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CCPulse+ Templates Overview

CCPulse+ Templates Overview

CCPulse+ and DMA Reporting Templates have been deprecated in 9.0.0 and will be
discontinued in a future release.

CCPulse+ templates come in two groups, Real-time Reporting and Historical Reporting. See the tabs
below for descriptions of the templates in each group. To set up and use the Co-browse CCPulse+
templates, see Setting Up Reporting Templates in CCPulse+.

Real-time Reporting

Genesys Co-browse includes the following real-time reporting templates that allow you to:

e Co-browseAgents.xtpl—see the current number of agents participating in Co-browse sessions.
e Co-browselnteractions.xtpl—see the current and daily total number of Co-browse sessions.
e Co-browseIntsDuration.xtpl—see the total number and total duration of Co-browse sessions.

e Co-browseInteractionsExt.xtpl—see the user data (Co-browse session ID, Co-browse start time, Co-
browse sessions quantity) against certain Co-browse session.

CCPulse+ Templates

For CCPulse+ templates to be imported correctly, you must rename each template
using the Import/Export Wizard before applying the import procedure.

Co-browseAgents.xtpl

Object to apply: Tenant, Agent Group, Place Group.
Available CCPulse+ Views:

¢ Create Real-Time View.
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For the tenant to be applied correctly, you should select the tenant object together
with agent group(s) or place group(s) for the CCPulse+ Real-Time View.

<Object>

CurrentNumber

Co-browselnteractions.xtpl

Object to apply: Tenant, Agent Group, Place Group, Place, Agent.
Available CCPulse+ Views:

¢ Create Real-Time View

Statistic

Agents working on Chat with CB
Agents working on Chat

Agents working on inbound Voice
with CB

Agents working on inbound Voice

Agents working on Voice with CB

Agents working on Voice

Agents working on inbound CB

Agents working on CB

¢ Create Real-Time View for Members

e Create Real-Time View V/AG Dynamic Membership.

Values

Current number of agents
working on Chat with Co-browse

Current number of agents
working on Chat

Current number of agents
working on Inbound Voice with
Co-browse

Current number of agents
working on Inbound Voice

Current number of agents
working on Voice (Inbound,
Internal, Consult) with Co-browse

Current number of agents
working on Voice

Current number of agents
working on Inbound Voice and
Chat with Co-browse

Current number of agents
working on Voice and Chat with
Co-browse

For the tenant to be applied correctly, you should select the tenant object together
with any other valid object(s) (agent group, place group, place, agent) for the

CCPulse+ Real-Time View.
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<Object>

Current Interactions

Total Interactions

Statistic

Chat with CB Handling

Chat Handling

(Chat with CB)/Chat, %

Inbound Voice with CB Handling

Inbound Voice Handling

(Voice with CB)/Voice, Inbound, %

Voice with CB Handling

Voice Handling

(Voice with CB)/Voice, %

CB Inbound Handling

CB/(Chat and Voice), Inbound, %

CB Handling

CB/(Chat and Voice), %

Chat with CB Total

Chat Total

(Chat with CB)/Chat,Total, %

Inbound Voice with CB Total

Inbound Voice Total

Values

Current number of Chat with Co-
browse interactions

Current number of Chat
interactions

Ratio of current number of Chat
with Co-browse interactions as
opposed to Chat interactions

Current number of Inbound Voice
with Co-browse interactions

Current number of Inbound Voice
interactions

Ratio of current number of
Inbound Voice with Co-browse
interactions as opposed to
Inbound Voice interactions

Current number of Voice
(Inbound, Internal, Consult) with
Co-browse interactions

Current number of Voice
interactions

Ratio of current number of Voice
with Co-browse interactions as
opposed to Voice interactions

Current number of Chat and
Inbound Voice with Co-browse
interactions

Ratio of current number of Chat
and Inbound Voice with Co-
browse interactions as opposed
to Chat and Inbound Voice
interactions

Current number of Chat and
Voice with Co-browse
interactions

Ratio of current number of Chat
and Voice with Co-browse
interactions as opposed to Chat
and Voice interactions

Total number of Chat with Co-
browse interactions

Total number of Chat interactions

Ratio of Total number of Chat
with Co-browse interactions as
opposed to Chat interactions

Total number of Inbound Voice
with Co-browse interactions

Total number of Inbound Voice
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<Object>

Co-browselntsDuration.xtpl

Statistic

(Voice with CB)/Voice, Inbound
Total, %

Voice with CB Total

Voice Total

(Voice with CB)/Voice,Total, %

CB Inbound Total

CB/(Chat and Voice), Inbound
Total, %

CB Total

CB/(Chat and Voice), Total,%

Object to apply: Agent Group, Place Group, Place, Agent.

Available CCPulse+ Views:

¢ Create Real-Time View

¢ Create Real-Time View for Members

* Create Real-Time View V/AG Dynamic Membership.

<Object>

Total Interactions

Statistic
Chat with CB

Chat

(Chat with CB)/Chat, %

Inbound Voice with CB

Inbound Voice

Values
interactions

Ratio of total number of Inbound
Voice with Co-browse
interactions as opposed to
Inbound Voice interactions

Total number of Voice (Inbound,
Internal, Consult) with Co-browse
interactions

Total number of Voice
interactions

Ratio of total number of Voice
with Co-browse interactions as
opposed to Voice interactions

Total number of Chat and
Inbound Voice with Co-browse
interactions

Ratio of total number of Chat and
Inbound Voice with Co-browse
interactions as opposed to Chat
and Inbound Voice interactions

Total number of Chat and Voice
with Co-browse interactions

Ratio of total number of Chat and
Voice with Co-browse
interactions as opposed to Chat
and Voice interactions

Values

Total number of Chat with Co-
browse interactions

Total number of Chat interactions

Ratio of Total number of Chat
with Co-browse interactions as
opposed to Chat interactions

Total number of Inbound Voice
with Co-browse interactions

Total number of Inbound Voice
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<Object>

Total Duration

Statistic

(Voice with CB)/Voice, Inbound, %

Voice with CB

Voice

(Voice with CB)/Voice, %

CB Inbound

CB/(Chat and Voice), Inbound, %

CB

CB/(Chat and Voice), %

CB Duration in Chat, hh:mm:ss

Chat Duration, hh:mm:ss

CB Duration in Chat/Chat
Duration, %

CB Duration in Voice, hh:mm:ss

Voice Duration, hh:mm:ss

CB Duration in Voice/Voice
Duration, %

Co-browselnteractionsExt.xtpl

Object to apply: Agent Group, Place Group, Place, Agent.

Values
interactions

Ratio of total number of Inbound
Voice with Co-browse
interactions as opposed to
Inbound Voice interactions

Total number of Voice (Inbound,
Internal, Consult) with Co-browse
interactions

Total number of Voice
interactions

Ratio of total number of Voice
with Co-browse interactions as
opposed to Voice interactions

Total number of Chat and
Inbound Voice with Co-browse
interactions

Ratio of total number of Chat and
Inbound Voice with Co-browse
interactions as opposed to Chat
and Inbound Voice interactions

Total number of Chat and Voice
with Co-browse interactions

Ratio of total number of Chat and
Voice with Co-browse
interactions as opposed to Chat
and Voice interactions

Total duration of Co-browse
sessions in Chat interactions

Total duration of Chat
interactions

Ratio of total duration of Co-
browse sessions in Chat as
opposed to Chat interactions
duration

Total duration of Co-browse
sessions in Voice interactions

Total duration of Voice
interactions

Ratio of total duration of Co-
browse sessions in Voice as
opposed to Voice interactions
duration
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Available CCPulse+ Views:

¢ Create Real-Time View
¢ Create Real-Time View for Members (Agent Group)

* Create Real-Time View V/AG Dynamic Membership (Agent Group)

CoBrowseStartTime CoBrowseSessionld CoBrowseSessionsQuantity
Co-browse session start . Co-browse sessions
<Agent name> time Co-browse session ID quantity
<Agent> Statistic Values
Current Interactions CoBrowseStartTime Co-browse session start time
CoBrowseSessionld Co-browse session ID
CoBrowseSessionsQuantity Co-browse sessions quantity

Historical Reporting

Genesys Co-browse includes the following historical reporting templates that allow you to:
¢ (CB_AG_HIS.xml — create and activate historical Report layout to collect Co-browse statistics against
Agent Group(s) in the reporting databases for the CCPulse+ views using Co-browseAgentsHist.xtpl.

e CB_INT HIS.xml — create and activate historical Report layout to collect Co-browse statistics against
Agent(s) in the reporting databases for the CCPulse+ views using Co-browseInteractionsHist.xtpl.

* CB_INT AG.xml — create and activate historical Report layout to collect Co-browse statistics against
Agent Group(s) in the reporting databases for the CCPulse+ views using Co-
browseInteractionsHist.xtpl.

e CB_INT PG.xml — create and activate historical Report layout to collect Co-browse statistics against
Place Group(s) in the reporting databases for the CCPulse+ views using Co-
browseInteractionsHist.xtpl.

e CB_INT PL.xml — create and activate historical Report layout to collect Co-browse statistics against
Place(s) in the reporting databases for the CCPulse+ views using Co-browselnteractionsHist.xtpl.

¢ Co-browseAgentsHist.xtpl — see the total number of agents participated in Co-browse sessions.

¢ Co-browselInteractionsHist.xtpl — see the total number and total duration of Co-browse sessions.

Data Modeling Assistant Templates

CB_AG_HIS.xml

Object to apply: Agent Group.
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'CB_AG_HIS

| Group of Agents Report Lapout - will be
Generated Automatically for every new

Lapout Hame:  CE Group of Agents Lapout |

Dbject Type:  Group of Agents Sohstion Type:

Time Profie:  CollectorDetaul Active: = Custor: [

& Seatistics |
Column Mams I StatType Mame [ Tima Rm[ Filter [ Descrption [
A_CE Agerits_Maxhumber Corbiowse Total rurrber of agerts worked with Co-browse interactions
A_CE_INBOUMD Agerts_MaxNumbar_|nbound Corbaowess Tatal nurnber of ageris worked wath mbound Co-browse nberachions
A_LHAT Ageritz_MaxMumber Lhatrberachon Total number of agents workied wath Chat interachons
A _CHAT CB Agerdz_ MaxMumber Chat_Co-browse Total nurnber of agents worked wath Chat+Cobaovesa inlarachons
A NDICE Augerts MeanMurrber WoceCallrteraction  Tobal number of sgents worked valh Vaoice intetactions
A WOICE_CH Agents_MaxNumbsr Voce Cobrowse  Tobsl number of agents worked wath Voice+Cobeovwse mlerachons
A _VOICE_CB_INBOUNHD  Agerts MaxMurmber_[nbound Vioice_Co-browse  Tobal number of agents worked waith mbound VioicesCo-beowss ineractions
A_VOICE_INBOUND Ageritz_MaxMumber_nbound VicelLallnteraction  Tobal nurmber of agents worked wath mbound Vioice interachons

CB_INT_HIS.xml

Object to apply: Agent.

CB_INT_HIS

Layout M ame: F\gent Layout CB

Agent Feport Laypowt Hisforical Templafe
- Co-browse hferacfions

Object Type: }qgent Salution Tupe: |
Tirne Prafile: ||:D||El:|:l:IrD efault Active: [+ Custom:
-£| Statizticz |

Column Mame £ | StatT ype Mame | Time Bange | Filter | D escription

CE_INEOUND
CB_TOTAL
CBR_DUR_IN_CHAT
CBR_DUR_IM_VOICE
CHAT _CE_TOTAL
CHAT_DUR
CHAT_TOTAL
YOICE_CE_INBOUND
YOICE_CE_TOTAL
wOICE_DUR
YOICE_INBOUND
VOICE_TOTAL

CB_INT_AG.xml

Interactiong_Tatal_|

[nbaund

Interactions_T otalH andled
Interactions_T atalliaration
Interactions_T otalDiuration
Interactions_T atalH andled
Interactions_T atalliuration
Interactions_T otalH andled

Interactions_Total |

[nbaund

Interactions_T atalH andled
Interactions_T atalliuration

Interactions_Taotal_|

[nbound

Interactions_TotalHandled

Object to apply: Agent Group.
The Statistics and Time Profile are the same as in CB_INT_HIS.xml.

Co-browse
Co-browse
Chat_Co-browseblive
Yoice_Co-browsedlive
Chat_Cao-browse
Chatlnteraction
Chatlinteraction
Yoice_Co-browse
Yaoice_Co-browse
YoiceCallnteraction
YoiceCallnteraction
YaoiceCallnteraction

Tatal number af inbound Co-browse interactions handle
Total number of Co-browse interactions handled

Total duration of Co-browse sessions while Chat

Tatal duration of Co-browse sessions while Woice

Tatal number of Chat+Co-brawse interactions handled
Total duration of Chat interactionz

Total number of Chat interactions handled

Tatal number of Yaoice+Co-browse interachons nbound
Tatal number of Yaice+Co-browse interactions handled
Total duration of % oice interactions

Taotal number of inbound Yoice interactions handled
Tatal number af Yaice interactions handled
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CB_INT_PG.xml

Object to apply: Place Group.
The Statistics and Time Profile are the same as in CB_INT_HIS.xml.

CB_INT_PL.xml

Object to apply: Place.
The Statistics and Time Profile are the same as in CB_INT_HIS.xml.

CCPulse+ Templates

For CCPulse+ templates to be imported correctly, you must rename each template
using the Import/Export Wizard before applying the import procedure.

Co-browseAgentsHist.xtpl

Object to apply: Agent Group.
Available CCPulse+ Views:

¢ Create Historical View.

<Object>

TotalNumber

Statistic

Agents worked on Chat with CB

Agents worked on Chat

Agents worked on inbound Voice
with CB

Agents worked on inbound Voice
Agents worked on Voice with CB

Agents worked on Voice

Agents worked on inbound CB

Agents worked on CB

Values

Total number of agents worked
on Chat with Co-browse

Total number of agents worked
on Chat

Total number of agents worked
on Inbound Voice with Co-browse

Total number of agents worked
on Inbound Voice

Total number of agents worked
on Voice (Inbound, Internal,
Consult) with Co-browse

Total number of agents worked
on Voice

Total number of agents worked
on Inbound Voice and Chat with
Co-browse

Total number of agents worked
on Voice and Chat with Co-
browse

Deployment Guide



CCPulse+ Templates Overview

Co-browselnteractionsHist.xtpl

Object to apply: Agent Group, Place Group, Place, Agent.

Available CCPulse+ Views:

¢ Create Historical View

e Create Historical View for Members (Agent Group).

<Object>

Total Interactions

Total Duration

Statistic
Chat with CB

Chat

(Chat with CB)/Chat, %

Inbound Voice with CB

Inbound Voice

(Voice with CB)/Voice, Inbound, %

Voice with CB

Voice

(Voice with CB)/Voice, %

CB Inbound

CB/(Chat and Voice), Inbound, %

CB

CB/(Chat and Voice), %

CB Duration in Chat, hh:mm:ss

Chat Duration, hh:mm:ss

Values

Total number of Chat with Co-
browse interactions

Total number of Chat interactions

Ratio of Total number of Chat
with Co-browse interactions as
opposed to Chat interactions

Total number of Inbound Voice
with Co-browse interactions

Total number of Inbound Voice
interactions

Ratio of total number of Inbound
Voice with Co-browse
interactions as opposed to
Inbound Voice interactions

Total number of Voice (Inbound,
Internal, Consult) with Co-browse
interactions

Total number of Voice
interactions

Ratio of total number of Voice
with Co-browse interactions as
opposed to Voice interactions

Total number of Chat and
Inbound Voice with Co-browse
interactions

Ratio of total number of Chat and
Inbound Voice with Co-browse
interactions as opposed to Chat
and Inbound Voice interactions

Total number of Chat and Voice
with Co-browse interactions

Ratio of total number of Chat and
Voice with Co-browse
interactions as opposed to Chat
and Voice interactions

Total duration of Co-browse
sessions in Chat interactions

Total duration of Chat
interactions
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<Object> Statistic Values
Ratio of total duration of Co-
CB Duration in Chat/Chat browse sessions in Chat as
Duration, % opposed to Chat interactions
duration

Total duration of Co-browse

CB Duration in Voice, hh:mm:ss . ; o .
sessions in Voice interactions

Voice Duration, hh:mm:ss Total duration of Voice

interactions
Ratio of total duration of Co-
CB Duration in Voice/Voice browse sessions in Voice as
Duration, % opposed to Voice interactions
duration
B Co-browselnteractionsHist - Daily Last 7 intervals - View 3 X TE Co-browselnteractionsExt_ - View 7 ] s
= (] Co-browselntesactionsHist - Daiy|| id_109_4 - Natalya...| Statistic || af17/2013 | 9/18/2003 | 971972013 |
= 3] id_109_4 - Natalpal | Toual Interactions Chet with CB 1 7 3
[+ a Todal Inberachions Chat 2 11 3
g Total Duration {Chat with CB)Chat, % 50 63.636363... 100
Inbound Violce with CB 1] 1] [1]
Inbound Yoice ] i 0
(Vaice with CE)fVoice, Inbound, % nfa nja nfa
Yoice with CB 18 79 16
¥ioice 22 &0 16
(Woice with CB)Woice, 9% B1.818181... 96.75 100
B Inbound 1 7 3
CBj{Chat and Voice), Inbound, % 50 63636363, 100
CB 19 B6 19
CBf{Chat and Voice), , % 70, 166666, 94.505454. ., 100
Total Duration B Duration in Chat 10.00 13.00 3.00
Primary Chat Duration, min 13.23 17.23 9,17
CE DurationfPrimary Chat Duration, % 75.566750... 75.435203... 32.727272..
CE Duration in Voice 13.00 31.00 31.00
Primary Yoioe Duration, min 162,53 97.98 51,78
CB DurationPrimary Voice Duration, % 7.9983593... 31638033, S9.864621...

Example of Co-browselnteractionsHist View.
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