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1 About Vision360 
 

Vision360 is a powerful analytics platform, enabling users to accurately harness insights while 

monitoring the performance of call center operations. 

Make every second count when it comes to the flow of call center data. Vision360 provides users the 

capability to monitor, collect and collate real time and historical data. Graphical and tabular format 

options then enable accurate data consultation.  

Vision360’s round the clock performance metric tracking maintains full data oversight. Gain quick yet 

deeply insightful understandings into performance metrics. Each of which can be immediately 

visualised and are selectable from an extensive range covering the width of a call center. 

 

1.1 Internet & Firewall 
Vision360 can be used on the following browsers. 

a. Google Chrome 
b. Microsoft Edge 
c. Mozilla Firefox 
d. Apple Safari 
 

1.2 BroadSoft Platform Requirements 
Vision360 is supported on R22 and above.  

2 Initial Setup 
 

2.1 Licensing Unity Vision360 
 

Vision360 will require a licence for every user you wish to run reports on. 

• Vision360 UC - User, Dept, Outbound Sales, Hunt Group, Auto-Attendant, Account Codes, CLI 

Tracing (non-ACD) 

• Vision360 Agent - ACD Summary, ACD Detail, Live Calls, Unreturned Abandoned Calls, Agent 

Summary, Agent State, Agent Detail, Disposition Codes, CLI Tracing (ACD) 

All licences are charged monthly. 

There is no additional charge for a supervisor to access reports. 

All reports can be accessed via web or via Unity Supervisor app. (Roadmap) 

 



2.2 Launch Vision360 
Once you have the specific Vision 360 licences assigned, the Kakapo Support team will provide you 

with your own individual admin username & password so you can browse to your Vision360 page 

through the URL vision360.us  

 (The username will be your email address) Vision360 can be used on Google Chrome, Firefox and 

Safari. 

 

 

3 Getting Started 
 

You will be prompted to enter authentication details when you first start Vision360. You will be 

prompted with the below message if the login details entered are incorrect. If your login fails, please 

select the ‘Forgot password?’ option. You also have the option to resend the verification email if 

required. 

Please note that Vision 360 uses separate browser tabs extensively, therefore please ensure pop-up 

blockers are disabled for this URL. 



 

 

Once you click the link, you are guided to the reset password option. 

 



4 Dashboard – Call Center and User/Department 
 

4.1 User & Department Dashboard 
 

The Vision 360 Dashboard is the landing page when you initially log in. Depending on the licences 

assigned to your Agents, there are two dashboards that provide you with up to the minute 

information on the performance of your ACD Call Centers or Non ACD Agents/Departments. 

• Vision360 UC User licence – Access to the User & Department Dashboard. (Non ACD) 

 

 

4.2 Call Center Dashboard 
 

• Vision360 Agent licence – Access to both Dashboards. (ACD and Non ACD) 



 

4.3 Dashboard Navigation Tools 
 

Toggle switch between Today, Week or Month. 

 

Refresh screen and Day View Settings. 

 

 

Auto Refresh function within My Profile. 



 

 

This setting provides an automatic page reload every 5 seconds for the Live Calls, Calls in Queue and 

Dashboard real-time reports. (when Dashboard is set to the Today view) An additional second is 

added for each 2 call centers, so when monitoring 14 call center queues, the refresh interval will be 7 

seconds. 

Timer format is also found in My Profile. This can be set to either display the format as 1min 43sec or 

00:01:43 



 

Toggle Switch arrows for Top Performing Queues and Agents. These can be selected to display the 

data in an alternate format. For example – The call center with the highest answered at the top and 

lowest at the bottom. 

 

Left-Click to open the report in a new tab. This tool is only available with the Call Center Dashboard. 

(Vision360 Agent licence) 

The top 8 call parameters in the rectangle boxes and all the data in the Top Performing Queues and 

Agents can be opened in a separate tab, keeping the Dashboard open. 

In this example below, I have opened the Unreturned Abandoned Calls report in a separate tab by 

left-clicking the call parameter. 

 



 

5 REPORT SEARCH FUNCTIONS 
 

Vision360 provides multiple search tools to enable you to navigate and create the specific call report 

to suit your call center requirements. 

Duration drop-down menu. This can be configured Today, Yesterday, This Week, Last Week, This 

Month and Last Month. 

 

There is also Custom Duration where you can configure specific date and time ranges. 



 

Refresh Button for the most up to date statistics. (Auto refresh also available for Live Calls, Calls in 

Queue and Dashboard real-time reports.) 

 

Report on Sample periods, choose from 15 minutes, 30 minutes or Hourly. (Available on selected 

reports, there is a breakdown of the search functions for each report listed under each heading) 

 

Drop down menu to select specific or all Agents. 



 

Search Bar for specific Agents or Departments. 

 

Call Statistic selection drop down menu. Customise your report with this tool and report on only the 

call statistics that you require. Simply untick the call statistic you do not need in your customised 

report. 

 

Forward the report to an MS-Excel, PDF or CSV file for further investigation. 

 

Toggle Switch arrows. These can be selected to display the data in an alternate format. For example 

– The User with the highest answered at the top and lowest at the bottom. 



 

Display Rows and Next Pages tab is located at the bottom of the page. You can display the rows in 

10, 25, 50 or 100. The system default is 25. 

 

Add Report Template/Scheduled Report. This tool is located at the top right of the screen. 

 

Once you have customised the User Summary report to suit your reporting needs, you can select 

+Add Report. You can either create a report template and/or a scheduled report. These reports once 

saved will be in your user settings under My Reports. 

 

To view your saved report templates, just simply click the play icon on the right-hand side of the 

report. 



 

With the report template, you can also create a quick link and send to anyone who requires access to 

this report. Left click the template and it will take you to the following screen. 

 

Statistics explanation. We have a full description of Vision360 call statistics in this document. 

However, we also have a tool within the report to show the call statistic description. Simply hover 

over the statistic for a second and the full description will pop. 

 

 



6 User and Department 
 

The User & Department section provides you with statistics and call parameters on individual users 

and a detailed summary of each department. User & Department is split into four sections – User 

Summary, Department Summary, Call Details and Outbound Calls Report. 

Search Functions available by report 

 

 

 

6.1 User Summary 
 

The User Summary report provides a detailed view of the call statistics for every monitored user. 

There are 11 call statistics to select in this report. Total Missed Calls is unticked as a default setting. 

 

When reporting on an individual Agent, you can left click on the specific Agent and Vision360 will 

pop a new screen with all the Agents data for the selected period. In this example below, I have 

selected the Agent highlighted. 



 

The next tab will open showing all the Agents calls for this period, keeping the original report tab 

open. 

 

You can also investigate the calls further by selecting the specific call. Vision360 will open a new tab 

with the call history for this call including the call legs. In this example, the call was presented to 4 

Agents who bounced the call. 

 

Once you are satisfied with the configuration of your User Summary report, you can forward to MS-

Excel, PDF or CSV. You can also save as a template and a scheduled report to multiple recipients. 

 

6.2 Department Summary 
 

This Department Summary provides you with a detailed report and breakdown of call statistics for 

each monitored Department. Vision360 provides the same search functionality and the ability to 



remove/add columns and export reports. Department Summary has 9 call statistics to report on. In 

this example, I have run a report on all departments over the last month. 

 

If I would like to focus on the Engineering department, I can either use the department drop down 

menu and untick all other departments or I can just left click the Engineering department, keeping 

my original report open. I left clicked the Engineering department, which has taken me into the 

Engineering User Summary. 

 

Vision360 also provides a further dive into the report by selecting on a particular Agent, a new tab 

will pop open with all calls for this Agent during the period. 

 

You can also click through to the individual call, and it will show the whole call history for this specific 

call. This will also display the whole call legs. 



  

 

6.3 Department Summary 
 

The Call Details report focuses on all calls inbound and outbound for all monitored users across the 

departments. The Call Details report has 12 call statistics and provides specific information relating to 

each call. (2 call statistics are unticked by default) This is a live report which can be refreshed so you 

have the latest call information. Report templates, scheduled reports and certain search tools are 

unavailable as this is a live report. 

The Calls Details report will highlight internal calls and they will be flagged an alternative colour. In 

this example below, Jismy made an outbound internal call to Anandu. 

 

You also could investigate this call further by clicking on the highlighted call. A new tab will open with 

the Call History report and in this example, Anandu missed the call. 



 

 

  

6.4 Outbound Calls Report 
 

The Outbound Calls report focuses on all calls outbound for all monitored users across the 

departments. The report has 8 call statistics and provides specific information relating to each 

outbound call. 

 

To focus on a specific Agent, you can select the single Agent from the drop-down menu or left click 

the Agent and a new tab will open with the users Outbound Calls report. In the example below, I 

have clicked on Anandu, and the Outbound Calls report is opened in a new tab just for this Agent. 



 

 

7 ACD Agents 
 

The ACD Agents section provides an in-depth view into the monitored Agents ACD activity over any 

selected period you search. This section is split into three reports, Agent Activity Summary, Agent 

Activity Detail and ACD State.  

All Agents that you would like to include in these reports require the Vision360 Agent licence 

assigning. 

Search Functions available by report 

 

 

 

 



7.1 Agent Activity Summary 
 

The Agent Activity Summary report provides a very deep investigation on each Agent in your call 

centers. There are 39 call statistics to report on, 4 are unticked as default.  

 

The first configuration setting to complete would be the Short Call Duration. The default setting is 20 

seconds, but this can vary between call centers. You will find the setting under My Settings > General 

Settings.

 

 

In this example below, I have set my Short Call Duration to 10 seconds. 



 

Once again, you can select certain Agents to investigate further, or you can click on the Agent for 

further information. In this instance, I have selected the Agent Lucy Dickens and the Agent Activity 

Summary pops in a new tab just on this Agent. 

 

Below is my saved template report of my Agent Activity Summary with all 39 call Statistics. 

 

 



7.2 Agent Activity Detail 
 

The Agent Activity Detail Report provides up to the minute information on the performance of each 

agent in your company. You can track if the agent is available to take a call, unavailable, on a call and 

the call behaviour. There are 10 call statistics, 1 is unticked by default. 

 

 

7.3 ACD State Report 
 

The ACD State Report is a live up to the minute report on the availability of users in your call center. 

There are 14 call statistics, 1 is unticked by default. 

 

 



8 ACD Queues 
 

The ACD Queues section provides you with up to the minute information on any queuing in your call 

centres. This is split into 8 reports, Calls in Queue, Live Calls, Unreturned Abandoned Calls, Call 

Center Summary, Call Center Details, Abandoned Calls Summary, KMPIQ Calls Summary and Heat 

Map. 

All Agents that you would like to include in these reports require the Vision360 Agent licence 

assigning. 

 

Search Functions available by report 

 

8.1 ACD State Report 
 

Calls in Queue is a live report on all current calls that are in your call centers queues. There are 14 

statistics to report on, one stat is unticked as default. If you set your profile to auto refresh, this 

report will also auto refresh providing you with the most up to date call information. In this example 

of the live report, I have 3 calls in queue.  

 

I selected the bottom call inbound to Kakapo Sales and a new tab opens up showing me the call 

history including the call legs. 



 

8.2 Live Calls 
 

Live Calls is another live report that will auto refresh once you have configured in my settings. There 

are 11 call statistics, 1 is unticked by default. In this example, you can see that The Agent has 

answered an inbound call to Kakapo Support, and I can track the progress live.

 

After the next auto refresh, I can see the Agent has paused call recording. 

 

 

8.3 Unreturned Abandoned Calls 
 

The Unreturned Abandoned Calls report shows all the calls that have been abandoned in your call 

centre and the calling party has not been called back. If the caller who abandoned previously calls 

back into the call centre, Vision360 will strip this from the Unreturned Abandoned Calls report. 

To configure your individual threshold for Unreturned Abandoned Calls, go to My Settings > General 

Settings. I have set my threshold at 72 hours, this means Vision360 will store the last 72 hours of 

unreturned abandoned calls. 



 

There are 8 call statistics, 2 are unticked by default. From a Call Center point of view, this is an 

intelligent report that can add value to your customers experience. Abandoned calls could potentially 

mean lost revenue. 

 

Any User with access to Vision360 will be able to view this report and then forward to a selected 

team of Agents, making sure the abandoned callers are contacted. I have forwarded this report to a 

CSV file and then assigned Agents to make the callbacks and sent the CSV via email to the group. 



 

8.4 Call Center Summary 
 

Call Center Summary is a report that summarises all the information and displays in a view that 

highlights potential rooms for improvement. There are 34 call statistics, 10 are unticked by default. 

This report is very useful to identify parts of your Call Center that require more staffing at certain 

time, highlights abandoned calls and works out the average time and abandoned percentage. The 

report can also identify potential training gaps with your users in the call Centre to improve your 

customer’s experience. 

Before setting up your view, template, or scheduled report, it is important to configure your 

abandoned calls threshold and SLA levels. The configuration section is in My Settings > General 

Settings. 

 

I have set my call center SLA’s and my abandoned calls threshold to 5 seconds. And this is now shown 

in my Call Center Summary once I select update. 



 

 

 

8.5 Call Center Details 
 

This report is the full log of each call made into your monitored call centers. This is a live report that 

you can update using the refresh button. There are 20 statistics, 2 are unticked by default. 



 

The click through functionality is available on this report, so I have selected the call at 12:57:47pm. 

Vision360 will pop open a new tab with the Call History report for this call. As you can see, two of the 

Agents bounced the call and the third Agent answered. 

 

If you use the Statistics Selection, Drop down and select Failure, you can see why the Agent bounced 

the call. In this example, Athul was Temporarily Unavailable when offered the call. 

 

8.6 Abandoned Calls Summary 
 

The Abandoned Calls Summary provides a detailed report of all abandoned calls into your call 

centers. There are 9 call statistics to report across and once you have set your abandoned calls 

threshold in My Settings > General Settings, this report will show the same threshold. 



 

The click through functionality within this report allows you to view the total abandoned calls for the 

call center you select and then you can select a specific call and the call history will pop in a new tab. 

In this example below, I have selected Holiday Cruises and then the abandoned call at 11:06:22am 

 

 

8.7 Heat Maps 

8.8 Heat Maps 
 

The Heat Map is a visual report over 5 call statistics, Calls Received, Calls Abandoned, Calls Answered, 

Average Wait Time and KMPIQ Requests. The Heat Map identifies and highlights the busiest periods 

of the day regarding call traffic in your call center.  



 

8.8.1 Heat Map Navigation Tools 
 

Report Type drop down menu. Use this to switch in between the 5 call statistics. 

 

Call Month drop down menu. Select the month you would like to report on. 

 

Call Center drop down menu. Select the Call Center you wish to have in the report. 

 

Day View Settings. Extend the start and end time including intervals in minutes. 



 

 

 

 

9 Auto Attendant 
 

The Auto Attendant section provides you with up to the minute information on all your Auto 

Attendants. This is split into 3 reports, Auto Attendant Summary, Auto Attendant Options Summary 

and Auto Attendant Details. 

Search Functions available by report 

 

9.1 Auto Attendant Summary  
 

The Auto Attendant Summary report provides you with a detailed summary report on each of your 

Auto Attendants. There are 8 call stats in this report. 



 

9.2 Auto Attendant Options Summary  
 

The Auto Attendant Options Summary provides a report of each individual Auto Attendants you 

have. You can use the date/time search as before and you also have a drop-down picker menu so you 

can select which Auto Attendant you wish to report on. 

 

9.3 Auto Attendant Details 
 

The Auto Attendant Details report provides you with a live report of all calls coming into each of your 

Auto Attendants. The report covers 9 parameters which help you manage your Auto Attendant giving 

the inbound caller the best experience. There are 10 call statistics, 2 are unticked by default. 

 



10 Hunt Group 
 

The Hunt Group section provides you with up to the minute information on all your Hunt Groups. 

This is split into 4 reports, Hunt Group Summary, Hunt Group User Summary, Hunt Group Details and 

Heat Map. 

Search Functions available by report 

 

10.1 Hunt Group Summary 
 

The Hunt Group Summary report provides you with valuable information on how your Hunt Group is 

performing. The report is run over 12 call statistics. 

 

 

10.2 Hunt Group Summary 
 

The Hunt Group User Summary provides you with a full breakdown of statistics on each user in the 

Hunt Group. This report has 5 call statistics. 



  

 

10.3 Hunt Group Details 
 

The Hunt Group Details report provides detailed statistics on each of your Hunt Groups. The report is 

run over 12 call statistics, 2 are unticked by default. 

 

10.4 Heat Maps 
 

The Heat Map is a visual report over 5 call statistics, Calls Received, Calls Abandoned, Calls Answered, 

Average Wait Time and KMPIQ Requests. The Heat Map identifies and highlights the busiest periods 

of the day regarding call traffic in your Hunt Groups.  



 

10.4.1 Heat Map Navigation Tools 
Report Type drop down menu. Use this to switch in between the 5 call statistics. 

 

Call Month drop down menu. Select the month you would like to report on. 

 

Hunt Group drop down menu. Select the Call Center you wish to have in the report. 

 

Day View Settings. Extend the start and end time including intervals in minutes. 



 

 

11 Codes 
 

The Codes section provides you with up to the minute information on all your codes. This is split into 

4 reports, Account Codes Summary, Account Codes Detail, Disposition Codes ACD Queue and 

Disposition Codes ACD Agent.  

Both the Account Codes Summary and Detail reports provide you with information on all calls taken 

per user and if the call has been tagged a department by the user.  

Account codes are required to be setup in Broadworks and the user(s) need to have the relevant 

licence added. 

 

Search Functions available by report 

 

11.1 Account Codes Summary 
 

The Summary report provides information on a per user basis for total calls taken and how many 

calls were tagged by the user. Vision360 also provides the department name the call was tagged. 



 

11.2 Account Codes Detail 
 

The Account Codes Detail report provides you with the full call leg, showing time/date, account code 

assigned, direction and remote calling party number. The report is run per user on every call received 

over 7 call statistics, 2 Are unticked by default. 

 

11.3 Disposition Codes Assigned By Call Center 
 

Disposition Codes ACD Queue and ACD Agent are reports run on the disposition codes assigned to 

each call in your call center. 

Disposition Codes ACD Queue provides live information on each queue and the specific code used. 

Disposition Codes ACD Agent is a report on each user in the call center and tracks how each call was 

handled and if a disposition code was entered. 

Disposition codes are required to be setup in Broadworks and the user(s) need to have the relevant 

licence added. 



 

11.4 Disposition Codes Assigned By Agent 
 

 

12 CLI Tracing 
 

CLI Tracing provides you with full cradle to the grave call reporting. Both Inbound and outbound calls 

can be traced. 18 call statistics, 5 are unticked by default.  

Search Functions available  

 



 

When searching for inbound calls, you need to remove the leading 0 from the target number. In this 

report I have run below, I have searched for all inbound calls made from a specific number over this 

current month. Vision360 highlights each call leg of the journey from start to end. This call was 

processed by the ACD, offered to 2 agents who bounced, answered by Lee Fallon and then 

transferred to Lucy Dickens. 

 

I can also further confirm this with the click through functionality. By selecting the call, Vision360 will 

open the Call History report in a new tab. 



 

When you tick Failure Reason and External Tracking ID, Vision360 will report on why the Agent 

bounced the call and the tracking ID of the call. The tracking ID is useful from a support point of view 

and the Failure Reason explains why the Agent bounced the call. 

 

 



13 My Account Settings 
 

 

On the top right-hand side, you have 5 options to amend your account, create/amend another user 

account and logout. 

 

13.1 My Profile 
 

My Profile provides you with the email address linked to your account and the user level assigned. 

You can also amend the thresholds for abandoned calls and short duration calls. The last options are 

which time zone your account has been set up in, date/time format and a tick box to show/hide 

department. We also have the Dark Mode option, which when selected will be the default mode for 

viewing Vision 360. 



 

13.2 User Settings 
 

Portal User Settings provides a full list of Vision 360 users for your Group and what hierarchy they 

share. If you have Group or System provider access you can create, amend, lock or delete specific 

user accounts. 

 

 

 



13.2.1 Create New Users 
 

You can also create new users with the add icon at the top right. 

 

You can restrict certain permissions when creating a new user, fully customisable to meet your 

needs. Once you are happy with the new user creation, select save. 

 

The new user will receive a welcome email in your company branding. 

 

 

The link takes the new user to the Vision 360 verification page and then a separate email asking the 

new user to set their password. 



 

13.3 Scheduled Reports 
 

Vision 360 provides the user with the ability to create scheduled reports to multiple recipients. The 

configuration of the scheduled reports is very user friendly and can be amended at any time. You 

also have multiple duration periods, sampling periods and a choice of report output format. 

 

 

13.4 General Settings 

You can set/amend the SLA for each specific level in the My Profile tab  You can also set/amend 

the maximum time for unreturned abandoned calls. 

The SLA reports area available on the Call Centre Summary report. Please be aware that only SLA 1 

is populated in the report, SLA’s 2 – 5 are de-selected by default and can be added with the column 

adjuster. 



 

 

14 Vision360 Statistics Descriptions 
 

 

 



 

 

 



 

 



 

 



 

 



 

 

 



 

 

 



 

 

 

 

 

 

 

 

 

 


