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Genesys CX Insights 9.0 User's Guide

Welcome to the Genesys CX Insights User's Guide. Genesys Customer Experience Insights (Genesys
CX Insights) provides reports that summarize contact center activity. This document is valid only for
the 9.0.x releases of Genesys CX Insights, and is intended for on-premise deployments of Genesys CX
Insights. If you have Genesys CX Insights in the Genesys Engage cloud, see the Reporting in the
cloud guide.

This guide picks up where the Genesys CX Insights Deployment Guide leaves off. Begin to use this
document only after you have:

¢ configured Genesys Info Mart and its supporting applications to measure and record contact center
activity (not required for iWD reporting).

e configured iWD Datamart and its supporting applications to measure and record contact center activity
(not required for Genesys Info Mart reporting).

 installed and set up Reporting and Analytic Aggregates (RAA) (not required for iWD reporting).
 installed and set up your MicroStrategy environment.

¢ installed and imported the appropriate reports and CX Insights Project.

This document describes the reports, metrics, attributes, and prompts that you will encounter in
Genesys CX Insights, and describes:

* how to manage the out-of-box reports that are deployed with Genesys CX Insights.

* how to create or modify reports and the supporting project elements using MicroStrategy Web.

¢ how project elements are organized to paint a picture of contact center activity within your enterprise.
This document describes the 9.0.x release(s) of Genesys CX Insights. For other releases of Genesys

CX Insights, visit the Genesys Customer Care website, or request the Documentation Library DVD,
which you can order by email from Genesys Order Management at Genesys Order Management.

Genesys CX Insights requires a compatible release of MicroStrategy software as described in the
Genesys CX Insights Deployment Guide, and in the Product Alert.

About Genesys CX Insights

Genesys CX Insights provides reports and dashboards that summarize contact center activity. Reports
display contact center activity using easy-to-read grids, while dashboards summarize a wider range
of information using a variety of visual devices. Beginning with release 9.0, Genesys CX Insights
replaces Genesys Interactive Insights (Gl2), the historical reporting tool used in previous Genesys
releases.

MicroStrategy software

This document does not describe in detail how to operate MicroStrategy software, because that

Genesys Customer Experience Insights User's Guide 6
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information is provided in documentation provided by MicroStrategy. For more information about the
operation of MicroStrategy Web, MicroStrategy Developer, or other tools provided by MicroStrategy,

refer to the MicroStrategy Platform Documentation CD, or go directly to MicroStrategy product
documentation online.

Tip
Because you can customize the appearance and functionality of MicroStrategy user

interfaces, screens shown in this guide might differ from what you see in your
environment.

Genesys Customer Experience Insights User's Guide 7
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New In This Release

This section describes the changes that have been incorporated within this guide since the 9.0.0
release of Genesys CX Insights.

Genesys CX Insights 9.0.019

¢ Beginning with release 9.0.019.01, some pod names are changed to reflect Genesys' commitment to
diversity, equality, and inclusivity. This document refers to "gcxi-master" and "gcxi-slave", which were

pod names used in release 9.0.019.00 and earlier, however, beginning with release 9.0.019.01, these
pod names are changed to "gcxi-primary" and "gcxi-secondary".

New dashboards provide enhanced analysis of Designer-application usage:

* Milestone Path Analysis Dashboard — Explore the first and last milestones customers traversed, and
the number of sessions that ended in each final disposition. (GCXI-4285)

e ANI Details Dashboard — Explore outcomes of customer interactions based on Automatic Number
Identification (ANI). (GCXI-4624)

* New dashboards provide weekly views of contact center activity. These dashboards are found in the

Dashboards folder, and are duplicated in the Agents, Business Results, Designer, and Queues folders,
as appropriate:

* Weekly Agent Group Performance Dashboard — Explore weekly interaction handling at the group
level on a weekly basis.

Weekly Agent Group Utilization Dashboard — Understand how agents used their time over the
course of a week.

Weekly Business Attribute Dashboard — Explore interaction business-result categorization on a
weekly basis.

Weekly Queue Summary Dashboard — Assess the weekly performance of configured queues.
Weekly Self Service Containment Dashboard — Explore the volume of interactions that are (or are

not) contained in Self-Service.
(GCXI-4742)

e SAML support — Genesys CX Insights now supports SAML. When configured, this feature allows you to
use SAML server to provide authentication to Genesys CX Insights. This functionality is provided as a
preview feature. For more information, see SSO for Genesys CX Insights. (GCXI-4081)

e Several attributes and prompts are renamed for greater clarity. Attributes and prompts that were
previously referred to as Resource ID and Last Resource ID are now referred to as Employee ID and Last
Employee ID, respectively, in the following reports:

* Resource Performance Report
* Resource Performance Dashboard
* Task Detail Report

* Task Work Detail Report

Genesys Customer Experience Insights User's Guide
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For more information, see the Genesys CX Insights 9.0 Projects Reference Guide.

(GCXI-4757)

Genesys CX Insights 9.0.016

¢ iWD Reporting enhancements

* The Media Type attribute is used to distinguish different media types (such as workitem or
email). It is added to the following reports: Capture Point Business Value, Capture Point Task

Duration, Customer Segment Service Level, Intraday Process, Resource Performance, Task Age, Task
Detail, Task Work Detail Report.

* The Media Type prompt enables users to filter by different media types. It is added to reports
containing the Media Type attribute and to the following dashboards: Capture Point, Customer
Segment Service Level, Intraday Process, Resource Performance, Task Age Dashboard.

The Interaction Type and Interaction Subtype attributes enable data to be organized by

interaction type and interaction subtype. It is added to Task Detail, Task Work Detail Resource
Performance Report.

The Interaction Type prompt allows Task Detail, Task Work Detail and Resource Performance
Report to be filtered by Interaction Type.

For more information, see CX Insights for iWD reports and dashboards.
(CIwWD-784)
* Designer reporting enhancements:

* Bot Analytical Dashboard — This new dashboard appears in the Dashboards and Designer
folders. It provides detailed reporting on bot activity during interaction flows that involve Genesys
Designer applications, and contrasts self service sessions with and without bot participation, which
can help you understand how bots impact the customer experience. (GCXI-3669)

* Final Disposition Dashboard — This new dashboard appears in the Dashboards and Designer
folders. It provides detailed information that you can use to understand trends in interaction
outcomes by exploring how key KPIs change over time. (GCXI-3447)

For more information, see the Designer reports page.

* LDAP support — Genesys CX Insights now supports LDAP. This functionality is provided as a preview
feature. For more information, see the SSO for Genesys CX Insights page. (GCXI-4080)

Genesys CX Insights 9.0.014

e Support is added for two additional Language Packs: Dutch and Polish. See Supported Languages.
¢ Added new report descriptions:

* Capture Point Business Value Report

* Queue Priority Range Report

e Task Age Report

Genesys Customer Experience Insights User's Guide 9


https://docs.genesys.com/Documentation/GCXI/9.0.0/PG/iWDAttributes

Genesys CX Insights 9.0 User's Guide New In This Release

¢ Updated the Task Work Detail Report description, including a change in the name of a metric ("Last
Resource ID" is renamed as "Resource ID").

* Updated the Task Age Dashboard description, including a change in the name of a metric ("Pending
Underdue" is renamed as "Pending pre SLA").

¢ Added a revised Troubleshooting project sources section, with information about Direct Connections.

Genesys CX Insights 9.0.013

* iWD reporting enhancements — the following new iWD reports and dashboards are added:
e Customer Segment Service Level Dashboard
* Queue Duration and Priority Dashboard
» Task Age Dashboard
* Task Age Report

¢ Chat reporting enhancements — A new report and dashboard in the Chat folder provide detailed
reporting about Interaction acceptance rates and percentages:

* Interactions Acceptance Report

* Interactions Acceptance Dashboard

* Designer reporting enhancements — Three new reports are added to provide detailed reporting
about Activities, Assisted-service interactions, and Self-service interactions respectively:

* Activity Summary Report
» Assisted Service Interactions by Last Milestone Report

* Self Service Statistics Report

¢ Genesys Predictive Routing enhancements — The following enhancements and corrections are
introduced in the Predictive Routing reports:

* A new metric, Result, is added to the the Predictive Routing Operational Report.

* In the Predictive Routing Operational Report, the metric "Turnaround Time" is renamed as "Avg
Turnaround Time (Fmt)".

Genesys CX Insights 9.0.012

e Agent Details Activity Report performance enhancements — The definition of Free Form SQL in the
Agent Details Report is enhanced to provide better database query performance.

e Predictive Routing Operational Report enhancements — Genesys CX Insights now provides more
detailed reporting about the time that interactions waited for predictive routing scoring to be
completed, including a new metric (Avg Turnaround Time) in the Predictive Routing Operational Report.

Genesys Customer Experience Insights User's Guide 10
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Genesys CX Insights 9.0.011

¢ Chat reporting enhancements — Two reports, Chat Session Report and Chat Engagement Report, are
enabled in the Chat folder.

e Co-browse reporting support — Two reports, Co-browse Detail Report and Co-browse Summary
Report, are enabled in the Co-browse folder.

* Enhancement to Genesys intelligent Workload Distribution (iWD) reporting — including:

* A new Intraday Process Dashboard, which provides four intraday overviews built on nearly twenty
metrics, allowing you to view detailed information about completed iWD tasks that were overdue,
as well as counts, percentages, and averages of completed iWD tasks.

* Enhancements to the Task Detail Report, including new attributes and metrics that provide more
detailed information about many aspects of task handling, including task source, customer
segment, product, type, and task status.

Genesys CX Insights 9.0.010

This release contains the following new features and enhancements:
* IWD reporting — Eight new reports provide information about contact center interactions involving

Genesys Info Mart and intelligent Workload Distribution (iWD): CX Insights for iWD reports:
e Capture Point Business Value Report
* Capture Point Task Duration Report
* Customer Segment Service Level Report
* Intraday Process Report
* Queue Priority Range Report
* Queue Task Duration Report
* Resource Performance Report

* Task Detail Report

« Omnichannel reporting — A new report is added to provide detailed agent activity reporting across
all media channels:

e Agent Omnichannel Activity Report

« Enhanced agent group reporting — A new report is added to provide information about how agents
are distributed among agent groups:

* Agent Group Membership Details Report

 Expanded Localization Support — GCXI now supports displaying the reports and user interface in
two additional languages: Arabic and Korean. See Supported Languages.

* New logging capabilities — Genesys CX Insights now provides detailed logging information for
selected components. For more information, see Accessing log information.

* Focus Time reporting — Two new metrics, Focus and Focus Time, are added to the following CX

Genesys Customer Experience Insights User's Guide 11
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Insights project folders: GCXI/Agent/Activity, GCXI/Agent/Activity/Queue, and GCXI/Business Attribute/
BA Customer. These metrics can be used in Agents and Business Results reports.

Genesys CX Insights 9.0.009

This release contains the following new features and enhancements:
¢ Genesys Task Routing reporting — This release adds support for reporting on Genesys Task Routing
(GTR), including two new dashboards:
e Task Volume Dashboard

* Agent Task Dashboard

¢ Co-browse reporting — This release adds support for reporting on Co-browse sessions, including more
than twenty new metrics, and two new reports:

e Co-browse Detail Report
e Co-browse Summary Report
Reports in the Co-browse folder are on supported for Genesys Engage cloud deployments only.

« Enhanced Queues reporting — A new report, Speed of Accept (Seconds), is added. This is similar to
the existing Speed of Accept (Hours) report, but is more appropriate for media types for which contact
center responses are expected to be fast, such as voice and chat.

¢ Localization Support — GCXI now supports displaying the reports and user interface in several
languages in addition to US English.

e The Interaction Flow Report now provides two new prompts: Target Agent and Target Queue.

Genesys CX Insights 9.0.007

This is the initial release of Genesys Customer Experience Insights (CX Insights).

Other Changes

For information about other changes since the initial release, refer to the New in 9.0.0 and 9.0
Product Alerts links on the Genesys CX Insights page.

Genesys Customer Experience Insights User's Guide 12
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Managing the MicroStrategy environment
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MicroStrategy Developer

This page describes the MicroStrategy environment, and introduces MicroStrategy Developer, a web-
based application that you can use to perform management activities. Other pages in this document
discuss using MicroStrategy Developer to customize or create metrics or attributes. This page
describes key administrative tasks you can perform using MicroStrategy Developer. For more
information, or for information about other administrative tasks, see the MicroStrategy System
Administration Help.

Important

In keeping with Genesys' commitment to diversity, equality, and inclusivity, beginning
with release 9.0.019.01, some pod names are changed; this document refers to "gcxi-
primary" and "gcxi-secondary" pods. In release 9.0.019.00 and earlier, these pods
were named "gcxi-master" and "gcxi-slave".

The figure MicroStrategy Developer shows the MicroStrategy Developer Welcome screen, which
summarizes the most popular tasks that administrators perform with this tool.

Genesys Customer Experience Insights User's Guide 13
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Managing Folders
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Setting Folder Permissions Within Developer

MicroStrategy software uses a hierarchy of folders to organize repository documents. You control
access to these folders, and to specific items within them, by setting permissions. Subfolders of the
CX Insights root folder house report and documentation subfolders. To set security permissions for
an object or folder, right click and choose Properties, as shown in the figure Setting Folder
Permissions Within Developer.

A MicroStrategy installation deploys many default folders that are not used by all GCXI report users.
As the MicroStrategy administrator, you can optionally hide these folders to avoid confusion. To hide
folders from select groups of users, apply no-access levels to those groups within the security profile
of the folder’s properties.

For additional information, refer to the Setting Access at the object level section of the Genesys CX
Insights Deployment Guide.

Genesys Customer Experience Insights User's Guide 14
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Managing Connections

The Genesys CX Insights installation routine copies a database connection object when it imports the
CX Insights Project into the MicroStrategy repository. Genesys recommends that you modify this
connection connection so that it links the CX Insights Project with your data source (your Info Mart
database). Refer to the Post-Installation steps section of the Genesys CX Insights Deployment Guide
for step-by-step instructions on how to link the CX Insights Project to your Data Mart.

Managing the CX Insights Project

You control which users have write access to the CX Insights Project by setting user permissions
appropriately in MicroStrategy Developer. Extend this permission only to those users who need it;
editing the project can affect report results for all who receive them. See the reports descriptions for
information about which metrics of the CX Insights Project are directly used in the Genesys CX
Insights reports.

Managing Users, Groups, and Privileges

To control what objects in the MicroStrategy repository are available to other users in your contact
center, set up MicroStrategy accounts for users who will access the system, and assign the users to
groups, which causes the users to inherit privileges from the groups. Assign users using either of the
following methods:

e Assign users to the predefined CX Insights user groups using the predefined access levels.

¢ Assign users to groups that you create with custom permissions.

For instructions on how to assign users in a MicroStrategy environment, refer to Managing
MicroStrategy Users and MicroStrategy Security Roles. For more information about access
restrictions, see About Integrated Data Access Restrictions.

Video: Changing your own password

Link to video

This video describes how to change your own password, if your permissions allow it. Note that some
steps shown in this video can vary slightly depending on the release of Genesys CX Insights you have
installed.

Video: Managing users
Link to video

This video describes how to manage users, including how to:

Genesys Customer Experience Insights User's Guide 15
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* create users
e delete users
e change users' passwords

¢ change users' permissions

Note that some steps shown in this video can vary slightly depending on the release of Genesys CX

Insights you have installed.

Predefined User Groups

ﬂC.‘I’. Insights Dynamic Access Restriction
&} CX Insights Editors
ﬁCX Insights Static Access Restriction
ﬁcx Insights Users Administrators
&3 CX Insights Viewers
ﬂ Everyone
General Developers
ﬁGeneral Editors
ﬁ General Users Administrators
ﬂ General Viewers
ﬂiWD Developers
&} iWD Editors
ﬂiWD Users Administrators
&} iWD Viewers
&} MicroStrategy Groups
ﬁ System Administrators

Predefined User Groups

When you create a user, you must add them to at least one user group, thereby controlling the user's
ability to work with reports and dashboards. Normally, you can do this by assigning users to the

predefined user groups described in this section.

Genesys Customer Experience Insights User's Guide
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Predefined user groups and privileges

If you require permissions different from those assigned to the predefined groups, Genesys
recommends that you avoid modifying privileges for the predefined user groups, because these user
groups are overwritten during upgrades. Instead, create custom groups by duplicating the user group

you wish to modify, and edit the duplicate group. Note that the group structure in release 9.0.011

and later is unlike earlier releases of the software, and each group contains only users (and does not

contain other groups).

Groups
Custom

CX Insights Developers

CX Insights Dynamic Access
Restrictions

CX Insights Editors

CX Insights Static Access
Restrictions

CX Insights User Administrators

CX Insights Viewers

Everyone

General Developers

General Editors
General User Administrators
General Viewers

iWD Developers

Summary
Customer-defined user groups.

Members of this groups can
create, edit, or view objects in
the Genesys CX Insights project.

Security Filter you can use to
restrict access to data based on
user name, geographical
location, line of business, or
organizational role.

Members of this groups can edit
or view objects in the Genesys
CX Insights project.

Security Filter you can use you
prevent members of specified

user groups from viewing data
for a list of objects you specify.

Members of this group can
manage users in the Genesys CX
Insights project.

Members of this groups can view
objects in the Genesys CX
Insights project.

The Everyone group provides a
way for you to easily apply
privileges, security role
memberships, or permissions to
all users. All users are
automatically members of this
group.

Members of this group can
create, edit, and view objects in
any project.

Members of this group can edit
and view objects in any project.

Members of this group can
manage users in any project.

Members of this group can view
objects in any project.

Members of this group can
create, edit, and view objects in

Project Access Level*
User-defined

Genesys CX Insights

Genesys CX Insights

Genesys CX Insights

Genesys CX Insights

Genesys CX Insights

Genesys CX Insights

none

all

all
all
all

iWD

Genesys Customer Experience Insights User's Guide
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Groups

iWD Editors

iWD User Administrators

iWD Viewers

MicroStrategy Groups

System Administration

Summary
the CX Insights for iWD project.

Members of this group can edit
and view objects in the CX
Insights for iWD project.

Members of this group can
manage users in the CX Insights
for iWD project.

Members of this group can view
objects in the CX Insights for iWD
project.

Built-in groups that are included
in all MicroStrategy deployments.

Members of this group have
unrestricted management
capabilities.

Some groups provide access only to a specific project:

Project Access Level*

iWD

iWwD

none

all

e 'CX Insights' — membership in groups with this prefix allows users to work within the Genesys CX

Insights project only.

* 'General' — membership in groups with this prefix allows users to work in any project.

* 'iWD' — membership in groups with this prefix allows users to work within the iWD project only.

Permissions needed to manage other users

To manage the accounts of other users, you must be a member of one of the Administrator user
groups described in the following table, which describes the types of accounts each of the
Administrator types can manage, and the actions they can carry out on each.

The following table describes the permissions needed to manage users.

Table: User management capabilities

Managing Group

Managed Group

Custom Full Control
l(\s’ligzopsstrategy Full Control
/S-\Sé?;cwier?i]strators Full Control
Everyone Full Control
General Full Control

Administrator

General Users
Administrators

CX Insights

iWwD Users

Users Administrators

Administrators

Full Control Full Control Full Control
No Access No Access No Access
No Access No Access No Access

View / Modify /
Modify children

View / Modify /

View / Modify /
Modify children

No Access

View / Modify /
Modify children

No Access

Genesys Customer Experience Insights User's Guide
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Developers

General Editors

General Viewers
General Users
Administrators

CX Insights Static
Access Restriction

CX Insights
Dynamic Access
Restriction

CX Insights
Developers

CX Insights Editors

CX Insights
Viewers

CX Insights Users
Administrators

iWD Developers
iWwD Editors

iWD Viewers

iWD Users
Administrators

Full Control

Full Control

Full Control

Full Control

Full Control

Full Control

Full Control

Full Control

Full Control

Full Control

Full Control

Full Control

Full Control

Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

No Access
No Access

No Access

View / Modify
children

View / Modify
children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

No Access
No Access
No Access

No Access

No Access
No Access
No Access

No Access

No Access

No Access
No Access
No Access

No Access
View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

View / Modify /
Modify children

Genesys Customer Experience Insights User's Guide
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Changing your own password

You can

change your

d . Preferences
passwora in

Feedback
the Genesys

Help

CX Insights
web

About MicroStrategy

. Logout
interface.

Change Password

Project: CX Insights

Please fill in all of the text fields displayed below:

User name: Administrator
Old password:

Mew password:

Mew password verification:

Change Password Cancel

Use the following steps to change your password. Not all users are permitted to change their
password; contact your administrator to find out if the functionality described on this page is

available for your use.

If you have forgotten your password, or otherwise cannot log in in, contact your
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administrator / next level of support.

. Log in to MicroStrategy Web.
. On the menu bar, click your user name, and click Preferences.
. Click Change Password.

. In the Old Password field, type your current password.

u A~ W N -

. In the New Password field, type your new password, and re-type it in the New Password
Verification field.

6. Click Change Password.
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Changing another user's password
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Name Login
1 CX Insights reports Viewer Viewer
1 Exar ExampleUser
E{!jt I

id Tene Delete... Tenant Viewers

New... »

Owner

Administrator E

Administrator

Administrator

\

General u Project Access u Security Filters |_| Groups u Authentication u Add

Login name: ‘ExampleUser ‘
Full name: ‘Example User Name ‘
Description:

Password: ‘o..oooll ‘

Confirm password: ‘........

=

[¥] User must change password at next logon

Password expiration * Never

(" Date/# of days |”1 /2017 /
[30 /
K |90
[T Account disabled
0K Cancel
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Use the following steps to change a password for another user (for example when they have
forgotten their password) or to otherwise manage an existing user account.

To edit another user's account, you must log in as a member of a group that has the Create And
Edit Users And Groups privilege.

Tip
For users who are created without membership in any group other than Everyone,

only the administrator who created the user can change the user's password. New
users must always be members of at least one group, other than Everyone.

1. In your web browser, open the MicroStrategy Web Administrator page:
http://<hostname>:<port>/MicroStrategy/servliet/mstrServerAdmin

2. On the page that appears, select your server.

3. On the MicroStrategy Web Administrator login screen, enter your user name and current password, and
click Login. The Tools page opens.

4. Click User Manager.

5. Click a group of which the user is a member. A list appears, showing all the users in that group.

6. Right-click the user's name, and in the menu, click Edit.

7. In the Password field, enter the new password, and enter it again in the Confirm Password field.

8. Select User must change password at next login, and make any other changes if required.

9. Click OK.

Change administrator passwords

Genesys recommends that you change the default administrator password.

Procedure: Changing the MicroStrategy Administrator password

Purpose: Use this procedure to create a new password for the default MicroStrategy
Administrator account.
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Steps

1. Open the gcxi.properties file for editing. Note: If you use gcxi-secrets.yaml to store secrets,
edit it instead of gexi.properties in this procedure, and, after step 3, delete and recreate your
secrets, by executing kubectl delete -f k8s/gcxi-secrets.yaml and kubectl create -f
k8s/gcxi-secrets.yaml.

2. Enter values in the following fields:

MSTR PASSWORD OLD=<old password>
MSTR PASSWORD=<new password>
where:
<old_password> is the existing password.
<new_password> is a the password.
3. Enter the following commands to delete and reload configmap gcxi-config

kubectl delete configmap gcxi-config

kubectl create configmap gcxi-config --from-env-file=<path>/gcxi.properties --
namespace genesys

where:

<path> is the path to the directory where your gcxi.properties file is stored.
4. Enter the following commands to stop currently running containers:

kubectl scale deploy/gcxi-secondary --replicas=0

kubectl scale deploy/gcxi-primary --replicas=0
5. Enter the following commands to start the containers:

kubectl scale deploy/gcxi-primary--replicas=1

kubectl scale deploy/gcxi-secondary --replicas=1
6. Open the gcxi.properties file for editing.

7. Once both pods are running, log in the Genesys CX Insights web interface with the new
password.
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Creating a new user

Name Login
. . L CX Insights access CXInsights access
To simplify the process of restrictions restrictions
creatmg a new user, select I CX Insights report CX Insights report
devel devel
'H'\Q group (FOI" exampfe, EVelopers evelopers
cX thl.ghtS I"GPOI"L'S VI.GWGI"S) —l A CX Insights report editors CX Insights report editors
before you click \
dd CX Insights report v@vers CX Insights report viewers Ad
Create New User. | CX Insights report viewers
Eve A

General U Project Access H Security Filters H Groups H Authentication

Login name: |ExampIeUser |

Full name: |Exam|:-le User Name |

Log | Description:

L CX Insights reports Viewer Vie

ik Tenant Viewers Ten| .
Password: |ooooooo |

Confirm password: |....... |

-

¥ User must change password at next logon

Password expiration (& Never

(" Date/# of days 1/19/2017

[~ Account disabled

0K Cancel

Use the following steps to create a new user account.

To edit another user's account, you must log in as a member of a group that has the Create And
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Edit Users And Groups privilege.

1.

In your web browser, open the MicroStrategy Web Administrator page:

http://<hostname>:<port>/MicroStrategy/servliet/mstrServerAdmin

. On the page that appears, select your server.

On the MicroStrategy Web Administrator login screen, enter your user name and current password, and
click Login. The Tools page opens.

Click User Manager.

. On the menu, click Create New User.

Specify user information as appropriate, on each tab in the editor. If you need more information about
any field, see the MicroStrategy Web Administrator Help. Be sure to:

1. Include a Login Name, Full Name, Password, Confirm Password and other selections in
accordance with your password policies (on the General tab).

2. Assign at least one Group (on the Groups tab). By default, all users are also members of the group
Everyone, but you must assign at least one group, or the new user account will not be editable by
other administrators.

. Click OK.

To verify that the user was created, open one of the groups to which you added the user (or open the
group Everyone).

Genesys Customer Experience Insights User's Guide 27



Managing the MicroStrategy environment New In This Release

Deleting a user

Administrator CX Insights reports Developer

Owner: Administrator Owner: Administrator

Modified: 7/4/18 2:40:01 PM Modified: 7/20/18 11:49:54 AM
Sample CX Insights report developer user

CX Insights reports Editor CX Insights reports Viewer
Owner: Administrator owner: Administrator

Modified: 7/20/18 11:49:54 AM Modified: 7/20/18 11:49:54 AM
Sample CX Insights report editor user Sample CX Insights report viewer user

CX Insights Tester Mrs Example User
Owner: Administrator
Modified: 7/20/18 11:49:53 AM
Sample CX Insights tester user

L Bt

Administrator CX Insig

s reports Developer
Owner: Admin Owner:

Modified: 7/4 Modified

Sample C er usel
CX Insights reports Editor ngights reports Viewer
Oowner: Administrator ef: Administrator

Modified: 7
“¥In=  MicroStrategy Web

Sample C

]
1]

CX Insights ¢ ! 5 Are you sure you want to delete the user, "Mrs Exa Jser
Owner: Adm frator
Modified: 7 18 11:27:59 PM

Sample CX Insi

Use the following steps to delete a user account.

To edit another user's account, you must log in as a member of a group that has the Create And
Edit Users And Groups privilege.

1. In your web browser, open the MicroStrategy Web Administrator page:
http://<hostname>:<port>/MicroStrategy/servliet/mstrServerAdmin

2. On the page that appears, select your server.

3. On the MicroStrategy Web Administrator login screen, enter your user name and current password, and
click Login. The Tools page opens.

4. Click User Manager.
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5. Open a group of which the user is a member, for example Everyone.
6. Hover over the user you plan to delete, and click Delete.
7. Click OK.

For more information, see the MicroStrategy web site.
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SSO for Genesys CX Insights
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Warning

Special Support Statement LDAP and SAML functionality is provided as a preview feature. Genesys will support it to the
best of our efforts, however we cannot guarantee it works in all configurations. The customer is responsible for testing
everything in a lab/test environment before making any plans for production deployment.

In keeping with Genesys' commitment to diversity, equality, and inclusivity, beginning with release 9.0.019.01, some pod
names are changed; this document refers to "gcxi-primary" and "gcxi-secondary"” pods. In release 9.0.019.00 and earlier,
these pods were named "gcxi-master" and "gcxi-slave".

You can optionally configure Genesys CX Insights to use LDAP or SAML. Single sign-on (SSO) allows logged-in users to navigate across multiple
applications without re-entering their credentials. This page provides example steps that may require modification to suit your environment; contact
Genesys Professional Services if you need further assistance:

* Enable and configure SAML / Manage SAML
* Enable and configure LDAP / Manage LDAP

Enable and configure SAML

To enable SAML, complete one of the procedures in this section:

* Enable SAML in deployments that use Helm

¢ Enable SAML in deployments that use Kubernetes descriptors
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Procedure: Enable SAML in deployments that use Helm

Purpose: Enable SAML in scenarios where you deploy Genesys CX Insights with Kubernetes using Helm or
OpenShift using Helm.

Prerequisites

Before you begin:

* GCXIl release 9.0.019.00 or later is deployed in your environment. GCXI serves as the SAML service provider (SP).

* You have access to a SAML Identity provider (IdP).

e This procedure assumes that the default namespace is gcxi. (If yours is not, then you must add -n gcxi to all kubectl commands.)
Steps

1. Execute the following command to back up the GCXI meta database:
helm upgrade <release name> <path to chart> --reuse-values --set gcxi.deployment.deployJobBackup=true
where:
¢ <release_name> — GCXI Helm release name.
* <path_to_chart> — the path to the Helm chart files.
For example:

helm upgrade gcxi-helm gcxi/ --reuse-values --set gcxi.deployment.deployJobBackup=true
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1. Wait until job gcxi-backup is finished.
2. Execute the following command to stop one container:
helm upgrade -f <values file> --set gcxi.replicas.worker=1 <release name> <path to chart>

where:

<values_file> — the name of your values YAML file. This is typically the same file you used when you deployed using the instructions on:
Genesys CX Insights - Kubernetes using Helm.

<release_name> — GCXI| Helm release name.

<path_to_chart> — the path to the Helm chart files.

For example:

helm upgrade -f values-test.yaml --set gcxi.replicas.worker=0 gcxi-helm gcxi/

3. Generate SAML configuration files — follow the instructions on the MicroStrategy website: How to Generate configuration files, but note the
following:

e Where the instructions on the MicroStrategy website ask for an entity base URL, use: http://<server>:<port>/MicroStrategy/saml/config/
open. This URL works in many scenarios, but if it does not — for example, because your environment uses a reverse proxy or load balancer —
see the MicroStrategy documentation.

e You must connect using the Tomcat administrator credentials that you set using the gcxi.env.TOMCAT ADMINPWD variable during installation. If
you did not set a password, you can set one during upgrade, or contact Customer Care for assistance.

4. Execute the following command and examine the results to ensure that SAML-related files appear inside the running pod:
kubectl exec gcxi-0 -- 1s /opt/tomcat/webapps/MicroStrategy/WEB-INF/classes/resources/SAML

5. In a convenient location, create an empty directory called saml_folder. (You can optionally use another name, but this procedure assumes you
used the name saml_folder.)

Genesys Customer Experience Insights User's Guide 33


https://docs.genesys.com/Documentation/GCXI/9.0.0/Dep/HelmDeployment

SSO for Genesys CX Insights New In This Release

6. Copy the SAML configuration files from the pod to the saml_folder directory:
kubectl cp gcxi-0:/opt/tomcat/webapps/MicroStrategy/WEB-INF/classes/resources/SAML/ saml folder
Check that files are copied successfully into the saml_folder, and that no other files are present in the directory.
7. Using the saml_folder/SPMetadata.xml file, register with the IdP — the exact steps vary depending on your IdP.
8. Copy the IDPMetadata.xml file provided by your IdP into the saml_folder.
9. Ensure that the saml_folder directory contains the following files:
custom
IDPMetadata.xml
MstrSamlConfig.xml
SamlKeystore. jks
SPMetadata.xml
SpringSAMLConfig.xml
Genesys CX Insights does not use the custom folder.
10. Execute the following command to create a new config map - gcxi-samil:
kubectl create cm gcxi-saml --from-file saml folder
Once this is complete, delete the saml_folder as it is no longer required.
11. Edit the gcxi.properties file add the following variables to enable SAML and set it as default login mode:

MSTR WEB SAML ON=true
MSTR WEB DEFAULT LOGIN MODE= 1048576

12. Execute the following commands to stop the gcxi pod:
helm upgrade -f <values file> --set gcxi.replicas.worker=0 <release name> <path to chart>

where:
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<values_file> — the name of your values YAML file. This is typically the same file you used when you deployed using the instructions on:
Genesys CX Insights - Kubernetes using Helm.

<release_name> — GCXI| Helm release name.
<path_to_chart> — the path to the Helm chart files.
For example:
helm upgrade -f values-test.yaml --set gcxi.replicas.worker=0 gcxi-helm gcxi/
Wait until pods are stopped before proceeding.
13. Execute the following commands to upgrade GCXI (using values from gcxi.properties to set container variables):
helm upgrade -f <values file> --set-file gcxi.envext=gcxi.properties <release name> <path to chart>
where:

<values_file> — the name of your values YAML file. This is typically the same file you used when you deployed using the instructions on:
Genesys CX Insights - Kubernetes using Helm.

<release_name> — gcxi helm release name.

<path_to_chart> — the path to the Helm chart files.

For example:

helm upgrade -f values-test.yaml --set-file gcxi.envext=gcxi.properties gcxi-helm gexi/
Wait while GCXI is installed.

14. Open MicroStrategy Web (http://<server>:<port>/MicroStrategy/serviet/mstrWeb); you will be automatically forwarded to the SAML IdP login page.

Genesys Customer Experience Insights User's Guide 35


https://docs.genesys.com/Documentation/GCXI/9.0.0/Dep/HelmDeployment
https://docs.genesys.com/Documentation/GCXI/9.0.0/Dep/HelmDeployment

SSO for Genesys CX Insights New In This Release

Procedure: Enable SAML in deployments that use Kubernetes descriptors

Purpose: Enable SAML in environments where you deploy GCXI using Kubernetes descriptors.
Prerequisites

Before you begin:

* GCXIl release 9.0.019.00 or later is deployed in your environment. GCXI serves as the SAML service provider (SP).

* You have access to a SAML Identity provider (IdP).

e This procedure assumes that the default namespace is genesys. (If yours is not, then you must add -n genesys to all kubectl commands.)

Steps

1. Execute the following command to back up the GCXI meta database:
kubectl apply -f k8s/gcxi-backup.yaml
Wait until job gcxi-backup is finished.

2. Execute the following command to stop one GCXI container:
kubectl scale --replicas=0 deployment gcxi-secondary

3. Generate SAML configuration files — follow the instructions on the MicroStrategy website: How to Generate configuration files, but note the
following:

¢ Where the instructions on the MicroStrategy website ask for an entity base URL, use: http://<server>:<port>/MicroStrategy/saml/config/
open.

e You must connect to http://<server>:<port>/MicroStrategy/saml/config/open using Tomcat administrator credentials. You can change the
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Tomcat admin password by setting the variable TOMCAT_ADMINPWD (see Procedure: Configuring Kubernetes Secrets) or contact Customer Care
for assistance.

4. Execute the following command and examine the results to ensure that SAML-related files appear inside the running pod:
kubectl exec $(kubectl get po -o name | grep gcxi-primary) -- 1ls /opt/tomcat/webapps/MicroStrategy/WEB-INF/classes/
resources/SAML

5.

In a convenient location, create an empty directory called saml_folder. (You can optionally use another name, but this procedure assumes you
used the name saml_folder.)

6. Copy the SAML configuration files from the pod to the saml_folder directory:
kubectl cp $(kubectl get pod -1 role=gcxi-primary -o jsonpath="{.items[0].metadata.name}"):/opt/tomcat/webapps/
MicroStrategy/WEB-INF/classes/resources/SAML/ saml folder
Check that files are copied successfully into the saml_folder, and that no other files are present in the directory.

7. Using the saml_folder/SPMetadata.xml file, register with the IdP — the exact steps vary depending on your IdP.
8. Copy the IDPMetadata.xml file provided by your IdP into the saml_folder.

9. Ensure that the saml_folder directory contains the following files:

custom
IDPMetadata.xml
MstrSamlConfig.xml
SamlKeystore. jks
SPMetadata.xml
SpringSAMLConfig.xml

Genesys CX Insights does not use the custom folder.
10. Execute the following command to create a new config map - gcxi-saml

kubectl create cm gcxi-saml --from-file saml_ folder
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Once this is complete, delete the saml_folder as it is no longer required.
11. Edit the gcxi.properties file add the following variables to enable SAML and set it as default login mode:

MSTR WEB_SAML_ON=true
MSTR WEB_DEFAULT LOGIN MODE= 1048576

12. Execute the following commands to recreate the gcxi-config configmap:

kubectl delete cm gcxi-config
kubectl create cm gcxi-config --from-env-file k8s/gcxi.properties

13. Edit the gcxi.yaml file and add gcxi-saml volume and volumeMount to definition of gcxi-secondary and gcxi-primary deployments:

volumeMounts:
- mountPath: /genesys/gcxi config/saml
name: gcxi-saml

volumes:
- name: gcxi-saml
configMap:
name: gcxi-saml
optional: true

14. Execute the following commands to recreate the gcxi pods and thereby apply the gcxi.yaml changes:

kubectl delete -f k8s/gcxi.yaml
kubectl create -f k8s/gcxi.yaml

Wait while GCXIl is installed.

15. Open MicroStrategy Web (http://<server>:<port>/MicroStrategy/servlet/mstrWeb); you will be automatically forwarded to the SAML IdP login page.
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Manage SAML

If you've enabled SAML, use the information in this section to manage it.

* Disable SAML in deployments that use Helm

¢ Disable SAML in deployments that use Kubernetes descriptors

Procedure: Disable SAML in deployments that use Helm

Purpose: Disable SAML when GCXIl is deployed using Helm.
Prerequisites

This procedure assumes that the default namespace is gcxi. (If yours is not, then you must add -n gcxi to all kubectl commands.)
Steps

1. Execute the following commands to stop GCXI:
helm upgrade -f <values file> --set gcxi.replicas.worker=0 <release name> <path to chart>
where:

<values_file> — the name of your values YAML file. This is typically the same file you used when you deployed using the instructions on:
Genesys CX Insights - Kubernetes using Helm.

<release_name> — GCXI Helm release name.

<path_to_chart> — the path to the Helm chart files.

Genesys Customer Experience Insights User's Guide

39


https://docs.genesys.com/Documentation/GCXI/9.0.0/Dep/HelmDeployment

SSO for Genesys CX Insights New In This Release

For example:
helm upgrade -f values-test.yaml --set gcxi.replicas.worker=0 gcxi-helm gcxi/
2. Execute the following commands to upgrade GCXI (using values from gcxi.properties to set container variables) and restart the pods:
helm upgrade -f <values file> <release name> <path to chart>
where:

<values_file> — the name of your values YAML file. This is typically the same file you used when you deployed using the instructions on:
Genesys CX Insights - Kubernetes using Helm.

<release_name> — GCXI Helm release name.
<path_to_chart> — the path to the Helm chart files.
For example:

helm upgrade -f values-test.yaml gcxi-helm gcxi/

Wait while GCXI is upgraded.

Procedure: Disable SAML in deployments that use Kubernetes descriptors

Purpose: Disable SAML when GCXI is deployed using Kubernetes descriptors.
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Prerequisites
This procedure assumes that the default namespace is gcxi. (If yours is not, then you must add -n gcxi to all kubectl commands.)
Steps

1. Edit the gcxi.properties file, and remove the following variables:

MSTR WEB_SAML_ON=true
MSTR WEB_DEFAULT LOGIN MODE= 1048576

2. Execute the following commands to recreate the gcxi-config configmap:

kubectl delete cm gcxi-config
kubectl create cm gcxi-config --from-env-file k8s/gcxi.properties

3. Execute the following commands to recreate the gcxi pods:

kubectl delete -f k8s/gcxi.yaml
kubectl create -f k8s/gcxi.yaml

Update SAML

If you enabled SAML in Genesys CX Insights 100.0.026.0000 or earlier, follow the instructions in this section before upgrading Genesys CX Insights. If
you enabled SAML in Genesys CX Insights 100.0.026.0001 or later, ignore this section.

¢ UpdateSAML in deployments that use Helm

* Update SAML in deployments that use Kubernetes descriptors
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Procedure: Update SAML in deployments that use Helm
Purpose: Update SAML when GCXIl is deployed using Helm.

Prerequisites

This procedure assumes that the default namespace is gcxi. (If yours is not, then you must add -n gcxi to all kubectl commands.)
Steps

If SpringSAMLConfig.xml is not customized in your existing deployment:

1. Execute the following command to edit gcxi-saml ConfigMap file:
kubectl edit cm gcxi-saml

2. Remove SpringSAMLConfig.xml, and save the file.

3. Execute the following command to verify that gcxi-saml contains now four variables:
kubectl get cm gcxi-saml
The output should be similar to the following:

NAME DATA AGE
gcxi-saml 4 127m

4. Upgrade Genesys CX Insights using the steps in Upgrade GCXI using Helm.
OR, if SpringSAMLConfig.xml is customized in your existing deployment, use the following steps:

1. Execute the following command to back up the SpringSAMLConfig.xml file:
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kubectl cp gcxi-0:/opt/tomcat/webapps/MicroStrategy/WEB-INF/classes/resources/SAML/SpringSAMLConfig.xml
SpringSAMLConfig.xml backup

2. Execute the following command to edit gcxi-saml ConfigMap file

kubectl edit cm gcxi-saml
3. Remove SpringSAMLConfig.xml, and save the file.

4. Execute the following command to verify that gexi-saml contains now four variables:
kubectl get cm gcxi-saml

The output should be similar to the following:

NAME DATA  AGE
gcxi-saml 4 127m

5. Complete the steps in Upgrade GCXI using Helm. Wait until pods are running before your continue with this procedure. Note that the updated
version of SpringSAMLConfig.xml is created inside gcxi containers.
6. Execute the following command to copy the SAML configuration files from the pod to a temporary location:

kubectl cp gcxi-0:/opt/tomcat/webapps/MicroStrategy/WEB-INF/classes/resources/SAML/ <saml folder upgrade>
where < saml folder upgrade> is a temporary folder.

7. Verify that the destination folder contains the following files (the custom folder is not used):
custom
IDPMetadata.xml
MstrSamlConfig.xml
SamlKeystore. jks
SPMetadata.xml
SpringSAMLConfig.xml

8. Using the instructions in Upgrade a Customized SAML System, edit <saml folder upgrade>/SpringSAMLConfig.xml.
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9. Execute the following commands to recreate gcxi-saml ConfigMap:

kubectl delete cm gcxi-saml
kubectl create cm gcxi-saml --from-file saml folder upgrade

This adds SpringSAMLConfig.xml to the gcxi-saml file.

10. Restart the pod.

Procedure: Update SAML in deployments that use Kubernetes

Purpose: Update SAML when GCXI is deployed using Kubernetes descriptors.

Prerequisites

This procedure assumes that the default namespace is gcxi. (If yours is not, then you must add -n gcxi to all kubectl commands.)
Steps

If SpringSAMLConfig.xml is not customized in your existing deployment:

1. Execute the following command to edit gcxi-saml ConfigMap file:
kubectl edit cm gcxi-saml

2. Remove SpringSAMLConfig.xml, and save the file.
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3.

4.

Execute the following command to verify that gecxi-saml contains now four variables:
kubectl get cm gcxi-saml
The output should be similar to the following:

NAME DATA  AGE
gcxi-saml 4 127m

Upgrade Genesys CX Insights using the steps in Upgrading Genesys CX Insights.

OR, if SpringSAMLConfig.xml is customized in your existing deployment, use the following steps:

1.

Execute the following command to back up the SpringSAMLConfig.xml file:

kubectl cp gcxi-0:/opt/tomcat/webapps/MicroStrategy/WEB-INF/classes/resources/SAML/SpringSAMLConfig.xml
SpringSAMLConfig.xml backup

Execute the following command to edit gcxi-saml ConfigMap file:

kubectl edit cm gcxi-saml

. Remove SpringSAMLConfig.xml, and save the file.

4.

Execute the following command to verify that gexi-saml contains now four variables:
kubectl get cm gcxi-saml
The output should be similar to the following:

NAME DATA  AGE
gcxi-saml 4 127m

Complete the steps in Upgrading Genesys CX Insights. Wait until pods are running before your continue with this procedure. Note that the updated

version of SpringSAMLConfig.xml is created inside the gcxi container.
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6. Execute the following command to copy the SAML configuration files from the pod to a temporary location:
kubectl cp gcxi-0:/opt/tomcat/webapps/MicroStrategy/WEB-INF/classes/resources/SAML/ <saml folder upgrade>
where < saml_folder upgrade> is a temporary folder.
7. Verify that the destination folder contains the following files (the custom folder is not used):
custom
IDPMetadata.xml
MstrSamlConfig.xml
SamlKeystore. jks
SPMetadata.xml
SpringSAMLConfig.xml
8. Using the instructions in Upgrade a Customized SAML System, edit <saml folder upgrade>/SpringSAMLConfig.xml.
9. Execute the following commands to recreate gcxi-saml ConfigMap:

kubectl delete cm gcxi-saml
kubectl create cm gcxi-saml --from-file saml folder upgrade

This adds SpringSAMLConfig.xml to the gcxi-saml file.
10. Restart the pods.

Enable and configure LDAP

To enable LDAP, complete one of the procedures in this section:

* Enable LDAP in deployments that use Helm

¢ Enable LDAP in deployments that use Kubernetes descriptors
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In either case, you must then complete the section Configure LDAP.

Procedure: Enable LDAP in deployments that use Helm

Purpose: Enable LDAP when GCXI is deployed using Helm.
Prerequisites

Ensure that GCXI release 9.0.014.00 or later is deployed in your environment. This procedure assumes that the default namespace is gcxi. (If
yours is not, then you must add -n gcxi to all kubectl commands.)

Steps
Before you begin, complete the following steps to configure GCXI:

1. Locate the OpenLDAP library inside the container:

1. Execute the following command to ensure that the OpenLDAP library is installed, and locate the library’s path:
kubectl exec gcxi-0 -- ldconfig -p | grep ldap
2. Copy or note the path, for example /usr/lib64/libldap-2.4.s0.2.
2. Execute the following command to back up the GCXI meta database:
helm upgrade <release name> <path to chart> --reuse-values --set gcxi.deployment.deployJobBackup=true
where:

<release_name> — GCXI| Helm release name.
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<path_to_chart> — the path to the Helm chart files.

For example:

helm upgrade gcxi-helm gcxi/ --reuse-values --set gcxi.deployment.deployJobBackup=true
Wait until job gcxi-backup is finished.

3. Execute the following command to prevent the backup job from running every time release is upgraded:
helm upgrade <release name> <path to chart> --reuse-values --set gcxi.deployment.deployJobBackup=false
where:
<release_name> — GCXI| Helm release name.
<path_to_chart> — the path to the Helm chart files.

For example:
helm upgrade gcxi-helm gcxi/ --reuse-values --set gcxi.deployment.deployJobBackup=false

4. Execute the following command to stop gcxi pods:
helm upgrade <release name> <path to chart> --reuse-values --set gcxi.replicas.worker=0
where:
<release_name> — GCXI Helm release name.
<path_to_chart> — the path to the Helm chart files.

For example:

helm upgrade gcxi-helm gcxi/ --reuse-values --set gcxi.replicas.worker=0
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Wait until pods are stopped before proceeding.
5. Edit the gcxi.properties file and add the following variables to enable LDAP and set it as default login mode:

MSTR WEB_LDAP_ON=true
MSTR WEB_DEFAULT LOGIN MODE=16

Add no comments, extra spaces, or blank lines.
6. Execute the following command to upgrade and restart GCXI (using values from gcxi.properties to set container variables) and restart the pods:

helm upgrade <release name> <path to chart> --reuse-values --set-file gcxi.envext=gcxi.properties --set
gcxi.replicas.worker=2

where:

<release_name> — GCXI| Helm release name.

<path_to_chart> — the path to the Helm chart files.

For example:

helm upgrade gcxi-helm gcxi/ --reuse-values --set-file gcxi.envext=gcxi.properties --set gcxi.replicas.worker=2

Wait while GCXI is upgraded.

LDAP is now enabled in GCXI, and remains enabled after container restart.

Procedure: Enable LDAP in deployments that use Kubernetes descriptors

Genesys Customer Experience Insights User's Guide 49



SSO for Genesys CX Insights New In This Release

Purpose: Gather information you will need to configure LDAP, and enable LDAP in GCXI.

Prerequisites

e GCXIl release 9.0.014.00 or later is deployed in your environment

* This procedure assumes that the default namespace is genesys. (If yours is not, then you must add -n genesys to all kubectl commands.)
Steps
Before you begin, complete the following steps to configure GCXI:

1. Locate the OpenLDAP library inside the container:
1. Execute the following command to ensure that the OpenLDAP library is installed and locate the library’s path:
kubectl exec $(kubectl get po -o name | grep gcxi-primary) -- ldconfig -p | grep ldap
2. Copy or note the path, for example /usr/lib64/libldap-2.4.s0.2.
2. Enable LDAP:
1. Execute the following command to back up the GCXI meta database:
kubectl apply -f k8s/gcxi-backup.yaml
Wait until job gcxi-backup is finished.
1. Execute the following commands to stop currently running containers:
kubectl scale --replicas=0 deployment gcxi-secondary
kubectl scale --replicas=0 deployment gcxi-primary

2. Edit the gcxi.properties file, and set MSTR_WEB_LDAP_ON=true.

Genesys Customer Experience Insights User's Guide 50



SSO for Genesys CX Insights New In This Release

3. To make LDAP the default login mode, edit the gcxi.properties file, and set MSTR_WEB_DEFAULT_LOGIN_MODE=16
4. Execute the following commands to load gcxi.properties into Kubernetes:
kubectl delete configmap gcxi-config
kubectl create configmap gcxi-config --from-env-file=k8s/gcxi.properties
5. Execute the following command to start the PRIMARY container:
kubectl scale --replicas=1 deployment gcxi-primary
Wait until PRIMARY is done (wait until Tomcat is up, and MicroStrategyWeb page is available).
6. Execute the following command to start the SECONDARY container:
kubectl scale --replicas=1 deployment gcxi-secondary

LDAP is now enabled in GCXI, and remains enabled after container restart.

If you plan to use LDAP, you must also mount the folder where your certificates reside. See LDAP with SSL for more information.

Configure LDAP

For both Helm and Kubernetes deployments, use the instructions in this section to configure LDAP.

Procedure: Configure LDAP connection settings
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Purpose: To set up a connection to the LDAP server.
Steps

1. Log in to MicroStrategy Developer.
2. Click Administration > Server > Configure MicroStrategy Intelligence Server.
3. Click LDAP, and in the Server section, fill in the following parameters:

e Host: <hostname or_ip of ldap server>

e Port: <port of ldap server>

e Security connection: Cleartext

¢ Authentication method: Binding

¢ Authentication User (This user account is used when GCXI has to access Active Directory, make a search, list all users, and so on. It is a
'service user'.)
For example:

* DN: CN=<user cn>,0U=<ou>,.., DC=<dc>,..
e Password: <domain password>
4. Click LDAP > Platform, and fill in the following parameters:
* LDAP server vendor name: <your vendor> (for example, Microsoft Active Directory)
e LDAP Connectivity Driver: <your connectivity driver> (for example, Open LDAP)
* Intelligence Server platform: Linux

* LDAP connectivity file names: <path to openldap lib> (This is the path inside the gcxi container, which you discovered in Enable LDAP in
deployments that use Kubernetes descriptors.)
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5. Click LDAP > Filters, and fill in the following parameters:
e Root DN: DC=<dc>,DC=<dc>.. (This is the starting point of the LDAP search.)

e User search filter: <user search> (The value you enter here depends on LDAP settings. For example, (&(objectclass=
person)(sAMAccountName=#LDAP_LOGIN#)).)

¢ Group search filter: <group search> (The value you enter here depends on LDAP settings. For example, (&(objectclass=group) (member=
#LDAP_DN#)))

* Number of group levels above to import: 1

6. To verify that the connection between the LDAP server and Intelligence server can be established, attempt to log in to MicroStrategy Web
(<IP>/MicroStrategy/servlet/mstrWeb) using LDAP credentials. Note that even when you successfully log in, user privileges are not yet set.
Privileges can be manually assigned to each user in mstrServerAdmin, or imported and configured as described in LDAP Import, synchronization
and linking.
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LDAP Import, synchronization and linking
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You must configure privileges for users who log in using LDAP credentials. Detailed information about this step is available in the following
MicroStrategy document: KB18506: Importing and linking users using LDAP integration with the MicroStrategy Intelligence Server 9.x and newer.

LDAP with SSL

To support SSL with LDAP, you must run the container with a mounted folder containing LDAP certificates, and ensure that the folder is mounted on

all servers in the cluster. For more information, see How to configure LDAP connectivity using Clear text.
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Manage LDAP

If you've enabled LDAP, use the information in this section to manage it.

* Disable LDAP in deployments that use Helm

¢ Disable LDAP in deployments that use Kubernetes descriptors

Procedure: Disable LDAP in deployments that use Helm

Purpose: Disable LDAP when GCXI is deployed using Helm.
Prerequisites

This procedure assumes that the default namespace is gcxi. (If yours is not, then you must add -n gcxi to all kubectl commands.)
Steps

1. Execute the following commands to stop GCXI:
helm upgrade <release name> <path to chart> -n gcxi --reuse-values --set gcxi.replicas.worker=0
where:
<release_name> — GCXI Helm release name.
<path_to_chart> — the path to the Helm chart files.

For example:
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helm upgrade gcxi-helm gcxi/ -n gcxi --reuse-values --set gcxi.replicas.worker=0
2. Execute the following commands to start the GCXI pods without LDAP enabled:
helm upgrade <release name> <path to chart> -n gcxi --reuse-values --set gcxi.replicas.worker=2 --set-file gcxi.envext=
where:
<release_name> — GCXI Helm release name.
<path_to_chart> — the path to the Helm chart files.
For example:

helm upgrade gcxi-helm gcxi/ -n gcxi --reuse-values --set gcxi.replicas.worker=2 --set-file gcxi.envext=

Procedure: Disable LDAP in deployments that use Kubernetes descriptors

Purpose: Disable LDAP when GCXI is deployed using Kubernetes descriptors.
Prerequisites

This procedure assumes that the default namespace is genesys. (If yours is not, then you must add -n genesys to all kubectl commands.)
Steps

1. Edit the gcxi.properties file, and remove the following variables:
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MSTR WEB_LDAP_ON=true
MSTR WEB_DEFAULT LOGIN MODE=16

2. Execute the following commands to recreate the gcxi-config configmap:

kubectl delete cm gcxi-config
kubectl create cm gcxi-config --from-env-file k8s/gcxi.properties

3. Execute the following commands to recreate the gcxi pods:

kubectl delete -f k8s/gcxi.yaml
kubectl create -f k8s/gcxi.yaml
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Understanding and using reports

This page helps you understand Genesys Customer Experience Insights (Genesys CX Insights) reports
and dashboards. The Genesys CX Insights reports and dashboards for Genesys Info Mart compile
historical contact center interaction activity and agent-summarized states for telephony and
multimedia DNs.

In keeping with Genesys' commitment to diversity, equality, and inclusivity, beginning
with release 9.0.019.01, some pod names are changed; this document refers to "gcxi-
primary" and "gcxi-secondary" pods. In release 9.0.019.00 and earlier, these pods
were named "gcxi-master" and "gcxi-slave".
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Use this report to understand agent interaction-processing activities during a Use this report to view the times when agents logged in and out, and the
range of hours that you specify. This report is useful to those who manage duration of each login session. The report displays the timestamps in the
contact center operations, enabling them to view key performance indicators. tenanta€™s standard time zone.

My Reports —

My Objects

Arvnmt Mot Dandyu Danart

Genesys CX Insights includes several dozen reports out-of-the-box, which are available in subfolders
within the CX Insights folder. The data in the reports represents a snapshot of the database at a
given point in time; to view current data, you must run the report to display the latest data. The
reports use the hierarchies, metrics, attributes, prompts, details, and filters that are defined in the CX
Insights Project.
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Reports are designed using MicroStrategy Web. The figure shown here illustrates the organization of
some of the reports in the Agents folder and some of the operations that you can perform within
MicroStrategy Web. For more information about customizing the reports, see Customizing reports and

dashboards
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Genesys CX Insights includes several dashboards out-of-the-box. While some dashboards are
available in the CX Insights > Dashboards folder, many are found in other folders, where they are
grouped with reports based on the type of content they provide -- see the latest list of Dashboards for

more information.

The Genesys CX Insights dashboards provide visual summaries of information that would otherwise
be displayed across several reports. The data in the dashboards represents a snapshot of the
database at a given point in time; to view current data, you must run refresh the dashboard to
display the latest data. For optimal viewing of the dashboards, set your screen resolution to a the
highest resolution that is practical, and in any case, to a width of at least 1280 pixels.

Dashboards are designed using MicroStrategy Web. For more information about customizing the
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dashboards, see Customizing reports and dashboards

CX Insights interfaces

Your interaction with CX Insights will usually take place in one of two GUIs:

¢ MicroStrategy Web — When you view, run on-demand, or modify a report or dashboard, you do so
using MicroStrategy Web, the primary Genesys CX Insights GUI, which you access using the URL
(<yourserver>/MicroStrategy/servliet/mstrWeb) provided by your administrator. Administrators can
configure permissions that determine which operations each user can perform in MicroStrategy Web.
MicroStrategy Web is discussed on this page.

MicroStrategy certifies the latest versions, at the time of release, for the following web browsers:
* Apple Safari
* Google Chrome (Windows and iOS)
* Microsoft Edge
* Microsoft Internet Explorer (Versions 9 and 10 are supported, but are not certified)

e Mozilla Firefox

¢ MicroStrategy Developer — Reserved for administrator use, MicroStrategy Developer is a standalone
application you access on the computer where MicroStrategy software is deployed. Use Developer to
create and manage projects, objects and users, and to perform other administrative actions.
MicroStrategy Developer is discussed in more detail on the Understanding the Project page.

e e aciar W

The Contact Center Dashboard on a mobile device

Mobile support

You can also access Genesys CX Insights dashboards from your Apple iPad. Genesys supports
accessing the dashboards in this fashion, but does not recommend using reports from a mobile
device, as they are not designed for small screens. See the Genesys CX Insights Deployment Guide
for more information, and the MicroStrategy website.

Genesys documentation, including this document, also supports mobile devices. In most cases, it
easier to use Genesys CX Insights, and the documentation, in landscape mode.
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Video: Generate reports in Genesys CX Insights

Link to video

This video describes how to generate reports in Genesys CX Insights.

Accessing and running reports and dashboards
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handling measures.

e

Dashboards
Designer

Details

Outbound Contact

1. Go to the Genesys CX Insights (MicroStrategy Web) link provided by your administrator.

2. If a page appears where you can select a server, choose the server on which to view reports (you
probably have only one, but if more than one appears, and you are not sure which one to select,
contact your administrator).

3. If prompted, enter your user name and password.

4. The Genesys CX Insights page appears. Click Shared Reports > CX Insights.
In most cases, the reports you need are found in the Shared Reports folder:
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* Shared Reports—Reports and dashboards stored in the Shared Reports are available to other
users (access privileges permitting).

* My Reports—Reports stored in your private folders, such as My Reports, are visible only to you.
This folder is visible only to users who have sufficient privileges to edit or save reports.

5. Reports are divided into subfolders based on function; select a sub-folder, for example Business
Results.

6. From the listed reports, either double-click a report, or right-click and choose Run. For example,
Business Metrics Executive Report. The prompts for that report appear.

7. Select a date or date range, and optionally make selections for other prompts.
To generate meaningful reports, choose dates for which your environment has data. Note that, if you
are working in a demo/development environment, data is available for a limited period:

* For Genesys CX Insights reports, data is available for the period September 2015 to October 2016.

* For Genesys CX Insights for iWD reports, data is available for the period February 12, 2019 to
February 21, 2019.

When you run reports in such environments, choose dates within that range, or simply remove the
default value from the first prompt (Pre-set Date/Day) before you run the report.

[+] More about prompts

Many reports offer a long list of prompts, but you don't have to make selections at all those prompts.
For most reports, you can simply select a date or date range, and click Run Report to generate the
report. Before you do, note that the default Start Date and End Date encompass the entire current
year; depending on your environment, this may not be a suitable range. For more information about
prompts, see How do | control what data appears in a report?

8. Click Run Report.
The report appears. You can filter, drill, and otherwise interact with many report values.

As you browse in Genesys CX Insights, clickable breadcrumbs are displayed at
the top and bottom of the page:

Shared Reports > CX Insights > Business Results

Click any word in the breadcrumb to return to that folder.
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Help finding reports
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You can use the search feature to easily find all reports with a given word or phrase in the report
name:

1. Select the top level CX Insights folder (to search the entire folder).

2. At the top of the page, click the magnifying glass to open the search window.

3. Select a folder (for example Shared Reports) in which to search, enter a search term (for example
Callback), and press Enter (or click the magnifying glass).

4. For more powerful search options, click Refine. Advanced search options appear, which you can use to
refine your search based on various criteria, such as object type, owner, date, or description.

Anatomy of a report

—
Report Filter:
(Date (ID)} == 1/1/2011 12:00:00 AM} And (Date (ID) =
These information )

PROMPT DETAILS

Prompt 1: Start Date

sections can

1/1/2011
Tf?f ,-'-2%:1,.E-nldzl::?:ﬁj-ﬁjlj AM Optl" Oi’lﬂf , Yy bG Cf OSEd

Prompt 3: Queue
Prompt not answered
Prompt 4: Channel
Prompt not answered
Prompt 5: Callback Type
Prompt not answered
Prompt 6: Tenant
Prompt not answered

once you have

viewed them.

Prompt 7: Minute Price
0
Datarows: ¢ | Data columns: 1 - 10 of 28 3
Tenant Customer % Customer
Name R 15 ST DRI I Connected Connected
2014-11-06 | WAIT FOR AGE 159 24 126.32%
8666
Environment Total 19 24 126.32%
Total 19 24 126.32%
Total 19 24 126.32%

The main section of most reports
consists of a data grid.
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Each report is divided into several sections (except for the main section of the report, each section is
called an 'editor'):

* Report Details Editor — provides information about the data in the report. You can optionally close
this editor by clicking x.

* Prompt Details Editor — provides information about the prompt values used to run the report. You
can optionally close this editor by clicking x.

* The report grid — In most cases, reports consist of a simple grid, illustrating the selected data. Some
prompt and metric names shown in reports are self-explanatory, but some may require explanation;
see the individual report descriptions (see the list of reports) for more information about specific
prompts and metrics.

e Other editors appear if you open them, such as the View Filter Editor.

What zero signifies in a report

Whenever the underlying query for a Genesys CX Insights report returns no rows, the report displays
no data. For example, a query to retrieve activity for a particular agent for a shift that the agent did
not work returns no data.

Zero Values in the Speed of Accept Report

For those Genesys CX Insights reports that do return rows, but in which a particular field is not
applicable, the reports return a value of 0.

For example, this occurs when all interactions for a particular day are accepted within the first four
service time intervals that are defined for a tenant, but none are accepted beyond the fourth interval.
As a result, the Speed of Accept (seconds) Report—a portion of which is shown in the figure Zero
Values in the Speed of Accept Report—displays 0 values for the each of the fifth through tenth
intervals.

The reports also return 0 for measures when the underlying database columns on which measures
are based hold 0 values. Additionally, when a report is based on a query that gathers data from more
than one aggregation table, empty cells in reports are possible where other cells contain data.

For composite measures, such as percentages and averages, wherever a 0 count or 0 duration
ensues, the reports display 0 for such measures. The average duration of calls placed on hold, for
instance, is 0 in the circumstances where either no calls were placed on hold during the interval, or
where the duration of held calls was 0 seconds (or a fraction of 1 second).

The custom reports that you create might behave differently depending on their design.
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The report grid

The main area of a typical report consists of a simple grid, optimized for on-screen viewing, but also
easily printed to PDF, XLS or other formats. (For reports with a lot of columns or rows, you may find it
easiest to view your reports as PDFs.)

The first few columns of each report represent Attributes (also known as Dimensions). These are
values that divide up the data, and their impact is cumulative, from left-to-right. For example, in the
Agent Utilization Report (shown here), the first column divides the data by Tenant Name, the second
column subdivides the tenant data by Media Type, the third column subdivides the tenant/media data
by Agent Name, the fourth column subdivides the individual agent data by Interaction Type, and the
fifth further breaks that down by Day.

Longer reports are
divided across several

pages.

Attributes (dimensions). Some reports contain

These values more columns than can

subdivide the data. fit on screen. \

Ha12 ‘MW / \ Data rows: 1-50 of 51 | Data cosmns: 1-100F22
',f:',::' “T:';’ Agent Name "'W Day  Offered Accepted m“o:m Responses “"'“":"' ""'r“'.'"":“ "“'1“:“ Awg Wrtp mm ey c;‘::‘:‘m“ =

2011-04-41 2 [ 0 [ 00:01:30 000128  0000:44  00:00:00 00.00:00 00:00:00

ABDD1_sip Intarnal 20110413 2 2 L] 2 00:03:06 D0-03:06 00:00-00 00:00:00 00:00:00 00-00-00

(A&001_sip) 2011-11-10 3 3 0 3 000052 000047 000017 00:00:00 00:00:00 00:00.00

Total 1" 1" 0 14 00:01:35 00:01:33 00006 00:00:00 00:00:00 00:00:00

20110411 10 0 [ 10 00.01:05 000053 000024 0O00:00 00.00:00 00:00:00

2011-04-13 2 2 0 2 00:03:06 00:01:40 00:01:26 00:00:00 00:00:00 00:00:00

| ABO0Z_sip Intermal 2011-11-03 5 5 0 5 00:01:12 000055 00:00:17 00:00:00 00:00:00 00:00:00

(AG002_sip) 2011-11-08 8 8 0 8 0001:03 000043 000020 000000 00:00:00 00:00:00

2011-11-10 3 3 0 3 00:00:52 000042 00006 000000 00:00:00 00:00:00

Total F: g 8 L] 28 0:01:13 00:00:53 00:00:26 00:00:00 00:00:00 0000000

20110411 I 8 2 [ 000052 000045 00007 0O:00:00 00:00:00 00:00:00

20110443 2 2 0 00:00 00.00.06 00:00:00

Depending on your access role and the report you are viewing, you can manipulate a report in
several ways:

¢ Sort—Right-click in a column, and choose an option from the Sort menu, to sort the table by the order
of that column. Or, choose Sort Grid to sort the table by more than one column. Not all columns can
be sorted.

¢ Drill—Right-click in a column, and choose an option from the Drill menu, to drill up or down on the data
in that column. For example, to change from viewing data for the Month, to viewing it for the Day,
Hour, or even the Year. See Drilling in report data. Not all columns can be drilled.

¢ Filter—Right-click in a column, and choose an option from the Filter on menu, to open the View Filter
Editor, where you can select one or more conditions. See Filtering report data.

Agent-based reports do not contain data that summarizes virtual interactions, virtual agent activity,
and Interactive Voice Response (IVR) port activity. However, if IVRs are configured as handling
resources in your environment, data that pertains to IVR ports is included in the business attribute
and interaction detail reports.
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Video: Drill or filter in reports

Link to video

This video describes how to read, drill, and filter historical reports in Genesys CX Insights.

Controlling what data appears in a report

INDEX

ﬁ’ Summary of your selections
1 Report Date

2 Agent Group

3 Agent

4 Media Type

5 Interaction Type

6 Tenant

m

X

?

1. Report Date

[2/1/2017

=H

2. Agent Group

Search for:
|Q]|7 Match case
Available: Selected:
< AG1 = (none)
© AG123

& Agent Group 1

& Agent Group 2

& AgentGrouplTen

& Chat distribution for processing
¢ E-mail distribution for processing

Bl B

= | il A
1-150f15
3. Agent
Search for:
[&|F Match case
Availabla: Selected:
< 601_forTest::601_forTest:601_forTest:, 601_forTes 4 (none)

¢ 901::901:901:, 901 (201)
< 002::002:902:, 902 (202)

A4n0d EPTEEN.E| EPTEN.E] CIPE E N T

< 602_forTest::602_forTest:602_forTest:, 602_forTe:
< 602_swTenl:602_swTenl:602_swTenl:, ﬁDE_sz_
& 603_swTenl:603_swTenl:603_swTenl:, 603_swT
© 604 _swTenl::604 swTenl:604 swTenl:, 604 swT

~|
4 fA4N-

Bl BIY

M4 1-300f41 P MK

In many cases, you may want to restrict what data is gathered into a report; for example:

e if your environment contains a large amount of data, some reports can become very long.

\_‘L_///—\_//
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e if you want to see a report about just one aspect of the contact center, such as single agent group.

When you open any report, the report prompts appear, where you can customize the data that is
taken into the report. The prompts available are specific to each report—the example shown here
pertains to the Agent Conduct Report:

e For each prompt, enter or select appropriate values. Each prompt provides either a drop-down list or a
search field and accompanying button.

¢ Use the Index, to the left of the prompts input area, to quickly jump to any section of the prompts.

In many cases, the default values are appropriate; if in doubt about a given
prompt's effect, see the descriptions given below, or try running the report with
default values to get a better idea of the result. Each report has a unique set of
prompts from which you can select values for the attributes used in the report.
For example, in the Agents / Agent Conduct Report, you can make the
following prompt selections:

[+] Show: Prompts in the Agent Conduct Report

Prompt Description

Select the day for which to generate a report. (This

Hepen: Dt report describes activity for a single day).

Optionally, restrict the report to show information

Agent Group about specific groups.

Optionally, restrict the report to show information

Agent Name about specific agents.

Optionally, restrict the report to show information

Media Type only for specific Media Types.

Optionally, restrict the report to show information

(MO (12 only for specific Interaction Types.

In multi-tenant environments, you can optionally
Tenant Name restrict the report to show information only for the
selected tenant.
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Filtering report data
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After running a report, you can further filter the data that appears in the report. These filtering
options are powerful, and let you make more selections than those you made on the prompts page
when you ran the report. You can add more than one filter on a report.

Use either of the following to methods to filter a report:

Creating a filter using the View Filter Editor

Open the View Filter Editor to manually construct a filter.

1. Open and run a report. For example, Agents > Agent Utilization Report.

2. Click Tools > View Filter.
The View Filter Editor appears.

3. Click Add Condition.
The Filter On drop down list appears.

4. Click Filter On, and select a value on which to filter. For example, Agent Name will allow you to show
only specified agent in the report.
A list of Available agent data appears.

5. Double-click the name of each Agent to include (you can include one, several, or even all), and click

Apply. .
You can add more than one filter on a report.

Filtering on selections

Use Filter On to build a filter more quickly.

1. Open and run a report. For example, Agents > Agent Utilization Report.

2. Right-click a value that you'd like to filter on (a value in one of the attribute columns, such as an agent
name)

3. Click Filter on Selections.
The View Filter Editor appears, where you can modify the filter as needed.
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Drilling in report data
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You can drill on report data to see more detailed (or more general) information.

1. To drill on a report, first open and run the report.

2. Right-click a heading in the report; a context menu opens. If it is possible to drill on the metric on which
you have clicked, Drill appears in the menu.

The choices available vary depending on the type of data on which you click (‘Drill down to Agent
Name', 'Drill up to Month', 'Drill down to Interaction subtype', and so on). Not all data can be drilled. For
example, right clicking the heading Day (in reports where that heading appears, such as Agents >
Agent Utilization Report) gives you the option to drill to another time period, such as Month or Year.
Arrows in the menu indicate whether a drill option is drilling 'Up' or drilling 'Down'.

3. Select one of the drill actions that appear. The report automatically updates to account for the change.
Open the Drill menu again; the available options have now changed.

For more comprehensive drill options, click the Data menu, and select Drill. The Drill Editor
appears, where you can drill on multiple columns, and access advanced options.

Drill considerations

The ability to drill up or drill down within a report allows you to view results from a wider or narrower
perspective, but it's important to understand the logic that Genesys CX Insights applies when you

drill, as there are some cases where data can seem to disappear after you drill, or you see data that
is not what you might expect.

Drilling occurs along the attribute hierarchies, for example, up from Agent to Agent Group, or down
from Agent Group to Agent:

e Agent hierarchy: Agent Group «- Agent Name

e Campaign Group hierarchy:Campaign Group «— Campaign

e Interaction hierarchy: Interaction Type «- Interaction Subtype

e Service Type hierarchy: Service Type «— Service Subtype

e Time Interval hierarchy: Year «- Quarter «- Month «- Day «<- Hour «<- 30 minutes

¢ Queue hierarchy: Queue Group «<- Queue

Unexpected results can occur in various situations, such as:

¢ When you run a report with date prompts for a specific sequence of days, and then drill up to a longer
period of time, the report shows data for the entirety of of the new period; however, this works only if
the specific sequence of days includes the starting DATE_TIME_KEY for the time period to which you
drill. Otherwise, the report can return no data. For example, if you initially run a report over a the 1st -
5th of the month, and then drill up to the month level, the report takes in data from the rest of the

month. However, if you run it over another five day period -- say the 5th - 10th, and then drill up, the
report returns no data.

¢ When agent-campaign results are displayed, drilling down from campaign to campaign group and then
drilling up from agent to agent group can result in duplicate rows.

* Drilling down from aggregated results to the interaction- or interaction-segment level is not supported.
(This is different from drilling along the Interaction hierarchy, which is based on interaction type and
subtype (for example, Inbound/InboundNew), not on the legs of the interaction.)
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Printing or exporting report data

Add to History Lis

Create Personal View

Share ...
Send Mow...
Subscribe to
Export - -
Print Por EXPO If‘tlhg a
Excwith plain text
Full Screen Mode CSV file format FGPO r‘t
Excel with formatting
HTML to PDF
Plain text
Agent Utilization Report
Export: [Whole report =] Page Header and Footer: Edit Custom Settings...
Saaling: . . )
@& pdjust font to % of ariginal size Rl EEIE Edit Custom Settings...
€ Fit to: pages wide by il [T Print cover page
Orientation: @ \With Filter Details
& portrait ¢ with Report Details

" Landscape
= Cover page location:

& Before report
" After report

Show advanced options

[ Do not prompt me again.
Export

You can easily export your reports to a variety of formats, including PDF (useful for printing) or Excel/
CSV (useful if you want to take the data into other applications or manually edit the output).

1. Click Report Home > Export > PDF.
The PDF options page appears in a new browser tab.
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2. Optionally, select options to control how the report will be exported, such as page size, orientation, or
other aspects of formatting. For many reports, it is a good idea to select Fit to 1 Pages Wide and
Landscape.

3. Click Export. The PDF opens automatically in the browser tab. If you are happy with the output, you can
click Download (to save the file) or Print.

Some users find it useful to export data to a spreadsheet format, as it is then possible to more easily
sort and view the data, particularly if there is a lot of data in your report, due to the larger screen
area available in a spreadsheet application, such as Microsoft Excel. This is particularly true if you
have a great deal of data in your report, or in the case of reports that just can't easily fit in a browser
window because they contain many columns or rows.

Scheduling the delivery of reports

0 > My Subscriptions

[=] Subscription

—— E-mail Subscription

Mame: Agent Conduct Report 2/1/18 12:06:52 AM

Agen

Report:

Schedule: Every Evening - 6 PM
Tar: I Ms Manager | ~
Send: IDatain email
Delivery Format:
[ ]Expand page-by fields
Burst...
Subject: Agent Conduct Report [i]
Message: ﬁ

[ ] send a preview now

.,

You can run a report regularly--every day, or every week, for example. Genesys CX Insights enables
you to create Subscriptions, which schedule the delivery of one or more reports into your Genesys CX
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Insights History List, or send them to you automatically by email or SFTP.

You must be an administrator (or a member of the group “CX Insights report
developers” or “CX Insights report editors”) to configure an email address. Otherwise,
contact your administrator to complete steps 2 and 3 for you (steps are provided by
MicroStrategy, in the article KB30581).

Schedule email delivery

To schedule the delivery of a report by email, first define an email address, and then subscribe to the
report using that address:

1.
2.

N o uos

Log in to CX Insights.
Click your user name, select Preferences, and click E-mail Addresses.

In the Email Addresses list, click Add a New Address. Enter the Address Name (a short name to
identify the account), the Physical Address (the email address), and choose the Device. This is the
email type, such as Outlook.

Click Save.
In the breadcrumbs, click CX Insights to return to the Home page.
Open the Shared Reports folder, and navigate to the report you want to schedule.

Hover over the report name/description, and several options appear below the description. Click
Subscriptions.

On the My Subscriptions page, scroll down and click Add email subscription. The E-mail
Subscription options appear, as shown in the adjoining figure.

. Choose an option from the Schedule, and To lists. You can add more than one recipient in the To list.
10.

Optionally, test the subscription by selecting Send a preview now (if you do, an email typically arrives
within a few minutes). Click OK.

Tip
In some scenarios, email messages that notify users of scheduled reports can contain

unexpected characters in the email subject line. If you encounter this issue, see the
Known Issue GCXI-2327

If you create a subscription for a user who is, or later becomes, disabled, MicroStrategy does not send
the report to that user, though it continues to send it to other subscribers.

In release 9.0.010 or later, if you have created subscriptions for a user, use the following steps to
transfer those subscriptions to another user (without having to recreate them from scratch):
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1. Open MicroStrategy Products > Command Manager. A log-in dialog appears.

2. Log in as user who is a member of both the General Developers group and the General Users
Administrators group.

3. Enter the following command into a script:

ALTER EMAILSUBSCRIPTION "<subscription name>" OWNER "<user name>" IN PROJECT
"<project name>";

For example:

ALTER EMAILSUBSCRIPTION "Agent Conduct Report 3/21/19 2:30:15 PM" OWNER
"Administrator" IN PROJECT "CX Insights";

4. On the menu, click Connection > Execute.

For information about user groups (including General Developers group and the General Users
Administrator) see the Genesys CX Insights Deployment Guide. If you have difficulty, contact
Genesys Customer Care for assistance.

Schedule FTP delivery

Beginning with release 100.0.021.00, Genesys CX Insights supports scheduled delivery of the
standard reports using FTP / SFTP.

This feature is not intended to be used as a data dump tool to reliably extract large
volumes of data. This is because report export can fail, or can occur not-on-schedule,
due to maintenance activities, or simply due to a large volume of data. If you need to
reliably transport Genesys Info mart data, use the Genesys Info Mart Data Export
feature (also known as Bl Data Feed), which is described Genesys Info Mart Physical

Data Model documentation for your RDBMS (Microsoft SQL Server, PostgreSQL,
Oracle).

1. Configure FTP delivery by setting FTPDEF* variables in gcxi.properties, for example:

FTPDEF1=DeviceName=myFTP1l;Protocol=2;ServerName=ftp server name 1;Port=22;RemoteDir=/subs/
files/

location;UserName=user name with access;FTPServerPassword=password;CreateFolders=true;AppendUserPath=t

FTPDEF2=DeviceName=myFTP2;Protocol=2;ServerName=ftp server name 2;Port=22;RemoteDir=/GCXi/
files/

location;UserName=user name with access;FTPServerPassword=;CreateFolders=true;AppendUserPath=true;0ven

2. In MicroStrategy Developer:

1. From the Developer Folder List, expand Administration, expand Delivery Managers, and select
Devices.

2. Right-click in the Device List area, select New, and then Device.
3. Select FTP and click OK.
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4. Select SFTP as the protocol type, and enter the information required to connect to your SFTP server.
5. Click OK.

6. If you are previously authenticated into Genesys CX Insights, you must refresh your login session to
make the device available.

3. In Genesys CX Insights:
1. Open the Shared Reports folder, and navigate to the report you want to schedule.

2. Hover over the report name/description, and several options appear below the description. Click
Subscriptions.

3. On the My Subscriptions page, scroll down and click Add FTP subscription. The FTP
Subscription options appear.

4. Enter appropriate values for Schedule, Location, Delivery Format, and other values as required.
5. Click OK.
4. Optionally, you can provide FTP credentials using the file gcxi-secrets.yaml. For example:
<...>
FTPDEF1 FTPServerPassword: <passwordl>
FTPDEF2__FTPServerPassword: <passwords>

FTPDEF1 UserName: <username>

where <passwordl>, <passwords>, and <username> are appropriate values. Note that two
underscores are required after the prefix (FTPDEF*_ ).

For example:
FTPDEF1 FTPServerPassword: R2VuZXN5c18w

FTPDEF2_ FTPServerPassword: R2VuZXN5czE=
FTPDEF1 UserName: Z2N4aQ==

Enabling Languages on the server

Several languages are supported by Genesys CX Insights, and the files to support
them are included in the IP. However, before users can select a language, an
administrator must enable it on the server.

Use the following steps to enable a language on the server.

1. Execute the following command to back up the GCXI meta db:
kubectl apply -f k8s/gcxi-backup.yaml

2. Execute the following command to stop currently running containers:
kubectl scale deploy/gcxi-secondary --replicas=0
kubectl scale deploy/gcxi-primary --replicas=0

3. Edit the gcxi.properties file, and add the LANGS variable:
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LANGS=<lang code 1>,<lang code 2>,..<lang code N>

where each <lang_code> is a value from the table in Supported languages. The first value added
(<lang_code_ 1>) becomes the default language. For example, to make Chinese (simplified) the
default language, and enable both German (Germany) and Japanese:
LANGS=zh-CN,de-DE, ja-JP
Note the following:

e If no value is set for the LANGS variable, en-US is used.

¢ The default language is controlled by the the first value added to the LANGS variable, and can
be any language other than en-US. If you wish to use en-US as the default, make any other

language the default, and then change the language using the steps in Changing the language
used in the reports.

* When upgrading to a later GCXI release in scenarios where you have set a default value other
then en-US, you must set a value for the LANGS variable in gcxi-properties, or GCXI will
revert to en-US for the default language. However, user preferences (as set in Changing the
language used in the reports) are preserved after an upgrade.

e The format of the <lang code> variables changed beginning in release 9.0.010.

4. Execute the following command to load gcxi.properties into Kubernetes:
kubectl delete configmap gcxi-config

kubectl create configmap gcxi-config --from-env-file=k8s/gcxi.properties --namespace
genesys

5. Execute the following commands to start the PRIMARY container:

kubectl scale deploy/gcxi-primary --replicas=1

Wait until PRIMARY is done (wait until Tomcat is up, and MicroStrategyWeb page is available).
6. Execute the following command to start the SECONDARY container:

kubectl scale deploy/gcxi-secondary --replicas=1

Users can now change the language. (See Changing the language used in the reports.)

Note the following:

* When you enable a language on the server, the reports and GUI are automatically switched to that
language.

* When non-administrative users change language preferences, they will see a list of language choices
that includes languages you have not enabled; to avoid confusion, if users will need to switch
languages, you should notify them about what language you have enabled for them to use.

* As an administrator, you can optionally change language default settings for all users; log in as an
administrator, and click Preferences -> Project Defaults -> General.

Supported languages

Genesys CX Insights provides support to translate (localize) the GUI and Genesys CX Insights reports.
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See the appropriate table to match your deployment:

e Language support for the Genesys CX Insights project

* Language support for the Genesys CX Insights for iwD project

Language support for the Genesys CX Insights project

Language
Arabic (release 9.0.010.04 and later)
Chinese (simplified)
Dutch (release 9.0.014 and later)
French (Canada)
French (France)
German (Germany)
Italian
Japanese
Korean (release 9.0.010.04 and later)
Polish (release 9.0.014 and later)
Portuguese (Brazil)
Russian
Spanish (Latin America)
Turkish

ar-SA
zh-CN
nl-NL
fr-CA
fr-FR
de-DE
it-IT
ja-JP
ko-KR
pl-PL
pt-BR
ru-RU

es-419

tr-TR

LANGS variable value

Support for localization of the Genesys CX Insights for iWD is available in release 9.0.014 and later.

Language support for the Genesys CX Insights for iWD project

Language
Chinese (People's Republic of China)
German (Germany)
French (Canada)
French (France)
Japanese (Japan)
Portuguese (Brazil)
Russian (Russia)
Spanish (Mexico)

zh-CN
de-DE
fr-CA
fr-FR
ja-JP
pt-BR
ru-RU
es-MX

LANGS variable value

In release 9.0.013 and earlier, you cannot change the language used in Gensys CX Insights for iWD

reports.
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Changing the language used in the reports

General

Default start page: | Home r

Color Theme:

Language: Default ¥ | | Show advanced options

Default -
Chinese (Simplified)

Chinese (Traditional)

Danish (Denmark)

Dutch (Netherlands)
Dynamic HTML: English (United Kingdom)
English {United States)
French {Belgium)

French {France)
ﬁGGESSthlIt\f mode: French [5wi1zer13nd} Jatibl_”w
German (Germany) S
German (Switzerland
Italian (Italy)

Drup down menus: Italian [:SWItZE‘dand:l e mMenus
Japanese

Korean

Palish

Sort Portuguese (Brazil)

Russian

Spanish (Spain) i

B =

Before you can select a language, an administrator must enable it on the server. Only one language,
in addition to US English, is enabled at any time. Talk to your administrator to find out what language
is available for your use (or see Enabling Languages on the server). Changes described in this
procedure apply only to your own sessions, not to other users.

ly in Outline mode ¥

Use the following steps to change the language used in the GUI and reports.

1. Log in to Genesys CX Insights.
2. Click the drop-down menu next to your user name, and select Preferences.
3. On the User Preferences > General page:
1. Change the language used in the GUI: In the Language section, select a language from the list.

2. Change the language used in the reports: Click Show advanced options, from the Metadata list,
select a language.

4. Scroll to the bottom of the page, and click Apply.
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5. Use the browser's back arrow, or click in the breadcrumbs, to continue.

Not all languages listed in the GUI are enabled for your use. Check with your
administrator.

Video: Change the language used in reports

Link to video

This video describes how to change the language used in reports in Genesys CX Insights.

Where can | learn more?

. .
A“ Preferences
g Feedback

fe>

0 About MicroStrategy

Two ways to

access
. ¥+ Add Condition
Mic r‘oStmtegy G Logout
HQIP: Data rows: 41 [ Data columns: 1- 10 of 88 )

Inbound

Select Help from the menu to access MicroStrategy user guides. =
Click ? to access context-sensitive help. ﬂ

VIEW FILTER The filter is empty. T+ Add Condition ¥ Auto-Apply changes {B X€_-_/

Datarows: 41 | Data columns: 1 - 10 ufd Help for VIEW FILTER editor

Interaction
§ Type
'Le:;l: Ilﬂrs;:ea RIETTRa Avg Hokl | Ave Wra Avg Consult Avg Consult
Day Offered "8 9 WraD | Received = Received Wrap

Time Time

Time

D411
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In addition to the Genesys CX Insights documentation, extensive MicroStrategy Product
Documentation is available. (MicroStrategy is the engine that drives Genesys CX Insights.) See links
to specific MicroStrategy wiki pages on the Additional Resources page in this document.

¢ For context-sensitive help to explain the options you see on the Genesys CX Insights GUI, click the ?
next to the editor for which you want more information.

e For advanced users seeking detailed information, click the menu next to your user name, and click Help
to access the latest online MicroStrategy user guides and manuals.
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Understanding the project

Report users interact with Genesys Customer Experience Insights (Genesys CX Insights) exclusively
through MicroStrategy Web, which enables users to connect seamlessly to the CX Insights Project to
run queries against their data mart. Report users can view reports and, if assigned the necessary
access rights, create or modify reports, choosing objects from the CX Insights project. All of this is
possible without ever seeing or having to understand the complex queries or data structures of the
underlying data mart.

In keeping with Genesys' committment to diversity, equality, and inclusivity,
beginning with release 9.0.019.01, some pod names are changed; this document
refers to "gcxi-primary" and "gcxi-secondary” pods. In release 9.0.019.00 and earlier,
these pods were named "gcxi-master" and "gcxi-secondary".

This page describes the standard CX Insights project. Beginning with release 9.0.010,
a second project, CX Insights for iWD is included for iWD customers. It has structure
and features similar to the CX Insights project described on this page. See About the
CX Insights for iWD project below, and additional information on the CX Insights for
iWD reports page.

This page discusses the underlying project that operates behind the scenes to support the reports,
and briefly discusses MicroStrategy Developer, the interface that is used to create and manage
objects. For detailed instructions about how to use MicroStrategy Developer, see the MicroStrategy
product documentation.

Tip
If you are familiar with Genesys Interactive Insights (GI2), which is replaced by

Genesys CX Insights, think of the CX Insights project as conceptually similar to the GI2
Universe.
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About the CX Insights project
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Genesys CX Insights is built on the MicroStrategy Bl platform, which uses the concept of a project —
an environment containing the elements that are necessary for historical reporting. The Genesys CX
Insights Project defines what database tables are used in your environment, stores the schema and
reporting objects in a hierarchical fashion, and defines the security scheme that controls access to
the objects. Among the objects stored in this hierarchy are application objects, such as filters,
prompts, metrics, and reports, as well as schema objects such as attributes and facts. The content
within the Genesys CX Insights Project is defined by the MicroStrategy metadata repository, an
object-oriented model that stores information in a relational database, and defines the various
objects:

e Schema objects — Objects created in the application, that correspond to database objects, such as
tables, views, and columns. Schema objects include facts, hierarchies, and other objects that are stored
in the MicroStrategy Developer Schema Objects folder.

e Application objects — Objects used in data analysis. Application objects include reports, documents,
filters, templates, custom groups, metrics, and prompts.

* Configuration objects — Objects that provide information about connectivity, user privileges, and
project administration. Configuration objects include database instances, users, and groups.

Genesys supports the creation of customized reports, but does not support customization of the
underlying metadata.

For detailed information about the objects you can use to customize reports, see the Genesys CX

Insights Projects Reference Guide, which describes metrics and attributes, and the folders that are
used to organize them.

The project hierarchy

B | e Temt i i i
Briul pd FATY A-Ec A3 B

BE R | AN g e | U e e S

e, The “GEX folder orgamizes the metrics
ard attnbutes for your convenience.

I you are buillding a report,
abaccut select metrics and attributes from
the sarae sublolder.

The GCXI folder
e GCXI folder — open this folder to browse objects, such as prompts, attributes, and metrics, organized in

a convenient hierarchy. When you are creating or modifying reports, select metrics and attributes from
a given subfolder, to ensure compatibility.

¢ Public Objects folder — open this folder to browse reports.
To learn more about any object, right-click the object and select Properties. The Properties dialog

appears, providing information, including a description of the object, as shown in the figure The
Properties dialog.
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To edit a metric, or view the formula, right-click the metric, and select Edit. The Metric Editor
appears, providing detailed information as shown in the figure The Metric Editor.

For more information about creating your own custom reports, see Customizing reports.

Metric naming in the Genesys CX Insights project

Metrics are organized in a hierarchical structure that parallels the reports that the metrics support. In
many cases, metrics in different folders/reports share the same name, but the metrics often do not
have identical descriptions (see the Properties dialog) or definitions (see the Metric Editor).

Detail metrics are sourced from the following Genesys Info Mart tables:

+ SM_RES_STATE_FACT

« SM_RES_STATE_REASON_FACT

* MEDIATION_SEGMENT_FACT

e INTERACTION_RESOURCE_FACT
All interval metrics are sourced from aggregation tables that contain "_I " in the database object
name — for example:

« AG2_| AGENT SUBHR

« AG2_|_STATE_RSN_SUBHR

+ AG2_|_SESS_STATE_SUBHR
No special naming convention identifies a table as one that contains disposition metrics, other than
disposition metrics are all sourced from AG2_* tables that do not to use " | " in the table name—for
instance:

* AG2_AGENT_CAMPAIGN_HOUR

+ AG2_AGENT_QUEUE_HOUR

e AG2_CAMPAIGN_HOUR

+ AG2_QUEUE_HOUR

+ AG2_QUEUE_ABN_HOUR

« AG2_QUEUE_ACC_AGENT _HOUR

+ AG2_QUEUE_GRP_HOUR

+ AG2_ID_HOUR

« AG2_AGENT_HOUR

+ AG2_AGENT_GRP_HOUR

Each hierarchy contains seven tables and/or views, which have the following suffixes:

« SUBHR
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« HOUR
« DAY

« WEEK
« MONTH
« QRTR
« YEAR.

Classification of metrics

All metrics are classified as one of three types:

¢ Detail
e Interval
e Disposition
Metrics can also be described as measuring either customer or consult interactions, and for consult

interactions, as either warm or simple consultations. The following subsections describe each of
these classifications.

Detail metrics

Detail metrics provide the measure of one and only one activity, in contrast to interval and
disposition metrics, which aggregate information about a number of interactions that occur over a
period of time. The following are examples of detail metrics:

¢ Session\Active Time
e State\Reason Time

¢ Ixn State\Duration

¢ Handling Attempt\Queue Time

Interval metrics

Interval metrics measure the activities occurring within the reporting interval as they occur,
regardless of whether the interactions complete during the interval and whether the interval
completes.

Counts and durations of such metrics are clipped where interactions cross over multiple intervals and
are attributed to each of the intervals in which the activities occur. In scenarios in which an
interaction is waiting in queue when the interval changes, the time that the interaction actually
waited in queue during the first interval is attributed to the first interval. For example, if an
interaction is waiting in queue from 3:58-4:03 PM, two minutes is attributed to the first interval
(3:30-3:59 PM), and the remaining three minutes is attributed to the second interval (4:00-4:29 PM).

Furthermore, a count is attributed to each interval in which the interaction persists—that is, a count
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of 1 for the interaction that is waiting in queue during the first interval, and another count of 1 for the
same interaction, waiting in queue, during the second interval.

Interval metrics provide an interpretation of the activity that occurred during an interval. The
following are examples of interval metrics:

* Interaction State\Consult Received Time

* Interaction State\Hold

e Summarized State\Active Time

e Summarized State\Busy

e Metrics in the Ixn State folder

Disposition metrics

Disposition metrics provide an interpretation of the count and duration of contact center activity,
attributing their metrics to the interval in which an interaction was received by the contact center
resource—whether the resource is a mediation DN or a handling resource, such as an agent.

In scenarios in which an agent talks to a customer over day boundaries, all of the talk time is
attributed to the first reporting interval and no time is attributed to the latter interval. For example, if
an agent talks to a customer over day boundaries (11:45 PM -12:15 AM), all of the talk time (30
minutes) is attributed to the first reporting interval (Day 1) and no time is attributed to the latter
interval(s) (Day 2).

Likewise, the count (of 1 interaction) is attributed to the first interval; no count at all is attributed to
the second. As such, disposition metrics are additive; their counts from one interval can be added to
the counts of other intervals to obtain a total count of activity across all intervals, without double
counting.

The following are examples of disposition metrics:

e Activity\Avg Consult Received Time
¢ BA Customenr\% Transfer Initiated Agent
e Q Customer\Hold

e Agent Contact\Preview

Tip

Special Note about Campaign Disposition Metrics — For metrics that are associated
with outbound campaigns, counts and durations are attributed to the interval in which
contact attempts were made.
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Customer versus Consult Interactions

The CX Insights Project contains objects that measure only the customer-related legs of interactions
or the consultation-related legs of interactions; these objects are described in this document as
customer interaction and consult interaction, respectively. This distinction enables you to create
reports that summarize activities that better align with a contact center’s core business.

Some metrics mix together these different parts of an interaction life cycle, notably, those that are in
the Q Customer & Consults class. Some metrics co-mingle customer interactions with a subset of
consult interactions, or warm consultations.

The following table summarizes whether metrics in each project folder incorporate customer-related
activity or consultation-related activity; and, if the latter, what type of consultation activity is
measured. A few metrics are related neither to customer nor consultation activity; this is indicated in
the N/A column. (The Bound metrics in the Service Objects class, for example, do not measure
contact center activity; they are provided in an administrative capacity for the derivation of other
metrics.)

Table: Customer vs. Consult Interactions in the CX Insights Project

Folder path \
Metric

Queue\Q

Customer & Q

Consults\ v v
Abandoned

Waiting STI\*

Queue\Q

Customer & Q

Consults\ v
Accepted

Agent STI\*

Agent\Activity:
All Consult v
Warm metrics

Agent\Activity:
All other 4
Consult metrics

Agent\Activity:

All Accepted,

Offered, v v
Responses

metrics

Agent\Activity:
Handle
Agent\Activity:

All other v
metrics

Outbound
Contact\Agent
Contact: All
Consult Warm

Simple Warm Warm &

Consult Consult Simple R

Customer
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metrics

Outbound

Contact\Agent

Contact: All v
other Consult

metrics

Outbound
Contact\Agent
Contact: All
other metrics

Business

Attribute\BA

Consults: All v
Consult Warm

metrics

Business

Attribute\BA

Consults: All v
other Consult

metrics

Business

Attribute\BA

Customer\* : v v
All Accepted

metrics

Business

Attribute\BA

Customer\* : v/
All other

metrics

Queue\Q
Consults: All
Consult Warm
metrics

Queue\Q
Consults class:
All other
Consult metrics

Outbound
Contact\
Contact
Attempt \*

Queue\Q
Customer: All
Accepted
metrics (but
not the Accept
metrics)

Queue\Q
Customer: All
Entered,
Distribute(d),
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and Offered
metrics

Queue\Q
Customer: All
other metrics

Queue\Q
Customer &
Consults\*

Detail\Handling
Attempt: All
Customer
metrics

Detail\Handling
Attempt: All
Conference
metrics

Detail\Handling
Attempt:
Revenue,
Satisfaction

Detail\Handling
Attempt:
Queue Time,
Response
Time, Routing
Point Time, and
Total Duration
metrics

Agent\State
and Reason\
Interaction
State

Agent\Detail\
Ixn State
class\*

Service
Objects\*

Agent\Detail\
Session\*

Agent\Detail\
State\*

Agent\State
and Reason\*

Agent\State
and Reason\
Summarized
State\*
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Available Media Types

The Applicable Media Types Within the Project table summarizes the applicable media types for
groupings of metrics across all of the folders in which they are found. “All Abandon metrics”, for
instance, applies to all metrics that measure the abandonment of interactions, whether they be
consultations that were abandoned, abandoned inviting and waiting metrics, short-abandoned
metrics, standard abandons, or abandoned-within-a-service-time-interval metrics including durations,

counts, maximums, averages, and percentages thereof.

Table: Applicable Media Types Within the Project
Voice Media

All Abandon
metrics

All Accepted/Not
Accepted metrics

All Active Time
metrics

v

All Bound metrics
and Is Current
Data

All Busy metrics
All Clear metrics

All Conference
metrics (Note that
email media is not
applicable to
Conference
metrics)

All Consult metrics
(Note that chat
media is not
applicable to
Consult metrics

All Dial metrics v

All Distributed
metrics

All Duration
metrics (not to be
confused with all
metrics that
measure duration)

All Engage metrics

All Entered metrics

All Finish metrics

All Handle metrics

All Hold metrics 4

All Invite metrics

Sync Media

All Media

SN S N

N/A
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All Offered metrics v

All Outbound
metrics

All Ready/Not
Ready/Occupancy v
metrics

All Redirected
metrics

All Rejected
metrics

All Response, No
Response, and v
Responded metrics

All Revenue and

Satisfaction v
metrics
All Routed Other y
metrics
All Skill metrics v
All Stuck metrics v

All Transfer metrics
All Unknown

. v
metrics

All Warm metrics v

All Wrap metrics v

Where the listed applicable media types for a particular metric within the group differ from the norm,
the differences are noted above (chat media is not applicable to Consult metrics, and email media is
not applicable to Conference metrics).

For those metrics that can be classified as belonging to more than one grouping (that is, represented
by two or more rows in the table), the most restrictive media-type rule applies. For example, the
Consult Received Warm Wrap Time metrics can be classified under:

e “All Consult metrics”, which apply to all but chat media.

e “All Warm metrics”, which apply only to voice media.

e “All Wrap metrics”, which apply only to voice media.

The last two media rules are the most restrictive of the three; therefore, they apply to the Consult
Received Warm Wrap Time metrics.

Source of Info Mart aggregated information

The tables that are created and populated by the aggregation engine are the immediate source of
aggregated contact center data for Genesys CX Insights reports. This aggregation engine, Reporting
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and Analytics Aggregates (RAA), is deployed during Genesys CX Insights installation, and is described
in the RAA documentation.

CX Insights reports are built on data drawn from the aggregated tables, thereby enabling you to view
the performance of contact center resources as interactions pass through the resources or are
handled by them. The following Info Mart dimension tables provide descriptive attributes:

e CALLING_LIST USER_DATA _CUST _DIM

* CAMPAIGN e TENANT

» DATE_TIME * TIME_RANGE

* RESOURCE_ * INTERACTION_TYPE

* RESOURCE_GROUP_COMBINATION * INTERACTION_DESCRIPTOR
* GROUP_ * RESOURCE_STATE

e MEDIA TYPE * RESOURCE_STATE_REASON

For information about business views of each aggregate subject area, see the Reporting and
Analytics Aggregates User’s Guide. To learn how data is populated to the Info Mart database, see the
Genesys Info Mart User’s Guide.

Media-neutral metric mapping

Genesys CX Insights reports internal, outbound, and inbound interactions across chat, email, and
voice media channels. In order for metrics to apply to media other than voice media, Genesys CX
Insights uses media-neutral object names (instead of replicating them, and assigning media-
identifying names).

This may be different from what you expect if you are accustomed to voice-centric terminology that
is commonly used in contact centers that monitor voice-only interactions. For example, "Avg Engage
Time" describes the average length of an active telephone conversation, but you might be more
familiar with the name "Avg Talk Time".

Mapping media-neutral metrics to voice terminology

The table Mapping media-neutral metrics to voice terminology can help you to make the
transition to media-neutral terminology by providing a mapping of industry-common terms to the
names of Genesys CX Insights' media-neutral metrics:

Table: Mapping media-neutral metrics to voice terminology

Voice-Centric Term Media-Neutral Term in GCXI
Abandoned while Ringing Abandoned Inviting
ACW (after-call work) Wrap
Answer Accept (for chat)
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Answered in Threshold
ASA (Average Speed of Answer)
Dialing

Login Time

Ringing

Talk

Response (for email)

Accepted in Threshold

Average Accept Time

Inviting or Invite

Active Time

Alerting or Alert

Inviting or Invite (Both Ringing and Dialing constitute Inviting

metrics.)

Engage

Mapping of Genesys Info Mart Ixn States to Genesys CX Insights Ixn States

The following table illustrates how Genesys Info Mart prescribes some media-neutral states to
interactions that differ slightly from how Genesys CX Insights reflects interaction (ixn) states in the

names of some metrics:

Genesys Info Mart Classification

Initiate

Alert

Connect
Hold
Wrap

Unknown

GCXI Classification

This is reflected in the Dialing component of
Inviting metrics.

Alerting. This is reflected in the Alerting component
of Inviting metrics.

Engaged.
Hold.
Wrap.

Unknown.

This difference is most visible in data that is retrieved by the Agent Details Activity Report. For online
media, for example, the report describes the state of an interaction as connected (Connect), whereas
you might otherwise expect to see it classified as Engaged. Read more about Genesys Info Mart’s
classification of interaction states in the relevant reference manual (available in the Genesys Info
Mart documentation set); they are described under the INTERACTION_RESOURCE_STATE table.

About the CX Insights for IWD project

You can access or edit the the CX Insights for iWD project using the same interfaces described for

Genesys CX Insights (above).
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Elﬂ CX Insights for iWD
& History
EI [..3? My Personal Objects
E| l_j WD
El - Agent
[ Capture
m[] Classification
-l Queue
-2 Service Objects
& Time
- Project Builder
- Project Objects
. Public Objects
-_dl Schema Objects
- ¢} Data Explorer - CX Insights for iWD

The project hierarchy

* iWD folder — open this folder to browse objects, such as prompts, attributes, and metrics, organized in
a convenient hierarchy. When you are creating or modifying reports, select metrics and attributes from
a given subfolder, to ensure compatibility.

¢ Public Objects folder — open this folder to browse reports.

To learn more about any object, right-click the object and select Properties. The Properties dialog
appears, providing information, including a description of the object, as shown in the figure The
Properties dialog. To edit a metric, or view the formula, right-click the metric, and select Edit. The
Metric Editor appears, providing detailed information as shown in the figure The Metric Editor. For
more information, see About the CX Insights Project.

Metric naming in the Genesys CX Insights for iWD project

Metrics are organized in a hierarchical structure that parallels the reports that the metrics support. In
many cases, metrics in different folders/reports share the same name, but the metrics often do not
have identical descriptions (see the Properties dialog) or definitions (see the Metric Editor).
Metrics and attributes are grouped by and stored by aggregation views.

Each folder contains all attributes and metrics available for using in appropriate aggregation view.
However, attributes and metrics are not duplicated in GCXI Meta model and presented in different
folders as shortcuts.

Metrics are sourced from the following aggregation views:
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IWD_AGG_TASK_AGENT_<time postfix>
* IWD_AGG_TASK_CAPT_<time postfix>
IWD_AGG_TASK_CLASSIF_<time postfix>
* IWD_AGG_TASK_QUEUE_<time postfix>

Each aggregated view in the Data Mart is suffixed with a time interval:

+ SUBHR
« HOUR
« DAY

« WEEK
« MONTH
« QRTR
« YEAR.

Metrics for Task Detail Report are sourced from the following iWD Data Mart table:

« TASK_FACT

Source of iWD aggregated information

The tables that are created and populated by the iWD Data Mart are the immediate source of
aggregated contact center data for Genesys CX Insights for iWD reports.

CX Insights for iWD reports are built on data drawn from the aggregated blended views, thereby
enabling you to view the performance of contact center resources as interactions pass through the
resources or are handled by them. The following pre-built metrics are available:

* % Finished e Finish Time

e Accepted
* % Finished Overdue e Finished

e Avg Handle Time
* Accept Time * Finished Overdue

¢ Handle Time
e Avg Accept Time * New

¢ Max Handle Time
* Avg Finish Time e Pending

* Min Handle Time
* Avg Handle Time e Pending Overdue

e Entered
e Avg Pre Source System Time e Pre Source System Time . y

¢ Exite
* Avg Source System Time e Source System Time

For more information about iWD aggregate tables, see the iWD Data Mart Reference Guide.
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Troubleshooting project sources

MicroStrategy project sources represent a connection to the metadata database that is used to run
the project, and are used to create, manipulate, and administer MicroStrategy projects. Genesys does
not provide information about modification at the project level, and it should be attempted only by
advanced users. In certain scenarios, the project source can become locked. This section provides
information to help you fix this issue by creating a connection to the project source using the Direct
connection mode, as described in the MicroStrategy documentation. You must:

1. Create ODBC DSN for the meta database using standard Windows tools (ODBC Datasources).

2. To create the connection, you must have Developer installed under Windows. In Developer, click New
Project Source, and under Connection Mode, choose Direct. Configure the connection to use the
ODBC DSN you created at the previous step.

3. If you are running the pre-packaged PostgresSQL server provided in the Installation Package, use the
following terminal command to obtain host / port values for the host where the cluster master-node is
deployed:

kubectl get services

This allows you to connect to the meta database with limited capabilities (sufficient to unlock the
schema).
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Customizing reports

This page provides general information to help you customize the CX Insights Project and reports to
achieve additional functionality. The out-of-box historical reports are flexible enough for most
business needs. However, Genesys Customer Experience Insights (Genesys CX Insights) is highly
customizable, and you can modify the reports to meet your specific needs. Modifying reports can be
an involved process, and is recommended for advanced users only. For help, contact your Genesys
representative.

MicroStrategy Developer

| Eile Edit View Go Tools Administration Schema Window Help
(B %l xeazes] [Bm@e calls /

Other Shotcuts | Logation:|@ GCXN\Administration /
Folder List x | | Name |/
=€) 6o System Administration
@ @ Administration System Monitors

. E ) Configuration Managers
- EIEN Pyt 30&' Menagers
B Micro ) very age
B2 Architect wUSH Manager
f3fovpicateproject.___|
X Delete Del
ul:]r: Rename F2
Add to Shortcut Bar
Prioritization...

a Project Configuration...

v/”—

Duplicating the Project

Genesys does not recommend modifying the provided reports, as your changes are lost when you
upgrade or reinstall. Instead, the easiest way to create custom reports is by starting with a copy of a
report or project:

* You can customize a copy of the project. If you use this method, your changes will be saved in the event
that you upgrade Genesys CX Insights to a later release. This method also ensures that, if you have
trouble with your customizations, you can easily restore the original project. See the figure
Duplicating the Project for information about making a copy of the project using MicroStrategy
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Developer.

¢ You can customize a copy of a report within the default project or within a duplicated project. If you
customize a copy of a report within the default project, your changes are preserved when you upgrade
Genesys CX Insights to a later release. See Creating a new report based on an existing report.

e For detailed information about objects you can add to reports, see the Genesys CX Insights Projects
Reference Guide, which describes metrics and attributes that are available in Genesys CX Insights.

Video: Customize reports
Link to video

This video describes how to customize historical reports in Genesys CX Insights. Always employ
metrics and attributes from a single subfolder — avoid mixing them from multiple subfolders.
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Creating a new report based on an existing report
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The easiest way to create a new report is to save a copy of an existing report to edit. Begin by
browsing through the reports that are provided out-of-box, and select the one that most closely
resembles what you'd like to create.
1. Log in with an account having Administrator privileges.
2. Open and run the report you want to modify.
3. In the Save As editor:
1. Click Report Home > Save As.

2. In the Save in field, choose either: Shared Reports > Custom — to make the new report
accessible to other users, or My Reports — to make the new report accessible only to you.

3. Enter a Name for the report, and optionally modify the Description, or Advanced Options.

4. Click OK.

4. In the Report Saved editor, click Run newly saved report.

5. The prompts page opens; make appropriate selections and click Run Report.
You can now modify the report:

6. In the menu, click Grid > Design to view the Report Objects Editor (if it's not already visible).

7. Once you have finished editing the report, click Save.

In addition to the many options available when you right-click various areas of
the report, you can reorganize the data already in the report by dragging and
dropping, add new objects by dragging them into the report from the editor on
the left, and so on. It is helpful to enable on-screen buttons (Tools > Search
Buttons / Pivot Buttons, for example).

Removing objects from reports

As you customize the Genesys CX Insights reports to meet your business’s needs, there are some
specific rules that you should observe with regard to removing undesired attributes and/or metrics
from the reports. If you do not follow these recommendations, then under some circumstances, you
might encounter database and/or other errors when you run reports.

Remove Objects from the Presentation Layer

If you remove a metric or attribute from the report’s query, you must also remove it from the
presentation layer. The converse is not necessarily true, however; if you remove a metric from the
presentation layer, you need not remove it from the report’s query—though doing so can improve
report performance.

Remove Objects from report templates

When you remove an object from a report, it is still present in the underlying template. If you have
removed an object from the report, then you can remove it from the underlying template, which may
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improve performance.

A report template is the underlying structure upon which MicroStrategy reports are constructed. The
templates specify the layout and formatting of information on the reports, and specifies what
information the report should retrieve from which data sources. Templates also define formatting,
including fonts, color, alignment, and additional report characteristics such as totals/subtotals, metric
thresholds, and so on.

Blending data from other sources

Genesys CX Insights supports data blending with third-party sources. Using MicroStrategy Web, you
can import data, such as a report stored on Salesforce.com or web site statistics data from your
Google Analytics account, or from files (Excel or CSV) from your local computer, and use it to create
reports or dashboards. Note that data blending requires advanced knowledge, specific account
privileges, and an environment configured to support data import from the specified source. For
detailed information about importing Salesforce or Google Analytics data, see the following
resources, and talk to your administrator about enabling this functionality for your use:

¢ Importing data from Google Analytics

* Importing data from a Salesforce.com report

Note that you cannot blend data between Genesys Info Mart and iWD data sources.

Troubleshooting Incompatibility

It is possible for your custom reports to generate results that are difficult to interpret, to generate
errors, or to require excessively long query-processing times when certain combinations of metrics
and attributes are included in the report. These conditions can occur under several circumstances,
such as:

e Improperly combining incompatible attributes—such as the Queue and State Name attributes—in the
same report.

¢ Improperly combining disposition and interval metrics in the same report.

For this reason, Genesys recommends that when you create or customize new reports, observe the
following rules, to minimize problems:

¢ In any report, employ metrics and attributes from a single subfolder.

e Select one or more Time attribute in every report.
Finally, as is the case with any report design, study the SQL expressions of your generated custom

report to ensure that the MicroStrategy engine joins data in the correct way, and that the returned
data makes sense.
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Double-counting

Interactions pertaining to an object are attributed to each group of which the object is a member. So,
in scenarios where an agent is a member of more than one Agent Group, interactions are counted
against each group, and can therefore appear more than once in historical reports. The same holds
true for Queues that are members of more than one Queue Group; interactions that are attributed to
such a queue are reported against both queue groups. This can cause unexpected results in your
custom reports.
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Incompatible Objects

Genesys Customer Experience Insights User's Guide 110



Customizing reports

New In This Release
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MicroStrategy Web: Match up prompts, attributes, and metrics when editing reports
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Incompatibilities can occur if you build a report using metrics and attributes from mismatched

folders.

To avoid Incompatibility problems, Genesys strongly recommends that you add objects (prompts,

attributes, and metrics) from a given subfolder within the GCXI folder. Each subfolder contains a set
of attributes and metrics that are designed to work together. Never mix in objects from another folder
— even though they may have the same name, they are not compatible.
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MicroStrategy Developer: Match up prompts, attributes, and metrics when editing reports
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Using Attached Data

Use the information on this page to customize the GCXI projects and reports, to provide results that
are organized based on your own business’s user data.

Configuring Social Media User Data

The Social Engagement Report relies on how user data is configured in your environment, and on the
strategies you use to route interactions. This section describes how to set up your environment to
report on social media user data. The Social Engagement Report and the objects that directly support
it are described on the Agent Social Engagement Report page. Perform the following steps to
configure social media user data:

1. Review the routing strategies in your environment with respect to user data and update them as
appropriate.
The default Genesys-provided routing strategies do not set the Sent reason when responses are
sent. You must design your strategy to change the StopProcessing reason from Normal to Sent
when this event occurs. If you do not do so, the GCXI third-party media reports generate results
for transfers only—not for responses.

2. The Genesys Info Mart installation package includes a sample attached-data specification file,
ccon_adata_spec_GIM_example.xml, that controls which user data KVPs Interaction Concentrator (ICON)
stores. In it, the required social media KVPs are listed, but commented out. If you base your ICON
attached-data specification file on ccon_adata_spec_GIM_example.xml, uncomment the appropriate
rows to enable ICON to record the required data.

In the attached-data specification file, ensure that the following keys are specified:

» Classify_Actionability_CtgRelevancy
» Classify_Sentiment_CtgRelevancy
» KloutScore

* CtgName

* Screen_Sentiment_CtgName

* Screen_Actionability CtgName

* Classify_Actionability_CtgName

* Classify_Sentiment_CtgName

» desktop_influence

Place this file in ICON’s root directory. Refer to Steps 1 and 2 of Enabling Reporting on User Data in
the Genesys Info Mart Deployment Guide for detailed instructions.

3. Run make gim UDE template <rdbms>.sql against the Info Mart database to create the database
objects for social media detail reporting. This SQL script is deployed in the \script subfolder as part of a
GCXIl installation. Refer to the Application Files chapter of the Reporting and Analytics Aggregates
Deployment Guide for more information.
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4. Run aggregation in autonomous mode and specify the setFeature runtime parameter as follows:
-setFeature=eServicesSM

This parameter enables RAA to aggregate social media data, including mapping GEN_ES_KEY (in
the IRF_USER_DATA KEYS table) to USER_DATA KEY1 in the H_ID, H AGENT, and H_ AGENT_QUEUE
hierarchies.

Note that USER_DATA_KEY1 can be mapped only once per hierarchy. If you previously mapped this
field to CUSTOM_KEY_10 (as instructed in step 2 of Example - Custom Handling Attempt Report)
for the Product Line example, then consider mapping USER_DATA_KEY2 to CUSTOM_KEY_10
instead.

Refer to the Reporting and Analytics Aggregates User’s Guide to learn how to run aggregation in this
autonomous mode.

Your environment is ready to process social media user data for each interaction, and RAA is
equipped to aggregate this data. You can now use the Agent Social Engagement and Social
Engagement reports to retrieve meaningful data.

The following section describes additional objects, some of which indirectly support social media user
data reporting.

User Data Objects in Project

The Predefined User Data Objects table lists key objects that are related to user data.

Predefined User Data Objects
Agent\Activity

Object Type and Name (M=Metric, A = User Data Table and Char or Numeric
Attribute/Dimension) Field
AG2_AGENT_*.ACTIONABILITY
M Actionability AG2_AGENT_GRP_*ACTIONABILITY ,meric

AG2_AGENT_QUEUE_*.ACTIONABILITY

AG2_AGENT_*.INFLUENCE

M Influence Score AG2_AGENT_GRP_*.INFLUENCE  Nymeric
AG2_AGENT_QUEUE_*.INFLUENCE

AG2_AGENT *.ACTIONABILITY_OFFERED
AG2_AGENT_GRP_*.
Offered with ACTIONABILI
i Actionability TNARERS
AG2_AGENT_QUEUE_*.

ACTIONABILITY_OFFERED

M Offered with Influence AG2_AGENT_*.INFLUENCE_ORFBRED
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Agent\Activity

AG2_AGENT_GRP_*.INFLUENCE_OFFERED

AG2_AGENT_QUEUE_*.INFLUENCE_OFFERED

AG2_AGENT_*.SENTIMENT_OFFERED

M Offered with Sentiment = AG2_AGENT_GRP_*.SENTIMENT_ORf&RRBric
AG2_AGENT QUEUE_* SENTIMENT OFFERED

AG2_AGENT_*.SENTIMENT
M SentimentScore AG2_AGENT_GRP_*.SENTIMENT  Nymeric

AG2_AGENT_QUEUE_*.SENTIMENT

Agent\Activity\Activity User Data Example
Dimension 1 USER_DATA_CUST DIM_1.DIM_ATTRIBUTE_1

Dimension 2 USER_DATA_CUST _DIM_1.DIM_ATTRIBUTE_2
A Char

Dimenslon 5 USER_DATA_CUST DIM_1.DIM_ATTRIBUTE_5

Dimension 6 USER_DATA_CUST _DIM_2.DIM_ATTRIBUTE_1

A Char

S 1 USER_DATA_CUST _DIM_2.DIM_ATTRIBUTE_5

. . USER_DATA GEN_ES.SCREEN
Screen Actionability - - - "

A Category ACTIONABILITY_CTGNAMECN3T
. USER DATA GEN_ES.SCREEN
A Screen Sentiment - - - Char
Category SENTIMENT_CTGNAME
Business Attribute\BA Customer
M Actionability Score AG2_ID_*.ACTIONABILITY Numeric
M Entered with AG2_ID_*ACTIONABILITY_ENUBREHiZ
Actionability - = -
M Entered with Influence AG2_ID_*.INFLUENCE_ENTEREBeric
M Entered with Sentiment  AG2_ID *.SENTIMENT_ENTHR&Deric
M Influence Score AG2_ID_*.INFLUENCE Numeric
a factor of BA User Data
M Sentiment Factor Example\Classify Numeric
Sentiment Category
M Sentiment Score AG2_ID_*.SENTIMENT Numeric
Business Attribute\BA User Data Example
A Dimension 1 USER_DATA CUST DIM_1.DIBhaATTRIBUTE_1
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Agent\Activity

DIRENEE 2 USER_DATA_CUST _DIM_1.DIM_ATTRIBUTE_2

e B USER_DATA_CUST DIM_1.DIM_ATTRIBUTE_5

Dimension 6 USER_DATA_CUST DIM_2.DIM_ATTRIBUTE_1

A Char

Dimension 10 USER_DATA_CUST_DIM_2.DIM_ATTRIBUTE_5

USER_DATA_GEN_ES.SCREEN_

A Screen Actionability e

Category ACTIONABILITY_CTGNAME

. USER DATA GEN ES.SCREEGhar
Screen Sentiment - - - -

A Category SENTIMENT_CTGNAME
Detail\Handling Attempt\Handling User Data Example
Detail 1 IRF_USER_DATA_CUST_1.CUST&M_DATA_1
Detail 2 IRF_USER_DATA_CUST _1.CUSTOM CHATIA_2
A Detail 14 IRF_USER_DATA_CUST 1.CUSTOM CHA 14
Detail 15 IRF_USER_DATA_CUST_1.CUSTOM IDATerics
Detail 16 IRF_USER_DATA_CUST_1.CUSTOM NDu¥fieric
Dimension 1 USER_DATA_CUST_DIM_1.DIM_ATTRIBUTE_1

Dimension 2 USER_DATA CUST DIM_1.DIM_ATTRIBUTE_2
A Char

et 3 USER_DATA_CUST DIM_1.DIM_ATTRIBUTE 5

Dimension 6 USER_DATA_CUST DIM_2.DIM_ATTRIBUTE_1

A Char

Dimension 10 USER_DATA_CUST DIM_2.DIM_ATTRIBUTE_5

Queue\Queue User Data Example

Dimension 1 USER_DATA_CUST DIM_1.DIM_ATTRIBUTE_1

Dimension 2 USER_DATA_CUST DIM_1.DIM_ATTRIBUTE 2
A Char

Dimension 5 USER_DATA_CUST DIM_1.DIM_ATTRIBUTE_5

Dimension 6 USER_DATA CUST DIM_2.DIM_ATTRIBUTE_1
A Char
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Agent\Activity

Dimension 10 USER_DATA_CUST DIM_2.DIM_ATTRIBUTE_5

Detail\Transfer\Source User Data Example

Dimension 1 USER_DATA_CUST DIM_1.DIM_ATTRIBUTE 1

Dimension 2 USER_DATA_CUST_DIM_l.DIM_A'I'I'E{:IﬁUTE_Z
ar

A
Dimension 5 USER_DATA_CUST_DIM_1.DIM_ATTRIBUTE_5
Dimension 6 USER_DATA_CUST DIM_2.DIM_ATTRIBUTE_1
A Char
Dimension 10 USER_DATA_CUST_DIM_2.DIM_ATTRIBUTE_5
Detail\Transfer\Target User Data Example
Dimension 1 USER_DATA _CUST DIM_1.DIM_ATTRIBUTE_1
Dimension 2 USER_DATA_CUST_DIM_1.DIM_ATTRIBUTE_2
A - - - - Char ~
Dimension 5 USER_DATA_CUST_DIM_1.DIM_ATTRIBUTE_5
Dimension 6 USER_DATA_CUST DIM_2.DIM_ATTRIBUTE_1
A Char
Dimension 10 USER_DATA_CUST_DIM_2.DIM_ATTRIBUTE_5
Queue\Queue User Data Example
Dimension 1 USER_DATA_CUST DIM_1.DIM_ATTRIBUTE_1
Dimension 2 USER_DATA_CUST_DIM_1.DIM_ATTRIBUTE_2
A - - -7 - Char ~
Dimension 5 USER_DATA_CUST_DIM_1.DIM_ATTRIBUTE_5
Dimension 6 USER_DATA_CUST DIM_2.DIM_ATTRIBUTE_1
A Char

Dimension 10 USER_DATA_CUST_DIM_2.DIM_ATTRIBUTE_5

User data key table mapping

The following tables — Low Cardinality — Key table mapping and High Cardinality — Key table
mapping — describe the default / recommended mapping for user data tables.
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Low Cardinality — Key table mapping
Key table mapping

i Genesys Info . .
e e Mart DN UDEkey  Gexischema ~ Comments
able name <-> -
database jects
table name name IRF_USER_DATA KE

CX Insights\
GCXI\Business
Attribute INTERACTION_DESGRERARTION DESSRERARTIKEY DESTBPP KRR INEFRACTION_DESCRIPTOR_KEY
\Business This table is
Result provided with
CX Insights\ the default
GCXI\Business schema to
Attribute store Genesys-
\Customer defined, low-

. KVPs, such as
CX Insights\ service type
GCX'\BUS|neSS and Customer
Attribute segment. This
\Service Type table requires
CX Insights\ no N
GCXI\Business customization.
Attribute
\Service
SubType
CX Insights\
GCXI\User Data
Example USER_DATA CUSTIDIM 1 CUSTOM KEY 1 AG2 xxx.USER_DATA KEY1

\Dimension 1-
Dimension 5

CX Insights\

GCXIN\User Data

Example USER_DATA CUSTIDIM 2 CUSTOM KEY 2 AG2_xxx.USER_DATA KEY2
\Dimension 1-

Dimension 5

CX Insights\
GCXNUser Data
Example \GSW
Call Type,
Dimension 2
Gen -
Dimension 5
Gen

CX Insights\

GCXN\User Data

Example

\Dimension 6 USER_DATA GEN_[MDM 2 USER _DATA GEN_DBIBR k&%.DSER DATA GEN KEY2
Gen -

Dimension 10

Gen

USER_DATA_GEN_[DM_1 USER_DATA_GEN_BIBR K&K.USER_DATA_GEN_KEY1
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High Cardinality — Key table mapping
Key table mapping

GCXI / Object Genesys Info Dimension UDE key

name Mart table PK name <->

database
table name name IRF_USER_DATA _KE

GCXI Schema Comments
jects

CX Insights\
GCXN\Detail\
Handling
Attempt\
Handling User
Data Example
\Detail 1 -
Detail 16

CX Insights\

GCXN\Detail\

Handling IRF_USER_DATA_GEMSE_ID na IRF_USER_DATA_GEN_1.CASE_ID
Attempt \Case

ID

CX Insights\

GCXI\Detail\

Handling IRF_USER_DATA_GENSTOMER ID  na IRF_USER_DATA_GEN_1.CUSTOMER _ID
Attempt

\Customer_ID

CX Insights\

GCXN\Detail\

Handling IRF_USER_DATA_GREVENUE na IRF_USER_DATA_GEN_1.REVENUE
Attempt

\Revenue

CX Insights\

GCXI\Detail\

Handling IRF_USER_DATA_GENTIGFACTION  na IRF_USER_DATA_GEN_1.SATISFACTION
Attempt

\Satisfaction

IRF_USER_DATA CUSBTIOM DATA [1+%] IRF_USER _DATA CUST_1.CUSTOM_DATA [1-16]

Using the Predefined User Data Objects

If the user data that you configured within your environment exactly matches the sample tables that
have been imported into the Project—as well as their structure—all you have to do to use the
predefined user data objects in custom reports is make visible the corresponding objects, and save
the project. The objects will be revealed to report designers and can be used in reports. If, however,
your user data configuration employs different tables or table structure, perform the following steps:

1. If necessary, add the appropriate user data table(s) to the GCXI schema. (See step 4 of Example -
Custom Handling Attempt Report.)

2. Alter user data object definitions if you want. For example::
* Fields in the IRF_USER_DATA CUST _* tables could be numeric or character.

» If your user data table is named differently from that which is used in the table above.
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e If you want the attribute to reference a field different from that which is already defined for the
object.

* If you want to have the attribute available as a user prompt on a custom report. (See step 5 of
Example - Custom Handling Attempt Report)

* If you want to rename the predefined folders, attributes, or metrics.

3. Save the project.

Special Note about Numeric User Data

The Customer Perspective Report includes four measures that are based on numeric user
data—Revenue, Satisfaction, Avg Revenue, and Avg Satisfaction. Running aggregation (to
populate the data for this report) will yield errors if users are permitted to attach non-numeric data
for these business attributes to interactions. You must ensure that the resources that set the values
of Revenue and Satisfaction user data keys are configured or trained, as applicable, to record
numerical values only. Refer to Check for Incorrect Data Type in the Reporting and Analytics
Aggregates User’s Guide to learn how to recover from this situation.

In addition to the information on this page, see:

¢ Example - Custom Handling Attempt Report
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Example - Custom Handling Attempt
Report

This customization example shows how you can modify the Handling Attempt report to show your
custom data.

1. Creating User Data Dimension Tables

Create and populate one or more user data tables in the Info Mart database — Within the Info Mart
database, create and populate a custom user data dimension table (for example,
USER_DATA CUST DIM_10). The USER_DATA CUST DIM x tables store information about changes in
data that accompany telephony events that are recorded by Interaction Concentrator (ICON) and
further processed by Genesys Info Mart ETL runtime processes. Genesys Info Mart writes to these
tables up to five descriptors of your business data. This example populates two fields: PRODUCT _LINE
with product line data and PRODUCT_CODE with product code data.

Refer to the relevant Genesys Info Mart Physical Data Model Documentation for your RDBMS
(available on docs.genesys.com) for the complete data model of the USER_DATA CUST DIM_* tables.

2. Mapping User Data Keys and Columns

Configure user data keys in the aggregation tables to point to your user data table(s) and populate
the aggregation tables. — The information in this section describes how to configure user data keys
and columns in the Info Mart database Mapping and Aggregation tables.

User Data Mapping Tables in Info Mart

Deployment-specific attributes, in the form of user-defined attached data, are represented in the
Genesys Info Mart model both by low-cardinality data (in string format) and high-cardinality data (in
numeric, date/time, and string formats). Low-cardinality-string user data that is associated with an
interaction resource—such as automobile models and product codes—is stored in the
IRF_USER_DATA KEYS and USER_DATA CUST DIM x dimension tables. High-cardinality user data that
is associated with an interaction resource—such as prices, number of widgets sold, and dates—is
stored in the IRF_USER _DATA GEN_1 and IRF_USER _DATA CUST x fact extension tables. In addition to
these tables are the CTL_UD_TO_UDE_MAPPING and CTL_UDE_KEYS_TO_DIM_MAPPING tables that you
must update:

e CTL_UD_TO_UDE_MAPPING ties in user data keys that are defined in the underlying ICON application
with user data columns that are defined in the tables mentioned above.

e CTL_UDE_KEYS_TO_DIM_MAPPING maps the user data dimension tables (USER_DATA_CUST_DIM_x) to
IRF_USER_DATA_KEYS.
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Execute the sample script (Sample SQL Script for Creating and Mapping User Data) to set up user
data mapping and recording in your environment. Also, refer to the:

* Interaction Concentrator Deployment Guide.

* make gim UDE template.sql script, provided with Genesys Info Mart deployment. Note that RAA
deploys scripts with similar names—make_gim UDE template <rdbms>.sql. These scripts, however,
hold entirely different content and are designed to configure user data for social media measures.

e Mapping User Data Worksheet in the Genesys Info Mart Deployment Guide. This worksheet contains
several columns that you can use to record information about the specific attached data keys in use in
your environment. Consider adding each custom attached data table in use within your environment to
this worksheet.

» Refer to Special Note about Numeric User Data for information about configuring keys for Revenue
and Satisfaction user data.

e The instructions in step 4 (below) for adding user data dimensions to the project and customizing
the reports apply to all of the fields in this document, and is required only if you plan to use tables
other than the default Genesys Info Mart tables.

Predefined attached data also appears in other Info Mart database tables, including the following:

e INTERACTION_DESCRIPTOR (fields CUSTOMER_SEGMENT, SERVICE_TYPE, SERVICE_SUBTYPE,
BUSINESS_RESULT)

* STRATEGY
» REQUESTED_SKILL
* ROUTING_TARGET

Using the attached data from these tables falls outside the scope of this section. Several reports,
however, are provided for all of the attached data-related fields in the INTERACTION_DESCRIPTOR
table.

Configuring User Data Keys in the Aggregation Tables

The AG2_AGENT, AG2_AGENT_CAMPAIGN, AG2_AGENT_QUEUE, AG2_CAMPAIGN, and AG2_ID
aggregate tables provide two key columns each that you can configure to join to two user data
dimension tables of your choice. The AG2_QUEUE, QUEUE_ACC, and QUEUE_ABN tables are also
configured to support USER_DATA KEY1 and USER_DATA KEY2. The user data dimension tables store
low-cardinality, string data only. The AG2_AGENT_GRP aggregate tables also provide two such
columns, but their values are inherited from the AG2_AGENT tables. The USER_DATA KEY fields are
not available in the agent session, agent states, agent interval, and queue-only aggregate tables.
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Mapping User Data Keys in the Aggregate Tables/
Views to User Data Dimensions

Genesys Customer Experience Insights User's Guide 122


https://docs.genesys.com/Documentation/ICON/latest/Dep/Welcome
https://docs.genesys.com/Documentation/GIM/latest/Dep/GIMUDWorksheet
https://docs.genesys.com/Documentation/GIM/latest/Dep/Welcome

Customizing reports Using Attached Data

These columns are:

* USER_DATA_KEY1—A key that points to one dimension table, such as USER_DATA_CUST_DIM_10, storing
five dimensions

* USER_DATA_KEY2—A key that points to a second dimension table, storing another five dimensions

These two fields provide access to a total of 10 attached data dimensions—or two hierarchies—for
each aggregate table and view, as shown in the figure to the right. You must configure the
aggregation job to aggregate and populate these fields.

Our product-line example uses the business attribute aggregate set, AG2_ID_*, which consists of four
tables and three views. We must configure the USER_DATA KEY1 column in each to point to the
custom user data dimension table, USER_DATA_CUST_DIM_10. For more information about how to
map the USER_DATA KEY2 field, see How Do | Configure User Data for Aggregation? in the Reporting
and Analytics Aggregates User’s Guide.

1. Create a text file having the following content on a single line:

(map-user-data-key (hierarchy: H ID) (dimension: USER DATA KEY1l) (expression:
irfud.CUSTOM KEY 10))

2. Save the file in the Genesys Info Mart root directory with the name user-data-map.ss.

The next time Genesys Info Mart Server restarts, the aggregation process detects this file, and
aggregation begins.

Refer to the relevant Reporting and Analytics Aggregates physical data model documentation
(available on docs.genesys.com) for a data model of the aggregation tables in the Info Mart
database, and the relevant Genesys Info Mart physical data model documentation (available on
docs.genesys.com) for information about the structure of the USER_DATA CUST DIM_* tables.

3.Configuring User Data Storage

Set Genesys Info Mart and Interaction Concentrator configuration options for collection of user data.
— Several options are available that you can use to configure what data is written to the Info Mart
database, and how long data is retained. In particular, you can configure storage of user data as
follows:

e On Interaction Concentrator, by means of the attached data specification file (adata_spec.xml) and
ICON configuration options, such as EventData, for event-based user data.

¢ On Genesys Info Mart, by means of customizable SQL scripts to create mapping and storage tables in
the Info Mart database.

Some of these options apply specifically to user data. Interim releases of Genesys Info Mart and
Interaction Concentrator might also introduce new configuration options that affect results. Review
the following documents for a listing and description of these options:

e Genesys Info Mart Deployment Guide

* Genesys Info Mart Release Notes
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¢ Interaction Concentrator Deployment Guide

e |nteraction Concentrator Release Notes

4. Modifying the Project warehouse

If you plan to configure attached data based on tables other than the default Genesys Info Mart

tables, use the following procedure to modify the project warehouse.
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The Attribute Editor

1. Open MicroStrategy Developer, and open the CX Insights project. This requires a login account with

appropriate credentials.

2. In the main menu, click Schema > Warehouse Catalog. The Warehouse Catalog dialog appears:

1. In the Tables available in the database instance list, select USER_DATA_CUST_DIM_10 table,

and click > to move it to the Tables being used in the project list.

2. Click Save and Close

3. In the MicroStrategy Developer folder list, navigate to the folder CX Insights > Schema Objects >

Tables, and verify that the USER_DATA_CUST_DIM_10 table is now visible.

4. In the MicroStrategy Developer folder list, open the folder CX Insights > GCXI > User Data Example,

right-click one of the standard attributes Dimension 1 - Dimensionl0, and choose Edit. The
Attribute Editor appears:

1. Modify the attribute to use the USER_DATA CUST DIM 10 table in the ID attribute form.
2. Change Dimension x form to link it to the custom column PRODUCT_LINE or PRODUCT_CODE:

( PRODUCT LINE VARCHAR(170) NOT NULL DEFAULT 'none',
PRODUCT CODE VARCHAR(170) NOT NULL DEFAULT 'none',)

3. Repeat the previous two steps for each of the remaining Dimension 1 - Dimension10 attributes.
Note that if attached data is previously configured (using default GCXI project objects), changes you

make here can affect data in reports.
4. Click Save and Close.

5. Click Schema > Update Schema to update the project schema.
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5.

The attributes are now ready to be used in reports.

Modifying the Handling Attempt Report

In Genesys CX Insights / MicroStrategy, you can easily add attached data as attributes, and then
display the results either as attributes, or as metrics. This procedure shows how you can customize
the Handling Attempt Report to display the data from custom attributes as metrics.
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Open the Handling Attempt Report in edit mode.
Click ALL OBJECTS, and navigate to GCXI\Detail\Handling Attempt\Handling User Data Example.
Drag an attribute into the report, for example Detail 1.

Right-click the column where the Detail 1 attribute appears in the report, and select Insert Metric\
Maximum.

Click REPORT OBJECTS.
Right-click the metric Min (Detail 1), and select Edit. The Metric Editor appears.
Optionally, rename the metric.

Correct the function so that it uses the Detail 1 form of the Detail 1 attribute, instead of ID form - Detail
l@Detail 1.

Click Save.
Right-click the Detail 1 attribute, and select Remove from Grid.

Optionally, reorganize the order of the columns by dragging the Detail 1 metric column to the preferred
position in the report.

Save and run the report to validate the data.
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Sample SQL Script for Creating and Mapping User Data

The following sample script provides the SQL code that is used for this example (in step 2. Mapping

User Data Keys and Columns). Note that this is a sample script only. You should validate it for use

within your environment.

IF EXISTS ( SELECT 1
FROM sysobjects
WHERE id = object id('USER DATA CUST DIM 10') AND type = 'U' )
DROP TABLE USER DATA CUST DIM 10

GO

CREATE TABLE USER DATA CUST DIM 10 (
ID INT identity )
TENANT KEY INT NOT NULL )
CREATE _AUDIT KEY INT NOT NULL )
PRODUCT LINE VARCHAR(170) NOT NULL DEFAULT 'none',
PRODUCT CODE VARCHAR(170) NOT NULL DEFAULT 'none',
DIM ATTRIBUTE 3 VARCHAR(170) NOT NULL DEFAULT 'none',
DIM ATTRIBUTE 4 VARCHAR(170) NOT NULL DEFAULT 'none',
DIM ATTRIBUTE 5 VARCHAR(170) NOT NULL DEFAULT 'none',
CONSTRAINT PK USER DATA CUST DIM 10 PRIMARY KEY(ID) )
GO

SET IDENTITY_INSERT USER_DATA_CUST_DIM 10 ON;

-- This row is for the predefined key 'UNKNOWN'. It is
-- mandatory. Do not remove it!
INSERT INTO USER DATA CUST DIM 10 (
1D,
TENANT KEY,
CREATE_AUDIT KEY )
VALUES ( -1, -1, -1 ) ;
GO

-- This row is for the predefined key 'NO VALUE'. It is
-- mandatory. Do not remove it!
INSERT INTO USER DATA CUST DIM 10 (
1D,
TENANT KEY,
CREATE_AUDIT KEY )
VALUES ( -2, -2, -1) ;
GO

SET IDENTITY INSERT USER DATA CUST DIM 10 OFF;

-- Add a foreign key reference column from IRF_USER DATA KEYS
-- to the user data dimension table.

-- Note: Adding columns to a sizeable IRF_USER DATA KEYS table

-- could consume significant DBMS resources and time. Consider the
-- tradeoff between:

-- (1) adding redundant columns initially and adding/activating

-- mapping later and

-- (2) adding columns later.

ALTER TABLE IRF USER DATA KEYS
ADD CUSTOM KEY 10 INT NOT NULL DEFAULT -2
GO

-- Add mapping between user data dimension table and
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-- IRF_USER DATA KEYS to CTL_UDE_KEYS TO DIM MAPPING

INSERT INTO CTL UDE KEYS TO DIM MAPPING (
DIM TABLE NAME,
DIM TABLE_PK_NAME,
UDE_KEY NAME )
VALUES (
'USER_DATA CUST DIM 10',
‘1D,
'CUSTOM KEY 10' )
GO

-- Add mapping between user data keys and user data tables to
-- CTL _UD_TO UDE_MAPPING.

-- Note: ICON should be configured to record these user data keys.

INSERT INTO CTL UD TO UDE MAPPING (
ID ,
UD_KEY NAME ,
UDE_TABLE NAME
UDE COLUMN NAME ,
PROPAGATION RULE,
DEFAULT VALUE ,
ACTIVE FLAG )

VALUES (
103 ,
"CustomProductLine’ ,
"USER DATA CUST DIM 10',
"PRODUCT LINE' ,
"CALL' ,
1)

GO

INSERT INTO CTL UD TO UDE MAPPING (
ID )
UD KEY NAME ,
UDE_TABLE NAME ,
UDE_COLUMN_NAME ,
PROPAGATION RULE,
DEFAULT VALUE ,
ACTIVE FLAG )

VALUES (
104
"CustomProductCode'
'"USER_DATA CUST DIM 10'
'PRODUCT CODE'
"CALL'

1)
GO
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Managing performance

This page describes steps you can take to improve the performance of Genesys Customer Experience
Insights (Genesys CX Insights).

Optimizing report filtering

Filtering in Genesys CX Insights reports has been optimized to improve report performance. Two types
of filters are used, depending on different data sampling approaches:

¢ Optimized filters — In order to optimize performance in most scenarios, a special report is used as a
filter. The results of the special filter report are loaded into memory, and used as a filter for the main
report. Most reports use these date and time filters (see Reports that use the standard filter for a list of
the ones that do not).

¢ Standard filters — These filters are part of the SQL expression, and fall into the WHERE operator in
the main SQL expression for receiving the report dataset.

The optimized filter reports are stored in a folder — CX Insights\Public Objects\Reports\CX
Insights\Service — that is visible only to reports Developers:

¢ Pre-set and Date
¢ Pre-set and Date Range

* Pre-set and Day and Time Range
The standard filters are stored in the CX Insights\GCXI\Time folder, and include:

¢ Pre-set and Date
* Pre-set and Date Range

¢ Pre-set and Day and Time Range

Reports that use the standard filter

The following reports use the standard date and time report filter:

e CX Insights\Details\Transfer Detail Report

¢ CX Insights\Details\Interaction Handling Attempt Report

e CX Insights\Predictive Routing\Predictive Routing Detail Report
* CX Insights\Callback\Callback Details Report

¢ CX Insights\Co-browse\Co-browse Summary Report

¢ CX Insights\Agent\Agent Group Business Attribute Report
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e CX Insights\Agent\Agent Group Interaction Handling Report
¢ CX Insights\Agent\Agent Group Membership Details Report
e CX Insights\Agent\Agent Interaction Hierarchy Report

e CX Insights\Agent\Agent Utilization Report

e CX Insights for iWD\all reports

All other reports use the optimized date time filters.

Procedure: Resolving timeout problems

Purpose: The performance of SQL-based reports can vary depending on the data in your
database, so in some circumstances, reports that use the optimized filters can run more slowly
than expected, and, in some cases, timeouts can occur. To resolve this issue, Genesys
recommends changing the affected report to use the standard date and time filters. Use the
steps in this procedure to remove the special optimized filter from a report, and replace it with
a standard filter.

Steps

* Log in to MicroStrategy Web using an account with Developer or Administrative rights.
e Open the report.
* Run the report, and click "Design" to open Design mode.

* In the Report Filter panel, click the X next to the optimized filter you want to remove (for
example Pre-set and Date).

* At the bottom-left corner of the screen, click ALL OBJECTS.

* Open the GCXI/Time folder, find the standard filter object with the same name as the one you
removed (for example, Pre-set and Date), and drag it into the Report Filter panel to replace
the one you removed.

e Using the Shift Up arrow next to the newly added filter, move it to the top of the list (into the
same position as the one you removed).

e Save and close the report.

Optimal time to run reports

The Genesys CX Insights historical reports provide a snapshot of contact center and enterprise
activity as of the most recent transformation and aggregation in the Info Mart database. For
completed interactions in completed reporting intervals that occurred prior to the last transformation
and aggregation runs, the reports provide consistent results each time the reports are run. However,
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results can differ for interactions that are still active, or for intervals that are incomplete. For
example, running a month-type report mid-month yields results that differ from those that are
obtained by running the same monthly report at the end of the month.

As with other Genesys applications, Genesys CX Insights requires that your system
GMT (Greenwich Mean Time) setting be accurate and synchronized among the servers
in your environment.

The headers of each report display the report date (which is the date and time when the report was
run) rather than the date and time when the most recent transformation job was run. In fact, the date
and time when the most recent transformation job was run are not reflected in the report, even
though it is that date and time at which contact center activity is reflected by the report data.

For the smaller aggregation levels, the variances in report results are more pronounced, given the
configuration within the Genesys Info Mart application of the data chunk size that is to be
transformed. Genesys Info Mart is an historical-reporting application, therefore you must give care to
the interpretation of report results when you use Genesys CX Insights as a near real-time tool to
obtain daily reports (for example, when the day has not yet completed or has only recently
completed).

Many factors contribute to latency in data availability between the date and time of the most recent
transformation and aggregation run, and the date and time when the report is run, including the
following:

¢ Scheduling of ETL jobs and job performance.

¢ Interaction volume, and the number of segments per interaction.

¢ Number of configured key-value pairs.

¢ Hardware and RDBMS that are used in your environment.

e Performance of ICON’s merge procedure.

Read more about these factors in the Genesys Info Mart documentation, and in the Genesys
Hardware Sizing Guide.

Accessing log information

MicroStrategy provides detailed diagnostic logging capabilities that can help you to troubleshoot
problems you may encounter. By default, these logs are stored in subfolders below /mnt/log. The
path is specified in the volumeMounts section of gcxi.yaml:

mountPath: /mnt/log
name: log

Genesys CX Insights logs certain components by default; other are logged only if you enable them.
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Depending on the release of MicroStrategy in your environment, the list of what logging is enabled
varies; for example, in MicroStrategy 2021 Update 4.1, the following logs are generated:

Authentication Server@@Warning, Distribution Service@@Create Job Details@DS Request
Details@DS Trigger Details@Delivery Details@Info@Persist Result Details@Scheduler
Details@Summary, Odbc@@Error, Query Engine@@Warning, SMTPSender@@Trace

Each log file has a specified maximum size. When a MicroStrategy log file reaches its maximum size,
the file is renamed with a .bak extension, and a new log file is created using the same file name.

For example, if the DSSErrors.log file reaches its maximum size, MicroStrategy renames it as
DSSErrors.bak, and creates a new DSSErrors.log file. DSSErrors.log is the main error log
recorded by the MicroStrategy Intelligence Server, and is the first log file you should examine when
troubleshooting an issue with MicroStrategy Intelligence Server.

Check the log configuration

To find out what logs are configured in your environment, execute the following command inside the
GCXI container

/var/opt/MicroStrategy/bin/mstrctl -s IntelligenceServer gsc | xmlstarlet sel -t -c
"//configuration/log destinations" | xmlstarlet fo

By default, a limited set of MicroStrategy logs are preconfigured. For example, in MicroStrategy 2021
Update 4.1, the following logs are configured in the file mstr_log.xml:

<log_destinations>
<log destination n="SystemLog" tp="2" callstack message ids="0x800438C7"/>
<log destination n="ServerControl" tp="3" max size="2048" max_backup="1"
callstack message ids=""/>
<log destination n="Query Merge" tp="3" max size="200" callstack message ids=""/>
<log destination n="MigrationSQL" tp="3" max size="51200"
callstack message ids="0x800438C7"/>
<log destination n="MetadataObjectTelemetry" tp="3" max size="2048"
callstack message ids=""/>
<log destination n="LicenseSummary" tp="3" max_size="4000" callstack message ids=""/>
<log destination n="DebugOutput" tp="1" callstack message ids=""/>
<log destination n="DSSPerformanceMonitor" tp="4" max size="2000" callstack message ids=""/>
<log destination n="DSSErrors" tp="3" max size="131072" max_backup="1"
callstack message ids="0x800438C7"/>
<log destination n="DSSCap" tp="3" max _size="2048" callstack message ids=""/>
<log destination n="BlockedURL" tp="3" max size="2048" callstack message ids=""/>
</log destinations>

For more information about parameters in mstr_log.xml, see the MicroStrategy website.

Modify logging

Use the information in this section to control what components are logged.

Procedure: Configuring logging
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Purpose: Use the steps in this procedure to capture logs for additional components.
Steps

1. Edit the gcxi.properties file.

2. Add the following parameters:
{MSTR_LOG CONF EXT:=}
For example:

{MSTR _LOG CONF EXT="Database Classes@@Connection Instances@Connection
Management@Error@Info@SQL Trace"}

3. {MSTR LOG_MAX BACKUP:=}

The value you enter here sets the max_backup value in the mstr_log.xml file. The default
value is 2. This controls the maximum number of back-up files that MicroStrategy will store
for this log.

For example:
{MSTR LOG MAX_BACKUP:=3}
4. {MSTR LOG MAX SIZE:=}

The value you enter here sets the max_size value in the mstr_log.xml file. The default
value is 2048 KB. This controls the maximum size that a log file can reach before
MicroStrategy moves it to the backup location and creates a new file.

For example:
{MSTR_LOG_MAX_ SIZE:=4096}

5. Deploy or redeploy Genesys CX Insights.

You can also configure logging by using the MSTR_LOG_XML variable to pass custom xml that
explicitly overwrites the entire mstr_log.xml file. For more information about this advanced feature,
contact your Genesys representative.

Procedure: Reset logging to default values

Purpose: Use the steps in this procedure to reset all logs to default settings:
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Steps

1. Edit the gcxi.properties file.
2. Add the following parameter:
{MSTR_LOG_OFF:=}

3. Deploy or redeploy Genesys CX Insights.

For more information about diagnostic logging in MicroStrategy, including the commands discussed
above, see the MicroStrategy website, including:

* KB15868: How to modify diagnostics logging...

¢ Configuring What is Logged.

* Explanation of parameters given for logging locations.
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Report descriptions

This page lists the historical reports and dashboards, organized by folder, that are included with
Genesys Customer Experience Insights (Genesys CX Insights). This document is valid only for the

9.0.x releases of Genesys CX Insights, and is intended for on-premise deployments of Genesys CX

Insights. If you have Genesys CX Insights in the Genesys Engage cloud, see the Reporting in the

cloud guide.

To view a sample of the output from a report, follow the relevant link on the tabs below, then on the

report description page, click 'Sample XXX Report.pdf'.

To view more detailed information about each report, including sample report output, click the report

name.

Reports and dashboards
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Reports and dashboards are found in the Shared Reports > CX Insights folder, and are organized

into the following sub folders:

Genesys Customer Experience Insights User's Guide

134


https://docs.genesys.com/Documentation/PSAAS/latest/RPRT/Welcome
https://docs.genesys.com/Documentation/PSAAS/latest/RPRT/Welcome

Report descriptions Using Attached Data

* Agents

* Billing Data

* Business Results
e Callback

e Chat

* Chat Bot

¢ Co-browse

e CX Insights for iWD
* Dashboards

¢ Designer

* Details

e Email

¢ Outbound Contact
* Predictive Routing

* Queues

Video: Navigate and find reports in GCXI

Link to video

This video describes how to navigate in Genesys CX Insights, and find relevant reports.

The Agents folder

The Agents folder contains reports that enable you to gather various contact center statistics that
pertain to monitored agents (configured as Person objects in Configuration Server) who process
voice, chat, SMS, email, social media, and third-party-media type interactions:

Agent Conduct Report
Use this report to contrast agent interaction handling performance against the agent group

performance, based on various metrics, including Accepted/Rejected, Responses, and Handle Time,
Hold Time, Wrap Time, and whether a Consult was initiated.

>> Back to Top
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Agent Details Activity Report

Use this report to view a chronological breakdown of agent activities, including times and duration of
login sessions and status of agent devices / DNs, and relevant interaction states.

>> Back to Top

Agent Group Business Attribute Report

Use this report to contrast agent group interaction handling activities against the revenue generated,
based on Business Result, Customer Segment, and Service Type for each media type and interaction
type. This report is stored in the Details folder.

>> Back to Top

Agent Group Interaction Handling Report

Use this report to monitor the interaction processing performance of groups of agents over specific
day ranges. The report displays information about Handle Time, Engage Time, Wrap Time, and
various transfer initiation and acceptance metrics.

>> Back to Top

Agent Group Membership Details Report

Use this report to generate a detailed view of how agents are distributed among Agent Groups,
including information about when each Agent entered and exited each group.

>> Back to Top
Agent Group Queue Business Attribute Report

Use this report to understand agent-activity results categorized by a wide range of attributes,
including Agent Group, Business Result, Customer Segment, Interaction Type, Media Type, Queue,
and Service Type.

>> Back to Top
Agent Interaction Hierarchy Report

Use this report to understand the hierarchy of interactions that were offered to agents, including the

nature of the accepted interactions and responses (whether interactions were threaded, logical, or
base).

>> Back to Top
Agent Interval Based Report

Use this report to view key performance indicators related to the agents, and thereby assess agent
productivity.

>> Back to Top

Agent Login-Logout Details Report

Use this report to review the times when agents logged in and out and the duration of each login
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session during a range of hours that you specify within a day. The report is stored within the Details
folder.

>> Back to Top

Agent Not Ready Report

Use this report to understand the reasons given for the time agents spent in a NotReady state.

>> Back to Top

Agent Not Ready Reason Code Report

Use this report to monitor the counts, durations, and percentages of calls that are made and received
by an agent, while that agent’s state is NotReady, during a range of hours that you specify within a
particular day.

>> Back to Top

Agent Omnichannel Activity Report

This report provides a breakdown of the duration of the different states that an agent can be in
(Ready, Not Ready, Busy, and Other), across all media channels, fully accounting for the agent's
interaction time (time spent handling interactions).

>> Back to Top

Agent Outbound Campaign Report

Use this report to understand the success of your outbound campaigns, by reviewing total and
average durations of call handling activities (including Handle Time, Wrap Time, Preview Time,
Engage Time, and Hold Time) for each agent.

>> Back to Top

Agent Queue Report

Use this report to understand agent interaction-processing on a queue-by-queue basis, based on
Engage, Hold, and Wrap times and percentages.

>> Back to Top
Agent Social Engagement Report

Use this report to view, for each agent and day, detailed information about average social media
scores in each configured standard response, or category. The report includes averaged Sentiment,
Influence, and Actionability scores.

>> Back to Top

Agent State Details Report

Use this report for monitoring an agent's noncall-related activities, especially under those
circumstances in which the agent is paid by the minute. The report is stored in the Details folder.

Genesys Customer Experience Insights User's Guide 137



Report descriptions Using Attached Data

>> Back to Top

Agent Summary Activity Report (Active)
Use this report to understand how much of agents' total active time was spent in each state, broken

down by media type. The report breaks down agent time based on both the Active Time (the amount
of active time) and the % Active Time (the percentage of active time) in each state.

>> Back to Top
Agent Summary Activity Report (Interaction)

Use this report to understand how much of agents' interaction time was spent in each state, broken
down by media type.

>> Back to Top

Agent Utilization Report

Use this report to understand how agents perform on a daily basis by analyzing interaction volumes,
call times, and consult data.

>> Back to Top

Agent Wrap Report

Use this report to monitor the after-call work (wrap) call-related activities that agents (or agent
groups) perform after processing calls.

>> Back to Top

Weekly Agent Group Performance Dashboard

Visualizations that illustrate weekly interaction handling at the group level.

>> Back to Top

Weekly Agent Group Utilization Dashboard

Visualizations you can use to understand how much of agent total active time was spent in each
state.

>> Back to Top

The Billing Data folder

The Billing Data folder contains reports that provide statistics about your consumption of billable
Genesys services.
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IVR Usage Report

View information about Genesys Voice Platform (GVP) usage, as represented by daily and monthly
totals of IVR Minutes and IVR Ports. This report is available in two versions: Daily and Monthly. If you
have enabled the BDS metrics for GVP minutes or ports (gvp_minutes and gvp_ports), these reports
provide summary information about Designer usage details tied to these metrics, over the indicated
time period.

>> Back to Top
Inbound Voice User Report

View information about Named and Concurrent Users Count usage. This report provides detailed
information about the Named and Concurrent Users Count usage during the selected period. You can
drill on the Named User metric to see the discrete users associated with the count.

>> Back to Top

The Business Results folder

The Business Results folder contains reports that provide statistics that pertain to business results,
customer segment, and service type/subtype business attributes:

Business Metrics Executive Report

Use this report to monitor contact center performance, particularly if you are outside of the
immediate contact center, and to gauge service level within the perspective of the total number of
interactions that were offered to resources, by day.

>> Back to Top
Customer Perspective Executive Report

Use this report to understand such key indicators as how much time elapsed before customers were
connected to agents or received responses, how satisfied customers were with their transactions, and
how much money they spent.

>> Back to Top
Interaction Volume Business Attribute Report

Use this report to understand the Business Result for interactions, to contrast that result against the
Service Level and against callers' initial objective, and to understand outcomes in light of various
interaction handling metrics.

>> Back to Top

Weekly Business Attribute Dashboard

Detailed information and visualizations illustrating how interactions that enter the contact center are
categorized into the business-result attributes that are configured in your environment.
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>> Back to Top

The Callback folder

The Callback folder contains reports that provide information about callback usage, including
information about success rates, scheduling, and wait times:

Callback Details Report
Use this report to view a detailed picture of how Callback is used in your contact center, including

information about the volume of callback calls, success rates, resulting savings, and customer wait
times.

>> Back to Top

Callback Summary Report
Use this report to view a comprehensive picture of how Callback is used in your contact center,

including detailed information about the volume of callback calls, success rates, resulting savings,
and customer wait times.

>> Back to Top

The Chat folder

The Chat folder contains reports that provide detailed information about chat activities in the contact
center.

>> Back to Top

Asynchronous Chat Dashboard
Use this dashboard to view detailed information about asynchronous chat sessions in the contact
center. Asynchronous (Async) chat sessions are single chat sessions between a customer and a

contact center that last for a long period of time (potentially several days). Agents can return a chat
session back into the workflow (into a dormant state), and then reconnect to the session later.

>> Back to Top

Chat Message Statistics Report

Use this report to learn more about how chat is used in the contact center.

>> Back to Top
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Chat Termination Report

Use this report to learn more about how chat calls that terminated.

>> Back to Top

Interaction Acceptance Dashboard

Use this dashboard to understand how long it takes for agents to accept customer interactions, and
to identify what percentage of interactions are accepted promptly, or with some delay.

>> Back to Top
Interaction Acceptance Report

Use this report to view statistics about the acceptance of interactions by agents, including the

amount of time it takes for agent to accept interactions, and the number and percentage of
interactions that were accepted quickly, or with a delay.

>> Back to Top
Pre-Agent Termination Report

Use this report to learn more about calls that terminated before connecting to an agent.

>> Back to Top

The Chat bot folder

Reports in the Chat Bot folder are ready-to-use, but as always, can be modified to suit your specific
business needs.

>> Back to Top

Bot Dashboard

The Bot Dashboard provides a dashboard-style summary that you can use to evaluate the impact of
Chat Bot, including visualizations of session and message volumes, and breaks down sessions based
on whether bots, agents, or both, were involved.

>> Back to Top

The Co-browse folder

The Co-browse folder contains reports you can use to learn more about agent handling of contact
center interactions involving Co-browse sessions.

>> Back to Top
Co-browse Detail Report

Use this report to view segment-related details pertaining to agent handling of contact center
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interactions that include Co-browse sessions. The report provides detailed information about Co-
browse sessions, including durations, browsing modes, and pages visited.

>> Back to Top

Co-browse Summary Report

Use this report to learn how each agent handles interactions involving Co-browse sessions, by
contrasting Co-browse session counts, session durations, and the percentage of interactions that
include Co-browse.

>> Back to Top

The CX Insights for IWD folder

The CX Insights for iWD folder contains reports that provide information about contact center
interactions involving Genesys Info Mart and intelligent Workload Distribution (iWD).

Capture Point Business Value Report

Use this report to understand the distribution of tasks by process and point of entry (capture point)
into the iWD system, and thereby assess whether the time to complete tasks correlates with the
desired business value and time to complete for a busy enterprise, which can help you to better tune
priority schema and priority levels for processes, capture points and departments.

>> Back to Top

Capture Point Dashboard

Use this dashboard to understand the business value driven through capture points, and the volume
of work processed through each capture point. The dashboard breaks down the overall average
duration time that is spent to complete tasks (from inception within the presource system to
termination within iWD) into average task durations at defined milestones along a task’s routed path
for each capture point. The dashboard also displays the business value range into which the tasks
fall, the average time that it took to complete the tasks, and plots the total number of finished tasks
against their assigned business value range.

>> Back to Top

Capture Point Task Duration Report

Use this report to identify and plan remediation for bottlenecks in the system. The technical business
user can then tune routing strategies and associated business rules in order to reduce bottlenecks
and routing milestones. This is particularly useful if you base distribution strategies or business
operations around the point (the capture point) through which tasks enter the iWD system.

>> Back to Top

Customer Segment Service Level Report

Use this report to learn more about the number of new tasks, number of completed tasks and
percentage of all tasks that were completed during the reporting interval, by day, by customer
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segment, and by business process.

>> Back to Top
Customer Segment Service Level Dashboard

Use this dashboard to learn more about the fulfillment of Service Level Agreements, by exploring the
percentage of tasks that were completed during a specified interval. The dashboard illustrates the
handling volumes by customer segment and business process, allowing you to compare
achievements against your business objectives with a focus on each customer segment's progress
over time.

>> Back to Top

ETL Audit Dashboard

Use this dashboard to view a historical overview of iWD Datamart job execution statistics, including
duration and status, and to explore other, more detailed information from the ETL_AUDIT table.

>> Back to Top

Intraday Process Dashboard

Use this dashboard to see an intraday overview of the completed iWD tasks that were overdue, along
with the counts, percentages, and averages of completed iWD tasks, breaking down the average
amount of time it took to complete tasks using three key metrics: Avg Finish Time — measuring the
average time it took for tasks to be completed after entering the system, Avg Accept Time —
measuring the average amount of time that tasks were backlogged before they reached a handling
resource, and Avg Handle Time — measuring the average amount of time that resources worked on
tasks. The dashboard also provides an overview of the task backlog for a day or reporting interval,
providing summary information about how many tasks are pending, how many tasks are overdue,
and how many of the completed tasks were overdue. Data is organized by day, tenant, department,
and business process.

>> Back to Top
Intraday Process Report

Use this report to view information about the performance of historical and pending work items, to
learn more about sources of backlog, about throughput, and to understand how often tasks become
overdue before they are finished.

>> Back to Top
Queue Duration and Priority Dashboard

Use this dashboard to track tasks from inception within the presource system, through to completion
within iWD, and gain insight into average task durations at defined milestones along a task’s
distribution path. The dashboard also allows you to analyse tasks based on ranges of queue priorities
and, various processing milestones from which tasks were distributed or proceeded through prior to
completion.

>> Back to Top
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Queue Priority Range Report

Use this report to tune the priorities in the rules system and routing strategies in order to reduce
average durations at processing milestones. This report is particularly useful if you manage your
operations around service level-based or business outcome-based priorities.

>> Back to Top

Queue Throughput Report

Use this report to examine a holistic view of tasks in queues (New, Cancel, Rejected, Completed, etc).
You can view tasks by processes within departments to analyze how tasks pass through business
process steps associated with queues in a given time interval.

>> Back to Top
Queue Task Duration Report

Use this report to gain insight into the movement of tasks through the iWD system, thereby
troubleshooting business rules and routing strategies.

>> Back to Top
Resource Performance Dashboard

Use this dashboard to quickly identify which day of the month, department, and process is occupying
resource time.

>> Back to Top
Resource Performance Report

Use this report to understand how resources handle tasks over specific time periods. Gaining insights
and the variability of performance for each process, department, and days the resource worked.

>> Back to Top

Task Age Dashboard

Use this dashboard to better understand how well each department and process is meeting Service
Level Agreements. The dashboard provides detailed information about the volume of tasks that are
handled within the defined Service Level interval, and the volume that breach the Service Level
Agreement for departments and processes.

>> Back to Top

Task Age Report

Use this report to better understand how well each department and process is meeting Service Level
Agreements. This report provides detailed information about the volume of tasks that are handled
within the defined Service Level interval, and the volume that breach the Service Level Agreement
for departments and processes.

>> Back to Top
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Task Detail Report
Use this report to understand the raw details of individual work items when viewed from the

customer perspective. Many filters are provided to facilitate troubleshooting, identification, and
validation of the results.

>> Back to Top

Task Work Detail Report

Use this report to understand the employees who helped solve a task where the task involved more
than one employee, the names of the queues that distributed the tasks to the employees and more

>> Back to Top

The Dashboards folder

The Dashboards folder contains out-of-box dashboards, each of which collects two or more quasi-
related GCXI reports into visual summaries using charts, graphs, other diagrammatic devices.

ANI Details Dashboard
Provides detailed information about the outcomes of customer interactions, based on Automatic

Number Identification (ANI), enabling you to identify frequent callers and the result of their
interactions.

>> Back to Top
Agent Performance Dashboard

Use this dashboard to view detailed information about agent activity in the contact center, including
information about handle time, interaction volume, and relative ranking compared to other agents.

>> Back to Top

Bot Analytical Dashboard

Use this dashboard to learn more about bot activity, and how bots can help you improve customer
experience with Genesys Designer.

>> Back to Top

Contact Center Dashboard

Use this dashboard to view detailed information about interaction volumes and KPIs for the whole
contact center.

>> Back to Top

Final Disposition Dashboard

Use this dashboard to analyze trends in interaction outcomes by viewing detailed information over
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time periods you specify, about the number and percentage of interactions that enter the Designer
Application and conclude in the Self-Service phase, compared to the number that enter the Assisted-
Service phase and are routed to a DN or agent.

>> Back to Top

Milestone Path Analysis Dashboard

Provides detailed information and visualizations illustrating the first and last milestones customers
traversed, and the number of sessions that ended in each final disposition.

>> Back to Top
Queue Dashboard

Use this dashboard to compare the performance of queues by viewing detailed information about
agent performance on a queue-by-queue basis.

>> Back to Top
TransferDashboard

A dashboard-style summary that you can use to track a wide variety of metrics related to transfers,
consult, and conference calls.

>> Back to Top
Supervisor Dashboard

Use this dashboard to evaluate interaction handling and agent performance at a glance. It includes

both key information about interaction volume and customer experience, and charts to illustrate each
agent's activity during the reporting period.

>> Back to Top

Weekly Agent Group Performance Dashboard

Visualizations that illustrate weekly interaction handling at the group level.

>> Back to Top

Weekly Agent Group Utilization Dashboard

Visualizations you can use to understand how much of agent total active time was spent in each
state.

>> Back to Top

Weekly Business Attribute Dashboard

Detailed information and visualizations illustrating how interactions that enter the contact center are
categorized into the business-result attributes that are configured in your environment.

>> Back to Top
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Weekly Queue Summary Dashboard
Visualizations that help you assess the weekly performance of configured queues, to understand
what percentage of interactions in each queue were accepted within the defined service level, to

detect high rates of abandonment, and to compare the performance of each queue in handling
interactions.

>> Back to Top
Weekly Self Service Containment Dashboard

Detailed information and visualizations that you can use to learn about the number and percentage

of interactions that enter each Designer Application and conclude in the Self-Service phase,
compared to the number that enter the Assisted-Service phase and are routed to a DN or agent.

>> Back to Top

The Designer folder

The Designer folder contains reports that provide information about user experiences in self-service
and assisted-service Interactive Voice Response (IVR) / Genesys Designer application sessions.

Activity Summary Report
Use this report to view summary information about activities in Designer applications, including the

number of activities within a given time period, and the number and percentage of those activities
that were complete or incomplete.

>> Back to Top

Application Duration Report

Use this report to learn more about Designer application session durations, either for full sessions, or
separately for self-service and assisted-service.

>> Back to Top
Application Summary Report

Use this report to learn more about the final outcome of IVR Designer application sessions.

>> Back to Top
Assisted Service Interactions by Last Milestone Report

Use this report to learn more about calls that move from Self-Service into Assisted Service.

Interactions are included in this report based on the last milestone where the interaction was routed
to assisted service.

>> Back to Top
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Blocks Summary Report

Use this report to learn more about the traffic in each block, and to assess the rate and type of errors
in each block.

>> Back to Top

Bot Analytical Dashboard

Use this dashboard to learn more about bot activity, and how bots can help you improve customer
experience with Genesys Designer.

>> Back to Top
Final Disposition Dashboard

Use this dashboard to analyze trends in interaction outcomes by viewing detailed information over
time periods you specify, about the number and percentage of interactions that enter the Designer
Application and conclude in the Self-Service phase, compared to the number that enter the Assisted-
Service phase and are routed to a DN or agent.

>> Back to Top
Milestone Summary Report

Use this report to learn more about the frequency with which each milestone is hit, and the
dispositions for calls that contained each milestone.

>> Back to Top
Self-Service Statistics Report

Use this report to learn about the number and percentage of interactions that enter the Designer
Application and and concluded in the Self-Service phase, compared to the number that enter the
Assisted-Service phase and are routed to a DN or agent.

>> Back to Top
Survey Answer Report

Use this report to learn more about how customers answer post-call survey questions, including the

number and percentage of times that each answer was selected, organized by application, agent
group, question, or answer, over various time-periods.

>> Back to Top

Survey Statistics Report

Use this report to learn more about post-call surveys, such as how many surveys were offered,
accepted, or not accepted, and how many No Input and No Match errors were generated.

>> Back to Top
Weekly Self Service Containment Dashboard

Detailed information and visualizations that you can use to learn about the number and percentage
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of interactions that enter each Designer Application and conclude in the Self-Service phase,
compared to the number that enter the Assisted-Service phase and are routed to a DN or agent.

>> Back to Top

The Detalils folder

The Details folder contains reports that provide detailed information about low-level interactions and
agent.

>> Back to Top

Agent Details Activity Report

Use this report to understand the activities of particular agents over time, including login, status, and
interaction details.

>> Back to Top

Agent Group Membership Details Report

Use this report to generate a detailed view of how agents are distributed among Agent Groups,
including information about when each Agent entered and exited each group.

>> Back to Top

Agent Login-Logout Details Report

Use this report to view detailed information about the start times, end times, and durations of agent
login sessions.

>> Back to Top

Agent State Details Report

Use this report to understand how agents use their noncall time, and understand the reasons given
for various agent states.

>> Back to Top

Interaction Handling Attempt Report

Use this report to analyze detailed information about how much time interactions spend in each
stage of their progorss through the contact center.

>> Back to Top

The Emalil folder

The Email folder contains reports you can use to learn more about email interaction volumes,
statistics, and outcomes in your contact center. Reports in the Email folder are ready-to-use, but as
always, can be modified to suit your specific business needs.
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Agent Summary Activity Email Report

Use this report to view detailed information about how each agent's active time was used when
handling email interactions.

>> Back to Top

Agent Utilization Email Report

Use this report to view detailed information about how each agent's active time was used when
handling email interactions.

>> Back to Top
Interaction Volume Business Attribute Email Report

Use this report to understand the Business Result for interactions, to contrast that result against the

Service Level and against callers' initial objective, and to understand outcomes in light of various
interaction handling metrics.

>> Back to Top

The Outbound Contact folder

The Outbound Contact folder contains reports that provide information about the progress of
outbound campaigns, including summaries of campaign activity, campaign callbacks, and contact list
performance:

Campaign Callbacks Summary Report

Use this report to understand the frequency with which Callback was used in your Outbound
campaigns, and the overall Callback success rates.

>> Back to Top
Campaign Summary Report

Use this report to understand the disposition of Outbound campaign contact dialing attempts;
whether calls connected, were dropped, or failed (together with the reason for failure).

>> Back to Top

Contact List Effectiveness Report
Use this report to determine which calling lists are working efficiently, and which need to be adjusted.

The report contrasts, for each list, the number of outbound call attempts to the number of times the
call failed to connect (a SIT tone was detected).

>> Back to Top
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The Predictive Routing folder

The Predictive Routing folder contains reports and dashboards that enable you to learn more about
how Genesys Predictive Routing (GPR) is used in your contact center, including information about
how it impacts customer experience, wait times, issue resolution rates, and other key metrics.

Predictive Routing AHT & Queue Dashboard

The Predictive Routing - AHT & Queue Dashboard provides a dashboard-style summary that you can
use to evaluate the impact on contact center efficiency of enabling Genesys Predictive Routing (GPR).

>> Back to Top

Predictive Routing Model Efficiency Dashboard

The Predictive Routing — Model Efficiency Dashboard provides a bubble-graph summary that you can
use to evaluate the impact on contact center efficiency of enabling Genesys Predictive Routing (GPR),
and compare the effectiveness of various GPR prediction models.

>> Back to Top

Predictive Routing A/B Testing Report

Use the Predictive Routing A/B Testing Report to track A/B testing results for predictive models and
predictors. This report includes a First Contact Resolution Rate calculation, which allows you to
quickly see how often customer concerns were resolved on the first attempt, and allows you to
contrast interactions that were processed when Predictive Routing was switched ON compared to
when it was OFF. The report also profiles response time, engage time, wrap time, and other relevant
Key Performance Indicators (KPI).

>> Back to Top

Predictive Routing Agent Occupancy Dashboard

The Predictive Routing Agent Occupancy Dashboard provides a summary that you can use to
evaluate the impact on contact center efficiency of enabling Genesys Predictive Routing (GPR).

>> Back to Top

Predictive Routing Detail Report

Use the Predictive Routing Detail Report to view detailed interaction-level data about how Genesys
Predictive Routing (GPR) is used in your contact center, and to understand how it impacts Key
Performance Indicators (KPI), including detailed metrics that profile agent scoring, and allow you to
compare different models or predictors.

>> Back to Top

Predictive Routing Operational Report

Use the Predictive Routing Operational Report to track key Genesys Predictive Routing (GPR)
operational statistics, including the number of interactions Offered and Accepted, and measures that
indicate how long interactions waited to be scored, and how long they waited in queue.
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>> Back to Top

Predictive Routing Queue Statistics Report

Use the Predictive Routing Queue Statistics Report to track KPIs for each Queue when Genesys
Predictive Routing (GPR) is used to optimize routing. The report allows you to monitor overall
interaction-processing performance of queues, including contrasting, for each Model and Predictor,
the number of Offered and Accepted interactions, Accept, Handle, and Engage Time, as well as
abandoned and service level measures.

>> Back to Top

The Queues folder

The Queues folder contains reports that enable you to gather data that pertains to interaction flows
through monitored ACD queue, virtual-queue, interaction queue, workbin, and queue-group objects:

Abandon Delay Report

Use this report to evaluate the number and percentage of interactions that were abandoned (or
disconnected) while queued at a specific queue, and the percentage abandoned by service time
interval.

>> Back to Top

Interaction Traffic Group Report

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

>> Back to Top
Interaction Traffic Report

Use his report to evaluate the efficiency of queues by assessing the volume of interactions accepted
in a given period, along with the average speed of answer (Avg Accept Time), maximum delays
experienced before acceptance (Max Accept Time), and abandonment (Max Abandoned Waiting
Time) from the perspective of the mediation DN.

>> Back to Top
Queue Outline Report

Use this report to see the interrelation of various queue-related metrics relevant to customer and
consult interactions, and to understand how the metrics contribute to the sum total of all interactions
that entered a queue resource.
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>> Back to Top

Queue Summary Report

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

>> Back to Top

Speed Of Accept (Hours) Report

Use this report to understand how long interactions (such as email or other media types with slower
response times) waited in queue before being accepted.

>> Back to Top

Speed Of Accept (seconds) Report

Use this report to understand how brief interactions (such as voice and chat — media types with
faster response times) waited in queue before being accepted.

>> Back to Top
Weekly Queue Summary Dashboard

Visualizations that help you assess the weekly performance of configured queues, to understand
what percentage of interactions in each queue were accepted within the defined service level, to
detect high rates of abandonment, and to compare the performance of each queue in handling
interactions.

>> Back to Top
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Agents reports

This page describes reports you can use to learn more about the performance of agents in your
contact center. The reports in the Agents folder are ready-to-use, but as always, can be modified to
suit your specific business needs.

Tip

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

About Agents reports

«
Agent Conduct Report
&) recents Owner:  Administrator ; .
Modified: Agent Details Activity Report
S — 6/6/17 8:07:31 PM Owner:  Administrator
ared Reports Use this report to contrast agent interaction handling performance against the Modified:
agent group performance, based on various measures, including 6/6/17 9:22:28 PM
»ER custom . jected, and Handle Time, Hold Time, Wrap Time, and /R
whether a Consult was initiated.
D)
B~
ik . ) - .
Agent Group Business Attribute Report ﬁiﬂt fdl;:’l‘.ilsginr:teractlon Handling Report
> E Business Results Owner:  Administrator Modifiad:
— Modified: — 6/6/17 8:07:57 PM
=== 6/6/17 8:08:02 PM T )
» B caltback === === Use this report to monitar the interaction processing performance of groups of
=== Use this report to contrast agent group interaction handling activities against the === .
A agents over specific day ranges. The report displays information about Handle
revenue generated, based on Business Result, Customer Segment, and Service
» chat . Time, Engage Time, Wrap Time, and various transfer initiation and acceptance
B Type for each media type and interaction type.
measures.
» [E oashboards
> E Details Agent Group Queue Business Attribute Report Agent Interaction Hierarchy Report
Owner: Administrator Owner:  Administrator
> E MR — Modified: — Modified:
=== 6/6/17 8:08:07 PM === 6/6/17 8:07:45 PM
> E I . === Use this report to understand how interactions were characterized either by the === Use this report to understand the hierarchy of interactions that were offered to
Hthound Conta system or agents, by the queue-type devices, by media type, by interaction type, agents, including the nature of the accepted interactions and responses
and by each month-long period. (whether interactions were threaded, logical, or base).
» E Queues
> E My Reports
Agent Interval Based Report Agent Login-Logout Details Report
;E My Objects Owner: Administrator owner: Administrator
Modified: — Modified:
a 6/6/17 8:07:50 PM 6/6/17 8:00:05 PM
fe Ry st Use this report to understand agent interaction-processing activities during a e this report to view the times when agents logged in and out, and the
range of hours that you specify. This report is useful to th The report displays the timestamps in the

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

¢ Agent Conduct Report
* Agent Details Activity Report
¢ Agent Group Business Attribute Report
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¢ Agent Group Interaction Handling Report

¢ Agent Group Membership Details Report

* Agent Group Queue Business Attribute Report
¢ Agent Interaction Hierarchy Report

e Agent Interval Based Report

* Agent Login-Logout Details Report

¢ Agent Not Ready Report

¢ Agent Not Ready Reason Code Report

e Agent Omnichannel Activity Report

¢ Agent Outbound Campaign Report

¢ Agent Queue Report

¢ Agent Social Engagement Report

¢ Agent State Details Report

e Agent Summary Activity Report (Active)

e Agent Summary Activity Report (Interaction)
¢ Agent Utilization Report

* Agent Wrap Report

¢ Weekly Agent Group Performance Dashboard
¢ Weekly Agent Group Utilization Dashboard

Related Topics:

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

e Learn how to create or customize reports.
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Agent Conduct Report

This page describes how you can use the (Agents folder) Agent Conduct Report to learn more about
agent performance, including detailed call handling information for each agent.

Understanding the Agent Conduct Report

Agent Conduct Repo
. . Consul
Tenant Media Type Agent Name Interaction Type Hour Accepted Responses Initiat
Internal 20161017 15 1 1
, Agnt1 (Agnt1)
Total 1 1
2016-10-17 15 1 1
Voice
Environment Outbound 2016-10-17 16 1 1 0
4100, 4100 (4100)
20161017 18 1 1
ent Conduct Report
e Avg Avg Avg
Consult Abandoned . . Hold Handle Wrap
Responses .. Short .. Rejected Disconnect . . .
Initiated Inviting First Time Time Time
(Fmt) (Fmt) (Fmit)
1 0 0 0 0 0  00:00:00 00:00:00 00-:00:00
1 0 0 0 0 0 00:00:00 00:00:00 00:00:00
1 0 1 0 0 0 00:00:00 00:00:05 00:00:00
1 0 1 0 0 0  00:00:00 00:00:05 00:00:00
1 0 1 0 0 0  00:00:00 00:00:05 00-00:00
3 0 3 0 0 0 00:00:00 00:00:05 00:00:00
4 0 3 0 0 0 00:00:00 00:00:04 00:00:00
4 0 3 0 0 0 00:00:00 00:00:04 00:00:00

This report describes agent performance in handling interactions, focusing on metrics that
demonstrate the possible mishandling of interactions a high number of unaccepted interactions,
excessive hold and aftercall work (wrap) times, and shorter-than-usual engage (talk) durations with
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customers. It compares the number of interactions that were abandoned while alerting at the agent's
DN to the number of interactions that fall within the shorttalk threshold, and the number of
interactions that were rerouted from the agent's DN because the agent did not accept them. These
metrics provide relative performance and should be analyzed carefully before conclusions are drawn
or corrective action is taken.

You can Drill Up / Drill Down on the following metrics:

e Agent Group-Agent
¢ Ixn Type-Ixn Subtype
¢ H-D-M-Q-Y

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentConductReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts in the Agent Conduct Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.

Report Date Choose a day for which to run the report.
From Hour The first hour* to include in the report.
To Hour The last hour* to include in the report.

*For both From Hour and To Hour :

* 0 represents the first hour, from 12:00:00 AM to 12:59:59 AM.
* 1 represents the second hour, from 01:00:00 AM to 01:59:59 AM.

» 23 represents the twenty-fourth hour, from 23:00:00 AM to 11:59:59 PM.
e 24 also represents the twenty-fourth hour, from 23:00:00 AM to 11:59:59 PM

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

HBJRIE to gather data for the report.
. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
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Prompt Description

For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.

Attributes in the Agent Conduct Report

Attribute Description Data Mart Table.Column

This attribute enables data within
Tenant the reporting interval to be TENANT.TENANT_NAME
organized by tenant.

This attribute enables data to be
organized by the interaction’s
media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be
organized by certain attributes of
the agent who is associated with
the interaction.

Media Type MEDIA_TYPE.MEDIA_NAME

Agent Name RESOURCE_GI2.AGENT_NAME

This attribute enables data to be
organized by the interaction’s
type—for example, Inbound,
Outbound, and Internal.

Interaction Type INTERACTION_TYPE_GI2.INTERACTION_TYPE

This attribute enables data within
the reporting interval to be

Hour organized by a particular hour FORECAST_DATE_TIME.LABEL _YYYY_MM_DD_HH:
within a day. Hour values are DATE_TIME.LABEL YYYY_MM DD _HH24
presented in YYYY-MM-DD-HH24
format.

Metrics in the Agent Conduct Report

Metric Description Source or Calculation

The total number of times that
customer interactions or warm
Accepted consultations were accepted, AG2_AGENT [*].ACCEPTED
answered, pulled, or initiated by
this agent.

For voice and chat media, this
metric represents the total
number of times that customer
interactions or warm
consultations were accepted by
this agent. For email, this metric
represents the total number of
times that the agent prepared an

Responses AG2_AGENT _[*].RESPONSES
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Metric Description Source or Calculation
outbound reply.

Note: For voice media, this metric is
identical to Activity\Accepted; it returns
positive values when agents initiate calls.

The total number of times that
this agent initiated requests for
collaboration or simple
Consult Initiated consultation, where the AG2_AGENT_[*].CONSULT _INITIATED
collaborations/consultations were
established and associated with
customer interactions.

The total number of times that
customer interactions were
accepted by this agent and then
released, transferred, or stopped
within the short-engagement
Short threshold. AG2_AGENT_[*].SHORT

This metric relies on the value of the
short-engagement (short-talk) option
as configured in the [agg-gim-thid-
AGENT-IXN] section.

The total number of interactions
of this business attribute that
were abandoned or dropped for
any reason while they were
alerting/ringing at the first
handling resource. This count
includes short-abandoned
interactions.

Abandoned Inviting AG2_AGENT_[*]. ABANDONED_INVITE

The total number of times that
customer interactions alerted at
this agent and were not
accepted.

Rejected AG2_AGENT_[*].REJECTED

For voice interactions, the total
number of times during the
reporting interval that this agent
released customer interactions
before the other party did. For
multimedia interactions, serves
as a flag to indicate whether the
Agent Disconnect First interaction was stopped by one AG2_AGENT [*].AGENT_DISCONNECT _FIRST
of the parties or by some outside
entity (for example, Interaction
Server or a Media Server).

The value represented by this metric is
incremented only when the system (such
as the switch) provides such information.

The average amount of time
Avg Hold Time (Fmt) (HH:MM:SS) that this agent had
customer interactions on hold.

Calculated based on the Hold
and Hold Time Activity metrics.
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Metric Description Source or Calculation

This metric is attributed to the interval in
which interactions arrived at the agent
(which can differ from the interval in
which the interactions were placed on
hold).

Agent Attribute: The average
amount of time (HH:MM:SS) that
this agent spent handling
interactions that the agent

Avg Handle Time (Fmt) received.

Calculated based on the Handle
Time, Accepted, and Consult
Received Accepted Activity

This metric is computed as handle time metrics.

divided by the sum of accepted
interactions and received consultations.

The average amount of time

(HH:MM:SS) that this agent spent  Calculated based on the Wrap
on customer interactions while in  Time and Wrap Activity metrics.
ACW (Wrap) state.

Avg Wrap Time (Fmt)
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Agent Detalls Activity Report

This page describes how you can use the (Agents folder and Details folder) Agent Details Activity
Report to learn more about specific agents.

Understanding the Agent Details Activity Report

Agent Details Activity Report
- N N N N . . . Active Time . -
Tenant Media Type SessionKey Active Flag Start Ti Sess EndTi Sess  Start Ti State End Ti State Type State Name (Fm) Duration Additional Info
3 0 1/14/201112:3045 PM  1/14/2011 12:3048FPM  1/14/2011 1230:45PM  1/14/2011 12:30:48 PM NotReady 00:00:03 3 Reason Code: NO REASON
1/14/2011 123651 PM 1/14/2011 12:37:17 PM NotReady 00:10:45 26  Reason Code: NO REASON
1/14/2011123717PM 1/14/2011 12:37:18 PM Ready 00:10:45 1 Reason Code: RC_soft=89
1/14/201112:37:21 PM Inbound ::‘BOUNDAI 00:10:45 3 1xn 1D: 1
1/14/2011 123718 PM ecelver Alert
1/14/2011 12:37:36 PM Busy 00:10:45 18 Reason Code: NO REASON
INBOUND
1/14/20111237:21PM  1/14/2011 12:37:25PM  Inbound Receiver 00:10:45 4 1xn 1D: 1
Connect
1/14/20111237:25PM  1/14/201112:37:28 PM  Inbound INEOUND 00:10:45 3 Ixn ID:1
Receiver Hold
INBOUND
1/14/20111237:28PM  1/14/201112:37:32PM  Inbound Receiver 00:10:45 4 lxn ID: 1
Connect
1/14/201112:37:32PM  1/14/2011 12:37:34PM  Inbound INBOUND 00:10:45 2 1xn 1D: 1
Receiver Hold
INBOUND
1/14/20111237:34PM  1/14/201112:37:36 PM  Inbound Receiver 00:10:45 2 Ixn ID:1
5 0 1/14/2011 123651 PM  1/14/2011 12:47:36 PM Connect
1/14/2011 123736 PM 1/14/2011 12:37:41 PM Ready 00:10:45 5  Reason Code: RC_soft=89
1/14/201112:37:41PM  1/14/2011 12:39:24 PM NotReady 00:10:45 103 Reason Code: RC_soft-89
Environmen 1/14/2011 12:39:24 PM Ready 00:10:45 0 Reason Code: RC_soft=89
oice
t
1/14/2011 12:39:24 PM Inbound ::‘BQUNDM 00:10:45 4 1xn ID: 3
111472011 12:39:28 PM EEEETER
Busy 00:10:45 4 Reason Code: NO REASON
1/14/201112:39:28PM  1/14/2011 12:39:36 PM Ready 00:10:45 8 Reason Code: RC_soft=89
00:10:45 45

This report provides a chronological breakdown of the activities of one agent over a period of time
that you specify including:
¢ The timestamp and duration of the agent’s active (login) session.

e The collective status of the agent’s devices or DNs (for example, Ready, NotReady, or Busy), when each
status began for that DN, and its duration.

e The interaction state when it was offered to or being processed by the agent.

The Agent Summary Activity Reports complement this report by summarizing the
durations of agent sessions, agent states, and interaction states over one day.

For those rows related to agent status, the Additional Information column provides the reason code
selected for why the agent was in a particular state—if software and/or hardware reason codes are
configured within your environment.

To get a better idea of what this report looks like, view sample output from the report:
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SampleAgentDetailsActivityReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Details Activity Report

Prompt

Pre-set Day Filter

Start Time
End Time
Single Agent (Required)

Media Type

Interaction Type

Tenant

Description

Choose from the convenient list of predefined
rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather
report data.

Choose the last day and time from which to gather
report data.

Select one or more agents from which to gather
data for the report.

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
the tenant(s) for which to include data in the
report.

Attributes used in the Agent Details Activity Report

Attribute

Tenant

Media Type

Session Key

Start Timestamp Sess

End Timestamp Sess

Start Timestamp State

Description

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data to be organized by the
interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by the
agent’s active session for a particular media type.

This attribute enables data to be organized by the
calendar date and time when the agent session
began.

This attribute enables data to be organized by the
calendar date and time when the agent session
ended. If the agent has not logged out, the value of
this attribute is NULL.

This attribute enables data to be organized by the
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Attribute Description

calendar date and time when the agent entered a
specific state.

This attribute enables data to be organized by the
End Timestamp State calendar date and time when the agent state
ended.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data to be organized by the
State Name state, such as UNKNOWN, NOTREADY, READY,
BUSY, or INBOUND.

Metrics used in the Agent Details Activity Report

Metric Description

The total amount of time, in seconds, between the
beginning and end of this agent’s login session(s)
on a particular media channel, irrespective of the
intervals in which the resource session occurs. If an
agent logs into multiple DNs, login duration is
measured from the moment at which the agent
logs in to the first DN to the moment at which the
agent is no longer logged in to any DN. If the
agent’s session was still active when the data was
compiled, the agent’s session duration appears as
null in the reports.

Active Time (Fmt)

If the agent is not forcibly logged out when the calendar dates
ends, login duration is split over both days.

The difference, in seconds, between the beginning

Duration and end of the agent’s interaction-related state.

This attribute enables data to be organized by the
primary key of the INTERACTION_FACT table. For
voice interactions, the Interaction ID is the call’s
connection ID, which is assigned by the telephony

Additional Info server. This ID remains unchanged for as long as
the telephony server processes the interaction. For
multimedia interactions originating from an
Interaction Server, this value is the assigned
Interaction ID.

Because of the volume of data that this report could potentially generate, Genesys recommends that
you restrict the start and end dates to the narrowest range that satisfies your report criteria. The
default date selections span one day, and the Single Agent prompt is required.

Because this report weaves in the results from several Info Mart FACT tables to recount the story of
the agent’s activities, some of the report’s records hold null values for columns that do not apply. For
example, interaction types do not apply to agent status; therefore, no values will appear under the
Interaction Type column for agent-state (or agent-session) records.
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Many column headers in this report are generated from variables.

Data pertaining to interaction states is pulled directly from the Info Mart database. Refer to The
SM_RES_STATE_FACT Table section in the Genesys Info Mart User’s Guide for special considerations
regarding very short duration (>0 and <1 sec) states.
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Agent Group Business Attribute Report

This page describes how you can use the (Agents folder) Agent Group Business Attribute Report to
compare agent group interaction handling activities against the revenue generated by each group.

Understanding the Agent Group Business Attribute Report

Agent Group Busine

Tenant Media Type Agent Group Business Result Customer Segment Service Type Interaction Type Day Accepted Respons
2016-05-25 4
Chat_CS Chat_ST Inbound 2016-06-01 1

Av

\ness Attribute Report

Avg Avg

Ha_ndle Hangle En?age Elg‘gge r!old Hold Cnn§ul| Crmﬁull AVg.Cnnsl.llt V\!rap Wrap Tr_apsfer %
esponses Time Time Time Time Time Time Received Be:elved Received Time Time Time Initiated Tr.avsfer Revenue
(Fmt) Fmi) (Fmt) (Fmt) (Fmt) (Fmt) Accepted Time (Fmt) (Fmt) (Fmt) (Fmt) Agent Initiated

4 00:23:41 00:05:55 00:23:41 00:06:55 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0
1 00:00:11 00:00:11 00:00:11 00:00:11 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

1 00:00:59 00:00:59 00:00:59 00:00:59 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 1 100.00% 0
1 00:00:13 00:00:13 00:00:13 00:00:13 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0
13 00:21:36 00:04:19 00:21:36 00:04:19 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 1 20.00% 0

1 00:16:34 00:16:34  00:16:34 00:16:3¢  00:00:00  00:00:00 0 00:00:00 00:00:00  00:00:00  00:00:00 0 0.00% 0
1 00:07:43 00:07:43 00:07:43 00:07:43 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0
14 01:10:57 00:05:04 01:10:57 00:05:04 00:00:00 00:00:00 [] 00:00:00 00:00:00 00:00:00 00:00:00 2 14.29% []
4 00:23:41 00:05:55 00:23:41 00:05:65 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

1 00:00:11 00:00:11 00:00:11 00:00:11 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

1 00:00:13 00:00:13 00:00:13 00:00:13 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

1 00:16:34 00:16:34 00:16:34 00:16:34 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0
7 00:40:39 00:05:48 00:40:39 00:05:48 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0
4 00:23:41 00:05:55  00:23:41 00:05:55  00:00:00  00:00:00 0 00:00:00 00:00:00  00:00:00  00:00:00 0 0.00% 0

1 00:00:11 00:00:11 00:00:11 00:00:11 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0
1 00:00:13 00:00:13 00:00:13 00:00:13 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

00:00:00  00:00;00 0

This report contrasts each agent group's collective interaction handling activities against the revenue
generated, based on Business Result, Customer Segment, and Service Type for each media type
(such as voice, chat) and interaction type (such as inbound, internal).

Use this report to contrast agent group interaction handling activities against the revenue generated,
based on Business Result, Customer Segment, and Service Type for each media type and interaction

type.
To get a better idea of what this report looks like, view sample output from the report:
AgentGroupBusinessAttributeReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:
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Prompts for the Agent Group Business Attribute Report

Prompt

Pre-set Date Filter

Start Date

End Date

Agent Group

Business Result

Customer Segment

Service Type

Media Type

Interaction Type

Tenant

Description

From the list, choose a time period on which to
report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select one or more groups from which
to gather data for the report.

Optionally, specify what business results to include
in the report (based on configured business
results).

Optionally, specify what customer segments to
include in the report (based on customer-segment
attribute(s) that are configured for a given tenant).

Optionally, specify what type of service to include
in the report (based on the type of service that was
assigned to the interaction).

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
the tenant(s) for which to include data in the
report.

Attributes used in the Agent Group Business Attribute Report

Attribute

Tenant

Media Type

Agent Group

Business Result

Customer Segment

Description

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data to be organized by the
interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data within the reporting
interval to be organized by the groups to which
agents belong.

An agent can belong to more than one agent group.

This attribute enables data to be organized by the
configured business result.

This attribute enables data to be organized by the
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Attribute

Service Type

Interaction Type

Day

Description
configured customer segment.

This attribute enables data to be organized by the
type of service that was assigned to the
interaction.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Metrics used in the Agent Group Business Attribute Report

Metric

Accepted

Responses

Handle Time (Fmt)

Avg Handle Time (Fmt)

Engage Time (Fmt)

Avg Engage Time (Fmt)

Description

Agent Group Attribute: The total number of times
that customer interactions or warm consultations
were accepted, answered, pulled, or initiated by
agents who belong to this agent group.

For voice and chat media, this metric represents
the total number of times that customer
interactions or warm consultations were accepted
by agents who belong to this agent group. For
email, this metric represents the total number of
times that agents who belong to this agent group
prepared an outbound reply.

For voice media, this metric is identical to Activity\Accepted; it
returns positive values when agents initiate calls.

The total amount of time (HH:MM:SS) that agents
who belong to this agent group spent handling
interactions that the agents received.

Handle time is measured as the sum of engagement time (for
example, talk time), hold time, ACW (Wrap) time, all consult
time for interactions that the agent received, and all ACW time
for consultations the agent received. Some of these components
return zero values for some media types.

The average amount of time (HH:MM:SS) that
agents who belong to this agent group spent
handling interactions that the agents received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The total amount of time (HH:MM:SS) that agents
who belong to this agent group were engaged with
customers on interactions that the agents received.

The average amount of time (HH:MM:SS) that
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Metric Description

agents who belong to this agent group were
engaged with customers.

The total amount of time (HH:MM:SS) that agents,
Hold Time (Fmt) who belong to this agent group, had customer
interactions on hold.

The average amount of time (HH:MM:SS) that
agents who belong to this group had customer
interactions on hold.

Avg Hold Time (Fmt)

This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The total number of times that agents who belong
to this agent group received and accepted
collaborations or simple consultations that were
associated with customer interactions.

The total amount of time (HH:MM:SS) that agents
who belong to this agent group were engaged as
recipients in collaboration or simple consultation,
including related hold durations, where the

Consult Received Time (Fmt) collaborations/consultations were associated with
customer interactions.

Consult Received Accepted

This metric is attributed to the interval in which this agent was
offered the collaboration/consultation request.

The average amount of time, in seconds, that
agents who belong to this agent group were
engaged on collaboration calls or simple
consultations that agents received, where the
collaborations/consultations were associated with
customer interactions.

The total amount of time (HH:MM:SS) that agents
who belong to this agent group spent in ACW state
for customer interactions that the agents received.

Avg Consult Received Time (Fmt)

Wrap Time (Fmt)
This metric is attributed to the interval in which the agent was
offered the interaction for which ACW was invoked.

The average amount of time (HH:MM:SS) that
Avg Wrap Time (Fmt) agents who belong to this agent group, spent on
customer interactions while in ACW state.

The total number of times that agents, who belong
to this agent group, transferred customer

Transfer Initiated Agent interactions.

Both warm and blind transfers are reflected in this metric.

The percentage of accepted customer interactions

o .
% Transfer Initiated that were transferred (warm or blind) by this agent.

The total revenue that is generated during the
Revenue interval by customer interactions handled by
agents who belong to this agent group.
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Agent Group Interaction Handling Report

This page describes how you can use the (Agents folder) Agent Group Interaction Handling Report to
see detailed information about the interaction-processing performance of one or more groups of
agents during a specific range of days.

Understanding the Agent Group Interaction Handling Report

Agent Group Interaction Handling Report

Avg Avg Avg

Tenant Media Type Agent Group Interaction Type Day Accepted Responses H;r:;e E;gr::ge :::

(Fmt) (Fmt) (Fmt)

2016-05-25 5 5 00:04:47 00:04:47 00:00:

2016-05-27 5 5 00:04:19 00:04:19 00:00:

Inbound 2016-06-01 1 1 00:00:11 00:00:11 00:00:

Agent Group Interaction Handling Report

Avg Avg Avg Avg Transfer % Transfer % Transfer

Day Accepted Responses Ha_ndle En_gage H.OId “f’“" Initiated  Transfer Received Received

Time Time Time Time Agent Initiated Accepted Accepted

(Fmt) (Fmt) (Fmt) (Fmt)

016-05-25 5 5 00:04:47 00:04:47 00:00:00 00:00:00 0 0.00% 0 0.00%
2016-05-27 5 5 00:04:19 00:04:19 00:00:00 00:00:00 1 20.00% 0 0.00%
016-06-01 1 1 00:00:11 00:00:11 00:00:00 00:00:00 0 0.00% 0 0.00%
16-06-02 1 1 00:16:34 00:16:34 00:00:00 00:00:00 0 0.00% 0 0.00%
16-06-08 2 2 00:04:21 00:04:21 00:00:00 00:00:00 1 50.00% 0 0.00%
14 14 00:05:04 00:05:04 00:00:00 00:00:00 2 14.29% 0 0.00%
6-05-25 5 5 00:04:47 00:04:47 00:00:00 00:00:00 0 0.00% 0 0.00%
16-06-01 1 1 00:00:11 00:00:11 00:00:00 00:00:00 0 0.00% 0 0.00%
016-06-02 1 1 00:16:34 00:16:34 00:00:00 00:00:00 0 0.00% 0 0.00%
7 7 00:05:48 00:05:48 00:00:00 00:00:00 0 0.00% 0 0.00%
00:04:47 00:04:47 00:00:00 00:00:00 0.00% 0.00%

This report displays information about various aspects of interaction processing, including the

number of interactions where a transfer is initiated and the number of interactions that are received
by agent groups. This information is helpful when evaluating whether agent groups are transferring
too many interactions.

Interaction processing (or handling) involves accepting interactions, placing interactions on hold,
consultations, transfers, aftercall work, and conversing with customers.
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Use this report to monitor the interaction processing performance of groups of agents over specific
day ranges. The report displays information about Handle Time, Engage Time, Wrap Time, and
various transfer initiation and acceptance metrics.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentGrouplnteractionHandlingReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Group Interaction Handling Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report

Start Date oo
End Date gI;:aose the last day from which to gather report

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select the type of media to include in

AlelR TR the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Group Interaction Handling Report

Attribute Description

This attribute enables data within the reporting

Ulils interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data within the reporting
interval to be organized by the groups to which
agents belong. An agent can belong to more than
one agent group.

Agent Group
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Attribute

Interaction Type

Day

Description

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Metrics used in the Agent Group Interaction Handling Report

Metric

Accepted

Responses

Avg Handle Time (Fmt)

Avg Engage Time (Fmt)

Avg Hold Time (Fmt)

Avg Wrap Time (Fmt)

Transfer Initiated Agents

Description

The total number of times that customer
interactions or warm consultations were accepted,
answered, pulled, or initiated by agents who belong
to this agent group.

For voice and chat media, this metric represents
the total number of times that customer
interactions or warm consultations were accepted
by agents who belong to this agent group. For
email, this metric represents the total number of
times that agents who belong to this agent group
prepared an outbound reply.

For voice media, this metric is identical to Activity\Accepted; it
returns positive values when agents initiate calls.

The average amount of time, in seconds, that
agents who belong to this agent group spent
handling interactions that the agents received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The average amount of time, in seconds, that
agents who belong to this agent group were
engaged with customers.

The average amount of time, in seconds, that
agents who belong to this group had customer
interactions on hold.

This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The average amount of time, in seconds, that
agents who belong to this agent group, spent on
customer interactions while in ACW state.

The total number of times that agents, who belong
to this agent group, transferred customer
interactions.
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Metric

% Transfer Initiated

Transfer Received Accepted

%Transfer Received Accepted

Description
Both warm and blind transfers are reflected in this metric.

The percentage of accepted customer interactions

The total number of times that agents who belong
to this agent group, received customer interactions
that were successfully transferred to the agents.

Both warm and blind transfers are reflected in this metric.
The percentage of accepted customer interactions

that were successfully transferred (warm or blind)
to agents who belong to this agent group.
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Agent Group Membership Details Report

This page describes how you can use the (Agents and Details folders) Agent Group Membership
Details Report to understand how agents are distributed among Agent Groups.

Understanding the Agent Group Membership Details Report

Agent Group Membership Details Report

Date
Agent Group Agent Name Date Added ]
, Al01l_swl (A101_swl) 1/14/2011 11:43:389
AGL , R102_swl (R102_swl) 1/14/2011 11:43:39
Last A601_swl, First A601_swl (A601_swl) 1/14/2011 11:43:39
AG123 . User_Tenant (User_Tenant2) 1/14/2011 11:43:39
, Agentl (Agentl) 1/14/2011 11:43:389
Agent Group 1
, Agent2 (Agent2) 1/14/2011 11:43:39
. Agentl (Agentl) 1/14/2011 11:43:39
Agent Group 2
, Agent2 (Agent2) 1/14/2011 11:43:39
AgentGrouplTen 601_swTenl, 601_swTenl (601_swTenl) 1/14/2011 11:43:39
, MMAgentl (MMAgentl) 1/14/2011 11:43:39
, MMAgent10 (MMAgentl10) 1/14/2011 11:43:39
. MMAgent2 (MMAgent2) 1/14/2011 11:43:39
. MMAgent3 (MMAgent3) 1/14/2011 11:43:389

, MMAgent4 (MMAgentd4) 1/14/2011 11:43:39
Chat distribution for processing
, MMAgent5 (MMAgents) 1/14/2011 11:43:389
, MMAgenté (MMAgenté) 1/14/2011 11:43:39
, MMAgent?7 (MMAgent7) 1/14/2011 11:43:39
. MMAgent8 (MMAgents) 1/14/2011 11:43:39
, MMAgent9 (MMAgent?d) 1/14/2011 11:43:389
. MMAgentl (MMAgentl) 1/14/2011 11:43:39
, MMAgent10 (MMAgentl10) 1/14/2011 11:43:39
. MMAgent2 (MMAgent2) 1/14/2011 11:43:389
. MMAgent3 (MMAgent3) 1/14/2011 11:43:39
, MMAgent4 (MMAgentd4) 1/14/2011 11:43:39
E-mail distribution for processing
, MMAgent5 (MMAgents) 1/14/2011 11:43:39
. MMAgenté (MMAgenté) 1/14/2011 11:43:389
. MMAgent?7 (MMAgent7) 1/14/2011 11:43:39
, MMAgent8 (MMAgent8) 1/14/2011 11:43:389
, MMAgent9 (MMAgent9) 1/14/2011 11:43:39

E-mail QA review group , MMAgent5 (MMAgent5) 1/14/2011 11:43:39

BlE(E|B(B|8 B |BE|E(B)E(BE| (B |E(E|B(B|8 B |E E([B|E(B|B(B )8 (EB|B(8

. 601_forTest (601_forTest) 1/14/2011 11:43:39

forTest
. 602_forTe 1/14/2011 11:43:39

Use the Agent Group Membership Details report to generate a detailed view of how agents are
distributed among Agent Groups, including information about when each Agent entered and exited
each group.

E
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You can specify the Date, Agent Group, and Agent.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentGroupMembershipDetails.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Group Membership Details Report

Prompt Description

Choose a day from the list of preset options. This

st ey Al prompt overrides the Report Date value.

Choose the starting date for the agent
Report Date membership. Only agents who were added to the
group after this date are included in the report.

Select one or more Agent Groups from which to

AEEDE SRS gather data into the report.

Select one or more Agents from which to gather

Agent data into the report.

Attributes used in the Agent Group Membership Details Report

Attribute Description

This attribute enables data to be organized by

Agent Group Agent Group.

This attribute enables data to be organized by

Agent Name Agent Name.

Metrics used in the Agent Group Membership Details Report

Metric Description

The date and time when the agent joined the
group.
Group Membership \ Date Removed The date and time when the agent left the group.

Group Membership \ Date Added
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Agent Group Queue Business Attribute
Report

This page describes how you can use the (Agents folder) Agent Group Queue Business Attribute
Report to learn more about agent performance, including detailed call handling information for each
agent.

Understanding the Agent Group Queue Business Attribute Report

Agent Group Queue B

Tenant Month Agent Group Queue Media Type Interaction Type Service Type

default

DEFAULT_SERVICE

ness Attribute

default

DEFAULT_CUSTOMER SEGMENT
not-typical

typical

DEFAULT_CUSTOMER SEGMENT

not-typical

typical
default
not-typical
default

not-typical

Report

DEFAULT BUSINESS RESULT
DEFAULT BUSINESS RESULT
none

unknown

DEFAULT BUSINESS RESULT
none

unknown

DEFAULT BUSINESS RESULT
none

DEFAULT BUSINESS RESULT

none

38

This report summarizes how interactions were characterized by:

33

Transfer Transfer
Customer Segment Business Result Offered Accepted Initiated Received
Agent Accepted

» the system or by the agents who accepted and/or transferred them (through the groups to which the

agents belonged).

e the queue-type device through which the interactions were distributed.

* the interaction media type (such as voice or chat) and interaction type (such as inbound or internal).

¢ each month-long period throughout the designated reporting interval.
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Drilled results are provided only for month- or higher-level aggregations and for queue to queue
group (and queue group to queue) actions.

Use this report to understand agent-activity results categorized by a wide range of attributes,
including Agent Group, Business Result, Customer Segment, Interaction Type, Media Type, Queue,
and Service Type.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentGroupQueueBusinessResultReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Group Queue Business Attribute Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Start Date Choose the first day from which to gather report

data.

End Date Choose the last day from which to gather report
data.

Queue Optionally, select one or more queues to include in
the report.

Optionally, select one or more groups from which

AEJEIE (e to gather data for the report.

Optionally, specify what business results to include
Business Result in the report (based on configured business
results).

Optionally, specify what customer segments to
Customer Segment include in the report (based on customer-segment
attribute(s) that are configured for a given tenant).

Optionally, specify what type of service to include
Service Type in the report (based on the type of service that was
assigned to the interaction).

Optionally, select the type of media to include in

Media lType the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.
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Attributes for the Agent Group Queue Business Attribute Report

Attribute Description

This attribute enables data within the reporting

USlrEfls interval to be organized by tenant.

This attribute enables data within the reporting

Month interval to be organized by a particular month
within a year. Month values are presented in YYYY-
MM format.

This attribute enables data within the reporting
interval to be organized by the groups to which
Agent Group agents belong.

An agent can belong to more than one agent group.

This attribute enables data within the reporting
interval to be organized by the name of the ACD
queue, virtual queue, interaction queue, or
workbin.

Queue

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, Voice,
Email, and Chat.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data to be organized by the
Service Type type of service that was assigned to the
interaction.

This attribute enables data to be organized by the

Customer Segment configured customer segment.

This attribute enables data to be organized by the

Business Result . .
configured business result.

Metrics used in the Agent Group Queue Business Attribute
Report

Metric Description

The total number of times that interactions were
received or initiated by agents who belong to this
agent group.

The count includes interactions that were abandoned while

Offered inviting, handling attempts that the agent rejected, and warm
consultations and conferences that the agent received. This
count excludes simple consultations, whether they were
initiated or received. For AGT_AGENT_QUEUE records, this
metric relies on the value of the short-abandoned threshold
as configured in the [agg-gim-thld-ID-IXN] section.
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Metric Description

The total number of times that customer
interactions or warm consultations were accepted,
answered, pulled, or initiated by agents who belong

Accepted to this agent group.

For voice media, this metric is identical to Activity\Responses.

The total number of times that agents, who belong
to this agent group, transferred customer
Transfer Initiated Agent interactions.

Both warm and blind transfers are reflected in this metric.

The total number of times that agents who belong
to this agent group, received customer interactions
Transfer Received Accepted that were successfully transferred to the agents.

Both warm and blind transfers are reflected in this metric.

If a resource (for example, an agent or a queue) was added to a group during the reporting interval,
the activities that the resource performed while it was not a group member are excluded from
measurements in the reports. This report includes only those activities that resources perform while
they are part of the group.
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Agent Interaction Hierarchy Report

This page describes how you can use the (Agents folder) Agent Interaction Hierarchy Report to learn
more about the hierarchy of interactions that were offered to agents.

Understanding the Agent Interaction Hierarchy Report

Agent Interaction Hierarchy Report
Avg
- A ted A ted R ded Handl
Tenant Media Type Agent Name Day Offered "coPt® coepte Accepted esponce Responses ancie

Thread Unique Unique Time

(Fmt)
2016-05-25 1 0 0 0 0 0 00:00:00

Sqa_15556667770_2275, Sqa_15556667770_2275 (Sqa_15556667770_2275)
Total 1 0 0 0 0 0  00:00:00
2016-05-25 5 0 5 5 0 5 00:04:47
2016-06-01 2 0 1 1 0 1 00:00:11
Sqa_15556667778_2275, Sqa_15556667778_2275 (Sqa_15556667778_2275)

Chat 2016-06-02 1 0 1 1 0 1 00:16:34
Total 8 0 7 7 0 7  00:05:48
2016-05-27 6 0 5 5 0 5 00:04:19
voice_2275_1, voice_2275_1 (voice_2275_1) 2016-06-08 3 0 2 2 0 2 00:04:21
Total 9 0 7 7 0 7 00:04:20
2016-05-25 1 0 0 0 0 0 00:00:00
Sqa_15556667777_2275, Sqa_15556667777_2275 (Sqa_15556667777_2275) 2016-06-02 1 0 1 1 0 0 23:59:00
Total 2 0 1 1 0 0  23:59:00
2016-06-02 1 0 1 1 0 0 00:00:55
Email Sqa_15556667771_2275, Sqa_15556667771_2275 (Sqa_15556667771_2275) 2016-06-13 2 0 2 2 0 0 00:00:12
Total 3 0 3 3 0 0  00:00:26
2016-05-25 0 1 2 1 1 00:00:10

Use this report to understand the hierarchy of interactions that were offered to agents, including the
nature of the accepted interactions and responses (whether interactions were threaded, logical, or
base).

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentinteractionHierarchyReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Interaction Hierarchy Report

Prompt Description

Choose from the convenient list of predefined

e S22 PR HIET rolling time ranges, spanning one day or more,

Genesys Customer Experience Insights User's Guide 179



Report descriptions Agents reports

Prompt Description
over which to run the report.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select one or more groups from which
to gather data for the report.

Start Date
End Date

Agent Group

Optionally, select one or more agents from which

REJEIE to gather data for the report.
. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Interaction Hierarchy Report

Attribute Description

This attribute enables data within the reporting

USIEfls interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, Voice,
Email, and Chat.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Day

Metrics used in the Agent Interaction Hierarchy Report

Metric Description

The total number of times that interactions were

received or initiated by an agent.
Offered y 9

The count includes interactions that were abandoned while
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Metric

Accepted Thread

Accepted Unique

Accepted

Responded Unique

Responses

Avg Handle Time (Fmt)

Description

inviting, handling attempts that the agent rejected, and warm
consultations and conferences that the agent received. This
count excludes simple consultations, whether they were
initiated or received.

For AG2_AGENT_QUEUE records, this metric relies on the value
of the short-abandoned threshold option as configured in the
[agg-gim-thld-ID-IXN] section.

The total number of customer-interaction threads
that were accepted, pulled, or initiated for the first
time by this agent.

The total number of logical interactions that were
accepted, initiated, or pulled by this agent.

This metric includes an agent's first participation in outbound
replies to inbound interactions.

The total number of times that customer
interactions or warm consultations were accepted,
answered, pulled, or initiated by this agent.

The total number of first-time outbound replies in
which this agent participated in response to
customer interactions.

Any number of replies could be prepared in response to a
customer interaction. This metric attributes only the first-
connected reply to this agent, regardless of whether the reply
was sent. This metric excludes outbound replies to
consultations, outbound replies that the agent pulled from his/
her personal workbin or rejected, and system-generated
responses.

For voice and chat media, this metric represents
the total number of times that customer
interactions or warm consultations were accepted
by this agent. For email, this metric represents the
total number of times that the agent prepared an
outbound reply.

For voice media, this metric is identical to Activity\Accepted; it
returns positive values when agents initiate calls.

The average amount of time, in seconds, that this
agent spent handling interactions that the agent
received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.
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Agent Interval Based Report

This page describes how you can use the (Agents folder) Agent Interval Based Report to learn more
about key agent performance indicators during specific time intervals.

Understanding the Agent Interval Based Report

Agent Interval Based
Active Engage %

Tenant Media Type Agent Name Hour Interaction Type Time Accepted Time Engage

(Fmt) (Fmt) Time

Inbound 00:17:27 00:00:00 0.00%

Internal 00:17:27 3 00:09:28 54.25%

2011-04-11 12
outbound 00:17:27 00:00:00 0.00
ITnknawn N0 17T N0=-N0=00 N No
nterval Based Report

Engage % Hold % Consult Consult % Consult Txn Ixn Wrap % Ixn
epted Time Engage Hold Time Hc.>1d Received I.leceived Recgived Wrap Time W?ap
(Fmt) Time (Fmt) Time Accepted Time (Fmt) Time (Fmt) Time
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
3 00:09:28 54.25% 1 00:00:14 1.34% 0 00:00:00 0.00% 0 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
6 00:03:45 29.68% 0 00:00:00 0.00% 0 00:00:00 0.00% 0 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
4 00:06:11  45.13% 6 00:01:57 14.23% 1 00:00:04 0.49% 0 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
6 00:02:37 21.72% 2  00:00:04 0.55% 0 00:00:00 0.00% 0 00:00:00 0.00%

00: 00:

This report generates a snapshot of agent interaction-processing activities during a range of hours
that you specify within a particular day. This report is useful to those who manage contact center
operations enabling them to view key performance indicators that are related to the agents they
supervise and to assess agent productivity. No distinction is made between interactions that are
routed directly from a switch and those that are routed via a mediation DN object. Use this report to
understand agent interaction-processing activities (including Accepted, Consult, Hold, and Wrap
times and percentages) during a specified range of hours.

This is an interval-based report, which means that counts and durations for the bulk of metrics are
recognized in each interval in which interactions occur, regardless of when the interaction began or
ended.
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This report shows data only about interactions that occur at agent DNs during active sessions, and
about the status of DNs associated with active agent sessions. To expand the report to include
interactions that occur at DNs not associated with the agent, and the status of DNs not associated
with the agent, contact your Genesys representative.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentintervalBasedReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Interval Based Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.

Report Date Choose the day from which to gather report data.

Optionally, select one or more groups from which

HEJEIE (S to gather data for the report.

Optionally, select one or more agents to include in

Agent the report.

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.

Media Type

For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.

Attributes used in Agent Interval Based Report

Attribute Description

This attribute enables data within the reporting

VST interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.
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Attribute

Hour

Interaction Type

Description

This attribute enables data within the reporting
interval to be organized by a particular hour within
a day. Hour values are presented in YYYY-MM-DD-
HH24 format.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

Metrics used in the Agent Interval Based Report

Metric

Active Time (Fmt)

Accepted

Engage Time (Fmt)

% Engage Time

Hold

Hold Time (Fmt)

Description

The total amount of time, in seconds, attributable
to the interval between the beginning and end of
this agent’s login session(s) on a particular media
channel.

In the scenarios where an agent logs into multiple switches,
DNs, and/or queues, this measure starts the moment at which
the agent logs in to the first switch/DN/queue (if this login falls
within the interval) and ends at the moment at which the agent
is no longer logged in to any switch/DN/queue (if logout falls
within the interval). Note: If the agent is not forcibly logged out
when the calendar day ends, login duration is split over both
days.

The total number of customer interactions and
warm consultations that were accepted, answered,
pulled, or initiated by this agent within the interval
or accepted, answered, pulled, or initiated in a
prior interval but that ensued in this interval.

The total amount of time (HH:MM:SS) that this
agent was engaged with customers on interactions
that the agent received within the interval or within
a prior interval and that ensued 'in this interval.

This metric might include engagement time for interactions that
the agent made or received while in the Not Ready or ACW
(Wrap) states (if the underlying ICON application supplying data
to Genesys Info Mart is configured appropriately). This metric
excludes engagement time that is associated with
collaborations, consultations, and other interaction-related
durations, such as hold time, ACW time, and alert (ring) time.

The percentage of time within the interval that this
agent was engaged with customers, relative to the
total duration within the interval of the agent’s
active session on a particular media channel.

The total number of times within the interval that
this agent had customer calls on hold.

The total amount of time (HH:MM:SS) within the
interval that this agent had customer interactions
on hold. This metric counts all held durations for
interactions, whether they were placed on hold
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Metric Description
once or more than once.

The percentage of time that this agent had
@ ] customer interactions on hold within the interval,
0% nfelle Ul relative to the total duration of the agent’s active
session within the interval.

The total number of times within the interval that
this agent received and accepted requests for
collaboration or consultation where the

Consult Received Accepted collaborations/consultations were associated with
customer interactions or where the agent accepted
the interactions after the customer left the
interaction.

The total amount of time (HH:MM:SS) within the
interval that this agent as a recipient spent in
collaborations or consultations, where the

Consult Received Time (Fmt) collaborations/consultations were associated with
customer interactions. This time includes any hold
duration that occurred within the interval and
during the collaboration/consultation.

The percentage of time within the interval that this
agent spent on collaborations or consult

% Consult Received Time interactions that the agent received, relative to the
total duration within the interval of this agent’s
active session on a particular media channel.

The total number of times within the interval that
Ixn Wrap this agent was in ACW (Wrap) state for customer
interactions that the agent received.

The total amount of time (HH:MM:SS) within the
Ixn Wrap Time (Fmt) interval that this agent spent in ACW (Wrap) state
for customer calls that the agent received.

The percentage of time within the interval that this
agent spent in ACW (Wrap) state associated with
customer calls, relative to the total duration of the
agent’s active session within the interval.

% Ixn Wrap Time

This report provides results based on hour-level aggregation.

If a resource (for example, an agent or a queue) was added to a group during the reporting interval,
the activities that the resource performed while it was not a group member are excluded from
measurements in the reports. This report includes only those activities that resources perform while
they are part of the group.
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Agent Login-Logout Detalls Report

This page describes how you can use the (Agents folder and Details folder) Agent Login-Logout
Details Report to learn more about agent login sessions.

Understanding the Agent Login-Logout Details Report

RAgent Login-Logout Details Report

Active
Tenant Media Type Agent Name Start Timestamp End Timestamp Time
(Fmt)

4/11/2011 12:30:34 PM  4/11/2011 12:40:38 PM 00:10:04
4/11/2011 12:40:44 PM  4/11/2011 12:44:49 PM 00:04:05
, A6001_sip (R6001_sip)
4/11/2011 12:48:30 PM 4/11/2011 12:51:48 PM 00:03:18
4/11/2011 1:03:16 PM 4/11/2011 1:15:54 PM 00:12:38
4/11/2011 12:31:08 PM  4/11/2011 12:38:02 PM 00:06:54
4/11/2011 12:41:01 PM  4/11/2011 12:44:47 PM 00:03:46
. AGOGZ_Sip (AGOGZ_Sip) 4/11/2011 12:48:44 PM  4/11/2011 12:51:46 PM 00:03:02
4/11/2011 1:03:28 PM 4/11/2011 1:08:23 PM 00:04:55
4/11/2011 1:08:44 PM 4/11/2011 1:15:52 PM 00:07:08
4/11/2011 12:31:38 PM 4/11/2011 12:38:04 PM 00:06:26
4/11/2011 12:41:40 PM  4/11/2011 12:44:45 PM 00:03:05
, A6003_sip (A6003_sip)
4/11/2011 12:49:19 PM  4/11/2011 12:50:50 PM 00:01:31
4/11/2011 1:03:51 PM 4/11/2011 1:15:50 PM 00:11:59
Environment Voice
4/11/2011 12:32:09 PM 4/11/2011 12:38:06 PM 00:05:57
, B6004 sip (RA6004 sip) 4/11/2011 12:42:28 PM 4/11/2011 12:44:44 PM 00:02:16

4/11/2011 12:51:08 PM 4/11/2011 12:51:44 PM 00:00:36

This report shows the times when agents logged in and out and the duration of each login session
during a range of hours that you specify within a day. The report displays the timestamps in the
tenant’s standard time zone.

If an agent logs in to multiple DNs, the duration of the agent’s overall login session, which is captured
by the Active Time metric, begins with the first login event and ends with the last logout event. If the
agent continues to be logged in over a two-day time span (or longer) and is not forcibly logged out by
the system, login duration is split over each calendar day.

To get a better idea of what this report looks like, view sample output from the report:
SampleHRCXIAgntLogInOutReport.pdf
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The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Login-Logout Details Report

Prompt Description

Choose from the convenient list of predefined days

. for which to run the report.
Pre-set Day Filter

The default selection for this report is Today.

Report Date Choose a day for which to run the report.

Optionally, select one or more groups from which

REJERE (CEU to gather data for the report.

Optionally, select one or more agents from which

Agent to gather data for the report.
. Optionally, select the type of media to include in
AlRelR TR the report; for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Login-Logout Details Report

Attribute Description

This attribute enables data within the reporting

VST interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the
Start Timestamp calendar date and time when the agent session
began.

This attribute enables data to be organized by the
calendar date and time when the agent session
ended. If the agent has not logged out, the value of
this attribute is NULL.

End Timestamp
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Metrics used in the Agent Login-Logout Details Report

Metric Description

The total amount of time (HH:MM:SS) between the
beginning and end of this agent’s login session(s)
on a particular media channel, irrespective of the
intervals in which the resource session occurs. If an
agent logs into multiple DNs, login duration is
measured from the moment at which the agent
logs in to the first DN to the moment at which the
agent is no longer logged in to any DN. If the
agent’s session was still active when the data was
compiled, the agent’s session duration appears as
null in the reports.

Active Time (Fmt)

If the agent is not forcibly logged out when the calendar dates
ends, login duration is split over both days.
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Agent Not Ready Reason Code Report

This page describes how you can use the (Agents folder) Agent Not Ready Reason Code Report to
learn more about agent performance, including detailed call handling information for each agent.

Understanding the Agent Not Ready Reason Code Report

Agent Not Ready Reason Code Report
Not % Not
Read % Not  Not Ready Not Ready Read
Tenant Media Type Agent Name Hour Reason Code ~ady Ready Reason Reason Time Y
Time Time Count (Fmt) Reason
(Fmt) Time
NO REASON 00:00:00 0.00% 00:00:00 0.00%
RC_soft_2=71 00:00:00 0.00% 00:00:00 0.00%
2011-04-1112
RC_soft_3=81 00:00:00 0.00% 00:00:00 0.00%
RC_soft=89 00:00:00 0.00% 00:00:00 0.00%
, AB001_sip (AG001_sip)
NO REASON 00:06:19 50.00% 00:00:00 0.00%
RC_soft_2=71 00:06:19 50.00% 00:00:00 0.00%
2011-04-1113
RC_soft_3=81 00:06:19 50.00% 00:00:00 0.00%
RC_soft=89 00:06:19 50.00% 00:00:00 0.00%
NO REASON 00:00:10 1.22% 00:00:00 0.00%
RC_soft_2=71 00:00:10 1.22% 00:00:00 0.00%
2011-04-1112
RC_soft_3=81 00:00:10 1.22% 00:00:00 0.00%
Environment  Voice
RC_soft=89 00:00:10 1.22% 00:00:00 0.00%
, A6002_sip (A6002_sip)
NO REASON 00:05:33 46.06% 00:00:00 0.00%
RC_so = 00:00:00 0.00%

This report provides counts, durations, and percentages for each NotReady reason code during the
range of hours that you specify within a particular day. The reason codes that are provided by this
report are not necessarily tied to specific interactions.

Use this report to understand the time agents spent in a NotReady state, and to identify the most
common reasons given, the longest durations, and to identify those agents who spend the most or
least amount of time in the NotReady state.

This report shows data only about interactions that occur at agent DNs during active sessions, and
about the status of DNs associated with active agent sessions. To expand the report to include
interactions that occur at DNs not associated with the agent, and the status of DNs not associated
with the agent, contact your Genesys representative.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentNtRdyRsnCdReport.pdf
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The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Not Ready Reason Code Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.

Report Date Choose a day for which to run the report.

Optionally, select one or more groups from which

i Clraly to gather data for the report.

Optionally, select one or more agents from which

Agent to gather data for the report.

Optionally, select the type of reason code on which

Reason Code Type to gather data.

Optionally, select the type of media to include in

Media Type the report—for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Not Ready Reason Code Report

Attribute Description

This attribute enables data within the reporting

USEDS interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular hour within
a day. Hour values are presented in YYYY-MM-DD-
HH24 format.

This attribute enables data within the reporting
Reason Code interval to be organized by the reason that the
agent selected.

Hour
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Metrics used in the Agent Not Ready Reason Code Report

Metric Description

The reason code key of the agent’s not-ready state,
and the key’s value. You can customize this report
to display only the key values, if values are distinct
in your environment.

The total amount of time (HH:MM:SS) within the
interval that this agent was in the NotReady state

Not Ready Time (Fmt) for a particular media channel (including Do Not
Disturb duration, if configured) regardless of
whether a reason was indicated.

Reason Code

The percentage of time within the interval that this
agent’s state was NotReady, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

% Not Ready Time

The total number of times within the interval that
this agent was in the NotReady state on a
particular media channel (including instances of Do
Not Disturb, if configured) for this reason.

The total amount of time (HH:MM:SS) within the
interval that this agent was in the NotReady state

Not Ready Reason Count

Not Ready Reason Time (Fmt) on a particular media channel (including Do Not
Disturb duration, if configured) for the specified
reason.

The percentage of time within the interval that this
agent was in the NotReady state that can be
attributed to a specific hardware or software reason

% Not Ready Reason Time code, relative to the agent’s total NotReady
duration within the interval for a particular media
channel. If no reason codes have been set up in
your environment, this metric returns 0.

For this report to be useful, your environment must both configure hardware and/or software reason
codes, and enable contact center operators to assign hardware- or software-related reasons for
placing their voice-specific DNs in a NotReady state.

Software reason codes have a higher priority than hardware reason codes. When reason codes of
both types occur simultaneously, Genesys Info Mart records the software reason to the Info Mart
database.
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Agent Not Ready Report

This page describes how you can use the (Agents folder) Agent Not Ready Report to learn more
about the time agents spend in the Not Ready State.

Understanding the Agent Not Ready Report

Agent Not Ready Report
. Not
Active Ready Not  NotReady  Not Not Ready % Not % Not % Not
Tenant Media Type Agent Name Interaction Type Hour Time Time Ready In Time Ready  Out Time Ready ReadyIn Ready
(Fmi) In (Fmt) Out (Fmt) Time Time Qut Time
(Fmt)
2011-04-1112 001727 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00%
Inbound
2011-04-1113  00:12:38 00:06:19 00:00:00 00:00:00 50.00% 0.00% 0.00%
2011-04-1112  00:17:27 00:00:00 0 00:00:00 0 00:00:00 0.00% 0.00% 0.00%
Internal
2011-04-1113  00:12:38 00:06:19 0 00:00:00 3 00:01:45 50.00% 0.00% 27.70%
, A6001_sip (A6001_sip)
2011-04-1112  00:17:27 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00%
Outbound
2011-04-1113  00:12:38 00:06:19 00:00:00 00:00:00  50.00% 0.00% 0.00%
2011-04-1112 001727 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00%
Unknown
2011-04-1113  00:12:38 00:06:19 00:00:00 00:00:00 50.00% 0.00% 0.00%
2011-04-1112  00:13:42 00:00:10 00:00:00 00:00:00 1.22% 0.00% 0.00%
Inbound
2011-04-1113  00:12:03 00:05:33 00:00:00 00:00:00 46.06% 0.00% 0.00%
2011-04-1112  00:13:42 00:00:10 ] 00:00:00 0 00:00:00 1.22% 0.00% 0.00%
Internal
2011-04-1113  00:12:03 00:05:33 0 00:00:00 0 00:00:00  46.06% 0.00% 0.00%
, AB002_sip (A6002_sip)
2011-04-1112  00:13:42 00:00:10 00:00:00 00:00:00 1.22% 0.00% 0.00%
Environment  Voice Outbound
2011-04-1113  00:12:03 00:05:33 00:00:00 00:00:00  46.06% 0.00% 0.00%
2011-04-1112  00:13:42 00:00:10 00:00:00 00:00:00 1.22% 0.00% 0.00%
Unknown
2011-04-1113  00:12:03 00:05:33 00:00:00 00:00:00  46.06% 0.00% 0.00%
2011-04-1112  00:11:02 00:01:47 00:00:00 00:00:00  16.16% 0.00% 0.00%
Inbound
2011-04-1113  00:11:59 00:10:41 00:00:00 00:00:00  89.15% 0.00% 0.00%
2011-04-1112  00:11:02 00:01:47 0 00:00:00 0 00:00:00 16.16% 0.00% 0.00%
Internal
2011-04-1113  00:11:59 00:10:41 ] 00:00:00 0 00:00:00  89.15% 0.00% 0.00%
N 03_sip)
2011-04-1 16.16% 0.00%

This report provides detailed information about the time agents spend in the NotReady state.

Use this report to monitor the counts, durations, and percentages of calls that are made and received
by an agent, while that agent’s state is NotReady, during a range of hours that you specify within a
particular day.

This report shows data only about interactions that occur at agent DNs during active sessions, and
about the status of DNs associated with active agent sessions. To expand the report to include
interactions that occur at DNs not associated with the agent, and the status of DNs not associated
with the agent, contact your Genesys representative.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentNotRdyReport.pdf
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The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Not Ready Report

Prompt Description
Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.
Report Date Choose a day for which to run the report.

Optionally, select one or more groups from which

i Clraly to gather data for the report.

Optionally, select one or more agents to include in

Agent the report.
: Optionally, select the type of media to include in
Media lype the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Not Ready Report

Attribute Description

This attribute enables data within the reporting

SIS interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular hour within
a day. Hour values are presented in YYYY-MM-DD-
HH24 format.

Hour
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Metrics used in the Agent Not Ready Report

Metric

Active
Time
(Fmt)

Not
Ready
Time
(Fmt)

Not
Ready
In

Not
Ready
In Time
(Fmt)

Not
Ready
Out

Not
Ready
Out
Time
(Fmt)
% Not

Ready
Time

% Not
Ready
In Time

% Not
Ready
Out
Time

Description

The total amount of time, in seconds, attributable to the interval between the beginning and
end of this agent’s login session(s) on a particular media channel. In the scenario in which an
agent logs into multiple switches, DNs, and/or queues, this metric starts at the moment when
the agent logs in to the first switch/DN/queue (if this login falls within the interval) and ends at
the moment when the agent is no longer logged in to any switch/DN/queue (if logout falls
within the interval).

If the agent is not forcibly logged out when the calendar day ends, login duration is split over both days.

The total amount of time (HH:MM:SS) within the interval that this agent was in the NotReady
state for a particular media channel (including Do Not Disturb duration, if configured)
regardless of whether a reason was indicated.

The total number of times that this agent was handling customer calls that were accepted
while the agent was in the NotReady state.

The total amount of time (HH:MM:SS) that this agent was handling customer interactions that
the agent received while the agent was in the NotReady state. This time includes the alert
(ring) time of the accepted interactions.

The total number of times that this agent initiated outbound or internal interactions while in
the NotReady state. The count excludes consultations that the agent participated in while in
NotReady state.

The total amount of time (HH:MM:SS) that this agent spent handling outbound or internal
interactions that the agent initiated while in the NotReady state. This duration includes dial
time, engagement time, and hold time and excludes consultations that the agent participated
in while in NotReady state.

The percentage of time within the interval that this agent’s state was NotReady, relative to the
total duration within the interval of the agent’s active session on a particular media channel.

The percentage of time that this agent spent on customer interactions that were accepted
within the interval while the agent was in the NotReady state, relative to the agent’s total
NotReady duration within the interval for a particular media channel.

Consultations and collaborations that the agent receives while in the NotReady state are excluded from this
percentage.

The percentage of time that this agent spent on customer interactions that were dialed within
the interval while the agent was in the NotReady state, relative to the agent’s total NotReady
duration within the interval.

This report provides meaningful data for the In and Out metrics only if the ICON application that is
supplying data to the Info Mart database is configured to recognize uninterrupted ACW and NotReady
states (gls-enable-acwbusy). In situations where agents indicate they are ready when in fact they
are handling calls, the % Not Ready In Time and % Not Ready Out Time metrics may exceed 100%.
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Agent Omnichannel Activity Report

This page describes how you can use the (Agents folder) Agent Omnichannel Activity Report to see

detailed information about how each agent's active time was used.

This report requires that the RAA option enable-media-neutral be enabled. For more information, see

the Genesys CX Insights Deployment Guide.

Tip
This report is similar to the Agent Summary Activity Report (Active), with the notable
difference that this report does not distinguish between different media channels.

Understanding the Agent Omnichannel Activity Report

. . . Omni Not . . Omni Oth
Omni Active Omni Ready mnt _0 Omni Busy Omni Wrap mnl 3 ©r q O
Tenant Agent Name Day ) ) Ready Time ) ) State Time Omni Ready
Time (Fmt) Time (Fmt) Time (Fmt) Time (Fmt)
(Fmt) (Fmt)
2011-04-11 00:30:05 00:10:11 00:06:19 00:13:35 00:00:00 00:00:00 10
LLIILEL) 2011-04-13 00:08:07 00:00:33 00:00:00 00:07:34 00:00:00 00:00:00 4
(A6001_sip)
2011-11-10 00:10:22 00:04:12 00:03:15 00:02:55 00:00:00 00:00:00 7
A6002_sip  [Omni Other ) ’ ’ ) ’ ’
: = ) Omni Not ) _ % Omni Ready % Omni Not %O0mniBusy  %OmniWrap % Omni Other
(A6002_sip) |State Time Omni Ready Omni Busy Omni Wrap X N N X X
Fmi) Ready Time Ready Time Time Time State Time
00:00:00 10 1 6 0 33.85% 21.00% 45.15% 0.00% 0.00%
00:00:00 4 0 2 6.78% 0.00% 93.22% 0.00% 0.00%
00:00:00 7 2 3 0 40.51% 31.35% 28.14% 0.00% 0.00%
A6003_si| ’ N " o .
(A6003.si 00:00:00 12 5 10 0 31.97% 22.20% 45.83% 0.00% 0.00%
00:00:00 5 0 2 0 6.12% 0.00% 93.88% 0.00% 0.00%
00:00:00 6 5 5 0 9.22% 32.41% 58.37% 0.00% 0.00%
00:00:00 12 8 8 0 15.16% 53.08% 31.76% 0.00% 0.00%
00:00:00 5 3 3 0 7.55% 46.80% 45.65% 0.00% 0.00%
pat00i%s1p 00:00:00 9 4 8 0 2049% 54.16% 25.34% 0.00% 0.00%
00:00:00 4 2 4 0 46.01% 31.18% 22.81% 0.00% 0.00%
00:00:00 7 5 5 0 9.14% 46.87% 43.99% 0.00% 0.00%
00:00:00 12 8 8 0 8.10% 57.76% 34.14% 0.00% 0.00%
00:00:00 4 3 3 0 5.19% 57.79% 37.02% 0.00% 0.00%
00:00:00 4 0 3 0 48.39% 0.00% 51.61% 0.00% 0.00%
00:00:00 6 2 4 0 24.21% 50.00% 25.79% 0.00% 0.00%
00:00:00 15.54% 15.37% 0.00%

This report provides a breakdown of the duration of the different states that an agent can be in
(Ready, Not Ready, Busy, and Other), across all media channels, fully accounting for the agent's

interaction time (time spent handling interactions).
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Use this report to understand how much of agent total active time was spent in each state,
summarized for all media types. The report tracks a wide range of metrics that break down both the
amount and percentage of active time spent in each state, and the number of times the agent was in
each state.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentOmnichannelActivityReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Omnichannel Activity Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report

Start Date data.
End Date ggfaose the last day from which to gather report

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

RiEJEE to gather data for the report.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Omnichannel Activity Report

Attribute Description

This attribute enables data within the reporting

USEmE interval to be organized by tenant.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Day
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Metrics used in the Agent Omnichannel Activity Report

Metric Description

The total amount of time (HH:MM:SS) attributable to the interval between the beginning and
Omni end of this agent’s login session(s), irregardless of media channel. In the scenario in which an
Active agent logs into multiple switches, DNs, and/or queues, this metric starts the moment at which
Time the agent logs in to the first switch/DN/queue (if this login falls within the interval) and ends at
(Fmt) the moment at which the agent is no longer logged in to any switch/ DN/queue (if logout falls

within the interval).

Omni
Ready The total amount of time (HH:MM:SS) that this agent was in the Ready state, irregardless of
Time media channel.

(Fmt)

Omni

Not The total amount of time (HH:MM:SS) within the interval that this agent was in the NotReady

Ready state, irregardless of media channel (including Do Not Disturb duration, if configured)

Time regardless of whether a reason was indicated.

(Fmt)

g{};m The total duration (HH:MM:SS) of all of interaction-processing activities, including the time that

Timg is associated with requests for consultation that the agent received and excluding the time

(Fmt) spent processing after-call work, irregardless of media channel.

\?vrgm The total amount of time (HH:MM:SS) within the interval that this agent spent in ACW (Wrap)

Timg state whether or not the reason for entering this state was related to an interaction,
irregardless of media channel.

(Fmt)

Omni

Other The total amount of time (HH:MM:SS) that the state of this agent was neither Ready nor
NotReady after login, irregardless of media channel. The situation in which the state of an

%tr?qts agent is neither Ready nor NotReady usually occurs upon first login if the switch, for instance,
(Fmt) does not force agents into the Ready state upon login.

(err?arc]ily The number of times the agent entered the Ready state, irregardless of media channel.

Omni

Not The number of times the agent entered the Not Ready state, irregardless of media channel.
Ready

g&g;' The number of times the agent entered the Busy state, irregardless of media channel.

\?vr;rg The number of times the agent entered the Wrap state, irregardless of media channel.

o .

é’eao(;nnl The percentage of time within the interval that this agent’s state was Ready, relative to the
Timey total duration within the interval of the agent’s active session, irregardless of media channel.
% Omni

Not The percentage of time within the interval that this agent’s state was NotReady, relative to the

Ready total duration within the interval of the agent’s active session, irregardless of media channel.
Time
% Omni

Busy The percentage of time of all interaction-processing activities, irregardless of media channel.
Time
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Metric Description

% Omni  The percentage of time that this agent spent in ACW (Wrap) state within the interval, relative
Wrap to the total duration of the agent’s active session within the interval, irregardless of media
Time channel.

% Omni

Other The percentage of time that the state of this agent was neither Ready nor NotReady after
State login, irregardless of media channel.
Time
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Agent Outbound Campaign Report

This page describes how you can use the (Agents folder) Agent Outbound Campaign Report to see
detailed information about agent performance in your outbound campaigns.

Understanding the Agent Outbound Campaign Report

Agent Outbound Campaign Report

Tenant Agent Name Campaign Business Result Day

C_2275.June_1_2.1550C88360A14C6100A14017200000000000 DEFAULT_BUSINESS_RESULT 2016060
5qa_15556667777_2275, Sqa_15556667777_2275 (Sqa_15556667777_2275) C_2275.May_25_1.154E7F0364D5B51430A14017200000000000 DEFAULT_BUSINESS_RESULT = 2016-05-25
Environment
C_2275.May_27_1.154F21604BC0C07550A14017200000000000 DEFAULT BUSINESS RESULT  2016-05-27

Total

Total \

Agent Outbound Campaign Report

Avg Engage g Hold va Wrap Avg Preview M.g
. . Handle . Engage . Hold . Wrap ) Preview
Campaign Business Result Day N Time I Time . Time . Time .
Time (Fm) Time (Fmt) Time (Fmt) Time (Fmi) Time
(Fmt) (Fmt) (Fmt) (Fmt) (Fmt)

360A14C6100A14017200000000000 DEFAULT_BUSINESS_RESULT = 2016-06-01 00:00:07 00:00:07 00:00:07 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
64D5B51430A14017200000000000 DEFAULT_BUSINESS_RESULT 2016-05-25 00:00:25 00:00:50 00:00:25 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
BCOCO07550A14017200000000000 DEFAULT_BUSINESS_RESULT 2016-05-27 00:00:14 00:00:14 00:00:14 00:00:00 00:00:00 00:00:00 00-00:00 00:00:00 00:00:00
00:00:18  00:01:11 00:00:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

00:00:18  00:01:11 00:00:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

This report provides total and average durations of call-handling activities (including Handle Time,
Wrap Time, Preview Time, Engage Time, and Hold Time) for agents who participate in outbound
campaigns.

Use this report in conjunction with the reports in the Outbound Campaign folder to understand agent
performance in your outbound campaigns, by reviewing total and average durations of call handling
activities (including Handle Time, Wrap Time, Preview Time, Engage Time, and Hold Time) for each
agent.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentOutboundCampaignReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:
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Prompts for the Agent OQutbound Campaign Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Start Date Choose the first day from which to gather report
data.
End Date gg:aose the last day from which to gather report

Optionally, select one or more Business Results to

Business Result include in the report.

Optionally, select one or more campaigns from

G2l which to gather data for the report.

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

A to gather data for the report.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Outbound Campaign Report

Attribute Description

This attribute enables data within the reporting

SIS interval to be organized by tenant.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the

e REie name of the outbound campaign.

This attribute enables data to be organized by the

Business Result . .
configured business result.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Day
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Metrics used in the Agent Outbound Campaign Report

Metric

Avg Handle Time (Fmt)

Engage Time (Fmt)

Avg Engage Time (Fmt)

Hold Time (Fmt)

Avg Hold Time (Fmt)

Wrap Time (Fmt)

Avg Wrap Time (Fmt)

Preview Time (Fmt)

Avg Preview Time (Fmt)

Description

The average amount of time (HH:MM:SS) that this
agent spent handling interactions that the agent
received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The total amount of time (HH:MM:SS) that this
agent was engaged with customers on interactions
that the agent received.

The average amount of time (HH:MM:SS) that this
agent was engaged with customers.

The total amount of time (HH:MM:SS) that this
agent had customers on hold for interactions that
were associated with this campaign.

The average amount of time (HH:MM:SS) that this
agent had customer interactions on hold.

This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The total amount of time (HH:MM:SS) that this
agent spent in ACW (Wrap) state for customer
interactions that the agent received and that were
associated with this campaign.

The average amount of time (HH:MM:SS) that this
agent spent on customer interactions while in ACW
(Wrap) state.

The total amount of time (HH:MM:SS) that this
agent spent previewing customer interactions that
are associated with this campaign that the agent
requested or that Interaction Server pushed to the
agent’s desktop.

This metric also includes the time spent sending the request
from OCS to the Interaction Server, and Interaction Server
routing the call to the Agent and as a result, for OCS Push-
Preview campaigns, this metric sometimes has a larger-than-
expected value.

The average amount of time (HH:MM:SS) that this

agent spent previewing interactions that the agent
requested or that Interaction Server pushed to the
agent’s desktop.

This metric also includes the time spent sending the request
from OCS to the Interaction Server, and Interaction Server
routing the call to the Agent and as a result, for OCS Push-
Preview campaigns, this metric sometimes has a larger-than-
expected value.
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Agent Queue Report

This page describes how you can use the (Agents folder) Agent Queue Report to learn more about
agent performance, including detailed call handling information for each agent.

Understanding the Agent Queue Report

Agent Queue Report

Tenant Media Type Agent Name Queue Queue Type Interaction Type Day Accepted

2011-04-11 0

, B6001_sip (R6001_sip) UNENOWN  UNENOWN Internal
2011-11-10
gent Queue Report
] Engage g Hold Avg Hold Wrap Avg Wrap
Type Day Accepted H:?iie Time Eggzge Time Time Time Time
(Fmt) (Fmt) (Fmt) (Fmt) (Fmt) (Fmt) (Fmt)

2011-04-11 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
2011-11-10 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
2011-04-13 2 00:03:06 00:03:20 00:01:40 00:02:52 00:01:26 00:00:00 00:00:00
2011-04-11 10 00:01:05 00:08:48 00:00:53 00:02:01 00:00:24 00:00:00 00:00:00
2011-11-03 5 00:01:12 00:04:36 00:00:55 00:01:26 00:00:17 00:00:00 00:00:00
2011-11-08 8 00:01:03 00:05:42 00:00:43 00:02:40 00:00:20 00:00:00 00:00:00
2011-11-10 3 00:00:52 00:02:06 00:00:42 00:00:31 00:00:16 00:00:00 00:00:00
2011-04-11 3 00:00:39 00:01:24 00:00:28 00:00:17 00:00:09 00:00:00 00:00:00
2011-04-11 3 00:01:06 00:03:04 00:01:01 00:00:09 00:00:05 00:00:00 00:00:00
2011-04-13 2 00:00:10 00:00:08 00:00:04 00:00:00 00:00:00 00:00:00 00:00:00
2011-11-03 4 00:00:44 00:00:56 00:00:14 00:00:00 00:00:00 00:00:00 00:00:00
2011-11-08 7 00:01:00 00:03:29 00:00:30 00:00:44 00:00:15 00:00:00 00:00:00
2011-11-10 3 00:00:33 00:01:26 00:00:29 00:00:00 00:00:00 00:00:00 00:00:00
2011-04-11 2 00:01:13 00:02:12 00:01:06 00:00:04 00:00:04 00:00:00 00:00:00
2011-04-11 1 00:01:52 00:01:43 00:01:43 00:00:05 00:00:05 00:00:00 00:00:00
2011-04-13 2 00:00:13 00:00:13 00:00:07 00:00:00 00:00:00 00:00:00 00:00:00
2011-11-03 00:00:00 00:00: 00:00:00 00:00:00 00:00:00 00:00:00

This report enables supervisors to monitor the interaction-processing performance of an agent (or all
agents) by the queue from which interactions were distributed during a range of days that you
specify. The report plots average handle time by agent and by queue (or virtual queue). Interaction
processing (or handling) involves accepting interactions, placing calls on hold, consultations,
transfers, after-call work, and conversing.

Genesys supports customization of the Avg Handle Time metric to align it with your business’s own
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definition of this term. For the supported alternate definition(s), open the properties of this metric in
the universe and read its description.

Use this report to understand agent interaction-processing on a queue-by-queue basis, based on
Engage, Hold, and Wrap times and percentages.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentQueueReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Queue Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report

Start Date oo
End Date (ng:aose the last day from which to gather report

Optionally, select one or more queue groups to

Queue Group include in the report.

Optionally, select one or more queues to include in

Queue the report.

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents to include in

A the report.

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.

Media Type

For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.

Attributes used in the Agent Queue Report

Attribute Description

This attribute enables data within the reporting

VLS interval to be organized by tenant.
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Attribute

Media Type

Agent Name

Queue

Queue Type
Interaction Type

Day

Metrics used in the Agent Queue

Metric

Accepted

Avg Handle Time (Fmt)

Engage Time (Fmt)

Description

This attribute enables data to be organized by the
interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by the name of the ACD
queue, virtual queue, interaction queue, or
workbin.

This attribute enables data within the reporting
interval to be organized by the type of queue, such
as ACDQueue, VirtualQueue, InteractionQueue, or
InteractionWorkBin.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Report

Description

The total number of times that customer
interactions or warm consultations were accepted,
answered, pulled, or initiated by this agent.

For voice media, this metric is identical to Activity\Responses.

The average amount of time (HH:MM:SS) that this
agent spent handling interactions that the agent
received and were distributed or pulled from this
queue.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

For interactions that were distributed or pulled from
this queue, the total amount of time (HH:MM:SS)
that this agent was engaged with customers on
interactions that the agent received.

This metric excludes other interaction-related durations, such as
hold time, ACW (Wrap) time, alert (ring) time, and time that is
spent in collaboration or consultation.
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Metric Description

For interactions that were distributed or pulled from
this queue, the average amount of time
(HH:MM:SS) that this agent was engaged with
customers.

The total amount of time (HH:MM:SS) that this
Hold Time (Fmt) agent had customer interactions, distributed from
this queue, on hold.

The average amount of time (HH:MM:SS) that this
agent had customer interactions, that were
distributed from this queue, on hold. This metric is

Avg Hold Time (Fmt) attributed to the interval in which interactions
arrived at the agent (which can differ from the
interval in which the interactions were placed on
hold).

The total amount of time (HH:MM:SS) that this
agent was in ACW state for customer interactions
that the agent received from this queue.

Avg Engage Time (Fmt)

Wrap Time (Fmt)
This metric is attributed to the interval in which the agent was
offered the interaction for which ACW was invoked.

The average amount of time (HH:MM:SS) that this
agent spent on customer interactions while in ACW
state, where the interactions were distributed from
this queue.

Avg Wrap Time (Fmt)

For multiple-switch environments that share the same queue names across switches, you can
customize this report to recognize a particular switch-queue combination (instead of the queue alone)
to retrieve the desired results.

This report also provides results for interaction-flow scenarios where the interactions do not flow
through any queue device.
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Agent Social Engagement Report

This page describes how you can use the (Agents folder) Agent Social Engagement Report to learn
more about average agent social media scores.

This report requires that the RAA option eServicesSM be enabled. For more information, see the
Genesys CX Insights Deployment Guide.

Understanding the Agent Social Engagement Report

Agent Social Engagement Report
Avg Avg Avg
Tenant Media Type Agent Name Category Classify i Category fl Category Classify Actionability Category Day Accepted i fl Actionability
Score Score Score
2011-04-11 ] 1.05 1.00 250
, AB0D1_sip (A6001_sip)  blue positive wide positive 2011-0413 2 2,50 250 105
2011-11-10 3 1.00 1.50 250
2011-04-11 10 250 250 1.00
2011-04-13 2 150 3.00 250
. A6002_sip (A6002_sip)  blue neutral wide neutral 2011-11-03 5 2.50 250 150
2011-11-08 8 3.00 1.00 250
2011-11-10 3 250 250 3.00
2011-04-11 6 1.00 1.50 250
2011-04-13 2 250 0.00 1.00
. A6003_sip (A6003_sip)  green positive wide positive 2011-11-03 4 150 3.00 2.50
2011-11-08 7 0.00 250 1.50
2011-11-10 3 3.00 1.00 250
2011-04-11 3 250 250 3.00
! 2011-04-13 2 1.00 150 250
Environment  Voice

, A6004_sip (A60D4_sip) ~ none neutral wide positive 2011-11-03 0 250 3.00 1.00
2011-11-08 2 1.50 250 250
2011-11-10 0 450 1.00 1.50
2011-11-03 0 3.00 250 0.00

. A6005_sip (A60D5_sip)  blue neutral none positive
1-11-08 0 1.00 150 1.00

Use this report to view, for each agent and day, detailed information about average social media
scores in each configured standard response, or category. The report includes averaged Sentiment,
Influence, and Actionability scores.

HRCXIAgentSocialEngagementReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:
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Prompts for the Agent Social Engagement Report

Prompt
Pre-set Date Filter

Start Date
End Date
Agent Group
Agent

Category

Classify Sentiment Category

Classify Actionability Category

Influence Category

Media Type

Tenant

Description
Optionally, select a date on which to report.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select one or more groups from which
to gather data for the report.

Optionally, select one or more agents from which
to gather data for the report.

Optionally, select one or more categories from
which to gather data for the report.

Optionally, select a value to filter the report based
on customer sentiment; generally positive,
negative, or neutral.

Optionally, select a value to filter the report based
on the degree to which interactions require agent
attention—their actionability.

Optionally, select a value to filter the report based
on the customer’s clout (amassed on social
networks at the time that interactions entered or
began within the contact center).

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

For multi-tenant environments, optionally select
the tenant(s) for which to include data in the
report.

Attributes used in the Agent Social Engagement Report

Attribute

Tenant

Media Type

Agent Name

Category

Classify Sentiment Category

Description

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data to be organized by the
interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the
standard responses to interactions that are
configured in your environment.

This attribute enables data to be organized by the
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Attribute

Influence Category

Classify Actionability Category

Day

Description

characteristic of interactions that reflects the
attitude expressed therein, generally positive,
negative, or neutral.

This attribute enables data to be organized by the
customer’s clout that has amassed on social
networks at the time that interactions entered or
began within the contact center.

This attribute enables data to be organized by the
characteristic of interactions that reflects the
attitude expressed therein, generally positive,
negative, or neutral.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Metrics used in the Agent Social Engagement Report

Metric

Accepted

Avg Sentiment Score

Description

The description of this metric varies according to
the attributes and filters in the report query:

e Agent Attribute: The total number of times that
customer interactions or warm consultations
were accepted, answered, pulled, or initiated by
this agent.

* Agent Group Attribute: The total number of
times that customer interactions or warm
consultations were accepted, answered, pulled,
or initiated by agents who belong to this agent
group.

e Agent and Queue Attributes: The total number
of times that customer interactions or warm
consultations that were distributed from this
queue were accepted, answered, pulled, or
initiated by this agent.

The description of this metric varies according to
the attributes and filters in the report query:

e Agent Attribute: The average score reflecting
the attitude expressed by customers for
interactions that were handled by this agent.

e Agent Group Attribute: The average score
reflecting the attitude expressed by customers
for interactions that were handled by agents
belonging to this agent group.
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Metric Description

¢ Agent and Queue Attributes: The average score
reflecting the attitude expressed by customers
for interactions that were distributed from this
queue and handled by this agent.

The average considers only those interactions for which a
sentiment score was assigned.

The description of this metric varies according to
the attributes and filters in the report query:

e Agent Attribute: The average score representing
the clout amassed on social networks for
interactions handled by this agent.

e Agent Group Attribute: The average score
representing the clout amassed on social
Avg Influence Score networks for interactions handled by agents
belonging to this agent group.

e Agent and Queue Attributes: The average score
representing the clout amassed on social
networks for interactions that were distributed
from this queue and handled by this agent.

The average considers only those interactions for which an
actionability score was assigned.

The description of this metric varies according to
the attributes and filters in the report query:

e Agent Attribute: The average score, assigned to
interactions that were handled by this agent,
measuring the degree to which interactions
required agent attention.

e Agent Group Attribute: The average score,
assigned to interactions that were handled by
ts bel ing to thi t ,
Avg Actionability Score agents be onging to tis agen’ group

measuring the degree to which interactions
required agent attention.

¢ Agent and Queue Attributes: The average score,
assigned to interactions that were distributed
from this queue and handled by this agent,
measuring the degree to which interactions
required agent attention.

The average considers only those interactions for which an
actionability score was assigned.
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Agent State Detalls Report

This page describes how you can use the (Agents folder and Details folder) Agent State Details
Report to learn more about how agents use their time when not in a call.

Understanding the Agent State Details Report

Agent State Details Report
Duration Reason
Tenant Media Type Agent Name Start Timestamp State Reason Timestamp Reason Code (Fmt) Time Active
(Fmt)
4/11/2011 12:30:34 PM Ready 00:00:20 00:00:00
4/11/2011 12:30:54 PM Busy 00:03:35  00:00:00
4/11/2011 12:34:29 PM Ready 00:06:09 00:00:00
4/11/2011 12:40:44 PM Ready 00:00:11  00:00:00
4/11/2011 12:40:55 PM Busy 00:03:45  00:00:00
4/11/2011 12:44:40 PM Ready 00:00:09 00:00:00
4/11/2011 12:48:30 PM Ready 00:00:10 00:00:00
4/11/2011 12:48:40 PM Busy 00:03:01 00:00:00
, A6001 sip (A6001 sip) 4/11/2011 12:51:41 PM Ready 00:00:07 00:00:00
4/11/2011 1:03:16 PM  Ready 00:00:06 00:00:00
4/11/2011 1:03:22 PM  Busy 00:01:02 00:00:00
4/11/2011 1:04:24 PM  Ready 00:01:34  00:00:00
4/11/2011 1:05:58 PM  Busy 00:01:16 00:00:00
4/11/2011 1:07:14 PM  Ready 00:01:16 00:00:00
Environment Voice
4/11/2011 1:08:30 PM  Busy 00:00:56 00:00:00
4/11/2011 1:09:26 PM  Ready 00:00:09 00:00:00
4/11/2011 1:09:35 PM  NotReady 00:06:19  00:00:00
Read 00:00:00 00:00:00
w

This report displays the timestamps and durations of the various agent-state changes during a range
of hours that you specify within a given day. This information enables supervisors to track how an
agent spent his or her time in various non call-related states and to make assessments about how
well this time was spent. If a hardware- or software-related reason was logged for any state, this
reason also appears in the report.

Use this report for monitoring an agent's noncall-related activities, especially
under those circumstances in which the agent is paid by the minute.

If the agent continues to be logged in over a two-day time span (or longer) and is not forcibly logged
out by the system, state duration is split over each calendar day.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgntStatReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
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metrics and attributes that are represented in the report:

Prompts for the Agent State Details Report

Prompt Description

From the convenient list of predefined days, choose

i (DR A= a day for which to run the report.

Report Date Choose a day for which to run the report.

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

Agent to gather data for the report.

Optionally, select the reason code to include in the

Reason Code Type report.

Optionally, select the type of media to include in

Media Type the report—for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent State Details Report

Attribute Description

This attribute enables data within the reporting

USEE interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the

Start Timestamp moment that the agent entered a specific state.

This attribute enables data within the reporting
interval to be organized by the agent’s state.
Status values depend on the Genesys application
(for example, Interaction Concentrator) that
provides source data to Genesys Info Mart. For
state values, refer to the description of this Info
Mart table column in the Genesys Info Mart
Physical Data Model documentation for your
RDBMS (available from Genesys Info Mart
documentation).

State

Reason Timestamp This attribute enables data to be organized by the
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Attribute Description

moment when the agent entered a specific state-
reason combination.

This attribute enables data within the reporting
Reason Code interval to be organized by the reason that the
agent selected.

Metrics used in the Agent State Details Report

Metric Description

The difference (HH:MM:SS) between the beginning
and end of the agent’s state.

The total amount of time (HH:MM:SS) that this
agent was in a specific state for a specific reason,
irrespective of the interval(s) in which the state-
reason combination endures. This time is measured
from the moment at which the agent enters this
state-reason combination to the moment at which
the agent exits this state or state-reason
combination. If the agent’s state was still active
when the data was compiled, the duration of the
agent in this state appears as null in the reports.

Duration (Fmt)

Reason Time (Fmt)

The Active column is a report variable based on the
Active values of the Active Reason and Active State
attributes.

For this report to provide reason codes that might be associated with an agent’s state, your
environment must configure hardware and/or software reason codes. When configured, one report
instance will provide either hardware- or software-related reasons, but not both in the same report.

For this report to provide uninterrupted ACW and NotReady state details, you must appropriately
configure the underlying ICON application supplying data to Genesys Info Mart (gls-enable-acw-
busy). Refer to The SM_RES_STATE_FACT Table section in the Genesys Info Mart User’s Guide for
special considerations regarding very short duration (>0 and <1 sec) states.

The Active column is a report variable based on the values of the Active Reason and Active State
attributes.
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Agent Summary Activity Report (Active)

This page describes how you can use the (Agents folder) Agent Summary Activity Report (Active) to
see detailed information about how each agent's active time was used.

Understanding the Agent Summary Activity Report (Active)

Agent Summary Activity Report (Active)
5 Active Ready R:l:;?r’ Busy Wra
Tenant Media Type Agent Name Day Occupancy ?‘F;m; ?‘:ta} Time El‘;.]:; ?‘i
(Pmt)
. BA6001_sip (A6001_sip) 2011-04-11 57.15% 00:30:05 00:10:11 00:06:19 00:13:35 00:
, A6002_sip (A6002_sip) 2011-04-11 58.90% 00:25:45 (00:08:14 00:05:43 00:11:48 00:00
, B6003_sip (R6003_sip) 2011-04-11 55.29% 00:23:01 00:04:43 00:12:28 00:05:50 00:00:0|
Environment Voice
ent Summary Activity Report (Active)
5 AcFiva Ra.ady R]::;Y EIIIEY 'H'?ap 2:::: % % Not % % % Other
cccwpaney  0X ean  IE o mo  Dme TR Tl T mime  rime
(Pmt) (Pmt)
57.15% 00:30:05 00:10:11 00:06:19 00:13:35 00:00:00 00:00:00 33.85% 21.00% 45.15% 0.00% 0.00%
58.90% 00:25:45 00:08:14 00:05:43  00:11:48 00:00:00 00:00:00 31.97% 22.20% 45.83% 0.00% 0.00%
55.29% 00:23:01 00:04:43 00:12:28 00:05:50 00:00:00 00:00:00 20.49% 54.16% 25.34% 0.00% 0.00%
51.61% 00:08:49 00:04:16 00:00:00 00:04:33 00:00:00 00:00:00 48.39% 0.00% 51.61% 0.00% 0.00%
99.73% 01:41:03 00:00:16 00:01:10 01:39:37 00:00:00 00:00:00 0.26% 1.15% 98.58% 0.00% 0.00%
00: 00: 00: 00: 39.09% 42.73% 0.00% 0.00%
00: 00: 00:

This report provides a breakdown of the duration of the different states that an agent can be in
(Ready, Not Ready, Busy, and Other) for a specific media type, fully accounting for the agent's
interaction time (time spent handling interactions). Use this report to understand how much of agent
total active time was spent in each state, broken down by media type. The report tracks a wide range
of metrics, broken down based on both the amount and percentage of active time spent in each
state.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentSummaryActivityReport(Active).pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:
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Prompts for the Agent Summary Activity Report (Active)

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report

Start Date oo
End Date ggfaose the last day from which to gather report

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

gl to gather data for the report.
. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Summary Activity Report (Active)

Attribute Description

This attribute enables data within the reporting

Ui interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Day

Metrics used in the Agent Summary Activity Report (Active)

Metric Description

The percentage of time that this agent’s state was
Busy within the interval, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

% Occupancy
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Metric

Active Time (Fmt)

Ready Time (Fmt)

Not Ready Time (Fmt)

Busy Time (Fmt)

Wrap Time (Fmt)

Other State Time (Fmt)

% Ready Time

% Not Ready Time

% Busy Time

Description

This metric reflects the percentage of time that agents actually
spent handling interactions against their available or idle time.
This metric is computed as active time minus ready and not-
ready time divided by the difference of active and not-ready
time.

The total amount of time (HH:MM:SS) attributable
to the interval between the beginning and end of
this agent’s login session(s) on a particular media
channel. In the scenario in which an agent logs into
multiple switches, DNs, and/or queues, this metric
starts the moment at which the agent logs in to the
first switch/DN/queue (if this login falls within the
interval) and ends at the moment at which the
agent is no longer logged in to any switch/ DN/
queue (if logout falls within the interval).

Note: If the agent is not forcibly logged out when the calendar
day ends, login duration is split over both days.

The total amount of time (HH:MM:SS) that this
agent was in the Ready state for a particular media

type.

The total amount of time (HH:MM:SS) within the
interval that this agent was in the NotReady state
for a particular media channel (including Do Not
Disturb duration, if configured) regardless of
whether a reason was indicated.

The total duration (HH:MM:SS) of all of interaction-
processing activities including the time that is
associated with requests for consultation that the
agent received and excluding the time spent
processing after-call work.

The total amount of time (HH:MM:SS) within the
interval that this agent spent in ACW (Wrap) state
whether or not the reason for entering this state
was related to an interaction.

The total amount of time (HH:MM:SS) that the state
of this agent was neither Ready nor NotReady after
login to a particular media channel. The situation in
which the state of an agent is neither Ready nor
NotReady usually occurs upon first login if the
switch, for instance, does not force agents into the
Ready state upon login.

The percentage of time within the interval that this
agent’s state was Ready, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

The percentage of time within the interval that this
agent’s state was NotReady, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

The percentage of time of all interaction-processing
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Metric Description
activities.

The percentage of time that this agent spent in
ACW (Wrap) state within the interval, relative to the

o )
o WITETD T total duration of the agent’s active session within
the interval.
) The percentage of the agent's time spent in a state
o)
% Other State Time other than those listed in the report.
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Agent Summary Activity Report
(Interaction)

This page describes how you can use the (Agents folder) Agent Summary Activity Report
(Interaction) to see detailed information about how much time agents spent on interactions.
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Understanding the Agent Summary Activity Report (Interaction)

Agent Summary Activity Report (Interaction)

IxnBusy Invite Engage  Hold  Ixn Wrap c
Tenant Media Type Agent Name Day Interaction Type  Time Time Time Time Time Re
(Fmt) (Fmt) (Fmt) (Fmt) (Fmt) Tim

Inbound 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00

INBOUND 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00

2017-02-08 Internal 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

Outbound 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

Unknown 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00

, ExampleUser! (ExampleUsert)
Inbound 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00
INBOUND 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00
Agent Summary Activity Report (Interaction)
IxnBusy Invite Engage  Hold  IxnWrap Consult % % % %I % Consult
Day Interaction Type  Time Time Time Time Time Received Invite Engage Hold Wrap Received
(Fmt) (Fmt) (Fmt) (Fmt) (Fmt) Time (Fmt) Time Time Time Time Time

Inbound 00:00:00 00.00:00 00:00.00 0000:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
INBOUND 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
2017-02-08  Internal 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00% 0.00% 0.00%
Outbound 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00% 0.00% 0.00%
Unknown 00:00:00 00.00:00 00:00.00 0000:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
Inbound 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
INBOUND 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
017-02-10  Internal 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00% 0.00% 0.00%
Outbound 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00% 0.00% 0.00%
Unknown 00:00:00 00.00:00 00:00.00 0000:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
Inbound 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
INBOUND 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
2017-01-02  Internal 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00% 0.00% 0.00%
Outbound 000000 000000 00-0000 000000 000000 000000 000%  000% 000%  000% 0.00%
Unknown 00:00:00 00.00:00 00:00.00 0000:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
Inbound 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 000000 0.00% 0.00% 0.00% 0.00% 0.00%

s 000%™

This report provides a breakdown of the duration of the different states that an agent can be in
(Ready, Not Ready, Busy, and Other) for a specific media type, fully accounting for the agent's
interaction time (time spent handling interactions). The report breaks down the agent's time based
on how much active time is spent processing interactions, and also shows each value as a
percentage of active time.

Use this report to understand how much of agent interaction time was spent in each state. The report
tracks a wide range of metrics, broken down based on both the amount and percentage of interaction
time spent in each state.
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This report shows data only about interactions that occur at agent DNs during active sessions, and
about the status of DNs associated with active agent sessions. To expand the report to include
interactions that occur at DNs not associated with the agent, and the status of DNs not associated
with the agent, contact your Genesys representative.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentSummaryActivityReport(Interaction).pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Summary Activity Report (Interaction)

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report

Start Date data.
End Date ggfaose the last day from which to gather report

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

RiEJEE to gather data for the report.
. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Summary Activity Report
(Interaction)

Attribute Description

This attribute enables data within the reporting

USEE interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.
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Attribute Description

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, and Internal.

Day

Metrics used in the Agent Summary Activity Report (Interaction)

Metric Description

The total amount of time (HH:MM:SS) within the
interval that this agent was busy processing
interactions. The time that an agent is busy is
calculated as the sum of dialing for established
interactions and alerting duration (Invite Time),
engage/talk duration, hold duration, ACW (Wrap)
duration (for interaction-related ACW), and amount
of time that the agent spent processing consult
interactions that the agent received. This metric
excludes Ringing Time, Consult Ixn Wrap Time,
Consult Invite Time, and Invite Time for Abandoned
Inviting.

The total amount of time (HH:MM:SS) attributable
to the interval that customer interactions alerted or
rang at agents plus the total duration of the dialing
that agents performed. For the alerting component
of this metric, interactions do not have to be
established for this metric to be incremented. For
the dialing component, dial duration is measured
for established calls only.

The total amount of time (HH:MM:SS) that this
agent was engaged with customers on interactions
that the agent received within the interval or within
a prior interval and ensued in this interval. This
metric might include engagement time for
interactions that the agent made or received while

Engage Time (Fmt) in the Not Ready or ACW (Wrap) states (if the
underlying ICON application supplying data to
Genesys Info Mart is configured appropriately.) This
metric excludes engagement time that is
associated with collaborations, consultations, and
other interaction-related durations, such as hold
time, ACW time, and alert (ring) time.

Ixn Busy Time (Fmt)

Invite Time (Fmt)

) The total amount of time (HH:MM:SS) within the
Hold Time (Fmt) interval that this agent had customer interactions
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Metric Description

on hold. This metric counts all held durations for
interactions, whether they were placed on hold
once or more than once.

The total amount of time (HH:MM:SS) within the
Ixn Wrap Time (Fmt) interval that this agent spent in ACW (Wrap) state
for customer calls that the agent received.

The total amount of time (HH:MM:SS) within the
interval that this agent as a recipient spent in
collaborations or consultations, where the

Consult Received Time (Fmt) collaborations/consultations were associated with
customer interactions. This time includes any hold
duration that occurred within the interval and
during the collaboration/consultation.

The percentage of time that customer interactions
% Invite Time spent in Invite Time, relative to the total duration of
the agent’s active session within the interval.

The percentage of time within the interval that this
agent was engaged with customers, relative to the
total duration within the interval of the agent’s
active session on a particular media channel.

% Engage Time

The percentage of time that this agent had
customer interactions on hold within the interval,
relative to the total duration of the agent’s active
session within the interval.

% Hold Time

The percentage of time within the interval that this
agent spent in ACW (Wrap) state related to
customer calls, relative to the total duration of the
agent’s active session within the interval.

% Ixn Wrap Time

The percentage of time within the interval that this
agent spent on collaborations or consult

% Consult Received Time interactions that the agent received, relative to the
total duration within the interval of this agent’s
active session on a particular media channel.
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Agent Utilization Report

This page describes how you can use the (Agents folder) Agent Utilization Report to see detailed
information about agent time utilization.
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Understanding the Agent Utilization Report

. q Not
Tenant Media Type Agent Name Interaction Type Day Offered Accepted Accepted Responses
Inbound 2016-05-25 1 0 1
Sqa_15556667777_2275, Sqa_16505509567_2275 (Sqa_16505509567_2275)
Total 1 0 1
20160525 5 5 0
Inbound 2016-06-01 2 1 1
Sqa_15556667778_2275, Sga_16505509588_2275 (Sqa_16505509588_2275)
- L 2016-06-07 1 1 0
v Agent Utilization Report
gent Utilization Repo
Avg Avg avg Avg Avg Consult Avg Consult Avg Consult Avg Consult
Not Handle Engage Hold Wrap i . i i .
epted Responses . . y X Received Time Received Wrap Received Warm Received Warm Wrap
ecepted LI jlime Ui jlime (Fmt) Time (Fmt) Time (Fmt) Time (Fmt)
(Fmt) (Fmt) (Fmt) (Fmt)
0 1 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00;
0 1 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:0,
5 0 5 00:04:47 00:04:47 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:
1 1 1 00:00:11 00:00:11 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00]
n 1 01634 ON1A24 000000 00N0Dn o0-nnnn nonn-nn nonn-nn oo
Consult
Avg Consult Conference Transfer % Avg Consult Consult .
. Conference . - Consult L N Consult K Received
Received Warm Wrap  Hold Initiated Received Initiated  Transfer Initiated Initiated Time Resnonses Received Accented
Time (Fmt) Accepted Agent Initiated (Fmt) J Accepted Wafm
00:00:00 0 0 0 1] 0.00% 0 00:00:00 0 0 0
0 00:00:00 0 0 0 o 0.00% 0 00:00:00 0 0 0
00 00:00:00 0 1] 0 (1] 0.00% 0 00:00:00 0 0 0
00 00:00:00 0 1] 0 (1] 0.00% 0 00:00:00 0 0 0
00 00:00:00 0 1] 0 (1] 0.00% 0 00:00:00 0 0 0
00:00:00 0 0 0 o 0.00% 0 00:00:00 0 0 0
00:00:00 0 1] 0 1 20.00% 0 00:00:00 0 0 0
00:00:00 0 1] 0 1 50.00% 0 00:00:00 0 0 0
00:00:00 0 0 0 2 28.57% 0 00:00:00 0 0 0
00:00:00 0 0 0 2 14.29% 0 00:00:00 0 0 0
00:00:00 0 1] 0 [1] 0.00% 0 00:00:00 0 0 0
00:00:00 1 1] 0 [1] 0.00% 0 00:00:00 0 0 0
0 00:00:00 1 0 0 o 0.00% 0 00:00:00 0 0 0
00 00:00:00 0 1] 0 1 100.00% 0 00:00:00 0 0 0
00 00:00:00 0 1] 0 (1] 0.00% 0 00:00:00 0 0 0
00:00:00 0 0 33.33% 0 00:00:00 0 0 0

This report provides detailed information about agent performance with respect to the customer and
consults interactions that are processed within the contact center for a range of days that you
specify, and illustrates the percentage of interactions accepted by agents. Metrics include the total
number of interactions that were offered or accepted, the number and percentage that were
subsequently transferred, consult times, and so on. The report includes interactions from a mediation
DN object and those directly routed from a switch.

Use this report to understand how agents perform on a daily basis by analyzing interaction volumes,
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call times, and consult data.

To get a better idea of what this report looks like, view sample output from the report:

HRCXIAgentUtilizationReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Utilization Report

Prompt

Pre-set Date Filter

Start Date
End Date
Agent Group
Agent

Media Type

Interaction Type

Tenant

Description

Choose from the convenient list of predefined
rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select one or more groups from which
to gather data for the report.

Optionally, select one or more agents from which
to gather data for the report.

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
the tenant(s) for which to include data in the
report.

Attributes used in the Agent Utilization Report

Attribute

Tenant

Media Type

Agent Name

Interaction Type

Description

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data to be organized by the
interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
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Attribute Description
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Day

Metrics used in the Agent Utilization Report

Metric Description

The total number of times that interactions were
received or initiated by an agent.

The count includes interactions that were abandoned while
inviting, handling attempts that the agent rejected, and warm
Offered consultations and conferences that the agent received. This
count excludes simple consultations, whether they were
initiated or received. For AG2_AGENT_QUEUE records, this
metric relies on the value of the short-abandoned threshold
option as configured in the [agg-gim-thld-ID-IXN] section.

The description of this metric varies according to
the attributes and filters in the report query:

e The total number of times that customer
Accepted interactions or warm consultations were
accepted, answered, pulled, or initiated by this
agent.

For voice media, this metric is identical to Activity\Responses.

The total number of times that customer

interactions were redirected to another resource

upon no answer by this agent or were otherwise
Not Accepted not accepted by this agent.

This metric includes interactions that the customer abandoned
while they were alerting at the agent.

For voice and chat media, this metric represents
the total number of times that customer
interactions or warm consultations were accepted
by this agent. For email, this metric represents the

Responses total number of times that the agent prepared an
outbound reply.

For voice media, this metric is identical to Activity\Accepted; it
returns positive values when agents initiate calls.

The average amount of time (HH:MM:SS) that this
agent spent handling interactions that the agent
Avg Handle Time (Fmt) received.

This metric is computed as handle time divided by the sum of
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Metric

Avg Engage Time (Fmt)

Avg Hold Time (Fmt)

Avg Wrap Time (Fmt)

Avg Consult Received Time (Fmt)

Avg Consult Received Wrap Time (Fmt)

Avg Consult Received Warm Time (Fmt)

Avg Consult Received Warm Wrap Time (Fmt)

Description
accepted interactions and received consultations.

The average amount of time (HH:MM:SS) that this
agent was engaged with customers.

The average amount of time (HH:MM:SS) that this
agent had customer interactions on hold.

This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The average amount of time (HH:MM:SS) that this
agent spent on customer interactions while in ACW
(Wrap) state.

The average amount of time (HH:MM:SS) that this
agent was engaged on collaborations or simple
consultations that the agent received, where the
collaborations/consultations were associated with
customer interactions.

The average amount of time (HH:MM:SS) that this
agent was in ACW (Wrap) state following simple
consultations that the agent accepted, where the
consultations were associated with customer calls.

This duration does not stop if the agents received or made calls
while in ACW state. This metric is attributed to the interval in
which this agent was offered the consult interaction for which
ACW was invoked.

The average amount of time (HH:MM:SS) that this
agent was engaged as a recipient in collaborations
or consultations, including related hold durations,
where the collaborations/consultations were
associated with customer interactions.

This metric is attributed to the interval in which the consult
interaction is offered to the receiving agent. This metric
excludes alert (ring) and ACW (Wrap) durations associated with
the consult interactions.

The average amount of time (HH:MM:SS) that this
agent spent in ACW (Wrap) state following
consultations that the agent requested and
received, where the consultations were associated
with customer interactions that were transferred to
or conferenced with this agent.

This metric includes:

e ACW durations that were associated with
conferences where the customer leaves the
interaction.

¢ Internal interactions that were transferred to the
agent.
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Metric

Hold

Conference Initiated

Conference Received Accepted

Transfer Initiated Agent

% Transfer Initiated

Consult Initiated

Avg Consult Initiated Time (Fmt)

Consult Responses

Consult Received Accepted

Consult Received Accepted Warm

Description

The total number of customer interactions that this
agent had on hold.

The total number of times that this agent initiated
conferences for customer interactions that the
agent received, where the conferences were
established.

The count includes the number of established conferences that
were initiated for transferred interactions that the agent
received.

The total number of times that this agent joined
conferences to participate in customer interactions.

The total number of times that this agent
transferred customer interactions.

Both warm and blind transfers are reflected in this metric.

The percentage of accepted customer interactions
that were transferred (warm or blind) by this agent.

The total number of times that this agent initiated
requests for collaboration or simple consultation,
where the collaborations/consultations were
established and associated with customer
interactions.

The average amount of time (HH:MM:SS) that this
agent was engaged on collaborations or simple
consult interactions that the agent initiated, where
the collaborations/consultations were associated
with customer interactions.

For email, the total number of collaboration replies
that were initiated by this agent.

For voice, this metric is the same as Activity\Consult Received
Accepted.

The total number of times that this agent received
and accepted collaborations or simple
consultations that were associated with customer
interactions.

The total number of times that this agent
participated in consultations that the agent
received, where the consultations were associated
with customer interactions that were transferred to
or conferenced with the agent.
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Agent Wrap Report

This page describes how you can use the (Agents folder) Agent Wrap Report to learn more about
agent performance, including detailed call handling information for each agent.

Understanding the Agent Wrap Report

Agent Wrap Report

Active Wra
Tenant Agent Name Interaction Type Hour Time Tim
(Fmt) (Fm

2011-04-11 12 00:17:27 00:
Inbound
2011-04-11 13 00:12:38 OO:d\

gent Wrap Report
. A Active Wrap % Wrap In iy Wrap Out % Wrap
. . Wrap h Wrap Wrap :
Time Time Wrap n Time In out Time out
(Fmt) (Fmt) Time (Fmt) . (Fmt) Time
Time

-11 12 00:17:27 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
-11 13 00:12:38 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
11 12 00:17:27 00:00:00 0.00% 0 00:00:00 0.00% 0 00:00:00 0.00%
1 13 00:12:38 00:00:00 0.00% 0 00:00:00 0.00% 0 00:00:00 0.00%
112 00:17:27 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
1 13 00:12:38 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
11 12 00:17:27 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
-11 13 00:12:38 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:13:42 00:00:00 00:00:00 00:00:00 0.00%

:00:00
This report enables supervisors to monitor the after-call work (wrap) call-related activities that an
agent (or agent group) performs after processing calls and during a range of hours that you specify
within a particular day. This report displays a roll-up of data that is related to the number, duration,
and percentage of calls that were made and received while the DNs that are associated with the
agent were in ACW state (WORKMODE=WRAP).

This report does not apply to media types other than voice.
The Wrap In and Wrap Out percentage metrics relate to the overall ACW duration for all

activities—both call- and noncall-related—not to the duration of the agent’s login session.
Measurements do not differentiate between whether interactions are routed directly from a switch or
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via a mediation DN.

This report is especially useful for viewing the progress of new agents as they make more (or fewer)
calls to complete aftercall work than more established agents. With this data, you can determine
whether you need to fine-tune Genesys Info Mart configuration to, for instance, send more
information about a customer (that is, attached data) to the agent’s desktop.

This report shows data only about interactions that occur at agent DNs during active sessions, and
about the status of DNs associated with active agent sessions. To expand the report to include
interactions that occur at DNs not associated with the agent, and the status of DNs not associated
with the agent, contact your Genesys representative.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentWrapReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Wrap Report

Prompt Description

Choose from the convenient list of predefined days,

st ey Al select one over which to run the report.

Report Date Choose the day from which to gather report data.

Optionally, select one or more groups from which

g Clretyy to gather data for the report.

Optionally, select one or more agents to include in

Agent the report.

Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.

Attributes used in the Agent Wrap Report

Attribute Description

This attribute enables data within the reporting

Ui interval to be organized by tenant.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the

[EEE e interaction’s type—for example, Inbound,
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Attribute Description
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular hour within
a day. Hour values are presented in YYYY-MM-DD-
HH24 format.

Hour

Metrics used in the Agent Wrap Report

Metric Description

The total amount of time, in seconds, attributable
to the interval between the beginning and end of
this agent’s login session(s) on a particular media
channel. In the scenario in which an agent logs into
multiple switches, DNs, and/or queues, this metric
starts at the moment at which the agent logs in to

Active Time (Fmt) the first switch/DN/queue (if this login falls within
the interval) and ends at the moment at which the
agent is no longer logged in to any switch/DN/
queue (if logout falls within the interval).

If the agent is not forcibly logged out when the calendar day
ends, login duration is split over both days.

The total amount of time (HH:MM:SS) within the
interval that this agent spent in ACW (Wrap) state,
whether or not the reason for entering this state
was related to an interaction.

Wrap Time (Fmt)

The percentage of time that this agent spent in
ACW (Wrap) state within the interval, relative to the
total duration of the agent’s active session within
the interval.

% Wrap Time

The total number of times that this agent received
customer calls while in ACW (Wrap) state.

The total amount of time (HH:MM:SS) that this
agent spent handling customer calls that the agent

Wrap In Time (Fmt) answered while in ACW (Wrap) state. This duration
includes alert (ring) time, hold time, and time of
engagement.

Wrap In

The percentage of time that this agent spent on
customer interactions received within the interval

% Wrap In Time while the agent DNs were in ACW (Wrap) state,
relative to the DN’s total ACW state duration within
the interval.

The total number of times that this agent placed
calls while in ACW (Wrap) state. Consultations that
the agent participated in while in ACW state are
excluded from this metric.

Wrap Out
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Metric Description

The total amount of time (HH:MM:SS) that this
agent spent handling internal or outbound
interactions that the agent initiated while in ACW

Wrap Out Time (Fmt) (Wrap) state. This duration includes dial time, hold
time, and time of engagement and excludes
consultations that the agent participated in while in
ACW state.

The percentage of time that this agent spent on
customer interactions that the agent dialed within
% Wrap Out Time the interval while the agent’s DNs were in ACW
(Wrap) state, relative to the DNs’ total duration in
the ACW summarized state within the interval.

This report provides meaningful data for the Wrap In and Wrap Out metrics only if the ICON
application supplying data to the Info Mart database is configured to recognize uninterrupted ACW
and NotReady states (gls-enable-acw-busy).

Although this report allows you to drill beyond day-level aggregation, drill-up / drill-down results are
supported only for subhour-hour-to-day or day-to-hour-subhour operations.

Genesys Customer Experience Insights User's Guide 231



Report descriptions Agents reports

Weekly Agent Group Performance
Dashboard

The (Dashboards and Agents folders) Weekly Agent Group Performance
Dashboard provides visualizations that illustrate weekly interaction handling at
the___grou_g level.

Weekly Agent Group Performance Dashboard

Understanding the Weekly Agent Group Performance Dashboard

The Weekly Agent Group Performance Dashboard provides two views that you can use to monitor the
interaction processing performance of agent groups:

* Interaction Accepted Vs AHT - Weekly View — Charts the number of Interactions Accepted against
the Average Handle Time for the selected groups.

* Interaction Accepted Vs % Transfers Initiated — Charts the number of Interactions Accepted
against the percentage of interactions that were transferred from the selected groups.

The report shows data for all the groups, or for the ones you select on the prompts page. Once you
have run the report, you can make a selection in the Agent Group / Accepted list to dynamically focus
on a specific group. To get a better idea of what this dashboard looks like, view sample output from
the dashboard:

Sample Weekly Agent Group Performance Dashboard
Link to video

The following tables explain the prompts you can select when you generate the dashboard, and the
metrics and attributes that are represented in the dashboard:

Genesys Customer Experience Insights User's Guide 232


https://player.vimeo.com/video/538677390?title=0&byline=0&portrait=0

Report descriptions Agents reports

Prompts available for the the Weekly Agent Group Performance
Dashboard

The following table describes prompts available for the the Weekly Agent Group Performance
Dashboard:

Prompt Description

From the convenient list of predefined dates,

e SEl el Hier choose a date for which to run the report.

Choose the first day from which to gather data into
the dashboard.

Choose the last day from which to gather data into
the dashboard.

Optionally, select one or more agent groups on
which to focus the report.

Start Date

End Date

Agent Group

Optionally, select one or more media types to

Media Type include in the report—for example, VOICE, EMAIL,
and CHAT.
Optionally, select the type of interaction to include

Interaction Type in the report—for example, Inbound, Outbound,
and Internal.

Tenant For multi-tenant environments, optionally select

one or more tenants on which to focus the report.

Attributes used in the Weekly Agent Group Performance
Dashboard

The following table describes attributes used on the Weekly Agent Group Performance Dashboard:

Attribute Description

Click values in this column to focus the report on

Agent Group specific groups.

Enables data within the reporting interval to be

Week organized by a particular week (1-53).

Metrics used in the Weekly Agent Group Performance Dashboard

The following table describes metrics used on the Weekly Agent Group Performance Dashboard:

Metric Description
Accepted The total number of times that customer
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Metric

Avg Handle Time (Fmt)

% Transfer Initiated

Description

interactions or warm consultations were accepted,
answered, pulled, or initiated by agents who belong
to this agent group.

The average amount of time, in seconds, that
agents who belong to this agent group spent
handling interactions that the agents received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The percentage of accepted customer interactions

To view more detailed information about the metrics and attributes in this dashboard, and other
metrics and attributes that can be used to customize reports, see the Genesys CX Insights Projects

Reference Guide.
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Weekly Agent Group Utilization Dashboard

The (Dashboards and Agents folders) Weekly Agent Group Utilization
Dashboard provides visualizations you can use to understand how much of agent
total active time was spent in each state.

Weekly Agent Group Utilization Dashboard

Understanding the Weekly Agent Group Utilization Dashboard

The Weekly Agent Group Utilization Dashboard charts agent occupancy against a breakdown of the
duration of the different states that an agent can be in (Ready, Not Ready, Busy, Other, and Wrap) as
percentages, fully accounting for the interaction time (time spent handling interactions) for the
agents in the group.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
SampleWeekly Agent Group Utilization Dashboard .pdf

Link to video

The following tables explain the prompts you can select when you generate the dashboard, and the
metrics and attributes that are represented in the dashboard:

Prompts available for the Weekly Agent Group Utilization
Dashboard

The following table lists the prompts available for the Weekly Agent Group Utilization Dashboard:
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Prompt

Pre-set Date Filter
Start Date
End Date

Agent Group

Media Type

Interaction Type

Tenant

Description

From the convenient list of predefined dates,
choose a date for which to run the report.

Choose the first day from which to gather data into
the dashboard.

Choose the last day from which to gather data into
the dashboard.

Optionally, select one or more agent groups on
which to focus the report.

Optionally, select one or more media types to
include in the report—for example, VOICE, EMAIL,
and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
one or more tenants on which to focus the report.

Attributes used on the Weekly Agent Group Utilization Dashboard

The following table lists the attributes used on the Weekly Agent Group Utilization Dashboard:

Attribute

Agent Group

Week

Description

Click values in this column to focus the report on
specific groups.

Enables data within the reporting interval to be
organized by a particular week (1-53).

Metrics used on the Weekly Agent Group Utilization Dashboard

The following table lists the metrics used on the Weekly Agent Group Utilization Dashboard:

Metric

Accepted

% Occupancy

Description

The total number of times that customer
interactions or warm consultations were accepted,
answered, pulled, or initiated by agents who belong
to this agent group.

The percentage of time that this agent’s state was
Busy within the interval, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

This metric reflects the percentage of time that agents actually
spent handling interactions against their available or idle time.
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Metric Description

This metric is computed as active time minus ready and not-
ready time divided by the difference of active and not-ready
time.

. The percentage of the agent's time spent in a state
(o)
o O SiEE Ve other than those listed in the report.

The percentage of time within the interval that this
agent’s state was Ready, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

% Ready Time

The percentage of time within the interval that this
a : agent’s state was NotReady, relative to the total
7o 1813 (RERERT TMTTE duration within the interval of the agent’s active
session on a particular media channel.

The percentage of time that this agent spent in
ACW (Wrap) state within the interval, relative to the
total duration of the agent’s active session within
the interval.

% Wrap Time

The percentage of time of all interaction-processing

. .
% Busy Time activities.

To view more detailed information about the metrics and attributes in this dashboard, and other
metrics and attributes that can be used to customize reports, see the Genesys CX Insights Projects
Reference Guide.
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Billing Data reports

This page describes reports you can use to learn more about customer billing data.

About Billing Data reports

& recents Inbound Voice User }
Owner: Administrator IVR Usage Report Daily
Modified: Owmer: Administrator

Shared Reports 9/22/21 3:34:03 AM — Modified:

Report detailing the Named and Concurent Users Count ——— 9/22/21 3:34:03 AM

> E Custom usage during the relvant period. In addtion to the counts, the [ Report of IVR. Usage minutes and port for the relevant time
MNamed User metric can be drilled into to see the discrete —_— period Daily view

users associated with the count.

> E Agents
E Billing Data

4 E Business Results

IVR Usage Report Monthly

Owner: Administrator

Modified:

9/22/21 3:34:03 AM

Report of IVR Usage minutes and port for the relevant time

period Menthly view
> g callback
» g crat

/’Df\—////’/—\—///

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

g

* |Inbound Voice User

* |IVR Usage Report

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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Inbound Voice Report

View information about Named and Concurrent Users Count usage.

Understanding the Inbound Voice

User Report

Concurrent
User
Count

Inbound Voice User
Named
Day User
Count
2021-06-14 0
2021-06-15 0
2021-06-16 0
2021-06-17 0
2021-06-18 0
2021-06-19 1
2021-06-20 3
2021-06-21 3

2

N T TN

This report provides detailed information about the Named and Concurrent Users Count usage during
the selected period. You can drill on the Named User metric to see the discrete users associated with

the count.

To get a better idea of what this report looks like, view sample output from the report:

SamplelnboundVoiceUserReport.pdf
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The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Inbound Voice User Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.

Start Date Choose the first day from which to gather data into
the report.

Zr Bieie Choose the last day from which to gather data into
the report.

Attributes in the Inbound Voice User Report

Attribute Description
Da This attribute enables data within the reporting
y interval to be organized by a particular day.
This attribute enables data within the reporting
Region interval to be organized based on the geographic

classification of the call. Possible values include:
us, eu, ap.

This attribute enables data within the reporting

EIIEIESS e interval to be organized based on business unit.

Metrics in the Inbound Voice User Report

Metric Description

The number of agents that logged in for a voice
media type at least once during the selected
month. This value represents a running total of the
number of agents who logged in since the
beginning of the calendar month. It resets at the
beginning of each month.

Named User Count

The peak number of unique agents that were
concurrently logged in for a voice media type,
during the selected period. Note that, if you run the
report over a single day, this value shows you the
highest value for that day. If you run the report
over a longer period, (month, quarter, year)
represents the maximum daily peak within the
interval.

Concurrent User Count
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To view more detailed information about the metrics and attributes in this report, and other metrics
and attributes that can be used to customize reports, see the Genesys CX Insights 9.0 Projects

Reference Guide.
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IVR Usage Report

View information about Genesys Voice Platform (GVP) usage, as represented by daily and monthly
totals of IVR Minutes and IVR Ports.

Understanding the IVR Usage Report

IVR Usage Report Daily IVR Usage Report Monthly
IVR Peak IVR Peak
Day Minutes IVR Month Minutes IVR
(Fmt) Ports (Fmt) Ports
2021-06-14 00:00:23 1 2021-06 00:10:30 10
2021-06-15 00:00:28 1 2021-07 00:19:17 28
2021-06-16 00:00:11 1 2021-08 00:07:55 8
2021-06-17 00:00:51 1 Total 00:37:42 28
2021-06-18 00:00:34 2
2021-06-19 00:00:41 2
2021-06-20 00:00:25 4
2021-06-21 00:00:46 3
2021-06-22 00:00:45 3
2021-06-23 00:00:50 3
2021-06-24 00:00:31 3
2021-06-25 00:00:39 3

:00:54 &
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This report is available in two versions: Daily and Monthly. If you have enabled the BDS metrics for
GVP minutes or ports (gvp_minutes and gvp_ports), these reports provide summary information
about Designer usage details tied to these metrics, over the indicated time period.

To get a better idea of what this report looks like, view sample output from the report:

* SamplelVRUsageReportDaily.pdf
¢ SamplelVRUsageReportMonthly.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the IVR Usage Report

Prompt

Pre-set Day Filter

Start Date

End Date

Description

Choose from the convenient list of predefined
rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather data into
the report.

Choose the last day from which to gather data into
the report.

Attributes in the IVR Usage Report

Attribute
Day
(Appears only on the Daily report)
Month

(Appears only on the Monthly report)

Region
(Does not appear in the report by default, but you
can add it if desired.)

Business Unit
(Does not appear in the report by default, but you
can add it if desired.)

Description

This attribute enables data within the reporting
interval to be organized by a particular day.

This attribute enables data within the reporting
interval to be organized by a particular month.

This attribute enables data within the reporting
interval to be organized based on the geographic
classification of the call. Possible values include:
us, eu, ap.

This attribute enables data within the reporting
interval to be organized based on business unit.
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Metrics in the IVR Usage Report

Metric Description
The total number of minutes for all self-service
IVR Minutes (Fmt) applications used by GVP, for the specified tenant.
This metric includes time spent in queue.

Peak usage of GVP treatment applied to calls within
Peak IVR Ports GVP, for the specified tenant.

To view more detailed information about the metrics and attributes in this report, and other metrics
and attributes that can be used to customize reports, see the Genesys CX Insights 9.0 Projects
Reference Guide. For information about how to customize reports, see Customizing reports.
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Business Results reports

This page describes reports you can use to learn more about the business outcomes resulting from
activity in your contact center. The reports in the Business Results folder are ready-to-use, but as
always, can be modified to suit your specific business needs.

About Business Results reports

«
E Business Metrics Executive Report Customer Perspective Report
Recents owner:  Administrator owner:  Administrator
Modified: Modified:

Shared Reports 6/6/17 8:08:30 FM 6/6/17 8:08:33 FM
Use this report to monitor contact center performance, particularly if you are Use this report to understand such key indicators as how much time elapsed
v costom outside of the immediate contact center, and to gauge service level within the before customers were connected to agents or received responses, how
perspective of the total number of interactions that were offered to resources, —  satisfied customers were with their transactions, and how much money they

by day. spent.
o

E Agents

Business Results

Interaction Volume Business Attribute Report
Owner: Administrator
— Modified:

E 5= 6/6/17 8:08:37 PM
g celbect === Use this report to understand the Business Result for interactions, to contrast

that result against the Service Level and against callers' initial objective, and to
> chat understand outcomes in light of various interaction handling measures.

> [E beshboards

» [ oetals

N EG

» [F outbound contact

> B queves
m

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

¢ Business Metrics Executive Report
e Customer Perspective Report

e Interaction Volume Business Attribute Report

Weekly Business Attribute 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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Business Metrics Executive Report

This page describes how you can use the (Business Results folder) Business Metrics Executive
Report to review adherence to service level.

Understanding the Business Metrics Executive Report

Tenant Media Type
Chat
Environment
Email
Voice

DEFAULT_BUSINESS_RESULT

DEFALULT_BUSINESS_RESULT

Business Metrics Executive Report

Customer Segment

Chat_C&

default

default
DEFAULT_CUSTOMER_SEGMENT

Email_CS

DEFAULT_BUSINESE_RESULT  default

Service Type

Chat 5T

default

default
DEFAULT_SERVICE_TYPE

Email_ST

default

% First
Day Response Time
Service Level
rss | NNGRA]
-
s |
avcsor |
—
-
anecers [
oross [N
aeces
e 2 [
-
2016-06-01 100.00%
oces,
oros-s |
——
2016-06-01 100.00%
avecsc: [N
—
2016-05-25 03.84%
2016-05-26 or 2%
2016-05-27 95.00%
2016-05-30 06.97%
2016-05-31 03.33%
2016-06-01 100.00%
2016-06-02 100.00%
2016-06-03 100.00%

16-06-06

Enterad
with
Dbjective

&

[XI X]

ag
36
60
33
30

This report highlights exceptions to service level by business result, customer segment, and service
type for those interactions that have defined a baseline service objective that is greater than zero (0).
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The Entered with Objective metric enables you to gauge service level within the perspective of the
total number of interactions that were offered to resources, by day, over the reporting interval.

Use this report to monitor contact center performance, particularly if you are outside of the
immediate contact center, and to gauge service level within the perspective of the total number of
interactions that were offered to resources, by day.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIBusinessMetricsExecutiveReport.pdf

The background color of data cells in this report serve to alert you to values that are outside of
configured threshold ranges.

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Business Metrics Executive Report

Prompt Description

From the list, choose a time period on which to

e SEl el Hier report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select a configured Business Result on
which to report.

Start Date
End Date

Business Result

Optionally, select a configured Customer Segment

CHETNET EEEMmETE on which to report.

Optionally, select the type of service to include in

Service Type the report.

Optionally, select the type of media to include in

Media Type the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include

Interaction Type in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.
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Attributes used in the Business Metrics Executive Report

Attribute

Tenant

Media Type

Business Result

Customer Segment

Service Type

Day

Description

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data to be organized by the
interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by the
configured business result.

This attribute enables data to be organized by the
configured customer segment.

This attribute enables data to be organized by the
type of service that was assigned to the
interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Metrics used in the Business Metrics Executive Report

Metric

% First Response Time Service Level

Entered with Objective

Description

The service level that is delivered for this business
attribute measured as a percentage of customer
interactions that were accepted within a user-
defined threshold, relative to all customer
interactions that were offered to handling
resources.

The total number of customer interactions that
entered or began within the contact center, were
assigned this business attribute, and either had a
baseline service objective or a response
threshold (defined in the [agg-gim-thld-QUEUE-
IXN] section) that was greater than zero.
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Customer Perspective Report

This page describes how you can use the (Business Results folder) Customer Perspective Report to
review key metrics of the customer experience in the contact center.

Understanding the Customer Perspective Report

Customer Perspective Report
e % Accept % First
Tenant Media Type Day Customer Segment Service Type Entered Hapﬁu Service Response Time
Level Service Level
Chat_CS Chat_ST 5 1.00 0.00% 80.00%
2016-05-25
default default 1 1.00 100.00% 0.00%
Customer Perspective Report
% Accepl % First % Finished  Avg Accept Avg First Avg Finish
Response . - - = Avg Avg

Entered c Service Response Time Service Time Agent Response Response . -

Ratio . . Satisfaction Revenue
o Level Service Level Level (Fmt) Time (Fmt) Time (Fmt)
5 1.00 0.00% 80.00% 100.00% 00:00:35 00:00:35 00:06:31 0.00 0.00
1 1.00 100.00% 0.00% 100.00% 00:00:05 00:00:05 00:00:19 0.00 0.00
1 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00
2 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00
5 1.00 100.00% 0.00% 100.00% 00:00:03 00:00:03 00:15:49 0.00 0.00
2 1.00 50.00% 50.00% 100.00% 00:00:05 00:00:05 00:0017 0.00 0.00
1 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00
1 1.00 100.00% 0.00% 100.00% 00:00:04 00:00:04 00:16:39 0.00 0.00
2 1.00 0.00% 50.00% 100.00% 00:00:26 00:00:26 00:15:50 0.00 0.00
Email 1 1.00 100.00% 0.00% 100.00% 00:00:04 00:00:04 00:07:48 0.00 0.00
mal
5 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00
26 1.00 34.62% 23.08% 100.00% 00:00:14 00:00:14 00:10:26 0.00 0.00
Environment

4 1.00 0.00% 25.00% 100.00% 00:00:35 00:00:05 00:00:49 0.00 0.00
3 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00
1 1.00 100.00% 100.00% 100.00% 00:00:02 00:00:08 00:00:15 0.00 0.00
1 1.00 100.00% 100.00% 100.00% 00:00:12 00:00:05 00:00:25 0.00 0.00
1 0.00 100.00% 0.00% 0.00% 00:00:05 00:00:00 00:00:00 0.00 0.00
3 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00

100.00%

0.00%

20.00%

100.00%

93.33

00:00:00

00:00:00

00:00:00

200:30

0.00

0.00

This report summarizes contact center milestones from a customer perspective, providing the
average response times, revenue and customers satisfaction scores, and various service level
percentages of interactions that enter or begin with the contact center. This report also provides such
summary values as the average revenues generated by each customer segment, by media type, and
to evaluate the average customer satisfaction scores. Attributes applied to these metrics include
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customer segment, service type, and media type.

Use this report to understand such key indicators as how much time elapsed before customers were
connected to agents or received responses, how satisfied customers were with their transactions, and
how much money they spent.

To get a better idea of what this report looks like, view sample output from the report:
HRCXICustomerPerspectiveReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Customer Perspective Report

Prompt Description

From the list, choose a time period on which to

e S22 BRI HiET report, and move it to the Selected list.

Choose the first day from which to gather report

Start Date oo
End Date ggfaose the last day from which to gather report

Optionally, select a configured Customer Segment

Customer Segment on which to report.

Service Type Optionally, select the type of service to include in

the report.
. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Customer Perspective Report

Attribute Description

This attribute enables data within the reporting

USInElls interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data within the reporting
interval to be organized by a particular day within a

DR month and year. Day values are presented in YYYY-
MM-DD format.
Customer Segment This attribute enables data to be organized by the
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Attribute

Service Type

Description
configured customer segment.

This attribute enables data to be organized by the
type of service that was assigned to the
interaction.

Metrics used in the Customer Perspective Report

Metric

Entered

Response Ratio

% Accept Service Level

% First Response Time Service Level

% Finished Service Level

Avg Accept Time Agent (Fmt)

Avg First Response Time (Fmt)

Description

The total number of customer interactions that
entered or began within the contact center and
were assigned this business attribute. This count
includes abandoned interactions.

The ratio of interactions of this business attribute
for which an outbound reply was created to
customers to all accepted interactions of this
business attribute.

For all media types, this ratio could be greater than 1:1.

The service level, measured as a percentage of
interactions that entered this tenant and were
accepted within a user-defined threshold, relative
to all interactions that entered this tenant and were
offered to a resource.

The service level that is delivered for this business
attribute measured as a percentage of customer
interactions that were accepted within a user-
defined threshold, relative to all customer
interactions that were offered to handling
resources.

The percentage of time within the interval that this
agent was engaged with customers, relative to the
total duration within the interval of the agent’s
active session on a particular media channel.

The average amount of time (HH:MM:SS) it took
agents to accept customer interactions of this
business attribute.

This metric is identical to BA Customer\ASA.

The average amount of time (HH:MM:SS) including
mediation duration that elapsed before a first
response to a customer interaction, that was
assigned this business attribute was created.

For synchronous media, a response is considered to have been
created when the interaction was accepted by a handling
resource. For asynchronous media, the first reply to a given
interaction must be sent in order to increment this metric.
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Metric Description

The average duration (HH:MM:SS) of completed
customer interactions that both had a response by
a handling resource and were assigned this
business attribute. This duration includes the entire
lifespan of the interaction including processing,
queueing, and handling.

Avg Finish Response Time (Fmt)

The average customer-satisfaction score of
interactions assigned this business attribute. The
average considers only those interactions for which
customer satisfaction was recorded.

Avg Satisfaction

The average amount of revenue that is generated
for interactions assigned this business attribute.
The average considers only those interactions for
which revenue was generated.

Avg Revenue
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Interaction Volume Business Attribute

Report

This page describes how you can use the (Business Results folder) Interaction Volume Business
Attribute Report to understand the Business Result for interactions, to contrast that result against the
Service Level and against callers' initial objective, and to understand outcomes in light of various

interaction handling metrics.

Understanding the Interaction Volume Business Attribute Report

% First Entered Fin
Tenant Media Type Business Result Customer Segment Service Type Interaction Type Day Response Time with
Service Level Objective  Re
2016-05-25 80.00% 5
2016-05-26 0.00% 1
2016-05-27 0.00% 2
Chat C! Chat ST Inbound 2016-06-01 50.00% 2
. ) % First ) Ent.ered Finished % Abandoned % ASA M_ax Accept  Avg :A!:andf:ned
Service Type Interaction Type Day Response Time with No Accepted L Abandoned Time Agent Waiting Time
. - Accepted Waiting . (Fmt)
Service Level Objective  Response Waiting (Fmt) (Fmt)
2016-05-25 80.00% 5 1 4 80.00% 1 20.00% 00:00:35 00:01:05 00:00:
2016-05-26 0.00% 1 1 0 0.00% 1 100.00% 00:00:00 00:00:00 00:0
2016-05-27 0.00% 2 2 0 0.00% 2 100.00% 00:00:00 00:00:00 00:4
hat_ST Inbound 2016-06-01 50.00% 2 1 1 50.00% 1 50.00% 00:00:05 00:00:05 00:01
Max Accept  Avg Abandoned  Max Abandoned Avg Finish Avg Avg Avg Avg Transfer % Transfer
ASA - .. . .. . Handle Engage Hold Wrap . ..
ed Time Agent Waiting Time Waiting Time Response 2 5 A . Initiated Initiated
(Fmt) (Fmt) (Fmt) (Fmt) Time (Fmt) jikne s s 1L Agent Agent
(Fmt) (Fmt) (Fmt)  (Fmt) 9 9
fault Inboungp nos  00:00:35 00:01:05 00:00:30 00:00:30 00:06:31 00:05:55 00:05:55  00:00:00  00:00:00 0 0.00%
00.00% 00:00:00 00:00:00 00:00:31 00:00:31 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00%
00.00% 00:00:00 00:00:00 00:40:03 01:19:07 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00%
0.00% 00:00:05 00:00:05 00:01:02 00:01:02 00:00:17 00:00:11 00:00:11 00:00:00 00:00:00 0 0.00%
.00% 00:00:00 00:00:00 00:00:33 00:00:33 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00%
0% 00:00:26 00:00:26 00:41:55 00:41:55 00:15:50 00:00:59 00:00:59 00:00:00 00:00:00 1 100.00%
0% 00:00:00 00:00:00 00:00:31 00:00:32 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00%
0% 00:00:05 00:00:05 00:00:00 00:00:00 00:00:19 00:00:13 00:00:13 00:00:00 00:00:00 0 0.00%
£00% 00:00:03 00:00:04 00:00:00 00:00:00 00:15:49 00:04:19 00:04:19 00:00:00 00:00:00 1 20.00%
.00% 00:00:04 00:00:04 00:00:00 00:00:00 00:16:39 00:16:34 00:16:34 00:00:00 00:00:00 0 0.00%
0.00% 00:00:04 00:00:04 00:00:00 00:00:00 00:07:48 00:07:43 00:07:43 00:00:00 00:00:00 0 0.00%
6.15% 00:00:14 00:01:05 00:10:36 01:19:07 00:10:26  00:05:04  00:05:04 00:00:00 00:00:00 2 14.29%
00:00:02 00:00:02 00:00:00 00:00:00 00:00:15  00:00:21 00:00:12  00:00:09  00:00:00 0 0.00%

:00:00

00:00:00

0:00:00

0,
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This report provides detailed information about how interactions that enter the contact center are
categorized into the business-result attributes that are configured in your environment, including
analysis (based on the Entered with Objective metric) of the service level within the perspective of
the total number of interactions that are offered to resources by day over the reporting interval.

If the business-result classification changes during an interaction, Genesys Info Mart attributes the
business result that is in effect when interaction handling ends to the business result that is attached
to the interaction. More accurately, the business result that is associated with the interaction at the
end of the segment with the first handling resource is attached to the interaction.

If the interaction does not reach a handling resource, the last associated
business result is attached to the interaction. Percentages that yield zero (0)
values indicate either 0 duration or 0 count. So, for example, % Abandoned
Waiting could signify either that no interactions of this business result were
abandoned, or that no interactions of this business result entered the contact
center at all.

All of the metrics in this report are disposition metrics, which means that interaction total counts are
attributed to the interval in which the interaction arrives, and only when interaction processing is
complete. Genesys supports customization of the % First Response Time Service Level metric to align
its definition with your business.

Use this report to understand the Business Result for interactions, to contrast that result against the
Service Level and against callers' initial objective, and to understand outcomes in light of various
interaction handling metrics.

To get a better idea of what this report looks like, view sample output from the report:

HRCXlInteractionVolumeBusinessAttributeReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Interaction Volume Business Attribute Report

Prompt Description

From the list, choose a time period on which to

e SEC el HiET report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select a configured Business Result on
which to report.

Start Date
End Date

Business Result

Optionally, select the customer segment to include

Customer Segment in the report.

Service Type Optionally, select the type of service to include in
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Prompt

Media Type

Interaction Type

Tenant

Description
the report.

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
the tenant(s) for which to include data in the
report.

Attributes used in the Interaction Volume Business Attribute

Report

Attribute

Tenant
Media Type

Business Result

Customer Segment

Service Type

Interaction Type

Day

Description

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data to be organized by the
interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by the
configured business result.

This attribute enables data to be organized by the
configured customer segment.

This attribute enables data to be organized by the
type of service that was assigned to the
interaction.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Metrics used in the Interaction Volume Business Attribute Report

Metric

% First Response Time Service Level

Description

The service level that is delivered for this business
attribute, measured as a percentage of customer
interactions that were accepted within a user-
defined threshold, relative to all customer
interactions that were offered to handling
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Metric

Entered With Objective

Finished No Response

Accepted

% Accepted

Abandoned Waiting

% Abandoned Waiting

ASA (Fmt)

Max Accept Time Agent (Fmt)

Description
resources.

The total number of customer interactions that
entered or began within the contact center, were
assigned this business attribute, and either had a
baseline service objective or a response
threshold (defined in the [agg-gim-thld-QUEUE-
IXN] section) that was greater than zero.

The total number of completed interactions for
which no response was created. This count includes
interactions that were abandoned or otherwise
stopped for any reason.

This metric is calculated as the difference between finished
interactions (Finished) and finished interactions that had a
response (Finished Response).

The total number of customer interactions of this
business attribute that were accepted, answered,
pulled, or initiated by a handling resource.

The percentage of customer interactions of this
business attribute that were accepted, relative to
the total number of interactions of this business
attribute that were offered to a handling resource.

This metric relies on the value of the short-abandoned
threshold as configured in the [agg-gim-thid-ID-IXN] section.

The total number of customer interactions of this
business attribute that were abandoned or stopped
for any reason while the interactions were waiting
for the first handling resource. The count includes
customer interactions that were abandoned while
they were ringing at the agent’s desktop or alerting
at the handling resource as well as short-
abandoned interactions.

The percentage of customer interactions of this
business attribute that were abandoned, relative to
the total number of customer interactions of this
business attribute that entered or began within the
contact center during the interval.

The average amount of time (HH:MM:SS) it took
agents to accept, answer, or pull customer
interactions assigned this business attribute.

This metric is identical to BA Customer\Avg Accept Time Agent.

The longest amount of time (HH:MM:SS) that
customer interactions of this business attribute
spent in a queue before the interactions were
accepted by the first handling resource. The
duration starts when the interaction enters or
begins within the contact center and ends when
the interaction is accepted. This metric includes
alert (ring) time.
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Metric

Avg Abandoned Waiting Time (Fmt)

Max Abandoned Waiting Time (Fmt)

Avg Finish Response Time (Fmt)

Avg Handle Time (Fmt)

Avg Engage Time (Fmt)

Avg Hold Time (Fmt)

Avg Wrap Time (Fmt)

Transfer Initiated Agent

% Transfer Initiated Agent

Description

The average amount of time (HH:MM:SS) that
interactions of this business attribute waited within
the contact center before customers abandoned
the interactions or before they were dropped for
any reason. This average includes interactions that
were abandoned or dropped within the short-
abandoned threshold and excludes interactions
that were abandoned or dropped while they were
alerting (ringing) at an agent’s desktop.

The maximum amount of time (HH:MM:SS) that
customer interactions that entered or began within
the contact center and were assigned this business
attribute spent in a queue and/or alerting/ringing at
the first target before the interactions were
abandoned or stopped for any reason.

The average duration, (HH:MM:SS) of completed
customer interactions that both had a response by
a handling resource and were assigned this
business attribute. This duration includes the entire
lifespan of the interaction including processing,
queueing, and handling.

The average amount of time (HH:MM:SS) that
agents spent handling interactions assigned this
business attribute.

The average amount of time (HH:MM:SS) that
agents were engaged with customers on
interactions assigned this business attribute.

The average amount of time (HH:MM:SS) that
customers spent on hold for interactions assigned
this business attribute. This metric is attributed to
the interval in which the interactions were
accepted by a resource.

The average amount of time (HH:MM:SS) that
agents spent performing after call work for
customer interactions that were assigned this
business attribute.

The total number of customer interactions of this
business attribute that agents transferred.

Both warm and blind transfers are reflected in this metric.

The percentage of customer interactions of this
business attribute that agents transferred.

Both warm and blind transfers are reflected in this metric.
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Weekly Business Attribute Dashboard

The (Dashboards and Business Results folders) Weekly Business Attribute
Dashboard provides detailed information and visualizations illustrating how
interactions that enter the contact center are categorized into the business-
result attributes that are configured in your environment.

Weekly Business Attribute Dashboard

Understanding the Weekly Business Attribute Dashboard

The Weekly Business Attribute Dashboard has a tab for each tenant, which is further subdivided into
two tabs:

* Agent-Specific KPIs tab — Visualizations of the weekly volume of interactions agents accepted,
average handle time, and the percentage of interactions that were transferred. Use the Business Result
list to quickly focus the visualization on one result.

* Queue-Specific KPIs tab — Visualizations of the weekly values representing critical queue KPIs:
Entered with Objective, ASA, First Response Time, and Abandoned Waiting. Use the Business Result list
to quickly focus the visualization on one result.

If the business-result classification changes during an interaction, Genesys Info Mart attributes the
business result that is in effect when interaction handling ends to the business result that is attached
to the interaction. More accurately, the business result that is associated with the interaction at the
end of the segment with the first handling resource is attached to the interaction.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
SampleWeekly Business Attribute Dashboard .pdf

Link to video
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The following tables explain the prompts you can select when you generate the dashboard, and the
metrics and attributes that are represented in the dashboard:

Prompts available the Weekly Business Attribute Dashboard

The following table lists prompts available for the Weekly Business Attribute Dashboard:

Pre-set Date Filter
Start Date

End Date

Business Result
Customer Segment

Service Type

Media Type

Interaction Type

Tenant

Prompt

Description
From the convenient list of predefined dates,

choose a date for which to run the report.

Choose the first day from which to gather data into
the dashboard.

Choose the last day from which to gather data into
the dashboard.

Optionally, select one or more business results on

which to focus the report.

Optionally, select one or more customer segments
on which to focus the report.

Optionally, select one or more service types on

which to focus the report.
Optionally, select one or more media types to

include in the report—for example, VOICE, EMAIL,
and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
one or more tenants on which to focus the report.

Attributes used on the Weekly Business Attribute Dashboard

The following table lists attributes used on the Weekly Business Attribute Dashboard:

Business Result

Week

Attribute

Description

Click values in this column to focus the report on
specific business results.

Enables data within the reporting interval to be
organized by a particular week (1-53).
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Metrics used on the Weekly Business Attribute Dashboard

The following table lists metrics used on the Weekly Business Attribute Dashboard:

Metric

Accepted

Avg Handle Time (Fmt)

% Transfer Initiated Agent

Entered With Objective

ASA (Fmt)

% First Response Time Service Level

% Abandoned Waiting

Description

The total number of customer interactions of this
business attribute that were accepted, answered,
pulled, or initiated by a handling resource.

The average amount of time (HH:MM:SS) that
agents spent handling interactions assigned this
business attribute.

The percentage of customer interactions of this
business attribute that agents transferred.

Both warm and blind transfers are reflected in this metric.

The total number of customer interactions that
entered or began within the contact center, were
assigned this business attribute, and either had a
baseline service objective or a response
threshold (defined in the [agg-gim-thld-QUEUE-
IXN] section) that was greater than zero.

The average amount of time (HH:MM:SS) it took
agents to accept, answer, or pull customer
interactions assigned this business attribute.

This metric is identical to BA Customer\Avg Accept Time Agent.

The service level that is delivered for this business
attribute, measured as a percentage of customer
interactions that were accepted within a user-
defined threshold, relative to all customer
interactions that were offered to handling
resources.

The percentage of customer interactions of this
business attribute that were abandoned, relative to
the total number of customer interactions of this
business attribute that entered or began within the
contact center during the interval.

To view more detailed information about the metrics and attributes in this dashboard, and other
metrics and attributes that can be used to customize reports, see the Genesys CX Insights Projects

Reference Guide.
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Callback reports

This page describes reports you can use to learn more about the performance of Callback in your
contact center. Reports in the Callback folder are ready to use, but as always, can be modified to
suit your specific business needs.

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

About Callback reports

B recents Callback Details Report Callback Summary Report
Owner: Administrator
y Owner: Administrator
Modified: Modlfied:
Shared Reparts L 6/6/17 8:08:42 PM 6/6/17 8:08:47 PM
=== Use this report to understand callback success rates in your contact center. The

Use th rt b n cture of how Callback is used
» = repart shows detailed information about the number and percentage of offered e this report fo view a comprenensive piciure of now tafback s used in your
Custom omche that sreres sttt vereue how oy vire donlnod, concalod, or contact center, including detailed information about the volume of callback calls,

success rates, resulting savings, and customer wait times,
abandoned.
M

E Agents
E Business Results

» [EF pashboards

» B8 veteils

" R

> E Outbound Contact

> E Queues

%

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

¢ Callback Details

e Callback Summary

Related Topics:

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

e Learn how to create or customize reports.
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Callback Summary Report

This page describes how you can use the (Callback folder) Callback Summary Report to understand
overall callback success rates in your contact center. It shows, at a glance, the number and

percentage of offered callbacks that were successful, versus how many were declined, canceled, or
abandoned.
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Understanding the Callback Summary Report

Accepted
Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted  Wait for SACCI:::dmuE!Ell:I I?‘lﬁr‘r:lgji‘iﬁe Declined Deci?md
COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT VR 1 1 0 1 [ [ 0.00%
SCHEDULED
SCHEDULED VR 1 1 0 1 [ [ 0.0
20160810
UNKNOWN SCHEDULED VR 1 o 0 0 [ 1 1000
WAIT_FOR_AGENT ~ COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT  IVR 7 7 7 0 [ [ o
COMBINED SCUENIUED AMD WAIT ERB ARENT e 13 o o o n 13 snn
Callback Summary Report
% Saved Avg Av
T Deci?ned Attempted ([‘:;Irﬁzg:d Customer Canj?eled Ahang;oned e Successful Unsuo‘iessm Ene ST?:nid g:vn:({ Mon%y Anelmpt A“TIPI Attegmpl
Connected (Fmt) (Fmy) Saved
0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 000% 000000  00:00:00 0 0.00 1 0
0 0.00% 1 0 0.00%  100.00% 0.00% 0 0.00% 10000%  00:00:00  00:00:00 0 0.00 0 0
0 1 10000% [ 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 000107  00:00:00 0 0.00 0 0
0 0 0.00% 7 3 42.86% 0.00% 0.00% 3 42.86% 5714% 000000 00:00:00 0 0.00 2 1
[
- Report
Avg = 2 = =
Sl oy N e At At Aty (STONe | Mectelo - Amlnelotbmdn Toelotet Vednels | sgTmele
Fmi) Saved (Fmit) Agent (Fmit) (Fmit) (Fmt) (Fmt) (Fmt)
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2312 00:00:00 0 0.00 a 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
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b00  00:00:00 0 0.00 i 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
‘o000 00:00:00 0 0.00 a 0 0 0 00:00-00 00:00:00 00:00:00 00:00-00 00:00:00 00:00:00
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00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
00:0 00:00:00

This report provides detailed information about callbacks that were processed by the contact center,
allowing you to analyse callback performance based on nearly thirty metrics, including:

¢ Total number of accepted, declined, attempted, connected, cancelled, abandoned, and successful

callbacks.

* Percentages of callbacks that were successful, unsuccessful, declined, or connected.
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e Savings resulting from callbacks, including the total amount time and money saved and the average
time and money saved per callback.

* The number of attempts made to complete callbacks, the time customers spent waiting for an agent,
and time customers waited before abandoning a call.

Use this report to view a comprehensive picture of how Callback is used in your contact center,

including detailed information about the volume of callback calls, success rates, resulting savings,

and customer wait times.

To get a better idea of what this report looks like, view sample output from the report:

HRCXICallbackSummaryReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Callback Summary Report

Prompt

Pre-set Date Filter

Start Date

End Date
Queue

Channel

Callback Type

Tenant

Minute Price

Description

From the list, choose a time period on which to
report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select a queue on which to report.

Optionally, select a media channel on which to
report.

Optionally, select the Callback Type to include in
the report—for example, IMMEDIATE,
WAIT_FOR_AGENT, SCHEDULE.

For multi-tenant environments, optionally select
the tenant(s) for which to include data in the
report.

Enter a per-minute price, which is used to calculate

cost savings.

Attributes used in the Callback Summary Report

Attribute

Tenant

Queue

Description

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data within the reporting
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Attribute Description

interval to be organized based on the type of the
virtual queue

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized based
on the type of callback.

Day

Callback Type
Values: {IMMEDIATE,WAIT_FOR_AGENT, SCHEDULE}

This attribute enables data to be organized based
on the type of callback offer that was presented to
the customer.

Values: {SCHEDULED, WAIT_FOR_AGENT,
COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT} For example:

Callback Offer Type J Duri_ng off-hours, only the scheduled option is
available.

e Business rules can also allow only
wait_for_agent option during on-hours, or a
combination of scheduled and

wait_for_agent.

This attribute enables data to be organized based

on the Callback origination channel.
Channel 9

Values={ivr, web}.

Metrics used in the Callback Summary Report

Metric Description
e The total number of times that callback was offered
to a customer.
Accepted The total number of times that callbacks were

accepted by a customer.

The total number of calls that were force-dialed (or
Forced Dialed pushed) regardless of actual agent availability,
because the callback queue was being flushed.

The total number of times that WAIT FOR AGENT
callback was accepted by a customer.

The total number of times that SCHEDULED
callback was accepted by a customer.

The total number of times that IMMEDIATE callback
was accepted by a customer.

Accepted Wait for Agent
Accepted Scheduled

Accepted Immediate
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Metric

Declined
% Declined

Attempted

Customer Connected

% Customer Connected

% Canceled

% Abandoned

Successful

% Successful

% Unsuccessful

Saved Time (Fmt)
Avg Saved Time (Fmt)
Money Saved

Avg Money Saved

Attempt 1

Attempt 2

Attempt 3

Attempt 4

Description

The total number of customer callback offers that
were declined by the customer.

The percentage of customer callback offers that
were declined by the customer.

The total number of callback attempts, including
the one that succeeded.

The total number of times a customer was
connected after callback dialout, including
instances where no agent was connected.

The percentage of customer calls that connected
after callback dialout, including instances where no
agent was connected.

The percentage of callback customer interactions
that were canceled before completion. Includes all
canceled callbacks, whether canceled manually by
the customer, manually by an administrator, or
automatically because the customer called again
before the callback was completed.

The percentage of callback customer interactions
that were abandoned by the customer while
waiting for an agent to connect.

The total number of callbacks that successfully
connected the customer with an agent.

The percentage of callbacks that successfully
connected the customer with an agent.

The percentage of callback customer interactions
that were not completed successfully (because
they were abandoned, declined, or canceled).

The amount of call time (HH:MM:SS) that was
saved because of callback.

The average amount of call time (HH:MM:SS) that
was saved because of callback.

The amount of money saved due to callback,
calculated based on the Minute Price.

The average amount of money that was saved per
callback.

The total number of callback connections that were
successfully completed on the first callback
attempt.

The total number of callback connections that were
successfully completed on the second callback
attempt.

The total number of callback connections that were
successfully completed on the third callback
attempt.

The total number of callback connections that were
successfully completed on the forth callback
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Metric Description
attempt.

After successful callback, the total amount of time
Time To Abandon Waiting For Agent (Fmt) (HH:MM:SS) all customers spent waiting for agents
before abandoning the call.

After a successful callback, the maximum amount
Max Time To Abandon Waiting For Agent (Fmt) of time (HH:MM:SS) any customer spent waiting
before abandoning the call.

After successful callback, the average amount of
Avg Time To Abandon Waiting For Agent (Fmt) time (HH:MM:SS) customers spent waiting for
agents before abandoning the call.

After successful callbacks, the total amount of time
Time To Wait For Agent (Fmt) (HH:MM:SS) all customers spent waiting for an
agent.

After a successful callback, the maximum amount
Max Time To Wait For Agent (Fmt) of time (HH:MM:SS) any customer spent waiting for
an agent.

After a successful callback, the average amount of
Avg Time To Wait For Agent (Fmt) time (HH:MM:SS) a customer spent waiting for an
agent.
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Callback Details Report

This page describes how you can use the (Callback folder) Callback Details Report to understand
overall callback success rates in your contact center. It shows detailed information about the number
and percentage of offered callbacks that were successful, versus how many were declined, canceled,
or abandoned. Reporting on declined callback offers is available in Genesys Engage cloud
deployments only.

Understanding the Callback Details Report

Callback De
remnt | guene e Customer Phone umber simal offersd Accepied  SLICS SEart  mesy tostart  GUURT,  emmackormemea OGS receptea | cont
Timestamp Timestamp Timestamp Time,
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EEIIRIS6356910PSORTOLASIUG000001 6666000
1 1 1 11/06/2014 19:31:30 11/06/2014 19:32:36 11/06/2014 19:33:02 11/06/2014 19:31:30 11/06/2014 19:31:30 11/06/2014 19:31.49
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This report provides detailed information about callbacks that were processed by the contact center,
allowing you to analyse callback performance based on nearly 30 metrics. Use this report to view a
detailed picture of how Callback is used in your contact center, including information about the
volume of callback calls, success rates, resulting savings, and customer wait times.

To get a better idea of what this report looks like, view sample output from the report:
HRCXICallbackDetailsReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:
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Prompts for the Callback Details Report

Prompt

Pre-set Day Filter

Start Time

End Time

Final or Not

Queue
Customer Phone Number

Tenant

Description

Choose a day from the list of preset options. This
prompt overrides the Start Time and End Time
values.

Choose the day and time from which to begin
collecting data into the report. This prompt has no
effect if Pre-set Day Filter is set to anything except
None.

Choose the day and time at which to stop
collecting data into the report.

Enter 1 to restrict the report to only those calls
where callback was dialed, or enter 0 to include all
scheduled Callbacks, even if they were never
dialed.

Select one or more queues from which to gather
data into the report. Default: ALL

Select one or more customer phone numbers for
which to gather data into the report. Default: ALL

Select one or more tenants to include in the report.
Default: ALL

Attributes used in the Callback Details Report

Attribute

Tenant

Queue

Service ID

Customer Phone Number

Forced Dialed

Description

Enables data within the reporting interval to be
organized by tenant. For multi-tenant
environments, the universe connection that you
define points to only one tenant schema in the Info
Mart. New connections are required for access to
other tenant schemas.

Enables data within the reporting interval to be
organized based on the name of the virtual queue.

Enables data within the reporting interval to be
organized based on the original SCXML/GMS
session ID.

Enables data to be organized based on the phone
number provided by the customer for callback.

This number is used to dial out (CUSTOMER_TERMINATED
scenario) or used to execute match by ANI
(CUSTOMER_ORIGINATED scenario).

Enables data to be organized based on whether the
callback queue is being flushed, and dialing (or
push notification) is being forced regardlss of
actual agent availability. (0 = No, 1 = Yes).
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Attribute

Description

A value of 1 (yes) might occur at the end of the day, when
contact center personnel are trying to close the queue for the
day and do not want to leave any callbacks for the next day.

Metrics used in the Callback Details Report

Metric

Offered
Accepted

Service Start Timestamp

Ready To Start Timestamp

Customer Connected Timestamp
Callback Offered Timestamp
Last Callback Offered Timestamp

Callback Accepted Timestamp

Push Delivery Confirmed Timestamp

Customer Ready to Start Timestamp

Desired TimeStamp
Callback Attempts

Expected Wait Time (Fmt)

Callback Offer Time (Fmt)

Description

Indicates whether callback was offered to the
customer. (0=no, 1=yes)

Indicates whether callback was accepted by the
customer. (0=no, 1=yes)

The date and time (UTC) when the Callback service
started.

Either:

The time when the contact center was ready to start the
outbound dial attempt for CUSTOMER_TERMINATED scenarios.
or:

The time when the contact center sent push notification to the
user device in CUSTOMER_ORIGINATED scenarios.

The time when the customer started waiting to be
connected to an agent.

The time when the customer was first offered
callback during the session.

The date and time of the last callback offered to a
customer during the session.

The time when the customer accepted callback
during the session.

The time when the application confirmed that push
notification was received. This is used for
CUSTOMER_ORIGINATED scenarios.

The time when the customer was ready to start
media interaction for CUSTOMER_ORIGINATED
scenarios.

This value is typically set when the application sends a request
for an access number to dial and access code for match
function.

The callback time that was promised to the
customer when callback was scheduled.

The number of times the system attempted to call
the customer back.

The customer expected wait time when the
callback dial attempt was ready to begin.

The amount of time that elapsed between the
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Metric

Last Callback Offer Time (Fmt)

Offline Waiting Time (Fmt)

Establish Time (Fmt)

Connect Waiting Time (Fmt)

Position in Queue
Transfer Failed

Added Agent

Abandon Waiting

Timeout Waiting (Fmt)

Requested Agent Assistance

Callback Offers per Session

Description

instant when a callback was offered to the
customer, and the instant when the customer
accepted or declined the offer.

The duration (in seconds) of the last callback
offered to a customer during the session.

The amount of time that elapsed between when
the customer accepted a callback offer and the
time when they were connected to an agent after
callback.

The amount of time required to establish the
outbound call.

The amount of time that elapsed between when
the customer connected to the callback call and
when an agent was connected.

The customer's position in the queue when the
callback outbound dial attempt was ready to begin.

The number of failed attempts to transfer the
callback interaction to the agent.

Indicates whether an agent was successfully added
to the callback call. (0=no, 1=yes)

Indicates whether the call was abandoned by the
customer while waiting for an agent to connect.
(0=no, 1=yes)

The number of times that a customer was
disconnected because the max timeout limit was
reached.

The number of callbacks that were offered to
customers who had requested agent assistance.
(0=no, 1=yes)

The number of times callback was offered, per
single interaction.
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Customize the report to filter by Desired Time and Dial Result

TOOLS ~ DATA - GRID

Ld ml =5

ALL OBJECTS
| Detail Vl B .
w
| |a ) Customer Forced
Tenant Queue Service ID Phaone Final - Off
Custom Dialed
Number
By Abandoned Waiting
By Accepted
HENKJS63569LDPE0OPTILASLUSO00001 6666000 1 N
Ey Added Agent ' °
Ey callback Accepted Timestamp
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Ey callback Attempts
@ Callback Dim 4 Key HEIIKJS63569LDPEOPTILASLLIS000003 1 No
Ey callback Offer Time
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B} Connect Waiting Time HEIIKJ563569LDPEOPTILASLUSO00005 1 Yes
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P i -
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By Customer Ready To Start Timestam
HENKJ)S63569 L DPEOPTILASLUSO0000T 1 Mo
L Desired Time
(@ Desired Time ) HEIIK.JS63569LDPEOPTILASLUS000008 1 Yes
Eh Desired Timestamp
__-—'—'_“—'_-‘-_-.\---__
Dial Result HEIIK.JS63569L0PBOPTILASLUSO00009 6666000 1 Mo
[En Establish Time
E]', Expected Wait Time HENKJ)S63569 DPEOPTILASLUSO0000A 6666000 1 Yes
Bl Expected Wait Time when Offerad
. Final HENKJS63569LDPE0OPTILASLUS00000EB 6666000 1 Yes
& Forced Dialad
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JEERER RO RESe g HEIIKJS63569LDPEOPTILASLLISO0000D 1 Yes
M 412 of2pages b M
37 items found HENKJ)SE635609LDPEOPTILASLUSOO000E 66666666 1 Mo
El REPORT OBIJECTS HEIKJS63569LDPEOPTILASLUSO0000F  ©666000 1 Mo
a MOX ORIECTS KJS63569LDPEOPTILASLUSO0000G — 66666066
9 NOTES
frj RELATED REPORTS
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Use this procedure to customize this report to organize callback information based on the callback
time customers requested, and result of the callback attempt.

10.

Note that filtering by Desired Time can decrease SQL performance. Genesys
recommends running a report with this modification over a limited period of time,
such as one day or less.

. Log in with an account having Administrator privileges.
. Open and run the Callback Details report.

. In the Save As editor:

1. Click Report Home > Save As.

2. In the Save in field, choose either: Shared Reports > Custom — to make the new report
accessible to other users, or My Reports — to make the new report accessible only to you.

3. Enter a Name for the report, such as Callback Details - By Desired Time, and optionally modify
the Description, or Advanced Options.

4. Click OK.

. In the Report Saved editor, click Run newly saved report.

. The prompts page opens; make appropriate selections and click Run Report.

You can now modify the report:

. In the menu, click Grid > Design to view the Report Objects Editor (if it's not already visible).

. Click All Objects, and browse to GCXI > Callback. Note that objects in the folder are sorted

alphabetically; use the controls at the bottom of the list to see additional objects.

. To organize the data based on the callback time that customers requested:

1. From the list of available objects, drag the attribute Desired Time into the filter panel, and set the
input value for it to Between (enter value 1;value?2).

2. Drag the existing Pre-set and Day and Time Range and Pre-set and Day and Time
Range(Callback) filters out of the panel, to remove them from the report.

. To organize the data based on the result of the callback attempt:

1. From the list of available objects, drag the attribute Dial Result into the report grid.

2. Select forms if required.

Once you have finished editing the report, click Save, and re-run the report to test your changes.

For more information about customizing Genesys CX Insights, see Customizing
reports.
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Attributes used in this procedure

Attribute Description

Enables data to be organized based on the dialing

Dial Result result. Values=BUSY, NO_ANSWER,
ANSWERING_MACHINE, ERROR_TONE, FAX,
PERSON, REDIAL_LIMIT_REACHED.

Desired Time Enables data to be organized based on the callback
time requested by the customer.

For more information about objects you can use to customize Callback reports, see Callback in the
Genesys CX Insights Projects Reference Guide.
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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 R
Interactions Acceptance Dashboard

Chat Termination Report
Owner: Administrator

Co-browse. Owner: Administrator

” Modified:
=== gf;?ﬁ:lo-noa o @ 12/12/19 10:33:26 PM
Dashboards === Th e e . - . This dashboard provides visual summaries for understanding timeframe it takes for agent to accept
is Report vill give the statistics of the session terminations by user and agent. This will further Ikeractions a5 well 25 mieraction acceptance rate and speecl It also captuses percentage of
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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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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Chat Engagement Report

This page describes how you can use the (Chat folder) Chat Engagement Report to learn more about
the number of chat engagements agents had, and the duration of each. Sessions can contain more
than one engagement; each engagement represents an agent's participation in that part of a session.

Understanding the Chat Engagement Report

Chat Engagement Report

Engagement
Handle Time
(Fmt)

Focus Time

Media Acceptance
Tenant Media Type ta (Pmt)

origin Agent Group Agent Name Day Offered Accepted

facebook No Group a1001 surname0l namedl e1001 2018-02-20 1 1 100.00%

This report shows statistics about the number and duration of chat engagements, as well as a
comparison of the total time required to handle each one to the amount of time the agent spent
focused on the engagement.

To get a better idea of what this report looks like, view sample output from the report:
SampleChatEngagementReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:

Prompts for the Chat Engagement Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt Description

From the list, choose a time period on which to
report and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Pre-set Date Filter

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value

Start Date except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

End Date Choose the last day from which to gather report
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Prompt Description

data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Optionally, select the type of media to include in
the report—for example, CHAT, Facebook, Twitter,

Media Type or SMS. See the table Media Type vs Media Origin
for more information.
Tenant Optionally, select a tenant on which to report.

Optionally, select or or more agent groups on which

Agent Group to report.

Optionally, select the chat session place of
origin—for example, CHAT, Facebook, Twitter, or
SMS. See the table Media Type vs Media Origin for
more information.

Media Origin

The following table explains how Media Type differs from Media Origin.

Media Type vs Media Origin

Media Media Type Media Origin

Chat CHAT Chat

Facebook private messaging CHAT Facebook

Facebook public messaging Facebook Facebook

Twitter direct message CHAT Twitter

Twitter Twitter Twitter

SMS SMS SMS

WhatsApp CHAT WhatsApp

Attributes used in Chat Engagement Report

Attribute Description Data Mart Column
Enables data within the reporting
Tenant interval to be organized by TENANT.TENANT_NAME
tenant.

Enables data within the reporting
interval to be organized by media
type—for example, CHAT,

Media Type Facebook, Twitter, or SMS. See MEDIA_TYPE.MEDIA_NAME
the table Media Type vs Media
Origin for more information.
Enables data to be organized by
Media Origin R T EIET Gl CHAT SESSION_DIM.MEDIA_ORIGIN

originated—for example, CHAT,
Facebook, Twitter, or SMS. See
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Attribute

Agent Group

Agent Name

Day

Description

the table Media Type vs Media
Origin for more information.

Enables data to be organized by
the groups to which agents
belong. An agent can belong to
more than one agent group.

Enables data to be organized by
certain attributes of the agent
who is associated with the
interaction.

Enables data within the reporting
interval to be organized by a
particular day.

Data Mart Column

GROUP_.GROUP_NAME

WHERE GROUP_.GROUP_TYPE_CODE in
("AGENT', 'UNKNOWN','NO_VALUE')

RESOURCE_GI2.AGENT_NAME

DATE_TIME.LABEL_YYYY_MM_DD

Metrics used in the Chat Engagement Report

Metric

Offered

Accepted

Acceptance Rate

Engagement Handle Time (Fmt)

Focus Time (Fmt)

Description

Total number of engagement
which were offered to the agents.

Total number of assigned
engagements which were
accepted by the agents.

Percentage of accepted
engagements / assigned
engagements.

Total duration (HH:MM:SS) of the
agent engagement. Calculated
as the difference between the
time when the agent joins the
chat and the time when the
agent leaves the chat (or the
time the chat ends).

The total amount of time
(HH:MM:SS) spent handling chat
interactions received by agent(s)
or agent group(s). This metric
excludes dormant time.

Source or Calculation

AG2_AGENT_[*].OFFERED

AG2_AGENT_[*].ACCEPTED

Offered / Accepted
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Chat Message Statistics Report

This page describes how you can use the (Chat folder) Chat Message Statistics Report to learn more
about how chat is used in the contact center.

Understanding the Chat Message Statistics Report

Chat Message Statistics Report

Avg Avg Messages Avg Characters per
- Messages -
Day Tenant Media Type sent by sent by Session typed by
Customer ent
Agent Ag
Environment Chat 3.52 4.03 176.07
201B8-02-19
Total 3.52 4.03 176.07
Environment Chat 3.15 3.71 157.61
2018-02-20
Total =jnalls <o 1/l 157.61
Total 3.36 3.89 167.94

This report provides detailed information about the number and duration of chat messages
exchanged between customers and agents.

To get a better idea of what this report looks like, view sample output from the report:
Sample Chat Message Statistics Report.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:

Prompts for the Chat Message Statistics Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt Description

From the list, choose a time period on which to
report, and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value

Pre-set Date Filter

Start Date
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Prompt

End Date

End Reason

Media Type

Tenant

Description

except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Optionally, show only chat sessions that ended for
a given reason.

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select a tenant on which to report.

Attributes used in Chat Message Statistics Report

Attribute

Day
Tenant

Media Type

Description

This attribute enables data within the reporting
interval to be organized by a particular day.

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data within the reporting
interval to be organized by media type.

Metrics used in the Chat Message Statistics Report

Metric

Avg Messages sent by Agent
Avg Messages sent by Customer

Avg Characters per Session typed by Agent

Description

The average number of messages sent by agents,
per chat session.

The average number of messages sent by callers /
customers, per chat session.

The average number of characters typed by
agents, per session.
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Chat Session Report

This page describes how you can use the (Chat folder) Chat Session Report to learn more about the
volume of chat sessions handled in your contact center within a specific time period, including details
about the number of messages within chat sessions, and about how often chat sessions were missed

or transferred.

Understanding the Chat Session Report

Media

Tenant Media Type origin

2019-02-20
facebook
Total
2019-01-30
2019-02-11
2019-02-20
Chat
Environment unknown 2019-02-22
2019-03-01
2019-03-04
Total
Total
Total

Total

Chats

[ T

16

17

17
17

Chat Session Report

Chats
Missed

H M B M O M o © © © © o

Chats % Chats
Transferred Missed

0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
20.00%
0.00%
6.25%
5.88%

5.88%

H B K H 85 @ 8 8 B & © o

5.88%

% Chats
Transferred

0.00%
0.00%
0.00%
100.00%
0.00%
0.00%
0.00%
0.00%
6.25%
5.88%
5.88%

5.88%

Messages
Prom
Customer

0

o

12
12
12
12

Messages
From Agent

1
1
al

0
0

]
10
10
10

Avg Session
Time (Fmt)

00:00:20
00:00:20
00:01:06
00:02:12
00:22:47
00:54:39
00:01:14
00:09:38
00:10:28
00:09:52
00:09:52

00:09:52

This report shows statistics about the number of chat sessions handled, and session durations, as
well as the number and percentage of chat sessions that were missed or transferred, and the number

of chat messages within the chat sessions.

To get a better idea of what this report looks like, view sample output from the report:

SampleChatSessionReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:

Prompts for the Chat Session Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt

Pre-set Date Filter

Start Date

Description

From the list, choose a time period on which to
report and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Choose the first day from which to gather report

Genesys Customer Experience Insights User's Guide

282



Report descriptions

Chat reports

Prompt

End Date

Media Type

Tenant

Media Origin

Description

data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains

no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains

no data.

Optionally, select the type of media to include in
the report—for example, CHAT, Facebook, Twitter,
or SMS. See the table Media Type vs Media Origin
for more information.

Optionally, select a tenant on which to report.

Optionally, select the chat session place of
origin—for example, CHAT, Facebook, Twitter, or
SMS. See the table Media Type vs Media Origin for

more information.

The following table explains how Media Type differs from Media Origin.

Media
Chat
Facebook private messaging
Facebook public messaging
Twitter direct message
Twitter
SMS
WhatsApp

Media Type vs Media Origin
Media Type
CHAT
CHAT
Facebook
CHAT
Twitter
SMS
CHAT

Attributes used in Chat Session Report

Attribute

Tenant

Media Type

Description

This attribute enables data within
the reporting interval to be
organized by tenant.

This attribute enables data within
the reporting interval to be
organized by media type—for
example, CHAT, Facebook,
Twitter, or SMS. See the table
Media Type vs Media Origin for
more information.

Media Origin

Chat

Facebook

Facebook

Twitter

Twitter

SMS

WhatsApp

Data Mart Column

TENANT.TENANT_NAME

MEDIA_TYPE.MEDIA_NAME
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Attribute Description Data Mart Column

This attribute enables data to be
organized by where the chat
session originated—for example,
Media Origin CHAT, Facebook, Twitter, or SMS.  CHAT_SESSION_DIM.MEDIA_ORIGIN
See the table Media Type vs
Media Origin for more
information.

This attribute enables data within
Day the reporting interval to be DATE_TIME.LABEL_YYYY_MM_DD
organized by a particular day.

Metrics used in the Chat Session Report

Metric Description Source or Calculation

The total number of chat

Chats .
sessions.

SESSIONS_MISSED = sum(case
Total number of chats requested when

. by clients that were not sf.MSG_FROM_CUSTOMERS_COUNT
Chats Missed answered by agents during the > 0 and
reporting period. sf.MSG_FROM_AGENTS_COUNT =

0 then 1 else 0 end))

SESSIONS_TRANSFERRED =
sum(case when
sfAGENTS_COUNT> 1 then 1
else 0 end)

Total number of chats that were
Chats Transferred transferred to an agent during
the reporting period.

Percentage of chats requested by
% Chats Missed clients that were not answered Total Missed Chats / Total Chats
by agents.

Percentage of chats requested by
% Chats Transferred clients that were transferred to
an agent.

Total Transferred Chats / Total
Chats

Total number of customer
Messages From Customer messages in all chat sessions AG2_CHAT_STATS x.MSG_FROM_CUSTOMERS
within the reporting period.

Total number of agent messages
Messages From Agent in all chat sessions within the AG2_CHAT _STATS x.MSG_FROM_AGENTS
reporting period.

The average duration
Avg Session Time (Fmt) (HH:MM:SS) of chat sessions Session Time / Media Session
within the reporting period.
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Chat Termination Report

This page describes how you can use the (Chat folder) Chat Termination Report to learn more about

how chat calls terminated.

Understanding the Chat Termination Report

. Media

Day Tenant Media Type Sessions
Environment Chat 117

2018-02-19
Total 117
Environment Chat 92

2018-02-20
Total 92
Total 209

Chat Termination Report

Se::gon Customer % Customer
. + Terminated Terminated
Time
00:00:36 0 0.00%
00:00:36 0 0.00%
00:00:32 0 0
00:00:32 0 0.00%
00:00:34 0 0.00%

Agent

Terminated

% Agent
Terminated

100.00%
100.00%

100.00%
100.00%
100.00%

Sessions
Inactive

%
Sessions
Inactive

0.00%

0.00%

0.00%
0.00%

This report shows statistics about how interactions were terminated; whether by the client, by the
agent, due to inactivity, or for some other reason.

To get a better idea of what this report looks like, view sample output from the report:

SampleChatTerminationReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:

Prompts for the Chat Termination Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt

Pre-set Date Filter

Start Date

End Date

Description

From the list, choose a time period on which to
report, and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains

no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value
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Prompt

End Reason

Media Type

Tenant

Description

except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Optionally, show only chat sessions that ended for
a given reason.

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select a tenant on which to report.

Attributes used in Chat Termination Report

Attribute

Day
Tenant

Media Type

Description

This attribute enables data within the reporting
interval to be organized by a particular day.

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data within the reporting
interval to be organized by media type

Metrics used in the Chat Termination Report

Metric
Media Sessions
Avg Session Time

Customer Terminated

% Customer Terminated

Agent Terminated

% Agent Terminated

Sessions Inactive

% Sessions Inactive

Terminated Due to Other Reasons

Description
The total number of media sessions.
The average session duration (HH:MM:SS).

The total number of sessions that were terminated
by the caller.

The percentage of sessions that were terminated
by the caller.

The total number of sessions that were terminated
by the agent.

The percentage of sessions that were terminated
by the agent.

The total number of sessions that were terminated
due to inactivity.

The percentage of sessions that were terminated
due to inactivity.

The total number of sessions that terminated for
any reason other than interruption by the agent,
abandonment or interruption by the caller, or
inactivity.
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Interactions Acceptance Dashboard

This page describes how you can use the (Chat folder) Interactions Acceptance Dashboard to
understand how long it takes for agents to accept customer interactions, and to identify what
percentage of interactions are accepted promptly, or with some delay.

Note that the term 'dashboard' is used interchangeably with the term 'dossier’. Dashboards / dossiers
provide an interactive, intuitive data visualization, summarizing key business indicators (KPIs). You
can change how you view the data by using interactive features such as selectors, grouping, widgets,
and visualizations, and explore data using multiple paths, through text, data filtering, and layers of
organization.

Understanding the Interactions Acceptance Dashboard

e s Pk L & rewmta Lazemy

3 =y 5 = 100.00% 3

¥ e

i

The Interactions Acceptance Dashboard

The Interactions Acceptance Dashboard shows detailed statistics about the speed and rate of
agent acceptance of customer interactions. The report displays the time it takes for agents to accept
interactions, and the percentage of interactions that are accepted promptly, or with some delay. Use
this report to understand interaction acceptance rate and speed, which you can use to optimize
agent performance and, by monitoring the time that customers wait before connecting to an agent,
help to improve customer experience.

To get a better idea of what this dashboard looks like, view sample output from the report:
Sample Interactions Acceptance Dashboard.pdf

The following table explains the prompts you can select when you generate the Interactions
Acceptance Dashboard:

Prompts on the Interactions Acceptance Dashboard

Prompt Description
Pre-set Date Filter Choose a time period from the list of preset options
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Start Date

End Date

Media Type

Tenant

Agent Group

Media Origin

and move it to the Selected list. If this prompt is
set to anything other than none, the Date prompts
are ignored. Default: Year to Date

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Optionally, select the type of media to include in
the report—for example, CHAT, Facebook, Twitter,
or SMS. See the table Media Type vs Media Origin
for more information.

Optionally, select one or more tenants to include in
the report.

Optionally, select one or more Agent Groups from
which to gather data into the report.

Optionally, select the chat session place of
origin—for example, CHAT, Facebook, Twitter, or
SMS. See the table Media Type vs Media Origin for
more information.

The following table explains how Media Type differs from Media Origin.

Media
Chat
Facebook private messaging
Facebook public messaging
Twitter direct message
Twitter
SMS
WhatsApp

Media Type vs Media Origin

CHAT
CHAT
Facebook
CHAT
Twitter
SMS
CHAT

Media Type Media Origin

Chat
Facebook
Facebook
Twitter
Twitter
SMS
WhatsApp

The following table explains the attributes used on the Interactions Acceptance Dashboard:

Attributes on the PR Performance Dashboard / Queue tab

Attribute

Tenant

Description Source Table

Enables data within the reporting
interval to be organized by
tenant. For multi-tenant

environments, the GCXI Project

AG2_*.TENANT.KEY???

connection points to only one
Info Mart tenant schema. New
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connections are required for
access to other tenant schemas.

Enables data to be organized
based on the media type of the

Media Type interaction: for example. Voice,  MEDIA_TYPE.MEDIA_NAME???
Email, or Chat.
Enables data to be organized

Media Origin DEECE € LY VR T AET Sesaon  euer aEemial B MESIA GRIEN

originated; for example, Chat,
Facebook, Twitter, or SMS.

Enables data within the reporting
interval to be organized by the
Agent Group groups to which agents belong. GROUP_A.GROUP_NAME
An agent can belong to more
than one agent group.

Enables data to be organized by
certain attributes of the agent
who is associated with the
interaction.

Agent Name RESOURCE_A.AGENT_NAME

Enables data within the reporting
interval to be organized by a

Day particular day within a month
and year. Day values are
presented in YYYY-MM-DD format.

FORECAST DATE_TIME.LABEL_YYYY_MM DD,
DATE_TIME.LABEL_YYYY MM _DD

The following table explains the metrics used on the Interactions Acceptance Dashboard:

Metrics on the Interactions Acceptance Dashboard

Metrics Description Source Table or Calculation

The total number of
engagements that were offered
Offered to agents. Identical to the metric ~ AG2_CHAT_AGENT_*.OFFERED
'Interactions Initiated by
Consumers'.

The total number of assigned

engagements that were accepted AG2_CHAT_AGENT.ACCEPTED,

by agents. Identical to the metric =~ AG2_CHAT_AGENT_GRP.ACCEPTED
'Interactions Accepted'.

Accepted

The percentage of engagements  Calculated as the value of the

that were accepted by agents. Chat > Agent > Offered metric
HEEREIED M Identical to the metric '% divided by the value of the Chat
Interactions Accepted'. > Agent > Accepted metric.

The average amount of time Calculated as the value of the

Avg Duration for Accepting ([H]:MM:SS) that passed after an Chat > Agent > Alert Duration

; metric divided by the value of
Interactions engagement was offered, before
it was accepted by an agent. the Chat > Agent > Accepted

metric.
The maximum amount of time
Max Duration for Accepting ([H]:MM:SS) that passed after an AG2_CHAT_AGENT.INVITE_ACC_TIME_MAX,
Interactions engagement was offered, before  AG2_CHAT_AGENT_GRP.INVITE_ACC_TIME_MAX

it was accepted by an agent.
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% Interactions Less Time to
Accept

% Interactions Long Time to
Accept

The percentage of interactions
that were accepted by an agent
before the amount of time
configured as the value of the
option accepted-duration-
threshold in the agg-gim-thld-
CHAT-ACC section.

The percentage of interactions
that were accepted by an agent
after the amount of time
configured as the value of the
option accepted-duration-
threshold in the agg-gim-thld-
CHAT-ACC section.

Calculated as the value of the
Chat > Agent > Interactions Less
Time to Accept metric divided by
the value of the Chat > Agent >
Accepted metric.

Calculated as the value of the
Chat > Agent > Interactions
LongTime to Accept metric
divided by the value of the Chat
> Agent > Accepted metric.
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Interactions Acceptance Report

Use this report to view statistics about the acceptance of interactions by agents, including the
amount of time it took for agents to accept interactions, and the number and percentage of
interactions that were accepted quickly, or with a delay.

Understanding the Interactions Acceptance Report

Interactions Acceptance Report
% Avg Duration for Max Duration for % Interactions % Interactions
Media Media Interactions
Tenant 5 || e Agent Group Agent Name Day e Interactions Accepting Accepting Less Time to Long Time to
VP! g: P Accepted Interactions (Fmt) Interactions (Fmt) Accept Accept
2019-08-18 . 100.00% 00:00:06 00:00:09 100.008 0.008
2019-0-26 s 100.008 00:00:08 00:00:13 50.008 20.008
a1002_4002  a1002_4002 a1002_4002 2019-10-08 . 100.00% 00:00:04 00:00:06 100.008 0.00%
Agnet_grp-2
2019-10-09 . 100.00% 00:00:07 00:00:13 75.008 25008
Total 19 100.00% 00:00:06 00:00:41 89.47% 10.53%
Total 19 100.00% 00:00:06 00:00:41 89.47% 10.53%
2019-08-13 1 100.008 00:00:02 00:00:02 100.008 0.008
2019-09-26 s %0.00% 00:00:20 00:01:05 33,33 65678
2019-08-17 2 100.00% 00:00:07 00:00:08 100.008 0.008
2019-0-18 12 100.008 00:00:07 00:00:16 75.008 25.008
2019-09-19 2 100.00% 00:00:08 00:00:12 s0.008 s0.008
2019-08-20 s 100.00% 00:00:05 00:00:08 100.008 0.008
2019-09-23 . 75.008 00:00:15 00:00:50 6333 16.67
at001 4002 atoon a1001_002
Chat 2019-09-26 7 100.00% 00:00:05 00:00:11 85.71% 14.29%
2019-08-27 1 100.008 00:00:06 00:00:06 100.008 0.008
2018-10-01 1 100.00% 00:00:02 00:00:02 100.00% 0.008
Customerdo-02_Agentorp
i 2019-10-03 . 100.00% 00:00:09 00:00:11 75.008 25.008
2019-10-08 1 100.008 00:00:06 00:00:13 8333 16.67
2019-10-08 3 02.068 00:00:07 00:00:14 76924 23.088
Total 79 95.18% 00:00:09 00:03:47 75.95% 24.05%
2019-09-15 1 100.008 00:00:03 00:00:03 100.008 0.008
avtromment. | ctat 2019-08-20 1 100.00% 00:00:08 00:00:08 100,008 0.008
al008 4002 a1008 a1008_4002  2018-10-08 ) 100.00% 00:00:24 00:00:24 0.00% 100. 008
2019-20-09 2 100.00% 00:00:11 00:00:16 s0.008 s0.008
Total 5 100.00% 00:00:11 00:00:51 60.00% 40.00%
Total 84 95.45% 00:00:09 00:04:38 75.00% 25.00%
Total 103 96.26% 00:00:08 00:05:19 77.67% 22.33%
2019-10-03 1 100.00% 00:00:09 00:00:00 100.008 0.008
a1002 4002 a1002_4002 21002 4002 2018-10-10 2 100.00% 00:00:08 00:00:13 50,008 s0.008
Agnet_grp-2
Total 3 100.00% 00:00:08 00:00:22 66.67% 33.33%
Total 3 100.00% 00:00:08 00:00:22 66.67% 33.33%
2019-09-16 1 100.008 00:00:11 00:00:11 0.008 100,008
Facabock 2019-09-30 1 100.00% 00:00:04 00:00:04 100.008 0.00%
at001_s002  ato0 a1001_4002  2018-10-03 ) 100.00% 00:08:14 00:08:14 0.00% 100. 008
Customerdo-02_AgentGrp
- 2019-10-10 3 100.00% 00:00:07 00:00:11 83.33% 16.67%

T . 66.67%

Customer experience is directly impacted if there is a delay before an agent accepts an interaction.
Use this report to understand interaction acceptance rate and speed, which can help you to optimize
the agent performance and consumer experience.

To get a better idea of what this report looks like, view sample output from the report:
InteractionsAcceptanceReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:
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Prompts for the Interactions Acceptance Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt

Pre-set Date Filter

Start Date

End Date

Media Type

Tenant

Agent Group

Media Origin

Description

From the list, choose a time period on which to
report and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Optionally, select the type of media to include in
the report—for example, CHAT, Facebook, Twitter,
or SMS. See the table Media Type vs Media Origin
for more information.

Optionally, select a tenant on which to report.

Optionally, select one or more Agent Groups from
which to gather data into the report.

Optionally, select the chat session place of
origin—for example, CHAT, Facebook, Twitter, or
SMS. See the table Media Type vs Media Origin for
more information.

The following table explains how Media Type differs from Media Origin.

Media
Chat
Facebook private messaging
Facebook public messaging
Twitter direct message
Twitter
SMS
WhatsApp

Media Type vs Media Origin

Media Type Media Origin
CHAT Chat
CHAT Facebook
Facebook Facebook
CHAT Twitter
Twitter Twitter
SMS SMS
CHAT WhatsApp
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Attributes used in Interactions Acceptance Report

Attribute

Tenant

Media Type

Media Origin

Agent Group

Agent Name

Day

Metrics used in the Interactions Acceptance

Metric

Interactions Accepted

% Interactions Accepted

Avg. Duration for Accepting
Interaction

Description

Enables data within the reporting
interval to be organized by
tenant.

Enables data within the reporting
interval to be organized by media
type—for example, CHAT,
Facebook, Twitter, or SMS. See
the table Media Type vs Media
Origin for more information.

Enables data to be organized by
where the chat session
originated—for example, CHAT,
Facebook, Twitter, or SMS. See
the table Media Type vs Media
Origin for more information.

Enables data within the reporting
interval to be organized by the
groups to which agents belong.
An agent can belong to more
than one agent group.

Enables data to be organized by
certain attributes of the agent
who is associated with the
interaction.

Enables data within the reporting
interval to be organized by a
particular day.

Description

The number of interactions
accepted during the reporting
period. This metric is identical to
Chat > Agent > Accepted.

Percentage of interactions which
were accepted, relative to the
total number of interactions
initiated by customers. This
metric is identical to Chat >
Agent > Acceptance Rate.

Average amount of time
([H]:MM:SS) that elapsed before
agents accepted interactions.

Data Mart Column

TENANT.TENANT_NAME

MEDIA_TYPE.MEDIA_NAME

MEDIA_ORIGIN.MEDIA_ORIGIN

GROUP_A.GROUP_NAME

RESOURCE_A.AGENT_NAME

DATE_TIME.LABEL_YYYY_MM_DD

Report
Source or Calculation

AG2_CHAT AGENT.ACCEPTED,
AG2_CHAT_AGENT_GRP.ACCEPTED

Calculated as the value of Chat >
Agent > Accepted divided by the
value of Chat > Agent > Offered.

Calculated as the value of Chat >
Agent > Alert Duration divided
by the value of Chat > Agent >
Accepted.
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Metric

Max. Duration for Accepting
Interaction

% Interactions Less Time to
Accept

% Interactions Long Time to
Accept

Description

The maximum amount of time
([H]:MM:SS) that elapsed before
an agent accepted an
interaction.

The percentage of interactions
that were accepted by an agent
before the amount of time
configured as the value of the
option accepted-duration-
threshold in the agg-gim-thld-
CHAT-ACC section.

The percentage of interactions
that were accepted by an agent
after the amount of time
configured as the value of the
option accepted-duration-
threshold in the agg-gim-thld-
CHAT-ACC section.

Source or Calculation

AG2_CHAT AGENT.INVITE_ACC_TIME_MAX,
AG2_CHAT_AGENT GRP.INVITE_ACC_TIME_MAX

Calculated as the value of the
Chat > Agent > Interactions Less
Time to Accept metric divided by
the value of the Chat > Agent >
Accepted metric.

Calculated as the value of the
Chat > Agent > Interactions
LongTime to Accept metric
divided by the value of the Chat
> Agent > Accepted metric.
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Pre-Agent Termination Report

This page describes how you can use the (Chat folder) Pre-Agent Termination Report to learn more
about calls that terminated without connecting to an agent.

Understanding the Pre-Agent Termination Report

Pre-Agent Termination Report

. . . Avg Duration Max Duration %

Day Scersesalt:a ends Asbeasns ;oonnes a Soefsfs::en; Before Before Abandoned
Abandonment (Fmt) Abandonment (Fmt) Sessions

2011-01-14 56 4 56 00:00:37 00:01:49 7.14%
2011-01-24 162 16 160 00:00:16 00:00:31 9.88%
2011-04-11 23 2 23 00:00:39 00:01:00 8.70%
2011-04-13 8 0 8 00:00:00 00:00:00 0.00%
2011-04-14 3 0 3 00:00:00 00:00:00 0.00%
2011-04-25 2 0 2 00:00:00 00:00:00 0.00%
2011-11-03 9 0 9 00:00:00 00:00:00 0.00%
2011-11-08 18 0 18 00:00:00 00:00:00 0.00%
2011-11-10 8 0 8 00:00:00 00:00:00 0.00%
Total 289 22 287 00:00:22 00:01:49 7.61%

This report shows statistics for interactions that were terminated before connecting to an agent,
including:

e Sessions created
e Sessions abandoned

e The average duration before the sessions were abandoned
Use this report to understand the circumstances that led to pre-agent termination of interactions.

To get a better idea of what this report looks like, view sample output from the report:
SamplePreAgentTerminationReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:
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Prompts for the Pre-Agent Termination Report

Prompt

Pre-set Date Filter
Start Date

End Date

Tenant

Attributes used in Pre-Agent Term

Attribute

Day

Description

From the list, choose a time period on which to
report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

For multi-tenant environments, optionally select
the tenant(s) for which to include data in the
report.

Ination Report

Description

This attribute enables data within the reporting
interval to be organized by a particular day.

Metrics used in the Pre-Agent Termination Report

Metric

Sessions Created

Sessions Abandoned

Sessions Offered

Avg Duration Before Abandonment (Fmt)

Max Duration Before Abandonment (Fmt)

% Abandoned Sessions

Description

The total number of sessions created during the
reporting period.

The number of sessions during the reporting period
that were abandoned by the caller before
connecting to an agent.

The total number of sessions offered during the
reporting period.

The average duration (HH:MM:SS) of sessions that
were subsequently abandoned by the caller
without connecting to an agent.

The maximum length of time(HH:MM:SS) that any
caller waited before abandoning the call without
connecting to an agent.

The percentage of sessions that were abandoned
without connecting to an agent, relative to the total
number of sessions that were established.
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Asynchronous Chat Dashboard

Use the (Chat >) Asynchronous Chat Dashboard to see detailed information about asynchronous
(async) chat sessions in the contact center. Async chat sessions are single chat sessions between a
customer and a contact center that last for a long period of time (potentially several days). Agents
can return a chat session back into the workflow (into a dormant state), and then reconnect to the
session later.

Note that this dashboard, like many other reports and dashboards, can provide useful information
only if your environment is configured to provide it.
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Understanding the Asynchronous Chat Dashboard
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Media Sessions - Overview

Regular Sessions

Total Focus Time for Regular Se... % Focus Time for Regular Sessio...
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3,124 183:42:13 81.08%
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Async 649 12:41:24 00:01:10 Avg Focus Time
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Async Sessions Focus Time Avg Focus Time Avg Handle Time Avg Touches
809 42:51:56 00:01:16 00:03:12 3.57
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211 00:00:21 00:00:48 00:00:00 0
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0:04:02
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0:102:53
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0:02:18 Il Awg Handle Time
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0:00:35
2018-07-31 2018-08-01
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Specially designed to capture information about async chat sessions, the dashboard is divided into
two tabs:

¢ Media Sessions — This tab provides several tools you can use to compare the number and relative focus
time for regular versus Async chat sessions, and to compare the relative performance of agent groups.
It includes three handy charts illustrating the number of sessions handled over a period of days,
comparing the number of sessions handled by various agent groups, and comparing the average focus
time for various agent groups.

e Async Sessions — This tab provides more detailed information about Async sessions, helping you to
understand how customers experience Async chat sessions. It includes charts that illustrate several
statistics, including Handle Time, Session Inactive Time, Idle Time (as compared to Focus Time), and
compares Touches to Dormant Periods.

Note that this dashboard displays information only about completed async chat sessions. You can
view not-yet-completed chat sessions in other Genesys CX Insights chat reports, which combine
metrics for regular or async sessions without distinguishing between the two.

Use this dashboard to evaluate the relative efficiency of async chat sessions, compared to regular
chat sessions, and to understand how agents interact with Async chat sessions in your contact
center.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
HRCXIAsynchronousChatDashboard.pdf

The following tables explain the prompts you can select when you generate the dashboard, and the
attributes and metrics that are represented in the dashboard:

Prompts for the Asynchronous Chat Dashboard

Prompt Description

From the list, choose a time period on which to

AlrESEf? DR iy report, and move it to the Selected list.

Start Date Choose the first day from which to gather report

data.
End Date ggé)aose the last day from which to gather report
Optionally, select the type of media to include in
Media Type the dashboard — for example, VOICE, EMAIL, and
CHAT.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
dashboard.
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Attributes used in the Asynchronous Chat Dashboard

Attribute Description

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, Voice,
Email, and Chat.

This attribute enables data to be organized by the
mode (Regular or Async).

Day

Mode

This attribute enables data within the reporting

Tenant interval to be organized by tenant.

Metrics used in the Asynchronous Chat Dashboard

The Asynchronous Chat Dashboard is divided into two tabs:

¢ Media Sessions

e Async Sessions

Metric Description
Media Sessions tab

The total number of online chat sessions started
within the reporting period.

The total amount of time (HH:MM:SS), during the
reporting period, that agents spent handling
regular chat interactions received by the agent or
agent group.

Regular Sessions

Total Focus Time for Regular Sessions

The percentage of agent time, during the reporting
% Focus Time for Regular Sessions period, that agents spent handling Async chat
interactions received by the agent or agent group.

The total number of Async chat sessions started
within the reporting period.

The total amount of time (HH:MM:SS), during the
Total Focus Time for Async Sessions reporting period, that agents spent working on
Async chat sessions.

Async Sessions

The percentage of Async chat sessions that were
handled with one touch. This metric counts
sessions that were either never placed in dormant
state, were placed in a dormant state once, and
never woken from that state, and includes sessions
whether ended by agent, customer, or by timeout.

% First Touch Resolution for Async Sessions

Sessions Handled The total number of online chat sessions started
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Metric

Avg Focus Time
Async Sessions tab

Async Sessions

Focus Time

Avg Focus Time

Avg Handle Time
Avg Touches

Avg Dormant Period

Avg Dormant Time

Avg Idle Time (no Agent)

Avg Idle Time (Agent Present)

Session Inactive Time

Focus Time

Idle Time (Agent Present)

Description
within reported period.

The average amount of time (HH:MM:SS), spent
handling chat interactions received by agent(s).

The total number of Async chat sessions started
within the reporting period.

The total amount of time (HH:MM:SS) spent
handling Async chat interactions received by
Agent(s) or Agent Group(s). This metric excludes
dormant time.

The average amount of time (HH:MM:SS), spent
handling Async chat interactions received by
Agent(s).

The average duration (HH:MM:SS) of Async chat
sessions.

The average number of times sessions were in
active state (not dormant).

The average number of times sessions entered a
dormant state during the reporting period.

The average amount of time (HH:MM:SS) that
customer interactions ware in the dormant state or
on hold (with no Agent participant). Routing time is
excluded from dormant time.

The average amount of time (HH:MM:SS),
exceeding the configured threshold, with no
activity when interaction was in the active state
and no agents were participating in the chat.

The average amount of time (HH:MM:SS),
exceeding the configured threshold, with no
activity when interaction was in the active state
and at least one agent was participating in the
chat.

The total amount of time that sessions were
inactive during the reporting period.

The total amount of time (HH:MM:SS) spent
handling (excluding dormant time) Async chat
interactions received by Agent(s) or Agent
Group(s).

The total amount of time (HH:MM:SS), with no
activity, when interaction was in the active state
and at least one agent was participating in the
chat. This metric counts only the time that exceeds
the configured threshold.
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Chat Bot reports and dashboards

This page describes reports or dashboards you can use to learn more about chat bot volumes,
statistics, and outcomes in your contact center. Reports in the Chat Bot folder are ready-to-use, but
as always, can be modified to suit your specific business needs.

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

About Chat Bot reports

o
(=]
[=]

Datasets Bot Dashboard

ecents Owner: Administrator Owner: Administrator
MDdifléd: Modified:

Shared Reports 3/13/18 3:45:38 PM 3/13/18 3:45:39 PM
This folder contains the Bot Gateway Server historical reports. Provide visual summaries of bots participation in BGS sessions.
Custom
CX Insights
Agents
Business Results

Callback

Chat

Datasets
Dashboards
Details
Outbound Contact
Predictive Routing
Queues

My Reports

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

¢ Bot 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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Bot Dashboard
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Bot Dashboard — Bot Sessions

The Bot Dashboard provides a dashboard-style summary that you can use to evaluate the impact of
Chat Bot, including visualizations of session and message volumes, and breaks down sessions based
on whether bots, agents, or both, were involved. The dashboard report organizes data on the
following tabs:

* The Bot Sessions tab provides an overall view of bot sessions, including information about:
e Session durations

* How many sessions were initiated, started, interrupted, or failed

* Information about the number of messages sent and received by bots.

¢ The Media Sessions tab focuses on media sessions, contrasting the number of media sessions with the
number (and percentage) of sessions with bots, and with the number of sessions (and percentage) with
bots only.

Note that the term 'dashboard' is used interchangeably with the term 'dossier’. Dashboards / dossiers
provide an interactive, intuitive data visualization, summarizing key business indicators (KPIs). You
can change how you view the data by using interactive features such as selectors, grouping, widgets,
and visualizations, and explore data using multiple paths, though text, data filtering, and layers of
organization.
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To get a better idea of what this dashboard looks like, view sample output from the report:
Sample Bot Dashboard.pdf

The following table explains the prompts you can select when you generate the Bot Dashboard:

Prompt

Pre-set Date Filter

Start Date

End Date

Bot Category

Media Type

Tenant

Bot Sessions tab

Prompts on the Bot Dashboard

Description

Choose a date from the list of preset options. If this
prompt is set to anything other than none, the
Report Date prompt is ignored.

Choose the first date on which to report. This
prompt has no effect if Pre-set Date Filter is set to
anything other than none.

Choose the last date on which to report. This
prompt has no effect if Pre-set Date Filter is set to
anything other than none.

Select one or more generic bot categories to
include in the report.

Select one or more media types for which to gather
data into the report.

Select one or more tenants to include in the report.

The Bot Sessions tab provides an overall view of bot sessions, including information about session
durations, about how many sessions were initiated, started, interrupted, or failed, as well as
information about the number of messages sent and received by bots.

The following table explains the metrics used on the Bot Sessions tab:

Genesys Customer Experience Insights User's Guide

305



Report descriptions

Chat Bot reports and dashboards

Metrics on the Bot Dashboard / Bot Sessions tab

Metric

Sessions Initiated

Sessions Started

Sessions Interrupted

Sessions Failed

Messages Sent
Messages Received

Sessions' Time

Avg Session Time

Media Sessions tab

Description

The total number of initiated BGS sessions.
Includes all sessions where an initial request was
sent from Ixn/workflow to BGS.

The total number of BGS sessions where a
connection was established between Bot and Chat
Session.

The total number of bot sessions interrupted by the
client (for example, because the chat session had
no human participants).

e In deployments with RAA release 9.0.001.10 or
later, this metric is defined as: ENDED_BY =
'CBP' and ENDED_REASON =
'ALL_CLIENTS_LEFT'.

e In deployments with RAA release 9.0.001.07 or
earlier, it was defined as: ENDED_BY = 'Client".

The total number of failed bot sessions that were
interrupted during execution, due to technical
issues. (ENDED_ABNORMALLY = 1).

The total number of messages sent by bots during
BGS sessions.

The total number of messages received by bots
during BGS sessions.

The total duration of bot sessions within the
reporting period.

The average duration of bot sessions.

The Media Sessions tab focuses on media sessions, contrasting the number of media sessions with
the number (and percentage) of sessions with bots, and with the number of sessions (and

percentage) with bots only.

The following table explains the metrics used on the Media Sessions tab:

Metrics on the Bot Dashboard / Media Sessions tab

Metric
Media Sessions
Bot Sessions

Sessions with Bots

Avg Bots per Session with Bots

Description
The total number of media sessions.
The total number of bot sessions.

The total number of media sessions in which bots
participated.

Avg Number of Bot Gateway Server (BGS) sessions
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per Media session in which bots participated.

% Sessions with Bots 'Fl)'gsti;():tiagg?enéage of media sessions in which bots

. . The percentage of media sessions handled by bots,
% Sessions Only with Bots Withgut agentginvolvement. /
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Co-browse reports

This page describes reports you can use to learn more about agent handling of contact center
interactions involving Co-browse sessions. Reports in the Co-browse folder are ready-to-use, but as

always, can be modified to suit your specific business needs.

About Co-browse reports

Co-browse Detail Report
& Recents Owner: Administrator

Modified:
—— 12/14/18 4:31:40 PM
Shared Reports ——1] Use this report to view segment-related detsils pertaining to
——— agent handling of contact center interactions with Co-browse
Custom sessions, including Co-browse session time, and data about
the master who initiated the Co-browse session (mode and
wisitd pag

CX Insights

Agents

Business Results

Callback

Chat

Chat Bot

Dashboards

Designer

Details

Co-browse Summary Report

Owner: Administrator

Modified:

12/14/18 4:31:26 PM

Use this report to contrast agent interaction handling Co-

browse Sessions, including Co-browse session count, Start
time, Handle time. %o rate of Interactions with Co-browse

sessions

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

* Co-browse Detail Report

¢ Co-browse Summary Report

Related Topics:

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

e Learn how to create or customize reports.
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Co-browse Detall Report

Use this report to view segment-related details pertaining to agent handling of contact center
interactions that include Co-browse sessions. The report provides detailed information about Co-

browse sessions, including durations, browsing modes, and pages visited.

Understanding the Co-browse Detail Report

Co-browse Detail Report

Interaction Imteraction Imteraction Interaction  Co-browse  Co-Drowse  Co-Drowse  Co-Drowse  Mode Start
m Start Time  End Time Duration  Session ID  Start Time  End Time Duration Tize

Hand1ing

meats Type  cetttiE Queue Voueue

sf0/2018 3/10/2018 —~ — /10/208 3/10/2018

3/13/2018

e s MAEE e g

ssazsisss 00:00:15

o1.31.16 as1e0e27 00.00.10

00:00:17

3/12/2018

- - yupms  oranes nsm

3/12/2018

sasa270e3 S

Mode

sorwres

weITE

Mode Ena  Page Start
Time

s Page Title  Page UrL

netp:/ /127
9.2:80m,

= eaiseny

This report provides detailed information about Co-browse sessions, on an agent-by-agent bases,
including Interaction durations, Co-browse session durations, Co-browse modes, and details about the

pages visited.

To get a better idea of what this report looks like, view sample output from the report:

Sample Co-browse Detail Report.pdf

The following tables explain the prompts you can select when you generate the report, and the

metrics and attributes represented in the report:

Prompts for the Co-browse Detail Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt

Description

Pre-set Day Filter Choose a day from the list of preset options. This
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Prompt Description

prompt overrides the Start Time and End Time
values.

Choose the day and time from which to begin
collecting data into the report. This prompt has no
effect if Pre-set Day Filter is set to anything
except None.

Start Time

Choose the day and time at which to stop
collecting data into the report. This prompt has no
effect if Pre-set Day Filter is set to anything
except None.

End Time

Agent Name Choose an agent on which to focus the report.

From the list, choose a queue on which to focus the
report. The report will include only interactions that
traveled through the selected queue immediately
before the interaction was handled.

Last Queue

From the list, choose a virtual queue on which to
focus the report. The report will include only

Last VQueue interactions that traveled through the selected
queue immediately before the interaction was
handled.

Optionally, select the type of media to include in
the report—for example, VOICE or CHAT.

Optionally, select an Interaction ID on which to
focus the report.

Media Type

Interaction ID

Attributes used in Co-browse Detail Report

Attribute Description

This attribute enables data within the reporting
interval to be organized by the media type from
which the Co-browse session was initiated (voice or
chat).

This attribute enables data within the reporting
interval to be organized by the name of the Agent
who assisted the customer in the co-browse
session.

Media Type

Handling Agent Name

This attribute enables data within the reporting
interval to be organized by the Queue from where
the Co-browse interaction was routed to an agent.
Co-browse is a part of the voice or chat interaction,
so technically the primary interaction routed is
voice or chat.

Queue

This attribute enables data within the reporting
interval to be organized by the Queue from where

VQueue the Co-browse interaction was routed to an agent.
Co-browse is a part of the voice or chat interaction,
so technically the primary interaction routed is
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Attribute

Metrics used in the Co-browse Detail Report

Metric

Interaction ID
Interaction Start Time

Interaction End Time

Interaction Duration

Co-browse Session ID

Co-browse Start Time

Co-browse End Time

Co-browse Duration

Mode Start Time

Mode

Mode End Time

Page Start Time

voice or chat.

Description

Interaction ID of the voice or
chat.

Interaction Start Time of the
voice or chat.

Interaction End Time of the voice
or chat.

The duration of the interaction
that started and ended.

The unique identifier of the Co-
browse session.

The time when the Co-browse
session started. Each interaction
can contain multiple Co-browse
sessions.

The time when the Co-browse
session ended. Each interaction
can contain multiple Co-Browse
sessions.

The duration of the co-browse
session.

The start time of the mode in the
Co-browse session. A Co-browse
session can contain multiple
mode sessions.

The mode (POINTER or WRITE)
that was used in the session. In
POINTER sessions, the agent
observes while the caller browses
the web page, whereas in WRITE
sessions, the agent can actively
click or enter data on the web
page.

The end time of the mode in the
Co-browse session. A Co-browse
session can contain multiple
mode sessions.

The time when the page was

Description

Metric source

INTERACTION_FACT_GI2.INTERACTION_ID
INTERACTION_FACT_GI2.START_TS_TIME

INTERACTION_FACT_GI2.END_TS_TIME

Calculated as interaction end
time minus interaction start time
(END_TS - START_TS).

COBROWSE_FACT_GI2.SESSION_TOKEN

COBROWSE_FACT_GI2.SESSION_START_TIME

COBROWSE_FACT_GI2.SESSION_END_TIME

Calculated as Co-browse session
end time minus Co-browse
session start time
(SESSION_END_TIME_TS -
SESSION_START TIME_TS).

COBROWSE_FACT_GI2.SEGMENT_START_TIME

COBROWSE_MODE.SEGMENT_MODE

COBROWSE_FACT_GI2.SEGMENT_END_TIME

COBROWSE_FACT_GI2.PAGE_START TIME
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Metric Description

loaded or reloaded during the
Co-browse session.

The title of the Web page on
which the Co-browse session

Page Title happens. The report shows one
entry for each page co-browsed
during the session.

The URL of the Web page on
which the Co-browse session

Page URL happens. The report shows one
entry for each page co-browsed
during the session.

The time when the Co-browse
Page End Time session moved to the next page,
or ended.

Metric source

COBROWSE_PAGE.PAGE_TITLE

COBROWSE_FACT_GI2.PAGE_START_TIME

COBROWSE_FACT_GI2.PAGE_END_TIME
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Co-browse Summary Report

Use this report to learn how each agent handles interactions involving Co-browse sessions, by
contrasting Co-browse session counts, session durations, and the percentage of interactions that
include Co-browse.

Understanding the Co-browse Summary Report

Media Type

Chat

Voice

Agent Name

. Agentl
(Agentl)

. Agent2
(Agent2)

Total

. A6001_sip
(A6001_sip)

, Agentl
(Agent1)

2018-09-17

2018-09-10

2018-09-11

2018-09-13

2018-09-15

2018-09-17

2011-04-11

2011-04-13

2011-11-10

2011-01-14

2011-01-24

2011-04-13

2011-04-14

2011-04-25

2011-11-10

2017-12-04

2017-12-05

2017-12-06

7-12-15

Co-browse Summary Report

Interaction Interaction
oty s with Co-
browse

1 0
2 2
3 1
1 1
3 0
16 2
26 6
9 0
2 0
3 0
15 0
44 0
1 0
2 0
4 0
1 0
6 0
1 0
3 0
17 0

Co-browse
Sessions

% Rate of

Co-browse

0.00%

100.00%

33.33%

Co-browse
Write
Sessions

Avg Before
Co-browse
Started
Time (Fmt)

00:00:18
00:00:59

00:00:52

00:00:40

00:00:38

Avg Handle
Time (Fmt)

00:00:27
00:01:34

00:03:29

00:00:14

00:01:40

This report provides a summary view of Co-browse session volumes, by agent, including interaction
volumes, the number and percentage of interactions that included Co-browse sessions, handle times,
and other key metrics.

To get a better idea of what this report looks like, view sample output from the report:
Sample Co-browse Summary Report.pdf

The following tables explain the prompts you can select when you generate the report, and the
attributes and metrics represented in the report:
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Prompts for the Co-browse Summary Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt

Pre-set Date Filter

Start Date

End Date

Agent

Media Type

Attributes used in the Co-browse
Attribute

Media Type

Agent Name

Day

Description

From the list, choose a time period on which to
report, and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Optionally, select an agent on which to focus the
report.

Optionally, select the type of media to include in
the report—for example, VOICE or CHAT.

Summary Report

Description

This attribute enables data within the reporting
interval to be organized by the media type where
Co-browse was provided (voice or chat).

This attribute enables data within the reporting
interval to be organized by the name of the agent
who assisted the customer in the Co-browse
session.

This attribute enables data within the reporting
interval to be organized by the day on which the
Co-browse session was initiated. You can drill on
this attribute to Hour, 30 Min, or 15 Min.

Metrics used in the Co-browse Summary Report

Metric

Description

Metric source

The total number of voice or chat

Interaction Count

interactions that were accepted

AG2_COBROWSE_AGENT.ENTERED

by the agent (regardless of
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Metric

Interactions with Co-browse

Co-browse Sessions

% Rate of Co-browse

Co-browse Write Sessions

Avg Before Co-browse Started
Time (Fmt)

Avg Handle Time (Fmt)

Description

whether Co-browse sessions
were part of the interaction).

The total number of voice or chat
interactions that were accepted

by the agent, and which included
one or more Co-browse sessions.

The total number of Co-browse
sessions. One interaction with
Co-browse can be counted as
many Co-browse sessions.

The percentage of interactions
with Co-browse , compared to
the total number of interactions.
Note that the total number of Co-
browse interactions is a count of
interactions, not sessions.

The total number of Co-browse
sessions with WRITE mode.
Sessions are in either POINTER or
WRITE mode. In POINTER
sessions, the agent observes
while the caller browses the web
page, whereas in WRITE
sessions, the agent can actively
click the web page or enter data.

The average amount of time
between the beginning of an
interaction and the initiation of
the first Co-browse session.

The average amount of time
(HH:MM:SS) that this agent spent
handling Co-browse sessions..

Metric source

AG2_COBROWSE_AGENT.INTERACTIONS

AG2_COBROWSE_AGENT.SESSIONS

Calculated as the total number of
Co-browse interactions divided
by the total number of accepted
interactions (INTERACTIONS /
ENTERED).

AG2_COBROWSE_AGENT.RW_SESSIONS

Calculated as the Co-browse first
wait time (first Co-browse
session start time minus the
interaction start time), divided by
the number of Co-browse
sessions (FIRST_WAIT_TIME /
SESSIONS).

Calculated as the handle time
divided by the number of Co-
browse sessions (HANDLE_TIME /
SESSIONS).
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CX Insights for IWD reports

This page describes reports in the CX Insights for iWD project, which is separate from the regular
CX Insights project.

The CX Insights for iWD project Shared Reports folder contains just two folders: Custom and CX
Insights for iWD, the latter of which contains reports you can use to learn more about contact
center interactions involving Genesys Info Mart and intelligent Workload Distribution (iWD).

Reports in the CX Insights for iWD folder are ready-to-use, but as always, can be modified to suit
your specific business needs.
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About IWD reports

My Reports
My Objects
History List

My Subscriptions

MicroStrategy Library

Capture Point Business Value Report
Owner: Administrator

Modified:
3/20/20 6:1
This report shows the distribution of tasks by process and point of entry inko the iWD system,
Each record displays the business value range into which the tasks fall as well as the average
time it tock to complete the tasks. For each capture point,

121

Capture Point Task Duration Report
Owner: Administrator
Modified
3/20/20 6:12:21 PM

This report brasks down the oversll average durstion expendsd to complete tasks (from
inception within the pre—source system to bermination within TWD) into average task.
durations at defined milestones along 3 task's routed path for each capturs poin

Customer Segment Service Level Report

Owner: Administrator

Modified:

3/20/20 6:12:21 PM

This report provides the count and percentage of tasks that were completed during the
reporting interval by customer segment and business process allowing you to compare
achievements against objectives that you might have preset with a focus on diffe

Intraday Process Dashboard
‘Owner: Administrator
Modified:

3/20/20 6:12:36 PM

Use this dashboard ko easily review detailed information about agent activity in the contact
canter, incuding information about handle time, interaction volume, and relative ranking
compared to other agents.

Queue Duration And Priority Dashboard

Owner: Administrator

Modified:

3/20/20 6:12:26 PM

This dashboard visualizes the brazkdown in the average tme spent to complste tasks (from
inception within the presource system, through ta completion within WD) and insights into
average task durations at defined milestones along a task's distribut

Queue Task Duration Report
Qwny Administrator

Modifi
3/20/20 6:12:21 PM

This report provides average task durations for the specified procasses and departments at
various task~procassing milestones from the perspective of the queues or workbins from
which tasks were distributed. The Summary tsb plots the average amount o

Resource Performance Dashboard

Owner: Administrator

Modified:

3/20/20 6:12:26 PM

The resqurce performance dashboard provides insights into the duratien and sffort resources
are spending in resolving work items. Quickly identify which day of the month, department
and process is consuming resources time.

Task Age Dashboard
‘Owner: Administrator

Modified:

3/20/20 6:12:26 PM

Usa this dashboard bo easily review detailed information about agent activity in the contact
«center, induding infarmation about handle time, interaction volume, and relative ranking
‘compared to other agents.

Task Detail Report

Owner: Administrator

Modified:

3/20/20 6:12:21 PM

This report displays most of the record-level, raw details that are recorded by the TASK_FACT
tables and views to describe each individual wark item from the customer's perspective, Lots
«of filters are built in to this report to facilitate troublesho

Capture Point Dashboard
Owner: Administrator

Modified:

3/20/20 6:12:26 PM

Combined capture Point dashboard provides insights into the business value driven through
capturs points and the volume of wark that is being processed through the capturs point.

Customer Segment Service Level Dashboard
Owner: Administrator

Modified:

3/20/20 £:12:26 PM

This dashboard provides insights into the percentage of tasks that were completed during the
interval, Showing the volumes by customer segment and business process allowing you to
compare achievements against your business cbjectives with a focus on

ETL Audit Dashboard

Owner: Administrator
Modifiad:
3/20/20 6:12:26 PM

Use this dashboard to easily review detailed information about agent activty in the contact
enter including information abeut handle time, interaction volume, and relative ranking
compared to other agents.

Intraday Process Report

Owner:  Administratar

Modified:

3/20/20 £:12:21 PM

This report provides a count of the complsted WD tasks that were overdus and the counts,
percentages, and averages of complated WD tasks by business process and describes tasks
backlogs, and to understand how often tasks become overdue, This tab al

Queue Priority Range Report

Owner: Administratar

Modifiad:

3/20/20 6:12:21 PM

This report brazks down the overall average duration expended to complets tasks (from
inception within the pre—source system to termination within WD) inte average task
durations at defined milestones along a task's routed path for each range of que

Queue Throughput Report

Owner:  Administratar

Modified:

3/20/20 £:12:21 PM

The report provides a holistic view of tasks in queues (New, Cancel, Rejected, Completad,
2tc). You can view them by processes within departments to analyze how tasks pass through
business process steps assaciated with queues in a given time interval

Resource Performance Report

Owner: Administratar

Modifiad:

3/20/20 6:12:21 PM

This report summarizes a resource’s handling of tasks by process over a specified time
interval, It provides the total number of tasks that the resource accepted as wel s the
shortest, longest, and average amount of time that it took the resource £

Task Age Report
Owner: Administrator
Modified:

3/20/20 6:12:2:

1PM

Task Work Detail Report

Owner: Administrator

Modifiad:

3/20/20 6:12:21 PM

This report enables business users to understand the employees who helped solve 2 task
where the task involved mare than ane emplaye, the names of the queues that distributed
the tasks to the employees and more.

The following reports and dashboards are available in the CX Insights for iWD folder:

» Capture Point Business Value Report

¢ Capture Point Dashboard

e Capture Point Task Duration Report

* Customer Segment Service Level Report

¢ Customer Segment Service Level Dashboard

e ETL Audit Dashboard
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¢ Intraday Process Dashboard

¢ Intraday Process Report

* Queue Throughput Report

¢ Queue Duration and Priority Dashboard
* Queue Priority Range Report

* Queue Task Duration Report

* Resource Performance Dashboard
¢ Resource Performance Report

* Task Age Dashboard

¢ Task Age Report

* Task Detail Report

* Task Work Detail Report

Before using the iWD reports

The Genesys CX Insights reporting solution for iWD Data Mart uses an abstract model pre-built on
Microstrategy server, which requires that underlying aggregate plug-in tables exist in the iWD Data
Mart database schema.

Before you can use Genesys CX Insights for iwWD reports, you must:

1. Enable five plugins: Classification, Capture, Queue, Age and Agent. For more information, see the
following sections in the intelligent Workload Distribution Data Mart Reference Guide:

* Release 9.0.0: Activating iWD Aggregate Plugins
e Release 8.5.1: Activating iWD Aggregate Plugins

2. Restart the iWD Runtime Node. The appropriate database objects are automatically created.

General comments about the IWD reports

The information in this section can help you understand the CX Insights for iWD reports.

Averages

Averages in the reports that report 0 (zero) values indicate either 0 duration or @ count. For example,
an average hold time of 0 could signify either that interactions were placed on hold for 0@ seconds, or
that no interactions were placed on hold at all during the reporting interval. AverageHoldTime =
Activity(HoldTime)/Activity(Hold) = 0
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Definition of queue

When used for intelligent Workload Distribution (iWD), the term queue refers to the following
mediation DN types:

¢ Interaction queue

e Workbin
e Agent workbin
* Agent group workbin
* Place workbin

* Place group workbin

Viewing the day's activities

The accuracy of the reports for viewing the current day’s activities depends on when transformation
and aggregation completes throughout a day and how soon you run the reports. Refer to Optimal
Time to Run Reports for additional information about the timing of running 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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Capture Point Business Value Report

This page describes how you (as a business user) can use the (CX Insights for iWD folder) Capture
Point Business Value Report to understand the distribution of tasks by process and point of entry
(capture point) into the iWD system. You can use this information to assess whether the time to
complete tasks correlates with the desired business value and time to complete for a busy enterprise,
which can help you to better tune priority schema and priority levels for processes, capture points
and departments.

Understanding the Capture Point Business Value Report

Capture Point Business Value Report
Avg Avg
Business
Medi Ay t Finish
Tenant Capture Point Department Process ;;p:’ Value Day Entered Finished ;i:ﬁ T?m:
Range 100 (Fmt) (Fmt)
2020-07-31 16 0 00:00:00 00:00:00
2020-08-01 0 0 00:00:00 00:00:00
401-500
workitem 2020-08-02 0 16 48:00:40 48:03:05
Advertising
2020-08-03 0 16 48:00:40 72:00:17
Total 16 32 48:00:40 60:01:41
Total 16 32 48:00:40 60:01:41
2020-07-31 17 17 07:00:16 07:02:46
601-700
workitem 2020-08-01 0 17 07:00:16 24:00:09
Newsletter
Total 17 34 07:00:16 15:31:28
Email Marketing
Total 17 34 07:00:16 15:31:28
401-500 2020-07-31 15 30 04:00:19 07:01:22
workitem
Promotion Total 15 30 04:00:19 07:01:22
Total 15 30 04:00:19 07:01:22
selenium inx_server_1_jmscp 2020-07-31 10 10 00:25:18 00:28:27
801-300
workitem 2020-08-01 0 10 00:25:18 12:00:22
Retention
Total 10 20 00:25:18 06:14:25
Total 10 20 00:25:18 06:14:25
Total 58 116 16:24:22 24:00:07
2020-07-31 11 11 08:00:16 08:03:44
1501-1600
workitem 2020-08-01 0 11 08:00:16 24:00:29
Blogs / News Portals
Total 11 22 08:00:16 16:02:06
Total 11 22 08:00:16 16:02:06
online Presence 2020-07-31 10 10 02:00:18 02:03:37
701-800
workitem 2020-08-01 0 10 02:00:18 12:00:27
Forums
Total 10 20 02:00:18 07:02:02
Total 10 20 02:00:18 07:02:02
Online Advertisements 00:00:00

For each record, the report displays the business value range into which the tasks fall as well as the
average time that it took to complete the tasks. For each capture point, the report plots the total
number of finished tasks against their assigned business value range.
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Although this report is defined using the Business Value Range attribute, you can drill along this
attribute to display larger ranges in which business value of the task capture falls.

To get a better idea of what this report looks like, view sample output from the report:
SampleCapturePointBusinessValueReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts in the Capture Point Business Value Report

Prompt

Pre-set Date Filter

Start Time
End Time
Department
Process
Capture Point
Tenant

Media Type

Description

Choose from the convenient list of predefined
rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather
report data.

Choose the last day and time from which to gather
report data.

Optionally, select a department on which to focus
the report.

Optionally, select a business process on which to
focus the report.

Optionally, select a Capture Point on which to focus
the report.

Optionally, select a tenant on which to focus the
report.

Optionally, select one or more media types for
which to gather data into the report.

Attributes in the Capture Point Business Value Report

Attribute

Tenant

Department

Capture Point

Description Data Mart Table.Column
Enables data within the reporting
interval to be organized by TENANT.TENANT_NAME
tenant.

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

DEPARTMENT.DEPARTMENT_NAME

Enables data to be organized by

the name of the capture point
that acquired tasks from the CAPTURE_POINT.CAPTURE_POINT_NAME

source system.
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Attribute

Process

Media Type

Business Value Range 100

Day

Description

Enables data to be organized by
the name of the business
process, which is a core attribute
of tasks and work items that
define strategies for how to route
them.

Enables data to be organized by
media type.

Enables data to be organized by
the range in which the business
value of the task capture falls.

Ranges are character values that have a
granularity of 100—for example: 1-100,
101-200, 201-300.

Enables data within the reporting
interval to be organized by a
particular day within a month
and year. Day values are
presented in YYYY-MM-DD format.

Data Mart Table.Column

PROCESS.PROCESS_NAME

MEDIA_TYPE.MEDIA_TYPE_NAME

BUSINESS_VALUE.BUSINESS_VALUE_RANGE_100

DATE_TIME.LABEL_YYYY_MM_DD

Metrics in the Capture Point Business Value Report

Metric

Entered

Finished

Avg Finish Time (Fmt)

Avg Accept Time (Fmt)

Description

The total number of new tasks
that entered the iWD system
through this capture point during
the reporting interval.

The total number of tasks that
entered the iWD system through
this capture point and were
completed during the reporting
interval.

The average amount of time that
elapsed before tasks that
entered the iWD system through
this capture point were
completed. This measure
includes the time that tasks were
backlogged as well as work time.

For completed tasks, the average
amount of time that elapsed
before tasks that entered the
iWD system through this capture
point were assigned to a
resource for the first time. This

Source or Calculation

IWD_AGG_TASK_CAPT [Y,Q,M,W,D,H,15].NEW_TA

IWD_AGG_TASK_CAPT _[Y,Q,M,W,D,H,15].CMPL_T

Calculated based on the value of
the Finish Time and Finished
metrics, where:

¢ Finish Time is:
IWD_AGG_TASK CAPT [Y,Q,M,W,D,H,15].CMP

¢ Finished is:
IWD_AGG_TASK_CAPT [Y,Q,M,W,D,H,15].CMP

Calculated based on the value of
the Accept Time and Finished
metrics, where:

e Accept Time is:
IWD_AGG_TASK_CAPT _[Y,Q,M,W,D,H,15].CMP
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Metric Description Source or Calculation
metric reflects how long, on ¢ Finished is:
average, tasks were backlogged. IWD_AGG_TASK_CAPT_[Y,Q,M,W,D,H,15].CMP

Customizing the report

Some dashboards contain attributes representing different granularity of an attribute, such as Priority
Range, or Business Value. You can change the granularity of the data shown in the report by
replacing this attribute with another; this procedure uses Business Value Range in the Capture Point
Business Value Report as an example.
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Procedure: Changing the granularity of the report data

Purpose: Change the granularity range of an attribute. In this example, we change the
Capture Point Business Value Report, which by default is configured to use the "Business Value
Range 100" attribute.

Steps

1. Log in with an account having Administrator privileges.
2. Open and run the report. It's best to modify a copy of the report, rather than the original:
1. Click Report Home > Save As.
2. In the Save As editor:
1. In the Save in list, choose one of the following paths:
¢ Shared Reports > Custom — to make the modified report accessible to other users.
¢ My Reports — to make the modified report accessible only to you.
2. Enter a Name for the report, and optionally modify the Description.
3. Click OK.

3. In the Report Saved editor, click Run newly saved report, and answer the prompts to
generate the report.

3. You can now modify the report:

1. From the Report Objects menu, click All Objects.
In the All Objects hierarchy, drag the new attribute (for example Business Value
Range 1000) into the report,releasing the left mouse button when over the appropriate
location in the report.

2. Drag the unwanted attribute (for example Business Value Range 100) out of the report
grid.

4. Click Report Home > Save. Rerun the report to verify the results.
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Capture Point Dashboard
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Capture Point Dashboard WD Dashbos
Day Department
- ———— || D v (Al
2019-08-01 2019-08-02

inx_server_1_jmscp
3301- 4101- 1701-

¥ A Lhaatyl A frrury

SSaE e 1‘;‘!!1_ mamaEE mEEE

T01-800
1-100
R WS 3101-3200
301-400
4701-  2301- 4901-5000
Ry Erolriey 5
4501-
s 4001-4100 4
20 2501 ,
WL worizo
2001- a901-
By - AAA 1'20;& 3701-3300
_________ 2
Work Details
Capture Point Business Department Process Day Entered Finished A
Value ﬂo::eﬁ
Range Tirre
100 (Fmt)
i i B 352 206 03:59:43
inx_server_1_jmscp 1-100 Processl- 2019-08-01
' 2019-08-07 B2T 604 04:18:42
385 213 03:5%:48
Depar Process2- 2050501
partment] Dep
2019-08-02 B62 702 04:15:04
363 203 03:5%:46
Processd- 2019-08-01
1 20M19-08-02 G675 672 04:20:28
47 208 03:5%47
Department? Peoceagis 2019-08-01
KR 20190802 673 662 04:19:30

Work Arrival Business Value tab
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The Capture Point Dashboard provides insights into the business value driven through capture points,
and the volume of work processed through each capture point.

The dashboard report organizes data on the following tabs:

* Work Arrival Business Value tab — This tab provides insights into the value of work arriving at each
capture point.

¢ Capture Point Volumes tab — This tab provides insights into the volume of work arriving at each
capture point.

¢ Capture Point Detail tab — This tab provides a drill down to the detail of the work that is arriving at
the capture point.
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Capture Point Dashboard IWD Das
Day Department
- ———— || D v (Al
2019-08-01 2019-08-02
Capture Point E‘E!:,,m D
100

ime_server_1_jmscp

Edge color: D

Percentage

B 0%-35%
35% - 65%

B 55%-100%

Edge size:
Finished 1-100 o

Item zize: Row

Count

Process1-D Mi D

— M.

101-200 D

Capture Point Volumes tab
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The dashboard breaks down the overall average duration time that is spent to complete tasks (from
inception within the pre-source system to termination within iWD) into average task durations at
defined milestones along a task’s routed path for each capture point. The dashboard also displays the
business value range into which the tasks fall, the average time that it took to complete the tasks,
and plots the total number of finished tasks against their assigned business value range.

Although this report is defined using the Business Value Range attribute, you can drill along this
attribute to display larger ranges.
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Capture Point Dashboard WD L
Day Department
All
fal (All) )
. ____ |
2019-08-M 2019-08-02
Capture Point Detail Report
Capture Paint Business Department Process Day Entered Fimished A
Value l-n::eﬁ
Range Tirre
100 (Frmt)
i i 52 206 03:50:43
inx_senver_1_jmscp Process]- 20M9-08-01
' 2019-08-07 627 604 04:18:42
2019-08-01 385 213 03:59:48
Department] Eg%ﬁess?
2010-08-02 662 T02 04:15:04
363 203 03:50:46
Process3- btk
Depl 2019-08-02 675 672 04:20:28
I 2019-08-01 47 205 03:509:47
g 20190802 673 662  04:19:30
201 9-08-01 33z 206 03:59:42
1-100 Department? Daeeane:
2019-08-02 691 646 04:28:34
o— 2019-08-01 347 2085 03:5%:40
Uep 2019-08-02 688 650 04:18:07
a3 173 50
Processl- 20190801 = S
: 20190802 673 658 04:18:04
2019-08-01 arz 2n 03:59:47
Department3 Emgess?-
=P 2019-08-02 675 653 04:18:48
04
Processd- 2019-08-01 348 206 03:5%:46
: 20190802 686 664  04:18.06
: 08 322 19 03:50:43
101-200 Departmentl Process]- 2019-08-01
Depl 019-08-02 674 643 04:17:29
- -~ M R -1 L1 TN L]
Capture Point Detail tab
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Note that the term dashboard is used interchangeably with the term dossier. Dashboards provide an
interactive, intuitive data visualization, summarizing key business indicators (KPIs). You can change
how you view the data in most reports and dashboards by using interactive features such as
selectors, grouping, widgets, and visualizations, and explore data using multiple paths, through text
and data filtering, and layers of organization. For specific instructions about customizing the
granularity of data in this dashboard, see Customizing the dashboard.

To get a better idea of what this dashboard looks like, view sample output from the report:
Sample Capture Point Dashboard.pdf

The following table explains the prompts you can select when you generate the Capture Point
Dashboard:

Prompts on the Capture Point Dashboard

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather

Start Time report data.
End Time Choose the last day and time from which to gather
report data.
Optionally, select a department on which to focus
Department the report.
Process Optionally, select a business process on which to

focus the report.

Optionally, select a Capture Point on which to focus

Capture Point the report.

Optionally, select a tenant on which to focus the

fenant report.

Optionally, select one or more media types for

Media Type which to gather data into the report.

The following table explains the attributes used in the Capture Point Dashboard:

Attributes in the Capture Point Dashboard

Attribute Description Data Mart Column

Enables data to be organized by
the name of the capture point
that acquired tasks from the
source system.

Capture Point CAPTURE_POINT.CAPTURE_POINT_NAME

Enables data to be organized by
the range in which the business
value of the task capture falls.
For more information, see
Business Value Range Customizing the dashboard. BUSINESS_VALUE.BUSINESS_VALUE_RANGE

Ranges are character values that have a
granularity of 5—for example: 1-5, 6-10,
11-15.
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Department

Process

Tenant

Day

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Enables data to be organized by
the name of the business
process. The business process
name is a core attribute that is
used to define strategies for how
to route tasks and work items.

Enables data within the reporting
interval to be organized by
tenant.

Enables data within the reporting
interval to be organized by a
particular day within a month
and year. Day values are
presented in YYYY-MM-DD format.

DEPARTMENT.DEPARTMENT_NAME

PROCESS.PROCESS_NAME

TENANT.TENANT_NAME

DATE_TIME.LABEL_YYYY_MM DD

The following table explains the metrics used in the Capture Point Dashboard:

Metric

Entered

Finished

Avg Accept Time (Fmt)

Avg Handle Time (Fmt)

Avg Finish Time (Fmt)

Description

The total number of new tasks
that entered the iWD system
through this capture point during
the reporting interval.

The total number of tasks that
entered the iWD system through
this capture point and were
completed during the reporting
interval.

For completed tasks, the average
amount of time that elapsed
before tasks that entered the
iWD system through this capture
point were assigned to a
resource for the first time. This
metric reflects how long, on
average, tasks were backlogged.

For tasks that entered the iWD
system through this capture
point, the average amount of
time that resources worked on
the tasks before completing
them.

The average amount of time that

Metrics in the Capture Point Dashboard

Source or Calculation

IWD_AGG_TASK_CAPT [Y,Q,M,W,D,H,15].NEW_TA

IWD_AGG_TASK_CAPT_[Y,Q,M,W,D,H,15].CMPL_T

Calculated based on the value of
the Accept Time and Finished
metrics, where:

e Accept Time is:
IWD_AGG_TASK _CAPT [Y,Q,M,W,D,H,15].CMP

¢ Finished is:
IWD_AGG_TASK _CAPT [Y,Q,M,W,D,H,15].CMP

Calculated based on the value of
the Handle Time and Finished
metrics, where:

e Handle Time is:
IWD_AGG_TASK_CAPT _[Y,Q,M,W,D,H,15].CMP

¢ Finished is:
IWD_AGG_TASK_CAPT [Y,Q,M,W,D,H,15].CMP

Calculated based on the value of

Genesys Customer Experience Insights User's Guide

333



Report descriptions

CX Insights for iWD reports

elapsed before tasks that
entered the iWD system through
this capture point were
completed. This measure
includes the time that tasks were
backlogged as well as work time.

For completed tasks that entered
the iWD system through this
capture point, the average
amount of time the tasks spent
in the preceding system before
they were created within iWD.

Avg Source System Time (Fmt)

For completed tasks that entered
the iWD system through this
capture point, the average
amount of time the tasks spent
in the pre-source system.

Avg Pre-Source System Time
(Fmt)

Customizing the dashboard

the Finish Time and Finished
metrics, where:

¢ Finish Time is:
IWD_AGG_TASK _CAPT [Y,Q,M,W,D,H,15].CMP

¢ Finished is:
IWD_AGG_TASK CAPT [Y,Q,M,W,D,H,15].CMP

Calculated based on the Source
System Time and Finished
metrics, where:

e Source System Time is:
IWD_AGG_TASK_CAPT [Y,Q,M,W,D,H,15].CMP

¢ Finished is:
IWD_AGG_TASK _CAPT [Y,Q,M,W,D,H,15].CMP

Calculated based on to the Pre
Source System Time and Finished
metrics, where:

¢ Pre Source System Time is:
IWD_AGG_TASK _CAPT [Y,Q,M,W,D,H,15].CMP

¢ Finished is:
IWD_AGG_TASK CAPT [Y,Q,M,W,D,H,15].CMF

Some dashboards contain attributes representing different granularity of an attribute, such as Age
Range, or Business Value. You can change the granularity of the data shown on the dashboard by
replacing this attribute with another; this procedure uses Business Value Range in the Capture Point

Dashboard as an example (or see the video below).
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= DATASETS E Work Arrival Business Value-D.
Al Q (All)

v Capture Point Report v o .
In memory 2019-08-09
¥ Business Value Range 10

@usiness Value Range 17" o l
9 Business Value Range 1 Puplicate &3 Metric
¥ Business Value Range £ Data Type g
Create Attribute

9 Business Value Range £
Create Links...

¥ Business Value Ra nge £

€ Capture Point Number Format >

. Day L

@ Department Replace Reference With > © Business Value Range 10

© Process Addto Fier Business Value Range 1000

@ Tenant rename @ Business ValueRange5 |
B Avg Accept Time (Fmt) Hide @ Business Value Range 50

=4 Avg Finish Time (Fmt) Capty @ Business Value Range 500 g

Ep Avg Handle Time (Fmt) L Capture Point

Hh Avg Pre Source System Time (Fmt) inx_st € Day

2 Avg Source System Time (Fmt) ¢ Department

Changing the granularity of the dashboard data

Procedure: Changing the granularity of the dashboard data

Purpose: Change the Business Value Range. By default, the Capture Point Dashboard is
configured to use the "Business Value Range 100" attribute.
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Steps

1. Log in with an account having Administrator privileges.
2. Open and run the dashboard.
3. Complete the following steps to make a copy of the dashboard, rather than modify the original:
1. Click File > Save As.
2. In the Save As editor:
1. In the Save in list, choose one of the following paths:

¢ Shared Reports > Custom — to make the modified dashboard accessible to other
users.

« My Reports — to make the modified dashboard accessible only to you.

2. Enter a Name for the report, and optionally modify the Description, or Advanced
Options.

3. Click OK.
3. In the Dossier Saved editor, click Run newly saved dossier.

4. You can now modify the dashboard:

1. From the View menu, click Datasets Panel.
The Datasets Panel appears, where you can select a new Business Value Range to
apply.

2. Right-click the existing attribute value (Business Value Range 100 by default), and in the
menu that appears, choose Replace Reference With.

3. Click the name of the dataset object to insert (for example Business Value Range 1000).
The selected dataset attribute replaces the default Business Value Range 100
attribute.

5. Click File > Save to save your changes, and rerun the report to verify the results.

Video: Changing the granularity of the dashboard data
Link to video

This video describes how to customize the Business Value Range.
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Capture Point Task Duration Report

This page describes how you (as a business user or technical business user) can use the (CX
Insights for iWD folder) > Capture Point Task Duration Report to identify and plan remediation
for bottlenecks in the system. The technical business user can then tune routing strategies and
associated business rules in order to reduce bottlenecks and routing milestones. This is particularly
useful if you base distribution strategies or business operations around the point (the capture point)
through which tasks enter the iWD system.

Understanding the Capture Point Task Duration Report

Capture Point Task Duration Report
Avg Avg avg
Media Handle Accept Finish Lo BT | X0 B (5
Tenant Capture Point Department Process Day New Finished System Time System Time
Type Time Time Time (Fmt) (Fmt)
(Pmt) (Pmt) (Pmt)
2020-07-31 16 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
2020-08-01 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
workitem
Advertising 2020-08-02 o 1le 00:02:48 48:00:40 48:03:05 00:00:00 00:00:00
2020-08-03 0 16 00:02:48 48:00:40 72:00:17 00:00:00 00:00:00
Total 16 3z 00:02:48 48:00:40 60:01:41 00:00:00 00:00:00
2020-07-31 17 17 00:02:30 07:00:16 07:02:46 00:00:00 00:00:00
workitem
Newsletter 2020-08-01 0 17 00:02:30 07:00:16 24:00:09 00:00:00 00:00:00
Email Marketing
Total 17 34 00:02:30 07:00:16 15:31:28 00:00:00 00:00:00
workitem 2020-07-31 15 a0 00:02:06 04:00:19 07:01:22 00:00:00 00:00:00
Promoticn
Total 15 30 00:02:06 04:00:19 07:01:22 00:00:00 00:00:00
2020-07-31 10 10 00:03:09 00:25:18 00:28:27 00:00:00 00:00:00
workitem
Retention 2020-08-01 0 10 00:03:08 00:25:18 12:00:22 00:00:00 00:00:00
Total 10 20 00:03:09 00:25:18 06:14:25 00:00:00 00:00:00
Total 58 116 00:02:36 16:24:22 24:00:07 00:00:00 00:00:00
inx_server_l_jmscp 2020-07-31 11 11 00:03:28 08:00:16 08:03:44 00:00:00 00:00:00
selenium workitem
Blogs / News Portals 2020-08-01 0 1 00:03:28 08:00:16 24:00:29 00:00:00 00:00:00
Total 11 22 00:03:28 08:00:16 16:02:06 00:00:00 00:00:00
2020-07-31 10 10 00:03:13 02:00:18 02:03:37 00:00:00 00:00:00
workitem
Forums 2020-08-01 0 10 00:03:19 02:00:18 12:00:27 00:00:00 00:00:00
Total 10 20 00:03:19 02:00:18 07:02:02 00:00:00 00:00:00
2020-07-31 10 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Online Dresence
workitem 2020-08-01 0 10 00:03:28 24:00:17 24:03:45 00:00:00 00:00:00
Online Advertisements
2020-08-02 0 10 00:03:28 24:00:17 48:00:21 00:00:00 00:00:00
Total 10 20 00:03:28 24:00:17 36:02:03 00:00:00 00:00:00
2020-07-31 11 11 00:03:02 04:00:18 04:03:20 00:00:00 00:00:00
workitem
Website 2020-08-01 0 11 00:03:02 04:00:18 16:00:23 00:00:00 00:00:00
Total 11 22 00:03:02 04:00:18 10:01:52 00:00:00 00:00:00
Total 42 84 00:03:19 08:20:17 17:04:52 00:00:00 00:00:00
Total 100 200 00:02:54 13:26:15 21:05:42 00:00:00 00:00:00
Total 100 200 00:02:54 13:26:15 21:05:42 00:00:00 00:00:00
00:

This report breaks down the overall average duration time that is spent to complete tasks (from
inception within the presource system to termination within iWD) into average task durations at
defined milestones along a task’s routed path for each capture point.

To get a better idea of what this report looks like, view sample output from the report:
SampleCapturePointTaskDurationReport.pdf
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The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts in the Capture Point Task Duration Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather

Start Time report data.
End Time Choose the last day and time from which to gather
report data.
Optionally, select a department on which to focus
Department the report.
Process Optionally, select a business process on which to

focus the report.

Optionally, select a Capture Point on which to focus

Capture Point the report.

Optionally, select a tenant on which to focus the

Tenant
report.

Optionally, select one or more media types for

Media Type which to gather data into the report.

Attributes in the Capture Point Task Duration Report

Attribute Description Data Mart Table.Column
Enables data within the reporting
Tenant interval to be organized by TENANT.TENANT_NAME
tenant.

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Department DEPARTMENT.DEPARTMENT_NAME

Enables data to be organized by
the name of the capture point
that acquired tasks from the
source system.

Capture Point CAPTURE_POINT.CAPTURE_POINT_NAME

Enables data to be organized by
the name of the business
process, which is a core attribute
of tasks and work items that
define strategies for how to route
them.

Process PROCESS.PROCESS_NAME
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Attribute

Media Type

Day

Description

Enables data to be organized by
media type.

Enables data within the reporting
interval to be organized by a
particular day within a month
and year. Day values are
presented in YYYY-MM-DD format.

Data Mart Table.Column

MEDIA_TYPE.MEDIA TYPE_NAME

DATE_TIME.LABEL_YYYY_MM_DD

Metrics in the Capture Point Task Duration Report

Metric

New

Finished

Avg Handle Time (Fmt)

Avg Accept Time (Fmt)

Avg Finish Time (Fmt)

Description

Number of new tasks that were
submitted to iWD during the
given time interval. Tasks are
counted only after they have
been classified.

The total number of tasks that
entered the iWD system through
this capture point and were
completed during the reporting
interval.

For tasks that entered the iWD
system through this capture
point, the average amount of
time that resources worked on
the tasks before completing
them.

For completed tasks that entered
the iWD system through this
capture point, the average
amount of time that elapsed
before the tasks were assigned
to a resource for the first time.
This metric reflects how long, on
average, tasks were backlogged.

For tasks that entered the iWD
system through this capture
point, the average amount of
time that elapsed before the
tasks were completed. This
measure includes the time that
tasks were backlogged as well as
work time.

Source or Calculation

TASK_CAPT_FACT.NEW_TASK_COUNT

IWD_AGG_TASK_CAPT_[Y,Q,M,W,D,H,15].CMPL_T.

Calculated based on the value of
the Handle Time and Finished
metrics, where:

¢ Handle Time is:
IWD_AGG_TASK _CAPT [Y,Q,M,W,D,H,15].CMP

¢ Finished is:
IWD_AGG_TASK _CAPT [Y,Q,M,W,D,H,15].CMP

Calculated based on the value of
the Accept Time and Finished
metrics, where:

e Accept Time is:
IWD_AGG_TASK_CAPT _[Y,Q,M,W,D,H,15].CMP

¢ Finished is:
IWD_AGG_TASK_CAPT [Y,Q,M,W,D,H,15].CMP

Calculated based on the value of
the Finish Time and Finished
metrics, where:

e Finish Time is:
IWD_AGG_TASK _CAPT [Y,Q,M,W,D,H,15].CMP

¢ Finished is:
IWD_AGG_TASK _CAPT [Y,Q,M,W,D,H,15].CMP
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Metric

Avg Source System Time (Fmt)

Avg Pre-Source System Time
(Fmt)

Description

For completed tasks that entered
the iWD system through this
capture point, the average
amount of time the tasks spent
in the preceding system before
they were created within iWD.

For completed tasks that entered
the iWD system through this
capture point, the average
amount of time the tasks spent
in the presource system.

Source or Calculation

Calculated based on the Source
System Time and Finished
metrics, where:

e Source System Time is:
IWD_AGG_TASK_CAPT_[Y,Q,M,W,D,H,15].CMF

¢ Finished is:
IWD_AGG_TASK CAPT [Y,Q,M,W,D,H,15].CMP

Calculated based on to the Pre
Source System Time and Finished
metrics, where:

e Pre Source System Time is:
IWD_AGG_TASK _CAPT [Y,Q,M,W,D,H,15].CMP

¢ Finished is:
IWD_AGG_TASK_CAPT [Y,Q,M,W,D,H,15].CMF
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Customer Segment Service Level Report

This page describes how you (as a team leader or business user) can use the (CX Insights for iWD
folder) > Customer Segment Service Level Report to learn more about the number of new tasks,
number of completed tasks and percentage of all tasks that were completed during the reporting
interval, by day, by customer segment, and by business process.

Understanding the Customer Segment Service Level Report

Customer Segment Service Level Report
Media Customer %
Tenant Department Process Product Day New Finished
Type Segment Finished
2020-07-31 3 1] 0.00%
2020-08-01 0 [¢] 0.00%
Hard Drive (HDD)
2020-08-02 0 3 0.00%
2020-08-03 0 3 0.00%
2020-07-31 1 [¢] 0.00%
2020-08-01 0 [1] 0.00%
Motherboard
2020-08-02 0 1 0.00%
2020-08-03 0 1 0.00%
Existing users 2020-07-31 2 [1] 0.00%
2020-08-01 0 [¢] 0.00%
Optical Drive (e.g., BD/DVD/CD drive)
2020-08-02 0 2 0.00%
2020-08-03 0 2 0.00%
2020-07-31 3 o 0.00%
2020-08-01 0 1] 0.00%
Solid-State Drive (SSD)
2020-08-02 0 3 0.00%
2020-08-03 ) 3 0.00%
Total 2 18 200.00%
2020-07-31 2 1] 0.00%
2020-08-01 0 [¢] 0.00%
Central Processing Unit (CPU)
workitem 2020-08-02 0 2 0.00%
Advertising
2020-08-03 0 2 0.00%
2020-07-31 1 [¢] 0.00%
2020-08-01 0 1] 0.00%
Hard Drive (HDD)
2020-08-02 0 1 0.00%
2020-08-03 0 1 0.00%
2020-07-31 1 1] 0.00%
2020-08-01 ) [¢] 0.00%
Optical Drive (e.g., BD/DVD/CD drive)
New users 2020-08-02 0 1 0.00%
selenium Email Marketing 2020-08-03 0 1 0.00%
2020-07-31 2 [¢] 0.00%
2020-08-01 0 1] 0.00%
Random Access Memory (RAM)
2020-08-02 ) 2 0.00%
2020-08-03 0 2 0.00%
2020-07-31 1 1] 0.00%
2020-08-01 ) [¢] 0.00%
Solid-State Drive (SSD)
2020-08-02 0 1 0.00%
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This report provides the count and percentage of tasks that were completed during the reporting
interval by customer segment and business process allowing you to compare achievements against
objectives that you might have preset with a focus on different customer segments.

To get a better idea of what this report looks like, view sample output from the report:
SampleCustomerSegmentServicelLevelReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts in the Customer Segment Service Level Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather

Start Date report data.
End Date Choose the last day and time from which to gather
report data.
Optionally, select a department on which to focus
Department the report.
Process Optionally, select a business process on which to

focus the report.

Optionally, select a Customer Segment on which to

Customer Segment focus the report.

Optionally, select a tenant on which to focus the

fenant report.

Optionally, select one or more media types for

Media Type which to gather data into the report.

Attributes in the Customer Segment Service Level Report

Attribute Description Data Mart Table.Column
Enables data within the reporting
Tenant interval to be organized by TENANT.TENANT_NAME
tenant.

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Department DEPARTMENT.DEPARTMENT_NAME

Enables data to be organized by
Process the name of the business PROCESS.PROCESS_NAME
process, which is a core attribute
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Attribute Description Data Mart Table.Column

of tasks and work items that
define strategies for how to route
them.

Enables data to be organized by
the customer segment, which is
Customer Segment an extended attribute of a task or CUSTOMER_SEGMENT.CUSTOMER_SEGMENT_NA
work item that is assigned by the
source system.

Enables data to be organized by

Product the type of product.

PRODUCT.PRODUCT TYPE
Enables data to be organized by

Media Type media type.

MEDIA_TYPE.MEDIA TYPE_NAME
Enables data within the reporting
interval to be organized by a

Day particular day within a month DATE_TIME.LABEL _YYYY_MM DD
and year. Day values are
presented in YYYY-MM-DD format.

Metrics in the Customer Segment Service Level Report

Metric Description Source or Calculation

Number of new tasks that were
submitted to iWD during the
New given time interval. Tasks are TASK _CLASSIF_FACT.NEW_TASK COUNT
counted only after they have
been classified.

The total number of tasks of this
classification that were

Finished ; . IWD_AGG _TASK CLASSIF [Y,Q,M,W,D,H,15].CMPI
completed during the reporting - - - -
interval.
Calculated based on the Finished
and Pending metrics, where:
The percentage of tasks of this o .
% Finished classification that were * Finished is:
o Finishe completed during the reporting IWD_AGG_TASK CLASSIF [Y,Q,M,W,D,H,15].C
interval.

e Pending is:
IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].T
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Customer Segment Service Level
Dashboard

The Customer Segment Service Level Dashboard provides insights into the fulfillment of Service Level
Agreements, by exploring the percentage of tasks that were completed during a specified interval. It
illustrates the handling volumes by customer segment and business process, allowing you to

compare achievements against your business objectives with a focus on each customer segment's
progress over time.
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Summary tab

The dashboard report organizes data on the following tabs:

¢ Summary tab — This tab provides a high-level summary, presenting a summary for each product, for
the entire reporting period, as a single line item, and provides representations of work completed

broken out by Product, Department and Process, and Customer Segment. It provides a Day slider,
which you can use to quickly focus on a given day or range of days.

* Throughput Calendar tab — This tab breaks down performance for each product, by day, and

provides a calendar widget that shows you the relative performance on each day in the reporting
period, and allows you to easily focus on a day, or range of days.
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Throughput Calendar tab

Note that the term dashboard is used interchangeably with the term dossier. Dashboards provide an
interactive, intuitive data visualization, summarizing key business indicators (KPIs). You can change
how you view the data in most reports and dashboards by using interactive features such as
selectors, grouping, widgets, and visualizations, and explore data using multiple paths, through text
and data filtering, and layers of organization.

To get a better idea of what this dashboard looks like, view sample output from the report:
Sample Customer Segment Service Level Dashboard.pdf

The following table explains the prompts you can select when you generate the Customer Segment
Service Level Dashboard:

Prompts on the Customer Segment Service Level Dashboard

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Start Date Choose the first day from which to gather report
data.

Sl Tate Choose the last day from which to gather report
data.

Department Optionally, select a department on which to focus
the report.

Optionally, select a business process on which to

Process focus the report.

Optionally, select a Customer Segment on which to

Customer Segment focus the report.

Optionally, select a tenant on which to focus the

fenant report.

Optionally, select one or more media types for

Media Type which to gather data into the report.

The following table explains the attributes used in the Customer Segment Service Level Dashboard:
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Attributes in the Customer Segment Service Level Dashboard

Attribute
Summary Tab

Day

Department

Process

Customer Segment

Product

Throughput Calendar Tab

Tenant

Department

Process

Customer Segment

Product

Day

Description

Enables data within the reporting
interval to be organized by a
particular day within a month
and year. Day values are
presented in YYYY-MM-DD format.

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Enables data to be organized by
the name of the business
process, which is a core attribute
of tasks and work items that
define strategies for how to route
them.

Enables data to be organized by
the customer segment, which is
an extended attribute of a task or
work item that is assigned by the
source system.

Enables data to be organized by
the type of product.

Enables data within the reporting
interval to be organized by
tenant.

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Enables data to be organized by
the name of the business
process, which is a core attribute
of tasks and work items that
define strategies for how to route
them.

Enables data to be organized by
the customer segment, which is
an extended attribute of a task or
work item that is assigned by the
source system.

Enables data to be organized by
the type of product.

Enables data within the reporting
interval to be organized by a
particular day within a month
and year. Day values are

Data Mart Column

DATE_TIME.LABEL_YYYY_MM_DD

DEPARTMENT.DEPARTMENT_NAME

PROCESS.PROCESS_NAME

CUSTOMER_SEGMENT.CUSTOMER_SEGMENT_NA

PRODUCT.PRODUCT_TYPE

TENANT.TENANT_NAME

DEPARTMENT.DEPARTMENT_NAME

PROCESS.PROCESS_NAME

CUSTOMER_SEGMENT.CUSTOMER_SEGMENT_NA

PRODUCT.PRODUCT_TYPE

DATE_TIME.LABEL_YYYY_MM_DD
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presented in YYYY-MM-DD format.

The following table explains the metrics used in the Customer Segment Service Level Dashboard:

Metrics in the Customer Segment Service Level Dashboard

Metric

% Finished

Finished / Finished Work

Delta

New / New Work

Description

The percentage of tasks of this
classification that were
completed during the reporting
interval.

The total number of tasks of this
classification that were
completed during the reporting
interval.

The change in the number of
tasks during the time period. A
positive value indicates that
there are more tasks incomplete
at the end of the interval than
there were at the beginning,
while a negative value indicates
fewer incomplete tasks.

Number of new tasks that were
submitted to iWD during the
given time interval. Tasks are
counted only after they have
been classified.

Source or Calculation
Calculated based on the Finished
and Pending metrics, where:
¢ Finished is:
IWD_AGG_TASK CLASSIF _[Y,Q,M,W,D,H,15].C

¢ Pending is:
IWD_AGG_TASK CLASSIF _[Y,Q,M,W,D,H,15].T

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].CMPI

Calculated as the the difference
between the value of the New
metric, and the value of the
Finished metric.

TASK_CLASSIF_FACT.NEW_TASK_COUNT
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ETL Audit Dashboard

This dashboard is designed to be used by administrators, and by default is visible only
to members of Administrator user groups

Use the (CX Insights for iWD folder >) ETL Audit Dashboard to efficiently audit/analyze iWD ETL
processes. The dashboard provides an overview of job execution statistics, including duration, status,
and other information drawn from the ETL_AUDIT table.
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Summary Intraday tab

The dashboard report organizes data on the following tabs:
« Summary Intraday tab — Use this tab to analyze job execution statistics for intraday jobs, which are
jobs that run on a regular interval (every 15 minutes by default, or at user-configurable intervals).

« Summary Historical tab — Use this tab to analyze job execution statistics for historical jobs, which are
jobs that run on a daily basis.
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Summary Historical tab

Note that the term dashboard is used interchangeably with the term dossier. Dashboards provide an
interactive, intuitive data visualization, summarizing key business indicators (KPIs). You can change
how you view the data in most reports and dashboards by using interactive features such as
selectors, grouping, widgets, and visualizations, and explore data using multiple paths, through text
and data filtering, and layers of organization.

To get a better idea of what this dashboard looks like, view sample output from the report:
SampleETLAuditDashboard.pdf

The following table explains the prompts you can select when you generate the ETL Audit Dashboard:

Prompts on the ETL Audit Dashboard

Prompt Description

Choose the low filter value for the Start Time
attribute.

Choose the high filter value for the Start Time
attribute.

Optionally, select a data source type on which to
focus the report.

Start Time Min
Start Time Max

Data Source Type

Optionally, select a business process on which to

Process Name focus the report.

Status Optionally, select a status on which to focus the
report.

The following table explains the attributes used in the ETL Audit Dashboard:

Attributes in the ETL Audit Dashboard

Attribute Description Data Mart Column

Enables data to be organized
ETL Audit Key based on the technical key which  ETL_AUDIT.ETL_AUDIT_KEY
identifies DataMart job.

Enables data to be organized

Data Source Type based on the type of data source.

V_DIM_DATA_SOURCE_TYPE.DATA_SOURCE_TYPE

Data Source Name Enables data to be organized ETL_AUDIT.DATA_SOURCE_NAME
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Process Name
Status

Job Type

Start Time

Finish Time

Batch ID

First Extracted Event ID

Last Extracted Event ID

Batch Last Event ID

Last Interval Date Key

Last Interval Time Key

based on the name of the data
source.

Enables data to be organized
based on the process name.

Enables data to be organized
based on job status.

Enables data to be organized
based on the the type of job.

Enables data to be organized
based on the time when the job
started.

Enables data to be organized
based on the time when the job
finished.

Enables data to be organized
based on the batch number.
Applicable only to jobs that
process data in batches.

Enables data to be organized
based on the ID that starts the
range of event IDs that are
processed.

Enables data to be organized
based on the ID that ends the
range of event IDs that are
processed.

Enables data to be organized
based on the ID of the last event
in the batch.

Enables data to be organized
based on the last date interval
that is processed by the
aggregate ETL scripts.

Enables data to be organized
based on the last time interval
that is processed by the
aggregate ETL scripts.

V_DIM_PROCESS_NAME.PROCESS_NAME
V_DIM_STATUS.STATUS

ETL_AUDIT.JOB_TYPE

ETL_AUDIT.ETL_AUDIT START TIME

ETL_AUDIT.ETL_AUDIT_FINISH_TIME

ETL_AUDIT.BATCH_ID

ETL_AUDIT.FIRST_EXTRACTED_EVENT_ID

ETL_AUDIT.LAST EXTRACTED_EVENT_ID

ETL_AUDIT.BATCH_LAST EVENT ID

ETL_AUDIT.LAST_INTERVAL_DATE_KEY

ETL_AUDIT.LAST_INTERVAL_TIME_KEY

The following table explains the metrics used in the ETL Audit Dashboard:

Metric

Duration

Description

The total amount number of
seconds that job execution
lasted. This value is calculated

based on the creation timestamp

for the job during the given time
interval

(ETL_AUDIT_START _TIME), and
the finish time for the job

Metrics in the Customer ETL Audit Dashboard

Source or Calculation

ETL_AUDIT.DURATION
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(ETL_AUDIT_FINISH_TIME).

The number of loaded events

Extracted Events Amount during a job or batch run.

ETL_AUDIT.EXTRACTED_EVENTS_AMOUNT
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Intraday Process Dashboard
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Finished Overdue Tab
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This page describes how you can use the (CX Insights for iWD folder) > Intraday Process
Dashboard to see an intraday overview of the completed iWD tasks that were overdue, along with
the counts, percentages, and averages of completed iWD tasks, breaking down the average amount
of time it took to complete tasks using three key metrics:

e Avg Finish Time — measuring the average time it took for tasks to be completed after entering the
system,

e Avg Accept Time — measuring the average amount of time that tasks were backlogged before they
reached a handling resource, and

¢ Avg Handle Time — measuring the average amount of time that resources worked on tasks.

The dashboard also provides an overview of the task backlog for a day or reporting interval, providing
summary information about how many tasks are pending, how many tasks are overdue, and how
many of the completed tasks were overdue. Data is organized by day, tenant, department, and
business process.

Understanding the Intraday Process Dashboard

The dashboard is divided into four tabs:

* Summary tab — Provides an intraday high-level summary of the backlog for the period chosen. This is
intended to be the starting point for analysis, enabling you to quickly spot trends in KPI and potential
bottlenecks in tasks. For example, it can enable you to quickly recognize that the backlog is growing or
shrinking.

¢ Trending tab — Provides at-a-glance information about trends occurring in the workload processing,
and helps you to understand bottlenecks and intraday processing in more detail.

¢ Task Handling tab — Enables you to examine how handle time may be affecting the processing of
tasks, and helps you to quickly spot any exceptions.

* Finished Overdue tab — Provides insights into tasks that were not serviced before their Service Level
Agreement (SLA).

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
SampleiWDIntradayProcessDshbrd.pdf

The following tables explain the prompts you can select when you generate the dashboard, and the
attributes and metrics that are represented in the dashboard:

Prompts for the Intraday Process Dashboard

Prompt Description

From the list, choose a time period on which to

Hieaes e Hler report, and move it to the Selected list.

Choose the first day from which to gather report
data.

End Date Choose the last day from which to gather report

Start Date
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Department
Process
Tenant

Media Type

Prompt

data.

Description

Optionally, select one or more departments to
include in the report.

Optionally, select one or more processes to include

in the report.

Optionally, select one or more tenants to include in

the report.

Optionally, select one or more media types for
which to gather data into the report.

Attributes used in the Intraday Process Dashboard

Attribute
Tenant
Department
Process
Day

Description

Enables data within the reporting
interval to be organized by
tenant.

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Enables data to be organized by
the name of the business
process, which is a core attribute
of tasks and work items that
define strategies for how to route
them.

Enables data within the reporting
interval to be organized by a
particular day within a month
and year. Day values are
presented in YYYY-MM-DD format.

Data Mart Table.Column

TENANT.TENANT_NAME

DEPARTMENT.DEPARTMENT_NAME

PROCESS.PROCESS_NAME

DATE_TIME.LABEL_YYYY_MM_DD

Metrics used in the Intraday Process Dashboard

The Intraday Process Dashboard is divided into four tabs:

e Summary

¢ Trending

Task Handling

¢ Finished Overdue
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Metric

Summary tab

Pending Diff

Entered

Finished

Finished Overdue

Pending

Pending Overdue

Trending tab

Entered

Finished

Finished Overdue

Pending

Description

The difference between the
Entered and Finished metrics.

The total number of new tasks of
this classification that were
submitted to iWD during the
reporting interval.

The total number of tasks of this
classification that were
completed during the reporting
interval.

The total number of completed
tasks that were overdue during
the reporting interval.

The current number of tasks that
were pending (where the task
status is Queued, Assigned, or
Held) at the end of the reporting
interval.

The current number of pending
tasks that were overdue at the
end of the reporting interval. A
task is considered overdue when
the SLA due date/time has been
missed.

The total number of new tasks of
this classification that were
submitted to iWD during the
reporting interval.

The total number of tasks of this
classification that were
completed during the reporting
interval.

The total number of completed
tasks that were overdue during
the reporting interval.

The current number of tasks that
were pending (where the task
status is Queued, Assigned, or
Held) at the end of the reporting
interval.

Source or Calculation

Calculated as the difference
between the Entered and
Finished metrics (Entered-
Finished), where:

¢ Entered is:
IWD_AGG_TASK_CLASSIF [Y,Q,M,W,D,H,151.\

¢ Finished is:
IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].C

IWD_AGG_TASK CLASSIF_[Y,Q,M,W,D,H,15].NEW

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].CMPI

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].COM

IWD_AGG_TASK_CLASSIF [Y,Q,M,W,D,H,15].TOT/

IWD_AGG_TASK_CLASSIF [Y,Q,M,W,D,H,15].TOT/

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].NEW

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].CMPI

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].COM

IWD_AGG_TASK_CLASSIF [Y,Q,M,W,D,H,15].TOT/
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Metric

Avg Handle Time

Task Handling tab

Avg Handle Time

Avg Accept Time

Avg Finish Time

Finished Overdue tab

Pending Overdue

Pending Overdue %

Description

The average amount of time that
agents worked on tasks before
the tasks were completed.

The average amount of time that
agents worked on tasks before
the tasks were completed.

For completed tasks, the average
amount of time that elapsed
within the iWD system before
tasks were assigned to a
resource for the first time. This
metric reflects how long, on
average, tasks were backlogged.

The average amount of time that
elapsed before agents completed
tasks. This metric includes the
time that tasks were backlogged,
as well as work time.

The current number of pending
tasks that were overdue at the
end of the reporting interval. A
task is considered overdue when
the SLA due date/time has been
missed.

The percentage of pending tasks
that were overdue at the end of
the reporting interval.

Source or Calculation

Calculated based on the value of
the Handle Time and Finished
metrics, where:

¢ Handle Time is:
IWD_AGG_TASK_ CLASSIF [Y,Q,M,W,D,H,15].C

¢ Finished is:
IWD_AGG_TASK CLASSIF [Y,Q,M,W,D,H,15].C

Calculated based on the value of
the Handle Time and Finished
metrics, where:

e Handle Time is:
IWD_AGG_TASK CLASSIF _[Y,Q,M,W,D,H,15].C

¢ Finished is:
IWD_AGG_TASK CLASSIF [Y,Q,M,W,D,H,15].C

Calculated based on the value of
the Accept Time and Finished
metrics, where:

e Accept Time is:
IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].C

¢ Finished is:
IWD_AGG_TASK_CLASSIF [Y,Q,M,W,D,H,15].C

Calculated based on the value of
the Finish Time and Finished
metrics, where:

¢ Finish Time is:
IWD_AGG_TASK CLASSIF [Y,Q,M,W,D,H,15].C

¢ Finished is:
IWD_AGG_TASK CLASSIF [Y,Q,M,W,D,H,15].C

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].TOT/

Calculated based on the value of
the Pending Overdue and
Pending metrics, where:

e Pending is:
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Metric Description

The total number of completed
Finished Overdue tasks that were overdue during
the reporting interval.

The percentage of completed
tasks of this classification that
were overdue during the
reporting interval.

Finished Overdue %

The average amount of time that
Avg Handle Time agents worked on tasks before
the tasks were completed.

Source or Calculation

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].T

¢ Pending Overdue is:
IWD_AGG_TASK_CLASSIF _[Y,Q,M,W,D,H,15].T

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].COM

Calculated based on the Finished
Overdue and Finished metrics,
where:

¢ Finished Overdue is:
IWD_AGG_TASK_CLASSIF [Y,Q,M,W,D,H,15].C

¢ Finished is:
IWD_AGG_TASK CLASSIF_[Y,Q,M,W,D,H,15].C

Calculated based on the value of
the Handle Time and Finished
metrics, where:

¢ Handle Time is:
IWD_AGG_TASK CLASSIF [Y,Q,M,W,D,H,15].C

¢ Finished is:
IWD_AGG_TASK CLASSIF _[Y,Q,M,W,D,H,15].C
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Intraday Process Report

This page describes how you (as a manager, business user, workforce planning user, or team leader)
can use the (CX Insights for iWD folder) > Intraday Process Report to view information about

the performance of historical and pending work items, to learn more about sources of backlog, about
throughput, and to understand how often tasks become overdue before they are finished.

Understanding the Intraday Process Report

Tenant Department Process Media Type
worki tem
Advertising
Total
workitem
Newsletter
Email Marketing
Total
worki tem
Promotion
Total
workitem
Retention
Total
Total
selenium
re) ff worki tem
portals
Total
workitem
Forums
Total
oOnline Presence
e workitem
Advertisements
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workitem
website
Total
Total
Total

Intraday Process Report
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2020-
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200.00%
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0.00%
200.00%
200.00%
100.00%
0.00%
200.00%
100.00%
0.00%
200.00%
0.00%
0.00%
0.00%
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Finishe

overdue

o
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o
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o
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0
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10
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%
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0.00%
0.00%
0.00%
0.00%
0.00%
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Pending
Overdue
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Time

(
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:00:00
:03:05
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:01:41
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:01:22
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:14:25
00:07
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:04:52
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Avg

Avg

Handle  Accept

Time
(Fmt)

Time
(Fmt)

00:00:00 00:00:00

00:00:00 00:00:00
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06 04:00:19
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00:00:00 00:00:00

00:03:28  24:00:17
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00:03:

28 24:00:17

00:03:02 04:00:18

00:03:02  04:00:18

00:03:
00:03:

00:02:

02 04:00:18
19 09:20:17

54 13:26:15

20 21:05:42 00:02:54 13:286:

This report provides a count of the completed iWD tasks that were overdue and the counts,
percentages, and averages of completed iWD tasks, and breaks down the average amount of time it
took to complete tasks using three metrics:

¢ Avg Finish Time — measuring the average time it took for tasks to be completed after entering the

system,

e Avg Accept Time — measuring average amount of time that tasks were backlogged before they reached

a handling resource, and

e Avg Handle Time — measuring the average amount of time that resources worked on tasks.
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The report also provides a snapshot of the task backlog for a day or reporting interval, providing
detailed information about how many tasks are currently pending, how many tasks are currently
overdue, and how many of the completed tasks were overdue. Data is organized by day, tenant,
department, and by business process.

To get a better idea of what this report looks like, view sample output from the report:
SamplelntradayProcessReport.pdf

If you plan to customize this report, be sure to first read the important information in
Customizing attributes. Failure to do so can cause incorrect totals to appear in the
report.

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts in the Intraday Process Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather

Start Date report data.
End Date Choose the last day and time from which to gather
report data.
Optionally, select a department on which to focus
Department thpe repor)t/. P
Optionally, select a business process on which to
Sredess focus the report.
T Optionally, select a tenant on which to focus the
enant report
Media Type Optionally, select one or more media types for

which to gather data into the report.

Attributes in the Intraday Process Report

Attribute Description Data Mart Table.Column
Enables data within the reporting
Tenant interval to be organized by TENANT.TENANT_NAME
tenant.
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Attribute

Department

Process

Media Type

Day

Description

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Enables data to be organized by
the name of the business

process, which is a core attribute

of tasks and work items that

define strategies for how to route

them.

Enables data to be organized by
media type.

Enables data within the reporting

interval to be organized by a
particular day within a month
and year. Day values are

presented in YYYY-MM-DD format.

Metrics in the Intraday Process Report

Metric

Entered

Finished

% Finished

Finished Overdue

% Finished Overdue

Description

The total number of new tasks of

this classification that were
submitted to iWD during the
reporting interval.

The total number of tasks of this
classification that were
completed during the reporting
interval.

The percentage of tasks of this
classification that were
completed during the reporting
interval.

The total number of completed
tasks of this classification that
were overdue during the
reporting interval.

The percentage of completed
tasks of this classification that
were overdue during the
reporting interval.

Data Mart Table.Column

DEPARTMENT.DEPARTMENT_NAME

PROCESS.PROCESS_NAME

MEDIA_TYPE.MEDIA_TYPE_NAME

DATE_TIME.LABEL_YYYY_MM_DD

Source or Calculation

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].NEW

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].CMPI

Calculated based on the Finished
and Pending metrics, where:

¢ Finished is:
IWD_AGG_TASK CLASSIF [Y,Q,M,W,D,H,15].C

e Pending is:
IWD_AGG_TASK CLASSIF [Y,Q,M,W,D,H,15].T

IWD_AGG_TASK_CLASSIF _[Y,Q,M,W,D,H,15].COM

Calculated based on the Finished
Overdue and Finished metrics,
where:

¢ Finished Overdue is:
IWD_AGG_TASK_CLASSIF [Y,Q,M,W,D,H,15].C
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Metric

Pending

Pending Overdue

Avg Finish Time (Fmt)

Avg Handle Time (Fmt)

Avg Accept Time (Fmt)

Description

The current number of tasks that
were pending (where the task
status is Queued, Assigned, or
Held) at the end of the reporting
interval.

The current number of pending
tasks that were overdue at the
end of the reporting interval. A
task is considered overdue when
the Service-Level Agreement
(SLA) due date/time has been
missed.

The average amount of time that
elapsed before agents completed
tasks of this classification. This
metric includes the time that
tasks were backlogged, as well
as work time.

The average amount of time that
agents worked on tasks of this
classification before the tasks
were completed.

For completed tasks, the average
amount of time that elapsed
within the iWD system before
tasks of this classification were
assigned to a resource for the
first time. This metric reflects
how long, on average, tasks were
backlogged.

Source or Calculation

¢ Finished is:
IWD_AGG_TASK CLASSIF [Y,Q,M,W,D,H,15].C

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].TOT/

IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].TOT/

Calculated based on the value of
the Finish Time and Finished
metrics, where:

e Finish Time is:
IWD_AGG_TASK CLASSIF_[Y,Q,M,W,D,H,15].C

¢ Finished is:
IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].C

Calculated based on the value of
the Handle Time and Finished
metrics, where:

¢ Handle Time is:
IWD_AGG_TASK CLASSIF _[Y,Q,M,W,D,H,15].C

¢ Finished is:
IWD_AGG_TASK CLASSIF _[Y,Q,M,W,D,H,15].C

Calculated based on the value of
the Accept Time and Finished
metrics, where:

e Accept Time is:
IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].C

¢ Finished is:
IWD_AGG_TASK CLASSIF_[Y,Q,M,W,D,H,15].C

Genesys Customer Experience Insights User's Guide

361



Report descriptions CX Insights for iWD reports

Customizing attributes

B R

oY

Ensure that the attributes in the grid match those in
the REPORT OBJECTS list

If you customize this report, you must ensure that the attributes listed in "REPORT OBJECTS" matches
the attributes used in the report grid, as shown in the figure Ensure that the attributes in the grid
match those in the REPORT OBJECTS list'.

This means that:

e To remove an attribute from the report, you must do so by clicking Remove from Report, (not
Remove from Grid).
e To add a new attribute, you must add it both to the REPORT OBJECTS list, and to the report grid.

If you do not follow these steps, the totals for the Pending\Pending Overdue metrics may be displayed
incorrectly.
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Queue Duration and Priority Dashboard

The Queue Duration and Priority Dashboard provides several visual breakdowns of the average time
spent to complete tasks.

Each tab of the dashboard tracks tasks from inception within the presource system, through to
completion within iWD, and provides insights into average task durations at defined milestones along
a task’s distribution path. It also allows you to analyse tasks based on ranges of queue priorities and,
various processing milestones from which tasks were distributed or proceeded through prior to

completion.
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Summary tab

The dashboard report organizes data on the following tabs:

e Summary tab — An overview of the time interactions spent in queue.

* Queue Priority tab — Insights you can use to tune the priorities in the rules system and routing
strategies in order to reduce average durations at processing milestones. This report is particularly
useful if you manage your operations around service level-based or business outcome-based priorities.

* Queue Time tab — Insight into the movement of tasks through the iWD system, thereby
troubleshooting business rules and routing strategies.

* Queue Depth tab — Insights into pending volumes.
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Queue Time tab

Note that the term dashboard is used interchangeably with the term dossier. Dashboards provide an
interactive, intuitive data visualization, summarizing key business indicators (KPIs). You can change
how you view the data in most reports and dashboards by using interactive features such as
selectors, grouping, widgets, and visualizations, and explore data using multiple paths, through text

and data filtering, and layers of organization.
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Queue Depth tab

To get a better idea of what this dashboard looks like, view sample output from the report:
Sample Queue Duration and Priority Dashboard.pdf

The following table explains the prompts you can select when you generate the Queue Duration and
Priority Dashboard:

Prompts on the Queue Duration and Priority Dashboard

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report

Start Date data.
End Date Choose the last day from which to gather report
data.
Optionally, select a department on which to focus
Department the report.
Optionally, select a business process on which to
R focus the report.
Queue Optionally, select a queue on which to focus the
report.
Tenant Optionally, select a tenant on which to focus the

report.

The following table explains the attributes used in the Queue Duration and Priority Dashboard:

Attributes in the Queue Duration and Priority Dashboard
Attribute Description Data Mart Column

Enables data within the reporting
interval to be organized by a
Day particular day within a month DATE_TIME.LABEL YYYY_MM DD
and year. Day values are
presented in YYYY-MM-DD format.
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Department

Process

Queue

Tenant

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Enables data to be organized by
the name of the business
process, which is a core attribute
of tasks and work items that
define strategies for how to route
them.

Enables data to be organized by
the name of the interaction
queue, agent workbin, agent
group workbin, place workbin, or
place group workbin into which
tasks or work items entered.

Enables data within the reporting
interval to be organized by
tenant.

DEPARTMENT.DEPARTMENT_NAME

PROCESS.PROCESS_NAME

QUEUE.QUEUE_NAME

TENANT.TENANT_NAME

The following table explains the metrics used in the Queue Duration and Priority Dashboard:

Metric

Priority Range 100

Avg Handle Time (Fmt)

Avg Accept Time (Fmt)

Metrics in the Queue Duration and Priority Dashboard

Description

Enables data to be organized by
the range (granularity of 100) in
which the task’s priority falls. You
can drill along this attribute to
display larger ranges in which
task priorities fall. Ranges are
character values that have a
granularity of 100, for example:
“1-100", “101-200", and so on.
For information about
customization, see Customizing
the dashboard.

The average amount of time that
agents worked on tasks that
were distributed from this queue
before they were completed.

For completed tasks that were
distributed from this queue, the
average amount of time that
elapsed within the iWD system
before the tasks were assigned
to a resource for the first time.
This metric reflects how long, on
average, tasks were backlogged.

Source or Calculation

PRIORITY.PRIORITY_RANGE

Calculated based on the value of
the Handle Time and Finished
metrics, where:

¢ Handle Time is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

¢ Finished is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

Calculated based on the value of
the Accept Time and Finished
metrics, where:

e Accept Time is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN
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Avg Finish Time (Fmt)

Avg Source System Time (Fmt)

Avg Pre-Source System Time
(Fmt)

Entered

Exited

The average amount of time that
elapsed before agents completed
tasks that were distributed from
this queue. This metric includes
the time that tasks were
backlogged, as well as work
time.

For completed tasks that were
distributed from this queue, the
average amount of time the
tasks spent in the preceding
system before they were created
within iWD.

For completed tasks that were
distributed from this queue, the
average amount of time the
tasks spent in the presource
system.

The total number of new tasks
that were distributed from this
queue and were submitted to

iWD during the reporting interval.

The total number of tasks that
exited the queue or workbin
during the reporting interval.

¢ Finished is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

Calculated based on the value of
the Finish Time and Finished
metrics, where:

¢ Finish Time is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

¢ Finished is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

Calculated based on the Source
System Time and Finished
metrics, where:

e Source System Time is:
IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].C

¢ Finished is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

Calculated based on to the Pre
Source System Time and Finished
metrics, where:

e Pre Source System Time is:
IWD_AGG_TASK_QUEUE_[Y,Q,M,W,D,H,15].CN

¢ Finished is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

IWD_AGG_TASK_QUEUE_[Y,Q,M,W,D,H,15].ENTEF

IWD_AGG_TASK_QUEUE_[Y,Q,M,W,D,H,15].EXITE
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Queue Priority Range Report

This page describes how you (as a technical business user) can use the (CX Insights for iWD folder)
> Queue Priority Range Report to tune the priorities in the rules system and routing strategies in
order to reduce average durations at processing milestones. This report is particularly useful if you
manage your operations around service level-based or business outcome-based priorities.
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Understanding the Queue Priority Range Report

Queue Priority Range Report

Priority

Tenant Department Process Queue Range 100

Day
2019-12-06
2019-12-07
2019-12-08
2019-12-09
2019-12-10
2019-12-11
2019-12-12
2019-12-13
2019-12-14
2019-12-15
2019-12-1¢6
2019-12-17
2019-12-18
2019-12-19
2019-12-20
2019-12-21
2019-12-22
2019-12-23
2019-12-24
2019-12-25
2019-12-26
2019-12-27
2019-12-28
2019-12-29
2019-12-30
2019-12-31
2020-01-01
2020-01-02

2020-01-03

selenium Emaill Marketing Advertising lwdibpicamp.Main.imvicaptureq 1-100

2020-01-04
2020-01-05
2020-01-08
2020-01-07
2020-01-08
2020-01-09
2020-01-10
2020-01-11
2020-01-12
2020-01-12
2020-01-14

2020-01-15

Entered

3,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
11,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
10,
4z,
14,

45,

911

631

604

629

604

937

791

BOT

799

682

929

703

649

790

737

202

&70

B398

800

B59

801

801

151

BT74

811

786

752

782

515

789

761

BBE

712

B51

751

796

671

601

34z

366

154

Exited

23
3,897

2,232

Avg
Accept
Tima
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00

Avg
Finish

(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00

00:00-

This report breaks down the overall average that is spent to complete tasks (from inception within
the presource system, to termination within iWD) into average task durations at defined milestones

along a task’s routed path for each range of queue priorities.

Although this report is defined using the Priority Range attribute, you can drill along this attribute to

display larger ranges in which task priorities fall.
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To get a better idea of what this report looks like, view sample output from the report:
SampleQueuePriorityRangeReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts in the Queue Priority Range Report

Prompt

Pre-set Date Filter

Start Date

End Date

Department

Process

Queue

Tenant

Description

Choose from the convenient list of predefined
rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather

report data.

Choose the last day and time from which to gather

report data.

Optionally, select a department on which to focus

the report.

Optionally, select a business process on which to

focus the report.

Optionally, select a queue on which to focus the

report.

Optionally, select a tenant on which to focus the

report.

Attributes in the Queue Priority Range Report

Attribute
Tenant
Department
Process
Queue

Description

Enables data within the reporting
interval to be organized by
tenant.

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Enables data to be organized by
the name of the business
process, which is a core attribute
of tasks and work items that
define strategies for how to route
them.

Enables data to be organized by
the name of the interaction
queue, agent workbin, agent

Data Mart Table.Column

TENANT.TENANT_NAME

DEPARTMENT.DEPARTMENT_NAME

PROCESS.PROCESS_NAME

QUEUE.QUEUE_NAME
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Attribute

Priority Range 100

Day

Description

group workbin, place workbin, or
place group workbin into which
tasks or work items entered.

Enables data to be organized by
the range in which the task’s
priority falls.

Ranges are character values that have a
granularity of 100—for example: 1-100,
101-200, 201-300.

Enables data within the reporting
interval to be organized by a
particular day within a month
and year. Day values are
presented in YYYY-MM-DD format.

Metrics in the Queue Priority Range Report

Metric

Entered

Exited

Avg Accept Time (Fmt)

Avg Finish Time (Fmt)

Description

The total number of new tasks
that were distributed from this
queue and were submitted to
iWD during the reporting interval.

The total number of tasks that
exited the queue or workbin
during the reporting interval.

For completed tasks, the average
amount of time that elapsed
within the iWD system before
tasks that were distributed from
this queue were assigned to a
resource for the first time. This
metric reflects how long, on
average, tasks were backlogged.

The average amount of time that
elapsed before agents completed
tasks that were distributed from
this queue. This measure
includes the time that tasks were
backlogged, as well as work
time.

Data Mart Table.Column

PRIORITY.PRIORITY_RANGE_100

DATE_TIME.LABEL_YYYY_MM_DD

Source or Calculation

IWD_AGG_TASK_QUEUE_[Y,Q,M,W,D,H,15].ENTEF

IWD_AGG_TASK_QUEUE_[Y,Q,M,W,D,H,15].EXITE

Calculated based on the value of
the Accept Time and Finished
metrics, where:

e Accept Time is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

¢ Finished is:
IWD_AGG _TASK QUEUE [Y,Q,M,W,D,H,15].CN

Calculated based on the value of
the Finish Time and Finished
metrics, where:

¢ Finish Time is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

¢ Finished is:
IWD_AGG_TASK _QUEUE _[Y,Q,M,W,D,H,15].CI
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Customizing the report

Some dashboards contain attributes representing different granularity of an attribute, such as Priority
Range, or Business Value. You can change the granularity of the data shown in the report by
replacing this attribute with another; this procedure uses Business Value Range in the Capture Point
Business Value Report as an example.
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Procedure: Changing the granularity of the report data

Purpose: Change the granularity range of an attribute. In this example, we change the
Capture Point Business Value Report, which by default is configured to use the "Business Value
Range 100" attribute.

Steps

1. Log in with an account having Administrator privileges.
2. Open and run the report. It's best to modify a copy of the report, rather than the original:
1. Click Report Home > Save As.
2. In the Save As editor:
1. In the Save in list, choose one of the following paths:
¢ Shared Reports > Custom — to make the modified report accessible to other users.
¢ My Reports — to make the modified report accessible only to you.
2. Enter a Name for the report, and optionally modify the Description.
3. Click OK.

3. In the Report Saved editor, click Run newly saved report, and answer the prompts to
generate the report.

3. You can now modify the report:

1. From the Report Objects menu, click All Objects.
In the All Objects hierarchy, drag the new attribute (for example Business Value
Range 1000) into the report,releasing the left mouse button when over the appropriate
location in the report.

2. Drag the unwanted attribute (for example Business Value Range 100) out of the report
grid.

4. Click Report Home > Save. Rerun the report to verify the results.
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Queue Throughput Report

Use the (CX Insights for iWD folder >) Queue Throughput Report to analyze how tasks pass
through business process steps associated with queues in a given time interval, organized by
processes within departments. The report provides a holistic view of tasks in queues (including New,
Cancel, Rejected, and Completed).

Understanding the Queue Throughput Report

Queue Throughput Report
Tasks Tasks on Tasks on Tasks on Tasks on Tasks on Tasks on
Tenant Department Process Day on New Captured Queued Completed Cancel Rejected Error Held
Queue Queue Queue Queue Queue Queue Queue
2020-03-06 1,190 0 0 0 0 0 0
2020-03-07 0 0 0 0 0 0 0
Advertising 2020-03-08 0 0 0 0 0 0 0
2020-03-09 21 0 0 0 0 0 [
2020-03-10 3,920 0 0 0 0 0 0
2020-03-06 1,251 0 0 0 0 0 0
2020-03-07 0 0 0 0 0 0 0
Newsletter 2020-03-08 0 0 0 0 0 0 0
2020-03-09 36 0 0 0 0 0 0
2020-03-10 3,877 0 0 0 0 0 [
Email Marketing 2020-03-06 1,230 0 0 0 0 0 0
2020-03-07 0 0 0 0 0 0 [
Promotion 2020-03-08 0 0 0 0 0 0 0
2020-03-09 30 0 0 0 0 0 0
selenium 2020-03-10 4,017 0 0 0 0 0 0
2020-03-06 1,247 0 0 0 0 0 [
2020-03-07 0 0 0 0 0 0 0
Retention 2020-03-08 0 0 0 0 0 0 0
2020-03-09 32 0 0 0 0 0 [
2020-03-10 4,008 0 0 0 0 0 0

To get a better idea of what this report looks like, view sample output from the report:
SampleQueueThroughputReport .pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts in the Queue Throughput Report

Prompt Description
Pre-set Date Filter Choose a Date Range from the list of preset
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Prompt Description

options. This prompt overrides the Start Date and
End Date values.

Choose the first day from which to collect report

Start Date data.

End Date Choose the last day from which to collect report
data.
Optionally, select one or more departments from

Department which to gather data for the report.

Process Optionally, select one or more processes from
which to gather data for the report.

T Optionally, select one or more tenants for which to

enant

gather data into the report.

Attributes in the Queue Throughput Report

Attribute

Tenant

Department

Process

Time\Day

Description

Enables data within the reporting
interval to be organized by
tenant.

Enables data to be organized by
the department in which the
interaction was handled.

Enables data to be organized by
the name of the business
process, which is a core attribute
of tasks and work items that
define strategies for how to route
them.

Enables data within the reporting
interval to be organized by a
particular day within a month
and year. Day values are
presented in YYYY-MM-DD format.

Metrics in the Queue Throughput Report

Tip

Reports.

Data Mart Table.Column

TENANT.TENANT_NAME

DEPARTMENT.DEPARTMENT_NAME

PROCESS.PROCESS_NAME

DATE_TIME.DATE_TIME_DAY_KEY,
DATE_TIME.LABEL_YYYY_MM_DD,
DATE_TIME.CAL_DATE

Not all of the metrics described here appear in the report, by default. However, you
can easily modify the report to show different metrics, as described in Customizing
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Metric

Tasks on Submitted Queue
Tasks on New Queue
Tasks on Captured Queue

Tasks on Queued Queue

Tasks on Completed Queue

Tasks on Cancel Queue

Tasks on Rejected Queue

Tasks on Error Held Queue
Tasks on Hold Queue

Tasks on Post Processing Queue

Tasks on Non Routable Queue

Tasks on Delivery Attempt Hold
Queue

Tasks on Force Route Hold Queue
Tasks on Force Route Queued

Queue

Tasks on Delivery Window Hold
Queue

Tasks on Restricted Delivery
Queue

Tasks on Transfer Queue

Description

The number of tasks on
Submitted Queue.

The number of tasks on New
Queue.

The number of tasks on Captured
Queue.

The number of tasks on Queued
Queue.

The number of tasks on Completed
Queue.

The number of tasks on Cancel
Queue.

The number of tasks on Rejected
Queue.

The number of tasks on Error
Held Queue.

The number of tasks on Hold
Queue.

The number of tasks on Post
Processing Queue.

The number of tasks on Non
Routable Queue.

The number of tasks on Delivery
Attempt Hold Queue.

The number of tasks on Force
Route Hold Queue.

The number of tasks on Force
Route Queued Queue.

The number of tasks on Delivery
Window Hold Queue.

The number of tasks on
Restricted Delivery Queue.

The number of tasks on Transfer
Queue.

Source or Calculation

IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT

IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT

IWD_AGG_TASK_QUEUE.CMPL_TASK_COUNT

IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT

IWD_AGG_TASK_QUEUE.EXITED_TASK_COUNT
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Queue Task Duration Report

This page describes how you (as a business user, manager, team leader, or technical business
analyst) can use the (CX Insights for iWD folder) > Queue Task Duration Report to gain insight
into the movement of tasks through the iWD system, thereby troubleshooting business rules and

routing strategies.

Understanding the Queue Task Duration Report

Tenant Department

selenium_dep
selenium P -

Process

selenium proc
1

Queue

iWD_Captured

iWD_Completed

Queue Task Duration Report

Day

2018-12-14
2018-12-17
2018-12-18
2018-12-19
2018-12-20
2018-12-21
2018-12-24
2018-12-26
2018-12-27
2018-12-28
2018-12-14
2018-12-17
2018-12-18
2018-12-19

2018-12-20

00

00:
00:
00:

00:

:00:

Avg Handle
Time

00

:00

:00

00:00:00

00:00:00

00:

00:

00:2

00:

00:17:

00:

00:(
00:¢
00:(
00: ¢
00:C

00:C

Avg Accept

Time
:00
:00
:00
:00
:00

:00

00:00:00

00:

00:

00:

00:

00:
00:
00:
00:

00:

00:
00:

00:

Avg Finish
Time

00:00:0C

System

00:
00:
00:
00:
00:

00:

Avg Source

Time

:00
:00

:00

00:00:C

00

00

Avg Pre
Source

System

00:
00:
00:
00:

00:

Time
00:00
00:00
00:00

00:00

00:00:00

00:00:00

This report provides average task durations for the specified processes and departments at various
task processing milestones from the perspective of the queues or workbins from which tasks were

distributed.

To get a better idea of what this report looks like, view sample output from the report:
SampleQueueTaskDurationReport.pdf

The following tables explain the prompts you can select when you generate the report, and the

metrics and attributes that are represented in the report:
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Prompts in the Queue Task Duration Report

Prompt

Pre-set Date Filter

Start Date

End Date

Department

Process

Queue

Tenant

Description

Choose from the convenient list of predefined
rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather

report data.

Choose the last day and time from which to gather

report data.

Optionally, select a department on which to focus

the report.

Optionally, select a business process on which to

focus the report.

Optionally, select a queue on which to focus the

report.

Optionally, select a tenant on which to focus the

report.

Attributes in the Queue Task Duration Report

Attribute
Tenant
Department
Process
Queue
Day

Description

Enables data within the reporting
interval to be organized by
tenant.

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Enables data to be organized by
the name of the business
process, which is a core attribute
of tasks and work items that
define strategies for how to route
them.

Enables data to be organized by
the name of the interaction
queue, agent workbin, agent
group workbin, place workbin, or
place group workbin into which
tasks or work items entered.

Enables data within the reporting
interval to be organized by a
particular day within a month
and year. Day values are
presented in YYYY-MM-DD format.

Data Mart Table.Column

TENANT.TENANT_NAME

DEPARTMENT.DEPARTMENT_NAME

PROCESS.PROCESS_NAME

QUEUE.QUEUE_NAME

DATE_TIME.LABEL_YYYY_MM_DD
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Metrics in the Queue Task Duration Report

Metric

Avg Handle Time (Fmt)

Avg Accept Time (Fmt)

Avg Finish Time (Fmt)

Avg Source System Time (Fmt)

Avg Pre-Source System Time
(Fmt)

Description

The average amount of time that
agents worked on tasks that
were distributed from this queue
before they were completed.

For completed tasks that were
distributed from this queue, the
average amount of time that
elapsed within the iWD system
before the tasks were assigned
to a resource for the first time.
This metric reflects how long, on
average, tasks were backlogged.

The average amount of time that
elapsed before agents completed
tasks that were distributed from
this queue. This metric includes
the time that tasks were
backlogged, as well as work
time.

For completed tasks that were
distributed from this queue, the
average amount of time the
tasks spent in the preceding
system before they were created
within iWD.

For completed tasks that were
distributed from this queue, the
average amount of time the
tasks spent in the presource
system.

Source or Calculation

Calculated based on the value of
the Handle Time and Finished
metrics, where:

¢ Handle Time is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

¢ Finished is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

Calculated based on the value of
the Accept Time and Finished
metrics, where:

e Accept Time is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

¢ Finished is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

Calculated based on the value of
the Finish Time and Finished
metrics, where:

¢ Finish Time is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

¢ Finished is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

Calculated based on the Source
System Time and Finished
metrics, where:

e Source System Time is:
IWD_AGG_TASK_CLASSIF_[Y,Q,M,W,D,H,15].C

¢ Finished is:
IWD_AGG_TASK QUEUE_[Y,Q,M,W,D,H,15].CN

Calculated based on to the Pre
Source System Time and Finished
metrics, where:

e Pre Source System Time is:
IWD_AGG_TASK_QUEUE_[Y,Q,M,W,D,H,15].CN

¢ Finished is:
IWD_AGG_TASK QUEUE [Y,Q,M,W,D,H,15].CN
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Resource Performance Dashboard

ey Pt A - T -

Summary tab

The Resource Performance Dashboard provides insights into the amount of time and effort resources
are spending to resolve work items. Use this dashboard to quickly identify which days, departments,
and processes are occupying resource time.

The dashboard organizes data on the following tabs:

e Summary tab — This tab provides an at-a-glance view of handling resource activity as follows:
* Where are my employees spending the most time?

* Which days are my employees processing the highest volume of work?

e Detail Report tab — This tab provides insights into the number of interactions, and a detailed
breakdown of handle time for each handling resource.

Detail Report tab

Note that the term dashboard is used interchangeably with the term dossier. Dashboards provide an
interactive, intuitive data visualization, summarizing key business indicators (KPIs). You can change
how you view the data in most reports and dashboards by using interactive features such as
selectors, grouping, widgets, and visualizations, and explore data using multiple paths, through text
and data filtering, and layers of organization.
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To get a better idea of what this dashboard looks like, view sample output from the dashboard:
Sample Resource Performance Dashboard.pdf

The following table explains the prompts you can select when you generate the Resource

Performance Dashboard:

Prompts on the Resource Performance Dashboard

Prompt

Pre-set Date Filter

Start Date

End Date

Department

Process

Tenant

Agent Name

(Modified in 9.0.017)

Media Type

Description

Choose a time range from the list, and move it to

the Selected list.

Choose the first day from which to gather report

data.

Choose the last day from which to gather report

data.

Optionally, select one or more departments on

which to report.

Optionally, select one or more business processes
on which to report.

Optionally, select one or more tenants on which to

report.

Optionally, select the name of the agent on which
to focus the report.

Optionally, select one or more media types for
which to gather data into the report.

The following table explains the attributes used in the Resource Performance Dashboard:

Attributes in the Resource Performance Dashboard

Attribute

Tenant

Department

Process

Agent Name

(Modified in 9.0.017)

Day

Description

Enables data within the reporting
interval to be organized by
tenant.

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Enables data to be organized by
the name of the business
process. The business process
name is a core attribute that is
used to define strategies for how
to route tasks and work items.

Enables data to be organized by
the name of the agent.

Enables data within the reporting
interval to be organized by a

Data Mart Column

TENANT.TENANT_NAME

DEPARTMENT.DEPARTMENT_NAME

PROCESS.PROCESS_NAME

RESOURCE_GCXI.AGENT_NAME

DATE_TIME.LABEL_YYYY_MM_DD
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particular day within a month
and year. Day values are

presented in YYYY-MM-DD format.

The following table explains the metrics used in the Resource Performance Dashboard:

Metric

Handle Time (Fmt)

Accepted

Avg Handle Time (Fmt)

Max Handle Time (Fmt)

Min Handle Time (Fmt)

Description

The total amount of time, in
seconds, that this resource
worked on tasks before finishing
them. This duration is measured
as the difference between the
time when the resource is
assigned to a task, and the time
when the task is finished.

Note that the act of a resource finishing a
task within the iWD system does not, in
and of itself, mark the task
Completed—one of three states that
indicate task finalization. A task can have
multiple work items. This metric
considers active as well as completed
tasks in its computation.

For completed tasks, the total
number of tasks that were
assigned to this resource during
the reporting interval.

The average amount of time that
this resource (for example, an
agent) worked on tasks before
finishing them. Note that the act
of a resource finishing a task
within the iWD system does not,
in and of itself, mark the task
Completed—one of three states
that indicate task finalization.
This metric considers active as
well as completed tasks in its
computation.

The longest amount of time that
this resource worked on a task
before finishing it. Finishing a
task within the iWD system does
not necessarily imply that the
task was Completed—one of
three states that indicate task
finalization. This measure
considers active as well as
completed tasks in its
computation.

The shortest amount of time that
this resource worked a task
before finishing it. Finishing a

Metrics in the Resource Performance Dashboard

Source or Calculation

IWD_AGG_TASK_AGENT [Y,Q,M,W,D,H,15].WORK

IWD_AGG_TASK_AGENT [Y,Q,M,W,D,H,15].TASK_

Calculated based on the value of
the Handle Time and Accepted
metrics, where:

¢ Handle Time is:
IWD_AGG_TASK_AGENT [Y,Q,M,W,D,H,15].W(

e Accepted is:
IWD_AGG_TASK AGENT [Y,Q,M,W,D,H,15].TA

IWD_AGG_TASK_AGENT [Y,Q,M,W,D,H,15].MAX_\

IWD_AGG_TASK_AGENT _[Y,Q,M,W,D,H,15].MIN_V
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task within the iWD system does
not necessarily imply that the
task was Completed—one of
three states that indicate task
finalization. This metric considers
active as well as completed tasks
in its computation.
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Resource Performance Report

This page describes how you (as a team leader, manager, or business user) can use the (CX
Insights for iWD folder) > Resource Performance Report to understand how resources handle
tasks, broken down by process, in a specified time interval. The report provides the total number of
tasks that each resource accepted, as well as the shortest, longest, and average amount of time that
it took to handle tasks.

Understanding the Resource Performance Report

Resource Performance Report

Handle Avg
Media Interaction Interaction Agent Handle
Tenant Department Process T o Subtypa N Day Accepted Time T4
(Fmt)
(Fmt)
Agent 3 2021-04-28 1 00:00:48 00:00:48
Inboundiew
Inbound Total 1 00:00:48 00:00:48
Total 1 00:00:48 00:00:48
Agent 5 2021-04-28 1 00:00:40 00:00:40
Outboundiew
email Total 1 00:00:40 00:00:40
Cutbound Agent 4 2021-04-28 1 00:00:42 00:00:42
JutboundReply
Total 1 00:00:42 00:00:42
Total 2 00:01:22 00:00:41
Process 2
Total 3 00:02:10 00:00:43
Agent 3 2021-04-28 1 00:00:48 00:00:48
Outboundiew
Total 1 00:00:48 00:00:48
Cutbound Agent 4 2021-04-28 1 00:00:40 00:00:40
Department 1 workitem ‘JutboundReply
Total 1 00:00:40 00:00:40
Total 2 00:01:28 00:00:44
Total 2 00:01:28 00:00:44
Total 5 00:03:38 00:00:44
Agent 2 2021-04-28 1 00:00:40 00:00:40
InboundNew
Total 1 00:00:40 00:00:40
Inbound Agent & 2021-04-28 2 00:01:19 00:00:40
InboundTest
Total 2 00:01:19 00:00:40
Process 3 email
Total 3 00:01:59 00:00:40
Agent 5 2021-04-28 2 00:01:25 00:00:43
CutboundACE
Cutbound Total 2 00:01:25 00:00:43

,.-—-—--hﬁ‘__/_\‘“‘_f\m 2021-04-28 e 00:00:42 o

This report summarizes a resource’s handling of tasks by process over a specified time interval. It
provides the total number of tasks that the resource accepted, as well as the shortest, longest, and
average amounts of time that it took the resource to handle them.

To get a better idea of what this report looks like, view sample output from the report:
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SampleResourcePerformanceReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts in the Resource Performance Report

Prompt

Pre-set Date Filter

Start Time

End Time

Department

Process

Agent Name

(Modified in 9.0.017)

Tenant

Media Type

Interaction Type

Description

Choose from the convenient list of predefined
rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather

report data.

Choose the last day and time from which to gather

report data.

Optionally, select a department on which to focus

the report.

Optionally, select a business process on which to

focus the report.

Optionally, select the name of the agent on which
to focus the report.

Optionally, select a tenant on which to focus the

report.

Optionally, select one or more media types for
which to gather data into the report.

Optionally, select one or more interaction types for
which to gather data into the report.

Attributes in the Resource Performance Report

Attribute
Tenant
Department
Process

Description

Enables data within the reporting
interval to be organized by
tenant.

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Enables data to be organized by
the name of the business
process, which is a core attribute
of tasks and work items that
define strategies for how to route

Data Mart Table.Column

TENANT.TENANT_NAME

DEPARTMENT.DEPARTMENT_NAME

PROCESS.PROCESS_NAME
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Attribute

Media Type

Interaction Type

Interaction Subtype

Agent Name

(Modified in 9.0.017)

Day

Metrics in the Resource Performance Report

Metric

Accepted

Finished

Handle Time (Fmt)

Avg Handle Time (Fmt)

Description
them.

Enables data to be organized by
media type.

Enables data to be organized by
interaction type.

Enables data to be organized by
interaction subtype.

Enables data to be organized by
the name of the agent.

Enables data within the reporting
interval to be organized by a
particular day within a month
and year. Day values are
presented in YYYY-MM-DD format.

Description

For completed tasks, the total
number of tasks that were
assigned to this resource during
the reporting interval.

The total number of tasks that
were completed during the
reporting interval.

The total amount of time, in
seconds, that this resource
worked on tasks before finishing
them. This duration is measured
as the difference between the
time when the resource is
assigned to a task, and the time
when the task is finished.

Note that the act of a resource finishing a
task within the iWD system does not, in
and of itself, mark the task
Completed—one of three states that
indicate task finalization. A task can have
multiple work items. This metric
considers active as well as completed
tasks in its computation.

The average amount of time that
this resource (for example, an
agent) worked on tasks before
finishing them. Note that the act
of a resource finishing a task
within the iWD system does not,

Data Mart Table.Column

MEDIA_TYPE.MEDIA_TYPE_NAME
MEDIA TYPE.INTERACTION_TYPE_NAME

MEDIA_TYPE.INTERACTION_SUBTYPE_NAME

RESOURCE_GCXI.AGENT_NAME

DATE_TIME.LABEL_YYYY_MM_DD

Source or Calculation

IWD_AGG_TASK_AGENT [Y,Q,M,W,D,H,15].TASK_

IWD_AGG_TASK_AGENT [Y,Q,M,W,D,H,15].CMPL._

IWD_AGG_TASK_AGENT [Y,Q,M,W,D,H,15].WORK

Calculated based on the value of
the Handle Time and Accepted
metrics, where:

e Handle Time is:
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Metric Description Source or Calculation
in and of itself, mark the task
Completed—one of three states IWD_AGG_TASK_AGENT [Y,Q,M,W,D,H,15].W(
that indicate task finalization. - - - -
This metric considers active as * Accepted is:
well as completed tasks in its IWD_AGG_TASK_AGENT_[Y,Q,M,W,D,H,15].TA

computation.

The shortest amount of time that
this resource worked a task
before finishing it. Finishing a
task within the iWD system does
not necessarily imply that the
task was Completed—one of
three states that indicate task
finalization. This metric considers
active as well as completed tasks
in its computation.

Min Handle Time (Fmt) IWD_AGG_TASK_AGENT [Y,Q,M,W,D,H,15].MIN_V

The longest amount of time that
this resource worked on a task
before finishing it. Finishing a
task within the iWD system does
not necessarily imply that the

Max Handle Time (Fmt) task was Completed—one of IWD_AGG_TASK_AGENT_[Y,Q,M,W,D,H,15].MAX_\
three states that indicate task
finalization. This measure
considers active as well as
completed tasks in its
computation.
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Task Age Dashboard

g .

Summary tab

Use the (CX Insights for iWD folder) > Task Age Dashboard to better understand how well each
department and process is meeting Service Level Agreements. The dashboard provides detailed
information about the volume of tasks that are handled within the defined Service Level interval, and
the volume that breach the Service Level Agreement for departments and processes.
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Working Age Distribution Over Time tab

This dashboard provides an aging analysis of work, contrasting work that is performed prior to the
Service Level being breached with the work that has breached the Service Level Agreement for your
departments and processes. This enables you to visualize and analyze how each department and
process is meeting their service levels. The dashboard organizes data on the following tabs:

e Summary

¢ Working Age Distribution Over Time

e Work Completed Interval [15 min]
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e Work Completed Interval [8 hr]
¢ Department And Process By Task Age
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Work Completed Interval [15min] tab

Note that the term dashboard is used interchangeably with the term dossier. Dashboards provide an
interactive, intuitive data visualization, summarizing key business indicators (KPIs). You can change
how you view the data in most reports and dashboards by using interactive features such as
selectors, grouping, widgets, and visualizations, and explore data using multiple paths, through text
and data filtering, and layers of organization.
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1 gt e v b g

!

Work Completed Interval [8hr] tab

To get a better idea of what this dashboard looks like, view sample output from the report:
Sample Task Age Dashboard.pdf
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Department And Process By Task Age tab

The following table explains the prompts you can select when you generate the Task Age Dashboard:

Prompts on the Task Age Dashboard

Prompt

Pre-set Date Filter

Start Date

End Date

Department

Process

Tenant

Media Type

Description

Choose from the convenient list of predefined
rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select a department on which to focus
the report.

Optionally, select a business process on which to
focus the report.

Optionally, select a tenant on which to focus the
report.

Optionally, select one or more media types for
which to gather data into the report.

The following table explains the attributes used in the Task Age Dashboard:

Attributes in the Task Age Dashboard

Attribute

Day

Department

Process

Description

Enables data within the reporting interval to be
organized by a particular day within a month and
year. Day values are presented in YYYY-MM-DD
format.

Enables data to be organized by the name of the
department for which iWD prioritizes and routes
tasks.

Enables data to be organized by the name of the
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business process, which is a core attribute of tasks
and work items that define strategies for how to
route them.

Enables data within the reporting interval to be
organized by the age of the task, where age has a

Age Range 15 min granularity of 15-minutes ranges. For information
about customization, see Customizing the
dashboard.

Enables data within the reporting interval to be

Age Range 1 day organized by the age of the task, where age has a

granularity of 1 day ranges.

Enables data within the reporting interval to be
Age Range 1 hour organized by the age of the task, where age has a
granularity of 1-hour ranges.

Enables data within the reporting interval to be
Age Range 4 hour organized by the age of the task, where age has a
granularity of 4-hours ranges.

Enables data within the reporting interval to be
Age Range 8 hour organized by the age of the task, where age has a
granularity of 8-hours ranges.

Enables data within the reporting interval to be
Age Range Week organized by the age of the task, where age has a
granularity of 1 week ranges.

The following table explains the metrics used in the Task Age Dashboard:

Metrics in the Task Age Dashboard

Metric Description

The total number of tasks of this classification that

Finished were completed during the reporting interval.

The number of pending tasks that are not overdue.
Calculated as the difference between the total
count of pending tasks, and the total count of
overdue tasks.

Pending pre SLA

The current number of pending tasks that were
overdue at the end of the reporting interval. A task
is considered overdue when the SLA due date/time
has been missed.

Pending Overdue

The current number of tasks that were pending
Pending (where the task status is Queued, Assigned, or
Held) at the end of the reporting interval.

To view more detailed information about the metrics and attributes in this report, and other metrics
and attributes that can be used to customize reports, see the Genesys CX Insights Projects Reference
Guide.
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Customizing the dashboard

Some dashboards contain attributes representing different granularity of an attribute, such as Age
Range, or Business Value. You can change the granularity of the data shown on the dashboard by
replacing this attribute with another; this procedure uses Business Value Range in the Capture Point
Dashboard as an example (or see the video below).

= DATASETS

All

L

» Capture Point Report

In memory

¥ Business Value Range 10

Work Arrival Business Value-D

¥ Business Value Range 1
¥ Business Value Range £
9 Business Value Range £
¥ Business Value Ra nge £
& Capture Point

¢ Day

@ Department

© Process

@ Tenant

B Avg Accept Time (Fmt)
5 Avg Finish Time (Fmt)

Hh Avg Handle Time (Fmt)

Changing the granularity of the dashboard data

@usiness Value Range 1°°

Hh Avg Pre Source System Time (Fmt)

b Avg Source System Time (Fmt)

Q (All)
o : .
2019-08-09
o | |
Duplicate as Metric
Data Type >
Create Attribute §
Create Links. .. "
Number Format >

ﬁ

FETanT N s e @ Business Value Range 10

Add to Filter Business Value Range 1000
Rename @ Business Value Range 5
Hide

@ Business Value Range 50

Capty @ Business Value Range 500 y

L Capture Point
inx_st @ Day

4 Department
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Procedure: Changing the granularity of the dashboard data

Purpose: Change the Business Value Range. By default, the Capture Point Dashboard is
configured to use the "Business Value Range 100" attribute.

Steps

1. Log in with an account having Administrator privileges.
2. Open and run the dashboard.
3. Complete the following steps to make a copy of the dashboard, rather than modify the original:
1. Click File > Save As.
2. In the Save As editor:
1. In the Save in list, choose one of the following paths:

¢ Shared Reports > Custom — to make the modified dashboard accessible to other
users.

My Reports — to make the modified dashboard accessible only to you.

2. Enter a Name for the report, and optionally modify the Description, or Advanced
Options.

3. Click OK.
3. In the Dossier Saved editor, click Run newly saved dossier.

4. You can now modify the dashboard:

1. From the View menu, click Datasets Panel.
The Datasets Panel appears, where you can select a new Business Value Range to

apply.

2. Right-click the existing attribute value (Business Value Range 100 by default), and in the
menu that appears, choose Replace Reference With.

3. Click the name of the dataset object to insert (for example Business Value Range 1000).
The selected dataset attribute replaces the default Business Value Range 100
attribute.

5. Click File > Save to save your changes, and rerun the report to verify the results.

Video: Changing the granularity of the dashboard data

Link to video

This video describes how to customize the Business Value Range.
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Task Age Report

Use the (CX Insights for iWD folder) > Task Age Report to better understand how well each
department and process is meeting Service Level Agreements. This report provides detailed
information about the volume of tasks that are handled within the defined Service Level interval, and
the volume that breach the Service Level Agreement for departments and processes.

Understanding the Task Age Report

Tenant Department Process Media Type
workitem
Advertising
Total
Email Marketing workitem
Newsletter
Total
workitem
Promotion
Total
workitem
Retention
Total
Total
selenium
workitem

Blogs / News
Portals

Total

workitem
Forums

Total

Task Age Report

Age Range 1 day

0-1 days

1-2 days

2-3 days

3-4 days

Total

0-1 days
1-2 days

Total

0-1 days

Total

0-1 days

Total

0-1 days

1-2 days

Total

0-1 days

Total

Day

2020-07-31
2020-08-01
2020-08-01
2020-08-02
2020-08-02
2020-08-03

2020-08-03

2020-07-31
2020-08-01

2020-08-01

2020-07-31

2020-07-31

2020-08-01

2020-07-31
2020-08-01

2020-08-01

2020-07-31

2020-08-01

Pending Finishe

Pending Overdue d
768 0 0
768 0 0
768 o] 0
768 o] 0

0 0 16
16 0 0
Q ] 1a
1,552 0 32
1,552 0 32
476 119 17
17 17 0
Q ] 17
17 136 34
17 136 34
255 120 30
255 120 30
255 120 30
35 20 10
0 0 10
0 20 20
0 20 20
1,824 276 116
352 33 11
11 11 0
Q 0 11
11 44 22
11 44 22
100 20 10
0 0 10
0 20 20

0 20 2
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This report provides detailed information about the volume of tasks that are handled within the
defined Service Level interval, and the volume that breach the Service Level Agreement for
departments and processes.

To get a better idea of what this report looks like, view sample output from the report:
SampleTaskAgeReport.pdf

If you plan to customize this report, be sure to first read the important information in
Customizing attributes. Failure to do so can cause incorrect totals to appear in the
report.

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts in the Task Age Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report

Start Date data

End Date ggfaose the last day from which to gather report
Optionally, select a department on which to focus

Department thpe repor)t/. p

Process Optionally, select a business process on which to
focus the report.

Media Type Optionally, select one or more media types for

which to gather data into the report.

Attributes in the Task Age Report

Attribute Description

Enables data within the reporting interval to be
Department organized by the name of the department for which
iWD prioritizes and routes tasks.

Enables data within the reporting interval to be
Process organized by the name of the business process,
which is a core attribute of tasks and work items

Genesys Customer Experience Insights User's Guide 396



Report descriptions CX Insights for iWD reports

Attribute Description
that define strategies for how to route them.
Media Type Enables data to be organized by media type.

Enables data within the reporting interval to be
organized by the age of the task, where age has a
granularity of exactly 1 day ranges. The attribute
contains non-overlapping ranges like 0-1 day, 1-2
day, 3-4 day, and so on. For information about
customization, see Customizing the dashboard.

Age Range 1 day

Enables data within the reporting interval to be
organized by a particular day within a month and
year. Day values are presented in YYYY-MM-DD
format.

Day

Metrics in the Task Age Report

Metric Description

The current number of tasks that were pending
Pending (where the task status is Queued, Assigned, or
Held) at the end of the reporting interval.

The current number of pending tasks that were
overdue at the end of the reporting interval. A task
is considered overdue when the SLA due date/time
has been missed.

Pending Overdue

The total number of tasks of this classification that

Finished were completed during the reporting interval.

To view more detailed information about the metrics and attributes in this report, and other metrics
and attributes that can be used to customize reports, see the Genesys CX Insights Projects Reference
Guide.

Customizing the dashboard

Some dashboards contain attributes representing different granularity of an attribute, such as Age
Range, or Business Value. You can change the granularity of the data shown on the dashboard by
replacing this attribute with another; this procedure uses Business Value Range in the Capture Point
Dashboard as an example (or see the video below).

Genesys Customer Experience Insights User's Guide 397


https://docs.genesys.com/Documentation/GCXI/9.0.0/PG/iWD
https://docs.genesys.com/Documentation/GCXI/9.0.0/PG/iWD

Report descriptions CX Insights for iWD reports

= DATASETS E Work Arrival Business Value-D.
Al Q (All)

v Capture Point Report v o .
In memory 2019-08-09
¥ Business Value Range 10

@usiness Value Range 17" o l
9 Business Value Range 1 Puplicate &3 Metric
¥ Business Value Range £ Data Type g
Create Attribute

9 Business Value Range £
Create Links...

¥ Business Value Ra nge £

€ Capture Point Number Format >

. Day L

@ Department Replace Reference With > © Business Value Range 10

© Process Addto Fier Business Value Range 1000

@ Tenant rename @ Business ValueRange5 |
B Avg Accept Time (Fmt) Hide @ Business Value Range 50

=4 Avg Finish Time (Fmt) Capty @ Business Value Range 500 g

Ep Avg Handle Time (Fmt) L Capture Point

Hh Avg Pre Source System Time (Fmt) inx_st € Day

2 Avg Source System Time (Fmt) ¢ Department

Changing the granularity of the dashboard data

Procedure: Changing the granularity of the dashboard data

Purpose: Change the Business Value Range. By default, the Capture Point Dashboard is
configured to use the "Business Value Range 100" attribute.
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Steps

1. Log in with an account having Administrator privileges.
2. Open and run the dashboard.
3. Complete the following steps to make a copy of the dashboard, rather than modify the original:
1. Click File > Save As.
2. In the Save As editor:
1. In the Save in list, choose one of the following paths:

¢ Shared Reports > Custom — to make the modified dashboard accessible to other
users.

« My Reports — to make the modified dashboard accessible only to you.

2. Enter a Name for the report, and optionally modify the Description, or Advanced
Options.

3. Click OK.
3. In the Dossier Saved editor, click Run newly saved dossier.

4. You can now modify the dashboard:

1. From the View menu, click Datasets Panel.
The Datasets Panel appears, where you can select a new Business Value Range to
apply.

2. Right-click the existing attribute value (Business Value Range 100 by default), and in the
menu that appears, choose Replace Reference With.

3. Click the name of the dataset object to insert (for example Business Value Range 1000).
The selected dataset attribute replaces the default Business Value Range 100
attribute.

5. Click File > Save to save your changes, and rerun the report to verify the results.

Video: Changing the granularity of the dashboard data
Link to video

This video describes how to customize the Business Value Range.
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Customizing attributes

B R

oY

Ensure that the attributes in the grid match those in
the REPORT OBJECTS list

If you customize this report, you must ensure that the attributes listed in "REPORT OBJECTS" matches
the attributes used in the report grid, as shown in the figure Ensure that the attributes in the grid
match those in the REPORT OBJECTS list'.

This means that:

e To remove an attribute from the report, you must do so by clicking Remove from Report, (not
Remove from Grid).
e To add a new attribute, you must add it both to the REPORT OBJECTS list, and to the report grid.

If you do not follow these steps, the totals for the Pending\Pending Overdue metrics may be displayed
incorrectly.
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Task Detall Report

This page describes how you can use the (CX Insights for iWD folder) > Task Detail Report to

understand the raw details of individual work items when viewed from the customer perspective.
Many filters are provided to facilitate troubleshooting, identification, and validation of the results.

Understanding the Task Detail Report
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This is a detail report; because of the volume of data that this report could potentially generate,
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Genesys recommends that you:

e Restrict the Start Time and End Time user prompts to the narrowest range that satisfies your report
criteria. The default hour selections span one day.

¢ Refine other prompts to the minimum dataset that is required.

Some report columns round durations to the nearest minute, whereas time-bound metrics are
provided to the nearest second.

To get a better idea of what this report looks like, view sample output from the report:
SampleTaskDetailReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts in the Task Detail Report

Pre-set Day Filter

Prompt

Description

Choose from the convenient list of predefined
rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather

Start Time report data.

End Time Choose the last day and time from which to gather
report data.

Department Optionally, select a department on which to focus
the report.

T eeas Optionally, select a business process on which to

Media Channel

Source Tenant

Last Agent Name

(Modified in 9.0.017)

Customer ID
Capture ID
Interaction ID

Media Type

Interaction Type

focus the report.

Optionally, select a media channel on which to
focus the report.

Optionally select a source tenant on which to focus
the report.

Optionally, select the name of the agent who was
last assigned the task or work item on which to
focus the report

Optionally, select a customer ID on which to focus
the report.

Optionally, select a capture ID on which to focus
the report.

Optionally, select a Interaction ID on which to focus
the report.

Optionally, select one or more media types for
which to gather data into the report.

Optionally, select one or more interaction types for
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Description

which to gather data into the report.

Attributes in the Task Detall Report

Attribute

Due Date & Time

Interaction ID

Last Task Event ID

Capture ID

Solution Name

Capture Point Name

Queue

Queue Type

Description

Enables data to be organized by
the date and time, in YYYY-M-D
HHMM (AM/PM) format, on which
tasks are due as defined by
either the source system or iWD
rules.

Enables data to be organized by
the task ID, which is a unique
value within a single Interaction
Server database.

Enables data to be organized by
the unique identifier for the last
event that is associated with the
task. Together with
INTERACTION_ID, this field serves
as the primary key of the

H_TASK FACT table.

Enables data to be organized by
the ID of the task capture as
issued by the originating source
system.

Enables data to be organized by
the descriptive name of the
solution.

Enables data to be organized by
the descriptive name of the
capture point.

Enables data to be organized by
the descriptive name of the
Interaction queue or workbin.

Enables data to be organized by
the type of the distribution
queue; one of the following
values:

* InteractionQueue

e AgentWorkbin

e AgentGroupWorkbin
* PlaceWorkbin

* PlaceGroupWorkbin

Data Mart Table.Column

EVENT _DATE.EVENT DATE_STR,
EVENT DATE.EVENT TIME 12 by
way of

(TASK _FACT.DUE_DATE_KEY,
TASK_FACT.DUE_TIME_KEY)

TASK_FACT.INTERACTION_ID

TASK_FACT.LAST TASK_EVENT _ID

TASK_FACT.CAPTURE_ID

SOLUTION.SOLUTION_NAME by
way of
(TASK_FACT.SOLUTION_KEY)

CAPTURE_POINT.CAPTURE_POINT_NAME
by way of
(TASK_FACT.CAPTURE_POINT _KEY)

QUEUE.QUEUE_TYPE by way of
(TASK_FACT.CURRENT_QUEUE_KEY)

QUEUE.QUEUE_NAME by way of
(TASK_FACT.CURRENT_QUEUE_KEY)
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Attribute

Queue Target Name

Media Channel

Category

Priority

Status Name

Description

Enables data to be organized by
the workbin name of the agent,
agent group, place, place group,
or by the name of the interaction
queue.

Enables data to be organized by
the name of the media channel
through which a task is received.

Enables data to be organized by
the descriptive name of the
category.

Enables data to be organized by
the Priority assigned to the task.

Enables data to be organized by
the name of the status of a task.
One of the following values:

e new—Newly created task
awaiting processing.

* rejected—Task was rejected
during processing. This can
occur when a task is assigned
to an expired process or
closed department.

e newheld—This value is

retained only for compatibility

with older releases. iWD 8.0+
does not generate this value.

e captured—Task has been
classified by iWD, but not yet
prioritized.

e queued—Task has been
processed and prioritized at
least once.

e distributed—Task has been
distributed to an agent.

e canceled—Task has been
canceled.

e completed—Task has been
completed.

e errorheld—Error occurred
during task classification or
prioritization. Error details are
stored in the “error” custom
extended task attribute.
When iWD resumes, it
attempts to process the task

Data Mart Table.Column

QUEUE.QUEUE_NAME by way of
(TASK_FACT.CURRENT QUEUE_TARGET KEY)

MEDIA_CHANNEL.MEDIA CHANNEL NAME
by way of
(TASK_FACT.MEDIA_CHANNEL _KEY)

CATEGORY.CATEGORY_NAME by
way of
(TASK_FACT.CATEGORY_KEY)

TASK_FACT.CURRENT _PRIORITY_KEY
by way of
(TASK_FACT.CURRENT _PRIORITY_KEY

STATUS.STATUS_NAME by way of
(TASK_FACT.CURRENT_STATUS_KEY)

Genesys Customer Experience Insights User's Guide

404



Report descriptions CX Insights for iWD reports

Attribute Description Data Mart Table.Column

again.

e held—Task is in a held state
(either by user action or the
system) and will not be
reprioritized until the task is
resumed.

e assigned—Task has been
assigned to an agent.

Enables data to be organized by
whether the task is Final or
Pending :

¢ 0 indicates a task status other
Is Final than Completed, Canceled, or STATUS.IS FINAL
Rejected. -

¢ 1 indicates a task status of
Completed, Canceled, or
Rejected.

Enables data to be organized by
whether a task was Held or Not
Held:

¢ 0 indicates a task status other
Is Held than NewHeld, ErrorHeld, or
Held.

STATUS.IS_HELD

¢ 1 indicates a task status of
NewHeld, ErrorHeld, or Held.

Last Agent Name Enables data to be organized by

name of the agent who was last
assigned the task or work item

RESOURCE_GCXI.AGENT_NAME
by way of
(TASK_FACT.LAST_ASSIGNED_AGENT_KEY)

RESULT_CODE.RESULT_CODE_NAME
by way of
(TASK_FACT.LAST_RESULT _CODE_KEY)

(Modified in 9.0.017)

Enables data to be organized by
the descriptive name of the
result code.

Result Code

Enables data to be organized by

the customer ID, which is an CUSTOMER.CUSTOMER_ID by

Customer ID extended attribute of a task or way of
work item that the source system (TASK_FACT.CUSTOMER_KEY)
assigns.

Enables data to be organized by CUSTOMER_SEGMENT.CUSTOMER_SEGMENT_NA
the descriptive name of the by way of
customer segment. (TASK_FACT.CUSTOMER_SEGMENT_KEY)

Customer Segment

Product

Product Subtype

Enables data to be organized by
the type of the product.

Enables data to be organized by
the subtype of the product.

PRODUCT.PRODUCT_TYPE by way
of (TASK_FACT.PRODUCT_KEY)

PRODUCT.PRODUCT SUBTYPE by
way of
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Attribute

Media Type
Interaction Type

Interaction Subtype

Source Tenant

Source Process

Source Process Subtype

Skill ID

Requested Agent Name

(Modified in 9.0.017)

Source Date Time

Create Date Time

Source Due Date Time

Finish Date Time

Description

Enables data to be organized by
media type.

Enables data to be organized by
interaction type.

Enables data to be organized by
interaction subtype.

Enables data to be organized by
the name of the tenant from the
source system.

Enables data to be organized by
the name of the source-system
process—for example, Order.

Subtype of the process—for
example, Activation.

Enables data to be organized by
the ID of the skill.

Enables data to be organized by
the name of the agent as
captured by the source system.

Enables data to be organized by
the date and time, in YYYY-M-D
HHMM (AM/PM) format, on which
the second source system
captured tasks in task-flow
scenarios in which two systems
are involved in the origination of
tasks. (The second source
system is the DTM [Driver Test
Manager] that submitted the task
to iWD.)

Enables data to be organized by
the date and time, in YYYY-M-D
HHMM (AM/PM) format, on which
tasks were created.

Enables data to be organized by
the date and time, in YYYY-M-D
HHMM (AM/PM) format, at which
the task is due in the source
system.

Enables data to be organized by
the date and time, in YYYY-M-D
HHMM (AM/PM) format, on which
tasks or work items were
completed.

EVENT_DATE_END is an alias for
the EVENT_DATE iWD Data Mart
table.

Data Mart Table.Column
(TASK_FACT.PRODUCT KEY)

MEDIA_TYPE.MEDIA_TYPE_NAME
MEDIA TYPE.INTERACTION_TYPE_NAME

MEDIA_TYPE.INTERACTION_SUBTYPE_NAME

SOURCE_TENANT.SOURCE_TENANT_NAME
by way of
(TASK_FACT.SOURCE_TENANT KEY)

SOURCE_PROCESS.SOURCE_PROCESS TYPE
by way of
(TASK_FACT.SOURCE_PROCESS_KEY)

SOURCE_PROCESS.SOURCE_PROCESS_SUBTYPE

SKILL.SKILL_ID by way of
(TASK_FACT.REQUESTED_SKILL KEY)

RESOURCE_GCXI.AGENT_NAME
by way of
(TASK FACT.REQUESTED AGENT KEY)

EVENT_DATE.EVENT_DATE_STR,

EVENT _DATE.EVENT _TIME_12 by

way of
(TASK_FACT.SOURCE_CREATED_DATE_KEY,
TASK _FACT.SOURCE_CREATED_TIME_KEY)

EVENT DATE.EVENT DATE_STR,
EVENT_DATE.EVENT TIME_12 by
way of

(TASK_FACT.CREATED DATE_KEY,
TASK_FACT.CREATED_TIME_KEY)

EVENT DATE.EVENT _DATE_STR,

EVENT _DATE.EVENT TIME_12 by

way of
(TASK_FACT.SOURCE_DUE_DATE_KEY,TASK_FACT.

EVENT _DATE.EVENT DATE_STR,

EVENT _DATE.EVENT _TIME_12 by
way of
(TASK_FACT.COMPLETED_DATE_KEY,
TASK_FACT.COMPLETED_TIME_KEY)
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Attribute Description Data Mart Table.Column

Enables data to be organized by DEPARTMENT.DEPARTMENT _NAME
the name of the department for by way of

Department which iWD prioritizes and routes  (PROCESS.DEPARTMENT _KEY on
tasks. TASK_FACT.PROCESS_KEY=PROCESS.PROCESS K
Enables data to be organized by
brocess, which is a core attribute  PROCESS PROCESS NAME by

Process ! way of

of tasks and work items that
define strategies for how to route
them.

(TASK_FACT.PROCESS_KEY)

Metrics in the Task Detail Report

Source (Table.Column) or

Metric Description Calculation

The amount of time that elapsed
after this task was created in iWD
before it was assigned to a
resource.

Accept Time (Fmt) TASK_FACT.ASSIGN_TIME_FROM_CREATED_SEC

The amount of time that it took
to finish tasks, calculated as the
difference from the moment that
the task was created in the iWD
system until the moment it was
finished. The act of a resource
finishing a task within the iWD

Finished Time (Fmt) system does not, in and of itself, = TASK_FACT.COMPLETE_TIME_FROM_CREATED_SE
mark the task Completed—one of
three states that indicate task
finalization. Different from other
Finish Time measures, this
measure considers active as well
as completed tasks in its
computation.

The amount of time that a task
was held in iWD. This value
represents an iWD hold action
through the Web Service Capture
API or through the iWD Manager
user interface—not a hold event
from a soft phone or desktop
application.

iWD Hold Time (Fmt) TASK_FACT.TOTAL_HELD_TIME_SEC

The amount of work time,
calculated as the difference from
the moment that a resource (for
example, an agent) is assigned
to a task until the moment that
the task is finished. The act of a
resource finishing a task within
the iWD system does not, in and

Handle Time (Fmt) TASK_FACT.TOTAL_WORK_TIME_SEC
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. I Source (Table.Column) or
Metric Description Calculation

of itself, mark the task
Completed—one of three states
that indicate task finalization. A
task might have multiple work
items. This measure considers
active as well as completed tasks
in its computation.
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Task Work Detall Report

This page describes how you can use the (CX Insights for iWD folder) > Task Work Detail Report

to learn more about tasks that involved more than one employee, the names of the queues that

distributed the tasks to the employees, and more.

Understanding the Task Work Detail Report
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Genesys recommends that you:

¢ Restrict the Start Time and End Time user prompts to the narrowest range that satisfies your report
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criteria. The default hour selections span one day.

¢ Refine other prompts to the minimum dataset that is required.

Some report columns round durations to the nearest minute, whereas time-bound metrics are
provided to the nearest second.

To get a better idea of what this report looks like, view sample output from the report:
SampleTaskWorkDetailReport.pdf

The following tables explain the prompts you can select when you generate the report, and the

metrics and attributes that are represented in the report:

Prompts in the Task Work Detail Report

Prompt Description

Pre-set Day Filter

Start Time

End Time
Department
Process

Media Channel

Source Tenant

Agent Name

(Modified in 9.0.017)

Customer ID
Capture ID
Interaction ID
Media Type

Interaction Type

Choose from the convenient list of predefined
rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather
report data.

Choose the last day and time from which to gather
report data.

Optionally, select a department on which to focus
the report.

Optionally, select a business process on which to
focus the report.

Optionally, select a media channel on which to
focus the report.

Optionally, select a source tenant on which to focus
the report.

Optionally, select the name of the agent on which
to focus the report.

Optionally, select a customer ID on which to focus
the report.

Optionally, select a capture ID on which to focus
the report.

Optionally, select an Interaction ID on which to
focus the report.

Optionally, select one or more media types for
which to gather data into the report.

Optionally, select one or more interaction types for
which to gather data into the report.
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Attributes in the Task Work Detail Report

Attribute

Assign Date

Day of Year

Source Process

Source Process Subtype

Start Date Time

Assign Time

Department

Process

Category

Product

Product Subtype

Media Type
Interaction Type

Interaction Subtype

Queue

Description

Enables data to be organized by
the date, in YYYY-MM-DD, on
which a task was assigned to the
agent.

Enables data to be organized by
the day of the year when the
work started.

Enables data to be organized by
the name of the source-system
process—for example, Order.

Subtype of the process—for
example, Activation.

Enables data to be organized by
the 15-minute interval during
which this record was created.

Enables data to be organized by
the time of day at which the task
was assigned to the agent.

Enables data to be organized by
the name of the department for
which iWD prioritizes and routes
tasks.

Enables data to be organized by
the name of the business
process. The business process
name is a core attribute that is
used to define strategies for how
to route tasks and work items.

Enables data to be organized by
the descriptive name of the
category.

Enables data to be organized by
the type of the product.

Enables data to be organized by
the subtype of the product.

Enables data to be organized by
media type.

Enables data to be organized by
interaction type.

Enables data to be organized by
interaction subtype.

Enables data to be organized by
the descriptive name of the
interaction queue or workbin.

Data Mart Table.Column

TASK_WORK_FACT.ASSIGN_DATE_KEY

TASK_WORK_FACT.START_DATE_TIME_KEY

SOURCE_PROCESS.SOURCE_PROCESS TYPE
by way of
(TASK_FACT.SOURCE_PROCESS_KEY)

SOURCE_PROCESS.SOURCE_PROCESS_SUBTYPE

TASK_WORK_FACT.START_DATE_TIME_KEY

TASK_WORK_FACT.ASSIGN_TIME_KEY

DEPARTMENT.DEPARTMENT NAME

by way of

(PROCESS.DEPARTMENT KEY on

TASK _FACT.PROCESS_KEY=PROCESS.PROCESS K

PROCESS.PROCESS_NAME by
way of
(TASK_FACT.PROCESS KEY)

CATEGORY.CATEGORY_NAME by
way of
(TASK_FACT.CATEGORY_KEY)

PRODUCT.PRODUCT_TYPE by way
of (TASK_FACT.PRODUCT_KEY)

PRODUCT.PRODUCT_SUBTYPE by
way of
(TASK_FACT.PRODUCT KEY)

MEDIA_TYPE.MEDIA_TYPE_NAME
MEDIA_TYPE.INTERACTION_TYPE_NAME
MEDIA_TYPE.INTERACTION_SUBTYPE_NAME

QUEUE.QUEUE_TYPE by way of
(TASK_FACT.CURRENT_QUEUE_KEY)
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Attribute Description Data Mart Table.Column

Enables data to be organized by
the type of the distribution
queue, which is one of the
following values:

e InteractionQueue
QUEUE.QUEUE_NAME by way of

Queue Type « AgentWorkbin (TASK_FACT.CURRENT QUEUE_KEY)
e AgentGroupWorkbin
e PlaceWorkbin
* PlaceGroupWorkbin

Enables data to be organized by

the workbin name of the agent, QUEUE.QUEUE_NAME by way of

Queue Target Name agent group, place, place group,
or by the name of the interaction (TASK_FACT.CURRENT_QUEUE_TARGET KEY)
queue.
Enables data to be organized by MEDIA_CHANNEL.MEDIA_CHANNEL_NAME
Media Channel the name of the media channel by way of
through which a task is received.  (TASK FACT.MEDIA CHANNEL_KEY)
Agent Name
e Enables data to be organized by EE?N%UR;E—GCXLAGENT—NAME
(Modified in 9.0.017) the name of the agent. y way

(TASK_WORK_FACT.ASSIGNED_AGENT_KEY)

Enables data to be organized by
Assign Date Time the date and time when the task
was assigned to the agent.

TASK_WORK_FACT.ASSIGN_DATE_KEY,
TASK_WORK_FACT.ASSIGN_DATE_KEY

Enables data to be organized by
Finish Date Time the date and time when the task
was finished by the agent.

Enables data to be organized by CUSTOMER_SEGMENT.CUSTOMER_SEGMENT_NA

TASK_WORK_FACT.FINISH_DATE_KEY,
TASK_WORK_FACT.FINISH_TIME_KEY

Customer Segment the descriptive name of the by way of

customer segment. (TASK_FACT.CUSTOMER_SEGMENT _KEY)

Enables data to be organized by

the customer ID, which is an CUSTOMER.CUSTOMER _ID by
Customer ID extended attribute of a task or way of

work item that the source system (TASK_FACT.CUSTOMER_KEY)

assigns.

Enables data to be organized by RESULT_CODE.RESULT_CODE_NAME
Result Code the descriptive name of the by way of

result code. (TASK_FACT.LAST_RESULT CODE_KEY)

. TASK_FACT.CURRENT_PRIORITY_KEY

Priority Enables data to be organized by by way of

the priority assigned to the task. gy " FACT.CURRENT_PRIORITY_KEY
Enables data to be organized by
the task ID, which is a unique
value within a single Interaction
Server database.

Capture ID Enables data to be organized by TASK _FACT.CAPTURE_ID

Interaction ID TASK_FACT.INTERACTION_ID
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Attribute Description Data Mart Table.Column

the ID of the task capture as
issued by the originating source
system.

Enables data to be organized by
the ID, taken from the Interaction
Server event log, that
corresponds to the event at
which the task was assigned to
an agent.

Assign Task Event ID TASK_WORK_FACT.ASSIGN_TASK_EVENT_ID

Enables data to be organized by
the ID, taken from the Interaction
Server event log, that
corresponds to the event at
which an agent finished working

Finish Task Event ID TASK_WORK_FACT.FINISH_TASK_EVENT_ID

on the task.

Enables data to be organized by SOLUTION.SOLUTION_NAME by
Solution Name the descriptive name of the way of

solution. (TASK_FACT.SOLUTION_KEY)

Enables data to be organized by
whether a task was abandoned:
0 indicates that the task was not

Is Abandon e e e TASK_WORK_FACT.IS_ABANDON

indicates that the task was

abandoned.

Enables data to be organized by SOURCE_TENANT.SOURCE_TENANT_NAME
Source Tenant the name of the tenant from the by way of

source system. (TASK_FACT.SOURCE_TENANT_KEY)
Tenant Enables data to be organized by TENANT.TENANT NAME

the name of the tenant.

These five attributes enable data
to be organized by the type of PROCESS.CUSTOM _DIM_KEY
custom dimension.

Process Custom Dim Attribute
1-5

These five attributes enable data
to be organized by the type of DEPARTMENT.CUSTOM_DIM_KEY
custom dimension.

Department Custom Dim
Attribute 1-5

These five attributes enable data
Tenant Custom Dim Attribute 1-5  to be organized by the type of TENANT.CUSTOM_DIM_KEY
custom dimension.

Metrics in the Task Work Detail Report

Source (Table.Column) or

Metric Description Calculation

The total amount of time that
elapsed between the moment
when the agent was assigned a
task and the moment when the

Work Time TASK_WORK_FACT.WORK_TIME_SEC

Genesys Customer Experience Insights User's Guide 413



Report descriptions CX Insights for iWD reports

Source (Table.Column) or

Metric Description Calculation

agent completed the task.
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Dashboards

This page describes dashboards, which provide visual summaries of activity in your contact center,
and are organized to suit your role in the organization. Dashboards (stored in the Dashboards
folder) are ready-to-use, but as always, can be modified to suit your specific business needs.

About the Dashboards

@) Recents Datasets
Owmner: Administrator
Modified:
‘Shared Reports 3/23/21 12:20:55 PM
Objects in this folder are used to build special reports, that in turn make up the dashboards.
Custom
CxInsight §
e AN Details Dashboard
. Administrator
gents

e
3/23/21 12:27:56 P

Explore the outcomes of customer interactions based on Automatic Humber Identification (ANT), enabling you to identify
frequent callers and the result of their interactions.

Business Results

Callback
Chat Contact Center Dashboard
Quwner:  Administrator
Chat Bot fodi
3/23/21 12:27:56 PM
Use this dashboard to easiy assess a wide range of key metrics (such as call volumes, interaction times, and handle
Cobrowse times) for the whole contact center.
Milestone Path Analysis Dashboard
Ceimses Oumer: Administrator
Modified:
b= 3/23/21 12:27:56 P11
Explore detailed information and visualizations illustrating the first and last milestones customers traversed, and the
number of sessions that ended in each final disposition
Details:
Email

Supervisor Dashboard

Owner: Administrator

Modified:

3/23/21 12:27:56 PM

Use this dashboard to view detailed information about agent activities, including call volumes, handle and engage times,
and occupancy rates.

Outbound Contact

Predictive Routing

3 4 3 3 & o

Queues
Support Weekly Agent Group Utilization Dashboard
Qwner:  Administrator
My Reports Modified:
3/23/21 12:27:56 PM
Explore agent group utization and occupancy rates by analyzing interaction volumes, call tmes, and consult data over
My Objects the course of 2 weel
History List
R Weekly Queue Summary Dashboard
Owner: Administrator
HModi
Microstrategy Library 3/23/21 12+

7:56 M
Explore the efficience of each queue in your contact center, by examining a variety of indicators over the course of a

@ & & & 3 & o

Agent Performance Dashboard
Owner: Administrator

Modified:

3/23/21 12:27:56 PH
Use this dashboard to easily review detailed information about agent activity in the contact center, including information
about handle time, interaction volume, and relative ranking compared to other agents.

Bot Analytical Dashboard

Owner: Administrator

3/23/21 12:27:56 PM
Use this dashboard to contrast self senvice sessions with and without bot participation, which can help you to
understand how bots impact the customer experience.

Final Disposition Dashbeard
Owner: Administrator

Hodifi
3/23/21 12:27:56 PM

Use this dashboard to explore how key KPIs change over time, which can help you to spot trends in customer
outcomes.

Queue Dashboard

Owner: Administrator

Modified:

3(23/21 12:27:56 P11

Use this dashboard to compare the performance of queues by viewing detailed information about agent performance on
2 queue-by-queue basis.

Weekly Agent Group Performance Dashboard
Owner: Administrator

Modified:

3/23/21 12:27:56 PM

Explore the frequency with which each agent group transfers interactions, within the context of how many interactions
each group accepted over the course of a week.

Weekly Business Attribute Dashboard

Owner: Administrator

Modified:

3/23/21 12:27:56 PM

Explore how interactions are categorized into the business-result attributes, including analysis of the service level within
the perspective of the total number of interactions that are offered to agents or queves, each week.

Weekly Self Service Containment Dashboard
Owner: Administrator
ed

odifi
3/23/21 12:27:56 FM

Explore the number and percentage of interactions that enter the Designer application and condude in the Self-Service
phase, compared to the number that enter the Assisted-Service phase and are routed to a DN or agent, over the course
of a wieel

The following dashboards are available in the CX Insights > Dashboards folder:

* ANI Details Dashboard

* Agent Performance Dashboard

¢ Bot Analytical Dashboard

» Contact Center Dashboard

* Final Disposition Dashboard

¢ Milestone Path Analysis Dashboard

¢ Queue Dashboard

Genesys Customer Experience Insights User's Guide
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¢ Supervisor Dashboard

e Transfer Dashboard

* Weekly Agent Group Performance Dashboard
¢ Weekly Agent Group Utilization Dashboard

¢ Weekly Business Attribute Dashboard

* Weekly Self Service Containment Dashboard

¢ Weekly Queue Summary Dashboard
Additional dashboards are found in other folders, for example:

* Asynchronous Chat Dashboard

* Bot Dashboard

* Predictive Routing - AHT & Queue Dashboard

¢ Predictive Routing Agent Occupancy Dashboard
¢ Predictive Routing - Model Efficiency Dashboard

Link to video
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.

Genesys Customer Experience Insights User's Guide 416


https://player.vimeo.com/video/538586295?title=0&byline=0&portrait=0

Report descriptions Dashboards

AN Detalls Dashboard

The (Dashboards folder) > ANI Detail Dashboard provides detailed information about the outcomes
of customer interactions, based on Automatic Number Identification (ANI), enabling you to identify
frequent callers and the result of their interactions.

1.360

ANI Details Dashboard

The dashboard provides a detailed analysis of call volumes, durations, handle times, and outcomes.
This view is divided into three sections:

¢ The Date Selector enables you to dynamically focus the dashboard on a period of time.
e Use the Callers List to optionally select an ANI value, which focuses the report on a single caller.
e The main area of the dashboard consists of a grid of detailed information pertaining to each call.

The ANI Details Report provides similar data to this dashboard, but the report enables you to explore
outcomes on an hourly basis.

Tip

Note that the term 'dashboard’ is used interchangeably with the term 'dossier’.
Dashboards / dossiers provide an interactive, intuitive data visualization, summarizing
key business indicators (KPIs). You can change how you view the data by using
interactive features such as selectors, grouping, widgets, and visualizations, and

explore data using multiple paths, though text, data filtering, and layers of
organization.

To get a better idea of what this dashboard looks like, view sample output from the report:
Sample ANI Details Dashboard.pdf

Link to video

The following table explains the prompts you can select when you generate the ANI Details
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Dashboard:

Prompts on the ANI
Prompt

Pre-set Date Filter

Start Date

End Date

The following table explains the attributes used on t

Attributes on the ANI
Attributes

Callers List

ANI

Day

Target Address
Resource Type

Resource Name

Technical Result

Result Reason

Detail Dashboard
Description

Choose a date from the list of preset options. If this
prompt is set to anything other than none, the Date
prompts are ignored. By default, the report
captures data from the preceding 31 days.

Choose the first day from which to include data in
the report.

Choose the last day from which to include data in
the report.

he ANI Detail Dashboard:

Details Dashboard
Description

This section provides a summary of the number of
interactions for each caller. Click (or shift-click) in
this list to focus the report on individual callers.

Enables data to be organized based on the ANI
value associated with callers.

Enables data to be organized based on the day on
which a call was made. (YYYY-MM-DD)

Enables data to be organized based on the DN or
address to which the caller was connected.

Enables data to be organized based on the type of
handling resource.

Enables data to be organized based on the user
name of the handling resource.

Enables data to be organized based on disposition,
for example, Abandoned, Completed, Diverted,
Pulled, and Transferred.

Enables data to be organized by the reason for the
technical result; for example, Abandoned-
WhileRinging, AnsweredByAgent, or
RouteOnNoAnswer.

The following table explains the metrics used on the ANI Detail Dashboard:

Metrics on the ANI Details Dashboard

Metric

Interaction Count

Duration (FMT)

Customer Handle Time (FMT)

Description

The number of interactions associated with a given
source address.

The amount of time that the state persisted
(HH:MM:SS), calculated as the difference between
the beginning and end of the agent’s state.

The total time spent handling the interaction,

Genesys Customer Experience Insights User's Guide
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calculated as the sum of the Customer Engage
Time, Customer Hold Time, and Customer Wrap
Time metrics.
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Agent Performance Dashboard

This page describes how you can use the Agent Performance Dashboard to see detailed information
about agent activity in the contact center, including information about handle time, interaction
volume, and relative ranking compared to other agents.

Note that the term 'dashboard' is used interchangeably with the term 'dossier’. Dashboards / dossiers
provide an interactive, intuitive data visualization, summarizing key business indicators (KPIs). You
can change how you view the data in most reports and dashboards by using interactive features such
as selectors, grouping, widgets, and visualizations, and explore data using multiple paths, through
text and data filtering, and layers of organization.
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Understanding the Agent Performance Dashboard

Agent Performance Dashboard Agent Performance - Handle Time - Overview
Media Type
¥ (All) ~ Voice
Interactions Accpeted by Agent
Agent Name Avg Handle Time Avg Engage Time
00:00:39 00:00:23

Avg Wrap Time Avg Hold Time
- 00:00:14 00:00:29
, Agent2 (Agent2)

Avg Consult Received Wrap Time Avg Consult Received Warm Wrap ...
. AB002_sip (AB002_sip) 00:00:11 00:00:00
» ABDO3_sip (AB003_skp) - Avg Consult Received Warm Time Avg Consult Received Time

00:00:07 00:00:31

, AB0O1_sip (AB0D1_sip) .
AHT by Day

. AB004_sip (AB004_sip)
0:01:09

, Agentd (Agentd) I i 0:00:52
, Agent3 (Agent3) I ;

. ABD05_sip (AB00S_sip)

© w w0 e @ @ 9 w O T w w

sagedFiiiiiigid

A T - O - T -

20 40 60 80 100 8 8 8B R B &R 8 R R 8 8 8 8 8§ =
Accepted Day

Specially designed for contact center supervisors, this dashboard provides at-a-glance key
information about agents, focusing on metrics related to handle time and agent conduct. The
dashboard is divided into two tabs, both of which illustrate the percentage of interactions accepted
by each agent:

e Handle Time — Charts the average call handling statistics of each agent. In the Interactions Accepted
by Agent section of the dashboard, click on the bar next to an agent's name to see detailed bar charts
of that agent's average handle time, average engage time, and various other related metrics, as well
as a line graph that illustrates the number of interactions offered to and accepted by that agent over
time (by day). You can:

* From the Media Type list, select a media type to narrow the focus of the dashboard.

* In the Interactions Accepted by Agent bar graph, click on any agent to focus the dashboard on
that agent.

e Conduct — Charts the total volumes of calls handing by each agent, and illustrates how the agent
handled interactions. In the Agents Rank by Interactions section of the dashboard, you can make a
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selection in the drop-down list to filter the list of agents (to show, for example, agents with fewer than
five interactions during the reporting period). Click on the bar next to an agent's name to see detailed
bar charts of that agent's total interactions offered and accepted, and various other related metrics, as
well as a line graph that illustrates the number of interactions offered to and accepted by that agent

over time (by day). You can:

* From the Media Type list, select a media type to narrow the focus of the dashboard.

* In the Agents Rank by Interactions bar graph, click on any agent to focus the dashboard on that

agent.

Use this dashboard to evaluate agent performance and conduct, both individually and in contrast to

other agents.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:

HRCXIAgentPerformanceDashboard.pdf

The following tables explain the prompts you can select when you generate the dashboard, and the

metrics that are represented in the dashboard:

Prompts for the Agent Performance Dashboard

Prompt

Pre-set Date Filter

Start Date

End Date

Description

From the list, choose a time period on which to
report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Attributes used in the Agent Performance Dashboard

Attribute

Agent Name

Day

Media Type

Interaction Type

Description

This attribute enables data to be organized by
certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized by the
interaction’s media type—for example, Voice,
Email, and Chat.

This attribute enables data within the reporting
interval to be organized by the type of interaction.
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Metrics used in the Agent Performance Dashboard

The Agent Performance Dashboard is divided into two tabs:

¢ Handle Time

¢ Conduct

Metric Description
Handle Time

The average amount of time (HH:MM:SS) that the
agent spent handling interactions that the agent

Avg Handle Time (Fmt) received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The average amount of time (HH:MM:SS) that the
agent was engaged with customers.

The average amount of time (HH:MM:SS) that the
Avg Wrap Time (Fmt) agent spent on customer interactions while in ACW
(Wrap) state.

The average amount of time (HH:MM:SS) that the
agent had customer interactions on hold.

Avg Engage Time (Fmt)

Avg Hold Time (Fmt) This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The average amount of time (HH:MM:SS) that the
agent was in ACW (Wrap) state following simple
consultations that the agent accepted, where the
consultations were associated with customer calls.

The average amount of time (HH:MM:SS) that the
agent spent in ACW (Wrap) state following
consultations that the agent requested and
received, where the consultations were associated
with customer interactions that were transferred to
or conferenced with the agent.

The average amount of time (HH:MM:SS) that the
agent was engaged as a recipient in collaborations

Avg Consult Received Warm Time (Fmt) or consultations, including related hold durations,
where the collaborations/consultations were
associated with customer interactions.

The average amount of time (HH:MM:SS) that the
agent was engaged on collaborations or simple

Avg Consult Received Time (Fmt) consultations that the agent received, where the
collaborations/consultations were associated with
customer interactions.

Avg Consult Received Wrap Time (Fmt)

Avg Consult Received Warm Wrap Time (Fmt)

The total number of customer interactions or warm
Accepted consultations that were accepted, answered,
pulled, or initiated by the agent.
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Metric Description
Conduct

The total number of interactions that were received
or initiated by an agent.

The count includes interactions that were abandoned while
inviting, handling attempts that the agent rejected, and warm

Offered consultations and conferences that the agent received. This
count excludes simple consultations, whether they were
initiated or received. For AG2_AGENT_QUEUE records, this
metric relies on the value of the short-abandoned threshold
as configured in the [agg-gim-thld-ID-IXN] section.

The total number of customer interactions or warm
Accepted consultations that were accepted, answered,
pulled, or initiated by the agent.

The total number of customer interactions that
were redirected to another resource upon no

Not Accepted answer by the agent or were otherwise not
accepted by the agent.
eleEEs The total number of customer interactions that
J alerted at the agent and were not accepted.
Hold The total number of customer interactions that the

agent had on hold.

The total number of customer interactions that
were abandoned or dropped for any reason while
the interactions were alerting or ringing at the
agent.

The average amount of time (HH:MM:SS) that the
Avg Handle Time agent spent handling interactions that the agent
received.

Abandon Inviting

The total number of times during the reporting
Agent Disconnect First interval that the agent released customer
interactions before the other party did.

The total number of times that the agent

Transfer Initiated Agent transferred customer interactions.

The percentage of accepted customer interactions

o e
% Transfer Initiated that were transferred (warm or blind) by the agent.
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Bot Analytical Dashboard

This page describes how you can use the (Dashboards > and Designer > folder) Bot Analytical
Dashboard to learn more about bot activity, and how bots can help you improve customer experience
with Genesys Designer.

Note that the term dashboard is used interchangeably with the term dossier. Dashboards / dossiers
provide an interactive, intuitive data visualization, summarizing Key Performance Indicators (KPIs).
You can change how you view the data in most reports and dashboards by using interactive features
such as selectors, grouping, widgets, and visualizations. You can explore data through multiple paths,
using text and data filtering, and layers of organization.
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Understanding the Bot Analytical Dashboard

Bot Analytical Dashboard Bot Invoked - Bot Invoked - Overview

This Page shows the Summary of Bots Performance

Total Sessions in whitch Bot Invoked
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This dashboard provides detailed reporting on bot activity during interaction flows that involve
Genesys Designer applications, and contrasts self-service sessions with and without bot participation,
which can help you understand how bots impact the customer experience.

The Bot Analytical Dashboard is divided into three tabs:

e Self-Service with/without Bot tab — Contrasts self-service customer experience when bots are
present / absent from the interaction.

¢ Bot Invoked tab — Provides information about total bot hits, and summarizes bot invokation success/
failure rates.

* Intent per Bot tab — Analyzes interaction progress and outcomes, in the context of bot participation.
During its conversation with a customer, the bot attempts to identify the intent, or what it is that the
customer wants to do. For example, the bot might detect that the customer wants to buy a ticket. It
then proceeds to fill the required slots (or entities) that are associated with that intent, such as the
name of the show the customer wants to buy a ticket for, the date and time they want to attend, and
so on, by asking the customer to provide those details.
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To get a better idea of what this dashboard looks like, view sample output from the dashboard:
SampleBotAnalyticalDashboard.pdf

The following tables explain the prompts you can select when you generate the dashboard, and the
metrics that are represented in the dashboard:

Prompts for the Bot Analytical Dashboard

Prompt Description

From the list, choose a time period on which to

e G52 PRl e report, and move it to the Selected list.

Start Date Choose the first day from which to gather report

data.
End Date ghoose the last day from which to gather report
ata.
Application Choose an application on which to focus the report.
Bot Choose a bot on which to focus the report.
Media Type Choose a media type on which to focus the report.
Tenant Choose a tenant on which to focus the report.

Attributes used in the Bot Analytical Dashboard

Attribute Description

This attribute enables data to be organized by

Application Name application.

Day This attribute enables data to be organized by day.

This attribute enables data to be organized by

Hour
hour.

This attribute enables data to be organized based

Intent (Intent per Bot tab only) on customer intent

This attribute enables data to be organized by the

=25 LRl s (PO e el @inlhy) last identified customer intent

This attribute enables data to be organized by the

Media Type type of media.

This attribute enables data to be organized by the

Provider Type type of provider.
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Metrics used in the Bot Analytical Dashboard

The Bot Analytical Dashboard is divided into three tabs:

¢ Self-Service with/without Bot

¢ Bot Invoked
* Intent per Bot

Metric

Self-Service with/without Bot tab

Avg Self Service Bot Duration
Avg Self Service No Bot Duration
Bots

Entered Bot in Self Service
Entered in Self Service

Entered No Bot in Self Service
Self-Service Bot Duration
Self-Service Duration

Self-Service No Bot Duration

Bot Invoked tab

Bot Hits

Failed

Success

Intent per Bot tab

Abandoned in Queue

Abandoned in Self- Service

Description

The average duration of Self-Service SDR sessions
in which bots participated

The average duration of Self-Service SDR session in
which no bots participated.

The total number of SDR sessions in which Self-
Service was used.

The total number of Self-Service SDR sessions in
which a bot participated.

The total number of SDR sessions in which Self-
Service was used.

The total number of Self-Service SDR sessions in
which no bot participated.

The total duration (in seconds) of all Self-Service
SDR sessions in which bots participated.

The total duration (in seconds) of all Self-Service
SDR sessions.

The total duration (in seconds) of all Self-Service
SDR sessions in which no bots participated.

The total number of bot sessions. If a bot is invoked
more than once within an SDR session, it is
counted more than once.

The total number of failed bot sessions. This
indicates that there was a condition that triggered
an error, such as Designer being unable to
communicate with the bot.

The total number of successful bot sessions. This
indicates that Designer was able to invoke the bot.
A conversation with the customer took place and
the bot was able to successfully identify an intent.

The total number of interactions that entered the
Self-Service phase of the Designer application,
requested Assisted-Service, and were subsequently
abandoned while waiting in queue.

The total number of interactions that entered the
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Metric Description

Designer application in Self-Service and were
abandoned without entering Assisted-Service.

The average amount of time (in seconds) that

Avg Intent Duration elapsed for customer intents to be recognized.

The total amount of time (in seconds) that elapsed

LG P ] for customer intents to be recognized.

The total number of customer intents that were
Intent Hits recognized. In SDR sessions where more than one
intent is recognized, each one is counted.

The total number of interactions that entered the
Routed to Agent Self-Service phase of the Designer application and
were later routed to an agent.

The total number of interactions that entered the
Routed to DN Self-Service phase of the Designer application and
were later routed to a DN.

To view more detailed information about the metrics and attributes in this dashboard, and other
metrics and attributes that can be used to customize reports, see the Genesys CX Insights Projects
Reference Guide.
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Contact Center Dashboard

This page describes how you can use the Contact Center Dashboard to see detailed information
about interaction volumes and KPIs for the whole contact center.

Note that the term 'dashboard' is used interchangeably with the term 'dossier’. Dashboards / dossiers
provide an interactive, intuitive data visualization, summarizing key business indicators (KPIs). You
can change how you view the data in most reports and dashboards by using interactive features such
as selectors, grouping, widgets, and visualizations, and explore data using multiple paths, through
text and data filtering, and layers of organization.

Understanding the Contact Center Dashboard

Contact Center Dashboard Tenant - Interaction Volume - Overview
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This dashboard is designed to provide an overview of the entire contact center by conveniently

displaying key information about the volume of calls
dashboard is divided into two tabs:

, interaction times, and handle times. The

¢ Interaction Volume — This tab provides several views that illustrate the volume of interactions over time
(by week), the volume of Accepted interactions each day, the Average Handle Time, and the Average

Speed of Answer.

¢ Tenant KPIs — This tab provides a bar chart that contrasts the Interaction Time against the Average
Handle Time, and displays various rates and averages, such as Speed of Answer, Engage Time,
Response Time, Hold Time, Wrap Time, and Invite Time.

Use this dashboard to evaluate the overall performa

nce and loading of the contact center.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:

HRCXIContactCenterDashboard.pdf

The following tables explain the prompts you can select when you generate the dashboard, and the

metrics that are represented in the dashboard:

Prompts for the Contact Center D

Prompt

Pre-set Date Filter
Start Date

End Date

Attributes used in the Contact Ce

Attribute

Business Result

Customer Segment
Day

Interaction Subtype

Interaction Type

ashboard

Description

From the list, choose a time period on which to
report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

nter Dashboard

Description

This attribute enables data to be organized by the
configured business result.

This attribute enables data to be organized by the
configured customer segment.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized by the
interaction’s subtype.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, or Internal.
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Attribute

Media Type

Service Subtype

Service Type

Week

Description

This attribute enables data to be organized by the
interaction’s media type—for example, Voice,
Email, and Chat.

This attribute enables data to be organized by the
detailed type of service that the customer
requested.

This attribute enables data to be organized by the
type of service that was assigned to the
interaction.

This attribute enables data within the reporting
interval to be organized by week

Metrics used in the Contact Center Dashboard

The Contact Center Dashboard is divided into two tabs:

¢ Interaction Volume

¢ Tenant KPIs

Metric
Handle Time

Accepted

Avg Handle Time (Fmt)

Avg Speed of Answer

Conduct

Interaction Time

Avg Handle Time (Fmt)

Accepted

% Abandoned Waiting

Description

The number of customer interactions that were
successfully transferred (warm or blind) to an
agent.

The average amount of time (HH:MM:SS) that
agents spent handling each interaction.

The average amount of time (HH:MM:SS) that
customer interactions were queued and/or alerting
or ringing before the interactions were accepted by
the first-handling resource.

The total portion of agent active time that the
agents were busy processing interactions.

The average amount of time (HH:MM:SS) that this
agent spent handling interactions that the agent
received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The number of customer interactions that were
successfully transferred (warm or blind) to this
agent.

The percentage of customer interactions that were
abandoned by the caller during the reporting
interval.
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Metric Description

The percentage of accepted customer interactions
that were transferred (warm or blind) by the agent.

The average amount of time (HH:MM:SS) that
customer interactions were queued and/or alerting
or ringing before the interactions were accepted by
the first-handling resource.

The average amount of time (HH:MM:SS) that this
agent was engaged with customers.

% Transfer Initiated Agent

Avg Speed of Answer

Avg Engage Time (Fmt)

The average duration of completed customer
interactions that both had a response by a handling

Avg Finish Response Time (Fmt) resource. This duration includes the entire lifespan
of the interaction, including processing, queueing,
and handling.

The average amount of time (HH:MM:SS) that this
agent had customer interactions on hold.

Avg Hold Time (Fmt) This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The average amount of time (HH:MM:SS) that this
Avg Wrap Time (Fmt) agent spent on customer interactions while in ACW
(Wrap) state.

The average amount of time (HH:MM:SS) that
customer interactions alerted or rang at agent
resources before the interactions were accepted,

Avg Invite Time plus the average duration of dialing that agents
performed, where the calls were successfully
established. This metric is attributed to the interval
in which the interactions began.
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Final Disposition Dashboard

This page describes how you can use the (Dashboards > and Designer > folder) Final Disposition
Dashboard to analyze trends in interaction outcomes by viewing detailed information over time
periods you specify, about the number and percentage of interactions that enter the Designer
Application and conclude in the Self-Service phase, compared to the number that enter the Assisted-
Service phase and are routed to a DN or agent.

Note that the term dashboard is used interchangeably with the term dossier. Dashboards / dossiers
provide an interactive, intuitive data visualization, summarizing Key Performance Indicators (KPIs).
You can change how you view the data in most reports and dashboards by using interactive features

such as selectors, grouping, widgets, and visualizations. You can explore data through multiple paths,
using text and data filtering, and layers of organization.

Understanding the Final Disposition Dashboard

Select Metric

Entered in Self-Service Contained in Self: Service Entered in Assisted Service Abandoned in Quee Routed to DN Routed to Agent

500
400

300

Metrics

[l Entered in Self-Service

Entered in Self-Service

200

100

2017-09-11 2017-09-12 2017-09-13 2017-09-14 2017-09-15 2017-09-18

Day

This dashboard is designed to provide an overview of interaction outcomes by visualizing key KPIs
over time, which can help you spot trends in customer outcomes.

Use this dashboard to compare today's numbers to previous days. By default, the dashboard shows
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the past week, but you can run it across longer periods of time. In the Select Metric bar, choose
which metric to view in the bar chart.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
HRCXIFinalDispositionDashboard.pdf

The following tables explain the prompts you can select when you generate the dashboard, and the
attributes and metrics that are represented in the dashboard:

Prompts for the Final Disposition Dashboard

Prompt Description

From the list, choose a time period on which to

e S22 BRI T report, and move it to the Selected list.

Start Date Choose the first day from which to gather report

data.

End Date Choose the last day from which to gather report
data.

Application Choose an application on which to focus the report.

Attributes used in the Final Disposition Dashboard

Attribute Description

Application Name This attribute enables data to be organized by

application.

Day This attribute enables data to be organized by day.

H This attribute enables data to be organized by

our

hour.

Month This attribute enables data to be organized by
month.

Week This attribute enables data to be organized by
week.

Subhour This attribute enables data to be organized by 15/

30 minutes intervals.

Metrics used in the Final Disposition Dashboard

Metric Description

The total number of interactions that entered the
Abandoned in Queue Self-Service phase of the Designer application,
requested Assisted-Service, and were subsequently
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Metric Description
abandoned while waiting in queue.

The total number of interactions that entered the
Contained in Self- Service Designer application in Self-Service and were
concluded without entering Assisted-Service.

The total number of interactions that entered the

EMTETEE i) (ESEIEE] SEIEe Designer application in Assisted-Service.

The total number of interactions that entered the

Entered in Self- Service Designer application in Self-Service.

The total number of interactions that entered the
Routed to Agent Self-Service phase of the Designer application and
were later routed to an agent.

The total number of interactions that entered the
Routed to DN Self-Service phase of the Designer application and
were later routed to a DN.

To view more detailed information about the metrics and attributes in this dashboard, and other
metrics and attributes that can be used to customize reports, see the Genesys CX Insights Projects
Reference Guide.
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Milestone Path Analysis Dashboard

The (Designer folder) Milestone Path Analysis Dashboard provides detailed information and

visualizations illustrating the first and last milestones customers traversed, and the number of
sessions that ended in each final disposition.

Understanding the Milestone Path Analysis Dashboard
The Milestone Path Analysis Dashboard is divided into two tabs:

¢ Milestone Analysis tab — Views on this tab allow you to explore the first and last milestones users
encountered and the number of sessions that terminate in each configured outcome (Final Disposition).
This tab offers four dynamic, interactive views:

e Data View — Detailed information about the number of sessions, first and last milestones, and
disposition.

» Visual View — This sankey diagram view provides an interactive visual representation that explores
the session count from the first milestone to the last milestone, including the disposition. Hover
over visual elements to learn what each number represents, or use the Filter option to focus on

particular milestones or days. Optionally, you can edit the dashboard to show full text labels,
instead of only values.

* Final Dispositions — Detailed and visual representations of the number of sessions that reached
each Final Disposition. Hover over visual elements to learn what each number represents, or use
the Filter option to focus on particular milestones or days.

* Last Milestone View — Detailed information, sorted by day, about the Last Milestone sessions

passed before completion. Optionally, remove the Day attribute from this view, to organize data by
Final Disposition.

* Views on the Milestone Analysis tab

Data View
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Sankey View

Final Disposition

Last Milestone View

* ANI Analysis tab — Detailed information about the Final Disposition for each caller, based on
Automatic Number Identification (ANI), and sorted by day. Use the Filter option to focus on specific
ANls, or add additional columns.

* Views on the ANI Analysis tab

Final Disposition

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
SampleMilestonePathAnalysisDashboard.pdf

Link to video Link to video Link to video
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The following tables explain the prompts you can select when you generate the dashboard, and the
metrics and attributes that are represented in the dashboard:

Prompts for the Milestone Path Analysis Dashboard

Prompt Description
. From the convenient list of predefined dates,
et DEe (Aler choose a date for which to run the report.
Choose the first day from which to gather data into
Start Date the dashboard.
Choose the last day from which to gather data into
Sl [P the dashboard.
Aoplication Optionally, select one or more Designer
PP applications on which to focus the report.

Attributes used in the Milestone Path Analysis Dashboard

Attribute Description

Enables data to be organized by the Automatic
ANI Number Identification (ANI), which is the number
associated with the originator of the call.

Day Enables data to be organized by day.

Enables data to be organized by the name of the
first milestone the call passed.

Enables data to be organized by the name of the
Last Milestone last milestone the call passed before entering
Assisted Service.

Start Milestone

Enables data to be organized by the status
assigned to a call when the caller exited the call
flow (such as Abandoned in Self-service,

Al PrEpeaiier Abandoned in Queue, Routed to Agent, System
Error, Terminated, or Other). This status is set by
the system.

Metrics used in the Milestone Path Analysis Dashboard

Metric Description

The total number of sessions that encountered

SREHIE GO each milestone or milestone path.

To view more detailed information about the metrics and attributes in this dashboard, and other
metrics and attributes that can be used to customize reports, see the Genesys CX Insights Projects
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Reference Guide.
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Supervisor Dashboard

This page describes how you can use the Supervisor Dashboard to see detailed information about
agent activities, interactions, and states.

Video: Introducing the Supervisor Dashboard

Link to video

This video describes how to use the Supervisor Dashboard.
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Understanding the Supervisor Dashboard
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Specially designed for contact center supervisors, this dashboard conveniently displays key
information about interactions and agents, including the number of interactions offered and
accepted, various durations, such as the average handle time and average engage time, and the

percentage of the time agents collectively spent on various activities.

In addition, the dashboard provides a graph of the number of calls offered over time, and bar charts
illustrating occupancy for each agent, with a corresponding chart for each agent illustrating the
percentage of the agent's time spent in each state (Ready, Not Ready,Busy).

Use this dashboard to evaluate interaction handling and agent performance at a glance. It includes
both key information about interaction volume and customer experience, and charts to illustrate each

agent's activity during the reporting period.
To get a better idea of what this report looks like, view sample output from the report:
HRCXISupervisorDashboard.pdf

The following tables explain the prompts you can select when you generate the dashboard, and the
metrics that are represented in the dashboard:
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Prompts for the Supervisor Dashboard

Prompt

Pre-set Date Filter
Start Date

End Date

Agent

Agent Group

Media Type

Interaction Type

Tenant

Attributes
Attribute

Agent Name

Business Result

Customer Segment

Day

Interaction Type

Media Type

Service Type

Description

From the list, choose a time period on which to
report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select one or more agents to include in
the report.

Optionally, select one or more agent groups to
include in the report.

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
the tenant(s) for which to include data in the
report.

Description

This attribute enables data to be organized by
certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the
configured business result.

This attribute enables data to be organized by the
configured customer segment.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data to be organized by the
interaction’s media type—for example, Voice,
Email, and Chat.

This attribute enables data to be organized by the
type of service that was assigned to the
interaction.
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Attribute Description

This attribute enables data within the reporting

Tenant interval to be organized by tenant.

Metrics used in the Supervisor Dashboard

The Supervisor Dashboard is composed of three report-style components, so the following table is
divided accordingly:

¢ Agent Interaction State

e Agent Summarized State

e Agent Activity

Metric Description
Agent Interaction State

The percentage of time within the interval that this
agent was engaged with customers, relative to the
total duration within the interval of the agent’s
active session on a particular media channel.

% Engage Time

The percentage of time that this agent had
customer interactions on hold within the interval,
relative to the total duration of the agent’s active
session within the interval.

% Hold Time

The percentage of time that customer interactions
% Invite Time spent in Invite Time, relative to the total duration of
the agent’s active session within the interval.

The percentage of time within the interval that this
agent spent in ACW (Wrap) state related to
customer calls, relative to the total duration of the
agent’s active session within the interval.

% Ixn Wrap Time

The total amount of time that this agent was
engaged with customers on interactions that the
agent received within the interval or within a prior
interval and ensued in this interval. This metric
might include engagement time for interactions
that the agent made or received while in the Not

Engage Time (Fmt) Ready or ACW (Wrap) states (if the underlying ICON
application supplying data to Genesys Info Mart is
configured appropriately.)

This metric excludes engagement time that is associated with
collaborations, consultations, and other interaction-related
durations, such as hold time, ACW time, and alert (ring) time.

The total amount of time within the interval that
this agent had customer interactions on hold. This

Hold Time (Fmt) metric counts all held durations for interactions,
whether they were placed on hold once or more
than once.
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Metric

Invite Time (Fmt)

Ixn Busy Time (Fmt)

Ixn Wrap Time (Fmt)

Agent Summarized State

% Busy Time

% Not Ready Time

% Occupancy

% Other State Time

% Ready Time

Description

The total amount of time attributable to the
interval that customer interactions alerted or rang
at agents plus the total duration of the dialing that
agents performed.

For the alerting component of this metric, interactions do not
have to be established for this metric to be incremented. For the
dialing component, dial duration is metricd for established calls
only.

The total amount of time within the interval that
this agent was busy processing interactions. The
time that an agent is busy is calculated as the sum
of dialing for established interactions and alerting
duration (Invite Time), engage/talk duration, hold
duration, ACW (Wrap) duration (for interaction-
related ACW), and amount of time that the agent
spent processing consult interactions that the
agent received.

This metric excludes Ringing Time, Consult Ixn Wrap Time,
Consult Invite Time, and Invite Time for Abandoned Inviting.

The total amount of time within the interval that
this agent spent in ACW (Wrap) state for customer
calls that the agent received.

The percentage of time of all interaction-processing
activities.

The percentage of time within the interval that this
agent’s state was NotReady, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

The percentage of time that this agent’s state was
Busy within the interval, relative to the total
duration within the interval of the agent’s active
session on a particular media channel. This metric
reflects the percentage of time that agents actually
spent handling interactions against their available
or idle time.

This metric is computed as active time minus ready and not-
ready time divided by the difference of active and not-ready
time.

The percentage of time within the interval that this
agent’s state was neither Ready nor NotReady after
login, relative to the total duration within the
interval of the agent’s active session on a
particular media channel.

The situation in which an agent’s state is neither Ready nor

NotReady can occur if the switch, for instance, does not force
agents’ DNs into the Ready state upon login.

The percentage of time within the interval that this
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Metric

% Wrap Time

Active Time (Fmt)

Busy Time (Fmt)

Not Ready Time (Fmt)

Other State Time (Fmt)

Ready Time (Fmt)

Wrap Time (Fmt)

Agent Activity

Accepted

Avg Engage Time (Fmt)

Avg Handle Time (Fmt)

Description

agent’s state was Ready, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

The percentage of time that this agent spent in
ACW (Wrap) state within the interval, relative to the
total duration of the agent’s active session within
the interval.

The total amount of time attributable to the
interval between the beginning and end of this
agent’s login session(s) on a particular media
channel. In the scenario in which an agent logs into
multiple switches, DNs, and/or queues, this metric
starts the moment at which the agent logs in to the
first switch/DN/queue (if this login falls within the
interval) and ends at the moment at which the
agent is no longer logged in to any switch/DN/
queue (if logout falls within the interval).

If the agent is not forcibly logged out when the calendar day
ends, login duration is split over both days.

The total duration of all of interaction-processing
activities including the time that is associated with
requests for consultation that the agent received
and excluding the time spent processing after-call
work.

The total amount of time within the interval that
this agent was in the NotReady state for a
particular media channel (including Do Not Disturb
duration, if configured) regardless of whether a
reason was indicated.

The total amount of time that the state of this
agent was neither Ready nor NotReady after login
to a particular media channel. The situation in
which the state of an agent is neither Ready nor
NotReady usually occurs upon first login if the
switch, for instance, does not force agents into the
Ready state upon login.

The total amount of time that this agent was in the
Ready state for a particular media type.

The total amount of time within the interval that
this agent spent in ACW (Wrap) state whether or
not the reason for entering this state was related to
an interaction.

The percentage of accepted customer interactions
that were successfully transferred (warm or blind)
to this agent.

The average amount of time that this agent was
engaged with customers.

The average amount of time that this agent spent
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Metric

Avg Hold Time (Fmt)

Avg Revenue

Avg Satisfaction

Avg Wrap Time (Fmt)

Offered

Description
handling interactions that the agent received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The average amount of time that this agent had
customer interactions on hold.

This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The average amount of revenue that is generated
for interactions handled by this agent.

The average considers only those interactions for which revenue
was generated.

The average customer-satisfaction score of
interactions handled by this agent.

The tally considers only those interactions for which customer
satisfaction was recorded.

The average amount of time that this agent spent
on customer interactions while in ACW (Wrap)
state.

The total number of times that interactions were
received or initiated by an agent.

The count includes interactions that were abandoned while
inviting, handling attempts that the agent rejected, and warm
consultations and conferences that the agent received. This
count excludes simple consultations, whether they were
initiated or received. For AG2_AGENT_QUEUE records, this
metric relies on the value of the short-abandoned threshold
as configured in the [agg-gim-thld-ID-IXN] section.
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Queue Dashboard

This page describes how you can use the Queue Dashboard to compare the performance of queues
by viewing detailed information about agent performance on a queue-by-queue basis.

Note that the term 'dashboard' is used interchangeably with the term 'dossier’. Dashboards / dossiers
provide an interactive, intuitive data visualization, summarizing key business indicators (KPIs). You
can change how you view the data in most reports and dashboards by using interactive features such
as selectors, grouping, widgets, and visualizations, and explore data using multiple paths, through
text and data filtering, and layers of organization.

Understanding the Queue Dashboard

Media Type
w (Al » Voice
Queue
r - i .
_ 1,148 210
_ 2.69% 15.24%
- ASA Avg Distribute Time
00:00:09 00:00:05
008 Avg Abandoned Waiting Time Avg Clear Time
a0 00:00:25 00:00:02
8012
e Max Abandoned Waiting Time Redirected
2 40 € ] 00:01:49 9
coepted

Accepted Service Level 100.00% 100.00%

20.00% 20.00%
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80.00% 60.00%

40.00% 40.00%

% Acoept Service
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20.00% 20.00%

The dashboard is divided into two tabs:

¢ KPIs — The KPIs tab provides an overview of Queue performance by illustrating several Key Performance
Indicators (KPI), notably Accepted Service Level (by queue) and % Accepted Service Level. It also
provides at-a-glance summary information about distribution rates and times, and other metrics such
as abandoned, clear, transfer and redirection. You can:

* From the Media Type list, select a media type to narrow the focus of the dashboard.
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* In the Queue bar graph, click on any queue to focus the dashboard on that queue.

e Daily Summary — Provides daily and hourly charts of interaction volume, contrasting the number
entering each queue against the number accepted from each queue.You can:

* From the Queue list, select a queue to narrow the focus of the dashboard.
* From the Media Type list, select a media type to narrow the focus of the dashboard.

* In the Interactions Entered by queue or Interactions Entered vs Accepted bar graph, click on
any day to focus the dashboard on that day.

Use this dashboard to evaluate the overall performance of queues in your contact center, and

compare the performance of each one against similar queues. Select an individual queue to focus on
the performance of that queue.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
HRCXIQueueDashboard.pdf

The following tables explain the prompts you can select when you generate the dashboard, and the
metrics that are represented in the dashboard:

Prompts for the Queue Dashboard

Prompt Description
) From the list, choose a time period on which to
et pEle (Al report, and move it to the Selected list.
Start Date Choose the first day from which to gather report
data.
End Date gg;)aose the last day from which to gather report

Attributes used in the Queue Dashboard

Attribute Description

This attribute enables the organization of data
Day based on the hour at which the interaction
occurred.

This attribute enables data within the reporting
interval to be organized by a particular hour.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, or Internal.

Hour

This attribute enables data to be organized by the

Media Type interaction’s media type—for example, Voice,
Email, and Chat.
Queue This attribute enables data to be organized by
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Metrics used in the Queue Dashboard

The Queue Dashboard is divided into two tabs:

¢ Handle Time

¢ Conduct

Metric
KPIs

Offered

Accepted

% Abandoned Waiting

% Transfer Initiated

ASA

Avg Distribute Time

Avg Abandoned Waiting Time

Avg Clear Time

Description

The total number of customer interactions that
entered the queue and were received or initiated
by an agent.

The count includes interactions that were abandoned while
inviting, handling attempts that the agent rejected, and warm
consultations and conferences that the agent received. This
count excludes simple consultations, whether they were
initiated or received. For AG2_AGENT_QUEUE records, this
metric relies on the value of the short-abandoned threshold
as configured in the [agg-gim-thld-ID-IXN] section.

The total number of customer interactions or warm
consultations that entered the queue and were
accepted, answered, pulled, or initiated by an
agent.

The percentage of customer interactions that
entered this queue and later were abandoned,
relative to the total number of customer
interactions that entered entered this queue during
the reporting interval.

The percentage of accepted customer interactions
that were transferred (warm or blind) by an agent.

Avg Speed of Answer — The average amount of
time (HH:MM:SS) that customer interactions were
queued and/or alerting or ringing before the
interactions were accepted by the first-handling
resource.

The average amount of time (HH:MM:SS) that
customer interactions or established warm
consultations spent in this queue before they were
distributed.

The average amount of time (HH:MM:SS) that
interactions that entered this queue waited within
the contact center before customers abandoned
the interactions or before they were dropped for
any reason. This average includes interactions that
were abandoned or dropped within the short-
abandoned threshold and excludes interactions
that were abandoned or dropped while they were
alerting (ringing) at an agent’s desktop.

The average amount of time (HH:MM:SS) that
customer interactions spent in a queue before they
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Metric Description
were cleared from this virtual queue.

The longest amount of time (HH:MM:SS) that
customers waited at this queue before abandoning
the interactions and before the interactions could
be distributed.

The total number of customer interactions that
entered this queue, rang at a routing target, and
were redirected upon no acceptance/answer by an
agent.

Max Abandoned Waiting Time

Redirected

The service level of this queue measured as the
total number of interactions that entered this
queue during the reporting period, and were
accepted within the acceptance threshold.

Accepted Service Level

The percentage of customer interactions and warm
consultations that entered this queue and were
subsequently distributed and accepted to the total
number of interactions that entered this queue.

% Accepted

Daily Summary

The total number of customer interactions or
Entered established warm consultations that entered this
queue.

The total number of customer interactions or warm
consultations that entered the queue and were
accepted, answered, pulled, or initiated by an
agent.

Accepted
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Transfer Dashboard

This page describes how you can use the (Dashboards folder) Transfer Dashboard to learn about
how agent time was spent when handling contact center interactions that involve a transfer, consult,
or conference, whether warm or cold.

Note that the term 'dashboard' is used interchangeably with the term 'dossier’. Dashboards / dossiers
provide an interactive, intuitive data visualization, summarizing key business indicators (KPIs). You
can change how you view the data by using interactive features such as selectors, grouping, widgets,
and visualizations, and explore data using multiple paths, though text, data filtering, and layers of
organization.

Understanding the Transfer Dashboard

The Agent Transfer Summary tab

The Transfer Dashboard provides a dashboard-style summary that tracks a wide variety of metrics
related to transfers, consult, and conference calls.

The Transfer Dashboard provides two distinct views of the data, on two tabs:

¢ The Agent Transfer Summary tab — This tab provides summary information about how individual agent
time was spent when handling contact center interactions that involve a transfer, consult, or
conference, whether warm or cold.

(R [P Ser—

——B e FEFEFFFe. a i & P

The Daily Transfer Summary tab
e The Daily Transfer Summary tab — This tab provides summary information about how agent time was

spent in aggregate, over the course of a day, when handling contact center interactions that involve a
transfer, consult, or conference, whether warm or cold.

To get a better idea of what this dashboard looks like, view sample output from the report:
Sample Transfer Dashboard.pdf

The following table explains the prompts you can select when you generate the Transfer Dashboard:
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Prompts on the Transfer Dashboard

Prompt Description

Choose a date from the list of preset options. If this
prompt is set to anything other than none, the
Report Date prompt is ignored. Default: Year to
Date

Choose the first date on which to report. This
Start Date prompt has no effect if Pre-set Date Filter is set to
anything other than none.

Pre-set Date Filter

Choose the last date on which to report. This
End Date prompt has no effect if Pre-set Date Filter is set to
anything other than none.

Agent Group Select one or more agent groups on which to focus

the report.
Agent Select one or more agents on which to focus the
9 report.
Media Type Select one or more media types on which to focus

the report.

Select one or more interaction types on which to

Interaction Type focus the report.

Select one or more tenants on which to focus the

Tenant
report.

Agent Transfer Summary tab

The following table explains the attributes used on this tab:

Attributes on the Agent Transfer Summary tab

Attribute Description

Enables the organization of data based on Agent

Agent Name N

Enables the organization of data based on the day/

Day date on which the interaction occurred.
Enables the organization of data based on
Interaction Type interaction type. For example: Inbound, Outbound,
or Internal.
Media Type Enables the organization of data based on media

type. For example: Voice, Email, or Chat.

The following table explains the metrics used on the Agent Transfer Summary tab:

Metrics on the Agent Transfer Summary tab

Metrics Description

The total number of customer interactions that

Unique Interactions: Entered entered or began within the contact center and
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Unique Interactions: Accepted

Offered

Accepted

Avg Handle Time

Transfer Offered

Receiving Transfers: Transfer Accepted

Receiving Transfers: Transfer Accepted Cold

Receiving Transfers: Transfer Accepted Warm

Initiating Transfers: Transfer Initiated Agent

Initiating Transfers: Transfer Initiated Agent Cold

Initiating Transfers: Transfer Initiated Agent Warm

Initiating Transfers: % Transfer Initiated

were assigned this business attribute. This count
includes abandoned interactions.

The total number of customer interactions of this
business attribute that were accepted, answered,
pulled, or initiated by a handling resource.

Total number of times that interactions were
received or initiated (by this Agent, Agent Group, or
Agent and Queue, depending on the relevant GCXI
Project attributes for this metric).

Total number of times that interactions/warm
consultations were accepted, answered, pulled, or
initiated (by Agent, Group, or Agent and Queue,
depending on the relevant GCXI Project attributes
for this metric).

The average amount of time, in seconds, spent
handling interactions received (by this Agent,
Agent Group, or Agent and Queue, depending on
the relevant GCXI Project attributes for this metric).

Total number of times that customer interactions
arrived by transfer and were offered (for this Agent,
Agent Group, or Agent and Queue, depending on
the relevant GCXI Project attributes for this metric).

The total number of times that customer
interactions were successfully transferred (for this
Agent, Agent Group, or Agent and Queue,
depending on the relevant GCXI Project attributes
for this metric).

The total number of times that customer
interactions were successfully cold transferred and
accepted by the agent / agent group (depending on
the relevant GCXI Project attributes for this metric)
during the reporting interval.

The total number of times that customer
interactions were successfully warm transferred
and accepted by the agent / agent group
(depending on the relevant GCXI Project attributes
for this metric) during the reporting interval.

The total number of customer interactions of this
business attribute that agents transferred. Both
warm and blind transfers are reflected in this
Metric.

Total number of cold transfers initiated by the
agent / agent group (depending on the relevant
GCXI Project attributes for this metric) during the
reporting interval.

Total number of warm transfers initiated by the
agent / agent group (depending on the relevant
GCXI Project attributes for this metric) during the
reporting interval.

The percentage of accepted customer interactions
that were transferred (warm or blind) (for this
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Avg Received Transfers Handle Time: All

Avg Received Transfers Handle Time: This Agent

Average Transfer Initiated Handle Time (this Agent)

Conference Participation by the Agent: Conference
Offered

Conference Participation by the Agent: Conference
Accepted

Conference Participation by the Agent: Conference
Initiated

Consult Participation by the Agent: Consult Offered

Consult Participation by the Agent: Consult
Accepted

Consult Participation by the Agent: Consult Initiated

Avg Conference Accepted Handle Time (this Agent)

Avg Consult Participation Handle Time: All

Agent or Agent Group, depending on the relevant
GCXI Project attributes for this metric).

The average amount of time, in seconds, that
agents spent handling interactions assigned this
business attribute, that arrived by transfer and
were accepted by the agents during the reporting
interval. (Based on Business Attribute > BA
Consults > Avg Transfer Accepted Handle Time)

Average Handle Time for the interactions that
arrived by transfer and were handled during the
reporting interval. This metric includes only the
time spent by the receiving agent. (Agent >
Activity > Avg Transfer Accepted Handle Time)

Average Handle Time for the interactions that were
transferred and handled during the reporting
interval. This metric includes only the time spent
by the transferring agent.

The total number of Conference interactions
offered to the agent / agent group (depending on
the relevant GCXI Project attributes for this metric)
during the reporting interval.

The total number of times that this Agent, Agent
Group, or Agent and Queue (depending on the
relevant GCXI Project attributes for this metric)
joined conferences to participate in customer
interactions. (Based on Agent > Activity >
Conference Received Accepted)

The total number of times that this Agent, Agent
Group, or Agent and Queue, (depending on the
relevant GCXI Project attributes for this metric)
successfully initiated conferences for received
customer interactions.

The total number of Consult interactions offered to
the agent / agent group (depending on the relevant
GCXI Project attributes for this metric) during the
reporting interval.

Total number of times collaborations/consultations
associated with interactions were received and
accepted by Agent, Group, or Agent and Queue,
(depending on the relevant GCXI Project attributes
for this metric). (Based on Agent > Activity >
Consult Received Accepted)

The total number of collaborations/consultations
associated with interactions and initiated by the
Agent, Agent Group, or Agent and Queue,
depending on the relevant GCXI Project attributes
for this metric.

Average Handle Time for Conference interactions in
which the agent participated. This metric includes
time spent by all agents who participated in
handling the interaction after this agent joined.

The average amount of time, in seconds, that
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agents spent in collaboration or simple consultation
for customer interactions that were assigned this
business attribute. (Based on Business Attribute >
BA Consults > Avg Consult Received Time)

Average number of seconds that the agent was
engaged as a recipient in collaborations/
consultations associated with interactions (for

Avg Consult Participation Handle Time: This Agent Agent, Group, or Agent and Queue, depending on
the relevant GCXI Project attributes for this metric).
(Based on Agent > Activity > Avg Consult Received
Time)

Daily Transfer Summary tab

The following table explains the attributes used on this tab:

Attributes on the Daily Transfer Summary tab

Attribute Description

Enables the organization of data based on the day/

Day date on which the interaction occurred.

Enables the organization of data based on media

Media Type type. For example: Voice, Email, or Chat.

Enables the organization of data based on
Interaction Type interaction type. For example: Inbound, Outbound,
or Internal.

The following table explains the metrics used on the Daily Transfer Summary tab:

Metrics on the Daily Transfer Summary tab

Metrics Description

The total number of customer interactions that
entered or began within the contact center during
the interval, were assigned this business attribute,
and were offered to a resource excluding

Unique Interactions: Offered interactions that were abandoned within the short-
abandoned threshold.

This metric relies on the value of the short-abandoned threshold
as configured in the [agg-gim-thld-ID-IXN] section.

The total number of customer interactions of this
Unique Interactions: Accepted business attribute that were accepted, answered,
pulled, or initiated by a handling resource.

The average amount of time, in seconds, that
Unique Interactions: Avg Handle Time agents spent handling interactions assigned this
business attribute.

The total number of customer interactions of this
Initiating Transfers: Transfer Initiated business attribute that agents transferred. Both
warm and blind transfers are reflected in this
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Initiating Transfers: Transfer Initiated Cold

Initiating Transfers: Transfer Initiated Warm

Receiving Transfers: Transfer Accepted

Receiving Transfers: Transfer Accepted Cold

Receiving Transfers: Transfer Accepted Warm

Receiving Transfers: Avg Transfer Accepted Handle
Time

Transfer Rate

Conference Initiated Agent

Consult Received Accepted

Metric.

Total number of cold transfers of interactions
assigned this business attribute, that were initiated
by the agent during the reporting interval.

Total number of warm transfers of interactions
assigned this business attribute, that were initiated
by the agent during the reporting interval.

Total number of interactions, assigned this business
attribute, that arrived by transfer and were
accepted by the agent during the reporting
interval.

Total number of interactions, assigned this business
attribute, that arrived by cold transfer and were
accepted by the agent during the reporting
interval.

Total number of interactions, assigned this business
attribute, that arrived by warm transfer and were
offered to the agent during the reporting interval.

The average amount of time, in seconds, that
agents spent handling interactions assigned this
business attribute, that arrived by transfer and
were accepted by the agent during the reporting
interval.

The percentage of interactions that were
transferred. Calculated as the total number of
transferred interactions divided by the total
number of interactions.

The total number of times that agents initiated
conferences for customer interactions that the
agents received where the interactions were

established and were of this business attribute.

The total number of interactions of this business
attribute that included requests for collaboration or
consultation where the collaborations/consultations
were associated with customer interactions.
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Weekly Agent Group Performance
Dashboard

The (Dashboards and Agents folders) Weekly Agent Group Performance
Dashboard provides visualizations that illustrate weekly interaction handling at
the___grou_g level.

Weekly Agent Group Performance Dashboard

Understanding the Weekly Agent Group Performance Dashboard

The Weekly Agent Group Performance Dashboard provides two views that you can use to monitor the
interaction processing performance of agent groups:

* Interaction Accepted Vs AHT - Weekly View — Charts the number of Interactions Accepted against
the Average Handle Time for the selected groups.

* Interaction Accepted Vs % Transfers Initiated — Charts the number of Interactions Accepted
against the percentage of interactions that were transferred from the selected groups.

The report shows data for all the groups, or for the ones you select on the prompts page. Once you
have run the report, you can make a selection in the Agent Group / Accepted list to dynamically focus
on a specific group. To get a better idea of what this dashboard looks like, view sample output from
the dashboard:

Sample Weekly Agent Group Performance Dashboard
Link to video

The following tables explain the prompts you can select when you generate the dashboard, and the
metrics and attributes that are represented in the dashboard:
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Prompts available for the the Weekly Agent Group Performance
Dashboard

The following table describes prompts available for the the Weekly Agent Group Performance
Dashboard:

Prompt Description

From the convenient list of predefined dates,

e SEl el Hier choose a date for which to run the report.

Choose the first day from which to gather data into
the dashboard.

Choose the last day from which to gather data into
the dashboard.

Optionally, select one or more agent groups on
which to focus the report.

Start Date

End Date

Agent Group

Optionally, select one or more media types to

Media Type include in the report—for example, VOICE, EMAIL,
and CHAT.
Optionally, select the type of interaction to include

Interaction Type in the report—for example, Inbound, Outbound,
and Internal.

Tenant For multi-tenant environments, optionally select

one or more tenants on which to focus the report.

Attributes used in the Weekly Agent Group Performance
Dashboard

The following table describes attributes used on the Weekly Agent Group Performance Dashboard:

Attribute Description

Click values in this column to focus the report on

Agent Group specific groups.

Enables data within the reporting interval to be

Week organized by a particular week (1-53).

Metrics used in the Weekly Agent Group Performance Dashboard

The following table describes metrics used on the Weekly Agent Group Performance Dashboard:

Metric Description
Accepted The total number of times that customer
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Metric

Avg Handle Time (Fmt)

% Transfer Initiated

Description

interactions or warm consultations were accepted,
answered, pulled, or initiated by agents who belong
to this agent group.

The average amount of time, in seconds, that
agents who belong to this agent group spent
handling interactions that the agents received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The percentage of accepted customer interactions

To view more detailed information about the metrics and attributes in this dashboard, and other
metrics and attributes that can be used to customize reports, see the Genesys CX Insights Projects

Reference Guide.
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Weekly Agent Group Utilization Dashboard

The (Dashboards and Agents folders) Weekly Agent Group Utilization
Dashboard provides visualizations you can use to understand how much of agent
total active time was spent in each state.

Weekly Agent Group Utilization Dashboard

Understanding the Weekly Agent Group Utilization Dashboard

The Weekly Agent Group Utilization Dashboard charts agent occupancy against a breakdown of the
duration of the different states that an agent can be in (Ready, Not Ready, Busy, Other, and Wrap) as
percentages, fully accounting for the interaction time (time spent handling interactions) for the
agents in the group.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
SampleWeekly Agent Group Utilization Dashboard .pdf

Link to video

The following tables explain the prompts you can select when you generate the dashboard, and the
metrics and attributes that are represented in the dashboard:

Prompts available for the Weekly Agent Group Utilization
Dashboard

The following table lists the prompts available for the Weekly Agent Group Utilization Dashboard:

Genesys Customer Experience Insights User's Guide 461


https://player.vimeo.com/video/538695700?title=0&byline=0&portrait=0

Report descriptions

Dashboards

Prompt

Pre-set Date Filter
Start Date
End Date

Agent Group

Media Type

Interaction Type

Tenant

Description

From the convenient list of predefined dates,
choose a date for which to run the report.

Choose the first day from which to gather data into
the dashboard.

Choose the last day from which to gather data into
the dashboard.

Optionally, select one or more agent groups on
which to focus the report.

Optionally, select one or more media types to
include in the report—for example, VOICE, EMAIL,
and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
one or more tenants on which to focus the report.

Attributes used on the Weekly Agent Group Utilization Dashboard

The following table lists the attributes used on the Weekly Agent Group Utilization Dashboard:

Attribute

Agent Group

Week

Description

Click values in this column to focus the report on
specific groups.

Enables data within the reporting interval to be
organized by a particular week (1-53).

Metrics used on the Weekly Agent Group Utilization Dashboard

The following table lists the metrics used on the Weekly Agent Group Utilization Dashboard:

Metric

Accepted

% Occupancy

Description

The total number of times that customer
interactions or warm consultations were accepted,
answered, pulled, or initiated by agents who belong
to this agent group.

The percentage of time that this agent’s state was
Busy within the interval, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

This metric reflects the percentage of time that agents actually
spent handling interactions against their available or idle time.
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Metric Description

This metric is computed as active time minus ready and not-
ready time divided by the difference of active and not-ready
time.

. The percentage of the agent's time spent in a state
(o)
o O SiEE Ve other than those listed in the report.

The percentage of time within the interval that this
agent’s state was Ready, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

% Ready Time

The percentage of time within the interval that this
a : agent’s state was NotReady, relative to the total
7o 1813 (RERERT TMTTE duration within the interval of the agent’s active
session on a particular media channel.

The percentage of time that this agent spent in
ACW (Wrap) state within the interval, relative to the
total duration of the agent’s active session within
the interval.

% Wrap Time

The percentage of time of all interaction-processing

. .
% Busy Time activities.

To view more detailed information about the metrics and attributes in this dashboard, and other
metrics and attributes that can be used to customize reports, see the Genesys CX Insights Projects
Reference Guide.
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Weekly Business Attribute Dashboard

The (Dashboards and Business Results folders) Weekly Business Attribute
Dashboard provides detailed information and visualizations illustrating how
interactions that enter the contact center are categorized into the business-
result attributes that are configured in your environment.

Weekly Business Attribute Dashboard

Understanding the Weekly Business Attribute Dashboard

The Weekly Business Attribute Dashboard has a tab for each tenant, which is further subdivided into
two tabs:

* Agent-Specific KPIs tab — Visualizations of the weekly volume of interactions agents accepted,
average handle time, and the percentage of interactions that were transferred. Use the Business Result
list to quickly focus the visualization on one result.

* Queue-Specific KPIs tab — Visualizations of the weekly values representing critical queue KPIs:
Entered with Objective, ASA, First Response Time, and Abandoned Waiting. Use the Business Result list
to quickly focus the visualization on one result.

If the business-result classification changes during an interaction, Genesys Info Mart attributes the
business result that is in effect when interaction handling ends to the business result that is attached
to the interaction. More accurately, the business result that is associated with the interaction at the
end of the segment with the first handling resource is attached to the interaction.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
SampleWeekly Business Attribute Dashboard .pdf

Link to video
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The following tables explain the prompts you can select when you generate the dashboard, and the
metrics and attributes that are represented in the dashboard:

Prompts available the Weekly Business Attribute Dashboard

The following table lists prompts available for the Weekly Business Attribute Dashboard:

Pre-set Date Filter
Start Date

End Date

Business Result
Customer Segment

Service Type

Media Type

Interaction Type

Tenant

Prompt

Description
From the convenient list of predefined dates,

choose a date for which to run the report.

Choose the first day from which to gather data into
the dashboard.

Choose the last day from which to gather data into
the dashboard.

Optionally, select one or more business results on

which to focus the report.

Optionally, select one or more customer segments
on which to focus the report.

Optionally, select one or more service types on

which to focus the report.
Optionally, select one or more media types to

include in the report—for example, VOICE, EMAIL,
and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
one or more tenants on which to focus the report.

Attributes used on the Weekly Business Attribute Dashboard

The following table lists attributes used on the Weekly Business Attribute Dashboard:

Business Result

Week

Attribute

Description

Click values in this column to focus the report on
specific business results.

Enables data within the reporting interval to be
organized by a particular week (1-53).
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Metrics used on the Weekly Business Attribute Dashboard

The following table lists metrics used on the Weekly Business Attribute Dashboard:

Metric

Accepted

Avg Handle Time (Fmt)

% Transfer Initiated Agent

Entered With Objective

ASA (Fmt)

% First Response Time Service Level

% Abandoned Waiting

Description

The total number of customer interactions of this
business attribute that were accepted, answered,
pulled, or initiated by a handling resource.

The average amount of time (HH:MM:SS) that
agents spent handling interactions assigned this
business attribute.

The percentage of customer interactions of this
business attribute that agents transferred.

Both warm and blind transfers are reflected in this metric.

The total number of customer interactions that
entered or began within the contact center, were
assigned this business attribute, and either had a
baseline service objective or a response
threshold (defined in the [agg-gim-thld-QUEUE-
IXN] section) that was greater than zero.

The average amount of time (HH:MM:SS) it took
agents to accept, answer, or pull customer
interactions assigned this business attribute.

This metric is identical to BA Customer\Avg Accept Time Agent.

The service level that is delivered for this business
attribute, measured as a percentage of customer
interactions that were accepted within a user-
defined threshold, relative to all customer
interactions that were offered to handling
resources.

The percentage of customer interactions of this
business attribute that were abandoned, relative to
the total number of customer interactions of this
business attribute that entered or began within the
contact center during the interval.

To view more detailed information about the metrics and attributes in this dashboard, and other
metrics and attributes that can be used to customize reports, see the Genesys CX Insights Projects

Reference Guide.
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Weekly Queue Summary Dashboard

Weekly Queue Summary Dashboard: Offered Vs %
Abandoned and % SL

Weekly Queue Summary Dashboard:
Accepted, AHT, and % Transfers

‘.i

Weekly Queue Summary Dashboard:
Queue Volume

The (Dashboards and Queues folders) Weekly Queue Summary Dashboard
provides visualizations you can use to assess the weekly performance of
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configured queues, to understand what percentage of interactions in each queue
were accepted within the defined service level, to detect high rates of
abandonment, and to compare the performance of each queue in handling
interactions.

Understanding the Weekly Queue Summary Dashboard

The Weekly Queue Summary Dashboard presents queue information on three tabs:

¢ Offered Vs % Abandoned and % SL — Use this combination line / bar graph to compare the number
of interactions offered in a queue against the percentage that are either abandoned, or distributed and
handled within the defined Service Level Threshold. Hover over the line graph to see details about
the % Accept Service Level data for each week, or over the bar graph to see details about the volume
of calls offered in that week.

¢ Accepted, AHT, and % Transfers — Use these line graphs to contrast the Average Handle Time (AHT)
and % Transfer Initiated Agent against the call volume in each configured queue. Hover over the line
graph to see details about the Avg Handle Time or % Transfer Initiated Agent for each week,

* Queue Volume — Use this heat map to explore the relative call volume for each queue. Each square
shows values for key metrics — hover over the square to see the metric names.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
SampleWeekly Queue Summary Dashboard.pdf
Link to video

The following tables explain the prompts you can select when you generate the dashboard, and the
metrics and attributes that are represented in the dashboard:

Prompts available for the Weekly Queue Summary Dashboard

The following table lists the prompts available for the Weekly Queue Summary Dashboard:

Prompt Description

From the convenient list of predefined dates,

gl el Hlier choose a date for which to run the report.

Start Date Choose the first day from which to gather data into
the dashboard.
] Bl Choose the last day from which to gather data into

the dashboard.

Optionally, select one or more queue groups on

Queue Group which to focus the report.

Optionally, select one or more queues on which to

Queue focus the report.
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Prompt

Media Type

Interaction Type

Tenant

Description

Optionally, select one or more media types to
include in the report—for example, VOICE, EMAIL,
and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
one or more tenants on which to focus the report.

Attributes used on the Weekly Queue Summary Dashboard

The following table lists the attributes used on the Weekly Queue Summary Dashboard

Attribute

Queue

Week

Metrics used on the Weekly Queu

Description

From the list, optionally select a value to focus on a
specific ACD queue, virtual queue, interaction
queue, or workbin.

Enables data within the reporting interval to be
organized by a particular week (1-53).

e Summary Dashboard

The following table lists the metrics used on the Weekly Queue Summary Dashboard:

Metric

% Abandoned Waiting

% Accept Service Level

% Transfer Initiated Agent

Description

The percentage of customer interactions that both
entered this queue and were subsequently
abandoned before the interactions could be
distributed, relative to the total number of
interactions that entered this queue.

The service level of this queue measured as a
percentage of interactions that entered this queue
and were accepted within the acceptance
threshold, relative to all interactions that entered
this queue and were offered to a resource.

This metric yields results other than 0 only for interactions that
were accepted by an agent. This metric relies on the value of
the acceptance threshold as configured in the [agg-gim-
thld-QUEUE-IXN] section.

The percentage of customer interactions that
entered this queue, were distributed, were
accepted, and subsequently were transferred
(warm or blind) by agents, relative to the total
number of interactions that entered this queue and
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Metric Description
were distributed and accepted by agents.

The total number of times that customer
interactions and warm consultations that were
distributed from this queue, were accepted,
answered, or pulled by an agent, voice-treatment
port, IVR port, or nonagent-associated DN (such as
contact center resources that can alert).

The average amount of time (HH:MM:SS) that
customers waited before their
interactions—distributed from this queue—were
accepted by a handling resource.

The average amount of time (HH:MM:SS) that
agents spent handling customer interactions or
warm consultations that were distributed or pulled
from this queue.

Accepted

Avg Accept Time (Fmt)

Avg Handle Time (Fmt)

The total number of interactions that entered this
queue and were subsequently offered to a
resource.

The count excludes short-abandoned interactions and includes

Offered handling attempts that agents rejected, as well as warm
consultations, conferences, and collaborations that agents
received. This metric relies on the value of the short-
abandoned threshold as configured in the [agg-gim-thld-
QUEUE-IXN] section.

The total number of times that agents transferred
Transfer Initiated Agent customer interactions that were distributed or
pulled from this queue.

To view more detailed information about the metrics and attributes in this dashboard, and other
metrics and attributes that can be used to customize reports, see the Genesys CX Insights Projects
Reference Guide.
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Weekly Self Service Containment
Dashboard

The (Dashboards and Designer folders) Weekly Self Service Containment
Dashboard provides detailed information and visualizations that you can use to
learn about the number and percentage of interactions that enter each Designer
Application and conclude in the Self-Service phase, compared to the number that
enter the Assisted-Service phase and are routed to a DN or agent.

209 21% 1.165 132

Weekly Self Service Containment Dashboard

Understanding the Weekly Self Service Containment Dashboard

The Weekly Self Service Containment Dashboard provides an interactive weekly view of self-service
and assisted-service statistics. Use the Week Selector slider to easily focus on one or more weeks
— as indicated by week number, where W1 is the first week of the year, W10 is the tenth week of the
year, and so on. To get a better idea of what this dashboard looks like, view sample output from the
dashboard:

SampleWeekly Self Service Containment Dashboard .pdf
Link to video

The following tables explain the prompts you can select when you generate the dashboard, and the
metrics and attributes that are represented in the dashboard:

Prompts available for the Weekly Self Service Containment
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Dashboard

The following table explains the prompts available for the Weekly Self Service Containment
Dashboard:

Prompt Description

From the convenient list of predefined dates,
choose a date range for which to run the report.
This option has no effect if you specify a Start Date
and End Date.

Choose the first day from which to gather data into

Pre-set Date Filter

Start Date the dashboard.
Choose the last day from which to gather data into
End Date the dashboard.

Optionally, choose one or more applications on

Application which to focus the reprot.

Attributes used on the Weekly Self Service Containment
Dashboard

The following table explains the attributes used on the Weekly Self Service Containment Dashboard:

Attribute Description

Enables organization of data based on Designer
Application Name application. Optionally make a selection in the list,
to focus the report on a given application.

Enables organization of data by week. Drag the
Week Week Selector control handles to change the focus
of the report.

Metrics used on the Weekly Self Service Containment Dashboard

The following table explains the metrics used on the Weekly Self Service Containment Dashboard:

Source Table.Column or

Metric Description Calculation

The total number of interactions
that entered the Designer
Contained in Self- Service application in Self-Service and
were concluded without entering
Assisted-Service.

The percentage of interactions

o .
7 Containment that entered the Designer
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Metric

Entered in Assisted Service

Routed to Agent

Entered in Self- Service

Source Table.Column or

LA Calculation

application in Self-Service and
were concluded without entering
Assisted-Service.

The total number of interactions
that entered the Designer
application in Assisted-Service.

The total number of interactions
that entered the Self-Service
phase of the Designer application
and were later routed to an
agent.

The total number of interactions
that entered the Designer
application in Self-Service.

To view more detailed information about the metrics and attributes in this dashboard, and other
metrics and attributes that can be used to customize reports, see the Genesys CX Insights Projects

Reference Guide.
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Designer reports

This page describes reports and dashboards you can use to view information about Interactive-Voice-
Response (IVR) usage in your contact center. IVR Reports are created using Genesys Designer.
Reports in the Designer folder are ready-to-use, but as always, can be modified to suit your specific
business needs.

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

Reports in the Designer folder are supported for Genesys Engage cloud deployments
only.

About Designer reports

S
°

B Recents Activity Summary Report Application Duration Report
a:;%r.;d-Admlnlgzramr Owner: Administrator

Modified:
5/13/20 10:16:16 PM 5{11/20 5:11:58 PM
View summary infermation about activities in Designer This repart provides information about IVR. application session

applications, including the number of activities within a given time d
Custom b urations, both for full sessions and broken down based an
period, and the nu_mber and percentage of those activities that wihether tons were self-service o assisted-service.
were complete or incomplete.

Shared Reports

CX Insights

Agents H H H
Application Summary Report Assisted Service Interactions by Last

Business Results Owner: Administrator Milestone Report
Modified: Oowner: Administrator

5{11/20 5:11:58 PM — Modified:
Callback Use this report to view detailed information about the origin of = 5/13/20 10:16:17 PM
calls that traverse [VR applications, and the user-defined = This repart will provide where the interactions are coming from
Chat disposition of the calls. The report allows you view these results selfservice into Assisted Service. All the Interactions in this report
separately for each application. will be based on the last milestone where this interaction was
routed to assited service.
Chat Bot
Co-browse c
Blocks Summary Report Milestone Summary Report
Owner: Administrator Oowner: Administrator
Lo Modified: Modified:

5f11/20 5:11:58 PM
Use this report to learn more about the frequency of use of each

5f11/20 5:11:58 PM
Use this report to learn more about milestones on an application-

application block, and the number and type of errors encountered by-application basis, as well as detailed information about the
T in each application block. dispositions of calls that contain each milestone.
etails
Email . L.
Self-Service Statistics Report Survey Answer Report
Owner: Administrator Owner: Administrator
Outbound Contact Modified: Modified:
5{13/20 10:16:17 PM — 5/11/20 5:11:58 PM
Predictive Routing This report will provide the Self Service Statistics on how many = Use this report to learn more about how customers answer post-
Interactions coming into the Application of which how many are - call survey guestions, including the number and percentage of
contained with in self service and how many are routed to DN or times that each answer was selected, for each agent, and
== Agent. organized by application, agent group, guestion, or answer.

Survey Statistics Report

Owner: Administrator
sodified:
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The following reports are available in the CX Insights > Designer folder:

e Activity Summary Report

* Application Duration Report
¢ Application Summary Report
* Assisted Service Interactions by Last Milestone Report
* Blocks Summary Report

¢ Bot Analytical Dashboard

* Final Disposition Dashboard
* Milestone Summary Report

¢ Self-Service Statistics Report
e Survey Answer Report

¢ Survey Statistics Report

¢ Weekly Self Service Containment 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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Activity Summary Report

Use the (Designer folder) Activity Summary Report to view summary information about activities in
Designer applications, including the number of activities within a given time period, and the number
and percentage of those activities that were complete or incomplete.

Understanding the Activity Summary Report

Activity

act4_ NoStop

act5_falseParent

actAS_segl

actAsl

activityTwistl

ActivityTwist2

actMenuOptl

actMenuOpt2

ActMod

actSegMenu

Activity Summary Report

Avg Activity

Day Duration Activities
(Fmt)

2017-09-11 00:00:00 5)
2017-09-13 00:00:00 6
2017-09-18 00:00:00 2
2017-09-11 00:00:00 20
2017-09-13 00:00:00 R}
2017-09-18 00:00:00 6
2017-09-11 00:00:00 10
2017-09-13 00:00:00 3
2017-09-18 00:00:00 2
2017-09-11 00:00:01 10
2017-09-13 00:00:02 9
2017-09-18 00:00:02 El
2017-09-11 00:00:00 5
2017-09-13 00:00:00 3
2017-09-18 00:00:00 2
2017-09-11 00:00:00 5
2017-09-13 00:00:00 6
2017-09-18 00:00:00 2
2017-09-11 00:00:02 5
2017-09-13 00:00:02 3
2017-09-18 00:00:02 1
2017-09-11 00:00:03 5)
2017-09-13 00:00:03 3
2017-09-18 00:00:03 1
2017-09-11 00:00:02 5)
2017-09-13 00:00:03 6
2017-09-18 00:00:03 2
2017-09-11 00:00:02 10
2017-09-13 00:00:02 6
2017-09-18 00:00:02 2
2017-09-11

This report provides information about Designer activities.

Completed

Incomplete

20

18

10

% %
Completed Incomplete

0.00% 100.00%
0.00% 100.00%
0.00% 100.00%
0.00% 100.00%
0.00% 100.00%
0.00% 100.00%
0.00% 100.00%
0.00% 100.00%
0.00% 100.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
100.00% 0.00%
66.67% 33.3
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An activity is a task that you've defined in an application as a series of steps with a starting point and
stopping point. For example, you might set up an activity for making a payment that starts with the
caller being asked for their credit card details and then ends with the system sending those details to
a payment processor and receiving the approval.

Each activity has a start and end point, and can be complete or incomplete, with success or failure.

To get a better idea of what this report looks like, view sample output from the report:
SampleActivitySummaryReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Activity Summary Report

Prompt Description

From the list, choose a time period on which to

gl ek Al report, and move it to the Selected list.

Start Date Choose the first day from which to gather data into

the report.
End Date Choose the last day from which to gather data into
the report.
Choose the applications on which to report. By
Application default, the report includes all applications; if you
PP add any applications to the Selected list, then only
those applications are included.
Activit Choose the activities on which to report. By default,
y the report includes all activities.

Attributes used in the Activity Summary Report

Attribute Description

This attribute enables data within the reporting

G interval to be organized by the name of the activity.

This attribute enables data within the reporting

Day interval to be organized by a particular day.

Metrics used in the Activity Summary Report

Source Table.Column or

Metric Description Calculation

Avg Activity Duration (Fmt) The average amount of time Calculated based on the values
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Metric

Activities

Completed

Incomplete

% Completed

% Incomplete

Description

attributed to each activity.

The total number of activities
that began during the reporting
interval.

The total number of activities
that were completed during the
reporting interval.

The total number of activities
that started during the reporting

interval, but were not completed.

The percentage of activities that
were completed during the
reporting interval.

The percentage of activities that
were incomplete at the end of
the reporting interval.

Source Table.Column or
Calculation

of the Designer > Session >
Session Duration and Activities
metrics.

AGT_SDR_ACTIVITY_*.ACTIVITIES

AGT_SDR_ACTIVITY_*.COMPLETED

Calculated as the difference
between the value of the
Activities metric, and the
Completed metric.

Calculated based on the values
of the Activities metric, and the
Completed metric.

Calculated based on the values
of the Activities metric, and the
Incomplete metric.

Genesys Customer Experience Insights User's Guide

478



Report descriptions Designer reports

Application Duration Report

This page describes how you can use the (IVR folder) Application Duration Report to learn more
about IVR service time durations.

Understanding the Application Duration Report

Application Duration Report
';S::;::l Self-Service  Session Avg Assisted A;Erfi‘::— Avg Session
Application Name Day - Duration Duration  Service Duration Duration Duration Session
(Fmi) {Fmt) {Fmt) {Fmt) (Fmt) {Fmt)
2017-03-10 00:03:28 00:00:00 00:03:48 00:00:52 00:00:00 00:00:57 4
ncrer Total 00:03:28 00:00:00 00:03:48 00:00:52 000000 00:00:57 4
2017-03-06 03:25:41 00:00-48 03:33:20 00:02:36 00:00:01 00:02:42 Ta
2001 7-03-07 00:25:51 00:00:02 00:27:37 00:01:22 00:00:00 00:01:27 19
2017-03-00 00:11:20 00:00:01 00:12:14 00:01:26 00:00:00 00:01:32 B
Automation_test_1
2017-03-10 02:58:07 00:00:19 03:05:38 00:02:10 00:00:00 00:02:16 82
2017-03-13 00:03:55 00:00-00 00-04:00 00:03:55 00:00:00 00:04:00 1
Total 07:05:04 00:01:10 07T:22:58 00:02:15 000000 00:02:21 189
2017-03-06 00:09:06 00-00:00 00:09:48 00:01:08 00:00:00 00:01:14 ]
201 7-03-07 00:02:40 00:00:00 00:02:45 00:02:40 00:00:00 00:02:45 1
2017-03-08 00:10:40 00:00:00 00:11:00 00:02:40 00:00:00 00:02:45 4
2017-03-09 00:13:16 00:00-00 00:14:44 00:00:47 00:00:00 00:00:52 17
e 2017-03-10 00:02-46 00:00-00 00:02-57 00:01:23 00:00:00 00:01:29 2
2017-03-13 00:06:15 00:00-00 00-06:32 00:02:05 00:00:00 00:02:11 3
2017-03-14 03:05:01 00:00:00 03:05:42 00:23:08 00:00:00 00:23:13 B
Total 03:40:44 00:00:00 03:53:28 00:05:21 000000 00:053:26 43
2017-03-08 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 2
Chat Consult Strategy
Total 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 2
2017-03-07 00:01:11 00:02:55 00:07:19 00:00:02 00:00:06 00:00:15 30
Cyara_Assign_5 2017-03-13 00:01:10 00:03:27 00-07-50 00:00:02 00:00:07 00:00:16 30
Total 00:02:21 00:06:22 00:15:09 00:00:02 00:00:06 00:00:15 a0
2017-03-07 00:00:17 00:00:12 00:00:48 00:00:06 00:00:04 00:00:16 3
cyara_BC_EF_results 2017-03-13 00:00:12 00:00:06 00-00:38 00:00:04 00:00:02 00:00:13 3
Total 00:00:20 00:00:18 00:01:26 00:00:05 00:00:03 00:00:14 i}
2001 7-03-07 00:00:27 00:00:12 00:01:05 00:00:07 00:00:02 00:00:16 4
cyara_BC_SD_Holidays 2017-03-13 00:00:16 00:00:39 00:01:14 00:00:05 00:00:13 00:00:25 3
Total 00:00:43 00:00:51 00:02:19 000006 00:00:07 00:00:20 T
201 7-03-07 00:00:04 00:00-00 00:-00:16 00:00:02 00:00:00 00:00:08 2
Cyara_BusinessHours_AlaskaTime_AS 2017-03-13 00:00:04 00:00:00 00:00:16 00:00:02 00:00:00 00:00:08 2
Total 00:00:08 00:00: 20002 00:00:00 00:00:08
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This report provides information about IVR application session durations, either for full sessions, or
broken down based on whether sessions were self-service or assisted-service.

To get a better idea of what this report looks like, view sample output from the report:
SampleApplicationDurationReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Application Duration Report

Prompt Description

From the list, choose a time period on which to

e S22 BRI T report, and move it to the Selected list.

Start Date Choose the first day from which to gather data into

the report.

Choose the last day from which to gather data into
Erel [P the report.

Choose the applications on which to report. By
Application default, the report includes all applications; if you

add any applications to the Selected list, then only
those applications are included.

Attributes used in the Application Duration Report

Attribute Description

This attribute enables data to be organized by the
Application Name name of the self-service and/or assisted-service
application (created using Designer).

This attribute enables data within the reporting

Day interval to be organized by a particular day.

Metrics used in the Application Duration Report

Metric Description

The total amount of time attributed to the Assisted-

Assisted Service Duration (Fmt) Service phase of the Designer application.

The total amount of time attributed to the Self-

self-Service Duration (Fmt) Service phase of the Designer application.

The total amount of time attributed to either the
Session Duration (Fmt) Self-Service phase or the Assisted-Service phase of
the Designer application.
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Metric Description
The average amount of time that callers spent in
Avg Assisted Service Duration (Fmt) the Assisted-Service phase of the Designer
application.

The average amount of time that callers spent in

e EElRecriee PUrEien (At the Self-Service phase of the Designer application.

The average amount of time attributed to either
Avg Session Duration (Fmt) the Self-Service phase or the Assisted-Service
phase of the Designer application.

The total number of times that a caller interacted

Session with the application.
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Application Summary Report

This page describes how you can use the (IVR folder) Application Summary Report to learn more

about the disposition of Interactive Voice Response (IVR) sessions.

Understanding the Application Summary Report

Application Summary Report

Final Disposition Application Name

GimReporting
Abandoned in Queue

Total

Cyara_ExitQueue_Treatmentactivity
Abandoned in Queue

Total

GimReporting

Abandoned in Self Service

Day
2017-03-10
2017-03-14

Total

2017-03-07

2017-03-13

Total

2017-03-10
2017-03-14
Total

2017-03-08

Total

m

Session
18
18

36
36

11

This report provides detailed information about the origin of calls that traverse IVR applications, and
the user-defined disposition of the calls. The report allows you view these results separately for each
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application, for time ranges that you specify.

To get a better idea of what this report looks like, view sample output from the report:
SampleApplicationSummaryReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Application Summary Report

Prompt Description

From the list, choose a time period on which to

Hiergal e Hier report, and move it to the Selected list.

Choose the first day from which to gather data into

Start Date the report.

Choose the last day from which to gather data into

End Date the report.

Filter the interactions included in the report based
on whether the status when the caller exited the
call flow was set by the agent (User Disposition) or
by the system (Final Disposition).

User Disposition

Choose the applications to include in the report. By
default, the report includes all applications. If you
add any applications to the Selected list, then only
those applications are included.

Application

Attributes used in the Application Summary Report

Attribute Description

This attribute enables data to be organized by the
Application Name name of the self-service and/or assisted-service
application (created using Designer).

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized by the
status assigned to a call when the caller exited the
call flow (such as Abandoned in Self-service,
Abandoned in Queue, Routed to Agent, System
Error, Terminated, or Other). This status is set by
the system. The report includes either Final
Disposition or User Disposition, or neither, but not
both.

User Disposition This attribute enables data to be organized by the

Day

Final Disposition
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Attribute Description

status assigned to a call when the caller exited the
call flow. This status is set by the agent. The report
includes either Final Disposition or User Disposition,
or neither, but not both.

Metrics used in the Application Summary Report

Metric Description

The total number of sessions attributed to User

= Disposition or Final Disposition.
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Assisted Service Interactions by Last
Milestone Report

Use the (Designer folder >) Assisted Service Interactions by Last Milestone Report to learn more
about calls that move from Self Service into Assisted Service. Interactions are included in this report
based on the last milestone where the interaction was routed to assisted service.

Understanding the Assisted Service Interactions by Last
Milestone Report

Assisted Service Interactions by Last Milestone Report

Avg Session Session Transferred to
Application Name Last Milestone Day Session Duration Duration Assisted Service
(Fmt) (Fmt) (Fmt)
2017-09-13 214 00:00:00 00:00:52 00:00:00
NO_VALUE KO_VALUE 2017-09-14 19 00:00:00 00:00:08 00:00:00
Another Check
Total 233 00:00:00 00:01:00 00:00:00
Total 233 00:00:00 00:01:00 00:00:00
2017-09-12 30 00:00:01 00:00:33 00:00:00
NO_VALUE KO_VALUE 2017-09-15 6 00:00:10 00:01:01 00:00:00
Chat Health Test
Total 36 00:00:03 00:01:34 00:00:00
Total 36 00:00:03 00:01:34 00:00:00
2017-09-12 1 00:00:12 00:00:12 00:00:00
NO_VALUE KO_VALUE
Cyara BH_Result_true Total 1 00:00:12 00:00:12 00:00:00
Total 1 00:00:12 00:00:12 00:00:00
2017-08-12 2 00:00:08 00:00:17 00:00:00
NO_VALUE FO_VALUE
Cyara_CustomService Total 2 00:00:09 00:00:17 00:00:00
Total 2 00:00:09 00:00:17 00:00:00
2017-09-12 2 00:00:36 00:01:12 00:00:00
NC_VALUE KO_VALUE
Cyara_HTTPRest_508Errorcode Total 2 00:00:36 00:01:12 00:00:00
Total 2 00:00:36 00:01:12 00:00:00
2017-09-12 2 00:00:08 00:00:15 00:00:00
NO_VALUE FO_VALUE
Cyara HTTPRest_JSONPayload Total 2 00:00:08 00:00:15