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Queues reports

Queues reports

This page describes reports that contain detailed information about activity in your contact center

organized on a queue-by-queue basis. Reports in the Queues folder are ready-to-use, but as always,

can be modified to suit your specific business needs.

Tip

About Queues reports

Agents

Business Results
Callback

Chat

Chat Bot
Co-browse
Dashbeards
Designer

Details

Email

Outbound Contact

Predictive Routing

Task Routing

My Reports

My Objects

History List

Abandon Delay Report

Owner: Administrator

Modified:

12/14/18 4:31:37 PM

Use this report to learn more about service quality by
examining the number and percentage of interactions that
were abandoned (or disconnected) while queued ata
specific queue, and the percentage of abandoned
interactions by service time interval.

Interaction Traffic Report

Owner: Administratar

Modified:

12/14/18 4:31:37 PM

Use his report to evaluats the efficiency of queuss by
assessing the volume of interactions accepted in a given
period, along with the average speed of answer, maximum
delays experienced, and abandonment.

Queue Summary Report

Owner: Administrator

Modified:

12/14/18 4:31:38 PM

Use this report to assess the performance of configured
queues, to understand what percentage of interactions in
cach queus were accepted within the defined service level,
and to compare the performance of each queue in handling
interactions.

Speed of Accept (seconds) Report

Owner: Administrator

Modified:

12/14/18 4:31:38 PM

This report provides summarized performance information
about the delays assodiated with specific long-lasting
intaractions. This report is most useful for media types for
which contact center responses are expectad to be slow,
such as email.

Interactions pertaining to an queue are attributed to each group of which the agent is
a member. So, in scenarios where an queue is a member of more than one queue
group, interactions are counted against each group, and can therefore appear more
than once in historical reports. Similarly, interactions that are attributed to agents that
are members of more than one agent group are reported against both agent groups.

Interaction Traffic Group Report

Owner: Administrator

Modified:

12/14/18 4:31:37 PM

Use this report to better understand the efficiency of
interaction handling in each queue group, at 2 high level.
indluding summaries of interactions offered, accepted, and
abandaoned, and the average times to accept or abandon.

Queue Outline Report

Owner: Administrator

Modified:

12/14/18 4:31:37 PM

Use this report to s=e the interrelation of various queue-
related measures relevant to customer and consult
interactions, and to understand how the measures contribute
to the sum total of all interactions that entered a queue
resource.

Speed of Accept (hours) Report

Owner: Administrator

Modified:

12/14/18 4:31:38 PM

This report provides summarized performance information
about the delays associated with specific long-lasting
interactions. This repart is most useful for media bypes far
which contact center responsas are expacted to be slow,
such as email.

The following reports are available in the CX Insights > Queues folder:
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Queues reports

¢ Abandon Delay Report

¢ Interaction Traffic Group Report

* Interaction Traffic Report

* Queue Outline Report

* Queue Summary Report

* Speed of Accept (hours) Report

¢ Speed of Accept (seconds) Report

e Weekly Queue Summary Dashboard

Related Topics:

* Go back to the complete list of available reports.
e Learn how to understand and use reports.

¢ Learn how to create or customize reports.
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https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIAbndnDly
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIIxnTrfficGrp
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIIxnTrffic
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIQuOutln
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIQuSmry
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXISpdOfAccptHrs
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXISpdOfAccptScnds
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIWeeklyQSmmryDshBrdA
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIIncludedReports
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIUnderStndgReports
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXICustomizing
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