StartDatelLocal < 20220415 AND
bf _userld LI KE ' hg-%
GROUP BY bf_call StartDateLocal, CONCAT(lcd_stateProvince, ', ', lcd_city, ' - ', lcd_streetAddress),
bud_br oadsof t User Di spl ayNane;

Monthly Call Volume
Download SQL file: CDR-MonthlyCallVolumSnow.sql
The example below queries the data warehouse to summarize call counts and duration by phone #

It is selected based on a date range and then ordered by number and month

Monthly Call Volume

-- Sumcall counts and call durations for inbound answered calls for dialed nunbers by nonth
-- Broadsoft CDR Fact

SELECT
bf _call StartDateLocal / 100 AS nonth,
bf _cal | edNunber AS DN S,
COUNT(*) AS cal | Count,
CAST(SUM bf _bi |l | Duration) / 60.0 AS DECI MAL(8,2)) AS m nutes
FROM Br oadsof t CDRFact
WHERE bf _direction = 'Term nating' AND bf_answerlndicator =Y AND bf_call StartDateLocal >= 20220201 AND
bf _cal | StartDateLocal < 20220301
GROUP BY bf _cal | StartDateLocal / 100, bf_calledNurber
ORDER BY nonth, DNI'S;


https://support.evolveip.net/download/attachments/130581664/CDR-MonthlyCallVolumSnow.sql?version=1&modificationDate=1680206338000&api=v2
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