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Chat reports

Chat reports

This page describes reports you can use to learn more about chat volumes, statistics, and outcomes
in your contact center. For information about provisioning Chat reporting, see Chat Server
Administration and User Data Sources and KVPs in the Genesys Info Mart Deployment Guide.

Reports in this folder require that specific RAA options be enabled: enable-chat, and in some cases
enable-chat-thread. For more information, see the Genesys CX Insights Deployment Guide.

About Chat reports

S

Chat Engagement Report

Recents

Async Chat Dashboard Owner: Administrator
Owner: Administrator — Modified:
S @ Modified: ——— 12/12/18 10:33:08 BM
12/12/19 10:33:26 PM === This report shows statistics about the number and duration of chat engagements, as well as a
Custom Provide visual summaries of async and regular chat statistics. comparison of the total tme required to handle 2ach ane to the amount of tme the agent spent
focusad on the engagement.
CX Insights
Agents L i
Chat Message Statistics Report Chat Session Report
Owner: Administrator O
Business Results e mmm Modified:

12/12/19 10:33:08 PM

This report shows statistics about the number of chat sessions handled, and session durations, 35
viell a5 the number and percentage of chat sessions that were missed or transferred, and the
number of chat messages within the chat sessions.

12/12/19 10:33:08 PM
Chat Message Statistics Report will show the Messages sent by Customer and the messages sent by
the Agent and its characters per session.

Callback

Chat Bot -
chat Termination Report Interam:ns Acceptance Dashboard
Cobrawse Owner: Administrator e

ified: Modified:

=t 112/ 33 12/12/19 10:33:26 PM
Dashboards === .1(7};:12’ D) § . i !9 This dashboard provides visual summaries for understanding timeframe it takes for agent to accept
iz Report vil give the statistics of the session terminations by user and agent. This will further e e

give the Inactivity 2nd other categories due to which the sessions are erminzted, peed. P

Designer interactions which lock less time and long time to accept.
Details
Interactions Acceptance Report Pre-Agent Termination Report
Email Owner: Administrator Owner: Administrator
Modified: — Modified:
Outbound Contact 12/12/19 10:33:08 PM ——— 12/12/18 10:33:08 PM
The report helps in understanding timeframe it takes for agent ko accept interactions as well as === Use this report ko understand the circumstances that led to pre-agent termination of interactions.
- interaction acceptance rate and speed. It also captures percentage of interactions which look less The report shows the sessions created, sessians abandaned, and the average duration before the
Predictive Routing time and long time to accept. sessions were sbandonad,

Queues

The following reports and dashboards are available in the CX Insights > Chat folder:

e Asynchronous Chat Dashboard

* Chat Engagement Report

¢ Chat Message Statistics Report

¢ Chat Session Report

e Chat Termination Report

¢ Interaction Acceptance Dashboard
¢ Interaction Acceptance Report

* Pre-Agent Termination Report
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https://docs.genesys.com/Documentation/ESChat/latest/Admin/ChatReporting
https://docs.genesys.com/Documentation/ESChat/latest/Admin/ChatReporting
https://docs.genesys.com/Documentation/GIM/latest/Dep/GIMKVPs#ChatServer
https://docs.genesys.com/Documentation/GCXI/latest/Dep/DockerInstall#ConfigureRAA
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIASyncChatDshBrd
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIChatEngmnt
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIChatMsgStat
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIChatSssn
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIChatTrmtn
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIIxnAccptncDshBrd
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIIxnAccptnc
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIPreAgntTrmtn

Chat reports

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/HRCXIIncludedReports
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIUnderStndgReports
https://docs.genesys.com/Documentation/IW/9.0.0/User/HRCXICustomizing

	Genesys Customer Experience Insights User's Guide
	Chat reports

