
ShoreTel Workgroup Exceptional Call Report 

The ShoreTel Workgroup Exceptional Call Report shows all exceptional calls queued to a Workgroup.  Exceptional calls are defined as those that did NOT end 
with being connected to an agent.  The report includes the specific end reason.  Parameters: 

Date Range and Time Range (within each day) to bound the report data. 

Show All Exceptions:  If selected, the report shows all exceptional calls.  If not selected, only abandoned calls are shown. 

Show Calling Name:  If selected, the report will show, if available, the calling name received on the call, in addition to the calling number.  Selecting calling 
name does slow the generation of the report. 

Workgroups:  Used to filter results by range(s) of Workgroup numbers.  Default is all. 

This output is by Workgroup and then by date.  Example (numbers obscured in this sample for privacy): 

 



Each data row represents a single call showing date, time, duration, caller ID, dialed number, the queue exit reason, and, for applicable exit reasons, the target 
number.  The possible exit reasons are listed below. 

"Forward - All Calls" – All calls entering the Workgroup are being forwarded. 

"Forward - Agents Busy" – Call was forwarded by the Workgroup because all agents were busy. 

"Forward - Agents RNA" – Call was forwarded by the Workgroup because all agents rang without answering. 

"Forward - Agents Logged Out" – Call was forwarded by the Workgroup because no agents were logged in. 

"Forward - Maximum Rings" – Call was forwarded by the Workgroup because the maximum ring time was exceeded. 

"Abandoned" – Caller hung while waiting in the Workgroup queue. 

"Transfer - To VoiceMail" – Caller chose to exit the Workgroup queue to leave a VM message. 

"Transfer - To Extension" – Caller chose to exit the Workgroup queue by transferring to an extension. 

"Transfer - To Menu" – Caller chose to exit the Workgroup queue by transferring to an AA menu. 

"Call Pickup" – Call was removed from queue via Pickup. 

"Call Unpark" – Call was removed from queue via Unpark. 

"Overflow" – Call overflowed to another Workgroup. 

"Interflow" – Call interflowed to another destination. 

"Unknown" – Reason for exiting the queue could not be determined. 

 


