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How can I see user information including users, call type, calls by queue or 
group, calls by time length? 

To see this information, 
Step 1. From the Admin Portal, select Reports > Analytics Portal. 

Step 2. In the left margin, click Performance Report > User tab. 

At the top of this report display, you’ll see menus for access to this 
information. Each menu lets you filter using multiple choices per menu for 
specific details. 

How can I sort information in the report? 

Once you are in the User Report, there are arrows at the top of each sortable 
column. 

How can I show the user activity by specific date, Last 7 Days, This Month, 
Last Month, or a custom range? 

Step 1. Click on the calendar icon at the top of the page. 

Step 2. Create a custom range or click the option of your choice. 

Step 3. Click Done and the report refreshes to show your selection.
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How can I see the number of active users?

The total number of active users is always shown in the USERS menu at the 
top of the report. The USERS are listed below and the list can also be paged. 
Click a page location to move through the list

How can I see the number of internal or external phone calls?

You can see the number of internal or external phone calls by clicking on the 
Performance Report > User tab > CALL TYPE menu. The result instantly 

populates the list you see.

How can I see the number of internal or external phone calls to particular 
Company Numbers?

If you would like to see the number of internal or external phone calls to a 
particular phone number, then use the Company Numbers Report. 

Step 1. From the Analytics Portal, select Company Numbers Report.

Step 2. Click the Company Numbers down arrow. 

The Company Numbers window opens. 
Step 3. Enter the particular company number in the Search field. 

As you enter the number, likely numbers appear. 
Step 4. Select the check box for the number you are searching. 

Step 5. Click Done. 

The Company Numbers Report is generated and appears for 
the given telephone number. 
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How can I navigate by Key performance indicators: All KPIs selected, 
Inbound, Outbound, or selected KPIs? 

Step 1. From the Analytics Portal, select Performance Report > User 
tab.

Step 2. Next to KPIs, click Select KPIs. 

A window opens that lets you select those KPIs you would like 
to search. Use the scroll bar to see all the KPIs listed.

You can also choose to show or hide KPI descriptions. 
Step 3. When you have finished selecting KPIs, click Done. 

How can I page through the list of users? 

You can page through the displayed list of names by using the provided tool. 

How can I see information about a specific User?
Step 1. Navigate to the Analytics Portal > Performance Report > User 

tab. 

Step 2. Click directly on a name listed under Users.
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The User’s information is displayed. 

For the Queue Report, User Report, and Company Numbers Report, how 
can I select the columns that will appear in the report? 

Step 1. From the Analytics Portal, select Performance Report > User 
tab.

Step 2. Click Select Columns. The Select Columns window appears. 

Step 3. When you have finished selecting/de-selecting columns, click 
Done. 

How can I turn off all the numbers listed in the Company Numbers Report? 

When you are searching for a specific phone number, you may want to turn 
off the other numbers displaying. To do so, 

Step 1. From the Analytics Portal, select Company Numbers Report.

Step 2. Click the Company Numbers down arrow. 

The Company Numbers window opens. 
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Step 3. De-select the top most check box in the list. 

All check boxes become unchecked. 

How can I understand whether my users handle calls as expected? Are there 
too many transfers? Are callers are put on hold/park too often?

The answers to these questions can be found by doing the following:
Step 1. Open the user report. 

Step 2. Select the users whose activity you are interested.

Step 3. In the Select columns, choose the metrics. For example, select 
#/& Transfers, #/% of holds and #/% of Parks (on). 

Step 4. Sort the users by the selected metrics which identify those 
who make more transfers (use more holds, parks, and so on) 
than others.

How can I add users to user groups?

You can add users to user groups by using these steps: 
Step 1. Log in to https://service.ringcentral.com
Step 2. Navigate to User tab.
Step 3. Select User Groups on the left panel.
Step 4. Click + User Group.

Step 5. Add Users to the group so you can analyze their performance 
in a User Report. 
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