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About this information product

Purpose

Reason for reissue

Safety labels

Intended-Audience

Thisbook describesthe Call Center reports that are generated through the
CentreVu Supervisor software.

The book includes:

» A description of eaclentreVu Supervisor report

*  An example of eacBentreVu Supervisor report

»  Definitions of all report fields

*  Tips for customizing specifi€entreVu Supervisor reports.

This document is being reissued to comply v@gmtreVu CMS R3V9
andCentreMu Supervisor R9.

The following icon signifies a caution, warning, or danger condition.

&

The CentreVu Supervisor Version 9 Reports document is written for use
who analyze the available reports and use them to efficiently run their
centers.



About this information product CentreVu Supervisor Release 9 Reports

How to use this
information product

Conventions used

Related documentation

Xii

The following list describes the contents of each chapter and appendix in
this document:

*  Chapter 1, Introduction
*  Chapter 2, UsingCentreVu Supervisor reports

* Chapter 3, Real-time reports: show snapshots of call center activ
throughout the day

*  Chapter 4, Historical reports: compile call center information in 1!
30-, or 60-minute intervals. The interval information is then
converted into daily, weekly, and monthly summary data.

* Chapter 5, Integrated reports: compile call center information fror
specified start time in the past 24 hours up to and including the
current interval.

The following conventions are used throughout this document:
A Book Title is italicized.

* An Informix table name IS in monospaced type.

A “Chapter Name” is always surrounded by quotes.

« A Filenameis in monospaced type.

A Subsystem Reference is always in initial capital letters.
« A Window Title is always in initial capital letters.

The following documents can help you use@eatreVu CMS software to
its maximum capability. Those most closely related to this document :
the Administration and Report Designer documents.

«  CentreVu” Call Management System Release 3 Version 9
Administration document

«  CentreVu” Advocate User Guide
«  CentreVu” CMS Custom Reports
«  CentreVu” CMSR3V9 External Call History Interface

. CentreVu” CMS R3V9 Software I nstallation, Maintenance, and
Troubleshooting

«  CentreVu” CMS Sun Microsystems, Inc. Sun” Sun Microsystems,
Inc.Enterprise © 3500 Computer Hardware Installation,
Maintenance, and Troubleshooting

«  CentreVu” CMS Sun Microsystems, Inc. Sun” Sun Microsystems,
Inc.Enterprise ™ Ultra 5 Computer Hardware Installation,
Maintenance, and Troubleshooting
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Xiii

«  CentreVu” CMS Sun Microsystems, Inc. Sun” Sun Microsystems,
Inc.Enterprise © 3000 Computer Hardware Maintenance and
Troubleshooting

«  CentreVu” CMS Sun Enterprise Computers Connectivity Diagram
«  CentreVu” Supervisor \ersion 9 Installation and Getting Started

. Avaya Call Center Change Description

«  CentreVu” Report Designer Version 9 User Guide

Report examples The report examples included in this document were taken from test |
machines and are not intended to emulate real data. Report data will

dependent on your individual site.
L]
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| ntroduction

Purpose

About CentreVu CMS and
Supervisor

This chapter iswritten for any CentreVu Supervisor Version 9 user who
accesses the Real-Time, Historical, and Integrated reports subsystems.
It outlines how reporting works and the reports that are available.

Call Center reports are generated through the CentreMu Supervisor
software.

The CentreVu Supervisor software monitors the operations of and
collects data from the switch. This datais then organized into reports
that help you manage Call Center facilities and personnel. These
reports may be displayed in real time, printed immediately, stored in a
file, or scheduled for printing at a later time.

The data tracked includes caller identification, service parameters,
internal call transfers, outgoing calls, and agent sales. Real-time reports
can be updated as often as every three seconds and summarized as
often as every 15 minutes. Historical reports are available in intervals
of 15, 30, or 60 minutes; daily; weekly; and monthly summaries.
Integrated reports include data for a specified start time in the past 24
hours up to and including the moment the report is generated.

One CentreVu CM S can manage up to 10,000 agent/split/skill or agent/
skill pairsin up to eight switches Automatic Call Directories (ACDs) at
different locations. This permits you to add agents in new locations
while maintaining centralized supervision to control costs.
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You can use CentreVu reports to do the following:

Determine how many agents are needed
Manage call volume fluctuations

Configure the software to make changes automatically and to
meet unexpected demands

Change agent skill assignments
Move agents between skills and/or initiate agent audit trails.
Change Vector Directory Numbers (VDNS) to vector associati

About CentreVu CMS and Supervisor (1ks}s the CentreVu
Supervisor reports that are available. The remaining chapters of tt
document give you an overview and an example of each report. T
reports you see depend on your switch type, permissions, and sys
performance.

Table 1-1  CentreVu Reports

Report Name

Real-Time Historical Integratec

Agent Attendance .

Agent AUX

Agent Event Count .

Agent Graphical Information .

Agent Graphical Time Spent .

Agent Group Attendance .
Agent Group AUX .

Agent Group Summary .

Agent Group Report .

Agent Inbound/Outbound

Agent Information

Agent Login/Logout (Skill)
Agent Login/Logout (Split)
Agent Split/SKkill

Agent Status by Location

Agent Summary



Introduction CentreVu Supervisor Release 9 Reports

1-3

Report Name Real-Time Historical Integratec
Aqgent Report .

Agent Trace .
Busy Hour by Trunk Group .
Busy Hour by VDN .
Call Record .
Call Work Code .
Event Count Summary .

Graphical Active Agents .

Graphical Allocated Agents .

Graphical AUX Reservel Agents .

Graphical AUX Reserve2 Agents .

Graphical Average Positions Staffed .
Graphical Busy/Abandon/ Disconnect

Graphical Maximum Delay

Graphical Multi-ACD Service Level
Daily

Graphical Queue .

Graphical Split/Skill Call Profile .

Graphical Staffing Profile .

Graphical VDN Call Profile .

VDN Call Handling .
Graphical Skill Overload .
Graphical Split/Skill View .
Multi-ACD . .

Multi-ACD by Split/Skill .

Multi-ACD Call Flow by VDN .

Multi-ACD Top Agent .

Outbound Split/Skill .
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Report Name
Queue/Agent Status
Queue/Top Agent Status
Queue/Agent Summary
Reservel AUX Agents
Reserve2 AUX Agents
Skill AUX Report

Skill Status

Skill Top Agent Report
Split Status

Split/Skill Report

Split/Skill Average Speed of Answer

Split/Skill by Location

Split/Skill Call Profile

Split/Skill Comparison

Split/Skill Graphical AUX Agents

Split/Skill Graphical AUX Top
Agents

Split/Skill Graphical Call Profile
Split/Skill Graphical EWT
Split/Skill Graphical Service Level
Split/Skill Graphical Status
Split/Skill Graphical Time Spent
Split/Skill Graphical Top Skill Status
Split/Skill Outbound

Split/Skill Queue

Split/Skill Service Level

Split/Skill Status

Split/Skill Summary

Real-Time

Historical

1-4

Integratec
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Interactions with switch

How CentreVu CMS tracks

Report Name

System

System Multi-ACD
System Multi-ACD by Split/Skill
Top Agent Status
Trunk

Trunk Group

Graphical Split/Skill
Trunk Group Summary
VDN Multi-ACD Flow
VDN Report

VDN Call Profile

VDN Service Level
VDN Skill Preference
Vector

Work State Report for Reservel
Agents

Work State Report for Reserve2
Agents

CentreVu Supervisor Release 9 Reports

15
Real-Time Historical Integratec

Seethe CentreVu” Call Management System R3V9 Database Items

features  gnd Calculations585-210-945 document or the CentreVu™ Call
Management System Release 3 Veersion 9 Administration585-214-015
document for the interactions with switch features.

Using the datain the real-time and historical databases, CentreVu CMS

ACD data  can generate standard reports which allow you to track your call
center’s activities. CentreMu CM S tracks the various agent, split/skill,
trunk, trunk group, vector, and VDN activities at different pointsin the
call process. See Chapter 1 inthe CentreVu” Call Management System
Release 3 Version 9 Administration585-214-015document for more

information.
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Things to Know About the System

Overview

Purpose  Thissection introduces concepts and requirements that are relevant to
reports.

Organization  This section contains the following information:
e  Terminology
*  Prerequisite system administration
* Relationship to other subsystems
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Terminology

Overview  Thefollowing terms are used throughout this book. For additional
CentreVu CM S terms, see the Glossary.

Terms  Current Interval The current intrahour interval which can be 15, 30,
or 60 minutes. The current interval is part of the real-time database.

Custom Reports See the CentreVu CM S Custom Reports document
for more information.

Designer Reports Real-time or historical reports that have been
customized from existing reports or designed according to your needs
from Report Wizard or Report Designer. See the CentreVuReport
Designer document for more information.

Daily Data Interval datathat have been converted to a one-day
summary.

Exception Reports Display occurrences of unusual call-handling
events.

Historical Database Contains intrahour records for up to 62 daysin
the past, daily recordsfor up to 5 yearsin the past, and weekly or
monthly records for up to 10 yearsfor each CentreVu CM S-measured
agent, split/skill, trunk, trunk group, vector, and Vector Directory
Number (VDN).

Historical Reports Display past Automatic Call Distribution (ACD)
data for various agent, split/skill, trunk, trunk group, vector, or VDN
activities.

Integrated Reports Compile call center information from a specified
start time in the past 24 hours up to and including the current interval.

Monthly Data Daily datathat have been converted to a monthly
summary.

Multiuser Mode Any administered CentreVu CM S user can log into
CentreVu CMS. Data continues to be collected if data collectionis
"on.
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PreviousInterval Oneintrahour interval. At the end of each intrahour
interval, the contents of the current intrahour interval are copied to the
previous intrahour interval portion of the real-time database.

Real-Time Database Current and previous intrahour data on each
CentreVu CM S-measured agent, split/skill, trunk, trunk group, vector,
and VDN.

Real-Time Reports Display current ACD call activity on agents,
splitg/skills, trunks, trunk groups, vectors, and VDNS.

Single-User Mode Only one person can log into CentreMu CMS. Data
continues to be collected if data collectionis"on." Thismodeis
required to change some CentreVu CM S administration.

Subsystem Each CentreVMu Supervisor Controller selection. For
example, Reportsisreferred to as a subsystem.

Weekly Data Daily datathat has been converted to aweekly
summary.
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Prerequisite System Administration

Overview  The following system administration must be performed before you
can fully use the real-time and historical reports subsystem.

Dictionary  If you want names to appear on split/skill, trunk group, agent group,
ACD, call work code, VDN, and vector reports, the names must first be
entered in the Dictionary subsystem. If names are not assigned in the
Dictionary subsystem, numbers appear as the default.

Call Center Administration  To get Split/Skill Call Profileor VDN Call Profile reports, you must
first define your acceptable service level and service level increments
for the split(s)/skill(s) and VDN(s) in the Split/Skill Call Profile Setup
and VDN Call Profile Setup window in the Call Center Administration
subsystem.

To get an Agent Trace report, you must first start collecting agent trace
data.

Seethe CentreVu” Call Management System Release 3 Version 9
Administration585-214-015 document for more information on setting
call profiles and activating agent traces.

User Permissions  For areport to display data, you must have read permission for the
split/skill, trunk group, ACD, vector, or VDN. For example, if you have
read permission for Splits 1, 2, and 4, and try to run areport on Splits 1,
4, and 5, you receive datafor Splits 1 and 4 but not for Split 5, because
you do not have read permission for that split.

For more information, see the CentreVu” Call Management System
Release 3 Version 9 Administration585-214-015 document.

System Setup  You need to specify how much of the data to save for later use by
historical reports.

For more information, see the CentreVu” Call Management System
Release 3 Version 9 Administration585-214-015 document.

]
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Relationships to Other Subsystems

Overview

Timetable

CMS

Dictionary

Exceptions

Real-Time reports have the following relationships to other CentreVu
CMS subsystems.

You cannot put areal-time report on atimetable. You can use shortcuts
to display real-time reports. Scripting is used in RO Supervisor. You
must use the CM S terminal to use Timetable.

Seethe CentreVu” Call Management System Release 3 Version 9
Administration585-214-015 document.

If you cancel areport in CentreVu Supervisor, the data requests for the
report do not cancel in CMS. Therefore, the report continues to run on
the CM S side, even though it is canceled in CentreVu Supervisor. Until
the data requests clear, CentreVu Supervisor and CMS may slow down
asaresult. If the datarequest is for alarge amount of data, the system

could slow down.

For split/skill, VDN, vector, and ACD names to appear on reports,
names must be defined and entered in the Dictionary subsystem.

Seethe CentreVu” Call Management System Release 3 Version 9
Administration585-214-015 document.

When an exception occurs, CentreMu CM S notifies you in three ways:

» The terminal beeps unless you have disabled the beep throuc
Supervisor Controller.

* You can see information about exception conditions by lookin
appropriate Real-Time reports.

« The Commands: Exceptions menu itenCamtreMu Supervisor
allows you to view a running count of exceptions for Real-Tim
Agents, Splits/Skills, VDNs, Vectors, and Trunk Groups. To be
notified of these exceptions, you must have exception permis
turned on for the specific split/skill, trunk group, ACD, VDN, ar
vector. Exception permissions are assigned througGdhiee\Vu
Supervisor Tools: User Permissions menu item.

*  The exception is entered in the real-time exceptions log.

For more information, see th@entreVu” Call Management System
Release 3 Version 9 Administration585-214-015 document.
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The Scripting feature lets you create a script to run a specified report or
run areport and export the data on schedule. The scripts require a
customer-provided scheduler to berun at alater time.

For more information on the Scripting feature, see the CentreVu® Call
Management System Release 3 Veersion 9 Administration585-214-015
document.

The default real-time and integrated reports refresh rate is determined
by your CMS System Administrator. The administrator then assigns
each user a minimum refresh rate through the CentreVu Supervisor
User Permissions menu item. If you enter arefresh rate that isless than
your administrator-assigned refresh rate, an error message displays.

For more information, see the CentreVu” Call Management System
Release 3 Version 9 Administration585-214-015 document.

]
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Thingsto Know About CentreVu"

Supervisor Reports

Purpose  This section describes things to know about all CentreVu Supervisor
reports.

Organization  This section contains the following topics:

Agent and Trunk States

Refresh Rate for Real-Time and Integrated Reports
Current Interval

Service Level Increments for Call Profile Reports

Items That Can Affect Real-Time and Integrated Report Data
[
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Agent and Trunk States

Overview  Status changesof all ACD data (for splits/skills, trunk groups, vectors,
VDNs, agents, and trunks) are sent from the switch. Asaresult, the
states of agent extensions and trunks are what all other data are based
on. Agent states appear on rea-time reports as CentreVu CM S records
the current status of the ACD, and trunk states appear on the Centre\Vu
CMS real-time trunk report. The following list of agent states includes
the default agent states. The names can be changed in the Dictionary.

Agent states  ACD The agent logged into this extension ison a split/skill or direct
agent call.

Available (AVAIL) The extension is ableto accept an ACD call. An
extension is AVAIL in AUTO-IN (Al) or MANUAL-IN (MI) work
modes any time a station does not have a call active or on hold.

After Call Work (ACW) The agent is engaged in bookkeeping, data
entry, or other work related to the previous call, and is not available to
receive another call. The extension enters ACW after an ACD call in
the MANUAL-IN mode compl etes. On the Enterprise Communications
Server (ECS), the agent can select the state with the ACW key. If the
agent presses the ACW button while on an ACD call, then the agent
goes into ACW mode when the call isreleased. ThisACW timeis
tracked as call-associated ACW. If the agent presses the ACW button
whilethe agent isnot on an ACD call, then the agent will be placed into
the ACW mode, but this ACW will not be tracked as call-associated
ACW. An agent'stime in ACW includes time an agent is on incoming
or outgoing callswhilein ACW, aswell astime in ACW when the
agent is not connected to any calls.

Auxiliary Work (AUX) The agent is engaged in non-ACD work, is
on break, in ameeting, at lunch, and so on. The agent presses the AUX
WORK key when the agent wants CentreVu CM S to recognize the
extension as staffed, but does not want the ACD to distribute calls to
thevoiceterminal. An agent’'stimein AUX includestime an agentison
incoming or outgoing callswhilein AUX, aswell astimein AUX
when the agent is not connected to any calls. Agents also accrue AUX
time when they make or receive extension calls from AUTO-IN or
MANUAL-IN mode. Reason codes describe the reasons you are in the
AUX work mode (for example, you are on break).
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Direct Agent ACD (DACD) The agent ison adirect agent ACD call.

Direct Agent ACW (DACW) The agent isin the after call work state
for adirect agent ACD call.

OTHER The agent is doing other work. This may represent that an
agent isin multiple splits or with multiple skillsand is doing work for a
split or skill other than this one, or that the agent has put a call on hold,
or that the agent is dialing to place a call or activate afeature.

UNKNOWN CentreVu CM S does not recognize the current state.
UNKNOWN remains until the condition is cleared (corrected) and/or
the agent completes the current ACD call and any associated ACW, or
acurrent agent state message is sent to CentreVu CM S from the switch.

UNSTAF Unstaffed The agent isnot logged in and is not being
tracked by CentreVu CMS.

RINGING Thetimeacall rings at an agent’s voice terminal after
leaving the queue and before the agent answers the call. With this state,
you can actually determine how long a call rings before an agent
answers, and thereby determine the actual time a caller waits in queue
and waits while the call isringing to better analyze your call center’s
performance.

IDLE Thetrunk iswaiting for a call.
CONN The caller and agent are connected on acall.

QUEUED AnACD call has seized atrunk and is queued to a split or
skill waiting for an agent to answer.

SEIZED A call isusing the trunk, either incoming or outgoing.

MBUSY The trunk is maintenance busy, or out of service for
mai ntenance purposes.

HOLD The agent has put the caller on this trunk on hold.
UNKNOWN CentreVu CM S does not recogni ze the state of the trunk.
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DABN The caller abandoned the call. The trunk quickly goesto idle.

FBUSY Forced busy. For the ECS, you can receive busy calsif there
isno call in queue for the split and no agents are available.

FDISC The caller receives aforced disconnect. This appearsonly if
you have the Vectoring feature.

RINGING A call isringing at the agent’s voice terminal.
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Refresh Rate for Real-Time and Integrated Reports

Overview  Whenyou order areal-time or integrated report, you must specify a
refresh rate for the report. This rate determines how often the report is
updated to display new data.

Fastest allowable refresh  Your fastest allowable refresh rate is defined in the User

rate  PermissionsUser Data window as minimum refresh rate; see the
CentreVu” Call Management System Release 3 Version 9
Administration585-214-015 document. For any user, the fastest rate
that may be defined is every 3 seconds. However, the actual speed at
which areport refreshes may be slower than the defined speed, since
the number of active terminals, the number of active windows, and the
number of real-time reports can have an impact on refresh rates.

Default refresh rate  The default refresh rate when you bring up the report input window is
your minimum refresh rate (defined by the CM S System
Administrator) plus 15 seconds. You can change the refresh rate from
the default at any time, with the minimum allowable refresh rate being
three seconds. The minimum default refresh rate when areport isrun as
ascript is user-defined.

Shortest refresh rate  If you want to calculate the shortest refresh rates you can get in
CentreVu CM S real-time reports for your configuration, go to the
cmsadm Menu in the Solaris The Real-Time Refresh program
calculatesthe best (shortest) refresh rates you can get in CentreMu CM S
reports.

[
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2

Using CentreVu
Supervisor Reports

Purpose

How to access reports

This chapter gives you general information about how to use CentreVu
Supervisor reports. CentreVu Supervisor reports display, report, and
summarize the performance of any measured subset of the Automatic
Call Directory (ACD), including agents, splits/skills, trunks/trunk
groups, Vector Directory Numbers (VDNSs), and vectors.

No matter where you run areport from, the way you select, run, edit,
and view areport is the same.

You will find reports available under the following menus and tabs:

« Commands | Reports | Real-Time, Historical, or Integrated tal
« Commands | Dictionary | Reports tab

« Commands | Exceptions | Reports tab

« Commands | Agent Administration | Reports tab

« Commands | Call Center Administration | Reports tab

e Tools | Maintenance | Reports tab.

More information

Procedures that apply to reports that are located in a specific Com
or Tool are located in the appropriate chapter in@eatreVu Call
Management System Release 3 Veersion 9 Administration585-214-015
guide.
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How this chapter is  The chapter is divided into the following sections:
organized Selecting and running reports
*  Report menu bar

* Editing and viewing reports
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Selecting and Running Reports

Overview

Purpose  This section describes how to select and run reports through Centre\Vu
Supervisor.

Report Designer  If you have Report Designer and want to easily generate a new

customized report, select the Report Wizard button in the Controller
toolbar.

More information

For more information about the Report Designer, see the CentreVu
Report Designer Version 9 User Guide (585-210-930, Issue 2).



Using CentreVu Supervisor Reports

Using the Scripting feature

CentreVu Supervisor Release 9 Reports

2-4

Using the Scripting feature

Overview

CentreVu Supervisor
Controller toolbar

Report Selector

Report output window

The Scripting feature lets you create a script to run a specified report or
run areport and export the data on schedule. The report can run in the
current CentreMu Supervisor session and be displayed on the PC, or it
can run in the background.

More information

For more information on the Scripting feature, see the CentreVu Call
Management System Release 3 Veersion 9 Administration585-214-015
document.

The CentreVu Supervisor Controller toolbar lets you set options for
scripting and organizing your scripts, as follows:

Options/Scripting selecting the Scripting tab in the Options
window lets you set script execution as minimum, normal, or
maximum. This window also lets you specify a hame for the I
file and view the contents of the log file.

Scripts/Organize Scripts selecting the Organize Scripts optio
from the Scripts drop-down menu displays the Organize Scrif
window. This window displays all the logged-in user's scripts :
script folders. Using these lists, you can add a new folder, mo
script, delete a script, or rename a script.

The Report Selector window lets you create a new script, as follov

Save as Script buttonselecting this button in the Report Selec
window displays the Save as Script dialog box, which enables
to create a new script for the selected report, but does not rur
report. The script type is set to interactive and cannot be char

The Report Output Window menu bar lets you create a new script
follows:

Report/Scriptselecting the Script option from the Report drop-
down menu displays the Save as Script window (only in run
mode), which enables you to create a new script for the selec
report and run the report. The script can be interactive or
automatic.
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Script buttons  The Script button on the Data Export window displays the Save as
Script dialog box, which lets you create a script, export the data from
the report, and then exit the report.

The Script button on the Save as HTML window displays the Save as
Script dialog box, which lets you created a new script for the selected
report, run the report, and saveitin HTML format. The report will exit
after the saveis complete.

]



Using CentreVu Supervisor Reports CentreVu Supervisor Release 9 Reports

Selecting a Report

Selecting a Report

2-6

Displaying the Report  To display the Report Selector window, do the following:

selector window

[EnN

Inthe Controller toolbar, select Commands to display the Commands

drop-down menu.

Avaya CentieYu Supervisor -0

(W= Commands

52|

Tool: Scripte Help

Reports...

Dictionary...

Exceptions...

Agent Administration...

Call Center Administration...
Report Wizard...

2  Select one of the following windows:

Commands | Reports | Real-Time, Historical, or Integrated tal
Commands | Dictionary | Reports tab

Commands | Exceptions | Reports tab

Commands | Agent Administration | Reports tab

Commands | Call Center Administration | Reports tab

Tools | Maintenance | Reports tab.

END OF STEPS
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Result:

A window displays from which you can select areport.

Select a Report

r Hiztarical T

Integrated ]

Report:
Agent Group Report

QueuelAgent Agent Report

Spht/Skill Graphical Inf ti

Trunk/Trunk Group fapmical Information

Run Report for ACD:

I jaguarG 3V 2e J
Description
Shows statuz of agents in an agent group, and reasan for AL agents

Add Bookmark | Hew | Copy | Properties | Help ||
Edit | e ok | cance |
Making selections

In the Select a Report window, do the following:

1  Select acategory from the Category box.
2  Select areport from the Report box.
3  Select the ACD for which you want to run the report from the Run
Report for ACD box.
4  Select OK , or double-click on the report you want to run.
Result: A report input window displays.
5

Go to Completing the Report Input Window.

END OF STEPS
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Types of input

Completing the report input
window
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The following example shows possible types of input that might be
required to run areport. The inputs required will vary, depending on
which report you are running.

(]Agent Group Report - | I:Ilﬂ

— Inpuits

Agent Group: I.ﬁ.gentGrDup 2h j @

—Real-Time Options

Refresh Every Secondz

¥ Enablz Beport Thresholds
[~ Bun Minimized

(] Cancel | Help

| Bizon2Bvpe

Follow these steps in completing an input window:

Verify that the correct ACD is selected. The current ACD (selected on
the selector window) is displayed at the bottom-right of the input
window.

If thewrong ACD isdisplayed, pressthe Cancel button and then return
to Displaying the Report selector window (2-6) to begin the report
selection procedure again to select the correct ACD.

Fill intheinput fields. For the Split/Skill Outbound Interval report input
window, the input fields are: Split/Skill, Date, and Times.

Tofill inan input field, do any of the following:

»  Type in the name or number of the input requested

» Use the history list (pull-down menu)

* Pressthe Browse button to the right of the input field. This bu
will allow you to view all of the available inputs.
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For al reports other than Commands | Reports Real-Time and I ntegrated
tabs, select the report destination. Reports can be viewed on screen or
printed on any printer to which your PC is connected.

To select the report destination, do one of the following:

» Select the View Report on Screen destination.

» Selectthe Print Report on: destination and choose a printer (i
want to print on a printer other than the one displayed).

Press the OK button.

Result: The report runs.

END OF STEPS
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When you run historical reports, you need to select the date or datesfor
which to run the report.

To do this, you can do any of the following:
« Type the date or date range in the Date(s): input field.

* Type arelative date (for example, -2 for two days ago).

»  Select the date(s) from the history list of previously used date
for this report.

. Select the Browse button. .

If you press the Browse button and the input needed is a single d
the Browse Date window displays.

S 1

- Select Date

I January I 13593
Sun| Maon| Tue|Wed| Thu| Fr | Sat

1 2 3

4 5 G 7 a 9 |10
120131415 16 | 17
18 19| 20| 21 ||peel 23 | 24
2| |28 2930 A
4 i *

Cancel | Help

To select a specific date, use your mouse to point at a day and cli
The day is highlighted.

If you want to choose a date that is not in the current month, use t
arrow keys at the bottom of the window to scroll through the montl
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If the input needed isfor more than one date, the Browse Dates window
displays.

Browse Dates [ 7| x|
r Select D ate:
Bange | Clear |
| January | 1998 | February | 1398 || March | 1338

Sun| Man| Tus|'wed Thu| Fri | Sat | Sun|Mon| Tuewed Thu| Fri | Sat | Sun|Mon| Tue|wed Thu| Fri | Sat
112] 3 1]2| 34|56 7 1234|667
4185|678 9(10f&9f10j11 (12131489 10[11{12]13] 14
111121314 (151617 J 15|16 |17 1819 20| 21 [ 15[ 1617|1818 20]| &
T8 19| 20| 21 (el 23| 24 | 22| 23| M | 2B 2R| 27| 2B | 22|23 B| %] 8
SR ] 2930 3

&l J ’

3 Cancel | Help |

To select specific dates, use your mouse to point at aday and click. The
day highlights. You can select as many days as you want.

To select arange of dates, select the Range button, point- and-click on
thefirst day of the desired range, then point- and-click on the last day
of the desired range. The dates selected highlight. You can select as
many ranges as you want to, but you must select the Range button in
order to define each range.

If you want to choose a date that is not currently displayed, use the
arrow keys at the bottom of the window to scroll through the months.

To clear your current selections, select Clear.
If the input needed is for one month, the Browse Month window
displays.

Browse Month B |

~Select Month

Mont: R~
Year: mg

1].4 Cancel | Help

Thiswindow is used in monthly reports where the dataisfor asingle
month. The formisinitialized to the values in the input field or to the
month previous to the current month when the input field is empty.
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Select a single month and year for the report. The minimum date is
January 1980 and the maximum date is December 2037.

If the input needed is for more than one month, the Browse Months
window displays.

browsoone R

- Select Months

First Monthi |5

e

Murnber of Months: =

Last tanth: ID ecember 1997

(] Cancel | Help |

Thiswindow is available in monthly reports where the datais for one
or more months. The report runs, beginning with the month entered in
the First Month: field and going through as many months as are
specified in the Number of Months: field.

The months are in calendar order in the drop-down box, with the
minimum date being January 1980 and the maximum date December
2037.

]
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Selecting Report Run Times

Selecting times

Browse Time

When you run interval historical reports, you need to select the time
period for which to run the report.

To do this, do any of the following:
*  Type the time range in the Times: input field.

»  Select the times from the history list of previously used times
this report.

* Select the Browse button next to the Times input field.

If you select the Browse button, the Browse Time window display

browse e R

Select Times
Starting Interval: [FENEENY
Ending Intereal; |-|-|:3|:| P j
(] Cancel | Help |

Complete the following fields:

»  Starting Interval: select the time you want the report to begin \
from the drop-down list. The report data will begin with the
interval that begins immediately after the time you enter.

» Ending Interval: select the time you want the report to end wit
from the drop-down list. The report data will go through the
interval during which the time you enter falls.

[
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Exiting and Restarting Reports

How to exit areport  To exit areport (return to the Controller), do one of the following:
* Double click the System button.
 Select Close from the System button menu.
 Select Exitfromthe Report menu.

If the system shuts down due to an error, any changes you have m
the report(s) you are running are saved.

How to restart areport  To restart a report (return to the report input window), do the follow
* Select Restart from the Report menu.

Work State drill-down reports and unsaved reports created in Rep
Wizard cannot be restarted.

[
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Report Menu Bar

Overview

Purpose  When you run areport, the menu bar at the top of the window has the

following options:
* Report

e Edit

. Format
 Tools
Options

* Help

This section describes the menu items that are available in each of
menus.

]
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Report Menu

Report menu  The Report menu has options that relate specifically to the report you
are running.

-ii:-'i:_'ﬁplit.-"ﬁkill Comparnson - comopolitan

Edit Format Tools DOptions Help
RBestart B 12:00 AM 172208

Page Setup...
Print._..
Print Preview___

Design

Save azs HTML. ..

Scnpt. ..

E xit

Menu item functions  Thistable describes the action that each menu item performs:

Menu ltem Action

Restart Closes the current report output window and displays the input window
for the current report. This allows you to run the same report, changing
inputs as needed. Thisis disabled for Drill-Down reports and if the
report is an unsaved report created using the Report Wizard (thisitemis
reenabled when the report is saved).

Page Setup Displays the Page Setup window. See the Setting Up a Page in this
chapter for more information on Page Setup.

Print Displaysthe Print window. See Selecting a Printer for more
information on the Print window. When you select Print from the
Report menu, the report that is active will be printed according to the
options you choose in the Print window. If the report is areal-time
report, only one refresh of the report will be printed.

Print Preview Displays the report so that you can see it before printing. See Print
Preview for more information on the Print Preview window. Once you
have selected Print Preview, you may print the report.
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Menu Iltem Action

Design If you have purchased the Report Designer software and your CentreVu
CMS User ID is authorized to use the Report Designer, you can access
the Report Designer Design Mode window from any report using this
menu item. When you select Design from the Report menu, the report
that is currently running remains visible, but you are placed in the
Design Mode, where you can edit the report. For more information on
the Design Mode, see the CentreMu Report Designer Version 9 User
Guide (585-210-930, Issue 2). The Design menu item will be grayed
out if you are currently running a drill-down report.

Save Saves the report that you edited.
Save as Saves the report you edited under a different file name.
Saveas HTML Displays the Save as HTML window, which lets you save a snapshot of

the report output as an HTML file. Selecting the Script button in this
window displays the Save as Script dialog box, which lets you create a
script to run the specified report and save the output as an HTML file.

Script Displaysthe Save as Script dialog box, which enables you to create a
script to run a specified report on schedule and display it on your
computer. The script can be interactive or automatic.

Exit Closesthe active report output window. The location of the report
output window is saved when the report is exited, and that is where the
report will display the next time you run it.
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SaveasHTML

Overview  The Save as Hypertext Markup Language (HTML) function available
with CentreMu Supervisor Version 6 allows the user to export a
snapshot of areport running in CentreVu Supervisor and save it as an
HTML file. Any report generated in CentreMu Supervisor can be
converted toan HTML file. Thisfile can then be stored on aweb server
for viewing on the Internet or an Intranet.

Things to note:

 Save as HTML does not automatically save the HTML file ont
web server. You must copy the HTML file and any associated
graphics to the Internet server you want to use.

 Save as HTML does not automatically update the HTML for re
time reports.

e« Save as HTML is found in the report pull-down menu on an o
report.

* Save as HTML does not support 32-bit color mode for graphi
saved using Save as HTML.

Browsers  To view the HTML file, your Internet browser must support tables :
.gif graphic files. For example, Netscape Navigator 3 Migrosoft
Internet Explorer 3.0, or later versions of either, support tables anc
graphic files.

Selecting Save as HTML ~ Save as HTML function can be found in the Report pull-down me
location

'ii:-.i:-.ﬁplih'SKi“ Comparnson - comopolitan

[i{=iL{8@ Edit Format Tools Options Help
Bestart = 12:00 AM 1/22/08

Page Setup...
Print._.
Print Preview. ..

Design

Save azs HTML. ..

Scnpt. ..

E xit
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When you select Save asHTML, the Save asHTML dialog box
displays.
[Savepsiiv

Thiz winidow allows you to zave a snapzhot of the report output az an HTRL file.

" Template

Y'ou can use a template to provide farmatting charactenstics for pour repart,
zuch agz a backaround pattern, logoz, or explanatony text,

(") Choose an existing HTML file to use az a template

|E:'xEENTHE\-’LIHS.-’-‘-.MF'LESHS.-’-‘-.MF‘LE'I.HTM j| r.—,"",

" Okt
() Uze Centretfu Supervisor report fonts

(® Uze the web browser default fonts

Specify the name of the HTRL output file to be created

|E:hEENTHEVUhSﬁVEﬁSdef.HTM j| \E

(] Cancel | Help

To save areport asan HTML file, use the following steps:

While running the report you want to save, select Save asHTML from
the Report menu.

Select atemplate option.

* Type the template file name in the template field, select the
template from the pull-down history list, or select the Browse
button and browse for a template.

« If you do not want to use a template, select the Do not use a
template radio button.
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Select an output option.

» Selecting Use CentreVu Supervisor report fonts preserves th
report fonts as you see themGantreVu Supervisor.

» Selecting Use the web browser default fonts displays the out
file using Internet browser default fonts.

Type the name of the output file in the file name field, select the fil
name from the pull-down history list, or select the Browse button
browse for a file name.

Select the OK button to save the report in HTML file format.

END OF STEPS

Results:

The report is now saved as an HTML file for viewing with an Interr
browser.

The HTML file that has been generated can be modified to fit your
specific need using an HTML or text editor.

You must select a name for the HTML file you are creating. You m
specify the full file path (for example, c:\\temp\myrpt.htm) to save tl
file in a directory other than the current directory.

If there are charts associated with the file, they are converted into
files and numbered in the order created. For example,
c:\temp\myrptl.gif and c:\temp\myrpt2.gif.

The output file is created using the templates and fonts you have
specified. After the HTML is saved, you can move or copy it and a

associated graphics files to a web server directory for viewing on t
Internet or an Intranet.
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A template can be used to provide company logos, background color,
specific fonts, or surrounding text to the HTML file. If you do not
select atemplate, the HTML file displays only the report.

Note the following:

 Templates are HTML files that can be created or edited using
HTML or text editor.

» The templates are limited by what your web browser supports

If you choose not to use existing templates, Save as HTML gener:
basic HTML tags in order for your report to be converted to HTML

Note the following:

*  The standard surround tags <HTML> and <BODY> are
generated.

»  The background color is set to white and font color is set to bl
* The title of the page is the same as the report title.

CentreVu Supervisor provides you with Sample templates which cal
found in the samples directory of tB@entreMu Supervisor directory
where the executable files were installed. Use these installed tem;
when saving a report as an HTML file.

The following describes the tags used by Save as HTML and whicl
be used to create templates:

HTML Tag Description

<CVSUP_TITLE> Thistag is replaced with the title of report in the
HTML file. If thistag is used within the <TITLE>
tags, thetitle of the report will be used as a heading
to the page. Multiple uses of thistag are allowed.

<CVSUP_BODY> Thistag is replaced by the report body in the
HTML file. However, only the first occurrence of
thistag is replaced. If atemplate is used and the
<CVSUP_BODY> tag is not in the template, an
error occurs, and the Save as HTML operation is
aborted.
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Fonts  If you choose to use the CentreVu Supervisor fonts, the font face and
size are preserved in the HTML file.

* The fonts used i@entreMu Supervisor are Arial, Courier New an
Times New Roman.

* Inthe event these fonts are not available on the computer vie
the HTML file, backup fonts are used. The backup fonts are
Helvetica for Arial, Courier for Courier New, and Times for Tim
New Roman.

» If you choose to use the web browser's default fonts, the HTM
file will not specify any fonts.

*  Note the following:

— If you choose not to preserve tGentreVu Supervisor fonts,
the appearance of the report in the HTML file may chang

— If you choose to use a template, do not preservE€dhiee\Vu
Supervisor fonts if the template specifies the fonts.

]
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Print Preview

Overview  Print Preview displays the printed layout of areport on screen so that
printed components, such as page breaks and headers and footers, may
be viewed prior to actual printing. If the report you are viewing through
Print Preview contains atable, the table grid is not displayed or printed.

Access Print Preview  Print Preview is accessed from the Report menu of the output window
of al generated reports. Select Print Preview to open the Print Preview
dialog box

Print Preview dialog box  The print preview dialog box displays one physical page of the
generated report at atime.

] Print Preview (Ol %]

<Bick Mexts 100 % =] T Lendscape Print. Help

§ it kill View ~Gold Printect 3/26/68 (2:49C0 PM
SpiyStd: Gold Skill Stale: NORMBL
Data Start Time: 1200AM
Agent Stahus
VAL s
AD RING
W o THER
AgensSuffet 80 Spesdins D1
%\hin SencelLevd: 100 ACDCals 464
Calls\Waiting: 0 AgACDTIme 13
Odedt CalViiing 200 “Aban Cals: 0

Avghban Time:
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The following table describes the fields and items on the Print Preview

dialog box:
Field/ltem
Scroll bars

Status bar

Next button

Back button

Zoom In/Out

Landscape/Portrait

Print

Help

Close

Description

If the page does not fit within the Print Preview
dialog box, scroll bars are available to view the entire

page.

A status bar at the bottom of the page lists which page
of the report is being viewed; for example, “page 1 ¢
3.1!

If the generated report has more than one page in
final, printable version, the Next button moves you
forward through the report a page at a time.

If the generated report has more than one page in
final, printable version, the Back button moves yoL
backward through the report a page at a time.

The Zoom In/Out drop-down list allows you to zool
in or out on a report in the Print Preview dialog baox
by a series of percentages in 25 percent increment
for example, you may view a report output in Print
Preview at 100 percent, 125 percent, 150 percent, ¢
so on. The default is based on screen size.

The Landscape check box allows you to view an
output in either landscape mode (11" x 8.5”) or in
portrait mode (8.5” x 11") for printing purposes. The
default is based on your default printer settings. To
select Portrait mode, deselect the Landscape baox

Select the Print button to display the Print Setup
dialog box. The report that is active will be printed
according to the options you choose on the Print
Setup dialog box. You may choose the printer, the
orientation, and the paper in this dialog box, or you
can select Options to display printer-specific
configuration information. If the report is a real-time
report, only one refresh of the report will be printed

Select Help (or presBl ) to display a standard
Windows Help page for the Print Preview dialog bo:

The Close button closes the Print Preview dialog
box.
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Edit menu  The Edit menu has standard Windows editing options.

:T' plit/Skill Comparison - comopolitan

Beport m Format Toolz Options Help
Rept Copy 1/22108

Export Chart Data...
Export Table Data...
Export All Data...

Menu item functions  Thistable describes the action that each menu item performs.

Menu Item Action

Copy The image of the currently selected chart is copied to the clipboard in
Windows metafile format. This allows you to paste the chart pictureinto
most Windows applications, such as aword processor. You can also
access Copy from the right mouse button pop-up menu. See Copying
Chart Reports for instructions on using Copy.

Export Chart Data The Data Export Options window is shown to alow you to export the
datain the currently selected chart. If the report is areal-time report,
only one refresh of the datawill be exported. You can also access the
Data Export Options window from the right mouse button pop-up
menu. If there is more than one chart on this report, this option will be
grayed out until you select a chart. For more information on exporting
data, see Exporting Report Data section in this chapter.

Export Table Data The Data Export Options window is shown to allow you to export the
table data. If the report is area-time report, only one refresh of the data
will be exported. You can also access the Data Export Options window
from the right mouse button pop-up menu. If there is more than one
table on the report, this option will be grayed out until you select atable.
For more information on exporting data, see Exporting Report Data in
this chapter.

Export All Data The Data Export Options window is shown to allow you to export all
datain thereport. You will aso be allowed to include labels and headers
in the data that are exported. If the report is areal-time report, only one
refresh of the datawill be exported. You can also access the Data Export
Options window from the right mouse button pop-up menu. For more
information on exporting data, see Exporting Report Data in this
chapter.
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Format menu  The Format menu contains actions for modifying the display format of
the currently selected object. If one (or more) of the actions does not
apply to the selected object, it will be grayed out.

-ﬁ:-'i:_'ﬁplitfﬁkill Comparnson - comopolitan
Beport Edit i F® Toolz Options Help

Report Dats Chart___ AM 172298
| ———————— - I I
Table...
Sort by._.

Menu item functions  Thistable describes the action that each menu item performs.

Menu Item Action

Chart Allows you to format a chart. You can also access the
Format Chart window from the right mouse button pop-up
menul.

Table Allows you to format atable. You can also access the
Format Table window from the right mouse button pop-up
menu.

Sort By Allows you to sort the table by several parameters specific
to theinformation in the selected table. You can also access
the Sort by window from the right mouse button pop-up
menu.
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Tools menu  The Tools menu contains additional actions that affect the currently
selected object. You can also access the Tools actions from the right
mouse button.

Beport Edit Format Options Help
Report Data Star Tirm Threzhold Settings...
Change Agent Skills .

Menu item functions  Thistable describes the action that each menu item performs.

Menu Item Action

Available Drill-Down reports | If you are running areport that allows you to access one or more drill-
down reports, the available drill-down reports will be accessible from
the Tools menu.

Threshold settings Opens awindow that allows you to view or modify threshold highlight
settings. Threshold highlight settings apply only to some real-time data
itemsin real-time and integrated reports.

For information on setting threshold highlights, see Setting Report
Threshold Highlights.

Change Agent Splits/Skills If the current ACD supports Expert Agent Selection (EAS), this menu
item reads Change Agent Skills; otherwise, it reads Change Agent
Splits. Thismenu item is enabled only when the selected table cell ina
report is an agent name or agent login ID; otherwise, it is disabled. If
you do not have write permission for Agent Administration, then this
menu item is not shown. This action opens the Change Agent Skills
window (EAS) or Change Agent Split Assignmentswindow (non-EAS)
for the selected agent. You can then modify the split/skill assignments
for the agent. Seethe CentreVu Call Management System Release 3
Version 9 Administration585-214-015 guide for more information.
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Options

Options menu  The Options menu contains actions that affect the basic display of the
report.

j i Spht/5kill Comparison - comopolitan

Beport Edit Format Tools m Help

Report Data Start Time: 12200 » Thresholds
v Status Bar

Bestore Onginal Yiew

Menu item functions  Thistable describes the action that each menu item performs.

Menu Iltem Action

Thresholds Turns threshold highlighting on or off for this real-time report. When
threshold highlighting is on (thereis a check by the menu item), the
report shows the colors (icons if the report is minimized) specified in
the Threshold Settings window. When threshold highlighting is off
(there is no check by the menu item), the report shows none of the
threshold highlights (or iconsif the report is minimized).

See Setting Report Threshold Highlights for additional information on
Threshold Highlights.

Status bar Shows or hidesthe status bar. When the status bar is hidden, the window
remains the same size but the contents are resized to fill the window.
You would choose thisto get alarger viewing areafor the report. When
the status bar is made visible, the window remains the same size but the
contents are resized to fill the smaller window area. The status bar
setting is saved in the report view.

Restore Origina View Restores the Report View to the original settings. All changes made to
the format of this report are discarded.
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Editing and Viewing Reports

Overview

Purpose  This section describes the various formatting and display options for
reports. It also includes some procedures for manipulating reports.

Organization  Thefollowing topics are covered:
* Report layouts
*  Formatting table reports
*  Formatting chart reports
*  Minimizing report output windows
* Right mouse-button pop-up menus
* Rotating a 3D chart
*  Exporting report data
*  Copying chart reports
* Resizing report windows
»  Selecting a printer
»  Setting Report Threshold Highlights
e Using Report Options
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Report types

What constitutes a report?
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There are two types of report layouts in CentreVu Supervisor:
* Tables theCentreVu Supervisor presentation of standard repor
* Charts theCentreVu Supervisor presentation of graphical repol

A report can consist of only a table/tables, only a chart/charts, or &
combination of tables and charts.

In addition to the tables and charts that make up the main body of
reports, reports can include text and field names that are followed
single data items. Text and data fields are used on both table and
reports.

Tables  Most standarentreVu Supervisor reports (reports that are not
prefaced by "graphical”) are displayed in tables.
The information on a standard report window is organized as follo

+ Agent Split/Skill Weekly - Agent 54001 [_ (O] x|
Beport Edit Format Tool: Options Help

Agent. Agent 54001
VWeek SplitiSkill ACD  ACD ACWY  Extnin Exinln Extn Extn Aszsists Held  Hold Trans
Starting Calls Time Time Calls Time  Qut ot Calls Time  Qut

Calls  Time

Totals 1701334:43:18  :00:00 0 :00:00 0 :00:00 0 0 :00:00 0
7128006 s53, +AhCd 0 -00:00 -00:00 0 -00:00 0 0000 0 0 0000 0
7I28096  Skill 401 0 -00:00 :00:00 0 :00:00 0 0000 0 0 0000 i
7I208096  Skill 402 0 -00:00 :00:00 0 :00:00 0 0000 0 0 0000 i
7I28096 403 B 06:52 :00:00 0 :00:00 0 0000 0 0 0000 i
TI28596  tarts group 4 0 0007 0000 0 0000 0 0000 1] 0 0000 1]
71208096 Skill 405 0 -00:00 :00:00 0 :00:00 0 0000 0 0 0000 i
7128096 Skill 408 0 -00:00 :00:00 0 :00:00 0 0000 0 0 0000 i
7I208096  Skill 407 0 -00:00 :00:00 0 :00:00 0 0000 0 0 0000 i
7I28096  Skill 408 0 -00:00 :00:00 0 :00:00 0 0000 0 0 0000 i
71208096 Skill 409 0 -00:00 :00:00 0 :00:00 0 0000 0 0 0000 i
7128096 Skill 410 0 -00:00 :00:00 0 :00:00 0 0000 0 0 0000 i
7I28096  Skill 411 0 -00:00 :00:00 0 :00:00 0 0000 0 0 0000 i
7I20096  Skill 412 0 -00:00 :00:00 0 :00:00 0 0000 0 0 0000 i
7I20096  Skill 413 1 -00:08 :00:00 0 :00:00 0 0000 0 0 0000 i
7I28006  Skill 414 0 -00:00 :00:00 0 :00:00 0 0000 0 0 :00:00 0
Double Click To Run Format Grid | BullG 3vape
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More information

Standard real-time reports can be sorted. See Formatting Table
Reports.

Charts  The graphical CentreVu Supervisor reports are displayed in charts.

7 ¢ Split/Skill Queue HEE

Beport Edit Format Tools Options Help
Calls Waiting Calls Waiting - Trend
10 | T |
£ 8
— E Ll | Catalog Sales
\arstian Packaga _; 6 T |—|"|— 1 Yacation Packages
Hemhh chact. T 4 | |_|.+j_ Health check
fusa Renal 012345 “ L W Auto Rertal
2 24 :
Mo. Calls | | | T
; 1
Qldest Call Waiting Oldest Call Waiting - Trend
100 J |
a0 ==
— = 50 R Catalu:u.g Sales
‘acalian Pactages = T I | |_ Wacation Packages
Hazhn chact a% 41 4 Health check
Auta Renal
Auta Rental
20 4 —lJ—LJ,—I—Il——l—
0 | | | [ ! [ [
| Threzholds: On | Loz Angeles

More information

There are several options for formatting the appearance of the charts
(graphical reports). See Formatting Chart Reports for more
information.




Using CentreVu Supervisor Reports CentreVu Supervisor Release 9 Reports

Formatting Table Reports

2-32

Formatting Table Reports

Overview

Accessing the Table
Format Options window

If you arein areport containing atable, you can format how the report
is displayed using the Table Format Options window.

The changes you make to areport’s format affect only your view of the
report. The changes do not affect how other CentreMu Supervisor users
see the report.

To access the Table Format Options window, use one of the following
steps:
* Double click on a column heading in the report.

 Select Format Table or Sort by from the Format menu or the |
mouse button pop-up menu.

If you select Sort by, the Table Format Options window displays v
the Sort tab active. If you select Format Table, the Table Format
Options window displays with the General tab active. Description:
these tabs follow.

The Table Format Options window allows you to make layout char
to a table. All changes you make are saved as part of the report vi
when the report exits.
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General tab  The General tab allows you to make format changes to a table.

Table Format Options nm |

Sort ] General 1

Digplay Optiong Fixed Region
I Show Grid Lines Columns:
ows 75

General tab parameters  The following table parameters can be changed:

Parameter Function
Show Gridlines Specifies whether or not table lines are to be shown in the table.
Fixed Region, Columns Specifies the number of columns from the left of the table that are fixed

in place and do not scroll. Valid values are in the range of 0 through 99.
You can use the spin boxes to select avalid value or type the valuein.

Fixed Region, Rows Specifies the number of rows from the top of the table that are fixed in
place and do not scroll. Valid values are in the range of 0 through 99.
You can use the spin boxesto select avalid value or type the valuein.
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Sorttab  The Sort tab alows you to specify the order in which the information
on the real-time table report is displayed.

Table Format Options HE
Sort 1 General ]
rSort By
% Azcending
I[nune] J { Descending
~Then By
i Ascending
I[nu:une] —I ) Descending
~ Then By
I[nane] ;I ' Azcending

) Descending

oK I Cancel | Apply | Help |

Using the Sorttab  Whenyou are setting up display order for areal-time report, specify the
sort column ( Sort By) and the sort order (Ascending or Descending).
The drop-down list for the Sort By lists all of the database table and
item names used in the report.

Sorting may cause report refreshes to take longer. If you wish to speed
up the refresh rate, turn off the sort options by selecting "(none)" for all
of the Sort By criteria.

Examples
Here are two examples of how you might use the Sort tab:

* Viewing a list of agents alphabetically select "Agent Name" fr
the first Sort By drop-down list, select Ascending as the sort
order, and leave the other two Then By boxes set to "(none).

»  Searching for agents who have been in a certain state for too
select "State" from the first Sort By drop-down list, then selec
"Time" from the second Then By drop-down list, and then sel
Descending as the sort order for the second Then By.

]
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Formatting Chart Reports

Overview  Charts (found in graphical reports) provide a graphical representation
of data. Values or data points are displayed in formats such as bars,
lines, filled areas, and pie charts. These data points are grouped into
seriesthat are identified with unique colors.

In many chart types, one data point from each seriesis grouped
together by category across an axis. Categories are plotted along the x-
axis, while values are plotted along the y-axis. A two-dimensional chart
shows series next to each other, while athree-dimensional chart plots
series along the z-axis. A chart can also have atitle and alegend.

If you arein agraphical (chart) report, you can format how thereport is
displayed.
The changes you make to areport’s format affect only your view of the

report. The changes do not affect how other CentreMu Supervisor users
see the report.

In generdl, if there is no value returned from the database by the query
for a chart, the legends are displayed as dashes.

Accessing the Chart  To format a chart report, selecting Format Chart or Sort by from the
Format Options window  Format menu list or the right mouse button pop-up menu. The Chart
Format Options window appears.

The Chart Format Options window has seven tabs: , ,, ,,,and.
Descriptions of these tabs follow.

* General tab input fields

» 3D Effects tab input fields

* Axis tab input fields

* Type tab input fields

e  Title tab input fields
 Legend tab input fields

« Data Labels tab input fields
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General tab  The General tab allows you to specify several general options that
apply to the chart.

Chart Format Options m |
f Type T Title: T Legend ]_T Data Labels ]

0 Effects T General ’[ s

~ Background Color
{*Report Background:
" Sold
" Gradient:
=]
[]
L1E
—~FReal-Time
[ Bolling Chart
MHumber of Data Points:

1].4 I Cancel | Apply Help

General tab input fields ~ The following parameters can be changed:

Parameter Function

Background Color Specifies whether the backdrop of the chart isasolid color or whether it
isdisplayed as agradient, a smooth transition from one color to another.
The gradient transition can be one of thefollowing: Horizontal, Vertical,
Rectangle, or Oval. The quality of the gradient effect will vary
depending on the video card installed in the PC, or the capabilities of
the printer for printed reports.

Real-Time If the chart isarolling chart, you can specify the number of data points
to be displayed in the chart. Permitted values are 2 through 100, with 10
being the default. A rolling chart isaline chart that isinitialy displayed
with no data points. For each refresh of the report, a data point is added.
As data points are added, the chart "rolls" from left to right. When
enough refreshes have occurred so that the chart is displaying the
number of specified data points, at the next refresh, the oldest data point
is dropped from the display and the newest data point is displayed.
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The 3D Effectstab allows you to control the 3D appearance of the
chart. If the current chart isa 2D chart, thistab is disabled.

Char FomatOpiors @R
Type ] Title ] Leqgend ] Data Labels
3D Effects ’I General ] Az ]

30 YWiew

Elewation: |15.00
Rotation: | 10.00

Oblique -]

Wiewing Distance: | 200.00
Width to Height: | 100.00
Depth to Height: | 100.00

Projection:

[ o 1]

Cancel | Apply Help

3D Effects tab input fields

Parameter

Elevation

Rotation

More information

See Rotating a 3D chart for an easy way to change the elevation and
rotation of a chart using the mouse.

The following parameters can be changed:

Function

A number from 0 through 90 degrees that describes the relative height
from which achart isviewed. An elevation of 90 looks directly down on
the top of the chart, while an elevation of 0 looks directly at the side of
the chart. The example charts throughout this document use an
elevation of 30 degrees.

A number from -360 through 360 degrees that specifies the angle that
the chart is turned relative to the viewing position. The example charts
throughout this document use a rotation of 60 degrees. Rotation does
not apply to 3D pie charts.
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Parameter Function
Projection Selects one of three mathematical algorithms used to give a3D

appearance on a 2D sheet of paper or computer screen.

You can choose the following values:

e Oblique The chart has depth but the X-Y plane does not change
when the chart is rotated or elevated.

e Orthogonal Perspectiveis not applied to the chart, resulting in less
of a 3D effect. The advantage of using this type of projection isthat
vertical lines remain vertical, making some charts easier to read.

e Perspective This provides the most redlistic 3D appearance.
Objects farther away from you converge toward a vanishing point.

Viewing Distance A number from 50 through 1000 that represents the distance from which
the chart is viewed as a percentage of the depth of the chart.

Width to Height a number from 5 through 2000 that represents the percentage of the
chart’s height that is used to draw the chart’s width.

Depth to Height A number from 5 through 2000 that represents the percentage of the
chart’s height that is used to draw the chart’s depth.

Axistab  The Axistab allowsyou to specify thetitle that will display on each
axis of the chart report.

Chart Format Options m |
f Type T Title: T Legend ]_T Data Labels ]

30 Effects T General T Axis

Axiz Dizplay
v % Axis

Title:

1].4 I Cancel Apply Help




Using CentreVu Supervisor Reports CentreVu Supervisor Release 9 Reports

Formatting Chart Reports 2-39
Axis tab input fields  The following parameters can be changed:
Parameter Function
Axis Display Makes each of the axes visible or invisible. The choicesare X Axis, Y

Axis, 2nd Y Axis, and Z Axis.

Typetab  The Typetab lets you change the chart type.

N - |

30 Effects ] General ] Az ]
Type ’I Title ] Legend ] Data Labels
 Chart
2D 3D
Chart Type:
Bar ﬂ
Line
Area LI
¥ Stacked ¥ % s

(] I Cancel Apply Help

Type tab input fields  The following parameters can be changed:

Parameter Function

2D and 3D Changesthe chart between 2-dimensional and 3- dimensional views. 2D
charts update faster than 3D charts, so if the drawing speed seems too
slow, you may want to display charts as 2D.
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Function

Specifies how the datais presented. You choose a chart type from the
list. The types of charts available vary dlightly depending on whether a
2D or 3D chart has been selected.

All possible chart types are as follows:
e Bar Chart (2D and 3D)

e LineChart (2D and 3D)

* AreaChart (2D and 3D)

* Step Chart (2D and 3D)

e Horizonta Bar Chart (2D and 3D)
e Clustered Bar Chart (3D only)

* PieChart (2D and 3D)

Causesthe datafor all seriesto be stacked rather than shown separately.
This check box is disabled for pie charts.

Causesthe value axis (y-axis) to be displayed as percentages rather than
as actual data values. This can be combined with the stacked check box
to produce a percentage stacked chart.

Titletab  The Titletab allows you to control the location of the chart title.

Chart Format Options |

f 3D Effects T General T Buig ]
Tope [ dWe | Llewend |  Datalabes |
 Location
[+ ¥izible
" Top Left & Top " Top Right
" Left {7 Bight
{" Bottom Left { Bottom { Bottom Right

1].4 I Cancel Apply Help
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Title tab input fields ~ The following parameters can be changed:

Parameter Function

Visible check box Allowsyou to display or not display report titles. Sincethetitle takes up
space, the drawn chart will be smaller if you have selected Visible. If
you wish to increase the size of the chart, do not select the Visible
option.

Location of title If you elect to have report titles visible, you can select where thetitles
display. The available options are Top left, Top (center), Top right,
Left, Right, Bottom left, Bottom (center), and Bottom right.

Legend tab  Thelegend tab alowsyou to control the location of the chart legend.

Chart Format Options |

f 3D Effects T General T Buig ]
Type T Title T Legem:l T Data Labelz

 Location

[+ ¥izible

" Top Left T Top " Top Right

" Left {* Bight

{" Bottom Left { Bottom { Bottom Right

1].4 I Cancel Apply Help

Legend tab input fields ~ The following parameters can be changed:

Parameter Function

Visible check box Allows you to display or not display report legends. Since legends take
up space, the drawn chart will be smaller if you have selected Visible. If
you wish to increase the size of the chart, do not select the Visible
option.

L ocation of legend If you elect to have report legends visible, you can select where the
legend displays. The available options are Top left, Top (center), Top
right, Left, Right, Bottom left, Bottom (center), and Bottom right.
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Data Labels tab  The DataLabelstab allowsyou to control the location of the data point

labels.
Chart Format Options B |
f 3D Effects T General T Az ]
Type T Title T Legend T T
 Location ~Show Label Text
" Hone @
{=3 Above Point r:EaIue
" Below Poink EE'FE'“
" Center ) Series Name
 Base " Category Hame
" Inside
{7 Dutside
" Left
" Right
1] 4 I Cancel Apply Help

Data Labels tab input fields  The position of data point labels can affect the readability of the chart.
The label text may overlap in some situations, making it difficult or
impossible to read the labels.

The following parameters can be changed:

Parameter Function
None Labels are not displayed.

Above Point Displaysthe label above the data point. Thislocation isvalid only for
bar, line, area, and step charts.

Below Point Displaysthe label below the data point. Thislocation isvalid only for
bar, line, area, and step charts.

Center Displaysthe label centered on the data point. Thislocation isvalid only
for bar, line, area, and step charts.

Base Displaysthe label along the category axis, directly beneath the data
point. Thislocation isvalid only for bar, line, area, and step charts.

Inside Displaysthe label inside apieslice. Thislocation isvalid only for pie
charts.

Outside Displaysthe label outside apie dice. Thislocation isvalid only for pie

charts.
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Parameter Function

Left Displaysthelabel at the left of apie slice. Thislocation isvalid only for
pie charts.

Right Displaysthe label at the right of apie slice. Thislocation isvalid only
for pie charts.

Value The value of the data point appears in the label.

Percent The value of the data point appearsin the label as a percentage.

Series Name The series name is used to label the data point.
Category Name ' The category name is used to label the data point.
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Minimizing Report Output Windows

Overview  To minimize areport window, select the minimize button whichis
located in the upper right-hand corner of the window.

Icons associated with  When areport output window is minimized, the report'siconis
minimized report windows displayed.

Depending on the category of the report, one of the following iconswill
be displayed:

Report Type Icon

Agent

administration
reports

Call Center

administration [ =
reports

Agent real-time,
historical, and
integrated reports

Dictionary reports

Exceptions reports

Maintenance
reports

Other, queue/agent,
and custom real-
time and historical
reports

Split/skill real-
time, historical,
and integrated
reports
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Report Type Icon
Trunk/trunk group
real-time and
historical reports m
VDN real-time,
historical, and =

integrated reports %

Vector real-time
and historical
reports

Icons associated with  If Report Thresholds are enabled, real-time and integrated reports
minimized report  continue to update while they are minimized. If no Caution or Warning
thresholds  {hreghold condition is currently being met, the report’s normal icon, as
shown on the previous table, displays on the toolbar and in the system
tray. If thresholds are being met, the report’s icon on the tool bar
remains the same, but the Caution or Warning threshold symbol
appears in the system tray.

The threshold symbols are as follows:

Threshold Type | Icon
Caution Threshold

&

Warning Threshold

@
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Right mouse button pop-up menus

Overview  The right mouse button pop-up menu is available only in running
reports. When you click the right mouse button, a pop-up menu
displays. The menu that displays is dependent on where your cursor is
located. It can include options from the Edit, Format, and Tools menus
on the Reports menu bar. The applicable menu itemsfor the input field
are enabled. If areport object is not selected, amenu is not displayed
when you hold down the right mouse button.

To deselect a selected object, click anywhere else on the report.

The right mouse button pop-up menu is available when you do any of
the following actions.

Menus displayed

When you ... This pop-up menu displays And ...
Select acell inatableand A dotted border is drawn around the cell.
hold down the right Export Table Data... If you select acell that displays an agent name,
mouse button. Format Table. .. agent number, or work mode, the available
Sort by... drill-down reports for that cell display at the
Change Agent Skills... top of the right mouse button menu. See
Help examples of these later in this section.
Select an output field or The data point is highlighted using selection
label and hold down the Export Chart Data... handles (dots along the edges of the data
right mouse button. Format Chart. .. point).
Thieshold Settings... If you selected a data point that allows report
threshold highlighting to be set, the menu item
Copy will not be grayed out.
Help
Select adatapointina A dotted border is drawn around the field.
chartand hold downthe I 1y, o hold Settings... The Threshold Settings menu item is enabled if
right mouse button. Heln the highlighted field has related threshold

Settings.



Right mouse button pop-up menus

When you ...

Select an agent name or
agent number in atable
and hold down the right
mouse button.

Select acell on atable or
apoint on a chart that
displays agent work state
information and hold
down the right mouse
button.
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This pop-up menu displays

Real Time Agent Information
Integrated Agent Information

Export Table Data. ..
Format Table...
Sort by _.

Threshold Settings._.
Change Agent Skills. ..
Help

Top Agent Work State

Export Grid Data. ..
Format Gnd._.
Sort by. .

Threshold Settings. .
Change Agent Skills. ..
Help
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And ...

A dotted border is drawn around the agent
name.

If you do not have the EAS feature on your
Enterprise Communications Server ( ECS) or
switch, the drill-down reports available will be
the Real-Time Agent Information report and
the Integrated Agent Information report.

From this menu, you can access either the
Real-Time or the Integrated Agent Graphical
Information report. If you double click on the
agent name and you are running areal-time
report, the default drill-down report is the Real-
Time Agent Graphical Information report.

You can change an agent’s splits/skills while
you are in areport using this method of
selection. See the appropriate chapter in the
CentreMu Call Management System Release 3
Version 9 Administration585-214-015 guide
for more information.

The data point is highlighted using selection
handles (dots along the edges of the data
point).

If you have the ECS or switch with the EAS
feature, the Real-Time AUX Agent drill-down
report will also be available.

From this menu, you can access the Read-Time
Split/Skill Top Agent Work State Report,
which also displays when you double click on
the work state in the report.
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Therotation and elevation of any 3D chart can be changed interactively
using the mouse. Thisis easier than using the 3D Effects tab of the
Chart Format window (see Formatting Chart Reports for information
on using the 3D Effectstab).

To change the rotation and elevation of a 3D chart, do the following
steps:

Press and hold the CTRL key. The pointer changesto indicate that the
chart can be rotated.

Click and hold the left mouse button. A dotted 3D outline appears
around the chart.

Movethe pointer up and down to changethe chart elevation, and left and
right to change the chart rotation. The dotted 3D outline shows the
position of the chart as you move the mouse.

When you find the rotation and elevation you want, release the mouse
button. The chart is redrawn in the new position.

END OF STEPS

Result:

The 3D rotation and elevation of each chart is saved as part of the
report view.
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Exporting Report Data

Overview

Defaults

Report format

How to export a data report

You can export the datafrom both standard (table) and graphical (chart)
reports, either to afile or to the Windows clipboard. Once you have
exported report data, you can copy the report information into another
application (for instance, a spreadsheet).

By default, only the data from the chart or table is exported. You can
select the Include Labels and Headers check box on the Export Data
window to include that information in the export of data.

Reports are exported from CentreVu Supervisor in the following
format:

+ Data is exported as ASCII characters.

* Fortable reports, each row of data is written as one line,
terminated by a carriage return (ASCII value 13).

* The field separator character is written between fields.
* The field separator does not follow the last character in the lir

*  Text strings are delineated according to the specified text
delimiter.

To export the data from a report, do the following:

Click on the table or chart within a report.
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Select Export Table Data or Export Chart Data or Export All Data, as
appropriate, from the Edit menu or the right mouse button pop-up menu.

Result: The Export Data window appears. The Export Data
window allows you to copy the data from areport to the clipboard
or afile.

T T |

~ Destination

#:Export to Clipboard:
{" Export to File:

— Export Format

Field S5eparator:

Text Delimiter: | [none] ﬂ

[ Export Null Yalues az Zero
[ Include Label: and Headers

1].4 Cancel Help

Complete the following parts of the Export Data window:

Destination selection boxchoose to export the report to the
clipboard or to a file. If you are exporting the report to a file, y
need to type in a name for the file.

You can select the File button to browse the files on your PC
use the history list to select a file you previously used.

Export Format selection boxdefine the export format of the ref
The character you choose from the drop- down list in the Fielt
Separator text box is what will be placed between each field ir
report. The character you choose for the Text Delimiter
determines what is used around text strings in the exported fil
a text delimiter is specified, no special checks are done to en:
that the data does not contain that character and the data is w
unmodified.

If you want to export data to Microsdikcel, choose "Tab" as the
field separator and "None" as the text delimiter.
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*  Export Null Values as Zeroselect this check box to include da
that is null as a zero in the export of information. This is helpft
you are exporting a table report because a null value that is n
included in the export of the data could disrupt the order of th
rows/columns in the data.

* Include Labels and Headers check boxselect this check box t
include the text information (such as column headers in table
reports) in the export of the report's data.

»  Export Time Durations in Secondsselect this check box to incl
the time duration in the export of information.

If you want to automatically export data on a schedule, select the S
button to display the Save as Script dialog box. This dialog box wi
create a script to export data from the report.

Select OK in the Export Data window.

END OF STEPS
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Copying Chart Reports

Overview

How to copy chart reports

You can copy chart reports to the Windows clipboard. The copy of the
selected chart report is copied to the clipboard in the Windows metafile
(*.wmf) format. This allows you to paste the chart image into any
Windows application that can read the metafile format. For instance,
you can copy chart reports and import the files into word processing
filesto be used as viewgraphs.

To copy achart report to the metafile format, do the following steps:

Select Copy from the Edit menu or use the right mouse button menu to
select Copy .

END OF STEPS

Results:
The chart you selected is copied to the clipboard.
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Resizing Report Windows and Columns

Resizing a window  You can resize report windows by moving the cursor to the edge of the
window and, when the resize arrow appears, holding down the | eft
mouse button and moving the mouse to size the window. When the
window isthe size you want it, release the mouse button.

You can also use the maximize and minimize buttons at the top of the
window to size the window.

When you resize a CentreVu Supervisor report output window, the
resulting effect depends on the type of report (standard or graphical)
you are running. The following paragraphs outline the effects of
resizing each type of report window.

Standard Supervisor report  When you resize the window of a standard report, the contents of the
window  window do not change in size to reflect the new window size.

If you made the window smaller than the size of the report, scroll bars
will appear to allow you to view the entire contents of the report.

Graphical report window  When you resize the window of a graphical report, the contents of the
window will change in size to reflect the new window size.

If awindow is made too small, some elements may shrink in such a
way to become unreadable. If this happens, resize the window to a
more appropriate size. You may also choose to turn chart legends or
data labels off to make more room for the chart itself.

The window size is saved as part of the report view.

Changing a column width  You can change the width of an individual table column in atable or
chart report by positioning the mouse pointer between the column
headers. The pointer will change to indicate that aresize is possible,
and you can then drag the mouse to change the column size.

]
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The Print setup window is a standard Windows Print window.

The following options are available in the Print setup window:

»  Default Printer the default printer assigned by you inrelows
Control Panel will be used.

»  Specific Printer you can choose any printer that has been inst
in theWindows Control Panel. All installed printers are includec
in the drop-down list. Depending on what printers are installe
non-printer devices such as files and fax may appear here.

Other entries in this window will vary depending on the capabilities
the chosen printer. TR&indows system software determines what i
available here and what happens if the Properties button is selec
These variations are not described here siodows controls these
options.
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How to select a printer ~ To access the Print setup window, do the following:

1 Select areport (from Reports, Dictionary, Exceptions, Agent
Administration, Call Center Administration, or Maintenance).

2 Onthereport input window, select the Print setup button.

E]

Result: The Print setup window displays.

Print 1]
— Prinker
Properties |

Mame:

Status: Drefault printer; Ready

Type: (IS 1725 Print Spstem

Where  MDRPCOWINS1M,33B37

Comment: QRS 172510 33837 I Print ta file

— Print range Copies

(O Murnber of copies: |1 3:

O Pages  from: b
) Selection Ijl [ Collate

END OF STEPS
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The Page Setup window allows you to specify how each page of a
report is positioned when printed. The changes you make in this
window apply only to printed reports and do not affect reports
displayed on-screen.

The Page Setup window is a standard Windows print window.

The following options are available in the Page Setup window:

 Margins allows you to define the spaces at the edges of the |
where nothing will be printed.

The margin settings are defined as follows:

— Top the margin is measured from the top of the page. Tt
report is offset by this amount at the top of each page.

— Bottom the margin is measured from the bottom of the p:
When a printed table reaches the bottom of the page, it v
continue printing at the top of the next page, with the tabl
titles repeated. If a chart would overlap the bottom margit
will be scaled smaller so that it fits within the margin. Tex
that reaches the bottom of the page will be printed on the
page.

— Left the margin is measured from the left of the page. Tt
report is offset by this amount on the left of each page.

— Right the margin is measured from the right of the page.
Tables and text that are too wide to fit on the printed page
truncated at the right margin. Charts that would overlap tl
right margin are scaled smaller to fit within the margin.

 Page Numbers allows you to choose whether or not to displa
page numbers.

* The following settings are valid:
— Yes page numbers will be displayed.

— No no page numbers will be displayed. This is equivaler
the wayCentreMu Supervisor currently prints reports.

* Box Around Tables allows you to choose whether or not to
display a box around report tables when printed.

»  The following settings are valid:
— Box boxes will be displayed.
— No Box boxes will not be displayed.
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How to set up apage  To access the Page Setup window, do the following steps:

1 Select areport (from Reports, Dictionary, Exceptions, Agent
Administration, Call Center Administration, or Maintenance).

2  Completethereport input window, selecting View Report On Screen as
the destination.

4  Oncethereport isrunning, select Page Setup from the Report menu.

END OF STEPS

Result:
The Page Setup window displays.
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Setting Report Threshold Highlights

Overview  Report threshold highlights let you set visual flags to key you when a
real-time data item is out of acceptable bounds. This feature enables
you to run aminimized report and be notified (through color/icon
changes) when an item has passed a specific threshold.

Reports  You can set threshold highlights only for real-time dataitemsin real-
time or integrated reports. The threshold highlights you set will tell you
when data for an entity (split/skill, agent, agent group, or VDN) has
reached a certain level (threshold), as defined by you.

Entities  Threshold highlight settings apply to asingle entity on a specific ACD.
For example, if you run areal-time split report for split 17 on ACD 1
and set the threshold highlights, the threshold settings apply to split 17
on ACD 1 for al reports you run for that split and ACD. Also, the
threshold highlight settings are saved on the PC you are currently
using. So, if you move to another PC, you need to set up the threshold
highlights on that PC. If multiple users log into the same PC, each
user’'s threshold highlight settings are saved individually.

Turn highlights on and off By default, the thresholds for each report are turned on, but the
threshold highlight settings are empty and the sample size threshold is
zero. Therefore, no threshold highlights show on any reports until you
create them using the Threshold Settings window. You can turn
thresholds on and off for each report by selecting/desel ecting the
Thresholds Settings check box in the report input window, or by
selecting Threshold Settings from the Options menu in the report
output window.

Example  Anexample of setting report threshold highlightsisto set thresholds
for Time on ACD Callsin the skill named Sales. You might set the
High Caution threshold to 50 seconds and the High Warning threshold
to 60 seconds. If an agent spends more than 50 seconds, but |ess than
60 seconds, on an ACD call in the Sales skill, the item on the report
will highlight with the High Caution threshold color. If the time
exceeds 60 seconds, the item on the report will highlight with the High
Warning threshold color. However, if the agent spends more than 50
seconds on an ACD call in any other skill (that does not have the same
thresholds), the item on the report will not display any threshold
highlighting.
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Important! Report threshold highlights are not the same as
CentreVu CM S Exceptions Thresholds. The threshold highlighting
you can do with thisfeature is available through the CentreVu

Supervisor interface only.
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Set Report Threshold Highlights

Before you start

Set thresholds

Threzhold Settings |

— Thresholds

® & &4 & &

The procedure in this section are used to set report threshold highlights.

Important! When a data item/items for which threshold
highlights can be set is selected, the Threshold Settings menu
item isenabled. When the dataitem that is selected does not allow
thresholds, an error message will display. See the tables later in
this section for alist of the report outputs that allow threshold
highlighting.

Depending on which dataitem you have selected, the Sample Size
box at the bottom of the Threshold Settings window may or may
not be visible. If you selected a dataitem that is a percentage or an
average, the Sample Size box is present.

The following is an example of the Threshold Settings window:

The threghold zettingz shown below apply to data for
Split/Skil 7 [F] on ACD 3 [Bizon3Bwpe).

L= |Ellu:lest call waiting

Description: | Amaunt of time the aldest call to this zplit/skil has waited.

The data item will be highlighted in the indicated colors when the data value Fallz within
the ranges you specify.

Lo " arning Lo Caution Arcceptable High Caution High “farring

oo H oo H fison [ [rzod H

and below and below and above and above

(] I Cancel | Help |
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To set report threshold highlights do the following steps:

Run areport that contains real-time data (a real-time or integrated
report).

Select on adataitem in the report for which you can set threshold
highlights.

Select Threshold Settings from the right mouse button or from the
Tools menu.

Complete the Threshold Settings window.

The Threshold Settings window includes the following information and
text boxes:

Item shows the name of the report threshold that applies to tl
selected data value. In most cases, this box contains a single
If the data value is agent “Time in State” or “Time in Workmod
or agent group “Time in State” or “Time in Workmode,” then tt
list box contains multiple names, one for each possible agent
or workmode. Threshold highlights can be set for each indivio
state and workmode.

Description shows a description of the threshold currently
selected.

Thresholds shows the colors (as defined in the Options Thres
Colors tab, accessed from the Tools menu), icons, and currer
numerical settings for the threshold highlights of this item. Fol
thresholds that are time-related, the numbers you enter are ir
seconds. For example, if you are entering a High Caution
threshold for three minutes, type 180 (for 180 seconds) in the |
Caution field.

Sample Size contains the current value for the Sufficient San
Size value. You can set this to any value from 0 to 999. When
set Sufficient Sample Size value, you are defining a minimum
number of items that must be currently tracked before the
threshold highlighting is enabled. You will only see Sample Siz
the data item you selected is a percentage or an average.
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*  There are four types of thresholds available on the Threshold
Settings window:

Low Warning contains the current value for the Low
Warning threshold for the selected data item. If no value
defined, the field is blank. You can set the value to any
positive integer from 0 to 999,999,999 or leave it blank. If
field is blank, no threshold is set.

Low Caution contains the current value for the Low Caut
threshold for the selected data item. If no value is defined
field is blank. You can set the value to any positive intege
from 0 to 999,999,999 or leave it blank. If the field is blan
no threshold is set.

High Caution contains the current value for the High
Caution threshold for the selected data item. If no value i
defined, the field is blank. You can set the value to any
positive integer from 0 to 999,999,999 or leave it blank. If
field is blank, no threshold is set.

High Warning contains the current value for the High
Warning threshold for the selected data item. If no value
defined, the field is blank. You can set the value to any
positive integer from 0 to 999,999,999 or leave it blank. If
field is blank, no threshold is set.

Select OK .

END OF STEPS
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Overview

Tips for setting report
threshold highlights

Use the tipsin this section when setting report threshold highlights.

Keep the following tips in mind when you are setting report threshold
highlights:

Before you can administer threshold highlights for a data item
you must first click on the data item in the report to select it. W
a data item is highlighted in a table (standard) report, it is outli
with a dotted line. When a data item is highlighted in a chart
(graphical) report, it has “pull-bars” around the perimeter.

See theAvailable Agent Threshold Settingévailable Split/Skill
Threshold Settingsand Available VDN Threshold Settings
sections in this chapter for more information on the real-time ¢
items in reports for which you can set threshold highlights.

In standard reports, you can select items from the table or fron
output information at the top of the report.

In chart reports, you can select items from the pie charts, bar
charts, graphical reports, or tables.

When you set threshold highlights for an entity (split/skill, age
agent group, or VDN), that set of threshold highlights applies
every report that is run specifically for that entity.

The report threshold highlights are updated with each refresh
the report, but not between report refreshes.

The numbers you define for the threshold highlights must incre
from left to right (the number you use for Low Warning must b
less than the number you use for High Warning).

You can set the label colors by choosing Options from the T
menu on the Controller.
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Depending on how you define the colors, the sample size
threshold can behave in the following ways:

If you want to be alerted to the fact that a particular
calculation is not statistically significant, set the Insufficie
color to a different color than any other threshold conditic
This causes data with insufficient sample size to be
highlighted in a special color.

If you want to ignore values with insufficient sample sizes
set the Insufficient color to be black text on a gray
background. This causes the value with insufficient samg
size to not be highlighted.

You can set report thresholds to affect how report data is
displayed.
There are two ways data is affected:

If the data calculation contains a non-zero Sample Size
threshold, the denominator of the specified calculation is
compared to the Sample Size threshold. If the denominat
less than the Sample Size threshold, the value displays i
“Insufficient” color, indicating that the sample size is
insufficient for the value to be significant.

If the sample size is sufficient or if there is no sample siz
associated with the data, then the data value is compare
the Low Warning, Low Caution, High Caution, and High
Warning threshold values to determine which band applie
The value is displayed in the color associated with the
appropriate threshold.

[



Using CentreVu Supervisor Reports CentreVu Supervisor Release 9 Reports

Available Agent Threshold Settings 2-65

Available Agent Threshold Settings

Overview  Usethedataitemsin this section when setting agent threshold
highlights.

Agent threshold settings  All of the data that CentreVu Supervisor uses for agent threshold
highlights are retrieved from the cagent (current interval agent)
database table. See the CentreVu Call Management System R3V9
Database Items and Cal cul ations585-210-945document for more
information on the database tables.

The Average Talk Time data item includes Sample Size thresholds.
The agent threshold highlights you can set are as follows:

Threshold Description/Database Item or Calculation

Timein AUX State Description Amount of time the agent isin the Auxiliary Work
state. Measures DURATION while AGSTATE = AUX

Timein AUX-IN State Description Amount of time the agent is on an incoming call
whileinthe Auxiliary Work state. Measures DURATION while
AGSTATE = AUX-IN

Timein AUX-OUT State  Description Amount of time the agent is on an outgoing call
while in the Auxiliary Work state. Measures DURATION while
AGSTATE = AUX-OUT

Timein ACW State Description Amount of time the agent is in the After Call Work
state. Measures DURATION while AGSTATE = ACW

Timein ACW-IN State Description Amount of time the agent is on an incoming call
whilein the After Call Work state. Measures DURATION while
AGSTATE = ACW-IN

Timein ACW-OUT State  Description Amount of time the agent is on an outgoing call
whilein the After Call Work state. Measures DURATION while
AGSTATE = ACW-OUT

Timein AVAIL State Description Amount of time the agent isin the AVAIL state.
Measures DURATION while AGSTATE = AVAIL

Timein ACD State Description Amount of time the agent isin the ACD state.
Measures DURATION while AGSTATE = ACD
Timein ACD-IN State Description Amount of time the agent isin the ACD-IN state.

Measures DURATION while AGSTATE = ACD-IN
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Description Amount of time the agent isin the ACD-OUT state.
Measures DURATION while AGSTATE = ACD-OUT

Description Amount of time the agent isin the DACD state.
Measures DURATION while AGSTATE = DACD

Description Amount of time the agent isin the DACD-IN state.
Measures DURATION while AGSTATE = DACD-IN

Description Amount of time the agent isin the DACD-OUT
state. Measures DURATION while AGSTATE = DACD-OUT

Description Amount of time the agent isin the DACW state.
Measures DURATION while AGSTATE = DACW

Description Amount of time the agent isin the DACW-IN state.
Measures DURATION while AGSTATE = DACW-IN

Description Amount of time the agent isin the DACW-OUT
state. Measures DURATION while AGSTATE = DACW-OUT

Description Amount of time the agent isin the RING state.
Measures DURATION while AGSTATE = RING

Description Amount of time the agent isin the AUX workmode,
including incoming and outgoing calls. This time measures the
time the agent remainsin AUX, regardless of any incoming or
outgoing calls handled. Measures AGTIME while
WORKMODE = AUX.

Description Amount of time the agent isin the ACD workmode,
including incoming and outgoing calls. This time measures the
time the agent remains in ACD, regardless of any incoming or
outgoing calls handled. Measures AGTIME while
WORKMODE = ACD

Description Amount of time the agent isin the ACW workmode,
including incoming and outgoing calls. Thistime measures the
time the agent remains in ACW, regardless of any incoming or
outgoing calls handled. Measures AGTIME while
WORKMODE = ACW

Description Amount of time the agent isin the AVAIL
workmode, including incoming and outgoing calls. Thistime
measures the time the agent remainsin AVAIL, regardless of any
incoming or outgoing calls handled. Measures AGTIME while
WORKMODE = AVAIL
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Timein DACD Workmode = Description Amount of time the agent isin the DACD
workmode. This time measures the time the agent remainsin
DACD, regardless of any incoming or outgoing calls handled.
(Appliesonly to Generic 3 switches.) Measures AGTIME while
WORKMODE = DACD

Timein DACW Workmode Description Amount of time the agent isin the DACW
workmode, including incoming and outgoing calls. Thistime
measures the time the agent remainsin DACW, regardless of any
incoming or outgoing calls handled. Measures AGTIME while
WORKMODE = DACW

Callsin Direct Agent Description Number of Direct Agent callsthat are queued to the

Queue agent. DA_INQUEUE isthe current number of Direct Agent
callswaiting in any split/skill queue for a specific agent. (Applies
only to Generic 3 switches.) Measures DA_INQUEUE

Timecall waitingin Direct = Description Amount of time the caller has waited in the Direct
Agent Queue Agent queue. DA_OLDESTCALL isthelength of time that the
oldest Direct Agent call has waited in any split/skill queue for
this agent. (Applies only to Generic 3 switches.) Measures
DA OLDESTCALL

Average Talk Time Description Average length of time the agent spends talking on
ACD calls. Measures AVG_AGENT_TALK_TIME calculation.

]
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Available Split/Skill Threshold Settings

Overview

Split/skill threshold
settings

Threshold
Oldest Call Waiting

Number of Calls Waiting in

Queue

Number of Calls
Abandoned

Use the data itemsin this section when setting split/skill threshold
highlights.

All of the data that CentreVu Supervisor uses for split/skill threshold
highlights are retrieved from the csp1it (current interval split)
database table. See the CentreVu Call Management System R3V9
Database Items and Cal culations585-210-945 document for more
information on the database tables.

The following data items include Sample Size thresholds:

Average Speed of Answer

Average Talk Time

Average Time to Abandon

Percent of Calls Answered in Service Level
Percent of Calls Abandoned

Percent of Calls Answered

The split/skill threshold highlights you can set are as follows:

Description/Database Item or Calculation

Description Amount of time the oldest call to this split/skill h
waited in queue. OLDESTCALL is the number of seconds the
oldest split/skill ACD call has waited in queue or ringing.
Measures OLDESTCALL

Description Number of calls queued to this split/skill. The
computation measures the number of calls in queue or ringin
an agent position. Measures INQUEUE + INRING

Description Number of calls that were queued to this split/ski
and then abandoned. ABNCALLS is the number of calls offer
to a split/queue which were subsequently abandoned by the
caller. Measures ABNCALLS
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Average Talk Time

Average Time to Abandon

Full Time Equivalent
Agents Staffed

Number of Calls Forced
Busy

Number of Calls
Disconnected

Percent of Calls Answered
in Service Leve

Percent of Calls
Abandoned
Number of Agents Staffed

Percent of Calls Answered

Call Profile Abandon per
Service Level Increment

Rolling Average Speed of
Answer
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Description Number of seconds, on average, before acall to this
split/skill is answered. Average speed of answer isthe

ANSTIME (time spent by callersin queue or ringing before
being answered) divided by the ACDCALLS (number of calls
gueued to the split/skill that were answered by an agent at this
split/skill). Measures AVG_ANSWER_SPEED

Description Average length of time spent on ACD callsto the
split/skill. Measures AVG_ACD_TALK_TIME

Description Average length of time callers waited before
abandoning calls to the split/skill. Measures
AVG_ABANDON_TIME

Description Number of total full-time equivalent agents
currently staffed for the skill. Measures FTE_ AGENTS

Description Number of callsto the split/skill that were given a
busy signal by the switch. Measures BUSY CALLS

Description Number of callsto the split/skill that were
disconnected by the switch. Measures DISCCALLS

Description Percentage of ACD callsto the split/skill that were
answered within the service level. Measures
PERCENT_SERV_LVL_SPL

Description Percentage of ACD callsto the split/skill that were
abandoned. Measures PERCENT_CALL_ABAN

Description Number of agents logged into the split/skill.
Measures STAFFED

Description Percent of ACD calls offered to the split/skill that
were answered. Measures PERCENT_CALL_ANS

Description Number of abandoned callsto the split/skill for any
servicelevel increment. A single report threshold appliesto all of
the values. If the number of abandoned calls for the split/skill
reaches the threshold for any of the service level increments, the
value for that service level increment is highlighted. Measures
ABNCALLSI through ABNCALLSI10

Description Switch-based Rolling Average Speed of Answer for
this split/skill. The Rolling Average Speed of Answer isthe
average speed of answer acrossintervals. Measures ASA
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Description Expected Wait Time for a call queued to this split/
skill at alow priority level. Measures EWTLOW

Description Expected Wait Time for a call queued to this split/
skill at medium priority level. Measures EWTMEDIUM

Description Expected Wait Time for a call queued to this split/
skill at high priority level. Measures EWTHIGH

Description Expected Wait Time for a call queued to this split/
skill at top priority level. Measures EWTTOP
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Available VDN Threshold Settings

Overview  Usethedataitemsin this section when setting VDN threshold
highlights.

VDN threshold settings  All of the data that CentreVu Supervisor uses for VDN threshold
highlights are retrieved from the cvdn(current interval VDN) database
table. Seethe CentreVu Call Management System R3V9 Database
Items and Cal cul ations585-210-945 document for more information on
the database tables.

The following data items include Sample Size thresholds:

Percent of Calls Answered in Service Level
Percent of Calls Abandoned

Percent of Calls Answered

Average Speed of Answer

Average Talk Time

Average Time to Abandon

The VDN threshold highlights you can set are as follows:

Threshold

Number of Calls
Abandoned During the
Interval

Number of Calls Forced
Busy During the Interval

Number of Calls
Disconnected During the
Interval

Oldest Call Waiting

Number of Calls Waiting

Description/Database Item or Calculation

Description Number of calls that were queued to this VDN al
then abandoned. Measures ABNCALLS

Description Number of calls to the VDN that were given a bu:
signal by the switch. Measures BUSYCALLS

Description Number of calls to the VDN that were disconnect
by the switch via the vector “disconnect” command. Measure:s
DISCCALLS

Description Number of seconds the oldest call has waited in
VDN. Measures OLDESTCALL

Description Number of calls queued to this VDN that have r
been answered by an agent. Measures INPROGRESS -
ATAGENT

Percent of Calls Answered Description Percentage of ACD calls to the VDN that were

in Service Level

answered within the service level. Measures
100*(ACCEPTABLE / INCALLS)
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Percent of Calls Description Percentage of ACD callsto the VDN that were
Abandoned abandoned. Measures 100*(ABNCALLS/INCALLYS)

Percent of CallsAnswered = Description Percentage of ACD calls offered to the VDN that
were answered. Measures 100*[(ACDCALLS +
CONNECTCALLS) /INCALLSY]

Call Profile Abandon per  Description Number of abandoned callsto this VDN for any

Service Level Increment servicelevel increment. A single report threshold appliesto all of
the values. If the number of abandoned callsfor the VDN reaches
the threshold for any of the service level increments, the value
for that service level increment is highlighted. Measures
ABNCALLSI through ABNCALLSI10

Average Speed of Answer  Description Number of seconds, on average, before acall to this
VDN isanswered. Thisvalueisthetime callers spent in queue or
ringing before being answered divided by the number of calls
gueued to the VDN that were answered by an agent at thisVDN.
Measures AVG_ANSWER_SPEED

Average Talk Time Description Average length of time spent on ACD callsto the
VDN. Measures AVG_ACD_TALK_TIME

Average Timeto Abandon  Description Average length of time callers waited before
abandoning calls to the VDN. Measures
AVG_ABANDON_TIME

Rolling Average Speed of  Description Switch-based Rolling Average Speed of Answer for
Answer this VDN. The Rolling Average Speed of Answer isthe average
speed of answer acrossintervals. Measures ASA

]
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Overview  This section describes what the Report Options tab can be used for.

Functions  Usethe Optionstab to do the following actions:

Set the ACD and other general options attreVu Supervisor
will default to when you log in ( General tab).

Set up the colors that will be used in your graphical reports (
Report Colors tab).

Set up the colors that will be used in reports to tell you when
threshold highlights (not exceptions thresholds) have been
reached. Se&et Report Threshold Highlightsr more
information on threshold highlights.

Choose or create a name format using {name} for Dictionary
Name, {entity} for entity type, and {number} for entity number.
The name format determines how items will be displayed in
reports. For instance, if you select the name format of
{entity{number}, then all of the entities (splits/skills, ACDs,
VDN, vectors, trunks, trunk groups, call work codes, and AU
codes) that can be named in the Dictionary will display as the
entity type and number instead of the Dictionary name. If you
selected {name} as the name format, then the names that hay
been assigned to the entities in the Dictionary will display.

[
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Overview  Thissection describesthe Options General tab.

Options general tab

Important! The General tab is accessible when you are
connected to a CentreVu CM S server.

Threshold highlighting does not use sound. It uses color only asan
indicator of athreshold being met.

The following graphic shows the Options General tab (with default

settings).
(32] Optionz ed |
Report Colors ] Threzhold Colors ] I ame Format 3
CMS Servers ] General ] S cripting \
Set first calendar day, default ACD, and ather general options.
Firzt Dray of Week: ISUHEIE}' j
Default ACH: IBisunEEvpe j

Mate: Firgt Day of Week affects only calendar displays; it does not change the ChS Start of
Wwieek day for Weekly data collection.

[~ Synchronize PC ta CMS Time at Login
v Usze Sound

[v Usze Toolips

v Display Tazkbar |con

Wfindow benu Sort Order;
% Stark Order

" Alphabetical

Help |

QE. I Cancel | Spply |

Use the General tab to set your first calendar day, default ACD, and
other general options. The options are described below.

First Day of Week this option affects only how the calendar
displays; it does not change t@entreVu CMS Start of Week day
for weekly data collection (th€entreVu CMS Start of Week day
is set through the System Setup: Storage Intervals window).
example, if you browse for a date, the calendar will start the w
based on the day that you choose.

Use the drop-down list to make your selection.
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Default ACD when you select the ACD, this ACD will be the
default listed in the functions windows and drop-down list
options.

Use the drop-down list to make your selection.

Synchronize PC and CMS Time at Login activate the check t
for this selection to set the PC's clock to read the same time &
CentreVu CMS clock. If you do not activate this selection, your
PC clock and th€entreMu CMS clock may not read the same
time. This does not affect ti@@entreVu CMS clock.

Use Sound activate the check box for this selection to be ale
by sound, when the Exceptions Indicator box is updated. The
Exceptions Indicator box is on the Controller status bar. The sc
you hear is the sound you have chosen for the exclamation e
associated with your PC.

Use Tooltips activate the check box to make tooltips visible. |
example, when you are working on the Controller window, yo!
may place your mouse cursor over a toolbar button and a yell
box will appear with a brief description of that button.

Use Taskbar Icon activate the check box for this selection to
the CentreVu Supervisor system tray icon feature.

Window Menu Sort Order if you activate the Use Tray Icon, yc
need to determine how the items that display in the system tr:
icon menu will be sorted.

The following sort options are available:

—  Start Order select this radio button and the items in the
system tray icon menu will display in the order in which y
started them fronCentreMu Supervisor.

— Alphabetical select this radio button and the items in the
system tray icon menu will display in alphabetical order,
regardless of the order in which you started them.

[
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Options Report Colors Tab

Overview  This section describes the Options Report Colors tab.

Options report colors tab Important! The Report Colorstab isaccessible when you are
connected to a CentreVu CM S server.

The following graphic showsthe Options Report Colors tab (with
default settings).

(53] Optionz ed |
Ch5 Servers ] General ] Scripting 3
{ Report Colors ’l Threzhold Colors ] M ame Format 3
Scheme:
I E ainbiow j Save Az, | Bemaove |

123 4567 8 91011121314 1516

0 SMARATRRR A |

IE

B ackaround:
* white
Ak ti
Autormatic Help |

(] Cancel | Apply |

Use the Report Colorstab to set up the colorsthat will be used in your

graphical reports.

« Scheme You can select the report color scheme that you wat
use forCentreVu Supervisor reports:

»  Select one of the following two ways:

—  From a series of predefined color schemes, which are lis
in the Scheme: field. Use the drop-down list to select a
different scheme from the one that is currently displayed.

— By creating a new color scheme. See @reate a New
Report Color Schemsection in this chapter for instruction:
on creating report color schemes.
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»  BackgroundCentreVu Supervisor allows a choice of report
background color:
*  Use one of the following two choices:
— White Select this radio button to make the background o
reports white.
— Automatic Select this radio button to make the backgrou
of all reports match the color that you have set up for yoL

system inMndows.
[
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Options Threshold Colors Tab

Overview  This section describes the Options Threshold Colors tab.

Options threshold colors Important! The Threshold Colorstab is accessible when you
tab are connected to a CentreMu CM S server.

The following graphic shows the Options Threshold Colorstab (with
default settings):

(53] Optionz ed |
Ch5 Servers ] General ] Scripting 3
Repart Colors ] Threzhold Colors ‘l M ame Format 3
Scheme:
E ainbiow j Save bz, | Bemove

Wiew/zet colors for report threshold indicators.

Chart Inzufficient Sample Size

Chart “warning “'
Text Caution
Text Insufficient Sample Size r,—I I_',

T ext "W arning PRI IR,

Help |

(] Cancel | Apply |

Use the Threshold Colorstab to set up the colors that will be used in
reports to tell you when exceptions threshol ds have been reached.

You can select report color schemesin the following ways:

* From a series of predefined color schemes, which are listed ir
Scheme: field. Use the drop-down list to select a different sch
from the one that is currently displayed.

* By creating a new color scheme. See @reate a New Threshol
Color Schemeection in this chapter for instructions on creatin
report color schemes.

]
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Options Name Format Tab
Overview  Thissections describesthe Options Name Format tab.
Options name format tab Important! The Name Format tab is accessible when you are

connected to a CentreVu CM S server.

The following graphic showsthe Options Name Format tab (with
default settings):

(3] Options ed |
Ch5 Servers ] General ] Scripting 3
Report Colorz ] Threghold Colorz ] Mame Format ]

Choose a name format or create your own using fhame} for Dictionary M ame,
{entity} far entity twpe, and {number} far entiby number.
E nitity:
i Format;
gent
Callwork Code |{name} o
Skill E .
Trunk Group EaINEES
WDM DenverEd
Wector
Help |
(] Cancel | Spply |

Use the Name Format tab to choose or create formats for how
CentreVu CM S entities (splits/skills, ACDs, VDNSs, vectors, trunks,
trunk groups, call work codes, and AUX codes) will display in
CentreVu Supervisor. The display can be set to any one or a
combination of { name} for Dictionary Name, { entity} for entity type,
and { number} for entity number.
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To define the name format for entities, do the following steps:
1. Select the item for which you want to set formats from the Entity
box.
2. Inthe Format text box:
Do either of the following actions:
e Type the format that you want ({name}, {entity}, and/or
{number}), or
* Use the drop-down list to choose from a set of preformat
options.

For example, if you want to display agent names and
extension numbers on reports, enter {name} {number} in t
Format box.

The Example box provides an example of what the form
will look like based on your current definition of the name
format.

4. Select OK to save your changes. Select Cancel to clear you
changes.

See Create a New Name Formfatr information on creating a new
report name format.

]
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Create a New Report Color Scheme

Overview  The procedurein this section describes how to create anew report color
scheme.

If you do not save the new color scheme using the Save As button, the
changes that you made will overwrite the default color scheme that you

modified.
Procedure
(53] Optionz ed |
Ch5 Servers ] General ] Scripting 3
i Report Colors ’I Threshold Colors ] I ame Format 3
Scheme:
I E ainbiow j Save Az, | Bemaove |

123 4567 8 91011121314 1516

L A RATRRR A |

IE

B ackaround:
* white

Ak ti
Autormatic Help |
(] I Cancel | Apply |

Use the following procedure to create a new report color scheme:

1. Choose Optionsfromthe Tools menu, or select the Options
button from the toolbar.

2. Select the Report Colors tab.

3. Select the color scheme with which you want to begin from the
Scheme: drop-down list.

The view of the scheme displays.

4. Choosethe Background color for reports by selecting White or
Automatic.

5. Click on the color bar (1 through 16) you want to modify.
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6. Select either the Color Selector or the Pattern Selector button.
If you select the Color Selector button, the following window
displays:

Color ilil

B asic colors:

ol (e

T
C A R )Rl
NN N
HMEEENT .

Custom colors:

O
5

Define Cuztam Calars > |

ak I Cancel |

If you select the Pattern Selector button, the following selection

box displays:
(53] Optionz ed |
Ch5 Servers ] General ] Scripting 3
Repont Colors ] Threshold Colors ] I ame Format 3
Scheme:
I E ainbiow j Save b | Remove |

123 4567 895 10M1

IE

B ackaround:
* white

£ Automatic
Help

(] Cancel Apply
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7. To select anew color, choose from the Basic colors palette, or
create a custom color using standard Wndows procedures.

8. To select anew pattern, click on the pattern you want to use.

9. Repeat steps 5 through 7 until you have updated all of the color
bars that you want to modify.

10. When you are done modifying color bars, select Save As.
The following window displays:
(3215 ave Scheme Az 2 x|

Wehat would you like to call the new K. |
zcheme?

|New R ainbiow

11. Type the name of the report color scheme that you created in the
text box.

12. Select OK to save the scheme and the scheme name.

Important! You can view the changes that you made to a color
scheme at any point in the modification by selecting Apply. When
you do this, the current color scheme is applied to any reports that
are running.

]
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Create aNew Threshold Color Scheme

Overview  The procedure in this section describes how to create a new threshold

color scheme.
Procedure
(53] Optionz 2] x
Ch5 Servers ] General ] Scripting 3
Report Colors ] Threzhold Colors 'I Marme Format b
Scheme:
R ainbiow j Save Az, | Bemove

Wiew/zet colors for report threshold indicators.

Chart Inzufficient Sample Size

Chart “warning “'
Text Caution
Text Insufficient Sample Size Y,—I I_',

T ext "W arning PRI IR,

Patterm:

Help | i
QE. I Cancel | Apply |

To create a new threshold color scheme for reports, do the following

steps:

1. Choose Optionsfromthe Tools menu, or select the Options
button on the tool bar.

Select the Threshold Colors tab.

3. Select the color scheme with which you want to begin from the
Scheme: drop-down list.

The view of the scheme displays.
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4. Select the element of threshold highlighting that you want to
modify colors for from the list box (Chart Caution, Chart
Insufficient Sample Size, Chart Warning, Text Caution, Text
Insufficient Sample Size, Text Warning).

The current setting for the element displays to the right of the list
box.

5. Set the color that will be displayed as text:
6. Usethefollowing steps:
» Selectthe Color Selector button next to the Text display |
The following window displays:

Calar 2 x|
Baszic colors:
|| |
__ i [l
i [
il B
HE N HE
== I
LCustom colorg:
[ T rr
L
Define Custom Colors > |
(]9 I Caticel |

* Choose a color from the Basic colors palette, or create a
custom color using standavdndows procedures.

» Select OK when you are done.
The Options window displays.

7. Set the color that will be displayed as the background on the
threshold element:

8. Use the following steps:

» Select the Color Selector button next to the Background
display box.

The Color palette displays.

* Choose a color from the Basic colors palette or create a
custom color using standavdndows procedures.

» Select OK when you are done.
The Options window displays.
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9. Repeat steps 4 through 6 until you have updated all of the
threshold element colors that you want to modify.

10. When you are done modifying the threshold element colors, select
Save As.

The following window displays:
(:2]Save Scheme Az 2 x|

Wehat would you like to call the new ok |
zcheme?

|New R ainbio

11. Typethe name of the threshold color scheme that you created in
the text box.

12. Select OK to save the scheme and the scheme name.

Important! You can view the changes that you made to a color
scheme at any point in the modification by selecting Apply. When
you do this, the current color schemeis applied to any threshold
highlights that are displayed on running reports.

]
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Create a New Name Format

Overview  The procedure in this section describes how to create a new report
name format.

Procedure  To create a new name format, do the following steps:

1. Choose Optionsfromthe Tools menu, or select the Options
button on the tool bar.

Select the Name Format tab.

3. Select the Entity for which you want to change the name format.
In the Format text box, use the drop-down list to select one of the
standard formats, or type in a name combination.

5. Select OK.

If you typed a nonstandard name format in Step 4, the format is
not saved in the Format list as a standard option.

6. To select another name format, go to the Name Format tab, select
the format, and then select OK.

[
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Real-Time Reports

Purpose

Introduction

This chapter iswritten for CentreVu Supervisor supervisors and
administrators who use the real-time report subsystem to generate
reports. Real-time reports can be displayed on your PC, printed, stored
to afile, copied to a clipboard, run as a Script, or exported to HTML
format through the Save as HTML feature.

This chapter gives you the information you need to understand every
real- time report available on CentreVu Supervisor.

CentreVu Supervisor real-time reports give supervisors snapshots of the
call center’s performance and status. Abandoned calls, for example, can
be monitored to determine the waiting-for-service tolerance of callers
and compared to the number of callsin queue. Additionally, agent
productivity can be compared at a glance to determine who may need
help in speeding after call work.

Standard real-time reports:

*  Show the current status of ACD activity. The types of data for
reports are status, cumulative, and administrative. (See the
CentreVu” Call Management System R3V9 Database Items and
Calculations585-210-945 document for a description of these de

types.)
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» Display data for the current interval for agent, split/skill, trunk/
trunk group, vector, and VDN activities, such as number of A(
calls, abandoned calls, average talk time, and so on. All datal
items and calculations that are used for real-time reports are t
from the current interval tables.

*  You assign the length of the current interval for real-time ACD
data in the System Setup: Storage Intervals window. See the
CentreVu” Call Management System Release 3 Version 9
Administration585-214-015 document for more information.

The Expert Agent Selection (EAS), Vectoring, and Graphics report:
also included in this chapter. If you do not have the Expert Agent
Selection feature, Vectoring feature, or Graphics package, those r
items do not appear on your menu. The reports you see depend ol
switch type,

permissions, and system performance.

The following topics are covered:
Agent reports

e  Other Reports

*  Queue/Agent Reports

*  Split/Skill Reports

e Trunk Group Report

* VDN Reports

*  \ector Report

e  Drill-Down Reports



Real-Time Reports

Presentation

Diagram of Real-Time
reporting system

CentreVu Supervisor Release 9 Reports

3-3

This chapter gives a brief description of each available report and
definitions of the input fields. It provides you with the information you
need to compl ete any real-time report input screen.

Each report description has the following headings:

* Things to Know About All Real-Time Reports: gives you
information on factors that affect the real-time reports.

e Input Window: includes input field definitions for each type of
real-time report. The input window is shown at the beginning
each section of reports (agent, split/skill, and so on).

 Sample Report: provides an example of the report. A table
provides report headings, field definitions, and the corresponc
database item.

A short summary and example of e&dntreMu Supervisor real-time
report is included in this chapter. When you generate a real-time re
the totals for the report columns are on the top line of the report ur
the headings.

The following diagram shows how the Real-Time reporting systerr
structured. This section follows the report structure outlined in this
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diagram-agent reports are described first, followed by other reports,

efc.
Real-Time Reports
Agent Group Report
Agent Report
Agent Information Report{(Non-EAS)
— Agent Graphical information
Event Count Summary
— Other Mult-ACD
Multi-ACD Top Agent
Guews/Top Agent Status
Status
— ueue/Agent Summary
— Agent Status by Location
—— Cail Profile
—  Sphky/skill Graphical Active Agents
Graphical Allocated Agents
Graphical AUX Agenis
Graphical AUX Top Agents
— Trunk/Trunk Group—— Trunk Group Report Graphical Call Profile
Graphical BWT
Graphical Queus
Cali Profile Graphical Skill Overload
— VDN Graphical Call Profile Graphical Stafiing Profle
Skill Freference Graphical Status
VDM Report Graphical Top Skill Status
Resarvel AX Agents
— Vector Vector Repuort Reserve? AUX Agents
Skill ALY Report
Skill Status
Skill Top Agent
— Designer Split!Siall
Spiit/Skill by Location
Top Agent Status
—  Drill-Down Resarvel AUX Agents
Resane AUX Agents

Reservel Work State
Resarve? Whrk State
Top Agent York State
——— Waork State
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Agent reports

Overview

Purpose  This section discusses agent reports.

Organization  Thisfollowing topics are described:
*  General Information About Agent Reports
* Agent Report Selector Windows and Input Fields
 Agent Group Report
 Agent Report
* Agent Information Report
»  Graphical Information Repart
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General Information About Agent Reports

What an Agent report
contains

Organization of Agent
reports

Agent report selector
window

Select a Report

Real-Time

Fun Feport for ACD:

The Agent reports give you the following specific information about
agents:

» The agents according to groups you have created in the Dictic
subsystem.

* The current activities of all agents assigned to a split or skill.
* Real-time information and statistics for a specified agent.

The following list shows how the Agent reports are organized in
CentreVu Supervisor:

 Agent Group

 Report

* Agent Information (non-EAS)
*  Graphical Information

The following figure is an example of the Agent Report selector
window. The reports are explained in the same order as listed in tf
window.

[ 7] %]

] Hiztarical ] Integrated ]

Report;

[sT10

Cateqaory:

Other
Split/Skill
WOk

YWector
Designer

— Description

Queusitgent

Trank/Trunk Group

-

Agent Report
Graphical Information

Showsz status of agents in an agent group, and reason for ALK agents

Script... |

Froperties | Copy | Help |

oK | Ed | New | o] |

]
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Agent Report Selector Windows and Input Fields

Overview  Thereportsin this section use the Agent Report selector windows and
itsinput fields. Specific input information is included with the reports.

Agent report input fields  Not al reports use al fields; refer to information for the specific report
you are running to determine what you want to view. For example, you
may enter an agent group, agent name, or split/skill to run the report.

Input Fields  The following table describes the input fields on real-time agent report
input windows:

Field Definition

Agent group: Enter the name of the group that you want to view. Any name(s) that
you want to appear on the report must have been previously defined and
entered in the Dictionary subsystem.

Agent: or Agent Name: | Enter the name of the agent. The agent’s name must be defined in the
Dictionary subsystem; otherwise, you will see the agent Login IDs.

Split/Skill: Enter the split or skill name or number that you want to view in this
report. Any name(s) that you want to appear on the report must have
been previously defined and entered in the Dictionary subsystem.

Refresh Every <#> Enter the number of seconds (3 to 600) to specify how rapidly CMS

Seconds should update the report data. The default for the Refresh Every <#>
Seconds field in thiswindow is your assigned minimum refresh rate
plus 15 seconds. To find out what your minimum refresh rateis, or to
change it, check with your CM S administrator.

Enable Report Check the Enable Report Thresholds option to start the report with

Thresholds report thresholds running. Uncheck the option if you do not want to run
report thresholds.

Run Minimized Click the Run Minimized option to run the report in aminimized

window. Uncheck the option to run the report at full size.
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Overview

Things to know about this

report

Agent Group report

example

The Agent Group Report allows you to view agents according to
groups you have created in the Dictionary subsystem. For example,
these groups could be new agents, agents with specific extension
numbers, or any grouping that fits your call center’s needs.

Here are some things you need to know about this report:

*  Only one agent group displays on this report. If you want to
compare groups, you can bring up two reports separately anc
toggle between the reports.

»  Only the agents logged in and assigned to the group display i
report.

* The database items used for the Agent Group report are store
the cagent table.

*  This report uses the Agent Group input window. Select an ag
group to view on the report. Segent Report Selector Window:
and Input Field$or more information.

The following figure provides an example of the Agent Group repc

(]Agent Group Report - Groupl - |EI|5|
Bepaort Edit Format Toaol: Options: Help

Agent Group: Groupl

Agent Name Login ID Extn  AUX State  SplitfSkill Time YDN Name

Reason
i agenth L0005 0005 AVaIL 11:25
8 agentl LOooo1 o001 AVAIL g:08
R agentd LODD4 0004 AVAIL 6:54
2 agent3 LOODD3 0003 AVAIL 3:05
2 agenth LODD6E D006 AVAIL 2:25
i agent2 L0002 0002 AVaIL 49:2%

Diouble Click To RBun Farmat T able | Thresholds: On | B dadsleas o
— ————————
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Agent Group Report

Agent Group report
description

Field

Agent Group

Agent Name

Login ID
Extn
AUX Reason

State

Split/Skill

CentreVu Supervisor Release 9 Reports
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The following table describes the report fields:

Definition

The name of the group of agents. You can
make this selection in the report input window.

The name(s) of the agent(s) assigned to this
split/skill and logged in (or their login IDs if
names have not been assigned to them in
Dictionary).

Thelogin identification of the agent.
The extension the agent logged in from.

The reason associated with the auxiliary work
state of this agent (for example, lunch, break,
meeting, or training). Thisfield is blank if the
agent isnot inthe AUX state.

The current work mode (state) that the agent is
in (AVAIL, ACD, ACW, AUX, DACD,
DACW, RINGING, UNKNOWN, OTHER,
UNSTAFF) and the call direction (blank, IN or
OuT).

When an agent ison a split/skill call, adirect
agent call, or in After Call Work associated
with the call or the ACW, WORKSKILL isthe
OLDEST_LOGON:

*  Whenanagentisonan AUXIN/AUXOUT
call from the available state, whilein AUX
or with an AUXIN/AUXOUT call on hold

*  When an agent ison an AUXIN call with
an ACD call on hold.

When an agent ison an AUXOUT call with an

ACD call on hold, thisisthe split/skill

associated withthe ACD call. When an agent is

available, in AUX, or in OTHER, thisis blank.

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

No database item or
calculation.

syn(LOGID)

LOGID
EXTENSION
AUXREASON

AWORKMODE and
DIRECTION

WORKSKILL
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Agent Group Report

Field

Time

VDN Name
(Shows data only
if you have the
Vectoring
feature)
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Definition Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

The elapsed time since the last agent AGTIME
WORKMODE change for any split/skill. This

itemisnot reset if the DIRECTION changes,

but WORKMODE remains the same. For

example, if the agent goes from AUX to

AUXOUT to AUX, AGTIME continues

without resetting.

The number or name of the VDN for which the ' syn(VDN)
report shows data. The Vector Directory

Number (VDN) is associated with the ACD

call in progress. If aname has been assigned to

the VDN in the Dictionary, the name displays

instead of the number.
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Overview

Things to know about this
report

Agent report example

The Agent report displays the current activities of all agents assigned to
asplit or skill. It shows the extension from which the agent logged in,
the agent’s work state, how long the agent has been in that work state,
and the split or skill in which the agent is currently working. Thisreport
also givesyou VDN information (if you have the Vectoring feature).

Here are some things you need to know about this report:

*  Only the agents currently assigned and logged into the split/s

display on this report.

» The database items used for the Agent Report are stored in tl

cagent table.

e  This report uses the Agent Input Window. Select a split/skill tr

you want to view on the report. Séggent Report Selector

Windows and Input Fieldfor more information.

The following figure provides an example of the Agent report.

f:,_i:-'.ﬁgent Report - T22

Beport Edit Format Tool: Options Help
SplitrSkill: T22
Agent Mame Laogin 1D Extn AL State  Split'Skill Time WDMN =
Reason Marme i
R 29039 280349 26039 AAIL i
R 20029 280249 26029 AVAIL A
R 209055 28054 26055 AAIL i
R 20082 28082 26082 AAIL i
R 29080 28080 26080 AhAIL A
% 29043 28043 26043 AAIL i
R 29040 28040 26040 AAIL i
R 20032 28032 26032 AAIL i
R 29031 28031 26031 AAIL i
R 29068 28068 26068 AVAIL i -

| Thiesholds: On | 5T10
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Agent Report

Agent report description

Field

Split/Skill

Agent Name

Login ID
Extn
AUX Reason

State

Split/Skill

Time

CentreVu Supervisor Release 9 Reports

Definition

The name or number of the split/skill selected for this
report.

The name(s) of the agent(s) assigned to this split/skill
and loggedin (or their login IDsif names have not been
assigned to them in Dictionary).

Thelogin identification of the agent.
The extension that the agent logged in from.

The reason associated with the auxiliary work state of
this agent (for example, lunch, break, meeting, or
training). Thisfield isblank if the agent isnot in the
AUX state.

The current work mode (state) that the agent isin
(AVAIL, ACD, ACW, AUX, DACD, DACW,
RINGING, UNKNOWN, OTHER, UNSTAFF) and the
call direction (blank, IN or OUT).

When an agent ison a split/skill call, adirect agent call,
or in After Call Work associated with the call or the
ACW. WORKSKILL isthe OLDEST L OGON:

*  When an agent ison an AUXIN/AUXOUT call
from the available state, whilein AUX or with an
AUXIN/AUXOUT call on hold

*  When an agent ison an AUXIN call withan ACD
call on hold.

When an agent is on an AUXOUT call withan ACD

call on hold, thisisthe split/skill associated with the

ACD call. When an agent isavailable, in AUX, or in

OTHER, thisisblank.

The elapsed time since the last agent WORKMODE
change for any split/skill. Thisitem isnot reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without
resetting.

3-12

The following table describes the report fields:

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn(SPLIT)

syn(LOGID)

LOGID
EXTENSION
AUXREASON

AWORKMODE and

DIRECTION

WORKSKILL

AGTIME
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Agent Report

Field

VDN Name
(Shows data
only if you
have the
Vectoring
feature)
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Definition Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

The number or name of the VDN for which thereport | VDN
shows data. The Vector Directory Number (VDN)

associated with the ACD call in progress. If aname has

been assigned to the VDN in the Dictionary, the name
displaysinstead of the number.
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Agent Information Report

Overview

Things to know about this
report

The Agent Information report displays real-time information and
statistics for the specified agent.

Thisversion of the Agent Information report is for non-EAS users.

Here are some things you need to know about this report:

You

Whenever you drill down to the Real-Time Agent Information
report, you can also drill down to the Integrated Agent
Information report by clicking the right mouse button.

This report includes a table that shows all the splits which the
agent is logged into. If the agent is assigned to additional spli
but is not logged into those splits, these will not be reflected in
table.

When this report is accessed from the report selector menu, \
need to enter the Agent Name and Login ID input fields.

When this report is accessed from another report by drilling dc
the input fields will be defaulted from the report you are drillini
down from.

The database items used for the Agent Information report are
stored in the cagent table.

This report uses the Agent Information Input Window. Select :
agent that you want to view on the report. agent Report
Selector Windows and Input Fields

can access this report as follows:
From the Real-Time Agent Category selector menu.

By drilling down from the Agent Name or Login ID fields on
other reports (for example, Agent, Agent Group, Graphical Al
Agents Report, Graphical AUX Top Agents Report, or other R
Time and Integrated reports).
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Agent Information report  The following figure provides an example of the Agent Information
example  report:

" Agent Information Report - agent 32001 !Elm
Beport Edit Format Tools Options Help
Anent. agent 32001 Login IO 32001 Extn: J2001
State: AVAIL AVAIL 04:23 =it
Time: 00:09 ACD 01:58 Split51
Active Split; ACWY 100:00 H
ACD Calls: 14 AL 000D
Move Pending?: HO RIMG 0028
Direct Agent Calls: 0 OTHER :00:00
Double Click To Run Farmat Grid | Thregholds: On | MNoname[ 35

Agent Information report  The following table describes the report fields:
description

Field Definition Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Agent Name | The name(s) of the agent(s) assigned to this split/skill | syn (LOGID)
and logged in (or their login IDsif names have not been
assigned to them in Dictionary).

LoginID Thelogin identification of the agent. LOGID

Extn The extension that the agent logged in from. EXTENSION

State The current work mode (state) that the agent isin AWORKMODE and
(AVAIL, ACD, ACW, AUX, DACD, DACW, DIRECTION

RINGING, UNKNOWN, OTHER, UNSTAFF) and the
call direction (blank, IN or OUT).

Time The elapsed time since the last agent WORKMODE AGTIME
change for any split/skill. Thisitem isnot reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without
resetting.
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Field

Active Split

ACD Cadlls

Move
Pending?

Direct Agent
Cdls
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Definition

The split is active when the agent is:

e Onagplit/skill, on adirect agent ACD call, or in
ACW-thisisthe split/skill associated with the call
or ACW.

e Available, in AUX or in OTHER states, thisis null
(blank).

e  Onan AUXIN/AUXOUT cal-thisisthe
OLDEST_LOGON split/skill.

e  Onan AUXIN/AUXOUT cal from the available

state, whilein AUX or with an AUXIN/AUXOUT
call from the available state, while in AUX or with

an AUXIN/AUXOUT call on hold-thisisthe
OLDEST_LOGON split/skill.
e OnanAUXIN cal with an ACD call on hold-this
isthe OLDEST_LOGON split/skill.
e  Onan AUXOUT cal with an ACD call on hold-
thisisthe split/skill associated with the ACD call.
WORKSKILL differsfrom WORKSPLIT only in the
case that the agent is available. In this case,
WORKSKILL will be blank and WORKSPLIT will
contain one of the splits/skillsin which the agent is
available.

The ACD calls that were queued to the split/skill and
answered by an agent during the current interval. This
does not include direct agent calls, but it doesinclude
ACD calls placed by an adjunct (also called outbound
predictive dialing).

A moveto anew split or skill or achange of skill is
pending for this agent. Thisis available only for
Generic 3 Version 4 and later switch releases with the
"Move Agent While Staffed" feature. Values for
MOVEPENDING are 0=NO, 1 = YES.

The total number of split and direct agent calls that
have been answered by the agent during the current
interval. Thisisthe number of callsthat the agent
answered, not the number of calls for which the agent
counted an event.

3-16

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn(WORK SKILL)

sSUM(ACDCALLS)

MOVEPENDING

sum(DA_SKILL)
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Field

AVAIL

ACD

ACW

AUX

RINGING

OTHER

Split

CentreVu Supervisor Release 9 Reports

Definition

The time during the collection interval that the agent
was in the available state for split or direct agent ACD
calsin any split.

The time during the collection interval that the agent
was talking on ACD callsfor the SPLIT.

The time during the collection interval that the agent
wasin after call work (ACW). Thisincludes ACW for
split ACD calls and ACW not associated with the call.

The time during the collection interval that the agent
wasin the AUX work statein all splits/skills or on
AUXINCALLSor AUXOUTCALLS.

The time during the collection interval that the agent
had split and direct agent ACD callsringing.

The time during the collection interval that the agent
was doing other work in al splits. While in Auto-in or
Man-In: the agent put any call on hold and performed
no further action, the agent dialed to place acall or to
activate afeature, or an extension call rang with no
other activity. For al switches, TI_OTHERTIME is
collected for the time period after the switch comes up
or after the agent logs in and before the CM S receives
notification of the agent’s state from the switch. The
"TI_" timeis stored only for the split/skill logged into
the longest. "Tl_" time needs to be summed across the
splits/skills the agents may log into, in case the logon
order changes during the collection interval.

The split number or name that this extension is
assigned to or the split number or name that the agent
logged into.

3-17

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

sum(TI_AVAILTIME)

sum
(<TOTAL_I_ACDTIME>)

sUm(<TOTAL_I_ACWTIME
>

sum(TI_AUXTIME)

sum(I_RINGTIME)

sum(TI_OTHERTIME)

syn(SPLIT)



Real-Time Reports

Graphical Information Report

CentreVu Supervisor Release 9 Reports

3-18

Graphical Information Report

Overview

Things to know about this
report

The Graphical Information report displays rea -time information and
statistics for the specified agent.

Here are some things you need to know about this report:

You

Supervisors can use this report to access further information
one particular agent without having to execute several steps «
several different reports to get the pertinent information. This
report enables the supervisor to quickly make a more educatse
decision on whether an agent should be added to or removed
a skill.

This report is available for all switch releases. The contents of
report depends upon the switch release for which it is being

The database items used for the Graphical Information Repor
stored in the cagent table.

This report uses the Agent Information Input window. Select &
agent that you want to view on the report. egent Report
Selector Windows and Input Fields

can access this report in the following ways:
From the Real-Time Agent Category selector menu.

By drilling down to this report from the Agent Name or Login |
fields on other reports (for example, Agent Information, Work
State, or Graphic AUX Agent reports).

The following example of this report shows the information it will
contain for theDEFINITY Enterprise Communications Server (ECS’
Release 5 switch:

Graphical information:

A three-dimensional vertical bar chart, with time (in minutes)
along the y-axis, and agent work states along the x-axis. The
shows how much time (in minutes) during the current interval
agent spent in each of the work states. By default, no legend
accompanies the chart.



Real-Time Reports

Graphical Information Report

CentreVu Supervisor Release 9 Reports

3-19

Table information:

A table shows the skill that is assigned to the agent, and the s
level of 1-16 or R1 or R2 (if ECS switch with EAS) or the priori
level with "1" representing the primary level, and "2" represent
the secondary level (if using a pre-ECS switch with the EAS
feature).

A scroll bar is displayed only if the number of skills to which tt
agent is assigned exceeds what can be displayed in the table

Real-Time report status.

Graphical Information ~ The following figure provides an example of the Graphical Informat
report example report:

:::,_i:-'.ﬁ.gent Information Report - 29028
Beport Edit Format Tool: Options  Help
Agent. 20028 Login 1D: 209028 Extn: 26028
State: AVAIL
Time: 24:27:10 .
Agent Time Spent Interval
Active Split'Skill: d H
ALK Reason:
0.zo
Top Skill; T22 AV AL
Preference: LWL 015 41—
ACD Calls: O
Move Pending?: HO “
E 010 +—
Direct Agent Skill: =
Direct Agent Calls: O
gem e : 0.05 -
Splitrskill Level Percent
T22 1 0 ACD ACW AL RING OTHER
Total 2 0 0.00
ota Categon
Staffed Time: 00:10
| Thiesholds: On | sT100
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Graphical Information ~ The following table describes the report fields:
report description

Field Definition Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Agent The name(s) of the agent(s) assigned to this split/skill | syn(LOGID)
and logged in (or their login IDsif names have not been
assigned to them in Dictionary).

LoginID Thelogin identification of the agent. LOGID

Extn The extension that the agent logged in from. EXTENSION

State The current work mode (state) that the agent isin AWORKMODE and
(AVAIL, ACD, ACW, AUX, DACD, DACW, DIRECTION

RINGING, UNKNOWN, OTHER, UNSTAFF) and the
call direction (blank, IN or OUT).

Time The elapsed time since the last agent WORKMODE AGTIME
change for any split/skill. Thisitem is not reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without
resetting.
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Field

Active Skill

AUX Reason

Top Skill

Call Handling
Preference

Definition

The skill is active when the agent is:

e Onasgplit/skill, on adirect agent ACD call, or in
ACW. Thisisthe split/skill associated with the call
or ACW.

e Available, in AUX or in OTHER states. Thisisnull
(blank).

e Onan AUXIN/AUXOUT cdll. Thisisthe
OLDEST_LOGON split/skill.

e  Onan AUXIN/AUXOUT cal from the available
state, whilein AUX or with an AUXIN/AUXOUT
call from the available state, whilein AUX or with
an AUXIN/AUXOUT cadll on hold. Thisisthe
OLDEST_LOGON split/skill.

e  OnanAUXIN call withan ACD call on hold. This
isthe OLDEST_LOGON split/skill.

¢ Onan AUXOUT call with an ACD call on hold.
Thisisthe split/skill associated with the ACD call.

WORKSKILL differsfrom WORKSPLIT only in the

case that the agent is available. In this case,

WORKSKILL will be blank and WORKSPLIT will

contain one of the splits/skillsin which the agent is

available.

For the DEFINITY ECS, thisisthe reason code
associated with the auxiliary work state (on a break, in
ameeting, and so on) of thisagent. Thisfield isblank if
the agent is not in the AUX state.

The agent’s first-administered, highest-level, measured
skill, where skill level 1isthe highest, skill level 16is
thelowest. The TOPSKILL of an agent will be 0 except
when PREFERENCE isaskill level (LVL). Thismeans
that an agent will not have atop skill or be countedin
any split table TOPSKILL itemsif their call handling
preference is Greatest Need (NEED) or percent
alocation (PCNT). In addition, agents who have skill
level preference, but only reserve levelsfor all their
skills, will not have a TOPSKILL.

The agent’s call handling preference. Values are blank,
skill level (LVL) or greatest need (NEED), or percent
alocation (PCNT).
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn(WORK SKILL)

syn(AUXREASON)

syn(TOPSKILL)

syn(PREFERENCE)



Real-Time Reports

CentreVu Supervisor Release 9 Reports

Graphical Information Report

Field

ACD Calls

Move
Pending?

Direct Agent
Skill

Direct Agent
Cdls

Skill

Level

Percent

AVAIL

ACD

ACW

AUX

Definition

The ACD calls that were queued to the split/skill and
answered by an agent during the current interval. This
does not include direct agent calls, but it does include
ACD calls placed by an adjunct (also called outbound
predictive dialing).

A moveto anew split or skill or achange of skillsis
pending for this agent. Thisis available only for
Generic 3 Version 4 and later switch releases with the
"Move Agent While Staffed" feature. Valuesfor
MOVEPENDING are0=NO, 1 =YES.

The skill currently assigned as the agent’s direct agent
skill. Direct agent calls to the agent are queued to this
skill.

Thetotal number of split/skill and direct agent callsthat
have been answered by this agent during the current
interval. Thisisthe number of callsthat the agent
answered, not the number of cals for which the agent
counted an event.

The name or number of the skill that is selected for this
report.

The skill level (1-16, R1 or R2) associated with the
SKILL.

Agent’s percent alocation for this SPLIT. Requires
ECS R6 or later with CentreVu Advocate.

The time during the collection interval that the agent
wasin the available state for split/skill or direct agent
ACD callsin any split/skill.

Thetotal time during the collection interval that the
agent was talking on ACD callsfor the split.

Thetotal time during the collection interval that the
agent was in after call work (ACW). Thisincludes
ACW for split/skill ACD callsand ACW not associated
with the call.

Thetotal time during the collection interval that the
agent was in the AUX work state in all splits/skills or
on AUXINCALLS or AUXOUTCALLS.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

SUM(ACDCALLS)

MOVEPENDING

syn(DA_SKILL)

sum(DA_ACDCALLS)

syn(SPLIT)

syn(LEVEL)

PERCENT

sum(TI_AVAILTIME)

sum
(<TOTAL_|_ACDTIME>)

sum(<TOTAL_I
ACWTIME>)

sum(TI_AUXTIME)
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Field

RINGING

OTHER

Staffed Time

Definition

The time during the collection interval that the agent
had split/skill and direct agent ACD calls ringing.

The time during the collection interval that the agent
was doing other work in all splits/skills. Whilein Auto-
in or Man-1n: the agent put any call on hold and
performed no further action, the agent dialed to placea
cal or to activate afeature, or an extension call rang
with no other activity. For al switches,
TI_OTHERTIME is collected for the time period after
thelink to the switch comes up or after the agent logsin
and before the CM S receives notification of the agent’s
state from the switch. The"TI_" timeis stored only for
the split/skill logged into the longest. "TI_" time needs
to be summed across the splits/skills the agents may log
into, in case the logon order changes during the
collection interval.

The time during the collection interval that the agent
was staffed in any split/skill. "TI_" timeis recorded
only for the split/skill logged into the longest amount of
time. "TI_" time needs to be summed across the splits/
skills the agents may log into, in case the login order
changes during the collection interval.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

sum(I_RINGTIME)

sum(TI_OTHERTIME)

sum(TI_STAFFTIME)



Real-Time Reports CentreVu Supervisor Release 9 Reports

Other Reports 3-24

Other Reports

Overview

Purpose  This section discusses other reports.

Organization of this section  This section contains the following topics:
*  General Information About Other Reports
Event Count Summary Report
Multi-ACD Report
Multi-ACD Top Agent Report
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General Information About Other Reports

What Other reports contain

Organization of Other
reports

Other report selector
window

The Real-Time Other reports give you the following specific
information aboult:

A summary of the number of times during the current interval 1
an agent in a split/skill pressed any of the nine event count ke
while on an ACD call or in call-related after call work.

* Real-time call-handling information.
o  Skill information for skills from multiple ACDs.

The following list shows how the Other reports are structured in
CentreVu Supervisor:

*  Event Count Summary
Multi-ACD
*  Multi-ACD Top Agent.

The following figure is an example of the Other Report Selector
window. The reports are explained in the same order as listed in tt
window.

Select a Report E

Real-Time

] Hiztarical ] Integrated ]

Bun Report for AC0: Report:

[sT10
LCategaory:

j Event Count Surmmary
uli-ACD Report

|;’.\Eent Mult-AC0 Top Agent

Gueuesbgent
SplitsSkill

DM
Wector
D esigner

Truank/Trunk Group

— Dezcription

Dizplays call handling infarmation for up to i splitedskills on any of 8 ACDs

Scrpt... | Properties | Copy | Welete | Help |

oK | Edit | New | Corg? |

]
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Event Count Summary Report

Overview

Things to know about this
report

Relationships to other
subsystems

Event Count Summary
input window

The Event Count Summary report displays the number of times during
the current interval that an agent in a split/skill pressed any of the nine
event count keys while on an ACD call or in cal-related ACW.

Here are some things you need to know about this report:

You can define event keys to represent any kind of event you
(for example, the number of calls generated from an
advertisement, promotion, or geographic area).

* Event counts are only recorded while an agent is on an ACD
or in call-related ACW. If an agent is in AUTO-IN mode, the AC
call terminates when the caller hangs up, and an event count
cannot be recorded after the caller hangs up. To track event cc
it is recommended that agents use the MANUAL-IN mode
because the agent goes to ACW when the caller hangs up,
allowing the agent to enter an event count.

* The database items used for the Trunk Group report are store
the csplit table

Event 0, audio difficulty, is used in the trunk and trunk group excep
reports.

The following figure shows an example of the Event Count Summ
input window. You must fill in the report input window to run the
report.

Event Count Summary M= E |
— Inputs
Splt/Skill =] 4

—Real-Time Options
Refrezh Everny = Seconds

[+ Enable Report Threshaolds
[~ Bun Minimized

(] Cancel | Help

| sTi0
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Event Count Summary  Thefollowing table describes the input fields on real-time Event Count
input fields  Summary report input windows:

Field Definition

Split/Skill: Fill in the split or skill name or number for which you want to run the
report. You can enter a split/skill name only if the name has been
defined in Dictionary.

Refresh Every <#> Seconds: | Enter the number of seconds (3 to 600) to specify how rapidly CentreVu
CMS should update the report data. The default for the Refresh Every
<#> Seconds: field in thiswindow is your assigned minimum refresh
rate plus 15 seconds. To find out what your minimum refresh rateis, or
to changeit, check with your CentreVu CM S administrator.

Enable Report thresholds Check the Enable Report thresholds option to start the report with report
thresholds running. Uncheck the option if you do not want to run report
thresholds.

Run Minimized Check the Run Minimized option to run the report in a minimized

window. Uncheck the option to run the report at full size.

Event Count Summary  Thefollowing figure provides an example of the Event Count
report example  Symmary report:

Event Count Summary - T22 M=l E3
Beport Edit Format Tool: Option: Help
Splitrskill: T22 Anents Staffed: 108
Agent Mame ACD Event Event Ewent Event Event Event Event Event Event —
Calls 1 2 3 4 ] 3] 7 a 5 —
280349 1] 1] 1] 1] 1] 1] 1] 0 1] 1]
280249 1] 1] 1] 1] 1] 1] 1] 0 1] 1]
28055 1] 1] 1] 1] 1] 1] 1] 0 1] 1]
29082 1] 1] 1] 1] 1] 1] 1] 0 1] 1]
28080 1] 1] 1] 1] 1] 1] 1] 0 1] 1]
29043 1] 1] 1] 1] 1] 1] 1] 0 1] 1]
28040 1] 1] 1] 1] 1] 1] 1] 0 1] 1]
28032 n n n n n n n n n n
28031 1] 1] 1] 1] 1] 1] 1] 0 1] 1]
29068 1] 1] 1] 1] 1] 1] 1] 1] 1] 0

Double Click Ta Run Farmat Table || Threzhaoldz: On ST10 G
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Event Count Summary  The following table describes the report fields:
report description

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Split/skill The name or number of the split(s)/skill(s) that is syn(SPLIT)
selected for this report.

Agents Staffed Thetotal number of agents that are logged into each STAFFED
split/skill.

Agent Name The name(s) of the agent(s) assigned to this split/skill | syn(LOGID)
and logged in (or their login IDsif names have not been
assigned to them in Dictionary).

ACD Calls Thetotal number of split/skill and direct agent callsthat  ACDCALLS+
were answered by this agent. Thisis the number of DA_ACDCALLS<
callsthat the agent answered, not the number of calls | TOTAL_ACDCALLS>
for which the agent counted an event.

Event1l..9 The number of times during the specified time period EVENTL1...9
that this agent entered each event count (1 - 9) whileon
ACD calsorin ACW associated with an ACD call for
this split/skill recorded during thisinterval.



Real-Time Reports CentreVu Supervisor Release 9 Reports

Multi-ACD Report 3-29

Multi-ACD Report

Overview  Thisreport displays real-time call-handling information. This
information can be requested simultaneoudly for up to eight splits/skills
and up to eight ACDs. This report allows you to evaluate and compare
similar splits/skill information in different ACDs. With thisinformation
you can determine workload and call-handling performance, agent
reassignment, or other ACD configuration alternatives to balance
workloads and reduce abandoned calls

Things to know about this  Here are some things you need to know about this report:

réPOrt . The Multi-ACD report appears on the real-time reports menu e

if you have only one real ACD installed on ydtentreVu CMS.

» The database items used for the Multi-ACD Report are storec
the csplit table.

e  This report can include information on up to eight ACDs.
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Thefollowing figure shows an example of the Multi-ACD Report input
window. You must fill in the report input window to run the report.

B Multi-ACD Report P it

|FipLte

F

ACD: [5T10 =

Splt/Skil: [sp338 =] E

ACD(2L [ST11 =l

Spit/Skill2): [BSF [ E

ACD[3): [5T10 =

Spit/Skill3): [T26 =] 4 |

ACDI4]: |[none) =]
Split/Skill): | =l J
ACDS]: |[nune] ﬂ

Split/SkillS): | [~ J

ACDIE]: |[none] |

Split/SkillE): | [ |

ACDI7): |[none) |

Split/Skill7): | [ J =

Real-Time Optionz

Refresh Everny Seconds

[v Enable Report Threzholds
[~ Fun Minimized

Cancel | Help |

rinkers B2 Paint Shop .| BT Lucent Een...l B Irfariew - .. | 2J Explaring - ... | Waent |
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Multi-ACD report Input  The following table describes the input fields on real-time Multi-ACD
Fields  report input windows:

Field
First through Eighth ACD:

Split/Skill:

Refresh Every <#> Seconds.

Enable Report Thresholds

Run Minimized

Definition
Fill in the names or numbers of the First through Sixth ACD(s) for

which you want to run the report. You can enter an ACD name only if
the name has been defined in Dictionary.

Fill in the names or numbers of the Split/Skill(s) for which you want to
run the report. You can enter asplit/skill name only if the name has been
defined in Dictionary.

Enter the number of seconds from 3 to 600, to specify how rapidly
CentreMu CM S should update the report data. The default for the
Refresh Every <#> Seconds field in thiswindow is your assigned
minimum refresh rate plus 15 seconds. To find out what your minimum
refresh rateis, or to change it, check with your CentreVu CMS
administrator.

Check the Enable Report thresholds option to start the report with report
thresholds running. Uncheck the option if you do not want to fun report
thresholds.

Check the Run Minimized option to run the report in a minimized
window. Uncheck the option to run the report at full size.
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Multi-ACD report example  The following figure provides an example of the Multi-ACD report:

Multi-ACD Report H= 3

Fepott Edit Format Tool: Options: Help

ACD: ST10 ST10 ST10 ST10 ST10 ST10 ST10
Split'Skill: sp998  sp998  spd998 sp99g sp998 sp998 sp99d
Skill State: HORMAL NORMAL HORMAL HNORMAL HORMAL HORMAL NORMAL

Calls Waiting: 1] 0 0 0 0 0 0
Oldest Call Waiting: :00 :00 00 00 00 :00 :00
Auvg Speed Ans:

EWiT Taop:

EWT High:

EWT Medium:

EWYT Loy
ACD Calls: ] 0 ] ] ] 0 0

A ACD Time:
Ahan Calls: ] 0 ] ] ] 0 0

Awvg Ahan Time:
Anents Avail: 0 0 0 0 0 0 0
Anents Ringing: 0 0 0 0 0 0 0
Agents on ACD Calls: 0 0 0 0 0 0 0
Agents in ACWY 0 0 0 0 0 0 0
Agents in Other; 0 0 0 0 0 0 0
Agents in AL 0 0 0 0 0 0 0
Angents Staffed: 0 0 0 0 0 0 0

| Thiesholds: On | 5T10.

Multi-ACD report  The following table describes the report fields:

description
Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
Split/skill The name(s) or number(s) of the splits/skills selected syn(SPLIT)
for this report.
ACD The name or number of the ACD for which the data syn(ACD)
was sel ected.
Skill State The current state of the skill, compared to the SKSTATE

administered thresholds. This displays as Normal,
Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Calls Waiting The number of split or skill ACD calls waiting to be INQUEUE+INRING
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not
include direct agent calls.

Oldest Call Thelength of time (in seconds) the oldest ACD call has | OLDESTCALL
Waiting waited in queue or ringing before being answered. This
does not include direct agent calls.
Avg Speed The average time calls waited in queue and ringing ANSTIME/ ACDCALLS/
Answer before an agent answered. This does not include direct | <AVG_ANSWER_SPEED>

agent calls, but it doesinclude outbound ACD calls
placed by an adjunct (also called outbound predictive
dialing).

EWT Top This heading contains EWT for the split/skill at top EWTTOP
priority. EWT isthe wait time for the call whenitis
queued to the split/skill at the top priority. EWT
measures only the time it takes to deliver the call to an
agent. It does not include ringing time. If CentreVu
CMSis connected to aswitch previous to the Generic 3
Version 4 or if vectoring is not activated, the EWT
headings and columns are displayed, but the fields are
blank. Exception thresholds for EWT can be set from
the Exceptions command.

EWT High This heading contains EWT for the split/skill at high EWTHIGH
priority. EWT isthe wait time for the call whenitis
queued to the split/skill at high priority. EWT measures
only the time it takes to deliver the call to an agent. It
does not include ringing time. If CentreMu CMSiis
connected to aswitch previousto the Generic 3 Version
4 or if vectoring is not activated, the EWT headings and
columns are displayed, but the fields are blank.
Exception thresholds for EWT can be set from the
Exceptions command.
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EWT Low
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Aban Calls

Avg Aban Time
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Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

This heading contains EWT for the split/skill at EWTMEDIUM
medium priority. EWT isthe wait time for the call

when it is queued to the split/skill a medium priority.

EWT measures only the time it takes to deliver the call

to an agent. It does not include ringing time. If

CentreVu CM S is connected to a switch previousto the

Generic 3 Version 4 or if vectoring is not activated, the

EWT headings and columns are displayed, but the

fields are blank. Exception thresholds for EWT can be

set from the Exceptions command.

This heading contains EWT for the split/skill at low EWTLOW
priority. EWT isthe wait time for the call wheniitis

gueued to the split/skill at low priority. EWT measures

only the time it takes to deliver the cal to an agent. It

does not include ringing time. If CentreMu CMSis

connected to aswitch previousto the Generic 3 Version

4 or if vectoring is not activated, the EWT headings and

columns are displayed, but the fields are blank.

Exception thresholds for EWT can be set from the

Exceptions command.

The ACD calls that were queued to the split/skill and ACDCALLS
answered by an agent. This does not include direct

agent calls, but it doesinclude ACD calls placed by an

adjunct (also called outbound predictive dialing), for

Generic 3 switches with the ASAI feature only.

The average talk time for all ACD callsto this split/ ACDTIME/ ACDCALLS
skill. This does not include hold time or time on direct | <AVG_ACD_TALK_TIME>
agent cals, but it doesinclude talk time of all outbound

ACD calls placed by an adjunct (also called outbound

predictive dialing).

Thetotal number of queued callsfor each split/skill that | ABNCALLS
abandoned before an agent answered. Thisincludes

callsthat are ringing at a voice terminal but does not

include direct agent calls. It also includes the number of

outbound calls for each split/skill that abandoned at the

far end before the agent answered.

The averagetime acaller waited (in split/skill or VDN) = ABNTIME/ ABNCALLS
before hanging up. <AVG_ABANDON_TIME>
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Report Heading

Agents
Available:

Agents Ringing:

Agentson ACD
Cdls:

Agentsin ACW.

Agentsin Other:

Agentsin Aux:

Agents Staffed:
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Description

Thetotal number of agents who are available to receive
ACD callsin each split/skill.

The current number of agents that are available and
have ACD calls (including direct agent calls) ringing at
their voice terminal but have not yet answered. If the
agent places acall or answers an extension call, the
agent is shown in the AUX work state, rather than in
the ringing state.

The total number of agents that are connected to
inbound and outbound ACD callsin each split/skill.
This does not include direct agent calls.

The number of agents who are in the after call work
mode for each split/skill. Thisincludes agents on
ACWIN/ACWOUT calls and agentsin ACW not
associated with an ACD call.

The current number of agent positions that are doing
other work. Agent positions show up as OTHER
directly after the link to the switch comes up and
directly after the agents log in before the CentreVu
CMSisnotified of the agent'swork state. The agent did
one of the following activities while in the Auto-in or
Manual-In state: The agent put any call on hold and
performed no further action. The agent is on a direct
agent call or in ACW for adirect agent call. The agent
isdialing to place acall or to activate afeature. The
agent has aringing personal call queued through
another split or skill, with no other activity. For the
Generic 3 switch without EAS, agents are logged into
multiple splits and doing work for asplit other than this
one.

The current number of agentswho areinthe AUX
work modefor all splits/skillsincluding agentswho are
handling AUXIN or AUXOUT calls.

The number of agents logged into each split/skill.

3-35

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

AVAILABLE

AGINRING

ONACD

INACW

OTHER

INAUX

STAFFED
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Multi-ACD Top Agent Report

Overview

Things to know about this
report

Thisreport displays skill information for skills from multiple ACDs.
Agent counts show top and backup agents. This report allows you to
enter skills from multiple ACDs connected to the CMS.

The Multi-ACD report appears on the real-time reports menu even if
you have only one real ACD installed on your CentreVu CMS.

Here are some things you need to know about this report:

This report shows the number of agents with this skill as their
skill.

*  This report shows the number of agents with this split as
OLDEST_LOGON for Generic 3 non-EAS switches.

*  The menu items for this report appear only if the current ACD
Generic 3 switch and EAS is activated. The report can be run
any live ACD on the CMS (some of which may not be G3
switches with EAS activated).

 "Top Agents" are agents for whom the skill is their highest-lev
skill. If agents have more than one skill at the highest level, th
the first one administered is the top skill.

* The database items used for the Multi-ACD Top Agent Report
stored in the csplit table.

»  The standard report can only include information on six ACDs
This report must be customized with Report Designer to view
information on eight ACDs.
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Multi-ACD Top Agent report  The following figure shows an example of the Multi-ACD Top Agent
input window  jnput window. You must fill in the report input window to run the

report.
ﬁ—_ﬂHulti-A.ED Top Agent Report M= 3
|nputs
ACD: [5T10 |
Splt/Skil: [Tota =l |
ACDIZE [5T11 =
Spit/Skill2): [BSA = E
ACD(3) [3T10 =~
Split/Skill 3 |T26 =l E|
ACD[4): | (none] =]
Splt/Skill4): | = J
ACDIS]): |[nu:une] ﬂ
Splt/SkillS: | = ]
ACD(E]: |[r‘u:|ne] ﬂ
Splt/SkillB): | = |

Feal-Time Optionz

Refrezh Ewvery = Seconds

[+ Enable Repaort Threzholdz
[ Run Minimized

(] 4 Cancel Help
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Multi-ACD Top Agent report  The following table describes the input fields on real-time Multi-ACD
Input Fields  Top Agent report input windows:

Field

Skill: (for First through Sixth
Skill)

Refresh Every <#> Seconds

Enable Report Thresholds

Run Minimized

Definition
Fill in the names or numbers of the First through Sixth Split/Skill(s) for

which you want to run the report. You can enter a split/skill nameonly if
the name has been defined in Dictionary.

Enter the number of seconds from 3 to 600, to specify how rapidly
CentreMu CM S should update the report data. The default for the
Refresh Every <#> Seconds field in thiswindow is your assigned
minimum refresh rate plus 15 seconds. To find out what your minimum
refresh rateis, or to change it, check with your CentreVu CMS
administrator.

Check the Enable Report thresholds option to start the report with report
thresholds running. Uncheck the option if you do not want to fun report
thresholds.

Check the Run Minimized option to run the report in a minimized
window. Uncheck the option to run the report at full size.
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Multi-ACD Top Agent report  The following figure provides an example of the Multi-ACD Top
example  Agent report:

Multi-ACD Top Agent Report
Beport Edit Format Tools Options Help
ACD: ST10 ST11 ST10
Split'Skill: Total BSR T26
Skill State: HORMA  UNKN NORMA
Calls Waiting: 0 0 0
Dldest Call Waiting: 00 00 00
Avid Speed Ans:
ACD Calls: 0 0 0
Aug ACD Time:
Aban Calls: ] ] ]
Auvg Aban Time:
Top Agents Avail: 0 0 79
Top Agents Ringing: 0 0 0
Top Agents on ACD Calls: 0 0 0
Top Agents in AChY 0 0 0
Top Agents in Other: 0 0 0
Top Agents in AL 0 0 1
Top Agents Staffed: 0 0 80
Flex Agents Staffed: 189 24 0
Reserel Agents Staffed: 0 0 0
Resere? Agents Staffed: 0 0 0
a1 [ b
“ Threzholdz: On | 4
Multi-ACD Top Agent report  The following table describes the report fields:
description
Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
Skill The name or number of the splits/skills selected for this | syn(SPLIT)
report.
ACD The name or humber of the ACD for which the data syn(ACD)
was collected.
Skill State The current state of the skill, compared to the SKSTATE

administered thresholds. This displays as Normal,
Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.
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Report Heading

Calls Waiting

Oldest Call

Waiting

Avg Speed Ans

ACD Cals

Avg ACD Time

Aban Calls

Avg Aban Time

Top Agents Avall

Description

The number of split or skill ACD calls waiting to be
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not
include direct agent calls.

Thelength of time (in seconds) that the oldest ACD call
has waited in queue or ringing (at an agent voice
terminal for each split/skill in the report) before being
answered. This does not include direct agent calls.

The average timethat calls waited in gueue and ringing
before an agent answered. This does not include direct
agent calls, but it does include outbound ACD calls
placed by an adjunct (outbound predictive dialing).

The ACD callsthat were queued to the split/skill and
answered by an agent in the split/skill. This does not
include direct agent calls. It does include outbound
ACD calls placed by an adjunct (outbound predictive
diaing).

The average talk time for all ACD calsto this split/
skill. This does not include hold time or time on direct
agent calls. It does include outbound ACD calls placed
by an adjunct (outbound predictive dialing).

The number of calls that are abandoned by the caller
when calls are in queue or when calls are ringing for
this split/skill. Thisincludes calls with talk times less
than the phantom abandoned call timer value, if itisset.
NOTE: When acall is queued to multiple splits/skills
and abandons from the queue, only the primary split/
skill increments ABNCALLS. (Callsthat areringing at
an agent’s voice terminal and then abandoned count as
abandons for the split/skill for which they were
ringing.)

The averagetime acaller waited (in split/skill or VDN)
before hanging up.

The number of top agents that are logged into the skill
who are available in the skill.

3-40

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

INQUEUE+INRING

OLDESTCALL

ANSTIME/ACDCALLS
<AVG_ANSWER_SPEED>

ACDCALLS

ACDTIME/ACDCALLS
<AVG_ACD_TALK_TIME>

ABNCALLS

ABNTIME/ABNCALLS
<AVG_ABANDON_TIME>

TAVAILABLE
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Report Heading Description

Top Agents
Ringing

Top Agentson
ACD Calls

Top Agentsin
ACW

Top Agentsin
AUX

Top Agentsin
Other

Top Agents
Staffed

Flex Agents
Staffed

The number of top agents that are logged into the skill
who have ACD calls (including direct agent calls)
ringing at their voice terminals.

The number of top agents connected to inbound and
outbound ACD callsin each split/skill. This does not
include direct agent calls.

The number of top agentswho are in the after call work
state for each skill. Thisincludes agents on ACWIN or
ACWOUT calls and agentsin ACW not associated
with an ACD call.

The number of top agents logged into the skill who are
in the AUX work mode for all skills or are on AUXIN/
AUXOUT calls. Does not apply to direct agentsin
ACW.

The agent did one of the following activities whilein
the Auto-in or Manual-In state:

* The agent put any call on hold and performed no
further action.

e Theagent was on adirect agent call or in ACW for
adirect agent call.

* Theagent wasdialing to placeacall or to activate a
feature.

* Theagent had a personal call | ringing with no
other activity.

Agents are logged into multiple splits and doing work

for asplit other than this one (on an ACD call or in

ACW). For the switches with EAS, agents are logged

into multiple skillsand doing work for askill other than

thisone (on an ACD call or in call-related ACW).

Agent positions show up as OTHER directly after the

link to the switch comes up and directly after the agents

log in before the CentreVu CM S is notified of the

agent’'swork state.

Current number of top agentsthat are staffed in the
skill.

Number of agents who are staffing the skill, but are
neither top or reserve agents. Requires ECS R6 or later
with CentreVu Advocate.

3-41

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

TAGINRING

TONACD

TINACW

TINAUX

TOTHER

TSTAFFED

FSTAFFED
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Report Heading

Reservel Agents
Staffed

Reserve2 Agents
Staffed

Description

Number of agents staffing this skill as reservel.

Requires ECS R6 or later with CentreVu Advocate.

Number of agents staffing this skill as reserve2.

Requires ECS R6 or later with CentreVu Advocate.

3-42

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

R1STAFFED

R2STAFFED
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Purpose

Organization of this section

The Queue/Agent reports give you the following specific information
about Queues and Agents.

The overall skill information along with information about ager
for whom the requested skill is the top skKill.

The overall split/skill information such as the number of calls
waiting, oldest call waiting, and percent answered within servi
level.

A summary of the split's/skill's queue status.

This section contains the following topics:

General Information About Queue/Agent Reports
Queue/Agent report selector window and input fields
Split/skill report input fields

Queue/Top Agent Status Report

Queue/Agent Status Report

Queue/Agent Summary Report
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Genera Information About Queue/Agent Reports

What Queue/Agent reports  The Queue/Agent reports give you the following specific information
contain  ghout Queues and Agents:

»  The overall skill information along with information about ager
for whom the requested skill is the top skill.

*  The overall split/skill information such as the number of calls
waiting, oldest call waiting, and percent answered within servi
level.

A summary of the split's/skill's queue status.

Organization of Queue/  The following list shows how the Queue/Agent reports are structure
Agentreports  CentreVu Supervisor:

*  Queue Top Agent Status
«  Status
Summary.
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Queue/Agent report selector window and input fields

Overview  The queue/agent report selector window and itsinput fields are used to
run the queue/agent reports described in this section.

Queue/Agent report input  The following table describes the input fields on real-time Queue/
fields  Agent report input windows:

Field Definition

Skill: or Split/Skill: Enter the skill name or number that you want to
view in this report. Any name(s) that you want to
appear on the report must have been previously
defined and entered in the Dictionary subsystem.

Refresh Every <#> Enter the number of seconds (3 to 600) to specify

Seconds how often you want the report to refresh. The
default for the Refresh Every <#> Secondsfield in
thiswindow isyour assigned minimum refresh rate
plus 15 seconds. To find out what your minimum
refresh rate is, or to change it, check with your
CentreVu CM S administrator

Enable Report Check the Enable Report Thresholds option to start

Thresholds the report with report thresholds running. Uncheck
the option if you do not want to run report
thresholds.

Run Minimized Check the Run Minimized option to run the report

in a minimized window. Uncheck the option to run
the report at full size.
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Queue/Top Agent Status Report

Overview  Thisreport displays overal skill information along with information
about agents for whom the requested skill is the top skill. This report
resembles the Queue/Agent Status report, but this report also displays
the number of top agents staffed, available, ringing, on ACD calls, in
ACW, in AUX, and in Other, plus the number of flex agents staffed.
The number of calls answered and abandoned also appear on the report.

Things to know about this  Here are some things you need to know about this report:

report This report is available only for switches with EAS.

 "Top Agents" are agents for whom the skill is their highest-lev
skill. If agents have more than one skill at the highest level, th
the first one administered is the top skKill.

* The database items used for the Queue/Top Status report are
stored in csplit and cagent tables.

» Thisreport uses the Queue Report input window. Select a skill
you want to view on the report. S€gueue/Agent report selectol
window and input field$or more information.
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Queue/Top Agent Status  Thefollowing figure provides an example of a Queue/Top Agent Status
report example  report:

Py

r4qQueue/Top Agent Status - T26

Feport Edit Format Tool: Optione Help

SplitiSkill: T26 Top Agents Staffed: 80

Skill State: NORMAL Top Agents Avall. - 79

Top Agents Ringing: 0

Calls Waiting: ] Top Agents an ACD Calls: ]

Dldest Call Waiting: :00 Top Agents in ACYY 0

Direct Agent Calls Waiting: 0 Top Agents in AL 1

% Wyithin Service Level: Top Agents in Other: 0

Sermice Level: L | Flex Agents Staffed: 0

ACD Calls: 0 Reservel Agents Staffed: 0

Ahan Calls: 0 Resere? Agents Staffed: 0
Agent Mame LoginIDr  Extn AL State  SplitSkill Lewvel Time YO Mame —
Reason —
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Queue/Top Agent Status  The following table describes the report fields:
report description

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Skill Name or number of the skill selected for this report. syn(SPLIT)

Skill State The current state of the skill, compared to the SKSTATE
administered thresholds. This displays as Normal,
Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.

Calls Waiting The number of split or skill ACD calls waiting to be INQUEUE+INRING
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not
include direct agent calls.
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Oldest Call The length of time (in seconds) the oldest ACD call has  OLDESTCALL
Waiting waited in queue or ringing (at an agent voice terminal

for each split/skill in the report) before being answered.

This does not include direct agent calls.

Direct Agent Calls ' The current number of direct agent callsthat are DA _INQUEUE+DA _INRIN
Waiting waiting in this skill’s queue or ringing at agent G
positions.

% Within Service ' The percentage of skill ACD callsthat were answered = 100* (ACCEPTABLE/

Level by an agent within the predetermined time. CALLSOFFERED)
<PERCENT_SERV_LVL_SP
L>

Secs Shows the current setting for the Acceptable Service SERVICELEVEL

Level, in seconds, as defined on the Call Center
Administration Split/Skill Call Profile Setup window.

ACD Calls The number of callsthat were queued to the skill and | ACDCALLS
answered by this agent in this skill (includes
O_ACDCALLYS).

Aban Calls The number of calls that are abandoned by the caller ABNCALLS
when calls are in queue or when calls are ringing for
this split/skill. Thisincludes calls with talk times less
than the phantom abandoned call timer value, if itis set.

Top Agents The current number of top agentsthat are staffed in this | TSTAFFED
Staffed skill.

Top AgentsAvail | The current number of top agentslogged into the skill  TAVAILABLE
and available in the skill to take calls.

Top Agents The number of top agentslogged into the skill who TAGINRING
Ringing have ACD calls (including direct agent calls) ringing at
their voice terminals.

Top Agentson Thetotal number of top agents connected to inbound  TONACD
ACD Cadlls and outbound ACD callsin each skill. This does not
include direct agent calls.

Top Agentsin The number of top agentswho arein the after call work | TINACW
ACW state for each skill. This includes agents on ACWIN/

ACWOUT calls and agentsin ACW not associated

with an ACD call.
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Top Agentsin The number of top agents logged into the skill who are | TINAUX

AUX in the AUX work mode for all skills or are on AUXIN/

AUXOUT calls. Does not apply to direct agentsin

ACW.
Top Agentsin The current number of top agent positions that are TOTHER
Other doing other work.

The agent did one of the following activities whilein
the Auto-in or Manual-In state:

* Theagent put any call on hold and performed no
further action.

* Theagentison adirect agent call orin ACW for a

direct agent call.

* Theagentisdialingto placeacall or to activate a
feature.

* The agent has a personal call ringing with no other
activity.

For switcheswith EAS, agents are logged into multiple
skills and doing work for a skill other than this one (on
an ACD call or in call-related ACW). For switches
without EAS, agents are logged into multiple splitsand
doing work for a split other than this one (on an ACD
cal or in call-related ACW). Agent positions show up
as OTHER directly after the link to the switch comes
up and directly after the agentslog in before the
CentreVu CentreVu CM S is notified of the agent’s work

Sstate.
Flex Agents Number of agents who are staffing the skill, but are FSTAFFED
Staffed neither top or reserve agents. Requires ECS R6 or later
with CentreVu Advocate.
Reservel Agents  Number of agents staffing this skill as reservel. R1STAFFED
Staffed Requires ECS R6 or later with CentreVu Advocate.
Reserve2 Agents  Number of agents staffing this skill as reserve2. R2STAFFED
Staffed Requires ECS R6 or later with CentreVu Advocate.
Agent Name The name (or agent IDs if the names have not been syn(LOGID)

assigned in the Dictionary) of the agents assigned to
this split/skill and logged in.

Login ID Thelogin identification of the agent LOGID
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Report Heading

Extn
AUX Reason

State

Skill/Level

Time

VDN Name
(Shows data only
if you have
purchased the
Vectoring feature)

Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

The extension that the agent logged in from. EXTENSION

The reason associated with the auxiliary work state of | AUXREASON
this agent (for example, lunch, break, meeting, or
training). Thisfield isblank if the agent is not in the

AUX state.
The current work mode (state) that the agent isin AWORKMODE and
(AVAIL, ACD, ACW, AUX, DACD, DACW, DIRECTION

RINGING, UNKNOWN, OTHER, UNSTAFF) and the
call direction (blank, IN or OUT).

The skill and level associated with the split/skill or WORKSKILL/

direct agent ACD call that the agent ison or the ACW  syn(WORKSKLEVEL)
session.

WORKSKILL isthe OLDEST_LOGON:

*  When an agent ison an AUXIN/AUXOUT call
from the available state, whilein AUX or with an
AUXIN/AUXOUT call on hold

*  When an agent ison an AUXIN call withan ACD
call on hold.

When an agent ison an AUXOUT call with an ACD

call on hold, thisisthe split/skill associated with the

ACD call. When an agent isavailable, in AUX, or in

OTHER, thisisblank. The level is either a skill level

(1-16) for anormal skill or areserve level (R1 or R2)

for areserve skill. This WORKSKLEVEL appliesto

WORKSKILL.

The elapsed time since the last agent WORKMODE AGTIME
change for any split/skill. Thisitem isnot reset if the

DIRECTION changes, but WORKMODE remains the

same. For example, if the agent goes from AUX to

AUXOUT to AUX, AGTIME continues without

resetting.

The number or name of the VDN for which thereport | VDN
shows data. The Vector Directory Number is associated
with the ACD call in progress.
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Queue/Agent Status Report

Overview

Things to know about this
report

This report is a combination of the Agent report and the Queue/Agent
Summary report. It displays overall split/skill information such as the
number of callswaiting, oldest call waiting, and percent answered
within service level. It aso shows the number of agents available, on
ACD cdlls, staffed, with calls ringing, and on after call work. It also
shows what each agent in the split/skill is currently doing.

Here are some things you need to know about this report:

Direct agent calls waiting are displayed in this report because
direct agent calls occupy split/skill queue slots.

* The database items used for the Queue/Agent Status report ¢
stored incsplit and cagent tables.

* This report uses the Queue Report Input Window. Select a sp
skill that you want to view on the report. S@eieue/Agent report
selector window and input fielder more information.
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The following figure provides an example of a Queue/Agent Status
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example  report:
-'Eﬁ QueuelAgent Status - Total M=l B3
Beport Edit Format Tool: Options  Help
SplitrSkill: Total
Skill State: NORMAL
Calls Waiting: 0 Agents Staffed: 0
Cldest Call Waiting: :00 Agents Avail: 0
Direct Agent Calls Waiting: 0 Agents Ringing: 0
% Wyithin Service Level: Agents in ACW 0
Semvice Level: 4 Agents an ACD Calls: 0
ACD Calls: 0 Agents in AL 0
Aban Calls: 0 Agents in Other: 1]
Agent Marme Login Dy Extn Role Percent AL State  Direction Split'Skill Level Time WDN Mame
Reason
£ 25039 249039 260349 AL e
# 20029 28029 26029 AVAIL S
| 29055 290585 2E05A Ayall i
= 29082 249082 26082 AL e
#8 20020 28080 26080 AVAIL S
| 29043 29043 26043 Ayall i
8 29040 245040 26040 Avall ksl
E 28032 29032 26032 avall b
=/ 290 290 26031 aall A
8 29068 249068 26068 Avall ksl

Diouble Click Ta Run Format T able

| Thresholds: On | 5710

v

Queue/Agent Status report
description

The following table describes the report fields:

Report Heading Description

Split/Skill
this report.

Skill State

The name or number of the split or skill selected for

Database Item,

Calculation, or Database

Item, Calculation, or
<Calculation Name>

syn(SPLIT)

Current state of this skill, compared to the administered = syn(SKSTATE)

thresholds. Requires ECS R6 or later with CentreVu

Advocate.
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Report Heading

Calls Waiting

Oldest Call
Waiting

Direct Agent Calls
Waiting

% Within Service
Level

ACD Cadls

Aban Calls

Agents Staffed
Agents Avail

Description

The total number of split or skill ACD callswaiting to
be answered for each split/skill in the report. This
includes calls that are in queue and are ringing at an
agent’s voice terminal. It also includes outbound ACD
calls placed by an adjunct (also called outbound
predictive dialing). It does not include direct agent
cals.

The length of time (in seconds) the oldest call has
waited in queue or ringing (at an agent voice terminal

for each split/skill in the report) before being answered.

This does not include direct agent calls.

The current number of direct agent callsthat are
waiting in this split's/skill’s queue or ringing at agent
positions.

The percentage of split/skill ACD callsthat were
answered by an agent within the predetermined time.

Shows the current setting for the Acceptable Service
Level, in seconds, as defined on the Call Center
Administration Split/Skill Call Profile Setup.

The number of calls that were queued to this split/skill
and answered by an agent in this split/skill (includes
O_ACDCALLYS).

The number of calls that are abandoned by the caller
when calls are in queue or when calls are ringing for
this split/skill. Thisincludes calls with talk times less

than the phantom abandoned call timer value, if itisset.

NOTE: When acall is queued to multiple splits/skills
and abandons from the queue, only the primary split/

skill increments ABNCALLS. (Callsthat areringing at

an agent’s voice terminal and then abandon count as
abandons for the split/skill for which they were

ringing.)

The total number of agents logged into each split/skill.

The current number of agents that are availableto
receive ACD callsin each split/skill.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

INQUEUE+INRING

OLDESTCALL

DA_INQUEUE+DA_INRIN
G

100* (ACCEPTABLE/
CALLSOFFERED)
<PERCENT_SERV_LVL_SP
L>

SERVICELEVEL

ACDCALLS

ABNCALLS

STAFFED
AVAILABLE
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Report Heading Description

Role

Percent

Agents Ringing

Agentson ACD
Cdls

Agentsin ACW

Agentsin AUX

Agentsin Other

Agent Name

Login ID
Extn

The Agent’s servicerole for this SPLIT, as defined in
the Dictionary. Requires DEFINITY ECS R6 or later
with CentreVu Advocate.

The Agent’s percent allocation for this SPLIT. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.

The current number of agents that are available and
have ACD calls (including direct agent calls) ringing at
their voice terminal, but have not yet answered. If the
agent places a call or answers an extension call, the
agent is shown in the AUX work state, rather than in
the ringing state.

The total number of agents that are connected to
inbound and outbound ACD callsin each split/skill.
This does not include direct agent calls.

The number of agents that are in the after call work
mode for each split/skill. Thisincludes agents on
ACWIN/ACWOUT calls and agentsin ACW not
associated with an ACD call.

The current number of agentswho areinthe AUX
work mode for all splits/skills, including agents who
are handling AUXIN/AUXOUT calls.

The current number of agent positions that are doing
other work. The agent did one of the following
activitieswhile in the Auto-in or Manual-In state: The
agent put any call on hold and performed no further
action. The agent ison adirect agent call or in ACW
for adirect agent call. The agent isdialing to place a
call or to activate afeature. The agent hasaringing
personal call with no other activity. Agents are logged
into multiple splits and doing work for asplit other than
this one.

The name(s) of the agent(s) assigned to this split/skill
and logged in (or their login IDsif names have not been
assigned to them in Dictionary).

The login identification of the agent.
The extension that the agent logged in from
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn(ROLE)

PERCENT

AGINRING

ONACD

INACW

INAUX

OTHER

syn(LOGID)

LOGID
EXTENSION
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Role The Agent's servicerole for thisSPLIT, asdefinedin | syn(ROLE)
the Dictionary. Requires DEFINITY ECS R6 or later
with CentreVu Advocate.

Percent The Agent’s percent allocation for this SPLIT. Requires PERCENT

DEFINITY ECS R6 or later with CentreVu Advocate.

AUX Reason The reason associated with the auxiliary work stateof | AUXREASON
this agent (for example, lunch, break, meeting, or
training). Thisfield is blank if the agent is not in the

AUX state.
State The current work mode (state) that the agent isin syn(WORKMODE) and
(AVAIL, ACD, ACW, AUX, DACD, DACW, syn(DIRECTION)

RINGING, UNKNOWN, OTHER, UNSTAFF) and the
cal direction (blank, IN or OUT).

Split/Skill The skill and level associated with the split/skill or syn(WORKSKLEVEL)
direct agent ACD call that the agent is on or the ACW
session.
WORKSKILL isthe OLDEST_L OGON:

*  When an agent ison an AUXIN/AUXOUT call
from the available state, whilein AUX or with an
AUXIN/AUXOUT call on hold

*  When an agent ison an AUXIN call withan ACD
call on hold.

When an agent ison an AUXOUT call with an ACD

call on hold, thisisthe split/skill associated with the

ACD call. When an agent isavailable, in AUX, or in

OTHER, thisisblank. The level is either a skill level

(1-16) for anormal skill or areserve level (R1 or R2)

for areserve skill. This WORKSKLEVEL appliesto

WORKSKILL.

Level The skill level associated with the agent’s current syn(WORKSKLEVEL)
WORKSKILL, when WORKSKILL isnot null.
Requires a switch with the EAS feature. For CentreVu
Advocate, in the cagent table, WORK SKLEVEL
contains either a skill level (1-16) for anormal skill, or
areserve level (1 or 2) for areserve kill. This
WORKSKLEVEL appliesto WORKSKILL.
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Report Heading

Time

VDN Name
(Shows data only
if you have
purchased the
Vectoring feature)

Description

The elapsed time since the last agent WORKMODE
change for any split/skill. Thisitem isnot reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without
resetting.

The number or name of the VDN for which the report
shows data. The Vector Directory Number (VDN) is
associated with the ACD call in progress.

3-56

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

AGTIME

VDN
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Queue/Agent Summary Report

Overview

Things to know about this
report

Queue/Agent Summary
report example

This report summarizes the split's/skill’s queue status (for example,
how many calls are waiting in queue). It also summarizes the status of
all agents (for example, how many agents are currently staffed or in
after call work for the split or skill).

Here are some things you need to know about this report:

» Direct agent calls waiting are displayed in this report because
direct agent calls occupy split/skill queue slots.

* The database items used for the Queue/Agent Summary repc
stored in the csplit and cagent tables.

*  This report uses the Queue Report Input Window. Select a sp
skill that you want to view on the report. S@eieue/Agent report
selector window and input fielder more information.

The following figure provides an example of a Queue/Agent Sumn
report:

Queuefdgent Summary - T26 =] E3
Beport Edit Format Tool: Options  Help
Split'skill: T26

Skill State: NORMAL

Calls Waiting: 0
Dldest Call Waiting: 00
Direct Anent Calls Waiting: 1]
% Within Service Level;

Serice Level; 1
Anents Staffed: 80 Anents on ACD Calls: 0
Agents Avail: 79 Anents in ACWY 1]

Anents Ringing: 0

q [

| Thiesholds: on | sT10
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Queue/Agent Summary

report description

Report Heading

Split/Skill

Skill State

Calls Waiting

Oldest Call
Waiting

Direct Agent Calls
Waiting

% Within Service
Level

Agents Staffed:

Agents Avail:

Description

The name or number of the splits/skills selected for this
report.

The current state of the skill, compared to the
administered thresholds. This displays as Normal,
Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.

The number of split or skill ACD callswaiting to be
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not
include direct agent calls.

The length of time (in seconds) the oldest call has
waited in queue or ringing (at an agent voice terminal
for each split/skill in the report) before being answered.
This does not include direct agent calls.

The current number of direct agent calsthat are
waiting in this split's/skill’s queue or ringing at agent
positions.

The percentage of split/skill ACD callsthat were
answered by an agent within the predetermined time.

The size of each service level increment is measured in
seconds. Each increment of seconds represents a
progressively longer wait time segment during which
calls may be answered or abandoned, and each
increment can be a different length. These increments
are defined in the Call Center Administration - Split/
Skill Call Profile Setup window or VDN Call Profile
Setup window.

The total number of agents that are logged into each
split/skill.

The current number of agents that are availableto
receive ACD callsin this split/skill.

3-58

The following table describes the report fields:

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn(SPLIT)

SKSTATE

INQUEUE+INRING

OLDESTCALL

DA_INQUEUE+DA_INRIN
G

100* (ACCEPTABLE/
CALLSOFFERED)
<PERCENT_SERV_LVL_SP
L>

PERIOD1-9

STAFFED

AVAILABLE
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Report Heading Description

Agents Ringing:

Agentson ACD
Cdls:

Agentsin ACW:

The current number of agents that are available and
have ACD calls (including direct agent calls) ringing at
their voice terminal but have not yet answered. If the
agent places a call or answers an extension call, the
agent is shown in the AUX work state, rather than in
the ringing state.

Thetotal number of agents that are connected to
inbound and outbound ACD callsin each split/skill.
This does not include direct agent calls.

The number of agents who arein the after call work
mode for each split/skill. Thisincludes agents on
ACW-IN/ACW-OUT callsand agentsin ACW not
associated with an ACD call.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

AGINRING

ONACD

INACW
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Split/Skill Reports

Overview

Purpose  From the Real-Time Split/Skill menu you can select Split Status (non-
EAS) or Skill Status (EAS), Split/Skill Report, or Call Profile.
Additionally, if you have the EAS feature, you can select Top Agent
Status, Top Agent Report, and Skill AUX Report

The Split Status report or Skill Status report shows the status of one
split or one skill. If you have the EAS feature, your system displaysthe
Skill Status report. If you do not have the EAS feature, your system
displays the Split Status report.

Organization of this section  This section contains the following topics:
e  General Information About Split/Skill Reports
o  Split/Skill Report Selector Window and Input Fields
o Split/skill report input fields
«  Split/Skill Call Profile Report
* Real-Time Graphical Active Agents Report
* Real-Time Graphical Allocated Agents Report
e Split/Skill Graphical AUX Agents Report
o Split/Skill Graphical AUX Top Agents Report
o  Split/Skill Graphical Call Profile Report
»  Split/Skill Graphical EWT Report
o  Split/Skill Graphical Queue Report
o Split/Skill Graphical Skill Overload Report
»  Split/Skill Graphical Staffing Profile Report
o  Split/Skill Graphical Status Report
e Split/Skill Graphical Top Skill Status Report
* Reservel AUX Agents Report
* Reserve2 AUX Agents Report
«  Skill AUX Report
e  Skill Status Report
e  Skill Top Agent Report
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Split Status Report

Split/Skill Report

Split/Skill by Location Report

Split/Skill Top Agent Status Report
Split/Skill Agent Status by Location Report
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General Information About Split/Skill Reports

Organization of split/skill  Thefollowing list shows how the Split/Skill reports are organized in
reports  CentreVu Supervisor:

* Call Profile

*  Graphical Active Agents

»  Graphical Allocated Agents

*  Graphical AUX Agents Report
*  Graphical AUX Top Agents Report
e  Graphical Call Profile

e  Graphical EWT

e  Graphical Queue

*  Graphical Skill Overload

»  Graphical Staffing Profile

*  Graphical Status

e  Graphical Top Skill Status

* Reservel AUX Agents

* Reserve2 AUX Agents

o  Skill AUX

o Skill Status

e  Skill Top Agent

e  Split Status

*  Split/Skill Report

*  Split/Skill by Location Report
 Top Agent Status Report

* Agent Status by Location Report
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Split/Skill Report Selector Window and Input Fields

Overview

Split/Skill report selector
window

Select a Aeport

The split/skill report selector window and the split/skill report input
window are used to run the split/skill reports described in this section.

The following figure is an example of the Split/Skill report selector
window. The reports are explained in the same order aslisted in the
window:

K E
Real-Time ] Hiztarical ] |nteqrated ]
Fun Report for ACD: El:":"t
IST'I 1] j Agent Status by Location -~
Category: Call Frofile
Agent Graphical Active Agents
Other Graphical Allocated Agents
Hueue/Agent Graphical AU Agents Repart
Trunk/Trunk Group Graph?cal ALl TDFI Agentz Report
WOk Graphical Call Profile
Wectar Graphical EWT
Designer Graphical Queue
Graphical Skil Overload |
— Description
Shows zkill status for a zelected zplit/zkill, and one or more location D
Script... | Froperties | Copy | elete | Help |
0k I Edit | MHew | Cancel |

Split/skill report input fields

Field

Skill:, Split:, Split/Skill:, or
Splits/Skills:

The reportsin this section use the Split/Skill Reports Input Window.
The following table describes the input fields on real-time Split/Skill
report input windows. Not all reports use al fields; refer to information
for the specific report you are running to determine what you want to
view. For example, you may enter a skill or split/skill to run the report.

All possible fields on this window are described here:
Definition

Fill in the Skill (or split) input name or number for which you want to
run the report. You can enter asplit/skill name only if the name has been
defined in Dictionary.



Split/skill report input fields

Real-Time Reports

Split/Skill Report Selector Window and Input Fields

Field
Multi-Location ID

Refresh Every <#> Seconds

Enable Report Thresholds

Run Minimized

CentreVu Supervisor Release 9 Reports
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Definition
Select alocation ID for which to run the report. Thelocation ID isan ID

number of 1 44 digitsassigned to aDEFINITY port network location
and the equipment assigned to that port |ocation.

Enter the number of seconds (3 to 600) to specify how rapidly CentreVu
CM S should update the report data. The default for the Refresh Every
<#> Seconds: field in this window is your assigned minimum refresh
rate plus 15 seconds. To find out what your minimum refresh rate is, or
to changeit, check with your CentreVu CM S administrator.

Check the Enable Report Thresholds option to start the report with
report thresholds running. Uncheck the option if you do not want to run
report thresholds.

Check the Run Minimized option to run the report in a minimized
window. Uncheck the option to run the report at full size.

The reportsin this section use the Split/Skill Reports Input Window.

The following table describes the input fields on real-time Split/Skill
report input windows. Not all reports use al fields; refer to information
for the specific report you are running to determine what you want to
view. For example, you may enter a skill or split/skill to run the report.

All possible fields on this window are described here:

Field
Skill:, Split:, Split/Skill:, or

Splits/Skills:

Multi-Location ID

Refresh Every <#> Seconds

Enable Report Thresholds

Run Minimized

Definition
Fill in the Skill (or split) input name or number for which you want to

run the report. You can enter asplit/skill name only if the name has been
defined in Dictionary.

Select alocation ID for which to run the report. Thelocation ID isan ID
number of 1 44 digitsassigned to aDEFINITY port network location
and the equipment assigned to that port location.

Enter the number of seconds (3 to 600) to specify how rapidly CentreVu
CMS should update the report data. The default for the Refresh Every
<#> Seconds: field in thiswindow is your assigned minimum refresh
rate plus 15 seconds. To find out what your minimum refresh rate is, or
to changeit, check with your CentreVu CM S administrator.

Check the Enable Report Thresholds option to start the report with
report thresholds running. Uncheck the option if you do not want to run
report thresholds.

Check the Run Minimized option to run the report in a minimized
window. Uncheck the option to run the report at full size.
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Split/Skill Call Profile Report

Overview

Things to know about this
report

Split/Skill Call Profile report

This report shows the wait times of incoming calls that are answered
and abandoned in a split or skill during the current interval.

Here are some things you need to know about this report:

o Calls are displayed in ten columns, with each column represel
a progressively longer wait time (increment).

* The database items used for the Split/Skill Call Profile Report
stored in the csplit table.

*  You must have administered service level and wait time
increments for this report to be meaningful.

e  Thisreport uses the Split/Skill Report Input Window. Select a <
that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fielder more information.

The following figure provides an example of a Split/Skill Call Profil

example  report:
CHSpIit!SkiII Call Profile - Gold - |EI|5|
Beport Edit Format Tool: Option: Help
SplitfSkill: Gold % Within Service Level: 53.33
Seconds 0- 0- 0- 0- 0- 0- 0- 0- 0- 0- >
ACD Calls: 15 0 1] 1] 1] 1] 1] 1] 1]
Aban Calls: 0 0 1] 1] 1] 1] 1] 1] 1]
ACD Calls: 15 Aban Calls: 1]
Avg Speed Ans: :00 Avwg Aban Time:
% Ans Callg; ** % Aban Calls: .on
| Thresholds: On 16_dadsleas v
_—
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Split/Skill Call Profile report  The following table describes the report fields:

description
Report Heading | Description Database Item, Calculation,
or Database Iltem,
Calculation, or <Calculation
Name>
Split/Skill The name or number of the split/skill selected for this | syn(SPLIT)
report.
% Within Service ' The percentage of split/skill ACD calls that were 100*( ACCEPTABLE/
Level answered by an agent within the predefined time. Calls | CALLSOFFERED)
offered to the split/skill include calls that were <PERCENT_SERV_LVL_SPL>
abandoned and calls that were not answered, but do not
include direct agent calls. Calls that were not answered
may include forced busy calls, forced disconnect calls,
callsredirected to another destination, and calls queued
to more than one split/skill and answered in another
split/skill.
Seconds The size of each increment is measured in seconds. PERIOD1-9
Each increment of seconds represents a progressively
longer wait time segment during which calls may be
answered or abandoned, and each increment can be a
different length. These increments are defined in the
Call Center Administration Split/Skill Call Profile
Setup window.
ACD Cdlls Thisis the number of calls that were sent to the split/ ACDCALLS1-10

skill that were answered by an agent within each
increment. This includes outbound ACD calls placed
by an adjunct (also called outbound predictive dialing).
It does not include direct agent calls.

Aban Calls The number of callsto the split/skill that were ABNCALLS
abandoned within each increment. If callsare queuedto
multiple splits/skills, only the first split/skill queued to
records an abandon. Thisincludes outbound ACD calls
placed by an adjunct (also called outbound predictive
dialing). It does not include direct agent calls.

(Total) ACD Calls | Thetotal number of ACD calls that were sent to the ACDCALLS
split/skill that were answered by an agent in the split/
skill. Thisincludes outbound ACD calls placed by an
adjunct (also called outbound predictive dialing). It
does not include direct agent calls.
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Report Heading Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

Avg Speed Ans The average time calls waited in queue and ringing ANSTIME/ ACDCALLS
before an agent answered. This does not include direct | <AVG_ANSWER_SPEED>
agent calls, but it does include outbound ACD calls
placed by an adjunct (also called outbound predictive

dialing).
% Ans Cdlls The percentage of calls queued to the split/skill that 100*( ACDCALLY
were answered by an agent. Calls to the split/skill CALLSOFFERED)

include abandoned calls and calls not answered. Calls | <PERCENT_CALL_ANS>
not answered may include forced busy calls, forced

disconnect calls, calls redirected to another destination,

and calls queued to more than one split/skill and

answered in another split/skill. It does not include

direct agent calls.

(Total) Aban Calls | Thetotal number of calls queued for each split/skill that = ABNCALLS
abandoned before an agent answered. This includes
calls that abandon from ringing at a voice terminal.
Direct agent calls are not included. Thisincludes
outbound calls where the far end abandoned as well.

Avg Aban Time  Theaveragetime callswaited in split/skill before ABNTIME/ ABNCALLS
hanging up. <AVG_ABANDON_TIME>

% Aban Calls The percentage of queued callsto the split/skill that 100*( ABNCALLY
were abandoned before being answered by an agent. CALLSOFFERED)
Callsto the split/skill include outbound ACD calls <PERCENT_CALL_ABAN>
placed by an adjunct (outbound predictive dialing). It
does not include direct agent calls.
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Real-Time Graphical Active Agents Report

Overview

Things to know about this
report

Thisreport, which is available only for customers who have
DEFINITY ECSR6 or later switches with EAS and have purchased
CentreVu Advocate, displays how many agents of different types are
active for a selected skill.

If CentreVu Advocate is not activated, the fields of the report which
pertain to CentreVu Advocate will not be populated.

Here are some things you need to know about this report:

You can access this report from the Real-Time Split/Skill
Category selector menu.

»  Call center supervisors can use this report to see the number
Top, Flex, Reservel, and Reserve2 agents staffed. The supe
will also be able to see the number of each of those categorie
agents who are active for the skill.

»  This report consists of two charts, as well as individual data it
and field labels.

* This report has a two-dimensional bar chart.
*  The chart contains the following information:

—  The title of the chart is “Top Agents Active,” and is center
above the bar chart.

—  The x-axis contains the labels, “This Skill” and “Other
Skills,” while the y-axis shows the number of agents.

»  This report has a three-dimensional pie chart,

*  The pie chart contains the following information for the numbe
agents active for the specified skKill:

—  The title of the chart is “Active Agents for xxx,” where xxx
the specified skill, and is centered above the pie chart.

—  The pie chart's legend will be displayed by default, and
shows Top, Flex, Reservel, and Reserve2 agents.

—  The number of agents for each category are displayed.

* The database items used in the Graphical Active Agents repol
stored in thecsp1it table.

*  This report uses the Split/Skill Report Input Window. Select a <
that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fieldsr more information.
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Graphical Active Agents  The following figure provides an example of a Graphical Active
report example Agents report:
CHActive Agentsz - Skilll - |EI|5|

Feport Edit Format  Tools

Qptions  Help
SplitfSkill: Skilll

Top Agents Staffed: 0
Flex Agents Staffed: 80

Skill State: NORMAL
Reservel Agents Staffed: 0
Heserve? Agents Staffed: 0

1.0
0.5
0.5
0.4
0.2
0.0

Top Agents Active

This Skill

Other Skills

Agents Active

Top Agents

Flex Agents

. Reservel

Reserve

100%

Double Click To Run Farmat Chart | Threzholds: On

Graphical Active Agents

report description

Report Heading Description

Split/Skill

Top Agents
Staffed:

Flex Agents
Staffed:

The name or number of the split/skill selected for this

report.

The current number of top agents that are staffed in

B dadsleas -

The following table describes the report fields:

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn(SPLIT)

TSTAFFED

SPLIT. Available with switches with the EAS feature.
However, “top” database items are significant only for
Generic 3 switches and the ECS with EAS. TSTAFFED

= TAVAILABLE + TAGINRING

The number of agents who are staffing the skill, but &8TAFFED
neither top or reserve agents. This field will contain

backup agents if the CentreVu Advocate feature is not

used, because the database item consists of agents

whose roll in the skill is backup (regardless of the
administration of CentreVu Advocate), allocation, or

roving. Requires DEFINITY ECS R6 or later with

CentreVu Advocate.
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Report Heading

Skill State

Reservel Agents
Staffed:

Reserve2 Agents
Staffed:

Top Agents
Active chart“This
Skill”

Top Agents
Active chart
“Other Skills”

Agents Active
chartTop Agents

Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

The current state of the skill, compared to the syn(SKSTATE)
administered thresholds. Requires DEFINITY ECS R6
or later with CentreVu Advocate.

The number of agents staffing this skill as reservel. R1STAFFED
Requires DEFINITY ECS R6 or later with CentreVu

Advocate.

The number of agents staffing this skill as reserve2. R2STAFFED
Requires DEFINITY ECS R6 or later with CentreVu

Advocate.

The number of top agents logged into the skill, who al@®©NACD + TINACW +
on inbound and outbound ACD calls, plus the numb@AGINRING

of top agents who are in ACW for ACD callls, plus the

number of top agents who have ACD calls ringing and

are not doing anything else.

The number of top agents that are doing other work. TOTHER
Agents are logged into multiple splits/skills other than
this one (on an ACD call or in ACW, or ACD calls
ringing). While in Auto-in or Manual-in mode: the

agent put any call on hold and has performed no further
action; the agent is on a direct call or in ACW for a
direct agent call; the agent is dialing to place a call or to
activate a feature; an extension call or a direct agent
ACD call is ringing with no other activity. Agents are
available for other, multiple call handling skills. Agent
POSITIONS will show up in TOTHER directly after

the link to the switch comes up and directly after the
agents log in before the CentreVu CMS is notified of
the agent's work state. Available with switches with the
EAS feature. However, “top” database items are only
significant for Generic 3 switches and ECS with EAS.
TOTHER includes TDA_INACW and TDA_ONACD.

The number of top agents logged into the skill, who afl@®NACD + TINACW +
on inbound and outbound ACD, plus the number of tdpGINRING

agents who are in ACW for ACD calls, plus the number

of top agents who have ACD calls ringing and are not

doing anything else.
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Report Heading Description

Agents Active
chartFlex Agents

AgentsActive
chartReservel
Agents

Agents Active
chartReserve2
Agents

The number of flex agentson ACD calls, plus the
number of flex agentsin ACW, plus the number of flex
agents with this skill that have an ACD call ringing.

The number of reservel agents on ACD calls, plusthe
number of reservel agentsin ACW, plus the number of
reservel agents with this skill that have an ACD call
ringing.

The number of reserve2 agents on ACD calls, plusthe
number of reserve2 agentsin ACW, plus the number of
reserve2 agents with this skill that have an ACD call
ringing.

3-71

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

FONACD + FINACW +
FAGINRING

R1ONACD + R1INACW +
R1AGINRING

R20ONACD + R2INACW +
R2AGINRING
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Real-Time Graphical Allocated Agents Report

Overview

Things to know about this
report

Thisreport, which is available only for customers who have
DEFINITY ECSR6 or later switches with Expert Agent Selection
(EAS) and have purchased CentreVu Advocate, displays the number of
active and staffed percent allocation agents who are staffing a selected
skill.

If CentreVu Advocate is not activated, the fields of the report which
pertain to CentreVu Advocate will not be popul ated.

Here are some things you need to know about this report:

You can access this report from the Real-Time Split/Skill
Category selector menu.

* The Graphical Allocated Agents report will show the total num
of active agents and full-time equivalent agents, for a selecte
skill. This report will also show the number of Standard,
Reservel, and Reserve2 agents staffed and the number of e
those categories of agents who are active for the skill.

e  The Call Center manager or supervisor can use this report to
determine how many agents are active from each agent pool
compare that to the number of total staffed agents.

e  This report shows the following two-dimensional bar charts:
*  The charts contain the following information:

— The chart on the left side of the report displays the agent
active for the specified skill, and has a bar for the numbe
standard agents active, a bar for the number of reservel
agents active and a bar for the number of reserve 2 ager
active.

— The chart on the right side of the report displays staffed
agents and has a bar each for the number of standard ac
staffed, number of reservel agents staffed, and number «
reserve2 agents staffed.

* The database items used in the report are stored iastiie t
table.

»  Thisreport uses the Split/Skill Report Input Window. Select a <
that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fielder more information.
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Graphical Allocated Agents  The following figure provides an example of a Graphical Allocated
report example Agents report:

Cﬂﬁ.llucated Agents - Skilll - |EI|5|
Beport Edit Format Tool: Option: Help
SplitSkill: Skilll Total Agents Active: 0
Skill State: NORMAL Full Time Equivalent Agents Staffed: O
Agents Active Staffed Agents
1.0 &0
0.6
Standard 60 +— B Standard
0.6
Reserve] 40 — — Feserve]
0.4
0.2 . FeserveZ 01— _ . FeserveZ
0.0 01— —
|| Thresholds: CIff 16_dadszleas v

Graphical Allocated Agents  The following table describes the report fields:
report description

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Skill: The name or number of the split/skill selected for this = syn(SPLIT)
report.
Skill State The current state of the skill, compared to the syn(SKSTATE)

administered thresholds. Requires DEFINITY ECS R6
or later with CentreVu Advocate.

Total Agents The current number of POSITIONSthat are on inbound ONACD + INACW +
Active: and outbound ACD calls; plus the current number of AGRING

POSITIONS that are in after call work (ACW),

including agentson ACWIN/ACWOUT callsaswell as

agentsin ACW not associated with an ACD call; plus

the current number of POSITIONS at which skill or

direct agent calls are ringing.

Full Time CentreVu Advocate full-time equivalent number of FTE_AGENTS
Equivalent Agents = agents staffed for this skill. Full Time Equivalent
Staffed: Agents Staffed = TOT_PERCENTS/ 100.
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Report Heading Description

Standard Agents
(active)

Standard Agents
(staffed)

Reservel Agents
(active)

Reservel Agents
Staffed:

Reserve2 Agents
(active)

Reserve2 Agents
Staffed:

The current number of POSITIONS that are on inbound
and outbound ACD calls; plus the current number of
POSITIONS that are in ACW, including agents on
ACWIN/ACWOUT callsaswell asagentsin ACW not
associated with an ACD call. Thisalso includes the
current number of POSITIONS at which skill or direct
agent calls are ringing, minus the reservel agents
(active); or the number of reservel agents on ACD
cals, plus the number of reservel agentsin ACW, plus
the number of reservel agents with this skill that have
an ACD call ringing. Thisfield is minus the reserve2
agents (active); or the number of reserve2 agents on
ACD calls, plusthe number of reserve2 agentsin ACW,
plus the number of reserve?2 agents with this skill that
have an ACD call ringing.

The current number of POSITIONS that are staffed
(logged in), minus the number of agents staffing this
skill as reservel, minus the number of agents staffing
this skill asreserve2.

The number of reservel agents on ACD calls, plusthe
number of reservel agentsin ACW, plus the number of
reservel agents with this skill that have an ACD call
ringing.

The number of agents staffing this skill as reservel.
Requires DEFINITY ECS R6 or later with CentreVu
Advocate.

The number of reserve2 agents on ACD calls, plusthe
number of reserve2 agentsin ACW, plus the number of
reserve2 agents with this skill that have an ACD call
ringing.

The number of agents staffing this skill as reserve2.
Requires DEFINITY ECS R6 or later with CentreVu
Advocate.

374

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

(ONACD + INACW +
AGINRING) - (RIONACD +
R1INACW + R1IAGINRING)
- (R2ONACD + R2INACW +
R2AGINRING)

STAFFED - R1STAFFED -
R2STAFFED

(R1IONACD + R1INACW +
R1AGINRING)

R1STAFFED

(R2ONACD + R2INACW +
R2AGINRING)

R2STAFFED
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Split/Skill Graphical AUX Agents Report

Overview

Things to know about this
report

Report formats

Thisreport, which is available only with the DEFINITY ECSrelease,
shows all agents with this skill who arein AUX, the reason, and the
timein AUX.

Here are some things to know about this report:
You can access this report in the following ways:
*  From the Real-Time Split/Skill Category selector menu.

e By drilling down from the AUX work state fields on other repot
to this report (only available witPhEFINITY ECS). All other
switch/EAS configuration drills down to the Work State Repor

This report shows the following two-dimensional pie chart informat
for the number of agents in AUX for each reason code for that skil

*  The pie chart's legend shows the synonym for each reason c
and its corresponding color of the pie.

 The legend is sorted in ascending order by the reason code
number, with the customer-defined synonym for reason code
the bottom.

The number of agents are shown inside each slice of the pie.
This report includes the following table information:

* Arow for each agent currently in the AUX work state for that
skill.

 The agent's name, login ID, reason code, and the time in AU>
since the agent entered AUX for that reason code.

*  You can specify how you want to sort the agent's name, login
reason code, and time.

*  You can use the scroll bar to see additional agents who are ir
AUX state.

»  Call center supervisors can use this report to see which staffe
agents are unavailable to take calls, and for what reason. The
supervisor can also see how long each agent has been unavz
for each of the reason codes. This will help show the supervis
who can be pulled to answer calls if call volumes increase, ar
will also help to identify agents who are taking too long for
breaks, lunch, etc.
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From this report, you can drill-down to the Agent Information
report from the Agent Name field.

The chart type can be changed. See Chapter 2: "Using Repor
this document for more information.

The database items used for the Split/Skill Graphical AUX Age
Report are stored in thesp1it and cagent tables.

This report uses the Split/Skill Report Input Window. Select a <
that you want to view on the report. S8elit/skill report input
fields for more information.

This report shows the following two-dimensional pie chart informat
for the number of agents in AUX for each reason code for that skil

The pie chart's legend shows the synonym for each reason c
and its corresponding color of the pie.

The legend is sorted in ascending order by the reason code, \
the customer-defined synonym for reason code O at the botto

The number of agents are shown inside each slice of the pie.
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of a Split/Skill Graphical

CH#UX Agentz Report - Cruizes - |EI|5|
Beport Edit Format Toole Option: Help
Skill: Cruises Agents in AUX: 7
E-rrail Class
14 Fax Conference
1 Ereak Other
. v []
Lunch Persanal
Meeting Training

Agent Name Login ID AUX Reason Time

2 Wanda 2009 Conference ****
2 Cindy 2013 Other A
2 Howard 2017 Conference ***
2 Janet 2035 Conference ****
[&2 Christine 2042  Meeting aktehaielall |

Double Click Tao Run Format Chart v

Split/Skill Graphical AUX  The following table describes the report fields:

Agents report description

Report Heading Description

Skill: The name or number of the skill (up to 20 characters)
that is selected for this report.

Agentsin AUX: | The current number of agent positions that arein AUX
mode for this skill or on AUX-IN/JAUX- OUT calls.

Reason Code 0 The current number of positions that are in auxiliary
work with reason code zero (0) for this skill or on
AUXIN/AUXOUT calls. Reason codeOisfor "system"
AUX work when reason codes are active ( DEFINITY
ECSwith EAS and later).

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn( SPLIT)

INAUX

INAUXO
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Report Heading Description

Reason Code 1-9

Agent Name

LoginID
Location ID

AUX Reason

Time

The current number of positions that are in auxiliary
work with each of the reason codes 1-9 for this skill or
on AUXIN/AUXOUT cadlls. ( DEFINITY ECS and
later).

The names (or agent IDsif the names have not been
assigned in Dictionary) of the agents assigned to this
split/skill and logged in.

Thelogin identification of the agent. LOGID

Thelocation 1D(s) associated with the agent. ThisID is
not associated with the agent personally, but rather with
the terminal the agent islogged into. It isalso
associated with a port network location ID on
DEFINITY. If the Agent Site Tracking feature is not
available on your system, the field will not display
meaningful data.

For the DEFINITY ECS, thisis the reason associated
with the auxiliary work state (on abreak, in a meeting,
and so on) of this agent. Thisfield isblank if the agent
isnot in the AUX work state.

The elapsed time since the last agent WORKMODE
change for any split/skill. Thisitem is not reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without
resetting.

3-78

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

INAUX1-9

syn(LOGID)

LOC_ID

syn( AUXREASON)

AGTIME
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Split/Skill Graphical AUX Top Agents Report

Overview

Things to know about this
report

Thisreport, which is available only with the DEFINITY ECSrelease,
shows top agents with this skill who arein AUX, the reason, and the
timein AUX.

Here are some things to know about this report:

You

Call center supervisors can use this report to see which top a
are unavailable to take calls, and for what reason. The supen
will also be able to see how long each top agent has been
unavailable for each of the reason codes. This will help the
supervisor figure out who could be pulled in to answer calls if
volumes increase, and will also help to identify top agents whc
taking too long for breaks, lunch, etc.

Top agents are agents for whom this measured skill is their hig
priority. The skill level 1 is the highest priority and 16 is the
lowest.

The chart type can be changed. See Chapter 2: "Using Repor
this document for more information.

The database items used for the Split/Skill Graphical AUX Toj
Agents Report are stored in theplit and cagent tables.

This report uses the Split/Skill Report Input Window. Select a s
that you want to view on the report. S8elit/skill report input
fields for more information.

can access this report in the following ways:

From the Real-Time Split/Skill Category selector menu

By drilling down from the AUX or Top Agent AUX

(csplit. TINAUX) work states on other top agent reports to this

agent report. This occurs only willEFINITY ECS with EAS;
otherwise, you drill down to the Work State report.

This report includes the following table information:

A row for each top agent that is currently in the AUX work sta
for that skill.

The top agent's name, login ID, reason code, and the time in 4
since the agent entered AUX for that reason code.
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Split/Skill Graphical AUX
Top Agents report example

*  You can specify how you want to sort the agent's name, login
reason code, and time.

* You can use the scroll bar to see additional top agents that ar
the AUX state.

This report shows the following 2-D pie chart information for the
number of agents in AUX for each reason code for that skill:

* The pie chart's legend shows the synonym for each reason c
and its corresponding color of the pie.

*  The number of agents are shown inside each slice of the pie.

 The legend is sorted in ascending order by reason code numl
with the customer-defined synonym for reason code 0 at the
bottom.

The following figure provides an example of a Split/Skill Graphical
AUX Top Agents report:

CH#UX Top Agentz Report - Cruizes - |EI|5|
Beport Edit Format Tool: Options Help
Skill: Cruises Top Agents in AUX: 3
E-rrail Class
Fax Conference
1 1
. Ereak Other
1

Lunch Persanal
Meeting Training

Agent Name Login ID AlUX Heason Time

22 Christine 2042  E-mail A
2 Joyce 2051  Meeting falelatell
2 Manuel 2056 Conference %+

Double Click Tao Run Format Chart v
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Split/Skill Graphical AUX  The following table describes the report fields:
Top Agents report

description
Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
Skill: The name or number of the skill (up to 20 characters) thatis  syn( SPLIT)
selected for this report.
Top Agentsin The number of top agents logged into the skill who arein INAUX
AUX: the AUX work mode. Thisincludes agents on AUXIN/
AUXOUT calls.

Reason Code 0 The current number of positions that are in auxiliary work =~ NAUXO
with reason code zero (0) for this skill or on AUXIN/
AUXOUT calls. Reason code "0" isfor "system” AUX
work when reason codes are active ( DEFINITY ECS with
EAS and later).

Reason Code 1-9 | The current number of positions that are in auxiliary work = INAUX1-9
with each of the reason codes 1-9 for this skill or on
AUXIN/AUXOUT calls ( DEFINITY ECS and later).

Agent Name The names (or agent IDsif the names have not been syn(LOGID)
assigned in Dictionary) of the agents assigned to this skill
and logged in.

Login ID Thelogin identification of the agent. LOGID

Location ID The location ID(s) associated with the agent. ThisID isnot | LOC_ID

associated with the agent personally, but rather with the
terminal the agent islogged into. It is also associated with a
port network location ID on DEFINITY. If the Agent Site
Tracking feature is not available on your system, the field
will not display meaningful data

AUX Reason For the DEFINITY ECS, thisisthe reason code associated = syn( AUXREASON)
with the auxiliary work state (on abreak, in a meeting, and
so on) of this agent. Thisfield isblank if the agentisnot in
the AUX state.

Time The elapsed time since the last agent WORKMODE change | AGTIME
for any split/skill. Thisitem isnot reset if the DIRECTION
changes, but WORKM ODE remains the same. For
example, if the agent goes from AUX to AUXOUT to
AUX, AGTIME continues without resetting.
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Split/Skill Graphical Call Profile Report

Overview

Things to know about this
report

This report shows how well the split or skill you specify is performing
compared to your call center’s predefined acceptable service level.

Here are some things to know about this report:

You can access this report from the Real-Time Split/Skill
Category selector menu.

The split/skill selected for the report and the predefined accepit
service level are displayed above the top graph. Legends app
the right of each chart.

On the bottom graph, the horizontal axis represents the servi
interval in seconds, and the vertical axis represents the numb
ACD calls answered/abandoned within the acceptable service
level.

The number displayed for each service interval is the upper li
of the interval. For example, if the first two intervals are "3" ar
"5," the first data point on the graph indicates the number of c
answered/ abandoned within 0-3 seconds, and the second de
point indicates the number of calls answered/abandoned with
5 seconds.

The chart type can be changed. See Chapter 2: "Using Repor
this document for more information.

The database items used for this report are stored in the
csplittable.

This report uses the Split/Skill Report Input Window. Select a <
that you want to view on the report. S8elit/skill report input
fields for more information.

This report has two charts:

The top chart, a three-dimensional pie chart, shows the percel
of ACD calls answered within the predefined Acceptable Serv
Level and the percentage of ACD calls answered outside this
level.

The bottom chart, a stacked area graph, shows the number of
calls answered and abandoned within each service interval.
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Split/Skill Graphical Call ~ The following figure provides an example of a Split/Skill Graphical
Profile report example  call Profile report:

iﬁﬁplitfﬁkill Call Frofile - Gold -0 x|
Beport Edit Format Tool: Options  Help

Spligskill: Gold Service Level: 0

Calls Answered

429% ¥ Within Service Lewvel

58%
% Outside Service Lewe|

Service Interval Answer and Abandons

40
=
o201
o Aban Calls
=
0 | ACD Calls
gfo oot ot o to o o ls
Service Interval - Seconds
[rouble Click: Tao Bun Format Chart “ Threzhaldz: On 16_dads1eas v

Split/Skill Graphical Call ~ The following table describes the report fields:

Profile report description

Database Item, Calculation,
or Database Iltem,
Calculation, or <Calculation
Name>

Report Heading Description

Split/Skill: The name or number of the split/skill selected for this | syn( SPLIT)
report.
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Report Heading

% Within Service
Level

% Outside Service
Level

Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

The size of each increment is measured in seconds. PERIOD1-9
Each increment of seconds represents a progressively

longer wait time segment during which calls may be

answered or abandoned, and each increment can be a

different length. These increments are defined in the

Call Center Administration Split/Skill Call Profile

Setup window.

The percentage of split/skill ACD callsthat were 100*(ACCEPTABLE/CALLS
answered by an agent within the predefined service OFFERED)

level. Calls offered to the split/skill include callsthat <PERCENT_SERV_LVL_SPL>
were abandoned and calls that were not answered, but

do not include direct agent calls. Calls that were not

answered may include forced busy calls, forced

disconnect calls, calls redirected to another destination,

and calls queued to more than one split/skill and

answered in another split/skill.

For the call vectoring feature, callsthat were not
answered may include

e Forced Busy cals
¢ Forced disconnect calls
e Cadllsredirected to another destination

e Cadlsqueued to more than one split/skill and
answered in another split/skill.

Percentage of split/skill ACD calls that were not < <100-PERCENT_SERV _
answered by an agent within the predefined acceptable LVL_SPL>
service level. Callsto the split/skill include abandoned

cals, calls not answered, and outbound ACD calls

placed by an adjunct (for example, Outbound predictive

dialing). Cdls that were not answered may include

forced busy calls, forced disconnect calls, calls

redirected to another destination, and calls queued to

more than one split and answered in another split/skill.

Percent Within Service Level does not include direct

agent calls.
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Report Heading Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

Aban Calls The number of callsto the split/skill that were ABNCALLS1-10
abandoned within each increment. If calls are queued to
multiple splits/skills, only the first split/skill queued to
records an abandon. Thisincludes outbound ACD calls
placed by an adjunct (also called outbound predictive
dialing). It does not include direct agent calls.

ACD Cdlls Thisis the number of calls that were sent to the split/ ACDCALLS1
skill that were answered by an agent within each
increment. This includes outbound ACD calls placed
by an adjunct (also called outbound predictive dialing).
It does not include direct agent calls.
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Split/Skill Graphical EWT Report

Overview

Things to know about this
report

This report shows the current Expected Wait Time (EWT) for one or
more of the splits or skills you specify.

Here are some things you need to know about this report:

This report is available only if you have a Generic 3 Version 4
later version switch with the EWT option.

* You can access this report from the Real-Time Split/Skill
Category selector menu.

. The vertical axis of the chart is labeled with the names or num
of the splits or skills selected for the report.

 Alegend appears to the right of the chart.

» The database items used for the report are stored iosthie t
table.

* The chart type can be changed. See Chapter 2: "Using Repor
this document for more information.

*  This report uses the Split/Skill Report Input Window. Select a <
that you want to view on the report. S8elit/skill report input
fields for more information.
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Split/Skill Graphical EWT  The following figure provides an example of a Split/Skill Graphical
report example EWT report:

24§ Split/Skill EWT =10l ]

Beport Edit Format Tool: Option: Help

— |
SkillT i
— |
Skill2
| EwT Top
Platinurm
| | | EWT High
Cald i . BT Medium
— EWT Low
Eegular
I/ I/ I/ T 1

oo 02 04 06 0.8 1.0

EWT - Seconds

Double Click Tao Run Format Chart | Threzholds: On | 16_dadsleas v

Split/Skill Graphical EWT  The following table describes the report fields:
report description

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Skill The name or number of the skill that is selected for this  syn( SPLIT)
report.
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Report Heading Description

Top

High

Medium

This heading contains EWT for the split/skill at top
priority. EWT isthe wait time for the call wheniitis
queued to the split/skill at the top priority. EWT
measures only the time it takes to deliver the call to an
agent. It does not include ringing time. If CentreVu
CMSisconnected to aswitch previousto the Generic 3
Version 4 or if vectoring is not activated, the EWT
headings and columns are displayed, but the fields are
blank. Exception thresholds for EWT can be set from
the Exceptions command.

This heading contains EWT for the split/skill at high
priority. EWT isthe wait time for the call wheniitis
queued to the split/skill at high priority. EWT measures
only the time it takes to deliver the cal to an agent. It
does not include ringing time. If CentreVu CMSiis
connected to aswitch previousto the Generic 3 Version
4 or if vectoring is not activated, the EWT headings and
columns are displayed, but the fields are blank.
Exception thresholds for EWT can be set from the
Exceptions command.

This heading contains EWT for the split/skill at
medium priority. EWT isthe wait time for the call
when it is queued to the split/skill at medium priority.
EWT measures only the time it takes to deliver the call
to an agent. It does not include ringing time. If
CentreVu CMSis connected to a switch previous to the
Generic 3 Version 4 or if vectoring is not activated, the
EWT headings and columns are displayed, but the
fields are blank. Exception thresholds for EWT can be
set from the Exceptions command.

3-88

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

EWTTOP

EWTHIGH

EWTMEDIUM
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Low This heading contains EWT for the split/skill at low EWTLOW
priority. EWT isthe wait time for the call whenitis
gueued to the split/skill at low priority. EWT measures
only the time it takes to deliver the cal to an agent. It
does not includeringing time. If CentreMu CMSiis
connected to aswitch previousto the Generic 3 Version
4 or if vectoring is not activated, the EWT headings and
columns are displayed, but the fields are blank.
Exception thresholds for EWT can be set from the
Exceptions command.
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Split/Skill Graphical Queue Report

Overview  Thisreport shows the number of calls waiting in queue, the amount of
time that the oldest call has waited in queue, and trending for one or
more splits/skills.

Things to know about this  Here are some things you need to know about this report:

report You can access this report from the Real-Time Split/Skill

Category selector menu.

*  You can use this report to view trends of calls waiting for seve
splits/skills.

* The chart type can be changed. See Chapter 2: "Using Repor
this document for more information.

* This report has four graphs. The two graphs on the left side o
report show the number of Calls Waiting (upper left quadrant)
the Oldest Call Waiting (lower left quadrant). The two graphs
the right side of the report show the trends for the last ten refr
intervals for the same data items. The legend shows which lir
corresponds to which split/skill.

» Each bar graph has a horizontal bar, on the left quadrant of tf
report, for each split/skill selected for the report. Each graph's
axis dynamically scales to the largest value of the items beinc
reported. The x-axis of the Calls Waiting bar graph displays tr
number of calls (No. Calls) waiting in the split/skill queue. The
axis of the Oldest Call Waiting bar graph displays the number
seconds the oldest call in the split/skill queue has waited.

* The database items used for this report are stored insthei t
table.

»  Thisreport uses the Split/Skill Report Input Window. Select a ¢
that you want to view on the report. S8elit/skill report input
fields for more information.
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Split/Skill Graphical Queue  The following figure provides an example of a Split/Skill Graphical
report example  Queue report:

7 ¢ Split/Skill Queue M=

Beport Edit Format Tools Optionz Help
Calls Waiting Calls Waiting - Trend
T
c 8 1T
= Catalog Sales
Caaky Sk | [l |
Vadtian Poctage: = b “‘l_|_"‘|_ — ‘acation Packages
Hazhn zhact T 4 | |l+j_ Health check
futa Rl 012345 “ L - Auto Rental
2 24 :
Mo. Calls | | ‘ M T
1
Oldest Call Waiting Oldest Call Waiting - Trend
100 J |
80 ==
. = o0 L R | Catalu:u-g Sales
Vacstian Pactaga: = I | | wacation Packages
Hazhn chact. a% 40 A Hesalth check
Mg Renal
Auta Rental
20 4 JJ—LJ,—I—L——
LR
i il B
| Threzhaldzs: On | Los Angeles

Split/Skill Graphical Queue  The following table describes the report fields:
report description

Report Heading Description Database Item,
Calculation, or Database

Item, Calculation, or
<Calculation Name>

Split/Skill The name or number of the splits/skills selected for this | syn( SPLIT)
report.
Skill State The current state of the skill, compared to the SKSTATE

administered thresholds. This displays as Normal,
Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Calls Waiting The number of split or skill ACD callswaiting to be INQUEUE+INRING
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not
include direct agent calls.

Oldest Call The length of time (in seconds) the oldest ACD call has | OLDESTCALL
Waiting waited in queue or ringing (at an agent voice terminal

for each split/skill in the report) before being answered.

This does not include direct agent calls.
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Split/Skill Graphical Skill Overload Report

Overview

Things to know about this
report

Thisreport isonly available for customers who have DEFINITY ECS
R6 or later switches with Expert Agent Selection (EAS) and have
purchased CentreVu Advocate. It shows the skill state (normal,
unknown, overloadl, overload 2) and trends for a sel ected skill.

If CentreVu Advocate is not activated, the fields of the report which
pertain to CentreVu Advocate will not be populated.

Here are some things you need to know about this report:

You can access this report from the Real-Time Split/Skill
Category selector menu.

* The report caption displayed when the report is run reads “Sk
Overload: xxx” where xxx is the skill name string specified by
Name Formats window of Tools/Options.

* This report has two sections: a vertical bar chart and a rolling
chart.

. The vertical bar chart consists of:

A vertical bar for each skill input for the report, showing t
current skill state.

The y-axis of the report will display, from the bottom up,
“Normal,” “Overloadl,” and “Overload2.”

The title: Skill Overload Report

By default, a legend displays. The legend will show the
synonym for every skill specified in the input, or the skill
number if no skill name has been defined.

e  The rolling line chart consists of:

When the report is started, only one data point (whether
unknown, normal, overloadl or overload?2) is displayed ft
each skill. With each refresh, the new status will be adde
the previous refresh. This continues for 20 refreshes, at
which time the oldest data will roll off the chart.

The x-axis of the chart displays a tick mark for each repo
refresh.

The y-axis of the chart displays, from the bottom up,
“Normal,” “Overloadl,” and “Overload2.”
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* The database items used for this report are stored insthei t

table.

*  This report uses the Split/Skill Report Input Window. Select a <

that you want to view on the report. S8elit/skill report input
fields for more information.

The following figure is an example of a Graphical Skill Overload

Overload report example  report:
C“ Skill Overload -10] x|
Beport Edit Format Tool: Options:  Help
SplitsfSkills:
Skill OQverload Report
Overload?| 4
Fax Video
Overloadl| 2 E-mail
T | = Voice
7 LA LT
Mormal -
Overload?|
Fax
E-mail
Overloadl| 2 B voice
Video
'| I —_— —_— — —_— p—
Mormal
Double Click To Run Format Chart || Threzhaldz: On | Bizon3Bvpe o
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Split/Skill Graphical Skill ~ The following table describes the report fields:
Overload report

description
Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
Split/Skill The name or number of the splits/skills selected for this | syn( SPLIT)
report.
Skill State The current state of the skill, compared to the SKSTATE

administered thresholds. This displays as Normal,
Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.
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Split/Skill Graphical Staffing Profile Report

Overview

Things to know about this
report

Thisreport isavailable only for customers who have DEFINITY ECS
R6 or later switcheswith EAS and have purchased CentreVu Advocate.
It shows how many of what type of agents are staffing a specified skill
as Active, in Other, or in AUX.

If CentreVu Advocate is not activated, the fields of the report which
pertain to CentreVu Advocate will not be populated.

Here are some things you need to know about this report:

You can access this report from the Real-Time Split/Skill
Category selector menu.

»  Call center supervisors can use this report to see how many a
are active, in Other or in auxiliary work (AUX). This report will
also show the supervisor what type of agents are in those fiel

»  This report has four charts.

*  The charts contain the following information:

The upper left quadrant chart shows Top agents staffed,
active, in AUX, and in Other for the specified skill.

The upper right quadrant chart shows Flex agents staffe
active, in AUX, and in Other for the specified skill.

The lower right quadrant chart shows Reserve2 agents
staffed, active, in AUX, and in Other for the specified skill

The lower left quadrant chart shows Reservel agents ste
active, in AUX, and in Other for the specified skill.

* The database items used for this report are stored insthei t
table.

»  Thisreport uses the Split/Skill Report Input Window. Select a s
that you want to view on the report. S8elit/skill report input
fields for more information.

*  You may change the report in Report Designer to display
information on agents who are available (AVAIL).
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Split/Skill Graphical ~ The following figure is an example of a Graphical Staffing Profile
Staffing Profile report report:

exam ple Cﬁ Staffing Profile - 2511 - |I:I|i|
Beport Edit Format Tool: Options Help

SpliySkill: s511 Skill State: NORMAL
Skill Staffing Profile

Top Agents Flex Agents
1.0 G
Active A ctive
4
0.5 Other Other
2
B sux B aux
0.0 0
Reserve1 Agents Reserve? Agents
1.0
Active A ctive
0.5 Other Other

0.0

| Threzholds: On | Bizon36vpe v

Split/Skill Graphical  The following table describes the report fields:
Staffing Profile report

description
Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
Split/Skill The name or number of the splits/skills selected for this | syn( SPLIT)
report.
Skill State The current state of the skill, compared to the SKSTATE

administered thresholds. This displays as Normal,
Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.



Real-Time Reports CentreVu Supervisor Release 9 Reports

Split/Skill Graphical Staffing Profile Report 3-98

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Top Agents The number of top agents logged into the skill who are | TINAUX
(AUX) in the AUX work mode. Thisincludes agents on
AUXIN/AUXOUT calls. Available on Generic 3
switches with the EAS feature for top skills. However,
“top” database items are only significant for C switches
and the ECS with EAS. TINAUX includes TINAUXO,
TINAUX1-9, TONACDAUXOUT, TONAUXIN, and

TONAUXOUT.
Top Agents The number of top agents that are doing other work. TOTHER
(Other) Agents are logged into multiple skills and doing work

for a skill other than this one (on an ACD call or in after
call work [ACW], or ACD calls ringing). While in
Auto-in or Manual-in mode; the agent put any call an
hold and has performed no further action; the agent is
on a direct agent call or in ACW for a direct agent call;
the agent is dialing to place a call or to activate a
feature; an extension call or a direct agent ACD call is
ringing with no other activity. For Generic 3 EAS with
multiple call handling, agents are available for other,
multiple call handling skills. Agent POSITIONS will
show up in TOTHER directly after the link to the
switch comes up and directly after the agents log in
before the CentreVu CMS is notified of the agent's
work state. Available with Generic 3 switches with the
EAS feature. However, “top” database items are only
significant for Generic 3 switches and the ECS with
EAS. TOTHER includes TDA_INACW and

TDA_ONACD.
Top Agents The number of top agents logged into the skill, who are TONACD + TINACW +
(Active) on inbound and outbound ACD calls, plus the numbd@AGINRING

of top agents who are in ACW for ACD calls, plus the
number of top agents who have ACD calls ringing and
are not doing anything else.

Flex Agents The number of flex agents in AUX. Requires FINAUX
(AUX) DEFINITY ECS R6 or later with CentreVu Advocate.

Flex Agents The number of flex agents in the OTHER state. FOTHER
(Other) Requires DEFINITY ECS R6 or later with CentreVu

Advocate.
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Report Heading Description

Flex Agents
(Active)

Reservel Agents
(AUX)

Reservel Agents
(Other)

Reservel Agents
(Active)

Reserve2 Agents
(AUX)

Reserve2 Agents
(Other)

Reserve2 Agents
(Active)

The number of flex agentson ACD calls, plus the
number of flex agentsin ACW, plus the number of flex
agents with this skill that have an ACD call ringing.

The number of reservel agentsin AUX. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.

The number of reserve 1 agentsin the OTHER state.
RequiresDEFINITY ECS R6 or later with CentreVu
Advocate.

The number of reservel agents on ACD calls, plusthe
number of reservel agentsin ACW, plus the number of
reservel agents with this skill that have an ACD call
ringing.

The number of reserve2 agentsin AUX. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.

The number of reserve2 agentsin the OTHER state.
Requires DEFINITY ECS R6 or later with CentreVu
Advocate.

The number of reserve2 agents on ACD calls, plus the
number of reserve2 agentsin ACW, plus the number of
reserve2 agents with this skill that have an ACD call
ringing.

Database ltem,

3-99

Calculation, or Database

Item, Calculation, or
<Calculation Name>

FONACD + FINACW +

FAGINRING

R1INAUX

R10THER

R1IONACD + R1INACW +

R1IAGINRING

R2INAUX

R20THER

R20ONACD + R2INACW +

R2AGINRING
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Split/Skill Graphical Status Report

Overview

Things to know about this
report

Thisreport shows the status of the agent, the amount of time in an agent
state, and the split/skill statistics for individual agents.

Here are some things you need to know about this report:

You can access this report from the Real-Time Split/Skill
Category selector menu.

From this report, you can drill down to the Real-Time or
Integrated Agent Information, Work State, and Graphical AUX
Agent (forDEFINITY ECS with EAS) reports.

The chart type can be changed. See Chapter 2: "Using Repor
this document for more information.

The database items used for the report are stored iosthie t,
hsplit, and cagent tables.

This report is available in both graphical and tabular formats.

The table on the left side of the report lists the staffed (logged
agents in the split/skill you specify, the state (workmode) eact
agent is currently in, the amount of time the agent has been ii
current state, and the split/skill that the agent is in currently. If
Split/Skill column is empty, the agent is not currently on a call
The split/skill selected for the report is displayed above the ta

By default, agent names are sorted alphabetically. If there are
more staffed agents than can be displayed, a scroll bar appes
the right side of the table. To the left of each agent name (or |
id, if names are not assigned) is an icon representing the age
state.

The three-dimensional pie chart in the upper-right quadrant st
the number of agents in each agent state (Avail, ACD, AUX,
ACW, Ring, Other) for the selected split/skill. The number of
agents in each agent state is displayed on the corresponding
of pie. A legend is displayed to the right of the chart.

The fields in the lower-right quadrant of the report display rea
time split/skill information.

This report uses the Split/Skill Report Input Window. Select a s
that you want to view on the report. S8elit/skill report input
fields for more information.
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The following figure provides an example of a Split/Skill Graphical

=10l %]

report example  Status report:
:ﬂﬁplitfﬁkill Status - Cruises
Beport Edit Format Tool: Options  Help
Splitfskill: Cruises Agents Staffed: 80 Skill State: NORMAL
Agent Name State Time SpliySkill Level =
2 Joe AUX 22 2 Agent Status for Split /Skill
[# Ed ACW :04 1 2
£” Mary ACDIN  3:09 2 2
£” Sue ACDIN  2:25 1 2 =
[ Edna ACW 10 1 2 AVAIL ALK
2 Andrew ALK 14 2
ACD EIMG
£” Kevin ACDIN  1:51 1 2
€ carol ACDIN  2:26 12 B acow OTHER
£” wanda ACDIN  3:50 1 2
£” Hugh ACDIN  3:18 1 2
8" Neil ACDIN 2:01 1 2
[ Marsha ACW :02 1 2 % Within Service Level: 0
£” Cindy ACDIN 40 3 2 Calls Waiting: 5
3 Tina AL ‘15 2 Oldest Call Waiting: 1:26
2 Lori AUX 05 2 Avg Speed Ansf 39
& Greg ACDIN  :04 2 2 A i((::[[)) %3"5: 3%
€” Howard ACDIN  :16 1 2 Y ban Calle 13
[ Amy ACW -28 2 28 Avg Aban Time:  :44
Updating ” Threshaolds: On 3im_eas

4

Split/Skill Graphical Status

report description

The following table describes the report fields:

Report Heading Description

The name or number of the split(s)/skill(s) selected for

The skill level associated with the agent’s current

WORKSKILL, when WORKSKILL, isnot null.

Requires a Generic 3 Version 2 or later switch with the

EASfeature. For CentreVu Advocate, in the cagent

table, WORKSKLEVEL contains either askill level (1-
16) for anormal skill, or areservelevel (1 or 2) for a

reserve skill. This WORKSKLEVEL appliesto

Split/Skill:

this report.
Level

WORKSKILL.
Agents Staffed:

split/skill.

The total number of agents that are logged into each

Database Item,

Calculation, or Database

Item, Calculation, or
<Calculation Name>
syn(SPLIT)

syn(WORK SKLEVEL)

STAFFED
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Report Heading

Skill State

Agent Name

State

Time

Split/Skill

% Within Service
Level:

Calls Waiting

Description

Current state of this skill, compared to the administered
thresholds. Requires ECS R6 or later with CentreVu

Advocate.

The name(s) of the agent(s) assigned to this split/skill
and loggedin (or their login IDsif names have not been
assigned to them in Dictionary).

The current work mode (state) the agent isin (AVAIL,
ACD, ACW, AUX, DACD, DACW, RINGING,
UNKNOWN, OTHER, UNSTAFF) and the call

direction (blank, IN, or OUT).

The elapsed time since the last agent WORKMODE
change for any split/skill. Thisitem is not reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without

resetting.

The split associated with the call or the ACW state
when an agent is either on a split or direct agent ACD
call, or inthe ACW state. If an agent putsan ACD call
on hold and makes an AUX call, thisis the split of the
ACD call on hold. For AUXIN callsand AUXOUT
calls made without an ACD call on hold, thisisthe split
the agent has been logged into the longest. When the
agent isavailable, all of the splits the agent is available

inarelisted.

The percentage of split/skill ACD calls that were
answered by an agent within the predefined time. Calls
offered to the split/skill include calls that were
abandoned and calls that were not answered, but do not
include direct agent calls. Calls that were not answered
may include forced busy calls, forced disconnect calls,
calls redirected to another destination, and calls queued
to more than one split/skill and answered in another

split/skill.

The number of split or skill ACD calls waiting to be
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not

include direct agent calls.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn( SKSTATE)

syn(LOGID)

syn( WORKMODE) and
syn(DIRECTION)

AGTIME

WORKSPLIT,
WORKSPLIT2..4

100*( ACCEPTABLE/
CALLSOFFERED)
<PERCENT_SERV_
LVL_SPL>

INQUEUE+INRING
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Report Heading

Oldest Call
Waiting:

Avg Speed Ans:

ACD Calls;

Avg ACD Time:

Aban Calls;

Avg Aban Time:

Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

The length of time (in seconds) the oldest ACD call has | OLDESTCALL
waited in queue or ringing (at an agent voice terminal

for each split/skill in the report) before being answered.

This does not include direct agent calls.

The average time calls waited in queue or ringing ANSTIME/ ACDCALLS<
before an agent answered. Thisdoes not include direct AVG_ANSWER_ SPEED>
agent calls, but it doesinclude outbound ACD calls

placed by an adjunct (also called outbound predictive

diaing).

The ACD calls that were queued to the split/skill and ACDCALLS
answered by an agent. This does not include direct

agent calls, but it doesinclude ACD calls placed by an

adjunct (also called outbound predictive dialing).

The average talk time (does not include hold time) is ACDTIME/ ACDCALLS<
calculated for all ACD callsto thissplit/skill. Thisdoes  AVG_ACD_TALK _TIME>
not include direct agent calls, but it doesinclude talk

time of all outbound ACD calls placed by an adjunct

(also called outbound predictive dialing).

Thetotal number of queued callsfor each split/skill that | ABNCALLS
were abandoned before an agent answered. This

includes calls that areringing at a voice terminal but

does not include direct agent calls. It also includes the

number of outbound calls for each split/skill that

abandoned at the far end before an agent answered.

The average time calls waited before hanging up. ABNTIME/ ABNCALLS<
AVG_ABANDON_TIME>
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Split/Skill Graphical Top Skill Status Report

Overview

Things to know about this
report

Thisreport, available only with EAS, contains atable of top agents and
their work state, a pie chart showing the composite top agent status, and
apie chart showing the composite reason codes for top agents who are
in AUX.

Here are some things to know about this report:

You can access this report from the Real-Time Split/Skill
Category selector menu.

The table on the left bottom half of the report contains a row f
each staffed agent for whom this skill is their top skill. The rov
shows an icon representing agent state, the agent names as ¢
in the Dictionary, the agent state for this skill, time in current st
and a reason code (as defined in the Dictionary) for the AUX w
state. The Reason column is blank except for those agents wt
in AUX work. This table also contains the skill in which the age
is active. This field is blank if the agent is in AVAIL, AUX, or
OTHER work modes.

Call center supervisors can use this report for skill level
distribution and to keep agents on ACD calls. In addition, this
report shows what is happening with agents who are taking ¢
for this skill. This report is available for Generic 3 switches wii
EAS.

From this report, you can drill down to the Real-Time and
Integrated Agent Information, Top Agents Work State, and
Graphical Top AUX Agent reports.

Even though a skill may be staffed by many agents, it is likely
only those for whom this is their top skill will be available to
answer calls to this skill.

The database items used for the report are stored iosthie t
and cagent tables.

This report uses the Split/Skill Report Input Window. Select a s
that you want to view on the report. S8elit/skill report input
fields for more information.
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The two dimensional pie chart contains data only for the DEFINITY
ECS with EAS. The two dimensional pie chart contains the following
information:

»  The composite status of top agents for the skill who are in AU
for each reason code.

* Alegend displays the synonyms for reason codes that have &
defined in the Dictionary. The legend is sorted in ascending o
by reason code number, with the customer- defined synonym
reason code 0 at the bottom.

The three-dimensional pie chart contains the following information

*  The composite status of top agents for the skill in each of the v
states.

 Alegend in which a different color corresponds to each of the
work states.

* Above the chart is the "Top Agents in AUX" heading.
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Split/Skill Graphical Top
Skill Status report example

Split/Skill Graphical Top

CentreVu Supervisor Release 9 Reports

3-106

The following figure provides an example of the Split/Skill Graphical
Top Skill Status report:

:HTup Skill Status - Cruises
Beport Edit Format Toolz Option:  Help

Splitfskill: Cruises
Skill State: NORMAL

Top Agent 5tatus

=101 x|

Top Agents Staffed: 20

Flex Agents Staffed: 60
Reservel Agents Staffed: 0
Reserve? Agents Staffed: 0

Top Agents in AUX
AVAIL ALK
ACD RING ,
E-trail
‘ B aow OTHER
Fax
. Break
I I I I I I T T Lunch
Agent Name State Time AUX  SplitfSkill Level —
Reason Meeting
22 Kurt AUX ***** (lass 2
al L. Class
£” Christine ACDIN s 3 2 —
£” Penelope  ACDIN#**+ 3 2 Conference
£ Sharon ACDIN™== 1 2
o A Other
£” Kathy ACDIN 3 2
£ sally ACDIN™== 3 2 Personal
£” 2047 ACDIN s 4 2
Virninia Al *9% Dercnnn > T
|| Threshalds: On sim_eas 4

Skill Status report

description

Report Heading | Description

Skill:

Skill State

Top Agents
Staffed:

The name or number of the skill (up to 20 characters)

that is selected for this report.

The current state of the skill, compared to the
administered thresholds. This displays as Normal,

Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.

The following table describes the report fields:

Database Item, Calculation,
or Database Iltem,
Calculation, or <Calculation
Name>

syn( SPLIT)

SKSTATE

The current number of top agentsthat are staffed inthis = TSTAFFED

skill.
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Database Item, Calculation,
or Database Item,
Calculation, or <Calculation

Report Heading Description

Name>
Flex Agents Number of agents who are staffing the skill, but are
Staffed neither top or reserve agents. Requires ECS R6 or later
with CentreVu Advocate. Thisfield will contain
backup agents if the CentreVu Advocate feature is not
used, since the database item consists of agents whose
role in the skill is backup (applicable regardless of
whether CentreVu Advocate is administered),
alocation, or roving. FSTAFFED
Reservel Agents | Number of agents staffing this skill as reservel. R1STAFFED
Staffed Requires ECS R6 or later with CentreVu Advocate.
Reserve2 Agents  Number of agents staffing this skill as reserve2. R2STAFFED
Staffed Requires ECS R6 or later with CentreVu Advocate.
AVAIL The current number of agents that are available to AVAILABLE
receive ACD callsin this split/skill.
ACD Thetotal time during the collection interval that the sum(<TOTAL_I _ACDTIME>)
agent was talking on ACD calls for the Split.
ACW Thetotal time during the collection interval that the sum(<TOTAL_|I_ACWTIME>)
agent was in after call work (ACW). Thisincludes
ACW for split/skill ACD Callsand ACW not
associated with the call.
AUX The total time during the collection interval that the sum(TI_AUXTIME)
agent wasinthe AUX work statein all splits/skillsor in
AUXINCALLS or AUXOUTCALLS.
RINGING The time during the collection interval that the agent sum(l_RINGTIME)

had split/skill and direct agent ACD calls ringing.
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Report Heading Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

OTHER The time during the collection interval that the agent sum(Tl_OTHERTIME)
was doing other work in all split/skills. While in Auto-
in or Man-in: the agent put any call on hold and
performed no further action, the agent dialed to place a
call or to activate afeature, or an extension cal rang
with no other activity. For al switches,
TI_OTHERTIME is collected for the time period after
the line to the switch comes up or after the agent logsin
and before the CM S receives natification of the agent’s
state from the switch. The"TI_" timeisonly stored for
the split/skill logged into the longest. "TI_" time needs
to be summed across the split/skills the agents may log
into, in case the logon order changes during the
collection interval.

Agent Name The names (or agent IDsif the names have not been syn( LOGID)
assigned in the Dictionary) of thetop agents assigned to
this skill and logged in.

State The current work mode (state) the agent isin (AVAIL, = syn(WORKMODE) and syn(
ACD, ACW, AUX, DACD, DACW, RINGING, DIRECTION)
UNKNOWN, OTHER, UNSTAFF) and the call
direction (blank, IN, or OUT).

Time The elapsed time since the last agent WORKMODE AGTIME
change for any split/skill. Thisitem is not reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without
resetting.
AUX Reason For the DEFINITY ECS, thisis the reason code syn( AUXREASON)
associated with the auxiliary work state (on a break, in

ameeting, and so on) of thisagent. Thisfieldisblank if
the agent is not in the AUX state.

Skill The name or number of the skill (up to 20 characters) = syn(SPLIT)
that is selected for this report.
Level The skill level associated with the agent’s current syn(WORKSKLEVEL)

WORKSKILL, when WORKSKILL, is hot null.
Requires a Generic 3 Version 2 or later switch with the
EAS feature.
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Report Heading Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

Reason Code 0 The current number of positions that are in auxiliary INAUXO
work with reason code zero (0) for this skill or on
AUXIN/AUXOUT calls. Reason code O isfor "system
"AUX work when reason codes are active ( DEFINITY
ECSwith EAS and later).

Reason Code 1...9 ' The current number of positions that are in auxiliary TINAUX1-9
work with each of the reason codes 1-9 for this skill or
on AUXIN/AUXOUT calls ( DEFINITY ECS and
later).
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Reservel AUX Agents Report

Overview  Thisreport, which is available only for customers who have
DEFINITY ECSR6 or later switches with EAS and have purchased
CentreVu Advocate, displaysthe Reservel agentswho arein AUX and
thetimein AUX, for a specified skill. When this report is accessed
from the report menu, it displays as the Reservel AUX Agents Report.
When it is accessed by drilling down from the AUX work state or
Agent Location 1D, it displays as the Reservel AUX Work State
Report.

When accessed as a drill-down report, this report will only contain
Location ID if the report from which you drill-down includes Location
ID asaninput.

Things to know about this  Here are some things you need to know about this report:

report You can access this report the following ways:

—  From the Real-Time Split/Skill Category selector menu

— By drilling down to this report from the AUX work state of
Reservel agents, or R1INAUX.

»  Call center managers can use this report to see the Reservel
agents in each AUX work state, for a specified skill. For each
agent, the manager will also be able to see information such &
length of time in the AUX work state.

»  This report consists of a table and two data fields. The report 1
contains a row for each agent who is in the specified state for
specified skKill.

*  The report caption will read “Reservel AUX Work State
Reportxxx,” where xxx is the skill name string specified by the
user.

* The database items used for the report are stored iosthie t
and cagent table.

»  This report uses the Agent Information Input window. Select &
agent that you want to view on the report. egent Report
Selector Windows and Input Fields
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The following figure provides an example of the Reservel AUX
Aqgents report:

ZijReservel AUX Work State Report - Gold =101l
Beport Edit Format Toolz Options  Help
SpliySkill: Gold
Reservel Agents in AUX: O
Agent Mame Login ID Hole Active Lewvel Time
Splitfskill

B 14468 444686 BCKP 1:21:50
B 44466 44466 BCKP 1:21:50
B 44461 44461 BCKP 1:21:50
B 44465 44465 BCKP 1:21:50
B 44462 44462 BCKP 1:21:49
B 44463 44463 BCKP 1:21:49
BB 4467 44467 BCKP 1:21:49
B 44476 44476 TOP 1:21:45
B 44478 44478 TOP 1:21:45
B 44471 44411 TOP 1:21:45
BB A4472 44472 TOP 1:21:45
B 44475 44475 TOP 1:21:45
B 44477 A4477 TOP 1:21:45
B 44473 44473 TOP 1:21:45
BB A4474 44474 TOP 1:21:45

” Thresholds: On | 16_dadzleas

report description

Field

Skill

Reservel Agents
in AUX

Agent Name

LoginID

Definition

The following table describes the report fields:

Database Item,

Calculation, or Database
Item, Calculation, or
<Calculation Name>

The name or number of the skill (up to 20 characters) | syn(SPLIT)
that is selected for this report.

The number of reservel agentsin AUX. Requires

R1INAUX

DEFINITY ECS R6 or later with CentreVu Advocate.

The name of the agent.

syn(LOGID)

The Login ID that was used to staff the EXTENSION. | LOGID
Agentsin multiple splitsg/skills have one LOGID.
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Field Definition Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Location ID Thelocation 1D(s) associated with the agent. ThisIDis | LOC_ID
not associated with the agent personally, but rather with
the terminal the agent islogged into. It isalso
associated with a port network location ID on
DEFINITY. If the Agent Site Tracking feature is not
available on your system, the field will not display
meaningful data..

Role Agent’s service role for this SPLIT, as defined in the syn(ROLE)
Dictionary. Requires DEFINITY ECS R6 or later with
CentreVu Advocate.

Active Split/Skill  Use WORKSKILL for the following call conditions: syn(WORKSKILL)

*  When an agent ison askill or direct agent ACD
call orin ACW (thisisthe skill associated with the
call or ACW).

*  When an agent isavailable, in AUX or in OTHER
(thisisnull [blank]).

*  When an agent ison an AUXIN/AUXOUT call
(thisisOLDEST_LOGON skill).

*  When an agent ison an AUXIN/AUXOUT call
from the available state, whilein AUX or with an
AUXIN/AUXOUT call on hold (thisis
OLDEST_LOGON skill).

*  When an agent ison an AUXOUT call with an
ACD call on hold (thisisthe skill associated with
the ACD cal).

Note that WORKSKILL differsfrom WORKSPLIT

only in the case that the agent is available. In this case,

WORKSKILL will be blank and WORKSPLIT will

contain one of the skillsin which the agent isavailable.

For releases with the EAS feature active, it is

recommended to use WORK SKILL instead of

WORKSPLIT in reports.

Requires a Generic 3 Version 2 or later switch with the
EAS feature.
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Field Definition Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Level The skill level associated with the agent’s current syn(WORKSKLEVEL)
WORKSKILL, when WORKSKILL isnot null.
Requires a Generic 3 Version 2 or later switch with the
EASfeature. For CentreVu Advocate, in the cagent
table, WORKSKLEVEL contains either askill level (1-
16) for anormal skill, or areservelevel (1 or 2) for a
reserve skill. This WORKSKLEVEL appliesto
WORKSKILL.

Time The elapsed time since the last agent WORKMODE AGTIME
change for any split/skill. Thisitem is not reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without
resetting.
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Reserve2 AUX Agents Report

Overview  Thisreport, which is available only for customers who have
DEFINITY ECSR6 or later switches with EAS and have purchased
CentreVu Advocate, displaysthe Reserve2 agentswho arein AUX and
thetimein AUX, for a specified skill. When this report is accessed
from the report menu, it displays as the Reserve2 AUX Agents Report.
When it is accessed by drilling down from the AUX work state or
Agent Location ID, it displays as the Reserve2 AUX Work State
Report.

When accessed as a drill-down report, this report will only contain
Location ID if the report from which you drill-down includes Location
ID asaninput.

Things to know about this  Here are some things you need to know about this report:

report You can access this report the following ways:

—  From the Real-Time Split/Skill Category selector menu

— By drilling down to this report from the AUX work state of
Reserve2 agents, or R2INAUX.

»  Call center managers can use this report to see the Reservez
agents in each AUX work state, for a specified skill. For each
agent, the manager will also be able to see information such &
length of time in the AUX work state.

»  This report consists of a table and two data fields. The report 1
contains a row for each agent who is in the specified state for
specified skKill.

*  The report caption will read “Reserve2 AUX Work State
Reportxxx,” where xxx is the skill name string specified by the
user.

* The database items used for the report are stored iosthie t
and cagent table.

»  This report uses the Agent Information Input window. Select &
agent that you want to view on the report. egent Report
Selector Windows and Input Fields
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The following figure provides an example of the Reserve2 AUX

report description

Field

Skill

Reserve2 Agents
in AUX

Agent Name

LoginID

Definition

The name or number of the skill (up to 20 characters)

that is selected for this report.

The number of reserve2 agentsin AUX. Requires

DEFINITY ECS R6 or later with CentreVu Advocate.

The name of the agent.

The Login ID that was used to staff the EXTENSION.

Agentsin multiple splitsg/skills have one LOGID.

CﬁHeseweZ ALK Work State Report - Gold =10 x|
Beport Edit Format Tool: Options Help
Splitfskill: Gold
ReserveZ Agents in AUX: 0
Agent Name Login ID Hole Active Level Time
SplitfSkill
R 14468 44468 BCKP 1:21:50
B 14466 44466 BCEP 1:21:50
B 44461 44461 BCEKP 1:21:50
B 14465 44465 BCKP 1:21:50
B 14462 44462 BCKP 1:21:49
R 14463 44463 BCKP 1:21:49
B 14467 44467 BCEP 1:21:49
B 44476 44476 TOP 1:21:45
B 14478 44478 TOP 1:21:45
B 14471 44471 TOP 1:21:45
R 14472 44472  TOP 1:21:45
B 14475 44475 TOP 1:21:45
B 44477 44477  TOP 1:21:45
B 14473 44473 TOP 1:21:45
B 14474 44474 TOP 1:21:45
| Thresholdz: On 16_dadsleas v

The following table describes the report fields:

Database ltem,

Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn(SPLIT)

R2INAUX

syn(LOGID)
LOGID
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Field Definition Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Location ID Thelocation 1D(s) associated with the agent. ThisIDis | LOC_ID
not associated with the agent personally, but rather with
the terminal the agent islogged into. It isalso
associated with a port network location ID on
DEFINITY. If the Agent Site Tracking feature is not
available on your system, the field will not display
meaningful data..

Role Agent’s service role for this SPLIT, as defined in the syn(ROLE)
Dictionary. Requires DEFINITY ECS R6 or later with
CentreVu Advocate.

Active Split/Skill  Use WORKSKILL for the following call conditions: syn(WORKSKILL)

*  When an agent ison askill or direct agent ACD
call orin ACW (thisisthe skill associated with the
call or ACW).

*  When an agent isavailable, in AUX or in OTHER
(thisisnull [blank]).

*  When an agent ison an AUXIN/AUXOUT call
(thisisOLDEST_LOGON skill).

*  When an agent ison an AUXIN/AUXOUT call
from the available state, whilein AUX or with an
AUXIN/AUXOUT call on hold (thisis
OLDEST_LOGON skill).

*  When an agent ison an AUXOUT call with an
ACD call on hold (thisisthe skill associated with
the ACD cal).

Note that WORKSKILL differsfrom WORKSPLIT

only in the case that the agent is available. In this case,

WORKSKILL will be blank and WORKSPLIT will

contain one of the skillsin which the agent isavailable.

For releases with the EAS feature active, it is

recommended to use WORK SKILL instead of

WORKSPLIT in reports.

Requires a Generic 3 Version 2 or later switch with the
EAS feature.
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Field Definition Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Level The skill level associated with the agent’s current syn(WORKSKLEVEL)
WORKSKILL, when WORKSKILL isnot null.
Requires a Generic 3 Version 2 or later switch with the
EASfeature. For CentreVu Advocate, in the cagent
table, WORKSKLEVEL contains either askill level (1-
16) for anormal skill, or areservelevel (1 or 2) for a
reserve skill. This WORKSKLEVEL appliesto
WORKSKILL.

Time The elapsed time since the last agent WORKMODE AGTIME
change for any split/skill. Thisitem is not reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without
resetting.
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Skill AUX Report

Overview  Thisreport shows, for one or more skills, the number of agentsin AUX
work with each reason code.

Things to know about this  Here are some things you need to know about this report:

rePort . vou must have an ECS Release 5 switch or later with the EA!

feature.

* You must be using reason codes. You can run the report with
using the reason codes, but all agents will be in reason code
(0) when in AUX.

* The database items used for the Skill AUX report are stored in
csplit table.

*  This report uses the Split/Skill Report Input Window. Select a <
that you want to view on the report. S8elit/skill report input
fields for more information.

Skill AUX report example  The following figure provides an example of the Skill AUX report:

& Skill AUX Report
Beport Edit Format Tool: Options Help
Skill| T22 T23 T26 Total sp998
Calls Waiting 1] 0 0 0 0

Anents Staffed 197 ] 81 279 1]

Agents in AL ] ] 2 ¥ 1]
] LT 0 2 i 0
1 0 0 0 0 0
2 0 0 0 0 0
3 0 0 0 0 0
4 0 0 0 0 0
a 0 0 0 0 0
A 0 0 0 0 0
7 0 0 0 0 0
g ] ] ] ] 0
4 0 0 0 0 0

Diouble Click Ta Fun Format Table | Thiesholds: On | 5T10
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Skill AUX report  The following table describes the report fields:

description

Report Heading | Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Skills: The name(s) or number(s) of the skills selected for the syn(SPLIT)

report.
Calls Waiting The number of split or skill ACD calls waiting to be INQUEUE+INRING

answered. Thisincludes calsthat are in queue and calls
that are ringing at an agent voice terminal. It does not
include direct agent calls.

Agents Staffed The total number of agents that are logged into each skill. = STAFFED

Agentsin AUX The current number of agent positions that are either in INAUX
AUX work mode for this skill or on AUX-INJAUX- OUT
cals.

Reason Code 0... 9 ' The number of agentsin each AUX reason code (0t0 9).  INAUXO...9
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Overview

Things to know about this
reports

This report shows how long the oldest call has been waiting in queue,
how many calls are currently waiting to be answered, the agent names,
the agent states, the agent’s skill level, and the number of the skill for
which the agent is handling the call or isin after call work.

If you have aan ECS Release 5 switch with the EAS feature activated,
you will see the report displayed in this section. This new report:

Provides agent AUX reason codes.
Provides the agent login identification and the agent name.

Provides the level for the agent's currently active skill (ACD c:
or ACW session). This level can be any level from 1 to 16, or
or R2.

The Login Skills columns have been removed from this report

If you have a switch release earlier than ECS Release 5 with the E
feature activated, a slightly different Skill Status Report than the ol
described in this section is displayed. This report:

Provides the agent login skills, including whether a skilbis
(primary) or s (secondary).

Does not provide agent AUX reason codes.

With the Generic 3 Version 2 through Version 4 switches, all ti
skills the agent is logged into are shown in the Login Skills
column of the report. These skills are designated with a p or ¢
indicate if the skill is a primary or secondary skill.

If you have the Generic 3 Version 3 switch or an earlier switch,
Expected Wait Time (EWT) fields are blank. EWT is only
available on the Generic 3 Version 4 switch and later switche:s

All agents who are logged into a particular skill are displayed.
can page or scroll to view agents not shown in the window.

The EWT value is updated whenever a call queues to the skil
no call has queued for 2 minutes, CMS will request the switct
send the current EWT values for the skill.
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The EWT fields may be blank for one of the following reasons:

* The EWT is unknown at this time.

 The EWT is infinity (for example, no agents are logged in).

»  The priority is inactive, such as TOP, HIGH, MEDIUM, or LOV
*  The queue for the priority is full.

Expected Wait Time (EWT) may be different than you anticipate. T
following factors can affect EWT:

* Alow volume of calls are coming into a skill, or very few are
coming in at one or more of the priorities. This causes EWT t
show larger fluctuations than when there is heavier call volurr

* A skill has only one or two agents logged in.

« A combination of the low call volume and a small number of
agents logged in.

*  The number of agents logged into a given skill suddenly incre
or decreases substantially. EWT adjusts immediately, and you
see a big jump or fall in the EWT.

* A significant percentage of callers who are queued drop from
gueue, either from hanging up or from being answered, and r
new calls are queued. For example, in a vector with time-of-d
routing, after a specified time, no more calls are routed to a
particular skill. Calls in queue to this skill continue to be servic
but no new calls are coming into the queue. The EWT remain
unchanged until the specified time interval from the timer expi
and the audit takes place.

e Calls may be queued to more than one skill.
* Agents may be logged into multiple skills.
*  The switch may have the Multiple Call Handling feature enabl

* Anew skill is created or the switch reboots. No history exists,
30 to 50 queued calls must accrue for an accurate EWT.

* The average handling times for calls changes suddenly.
» The call traffic is varying significantly.
*  The queuing times are erratic.

e If calls are HIGH or MEDIUM priority call redirected, via
intraflow to a skill that does not queue calls at this priority, the
priority does not change.

» Agents are in multiple skills and distribution of calls for those
agents changes suddenly.
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However, if you change the routing for a skill so that calls are
being queued at a priority, the EWT for that priority continues

be shown until all agents in the skill log out or until a translatic

pump- up is forced.

The database items used for the Skill Status Report are store
the csplit and cagent tables.

This report uses the Split/Skill Report Input Window. Select a <

that you want to view on the report. S8elit/skill report input
fields for more information.

Skill Status report example  The following figure provides an example of a Skill Status Report:

Cﬁﬁkill Status - Gold

=101 x|

Beport Edit Format Tool: Option: Help
Splivskill: Gold Expected YWait Time
Skill State: NORMA EWT Top:
Calls Whaiting: 0 EWT High:
Oldest Call Waiting: :00 EWT Medium: :00:00
EWT Low:
Agent Name Login AUX State  SpliySkill Level Time VDN =
ID Reason Name
&% h0207 hozo7 AVAIL 18:53
% 50214 L0214 AVAIL 14:36
&% h0208 hozos AVAIL 15:19
% h0213 ho213 AVAIL 13:54
£8 50234 L0234 AVAIL 44:11
£ h0233 h0233 AVAIL h9:39
£ h0226 ho226 AVAIL 18:M
£ h0224 ho224 AVAIL 12:32
% b0216 ho216 AVAIL 13:03
& h0221 ho221 AVAIL 10:27 -

| Threzhalds: On 16_dads1eaz

A
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description

Report Heading Description

Skill
Skill State

Calls Waiting

Oldest Call
Waiting

Expected Wait
Time (Pri): Top

Expected Wait
Time (Pri): High

The name or number of the skill selected for the report.

The current state of the skill, compared to the
administered thresholds. This displays as Normal,
Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.

The number of split or skill ACD callswaiting to be
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not
include direct agent calls.

The length of time (in seconds) the oldest ACD skill
call has waited in queue or ringing before being
answered. This does not include direct agent calls.

This heading contains EWT for the skill at top priority.
EWT isthewait time for the call when it is queued to
the skill at top priority. EWT measures only the time it
takes to deliver the call to an agent. It does not include
ringing time. If CentreVu CMSiis connected to a
switch previous to the Generic 3 Version 4 switch or if
vectoring is not activated, the EWT headings and
columns are displayed, but the fields are blank.
Exception thresholds for EWT can be set from the
Exception command.

This heading contains EWT for the skill at high
priority. EWT isthe wait time for the call whenitis
queued to the skill at high priority. EWT measures only
the time it takesto deliver the call to an agent. It does
not include ringing time.

If CentreVu CM S is connected to a switch previousto
the Generic 3 Version 4 switch or if vectoring is not
activated, the EWT headings and columns are
displayed, but the fields are blank. Exception
thresholds for EWT can be set from the Exception
command.
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The following table describes the report fields:

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn(SPLIT)
SKSTATE

INQUEUE+INRING

OLDESTCALL

EWTTOP

EWTHIGH
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Report Heading

Expected Wait
Time (Pri):
Medium

Expected Wait
Time (Pri): Low

Agent Name

LoginID
AUX Reason

State

CentreVu Supervisor Release 9 Reports

Description

Contains EWT for the skill at medium priority. EWT is
thewait timefor the call whenit is queued to the skill at
medium priority. EWT measures only the time it takes
to deliver the call to an agent. It does not include
ringing time. If CentreMu CMSiis connected to a
switch previousto the Generic 3 Version 4 switch or if
vectoring is not activated, the EWT headings and
columns are displayed, but the fields are blank.
Exception thresholds for EWT can be set from the
Exception command.

This heading contains EWT for the skill at low priority.
EWT isthewait time for the call when it is queued to
the skill at low priority. EWT measures only the time it
takesto deliver the call to an agent. It does not include
ringing time. If CentreVu CMSiis connected to a
switch previous to the Generic 3 Version 4 switch or if
vectoring is not activated, the EWT headings and
columns are displayed, but the fields are blank.
Exception thresholds for EWT can be set from the
Exception command.

The name(s) of the agent(s) assigned to this skill and
logged in (or their login IDs if names have not been
assigned to them in Dictionary).

Thelogin identification of the agent.

The reason associated with the auxiliary work state of
this agent, (for example, lunch, break, meeting, or
training). Thisfield is blank if the agent is not in the
AUX state.

The current work mode (state), that the agent isin
(AVAIL, ACD, ACW, AUX, DACD, DACW,
RINGING, UNKNOWN, OTHER, UNSTAFF), and
the call direction (BLANK IN, or OUT).
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

EWTMEDIUM

EWTLOW

syn(LOGID)

LOGID
syn(AUXREASON)

syn(WORKMODE)
syn(DIRECTION)
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Report Heading Description Database Item,

Skill/Level

Time

VDN Name
(Shows data only
if you have
purchased the
Vectoring
feature.)

Calculation, or Database
Item, Calculation, or
<Calculation Name>

When an agent ison askill call, adirect agent call, orin | WORKSKILL/
ACW mode, thisisthe skill associated with the call or | syn(WORKSKLEVEL)
the ACW, and the level associated with the skill.

WORKSKILL isthe OLDEST_L OGON:

*  When an agent ison an AUXIN/AUXOUT call
from the available state, whilein AUX or with an
AUXIN/AUXOUT call on hold

*  When an agent ison an AUXIN call withan ACD
cal on hold.

When an agent is on an AUXOUT call with an ACD

cal on hold, thisisthe skill associated with the ACD

call. When an agent isavailable, in AUX, or in

OTHER, thisisblank. WORKSKLEVEL isthe skill

level (ranging from 1 to 16) or the reserve skill level

(R1 or R2) associated with WORKSKILL.

The elapsed time since the last agent WORKMODE AGTIME
change for any split/skill. Thisitem isnot reset if the

DIRECTION changes, but WORKMODE remains the

same. For example, if the agent goes from AUX to

AUXOUT to AUX, AGTIME continues without

resetting.

The number or name of the VDN for which thereport | VDN
shows data. the Vector Directory Number is associated

with the ACD call in progress. If aname has been

assigned to the VDN in the Dictionary, the name
displaysinstead of the number.
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Skill Top Agent Report

Overview  Thisreport issimilar to the Split/Skill Report, but shows counts of
agents for whom the skill isthe top skill. It also shows a count of agents
for whom the skill is a backup skill.

Things to know about this  Here are some things you need to know about this report:

report You must have a Generic 3 or later switch with the EAS featu

* The agent's top skill is the highest priority skill the agent is log
into. If the agent is logged into more than one skill that are list
as highest priority, then the top skill is the first skill listed.

* The database items used for the Skill Top Agent Report are s
in the csplit table.

*  This report uses the Split/Skill Report Input Window. Select a <
that you want to view on the report. S8elit/skill report input
fields for more information.
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Skill Top Agent report  The following figure provides an example of a Skill Top Agent report:
example

jIIISkI“ Top Agent Report

Beport Edit Format Tool: Option: Help

SplitiSkill| T22 T23 T26 Total sp99g
Skill State | NORMAL HWORMAL HNORMAL HNORMAL HNORMAL
Calls Waiting 1] ] ] 1] 1]
Oldest Call Waiting :00 :00 :00 :00 :00
Mg Speed Ans
ACD Calls 1] ] ] 0 0
A ACD Time
Aban Calls 1] 1] ] 1] 1]
Axg Aban Time
Top Agents Avail 192 0 Fil 0 1]
Top Agents Ringing 1] 1] 1] 1] 1]
Top Agents on ACD Calls 1] 1] 1] 1] 1]
Top Agents in ACWY 1] 0 0 0 0
Top Agents in Other 1] 1] 1] 1] 1]
Top Agents in ALK ] 1] 2 1] 1]
Top Agents Staffed 197 ] 81 1] 1]
Flex Agents Staffed 1] 1] 1] 270 1]
Reservel Agents Staffed 1] 1] 1] 1] 1]
Resere? Agents Staffed 1] 1] 1] 1] 1]
Double Click Ta Run Farmat Table || Threzhaoldz: On ST10 G
Skill Top Agent report  The following table describes the report fields:
description
Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
Skills: The name or number of the skill selected for thisreport. | syn(SPLIT)
Skill State Current state of this skill, compared to the administered  syn(SKSTATE)
thresholds. Requires ECS R6 or later with CentreVu
Advocate.

Calls Waiting The number of split or skill ACD callswaiting to be INQUEUE+INRING
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not
include direct agent calls.
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Report Heading

Oldest Call
Waiting

Avg Speed Ans

ACD Calls

Avg ACD Time

Aban Calls

Avg Aban Time

Top Agents Avall

Top Agents
Ringing

Top Agentson
ACD Cdls
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Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

The length of time (in seconds) the oldest call has OLDESTCALL
waited in queue or ringing (at an agent voice terminal

for each skill in the report) before being answered. This

does not include direct agent calls.

The average time calls waited in queue and ringing ANSTIME/ ACDCALLS
before an agent answered. Thisdoes not include direct  <AVG_ANSWER_SPEED>
agent calls, but it doesinclude outbound ACD calls

placed by an adjunct (also called outbound predictive

dialing).

The ACD callsthat were queued to the skill and ACDCALLS
answered by an agent. This does not include direct

agent calls, but it doesinclude ACD calls placed by an

adjunct (also called outbound predictive dialing).

The average talk time (does not include hold time) is ACDTIME/ ACDCALLS
calculated for all ACD callsto thisskill. Thisdoesnot  <AVG_ACD_TALK _TIME>
include direct agent calls, but it does include talk time

of al outbound ACD calls placed by an adjunct (also

called outbound predictive diaing).

The total number of queued calls for each skill that ABNCALLS1-10
were abandoned before an agent answered. This

includes calls that are ringing at a voice terminal but

does not include direct agent calls. It also includes the

number of outbound calls for each skill that abandoned

at the far end before an agent answered.

The average time calls waited in split before hanging ABNTIME/ ABNCALLS
up. <AVG_ABANDON_TIME>

The number of top agents logged into the skill who are = TAVAILABLE
available in the skill to take calls.

The current number of top agentslogged intothe skill | TAGINRING
who have ACD calls (including direct agent calls)
ringing at their voice terminals.

The total number of top agents connected to inbound TONACD
and outbound ACD callsin each skill. This does not
include direct agent calls.
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Report Heading

Top Agentsin
ACW

Top Agentsin
Other

Top Agentsin
Aux

Top Agents
Staffed
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Description

The number of top agentswho arein the after call work
state for each skill. Thisincludes agents on ACWIN or
ACWOUT callsand agentsin ACW not associated
with an ACD call.

The current number of top agent positions that are
doing other work.

The agent did one of the following activities whilein
the Auto-in or Manual-In state:

* Theagent put any call on hold and performed no
further action.

* Theagentison adirect agent call orin ACW for a
direct agent call.

* Theagentisdialingto placeacall or to activate a
feature.

* The agent has a personal call ringing with no other
activity.

For the Generic 3 switches without EAS, agents are

logged into multiple splits and doing work for a split

other than this one (on an ACD call or in call-related

ACW).

For the Generic 3 switcheswith EAS, agents arelogged
into multiple skills and doing work for askill other than
thisone (on an ACD call or in call-related ACW).

Agent positions show up as OTHER directly after the
link to the switch comes up and directly after the agents
log in before the CentreVu CM S is notified of the
agent'swork state.

The total number of top agents logged into the skill
who arein the AUX Work mode for all skillsor are on
AUXIN/AUXOUT calls.

The current number of top agentsthat are staffed in the
skill.

3-129

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

TINACW

TOTHER

TINAUX

TSTAFFED



Real-Time Reports

Skill Top Agent Report

Report Heading

Flex Agents
Staffed

Reservel Agents
Staffed

Reserve2 Agents
Staffed
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Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Number of agents who are staffing the skill, but are FSTAFFED
neither top or reserve agents. Requires ECS R6 or later

with CentreVu Advocate. Thisfield will contain non-

top agentsif the CentreMu Advocate feature is not used,

since the database item consists of agents whoserolein

the skill is backup (applicable regardiess of whether

CentreVu Advocate is administered), allocation, or

roving.

Number of agents staffing this skill as reservel. R1STAFFED
Requires ECS R6 or later with CentreVu Advocate.

Number of agents staffing this skill as reserve2. R2STAFFED

Requires ECS R6 or later with CentreVu Advocate.
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Overview

Things to know about this
report
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This report shows how long the oldest call in queue has been waiting,
how many calls are currently waiting to be answered, the agent names,
the agent states, the length of time an agent has been in the state, and
the split associated with the call the agent is currently handling.

Note: The Split Status report is available on switches that do not have
the EASfeature. If you have the EAS Feature, this report is replaced
with the Skill Status Report.

Here are some things to know about this report:

» All agents logged into the selected split are displayed. You ca
scroll to view agents that you cannot see on the report.

« Ifanagentis on an ACD call or in the ACW state, a single spl
displayed that corresponds to the ACD call or ACW.

» Ifthe agent is available, all of the splits are displayed.
* Ifthe agentis in AUX in all splits, all splits are displayed.

*  For a Generic 3 Version 2 or later version switch without the
Expert Agent Selection (EAS) feature, an agent can be loggec
a total of four splits.

» If you have a Generic 3 Version 3 switch or an earlier switch,
Expected Wait Time (EWT) fields are blank. EWT is only
available on the Generic 3 Version 4 switch and later Generic
switches.

 The EWT value is updated whenever a call queues to the spli
no call has queued for 2 minutes, CMS will request the switct
send the current EWT values for the spilit.

The EWT fields may be blank for one of the following reasons:
* The EWT is unknown at this time.

 The EWT is infinity (for example, no agents are logged in).
*  The priority (TOP, HIGH, MEDIUM, LOW) is inactive.

*  The queue for this split is full.

* Please refer to the Generic 3 Version 4 Vectoring/EAS Guide
more information on EWT and causes of the field blanking ou
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EWT may not be what you anticipate. These factors can affect EWT:

* Alow volume of calls coming into a split, or very few coming i
at one or more of the priorities. This causes EWT to show lare
fluctuations than when there is heavier call volume.

* A split has only one or two agents logged in.

« A combination of the low call volume and a small number of
agents logged in.

The number of agents logged into a given split suddenly incre
or decreases substantially. EWT adjusts immediately, and you
see a big jump or fall in the EWT.

» A significant percentage of callers who are queued drop from
gueue, either from hanging up or from being answered, and r
new calls are queued. For example, in a vector with time-of-d
routing, after a specified time no more calls are routed to a
particular split. Calls in queue to this split continue to be servic
but no new calls are coming into the queue. The EWT remain
unchanged until the specified time interval from the timer has
expired and the audit has taken place.

* Calls may be queued to more than one split.
» Agents may be logged into multiple splits.

»  The switch may have the Multiple Call Handling (MCH) featur
enabled.

 Anew splitis created or the switch reboots. No history exists,
30 to 50 queued calls must accrue for an accurate EWT.

* The average handling time for calls changes suddenly.
» The call traffic is varying significantly.
e  The queuing times are erratic.

« EWT's are displayed only for the priorities for which calls are
gueuing. However, if you change the routing for a split so that
calls are not being queued at a priority, the EWT for that prior
continues to be shown until all agents in the split log out or a
translation pump- up is forced.

» The database items used for the Split Status Report are store
the csplit and cagent tables.

» Thisreport uses the Split/Skill Report Input Window. Select a s
that you want to view on the report. S8elit/skill report input
fields for more information.
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The following figure provides an example of the Split Status report:

Cﬁﬁplit Status - =1
Beport  Edit  Format

Toolz  Optionz

Split: s1

Help

Expected Wait Time

=10 %]

EWWT Top:
Calls Waiting: 14 EWWT High:
Oldest Call Waiting: 1:54 EWT Medium:
EWT Low:
Agent Name State Split Split Split Split Time VDN =
1 2 3 4 Mame
ACW 1 1:59 1005
ACDIN 1 1:57 1005
ACDIN 1 1:3% 1007
ACW 1 2:29 1005
ACW 1 44 1007
ACW 1 1:18 1005
ACW 1 2:3% 1006
ACW 1 1:10 +100%
ACW 1 2:18 1007
ACW 1 2:49 1005 -
[Double Click To Run Format T able | Threzholdz: On | Jaegerl G332 v

description

Report Heading Description

Split
Calls Waiting

Oldest Call
Waiting

The name or number of the split selected for the report.

The number of split or skill ACD callswaiting to be
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not

include direct agent calls.

The length of time (in seconds) the oldest ACD call has
waited in queue or ringing (at an agent voice terminal)

before being answered. This does not include direct

agent calls.

The following table describes the report fields:

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn(SPLIT)

INQUEUE+INRING

OLDESTCALL
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Report Heading

Expected Wait
Time (Pri): Top

Expected Wait
Time (Pri): High

Expected Wait
Time (Pri):
Medium

Expected Wait
Time (Pri): Low

Agent Name
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Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

This heading contains EWT for the split at top priority. | EWTTOP
EWT isthe expected wait time for anew call whenitis

gueued to the split at top priority. EWT measures only

the time it takes to deliver the call to an agent. It does

not include ringing time.

If CentreVu CM S is connected to a switch previousto
the Generic 3 Version 4 switch or if vectoring is not
activated, the EWT headings and columns are
displayed, but the fields are blank.

This heading contains EWT for the split at high EWTHIGH
priority. EWT is the expected wait time for a new call

when it is queued to the split at high priority. EWT

measures only the time it takes to deliver the call to an

agent. It does not include ringing time. If CentreVu

CMSis connected to aswitch previous to the Generic 3

Version 4 switch or if vectoring is not activated, the

EWT headings and columns are displayed, but the

fields are blank.

This heading contains EWT for the split at medium EWTMEDIUM
priority. EWT is the expected wait time for a new call

when it is queued to the split at medium priority. EWT

measures only the time it takes to deliver the call to an

agent. It does not include ringing time. If CentreVu

CMSis connected to aswitch previous to the Generic 3

Version 4 switch or if vectoring is not activated, the

EWT headings and columns are displayed, but the

fields are blank.

This heading contains EWT for the split a low priority. | EWTLOW
EWT isthewait timefor the call when it is queued to

the split at low priority. EWT measures only the time it

takesto deliver the call to an agent. It does not include

ringing time. If CentreVu CMSiis connected to a

switch previous to the Generic 3 Version 4 switch or if

vectoring is not activated, the EWT headings and

columns are displayed, but the fields are blank.

The name(s) of the agent(s) assigned to the split and syn(LOGID)
logged in (or their login IDs if names have not been
assigned to them in Dictionary).
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Report Heading Description

State

Split(9)

Time

VDN (Shows data
only if you have
purchased the
Vectoring

feature.)

The current work mode (state) the agent isin, such as
AVAIL, ACD, ACW, AUX, DACD, DACW,
RINGING, UNKNOWN, OTHER, or UNSTAFF, and
the call direction (BLANK, IN, or OUT).

The split associated with the call or the ACW state
when an agent is either on a split or direct agent ACD
call, or inthe ACW state. If an agent putsan ACD call
on hold and makes an AUX call, thisis the split of the
ACD call on hold. For AUXIN callsand for AUXOUT
calls made without an ACD call on hold, thisis the split
the agent has been logged into the longest. When the
agent isavailable, all of the splits the agent is available
inarelisted.

The elapsed time since the last agent WORKMODE
change for any split/skill. Thisitem isnot reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without
resetting.

The vector directory number is associated with the
ACD cdl in progress. If a name has been assigned to
the VDN in the Dictionary, the name displaysinstead of
the number.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

WORKMODE and
DIRECTION

WORKSPLIT
WORKSPLIT2
WORKSPLIT3
WORKSPLIT4

AGTIME

VDN
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Overview

Things to know about this
report

The Split/Skill report simultaneously displays real-time call-handling
information on a number of splits or skills. It allows the supervisor to
evaluate and compare the workload and call-handling performance
between splits/skills, and to determine agent reassignment.
Additionally, the supervisor can evaluate other ACD configuration
alternatives which can be used to balance workloads and reduce
abandoned calls.

Here are some things you need to know about this report:

You can enter a range or a list of splits/skills which the report:
cover. If you only want to view one split or skill, you may size t
window smaller.

In this report, the OTHER state displays for agents who are o
calls or in after call work state for other splits or skills.

For agents in split/skills with the many forced option of Multipl
Call Handling for Generic 3 Version 4 and later switches, a que
call is not delivered to an agent position if there is no available
appearance. If the agent has no available call appearance, th
agent is either on a call or has all calls on hold. In either case
agent is not available.

The database items used for the Report are stored itsthie t
table.

This report uses the Split/Skill Report Input Window. Select a <
that you want to view on the report. S8elit/skill report input
fields for more information.
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The following figure provides an example of the Split/Skill report:

41 split/Skill Report

Beport Edit Format Tool: Option: Help

SplitrSkil

Skill State
Calls Waiting
Dldest Call Waiting
Mg Speed Ans

ACD Calls
Aug ACD Time
Abhan Calls
Avi Ahan Time

Anents Avail
Anents Ringing
Adents on ACD Calls
Anents in ACYWY
Anents in Other
Anents in ALK
Agents Staffed

T22

T23

T26

Total sp99g

HORMAL HOBMAL HORMAL HNORMAL HNORMAL

1]
00

192

th oo Q9

197

0

00

= — N — R — I — R — i — |

1] 1] 1]
00 00 00
1] 1] 1]
1] 1] 1]
Fi) 272 1]
1] 1] 1]
1] 1] 1]
1] 1] 1]
1] 1] 1]
2 ¥ 1]
81 279 1]

Diouble Click To Bun Format T able

| Thieshalds: On | 5T10

description

Report Heading Description

Splits/Skills

Skill State

Calls Waiting

The name or number of the split(s)/(skill(s) selected for

the report.

The current state of the skill, compared to the
administered thresholds. This displays as Normal,

Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.

The number of split or skill ACD callswaiting to be
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not

include direct agent calls.

The following table describes the report fields:

Database ltem,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn(SPLIT)

SKSTATE

INQUEUE+INRING
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Split/Skill Report

Report Heading

Oldest Call

Waiting

Avg Speed Ans

ACD Calls

Avg ACD Time

Aban Calls

Avg Aban Time

Agents Avail

Agents Ringing

Agentson ACD
Cadls
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Thelength of time (in seconds) the oldest ACD call has | OLDESTCALL
waited in queue or ringing (at an agent voice terminal

for each split/skill in the report) before being answered.

This does not include direct agent calls.

Description

ANSTIME/ ACDCALLS
<AVG_ANSWER_SPEED>

The average time calls waited in queue and ringing
before an agent answered. This does not include direct
agent calls, but it doesinclude outbound ACD calls
placed by an adjunct (also called outbound predictive
dialing).

The ACD callsthat were queued to the split/skill and
answered by an agent. This does not include direct

agent calls, but it doesinclude ACD calls placed by an
adjunct (also called outbound predictive dialing).

ACDCALLS

The average talk time (does not include hold time) is ACDTIME/ ACDCALLS
calculated for all ACD callsto thissplit/skill. Thisdoes | <AVG_ACD_TALK_TIME>
not include talk time on direct agent calls, but it does

include talk time of al outbound ACD calls placed by

an adjunct (also called outbound predictive dialing).

Thetotal number of queued callsfor each split/skill that
abandoned before an agent answered. Thisincludes
callsthat are ringing at a voice terminal but does not
include direct agent calls. It also includes the number of
outbound callsfor each split/skill that abandoned at the
far end before an agent answered.

ABNCALLS1-10

ABNTIME/ ABNCALLS
<AVG_ABANDON_TIME>

AVAILABLE

The average time acaller waited (in split/skill) before
hanging up.

The current number of agentsthat are available to
receive ACD callsin each split/skill.

The current number of agents that are available and AGINRING
have ACD calls (including direct agent calls) ringing at

their voice terminal but have not yet answered. If the

agent places a call or answers an extension call, the

agent is shown in the AUX work state, rather than in

the ringing state.

The total number of agents that are connected to ONACD
inbound and outbound ACD callsin each split/skill.

This does not include agents on direct agent calls.
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Report Heading

Agentsin ACW

Agentsin Other

Agentsin AUX

Agents Staffed

CentreVu Supervisor Release 9 Reports

Description

The number of agents who are in the after call work
state for each split/skill. This includes agents on
ACWIN or ACWOUT calls and agentsin ACW not
associated with an ACD call.

The current number of agent positions that are doing
other work.

For the Generic 3 switches with EAS, the agent did one
of the following activities while in the Auto-in or
Manual-In state:

* The agent put any call on hold and performed no
further action.

* Theagentisonadirect agent call orin ACW for a
direct agent call.

* Theagentisdialingto place acal or to activate a
feature.

* Theagent hasaringing personal call, with no other
activity.

For the Generic 3 switches without EAS, agents are

logged into multiple splits and doing work for a split

other than this one.

Agent positions show up as OTHER directly after the
link to the switch comes up and directly after the agents
log in before the CentreVu CM S is notified of the
agent’'swork state.

The current number of agentswho areinthe AUX
work modefor all splits/skillsincluding agentswho are
handling AUXIN or AUXOUT calls.

The total number of agents that are logged into each
split/skill.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

INACW

OTHER

INAUX

STAFFED
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Split/Skill by Location Report

Overview

Things to know about this
report

The Split/Skill by Location report supports the Agent Site Tracking
feature introduced with R3V8 CM S and R3V 8 Supervisor. This report
tracks agents by their split/skill location ID.

The Split/Skill by Location report displays real-time agent call-
handling information on a single split or skill. It allows the supervisor
to evaluate the workload and call-handling performance on the split/
skill, and to determine agent reassignment.

Here are some things you need to know about this report:

This report displays information on a single split/skill. Select tl
split/skill location ID through the input window.

*  This report shows the agents logged into a single split/skill.

* The database items used for the Report are stored incthgnt
table.

* This reportis in table format.

*  This report uses the Split/Skill Report Input Window. Select a <
that you want to view on the report. S8elit/skill report input
fields for more information.
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Split/Skill by Location  Thefollowing figure provides an example of the Split/Skill by
report example | ocation report:

AT Split/Skill by Location - sp998
Beport Edit Format Tools Options Help
SplitSkill: sp9s
Location IDs: Boston;CO Sprinus:Fort Collins
Agents Staffed 0
Location Agent Mame Lagin 1D
Mew rork | 23018 230149
Mew rork & 23022 23022
Mew 'rork | 23021 23021
Mews York # 23031 23031
Mew York 2 23024 23024
Mesw Vark &/ 23032 23032
Mew York 2 23033 23033
Mew vork W 23025 23025
Double Click Ta Fun Format Table || Thesholds: On | 5T10

Split/Skill by Location  The following table describes the report fields:
report description

Report Heading Description Database Item,

Location ID

Agent Name

Login ID
Agents Staffed

Calculation, or Database
Item, Calculation, or
<Calculation Name>

Thelocation ID(s) associated with the agent. ThisIDis  LOC_ID
not associated with the agent personally, but rather with

the terminal the agent islogged into. It isalso

associated with a port network location ID on

DEFINITY. If the Agent Site Tracking feature is not

available on your system, the field will not display

meaningful data.

The names or login IDs of the agents that logged into syn(LOGID)
the split/skill selected in the report input window.

Thelogin ID of the agent. LOGID

Thetotal number of agents that are logged into each select count(*) where split =
split/skill. $input and LOC _ID = $input
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Split/Skill Top Agent Status Report

Overview

Things to know about this
report

Thisreport is the same as the Skill Status Report, except that it only
shows status for agents for whom the selected skill is the top skill.

Here are some things you need to know about this report:

This report shows information for agents with this skill as top s
only.

* "Top Agents" are agents for whom the skill is their highest-lev
skill. If agents have more than one skill at the highest level, th
the first one administered is the top skill.

 The EWT value is updated whenever a call queues to the skil
no call has queued for 2 minutes, CMS will request the switct
send the current EWT values for the skill.

. You must have a Generic 3 switch with the EAS feature.

* The database items used for the Split/Skill Top Agent Status
Report are stored in thesp1it and cagent tables.

*  This report uses the Split/Skill Report Input Window. Select a <
that you want to view on the report. S8elit/skill report input
fields for more information.
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Split/Skill Top Agent Status  The following figure provides an example of the Split/Skill Top Agent
report example  Status report:

i Top Agent Status - s511 -0 x|
Beport Edit Format Tool: Options Help
SplitSkill: s511 L
Skill State: NOR Expected Wait Time
EWT Top:
Calls Waiting: 0 EWT High:
Oldest Call Waiting:  :00 EWT Medium:
EWT Low:

Agent Name Login AUX State  Spliyfskill Level Time ¥DN Name
ID Heason

44477 44477 AVAIL 1:05:45
® 14475 44475 AVAIL 1:05:45
8 14471 44471 AVAIL 1:05:45
R 14473 44473 AVAIL 1:05:45
R 44478 44478 AVAIL 1:05:45
R 44474 44474 AVAIL 1:05:45
B 44472 44472 AVAIL 1:05:45
R 44476 44476 AVAIL 1:05:45

|| Threzhaldz: On | Bizon36vpe 4

Split/Skill Top Agent Status ~ The following table describes the report fields:
report description

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Skill: The name or number of the skill selected for thisreport. | syn(SPLIT)

Skill State The current state of the skill, compared to the SKSTATE
administered thresholds. This displays as Normal,
Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.

Calls Waiting The number of split or skill ACD calls waiting to be INQUEUE+INRING
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not
include direct agent calls.

Oldest Call Thelength of time (in seconds) the oldest ACD call has  OLDESTCALL
Waiting waited in queue or ringing (at an agent voice terminal

for each split/skill in the report) before being answered.

This does not include direct agent calls.
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Report Heading

Expected Wait
Time (Pri): Top:

Expected Wait
Time (Pri): High:

Expected Wait
Time(Pri):
Medium:

Description

This heading contains EWT for the skill at top priority.
EWT isthewait timefor the skill when acall is queued
at top priority. EWT measures only thetime it takesto
deliver the call to an agent. It does not include ringing
time. If CentreVu CMS s connected to a switch
previous to the Generic 3 Version 4 switch or if
vectoring is not activated, the EWT headings and
columns are displayed, but the fields are blank.
Exception thresholds for EWT can be set from the
Exception command.

This heading contains EWT for the skill at top priority.
EWT isthewait timefor the skill when acall is queued
at high priority. EWT measures only thetimeit takesto
deliver the call to an agent. It does not include ringing
time. If CentreVu CMS s connected to a switch
previous to the Generic 3 Version 4 switch or if
vectoring is not activated, the EWT headings and
columns are displayed, but the fields are blank.
Exception thresholds for EWT can be set from the
Exception command

This heading contains EWT for the skill at top priority.
EWT isthewait timefor the skill when acall is queued
at medium priority. EWT measures only the time it
takesto deliver the call to an agent. It does not include
ringing time. If CentreVu CMSiis connected to a
switch previous to the Generic 3 Version 4 switch or if
vectoring is not activated, the EWT headings and
columns are displayed, but the fields are blank.
Exception thresholds for EWT can be set from the
Exception command

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

EWTTOP

EWTHIGH

EWTMEDIUM
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Report Heading Description

Expected Wait
Time (Pri): Low:

Agent Name

LoginID
AUX Reason

State

This heading contains EWT for the skill at top priority.
EWT isthewait timefor the skill when acall is queued
at low priority. EWT measures only the time it takesto
deliver the call to an agent. It does not include ringing
time. If CentreVu CMS s connected to a switch
previous to the Generic 3 Version 4 switch or if
vectoring is not activated, the EWT headings and
columns are displayed. Exception thresholds for EWT
can be set from the Exception command, but the fields
are blank.

The name(s) of the top agent(s) assigned to this split/
skill and logged in (or their login IDsif names have not
been assigned to them in Dictionary).

The login identification of the agent.

The reason associated with the auxiliary work state of
this agent (for example, lunch, break, meeting, or
training). Thisfield isblank if the agent is not in the
AUX state.

The current work mode (state) the agent isin (AVAIL,
ACD, ACW, AUX, DACD, DACW, RINGING,
UNKNOWN, OTHER, UNSTAFF) and the call
direction (blank, IN, or OUT).
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

EWTLOW

syn(LOGID)

LOGID
syn(AUXREASON)

syn(WORKMODE) and
syn(DIRECTION)
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Report Heading Description

Skill/Level

Time

VDN Name
(Shows data only
if you have
purchased the
Vectoring
feature.)

When an agent ison askill call, adirect agent call, or in
ACW mode, thisisthe skill associated with the call or
the ACW, and the level associated with the skill.

WORKSKILL isthe OLDEST_L OGON:

*  When an agent ison an AUXIN/AUXOUT call
from the available state, whilein AUX, or with an
AUXIN/AUXOUT call on hold

*  When an agent ison an AUXIN call withan ACD
call on hold.

*  When an agent ison an AUXOUT call with an
ACD call on hold, thisisthe skill associated with
the ACD call.

*  Whenanagentisavailable, in AUX, orin OTHER,
thisis blank.

WORKSKLEVEL isthe skill level (ranging from 1 to

16) or the reserve level (R1 or R2) associated with

WORKSKILL.

The elapsed time since the last agent WORKMODE
change for any split/skill. Thisitem isnot reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without
resetting.

The number or name of the VDN for which the report
shows data. The Vector Directory Number is associated
with the ACD in progress. If a name has been assigned
tothe VDN in the Dictionary, the name displaysinstead
of the number.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

WORKSKILL/
syn(WORK SKLEVEL)

AGTIME

syn(VDN)
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Split/Skill Agent Status by L ocation Report

Overview

Things to know about this
report

This report shows the agent status on a selected skill, by location ID.
This report supports the agent site tracking feature, and this feature
must be enabled to view meaningful data on the report

Here are some things you need to know about this report:

This report shows information for agents in this skill by their
terminal location ID.

»  This report includes information on agent roles, skill state, ag
extensions, location IDs, and skill level or percent allocation p
agent.

. You must have a Generic 3 switch with the EAS feature.

* The database items used for the Split/Skill Top Agent Status
Report are stored in theagent tables.

»  Thisreport uses the Split/Skill Report Input Window. Select a <
that you want to view on the report and a location ID to sort b
See Split/skill report input fielddor more information.
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Split/Skill Agent Status by  The following figure provides an example of the Split/Skill Agent
Location report example  Status by Location report:

-ﬂ-ﬁgent Status by Location - sp9398
Beport Edit Fomat Tool: Ophtions  Help
Splitrskill: sp998
Location IDs: BostonCO Sprinns:Fort Collins

Agents in ACW 0 Agents Staffed 0
Agents on ACD Calls 0 Anents Avail 0
Agents in ALK 1] Agents Ringing 1]
Agents in Other 0
Agent Mame Location LoginIDh  Exin Role Percent AL State  Direction SplitSkill Level Time
Reason
# 20039 29039 260349 AVAIL b
2 29029 290249 26029 AVAIL e
& 20055 29055 260545 AVAIL A
# 20032 29082 26082 AVAIL e
& 29080 28080 26080 AVAIL A
| 20043 29043 26043 AVAIL b
8 29040 29040 26040 AVAIL e
& 20032 28032 26032 AVAIL A
#2003 29031 26031 AVAIL e
& 29068 28068 26068 AVAIL A
Double Click Ta Fun Format Table | Thiesholds: On | sTI0

Split/Skill Agent Status by  The following table describes the report fields for the time period
Location report description  covered by the report.

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Split/Skill The name or number of the split/skill that isselected for | syn(SPLIT)
this report. You can make these selections in the report
input window.

Location ID The location 1D(s) associated with the agent. ThisIDis | LOC_ID

not associated with the agent personally, but rather with
the terminal the agent islogged into. It isalso
associated with a port network location ID on
DEFINITY. If the Agent Site Tracking feature is not
available on your system, the field will not display
meaningful data.
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Report Heading Description

Agentsin ACW | Thetotal number of agents currently in ACW for this
skill.

Agentson ACD | Thetotal agents currently on ACD callsin this skill.

Cdls

Agentsin AUX Thetotal agents currently in AUX work in this skill.

Agentsin Other | Thetotal number of agents doing other work in this

skill.
For all switches "other" time is accumulated when:

* Anagent first logs into the switch. CentreVu CMS

tracks the agent time as "other" time until the

switch notifies CentreMu CM S of the agent’s state

* Thelink between CM S and the switch becomes

operational. The switch notifies CM S of all agents
who are logged in. CM S assumes these agents are

in the "other" state until the switch sendsiit
notification of each agent’s current state.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

select count(*) where split =
$input and LOC_ID = $input
and WORKMODE = ACW

select count(*) where split =
$input and LOC_ID = $input
and WORKMODE = ACD

select count(*) where split =
$input and LOC_ID = $input
and WORKMODE = AUX
select count(*) where split =
$input and LOC_ID = $input
and WORKMODE = OTHER

“Other” time is accumulated when agents in Auto-In or

Manual-In:

* Put any call on hold while not doing any other
activity

e Didedtoplaceacall or to activate afeature

e Had apersonal cal ringing with no other activity

*  Wereavailable for other, multiple call handling
skills, but not for this skill

*  Werelogged into multiple splits/skills and were

doing work for asplit/skill other than this split/skill

(onan ACD cal or in call-related ACW).

Agents Staffed The total number of agents currently staffed for this
skill.

Agents Avall Thetotal number of agents currently available in this
split/skill

select count(*) where split =
$input and LOC_ID = $input
select count(*) where split =
$input and LOC_ID = $input
and WORKMODE = AVAIL
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Report Heading Description

Agents Ringing The total number of agentsin this skill with calls
currently ringing.

Agent Name The names or login IDs of the agents that logged into
the split/skill selected in the report input window.

LoginID Thelogin ID of the agent.

Extn The agent’s terminal extension number.

Role The Agent’s service role for this SKILL, based on call
handling preference and skill level.

Percent The Agent’s percent allocation for this SPLIT. Requires
DEFINITY ECS R6 with CentreVu Advocate.

AUX Reason The reason the agent isin AUX on this skill.

State The agent’s state on this skill; for example, in AUX, in
ACW, in OTHER.

Direction The agent’s direction on this skill, IN or OUT.

Level The agent’s skill level on this skill, 116, r1 or r2.

Time The elapsed time since the last agent WORKMODE

change for any split/skill. Thisitem isnot reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes fromAUX to
AUXOUT to AUX, AGTIME continues without
resetting.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

select count(*) where split =
$input and LOC_ID = $input
and WORKMODE = RING

syn(LOGID)

LOGID
EXTENSION
ROLE

PERCENT

AUXREASON

AWORKMODE,
WORKSKILL

DIRECTION
WORKSKLEVEL
AGTIME



Real-Time Reports CentreVu Supervisor Release 9 Reports

Trunk Group Report 3-151

Trunk Group Report

Overview

Purpose  The Trunk Group Report gives you the current status of each trunk in a
selected trunk group.

Organization of this section  This section contains the following topics:
*  Trunk Group Report Selector Window and Input Fields
e Trunk Group report input fields
e Trunk Group Report
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Trunk Group Report Selector Window and Input Fields

Overview  The trunk/trunk group selector window is where you specify which
trunks or trunk groups will appear in the report

Trunk Group report  Thisfigureis an example of the Trunk Group Report selector window:
selector window

Select a Report EE
Real-Time ] Hiztarical ] |nteqrated ]

Run Report for AC0: Eptlrt:
IST'IEI j Trunk Group Report

LCateqony:

Agent

Other
[ueueitgent
Split/Skill

ET unk.A T runk, roup
WDMN

Wechor

ChS cuztom
Deszigner

— Description
Dizplays ztatuz of each trunk in the selected trunk aroup

Script... | Properties Copy | elete | Help |

oK, Ef New | Cancel |
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Trunk Group reportinput  Thefollowing table describes theinput fields on real-time Trunk Group
fields  report input windows. The report input window must be filled in to run

the report:
Field Definition
Trunk group: Enter the trunk group name or number that you want to view in this

report. Any name(s) that you want to appear on the report must have
been previously defined and entered in the Dictionary subsystem.

Refresh Every <#> seconds. Enter the number of seconds (3 to 600) to specify how rapidly CentreVu
CM S should update the report data. The default for the Refresh Every
<#> Seconds field in this window is your assigned minimum refresh
rate plus 15 seconds. To find out what your minimum refresh rateis, or
to changeit, check with your CentreVu CM S administrator.

Enable Report Thresholds Check the Enable Report Thresholds option to start the report with
report thresholds running. Uncheck the option if you do not want to run
report thresholds.

Run Minimized Check the Run Minimized option to run the report in a minimized
window. Uncheck the option to run the report at full size.
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Trunk Group Report

Overview  The Trunk Group report displays the current status of each trunk in a
selected trunk group. Thisinformation isuseful in identifying overused
or underused facilities and in genera troubleshooting.

Things to know about this  Here are some things you need to know about this report:

PO . The database items used for the Trunk Group report are store

the ctkgrp table.

*  Thisreport uses the Trunk Group input window. Seenk Group
report input fieldfor more information.

Trunk Group report  The following figure provides an example of a Trunk Group report:

example % Trunk Group Report - tkgrp18 =la|=|

Beport Edit Format Tools Options Help

Trunk Group Hame: tkgrp18

Trunk State Direction Time Agent Mame Extn  SplittSkill YD
MHame
Tkgrp1 IDLE QUT  1:40 Agent1 2001 Skilll Orders
Tkgrp 2 CONN IN 1:24 Agent 12 2012 Skill2 Qrders
Tkgrp 3 CONN IN :30 Agent 32 2032 Regular Orders
Tkgrp 4 HOLD IN 1:07 Agent 18 2016 Gold  QOrders
Tkgrp 5 RINGING N 1:32 Agent3 2003 PlatinumOrders

ALCD link, iz down | Threzholdz: On | Loz Angeles
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Trunk Group report

description

Report Heading Description

Trunk Group
Name

Trunk
State

Direction

Time

Agent Name

Extn

Split/Skill

VDN Name
(Shows data only
if you have the
Vectoring feature)

The trunk group name or number for which the report

was requested.

The trunk equipment location assigned to thistrunk.

The current state of the trunk (IDLE, CONN,
QUEUED, SEIZED, MBUSY, HOLD, UNKNOWN,
DABN, FBUSY, FDISC, RING).

The direction in which the trunk is carrying the current

cal (in or out).

The time that the trunk has spent in the current state.

The name of the agent handling the current call on the

trunk.

The extension number that is associated with the

current call on the trunk.

The split/skill number that is associated with the

current call on the trunk.

The number or name of the VDN for which the report
shows data. The Vector Directory Number is associated
with the ACD call in progress. If aname has been
assigned to the VDN in the Dictionary, the name

displaysinstead of the number.
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The following table describes the report fields:

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
syn(TKGRP)

EQLOC

TKSTATE

DIRECTION

DURATION
syn(LOGID)

EXTENSION

SPLIT

VDN
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Overview
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Purpose

Organization of this section

The VDN reports give you the following specific information about
VDNs:

The wait times of incoming calls answered/connected and
abandoned for a VDN during the current interval.

How calls to the specified VDN are being handled.

The number of calls handled by each of the VDN skill preferer
and information about call handling.

The current overall status of the VDNSs you select.

This section contains the following topics:

General Information About Split/Skill Reports
VDN Report Selector Window and Input Fields
VDN report input fields

VDN Call Profile Report

VDN Graphical Call Profile Report

VDN Skill Preference Report

VDN Report
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Genera Information About VDN Reports

Organization of VDN  Thefollowing list shows how the VDN reports are organized in
reports  CentreVu Supervisor:

o  Call Profile

*  Graphical Call Profile
o  Skill Preference

* Report.
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VDN Report Selector Window and Input Fields

Overview  The VDN report selector window and the VDN report input window

are used to run the VDN reports described in this section.

VDN report selector  The following figure is an example of the VDN Report Selector

window  window. The reports are explained in the same order as listed in the
window:
Select a Report BHE
Real-Time ] Hiztarical ] |nteqrated ]
Fun Bepart far ACD: Beport:
[sT10 | =
B T Graphical Call Profile
_ﬁgent Skil Preference
Other WM Report
[ueueitgent
Split/Skill
TrurkTrunk, Gru:uui
Weckor
Dezigner
— Description
Dizplays a profile of curent Y¥OM performance

Script... | Froperties | Copy | elete | Help |

0k | Edit | MHew | Cancel |
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VDN report input fields

Field
VDN:

The reportsin this section use the VDN Reports Input Window.
Specific input information isincluded with the reports. The report input
window must be filled in to run the report. The following table
describes the input fields on real-time VDN report input windows:

Definition
Fill inthe VDN(s) names(s) or number(s) for which you want to run the

report. You can enter a VDN name only if the name has been defined in
the Dictionary.

Refresh Every <#> seconds: Enter the number of seconds (3 to 600) to specify how frequently

Enable Report Thresholds

Run Minimized

CentreMu CM S should update the report data. The default for the
Refresh Every <#> Seconds field in thiswindow is your assigned
minimum refresh rate plus 15 seconds. To find out what your minimum
refresh rateis, or to change it, check with your CentreVu CMS
administrator.

Check the Enable Report Thresholds option to start the report with
report thresholds running. Uncheck the option if you do not want to run
report thresholds.

Check the Run Minimized option to run the report in a minimized
window. Uncheck the option to run the report at full size.
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VDN Call Profile Report

Overview  Thisreport, which is available only for customers who have the
Vectoring feature, displays the numbers of answered/connected and
abandoned calls to the specified VDN within the administered service
level increments. It also displays the percentage of calls answered or
connected within the acceptable service level.

In order to run this report the Vectoring feature must be enabled.

Things to know about this  Here are some things you need to know about this report:

report | Calls are displayed in ten separate columns, with each colum

representing a progressively longer wait time for the call. For
example, the first field shows calls that were answered in less
or equal to PERIOD1 seconds, the second field shows calls tl
were answered in less than or equal to PERIOD2 seconds, bt
greater than PERIOD1 seconds, and so on.

*  You can only run this report if the Vectoring feature has been
purchase and authorized for you to use.

* The database items used for the VDN Call Profile report are st
in the cvdn table.

e  This report uses the VDN Report Input Window. Select a VDN
that you want to view on the report. SE®N report input fields
for more information.

Prerequisite System  You must first define your acceptable service level and service lev
Administration  jncrements for this VDN in the VDN Call Profile Setup window. If yc
do not define your service level and increments, zero (0) is used f

increments (therefore, all calls appear in the first increment).

Reference

For more information, see the "Call Center Administration" chapte
the Centrevu” Call Management System Release 3 Version 9
Administration585-214-015 document.
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VDN Call Profile report  The following figure provides an example of aVVDN Call Profile
example  report:

7 ¥DN Call Profile - BSR to Boston

Beport Edit Format Tools Option: Help

YO BSRto Boston % Within Sermvice Level:
Seconds 0O - 1 - 2 - 3 - 4 - a - B - 7 - a - 9 - =
ACD + Conn Calls: 0 0 1] 0 0 0 0 0 0 0
Ahan Calls: 0 0 0 0 0 0 0 0 0 0
ACD + Conn Calls: 0 Ahan Calls: 0
Avg Speed Ans + Conn: Avg Aban Time:
% Ans + Conn; % Aban:

| Thiesholds: On | 5T10.

VDN Call Profile report  This table describes the report fields:
description

Report Heading | Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

VDN (Showsdata | The number or name of the VDN for which thereport | VDN
only if you have  shows data (selected in the report input window).

purchased the

Vectoring

feature.)

% Within Service  Percentage of callsto the VDN that were answered/ 100* (  ACCEPTABLE/

Level connected within the service level (as specifiedinthe | INCALLS)
VDN Call Profile Setup window). Calls to the VDN <PERCENT_SERV_LVL_VDN>
may result in ACD calls, direct agent calls, and non-
ACD cals.

Seconds The size of each servicelevel increment ismeasuredin = PERIOD1-9

seconds. Each increment of seconds represents a
progressively longer wait time segment during which
calls may be answered or abandoned, and each
increment can be a different length. These increments
are defined in the Call Center Administration VDN
Call Profile Setup window.



Real-Time Reports

VDN Call Profile Report

Report Heading

ACD + Conn
Cdls

Aban Calls:

ACD + Conn
Calls (total):

Avg Speed of Ans
+ Conn:

% Ans + Conn:

Aban Calls (tota):

CentreVu Supervisor Release 9 Reports

Description

Number of callsto the VDN that were answered by an
agent or connected to a non-ACD destination within
each of the servicelevel increments. thisincludes direct
agent calls. Connected means callsthat are answered at
anon-ACD destination.

Number of callsto the VDN that were abandoned
within each of the service level increments. This
includes direct agent calls and calls that were
abandoned while queued to asplit/skill or whileringing
avoiceterminal. Thisincludes all VDN calls
abandoned. For Generic 3 with the ASAI feature
switches, this also includes the number of outbound
calsfor each split/skill that abandoned before an agent
answered at the far end.

Total number of callsto the VDN (including direct
agent calls) that were answered by an agent or were
connected to anon-ACD destination. Connected means
calls that are answered at anon-ACD destination.

The average time, in minutes and seconds, that callsto
the VDN completed during this interval waited before
being answered by an agent or connected (to a non-
ACD destination). Thisincludesdirect agent calls, non-
ACD calls, and calls answered by AUDIX and
Message Center agents, but only includes calls that
were processed by the VDN.

Percentage of calls (which may includes direct agent
calls) to the VDN completed during this interval that
were answered or connected within the administered
service level increments. Thisincludes direct agent
calls. Connected means calls that are answered at a
non-ACD destination.

Total number of callsto the VDN that were abandoned.
Thisincludes direct agent calls and calls that were
abandoned while queued to asplit/skill or while ringing
avoiceterminal.

3-162

Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

ANSCONNCALLSI-10

ABNCALLS1-10

ACDCALLS+
CONNECTCALLS

( ANSTIME +
CONNECTTIME) / (
ACDCALLS +
CONNECTCALLS)

100*(( ACDCALLS+
CONNECTCALLS)/ INCALLS

ABNCALLS
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Report Heading Description Database Item, Calculation,
or Database Iltem,
Calculation, or <Calculation

Name>
Avg Aban Time: | The averagetime callswaited in VDN beforehanging = ABNTIME/ ABNCALLS
up. <AVG_ABANDON_TIME>
% Aban: Percentage of callsto the VDN that were abandoned.  100*( ABNCALLS/

INCALLS)
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VDN Graphical Call Profile Report

Overview

Things to know about this
report

This report shows how callsto the VDN you specify are being handled
compared to your call center’s predefined acceptable service level. Call
center supervisors can use this report to look at VDN calls answered
within the acceptable service level and service interval answer and
abandons.

Thisreport is available on switches with the Call Vectoring feature.

Here are some things to know about this report:

You can access this report from the Real-Time VDN Category
selector menu.

»  This report contains two charts, a three-dimensional pie chart
a stacked area graph. A legend is located to the right of each

The three-dimensional pie chart contains the percentage of A
calls answered within the predefined acceptable service level
the percentage of ACD calls answered outside this level. The
VDN selected for the report and the predefined acceptable se
level are displayed above this chart.

The stacked area graph contains the following information:

. The number of ACD calls answered and abandoned within ez
service interval.

* The x-axis represents each of the defined service intervals in
seconds, and the y-axis represents the number of ACD calls
answered/abandoned within each of the defined service level

»  The number displayed for each service interval is the upper li
of the interval. For example, if the first two intervals are "5" ar
"10," the first data point on the graph shows the number of ca
answered/abandoned within 0-5 seconds, and the second da
point shows the number of calls answered/abandoned within
seconds.

» The chart type can be changed. See Chapter 2: "Using Repor
this document for more information.

* The database items used for the VDN Graphical Call Profile
report are stored in thevdn table.

e  This report uses the VDN Report Input Window. Select a VDN
that you want to view on the report. SE®N report input fields
for more information.
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VDN Graphical Call Profile  The following figure provides an example of the VDN Graphical Call
report example  Profile Report:

Toolz Optionz  Help

=10 x|

Service Level: 0

Calls Answered

42%

%Within Service Lewel

ooutside Service Level

Service Interval Answer and Abandons

Aban Calls

ACD Calls

fg'ﬁr‘DN Call Profile - v48371
Feport  Edit Format
VDN: 48371
SE
40
=
o200 4—
o
=
°T,T
oo

oclotatotolo

Service Interval - Seconds

[Double Click To Bun Format Chart | Thresholds: On | Bisondbvpe
_———
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VDN Graphical Call Profile

report description

Report Heading

VDN: (Shows
dataonly if you
have purchased
the vectoring
feature.)

% Within Service
Level

% Outside Service
Level

Service Interval -
Seconds

ACD + Conn
Calls:

Seconds:

Description

The number or name of the VDN for which the report
shows data.

Percentage of callsto the VDN that were answered/
connected within the service level (as specified in the
VDN Call Profile Setup window). Callsto the VDN
may result in ACD, direct agent calls, and non-ACD
cals.

Percentage of VDN ACD calls that were not answered
by an agent within the predefined acceptable service
level. Calls that were not answered may include forced
busy calls, forced disconnect calls, calls redirected to
another destination, and calls queued to more than one
VDN and answered in another VDN.

The size of each service level increment is measured in
seconds. Each increment of seconds represents a
progressively longer wait time segments during which
calls may be answered or abandoned, and each
increment can be a different length. These increments
are defined in the call Center Administration VDN Call
Profile Setup window.

The number of callsto the VDN that were answered by
an agent or connected to anon- ACD destination within
each of the service level increments. Callsin each
increment are represented by color-coded area (see

legend).
Shows the current setting for the Acceptable Service

Level, in seconds, as defined on the Call Center
Administration: VDN Call Profile Setup window)
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The following table describes the report fields:

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

VDN or syn(VDN)

<PERCENT_SERV_LVL_VD
N

< <100--PERCENT _
SERV_LVL_VDN>

PERIOD1-9

ANSCONNCALLSI-10

SERVICELEVEL
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Report Heading Description Database Item,

Aban Cdlls:

Calculation, or Database
Item, Calculation, or
<Calculation Name>

The number of callsto the VDN that were abandoned = ABNCALLSI1-10
within each of the service level increments. This

includes direct agent calls and calls that were

abandoned while queued to asplit/skill or while ringing

avoice terminal. For all Generic 3 switches, thisis all

VDN calls abandoned. For Generic 3 with the ASAI

feature switches, this also includes the number of

outbound calls for each split/skill that abandoned

before an agent answered at the far end.
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VDN Skill Preference Report

Overview

Things to know about this
report

Thisreport, which is only available for customers who have the
Vectoring and EAS features, displays information about call handling
for the VDN asawhole and lists the number of callshandled by each of
the VDN skill preferences.

In order to run this report, the Vectoring and EAS features must be
enabled.

Here are some things you need to know about this report:

This report is only available if the Vectoring and EAS features
have been purchased and authorized for you to use.

»  This report displays data on the handling of calls to the VDNs
VDN skill preference.

» If a specific skill in the vector is also administered as a VDN s
preference for the associated VDN, data for that skill preferen
shows in this report.

* The database items used for the VDN Skill Preference report
stored in the cvdn table.

e  This report uses the VDN Report Input Window. Select a VDN
that you want to view on the report. SE®N report input fields
for more information.
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VDN Skill Preference report  The following figure provides an example of the real-time VDN Skill
example  Preference report:

7 ¥DN Skill Preference
Beport Edit Format Tools Options  Help

YO Inhound ACD Awg Avg Avg Aban Awg 1st 2Znd 3rd
Mame Calls  Calls Speed ACD ACWY Calls Aban  Skill  Skill  Skill

Ans  Time Time Time ACD ACD ACD

Calls Calls Calls

Design ] ] ] ] ] ]
BER to 1] 1] 1] 1] 1] 1]

| Thiesholds: On | ST10

VDN Skill Preference report  The following table describes the report fields:

description

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

VDN Name The number or name of the VDN for which thereport =~ VDN

(Showsdataonly | shows data.

if you have

purchased the

Vectoring

Feature.)

Inbound Calls Number of calls offered to the VDN since the start of INCALLS
the interval and that completed during the interval.

ACD Cdlls The number of split/skill and direct agent ACD callsto ACDCALLS
the VDN completed during the reporting period that
were answered by an agent. Thisincludes calls from
"gueue to main,” "check backup,” "messaging split/
skill,” "route to” split/skill, and "adjunct routing” to
split/skill or direct agent.
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Report Heading

Avg Speed Ans

Avg ACD Time

Avg ACW Time

Aban Calls

Avg Aban Time

(1st., 2nd., 3rd.)
Skill ACD Cdlls

Description

The average speed of the answer for split/skill and
direct agent ACD callsto the VDN that were completed
during the reporting period.

The average talk time (not including hold time) for all
ACD calls (which may included direct agent calls)
completed during this interval that were processed by
the VDN.

Average time agents spent in after call work associated
with ACD callsto this VDN that were completed
during thisinterval. (This does not include after call
work time not associated with ACD calls.

Number of callsto the VDN during thisinterval that
hung up during thisinterval.

The averagetime callswaited (in VDN) before hanging
up.

Number of completed ACD callsto the VDN answered
by agentsin each of the three VDN skill preferences.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

ANSTIME/ ACDCALLS
<AVG_ANSWER_SPEED>

ACDTIME/ ACDCALLS
<AVG_ACD_TALK_TIME>

ACWTIME/ ACDCALLS
<AVG_ACW_TIME>

ABNCALLS

ABNTIME/ ABNCALLS
<AVG_ABANDON_TIME>

SKILLCALLS1
SKILLCALLS2
SKILLCALLS3
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Overview

Things to know about this
report

VDN report example

Thisreport, which is only available for customers who have the

Vectoring feature, displays information about how callsto the specified

VDNs are being handled during the current interval.
In order to run this report, the Vectoring feature must be enabled.

Here are some things you need to know about this report:

*  You can only run this report if the Vectoring feature has been

purchased and authorized for you to use.

* The database items used for the VDN Report are stored in th

cvdn table.

e  This report uses the VDN Reports Input Window. SéaN
report input fieldfor more information.

The following figure provides an example of a VDN Report:

l_,'-T ¥DH Report

Beport Edit Format Tool: Option:  Help

Mame Waiting Call Speed Calls Aban Calls ACD + In out WD

YO Calls Oldest  Avg  Aban Avg ACD Avg  Busy Flow Flow Active

Waiting  Ans Time Time Disc Calls
Calls
Design I} 00 1] i I} 0 I}
Electrol 0 00 1] i 0 0 0
Securib 1 00 1] a 1 ] 1 14
BER tao 1 00 1] a 1 ] 1

| Thiesholds: 0n | 5T100

A




Real-Time Reports

VDN Report

VDN report description

Report Heading

VDN

Calls Waiting

Oldest Call
Waiting
Avg Speed Ans

Aban Calls

Avg Aban Time

ACD Calls

Avg ACD Time

Busy + Disc Calls

Flow In

Description

The number or name of the VDN for which the report

shows data.

The number of split or skill ACD callswaiting to be
answered. Thisincludes callsthat arein queue and calls
that are ringing at an agent voice terminal. It does not

include direct agent calls.

Length of time the oldest call currently waiting in the

VDN has been waiting.

The average speed of answer for split/skill and direct
agent ACD callsto the VDN that were completed

during the reporting period.

The number of callsto the VDN that hung up during

thisinterval.

The average time calls waited (in split/skill or VDN)

before hanging up.

The number of callsto the VDN completed during the
interval that were answered by an agent. This includes
check backup,"
"messaging split/skill," "route to split skill," and
"adjunct routing" to split/skill or direct agent.

nn

calls from "queue to main,

The average talk time (not including hold time) for all
ACD calls (which may include direct agent calls)
completed during the interval that were processed by

the VDN.

Number of calls offered to the VDN that received a
forced busy signal or forced disconnect.

Number of calls that were redirected to thisVDN viaa
"route to" VDN. Calls are counted regardless of
whether they remained connected to the VDN, were
abandoned, or were routed to some other destination.

CentreVu Supervisor Release 9 Reports
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The following table describes the report fields:

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

VDN

INQUEUE+INRING

OLDESTCALL

ANSTIME/ ACDCALLS
<AVG_ANSWER_SPEED>

ABNCALLS

ABNTIME/ ABNCALLS
<AVG_ABANDON_TIME>

ACDCALLS

ACDTIME/ ACDCALLS
<AVG_ACD_TALK_TIME>

BUSYCALLS+
DISCCALLS
<BUSY_DISCONNECT>

INFLOWCALLS
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Report Heading

Flow Out

Active VDN Calls
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Description

The number of callsto thisVDN that were redirected to
another VDN or a destination outside the switch by
way of a"routeto” or "adjunct routing” command. This
does not include calls redirected to another vector by
way of a"go to vector” command, because those calls
stay in the same VDN.

Number of calls currently activein aVDN. Thisonly
includes incoming trunk calls directly to the VDN, but
it does not include internal calls, transfers, or calls
routed or redirected to the VDN through another VDN.
A call isconsidered active in aVDN from the time that
the call routes to the VDN until all parties on the call
have been dropped and the call isreleased. If CentreVu
CMSis connected to a switch release earlier than
Generic 3 Version 4 or the vectoring feature is not
enabled, then the Active VDN Calls columnis
displayed, but the fields are blank.

3-173

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

OUTFLOWCALLS

ACTIVECALLS
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Vector Report

Overview

Purpose  The Vector report displays the information about how callsto the
specified vectors are being handled during the current interval.

Organization of this section  This section contains the following topics:
*  Vector Selector Window and Input Fields
*  Vector Report
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Vector Selector Window and Input Fields

Overview  The vector selector window iswhere you specify which vectors will
appear in the report

Vector report selector

The following figure is an example of the Vector Report selector
window

window:
Select a Aeport

(2] x]
Real-Time ] Historical ] Integrated ]

Fun Beport for ACD:
|sT10

=~

LCategary:
Agent

Other
[ueueitgent
Split/Skill

TrunksT runk, Group
WOM

Dezigner

— Description

Shows how callz to specific vectors have been handled

Script... |

Properties

Copy Elete | Help

0K, it Mew | -
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Vector report input fields  Thefollowing table describes the input fields on real-time Vector report
input windows. The report input window must be filled in to run the

report:
Field Definition
Vector(s): Enter the name(s) or number(s) of the vector(s) for which you want to

Refresh Every <#> seconds:

Enable Report thresholds

Run Minimized

run the report. You can enter a vector name only if the name has been
defined in the Dictionary.

Enter the number of seconds (3 to 600) to specify how frequently
CentreVu CM S should update the report data. The default for the
Refresh Every <#> seconds: field in thiswindow is your assigned
minimum refresh rate plus 15 seconds. To find out what your minimum
refresh rate is, or to change it, check with your CentreMu CM S
administrator.

Check the Enable Report Thresholds option to start the report with
report thresholds running. Uncheck the option if you do not want to run
report thresholds.

Check the Run Minimized option to run the report in a minimized
window. Uncheck the option to run the report at full size.
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Vector Report

Overview  The Vector report displays information about how callsto the specified
vectors are being handled during the current interval.

Things to know about this  Here are some things you need to know about this report:

PO . The database items used for the Vector Report are stored in t

cvector table.

*  This report uses the Vector Report Input window. Select the
vectors that you want to view on the report. Séetor Selector
Window and Input Fieldfor more information.

Vector report example  The following figure provides an example of a Vector Report:

gg'ﬁl"e-::tur Report - 10| x|

Beport Edit Format Tool: Options  Help

Yector MName Calls Awvg Aban Avg ACD Busy Flow Flow
‘Waiting Speed Calls Aban Calls + In Out

Ans Time Disc

Calls
Vectorl ] 01 ] L ] ] ]
Vector? ] 01 ] 7 ] ] ]
Vector3 ] 01 ] 16 ] ] ]

[Double Click To Bun Format T able | Threzholdz: On | 16_dadszleas v
—_——

Vector report description  The following table describes the report fields:

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Vector or Vector | Number or name of the vector for which the report VECTOR
Name shows data (selected in the report input window).
Calls Wait Number of calls (which may include ACD and direct INPROGRESS

agent calls) that are currently being processed by the
vector. Thisincludes callsringing avoice terminal.
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Report Heading

Avg Speed Ans

Aban Calls

Avg Aban Time

ACD Calls

Busy + Disc Cdlls

Flow In

Flow Out
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Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

The average time, in minutes and seconds, that split/ ANSTIME/ ACDCALLS
skill and direct agent ACD calls waited before they <AVG_ANSWER_SPEED>
were answered by an agent. Thisitem includes only

calls that were answered as a result of processing by

this vector. It does not include hold time.

Number of calls that were abandoned while being ABNCALLS
processed by this vector. Thisincludes direct agent

calls and calls that were abandoned while queued to a

split/skill or whileringing avoice terminal.

The average time a caller waited before hanging up. ABNTIME/ ABNCALLS
<AVG_ABANDON_TIME>

The number of calls that were processed by the vector | ACDCALLS
and answered by an agent. Thisincludes direct agent

calls, and it doesincludes ACD calls placed by an

adjunct (also called outbound predictive dialing).

Number of calls offered to the vector that received a BUSYCALLS+
forced busy signal or forced disconnect. DISCCALLS
<BUSY_DISCONNECT>

Number of calls that were redirected from within the INFLOWCALLS
switch to this vector . Calls are counted regardless of

whether they were answered while being processed by

the vector, were abandoned, or were routed to some

other destination.

The number of callsto thisvector that were redirected = OUTFLOWCALLS
to another vector or a destination by way of a"route

to”, "go to vector” or "adjunct routing” command. This

includes calls routed to destinations within and outside

the switch. Calls that route to a split/skill are not

considered vector flow out calls, but are still tracked in

the vector.
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Drill-Down Reports

Overview

Purpose  Supervisor reports allow you to "drill-down™ to very detailed
information from avariety of places. A "drill-down" report is areport
that givesyou very specific information on an agent or awork statein a
split/skill.

Organization of this section  This section contains the following topics:
General Information About Drill-Down Reports
»  Drill-Down Top Agent Work State Report
o  Drill-Down Work State Report
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Genera Information About Drill-Down Reports

Drill-down report access

Location ID as areport field

Finding drill-down
information

Drill-Down report types

Modifying drill-down
reports

You can access drill-down reports in the following ways:

* Double click on an element in a report that allows you to acce
drill-down report

* Single click on an element in a report that allows you to acces
drill-down report and then using the right mouse button menu
select a specific drill-down report

* Use the Tools menu to select any of the drill-down reports tha
accessible from the currently running report.

If you use a customer-created drill-down report to view informatior
related to CentreVu Advocate and that report uses Location ID as
input field, a completely new drill-down report will display. This rept
will differ from the current set of drill-down reports and will include
agent location ID as a report field.

Drill-down reports will only contain Location ID if the report from
which you drill-down has Location ID as an input.

You can tell if the report you are currently running accesses a drill
down report(s) (and which drill-down reports are available) by mov
the mouse cursor over information on the report and reading the s
bar at the bottom left-hand side of the report window.

There are two basic elements on reports from which you can acce
drill-down reports:

» Agent names, Login IDs or Location IDs- drill-down to agent-
specific information reports

»  Work states (AUX, Avail, ACD, ACW, Ring, Other) - drill-down
to work state reports or AUX Agents reports (ECS only).

Drill-down reports can only be modified if they are run from the
Reports Selector window. They cannot be modified if they are acce
from another report or agent work state.

[
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Drill-Down Top Agent Work State Report

Overview

Accessing the report

Report contents

This report shows top agents who are in the specified work state and
the time in the state. In addition, this report shows all of the agents that
are staffed even if they are not in a particular state for the specified
split/skill.

Thisreport isavailable on all DEFINITY ECS or later switch releases
with EAS.

You can only access this report by drilling down from work states
(AVAIL, ACD, ACW, RINGING, and OTHER) or Location ID on
other Real-Time Top Agent reports (for example, from the Real-Time
Graphical Top Skill Status report) except for the AUX work state which
requires DEFINITY ECS with EAS.

Thisreport will only contain Location ID if the report from which you
drill-down has Location ID as an input.

When you drill down to this report from another report, this report
shows all of the top agentsin that particular work state for that split or
skill only.

This report contains:

* Atable with a row for each top agent currently in the selected
work state.

 Top agent name, login ID, time in state, split/skill, and the skil
level and role in the skill in which the agent is active in each r
of the table.

» The user will be able to specify sort by agent name, login ID, t
in state, split/skill, skill level and role.

»  The user will be able to specify a primary and a secondary so
key.

By default, the table will be sorted by split/skill for the primary sort
then by time in state (in descending order) for the secondary sort.
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Report use

Database items

Drill-down Top Agent Work
State report example

From this report, you can drill down to Real-Time or Integrated Agent
Information reports.

Call Center Supervisors can use this report to look at all the top agents
in aparticular work state, and to see how long an agent has been in this
work state, the skill for which they are occupied, the skill level
assigned to the agent for this skill, and the role the agent hasin this
skill.

You cannot customize this report.

The database items used for this report are stored inthe csp1it and
cagent tables.

Thefollowing figure provides an example of the Top Agent Work State
report:

jlllTup Agent Work State Heport
Beport Edit Format Tools Options Help

Skill: 5511 . . Ag:ant Bta.te: MI’AILl

Anent Mame Login D Active Skill Level Time
% 44468 44468 1:21:50
% 44466 44466 1:21:50
% 44461 44461 1:21:50
% 44465 44465 1:21:50
% 44462 44462 1:21:49
% 44463 44463 1:21:49
% 44467 44467 1:21:49
% 44476 44476 1:21:45
% 44478 44478 1:21:45
3 44471 44471 1:21:45
[rouble Click To Run Format T able “ Threzholdz: On | Espafiol 4
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Drill-down Top Agent Work  The following table describes the report fields:
State report description

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Skill: The name or number of the skill (up to 20 characters) | syn( SPLIT)
that is selected for this report.
Skill State The current state of the skill, compared to the SKSTATE

administered thresholds. This displays as Normal,
Overload 1, and Overload 2 on the report. Requires
DEFINITY ECS R6 or later with CentreVu Advocate.

Agent state The current work mode for this agent. Valuesinclude = AWORKMODE +
Avail, ACD, ACW, AUX, DACD, DACW, RINGING, DIRECTION
UNKNOWN, OTHER, AND UNSTAFF.

Agent Name The name (or agent IDs if the names have not been syn(LOGID)
assigned in the Dictionary) of the agents assigned to
this split/skill and logged in.

Login ID Thelogin identification of the agents. LOGID

Location ID Thelocation ID(s) associated with the agent. ThisIDis  LOC_ID
not associated with the agent personally, but rather with
the terminal the agent islogged into. It isalso
associated with a port network location ID on
DEFINITY. If the Agent Site Tracking feature is not
available on your system, the field will not display
meaningful data.

Role Agent’s servicerole for this SPLIT, as defined in the syn(ROLE)
Dictionary. Requires ECS R6 or later with CentreVu
Advocate.
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Active Skill This skill is active when the agent is: syn(WORKSKILL)

e Onagplit/skill, on adirect agent ACD call, or in
ACW. Thisisthe split/skill associated with the call
or ACW.

e Available, in AUX or in OTHER state. Thisis null
(blank).

e Onan AUXIN/AUXOUT cdll. Thisisthe
OLDEST _LOGIN split/skill.

e  Onan AUXIN/AUXOUT cal from the available
state, whilein AUX or with an AUXIN/AUXOUT
call from the available state, while in AUX or with
an AUXIN/AUXOUT cadll on hold. Thisisthe
OLDEST_LOGON split/skill.

e  OnanAUXIN call withan ACD call on hold. This
isthe OLDEST_LOGON split/skill.

e Onan AUXOUT call with an ACD call on hold.
Thisisthe split/skill associated with the ACD call.

WORKSKILL differsfrom WORKSPLIT only in the

case that the agent is available. In this case,

WORKSKILL will be blank AND WORKSPLIT will

contain one of the split/skillsin which the agent is

available.

Level The skill level (1-16, R1lor R2) associated with the syn(LEVEL)
SKILL.

Time The elapsed time since the last agent WORKMODE AGTIME

change for any split/skill. Thisitem isnot reset if the
DIRECTION changes, but WORKMODE remains the
same. For example, if the agent goes fromAUX to
AUXOUT to AUX, AGTIME continues without
resetting.
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Drill-Down Work State Report

Overview

Accessing the report

Report contents

Report Use

Thisreport shows all of the agents who are in the specified work state
and thetime in state.

Thisreport is available on all switches.

You can only access this report by drilling down from work states
(AVAIL, ACD, ACW, AUX, RINGING, and OTHER) or Location ID
on other Real-Time reports (for example, from the Real-Time
Graphical Status report).

Thisreport will only contain Location ID if the report from which you
drill-down has Location ID as an input.

From this report, you can drill down to Real-Time or Integrated Agent
Information reports.

Thisreport contains:

» Atable with a row for each top agent currently in the selected
work state.

* Agent name, login ID, time in state, split/skill, and the skill lev
and role for the skill in which the agent is active in each row of
table.

* The user will be able to specify sort by agent name, login ID, t
in state, split/skill, and skill level.

* The user will be able to specify a primary and a secondary so
key.

By default, the table will be sorted by split/skill for the primary sort.

then by time in state (in descending order) for the secondary sort.

When you drill down to this report from another report, this report
shows all of the agents in that work state for that split or skill only.

Call Center Supervisors can use this report to look at all agents ir
particular work state, and to see how long an agent has been in th
work state, the split/skill for which they are occupied, the skill level
assigned to the agent for this skill, and the role the agent has in th
skill.

You cannot customize this report.
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Drill-down Work State
report example

Drill-down Work State
report description

Report Heading Description

Split/Skill The name or number of the skill that is selected for this
report.
Skill State The current state of the skill, compared to the administered

The database items used for this report are stored inthe csp1it and

cagent tables.
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The following figure provides an example of the Work State report:

Beport  Edit Format

Cﬁ'w'urk State Report - =511

Toolz Options  Help

=10l x|

SpligfSkill: s511 Skill State: NORMAL Agent State: AVAIL
Agent Name Login ID Role Active Level Time
SpligfSkill
8 414468 44468 BCEKP 1:21:50
28 414466 44466 BCEKP 1:21:50
25 414461 44461 BCKP 1:21:50
5 44465 44465 BCEKP 1:21:50
8 14462 44462 BCEKP 1:21:49
8 414463 44463 BCEKP 1:21:49
8 44467 44467 BCEKP 1:21:49
E8 414476 44476 TOP 1:21:45
£ 14478 44478 TOP 1:21:45
R 44471 44471 TOP 1:21:45
5 44477 44472 TOP 1:21:45
28 44475 44475 TOP 1:21:45
28 44477 44477  TOP 1:21:45
£ 44473 44473 TOP 1:21:45
EH 44474 44474 TOP 1:21:45

IIpdating

“ Thresholdz: On

Bizon3Evpe

4

The following table describes the report fields:

thresholds. This displays as Normal, Overload 1, and

Overload 2 on the report. Requires DEFINITY ECS R6 or

|ater with CentreVu Advocate.

Agent state The current work mode for this agent. Values include

AVAIL, ACD, ACW, AUX, DACD, DACW, RINGING,

UNKNOWN, OTHER, AND UNSTAFF.

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

syn( SPLIT)

SKSTATE

AWORKMODE +

DIRECTION
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Agent Name The name (or agent IDsif the names have not been syn(LOGID)
assigned in the Dictionary) of the agents assigned to this
split/skill and logged in.

Login ID Thelogin identification of the agents. LOGID

Location ID The location ID(s) associated with the agent. ThisID isnot | LOC_ID
associated with the agent personally, but rather with the
terminal the agent islogged into. It is also associated with a
port network location ID on DEFINITY. If the Agent Site
Tracking feature is not available on your system, the field
will not display meaningful data

Role Agent’s servicerole for this SPLIT, as defined in the syn(ROLE)
Dictionary. Requires ECS R6 or later with CentreVu
Advocate.

Active Split/Skill | This skill isactive when the agent is: syn(WORKSKILL)

* Onagplit/skill, on adirect agent ACD call, orin ACW.
Thisisthe split/skill associated with the call or ACW.

* Available, in AUX or in OTHER sate. Thisisnull
(blank).

e Onan AUXIN/AUXOUT cal from the available state,
whilein AUX or with an AUXIN/AUXOUT call on
hold. Thisisthe OLDEST_LOGIN split/skill.

*  OnanAUXIN cal with an ACD call on hold. Thisis
the split/skill associated with the ACD call.

WORKSKILL differsfrom WORKSPLIT only in the case

that the agent is available. In this case, WORKSKILL will

be blank AND WORKSPLIT will contain one of the split/
skillsin which the agent is available.

Level The skill level (1-16, R1lor R2) associated with the SKILL. | syn(LEVEL)

Time The elapsed time since the last agent WORKMODE change  AGTIME
for any split/skill. Thisitemis not reset if the DIRECTION
changes, but WORKMODE remains the same. For
example, if the agent goes fro AUX to AUXOUT to AUX,
AGTIME continues without resetting.



Real-Time Reports CentreVu Supervisor Release 9 Reports

Drill-Down Work State Report 3-188



Historical Reports CentreVu Supervisor Release 9 Reports

A

4-1

Historical Reports

Purpose  Thischapter iswritten for supervisors who use CentreVu Supervisor
historical reports to effectively run the call center. Historical reports
can be displayed on your PC, printed, stored to afile, copiedto a
clipboard, run as a script, or exported to HTML format through the
Save asHTML feature.

Introduction  This chapter gives you the information you need to understand every
historical report available.

Historical reports display, report, and summarize the past performance
of any measured subset of the ACD. Historical reports display past data
for various agent, split/skill, trunk/trunk groups, VDN, and vector
activities, such as number of ACD calls, abandoned calls, average talk
time, and average speed of answer.

The information in historical reportswill give you a sound basis for
decisions concerning the following:

*  Mix of trunk facilities

e Split or skill size

*  Agent assignments

» Consistent and objective performance standards
* Performance evaluations.
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Reports

Presentation
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The Expert Agent Selection (EAS), Vectoring, and Graphicsreports are
also included in this chapter. If you do not have the Expert Agent
Selection feature, Vectoring feature, or Graphics package, those report
items do not appear on your menu. The reports you see depend on your
switch type, permissions, and system performance.

The following topics are covered:
Agent Reports

e  Other Reports

*  Split/Skill Reports

System Reports

e Trunk/Trunk Group Reports

« VDN Reports

*  Vector Report

This chapter gives a brief description of each available report,
examples of the report input windows, and definitions of the input
fields. It provides you with the information you need to complete a
historical report input window.

Each report description has the following headings:

* Things to Know About All Historical Reports - gives you
information on factors that affect the historical reports.

* Input Window - includes input field definitions specific to each
report.

 Sample Report - provides an example of the report. A table
provides report headings, field definitions, and the corresponc
database item.

A short summary and example of each historical report is includec
this chapter.



Historical Reports

Diagram of historical
reporting system

Historicol Repords

CentreVu Supervisor Release 9 Reports

4-3

The following diagram shows how the Historical reporting system is
structured. This section follows the report structure outlined in this
diagram-agent reports are described first, followed by other reports,
such as call records and call work code reports.
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When you generate a historical report, the totals for the report columns
are on the top line of the report under the headings.

There are four types of historical reports:

. Interval reports contain breakdowns of data by the interval y
have defined. The report intervals can be 15, 30, or 60 minute
Interval reports can help you identify your high and low call
volumes, and thereby manage your call center more easily.

. Daily reports display summarized interval data, one line for €
day.
. Weekly reports display summarized daily data for the week(:

specified, one line for each week.

. Monthly reports display summarized daily data for the montt
specified, one line for each month.

All four types are not available for each report. The Select a Repc
window lists reports based on which types are available (for exam
Call Profile Daily, Call Profile Weekly, Call Profile Monthly).

CentreVu CMS can store intrahour data for up to 62 days, daily
summary data for 5 years, and weekly/monthly summary data for
years. Disk storage space can quickly become an issue, as the va
of data you wish to store increases.

]
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Agent Reports

Overview

Purpose  This section describes agent reports.

Organization  Thisfollowing topics are described:
»  General Information About Agent Reports
*  Agent Report Selector Window and Input Fields
* Agent Report Selector Window
 Agent AUX Report
* Agent Attendance Report
*  Agent Event Count Report
» Agent Graphical Time Spent Report
» Agent Group Attendance Report
 Agent Group AUX Report
 Agent Group Summary Report
* Agent Inbound/Outbound Report
» Agent Login/Logout (Skill) Report
» Agent Login/Logout (Split) Report
»  Agent Split/Skill Report
* Agent Summary Report
* Agent Trace by Location Report
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General Information About Agent Reports

What an Agent report
contains

Organization of Agent
reports

The Agent reports give you the following specific information about
agents:

» Every agent activity and the time it occurred for a particular ac
in the Agent Trace by Location report.

* Anindividual agent's performance by split or skill in the Agent
Split/Skill report.

* How a group of agents is performing in the Group Summary
report.

The following list shows how the Historical Agent reports are
organized irCentreVu Supervisor:

*  AUX: Interval, Daily, Weekly, Monthly

» Attendance: Daily, Weekly, Monthly

. Event Count: Interval, Daily, Weekly, Monthly
e  Graphical Time Spent: Daily

e Group AUX: Daily, Weekly, Monthly

*  Group Summary: Daily, Weekly, Monthly

»  Group Attendance: Daily, Weekly, Monthly

. In/Outbound: Interval, Daily, Weekly, Monthly
*  Login/Logout (Skill): Interval

* Login/Logout (Split): Daily

o Split/Skill: Interval, Daily, Weekly, Monthly

«  Summary: Interval, Daily, Weekly, Monthly

» Trace by Location
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Agent Report selector  Thefollowing figure is an example of the Agent Report selector

window  window. The reports are explained in the same order as listed in the
window.
Select a Report
Real-Time ] Historical ] Integrated ]
Fun Repart for ACD: jul
[sT10 i
LCateqgory:
PR (] croee sl
Dther Ell 4% Daily
gplib’Skill Bl 40U Interval
Waher
Trunk/Trunk Group AUX Menthly
WOM Ell 4% wieekly
\-fe-:.tor Event Count Daily
Desigrer Event Count Interval
Ewvent Count Monthly LI
— Description
Shows the total time an agent spent in each state for one or more daps

Script... | Froperties | Copy | [Velete | Help |

oK | Eir | New | Cancel |

[
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Agent Report Input Fields

Overview  Thereportsin this section use the Agent Report selector window and
input fields. Specific input information is included with the reports.

Agent reportinput fields  Thefollowing table describesthe input fields on historical Agent report
input windows. Not all reportsuse all fields; refer to information for the
specific report you are running to determine what you want to view. For
example, you may enter an agent group, agent name or split/skill to run
the report.

All possible fields on this window are described here:

Field Definition

Agent: Enter the name of the agent. The agent’s name must be defined in the
Dictionary subsystem; otherwise, you will see the agent’s ID number.

Agent group: Enter the appropriate group name. It isimportant to enter the agent
group name correctly, because CentreVu CM S does not check to see if
the group name you entered exists in the Dictionary subsystem.
Therefore, if you enter a name that is misspelled, the report runs but
does not contain data because the group does not exist. You should enter
the correct group name and run the report again.

Date: (Interval) Enter the date you would like the report to cover.

* You can use the month/day/year (for example, 3/21/95).
* Youcanusea"-" offset based on today’s date (for example, -1 for
yesterday).

Login Date: Enter the date that you would like the report to cover. Thisisthe date on
which agentsin the skill logged in.
* You can use the month/day/year (for example, 3/21/95).

*  Youcanusea"-" offset based on today’s date (for example, -1 for
yesterday).
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Field

Date: (daily, weekly, and
monthly)

Times: (Interval)

Destination:
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Definition

Enter the dates for the days or the start dates for the weeks or the months
that you would like the report to cover.

You can use the month/day/year (for example, 3/21/95).

You can use a"-" offset based on today’s date (for example, -1 for
yesterday). You can also specify arange of dates (for example, O
through - 7).

You can separate individual data entry items using a semicolon (for
example, 3/21/95;3/23/95;3/25/95), and you can enter ranges by
placing a hyphen between entries (for example, 3/21/95-3/25/95).
For weekly and monthly reports, specifying a range produces al
weeks and/or months that begin in the range.

When you specify a date for aweekly report, that date or range of
dates must correspond to the week start day selected in the System
Setup-Storage Intervals window. If the date and day do not match,
the message No records found displaysin the statusline. The month
start date must be the first day of the month.

Enter the times you would like the report to cover.

You can use AM/PM format (for example, 7:30AM-5:00PM).

You can use military time format (for example, 7:30-17:00).

You can separate individual data entry items using a semicolon (for
example, 3/21/95;3/23/95;3/25/95), and you can enter ranges by
placing a hyphen between entries (for example, 3/21/95-3/25/95).
For weekly and monthly reports, specifying arange produces all
weeks and/or months that begin in the range.

Choose areport destination. You can select View Report on Screen or
Print Report on: and then use the Select Printer button to print the report
on any Windows printer. The default printer is shown.
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Overview

Things to know about this
report

Agent AUX report example

The Agent AUX (Auxiliary Work) report is based on the Agent
Summary and Agent Attendance reports. This report shows the total
staffed time, total AUX time, and AUX time for each reason code for
an agent.

Here are some things you need to know about this report:

The Agent AUX report is available in interval, daily, weekly, ar
monthly versions.

The database items for the Agent AUX report are stored in th
hagent (interval), dagent (daily), wagent (weekly), and
magent (monthly) tables.

This report is only available when the Automatic Call Distributi
(ACD) and Expert Agent Selection (EAS) features have been
enabled on ®EFINITY ECS or greater.

You must be using AUX Reason Codes on the switch for this
report to be meaningful.

This report uses the Agent Report Input Window. Select an ac
who you want to view on the report. Ségent Report Input
Fieldsfor more information.

The following figure provides an example of an Agent AUX report.

{_jAgent AUX Interval - 44458 =1Ol x|
Beport Edit Format Tool: Options  Help
Date: 2{19/98
Agent. 44458
Time Staffed ALK Time in al Time in al Time in a2 =
Time Time ,.+'AbCdEfGhIKI ,.+'AbCdEfGhIjKIM ..+"AbCdEfGhIjKI ,.

Totals 22:56:07  :02:13 :00:01 02:12 :00:00
12:00 - :30:00 :00:00 .00:00 :00:00 :00:00

12:30-1:00AM :30:00 :00:00 .00:00 :00:00 00:00 —
1:00-1:30AM :30:00 :00:00 .00:00 :00:00 :00:00
1:30-2:00AM :30:00 :00:00 .00:00 :00:00 :00:00
2:00-2:30AM :30:00 :00:00 .00:00 :00:00 :00:00
2:30-3:00AM :30:00 :00:00 .00:00 :00:00 :00:00
3:00-3:30AM :30:00 :00:00 .00:00 :00:00 :00:00
3:30- 4:00AM  :30:00 :00:00 .00:00 :00:00 :00:00
4:00- 4:30AM  :30:00 :00:00 .00:00 :00:00 :00:00
4:30-5:00AM :30:00 :00:00 .00:00 :00:00 :00:00
5:00-5:30AM :30:00 :00:00 .00:00 :00:00 :00:00
5:30-6:00AM :30:00 :00:00 .00:00 :00:00 :00:00

6:00-6:30AM :06:35 :00:00 :00:00 :00:00 oo

o o oy - . " '""ﬂ“‘

| Bizon3Evpe v
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Agent AUX report  The following table describes the report fields:

description
Field Description Database Item,
Calculation, or
<Calculation name>
Date, Week The day, week, or month for which the report ran. You  ROW_DATE
Starting, or Month | can make these selections in the report input window.
Starting
Agent Name; The name or login ID of the agent. You can make this  syn(LOGID)
selection in the report input window.
ACD: The ACD name or number for which the data was syn(ACD)
collected.
Time (for interval | Theintrahour intervalsfor which thereport showsdata. STARTTIME, STARTTIME +
reports only) You can make these selections in the report input INTRVL
window.
Staffed Time Thetotal time that the agent was logged in (staffed) for  sum(TI_STAFFTIME)

the specified time period in any split/skill. (This does
not include time that the link was down.)

AUX Time The total time that the agent spent in AUX work inal | sum(TI_AUXTIME)
splits/skills and on AUXIN/AUXOUT callsfor the
specified time period.

TimeinO The time that the agent spent in AUX withthereason | sum(TI_AUXTIMEO)
code of 0 (zero). Thisisthetimein the"system" AUX
for the switchesusing AUX reason codes. It isthe same
asTI_AUXTIME for switches not using AUX reason

codes.
Timein 1...9 The time that the agent spent in AUX with each of the  sum(TI_AUXTIMEL) ...
reason codes 19. sum(TlI_AUXTIME9)



Historical Reports

Agent Attendance Report

CentreVu Supervisor Release 9 Reports

4-12

Agent Attendance Report

Overview

Things to know about this
report

Agent Attendance report
example

The Agent Attendance report gives the total staffed time, ACD time,
ACW time, AUX time, timein the ringing state, extension time,
available time, and the number of calls handled by an agent for the
specified time period for al splits or skills the agent was logged into.

Here are some things you need to know about this report:

» The Agent Attendance report is available in daily, weekly, and
monthly versions.

* The database items for the Agent Attendance report are store
the hagent (interval), dagent (daily), wagent and magent
(monthly) tables.

* The report item Total Staff Time contains other time
(TI_OTHERTIME) which is not shown in the report but can cat
the numbers to not add up.

e  This report uses the Agent Report Input Window. Select an ac
who you want to view on the report. Ségent Report Input
Fieldsfor more information.

The following figure provides an example of an Agent Attendance
report.

7_{ Agent Attendance Daily - Georgia Gillian

Beport Edit Format Toole Options Help

Agent: Geordia Gillian

Date Staffed ACD ACHY Agent ExtnIn  BExtn Qut  Awail AL ACD  EBExnin  Extn

Time Time Time Ring Time Time Time Time Calls  Calls Qut

Time Calls
Totals 36:21:15 26:27:04 00:00  1:34:40 :00:00 00:00 81728 012 5718 1] 1]
ar9iay 122541 44301 :00:00 24:32 :00:00 0000 TE25 0008 1743 0 0
41699 235534 21:44:03 :00:00 1:10:08 :00:00 :00:00 1:01:03 :00:04 3875 0 0

Double Click To Run Format Table || sTi0 4




Historical Reports

Agent Attendance report

CentreVu Supervisor Release 9 Reports

Agent Attendance Report

description

Field Description

Agent Name: The name or login ID of the agent. You can make this
selection in the report input window.

ACD: The ACD name or number for which the data was
collected.

Date, Week, or The day, week, or month for which the report ran. You

Month Starting can make these selectionsin the report input window.

Staffed Time Thetotal time that the agent was logged in (staffed) for
the specified time period in any split/skill. (This does
not include time that the link was down.)

ACD Time Thetotal time that the agent spent on al split/skill and
direct agent ACD calls for the specified time period in
any split/skill.

ACW Time Thetotal time that the agent spent in ACW for the

Agent Ring Time

Extn In Time

Extn Out Time

Avail Time

AUX Time

specified time period in any split/skill for ACD cals
and direct agent callsas well astimein ACW not
associated with a call. Time on extension callsis also
included.

The total time during the collection interval that the
agent had split/skill and direct agent ACD callsringing.
If the agent answers or makes another call instead of
answering theringing call, |_RINGTIME stops
accumulating. RINGTIME is the time that the caller
spends ringing and is independent of agent activity.

The total time that the agent spent talking on inbound
extension calls for the specified time period.

Thetotal time that the agent spent talking on outbound
extension calls for the specified time period.

The total time for the specified time period that the
agent was available to take ACD callsin any split/skill.

The total time that the agent spent in AUX work in all
splits/skills and on AUXIN/AUXOUT callsfor the
specified time period.

4-13

The following table describes the report fields:

Database Item, Calculation,
or <Calculation name>

syn(LOGID)

syn(ACD)

ROW_DATE

sum(TI_STAFFTIME)

sum(l_DA_ACDTIME),
sUmM(<TOTAL_|_ACDTIME>)

sum(l_DA_ACWTIME),
sUmM(<TOTAL_|_ACWTIME>)

sum(l_RINGTIME)

sum(l_ACWINTIME +
I_AUXINTIME),
SUM(<EXT_IN_TIME>

sum(l_ACWOUTTIME +
|_AUXOUTTIME), sum<
EXT_OUT_TIME>

sum(TI_AVAILTIME)

sum(TI_AUXTIME)
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Field Description Database Item, Calculation,
or <Calculation name>
ACD Cadls The total number of split/skill and direct agent ACD sum(ACDCALLS+
calls answered by the agent. DA_ACDCALLYS),
sum(<TOTAL_ACDCALLS>)
Extn In Calls The number of inbound extension calls completed by | sSUm(ACWINCALLS+

the agent during the period covered. Thisincludescals AUXINCALLS) and
received while the agent was in the following work SUM(<SEXT_CALL_IN>)
modes:

e Auto-In or Manual-In

e ACW modefor ACD calls

* ACW mode that was not associated with a call

* AUX work mode.

Extn Out Calls The number of outbound extension calls that were SUumM(ACWOQUTCALLYS) +
completed by the agent during the period covered. This | sSUm(AUXOUTCALLYS),
includes calls originated by the agent whiletheagent | <EXT_CALL_OUT>, sum
was in the following work modes: <EXT_CALL_OUT>
e Auto-In or Manual-In
e ACW modefor ACD calls
* ACW mode that was not associated with a call
* AUX work mode.



Historical Reports

Agent Event Count Report

CentreVu Supervisor Release 9 Reports

4-15

Agent Event Count Report

Overview

Things to know about this
report

Agent Event Count report
example

The Agent Event Count report shows the total number of times that an
individual agent pressed an Event Count (sometimes referred to as
Stroke Count) key for all splits/skills. An Event Count key can
represent any call event, including a successful sale, acall froma
demographic category, or aresponse to a promotion. CentreVu CMS
records an event occurrence each time that an agent presses an Event
Count key on his or her voice terminal while the agent is on an ACD
call or in call-related ACW. This feature’s operations is dependent on
Stroke Count administration on the switch.

Here are some things you need to know about this report:

The Event Count report is available in interval, daily, weekly, ¢
monthly versions.

The database items for the Agent Event Count report are stor
the hagent (interval), dagent (daily), wagent and magent
(monthly) tables.

This report uses the Agent Report Input Window. Select an ac
who you want to view on the report. Ségent Report Input
Fieldsfor more information.

The following figure provides an example of an Agent Event Coun
report.

GAgenl Event Count Daily - agent12 - |Elli|
Bepott Edit Fomat Tool: Options Help

Agent. agent]2

Date ACD Ewent Ewvent Ewvent Event Event Ewvent Ewvent Ewvent Event

Calls 1 2 3 4 b ] 7 8 9
[Totals 14 0 14 0 0 0 0 0 0 0
327198 11 0 11 0 0 0 0 0 0 0
32898 3 0 3 0 0 0 0 0 0 0

Double Click To RBun Format T able | 16_dadsleas 4
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Agent Event Count report  The following table describes the report fields:

description
Field Description Database Item, Calculation,
or <Calculation name>

Date, Week The day, week, or month for which the report ran. You ' ROW_DATE
Starting, or Month = can make these selections in the report input window.
Starting
Agent Name The nameor login ID of the agent. You can make this | syn(LOGID)

selection in the report input window.
ACD The ACD name or number for which the data was syn(ACD)

collected.
Time (interval The intrahour intervalsfor which thereport showsdata. | STARTTIME, STARTTIME +
reports only) You can make these selections in the report input INTRVL

window. NOTE: Thisisthe interval for which counts

were summed.
ACD Cdlls The number of split/skill and direct agent ACD calls  ACDCALLS+

that were answered by this agent during the specified  DA_ACDCALLYS),

time period. sum(<TOTAL_ACDCALLS>)

Event Count 1...9  The number of key presses of the various Event Count ' sUm(EVENTL)...sum(EVENT9)
keys by this agent during the specified time period.
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Agent Graphical Time Spent Daily Report

Overview  Thisreport shows historical information and statistics for the specified
agent.

Things to know about this  Here are some things you need to know about this report:

report

This report is available in daily version only.

This report is available for all switch releases. The contents of
report depends upon the switch release for which it is being

The database items for the Agent Graphical Time Spent Daily
report are stored in theagent (daily) table.

Call center supervisors can use this report to get an idea of h
much time an agent spent on ACD calls, in available state, in
ACW, in AUX, and so on, for a particular day. This report enak
the supervisor to tell how much time the agent spent in AUX w
state for each of the reason codes defined for this Call Centel

The following example of this report shows the information it v
contain for theDEFINITY ECS Release 6 switch with EAS.

This report is available only through t@entreVu Supervisor
interface.

This report uses the Agent Report Input Window. Select an ac
who you want to view on the report. Ségent Report Input
Fieldsfor more information.
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Agent Graphical Time  Thefollowing figure provides an example of an Agent Graphical Time
Spent Daily report example Spent report.

[ Agent Time Spent Daily - Midori Thomas

Beport Edit Format Tools Options  Help
Agent: Midori Thomas Date: 115211999

Agent Time Spent Agent AUX Time

100%

syl [l Ao RiIMG 1 W 5 7 g
e n] AL 2 4 [ -] u]
Double Click To Run Format Chart | T3

<Agent Graphical Time  The following table describes the report fields:
Spent Daily report

description
Field Description Database Item, Calculation,
or <Calculation name>

Agent: The name (or agent login ID if the names have not been ' syn(LOGID)

assigned in Dictionary) of the agent.
Date: The day for which the report wasrun (selected inthe | ROW_DATE

report input window).
AVAIL The time during the collection interval that the agent sum(Tl_AVAILTIME)

wasin the available state for split/skill or direct agent
ACD callsin any split/skill.

ACD The time during the collection interval that theagent  sum (KTOTAL_I_ACDTIME>)
was talking on ACD callsfor the SPLIT.
ACW The time during the collection interval that the agent sum(<TOTAL_I ACWTIME>)

wasin after call work (ACW). Thisincludes ACW for
split/skill ACD calls and ACW not associated with the
call.
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Field Description

AUX The time during the collection interval that the agent
wasin the AUX work statein all splits/skills or on
AUXINCALLS or AUXOUTCALLS.

RING The time during the collection interval that the agent
had split/skill and direct agent ACD calls ringing.

Reason Code 0 Thetime that the agent spent in AUX with reason code
0. Thisisthetimein "system" AUX for the switches
using AUX reason codes. It is the same as
TI_AUXTIME for switches not using AUX reason
codes. The"TI_" stands for the time that is stored only
for the split or skill that the agent islogged into for the
longest amount of time. "TI_" time needs to be summed
across the skills the agents may log into, in case the
login order changes during the collection interval.

Reason Codes 1-9 ' The time that the agent spent in AUX with each of the
reason codes 1-9. The"TI_" standsfor thetimethat is
stored only for the split or skill that the agent islogged
into for the longest amount of time. "T1_" time needsto
be summed across the skills the agents may log into, in
case the login order changes during the collection
interval.

OTHER The time during the collection interval that the agent
was doing other work in all splits/skills.
TI_OTHERTIME accumul ates while in Auto-in or
Man-In: the agent put any call on hold and performed
no further action, the agent dialed to place acall or to
activate afeature, or an extension call rang with no
other activity. TI_OTHERTIME is collected for the
time period after the lineto the switch comes up or after
the agent logs in and before the CM S receives
notification of the agent’s state from the switch. The
Tl _stands for the time that is stored only for the split/
skill that the agent islogged into for the longest amount
of time. T1_ time needs to be summed across the splits/
skills the agents may log into, in case the logon order
changes during the collection interval.

4-19

Database Item, Calculation,
or <Calculation name>

sum(TI_AUXTIME)

sum(I_RINGTIME)

sum(TI_AUXTIME)

sum(TI_AUXTIME1-9)

sum(TI_OTHERTIME)



Historical Reports CentreVu Supervisor Release 9 Reports

Agent Group Attendance Report 4-20

Agent Group Attendance Report

Overview  The Agent Group Attendance report summarizes staffed time, ACD
time, ACW time, AUX time, timein the ringing state, extension time,
available time, and number of calls handled for each agent in an agent
group for the specified time period.

Things to know about this  Here are some things you need to know about this report:

report . The Agent Group Attendance report is available in daily, weel

and monthly versions.

* The database items for the Agent Group Attendance report a
stored in thedagent (daily), wagent (weekly), andmagent
(monthly) tables.

* The Totals column in the report(s) displays the totals for all
agents in the group you have selected. Individual agent entrie
this report show the totals for a particular agent.

e  This report uses the Agent Report Input Window. Select an ac
who you want to view on the report. Ségent Report Input
Fieldsfor more information.

Agent Group Attendance  The following figure provides an example of an Agent Group
report example  Attendance report.

C]Agent Group Attendance D aily - Group1 - |EI|5|
Heport Edit Format Tools Options Help

Date: 3f27]98
Agent Group: Groupl

Agent Name Login ID Staffed ACD Time  ACW Agent ExtnIn Extn Out  Avail AUXTime ACD Extn Exin

Time Time Ring Time Time Time Calls In Out

Time Calls Calls
[Totals 144:00:00 113:49 111:05 00:37 :00:00 :00:00 143:34:28 :00:00 66 0 0
agentl 50001 24:00:00 0217 :01:47 :00:06 :00:00 :00:00 23:55:50 :00:00 1 0 0
agent2 50002 24:00:00 :02:13 :01:54 :00:06 :00:00 :00:00 23:55:47 :00:00 1 0 0
agent3 50003 24:00:00 :02:26 :01:32 :00:04 :00:00 :00:00 23:55:58 :00:00 1 0 0
agentd 50004 24:00:00 0212 :01:57 :00:07 :00:00 :00:00 23:55:44 :00:00 1 0 0
agenth 50005 24:00:00 :02:24 :02:03 :00:08 :00:00 :00:00 23:55:25 :00:00 1 0 0
agentb 50006 24:00:00 0217 :01:52 :00:06 :00:00 :00:00 23:55:44 :00:00 1 0 0

|| 6_dadsleas v
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Agent Group Attendance Report

report description

Field

Date, Week
Starting, or Month
Starting

Agent Group
ACD

Agent Name
Login ID
Agent
Staffed Time

ACD Time

Agent Ring Time

Extn In Time

Extn Out Time

Avail Time

AUX Time

Description

The day, week, or month for which the report ran. You
can make these selectionsin the report input window.

The name of the group of agents. You can make this
selection in the report input window.

The ACD name or number for which the data was
collected.

The name or login ID of the agent.
Thelogin ID assigned to each agent.
The name or login ID of the agent.

Thetotal time that the agents were logged in (staffed)
for the specified time period in any split/skill. This does
not include time the link was down.

The total time that the agents in the group talked on all
split/skill and direct agent ACD calls for the specified
time period.

The total time during the collection interval that agents
had split/skill and direct agent ACD callsringing. If the
agent answers or makes another call instead of
answering theringing call, |_RINGTIME stops
accumulating. RINGTIME is the time that the caller
spends ringing and is independent of agent activity.

Thetotal time that the agents in the group spent talking
on inbound extension calls for the specified time
period.

Thetotal time that the agents spent talking on outbound
extension calls for the specified time period.

The total time that the agents were available to take
ACD callsfor any split/skill during the specified time
period.

Thetota time that the agents spent in AUX work in dl
splits/skills or on AUXIN/AUXOUT callsfor the
specified time period.
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The following table describes the report fields:

Database Item, Calculation,
or <Calculation name>

ROW_DATE

No database item or calculation.

syn(ACD)

syn(LOGID)

LOGID

LOGID
sum(T|_STAFFTIME)

|_ACDTIME +
|_DA_ACDTIME),
sUmM(<TOTAL_|_ACDTIME>)

sum(I_RINGTIME)

|_ACWINTIME +
|_AUXINTIME),
SUM(<EXT_IN_TIME>)

|_ACWOUTTIME +
|_AUXOUTTIME),
SUM(KEXT_OUT_TIME>)

sum(TI_AVAILTIME)

sum(TI_AUXTIME)
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Field Description Database Item, Calculation,
or <Calculation name>
ACD Cadls The total number of split/skill and direct agent ACD sum(ACDCALLS+
calls answered by the agentsin this group that DA_ACDCALLYS),
completed during the specified time period. sum(<TOTAL_ACDCALLS>)
Extn In Calls The number of inbound extension calls that were SUumM(ACWINCALLS+

completed by the agent during the period covered. This  <EXT_CALL_IN>)
includes calls received while the agent was in the

following work modes:

e Auto-Inor Manual-In

e ACW modefor ACD cals

* ACW mode that was not associated with a call

* AUX work mode.

Extn Out Calls The number of outbound extension calls that were sum(ACWOUTCALLS+
placed by the agent during the period covered. This AUXOUTCALLYS)
includes calls originated by the agent whiletheagent | sum(<EXT_CALL_OUT>)
was in the following work modes:

e Auto-Inor Manual-In

e ACW modefor ACD cdls

* ACW mode that was not associated with a call
* AUX work mode.
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Agent Group AUX Report

Overview

Things to know about this
report

Agent Group AUX report
example

The Agent Group AUX report shows the total staffed time, total AUX
time, and AUX time for each reason code for all agentsin an agent

group.

Here are some things you need to know about this report:

The Agent Group AUX report is available in daily, weekly, anc
monthly versions.

This report is available for all switch releases. The contents of
report depends upon the switch release for which it is being

The database items for the Agent Group AUX report are store
the dagent (daily), wagent (weekly), and magent (monthly)
tables.

You must have AUX Reason Codes enabled on the switch for
report to be meaningful.

This report uses the Agent Report Input Window. Select an ac
who you want to view on the report. Ségent Report Input
Fieldsfor more information.

The following figure provides an example of an Agent Group AUX

report.

G.Agenl Group AUX Daily - Group1 -1al=l
Bepot  Edit Fomat Toolz Option:  Help

Date: 3/27{98

Agent Group: Groupl

Agent Name Login Staffed AUX Time Time Time Time Time Time Time Time Time Time
Time Time in0 inl in2 ind ind in5 inb6 in7 inl in9

[Totals :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00
agent] 50001 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00
agent2 50002 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00
agent3 50003 :00;00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00
agent4 50004 :00;00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00
agenth 50005 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00
agenth 50006 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00 :00:00

| | 6_dadsleas él
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description

Field Description

Date, Week The day, week, or month for which the report ran. You

Starting, or Month | can make these selections in the report input window.

Starting

Date: The day for which the report was run (selected in the
report input window).

Agent Group The name of the group of agents. You can make this
selection in the report input window.

ACD The ACD name or number for which the data was
collected.

Agent The name or login ID of the agent.

LoginID The name or login ID of the agent.

Staffed Time Thetotal time that the agents were logged in (staffed)
for the specified time period in any split/skill. This does
not include time the link was down.

AUX Time Thetotal time that the agents spent in AUX work in all
splits/skills for the specified time period.

Timein0 The time that the agent spent in AUX with the reason
code of 0 (zero). Thisisthetimeinthe"system"™ AUX
for the switchesusing AUX reason codes. It isthe same
as TI_AUXTIME for switches not using AUX reason
codes.

Timein1..9 The time that the agent spent in AUX with each of the

reason codes 1-9.

4-24

The following table describes the report fields:

Database Item,
Calculation, or
<Calculation name>

ROW_DATE
ROW_DATE

No database item or
calculation.

syn(ACD)

syn(LOGID)
LOGID
sum(Tl_STAFFTIME)

sum(TI_AUXTIME)

sum(TI_AUXTIMEDO)

sum(TI_AUXTIMELY)...
sum(TI_AUXTIMED9)
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Agent Group Summary Report

Overview

Things to know about this
report

Agent Group Summary
report example

The Agent Group Summary report summarizes the daily activities of
every agent within a specific group. Agentsin agroup may share
common characteristics, such as being newly hired or top performers,
or they may smply be part of amore manageabl e subdivision of askill.
You can use thisreport to compare individuals within agroup. This
report lists the totals for each agent in the group summed over all splits/
skills that the agent was logged into during the time period covered in
the report. This report also contains information on the overall
occupancy of the selected agent group, expressed as a percentage, both
with and without ACW included.

Here are some things you need to know about this report:

 The Agent Group Summary report is available in daily, weekly
and monthly versions.

* The database items for the Agent Group Summary report are
stored in thedagent (daily), wagent (weekly), andmagent
(monthly) tables.

e  This report uses the Agent Report Input Window. Select an ac
group that you want to view on the report. Segent Report Input
Fieldsfor more information.

The following figure provides an example of an Agent Group
Summary report.

QAgenl Group Summary Daily - Groupl - Ellil
Beport Edit Format Tools Options  Help

Date: 3/27/98
Agent Group: Groupl

Agent Name ACD Avg Avg Extn Avg Extn Avg ACD ACW Agent Other AUX Awvail Staffed
Calls ACD ACW In Extn Out Extn Time Time Ring Time Time Time Time
Time Time Calls In Calls Qut Time
Time Time

[Totals 66 13 10 0 0 :13:49 :11:05 :00:37 :00:01 [00;00*rrrawmrares
agentl 11 12 10 0 0 :02:17 :01:47 :00:06 :00:00 :00:00 s Fewreen
agent? 11 12 10 0 0 :02:13 :01:54 :00:06 :00:00 :00:00 s Fewrern
agent3 11 13 :08 0 0 :02:26 :01:32 :00:04 :00:00 :00:00 s Fewreen
agent4 1 12 M 0 0 :02:12 :01:57 :00:07 :00:00 :00:00 s Feweern
agenth 1 13 M 0 0 :02:24 :02:03 :00:08 :00:00 :00:00 s wsren
agentf 11 12 10 0 0 :02:17 :01:52 :00:06 :00:01 :00:00 s wsren

|| 16_dadsleas v
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Agent Group Summary

report description

Report Heading | Description

Date, Week
Starting, or
Month Starting
Agent Group
ACD

Agent Name
ACD Calls

Avg ACD Time

Avg ACW Time

% Agent Occup
w/ACW

The day, week, or month that the report was run
(selected in the report input window).

The name of the group of agents. You can make this
selection in the report input window.

The ACD name or number for which the data was
collected.

The name or login ID of the agent.

The number of split/skill and direct agent ACD calls
that were answered by the agent that completed during
theinterval. Thistota also includesO_ACDCALLS if
you have the Outgoing Call Management application of
ASAIL. (O_ACDCALLS isthe number of ACDCALLS
that were placed by an adjunct [predictive dialing].)

The average time that the agent spent talking on ACD
calls (including direct agent calls) that completed
during the period covered.

The average time that the agent spentin ACW for ACD
calls during the period covered. Thisincludes direct
agent call activities.

The overall occupancy of the selected agent group,
expressed as a percent, and including the group’s time
in after call work.

4.26

The following table describes the report fields.

Database Item, Calculation,
or Database Iltem,
Calculation, or <Calculation
Name>

ROW_DATE

No database item or calculation.

syn(ACD)

syn(LOGID)

sum( ACDCALLS+
DA_ACDCALLS),
sSUM<TOTAL_ACDCALLS>

sum( TOTAL_ACDTIME)/ sum(
TOTAL_ACDCALLS),
<AVG_AGENT TALK_SUM>

sum( TOTAL_ACWTIME)/ sum(
TOTAL_ACDCALLS),
<AVG_AGENT_ACW_SUM>

100 * (sum[|_RINGTIME +
|_ACDTIME +
|_ACDOTHERTIME +
|_ACDAUX_OUTTIME +
|_ACDAUXINTIME +
|_ACWTIME])/
(sum[T1_STAFFTIME
TI_AUXTIME +
|_ACDAUX_OUTTIME +
|_ACDAUXINTIME])
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Report Heading Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation

Name>
% Agent Occup | Theoverall occupancy of the selected agent group,
w/o ACW expressed as a percent, not including thegroup'stimein  10g * (sum[|_RINGTIME +
after call work. |_ACDT|M E +

|_ACDOTHERTIME +
|_ACDAUX_OUTTIME +
|_ACDAUXINTIME]) /
(sum[T1_STAFFTIME
TI_AUXTIME +
|_ACDAUX_OUTTIME +
|_ACDAUXINTIME])

Extn In Cals The number of inbound extension calls that were sum( ACWINCALLS+
completed by the agent during the period covered. AUXINCALLS), sum

Thisincludes calls received while the agent wasinthe  <EXT_CALL_IN>
following work modes:

e Auto-Inor Manual-In

e ACW modefor ACD cdlls

e ACW mode that was not associated with a call
e AUX work mode.

Avg Extn In Time The average time of the agent’s inbound extension sum( ACWINTIME+
cals. AUXINTIME)/ sum(
ACWINCALLS+
AUXINCALLYS),
<AVG_TALK_TIME_IN_SUM>

Extn Out Calls The number of outbound extension calls that were sum( ACWOUTCALLS+
completed by the agent during the period covered. AUXOUTCALLYS),

Thisincludes calls originated by the agent whilethe ~ SUM<EXT_CALL_OUT>

agent was in the following work modes:

e Auto-Inor Manual-In

e ACW modefor ACD calls

e ACW mode that was not associated with a call
e AUX work mode.

Avg Extn Out The average length of the agent’s outbound extension | sum( ACWOUTTIME+

Time cals. AUXOUTTIME) / sum(
ACWOUTCALLS +
AUXOUTCALLYS),
<AVG_TALK_TIM_OUT_SUM>
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Report Heading

ACD Time

ACW Time

Agent Ring Time

Other Time

AUX Time

Avail Time

Staffed Time

Description

The total time that the agent spent talking on al ACD
calls during the time period.

The total time that the agent spent in ACW for split/
skill and direct agent ACD calls, aswell astimein
ACW not associated with acall. Includes time on
extension calls.

The total time that the agent spent with split/skill and
direct agent ACD callsringing.

Thetime that the agent spent doing other work in all
splits/skills.

Agents are doing other work while in Auto-in or
Manual- Inif they:

e Put any call on hold while not doing any other
activity.
e Did to placeacal or to activate afeature

4.28

Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

sum( |_ACDTIME +
|_DA_ACDTIME),
sUM(<TOTAL_|_ACDTIME>)

sum( |_ACWTIME +
|_DA_ACWTIME)
sUmM(<TOTAL_|_ACWTIME>)

sum( |_RINGTIME)

sum(TI_OTHERTIME)

* Haveapersona cal ringing with no other activity.
Agent positions show up as OTHER directly after the
link to the switch comes up and directly after the agents
log in before the CentreVu CM S is notified of the
agent’'swork state.

The total time that the agents spent in AUX work in all
splits/skills or on AUXIN/AUXOUT callsfor the
specified time period.

The total time that the agent spent waiting for an ACD | sum( TI_AVAILTIME)
cal in any split/skill.

Thetotal time that the agents were logged in (staffed)
for the specified time period in any split/skill. This does
not include time the link was down.

sum( TI_AUXTIME)

sum( TI_STAFFTIME)
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Agent Inbound/Outbound Report

Overview  The Agent Inbound/Outbound Call report is a detailed breakdown of
the inbound and outbound calls handled by an agent. The report sums
the total over al the splits or skills the agent was logged into for the
specific period covered.

Things to know about this  Here are some things you need to know about this report:

report This report is available in interval, daily, weekly, and monthly

versions.

* The database items for the Agent Inbound/Outbound report a
stored in thehagent (interval), dagent (daily), wagent
(weekly), andmagent (monthly) tables.

*  You must have the Outgoing Call Management application of
ASAI for data to appear in the Outbound ACD columns.

* This report uses the Agent Report Input Window. Select an ag
who you want to view on the report. Ségent Report Input
Fieldsfor more information.

Agent Inbound/Outbound  The following figure provides an example of an Agent Inbound/
report example  Qutbound Report.

GAgenl In/0utbound Daily - agent12 o |EI|1|
Beport Edit Format Tools Options Help

Agent: agent12

Date Inbound Awvg Avg  Outbound Awvg Avg ACW Extn Awg Extn Awg External Avg Assists Trans

ACD  Inbound ACW ACD  Outbound Time In Extn Out Extn Extn External Out
Calls ACD Time Calls ACD  [Outbound Calls In Calls Out Out Extn
Time [Inbound Time ACD) Time Time Calls Out
ACD] Time
[Totals 14 12 11 1] 1] 1] 1] 0 1]
327198 1 1 HA 1] 1] 1] 1] 0 1]
3f2aj98 3 13 13 1] 1] 1] 1] 0 1]

| | 16_dadsleas /ﬁ
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Agent Inbound/Outbound  The following table describes the report fields.
report description

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Agent The name or login ID of the agent. You can make this syn(LOGID)
selection in the report input window.
ACD The ACD name or number for which the data was sum(ACD)
collected.
Time (interval The intrahour intervals for which the report shows data. STARTTIME, STARTTIME
reports only) You can make these selections in the report input window.  + INTRVL
Date, Week The day, week, or month for which the report ran. Youcan = ROW_DATE
Starting, or make these selections in the report input window.

Month Starting

Inbound ACD The total number of all inbound ACD callsanswered by  (sum( ACDCALLS+

Cdlls this agent that completed during the specified time period. DA_ACDCALLS-
O_ACDCALLY)),
<INBOUND_ACDCALLS>

Avg Inbound The average length of al inbound ACD callsanswered by  sum( ACDTIME+

ACD Time this agent that completed during the specified time period. | DA_ACDTIME-
O_ACDTIME)/sum(
ACDCALLS+

DA_ACDCALLS
O_ACDCALLS)

Avg ACW Time  The average length of all ACW sessions by thisagent for  sum( ACWTIME +
(Inbound ACD) inbound ACD calls completed during the specifiedtime  DA_ACWTIME -

period. Thisincludes direct agent call activities. O_ACWTIME)/ sum(

ACDCALLS+
DA_ACDCALLS
OACDCALLYS)

Outbound ACD The total number of al outbound ACD callsfor thisagent | sum( O_ACDCALLYS)

Cdlls that completed during the specified time period.

Avg Outbound The average length of all outbound ACD callsfor this sum( O_ACDTIME) / sum(

ACD Time agent that completed during the specified time period. O_ACDCALLYS)

Avg ACW Time | Theaverage length of all ACW sessions by thisagent for | sum( O_ACWTIME) / sum(
(Outbound ACD)  outbound ACD calls that completed during the specified  O_ACDCALLYS)
time period. Thisincludes direct agent call activities.
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Report Heading

Extn In Cdlls

Avg Extn In Time

Extn Out Calls

Avg Extn Out
Time

External Calls
Extn Out

Avg Externa
Extn Out Time

Description

The number of inbound extension calls that were
completed by the agent during the period covered.

Thisincludes calls received while the agent was in the
following work modes:

e Auto-In or Manual-In

e ACW modefor ACD cdlls

e ACW mode that was not associated with a call

e AUX work mode.

The average length of this agent’sinbound extension calls.

The number of outbound extension calls that were
completed by the agent during the period covered.

Thisincludes calls originated by the agent while the agent
wasin the following work modes:

* Auto-In or Manual-In

e ACW modefor ACD calls

*  ACW mode that was not associated with a call

* AUX work mode.

The average length of this agent’s outbound extension
cals.

The number of outbound extension calls that were made
by this agent to a location outside the switch during ACW
sessions and AUX work. (Does not include
DA_ACWOFFCALLS)

The average length of thisagent’s callsto alocation
outside the switch during ACW sessions or AUX work.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

sum( ACWINCALLS+
AUXINCALLS),
SUM<EXT_CALL_IN>

sum(( ACWINTIME +
AUXINTIME) / sum(
ACWINCALLS +
AUXINCALLS))

sum( ACWOUTCALLS +
AUXOUTCALLS),
SUM<EXT_CALL_OUT>

sum( ACWOUTTIME +
AUXOUTTIME)/ sum(
ACWOUTCALLS +
AUXOUTCALLS)

sum( ACWOUTOFFCALLS
+ AUXOUTOFFCALLYS)

sum( ACWOUTOFFTIME +
AUXOUTOFFTIME)/ sum(
ACWOUTOFFCALLS +
AUXOUTOFFCALLS)



Historical Reports CentreVu Supervisor Release 9 Reports

Agent Inbound/Outbound Report 432

Report Heading Description Database Item,
Calculation, or Database

Item, Calculation, or
<Calculation Name>

Assists The number of calsthat were referred to the supervisor by  sum( ASSISTS)
this agent during the specified time period.
Trans Out The number of callsthat were transferred by thisagentto  sum( TRANSFERRED)

another destination during the specified time period.
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Agent Login/Logout (Skill) Report

Overview

Things to know about this
report

The Agent Login/Logout (Skill) report shows the times that agentsin a
given skill logged in and logged out, the reason codes associated with
the logout (if there isone), and the skills with which the agents logged
inand out.

If you have the DEFINITY ECS with EAS feature activated, you will
see the report displayed in this section. Here are some things to know
about this report:

This new report provides logout reason codes.
This new report shows up to 15 skills.

This new report can be customized to show more or fewer ski
and to add the skill levels directly on the CMS server.

If you have a switch release earlier tHRBEFINITY ECS with
EAS feature activated, a different Agent Login/Logout (Skill)
report than the one described in this section is displayed. Thi:
report does not show the logout reason codes.

The Login/Logout (Skill) report is available in daily version onl

The database items for the Agent Group Summary report are
stored in thehaglog table.

This report uses the Agent Report Input Window. Select an ac
who you want to view on the report. Ségent Report Input
Fieldsfor more information.
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Agent Login/Logout (Skill)  Thefollowing figure provides an example of an Agent Login/L ogout
report example  (Skill) Report.

{_jAgent Login/Logout (Skill) - s511 =1ox=
Beport Edit Format Toolz Options Help
Date: 2/19{98
Skill: sh11
Agent Name Extn Login  Logout Logout Logout Skill Skill Skill Skill Skill Skill Skill
Time Time Date Reason 1 2 3 4 5 ] i

44461 42151 7:10AM  4:10PM 2/19/98 10 510 511 512 513 516
44462 42152  F7:10AM  4:12PM 2719/98 10 510 511 512 513 515
44463 42153 7:10AM  4:00PM 2/19/98 10 510 511 512 513 515
44464 42154  7:10AM  4:15PM 2/19/98 10 510 511 512 513 5156
44465 42155  710AM  4:10PM 2/19/98 10 510 511 512 513 515
44466 42156 7:10AM  4:30PM 2/19/98 10 510 511 512 513 515
44467 42157  710AM  4:12PM 2/19/98 10 510 511 512 513 5156
44468 42158  7:10AM  4:15PM 2/19/98 10 510 511 512 513 515
44471 42161  7:10AM  4:00PM 2/19/98 10 511 512 513 514 515
44472 42162  7:10AM  4:28PM 2/19/98 10 511 512 513 514 515
44473 42163  F:10AM  4:20PM 2/19/98 10 511 512 513 514 515
44474 42164  7:10AM  4:15PM 2/19/98 10 511 12 513 514 516
44475 42165 7:10AM  4:10PM 2/19/98 10 511 512 513 514 515
44476 42166 7:10AM  4:12PM 2/19/98 10 511 512 513 514 515
AAAT7 42167 7:10AM  4:30PM 2/19/98 10 511 512 513 514 515
44478 42168 7:10AM  4:15PM 2/19/98 10 511 512 513 514 515
«| | »
Double Click To Run Format Table || Bizon3Evpe 4

Agent Login/Logout (Skill)  The following table describes the report fields.
report description

Report Heading Description Database Item,

Date

Skill

Extn

Login Time

Logout Time

Logout Date

Logout Reason
Skills 115

Calculation, or Database
Item, Calculation, or
<Calculation Name>

The date for which the report was run. The report ROW_DATE
shows data for agents who logged in on this date.

The name or number of the skill (selected inthereport | syn(SPLIT)
input window).

The extension where the agent logged in. EXTN

Thetime that the agent logged in with the given set of = LOGIN
skills.

The time that the agent logged out or was logged out LOGOUT
from the given set of sKkills.

The date that the agent logged out from the given set of | LOGOUT_DATE
skills.

The reason for logging out. LOGOUTREASON
Thefirst 15 skills with which the agent logged in. SPLIT, LOGONSKILL2-15
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Agent Login/Logout (Split) Report

Overview

Things to know about this
report

Agent Login/Logout (Split)
report example

4-35

The Agent Split Login/Logout report shows the agent login and logout

times for agentsin a split on a specified day.

Here are some things to know about this report:

e This report is available in the daily version only.

» The database items for the Agent Login/Logout (Split) report :
stored in the haglog table.

e  This report appears for switches without EAS.

e  This report accepts split numbers from 1-600 when the switct
type isDEFINITY ECS or later.

* This report uses the Agent Report Input Window. Select an ag
who you want to view on the report. Ségent Report Input
Fieldsfor more information.

The following figure provides an example of an Agent Login/Logot

(Split) Report.

(]Agent Split Login/Logout - 51 ;|g|5|
Beport Edit Format Tool: Options  Help
Date; 2119198
Split: s1
Agent Name Extn Login Logout Logout
Time Time Date

44461 42151 F10AM  4:10PM 2/19/98
44462 42152 F10AM  4:12PM 2/19/98
44463 42153 F10AM  4:00PM  2/19/98
44464 42154 F10AM  4:15PM 2/19/98
44465 42155 F10aM  4:10PM 2/19/98
44466 42156 F10AM  4:30PM 2/19/98
A4467 42157 F10AM  4:12PM 2/19/98
44468 42158 F10AM  4:15PM 2/19/98
44471 42161 F10AM  4:00PM  2/19/98
44472 42162 F10AM  4:2BPM 2/19/98
A4473 42163 F10AM  4:20PM 2/19/98
44474 42164 F10AM  4:15PM 2/19/98
A4475 42165 F10AM  4:10PM 2/19/98
44476 42166 F10AM  4:12PM 2/19/98
A4ATT 42167 F10AM  4:30PM 2/19/98
44478 42168 F10AM  4:15PM 2/19/98

Double Click To Bun Format Table ‘ JaegerlG32 v
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Agent Login/Logout (Split)  The following table describes the report fields:
report description

Field Description Database Item,
Calculation, or
<Calculation name>

Date: The day for which the report shows data. You can make  ROW_DATE
these selections in the report input window.

Split: The name or number of the split (selected in thereport | syn(SPLIT)
input window).

ACD The ACD name or number for which the data was syn(ACD)
collected.

Agent Name The name or login ID of the agent. syn(LOGID)

Extn The measured extension where the agent logged in. EXTN

Login Time Thetime that the agent logged into this split. LOGIN

Logout Time Thetime that the agent logged out of this split. LOGOUT

Logout Date The date that the agent logged out of this split. LOGOUT _DATE
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Overview

Things to know about this
report

Agent Split/Skill report
example
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The Agent Split/Skill report shows an individual agent’s performance
by split or skill.

Here are some things to know about this report:

The Agent Split/Skill report is available in interval, daily, week
and monthly versions.

The database items for the Agent Split/Skill Report are stored
the hagent (interval), dagent (daily), wagent (weekly), and
magent (monthly) tables.

Each row in the report shows the total for the specified time fc
particular split/skill the agent was logged into. However, the
Totals:row shows the totals over the day for all splits or skills
this agent.

Talk times are shown as totals, not as averages.

This report uses the Agent Report Input Window. Select an ac
who you want to view on the report. Ségent Report Input
Fieldsfor more information.

The following figure provides an example of an Agent Split/Skill
Report.

{_jAgent Split/Skill Daily - agent12 =laix]
Bepot Edit Format Taoolz Options Help

Agent: agent]2

Date Split/Skill ACD  ACD ACW Extn Extnln Extn Extn Assists Held Hold Trans

Calls Time Time In Time Out Out Calls Time Out
Calls Calls Time

[Totals 14 :02:45 :02:39 0 :00:00 0 :00:00 0 0 :00:00 0
327198 Skiln 11 :02:05 :02:01 0 :00:00 0 :00:00 0 0 :00:00 0
327198 Skill2 0 :00:00 :00:00 0 :00:00 0 :00:00 0 0 :00:00 0
327198 Skill3 0 :00:00 :00:00 0 :00:00 0 :00:00 0 0 :00:00 0
3}28/98 Skill 3 :00:40 :0D:38 0 :00:00 0 :00:00 0 0 :00:00 0
3/28/98 Skill2 0 :00:00 :00:00 0 :00:00 0 :00:00 0 0 :00:00 0
3428/98 Skill3 0 :00:00 :00:00 0 :00:00 0 :00:00 0 0 :00:00 0

|| 16_dads1eas él
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Agent Split/Skill report  The following table describes the report fields.

description
Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
Date, Week The day, week, or month for which thereport ran. You = ROW_DATE
Starting, or can make these selectionsin the report input window.
Month Starting
Agent The name or login ID of the agent. You can make this | syn(LOGID)
selection in the report input window.
ACD The ACD name or number for which the data was syn(ACD)
collected.
Time(for interval = Theintrahour intervalsfor which thereport showsdata. = STARTTIME, STARTTIME
reports only) You can make these selections in the report input +INTRVL
window.
Split/Skill The name or number of the split(s)/skill(s) that the syn(SPLIT)

agent logged into during the specified time period and
for which data are shown.

ACD Cadlls The number of split/skill and direct agent ACD calls  ( ACDCALLS+
that were answered by the agent. This total also DA_ACDCALLS), <TOTAL
includes outbound ACD calls (O_ACDCALLYS) if you ACDCALLS>
have the Outgoing Call Management application on
ASAI. (O_ACDCALLSIsthe number of ACDCALLS
that were placed by an adjunct [predictive dialing].)

ACD Time Thetotal time an agent talked on split/skill and direct  ( |_ACDTIME+
agent ACD callsfor the split/skill. |_DA_ACDTIME), <TOTAL
|_ACDTIME>
ACW Time Thetotal time that the agent spent in ACW associated | ( | _ACWTIME +
with split/skill and direct agent ACD calsand ACW  |_DA_ACWTIME),
not associated with a call during the report interval. <TOTAL_ACWTIME>
Extn In Calls The number of inbound extension calls that were ACWINCALLS+
completed by the agent during the period covered. AUXINCALLS,

Thisincludes calls received while the agent wasinthe = <EXT_CALL_IN>
following work modes:

e Auto-In or Manual-In

e ACW modefor ACD calls

e ACW mode that was not associated with a call

* AUX work mode.
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Report Heading

Extn In Time

Extn Out Calls

Extn Out Time

Assists

Held Calls

Total Hold Time

Trans Out

CentreVu Supervisor Release 9 Reports

Description

The total time that the agent spent talking on inbound
extension calls during the report period.

The number of outbound extension calls that were
completed by the agent during the period covered.

Thisincludes calls originated by the agent while the
agent was in the following work modes:

e Auto-In or Manual-In

e ACW modefor ACD cdlls

* ACW mode that was not associated with a call

e AUX work mode.

Thetotal time that the agent spent on outbound
extension calls during the report period.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

|_ACWINTIME+
|_AUXINTIME,
<EXT_IN_TIME>

ACWOUTCALLS +
AUXOUTCALLS,
<EXT_CALL_OUT>

|_ACWOUTTIME +
|_AUXOUTTIME,
<EXT_OUT_TIME>

The number of times that the split/skill supervisor was = ASSISTS

called by the agent who was on a split/skill or adirect

agent ACD call or in call-related ACW.

The number of calls that the agent placed on hold. This  HOLDCALLS

isall callsthe agent put on hold.

The total time that calls were on hold for this agent.
Thisincludes al callers.

HOLDTIME

The number of timesthat an agent completed atransfer | TRANSFERRED

(any call transferred).
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Agent Summary Report

Overview  The Agent Summary report shows the activities and performance of an
individual agent for all splitsor skills of which the agent isamember. It
represents the totals over the specified time period for all splitsor skills
the agent was logged into. This report also includes information on
agent occupancy, expressed as a percentage of total work time, both
with and without ACW.

Things to know about this  Here are some things to know about this report:

report . The Agent Summary report is available in interval, daily, week

and monthly versions.

* The database items for the Agent Summary report are stored i
hagent (interval), dagent(daily), wagent (weekly), and
magent (monthly) tables.

* This report uses the Agent Report Input Window. Select an ag
who you want to view on the report. Ségent Report Input
Fieldsfor more information.

Agent Summary report  The following figure provides an example of an Agent Summary
example  Report.

ummary Daily - Georgia Gillian
t Fomat Tools Options Help
Agent: Georaia Gillian
ACD Avg Ay % Agent % Agent Ednin AvgExn Bdn AvoExtn ACD Time  ACW Agent Other  AUXTime Avail Time  Staffed  Trans
Calls  ACD ACW Occupw! Occup Calls  InTime out  OutTime Time Ring Time Time Qut
Time Time  ACW o Calls Time
AT
5718 17 00 77 77 0 o 26:27:04 00:00  1:34:40 01:51 0012 8:17:28 36:21:15 0
1743 1n on 4 Lal 1} i} 44301 on:no 24:32 01:35 nong 71625 12254 i}
3975 20 0o a8 98 0 o 11:44:03 oo 1:10:08 001 0004 1:01:03 235534 0
| r
To Fun Femat Table [['st0

Agent Summary report  The following table describes the report fields:

description
Field Description Database Item, Calculation,
or <Calculation name>
Date, Week The day, week, or month for which the report ran. You  ROW_DATE
Starting, or Month = can make these selections in the report input window.
Starting
Agent: The nameor login ID of the agent. You can make this | syn(LOGID)

selection in the report input window.



Historical Reports

Agent Summary Report

Field
Time (for interval

reports only)

ACD Cals

Avg ACD Time

Avg ACW Time

% Agent Occup
w/ACW

% Agent Occup
w/o ACW
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Description

The intrahour interval s for which the report shows data.
You can make these selections in the report input
window. The time displays in hh:mm:ss (hour/minute/
second) format.

The number of ACD calls and direct agent calls that
were answered by the agent. Thistotal also includes
O_ACDCALLSIf you have the Outgoing Call
Management application of ASAI. (O_ACDCALLSis
the number of ACDCALLS that were placed by an
adjunct [predictive dialing].)

The average length of thisagent's ACD calls (including
direct agent calls) during the period covered.

The average length of After Call Work (ACW) sessions
for this agent. Thisincludes direct agent call activities.

The percentage of agent occupancy inwhich the agent’s
timein after call work is considered as work time.

The percentage of agent occupancy inwhich the agent’s
time in after call work timeis considered idle.
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Database Item, Calculation,
or <Calculation name>

STARTTIME, STARTTIME +
INTRVL

SUM(ACDCALLS +
DA_ACDCALLS),
SUM(<TOTAL_ACDCALLS>)

sum(TOTAL_ACDTIME)/
sum(TOTAL_ACDCALLS),
<AVG_AGENT_TALK_SUM>

sum(TOTAL_ACWTIME)/
sum(TOTAL_ACDCALLS),
<AVG_AGENT _ACW_SUM>

100 * (sum[|_RINGTIME +
|_ACDTIME +
|_ACDOTHERTIME +
|_ACDAUX_OUTTIME +
|_ACDAUXINTIME +
|_ACWTIME]) /
(sum[TI_STAFFTIME
TI_AUXTIME +
|_ACDAUX_OUTTIME +
|_ACDAUXINTIME])

100 * (sum[I_RINGTIME +
|_ACDTIME +
|_ACDOTHERTIME +
|_ACDAUX_OUTTIME +
|_ACDAUXINTIME]) /
(sum[T1_STAFFTIME
TI_AUXTIME +
|_ACDAUX_OUTTIME +
|_ACDAUXINTIME])
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Field Description Database Item, Calculation,
or <Calculation name>
Extn In Calls The number of inbound extension calls that were SumM(ACWINCALLS+

completed by the agent during the period covered. This  <EXT_CALL_IN>)
includes calls received while the agent was in the

following work modes:

e Auto-Inor Manual-In

e ACW modefor ACD cdls

* ACW mode that was not associated with a call

* AUX work mode.

Avg Extn In Time The average length of this agent’s inbound extension SUM(ACWINTIME +
calls. AUXINTIME)/
SUM(ACWINCALLS +
AUXINCALLYS),
<AVG_TALK_TIME_IN_SUM>

Extn Out Calls The number of outbound extension calls that were sum(ACWOUTCALLS+
placed by the agent during the period covered. This AUXOUTCALLYS)
includes calls originated by the agent whiletheagent  sum(<EXT_CALL_OUT>)
was in the following work modes:

e Auto-Inor Manual-In

e ACW modefor ACD cals

e ACW mode that was not associated with a call
* AUX work mode.

Avg Extn Out The average length of this agent’s outbound extension ' sSUm(ACWOUTTIME +

Time cals. AUXOUTTIME)/
SUM(ACWOUTCALLS +
AUXOUTCALLYS),
<AVG_TALK_TIME_OUT_SU
M>
ACD Time Time this agent spent on ACD calls (including direct sum(l_ACDTIME +
agent calls) during the report interval. | DA_ACDTIME),
sum(<TOTAL_I_ACDTIME>)
ACW Time The amount of time the agent spent working on call- sum(l_ACWTIME +
related activities (that is, ACW activities). This | DA_ACWTIME),
includes direct agent ACW activities during thereport = sum(<TOTAL_I_ACWTIME>)
interval.

Agent Ring Time  Thetimethe agent had split/skill and direct agent ACD  sum(l_RINGTIME)
callsringing. If the agent answers or makes another call
instead of answering theringing call, thel_RINGTIME
is stopped. This applies only to switches with ring state.
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Field Description Database Item, Calculation,
or <Calculation name>
Other Time The time the agent spent doing other work in all splits | sum(TI_OTHERTIME)

skills. For DEFINITY ECS switches, agents are doing
other work while in Auto-In or Manual-1n if they:

e Put any call on hold while not doing any other
activity.
* Dial to place acall or to activate a feature.
* Haveapersona cal ringing with no other activity.
AUX Time The total time that the agents spent in AUX work inal  sum(TI_AUXTIME)

splits/skills or on AUXIN/AUXOUT callsfor the
specified time period.

Avail Time The total time that the agents were available to take sum(TI_AVAILTIME)
ACD callsfor any split/skill during the specified time
period.

Staffed Time The total time the agents were logged in (staffed) for sum(Tl_STAFFTIME)

the specified time period in any split/skill. This does
not include time the link was down.

Trans Out The number of callstransferred by this agent to another | sum(TRANSFERRED)
degtination. For DEFINITY ECS switches, this records
al callsthat were transferred.

Held Calls The number of calls the agent put on hold. For sum(HOLDCALLYS)
DEFINITY ECS switches, thisis al calls the agent put
on hold.
Avg Hold Time The average length of time calls were on hold. sum(HOLDTIME) /
sum(HOLDCALLYS),

<AVG_HOLD_TIME_SUM>
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Overview  The Agent Trace by Location report lists each agent activity and the
timeit occurred, by agent location ID. Thisinformation could be useful
when evaluating how well agents are using their time. Thisreport is

only available through CentreMu Supervisor R3V8 or later.

Things to know about this  Here are some things to know about this report:

report

» Refer to the "Agent and Trunk States" section of Chapter 1, “

Introduction” in this book for a list of the agent states.

* The database items for the Agent Trace by Location report ar
stored in the ag_actv table.

e  This report uses the Agent Report Input Window. Select an ac
who you want to view on the report. Ségent Report Input
Fieldsfor more information.

Agent Trace by Location  The following figure provides an example of an Agent Trace by
report example | gcation Report.

::,i:-'Agenl Trace by Location - Georgia Gillian

Beport Edit Format Tools Options  Help

Agent. Georaia Gillian

Date Time Seq Lacation ID

Logaout AL

FReason Reason

State Split'Skill Time Hold Rec Malicious Rls

Call

3/31/98 4:15:00PM
3/31/98 4:15:09PM
3/31/98 4:15:00PM
3/31/98 4:15:09PM
3/31/98 4:15:09PM

—_ s

1

0z
0z

0z
0z

&3 o b

RINGING Gold
AVAIL  Gold
AvAIL  Gold
RINGING Gold
ACD  Gold

o

Double Click To Run Format T abls

[ smin
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Agent Trace by Location  The following table describes the report fields.
report description

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Agent The name or login ID of the agent. You can make this | syn(LOGID)
selection in the report input window.
ACD The ACD name or number for which the data was syn(ACD)
collected.
Date The day that the event (state change) was recorded. ROW_DATE
Time Thetime of day that the event started. EVENT_TIME
Seq The sequence number of the event. Agent eventswhich = WMODE_SEQ

occur in the same second are assigned increasing
sequence numbers, so the order in which they occurred
can be determined.

Location ID Thelocation ID(s) associated with the agent. ThisIDis  LOC_ID
not associated with the agent personally, but rather with
the terminal the agent islogged into. It isalso
associated with a port network location ID on
DEFINITY. If the Agent Site Tracking feature is not
available on your system, the field will not display
meaningful data.

Logout Reason The reason code that the agent entered when logging | syn(LOGOUTREASON)
out. Reason code 0 (zero) indicates that the agent
forced alogout without entering a reason code, or the
system logged the agent out.

AUX Reason The reason code that the agent entered when changing | syn(AUXREASON)
to AUX work mode. Reason code 0 (zero) indicates
that the agent did not enter areason code, or the system
put the agent into AUX work mode.

State The current work state of the agent. An agent can bein | WORKMODE and
any one of the following states: LOGON, L OGOFF, DIRECTION
ACDIN, ACDOUT, ACW, ACWIN, ACWOUT, AUX,
AUXIN, AUXOUT, AVAILABLE, DACDIN,
DACDOUT, DACW, DACWIN, DACWOUT, or
UNKNOWN.

Split/Skill The name or number of the split/skill whichtheagent | syn( SPLIT)
logged into or for which the agent handled a call.
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Time The length of time spent in the state. Shown in minutes | DURATION
and seconds (mm:ss).

Hold The agent put the current call on hold. Thisisal calls CALLER_HOLD
the agent put on hold.

Rec Thisindicates whether the agent reconnected to thecall | RECONNECT

(for example, the agent put a call on hold and then
retrieved the call from hold).

Malicious Call The agent activated malicious call trace. MCT

Rls The agent released the ACD call. Thisisalwaystrue | AGT_RELEASED
for ACD callsthe agent transferred or conferenced.

Calling Party Theidentification of the caler. Thisisthe ANI/SID for  CALLING_PTY

switcheswith ISDN ANI delivery. Otherwise, it isthe
extension or trunk equipment location identifying the
originator of the call.

Cal Work Code | The call work code that the agent entered for thecall. WORKCODE

Diaed Digits The digits that the agent dialed to originate a call. DIGITS DIALED
Trunk access codes, feature access codes, account and
authorization codes are not included.

Asst The agent requested supervisor assistance. Thisis ASSIST_ACTV
activated by pressing the ASSIST button.
Conf The agent activated a conference. CONFERENCE

Trans Out The agent transferred the call (all calls transferred). TRANSFERRED
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Other Reports

Overview

Purpose  This section describes Other reports.

Organization  Thisfollowing topics are described:
*  General Information About Other Reports
e Call Records Report
e Call Work Codes Report
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General Information About Other Reports

What an Other Report  CentreVu Supervisor Other reports give you access to specific
contains  information on call records and call work codes.

Organization of Other  Thefollowing list shows how the Call Records and Call Work Code
reports  reports are organized in CentreVu Supervisor .

+ Call Records
» Call Work Code: Daily, Weekly, Monthly

Other report selector ~ The following figure is an example of the Other Report Selector
window  window. The reports are explained in the same order as listed in tt

window.
Select a Report 2=l
Feal-Time ] Hiztorical ] Integrated ]
Fun Report for ACD: Feport:
I 16_dads1eas j Ellcall Fecords
T — Call \work Cade Daily
Py Call'work Code Montly
Call WwWork Code Weskly
Split/S kil
Suztem
TrunkTrunk Group
WDM
Wechor
— Dezcription
Script... | Properties | Copy | Delete | Help |
oK | Eit | New | Concel |

O
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Overview

Things to know about this
report

The Call Records report alows you to view selected information about
each call. For example, you might have a caller that complained about
being put on hold three times and then transferred. This report gives
you thistype of information about a call.

Here are some things to know about this report:

Call Records allow you to view information about particular ca
Each call is represented by one or more records, because ar
record is created whenever the call is conferenced or transfer
However, all records for a particular call will have the same cz
ID, so that you know the records represent the same call.

With call records, the call is tracked up until it is transferred or
conferenced. At the point of a conference or transfer, a new c
record is generated for the call.

The standard Call Records report is provided as a model for
customized call record reports. Most call record reporting will
need to be done from Designer reports tailored to your needs

Designer Reports

Real-time or historical reports that have been customized fror
existing reports or designed according to your needs from Re
Wizard or Report Designer. See tlientreVu Report Designer
document for more information.

If you are customizing the Historical Call Record Report with
CentreVu Report Designer, the Disposition report field will
display the numerical values for DISPOSITION, and not the s
names. See th€entreVu” Call Management System R3V9
Database Items and Cal culations585-210-945 for more
information.

See theCentreVu” Call Management System R3V9 Database
Items and Cal culations585-210-945for a complete listing of the
call record historical database items.

Call records are limited to 5000 records.

To protect the real-time processing @entreVu CMS, internal
call records can only be collected if your call center's traffic is
under 400 calls in 20 minutes.
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the standard report.

* Thisreport gives you information on specific calls. It is based c

on the start and stop dates and times that you enter.

» The database items for the Call Records report are stored in 1

call_rec table.

The following table describes the fields on the input window. You rr

fill in the window to run the report.

Field
Start date;

Start time;

Stop date:

Stop time:

Destination:

Definition
Enter the date from which you want the reporting period to
start. The report runs for al calls answered by the ACD

from the Start date and Start time through the Stop date and
Stop time.

Enter the time from which you want the reporting period to
start. Use any of the following formats:

*  AM/PM (for example, 7:30AM or 5:00PM)

e 24-hour notation (for example, 7:30 or 17:00).

Enter the date you want the report to run through. The
report will be run for all calls answered by the ACD from
the Start date and Start time through the Stop date and Stop
time.

Enter the time that you want the report to stop. Use any of
the following formats:

e  AM/PM (for example, 7:30AM or 5:00PM)

e 24-hour notation (for example, 7:30 or 17:00).

Choose areport destination. You can select View Report on
Screen or Print Report on: and then use the Select Printer

button to print the report on any Windows printer. The
default printer is shown.
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Call Records report  Thefollowing figure provides an example of a Call Records Report.

example
g Call Records |_ O] x|
Heport  Edit Format Tools Options  Help
Date: 10/4/00
CalllD Segment Date Start Time Calling Party Dialed Disposition Disposition SplitSkill Ans  Talk Hold ACW Trans Conf Assist  Last Call Wiork

MNurnber Tirne Logid Time Tirme Time  Out Code

12057579 m 33198 41509PM 3035551947 Gold 50001 0312 00:34 00:08 n n 4

10928547 01 3398 A1511PM 3035557683 Regular 50034 0215 0012 00:12 n n 1

21047019 02 33198 321:.08PM 3035559807 Gold 50021 04:32 0045 00:05 n n 1

46289105 m 33198 31Z234PM 3035556724 Gold 50012 01:45 0018 00:15 n n 2

Drouble Click To Run Format Table || sTn

Call Records report  The following table describes the report fields for the time period
description  covered by the report.

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Date: The day, week, or month for which the report ran. You A ROW_DATE
can make these selections in the report input window.

ACD The number of the ACD that handled this call. syn(ACD)

Cdl ID A unique number assigned to thiscall and dl its CALLID

segments. Note that in the case of a conference or

transfer, when the data for the conference/transfer is
recorded, the same call 1D will be recorded for all call
segments of the conference/transfer. In the case of
“meet-me” conferences, this may result in higher-
numbered segments of the call starting before the first
segment on the call. Call IDs are not necessarily strictly
sequential, but will be unique for calls over a day.

Segment The number of the call segment. Segment numberS&@MENT
from 1 up to the number of segments in the call.

Date The starting date for the segment. ROW_DATE
Start Time The starting time for the segment. ROW_TIME
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Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

The Automatic Number Identification (ANI)/Station CALLING_PTY
Identification (SID) (Generic 3 Version 4 switches or

the ECS with ANI delivery), extension or trunk

equi pment location identifying the originator of the call

Thisfield is blank if the trunk is not measured or, for

internal calls, if the originating extension is not

measured.

The number the caller dialed. Thiswill bethe VDN for | DIALED_NUM
inbound vectoring calls and dialed digits for outbound

cals. Thiswill be blank for inbound calls without

vectoring.
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Report Heading Description

Disposition

Disposition Time

Indicates what happened to the call in the call segment.
The possibilities are: 1=connected (CONN),
2=answered (ANS), 3=abandoned (ABAN),
4=interflowed (IFLOW), 5=forced busy (FBUSY),
6=forced disconnect (FDISC), and 7=other (OTHER).

e A connected call isanon-ACD call to a measured
agent for which CMS receives an indication that
the call was connected.

* Ananswered call is any split/skill or direct agent
ACD call for which CM S receives an indication
that the call was answered by an agent.

e Anabandoned call isany call for which CMS
receives notification that the caller abandoned. This
includes calls with talk times shorter than the
phantom abandoned call timer.

* Aninterflowed call isacall that was redirected to
an off-switch destination.

e Forced busy cals are callsthat CM S records as
BUSY CALLSfor the trunk group that carried
them. For switches with vectoring, these are VDN

4-53

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

DISPOSITION

calls that received a forced busy from the “busy”
vector command. For the ECS, calls that receive a
busy indication because the split queue was full (or

there was no queue) are recorded here.

¢ Forced disconnect callsare VDN calls that are
disconnected by the switch due to the execution of
adisconnect vector command. Forced disconnect
calls aso include calls disconnected because of the
disconnect vector timer or because they reached the
end of vector processing without being queued.

The amount of time the call waited until its disposition
(in the vector, in queue, and ringing). For extension
calls made directly to agents (not through a VDN), this
will always be zero.

DISPTIME
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Report Heading

Split/Skill

AnsLogid

Tak Time

Hold Time

ACW Time

Trans Out

Conf

Assist

Last Call Work
Code

Description

The number of the split or skill associated with the call
at its disposition in this call segment. Calls that were
not queued to a split or skill at the time of disposition
will have thisitem set to blank. Calls that were queued
to an unmeasured split or skill at the time of disposition

will have thisitem set to zero.

Thelogin ID of the agent who answered the call in this
segment. Thisfield isblank for unmeasured extensions

when EAS s not active.

The time an agent spends talking on a call. This does
not include the time the caller is on hold.

Thetotal timethe call was put on hold by the answering
agent, in seconds, in this call segment. Note that in
agent-to-agent calls, Hold Timeis accrued for the
answering agent if the agent puts the call on hold, but
not for the other agent (who continues to accrue talk

time).

For DEFINITY ECS switches, Hold Time includes all

cdls held.

The time spent, in seconds, in After Call Work (ACW)
related to this call by the answering agent in this

segmen.

This indicates whether or not the answering agent
initiated atransfer on this call segment. Valid valuesfor

Trans Out are 0=NO, 1=YES.

Trans Out is set for any call transferred.

This indicates whether or not this call segment
represents part of a conference (0= NO, 1=YES).

Thisindicates if the answering agent in this segment
regquested supervisor assistance on this call (0= NO,

1=YES).

Thelast call work code entered by the answering agent
in this segment. This database item applies to

DEFINITY ECS switches.

CentreVu Supervisor Release 9 Reports
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

DISPSPLIT

ANSLOGIN

TALKTIME

ANSHOLDTIME

ACWTIME

TRANSFERRED

CONFERENCE

ASSIST

LASTCWC
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Cal Work Code Report

Overview

Things to know about this
report

Prerequisite system
administration

Use the Call Work Code report to track certain call activities of your
call center, such as special sale items, complaints, or how many timesa
customer made a purchase based on a specia sales campaign. Agents
enter a specific call work code that is associated with a particular call
activity when the activity occurs. Those entries are tracked on this
report. To produce datain this report, you must have the Call Work
Codes feature.

Here are some things to know about this report:

The Call Work Code report is available in daily, weekly, and
monthly versions.

» The database items for the Call Work Code reports are storec
the dcwc (daily), wewe (weekly), andmcwe (monthly) tables.

* The range of call work codes that may be reported on cannot
exceed 1000.

* Because call work codes directly affect the amount of storage
space required for each file system and the disk space, you n
allocate the number of call work codes to be saved by the CV
the System Setup-Data Storage Allocation window.

*  You must identify and specify where you want to store call wo
code data in the System Setup-Free Space Allocation windov

*  You must assign the call work codes for which the CMS colle
data in the Call Center Administration-Call Work Codes wind

» Call Work Codes can only be nine or fewer digits in each cod:
you want to assign names to the codes in the Dictionary.

If you wish to run this report, you must do the following:

Allocate the number of call work codes to be save@éyreVu
CMS in the System Setup-Data Storage Allocation window. S
the Centrevu” Call Management System Release 3 Version 9
Administration585-214-015 document for more information.

* ldentify and specify where you want to store call work code d:
in the System Setup-Free Space Allocation window. See the
CentreVu” Call Management System Release 3 Version 9
Administration585-214-015 document for more information.
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* Assign the call work codes for whi€entreMu CMS collects data
in the Call Center Administration-Call Work Codes window. S
the Centrevu” Call Management System Release 3 Version 9
Administration585-214-015 document for more information.

Call Work Code report  The following table describes the fields on the input window. You n
input fields  fj|l in the window to run the report.

Field Definition

Call work code(s): | Enter the call work code name(s) or number(s) that you
want to view in this report.

Date: Enter the date for the day or the start date for the week
or the month you would like the report to cover.

* You can use the month/day/year (for example, 3/
21/95).

*  Youcanusea"-" offset based on today’s date (for
example, -1 for yesterday).

*  When you specify adate for aweekly report, that
date must correspond to the week start day selected
in the System Setup- Storage Intervals window. If
the date and day do not match, the message No
records found displaysin the statusline. The
month start date must be the first day of the month.

Destination: Choose areport destination. You can select View
Report on Screen or Print Report on: and then use the
Select Printer button to print the report on any
Windows printer. The default printer is shown.
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Call Work Code report  The following figure provides an example of a Call Work Code Report.

example
EJlCall Work Code Daily 10| =l
Bepart Edit Format Tool: Options  Help
Date: 3{31198
Call Work Code Call Work Code ACD ACD Time ACW  Avg Avg
Name Calls Time ACD ACW
Time Time
Totals
1 Sales 157 10:46:34 00:3%:25 0413 0015
5 Purchases 198 (5:39:28 03958 0338 0012
3 Returns 86 071815 00:30:01 D514 00:21
4 Fraud 21 021047 001112 0&24  00:32
Double Click To Bun Format Table | 16_dads1eas 5

Call Work Code report  The following table describes the report fields for the time period
description  covered by the report.

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Date, Week The day, week, or month for which the report ran. You = ROW_DATE

Starting, Month  can make these selections in the report input window.

Starting

ACD ACD name or number associated with the call work syn( ACD)
code(s).

Call Work Code | Call work code number. cwcC

Call Work Code | Name associated with the call work code number. syn( CWCQC)

Name

ACD Calls Number of timesthe call work code was entered while = ACDCALLS
agents were on ACD calls or in ACW associated with
an ACD call.

ACD Time Total talk time associated with ACDCALLS that have = ACDTIME
this call work code.

ACW Time Total after call work time associated with ACDCALLS = ACWTIME

with this call work code.
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Report Heading Description Database Item,
Calculation, or Database

Item, Calculation, or
<Calculation Name>

Avg ACD Time | Averagetalk time associated with the call work code. ACDTIME/ ACDCALLS,
<AVG_ACD_TALK_TIME>

Avg ACW Time  Average after call work time associated with the call ACWTIME/ ACDCALLS,
work code. <AVG _ACW _TIME>
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Split/Skill Reports

Overview

Purpose  Thissection describes split/skill reports.

Organization  Thefollowing topics are described:
*  General Information About Split/Skill Reports
o  Split/Skill Report Selector Window and Input Fields
o  Split/Skill Call Profile Report
o  Split/Skill Graphical ASA Report
«  Split/Skill Graphical ASA Daily Report
»  Split/Skill Graphical Average Positions Staffed Report
»  Split/Skill Graphical Call Profile Report
e Split/Skill Graphical Multi-ACD Service Level Report
»  Split/Skill Graphical Service Level Report
o Split/Skill Graphical Skill Overload Report
»  Split/Skill Graphical Time Spent Report
»  Split/Skill Outbound Report
»  Split/Skill Report
o  Split/Skill by Location Report
o Split/Skill Summary Report



Historical Reports CentreVu Supervisor Release 9 Reports

General Information About Split/Skill Reports 4-60

General Information About Split/Skill Reports

What a Split/Skill Report  CentreVu Supervisor Split/Skill reports give you access to information
contains  on your splits or skills. Thisinformation includes looking at the
percentage of calls answered within set service levels by split/skill,
how many calls were handled by each agent in a split/skill, and
summarizing the activity for an entire split/skill.

Organization of Split/Skill  The following list shows how the Split/Skill reports are structured in
reports  CentreVu Supervisor.

e  Call Profile: Daily, Weekly, Monthly

»  Graphical ASA: Interval, Daily

»  Graphical Average Positions Staffed: Interval
*  Graphical Call Profile: Daily

*  Mutli-ACD Skill Level: Daily

*  Graphical Service Level: Interval

e  Graphical Skill Overload: Interval

e  Graphical Time Spent: Interval

e Outbound: Interval, Daily, Weekly, Monthly
* Report: Daily, Weekly, Monthly

*  Split/Skill by Location: Daily

e Summary: Interval, Daily, Weekly, Monthly
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Split/Skill report selector  Thefollowing figure is an example of the Split/Skill Report selector

window  window. The reports are explained in the same order as listed in the
window.
E]] Select a Report 2x]
Real-Time ] Historical ] Integrated ]
Fun Repart for ACD: Beport:
IBisonSvae j Call Profile D aily -
Extmm Call Profile Morthly
[ gent Call Profile weekly
|Dther Graphical ASA
T Graphical Average Positions Staffed
wstem . . .
Trunk/Trunk Graup Graphfcal Call F‘roflle D aily
VDN Graphical Service Level Intereal
Wector Graphical Skill Qverload Interval
g':j custom Graphical Skill Time 5 pent Daily
= DOutbound D aily LI
— Description
Showsz how many callz were answered/abandoned based on wait timez on a daily basiz

Script.. | Froperties | Copy | Delete | Help |
ok | Edi | Mew | et |
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Split/Skill Report Selector Window and Input Fields

Overview  Thereportsin this section use the Split/Skill Report selector window.
Specific input information isincluded with the reports. You must fill in
the report selector window to run the report.

Split/Skill report input  The following table describes the input fields on historical Split/Skill
fields  report input windows. Not all reports use al fields; refer to information
for the specific report you are running to determine what you want to
view. For example, you may enter an agent group, agent name, location
ID, or split/skill to run the report.

All possible fields on this window are described here:

Field Definition

Split/Skill: Enter the appropriate split/skill name or number that you want to view
in this report. Any name(s) you want to appear on the report must have
been previously defined and entered in the Dictionary subsystem.

Date: (interval) Enter the date you would like the report to cover. Use any of the
following formats:

* A month/day/year (for example, 3/21/96).
* A minus (-) offset based on today’s date (for example, -1 for

yesterday).
Dates:. (daily, weekly, Enter the date(s) you would like the report to cover:
monthly) «  Daily - enter the day(s).

*  Weekly - enter the start date for the week(s). When you specify a
date for aweekly report, that date must correspond to the week start
day selected in the System Setup-Storage Intervals window. If the
date and day do not match, the message No records found displays
in the status line.

e Monthly - enter the first day of the month(s).
Use any of the following formats:

* A month/day/year (for example, 3/21/96).

* A minus (-) offset based on today’s date (for example, -1 for
yesterday).

e A semicolon (;) to separate individual dataentry items (for
example, 3/21/96;3/23/96;3/25/96)

* A hyphen (-) to designate arange of dates (for example, 3/21/96-3/
25/96). For the weekly and monthly versions, the report includes
any weeks or months that begin in the range.



Historical Reports

CentreVu Supervisor Release 9 Reports

Split/Skill Report Selector Window and Input Fields 4-63

Field

Times: (interval)

Destination:

Location

Definition

Enter the time you would like the report to cover. Use any of the

following formats:

e AM/PM (for example, 7:30AM-5:00PM)

e Military time (for example, 7:30-17:00).

*  Youcanusea"-" offset based on today’s date (for example, -1 for
yesterday).

Choose areport destination. You can select View Report on Screen or
Print Report on: and then use the Select Printer button to print the report
on any Windows printer. The default printer is shown.

Select alocation ID for which to run the report. The location ID isan ID
number of 1 44 digitsassigned to aDEFINITY port network location
and the equipment assigned to that port |ocation.
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Split/Skill Call Profile Report

Overview

Things to know about this
report

Split/Skill Call Profile report
example

The Split/Skill Call Profile report shows the number of calls answered
and abandoned in time increments that you administer. This report also
displays your acceptable service level. Seethe Centrevu” Call
Management System Release 3 Veersion 9 Administration585-214-015
document for both the time increments and acceptable service levels.
Since this report shows you how long it takes for callsto be answered
or abandoned, you can determine how long a caller iswilling to wait
for an agent before hanging up. With thisinformation, you can
determine the appropriate answering speed required to reduce
abandoned calls.

Here are some things to know about this report:

o Calls are displayed in ten columns, with each column represelt
a progressively longer wait time.

*  The Split/Skill Call Profile report is available in daily, weekly, al
monthly versions.

* The database items for the Split/Skill Call Profile Report are
stored in thedsp1it (daily), wsp1it (weekly), andmsplit
(monthly) tables.

*  This report uses the Split/Skill report input window. Select a s
skill that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fieldsr more information.

The following figure provides an example of a Split/Skill Call Profil
report.

:ﬁSpIiUSkiII Call Profile Daily - 5killl — |El|i|
Report Edit Format Tool: Options Help
Date: 3127198 Service Intervals Changed: n
SplitfSkill: Skill :eptable Service Changed: n
% Within Service Level: 100
Second: 0 - 10 - 15 - 18 - 24 - 29 -34 - 40 - 45 - K - >
ACD Calls: 903 I} 0 I} 0 I} 0 I} 0 0
Aban Calls: 0 0 0 0 0 0 0 0 0 0
ACD Calls: 903 Aban Calls: 0
Avg Speed Ans: 01 Avg Aban Time:
% Ans Calls: 100 % Aban Calls: .00
| 16_dads1eas 5
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Split/Skill Call Profile report  The following table describes the report fields for the time period
description  covered by the report.

Report Heading Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation

Name>
Date, Week The day, week, or month for which the report ran. You = ROW_DATE
Starting, Month | can make these selections in the report input window.
Starting
Split/Skill The name or number of the split/skill that isselected for = syn(SPLIT)
this report. You can make these selections in the report
input window.
% Within Service | The percentage of split/skill ACD callsthat were 100*( ACCEPTABLE/
Level queued to this split/skill and answered within your CALLSOFFERED),
administered service level. <PERCENT_SERV_LVL_SPL>
ACD The ACD name or number for which the data was syn(ACD)
collected.

Service Intervals | A YES appearsif you changed your service interval syn(YES _NO)
Changed increments during the time period covered by the

report. A NO appears if you have not changed your

serviceinterval increments. The words displayed for

YES or NO represent the values defined in the

Dictionary subsystem.

Acceptable A YES appearsif you changed your acceptable service | syn(YES _NO)
Service Changed | level during the period covered by the report. A NO

appears if you have not changed your acceptable

service level. The words displayed for YES or NO

represent the values defined in the Dictionary

subsystem.

Seconds The values administered for the service level PERIOD1-9
increments. Each Secs (seconds) interval represents a
progressively longer wait timefor acall, and each
interval can be a different length.

ACD Calls The number of split/skill ACD calls answered within ACDCALLS1-10
each service level increment.
Aban Calls The number of split/skill ACD calls that abandoned ABNCALLS1-10

within each service level increment.
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Report Heading Description

ACD Cadlls

Avg Speed Ans

% Ans Calls

Aban Calls

Avg Aban Time

% Aban Calls

The number of split/skill ACD calls that were queued
to this split/skill and answered by an agent for this split/
skill. Thistotal also includes O_ACDCALLSIf you
have the Outgoing Call Management (OCM)
application of ASAI. The O_ACDCALLS isthe
number of ACDCALL Sthat were placed by an adjunct;
thisis also referred to as predictive dialing.

The average timethe split/skill ACD callswere waiting
in queue and ringing before being answered by an
agent.

The percentage of calls queued to the split/skill that
were answered by agents for this split/skill.

The number of ACD callsto the split/skill that
disconnected while either waiting in queue (if thiswas
the first split/skill the call was queued to), or while
ringing. Thistotal includes callswith talk time lessthan
the phantom abandoned call timer value, if it is set.
Thistotal also includes O_ABNCALLS if you have
OCM. The O_ABNCALLS isthe number of outbound
ACD calls that were abandoned by the far end.

The average timethe split/skill ACD callswere waiting
in queue or ringing before abandoning.

The percentage of calls queued to the split/skill that
abandoned before being answered by an agent.

4-66

Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

ACDCALLS

ANSTIME/ ACDCALLS,
<AVG_ANSWER_SPEED>

100*( ACDCALLY
CALLSOFFERED),
<PERCENT_CALL_ANS>

ABNCALLS

ABNTIME/ ABNCALLS,
<AVG_ABANDON_TIME>

100*( ABNCALLS/ (
CALLSOFFERED)),
<PERCENT_CALL_ABAN>
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Split/Skill Graphical ASA Report

Overview  The Split/Skill Graphical ASA (Average Speed of Answer) report
shows the average speed of answer for ACD calls answered in each
selected split/skill for each selected interval.

Here are some things to know about this report:

» The database items for the Split/Skill Graphical ASA report ar
stored in thedsp1it (current interval) anchsp1it (intrahour
interval) tables.

» The chart type can be changed. See Chapter 2, “Using Repc
for more information.

» This report is only available through t@entreMu Supervisor
interface.

*  This report uses the Split/Skill report input window. Select a s
skill that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fieldsr more information.

Split/Skill Graphical ASA  The following figure provides an example of a Split/Skill Graphical
report example  ASA report.
Z§§ Sphit#Skill ASA Interval =gl =l

Beport Edit Format Tool: Options Help
Date: 3/27{98

Skill1
Skill2
M Fistinum

100 i Regular

0.0 01 0.2 0.3 04 0.6 065 0.7 0.5 09 1.0
Average Speed of Answer- Seconds

| m_dadsleas .
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Split/Skill Graphical ASA  All possible fields on this window are described below:
report input fields

Field Definition

Split/Skill: Enter the appropriate split/skill name or number that you want to view
in thisreport. Any name(s) you want to appear on the report must have
been previously defined and entered in the Dictionary subsystem.

Date: (interval) Enter the date you would like the report to cover. Use any of the
following formats:

* A month/day/year (for example, 3/21/96).
* A minus (-) offset based on today’s date (for example, -1 for

yesterday).
Dates:. (daily, weekly, Enter the date(s) you would like the report to cover:
monthly) «  Daily - enter the day(s).

*  Weekly - enter the start date for the week(s). When you specify a
date for aweekly report, that date must correspond to the week start
day selected in the System Setup-Storage Intervals window. If the
date and day do not match, the message No records found displays
in the status line.

e Monthly - enter the first day of the month(s).
Use any of the following formats:

* A month/day/year (for example, 3/21/96).

* A minus (-) offset based on today’s date (for example, -1 for
yesterday).

* A semicolon (;) to separate individual data entry items (for
example, 3/21/96;3/23/96;3/25/96)

* A hyphen (-) to designate arange of dates (for example, 3/21/96-3/
25/96). For the weekly and monthly versions, the report includes
any weeks or months that begin in the range.

Times: (interval) Enter the time you would like the report to cover. Use any of the
following formats:
e AM/PM (for example, 7:30AM-5:00PM)
* Military time (for example, 7:30-17:00).
* Youcanusea"-" offset based on today’s date (for example, -1 for
yesterday).

Destination: Choose areport destination. You can select View Report on Screen or
Print Report on: and then use the Select Printer button to print the report
on any Windows printer. The default printer is shown.

Location Select alocation ID for which to run the report. The location ID isan ID
number of 1 44 digitsassigned to aDEFINITY port network location
and the equipment assigned to that port location.
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Split/Skill Graphical ASA  Thefollowing table describes the report fields for the time period
report description  covered by the report.

Report Heading Description Database Item,

Date:

Start Time
(Interval)

Split/Skill

Average Speed of
Ans - Seconds

Calculation, or Database
Item, Calculation, or
<Calculation Name>

The day for which the report was run (selected in the ROWDATE

report input window).

The start time of the interval for which the data was STARTTIME

collected. (Thisfield displays only for the Interval

report.)

The name or number of the split/skill you are currently | syn(SPLIT)

viewing.

Thevaluein seconds of the average speed of answer for | <AVG_ANSWER_SPEED>

the split/skill during the time period covered in the
report.
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Split/Skill Graphical Average Positions Staffed Report

Overview

Things to know about this
report

Thisreport is available for customers who have purchased CentreVu
Advocate and the DEFINITY ECS R6 or later. This report shows, for a
specified skill, the maximum agent positions allocated for the skill, as
well as the average positions staffed. This allows call center
supervisors to see historically how many agents were counted on for a
skill in comparison to how many agents were actually available on the
skill.

Here are some things to know about this report:
This report is available only on the DEFINITY, ECS R6 or late

with EAS. If CentreVu Advocate is not activated, then the fielc
on the report that pertain to CentreVu Advocate will not popul

» This report is accessed from the historical folder of the report
selector window, via the Split/Skill category, under “Graphical
Average Positions Staffed.”

*  The report input window allows the user to specify a skill nam¢
number, the time intervals, and the report destination.

* The caption displayed on the report is “Average Positions Staf
xxx” where xxx is the skill string name specified by the user in
Name Format window.

* The date for which the report is run displays at the top right of
report.

* The primary component of this report is a 2-D vertical bar cha
*  The chart contains the following components:

— The y-axis of the chart has gradients for the number of
agents.

—  The x-axis of the chart displays the specified time interva
— The legend displays “Max Post Allocated” and “Avg Pos
Staffed.”

» The database items for the Split/Skill Graphical ASA report ar
stored in thedsp1it (current interval) anchsp1it (intrahour
interval) tables.

*  This report uses the Split/Skill report input window. Select a s
skill that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fieldsr more information.
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Split/Skill Graphical ~ Thefollowing figure provides an example of a Split/Skill Graphical

Average Positions Staffed Average Positions Staffed report.
report example

-ﬂfif.ﬁverage Positions Staffed Interval - T22
Beport Edit Fomat Tool: Ophtionz Help

Splitrskill; T22 Date: 8/1/99
60 T T T
50 1
40 +
30 1
o0 4 Max Poz Allocated
Avg Poz Staffed
10 +
]
= = [F = %H% = = g | = ‘%Hﬁ = [ =
of| [e] | (e o] o] |O| O] [ o (] |0
& el Ll I o |l |l [l il [l |
L R R B L B B R B
T EE A N
- - - -
Double Click To Run Format Chart ST10

Split/Skill Graphical  The following table describes the report fields for the time period

Average Positions Staffed covered by the report.
report description

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Date: The day for which the report was run (selected in the ROWDATE
report input window).

Split/Skill The name or number of the split/skill you are currently | syn(SPLIT)
viewing.
Max Pos The maximum agent positions allocated for thisskill. | MAX_DEDICATED_AGT
Allocated
Avg Pos Staffed | The average positions staffed for this skill. AVG EQV_AG _STFD
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Split/Skill Graphical ASA Daily Report

Overview

Things to know about this
report

The Split/Skill Graphical ASA (Average Speed of Answer) Daily
report shows the average speed of answer for ACD calls answered in
selected splits/skills for selected days.

Here are some things to know about this report:

The database items for the Split/Skill Graphical ASA Dalily rep
are stored in theisp1it (current interval) tables.

» The chart type can be changed. See Chapter 2, “Using Repc
for more information.

*  The bottom right of the report contains a status bar that disple
the name of the ACD chosen through the Report Selector dia
box. A legend on the right side of the report shows the names
the selected splits/skills.

»  This report is only available through t@entreMu Supervisor
interface.

* This report is only available fa@@entreVu Supervisor R8 or later.

e  This report uses the Split/Skill report input window. Select the
splits/skills that you want to view on the report and the days f
which you want to view ASA. Se&plit/Skill Report Selector
Window and Input Fieldfor more information.
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Split/Skill Graphical ASA  Thefollowing figure provides an example of a Split/Skill Graphical
Daily report example  ASA Daily report.

T Split/Skill ASA Daily

Beport Edit Format Toole Optionz  Help
Dates: 872/99:8/0/09;8/16/00

8209 ’
T22
a
g 81099 T23
W 76
] Taotal
=p9as
816109
Ilf Ilf Ilf Ilf Il/ IIK 1
0 1 2 3 4 L i Fi
Average Speed of Answer - Seconds
Double Click To Run Farmat Chart | 5T10 4

Split/Skill Graphical ASA  The following table describes the report fields for the time period
report description  covered by the report.

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Dates The days for which the report was run (selected inthe = ROWDATE
report input window).
Split/Skill The name of the split/skill you are currently viewing. syn(SPLIT)

Average Speed of | Thevaluein seconds of the average speed of answer for | <AVG_ANSWER_SPEED>
Ans - Seconds the split/skill during the time period covered in the
report.
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Split/Skill Graphical Call Profile Report

Overview

Things to know about this
report

This report shows how well the split or skill you specify performed
compared to your call center’s predefined servicelevelsfor the date you

specify.

Here are some things to know about this report:

This report has four charts and displays a collection of split/sk
call profile related data items at the top of the report. A legenc
appears to the right of each chart.

The three-dimensional pie chart in the upper-left quadrant shc
the percentage of ACD calls answered within the Acceptable
Service Level and the percentage of ACD calls answered out
this level. The numerical value represented by each pie piece
shown inside the pie chart, and the boxes to the right of each ¢
are a legend.

The three-dimensional pie charts on the right side of the repo
show the Percentage Answered Distribution (upper right quadi
and the Percentage Abandoned Distribution (lower right quadt
for each service level increment. The numerical value represe
by each pie piece is shown inside the pie chart.

The horizontal bar chart in the lower-left quadrant shows the
actual number of ACD calls answered within each service
interval. The horizontal axis represents the number of calls
answered or abandoned. The vertical axis represents the
customer's service intervals. For each of these intervals, two
horizontal bars are displayed. One bar shows the number of
answered ACD calls, and the other bar shows the number of
abandoned calls.

The number displayed for each service interval is the upper li
of the interval. For example, if the first two intervals are 5 and
the first data point on the graph indicates the number of calls
answered/abandoned within 0-5 seconds, the second data pc
indicates the number of calls answered/abandoned within 6-1
seconds.

Other chart styles are available and can be changed.

The database items for the Split/Skill Call Profile report are stc
in the dsp1it table.
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* This report is only available through t@entreVu Supervisor
interface.

*  This report uses the Split/Skill report input window. Select a s

skill that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fieldsr more information.

Split/Skill Graphical Call  The following figure provides an example of a Split/Skill Graphical
Profile report example  Call Profile report.

2§ Split/Skill Call Profile Daily - Skilll o =] ]
Beport Edit Format Tool: Options Help

Date: 3f27/98 ACD Calls: 903 Service Level: bh
SplitySkill: Skilll Aban Calls: 0 Acceptable Service Changed: —

Service Intervals Changed: —

Service Interval Galls Arswered % Answered Distribution
1 T In Laval 10 mes M4 mex
Outsida 15 mes 40 mecs
a0k | REE 45 mes
4 mes 55 mes
29 mes ACD Calls

Service Interval Answerand Abandons

CS
a
L=
3 % Abandoned Distribution
4 45
&
S 34
z
= ACD Calls 10-- 4 -
3 Aban Callz 15 - Y
=4
& 12 | | RE 45
' - 55
u =00 100 29 -- Aban Calls

Ma. Calls

Double Click To Fun Format Chart | 16_dadsleas /4|
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Split/Skill Graphical Call Profile Report

covered by the report.

Report Heading Description

Date:

ACD Cills:

Service Level

Split/Skill:
Aban Cadlls:
Acceptable

Service Changed:

Service Intervals
Changed:

Service Interval
Calls Answered

Service Interval
Answers and
Abandons

The day for which the report was run (selected in the
report input window).

The number of calls answered within the split/skill for
that day.

The number of seconds defined by the customer as
acceptable for answering calls.

The name or number of the split/skill.
The number of split/skill calls abandoned for that day.

Shows whether or not the acceptable service level was
changed. A "YES" appearsif the acceptable service
level changed during the period covered by the report.
Otherwise, a"NO" appears.

A "YES" appearsif serviceintervals were changed
during the period covered by the report.

Percentage of split/skill ACD calls that were answered
by an agent within the predefined acceptable service
level. Callsto the split/skill include abandoned calls,
calls not answered, and outbound ACD calls placed by
an adjunct (for example, outbound predictive dialing).
Callsthat were not answered may include forced busy
calls, forced disconnect calls, calls redirected to another
destination, and calls queued to more than one split and
answered in another split/skill. Percent Within Service
Level does not include direct agent calls.

Percentage of split/skill ACD calls that were answered
by an agent within the predefined acceptable service
level. Callsto the split/skill include abandoned calls,
calls not answered, and outbound ACD calls placed by
an adjunct. Cdlsthat were not answered may include
forced busy calls, forced disconnect calls, calls
redirected to another destination, and calls queued to
more than one split and answered in another split/skill.
Percent Within Service Level does not include direct
agent calls.
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The following table describes the report fields for the time period

Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

ROW_DATE
ACDCALLS

SERVICELEVEL

syn( SPLIT)
ABNCALLS
syn( SVCLEVELCHG)

syn( PERIODCHG)

< <PERCENT _
SERV_LVL_SPL>

< <100-
PERCENT_SERV_LVL_SPL>
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Report Heading Description

% Answered Graphically displays the distribution of all of the
Distribution incoming calls that were answered within each of the
defined service levels.

% Abandoned Graphically displays the distribution of all of the
Distribution incoming calls that were abandoned within each of the
defined service levels.
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Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

ACDCALLSI-10

ABNCALLS1-10
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Split/Skill Graphical Multi-ACD Service Level Report

Overview

Things to know about this
report

The Split/Skill Graphical Multi-ACD Service Level Report shows the
Percent in Service Level achieved for askill selected from one or more
ACDsfor each day. You can compare a split/skill in different ACDs
and use the information to:

Determine workload

Review Percent in Service Level for each ACD
Evaluate call-handling performance

Reassign agents

Perform other ACD configuration alternatives for balancing
workloads and/or reducing abandoned calls.

Here are some things to know about this report:

You can specify a single split/skill across ACDs.

The Split/Skill Graphical Multi-ACD Service Level report is onl
available in a daily version.

The database items used for the Split/Skill Graphical Multi-AC
Service Level report are stored in thesp1it (daily) tables.
The Split/Skill Graphical Multi-ACD Service Level report can
include information on up to eight ACDs.

See Split/Skill Graphical Multi-ACD Service Level report input
fields for report inputs.
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Split/Skill Graphical Multi-  The following figure provides an example of a Split/Skill Graphical
ACD Service Level report  Multi-ACD Service Level report input window. The report input
inputwindow  \indow must be filled in to run the report.

.ﬂ:"i:-'Hulti-.AED Service Level Daily !EE
— Inputs
Split/Skil: |HEEE =] [+
Dates: |2/2/99,8/9/99,8/16/99 = 4
ACDs: [ST10 =1 4
— Degtination
% iew Feport on Screen
€ Bint Rieport on | \\DRPRINT 2,33037 @I

aF. I Cancel | Help |

Split/Skill Graphical Multi-  The following table describes the fields on the input window.
ACD Service Level report
input fields

Field Definition
Dates:. (daily) Enter the date(s) you would like the report to cover.
Use any of the following formats:

* A month/day/year (for example, 3/21/96).

* A minus (-) offset based on today’s date
(for example, -1 for yesterday).

* A semicolon (;) to separate individual dataentry items
(for example, 3/21/96;3/23/96;3/25/96)

* A hyphen (-) to designate arange of dates
(for example, 3/21/96-3/25/96).

First through Eighth ACD: Enter the ACD name or number that corresponds to the following
Split(s)/Skill(s) field.
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Split(s)/Skill(s):

Destination:

Split/Skill Graphical Multi-
ACD Service Level report
example

Definition
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Enter the appropriate split/skill name(s) or number(s) that you want to
view in this report. Any name(s) you want to appear on the report must
have been previously defined and entered in the Dictionary subsystem.

Choose areport destination. You can select View Report on Screen or
Print Report on: and then use the Select Printer button to print the report

on any Windows printer. The default printer is shown.

The following figure provides an example of a Split/Skill Graphical
Multi-ACD Service Level report.

& Multi-ACD Service Level Daily - sp998

Repot Edit Format Tools Optionz Help

SplitrSkill: sp998

Dates: 8/2/00,8/0/00;8/16/99

45

40

35

(]
(=]

B
=2 ot

Percentage

-
o

10

8/2100

8/9/99
Dates

8/16/00

=710

Double Click To Fun Format Chart

[[sm0
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Split/Skill Graphical Multi-  The following table describes the report fields for the time period
ACD Service Level report  covered by the report.

description
Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
ACD The ACD name or number for which the data was syn(ACD)
collected.
Split/Skill The name or number of the split/skill that isselected for = syn(SPLIT)
thisreport. You can make these selections in the report
input window.
Date, Week The day, week, or month for which the report ran. You = ROW_DATE
Starting, Month can make these selections in the report input window.
Starting
Percentage The Percent in Service Level for the ACD. <100 * ACCEPTABLE/

CALLSOFFERED>



Historical Reports

CentreVu Supervisor Release 9 Reports

4.82

Split/Skill Graphical Service Level Report

Split/Skill Graphical Service Level Report

Overview

Things to know about this
report

Split/Skill Graphical
Service Level report
example

This report shows the percentage of ACD calls answered within the
predefined acceptable service level and the percentage of ACD calls
abandoned for the date and split or skill you specify.

Here are some things to know about this report:

* The chart type can be changed. See Chapter 2, “Using Repc

for more information.

. Each set of vertical bars is labeled with the start time for the
service interval. The box below the chart is a legend.

* The database items for the Split/Skill Service Level report are

stored in thehsp1it (intrahour interval) table.

»  This report is only available through t@entreMu Supervisor
interface.

*  This report uses the Split/Skill report input window. Select a s

skill that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fielder more information.

The following figure provides an example of a Split/Skill Graphical

Service Level report.

iiiSpIiUSkill Service Level Interval - Skilll -0l x|
Beport Edit Format Tool: Options  Help
Date: 3}27/98 Service Level: bh
Spliyskill: Skilll Acceptable Service Changed: —
100 T I T T T T T T T .
]
S50 4144 AT HH A H A T4 1A 141111 -
=
0 e o o | o e o o | o e o
=l =1 =1 ) =) = = = = = = =
= =y =y e =y = L b | o Ly [ L
U g g igig g iglighigngllg
P - = s T . - T
BWithin Service Level % Aban Calls
Double Click To Bun Format Chart | 16_dadsleas 4
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Split/Skill Graphical ~ The following table describes the report fields for the time period
Service Level report  covered by the report.

description
Report Heading | Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>
Date: The day for which the report was run (selected in the ROW_DATE
report input window).
Secs.: Shows actua administered service level. SERVICELEVEL
Split/Skill: The name or number of the split/skill that you are syn( SPLIT)
currently viewing.
Acceptable Shows whether or not the service level was changed. syn( SVCLEVELCHG)
Service Changed: A A"YES" appearsif the acceptable service level
changed during the period covered by the report.
Otherwise, a"NO" appears.
% Within Service | Percentage of ACD callsthat were answered by an <PERCENT_SERV_LVL_SPL>

Level agent within the predefined acceptable service level for
the time period shown in the report.

% Aban Calls Percentage of ACD calls that were abandoned for the = <PERCENT_ CALL_ABAN>
time period shown in the report.
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Split/Skill Graphical Skill Overload Report

Overview

Things to know about this
report

The Graphical Skill Overload report shows how much time each skill
has spent in normal versus overload condition for the intervals
specified for a particular day.

If CentreVu Advocate is not activated, the fields of the report which
pertain to CentreVu Advocate will not be popul ated.

Here are some things you need to know about this report:

You can access this report from the Historical Split/Skill Categ
selector menu.

*  The Graphical Skill Overload report is available in a daily versit

» Thisreport displays a horizontal bar chart with a horizontal bat
each skill.

» If you notice a trend toward increased time in overload state,
may need to train or hire additional agents for that skill.

* The database items used for this report are stored indthe it
table.

» Thisreport uses the Split/Skill Report Input Window. Select a ¢
that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fielder more information.
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Split/Skill Graphical Skill ~ Thefollowing figure is an example of a Graphical Skill Overload
Overload report example report:

&7 Skill Dverload Interval - sp998

Beport Edit Formmat Tool: Options Help

Split'Skill: spoog Date: 822/99
4:30 PM
I o
Orverlosd]
B Hormal
5:00 PM
0.0% 50.0% 100.0%
Double Click To Run Format Chart ‘ ST
Split/Skill Graphical Skill ~ The following table describes the report fields:
Overload report
description
Report Heading | Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
Date The day for which the report was run (selected in the ROW_DATE
report input window).
Split/Skill The name or number of the splits/skills selected for this | syn( SPLIT)
report.
Normal Thetime the skill spent under al of the thresholds. |_ NORMTIME
Overloadl Thetime the skill spent over threshold 1 and under |_OLITIME
threshold 2.
Overload2 The time the skill spent over threshold 2. |_ OL2ITIME
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Split/Skill Graphical Time Spent Report

Overview  Thisreport shows how much time the agents staffed in the specified
split or skill spent in each work state. It also shows the composite time
spent in the AUX work state for each of the reason codes defined for
this Call Center.

Things to know about this  Here are some things to know about this report:

report : . :
P Call center supervisors can use this report to estimate how m

time agents in this split/skill spent on ACD calls, in available
state, in ACW, in AUX, etc. for a particular day. This report
enables supervisors to tell how much time the agents in this s
skill spent in AUX work state for each of the reason codes defi
for this call center.

* This report can display a three-dimensional pie chart that sho
the amount of time (in hours and minutes) that the agent sper
each work state.

* By default, the percentage is shown inside of each section of
pie chart.

* Alegend displays a different color for each of the agent work
states (dictionary-defined synonym for each work state).

e  This report displays a three-dimensional pie chart that shows
reason codes for the time that the agents spent in AUX work
mode.

* The percentage of AUX time (in hours and minutes) agents s
in AUX for each reason code is displayed inside the slice of tt
pie chart.

* Alegend to the right of the pie chart shows a different color fc
each of the reason codes. This legend contains the dictionary
defined reason codes or numbers (if the reason codes have r
been defined in Dictionary).

» The database items used for the Split/Skill Graphical Skill Tinr
Spent report are stored in thep1it (intrahour) and dsplit
(daily) tables.
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* This report is only available through t@entreVu Supervisor

interface.

*  This report uses the Split/Skill report input window. Select a s
skill that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fieldsr more information.

Split/Skill Graphical Time  The following figure provides an example of a Split/Skill Graphical

Spent report example  gkill Time Spent report.

&T skill Time Spent Daily - £p998

Beport Edit Format Tool: Oplionz  Help
Split'skill: spoog Date: 82200
Skill Time Spent Skill AL Time
100%
aval [ A RIMG 1 W3 5 7 9
ACD AL OTHER 2 4 5] g u]
Double Click To Run Format Chart | 5T10 S

Split/Skill Graphical Skill ~ The following table describes the report fields for the time period

Time Spentreport  covered by the report.
description

Report Heading Description

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Split/Skill: The name or number of the split/skill you are currently | syn( SPLIT)
viewing.
Date: The day for which the report was run (selected in the ROW_DATE

report input window).
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Report Heading Description

AVAIL

ACW

RINGING

ACD

AUX

OTHER

Reason Code 0

Reason Code 1-9

The time during the collection interval that
POSITIONS were available for calls from this split/
skill.

The time during the collection interval that
POSITIONS werein AUX inthis split/skill. This
includes|_AUXINTIME and |_AUXOUTTIME.

The time during the collection interval that agents were
in the ringing state for calls to this split/skill. If the
agent changes work modes or answers/makes another
cal instead of answering the ringing call,
I_RINGTIME will stop accumulating. RINGTIME is
the time that the caller spends ringing and is
independent of agent activity.

The time during the collection interval that
POSITIONS were on split/skill ACD callsfor this split/
skill.

The time during the collection interval that
POSITIONS arein AUX in this split/skill.

The time during the collection interval that
POSITIONS were doing other work.

The time during the collection interval that
POSITIONS werein AUX for reason code O in this
split/skill. Thisincludes time on extension calls from
thisAUX date.

For switches using AUX reason codes, this represents
the time agents spent in "system™ AUX.

For switches not using AUX reason codes,
I_AUXTIMEOisthesameas| AUXTIME.

The time during the collection interval that
POSITIONS werein AUX for each reason code 1-9 in
thisskill. Thisincludesthetime on extension callsfrom
each AUX state.

I_AVAILTIME

<I_ACWTIME>

I_RINGTIME

<I_ACDTIME>

I_AUXTIME

|_OTHERTIME

I_AUXTIMEO

I_AUXTIME1-9
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Split/Skill Outbound Report

Overview

Things to know about this
report

Split/Skill Outbound report
example

The Split/Skill Outbound report displays the numbers and average talk
times for each type of outbound call for a given split/skill. It is useful
primarily for splits/skills that use an adjunct to deliver outbound ACD
cals or to dial outbound extension calls.

Here are some things to know about this report:

» Thisreport requires the Outgoing Call Management applicatio
ASAL.

*  The Split/Skill Outbound report is available in interval, daily,
weekly, and monthly versions.

* The database items for the Split/Skill Outbound report are sto
inthe hsp1it (interval), dsp1it (daily), wsp1it (weekly), and
msplit (monthly) tables.

*  This report uses the Split/Skill report input window. Select a s

skill that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fieldsr more information.

The following figure provides an example of a Split/Skill Outbound
report.

CﬂSplit!Skill Outbound Daily - Skilll B ] |
Beport Edit Format Tool: Option: Help

Spliyskill: 5kill

Date Outbound  Awvg Avg ACW  Extn Awg Adjunct
ACD  Outbound Time Out Extn Dialed
Calls ACD  [Outbound Calls Out Exin

Time ACD] Time Calls
Totals 0 212 02 0
3127198 0 176 :02 0
3126198 0 | T 1 0

| 16_dadsleas v
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Split/Skill Outbound Report  The following table describes the report fields for the time period
Description  covered by the report.

Report Heading Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Split/Skill: The name or number of the split/skill that is syn(SPLIT)
selected for this report. You can make these
selections in the report input window.

Time (for interval | The intrahour intervals for which the report STARTTIME, STARTTIME+INTRVL
reports only) shows data, as selected in the report input
window.
Date, Week The day, week, or month for which the report ROW_DATE
Starting, Month ran. You can make these selections in the report
Starting input window.
Outbound ACD  The number of outbound ACD callsplacedby an O_ACDCALLS
Cdls adjunct processor and queued to this split/skill

and answered by agents for this split/skill.

Avg Outbound The average time the agents spent talking on O_ACDTIME/O_ACDCALLS
ACD Time outbound ACD calls placed by an adjunct for
this split/skill.

Avg ACW Time  The average time the agents spent in after call O_ACWTIME/O_ACDCALLS
(Outbound ACD) | work associated with outbound ACD cdlls
placed by an adjunct for this split/skill.

Extn Out Calls The number of outbound extension callsmade = ACWOUTCALLS+AUXOUTCALLS
by agentslogged into this split/skill during the <EXT CALL OUT>
period covered. Direct agent ACW out callsare B -
not included.

For agents in multiple splits/skills, outbound
AUX extension calls are included here if this
split/skill is the first one that the agent logged
into, unless the agent has an ACD call on hold.
In this case the outbound call is recorded for the
split/skill associated with the ACD call.
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Report Heading Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Avg Extn Out The average time agentsin this split/skill spent  (ACWOUTTIME+AUXOUTTIME)/
Time talking on outbound extension calls. (ACWOUTCALLS+AUXOUTCALLYS)

For agents in multiple splits/skills, time spent on
outbound AUX extension calls areincluded here
if this split/skill isthe first one that the agent
logged into, unless the agent hasan ACD call on
hold. In this case the outbound call is recorded
for the split/skill associated with the ACD call.

Adjunct Dialed The number of outbound extension callsfor this | ACWOUTADJCALLS +
Extn Cadlls split/skill that were placed by an adjunct foran | AUXOUTADJCALLS
agent; these are also referred to as keyboard-
dialed calls.
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Overview  The Split/Skill Report shows the calls handled, agent time and assists,
and transfers and holds for each agent in asplit/skill. Thisreport shows
only the time each agent worked in this particular split/skill. An agent

could have worked in other splits/skills during the day.

Things to know about this  Here are some things to know about this report:

report

versions.

»  The Split/Skill Report is available in daily, weekly, and monthl

* The database items for the Split/Skill Report are stored in the
dagent (daily), wagent (weekly), andmagent (monthly) tables.

*  This report uses the Split/Skill report input window. Select a s
skill that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fielder more information.

Split/Skill report example  The following figure provides an example of a Split/Skill report.

§#5plitSkill Report Daily - Skilll PRT=TES]
Feport Edit Fommat Tools Option: Help
Date: 3{27{98
SpligSkill: Skilll
Agent Name  ACD Avg Awvg ACD Time ACW Agent Other AUXTime  Awvail Staffed Assists Trans Held Awg =
Calls ACD ACW Time Ring Time Time Time Out  Calls Hold
Time Time Time Time _|
[Totals 903 09 02 2:12:02 29:17 :07:38 07:18 DG R AR, 0 176 176 :D4
agent] 11 2 a0 0217 01:47 :00:06 :00:00 :00:00 23:55:50 24:00:00 0 0 0
agent? 11 2 a0 0213 :01:54 :00:06 :00:00 :00:00 23:55:47 24:00:00 0 0 0
agent3 11 13 08 :02:26 01:32 :00:04 :00:00 :00:00 23:55:58 24:00:00 0 0 0
agentd 1 12 M 0212 :01:57 :00:07 :00:00 :00:00 23:55:44 24:00:00 0 0 0
agenth 1 13 M :02:24 :02:03 :00:08 :00:00 :00:00 23:55:25 24:00:00 0 0 0
agenth 11 2 a0 0217 :01:52 :00:06 0001 :00:00 23:55:44 24:00:00 0 0 0
agent? 11 13 a0 02:22 01:47 :00:07 :00:00 :00:00 23:55:44 24:00:00 0 0 0
agentd 11 13 09 0z:21 01:35 :00:06 :00:00 :00:00 23:55:58 24:00:00 0 0 0
agentd 11 12 a2 :02:09 0213 :00:06 :00:00 :00:00 23:55:32 24:00:00 0 0 0
agent1 0 11 13 a0 0z:21 :01:55 :00:06 :00:00 :00:00 23:55:38 24:00:00 0 0 0
agentl1 1 13 M 0z:21 :01:57 :00:05 0001 :00:00 23:55:36 24:00:00 0 0 0
agent12 11 11 M :02:05 0z:01 :00:03 :00:00 :00:00 23:55:51 24:00:00 0 0 0
13 11 =12 -Ng 0220 -01-20 -N0-N7 -n0-00n -nn-nn _223-ER-EE 2 n n n il
‘ ‘ 16_dadsleas A
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covered by the report.

Report Heading | Description

Date, Week
Starting, Month
Starting:
Split/Skill

ACD

Agent Name

ACD Cals

Avg ACD Time

The day, week, or month for which the report ran. You
make these selections in the report input window.

The name or number of the split/skill that is selected for
this report. You can make these selections in the report
input window.

The ACD name or number for which the data was
collected.

The names or login IDs of the agents that logged into
the split/skill selected in the report input window.

The number of split/skill and direct agent ACD calls
answered by the agent that connected during interval.
Direct agent calls are included if thisisthe direct agent
skill, or the direct agent skill is not measured by CMS
and thisisthefirst skill the agent logged into. Thistotal
alsoincludesO_ACDCALLSIf you have the Outgoing
Call Management application on ASAI. The
O_ACDCALLS isthe number of ACDCALLS that
were placed by an adjunct on behalf of asplit/skill; this
isalso referred to as predictive diaing.

The average time the agent spent talking on ACD calls
for this split/skill that completed during the period
covered.

Direct agent timeis included:

* if thisisthe direct agent skill

* if thedirect agent skill is not measured by CMS
and thisisthefirst skill the agent logged into.

* if the Direct Agent skill is not assigned, but the
agent receives Direct Agent calls.

ThisaverageincludesO_ACDTIME if you have

Outgoing Call Management (OCM).
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The following table describes the report fields for the time period

Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

ROW_DATE

syn(SPLIT)

syn( ACD)
syn(LOGID)

ACDCALLS+
DA_ACDCALLS,
<TOTAL_ACDCALLS>

( ACDTIME+
DA_ACDTIME)/ (
ACDCALLS+
DA_ACDCALLS),
<AVG_AGENT TALK_TIME>
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Avg ACW Time

ACD Time

ACW Time

Agent Ring Time
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Description

The average time the agent spent in ACW for ACD and
direct agent callsfor this split/skill during the time
period covered by the report.

Direct agent calls are included:

e if thisisthe direct agent skill

e if thedirect agent skill is not measured by CMS
and thisisthefirst skill the agent logged into.

* if the Direct Agent skill is not assigned, but the
agent receives Direct Agent calls.

This averageincludesO_ACWTIME if you have

Outgoing Call Management (OCM).

Thetotal time the agent spent on split/skill ACD calls

for this split/skill during the period.

Direct agent time is included:

e if thisisthe direct agent skill

* if thedirect agent skill is not measured by CMS
and thisisthefirst skill the agent logged into.

* if the Direct Agent skill is not assigned, but the
agent receives Direct Agent calls.

The total time the agent spent working in after call

work activities for this split/skill and direct agent ACD

calls attributed to this split/skill.

Thetotal time split/skill and direct agent calls rang

before the agent answered.
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Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

( ACWTIME+
DA_ACWTIME)/ (
ACDCALLS+
DA_ACDCALLYS),

<AVG _AGENT_ACW_TIME>

|_ ACDTIME+
|_DA_ACDTIME,
<TOTAL_I_ACDTIME>

|_ACWTIME+
|_DA_ACWTIME,
<TOTAL_|_ACWTIME>
|_ RINGTIME



Historical Reports CentreVu Supervisor Release 9 Reports

Split/Skill Report 495

Report Heading Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

Other Time The time agents spent doing other work. | OTHERTIME

For all switches "other" time is accumulated when:

* Anagent first logs into the switch. CentreMu CM S
tracks the agent time as "other" time until the
switch notifies CentreMu CM S of the agent’s state
e Thelink between CMS and the switch becomes
operational. The switch notifies CM S of all agents
who are logged in. CM S assumes these agents are
in the "other" state until the switch sendsit
notification of each agent’s current state.
“Other” time is accumulated when agents in Auto-In or
Manual-In:

* Put any call on hold while not doing any other
activity

* Diadedtoplaceacall or to activate afeature

e Had apersona cal ringing with no other activity

*  Wereavailable for other, multiple call handling
skills, but not for this skill

*  Werelogged into multiple splits/skills and were

doing work for asplit/skill other than this split/skill
(onan ACD cadll or in call- related ACW).

AUX Time The total time the agent spent in auxiliary work for the = |_AUXTIME
split/skill.

Avail Time The total time the agent spent waiting foran ACD cal | | _AVAILTIME
in the split/skill.

Staffed Time The total time the agent was logged into the split/skill | STAFFTIME
for the period covered.

Assists The number of calls for which an agent requested ASSISTS

supervisor assistance for the split/skill. Assists for
direct agent calls areincluded here.

Trans Out The number of callstransferred by this agent to another | TRANSFERRED
destination during the specified time period. Thisisany
cal transferred.
Held Calls The number of callsthe agent put on hold. Thisisany = HOLDCALLS
type of call.
Avg Hold Time The average time callers spent on hold at the agent. HOLDTIME/ HOLDCALLS,

Thisisany type of call. <AVG_HOLD_TIME>
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Split/Skill by Location Report

Overview

Things to know about this
report

Split/Skill by Location
report example

The Split/Skill by Location Report shows the calls handled, agent time,
location ID for the agent terminal, and work, AUX, and other time for
each agent in a split/skill. Thisreport shows only the time each agent
worked in this particular split/skill. An agent could have worked in
other splits/skills during the day. This report supports the Agent Site
Tracking feature, which must be enabled to see meaningful data on the
report.

Here are some things to know about this report:

*  The Split/Skill by Location Report is available in a daily versio
only.

* The database items for the Split/Skill by Location Report are
stored in thedagent (daily) tables.

*  This report uses the Split/Skill report input window. Select a s
skill that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fieldsr more information.

The following figure provides an example of a Split/Skill by Locatic
report.

3T Split/Skill by Location - sp998

Beport Edit Format Tool: Options  Help

Split'Skill: sp998
Location IDs: Boston;CO Springs;Fort Collins

Date: 10/5/99

Agent Bame

Location ACD Avg  Awg ACD Time ACW Time AgentRing Other Time AUXTime  Awvail Time Staffed
Calls  ACD  ACWY Time Time
Time Time

Totals

Double Click Ta Run Format T able || SN0
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Split/Skill by Location
report description

covered by the report.

Report Heading Description

Date Starting:

Split/Skill

Location IDs

Agent Name

ACD Cals

Avg ACD Time

The day for which the report ran. You make these
selections in the report input window.

The name or number of the split/skill that is selected for
this report. You can make these selections in the report
input window.

Thelocation 1D(s) associated with the agent. ThisID is
not associated with the agent personally, but rather with
the terminal the agent islogged into. It isalso
associated with a port network location ID on
DEFINITY. If the Agent Site Tracking feature is not
available on your system, the field will not display
meaningful data.

The names or login IDs of the agents that logged into
the split/skill selected in the report input window.

The number of split/skill and direct agent ACD calls
answered by the agent that connected during interval.
Direct agent calls are included if thisisthe direct agent
skill, or the direct agent skill is not measured by CMS
and thisisthefirst skill the agent logged into. Thistotal
alsoincludesO_ACDCALLSIf you have the Outgoing
Call Management application on ASAI. The
O_ACDCALLS isthe number of ACDCALLS that
were placed by an adjunct on behalf of asplit/skill; this
isalso referred to as predictive diaing.

The average time the agent spent talking on ACD calls
for this split/skill that completed during the period
covered.

Direct agent timeis included:

* if thisisthe direct agent skill

e if thedirect agent skill is not measured by CMS
and thisisthefirst skill the agent logged into.

* if the Direct Agent skill is not assigned, but the
agent receives Direct Agent calls.

This average includes O_ACDTIME if you have

Outgoing Call Management (OCM).
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The following table describes the report fields for the time period

Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

ROW_DATE

syn(SPLIT)

LOC_ID

syn(LOGID)

ACDCALLS+
DA_ACDCALLS,
<TOTAL_ACDCALLS>

( ACDTIME+
DA_ACDTIME)/ (
ACDCALLS+
DA_ACDCALLS),
<AVG_AGENT_TALK_TIME>
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Report Heading Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

AvgACW Time  Theaveragetimethe agent spentin ACW for ACDand ( ACWTIME+
direct agent callsfor this split/skill during the time DA_ACWTIME)/ (
period covered by the report. ACDCALLS+

DA_ACDCALLYS),

Direct agent calls are included:
<AVG_AGENT_ACW_TIME>

e if thisisthe direct agent skill
e if thedirect agent skill is not measured by CMS
and thisisthefirst skill the agent logged into.
* if the Direct Agent skill is not assigned, but the
agent receives Direct Agent calls.
This averageincludesO_ACWTIME if you have
Outgoing Call Management (OCM).
ACD Time Thetotal time the agent spent on split/skill ACD calls | _ACDTIME+
for this split/skill during the period. |_DA_ACDTIME,

Direct agent time isincluded: <TOTAL_I_ACDTIME>

e if thisisthe direct agent skill

e if thedirect agent skill is not measured by CMS
and thisisthefirst skill the agent logged into.

* if the Direct Agent skill is not assigned, but the
agent receives Direct Agent calls.

ACW Time Thetotal time the agent spent working in after call |_ACWTIME+

work activities for this split/skill and direct agent ACD | DA _ACWTIME,

calls attributed to this split/skill. <TOTAL_I_ACWTIME>
Agent Ring Time Thetotal time split/skill and direct agent calls rang |_RINGTIME

before the agent answered.
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Report Heading

Other Time

AUX Time

Avail Time

Staffed Time

Total ACD Cdlls

Total Avg ACD
Time

Total Avg ACW
Time

Total ACD Time
Total ACW Time

Description

The time agents spent doing other work.
For al switches "other" time is accumulated when:

* Anagent first logs into the switch. CentreMu CM S
tracks the agent time as "other" time until the
switch notifies CentreMu CM S of the agent’s state

e Thelink between CMS and the switch becomes
operational. The switch notifies CM S of all agents
who are logged in. CM S assumes these agents are
in the "other" state until the switch sendsit
notification of each agent’s current state.

4-99

Database Item, Calculation,
or Database Iltem,
Calculation, or <Calculation
Name>

|_OTHERTIME

“Other” time is accumulated when agents in Auto-In or

Manual-In:

* Put any call on hold while not doing any other
activity

* Diadedtoplaceacall or to activate afeature

e Had apersona cal ringing with no other activity

*  Wereavailable for other, multiple call handling
skills, but not for this skill

*  Werelogged into multiple splits/skills and were
doing work for asplit/skill other than this split/skill
(onan ACD cdl or in call-related ACW).

The total time the agent spent in auxiliary work for the
split/skill.

Thetotal time the agent spent waiting for an ACD call
in the split/skill.

The total time the agent was logged into the split/skill
for the period covered.

The total number of ACD calls received on the skill for
the selected date.

Thetotal average ACD time on the skill for the selected
date.

Thetotal average ACW time on the skill for the
selected date.

Thetotal ACD time for the skill for the selected date.
The total ACW time for the skill for the selected date.

I_AUXTIME

I_AVAILTIME

|_STAFFTIME

sum (TOTAL_ACDCALLS)

AVG_AGENT_TALK_SUM

AVG_AGENT ACW_TIME

sum(TOTAL_|_ACD_TIME)
sum(TOTAL_|_ACW_TIME)
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Report Heading Description Database Item, Calculation,
or Database Iltem,
Calculation, or <Calculation
Name>

Total Agent Ring | The total agent ring time for the skill for the selected sum(l_RINGTIME)
Time date.

Total Agent Other  The total agent other time for the skill for the selected | sum(l_OTHERTIME)
Time date.

Total Agent AUX | Thetotal agent AUX time for the skill for the selected | sum(l_AUXTIME)
Time date.

Total Agent Avail | Thetotal agent avail time for the skill for the selected | sum(l_AVAILTIME)
Time date.

Total Agent Thetotal agent staffed timefor the skill for the selected | sum(I_STAFFTIME)
Staffed Time date.
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Split/Skill Summary Report

Overview

Things to know about this
report

The Split/Skill Summary report summarizes the activity for an entire
split or skill by time. You could use this report to analyze the overall
performance of a split/skill or to compare two or more comparable
splits/skills.

Here are some things to know about this report:

For switches with vectoring, calls that queued to this split or s
as the second or third split/skill in the VDN, but the dispositior
the call (answered, abandoned, outflowed) was recorded for
another split/skill.

» Direct agent call data are not included in any of the Split/Skill
Summary reports. Direct agent calls are considered calls to tt
agent instead of calls to the split/skill. If you wish to include dir
agent calls as split/skill calls, you can create a Designer repol
using the agent table data.

e  The Split/Skill Summary report is available in interval, daily,
weekly, and monthly versions.

* The database items for the Split/Skill Summary Report are st
inthe hsp1it (interval), dsp1it (daily), wsp1it (weekly), and
msplit (monthly) tables.

*  This report uses the Split/Skill report input window. Select a s

skill that you want to view on the report. S8elit/Skill Report
Selector Window and Input Fieldsr more information.
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The following figure provides an example of a Split/Skill Summary

example  report.

2§ Split/Skill Summary Daily - Skilll - Ol x|

Beport Edit Format Toole Option:  Help
Spliyskill: Skilll

Date Awg Avg ACD Avg Avg Aban Max Flow Flow Extn Avg Dequeued Awvg % %
Speed Aban Calls ACD ACW Calls Delay In Out Extn Calls Time to  ACD Ans
Ans  Time Time Time Calls Out Dequeue Time Calls

Time

[Totals :00 1088 0 nm 0 0 212 02 0 18 100.00

327198 :01 903 0 0 0 0 176 :02 0 .14 100.00

3j28/98 :00 185 0 0 0 0 36 01 0 .04 100.00

Double Click Ta Bun Format T able | 16_dadsleas

Split/Skill Summary report
description

The following table describes the report fields for the time period

covered by the report.

Report Heading | Description

Split/Skill:

Time (for interva
reports only)

Date, Week
Starting, Month
Starting

Avg Speed Ans

Avg Aban Time

The name or number of the split/skill that is selected
for thisreport. You can make these selectionsin the

report input window.

The intrahour intervals for which the report shows
data, selected in the report input window.

The day, week, or month for which the report ran.
You can make these selections in the report input

window.

The average time the completed split/skill ACD
calswerewaiting in queue and ringing before being

answered by an agent.

The average time the split/skill ACD callswere
waiting in queue or ringing before abandoning.

Database Item, Calculation, or
Database Item, Calculation, or

<Calculation Name>
syn(SPLIT)

STARTTIME, STARTTIME +
INTRVL

ROW_DATE

ANSTIME/ACDCALLS
<AVG_ANSWER_SPEED>

ABNTIME/ABNCALLS
<AVG_ABANDON_TIME>
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Report Heading

ACD Cdls

Avg ACD Time

Avg ACW Time

Aban Calls

Max Delay

Description

The number of split/skill ACD calls that were
queued to this split/skill and answered by an agent
for this split/skill. Thistotal also includes
O_ACDCALLSIf you have the Outgoing Call
Management application of ASAI (OCM). The
O_ACDCALLS isthe number of ACDCALLS that
were placed by an adjunct; thisis also referred to as
predictive dialing.

The average time the agents spent talking on ACD
calsfor this split/skill that completed during the
interval. ThisaverageincludesO_ACDTIME if you
have OCM.

The average time the agents spent in after call work
associated with ACD calls for this split/skill. This
average includes O_ ACWTIME if you have OCM.

The number of ACD callsto the split/skill that
abandoned while either waiting in queue (if thiswas
the first split/skill the call was queued to), or while
ringing. Thistotal includes calls with talk time less
than the phantom abandoned call timer value, if itis
set. Thistotal also includes O_ABNCALLSIf you
have OCM. The O_ABNCALLS s the number of
outbound ACD callsthat were abandoned by the far
end.

The maximum timethat a caller waited in queue and
ringing before:

* heing answered

e abandoning

* being redirected

* receiving abusy signa

*  being disconnected.

The value shown in the Totalslinefor thiscolumnis
the maximum of the Max Delay values shown in the
individual intervals.

4-103

Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

ACDCALLS

ACDTIME/ACDCALLS
<AVG_ACD_TALK_TIME>

ACWTIME/ACDCALLS

<AVG_ACW_TIME>

ABNCALLS

MAXOCWTIME
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Report Heading

Flow In

Flow Out

4-104

Description Database Item, Calculation, or
Database Item, Calculation, or

<Calculation Name>

The number of callsthat were redirected to this INFLOWCALLS
split/skill queue from another queue. The following
cdls are considered inflows:

e For switches without vectoring, callsthat
intraflow from another split’s queue to this
split's queue.
e With multiple split/skill queuing ( DEFINITY
ECS switches with vectoring), calls that queue
to this split/skill as anonprimary split/skill and
are either answered by an agent in this split/skill
or abandoned from ringing in this split/skill.
e Cadlsthat ring at an agent in this split/skill and
then requeue to the same split/skill by the
“Redirection on No Answer to a Split/Skill”
feature.
When a call leaves a VDN (for example by routing
to a VDN) or leaves vector processing (for example
by routing to a split/skill), the next split/skill to
which the call queues is not credited with an inflow.

The number of calls offered to this split/skill that OUTFLOWCALLS
were redirected to another destination.

For switches without vectoring, calls that intraflow
or interflow to another destination are counted as
outflows.

For switches with vectoring, an outflow is counted:

e If the call routesto another VDN.

* If the call routesto a number or digits.

For DEFINITY ECS switches with vectoring, an

outflow is also counted:

* |f the call queuesto this split/skill asthe
primary split/skill and is redirected by the
Redirection on No Answer feature.

* If the call queuesto a messaging split/skill

e |f thecall rang at an agent in this split/skill and
was answered using call pickup

e |f the call queued to this split/skill as primary
and was either answered by an agentin a
nonprimary split/skill or abandons from ringing
at an agent in anonprimary split/skill.
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Report Heading

Extn Out Calls

Avg Extn Out
Time

Dequeued Calls

Avg Timeto
Dequeue

% ACD Time

% Ans Cdls

Description

The number of outbound extension calls made by
agentslogged into this split/skill. Direct agent ACW
out calls are not included.

For agents in multiple splits/skills, outbound AUX
extension calls areincluded here if this split/skill is
the first one that the agent logged into, unless the
agent has an ACD call on hold. In this case, the
outbound call is recorded for the split/skill
associated with the ACD call.

The average time agents in this split/skill spent
talking on outbound extension calls.

For agentsin multiple splits/skills, time spent on
outbound AUX extension calsisincluded hereif
this split/skill isthe first one that the agent logged
into, unless the agent has an ACD call on hold. In
this case the outbound call is recorded for the split/
skill associated with the ACD call.

For switches with multiple split/skill queuing, the
number of calls queued to this split/skill asa
nonprimary split/skill (that is, this was not the first
split/skill to which the call queued) for which the
disposition (answered, outflowed, abandoned, busy,
forced disconnect) was recorded in another split/
skill.

For switches with multiple split/skill queuing,
average timethe dequeued calls spent queued to this
split/skill before leaving the queue.

The percentage of staffed time that agentsin this
split/skill spent on ACD callsand in after call work
for this split/skill.

The percentage of calls queued to this split/skill that
were answered by agents for this split/skill.
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Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

ACWOUTCALLS+AUXOUTCALL
S<EXT_CALL_OUT>

(ACWOUTTIME+AUXOUTTIME)
J(ACWOUTCALLS+
AUXOUTCALLS)
<AVG_TALK_TIME_OUT>

DEQUECALLS

DEQUETIME/DEQUECALLS

100*(I_ACDTIME+ |_ACWTIME)/
|_STAFFTIME)
<PERCENT_ACD_TIME>

100*(ACDCALLY
CALLSOFFERED)
<PERCENT_CALL_ANS>
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Report Heading

Avg Pos Staff
(Interval report

only)

Calls Per Pos
(Interval report
only)

Description
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Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

The average number of positions staffed in thissplit/ | |_STAFFTIME/

skill during the interval.

(INTRVL*60)<AVG_POS STAFF>

The average number of calls answered by each (60* INTRVL * ACDCALLS)/
position staffed during theinterval. (If anagentis | |_STAFFTIME

staffed for part of aninterval, the calculation reports  <CALLS PER POS>

what the agent would have handled had the agent

been staffed during the entire interval.)
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System Reports

Overview

Purpose  This section describes system reports.

Organization  Thisfollowing topics are described:
*  General Information About System Reports
e  System Report Selector Window
*  Graphical Maximum Delay
*  Multi-ACD by Split/Skill Report
*  Multi-ACD Report
*  System Report
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Genera Information About System Reports

What a System report  CentréVu Supervisor system reports allow you to access summary data
contains  on aset of measured splits/skills for a particular ACD, the summary
data over all splits/skillsfor a particular ACD, and the call dataon
similar splits/skills for different ACDs.

Organization of System  Thefollowing list shows how the System reports are structured in
reports  CentreVu Supervisor.

e Multi-ACD by Split/Skill: Daily, Weekly, Monthly
*  Graphical Maximum Delay: Daily

*  Multi-ACD: Daily, Weekly, Monthly

e  System: Daily, Weekly, Monthly

System Report selector  The following figure is an example of the System Report Selector
window  window. The reports are explained in the same order as listed in tt

window.
E]] Select a Report 2 x|
Real-Time ] Hiztorical ] Integrated ]
Run Repart for ACD: Report:
IrB_dads'I eas j Multi-ACD by Split/Skill D aily
Categon: Muilti-AC0 by Split/Skill Morthly
_Agent Multi-AC0 by Split/Skill weekly
Other Muli-ACD D aily
SEIiUSkiII Muli-ACD M anthly
Trunk/Trunk Group Lt e Weekly
VDN Swyatem D aily
“Yector Spztemn Monthly
Syztem Weekly
 Description
Summarizes, by day, call information for one or more splitz/zkillz and one or more ACDs
Script... | Froperties | Copy | [elete | Help |
ok | Eit | ew | Concel |

]
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System Graphical Maximum Delay Report

Overview

Things to know about this
report

Graphical Maximum Delay
report input window

The System Graphical Maximum Delay report shows the maximum
delay for one split/skill in one or more ACDs for each day selected.
You can compare the split/skill across ACDs and use the information to
determine which ACD has the longest delay in answering calls.

Here are some things to know about this report:

You can specify one split/skill available across ACDs.

The System Graphical Maximum Delay report is available in ¢
daily version.

This report is available for R8 or lat&EFINITY ACDs only.

The database items used for the System Graphical Maximum
Delay report are stored in theisplit (daily) tables.

Standard multi-ACD reports can include information on up to
eight ACDs.

See System report input field®r inputs for this report.

The following figure provides an example of a System Graphical
Maximum Delay input window. The report input window must be fill
in to run the report.

bl @i Delay =10 =]
— InpLts
Splt/Skill: [iE | 4
Dates: [8/3/1993-8/17/1939 | 4
ACDs: [STT0:ST11.5T12:5T13 | [4
— Destination
& View Report on Screen
€ Bint Report on | \WDRPRINT2433b37 3|

Ok I Cancel | Help |
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System report input fields

Field

Dates:. (daily, weekly,
monthly)

First through Eighth ACD:

Split/Skill:

Destination:

System Graphical
Maximum Delay report
example

CentreVu Supervisor Release 9 Reports
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The following table describes the fields on the input window.

Definition
Enter the day(s) you would like the report to cover.
Use any of the following formats:

* A month/day/year (for example, 3/21/96).

* A minus (-) offset based on today’s date (for example, -1 for
yesterday).

* A semicolon (;) to separate individual data entry items (for
example, 3/21/96;3/23/96;3/25/96)

* A hyphen (-) to designate arange of dates (for example, 3/21/96-3/
25/96). For the weekly and monthly versions, the report includes
any weeks or months that begin in the range.

Enter the ACD name(s) or number(s) that corresponds to the following
Split/Skill field.

Enter the appropriate split/skill name or number that you want to view
in thisreport. Any name you want to appear on the report must have
been previoudly defined and entered in the Dictionary subsystem.

Choose areport destination. You can select View Report on Screen or
Print Report on: and then use the Select Printer button to print the report
on any Windows printer. The default printer is shown.

The following figure provides an example of a System Multi-ACD by
Split/Skill report.
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M awimum Delay - :p998 = |EI|5|

Beport Edit Format Tool: Optionz Help
Split'Skill: spo9g

Dates: 8/3/1999-817/1999

60
a0
,§4I] —
gau
20 ST10
10
1]
o | o | = | @B | | 0 m | | | | B | A | &3 | O3
| S | | R [ | R || X &S &R | S| S
[ - TR N~ N N~ T . - - T AN - - -~ N - - N Y~ TN (N - N AN - S N -~ B -}
- | = | = | = |[~=|=]«=| =|]=]=|==/]m=/]|=
p z E ® 3 g £ 8 3 ¥ B o K
Eaaaaaaaaaaaa
Dates

[Double Click Ta Run Format Chart ‘ 5T10 v
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System Graphical  The following table describes the report fields for the time period
Maximum Delay report  covered by the report.

description
Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
ACD The ACD name or number for which the data was syn(ACD)
collected.
Split/Skill The name or number of the split/skill that isselected for = syn(SPLIT)
thisreport. You can make these selections in the report
input window.
Dates The dates for which the report ran. You can make these ' ROW_DATE
selections in the report input window.
Max Delay The maximum time that a caller waited in queue and MAXOCWTIME
Seconds ringing before:
* Being serviced
e Abandoning

* Being redirected
* Receiving abusy signal
* Being disconnected.

The value shown in the Totals line is the maximum of
the Max Delay values shown for the individua splits/
skills.
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System Multi-ACD by Split/Skill Report

Overview

Things to know about this
report

The System Multi-ACD by Split/Skill report displays call-handling
information on different splits/skills for different ACDs. You can
compare similar splitsg/skillsin different ACDs and use the information

to:

Determine workload
Evaluate call-handling performance
Reassign agents

Perform other ACD configuration alternatives for balancing
workloads and/or reducing abandoned calls.

Here are some things to know about this report:

You can specify a list of splits/skills available for each ACD
desired.

The System Multi-ACD Report by Split/Skill report is available
daily, weekly, and monthly versions.

The database items used for the System Multi-ACD by Split/S
report are stored in thesp1it (daily), wsp1it (weekly), and
msplit (monthly) tables.

Standard Multi-ACD reports can include information on up to
eight ACDs.
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Multi-ACD by Split/Skill  The following figure provides an example of a System Multi-ACD by
report input window  Split Skill input window. The report input window must be filled in to
run the report.

e [

Grordovpe =
E I ) = |

el =
I =

inore) =]

I | = |

ol =
I =
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Multi-ACD by Split/Skill  The following table describes the fields on the input window.

report input fields

Field

Dates:. (daily, weekly,
monthly)

First through Eighth ACD:

First through Eighth Split(s)/
Skill(s):

Destination:

Definition

Enter the date(s) you would like the report to cover:

e Dalily - enter the day(s).

*  Weekly - enter the start date for the week(s). When you specify a
date for aweekly report, that date must correspond to the week start
day selected in the System Setup-Storage Intervals window. If the

date and day do not match, the message No records found displays
in the status line.

e Monthly - enter the first day of the month(s).
Use any of the following formats:

* A month/day/year (for example, 3/21/96).

* A minus (-) offset based on today’s date (for example, -1 for
yesterday).

e A semicolon (;) to separate individual dataentry items (for
example, 3/21/96;3/23/96;3/25/96)

* A hyphen (-) to designate arange of dates (for example, 3/21/96-3/
25/96). For the weekly and monthly versions, the report includes
any weeks or months that begin in the range.

Enter the ACD name or number that corresponds to the following
Split(s)/Skill(s) field.

Enter the appropriate split/skill name(s) or number(s) that you want to
view in this report. Any hame(s) you want to appear on the report must
have been previously defined and entered in the Dictionary subsystem.
You can enter more than one split/ skill by using a semicolon (;) to
separate individual entries or using a hyphen (-) for arange of values.

Choose areport destination. You can select View Report on Screen or
Print Report on: and then use the Select Printer button to print the report
on any Windows printer. The default printer is shown.
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System Multi-ACD by Split/

Skill report example

System Multi-ACD by Split/

Skill report description

The following figure provides an example of a System Multi-ACD by
Split/Skill report.

E]] Spstem Multi-ACD Daily -0l x|
Beport Edit Format Tool: Option:  Help

Date: 3f27198

ACD Avg Awg ACD Awvg Avg Aban Max Exin Avg 2% %
Speed Aban Calls ACD ACW Calls Delay Out Extn ACD Ans
Ans Time Time Time Calls Out Time Calls
Time
Totals :m 4928 10 1 0 01 549 :03 .07100.00
r6_dads1_eas 0 2024 0 0 01 295 03 07 100.00
r6_dads? eas o 2904 10 01 0 01 254 03 07 100,00
| 16_dads1eas i

The following table describes the report fields for the time period
covered by the report.

Report Heading Description Database Item,

Calculation, or Database
Item, Calculation, or
<Calculation Name>

Date, Week The day, week, or month for which the report ran. You = ROW_DATE

Starting, Month can make these selections in the report input window.

Starting

Split/Skill The name or number of the split/skill that isselected for = syn(SPLIT)
this report. You can make these selections in the report
input window.

ACD The ACD name or number for which the data was syn(ACD)
collected.

Avg Speed Ans The average timethe split/skill ACD calswerewaiting | ANSTIME/ ACDCALLS
in queue and ringing before being answered by an <AVG_ANSWER_SPEED>
agent.

Avg Aban Time  Theaveragetimethe split/skill ACD calswerewaiting ABNTIME/ ABNCALLS
in queue or ringing before abandoning. <AVG_ABANDON TIME>
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Report Heading

ACD Cadlls

Avg ACD Time

Avg ACW Time

Aban Calls

Max Delay

Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

The number of split/skill ACD callsthat were queued | ACDCALLS
to this split/skill and answered by an agent for this split/

skill. Thistotal also includesO_ACDCALLSIf you

have the Outgoing Call Management application

(OCM) of ASAIL. The O_ACDCALLSisthe number of

ACDCALLS that were placed by an adjunct; thisis

also referred to as predictive dialing.

The average time the agents spent talking on ACD calls = ACDTIME/ACDCALLS,
for this split/skill. This average time includes <AVG_ACD_TALK_TIME>
O_ACDTIME if you have OCM.

The average time the agents spent in after call work ACWTIME/ ACDCALLS,

associated with ACD calls for this split/skill. This <AVG_ACW _TIME>
average timeincludesO_ACWTIME if you have the

OCM.

The number of ACD callsto the split/skill that ABNCALLS

abandoned while either waiting in queue (if thiswasthe
first split/skill the call was queued to), or whileringing.
Thistotal includes calls with talk time less than the
phantom abandoned call timer value, if itisset. This
total also includesO_ABNCALLS f you have OCM.
The O_ABNCALLS isthe number of outbound ACD
calls that were abandoned by the far end.

The maximum time that a caller waited in queue and MAXOCWTIME
ringing before:

e Being serviced

e Abandoning

e Being redirected

* Receiving abusy signal

* Being disconnected.

The value shown in the Totals line is the maximum of
the Max Delay values shown for the individual splits/
skills.
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Extn Out Calls The number of outbound extension calls made by ( ACWOUTCALLS+
agents logged into this split/skill. Direct agent ACW AUXOUTCALLYS),
out calls are not included. For agentsin multiple splity | <EXT_CALL_OUT>
skills, outbound AUX extension calls are included here
if this split/skill isthe first one that the agent logged
into, unless the agent has an ACD call on hold. In this
case the outbound call is recorded for the split/skill
associated with the ACD call.

Avg Extn Out The average time agents in this split/skill spent talking ( ACWOUTTIME+

Time on outbound extension calls. For agents in multiple AUXOUTTIME)/(
splits/skills, time spent on outbound AUX extension ACWOUTCALLS+
calsisincluded hereif this split/skill isthe first one AUXOUTCALLYS),
that the agent logged into, unlessthe agent hasan ACD  <AVG_TALK_TIME_OUT>
call on hold. In this case the outbound call is recorded
for the split/skill associated with the ACD call.

% ACD Time The percentage of staffed time that agents for this split/ | 100*(( |_ACDTIME+
skill spent on ACD callsand in after call work for this | | ACWTIME)/

split/skill. |_STAFFTIME),
<PERCENT_ACD_TIME>
% Ans Cdlls The percentage of calls queued to this split/skill that 100*( ACDCALLY
were answered by agents for this split/skill. CALLSOFFERED),

<PERCENT_CALL_ANS>
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System Multi-ACD Report

Overview  The System Multi-ACD report summarizes data over al splits/skillsin
the ACD for each ACD requested. This allows you to evaluate and
compare different ACD configurations to determine workload and call-
handling performance. After reviewing this report, you could choose
different ACD configurations to balance workloads and/or reduce
abandoned calls.

If you have vectoring, you may want to create a Designer report that
summarizes data over all VDNs instead of over all splits/skills.

Things to know about this  Here are some things to know about this report:

report . The System Multi-ACD report is available in daily, weekly, anc

monthly versions.

* The database items used for the System Multi-ACD report are
stored in thedsp1it (daily), wsp1it (weekly), andmsp1it
(monthly) tables.

e  Standard Multi-ACD reports can include information on up to
eight ACDs.

Multi-ACD report input ~ The following figure provides an example of a System Multi-ACD
window  |nput window. The report input window must be filled in to run the

report.
System Daily ;IQIEI
— Inpuits
Splts/Skills: | | 4
Date: [3/27/98 | 4
— Destination

i+ iew Report an Screen

" Print Bepart o | \\druak\ddops3 = |

(] 8 I Cancel | Help |
| 16_dadsleas
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Multi-ACD report input  The following table describes the fields on the input window.

fields

Field
Date:

Dates:. (daily, weekly,
monthly)

ACDs(1-8):

Destination:

Definition

Enter the date you would like the report to cover.

Daily - enter the day.

Weekly - enter the start date for the week. When you specify a date
for aweekly report, that date must correspond to the week start day
selected in the System Setup-Storage Intervals window. If the date
and day do not match, the message No records found displaysin the
status line.

Monthly - enter the first day of the month.

Enter the date(s) you would like the report to cover:

Daily - enter the day(s).

Weekly - enter the start date for the week(s). When you specify a
date for aweekly report, that date must correspond to the week start
day selected in the System Setup-Storage Intervals window. If the
date and day do not match, the message No records found displays
in the status line.

Monthly - enter the first day of the month(s).

Use any of the following formats:

A month/day/year (for example, 3/21/96).

A minus (-) offset based on today’s date (for example, -1 for
yesterday).

A semicolon (;) to separate individual data entry items (for
example, 3/21/96;3/23/96;3/25/96)

A hyphen (-) to designate arange of dates (for example, 3/21/96-3/
25/96). For the weekly and monthly versions, the report includes
any weeks or months that begin in the range.

Enter the appropriate ACD name(s) or number(s). You can enter more
than one ACD by using a semicolon (;) to separate individual entries or
using a hyphen (-) for arange of values.

Choose areport destination. You can select View Report on Screen or
Print Report on: and then use the Select Printer button to print the report
on any Windows printer. The default printer is shown.
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System Multi-ACD report  The following figure provides an example of a System Multi-ACD
example  report.

System Multi-ACD by Spht/Skill Daily - |EI|5|
Beport Edit Format Tool: Options  Help
Date: 327798
SpliySkill ACD Avg Avg ACD Avg Awvg Aban Max Flow Flow Extn Avg % %
Speed Aban Calls ACD ACW Calls Delay In  Out Out Extn ACD Ans
Ans Time Time Time Calls Qut Time Calls
Time
Totals 01 2115 11 02 0 M 0 0 549 03 .10100.00
Skill ré_dads 1eas 01 903 :09 02 o :m 0 0 176 @02 .14100.00
Skill2 r6_dads Zeas 0 0 :00 0 0 0 .00
Gold rb_dadsJeas 01 1212 13 M 0 :m 0 0 373 :04 .26100.00
Regular r6_dadsdeas 0 0 :00 0 ] 0 .00
| 16_dads1eaz 4

System Multi-ACD report  The following table describes the report fields for the time period
description  covered by the report.

Report Heading Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Date, Week The day, week, or month for which the report ran. ROW_DATE
Starting, Month You make these selections in the report input

Starting window.

Split/Skill The name or number of the split/skill that isselected = syn(SPLIT)

for thisreport. You can make these selectionsin the
report input window.

ACD The ACD name or number for which the datawas | syn(ACD)
collected.

Avg Speed Ans The average time the split/skill ACD callswere SUM(ANSTIME)/ sum(ACDCALLYS)
waiting in queue and ringing before being answered <AVG_ANSWER_SPEED_SUM >
by an agent.

Avg Aban Time | The average time the split/skill ACD callswere sum(ABNTIME)/
waiting in queue or ringing before abandoning. SUM(ABNCALLYS)
<AVG_ABANDON_TIME_SUM>
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Report Heading

ACD Cadlls

Avg ACD Time

Avg ACW Time

Aban Calls

Max Delay

Extn Out Calls

Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

The number of split/skill ACD calls that were SUM(ACDCALLYS)
queued to splits/skills in the ACD and answered by

an agent for those splits/skills. Thistotal also

includes O_ACDCALLS if you have the Outgoing

Call Management application (OCM) of ASAIL. The

O_ACDCALLS isthe number of ACDCALLS that

were placed by an adjunct; thisis also referred to as

predictive dialing.

The average time the agents spent talkingon ACD  sum(ACDTIME)/

calsfor this ACD. The average timeincludes SUmM(ACDCALLYS)

O_ACDTIME if you have OCM. <AVG_ACD_TALK_TIM_SUM>
The average time the agents spent in after call work ' sum(ACWTIME)/sum(ACDCALL
for ACD callsto this ACD. This averagetime S) <AVG_ACW_TIME_SUM>

includes O_ACWTIME if you have OCM.

The number of ACD calls queued to split/skillsin ~ sum(ABNCALLYS)
the ACD that abandoned while waiting in queue or

ringing. Thistotal includes calls with talk time less

than the phantom abandoned call timer value, if itis

set. Thistotal also includesO_ABNCALLSIf you

have OCM. The O_ABNCALLS s the number of

outbound ACD callsthat were abandoned by the far

end.

The maximum timethat acaller waited in queueand  max(MAXOCWTIME)
ringing before:

* Being serviced

e  Abandoning

e Being redirected

* Receiving abusy signal

e Being disconnected.

The value shown in the Totals line is the maximum
of the Max Delay values shown for the individua
ACDs.

The number of outbound extension callsmadeby ~ sum(ACWOUTCALLS+
agentslogged into this ACD. Direct agent ACW out | AUXOUTCALLYS)
calls are not included. <EXT_CALL OUT>
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Report Heading

Avg Extn Out

Time

% ACD Time

% Ans Cadlls

Description

The average time agentsin this ACD spent talking
on outbound extension calls.

The percentage of staffed time that agents for the
splits/skillsin this ACD spent on ACD callsand in
after call work.

The percentage of calls queued to the splits/skillsin
this ACD that were answered by agents for the
splits/skills.
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Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

sSUM(ACWOUTTIME+
AUXOUTTIME)/
sUM(ACWOUTCALLS+
AUXOUTCALLS)
<AVG_TALK_TIME_OUT_SUM >

100* (sum(I_ACDTIME+
|_ACWTIME)/
sum(I_STAFFTIME))
<PERCENT_ACD_TIME_SUM>

100* (SUm(ACDCALLS)/
sum(CAL L SOFFERED))
<PERCENT_CALL_ANS _SUM>
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Overview

Things to know about this
report

System report input
window

The System report summarizes the activity for a set of splits/skillsfor
the same ACD. You can use this report to compare split/skill
performance for splits/skills performing similar functions for the same
ACD.

Here are some things to know about this report:

If you have a switch without vectoring, Flow Out represents tt
number of calls redirected (by call forwarding or call coverage
from this split to another destination. In many cases, the sumr
numbers for Flow Out of one split may not match Flow In
numbers for another split. These numbers may not match bec
calls were intraflowed into unmeasured splits, extensions witt
the ACD, or elsewhere. Also, the Flow In and Flow Out for a
given split are typically not equal.

Statistics in the report such as % AUX (percent auxiliary work
and Number of Extension-Out Calls are indicators of activities
directly related to ACD traffic.

The System report is available in daily, weekly, and monthly
versions.

The database items used for the System report are stored in-
dsplit (daily), wsp1it (weekly), andmsp1it (monthly) tables.

The following figure provides an example of a System Report InpL
window. The report input window must be filled in to run the report

System Daily ;IEIEI
— Inputs
Spits/Skill: | =] @l
Date: [3/27/38 R @l
— Destination

* ‘iew Feport on Screen

» B Rzzal o2 | W druakhddops3 & |

0K I Cancel | Help |
| 16_dadzleas
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System report input fields  The following table describes the fields on the input window:

Field Definition

Date: Enter the date you would like the report to cover:

Daily enter the day.

Weekly enter the start date for the week. When you specify a date
for aweekly report, that date must correspond to the week start day
selected in the System SetupStorage Intervals window. If the date
and day do not match, the message No records found displaysin the
status line.

Monthly enter the first day of the month.

Use any of the following formats:

A month/day/year (for example, 3/21/96).

A minus (-) offset based on today’s date (for example, -1 for
yesterday).

A semicolon (;) to separate individual data entry items (for
example, 3/21/96;3/23/96;3/25/96).

Split/Skill:  Enter the appropriate split/skill name or number that you want to view
in this report. Any name you want to appear on the report must have
been previoudly defined and entered in the Dictionary subsystem.

Destination: A Choose areport destination. You can select View Report on Screen or
Print Report on: and then use the Select Printer button to print the report
on any Windows printer. The default printer is shown.

System report example  The following figure provides an example of a System report.

E]] System Daily =10l x|

Beport Edit Format Tools Options  Help

Date: 3{2798

Splitskill Avg Avg ACD Avg Avg Aban Max Flow Flow Extn Avg 25 %
Speed Aban Calls ACD ACW Calls Delay In  Out Out Extn ACD Ans
Ans  Time Time Time Calls Out Time Calls
Time

[Totals 01 2115 11 02 [ 1} ] 0 0 549 03 .08 100.00

Skilll 01 903 :09 :02 [N 1} ] 0 0 176 :02 .14 100.00

Skill2 0 0 :00 0 0 0 .00

Platinum 1] 1] 00 1] 1] 1] .00

Gold 01 1212 113 0 0 0 373 :04 2 100.00

Reqular 0 0 00 0 0 0 oo

| | 16_dadsleas él
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System report description  The following table describes the report fields for the time period

covered by the report.
Report Heading Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>
Date, Week The day, week, or month for which the report ran. You = ROW_DATE
Starting, Month | can make these selections in the report input window.
Starting
ACD The ACD name or number for which the data was syn(ACD)
collected.
Split/skill The name or number of the split/skill that isselected for | syn(SPLIT)
this report. You can make these selections in the report
input window.
Avg Speed Ans  Theaveragetimethe split/skill ACD callswerewaiting  ANSTIME/ ACDCALLS,
in queue and ringing before being answered by an <AVG_ANSWER_SPEED>
agent.
Avg Aban Time  Theaveragetimethe split/skill ACD callswerewaiting  ABNTIME/ ABNCALLS
in queue or ringing before abandoning. <AVG_ABANDON_TIME>
ACD Cadls The number of split/skill ACD callsthat were queued | ACDCALLS

to this split/skill and answered by an agent for this split/
skill. Thistotal also includes O_ACDCALLSIf you
have the Outgoing Call Management (OCM)
application of ASAIl. The O_ACDCALLS isthe
number of ACDCALL Sthat were placed by an adjunct;
thisis also referred to as predictive dialing.

Avg ACD Time | Theaveragetimethe agents spent talkingon ACD calls  ACDTIME/ ACDCALLS,

for the split/skill. This average time includes <AVG_ACD_TALK_TIME>
O_ACDTIME if you have OCM.

Avg ACW Time | The average time the agent spent in after call work ACWTIME/ ACDCALLS,
associated with ACD calls for the split/skill. This <AVG_ACW_TIME>
average timeincludes O_ACWTIME if you have
OCM.

Aban Calls The number of ACD callsto the split/skill that ABNCALLS

abandoned while either waiting in queue (if thiswasthe
first split/skill the call was queued to), or whileringing.
Thistotal includes calls with talk time less than the
phantom abandoned call timer value, if itisset. This
total also includes O_ABNCALLS if you have OCM.
The O_ABNCALLS isthe number of outbound ACD
calls that were abandoned by the far end.
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Max Delay

Flow In
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Description

The maximum time that a caller waited in queue and
ringing before:

Being answered
Abandoning

Being redirected
Receiving a busy signal
Being disconnected.

The value shown in the Totals line is the maximum of

the Max Delay values shown in the individual intervals.

The number of calls that were redirected to the split/
skill queue from another queue. Thefollowing callsare
considered inflows:

For switches without vectoring, calls that intraflow
from another split's queue to this split’s queue

With multiple split/skill queuing, callsthat queueto
this split/skill as anonprimary split/skill and are
either answered by an agent in this split/skill or
abandoned from ringing in this split/skill

Callsthat ring at an agent in this split/skill and then
requeue to the same split/skill by the "Redirection
on No Answer to a split/skill" feature.

When acall leavesa VDN (for example by routing to a
VDN) or leaves vector processing (for example by
routing to a split/skill), the next split/skill to which the
call queuesis not credited with an inflow.
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Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

MAXOCWTIME

INFLOWCALLS
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Report Heading Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation

Name>
Flow Out The number of calls offered to this split/skill that were = OUTFLOWCALLS
redirected to another destination. For switches without
vectoring, callsthat intraflow or interflow to another
destination are counted as outflows.
For switches with vectoring, an outflow is counted:
e If the call routes to another VDN
* If the call routesto anumber or digits
An outflow is also counted:
e |f the call queuesto this split/skill asthe primary
split/skill and isredirected by the Redirection on
No Answer feature.
e |f the call queues to a messaging split/skill
e |f thecall rang at an agent in this split/skill and was
answered using call pickup
* If the call queued to this split/skill as primary and
was either answered by an agent in a nonprimary
split/skill or abandoned from ringing at an agent in
anonprimary split/skill.
Extn Out Calls The number of outbound extension calls made by ( ACWOUTCALLS+
agents logged into this split/skill. The direct agent AUXOUTCALLYS)

ACW out calls are not included. For agentsin multiple <EXT_CALL_OUT>
splits/skills, outbound AUX extension calls are

included here if this split/skill is the first one that the

agent logged into, unless the agent has an ACD call on

hold. In this case, the outbound call is recorded for the

split/skill associated with the ACD call.

Avg Extn Out The average time agentsin this split/skill spent talking  ( ACWOUTTIME+

Time on outbound extension calls. For agentsin multiple AUXOUTTIME)/ (
splits/skills, time spent on outbound AUX extension ACWOUTCALLS+
calsisincluded hereif this split/skill isthefirst one AUXOUTCALLYS)
that the agent logged into, unlessthe agent hasan ACD | <AVG_TALK_TIME OUT>
call on hold. In this case, the outbound call is recorded
for the split/skill associated with the ACD call.
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Report Heading Description Database Item, Calculation,
or Database Item,
Calculation, or <Calculation
Name>

% ACD Time The percentage of staffed time that agents for this split/ | 100*(( |_ACDTIME+
skill spent on ACD callsand in after call work for this | | ACWTIME)/ |_STAFFTIME),

split/skill. <PERCENT_ACD_TIME>
% Ans Cadlls The percentage of calls queued to this split/skill that 100*( ACDCALLS/
were answered by agents for this split/skill. CALLSOFFERED),

<PERCENT_CALL_ANS>
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Trunk/Trunk Group Reports

Overview

Purpose  This section describes trunk and trunk group reports.

Organization  Thisfollowing topics are described:
*  General Information About Trunk/Trunk Group Reports
e Trunk/Trunk Group Reports Selector Window
e Trunk/Trunk Group Reports Input Fields
*  Busy Hour Report
*  Trunk Report
e Trunk Group Report
e Trunk Group Summary Report
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Genera Information About Trunk/Trunk Group Reports

What a Trunk/Trunk Group
report contains

Organization of Trunk/
Trunk Group reports

Trunk/Trunk Group report
selector window

Trunk and Trunk Group reports display traffic datafor a single trunk,
summarize the incoming and outgoing traffic of every trunk in atrunk
group for a specific time period, display the level of incoming and
outgoing call traffic for an individual trunk group, or display the busiest
hour of the day for each trunk group you select.

The following list shows how the Trunk and Trunk Group reports are
structured in CentreVu Supervisor.

*  Busy Hour

e Trunk: Interval, Daily, Weekly, Monthly

*  Trunk Group: Daily, Weekly, Monthly

*  Trunk Group Summary: Interval, Daily, Weekly, Monthly

The following figure is an example of the Trunk/Trunk Group repor
selector window. The reports are explained in the same order as |i
in the window.

Select a Report 2=l
Feal-Time ] Hiztorical ] Integrated ]
Run Repart far ACD: Report:
I 1E_dads1eas j Buzp Hour o
Categony: Trunk Doaily
Bgent Trunk Group Daily
Other Trunk Group korthly
Split/Skil Trunk Group Summary Daily
[I:Tll_lr'lli_ Graup UGl (T S e
VDN Trunk Group Surmmary b ornthly
Wector Trunk Group Summary Weekly
Trunk Group weekly
Trunk Intereal =]
— Description

Displays call information for the selected trunk groups for the busiest hour in the day

Script... | Properties | Copy | Delete | Help |
oK | Eit | New | Concel |

]
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Trunk/Trunk Group Report Input Fields

Overview

Trunk Group report input

Field

fields

The reportsin this section use the Trunk/Trunk Group/Busy Hour
Report Input Windows. Specific input information is included with the
reports. The following figure shows an example of the Trunk/Trunk
Group/Busy Hour Report input window. You must fill in the report
input window to run the report.

Thefollowing table describesthe input fields on historical Trunk/Trunk
Group/Busy Hour report input windows. Not all reports use all fields;
refer to information for the specific report you are running to determine
what you want to view. For example, you may enter an atrunk or trunk
group to run the report.

All possible fields on this window are described here:

Definition

Trunk group: (daily, weekly,  Enter the appropriate trunk group name or number. See on-line help for

and monthly)
Date:

the valid numerical entries for your particular switch.
Enter the date you would like the report to cover:

* A month/day/year (for example, 3/21/96).

* A minus (-) offset based on today’s date (for example, -1 for
yesterday).
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Field

Dates:. (daily, weekly,
monthly)

Times: (interval)

Destination:
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Definition

Enter the date(s) for the day(s) or the start date(s) for the week(s) or the

month(s) you would like the report to cover.

e Dalily - enter the day(s).

*  Weekly - enter the start date for the week(s). When you specify a
date for aweekly report, that date must correspond to the week start
day selected in the System Setup-Storage Intervals window. If the
date and day do not match, the message No records found displays
in the status line.

e Monthly - enter the first day of the month(s).

Use any of the following formats:

* A month/day/year (for example, 3/21/96).

* A minus (-) offset based on today’s date (for example, -1 for
yesterday).

* A semicolon (;) to separate individual data entry items (for
example, 3/21/96;3/23/96;3/25/96)

* A hyphen (-) to designate arange of dates (for example, 3/21/96-3/
25/96). For the weekly and monthly versions, the report includes
any weeks or months that begin in the range.

* When you specify a date for aweekly report, that date must
correspond to the week start day selected in the System Setup-
Storage Intervals window. If the date and day do not match, the
message No records found displays in the status line. The month
start date must be the first day of the month.

Enter the time you would like the report to cover. Use any of the

following formats:

e  AM/PM (for example, 7:30AM-5:00PM)

e Military time (for example, 7:30-17:00).

* Youcanusea"-" offset based on today’s date (for example, -1 for
yesterday).

Choose areport destination. You can select View Report on Screen or
Print Report on: and then use the Select Printer button to print the report
on any Windows printer. The default printer is shown.
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Trunk/Trunk Group Busy Hour Report

Overview  The Trunk/Trunk Group Busy Hour report displays the busiest hour of
the day for each trunk group you select. The busiest hour is calculated
asaset of contiguous intervals that make up an hour (one 60-minute
interval, two 30-minute intervals, or four 15-minute intervals) in which
the total holding time for the trunks in the trunk group was the
maximum for the day.

Things to know about this  Here are some things to know about this report:

report The Trunk/Trunk Group Busy Hour is available in daily versior

only.

* The busiest hour is calculated as a set of contiguous intervals
make up an hour (one 60-minute interval, two 30-minute interv
or four 15-minute intervals) in which the total holding time for t
trunks in the trunk group was the maximum for the day.

* The database items for the Trunk/Trunk Group Busy Hour ref
are stored in the dtkgrp (daily) table.

*  You cannot customize this report.

e  This report uses the Trunk/Trunk Group/Busy Hour report inpi
window. Select a trunk group that you want to view on the rep
See Trunk/Trunk Group Report Input Fieldsr more
information.
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Trunk/Trunk Group Busy  Thefollowing figure provides an example of the Trunk/Trunk Group
Hour report example Busy Hour report.

EIhTrunk Group Busy Hour ;lglﬂ -

Beport Edit Format Tool: Option:  Help
Date: 3f27198

Trunk Group Name Busy  fAwg Calls Inbound Qutbound ACD Aban Other 2% All %
Hour Trunk Carried Calls Calls Calls Calls Calls Trunks Occupancy
Holding Busy
Time
Thgrp 1.00PM 0035 2219 664 524 b24 41 1284 30:.08 94.68
Thgrp2 Z00PM 0024 2408 704 602 400 0 300 400 3204 96.87

B_dadsleas

Trunk/Trunk Group Busy  The following table describes the report fields.
Hour report description

Report Heading | Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Date Day for which the report was run (selected in the ROW_DATE
report input window).

Trunk Group Trunk group name or number for which thereport | syn(TKGRP)

Name was requested.

Busy Hour Start time of the hour in which the trunk groupwas BH_STARTTIME
the busiest.

Avg Trunk Average holding timefor al incoming and outgoing  (BH_INTIME+BH_OUTTIME)/

Holding Time callsin the trunk group that completed during the (BH_INCALLS+BH_OUTCALLYS)
busy hour.

Calls Carried Total number of al incoming and outgoing calls BH_INCALLS+BH_OUTCALLS

carried by this trunk group that completed during
the busy hour.
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Report Heading

Inbound Calls

Outbound Calls

ACD Cadls

Aban Calls

Other Calls

% All Trunks
Busy
% Occupancy

Description

Total number of al incoming calls carried by this
trunk group that completed during the busy hour.

Total number of all outgoing calls carried by this
trunk group that completed during the busy hour.

Total number of al ACD calls carried by this trunk
group and answered by an agent that compl eted
during the busy hour.

Total number of all calls abandoned by callers on
this trunk group during the busy hour. With
vectoring, this includes calls that were abandoned
from vector processing. With DEFINITY ECS
switches, thisincludes all calls carried by the trunk
group that were abandoned, except for calls directly
to unmeasured stations that did not go through a
measured VDN or split/skill.

Number of callsthat received abusy signal, calls
disconnected, extension calls, short calls, and calls
of unknown disposition.

Percentage of time during the hour that all trunks
were busy.

Percentage of time during the hour that trunks were
occupied by incoming and outgoing calls.
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Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

BH_INCALLS

BH_OUTCALLS

BH_ACDCALLS+
BH_OACDCALLS

BH_ABNCALLS+
BH_OABNCALLS

BH_OTHERCALLS+
BH_OOTHERCALLS

BH_ALLINUSETIME/36

(BH_INTIME + BH_OUTTIME)/
100
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Overview

Things to know about this
report

The Trunk report displays call traffic datafor a single trunk. With this
report, you can review trunksin any measured trunk group.

You can use this report to verify that cal traffic levels for atrunk are
appropriate throughout the time period specified. You can also monitor
outgoing calls made throughout the day.

Here are some things to know about this report:

The Trunk report is available in interval, daily, weekly, and
monthly versions.

The database items for the Trunk report are stored in the
htrunk(interval), dtrunk (daily), wtrunk (weekly), and
mtrunk (monthly) tables.

The report item Centum Call Seconds (CCS) is the number of
100-second increments in which the trunk was busy during th
intrahour interval. A trunk is "seized" while the call is both in
gueue and connected to an agent. Therefore, wait time for
abandoned calls is figured into the CCS figures. For example
since a half-hour has 1800 seconds, the maximum CCS for e
trunk in a trunk group is 18 CCS. Multiplying 18 CCS by the
number of trunks in a trunk group gives you the maximum
occupancy for the trunk group, which you can then compare \
your actual CCS. If your intrahour interval is 15- or 60-minute:
your number will be different.

This report uses the Trunk/Trunk Group/Busy Hour report inp
window. Select a trunk group that you want to view on the rep
See Trunk/Trunk Group Report Input Fieldsr more
information.
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Trunk report example  Thefollowing figure provides an example of the Trunk report.

* Trunk Daily =l

Bepart  Edit Format Toaol:  Optionz: Help

Trunk Group Mame: 1SDN
Trunk: 01410001

Date Inhound Inbound Ay Inbound  Duthound Quthound At Quthound Maint
Calls Ahan  Inbound CCS Calls Ahan  Outhound (5 Busy
Calls  Trunk Calls Trunk Time

Hald Hald

Time Time
Totals 914 25 201 1102.16 1] 1] 00 00
111715899 264 4 203 32422 1] 1] oo 0o
11118115999 1449 7 225 216.48 1] 1] oo oo
1152315999 243 fi 1:42 271.82 1] 1] oo 0o
11524115999 258 a 1:42 289 54 1] 1] oo 0o

Dauble Click To Bun Format T able Ezpafial

Trunk report description  The following table describes the report fields.

Report Heading Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Date, Week Day, week, or month for which the report wasrun | ROW_DATE

Starting, Month  (selected in the report input window).

Starting

Trunk Group Trunk group name or number for which thereport  syn(TKGRP)

Name was requested.

Trunk Trunk number (physical equipment location) of the EQLOC
trunk.

ACD ACD name or number associated with the trunk syn(ACD)
group.

Time (Interval Intrahour intervals for which the report showsdata = STARTTIME, STARTTIME +

only) (selected in the report input window). INTRVL

Inbound Calls Total number of al incoming calls carried by this INCALLS
trunk that completed during the specified time
period.



Historical Reports

Trunk Report

Report Heading

Aban Calls

Avg Inbound
Trunk Hold Time

Inbound CCS

Outbound Cdlls

Outbound Aban
Calls

Avg Outbound
Trunk Hold Time

Outbound CCS

Maint Busy Time

Description
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Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Total number of inbound calls abandoned by the ABNCALLS

caller during the specified time period.

Average holding time for al incoming calls that INTIME/ INCALLS;
completed during the specified time period. Average  <AVG_TRK_HOLD_TIME_IN>
holding time includes time in vector processing, in

queue, ringing, talking, and holding.

Total trunk occupancy by incoming callsduring the | INOCC/ 100

specified time period.

Total number of al outgoing calls carried by this OUTCALLS
trunk that completed during the specified time

period.

Number of outbound ACD calls (if you have the O_ABNCALLS
outgoing call management application on ASAI)
abandoned at thefar end. ( DEFINITY ECS

switches with ASAL).

Average holding time of all outgoing calls that OUTTIME/ OUTCALLS;
completed during the specified time period. <AVG _TRK_HOLD TIM_OUT>

Total trunk occupancy of outgoing calls during the | 1_OUTOCC/100

specified time period.

Total time of al maintenance-busy periods for this MBUSYTIME

trunk for the time period.
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Overview

Things to know about this
report
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The Trunk Group report summarizes the incoming and outgoing traffic
of every trunk in atrunk group for the specified time period. You could
use this report to verify that the number of trunks available to your

splitsg/skills is appropriate and to monitor the number of outgoing calls.

Also, becauseit lists trunks by physical location on the switch and
totals trunk failures, the Trunk Group report can be useful for
troubl eshooting problems with trunks.

Here are some things to know about this report:

The Trunk Group report is available in daily, weekly, and mont
versions.

* The database items for the Trunk Group report are stored in t
dtrunk (daily), wtrunk (weekly), and mtrunk (monthly)
tables.

*  The report item Centum Call Seconds (CCS) is the number of
100-second increments in which the trunk was busy during th
intrahour interval. A trunk is "seized" while the call is both in
gueue and connected to an agent. Therefore, wait time for
abandoned calls is figured into the CCS figures. For example
since a half-hour has 1800 seconds, the maximum CCS for e
trunk in a trunk group is 18 CCS. Multiplying 18 CCS by the
number of trunks in a trunk group gives you the maximum
occupancy for the trunk group, which you can then compare \
your actual CCS. If your intrahour interval is 15 or 60 minutes
your number will be different.

*  Trunks that fail are immediately put in the Maintenance Busy
State.

e  This report uses the Trunk/Trunk Group/Busy Hour report inpi
window. Select a trunk group that you want to view on the rep
See Trunk/Trunk Group Report Input Fieldsr more
information.
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Trunk Group report  Thefollowing figure provides an example of the Trunk Group report.
example

i Trunk Group Daily - tkgrpl =1O] x|
Beport  Edit Format Tools Option: Help

Date: 3127198
Trunk Group Name: tkqrpl

Trunk Inbound Inbound Awvg Inbound Qutbound Qutbound  Awvg QOutbound Trunk
Calls Aban Inbound CCS Calls Aban  OQutbound CCS  Failures

Calls  Trunk Calls Trunk

Hold Hold

Time Time
Totals 17499 7833 22 534126 22823 0 A4 11428.20 0
00ME1T)1 &1 332 16 10058 1142 0 44 505.50 0
0001E1702 600 319 18 10945 1118 0 Ad 494 80 0
0001E1703 662 336 18 11712 1095 0 44 48592 0
DOO1E1TO4 613 292 19 11597 1095 0 44 485,59 0
000ME1705 623 314 20 12208 1083 0 Ad 48087 0

16_dadsleas v

Trunk Group report  The following table describes the report fields.

description
Report Heading Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>
Date, Week Day, week, or month for which the report was run ROW_DATE
starting, Month | (selected in the report input window).
starting
Trunk Group Trunk group name or number for which thereport | syn( TKGRP)
Name was requested.
ACD ACD name or number associated with the trunk syn( ACD)
group.
Trunk Trunk number (physica equipment location) of the | EQLOC
trunk.
Inbound Calls Total number of inbound calls carried by thistrunk | sum( INCALLS)
that completed during the specified time period.
Aban Calls Total number of inbound calls abandoned by the sum( ABNCALLYS)

caller during the specified time period.
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Report Heading

Avg Inbound
Trunk Hold Time

Inbound CCS

Outbound Calls

Outbound Aban
Calls

Avg Outbound
Trunk Hold Time

Outbound CCS

Trunk Failures

CentreVu Supervisor Release 9 Reports

Description

Average holding time for all incoming calls that
completed during the time period. Average holding
time includes time in vector processing, in queue,
ringing, talking, and on hold.

Total trunk occupancy by incoming calls during the
specified time period.

Number of outbound calls that were carried by this
trunk that completed during the specified time
period.

Number of outbound ACD calls (if you have the
Outgoing Call Management application on ASAI)
that abandoned at the far end.

Average holding time of all outgoing calls on this
trunk that completed during the specified time
period.

Total trunk occupancy of outgoing calls during the
specified time period.

Number of trunk failures for this trunk or total for
the trunk group. These can be hardware failures or
failures due to internal switch errors.

4-142

Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

sum( INTIME)/sum( INCALLS)
<AVG_TRK_HOLD_IN_SUM>

sum( |_INOCC)/100

sum( OUTCALLS)

sum( O_ABNCALLS)

sum( OUTTIME)/ sum(
OUTCALLYS)
<AVG_TRK_HOLD_ OUT_SUM>

sum( |_OUTOCC)/ 100

sum( FAILURES)
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Trunk Group Summary Report

Overview

Things to know about this
report

The Trunk Group Summary report shows the level of incoming and
outgoing call traffic for an individual trunk group. You could use this
report to verify that the number of trunks available to your splitsis
appropriate and to monitor the number of outgoing calls.

Here are some things to know about this report:

The Trunk Group Summary report is available in interval, dail
weekly, and monthly versions.

The database items for the Trunk Group Summary report are
stored in the htkgrp (interval), dtkgrp (daily), wtkgrp
(weekly), andmtkgrp (monthly) tables.

For both inbound and outbound calls, Call Carried = Calls
Answered + Calls Abandoned + Other Calls. Also, Other Call:
Calls Given a Busy Signal + Calls Disconnected by the Switcl
Calls Answered by an Unmeasured Agent.

The report item Centum Call Seconds (CCS) is the number of
100-second increments in which the trunk was busy during th
intrahour interval. A trunk is "seized" while the call is both in
gueue and connected to an agent. Therefore, wait time for
abandoned calls is figured into the CCS figures. For example
since a half-hour has 1800 seconds, the maximum CCS for e
trunk in a trunk group is 18 CCS. Multiplying 18 CCS by the
number of trunks in a trunk group gives you the maximum
occupancy for the trunk group, which you can then compare \
your actual CCS. If your intrahour interval is 15 or 60 minutes
your number will be different.

A Trunk Group Summary can have two entries for one interve
the trunk group termination changed during that interval. For
example, at the start of the interval, trunk group 2 terminates
VDN58803. During the interval the termination is changed to
VDN58804. The system shows two trunk group records for
reports (interval, daily, weekly, and monthly) containing the
interval in which the termination was changed.



Historical Reports

Trunk Group Summary Report

CentreVu Supervisor Release 9 Reports

4-144

The report item % Time All Trunks Busy, which is a good

indicator of how many callers being blocked (getting a busy
signal), should be a relatively low figure in most call centers.

e  This report uses the Trunk/Trunk Group/Busy Hour report inp
window. Select a trunk group that you want to view on the rep
See Trunk/Trunk Group Report Input Fieldsr more

information.

Trunk Group Summary

report example  Summary report.

The following figure provides an example of the Trunk Group

mTlunk Group Summary Daily - tkgrp1 = IEI il
Report Edit Format Tool: Optons: Help
Trunk Group Name: tkqrp1
Number of trunks:
Date Inbound ACD Inbound Other Avg Inb d Outb d Qutb d Outb d Qutb d Avg Outb d Outh d Quth d %Al %
Calls Calls Aban Calls Inbound CCS Calls ACD Aban Other Qutbound CCS Far End Blocked Trunks Mail
Calls Trunk Calls Calls Calls Trunk Comp Calls Busy Bus
Hold Hold
Time Time
[Totals 17499 9861 7633 5 22 5341.26 22823 0 0 22823 44 1142820 1199 0 1947 0.00
12:00-12:304M 602 463 138 1 15 8951 75 0 0 715 40 288,53 284 0 1872 0.00
12:30-1:008M 592 462 130 0 15 90,92 722 0 0 2 40 209 2 0 1817 00
1:00-1:30AM 535 406 129 0 15 8065 709 0 0 709 42 297.09 176 0 1656 0.00
1:30-2004M 508 385 124 0 6 81.28 79 0 0 719 43 3086.03 144 0 2400 000
200-2:304M 558 424 134 0 14 79.78 714 0 0 714 43 308,97 138 0 2139 000
4] | 3

| | 1 dadsleas

Trunk Group Summary
report description

Report Heading | Description

Trunk Group
Name:

Number of trunks;

Time (for interva
reports only)

Date, Week
starting, Month
starting

Inbound Calls

Name or number of the trunk group for which the
report was requested.

Number of trunksin the trunk group.

Intrahour intervals for which the report shows data
(selected in the report input window).

Day, week, or month for which the report was run
(selected in the report input window).

Total number of inbound calls carried by this trunk
group that completed during the specified time
period.

The following table describes the report fields.

Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

syn(TKGRP)

TRUNKS

STARTTIME, STARTTIME +
INTRVL

ROW_DATE

sum(INCALLS)
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Report Heading Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

ACD Cadlls Total number of inbound split/skill or direct agent  sum(ACDCALLYS)
calls answered by agents that completed during the
specified time period.

Inbound Aban Total number of inbound calls abandoned by the SUM(ABNCALLYS)
Cdlls caller during the specified time period.

Other Cdlls Number of inbound calls that were not answered as  sUm(OTHERCALLYS)
ACD calls or abandoned. Thisincludes calls that
were forced busy, disconnected, answered
extension-in calls, calls outflowed off the switch,
short inbound calls, and calls with unknown
dispositions.
Avg Inbound Average trunk holding timefor all incoming calls ~ sum(INTIME)/sum(INCALLYS)
Trunk Hold Time | that completed during the period. Thisistheaverage <AVG_TRK_HOLD IN_SUM>
length of time atypical incoming call made use of a
trunk (the trunk could not be used for another call
during that time).

Inbound CCS Total trunk occupancy by incoming calls during the ' sum(l_INOCC) (in seconds)/100
specified time period.

Outbound Calls ~ Number of outbound calls that were carried by this = sum(OUTCALLYS)
trunk group that completed during the specified

time period.
Outbound ACD Total number of outbound calls (if you have the sum(O_ACDCALLS)
Cadls Outgoing Call Management application on ASAI)

that were offered to one or more splits/skills and
handled by an agent in one of those splits/skills.

Outbound Aban  Number of outbound ACD calls (if you have the sum(O_ABNCALLYS)

Cadls Outgoing Call Management application on ASAI)

that abandoned at the far end.
Outbound Other  Number of outbound callsthat were not answered or  sum(O_OTHERCALLYS)
Cdls abandoned as ACD calls. Thisincludes calls that

were given a busy or disconnect by the switch,
extension-out cals, short outgoing calls, and calls of
unknown disposition.

Avg Outbound Average trunk holding time for outgoing cals sum(OUTTIME)/ sum(OUTCALLYS)
Trunk Hold Time | carried by this trunk group that completed during <AVG_TRK_HOLD OUT_SUM>
the specified time period.
Outbound CCS Total trunk occupancy of outgoing callsduringthe  sum(l_OUTOCC) / 100
specified time period.
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Report Heading Description

Outbound Far End | Number of outbound calls that were answered at the
Comp far end ( DEFINITY ECS switch only).

Outbound The number of outbound call attempts that were
Blocked Calls blocked because all the trunks were busy.

% All Trunks Percentage of time that all trunks were busy during
Busy the specified time period.

% Maint Busy Percentage of time that trunks were out of service
for maintenance during the specified time period.

CentreVu Supervisor Release 9 Reports
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Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

sum(COMPLETED)

sum(BLOCKAGE)

For interval

100*sum(ALLINUSETIME) /
sum(INTRVL*60) For daily:
<PERCENT_AL_BSY_SUM_D>
For weekly:
<PERCENT_AL_BSY_SUM_W>
For monthly:
<PERCENT_AL_BSY_SUM_M>

for interval:

100*sum(MBUSY TIME) /
(avg(INTRVL*60)* sum(TRUNKYS))
For daily:
<PERCENT_MBUSY_SUM_D>
For weekly:
<PERCENT_MBUSY_SUM_W>
For monthly:
<PERCENT_MBUSY_SUM_M>
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Purpose

Organization

This section describes VDN reports.

This following topics are described:

General Information About VDN Reports
VDN Reports Selector Window

VDN Reports Input Fields

VDN Busy Hour Report

VDN Call Profile Report

VDN Graphical Busy/Abandon/Disconnect Comparison Repo
VDN Graphical Call Profile Report

VDN Graphical Service Level Report
VDN Multi-ACD Flow Report

VDN Report

VDN Skill Preference Report
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Genera Information About VDN Reports

What a VDN Report
contains

Organization of VDN
reports

The VDN reports give you the following specific information about
VDNSs and vectors:

A summary of incoming ACD call-handling performance for a
specified VDN

»  Specific call data for a single VDN

The number of calls answered by a measured agent or calls
connected to a non-ACD destination (like an attendant) and tt
abandoned calls that were processed by a VDN in a selected
period

*  For the busiest hour in a selected day, call-handling data for
selected VDNs

e Call-handling data for several VDNs and ACDs.

The following list shows how the VDN reports are structured in
CentreVu Supervisor :

*  Busy Hour

e  Call Profile: Daily, Weekly, Monthly

e Graphical Call Profile: Daily

*  Graphical Busy/Abandon/Disconnect: Daily

*  Graphical Service Level: Interval

*  Multi-ACD Flow: Daily, Weekly, Monthly

* Report: Interval, Daily, Weekly, Monthly

»  Skill Preference Report: Interval, Daily, Weekly, Monthly
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VDN report selector  The following figure is an example of the VDN Reports selector
window  window. The reports are explained in the same order as listed in the

window.
Select a Report ﬂﬁl
Real Time ] Hiztorical ] Integrated ]
Fun Report for ACD: Beport:
I 1E_dads1eas j Buzp Hour o
Etizrs Call Prafile Daily
[agert Call Profile Monthly
Other Call Profile 'weekly
Split/S il Graphical Call Profile Daily

Spstemn Graphical Service Level Interval

TrunksTrunk Grow
e — | 5] HuiACD Flow Daiy

“ector Multi-AC0 Flow Monthly

Multi-ACD Flow WwWeekly

Repart [Skil] Daily =
— Dezcription

Shoves, for one or mare YDM =, call handling data for the busiest hour in a day

Script... | Properties | Copy | Delete | Help |
oK | Eit | New | Concel |

O
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VDN Report Input Fields

VDN reportinput fields  The following table describes the input fields on historical VDN report
input windows. Not all reportsuse all fields; refer to information for the
specific report you are running to determine what you want to view.
You will generally select aVDN to run the report.

All possible fields on this window are described here:

Field Definition

VDN: Enter the name or number of the VDN you want to
include in the report.

Date: Enter the date you would like the report to cover:

* A month/day/year (for example, 3/21/96).

* A minus (-) offset based on today’s date (for
example, -1 for yesterday).

Times: (interval) Enter the time you would like the report to cover.
Use any of the following formats:

e  AM/PM (for example, 7:30AM-5:00PM)

* Military time (for example, 7:30-17:00).

* Youcanusea"-" offset based on today’s date
(for example, -1 for yesterday).

e Select the information from the pull-down list
of previously used items. During each CMS
session, Supervisor recalls the items you have
selected for each input field. You can use the

pull-down list to select an item for the input
field.

* Usethe Browse button to view all available
items for the input field, and then select a
item(s) for the input field. When you select the
Browse button, awindow opens that lets you
select itemsfor the input field.

Destination: Choose a report destination. You can select View
Report on Screen or Print Report on: and then use
the Select Printer button to print the report on any
Windows printer. The default printer is shown.
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VDN Busy Hour Report

Overview

Things to know about this
report

VDN Busy Hour report
example

The VDN Busy Hour report shows call handling data for the busiest
hour in the selected day for each selected VDN.

The busiest hour isthe set of contiguousintervals, totaling an hour, that
had the highest number of incoming callsfor the VDN. For example, if
your system stores data in 15-minute intervals, the busiest hour might
be the four intervals from 10:15 am. to 11:15 a.m. or the four intervals
from 4:30 p.m. to 5:30 p.m.

Here are some things to know about this report:

»  The "Calls Offered" report item includes all calls that entered
VDN.

« The VDN Busy Hour report is available in interval version onl

* The database items used in the VDN Busy Hour are stored in
hvdn (interval) table.

*  This report uses the VDN report input window. Select a VDN t
you want to view on the report. S&DN Report Input Field$or
more information.

The following figure provides an example of the VDN Busy Hour
report.

fg‘u"DN Busy Hour -|O] x|

Bepaort Edit Format Tool:  Options  Help

Date: 3/27}98

VDN Name Busy Inbound ACD Awvwg Aban Forced Forced Other
Hour Calls Calls ACD Calls Busy Disc Calls
Time Calls Calls
VDN 12:308M 854 591 08 283 0 0 0

Double Click To Run Format Table | 16_dadsleas v
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VDN Busy Hour report  The following table describes the report fields.

description
Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>
Date Day for which the report was run (selected in the ROW_DATE
report input window).
ACD ACD associated with the VDNs in the report. This  syn(ACD)
ACD isawaysthe current ACD.
VDN Name Number or name of each VDN for which thereport | syn( VDN)
shows data (selected in the report input window).
Busy Hour Busiest hour isthe set of contiguous intervals BH_STARTTIME

totaling an hour that had the highest number of
completed incoming calls to the associated VDN.

Inbound Calls Number of callsto the VDN that were completedin = BH_VDNCALLS
the busy hour.

ACD Calls Number of callsto the VDN completed duringthe = BH_ACDCALLS
busy hour that were answered by an agent as split/
skill or direct agent calls.

Avg ACD Time  Averagetime that agents spent talking to callerson = BH_ACDTIME/
split/skill and direct agent ACD callsthat completed BH_ACDCALLS
during the busy hour to the VDN. This does not
include HOLDTIME.

Aban Calls Number of callsto the VDN that were abandoned BH_ABNCALLS
during the busy hour.
Forced Busy Number of callsthat received aforced busy signal BH_BUSYCALLS
Cdls while being processed by the VDN (in the busy
hour).

Forced Disc Calls = Number of calls that received aforced disconnect BH_DISCCALLS
while being processed by the VDN (in the busy

hour).

Other Calls Number of calls that connected to a non-ACD BH OTHERCALLS-
destination while being processed by the VDN (in  BH_BUSYCALLS-
the busy hour). BH_DISCCALLS
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VDN Call Profile Report

Overview

Things to know about this
report

The VDN Call Profile report displays the numbers of answered/
connected and abandoned calls within each of the administered service
level increments for the VDN during the selected time period. The
VDN Call Profile report also displays the acceptable service level
administered for the VDN and the percentage of calls completed during
the reporting period that were answered/connected within that service
level.

Because this report shows you how long it takes for callsto be
answered or abandoned, you can determine how long callersarewilling
to wait for agents before hanging up. With thisinformation, you can
determine the answering speed required to reduce the number of
abandoned calls.

Here are some things to know about this report:

The VDN Call Profile report is available only if the Veectoring
feature has been purchased and authorized for you to use.

» Each of the ten columns represents a progressively longer we
time. For example, the first column shows calls answered/
connected in less than or equal to PERIOD1 seconds, the se
column shows calls answered/connected in less than or equa
PERIOD2 seconds, but greater than PERIOD1 seconds, and

» Calls receiving a forced busy or disconnect and calls that outf
(for example, routed to another VDN) are not considered in th
VDN Call Profile report.

« The VDN Call Profile report is available in daily, weekly, and
monthly versions.

* The database items used in the VDN Call Profile report are st
in the dvdn (daily), wvdn (weekly), andmvdn (monthly) tables.

e  This report uses the VDN report input window. Select a VDN t
you want to view on the report. S&ON Report Input Field$or
more information.
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You must define your acceptable service level and service level
incrementsfor thisVDN inthe VDN Call Profile Setup window. If you
do not define your service level and increments, zero (0) is used for all
increments, and all calls appear in the first increment. See the
CentreVu” Call Management System Release 3 Version 9
Administration585-214-015 document for more information.

The following figure provides an example of the VDN Call Profile

example  report.
£3 VDN Call Profile Daily - VDN1 - ol x|
Beportt Edit Format Tool: Qption:  Help
Date: 327198 Service Intervals Changed: n
YDN: YDNI1 Acceptable Service Changed: n
% Within Service Level:
Second: 0 - 10 - 1% - 18 - 24 - 29 -34 - 40 - 45 - hh - >
ACD + Conn Calls: 903 0 ] ] 0 0 0 ] ] 0
Aban Calls: 0 0 0 0 I} 0 0 I} 0 0
ACD + Conn Calls: 903 Aban Calls: 0
Avg Speed of Ans + Conn: -01 Avg Aban Time:
% Ans + Conn!  s=was % Aban Calls: Nili]
| B_dadsleas

VDN Call Profile report
description

Report Heading | Description

Date, Week Day, week, or month for which the report was run

Starting, Month | (selected in the report input window).

Starting

VDN Number or name of the VDN for which the report
shows data (selected in the report input window).

ACD ACD name or humber for which the report was run.

% Within Service  Percentage of incoming callsto the VDN that were

Level answered by a measured agent or connected to a

non-ACD destination within the service level (as
specified in the VDN Call Profile Setup window).

Indication (YES/NO) as to whether the call profile
increments (in the VDN Call Profile window) were
changed within the time frame of the report.

Service Intervals
Changed

The following table describes the report fields.

Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

ROW_DATE

syn( VDN)

syn( ACD)

100* (sum( ACCEPTABLE)/ sum(

INCALLS)),
<PERCENT_SERV_LVL_VDN >

syn(YES_NO)
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Report Heading

Acceptable
Service Changed

Seconds

ACD+Conn Calls

Aban Calls

ACD+Conn Cdlls
(total)

Avg Speed of
Ans+Conn

% Ans+Conn

Aban Calls
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Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Indication (YES/NO) as to whether the acceptable | syn(YES _NO)
servicelevel (inthe VDN Call Profile Setup

window) was changed within the time frame of the

report.

Lower and upper limits in seconds of each service | PERIOD1-9
level increment (as defined in the VDN Call Profile

Setup window). These increments represent

progressively longer wait time segmentsin which

calls may be answered by a measured agent,

connected to anon-ACD destination, or abandoned.

Number of calls that, while carried by this VDN, sum( ANSCONNCALLSL), sum(
were answered by a measured agent or were ANSCONNCALLS2), through
connected to anon-ACD destination within each of ' SUM(ANSCONNCALLS10)

the service level increments. Connected means calls

answered at anon-ACD destination.

Number of incoming callsto the VDN that hung up  sum( ABNCALLS1), sum(
before they could be answered within each of the  ABNCALLS2), through
service level increments. sum(ABNCALLSI10)

Number of callsthat, while being carried by this sum( ACDCALLS +
VDN, were answered by an agent or were connected  CONNECTCALLS)
(to a non-ACD destination). “Connected” means

calls answered at a non-ACD destination.

Average time, in minutes and seconds, that calls sum( ANSTIME +

completed in this interval waited before they wereCONNECTTIME) / sum(
answered by an agent or were connected (to a Nn&EDCALLS + CONNECTCALLS)
ACD destination). This average includes direct

agent calls. “Connected” means calls answered at a

non-ACD destination.

Percentage of calls to the VDN answered by a | 100*(sum( ACDCALLS +
measured agent or connected to a non-ACD CONNECTCALLS) / sum(
destination within the service level. “Connected” INCALLS)),
means calls answered at a non-ACD destination.<PERCENT_VDN_ANSCONN >

Number of calls that were abandoned while beingum( ABNCALLS)
carried by the VDN.
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Report Heading

Avg Aban Time

% Aban

Description
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Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Average time that calls waited before the callers sum( ABNTIME)/ sum(

abandoned them.

ABNCALLS),
<AVG_ABANDON_TIME_SUM>

Percentage of calls that abandoned while carried by = 100* (sum( ABNCALLS) / sum(

thisVDN.

INCALLY)),
<PERCENT_VDN_ABAN>
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VDN Graphical Busy/Abandon/Disconnect Comparison Report

Overview

Things to know about this
report

This report shows the percent of busy, abandon, and disconnect for
summarized VDNsin one ACD for the date you specify.

Here are some things to know about this report:
The selected ACD is displayed at the bottom right of the repo

* Alegend on the right side of the report shows the color schem
% Busy, % Abandon, and % Disconnect.

* % Busy refers to the percentage of the total calls that are bus
all VDNs on the ACD.

* % Abandon refers to the percentage of the total calls that
abandoned for all VDNs on the ACD.

* % Disconnnect refers to the percentage of the total calls that
disconnected for all VDNs on the ACD.

» The chart type can be changed. See Chapter 2, “Using Repc
for more information.

» This report is only available for R8 or [at&EFINITY ACDs.
* The database items are stored in then (daily) table.

e This report is only available through t@entreVu Supervisor
interface.

*  This report uses the VDN report input window. Select a VDN t
you want to view on the report. S&DN Report Input Field$or
more information.
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VDN Graphical Busy/  Thefollowing figure provides an example of the VDN Graphical Call
Abandon/Disconnect Profile report.

Comparison report
examp le i,% Busy/Abandon/Disconnect Comparizon

Beport Edit Format Tool: Option:  Help

YOis: BSR to Boston;Design

0.07
0.06
0.05
o
g 004
B P Aban
3 0.03 % Busy
0.02 = M = Disc
0.01 —
0.00
8i2/99 8/9/99 8/16/99
Dates
Double Click To Run Farmat Chart | sTi0 -
VDN Graphical Call Profile  The following table describes the report fields.
report description
Report Heading | Description Database Item, Calculation, or

Database Item, Calculation, or
<Calculation Name>

Date: The day for which the report was run (selected in ROW_DATE
the report input window).

VDN: The number or name of the VDN for which the VDN or syn(VDN)
report shows data (selected in the report input
window).

ACD ACD name or number that is sending calls to the syn( ACD)
VDN.

Abandon The percentage of the total number of callsin al 100 * (sum(ABNCALLY
VDNSsin the selected ACD that abandoned onthe  sum(INCALLYS)). Note that this
selected date. calculation is not astandard CM S

calculation it isonly available
through reports.
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Report Heading

Busy

Disconnect

Description

The percentage of the total number of callsin all
VDNSsin the selected ACD that were busy for the
selected date.

The percentage of the total number of callsin all
VDNsin the selected ACD that disconnected on the
selected date.

4-159

Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

100 * (sum(BUSYCALLYS)/
sum(INCALLYS)). Note that this
calculation is not a standard CMS
calculation it isonly available
through reports.

100 * (sum(DISCCALLS)/
sum(INCALLS)). Note that this
calculation is not a standard CMS
calculation itisonly available
through reports.
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VDN Graphical Call Profile Report

Overview

Things to know about this
report

This report shows how callsto the VDN you specify are being handled
compared to your call center’s predefined Acceptable Service Level for
the date you specify.

Here are some things to know about this report:

This report has four charts and displays a collection of VDN ¢
profile related data items at the top of the report. The box to tl
right of each chart is a legend.

* The three-dimensional pie chart in the upper-left quadrant she
the percentage of ACD calls answered within the predefined
Acceptable Service Level and the percentage of ACD calls
answered outside this level. The numerical value representec
each pie piece is shown inside the pie chart.

* The stacked area graph in the lower-left quadrant shows the
number of ACD calls answered and abandoned within each
service level. Note that the number displayed for each service
interval is the upper limit of the interval. (For example, if the fi
two intervals are "5" and "10," the first data point shows answ
abandons within 0-5 seconds, and the second data point sho
answers/abandons within 6-10 seconds.)

» The three-dimensional pie charts on the right side of the repo
show the Percentage Answered Distribution and the Percente
Abandoned Distribution. The numerical value represented by ¢
pie piece is shown inside the pie chart.

* The chart type can be changed. See Chapter 2, “Using Repc
for more information.

* The database items are stored in then (daily) table.

»  This report is only available through t@entreMu Supervisor
interface.

e  This report uses the VDN report input window. Select a VDN t
you want to view on the report. S&ON Report Input Field$or
more information.
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VDN Graphical Call Profile  The following figure provides an example of the VDN Graphical Call
report example  Profile report.

£ZVDN Call Profile Daily - ¥DN1 -|ol x|
Hepot Edit Format Tool: Options  Help

Date: 327798 ACD Calls: Service Level:

VDN: VDN1 Aban Calls: wcceptable Service Changed:

Service Intervals Changed:

Service Interval Galls Answered % Answered Distribution

100 n Laval 10 mes # mos
Outside 15 mos 40 s
100% | REE™™ 45 mos

24 mes 55 mes

29 mes ACD Calls

Service Interval Answerand Abandons

x

Seconds

P % Abandoned Distribution

34

3
2
£ 24 ACD Calls 10 -- 24 -
g Atan Calls 15 - 40 --
i s | REH 45
“ |

T 24 -- 55 --

a 500 1000
29 -- Aban Calls
Mo, Calls
Double Click To Fun Format Chart | 16_dadzleaz Z

VDN Graphical Call Profile  The following table describes the report fields.
report description

Report Heading | Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Date: The day for which the report was run (selected in ROW_DATE
the report input window).
VDN: The number or name of the VDN for which the VDN or syn(VDN)
report shows data (selected in the report input
window).
ACD Cdls: Thetotal number of calls answered withinthe VDN = ACDCALLS
for that day.
Aban Calls: Thetotal number of VDN calls abandoned for that | ABNCALLS
day.
Service Level Shows administered acceptable service level. SERVICELEVEL
Service Intervals | Shows whether or not the service level was syn( SVCLEVELCHG)
Changed changed. A "YES" appearsif the acceptable service

level changed during the period covered by the
report. Otherwise, a"NO" appears.
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Service Interval
Calls Answered

Service Interval
Calls Answered

Service Interval
Answers and
Abandons

Service Interval -
seconds

% Answered
Distribution
% Abandoned
Distribution
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Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

The number of callsthat, while connected to this sum ( ANSCONNCALLSL), sum (
VDN, were answered by an agent or were connected  ANSCONNCALLS2 through 10)
to anon-ACD destination within each of the service
level increments. Connected means calls that were
answered at anon-ACD destination.

Percentage of split/skill ACD calls that were
answered by an agent within the predefined
acceptable service level. Calls to the split/skill
include abandoned calls, calls not answered, and
outbound ACD calls placed by an adjunct (for
example, outbound predictive dialing). Calls that
were not answered may include forced busy calls,
forced disconnect calls, calls redirected to another
destination, and calls queued to more than one split
and answered in another split/skill. Percent Within
Service Level does not include direct agent calls.
Percentage of split/skill ACD calls that were
answered by an agent within the predefined
acceptable service level. Calls to the split/skill
include abandoned calls, calls not answered, and
outbound ACD calls placed by an adjunct. Callsthat
were not answered may include forced busy calls,
forced disconnect calls, calls redirected to another
destination, and calls queued to more than one split
and answered in another split/skill. Percent Within
Service Level does not include direct agent calls.
The lower and upper limit in seconds of each
service level increment (as defined in the VDN Call
Profile Setup window). These increments represent
progressively longer wait time segments in which
calls may be answered or abandoned.

A chart displaying the distribution of the percent of
calls answered for the day across al intervals.

A chart displaying the distribution of the percent of
calls abandoned for the day across all intervals.

<PERCENT_SERV_LVL_SPL>

< <100-
PERCENT _SERV_LVL_SPL>

PERIOD1-9

None.

None.
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VDN Graphical Service Level Report

Overview

Things to know about this
report

This report shows the percentage of ACD calls answered within the
predefined Acceptable Service Level and the percentage of ACD calls
abandoned for the date and VDN that you specify.

Here are some things to know about this report:

Each set of vertical bars is labeled with the start time for the
service interval. The box below the graph is a legend.

» The chart type can be changed. See Chapter 2, “Using Repc
for more information.

* The database items used for the report are stored inhthe
(intrahour interval) table.

»  This report is only available through t@entreMu Supervisor
Interface.

e This report is only available through t@entreVu Supervisor
interface.

e  This report uses the VDN report input window. Select a VDN t
you want to view on the report. S&ON Report Input Field$or
more information.
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VDN Graphical Service  The following figure provides an example of the VDN Graphical
Level report example  Service Level report.

i,% VDN Service Level Interval - Electronics Inc.
Beport Edit Format Toolz Optionz Help
Date: 81709 Seconds 6
YOi: Electronics Inc. Acceptable Sernice Changed: NO
100
a0 1414444114444+ H 1441
& G A1444497144 44441144444
m
[
& 40 4441444444444+ 44T 4114t 14 A
20 4444444444444 44 HA 14 4441444414111 A
D =5 ] =+ = = s = =5 = = s = e = = =
TUFFF ) FEF0FFE | E T
R R R R = I I = T R~ - R~ R B~ R
I I - T T = R A L S -
P Wiithin Service Lewvel % Aban Calls
Double Click To Run Format Chart | 5710 i

VDN Graphical Service  The following table describes the report fields.
Level report description

Report Heading Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Date: The day for which the report was run (selected in ROW_DATE
the report input window).
VDN: The number or name of the VDN for which the VDN
report shows data (selected in the report input
window).
Seconds Shows actual administered service level. SERVICELEVEL
Acceptable Shows whether or not the service level was syn( SVCLEVELCHG)

Service Changed | changed. A "YES' appearsif the acceptable service
level changed during the period covered by the
report. Otherwise, a"NO" appears.
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Report Heading

% Within Service
Level

% Aban Calls

Times

Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

The percentage of incoming callsto the VDN that <PERCENT_SERV_LVL_VDN>
were answered by a measured agent or connected to

anon-ACD destination within the service level (as

specified in the VDN Call Profile Setup window).

Dataare for each specified intrahour interval or day

(selected in the report input window).

The percentage of incoming callsthat were <PERCENT_VDN_ABAN>
abandoned in the VDN.

Intrahour intervals for which the report showsdata  STARTTIME or STARTTIME +
(as selected in the report input window). INTRVL
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VDN Multi-ACD Fow Report

Overview

Things to know about this
report

The VDN Multi-ACD Call Flow report shows call-handling data for
the VDNs and the ACDs you select. This report can display
information on up to eight ACDs.

Here are some things to know about this report:

This report is only available if the Vectoring feature has been
purchased and authorized for you to use.

*  You must have the Lookahead Interflow feature active on you
ACD to get Lookahead Attempts and Completions data.

 The VDN Flow Out report item includes only calls that route t
another VDN and route to an external (off-switch) destination.

 The VDN Flow Interflow report item includes both Lookahead
Interflow and non-Lookahead Interflow call completions.

e  The VDN Multi-ACD Call Flow is available in daily, weekly, an
monthly versions.

. The database items used in the VDN Multi-ACD Call Flow are
stored in thedvdn (daily), wvdn (weekly), andmvdn (monthly)
tables.

*  You cannot customize this report.

e  This report uses the VDN report input window. Select a VDN t
you want to view on the report. This report can display
information on up to eight ACDs. SeéDN Report Input Fields
for more information.
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The following figure provides an example of the VDN Multi-ACD

$Z VDN Multi-ACD Flow Daily
Feport Edit Foimat Toolz: Options  Help

Date: 3/27/98

=1o1x]

¥DN Name ACD Inbound ACD Aban Busy Backup Flow Flow VDN Lookahead Lookahead Adjunct Adjunct
Calls Calls Calls + Disc ACD In Out  Interflow Interflow Interflow  Routing  Routing
Calls Calls Att ts C leti Attempts Completi
[Totals 9841 4735 5108 0 4735 808 0 0 0 0 0 0
YDM1 ro_dadsleas 9641 4735 5108 0 4735 806 0 0 0 0 0 0
| | 1E_dads1eas /ﬂ

description

Report Heading Description

Date, Week
Starting, Month
Starting

VDN Name

ACD
Inbound Calls

ACD Cals

Aban Cadlls

Day, week, or month for which the report was run
(selected in the report input window).

Number or name of each VDN for which the report
shows data (selected in the report input window). If
the same VDN name or number is used on two or
more ACDs, that name or humber will be repeated
for each ACD.

ACD that contains the associated VDN in the report.
Number of callsto the VDN that were completed in
the specified time period.

Number of split/skill and direct agent ACD callsto
the VDN completed during the specified time
period that were answered by an agent.

Number of ACD callsto the VDN that hung up
before being answered during the specified time
period.

The following table describes the report fields.

Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

ROW_DATE

syn( VDN)

syn( ACD)

INCALLS sum(INCALLYS) (for the
"Totals" line)

ACDCALLS sum(ACDCALLYS)
(for the "Totals" line)

ABNCALLS sum(ABNCALLYS)
(for the "Totals" line)
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Report Heading

Busy+Disc Calls

ACD Cals

Flow In

Flow Out

VDN Interflow

Lookahead
Interflow
Attempts

Lookahead
Interflow
Completions

Description

Number of callsto the VDN that, during the
specified time period, received aforced busy signa
or disconnect.

Number of callsthat, in the specified time period,
were answered by an agent in a backup split/skill
(split/skill other than the main split/skill) while
carried by the VDN. This report item includes
messaging split/skill calls, check backup calls, route
to split/skill calls, and direct agent calls.

Number of callsthat, in the specified time period,
were redirected to this VDN viaa"route to" VDN.
Calls are counted regardless of whether they
remained connected to the VDN, were abandoned,
or were subsequently routed to some other
destination.

Number of callsthat, in the specified time period,
were routed to another destination via a'route to"
VDN or external destination. It does not include
calls routed to another vector viaa"go to vector"
step.

Number of callsthat, in the specified time period,
were routed from this VDN to a destination outside

the switch. Thisreport item includes L ookahead
Interflow calls.

Number of times that, in the specified time period,
the switch attempted to route from this VDN using
the Lookahead Interflow feature.

Number of callsthat, in the specified time period,
the switch successfully routed from this VDN using
the Lookahead Interflow feature.
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Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

BUSYCALLS+ DISCCALLS,
<BUSY_DISCONNECT>
sum(BUSY +DISCCALLYS) (for the
"Totals" line)

BACKUPCALLS
sum(BACKUPCALLYS) (for the
"Totas" line)

INFLOWCALLS
sum(INFLOWCALLYS) (for the
"Totals" line)

OUTFLOWCALLS
sum(OUTFLOWCALLYS) (for the
"Totals" line)

INTERFLOWCALLS
sum(INTERFLOWCALLYS) (for the
"Totas" line)

LOOKATTEMPTS
sum(LOOKATTEMPTY) (for the
"Totas" line)

LOOKFLOWCALLS
sum(LOOKFLOWCALLYS) (for the
"Totals" line)
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Attempts

Adjunct Routing
Completions

Description
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Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Number of timesthat, in the specified time period,a = ADJATTEMPTS

VDN attempted to request routing from an adjunct.  sSUm(ADJATTEMPTS) (for the
This report item includes unsuccessful adjunct "Totals" line)

routing attempts, which means the adjunct was not

able, within the given amount of time established in

the vector, to route the call.

Number of calls that, in the specified time period, ADJROUTED sum(ADJROUTED)
were successfully routed by an adjunct viaan (for the "Totals" line)

"adjunct routing” command in a vector. This report

item includes direct agent calls completed viathe

adjunct.
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Overview

Things to know about this
report

The VDN Report givesyou historical information for a specified VDN
and period of time. The interval, daily, weekly, and monthly VDN
Reports display, for a particular VDN, various types of data that show
how well callsto that VDN were handled.

Here are some things to know about this report:

This report is only available if the Vectoring feature has been
purchased and authorized for you to use.

If you have Expert Agent Selection (EAS), the VDN report
includes three VDN Skill Preference columns on the right-han
side of the report.

The "go to vector" command allows the ACD to process calls
using more than one vector, even though those calls remain
connected to the original VDN. Thus, for a report item like "Ce
Ans in Main," the main splits in which calls are answered may
referenced in a vector other than the first vector to which the Vv
is assigned.

The VDN Report is available in interval, daily, weekly, and
monthly versions.

The database items used in the VDN report are stored invthe
(interval), dvdn (daily), wvdn (weekly), andmvdn (monthly)
tables.

This report uses the VDN report input window. Select a VDN t
you want to view on the report. S&DON Report Input Field$or
more information.
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ZZ VDN Report Daily - VDN1
Beport Edit Format Tool: QOptions  Help

VDN: VDN1

=10 x|

Date Vector Inbound Flow ACD Awg Avg Awg Main Backup Connect Awg Aban Avg Forced Forced Flow Awvg

Calls In Calls Speed ACD ACW ACD ACD Calls Connect Calls Aban Busy Disc Out VDN

1st
Skill

2nd

Skill

3rd
Skill

Ans  Time Time Calls Calls Time Time Calls Calls Time Pref Pref Pref
[Totals 9841 808 4735 .03 07 :00 0 4735 0 5106 A0 0 0 1] 26
327/98 1968 161 @47 03 07 0 o 9 0 1021 40 0 0 0 26 01 02 Jix]
3/26/98 1980 164 940 02 06 00 0 940 0 1000 38 0 0 0 25 0z 04 05
329198 1976 1586 954 03 06 02 Q 954 il 1042 42 0 0 0 2 o 02 03
3130198 1962 172 @0 03 w07 00 0 950 0 1030 40 0 0 0 % 0 05w
3131798 1986 152 944 02 08 00 0 94 0 102 40 0 0 0 ] 05 o 03

|| 16_dadsleas

VDN Report description

Report Heading

Date, Week
Starting, Month
Starting

VDN Name
ACD
Time (for Interval

reports only)
Vector

Inbound Calls

Description

Day(s), week(s), or month(s) for which the report
was run (selected in the report input window).

Number or name of the VDN for which the report
shows data (selected in the report input window).

ACD name or humber that is sending calls to the
VDN.

Intrahour intervals for which the report shows data
(selected in the report input window).

Number of the vector to which the VDN is assigned.
If the VDN-vector association changed during the
reporting period, two rows appear in the report for
that period, one for each vector associated with the
VDN.

Number of callsto the VDN within the specified
time period. Calls are counted regardless of whether
they were answered in the VDN, were abandoned,
or were routed to some other destination.

The following table describes the report fields.

Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

ROW_DATE

syn( VDN)

syn( ACD)

STARTTIME, STARTTIME +
INTRVL

VECTOR

INCALLS sum(INCALLYS)
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ACD Cals

Avg Speed Ans

Avg ACD Time

Avg ACW Time

Main ACD Cadlls

Backup ACD
Cdls
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CentreVu Supervisor Release 9 Reports

4-172

Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Number of calls that, in the specified time period, INFLOWCALLS
were redirected to this VDN viathe"routeto VDN" | sum(INFLOWCALLYS)
vector command. Calls are counted regardless of

whether they were answered in the VDN, were

abandoned, or were routed to some other

destination.

Number of split/skill and direct agent ACD calls ACDCALLSsum(ACDCALLYS)
completed during the reporting period that were

answered while carried by the VDN. Thisincludes

calsfrom "queueto," "check," "route to" split/skill,

and "adjunct routing" to a split/skill or direct agent.

Averagetime, in minutes and seconds, split/skill and = ANSTIME/ ACDCALLS,
direct agent ACD calls waited before they were <AVG_ANSWER_SPEED>
answered by an agent. <AVG_ANSWER_SPEED_ SUM>

Averagetalk time, in minutes and seconds, for split/ ' ACDTIME/ ACDCALLS,
skill and direct agent ACD callsfor thisVDN. This | <AVG_ACD_TALK_TIME>

does not include HOLDTIME. <AVG_ACD_TALK_TIM_SUM>
Average amount of time, in the specified time ACWTIME/ ACDCALLS
period, that agents spent in after-call work for split/  <AVG_ACW_TIME>

skill and direct agent ACD callsto this VDN. <AVG_ACW_TIME_SUM>
Number of callsto the VDN completed duringthe ~ ACDCALLS- BACKUPCALLS
specified time period that were answered by an sum( ACDCALLS) - sum(

agent inamain split/skill. The calsaredirectedto | BACKUPCALLYS)
the main split/skill by the "queue to" vector
command. Thisitem does not include direct agent

cals.
Number of callsto the VDN completed duringthe = BACKUPCALLS
specified time period that were answered by an sum(BACKUPCALLYS)

agent in abackup split/skill (split/skill other than the
main split/skill). The calls can be directed to a
backup split/skill by a"check backup," "messaging
split/skill," or "route to split/skill" or direct agent
vector command. Thisitem does include direct
agent calls.

Number of callsto the VDN that were connectedto = CONNECTCALLS
a non-ACD destination. “Connected” means calls
answered at a non-ACD destination.
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Report Heading Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Avg Connect Average time, in minutes and seconds, that callsto =~ CONNECTTIME /
Time the VDN waited before connecting to anon-ACD CONNECTCALLS,
destination. CentreVu CM S tracks time starting <AVG_CONNECT_TIME>
from the moment a call connects to the VDN and <AVG_CONNECT_TIME_SUM>
ending the moment the call connectsto the
destination. “Connected” means calls answered at a
non-ACD destination.

Aban Calls Number of calls to the ACD that hung up while = ABNCALLS sum(ABNCALLS)
being carried by this VDN. The number of calls  (for the "Totals" line)
applies to the specified time period.

Avg Aban Time  Average time, in minutes and seconds, that ABN TIME/ ABNCALLS,
abandoned calls waited in this VDN before they  <AVG_ABANDON_TIME>
were abandoned. This average, which applies to #&/G_ABANDON_TIME_SUM>
specified time period, includes direct agent calls. (for the "Totals" line)

% Aban The percentage of calls offered to the VDN that 100 * ABNCALLS/INCALLS
abandoned.

Forced Busy Calls Number of calls that, for the specified time perioBUSYCALLS sum(BUSYCALLS)
received a forced busy signal while being carried tfgr the "Totals" line)
the VDN.

Forced Disc Calls Number of calls that, in the specified time periodDISCCALLS sum(DISCCALLS)
received a forced disconnect while being carried tfpr the "Totals" line)

the VDN.

% Busy The percentage of total calls offered to the VDN tH&0 * BUSYCALLS/INCALLS
were forced busy by a vector step.

Flow Out Number of calls that, for the specified time pericdDUTFLOWCALLS

were routed to another VDN or external destinaticum(OUTFLOWCALLS) (for the
via a "route to" step or "adjunct routing" commandTotals" line)

It does not include calls routed to a new vector via a

"go to vector" command.

% Flow Out The percentage of total calls offered to the VDN th&0 * OUTFLOWCALLS/
were directed to another VDN. INCALLS

Avg VDN Time  Average time, in minutes and seconds, that calls INTIME/INCALLS,
were carried by the VDN, including talk time. This<AVG_VDN_TIME>
average, which applies to the specified time pericddvVG_VDN_TIME_SUM> (for the
is for all calls, including direct agent calls, "Totals" line)
abandoned calls, disconnected calls, interflowed
calls, and so on.
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Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

For switcheswith EAS only, the first skill assigned = SKILL1
to thisVDN.

For switches with EAS only, the second skill SKILL2
assigned to this VDN.

For switcheswith EAS only, the third skill assigned = SKILL3
to thisVDN.
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VDN Skill Preference Report

Overview  The VDN Skill Preference report shows the number of calls answered,
averagetalk time, and average after call work timefor callsto the VDN
by skill preference for which they were answered. The report lists
information for the first, second, and third VDN skill preferences.

Things to know about this  Here are some things to know about this report:

report

If the VDN skill preferences are referred to explicitly in the vec
(for example, "queue to skill xx" instead of "queue to skill 1st"
the calls answered for that skill are included in this report.

The VDN Skill Preference report is available in interval, daily,
weekly, and monthly versions.

The database items used in the VDN Skill Preference report ¢
stored in thehvdn (interval), dvdn (daily), wvdn (weekly), and
mvdn (monthly) tables.

This report uses the VDN report input window. Select a VDN t
you want to view on the report. S&ON Report Input Field$or
more information.

VDN Skill Preference report  The following figure provides an example of the VDN Skill Preferer
example  report.

;7 VDN Skill Preference Daily - Electronics Inc.

Feport Edit Format Tool: Options  Help
YOM: Electronics Inc.

Date Yectar Inhound  Awg Aban Avg ACD Awg Ay 1st 1st st 1st Znd  Znd 2nd 2nd - 3rd 3rd 3rd 3rd

Calls Speed Calls Aban Calls ACD  ACW  Skill  Skill Skl Skill  Skill  Skill  Skill  Skill  Skill  Skill  Skill  Skill

Ans Time Time Time Pref  ACD  Avg Ay Pref ACD  Avg Avg  Pref  ACD Awg Avg

Calls ACD  ACW Calls  ACD AW Calls  ACD ACW

Time Time Time Time Time Time
Totals 191100 :08 75 10g rrrre M6 02 0 0 0
812099 2 50304 05 ] :01450239 o8 000 0 0 a 0 i]
Brarag 2 5816 05 9 01 a807 10 000 0 0 1] 0 i]
8/9ra9 998 24712 05 35 0024677 10 000 0 0 1] 0 i]
areag 2 110268 09 26 (24 21 0 0 0 1] 0 1]

st ,
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VDN Skill Preference report  The following table describes the report fields.

description
Report Heading | Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>
VDN Name or number of the VDN for which thereport | syn( VDN)
wasrun.
ACD Name or number of the ACD for which thereport | syn( ACD)
was run.
Date, Week Dates for which the report was run. For weekly and = ROW_DATE
Starting, Month | monthly reports, these dates are the starting dates of
Starting the weeks or months.
Time (for interval | Intervals which the report covers. STARTTIME, STARTTIME +
reports only) INTRVL
Vector Number of the vector towhichthe VDN isassigned.  VECTOR

If the VDN-vector association changes during the
reporting period, two rows will appear in the report
for that period, one for each vector associated with
the VDN.

Inbound Calls Number of inbound calls that were directed to the INCALLS sum(INCALLYS)
VDN.

Avg Speed Ans Average speed of answer for split/skill and direct ANSTIME/ ACDCALLS
agent ACD callsto the VDN that were completed | <AVG_ANSWER_SPEED>

during the reporting period. <AVG_ANSWER_SPEED_ SUM>
Aban Calls Number of callsto the VDN during the reporting ABNCALLS sum(ABNCALLYS)
period that hung up before they could be answered.
Avg Aban Time  Averagetime callersto the VDN waited before ABNTIME/ ABNCALLS
abandoning. <AVG_ABANDON_TIME>
<AVG_ABANDON_TIME_SUM>
ACD Cdls Number of skill and direct agent ACD callstothe | ACDCALLSsum(ACDCALLYS)

VDN completed during the reporting period that
were answered by an agent. Thisincludes callsfrom
"queue to," "check," "messaging skill," "route to"
skill, and "adjunct routing" to a skill or direct agent.

Avg ACD Time  Averagetime agents spent talking on skill and direct ACDTIME/ ACDCALLS
agent ACD callstothis VDN that were completed  <AVG_ACD_TALK _TIME>
during the reporting period. Thisdoesnot include  <AVG_ACD_TALK_TIM_SUM>
HOLDTIME.
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Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Avg ACW Average time agents spent in after call work ACWTIME/ACDCALLS
associated with skill and direct agent callsto this <AVG_ACW _TIME>
VDN that were completed during the reporting <AVG_ACW_TIME_SUM>
period.
1st Skill Pref. First VDN skill assigned to this VDN. SKILL1
1st Skill ACD Number of ACD callstothe VDN completed during  SKILLCALLSL
Cadls the reporting period that were answered by an agent  sum(SKILLCALLS])
inthe first VDN skill.
1st Skill Avg Averagetak timefor callstothisVDN answeredby | SKILLTIMEL/ SKILLCALLS1
ACD Time agentsin the first VDN skill preference. Thisdoes | sum(SKILLTIMEL) /
not include HOLDTIME. sum(SKILLCALLSY)
1st Skill Avg Average after call work time for callsto thisVDN SKILLACWTIMEY/
ACW answered by agentsin the first VDN skill SKILLCALLS1

preference.

2nd Skill Pref. Second VDN skill assigned to this VDN.

Sum(SKILLACWTIMEL) /
sum(SKILLCALLSI)

SKILL2

2nd Skill ACD Number of ACD callstothe VDN completed during  SKILLCALLS2
Cadls the reporting period that were answered by an agent  sum(SKILLCALLS2)

in the second VDN skill preference.

2nd Skill Avg Averagetak timefor callstothisVDN answeredby | SKILLTIME2/ SKILLCALLS2
ACD Time agents in the second VDN skill. This does not sum(SKILLTIME2) /

include HOLDTIME.

Sum(SKILLCALLS?2)

2nd Skill Avg Average after call work time for callsto thisVDN SKILLACWTIME2/
ACW answered by agents in the second VDN skill. SKILLCALLS2

3rd Skill Pref. Third VDN skill assigned to this VDN.

SUM(SKILLACWTIME2) /
sum(SKILLCALLS?)

SKILL3

3rd Skill ACD Number of ACD callstothe VDN completed during = SKILLCALLS3
Cadls the reporting period that were answered by an agent  sum(SKILLCALLS3)

inthethird VDN skill.
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Report Heading

3rd Skill Avg
ACD

3rd Skill Avg
ACW

Description

Averagetak timefor callsto thisVDN answered by
agentsin the third VDN skill. This does not include
HOLDTIME.

Average after call work time for callsto this VDN
answered by agentsin the third VDN skill.

4-178

Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

SKILLTIME3/ SKILLCALLS3
SUM(SKILLTIME3) /
sum(SKILLCALLS3) (for the
"Totals" ling)

SKILLACWTIME3/
SKILLCALLS3
sum(SKILLACWTIMES)/
sum(SKILLCALLS3) (for the
"Totals" line)
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Vector Report

Overview

Purpose  This section describes the vector report.

Organization  This section contains the following topics:
*  General Information About the Vector Report
*  \ector Report Selector Window
*  \ector Report Input Fields
*  \ector Report
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Genera Information About the Vector Report

Organization of the Vector  The Vector Report isavailablein Interval, Daily, Weekly, and Monthly
Report  versions.

Vector Report selector  Thefollowing figure is an example of the Vector Report Selector
window  window.

Selecl a Report ﬂﬁl
Real Time ] Hiztorical ] Integrated ]
Fiun Rieport far 4C0: Bepart:

IrB_dads1 eas j Ellvectar Daiy
Categary: Wectar Interval
_Agent “ectar Maonthiy
Other Wector Weekly
Split/Skill

System

TrunkTrunk Group

WDN

Description
’V Shows how call: were handled in a vector far one or maore daps

Script... | Properties | Copy | Delete | Help |
ak. I Edit | MNew | Cancel |

O
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Vector Report Input Fields

Vector reportinput fields  The following table describes the fields on the input window.

Field Definition
Vector: Enter the name or number of the vector you want to include in the
report.
Date: (for interval Enter the date(s) you would like the report to cover:
report only) *  You can use the month/day/year (for example, 3/21/95).
* Youcanusea"-" offset based on today’s date (for example, -1 for
yesterday).

Date: (for daily, weekly, | Enter the date(s) you would like the report to cover:
and monthly reports) *  Daily - enter the day(s).

*  Weekly - enter the start date for the week(s). When you specify a
date for aweekly report, that date must correspond to the week start
day selected in the System Setup-Storage Intervals window. If the
date and day do not match, the message No records found displays
in the status line.

e Monthly - enter the first day of the month(s).
Use any of the following formats:

* A month/day/year (for example, 3/21/96).

* A minus (-) offset based on today’s date (for example, -1 for
yesterday).

* A semicolon (;) to separate individual data entry items (for
example, 3/21/96;3/23/96;3/25/96)

* A hyphen (-) to designate arange of dates (for example, 3/21/96-3/
25/96). For the weekly and monthly versions, the report includes
any weeks or months that begin in the range.
Times: Enter the time you would like the report to cover.
* You can use AM/PM format (for example, 7:30AM- 5:00PM).
* You can use military time format (for example, 7:30- 17:00).
Destination: Choose areport destination. You can select View Report on Screen or

Print Report on: and then use the Select Printer button to print the report
on any Windows printer. The default printer is shown.
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Vector Report

Overview  The Vector report displays, for asingle vector, various types of data
that show how calls were handled by the vector.

This menu item is available only if you have purchased the Centre\Vu
CMS Vectoring feature and that feature has been authorized for you to
use.

Things to know about this  Here are some things to know about this report:

rféPOrt . The Vector report is available in interval, daily, weekly, and

monthly versions.

* The database items for the Vector reports are stored in the
hvector (interval), dvector (daily), wvector (weekly), and
mvector (monthly) tables.

Vector report example  The following figure provides an example of a Vector report.

gg\l'ectm Daily - Yector] =10 =l

Beport Edit Format Tools Options  Help
Vector: Vectorl

Date Inbound Awvg Main Backup Aban Awvg Forced Forced Flow Flow Other Awvg
Calls Speed ACD ACD Calls Aban Busy Disc In  Out Calls Yector

Ans Calls Calls Time Calls Calls Time
Totals 1856 :00 185 0 0 0 0 0 0 0 :00
326498 1856 :00 185 0 0 0 0 0 0 0 :00

Double Chck To Bun Format Table | 16_dadsTleas 4
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Vector report description  The following table describes the report fields for the time period

covered by the report.

Report Heading Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Vector: Number or name of the vector for which thereport | syn(VECTOR)

shows data (selected in the report input window).

Date, Week Day (for interval report) or dates (for daily, weekly, | ROW_DATE

Starting, Month and monthly reports) for which the report was run

Starting: (selected in the report input window).

Time (for Interval  Intrahour intervals for which the report showsdata = STARTTIME,

reports only) (selected in the report input window). STARTTIME+INTRVL

Inbound Calls Number of calls processed by the vector that INCALLS sum(INCALLYS) (for the

completed in the specified time period. “Totals” line)

Avg Speed Ans Average time, in minutes and seconds, that splitANSTIME/ACDCALLS
skill and direct agent ACD calls waited before theyAVG_ANSWER_SPEED>
were answered by an agent. This item includes orl§YG_ ANSWER_SPEED SUM>
calls that were answered as a result of processindfoy the “Totals” line)
this vector.

Main ACD Calls = Number of calls completed during the specified ACDCALLS-BACKUPCALLS
time period that were answered by an agent in a sum(ACDCALLS) -
main split/skill because of processing by this vecteum(BACKUPCALLS) (for the
The calls are directed to the main split/skill by the'Totals” line)
“queue to” vector command. This item does not
include direct agent calls.

Backup ACD Number of calls completed during the specified BACKUPCALLS
Calls time period that were answered by an agent in a sum(BACKUPCALLS) (for the
backup split/skill using a vector command other “Totals” line)
than “queue to.” This report item includes
messaging split/skill calls, check backup calls, route
to split/skill calls, and direct agent calls.

Aban Calls The number of calls that were abandoned by theABNCALLS sum(ABNCALLS) (for
caller while in vector processing. This item includdke “Totals” line)
calls that abandoned either while in a split/skill or
direct agent queue or while ringing at agent voice
terminals or while in vector processing (call need
not have queued yet). The number of calls applies
for the specified time period.
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Report Heading Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Avg Aban Time  Theaveragetime, in minutes and seconds, that calls  ABNTIME/ABNCALLS
waited in the vector before they were abandoned. <AVG_ABANDON _TIME>
<AVG_ABANDON_TIME_SUM>
(for the “Totals” line)

Forced Busy Calls The number of calls that, in the specified time BUSYCALLS sum(BUSYCALLS)
period, received a forced busy signal as a result ¢for the “Totals” line)
processing by this vector.

Forced Disc Calls The number of calls that, in the specified time DISCCALLS sum(DISCCALLS)
period, received a forced disconnect as a result offor the “Totals” line)
processing by the vector.

Flow In The number of calls that, in the specified time  INFLOWCALLS
period, were redirected to this vector from within sum(INFLOWCALLS) (for the
the switch via “route to VDN” and “go to vector” “Totals” line)
commands.

Flow Out Number of calls that, in the specified time period OUTFLOWCALLS
were redirected to another destination by way of aum(OUTFLOWCALLS) (for the
“go to vector,” “route to,” or “adjunct routing” “Totals” line)
command to a destination other than a split/skill or
direct agent. (Calls that route to a split/skill or direct
agent by way of a “route to,” “adjunct routing,” or
“messaging split/skill” command are still tracked|in
the vector.)

Other Calls This includes forced busy calls, forced disconneQTHERCALLS
calls and outflow calls.

OTHERCALLS = INCALLS - ACDCALLS -
ABNCALLS.
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Avg Vector Time
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Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

The averagetime, in minutes and seconds, that calls | INTIME/INCALLS
were being processed by the vector. Thisaverage, <AVG_VEC _TIME>
which applies to the specified time period of the <AVG_VEC_TIME_SUM> (for the
report, isfor all callsto the vector. Theitem “Totals” line)
includes calls that were abandoned, disconnected

cdls, interflowed calls, and so on. Talk timeis not

included because calls are removed from the vector

when the calls connect to agent voice terminals.

Vector processing stops when the “stop” step or the

“go to vector” step is processed or the “route to”

completes successfully; or at the completion of the

last step in the vector, when busy or disconnect is

sent, when the call abandons, or when a messaging

split/skill or adjunct routing command succeeds.
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Integrated Reports

Purpose  Thischapter iswritten for supervisors who use CentreVu Supervisor
integrated reports to effectively run the call center. Integrated reports
can be displayed on your PC, printed, stored to afile, copiedto a
clipboard, run as a script, or exported to HTML format through the
Save asHTML feature.

Introduction  This chapter explains every integrated report available through
CentreVu Supervisor.

Definition of integrated At the Integrated Reports tab, reports that refresh in real-time can be
reports  selected to display information accumulated from any interval
beginning in the past 24 hours until the time the report is generated.
Standard integrated reports show datafor ACD, agent, split/skill,
trunks/trunk group, vector, and VDN activities. The reports you see
depend on your switch type, permissions, and system performance.

Integrated report data  Once the historical database has been queried for an integrated report,
that datawill not update automatically. The real-time data contained in
the report will continue to update at the end of each interval, but the
report must be requested again to get updated historical data. The data
for the time period requested will still be available.
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This chapter gives a brief description of each available report and
definitions of the input fields. It provides the information needed to
complete any integrated report input screen.

Each report section contains the following headings:

»  Thingsto know about this reportgives you information on factors
that affect the integrated report discussed in each section.

*  Report exampleprovides an example of the report. A table
provides report headings, field definitions, and the corresponc
database item.

The following diagram shows how the Integrated reporting system
structured. This section follows the report structure outlined in the
diagram- agent reports are described first, followed by split/skill
reports, then VDN reports. Designer reports are described in the
CentreVu " Report Designer User Guide.

— Graphical Information
L— information Report fnon-EAS)

Comparison Report
—— Sl Skil 4E Graphical Skill Overload
Graphical SpiitySkill View

VDN Graphical Call Handling

Agent

infegrafed Reporfs —

Designer

The Integrated reports are available only when you are using the
Supervisor application (they are not available through Terminal or
standard CMS).

Only reports that are available exclusively through Supervisor are
described in this chapter. An Integrated report combines real-time
historical data for a current view of the day. For general informatio
about Integrated reports, see Chaptet&ng Reports, in this
document.
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Agent Reports

Overview

Purpose  CentreVu Supervisor Agent reports allow for access to information and
statistics for each agent from specified start times.

Organization of this section  This section contains the following topics:
*  General Information About Agent Reports
* Agent Report Selector Window and Input Fields
» Agent Graphical Information Report
* Agent Information Report
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General Information About Agent Reports

Organization of Agent  The following list shows how the Integrated Agent reports are
reports  organized in Supervisor. Depending on your switch type, you will see
either the Information or Graphical Information report.

»  Graphical information (with Expert Agent Selection)
* Information (without Expert Agent Selection)



Integrated Reports CentreVu Supervisor Release 9 Reports

Agent Report Selector Window and Input Fields 55

Agent Report Selector Window and Input Fields

Agent report selector  Thisfigureis an example of the Agent report selector window. The
window  reports are explained in the same order as listed in the window.

Select a Report HE

Fieal-Time ] Hiztorical ] Integrated ]

Run Repart for ACD:
|sT10 |

LCategony:

Split/Skill
VDM

— Description
Shows, since a specified start time, information and statistics for an agent

Script... Fropetties | Copy | Delete | Help u

oK | et | Mew | Cancel |

Agent report input fields  The following describes the input fields on Integrated Agent report
input windows. The report input window must be filled in to run the
report. These fields are the same for al Agent report input windows.

Field Description

Agent: Enter the name of the agent. The agent’s name must be defined in the
Dictionary subsystem; otherwise, you will see the agent login IDs.

Report Data Start Time: | Enter the day and time (either in military time or with AM/PM
specified) you want the report to start collecting data. The time entered
(or the time adjusted to the nearest previous interval start timerelative
to the entered time) is used to populate the Report Data Start Time field
on thereport. NOTE: If no report start timeis available, the start time
will be midnight of the current day. The report start time must be less
than 24 hours before the current time.

Refresh Every <#> Enter the number of seconds (3 to 600) to specify how rapidly CentreVu

Seconds CMS should update the report data. The default value for the Refresh
rate in seconds: field in this window is your assigned minimum refresh
rate plus 15 seconds. To find out what your minimum refresh rateis, or
to changeit, check with your CentreVu CM S administrator.

Enable Report Thresholds | Check this box to turn on the thresholds for the report.

Run Minimized Check this box to minimize the report.
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Agent Graphical Information Report

Overview

Things to know about this
report

The Agent Graphical Information Report shows information and
statistics for an agent from a specified interval start time, within the
past 24 hours.

Here are some things to know about this report:

This report can be accessed in the following ways:
From the Integrated Agent Category selector menu.

By drilling down to this report from the Agent Name or Login |
fields on other reports (for example, Work State, Graphic AUX
Agent reports or Call Center Administration windows).

If the system is a switch that does not have the EAS feature, :
the section, "Agent Information report,” in this chapter for deta

This report is available for all switch releases. Contents of thi:
report will vary depending upon the switch release for which i
being run.

Supervisors can use this report to access further information
one particular agent without having to execute several steps :
several different reports to get the pertinent information. This
report enables supervisors to quickly evaluate agent performs
and decide whether an agent should be added to or removed
a skill.

If an agent logs off while an Integrated Agent Report is being
displayed, the staffed time and AUX time for that agent may d
because the real-time component of the times is no longer pre
Restarting the report will cause the integrated times to be
displayed once again.

The database items for the Agent Graphical Information Repc
are stored in theagent (current interval) and hagent
(intrahour interval) tables.

This report uses the Agent Graphical Information Report inpu
window. SeeAgent Report Selector Window and Input Fiefds
input field definitions.

This report is available in two forms:

DEFINITY Enterprise Communications Server (ECS) with the
EAS feature.

Generic 3 Version 4 and earlier switches with the EAS feature
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The following list describes the information this report will contain for
the DEFINITY ECS Release 5 and later switch:

A two-dimensional bar chart shows the time the agent has spe
each of the work states since the report data start time. Abov:
bar chart is the text "Agent Time Spent."

A table show the skills assigned to the agent and the
corresponding skill level. A scroll bar is provided if the number
skills to which the agent is assigned exceeds the default size
this table.

Agent Graphical  This figure provides an example of an Agent Graphical Informatior
Information report example report.
(]A.gent Information Report - agent12 - |I:I|5|
Beport Edit Format Tools Options Help
Report Data Start Time: 12:00 AM 3/26/98
Agent: agentl?2 Login ID: 50012 Extn: 20012
State: AVAIL )
Time: :08:50 Agent Time 5pent
Active SplitfSkill:
AUX Reason:
400 Al
Top Skill:
Preference: NEED ”
ACD Calls: 5 £
Login Time: 9:25 AM £ 200 1
Move Pending?: NO =
ACD ACW ALK RINGOTHER
Direct Agent Skill: Skilll o LI ]
Direct Agent Calls: 0
SpliySkill_ Level Percent Staffed Time: 6:30:51 AUX Time: :00:01
Skilll 1 0 Class @ :00:00 Cefze:  :00:00
Skill? 2 0 Rrogk : :00:00 CHier » 0 :00:00
: Conf. : :00:00 out :00:00
Skill3 3 0 Ved @ :00:00 FAX :00:00
Sick :00:00 Erall + :00:01
Double Click Tao Run Farmat Chart | Threzholds: On | 16_dadsleas v
_————
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Agent Graphical

Information report
description

Report Heading

Report Data Start
Time:

Agent:

Login ID:
Extn:
State:

Time:

Active Split/Skill:

AUX Reason:

Description

The day and time that the report started collecting
data.

The names (or agent IDsif the names have not been
assigned in Dictionary) of the agents assighed and
logged into this split/skill.

Thelogin identification of the agent.
The extension that the agent logged in from.

The current work mode (state) that the agent isin
(AVAIL, ACD, ACW, AUX, DACD, DACW,
RINGING, UNKNOWN, OTHER, UNSTAFF) and
the call direction (blank, IN or OUT).

The elapsed time since the last agent WORKMODE
changefor any split/skill. Thisitemisnot reset if the
DIRECTION changes, but WORKMODE remains

the same. For example, if the agent goes from AUX
to AUXOUT to AUX, AGTIME continues without

resetting.

When an agent is on a split/skill or direct agent
ACD call orin ACW, thisisthe split/skill associated
withthe call or ACW. When an agent isavailable, in
AUX orin OTHER, thisis null (blank). When an
agent ison an AUXIN/AUXOUT call, thisisthe
OLDEST_LOGON split/skill. When an agent ison
an AUXIN/AUXOUT call from the available state,
whilein AUX or with an AUXIN/AUXOUT call on
hold, thisisthe OLDEST_L OGON split/skill.
When an agent is on an AUXIN call withan ACD
call on hold, thisisthe OLDEST_LOGON split/
skill. When an agent ison an AUXOUT call with an
ACD call on hold, thisis the split/skill associated
with the ACD call.

The reason code associated with the agent’s current
state. Thisisblank if the agent is not in the AUX
state. For agentsin AUX on switch releases that are
earlier than the ECS or that do not have EAS and
reason codes active, thiswill only be 0 (zero).

5-8

This table describes the report fields:

Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

No database item.

syn(LOGID)

LOGID
EXTENSION

syn(AWORKMODE) and
syn(DIRECTION)

AGTIME

syn(WORK SKILL)

syn(AUXREASON)
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Report Heading Description

Top Skill:

Call Handling
Preference:

ACD Cadlls:

Login Time:

Move Pending?

Direct Agent
Skill:

Direct Agent
Cdls:
Split/Skill:

Level:

Percent

The agent’s first-administered, highest-level,
measured skill, where skill level 1 isthe highest,
and skill level 16 isthe lowest.

The agent’s call handling preference. Values are
blank, skill level (LVL), percent (PCNT) or greatest
need (NEED).

The queued ACD callsto the split/skill that were
answered by an agent in the split/skill. This does not
include direct agent calls, but it does include ACD
calls placed by an adjunct (outbound predictive
dialing Generic switcheswith ASAI only).

Thetime of the day that the agent logged into this
SPLIT. Thisfield is not set unlessthe agent is
logged in. Valuesinclude NULL and time-of- day.

A moveto anew split or skill or achange of skillsis
pending for this agent. Thisis available only for
switch releases with the "Move Agent While
Staffed" feature.

The skill that is currently assigned as the agent’s
direct agent skill. Direct agent calls to the agent are
gueued to this skill.

The number of direct agent ACD callsthat the agent
answered.

The split/skill number for which the data was
collected.

The skill level (1-16) or reserve skill level (1 or 2)
that is associated with the SPLIT.

Agent’s percent alocation for this SPLIT. Requires
DEFINITY ECS R6 or higher with CentreVu
Advocate.
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Database Item, Calculation, or
Database Item, Calculation, or

<Calculation Name>
syn(TOPSKILL)

syn(PREFERENCE)

SUM(ACDCALLS)

LOGONSTART

MOVEPENDING

syn(DA_SKILL)

DA_ACDCALLS

syn(SPLIT)

syn(LEVEL)

PERCENT
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Report Heading

AVAIL

ACD

ACW

AUX

RINGING

OTHER

Description

The time since the report start time that the agent
wasin the available state for split/skill or direct
agent ACD callsinany split/skill. TI_AVAILTIME
isrecorded for the split/skill that was the
OLDEST_LOGON. For non-EAS operation, if an
agent logged into multiple splitsin AUX modein
one split and is available for ACD callsin another
split. The agent accrues|_AVAILTIME for the split
inwhichtheagentisavailableand TI_AVAILABLE
in the split logged into the longest.

Thetime during the collection interval that the agent
was talking on ACD callsfor the SPLIT.

The total time during the collection interval that the
agent was in after call work (ACW). Thisincludes
ACW for split/skill ACD calls and ACW not
associated with the call.

Thetime during the collection interval that the agent
wasin AUX in all splits/skillsor on AUXINCALLS
or AUXOUTCALLS. "Tl__" stands for thetime

that is stored for the split/skill logged into the
longest.

Thetime during the collection interval that the agent
had split/skill and direct agent ACD callsringing. If
the agent changes work modes or answers/makes
another call instead of answering the ringing call,
|_RINGTIME will stop accumulating. RINGTIME
isthe time the caller spendsringing and is
independent of agent activity.

Thetime during the collection interval that the agent
was doing other work in all splits/skills. For al
switches, while in Auto-in or Man-In: the agent put
any call on hold and performed no further action,
the agent dialed to place acall or to activate a
feature, or an extension call rang with no other
activity. For all switches, TI_OTHERTIME is
collected for the time period after the link to the
switch comes up or after the agent logs in and
before the CM S receives notification of the agent’s
state from the switch.

5-10

Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

sum(TI_AVAILTIME)

sum(I_ACDTIME +
|_DA_ACDTIME)

sum (I_ACWTIME +
|_DA_ACWTIME)

sum(TI_AUXTIME)

sum(l_RINGTIME)

sum(TI_OTHERTIME)
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Report Heading Description Database Item, Calculation, or
Database Item, Calculation, or
<Calculation Name>

Staffed Time: Thetime during the collection interval that theagent sum(Tl_STAFFTIME)
was staffed in any split/skill. The"Tl_" stands for
the time that is stored only for the split or skill that
the agent islogged into for the longest amount of
time.

AUX Time: Thetime during the collectioninterva that theagent  sum(TI_AUXTIME)
wasin AUX in all splits/skillsor on AUXINCALLS
or AUXOUTCALLS. The"TI_" standsfor thetime
that is stored only for the split or skill that the agent
islogged into for the longest amount of time.

Reason Code Thetime that the agent spent in active AUX reason | sum(TI_AUXTIMEQ)
codes. Itisthe sameas TI_AUXTIME for switches
without AUX reason codes active. The"Tl_" stands
for the time that is stored only for the skill that the
agent islogged into for the longest amount of time.
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Agent Information Report

Overview

Things to know about this
report

The Agent Information report shows information and statistics for an
agent from a specified start time.

Here are some things to know about this report:

This report is not available with the EAS feature.

This report uses the Agent Graphical Information Report Inpu
Window. SeeAgent Report Selector Window and Input Fiefois
input field definitions.

When a Supervisor user drills down from an agent name to ai
Agent Information report and selects an integrated report, the
report data start time defaults to the start time specified in the
integrated report input window. If no integrated report has eve
been entered, the default is set to midnight. Supervisor users
the ability to restart this report just as any other Supervisor re
can be restarted, and a different report start time can be spec
when the report is restarted.

The database items for the Agent Information report are store
the cagent (current interval) anchagent (intrahour interval)
tables.

This report can be accessed in the following ways:

From the Integrated Agent Category selector menu.

By drilling down to this report from the Agent Name or Login |
fields on other reports (for example, Agent Information, Work
State, Graphic AUX Agent reports or from Call Center
Administration windows).

If an agent logs off while an Integrated Agent Report is being
displayed, the staffed time and AUX time for that agent may di
because the real-time component of the times is no longer pre
Restarting the report will cause the integrated times to be
displayed once again.
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This figure provides an example of an Agent Information report:

G.ﬁgent Information Report - a4014
Beport Edit Format Tool: Optione Help

description

Report Heading Description

Report Data Start Time: 12:00 AM 2/26/98

Agent: ad014 Login ID:
Percent
State: Staffed Time:
Time: AVAIL:
Active Split: ACD:
ACD Calls: 0 ACW!:
Move Pending?: AU
Direct Agent Calls: 0 RINGING:
OTHER:

This table describes the report fields.

:00:00
:00:00
:00:00
:00:00
:00:00
:00:00
:00:00

Report Data Start  The day and time that the report started collecting data.

Time:

Agent: The names (or agent I Dsif the names have not been
assigned in Dictionary) of the agents assigned and
logged into this split/skill.

Login ID: Thelogin identification of the agent.

Extn: The extension that the agent logged in from.

State: The current work mode (state) that the agent isin
(AVAIL, ACD, ACW, AUX, DACD, DACW, RING,
UNKNOWN, OTHER, UNSTAFF) and the call
direction (blank, IN or QUT).

Time: The elapsed time since the last agent WORKMODE

change for any split/skill. Thisitem isnot reset if the
DIRECTION changes, but WORKMODE remains the

same. For example, if the agent goes from AUX to
AUXOUT to AUX, AGTIME continues without

resetting.

=10l x|

Extn:

Staffed Split[s)

| Thresholds: On | JaegerlG32

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

No database item.

syn(LOGID)

LOGID

EXTENSION

syn(AWORKMODE) and
syn(DIRECTION)

AGTIME
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Active Split: When an agent ison a split or direct agent ACD call or | syn(WORKSKILL)
in ACW, thisisthe split associated with the call or
ACW. When an agent isavailable, in AUX or in
OTHER, thisisnull (blank). When an agent is on an
AUXIN/AUXOUT cdl, thisisthe OLDEST_LOGON
split. When an agent is on an AUXIN/AUXOUT call
from the available state, whilein AUX or with an
AUXIN/AUXOUT cal on hold, thisisthe
OLDEST_LOGON split/skill. When an agent is on an
AUXIN call with an ACD call on hold, thisisthe
OLDEST_LOGON split. When an agent ison an
AUXOUT call with an ACD call on hold, thisisthe
split associated with the ACD call.

ACD Cadlls: The queued ACD callsto the split/skill that were sum(ACDCALLYS)
answered by an agent in the split/skill. This does not
include direct agent calls, but it doesinclude ACD calls
placed by an adjunct (outbound predictive dialing
Generic switches with ASAI only).

Move Pending?. = A moveto anew split or skill or achange of skillsis | MOVEPENDING
pending for this agent. Thisisavailable only for switch
rel eases with the "Move Agent While Staffed” feature.

Direct Agent The number of direct agent ACD calls that the agent sum(DA_ACDCALLYS)

Cdlls: answered.

Staffed Time: Current number of top agents that are staffed in the sum(Tl_STAFFTIME)
skill.

AVAIL Thetime sincethereport start timethat the agent wasin - sum(TI_AVAILTIME)

the available state for split/skill or direct agent ACD
callsin any split/skill. TI_AVAILTIME is recorded for
the split/skill that was the . For non-EAS operation, if
an agent logged into multiple splitsin AUX modein
one split and isavailable for ACD callsin another split.
The agent will accrue |_AVAILTIME for the splitin
which the agent is available and TI_AVAILABLE in
the split logged into the longest.

ACD The time during the collection interval that the agent sum(l_ACDTIME +
was talking on ACD callsfor the SPLIT. | DA_ACDTIME)



Integrated Reports

Agent Information Report

Report Heading

ACW

AUX

RINGING

OTHER

Staffed Split(s)

CentreVu Supervisor Release 9 Reports

Description

The time during the collection interval that the agent
wasin after call work (ACW). Thisincludes ACW for
split/skill ACD calls and ACW not associated with the
call.

The time during the collection interval that the agent
wasin AUX in all splits/skills or on AUXINCALLS or
AUXOUTCALLS. The"TI " standsfor thetimethat is
stored only for the split or skill that the agent is logged
into for the longest amount of time.

The time during the collection interval that the agent
had split/skill and direct agent ACD callsringing. If the
agent changes work modes or answers/makes another
cal instead of answering the ringing call,
I_RINGTIME will stop accumulating. RINGTIME is
the time the caller spends ringing and is independent of
agent activity.

The time during the collection interval that the agent
was doing other work in all splits/skills. While in Auto-
in or Man-1n: the agent put any call on hold and
performed no further action, the agent dialed to placea
call or to activate afeature, or an extension call rang
with no other activity. For al switches,
TI_OTHERTIME is collected for the time period after
the link to the switch comes up or after the agent logsin
and before the CM S receives natification of the agent’s
state from the switch.

Split/Skill number for which data was collected.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

sum(I_ACWTIME +
|_DA_ACWTIME)

sum(TI_AUXTIME)

sum(I_RINGTIME)

sum(TI_OTHERTIME)

syn(SPLIT)
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Split/Skill Reports

Overview

Purpose  CentreVu Supervisor Split/Skill reports allow access to the following
specific information about splits and skills:

*  The current status and cumulative data for one or more splits
skills.

*  The status of agents in the split/skill and cumulative split/skill
statistics.

* The time each specified skill has spent in normal versus over
conditions.

[
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General Information About Split/Skill Reports

Organization of this section  This section contains the following topics:
»  Organization of Split/Skill reports (5-17)
o  Split/Skill Reports Selector Window and Input Fields
*  Split/Skill Reports Selector Window and Input Fields
o  Split/Skill Comparison Report
»  Graphical Skill Overload Report
»  Graphical Split/Skill View Report

Organization of Split/Skill ~ The following list shows how the Integrated Split/Skill reports are
reports  grganized irCentreVu Supervisor:

e  Comparison

e  Graphical Skill Overload
»  Graphical Split/Skill View
»  Graphical Skill Overload
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Split/Skill Reports Selector Window and Input Fields

Split/Skill reports selector
window

The following figure is an example of the Split/Skill report selector
window. The reports are explained in the same order as listed in the

window.

Select a Report
Real-Time

Fun Repart for ACD:

] Historical ] Integrated ]

Beport:

[sT10

LCateqgory:

| .. RS

Graphical Skill Overload

|Aient

WO

— Description
Shows current statuz and cumulative data for one or mare splits or zkills

Graphical Split/Skill Yiew

Script... |

PBroperties | Copy |

Help ||

oK | Edf | - |

Split/Skill report input
fields

The following describes the input fields on integrated Split/Skill report
input windows. The report input window must be filled in to run the

report. These fields are the same for all integrated split/skill reports:

Field
Splits/Skills:

Report Data Start Time:

Refresh Every <#>
Seconds

Description

Enter the appropriate split/skill name(s). Any name you want to appear
on the report must have been previously defined and entered in the
Dictionary subsystem.

Enter the day and time (either in military time or with AM/PM
specified) you want the report to start collecting data. The time entered
(or the time adjusted to the nearest previous interval start time relative
to the entered time) is used to populate the Report Data Start Time field
on thereport. NOTE: If no report start timeis available, the start time
will be midnight of the current day. The report start time must be less
than 24 hours before the current time.

Enter the number of seconds (3 to 600) to specify how rapidly CentreVu
CMS should update the report data. The default value for the Refresh
rate in seconds: field in this window is your assigned minimum refresh
rate plus 15 seconds. To find out what your minimum refresh rateis, or
to changeit, check with your CentreVu CM S administrator.
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Field Description
Enable Report Check this box to turn on the thresholds for the report.
Thresholds
Run Minimized Check this box to minimize the report.
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Split/Skill Comparison Report

Overview

Things to know about this
report

Split/Skill Comparison
report example

This report shows the current status and cumul ative data for one or
more splits or skills.

Her are some things to know about this report:

Call center supervisors or administrators who are responsible
several splits/skill can use this report to see if splits/skills have
comparable talk times, abandon rates, and average speed of
answer figures that are comparable up until a certain point in
day.

The database items for the Split/Skill Comparison report are
stored in thecsp1it (current interval) anchsp1it (intrahour
interval) table.

This report uses the Split/Skill Comparison Report Input Windk
See Split/Skill Reports Selector Window and Input Fiefds
input field definitions.

This figure provides an example of a Split/Skill Comparison report

4T Split/Skill Comparison
Beport Edit Format Tool: Option: Help
Fepart Data Star‘[Time:l 12:00 AM llEIJ‘23I99 . . . . . . . .
Splitskill Skill State  Agents Calls Oldest  ACD Awg Aban  Awg Ahan Avg
Staffed  Waiting Call Calls ACD  Calls Time Speed
Waiting Time Ans
T2 MORMAL Il I 00 I 0
T23 MORMAL 0 0 00 0 0
TG MORMAL 0 I .00 I 0
Total MORMAL 0 0 00 0 0
sp9as MORMAL 0 n 00 n 0
Double Click To Run Format Table | Thiesholds: On | ST10
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Split/Skill Comparison

This table describes the report fields:

report description

Report Heading Description

Report Data Start
Time:

Split/Skill:

Skill State

Agents Staffed
Calls Waiting

Oldest Call
Waiting

ACD Cadlls

Avg ACD Time

Aban Calls

The day and time that the report started collecting data.

The name or humber of the split(s)/skill(s) selected for
the report.

Current state of this skill, compared to the administered
thresholds. Requires ECS R6 or later with CentreVu
Advocate.

The login identification of the agent.

The total number of ACD calls waiting to be answered
for each split/skill in the report. Thisincludes calls that
arein gueue and ringing at an agent voice terminal. It
also includes outbound ACD calls placed by an adjunct
(also called outbound predictive dialing). It does not
include direct agent calls.

The number of secondsthat the oldest call haswaited in
gueue or ringing at an agent voice terminal for each
split/skill in the report. This does not include direct
agent calls.

The ACD calls that were queued to the split/skill and
answered by an agent. This does not include direct
agent calls, but it doesinclude ACD calls placed by an
adjunct (also called outbound predictive dialing).

The average talk time for all ACD callsto the split.
This does not include hold time on direct agent calls,
but it doesinclude talk time of all outbound ACD calls
placed by an adjunct (also called outbound predictive
diaing).

Thetotal number of queued callsfor each split/skill that
abandoned before an agent answered. This includes
calsthat are ringing at a voice terminal but does not
include direct agent calls. It also includes the number of
outbound calls for each split/skill that abandoned at the
far end before an agent answered.
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Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

No database item.
syn(SPLIT)

SKSTATE

STAFFED
INQUEUE + INRING

OLDESTCALL

ACDCALLS

ACDTIME / ACDCALLS,
<AVG_ACD_TALK_TIME>

ABNCALLS
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Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Avg Aban Time | The average time acaller waited before hanging up. ABNTIME/ABNCALLS

Avg Speed Ans The average time calls waited in queue and ringing ANSTIME/ ACDCALLS,
before an agent answered. Thisdoes not include direct  <AVG_ANSWER_SPEED>
agent calls, but it doesinclude outbound ACD calls
placed by an adjunct (also called outbound predictive
diaing).



Integrated Reports

Graphical Skill Overload Report

CentreVu Supervisor Release 9 Reports

5-23

Graphical Skill Overload Report

Overview

Things to know about this
report

Graphical Skill Overload
report example

This report shows the amount of time each specified skill has spent in
normal versus overload conditions from the report start time until the
report generation time since a specified start timein the last 24 hours.

Thisreport isavailable only if you have purchased the Expert Agent
Select (EAS) feature.

Her are some things to know about this report:
* The Graphical Skill Overload report is a vertical bar graph.

* The database items for the report are stored irtheit (current
interval) andhsp1it (intrahour interval) table.

»  This report uses the Split/Skill Comparison Report Input Wind
See Split/Skill Reports Selector Window and Input Fiefds
input field definitions.

This figure provides an example of a Graphical Skill Overload rep

2§§ Skill Dverload =10l ]

Bepott Edit Format Tools Option:  Help

Report Data Start Time: 12:00 AM

Skill Overload Report

100004 -

80.0%

G0.0% | Crrerload2
40.0% Crrerload]
20.0% . Marmal
0.0 +

SkilH Skillz2 'Pktinum’' Gold 'Regular

[Double Click To Bun Format Chart “ Thresholdz: On 16_dadz]eas -
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Graphical Skill Overload  This table describes the report fields:
report description

Report Heading Description Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

Split/Skill: The name or number of the split(s)/skill(s) selected for | syn(SPLIT)
the report.
Normal Thetime the skill spent under al of the thresholds. I_NORMTIME
Overloadl Thetime the skill spent over threshold 1 and under |_OLITIME
threshold 2.
Overload2 The time the skill spent over threshold 2. |_ OL2TIME
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Graphical Split/Skill View Report

Overview

Things to know about this
report

Graphical Split/Skill View
report example

This report shows the status of agentsin the split/skill and cumulative
split/skill statistics.

Here are some things to know about this report:

Call center managers can use this report for large numbers o
agents in one split or skill, and need split/skill status but do nc
want to consume the PC resources required to display individ
agent status of many agents. Call center managers can use t
report to see the totals and averages for a specific split or skil
to a certain point in the day.

The database items for the Graphical Split/Skill view report ar
stored in thecsp1it (current interval) anchsp1it (intrahour
interval) table.

This report uses the Split/Skill View Input Window. Sgglit/
Skill Reports Selector Window and Input Fiefds input field
definitions.

This figure provides an example of a Graphical Split/Skill view rep

& §§ Split/Skill View - Gold - 1ol x|
Beport Edit Format Tool: Options  Help
SpliySkill: Gold Skill State: NORMAL
Report Data Start Time: 12:00 AM 3/26498
Agent Status
ANAIL AL
ACD RIMG
B ow OTHER
Agents Staffed: 80 Avg Speed Ans: :n
% Within Service Level: 100 ACD Calls: 464
Calls Waiting: 0 Avg ACD Time: 13
Oldest Call Waiting: :00 Aban Calls: 0

[Drauble Click: To Run Farmat Chart | Threshalds: On | 16_dads1eas i
———

Avg Aban Time:
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Graphical Split/Skill View  Thistable describes the report fields:
report description

Report Heading Description Database Item,

Report Data Start
Time:

Skill State

AVAIL

ACD

ACW

AUX

RINGING

OTHER

Agents Staffed:

Calculation, or
<Calculation Name>

The day and time that the report started collecting data. = No database item.

Current state of this skill, compared to the administered | syn(SKSTATE)
thresholds. Requires ECS R6 or later with CentreVu
Advocate.

The current number of agents that are availableto AVAILABLE
receive ACD callsin this split/skill.

Thetotal number of agents connected toinboundand  ONACD
outbound ACD callsin each split/skill. This does not
include direct agent calls.

The current number of POSITIONSthat arein after call  INACW
work for this split/skill. Thisincludes agents on
ACWIN/ACWOUT callsaswell asagentsin ACW not
associated with an ACD call. It does not include agents

in ACW for direct agent ACD calls.

The current number of POSITIONS that arein INAUX
auxiliary work for all splits/skills or on AUXIN/

AUXOUT cadlls.

The current number of POSITIONS that arein the AGINRING

"ring" state, for this split/skill. For example, the
positions that have a split/skill or direct agent ACD call
ring for this split/skill and are not doing anything el se.
Note: When an agent makes or answers an extension
call whilean ACD call isringing, that position is no
longer counted in AGINRING (because the agent is
then on an AUXIN/OUT call). Agentstalking on ACD
callswho receive aforced MCH call (for Generic 3
Version 4 switches and later) are not counted in
AGINRING (they are counted in ONACD).

The current number of POSITIONS that are doing OTHER
other work.
The number of agents logged into the split/skill. STAFFED
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Report Heading Description

% Within Service
Level:

Calls Waiting

Oldest Call
Waiting:

Avg Speed Ans:

ACD Cdls:

Avg ACD Time:

The percentage of split/skill ACD calls that were
answered by an agent within the predefined acceptable
service level. Callsto the split/skill include abandoned
calls, calls not answered, and outbound ACD calls
placed by an adjunct (for example, outbound predictive
dialing). Cdls that were not answered may include
forced busy calls, forced disconnect calls, calls
redirected to another destination, and calls queued to
more than one split and answered in another split/skill.
Percent Within Service Level does not include direct
agent calls.

The total number of split/skill ACD callswaiting to be
answered. Thisincludes callsthat are in queue and
ringing at an agent voice terminal and outbound ACD
calls placed by an adjunct (for example, outbound
predictive dialing). It does not include direct agent
cals.

The number of seconds that the oldest ACD call has
waited in queue or ringing before being answered. This
does not include direct agent calls.

The average time that calls waited in queue or ringing
before an agent answered. This does not include direct
agent calls, but it doesinclude outbound ACD calls
placed by an adjunct (outbound predictive diaing).

The queued ACD callsto the split/skill that were
answered by an agent. This does not include direct
agent calls, but it doesinclude ACD calls placed by an
adjunct (outbound predictive dialing).

The average talk time (does not include hold time) for
all ACD callsto this split/skill. This does not include
direct agent calls, but it does include talk time of all
ACD calls placed by an adjunct (outbound predictive
diaing).
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Database Item,
Calculation, or
<Calculation Name>

100* (ACCEPTABLE/
CALLSOFFERED);
sum(PERCENT_SERV_LVL_
SPL);
<PERCENT_SERV_LVL>

INQUEUE + INRING

OLDESTCALL

ANSTIME / ACDCALLS;
<AVG_ANSWER_SPEED>

ACDCALLS

<AVG_ACD_TALK_TIME>
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Report Heading Description

Aban Calls;

Avg Aban Time:

Thetotal number of queued callsfor each split/skill that
abandoned before an agent answered. Thisincludes
callsthat are ringing at a voice terminal but does not
include direct agent calls. It al so includes the number of
outbound calls for each split/skill that abandoned at the
far end before an agent answered.

The average time a caller waited before hanging up.
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Database ltem,
Calculation, or
<Calculation Name>

ABNCALLS

ABNTIME / ABNCALLS;
<AVG_ABANDON_TIME>
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VDN Report

Overview

Purpose  The CentreVu Supervisor VDN Graphica Call Handling report allows
access to specific information on answered, abandoned, and outflow
cals.

Organization of this section  This section contains the following topics:
* General Information About the VDN Report
* VDN Graphical Call Handling Report
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Genera Information About the VDN Report

VDN Report selector  Thefollowing figureis an example of the VDN report selector window.
window

Select a Heport
Real-Time ] Higtarical
Fiun Repart for ACD:

] Integrated ]
|sT10

Lategony:

Agent
S plit/5 kil

— Description

For each WDN, shows cumulative answered, abandoned, and outflowed calls, and ASA

Seript.. |

Properties | Copy |

oK | Edf |
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VDN Report input fields  This table describes the input fields on integrated VDN Report Input
windows. You must fill in the report input window to run the report:

Field
VDNs:

Report Data Start Time:

Refresh Every <#>
Seconds

Enable Report
Thresholds

Run Minimized

Description

Enter the number(s) or name(s) (if they have been defined in the
Dictionary) of the VDN(s) that you want to include in the report. You
can enter aname only if it has been previously defined in the Dictionary
subsystem.

To complete the input field, do the following:

* Typein theinformation requested.

e  Select the information from the pull-down list of previously used
items. During each CM S session, Supervisor recalls the items you
have selected for each input field. You can use the pull-down list to
select an item for the input field.

* UsetheBrowsebuttonto view all availableitemsfor theinput field,
and then select item(s) for the input field. When you click on the
Browse button, awindow opens that lets you select items for the
input field.

Enter the day and time (either in military time or with AM/PM
specified) you want the report to start collecting data. The time entered
(or the time adjusted to the nearest previous interval start time relative
to the entered time) is used to populate the Report Data Start Time field
on thereport. NOTE: If no report start timeis available, the start time
will be midnight of the current day. The report start time must be less
than 24 hours before the current time.

Enter the number of seconds (3 to 600) to specify how rapidly CentreVu
CMS should update the report data. The default value for the Refresh
rate in seconds: field in this window is your assigned minimum refresh
rate plus 15 seconds. To find out what your minimum refresh rateis, or
to changeit, check with your CentreVu CM S administrator.

Check this box to turn on the thresholds for the report.

Check this box to minimize the report.
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VDN Graphical Call Handling Report

Overview

Things to know about this
report

This report shows, for each VDN, the cumulative number of calls that
are answered, abandoned, and considered outflow calls. Thereport also
includes the average speed of answer.

Here are some things to know about this report:

This report shows in chart format how many ACD calls for ea
specified VDN were answered, abandoned, or outflowed. It al
shows the switch-based ASA.

This report consists of two charts, with a legend to the right of eac

The top chart is a three-dimensional, horizontal, color-coded |
chart showing the numbers of ACD calls answered, abandon
and outflowed.

The bottom chart is a line graph, where the Rolling ASA for e:
specified VDN is represented by each color-coded line.

If the system is a switch that does not have the EAS feature, :
the section, "Agent Information report,” in this chapter for deta

The chart type can be changed. See Chapter 2, “Using Repc
for more information.

The database items used for the VDN Graphical Call Handlin
report are stored in thevdn(current interval) anchvdn(intrahour
interval) tables.

This report uses the VDN Graphical Call Handling Report Inpi
Window. SeeGeneral Information About the VDN Repdor
input field definitions.
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Thisfigure provides an example of aVDN Graphical Call Handling

report.
$Z VDN Call Handling Report o [
Beport Edit Fommat Toole Option:  Help
Report Data Start Time: 12:00 AM 3{26498
Call Disposibion
| Flow Out

N Aten Cals

o0 01 02 03 04 05 046 07 08 0% 1.0

' B Fowin

Mo, Calls

Rolling ASA - Trend

0.5

AN
Y VNN

w. Speed of Answe

0.a

Double Click To Run Farmat Chart

|| Thresholds: On | 16_dadsleas
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VDN Graphical Call Handling Report

VDN Graphical Call  Thistable describes the report fields:
Handling report description

Report Heading Description

Report Data Start
Time:
VDN

Rolling ASA

Flow Out

Aban Calls

ACD Cdls

The day and time that the report started collecting data.

The number or name of the VDN for which the report
shows data (selected in the report input window).

The switch-provided rolling average speed of answer
for thisVDN. Thisvalueis sent to Centrevu CMS
whenever it changes (for example, when acall is
answered) on the Generic 3 Version 4 or later switch
with the call vectoring enhancements.

The number of calls that were redirected to another
VDN or off-switch destination viaa"route to" step or
"adjunct routing” command, or were redirected to a
VDN by redirection on no answer. Callsinthe VDN
that are routed to other switch destinations, such as
splits/skills or extensions, are not counted as outflows
from the VDN.

The number of callsto the ACD during the reporting
period that hung up while being carried by this VDN.

The number of split/skill and direct agent ACD calls
completed during the reporting period that were
answered while carried by the VDN. Thisincludescalls
from "gueue to main," "check backup,” "route to" split/
skill, and "adjunct routing" to a split/skill or direct

agent.

5-34

Database Item,
Calculation, or Database
Item, Calculation, or
<Calculation Name>

No database item.
syn(VDN)

ASA

OUTFLOWCALLS

ABNCALLS

ACDCALLS
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Glossary

% Agent Occupancy with ACW
Agent occupancy, displayed as a percentage, including agent after call work
(ACW) time aswork time.

% Agent Occupancy without ACW
Agent occupancy, displayed as a percentage, not including agent ACW time as
work time.

% Agent Group Occupancy with ACW
Agent group occupancy, displayed as a percentage, including agent ACW time as
work time.

% Agent Group Occupancy without ACW
Agent group occupancy, displayed as a percentage, not including agent ACW time
aswork time.

% Flow Out
The percentage of inbound callson the VDN that are directed (flowed out) to other
VDNSs.

Abandoned Call
A call in which acaller hangs up before receiving an answer from an agent. The
call could be queued to a split or in avector/VDN beforeit is abandoned.

Abandoned Call Search
An ACD capability that enables the system to make sure that the caller is on the
line before passing the call to an agent.

Acceptable Service Level
A target value set to define the acceptable amount of time for an agent to answer a
call. Target values are normally set as objectives by management.

A percentage of calls answered within a set amount of time (for example, 80% of
calls answered within 20 seconds).

Access Permissions
Permissions assigned to a CM S user so that the user can access different
subsystemsin CM S or administer specific e ements (splits/skills, trunks, vectors,
etc.) of the ACD. Access permissions are specified as read or write permission.
Read permission meansthe CM S user can access and view data (for example, run
reports or view the Dictionary subsystem). Write permission meansthe CM S user
can add, modify, or delete data and execute processes.
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ACD
See Automatic Call Distribution.

ACD Call
A call that queued to a split/skill and was answered by an agent in that split/skill,
or acall that queued asadirect agent call and was answered by the agent for whom
it was queued.

Acknowledgment
A window that requires you to confirm an action or to acknowledge a system
message (for example, system going down, warning, or fatal error for the user
window). This window cannot be moved, sized, or scrolled and disappears only
when you confirm the message.

Activate Agent Trace
From this window you can start CM S tracing of agent activities. These activities
include all agent state changes until the trace is turned off. You must activate an
agent trace to abtain an Agent Trace report.

Active VDN Calls
The number of calls currently active in aVDN. The vector enhancement "VDN
Cdls Routing" refersto the ability to program a vector step according to the
number of active VDN calls. The number of active callsisreferred to as " counted-
calls' in the vector step.

ACW
See After Call Work.

Adjunct/Switch Applications Interface (ASAI)
An AT& T recommendation for interfacing adjuncts and communications systems,
based onthe CCITT Q.932 specification for layer 3. ASAI supports activities such
as event notification and call control.

After Call Work (ACW)
An agent state generally representing work related to the preceding ACD call.
Going on-hook after an ACD call during MANUAL-IN operation placesthecall in
ACW. ACW isaccessible by akey on the agent’s set and may not be related to an
ACD call.

Agent
A person who answers callsto an extension in an ACD split/skill. The agent is
known to CM S by alogin identification keyed into avoice terminal.
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Agent Login ID
A 1- to 9-digit number entered by an ACD agent from avoice terminal to activate
the agent position. Agent logins are required for all CM S-measured ACD agents.

Agent Occupancy
The average percentage of time that you are expecting or targeting for each split/
skill agent to spend, while logged in, on ACD callsand in ACW.

Agent Position(Non-EAS)
The combination of agent login 1D and split the agent logged into. Agents logged
into multiple splits have multiple positions associated with them. Call data are
collected separately for each agent/split combination.

Agent Position (EAS)
The combination of agent login ID and the skills the agent is assigned. Data are
collected for the agent by skill, so thetotal work for the agent must be summed over
al skillsin which the agent worked.

Agent Role
A description of the kind of service an agent in multiple skills givesto one of their
skills. Thisis acombination of call handling preference and skill/reserve levels.

Thefiveroles are:

»  Top: top agents logged into their highest priority skill

»  Allocated: agents with percent allocation call handling preference administered (see the
CentreVu Advocate User Guide)

»  Backup: agent isassigned to a skill, but not as the top skill

* Roving: an agent answers the skill’s calls when this skill has the greatest need

* Reserve: an agent who normally does not answer call for this skill answers callsin the skill
because the skill has surpassed its pre-set over-threshold conditions (see the CentreVu
Advocate User Guide)

Agent Skill
An attribute that is associated with an ACD agent. Agent Skills can be thought of
asthe ability for an agent with aparticular set of skillsto handleacall that requires
oneof aset of skills. An agent can be assigned up to 20 skills. The meaning of each
Agent Skill is defined by the customer. Examples are the ability to speak a
particular language or the expertise to handle a certain product.

See also Primary Skill and Secondary Skill.
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Agent State
A feature of agent call handling. Agent states are the different call work modes an
agent can bein (ACD, ACW, AVAIL, AUX, UNSTAFF, DACD, DACW, OTHER,
UNKNOWN, RINGING). Data about these states is displayed in rea-time and
historical reports.

See the definition of each state for additional information.

Agent Terminal
The voice terminal used by a call-center agent.

Agent Trace
You must start an agent trace before you can obtain an Agent Trace report. You can
activate traces for a maximum of 400 agents at any onetime. You can select the
dates in which the trace will receive information. This report lists each agent
activity and the time it occurred. The Agent Trace report can be helpful when
evaluating how well individual agents are using their time.

Al
See Auto-In.

Algorithm
A prescribed set of well-defined rules or instructions for the solution of aproblem;
for example, the performance of a calculation, in afinite number of steps.
Expressing an algorithm in aformal notation is one of the main parts of a software
program.

ANI
See Automatic Number Identification.

Announcement
A recorded message that normally tells the caller what destination the call has
reached. The announcement also often triesto persuade the caller to stay on the
line. With Call Vectoring, announcements can be part of avector’s call processing.
An announcement is assigned to a vector by entering an announcement number.

ASA
See Average Speed of Answer.

ASAI

See Adjunct/Switch Applications Interface.
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Auto-Available Split
An ACD capability that ensuresthat after apower failure or asystem restart, Voice
Response Units (for example, the CONVERSANT Voice Information System) are
brought on line again immediately, without time-consuming reprogramming.

Auto-In (Al)
An ACD work mode that makes the agent available to receive calls and allows the
agenttoreceiveanew ACD call immediately after disconnecting from the previous
call.

Automatic Call Distribution (ACD)
A switch feature. Automatic Call Distribution (ACD) is software that channels
high-volume incoming call traffic to agent groups (splits or skills).

Also an agent state where the extension isengaged in an ACD call (with the agent
either talking to the caller or the call waiting on hold).

See also Redirect on no Answer and Auto-Available Split.

Automatic Number Identification (ANI)
A general industry term referring to knowledge of the calling party number (CPN).
When the calling party is behind a switch, the number provided can be either a
billing number for the switch or the station identification number.

AUX
See Auxiliary Work.

Auxiliary Work (AUX)
An agent state. For example, the agent is engaged in non-ACD work, is on break,
inameeting, or at lunch. An agent can reach thisstate by pressingthe AUX WORK
button or dialing the proper access code from the voiceterminal. The agent can also
reach the state by going off-hook to make or answer an extension call whilein
AVAIL or with acall on hold.

AVAIL
See Available.

Available (AVAIL)
An agent state. The extension is able to accept an ACD call.

Average Agent Service Time
Theaveragetimeyou are expecting or targeting for each agent to spend on an ACD
call, including talk time and after-call-work time.
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Average Speed of Answer (ASA)
The average amount of time a caller waits in queue before connecting to an agent.
ASA isusualy an objective set by your call center's management.

The ASA for a split/skill includes the time spent in queue and the time ringing an
agent. ASA for aVDN includes the time spent in vector processing (including the
time spent in queue and the time ringing) for the VDN that the call was answered
in.

Interval ASA has been used for BCM S and pre-R3V4 CM S reporting where the
ASA iscalculated on reporting interval boundaries and the ASA is cleared to zero
at the start of each reporting interval. Rolling ASA is used, beginning with R3V4
CMS, for vector routing. Rolling ASA is arunning weighted average calculation
without regard to any interval boundaries. Rolling ASA iscalculated on the switch
and sent to the CMS.

Calculation
A menu selection in the CM S Dictionary subsystem which gives the abbreviated
name (calculation name) for the calculation that generates the data for afield in a
report.

Call-Based Items
The category of database itemsin CM S that are committed to the database after the
call completes. If acal starts and endsin different intrahour intervals, al of the
call-based datais recorded in the interval in which the call completed. Most
database items are call-based.

Call Handling Preference
A parameter of agent administration in the EAS environment that specifies how
calls are selected for the agent.

Call-Handling Profile
A set of objectives describing how you want a split/skill to handle calls.

Call Management System (CMS)
A software product used by business customers that have AT& T
telecommuni cations switches and receive alarge volume of telephone callsthat are
processed through the Automatic Call Distribution (ACD) feature of the switch.
The CMS collects call-traffic data, formats management reports, and provides an
administrative interface to the ACD feature in the switch.
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Call Prompting
A switch feature that routes incoming calls based on information entered by the
calling party, such as an account number. The caller receives an announcement and
is prompted to select an option from those listed in the announcement.

Call Vectoring
A switch feature that provides a highly flexible method for processing ACD calls
using VDNs and vectors as processing points between trunk groups and splits. Call
vectoring permits treatment of calls that is independent of splits.

Similar to acomputer program, acall vector isaset of instructions that control the
routing of incoming calls based on conditions that occur in acall center
environment. Examples of call vector conditions include time of day and the
number of callsin queue.

Call Work Code (CWC)
An ACD capability that makes sure that during or after the call, the agent can enter
astring of digits and send these digitsto the DEFINITY Call Management System
for management reporting.

Calls Carried
Trunk data. The number of inbound/outbound calls carried.

CentreVu Advocate
A set of features designed to enhance call and agent selection within acall center.
CentreVu Advocate requires Version 6 CentreMu Supervisor or later, a DEFINITY
ECS Release 6 or later, and Expert Agent Selection. See the CentreVu Advocate
User Guide for more information.

CentreVu Supervisor
The Call Management System application for the Microsoft Windows operating
environment.

Change Agent Skills
An agent’s skills may be changed from CM S by using the Change Agent Skills
Window. The Change Agent Skills Window allows the user to change the skill
assignmentsfor one agent. Through thiswindow auser can quickly see what skills
are currently assigned to an agent and the user can easily change the agent’s skill
assignment or apply an agent template to up to 50 agents.

CMS
See Call Management System.
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CONN
See Connected.

Connected (CONN)
A trunk state. A caller and an agent are connected on an ACD call.

Connected Call
A non-ACD call is considered to be connected to an extension (not aVV DN or direct
agent) when the call rings at the station and the caller does not abandon.

Current
A CMS action that displays data from the current interval.

Current Interval
Represents the current intrahour interval, which can be 15, 30, or 60 minutes. The
current interval is part of the real-time database.

Current Wait Time
Thetime acall haswaited for service in a call queue adjusted for queue priority.

Custom Reports
Real-time or historical reports that have been customized from standard reports or
created from scratch. See the document for more information.

CwWC
See Call Work Code

DABN
See Direct Abandon.

DACD
See Direct Agent ACD.

DACW
See Direct Agent ACW.

Daily Data
Interval datathat has been converted to a 1-day summary.

Data Collection Off
CMSisnot collecting ACD data. If you turn off data collection, CM Swill not void
data on current call activity.
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Data Collection On
CMSiscollecting ACD data.

Data Points
Points of historical data. A data point should include datafor each interval of the
working day.

Database
A group of tablesthat store ACD data according to a specific time frame: current
and previous intrahour real-time data and intrahour, daily, weekly, and monthly
historical data.

Database Item
A namefor a specific type of data stored in one of the CM S databases. A database
item may store ACD identifiers (split numbers or names, login IDs, VDN, etc.) or
statistical data on ACD performance (number of ACD calls, wait time for callsin
queue, current states of individual agents, etc.).

Database Tables
CM S uses these tables to collect, store, and retrieve ACD data. Standard CM S
items (database items) are names of columns in the CM S database tables.

Date Format
The standard format for entering dates on Supervisor reports.
Acceptable formats are:
*  Month/day/year (for example, 3/21/93).

« A"-" offset based on today’s date (for example, -1 for yesterday). You can also enter arange
of numbers (for example, 0 through -7).

e Sgparating individual data entry items using a semicolon (for example, 3/21/93;3/23/93; 3/
25/93)
*  Entering ranges by placing a hyphen between entries (for example, 3/21/93-3/25/93).

When you specify a date for aweekly report, that date or range of dates must
correspond to the week start day selected in the System Setup-Storage Intervals
window. If the date and day do not match, the message No records found displays
in the status line.

The month start date must be the first day of the month.

Delete
A CMS action that removes the entry on the window from the database.
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Designer Reports

Customized reports that can be created using CentreVu Supervisor’s Report
Designer feature, and which are run from CentreVu Supervisor.

Dictionary

A CM S subsystem that can be used to assign namesto various call center elements
such aslogin IDs, splits/skills, trunk groups, VDNs and vectors. These names
appear on reports, making them easier to interpret.

Dictionary Location

Thelocation ID isanumber associated with one or more port networks on a
Definity R7.1 or later. Any hardwareresiding on aport network isassigned the port
network’slocation ID and identified by that ID number. The hardware tracked with
this number includes the voice terminals agents use and trunks.

Thelocation 1D assigned to voice terminals can be used to track individual agents
The location ID assigned to trunks can be used to track groups of agents by
location. VDNSs, hunt groups, and vectors do not have location | Ds associated with
them because they operate independently of locations.

Direct Abandon (DABN)

A trunk state. The caller abandoned the call, and the trunk quickly goesto idle.

Direct Agent ACD (DACD)

An agent state. The agent is on adirect agent ACD call.

Direct Agent ACW (DACW)

An agent state. The agent isin the after call work state for adirect agent ACD call.

Direct Agent Calling

EAD

EAS

An EAS capability that makesit possiblefor a caller to reach the same agent every
time and still include the call in the management tracking of the call center. Thisis
ideal for claims processing, where a client needs to speak with the agent handling
theclaim. Thisflexibility ensuresahigh level of customer servicewithout reducing
management control.

See Expert Agent Distribution.

See Expert Agent Selection.
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Entity
A generic term that refersto one of thefollowing: Agent, Agent Group, Split/Skill,
Trunk, Trunk Group, VDN, Vector, or Call Work Code.

Error Message
A response from a program indicating that a problem has arisen or something
unexpected has happened, requiring your attention.

EWT
See Expected Wait Time.

Exception
A type of activity on the ACD which falls outside of the limits you have defined.
An exceptional condition isdefined in the CM S Exceptions subsystem, and usually
indicates abnormal or unacceptable performance on the ACD (by agents, splits/
skills, VDNs, vectors, trunks, or trunk groups).

Exception Reports
Display occurrences of unusual call-handling events.

Expected Wait Time (EWT)
An estimate of how long acaller will havetowait to be served by acall center while
in queue considering the current and past traffic, handling time, and staffing
conditions. Time spent in vector processing before being queued and the time spent
ringing an agent with manual answering operation is not included in the EWT
prediction. With the DEFINITY ECS R5 or later and CentreMu CMS, theEWT isa
switch-based calculation.

Expert Agent Distribution (EAD)
A call queued for askill will go to the most idle agent (primary skill agent). Agents
who areidle and have secondary agent skillswill receive the call queued for askill
if there are no primary agents available.
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Expert Agent Selection (EAS)

Expert Agent Selection (EAS) isan optional switch featurethat builds on the power
of the Call Vectoring and ACD features of the switch to match the skills required

to handle a particular call to an agent who has at |east one of the skillsthat acaller
requires. The ACD queuing and the vector commands Queue-to-Main and Check-
Backup are used to route a call to an agent with the appropriate skill to handle that
call. With EAS call distribution isbased on skill. You can match the skills required
to handle a particular call to an agent who has at |east one of the skillsthat acaller
requires.

CMS collects data on skills in the same manner asit collects data on splits. Real-
Time agent reports generally indicate which skills the agents have, and in which
skill they are currently working. Skill reports show the performance of the skill
overal, displaying such items asthe ASA, the number of calls, and the percentage
of calls answered within the target service level for the skill.

CMSalso reports VDN databy VDN skill preference, so that customers can assess
the call center performancerelativeto callsrequiring particular skills. CM Sreports
how many calls were handled, how long these calls waited for service, and the
average talk time for calls queued to aparticular skill preference in a particular
VDN.

Extension Call
Extension calls are any calls originated by agents and non-ACD calls received by
agents.

FBUSY
See Forced Busy.

FDISC
See Forced Disconnect.

Find One
A CMS action that searches the database for entries that match the input value.

Flex Agents
Agentswho have arole of Roving, Backup, or Allocated. Top and Reserve agents
are not Flex agents. See the CentreVu Advocate User Guide.

Flexible Routing
An ACD capability that allows customersto choose how incoming calls should be
routed to agents within a split. Calls can be routed to the first available agent or to
the most idle agent.
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Flow Out

FMCH

For a split/skill, thisis the number of calls offered to a split/skill that were
redirected to another destination while queued to the split/skill. This can happen
under different circumstances, depending on the switch release and on whether
vectoring is active or not.

This can happen if:

» thecall intraflowed or interflowed.

» thesplit/skill call forwarding was active.

* aringing ACD call was answered using call pickup.

e aringing ACD call redirected on no answer.

For Generic 3 and later switches with vectoring, the number of outflow calls are counted if:
e aringing ACD call redirected on no answer.

» thecall rang at an agent in this split/skill and was answered using call pickup.
» thecall wasrouted to another VDN.

» thecall routed to a number or digits.

» thecall queued to a messaging split/skill.

» thecall queued to this split/skill asthe primary split/skill and was answered by an agent in
another split/skill, rang at an agent in another split/skill and then abandoned or was
redirected by the Redirection on No Answer feature (for Generic 3 Viersion 2 and later switch
releases).

For Generic 3 Version 2 switches, this is the number of CALLSOFFERED that

were redirected to another destination while queued to this split/skill. This can
happen by requeueing to the same split/skill viathe Redirect on No Answer feature.

For vectors, thisisthe number of callsto the vector that were redirected to another
destination by way of a"go to vector” command or by a "route to” or "adjunct
routing” command to adestination other than asplit/skill or direct agent. (Callsthat
route to a split/skill or direct agent by way of a"route to,” "adjunct routing,” or
"messaging split/skill” command are still tracked in the vector.)

For VDNSs, thisisthe number of callsto the VDN that were redirected to another
VDN or to a destination outside the switch by way of a'route to" or "adjunct
routing” command, or were redirected to another VDN by the Redirect on No
Answer feature. Note that calls are only counted as outflows from the VDN when
they are redirected to another VDN or to an off-switch destination. Callsin the
VDN that route to other destinations, such as split/skills or extensions, are not
counted as outflows from the VDN.

See Forced Multiple Call Handling.
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Forced Busy (FBUSY)
A trunk state. The caller receives aforced busy signal.

Forced Disconnect (FDISC)
A trunk state. The caller receives aforced disconnect.

Forced Multiple Call Handling (FMCH)
A feature that, when activated for a split/skill, allows calls to be automatically
delivered to anidle line appearance, if the agent isin the Auto-In/Manual-In work
mode and an unrestricted line appearance is available on the voice terminal.

Historical Database
Contains intrahour records for up to 62 days, daily records for up to 5 years, and
weekly/monthly records for up to 10 years for each CM S-measured agent, split/
skill, trunk, trunk group, vector, and VDN.

Historical Reports
Display past ACD data for various agent, split/skill, trunk, trunk group, vector, or
VDN activities. A report summary of call datainto daily, weekly or monthly totals.

HOLD
A trunk state. The agent has put the call on this trunk on hold.

IDLE
A trunk state. The trunk is not is use and waiting for acall.

See Information Indicator.

Information Indicator (1)
A two-digit code that identifies the type of originating line (for example: hotel or
pay phone) for incoming ISDN PRI calls.

INFORMIX
A relational database management system used to organize CM S data.

INFORMIX SQL
Theinteractiveinterfacetypically used to view theINFORMIX database. For CM S
purposes, CMS QL isused instead of INFORMIX SQL.
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Integrated Services Digital Network (ISDN)
A digital standard for telephony that enables, among other things, telephone,
television, and computer signals on the same lines. This system may someday
replace our existing telephone lines.

Interval-Based Items
A category of database items. These items represent the amount of time during a
collection interval spent doing a particular activity. Interval-based items are
updated throughout the collection interval and timing is restarted at the end of the
interval. Interval-based items should only be used to show amount of timein an
interval for an activity or to calculate percentages of time spent in an interval.
Interval-based items should not be used to cal cul ate averages (such asaverage hold
time).

Intrahour Interval
A 15, 30, or 60 minute segment of time starting on the hour. An intrahour interval
is the basic unit of CM S report time.

Location
A location, or site, refersto aphysical location. This can be abuilding, a section of
abuilding, or it can be what was once a separate ACD before the ATM WAN
capability was used to merge separate ACDs with other ACDsinto one large call
center. A location will typically be assigned one (or more) location IDs. A location,
despite being part of alarger call center, may continue to have sole responsibility
for handling certain 800 numbers. A location may also share responsibility for
handling an 800 number by having some of its agents be part of alarger split/skill
that includes agents from other locations.

Location ID for Agents
An agent location ID isthe ID of the agent terminal the agent islogged into. It is
associated with the DEFINITY port network ID to which the agent terminal is
attached. An agent cannot be assigned alocation | D for reporting purposes until he
or shelogsinto the ACD. Available on the DEFINITY ECS R7.1 with ATM and
later.

Location ID for Trunks
The DEFINITY network location ID (1-44) associated with atrunk. A Location ID
isnot directly assigned to an trunk, instead, it is assigned to a port network (viathe
chcabinetx form). Therefore, each trunk whose equipment |ocation belongs to that
port network will be associated with that port network’s location I1D.
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Logical Agent
An EAS feature that associates the agent’s login ID with the physical extension
when the agent logs in. Properties such as the assigned skills, class of restriction,
and coverage path are associated with the login ID rather than the physical
extension. This allows agentsto log in at any available set.

Agentsare assigned asingle set of work mode buttons, rather than one set per skill.
This simplifies the agent’s interface to the work mode buttons. When the "M1" or
"Al" button islit, the agent is available to take acall in any assigned skills.

The Logical Agent capability allows calling agentsto connect by dialing into their
login IDs. Callsto login IDs may be treated as direct agent ACD calls, given the
proper class of restriction, or may betreated as extension (personal) calls. Treating
the calls as direct agent calls can be used to help distinguish business-related from
persond calls.

LOGOFF

An agent trace work mode. An agent islogged out and not available to take ACD
cals.

LOGON

An agent trace work mode. An agent islogged in and available to take ACD calls.

Maintenance Busy (MBUSY)
A trunk state. The trunk is maintenance busy, out of service for maintenance
purposes.

Manual In (MI)
An ACD work mode. Ml makes the agent available to receive an ACD call and
automatically places the agent into the ACW state upon release from the call.

MBUSY
See Maintenance Busy.

MCH
See Multiple Call Handling.

Measured
A term that means an ACD element (agent, split/skill, trunk, trunk group, vector,
VDN) has been identified to CM Sfor collection of data. If the ACD element is not
measured, no datais collected.

Ml
See Manual In.
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MIA
See Most Idle Agent.

Modify
A CMS action that changes the database entry to reflect the new values entered in
the current primary window.

Monthly Data
Daily data that has been converted to a Monthly summary.

Most Idle Agent (MIA)
An ACD distribution method that maintains aqueue of idle agents. An agent is put
at the end of thelist for aparticular split when the agent completesan ACD call for
that split. The agent continues to advance in the list as long as the agent remains
staffed and in ACW, available, or on AUXIN/OUT extension calls from the
availablestate. If theagentisin ACW orisonan AUXIN/OUT extension call from
the available state, then the agent is marked as unavailable to take an ACD call but
remainsin thelist, moving up. An agent in the AUX mode (either by pressing the
AUX button or by logging in) isnot in the list of eligible agents.

Agentsin multiplesplits/skillsarein multiple"eligible agent” lists, onelist for each
split/skill. An agent who isin ACW, on an AUXIN/OUT extension call from the
AVAIL state, of onan ACD call for another split/skill continuesto move up thelist
of eligible agents for other split/skills.

With EAS, if there are no callswaiting in queue for an agent’s primary skill(s), the
agent isput into the MIA gueuefor primary and secondary skills, and then receives
the next call for any of the skillslogged into.

Multi-Agent Skill Change Window
Thiswindow allows the user to perform the foll owing administration actions: add
one or more agentsto a skill; move one or more agents from one skill to another;
and remove one or more agents from a skill.

Multiple Call Handling (MCH)
Allows an agent to receive an ACD call while other cals are active on the agent’s
station. The agent must put the current call on hold and press Al/MI in order to
receive another ACD call.

Multiple Split Queuing
With Call Vectoring, acall can bedirected to up to four splitsat the sametime, with
the first agent who is free getting the call.
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Multiuser Mode
Any administered CMS user can log into CMS. Data continues to be collected if
data collectionis"on."

Name (Synonym) Fields
Fields in which you may enter a name (synonym) that has been entered in the
Dictionary subsystem (for example, names of agents, splits/skills, agent groups,
trunk groups, vectors, VDNS).

Nonprimary Split/Skill
When acall is queued to multiple splits/skills, the second and third splits/skills to
which the call queuesina VDN are called nonprimary splits/skills. They are also
referred to as secondary and tertiary splits/skills, respectively.

Only Me Report
A custom report that only the creator and the CentreMu CM S administrator(s) can
access.

OTHER
An agent state. The agent is working on a direct agent call, working on acall for
another split or skill, or has put a call on hold and has not chosen another work
mode.

Percent (%) Within Service Level
The percentage of calls that you are expecting or targeting to be answered by an
agent within a specific number of seconds.

Phantom Abandon Call Timer
A CMS capability that tracks information about abandoned calls. When the
capability isenabled, callswith aduration shorter than the administered value (zero
to ten seconds) are counted as phantom abandon calls. Setting the timer to zero
disablesit.

Previous Interval
Represents one intrahour interval and is part of the real-time database. At the end
of each intrahour interval, the contents of the current intrahour interval are copied
to the previous intrahour interval portion of the real-time database.

Primary Skill
Skills assigned to an agent. Primary skills are the areas in which the agent has the
most expertise.

See also Agent Skill.
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Queue
A holding areafor callswaiting to be answered in the order in which they were
received. Callsin aqueue may have different priority levels, in which case, calls
with a higher priority are answered first.

QUEUED
A trunk state. An ACD call has seized the trunk and is queued to a split/skill
waiting for an agent to answer.

Read Permission
The CM S user can access and view data (for example, run reports or view the
Dictionary subsystem). Read permission is granted from the User Permissions
subsystem.

Real-Time Database
Consists of the current and previous intrahour data on each CM S-measured agent,
split, trunk, trunk group, vector, and Vector Directory Number (VDN).

Real-Time Reports
Display current ACD call activity on agents, splits/skills, trunks, trunk groups,
vectors, and VDNSsfor the current or previousintrahour interval . Current intrahour
interval rea-time reports are constantly updated as data changes during the
interval. Previous intrahour interval real-time reports show data totals for activity
that occurred in the previous intrahour interval.

Redirect On No Answer
An ACD capability that assists the user if acall is not answered in a specified
number of rings (preset by the call center Manager). The terminal extension,
including ports with VRUS, is busied out and the call goes back into the queue at
top priority.

Refresh Rate
The number of seconds CMS should wait for each update of the real-time report
data. A user’s fastest allowable refresh rate is defined in the User Permissions -
User Datawindow as aminimum refresh rate. The default refresh rate when a user
brings up the report input window is the administered minimum refresh rate plus
15 seconds.

R3V6 can refer to a software version of CentreVu CMS.
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RINGING
An agent state. Thetime acall rings at an agent’s voice terminal after leaving the
gueue and before the agent answers the call. Available only with Generic 2, Load
3.1 or later with the RINGING state enabled, and with Generic 3.

A trunk state. A call isringing at the agent’s voice terminal.

Rolling ASA
See Average Speed of Answer (ASA).

Scripting
The Scripting feature lets you create a script to run aspecified report or run areport
and export the data on schedule. The scriptsrequire acustomer- provided schedul er
to berun at alater time.

Secondary Skill
Skills assigned to an agent. Secondary skills are the areas in which the agent does
not have extensive expertise. (Used through G3V4 with EAS.)

See also Agent Skill, Skill Level.

SEIZED
A trunk state. A call isusing the trunk either incoming or outgoing.

Service Level
A time specified in seconds within which al calls should be answered. Normally
set as an objective by management. Usually referred to as Acceptable Service
Level (ASA).

Service Observing- VDNs
A featurethat givesavoice terminal user the ability to monitor the treatment a call
receives asit is processed by aVDN.

Single-User Mode
Only one person canloginto CM S. Data continuesto be collected if datacollection
is"on." Thismode is required to change some CM S administration.

Skill
An attribute that is assigned to an ACD Agent. Agent Skills can be thought of as
the ability for an Agent with aparticular set of skillsto handleacall which requires
one of those skills. In relationship to your call center, think of skill as a specific
customer need/requirement or perhaps abusiness need of your call center. You will
be defining your skills based on the needs of your customers and your call center.
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Skill Level
A priority level from 1 (highest) to 16 (lowest) indicating an agent’s level of
expertise or ability to handle calls to the given skill. (ECS Version 5 and later.)

Split
A group of extensions that receives special-purpose callsin an efficient, cost-
effective manner. Normally, callsto asplit arrive primarily over one or afew trunk
groups.

Staffed Agent
An Agent who is currently logged in to the switch.

Standard Reports
The set of reports that are delivered with the CM S or Centre\Vu Supervisor
software.

Station
An unmeasured extension. An extension that is not currently staffed by an agent or
that is a member of an unmeasured split/skill or hunt group.

Subsystem
Each CMS Controller selection (for example, Reports, Dictionary, System Setup,
Exceptions, etc.) along with Timetable and Shortcut is referred to as a subsystem
of the Call Management System throughout this document.

Switch
A private switching system providing voice-only or voice and data
communications services (including access to public and private networks) for a
group of terminals within a customer’s premises.

System AUX
The DEFINITY switches use the reason code 0 as the default code for situationsin
which the switch placesthe agent in the AUX mode automatically (for example, on
login, when agents make or receive extension calls from Al/MI mode, when the
agent istaken out of service dueto failureto answer aringing cal) or logsthe agent
out (for example, during aMove Agent while Staffed operation). ASAI
applications that change the agent’s work mode to AUX or log the agent out
without specifying areason code will result in changeto AUX or logout with the
default reason code.

Tertiary Split/Skill
Generic 3 and ECS with vectoring. When acall is queued to multiple splits/skills,
the third split/skill the call queued to in aVDN is called the tertiary split/skill.
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Thresholds
Supervisor thresholds are defined as Caution or Warning. Threshold highlight
settings apply only to some real-time dataitemsin real -time and integrated reports.
For information on setting threshold highlights, see the CentreVvu” Call
Management System Release 3 Version 9 Administration585-214-015 document.

Time Format
The standard format for entering times on CM S reports.

Acceptable formats are:
*  AM/PM format (for example, 7:30AM-5: 00PM).
*  Military time format (for example, 7:30-17:00).

Timetable
An activity task or group of activitiestasks (like reports) scheduled for completion
a atimethat is convenient and nondisruptive for your call center’s operation.

Trunk
A telephone circuit that carries calls between two switches, between a Central
Office (CO) and a switch, or between a CO and a phone.

Trunk Group
A group of trunksthat are assigned the same dialing digits - either a phone number
or aDirect Inward Dialed (DID) prefix.

Uniform Call Distribution (UCD)
The most idle agent for the skill will receive the call (if the agent is available).

Universal Call Identifier (UCID)
A number that uniquely identifiesa call in anetwork of nodes that support UCID.
This number will be a part of the records in the Call History feature of CMS.

UNKNOWN
An agent state. CM S does not recognize the current state.

A trunk state. CM S does not recognhize the state of the trunk.
UNSTAF (non-EAS)

Unstaffed, an agent state. The agent is not logged in and, therefore is not being
tracked by CMS.

User ID
Thelogin ID for aCMS user.
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User Permissions
A CMS subsystem that alows the CM'S administrator to define user access
permissions.

VDN
See Vector Directory Number.

VDN Calls-Counted
Also known as counted-callsto VDN and active VDN calls. Thisisa Call
Vectoring capability. Counted-callsto VDN is a parameter of the "go to step” and
"goto vector" commandsthat provides conditional branching (to adifferent stepin
the same vector or to adifferent vector) based on the number of incoming trunk
callsaVDN iscurrently processing.

VDN of Origin Announcement (VOA)
A short announcement that is assigned to a VDN through switch administration.
The VOA identifies the origin or purpose of acall for the call center agent who
answers the call.

VDN Skill Preference
Up to three skill(s) can be assigned to aVDN. Callsuse VDN skills for routing
based on your preference (as you administer it in the vector). VDN skill
preferences are referred to in the vector as "1st," "2nd," or "3rd."

A prioritized list of agent skills administered for a VDN that are required or
preferred for the answering agent. VDN Skill Preferences represent the
requirement that a call be routed to an ACD agent with aparticular ability or set of
abilities.

Vector
A list of stepsthat process callsin auser-defined manner. The stepsin avector can
send callsto splits, play announcements and music, disconnect calls, give callsa
busy signal, or route callsto other destinations. Calls enter vector processing via
VDNs, which may have received calls from assigned trunk groups, from other
vectors, or from extensions connected to the switch.

Vector Directory Number (VDN)
An extension number that enables calls to connect to a vector for processing. A
VDN is not assigned an equipment location. It isassigned to avector. A VDN can
connect callsto avector when the calls arrive over an assigned automatic-in trunk
group or when calls arrive over a dial-repeating (DID) trunk group and the final
digitsmatch the VDN. The VDN by itself may be dialed to access the vector from
any extension connected to the switch.
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Voice Terminal
A telephone set, usually with buttons, that gives an agent some control over the

way cals are handled.

Weekly Data
Daily datathat have been converted to a weekly summary.

Write Permission
The CM S user can add, modify, or delete data and execute processes. Write

permission is granted from the User Permissions subsystem.
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