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Notice

Every effort was made to ensure that the information in this book was
complete and accurate at the time of printing. However, information is
subject to change.

Your Responsibility for Your System’s Security
Toll fraud is the unauthorized use of your telecommunications system by
an unauthorized party, for example, persons other than your company’s

employees, agents, subcontractors, or persons working on your company’s

behalf. Note that there may be a risk of toll fraud associated with your
telecommunications system and, if toll fraud occurs, it can result in sub-
stantial additional charges for your telecommunications services.

Part 15: Personal Computer Statement. This equipment has been certi-
fied to comply with the limits for a Class B computing device, pursuant to
Subpart J of Part 15 of FCC Rules. Only peripherals (computing input/
output devices, terminals, printers, etc.) certified to comply with the Class
B limits may be attached to this computer. Operation with noncertified
peripherals is likely to result in interference to radio and television recep-
tion.

Part 68: Answer-Supervision Signaling. Allowing this equipment to be
operated in a manner that does not provide proper answer-supervision si
naling is in violation of Part 68 rules. This equipment returns answer-
supervision signals to the public switched network when:

Answered by the called station

Answered by the attendant

Routed to a recorded announcement that can be administered
by the CPE user

This equipment returns answer-supervision signals on all DID calls for-

You and your system manager are responsible for the security of your sysarded back to the public switched telephone network. Permissible

tem, such as programming and configuring your equipment to prevent

unauthorized use. The system manager is also responsible for reading all

installation, instruction, and system administration documents provided
with this product in order to fully understand the features that can intro-

duce risk of toll fraud and the steps that can be taken to reduce that risk.

exceptions are:

A call is unanswered

A busy tone is received

A reorder tone is received

Lucent Technologies does not warrant that this product is immune from o€anadian Department of Communications (DOC)

will prevent unauthorized use of common-carrier telecommunication ser-

vices or facilities accessed through or connected to it. Lucent Technolo-
gies will not be responsible for any charges that result from such
unauthorized use.

Lucent Technologies Fraud I ntervention
If you suspect that you are being victimized by toll fraud and you need

Interference I nformation

This digital apparatus does not exceed the Class A limits for radio noise
emissions set out in the radio interference regulations of the Canadian
Department of Communications.

Le Présent Appareil Nomérique n'émet pas de bruits radioélectriques
dépassant les limites applicables aux appareils numériques de la class A

technical support or assistance, call Technical Service Center Toll Fraudpréscrites dans le reglement sur le brouillage radioélectrique édicté par le

Intervention Hotline at 1-800-643-2353.

Federal Communications Commission Statement
Part 15: ClassA Satement. This equipment has been tested and found to
comply with the limits for a Class A digital device, pursuant to Part 15 of

the FCC Rules. These limits are designed to provide reasonable protection
against harmful interference when the equipment is operated in a commer-
cial environment. This equipment generates, uses, and can radiate radio

frequency energy and, if not installed and used in accordance with the

instruction manual, may cause harmful interference to radio communica-

tions. Operation of this equipment in a residential area is likely to cause

harmful interference, in which case the user will be required to correct the

interference at his own expense.

Part 15: Class B Statement. This equipment has been tested and found to
comply with the limits for a Class B digital device, pursuant to Part 15 of

the FCC Rules. These limits are designed to provide reasonable protection

against harmful interference in a residential installation. This equipment
generates, uses, and can radiate radio-frequency energy and, if not

installed and used in accordance with the instructions, may cause harmful
interference to radio communications. However, there is no guarantee that

interference will not occur in a particular installation. If this equipment

does cause harmful interference to radio or television reception, which can

ministére des Communications du Canada.
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be determined by turning the equipment off and on, the user is encouraged
to try to correct the interference by one or more of the following measures:

Reorient the receiving television or radio antenna where this
may be done safely.

telephone equipment.
Where the telephone equipment requires ac power, plug the

To the extent possible, relocate the receiver with respect to the

telephone into a different ac outlet so that the telephone equip-

ment and receiver are on different branch circuits.
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Preface

Purpose

Reason for reissue

Safety labels

Intended-Audience

How to use this
document

Conventions used

This book describes the Call Center reports that are generated through the
CentreVu" Supervisor software.

The book includes:

. A description of each CentreVu” Supervisor report

e An example of each CentreVu” Supervisor report

. Definitions of all report fields

. Tips for customizing specific CentreVu” Supervisor reports.

This document is being reissued to comply with CentreVu® Call Management
System (CMS) Release 3 Version 8 (R3V8) and CentreVu" Supervisor
Release 8 (R8).

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

The CentreVu” Supervisor Version 8 Reports (585-210-929) document is
written for users who analyze the available reports and use them to efficiently
run their call centers.

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

o Chapter 1, Introduction
. Chapter 2, Using CentreVu" Supervisor reports

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

e Chapter 4, Historical reports: compile call center information in 15-, 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 from a
specified start time in the past 24 hours up to and including the current
interval.

*  Appendix A, Database items and calculations

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

. An | nform x tabl e namne is in monospaced type.

. A “Chapter Name” is always surrounded by quotes.
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Related documentation

Report examples

A File name is 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 the CentreVu"” CMS software
to its maximum capability. Those most closely related to this document
are the Administration and Report Designer documents.

CentreVU® Call Management System Release 3 Version 8
Administration (585-210-910)

CentreVu" Advocate User Guide (585-210-927)

CentreVu” CMS R3V5 Custom Reports (585-215-822, Issue 2)
CentreVu® CMS R3V8 External Call History Interface (585-210-912)
CentreVu® CMS R3V8 Upgrades and Migrations (585-210-913)

CentreVu” CMS R3V6 Sun Microsystems, Inc. Sun” Sun
Microsystems, Inc.Enterprise © Computers Hardware Installation
and Setup (585-215-873, Issue 2)

CentreVu” CMS R3V6 Sun Enterprise Computers Connectivity
Diagram (585-215-877, Issue 2)

CentreVu” Supervisor Version 8 Installation and Getting Started
(585-210-928)

Lucent Call Center Change Description (585-210-925)

CentreVu® CMS R3V8 Database Items and Calculations (585-210-
939)

CentreVu" Report Designer Version 8 User Guide (585-210-930)
CentreVu” CMS R3V8 Documentation CD-ROM (585-210-926)

The report examples included in this document were taken from test lab
machines and are not intended to emulate real data. Report data will vary
dependent on your individual site.

U
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1 Introduction
Overview

Purpose  This chapter is written for any CentreVu Supervisor Release 8 user who
accesses the Real-Time, Historical, and Integrated reports subsystems. It
outlines how reporting works and the reports that are available.

About CentreVu  Call Center reports are generated through the CentreVu Supervisor software.

CMS and Supervisor  The CentreVu Supervisor software monitors the operations of and collects
data from the switch. This data is 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 CMS can manage up to 10,000 agent/split/skill or agent/skill
pairs in 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.

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 (VDNSs) to vector associations.

“About CentreVu CMS and Supervisor (1-1) lists the CentreVu Supervisor
reports that are available. The remaining chapters of this document give you
an overview and an example of each report. The reports you see depend on
your switch type, permissions, and system performance.
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Table 1-1 CentreVu Reports
Report Name Real-Time | Historical | Integrated
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/Skill

Agent Status by Location

Agent Summary

Agent Report

Agent Trace by Location

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
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Report Name

Real-Time

Historical

Integrated

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

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
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Report Name

Real-Time

Historical

Integrated

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

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
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Interactions with switch
features

How CentreVu CMS
tracks ACD data

See the CentreVu® Call Management System R3V8 Database Items and
Calculations (585-210-939) document or the CentreVu Call Management
System R3V8 Administration (585-210-910) document for the
interactions with switch features.

Using the data in the real-time and historical databases, CentreVu CMS
can generate standard reports which allow you to track your call center’s
activities. CentreVu CMS tracks the various agent, split/skill, trunk, trunk
group, vector, and VDN activities at different points in the call process.
See Chapter 1 in the CentreVu Call Management System R3V8

Administration (585-210-910) document for more information.
L]
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Things to Know About the System

Overview

Purpose This section introduces concepts and requirements that are relevant to
reports.

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

Overview

Terms

The following terms are used throughout this book. For additional
CentreVu CMS terms, see the Glossary.

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 CMS R3V5 Custom Reports
document, Lucent Technologies (585-215-822), Issue 2, 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 CentreVu
Version 8 Report Designer (585-210-930) document for more
information.

Daily Data Interval data that have been converted to a 1-day
summary.

Exception Reports Display occurrences of unusual call-handling
events.

Historical Database Contains intrahour records for up to 62 days in
the past, daily records for up to 5 years in the past, and weekly or
monthly records for up to 10 years for each CentreVu CMS-
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.
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Monthly Data Daily data that have been converted to a monthly
summary.

Multiuser Mode Any administered CentreVu CMS user can log into
CentreVu CMS. Data continues to be collected if data collection is
Hon.”

Previous Interval One intrahour 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
CentrevVu CMS-measured agent, split/skill, trunk, trunk group,
vector, and VDN.

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

Single-User Mode Only one person can log into CentreVu CMS.
Data continues to be collected if data collection is “on.” This mode
is required to change some CentreVu CMS administration.

Subsystem Each CentreVu Supervisor Controller selection. For
example, Reports is referred to as a subsystem.

Weekly Data Daily data that has been converted to a weekly
summary.
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Prerequisite System Administration

Overview

Dictionary

Call Center
Administration

User Permissions

System Setup

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

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.

To get Split/Skill Call Profile or 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.

See the “Call Center Administration” chapter of the CentreVu® CMS
R3V8 Administration (585-210-910) document for more information on
setting call profiles and activating agent traces.

For a report 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 a report on Splits 1, 4, and
5, you receive data for Splits 1 and 4 but not for Split 5, because you do
not have read permission for that split.

For more information, see the “User Permissions” chapter of the
CentreVu® CMS R3V8 Administration (585-210-910) document.

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

For more information, see the “System Setup” chapter of the CentreVu®
CMS R3V8 Administration (585-210-910) document.
L]
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Relationships to Other Subsystems

Overview

Timetable

CMS

Dictionary

Exceptions

Scripting

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

You cannot put a real-time report on a timetable. You can use shortcuts to
display real-time reports. Scripting is used in R3V8 Supervisor. You must
use the CMS terminal to use Timetable.

See Appendix D, “Timetable,” in the CentreVu® CMS R3V8
Administration (585-210-910) document.

If you cancel a report in CentreVu Supervisor, the data requests for the
report do not cancel in CMS. Therefore, the report continues to run on the
CMS side, even though it is canceled in CentreVu Supervisor. Until the
data requests clear, CentreVu Supervisor and CMS may slow down as a
result.

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

See Chapter 6, “Dictionary,” in the CentreVu® CMS R3V8 Administration
(585-210-910) document.

When an exception occurs, CentreVu CMS notifies you in three ways:

*  The terminal beeps unless you have disabled the beep through the
Supervisor Controller.

. You can see information about exception conditions by looking at
appropriate Real-Time reports.

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

*  The exception is entered in the real-time exceptions log.
For more information, see the “Exceptions” and “User Permissions”

chapters of the CentreVu® CMS R3V8 Administration (585-210-910)
document.

The Scripting feature lets you create a script to run a specified report or
run a report and export the data on schedule. The scripts require a
customer-provided scheduler to be run at a later time.

For more information on the Scripting feature, see Chapter 3, “Scripting,”
in the CentreVu® CMS R3V8 Administration (585-210-910) document.
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User Permissions 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 a refresh rate that is less than your
administrator-assigned refresh rate, an error message displays.

For more information, see the “User Permissions” chapter of the
CentreVU® CMS R3V8 Administration (585-210-910) document.
L]
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Things to Know About CentreVu
Supervisor Reports

Overview

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

Organization This section contains the following topics:
e Agent and Trunk States
. Refresh Rate for Real-Time and Integrated Reports
. Current Interval
. Service Level Increments for Call Profile Reports

. Iltems That Can Affect Real-Time and Integrated Report Data
L]
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Agent and Trunk States

Overview

Agent states

Status changes of all ACD data (for splits/skills, trunk groups, vectors,
VDNSs, agents, and trunks) are sent from the switch. As a result, the
states of agent extensions and trunks are what all other data are based
on. Agent states appear on real-time reports as CentreVu CMS records
the current status of the ACD, and trunk states appear on the CentreVu
CMS real-time trunk report. The following list of agent states includes the
default agent states. The names can be changed in the Dictionary.

ACD The agent logged into this extension is on a split/skill or direct
agent call. For Generic 2.1 switches (not supported with R3V5,
R3V6, or R3V8 CMS), the agent state is also ACD when a call is
waiting on hold.

Available (AVAIL) The extension is able to 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 completes. 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 is
released. This ACW time is tracked as call-associated ACW. If the
agent presses the ACW button while the agent is not 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’s time
in ACW includes time an agent is on incoming or outgoing calls
while in ACW, as well as time in ACW when the agent is not
connected to any calls.
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Auxiliary Work (AUX) The agent is engaged in non-ACD work, is
on break, in a meeting, at lunch, and so on. The agent presses the
AUX WORK key when the agent wants CentreVu CMS to recognize
the extension as staffed, but does not want the ACD to distribute
calls to the voice terminal. An agent’s time in AUX includes time an
agent is on incoming or outgoing calls while in AUX, as well as time
in 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).

Direct Agent ACD (DACD) The agent is on a direct agent ACD call.

Direct Agent ACW (DACW) The agent is in the after call work state
for a direct agent ACD call.

OTHER The agent is doing other work. This may represent that an
agent is in multiple splits or with multiple skills and 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 a feature.

UNKNOWN CentreVu CMS 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 a current agent state message is sent to CentreVu CMS
from the switch.

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

RINGING The time a call 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 is ringing to better analyze
your call center’s performance.
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Trunk states

IDLE The trunk is waiting for a call.
CONN The caller and agent are connected on a call.

QUEUED An ACD call has seized a trunk and is queued to a split
or skill waiting for an agent to answer.

SEIZED A call is using the trunk, either incoming or outgoing.

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

HOLD The agent has put the caller on this trunk on hold.

UNKNOWN CentreVu CMS does not recognize the state of the
trunk.

DABN The caller abandoned the call. The trunk quickly goes to
idle.

FBUSY Forced busy. The caller receives forced busy signal if you
have an ECS or Generic 2 switch with Call Vectoring. For the ECS,
you can receive busy calls if there is no call in queue for the split
and no agents are available.

FDISC The caller receives a forced disconnect. This appears only
if you have the Vectoring feature.

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

Overview

Fastest allowable refresh
rate

Default refresh rate

Shortest refresh rate

Historical Data in
Integrated Reports

When you order a real-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.

Your fastest allowable refresh rate is defined in the User Permissions—
User Data window as minimum refresh rate; see “User Permissions” in
the CentreVu® CMS R3V8 Administration (585-210-910) document. For
any user, the fastest rate that may be defined is every 3 seconds.
However, the actual speed at which a report 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.

The default refresh rate when you bring up the report input window is
your minimum refresh rate (defined by the CMS 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 a report is run as a script is user-
defined.

If you want to calculate the shortest refresh rates you can getin CentreVu
CMS real-time reports for your configuration, go to the cmsadm Menu.
The Real-Time Refresh program calculates the best (shortest) refresh
rates you can get in CentreVu CMS reports.

Once the historical CMS database is queried for an integrated report, the
historical data in the report will not refresh unless you request the report
again. The real-time data will continue to refresh at the end of each

interval. Therefore, to see new historical data on an integrated report, you

must request the report again to update the data.
L]
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2 Using CentreVu Supervisor Reports
Overview

Purpose  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.

How to access No matter where you run a report from, the way you select, run, edit, and
reports  view areport is the same.

You will find reports available under the following menus and tabs:
* Commands | Reports | Real-Time, Historical, or Integrated tab
. Commands | Dictionary | Reports tab

e Commands | Exceptions | Reports tab

e 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 Command or
Tool are located in the appropriate chapter in the CentreVu® CMS R3V8
Administration (585-210-910) guide.

How this chapter is  The chapter is divided into the following sections:
organized .«  gelecting 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 CentreVu
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 8 User Guide (585-210-930).
L]
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Using the Scripting feature

Overview

CentreVu Supervisor
Controller toolbar

Report Selector

Report output window

Script buttons

The Scripting feature lets you create a script to run a specified report or
run a report and export the data on schedule. The report can run in the

current CentreVu 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 Chapter 3, “Scripting,”
in the CentreVu® CMS R3V8 Administration (585-210-910) 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 log file
and view the contents of the log file.

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

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

Save as Script button—selecting this button in the Report Selector
window displays the Save as Script dialog box, which enables you to
create a new script for the selected report, but does not run the report.
The script type is set to interactive and cannot be changed.

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

Report/Script—selecting 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 selected report and run the
report. The script can be interactive or automatic.

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 save it in HTML format. The report will exit

after the save is complete.
L]
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Selecting a Report

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

1 Inthe Controller toolbar, select Commands to display the Commands
drop-down menu.

Lu-::ent Centre¥u Supervisor - trex !Elm
Connect @KL ELEN Tools Scripts  Help

P IE:-,,ﬁ Beports... E'

Dictionary. .. I
Exceptions. .. PABAAD | 227/9 IHFIPM |y
Agent Administration. _.

Call Center Admimizstration. ..
Report Wizard. ..

2  Select one of the following windows:

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

. Commands | Exceptions | Reports tab

e Commands | Agent Administration | Reports tab

. Commands | Call Center Administration | Reports tab

. Tools | Maintenance | Reports tab.

END OF STEPS

Result:
A window displays from which you can select a report.

Making selections Inthe Select a Report window, do the following:

1 Select a category from the Category box.

2  Select a report from the Report box.
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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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Running a Report

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

(]Agent Group Report - | I:Ilﬂ

— Inpuits

Agent Group: I.-’-'-.gentGru:uupEE j E

— Real-Time Options

Refrezh Even Seconds

[¥ Enable Repaort Thresholds
[~ Bun Minimized

k. Cancel | Help

| Bizon3Bvpe

Completing the report  Follow these steps in completing an input window:
input window

1  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 the wrong ACD is displayed, press the Cancel button and then return to

Displaying the Report selector window (2-4) to begin the report selection
procedure again to select the correct ACD.

2  Fillin the input fields. For the Split/Skill Outbound Interval report input
window, the input fields are: Split/Skill, Date, and Times.
To fill in an input field, do any of the following:
. Type in the name or number of the input requested
e Use the history list (pull-down menu)

. Press the Browse button to the right of the input field. This button
will allow you to view all of the available inputs.
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3  For all reports other than Commands | Reports Real-Time and
Integrated 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.

. Select the Print Report on: destination and choose a printer (if you
want to print on a printer other than the one displayed).

4  Press the OK button.

Result: The report runs.

END OF STEPS
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Selecting Report Run Dates

Selecting Dates

Browse Date

When you run historical reports, you need to select the date or dates for
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 a relative date (for example, -2 for two days ago).

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

o Select the Browse button. .

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

Browse Date nm
rSelect Date
I January I 1998
Sun|Mon| Tue|'Wed| Thu| Fn | Sat
1 21 3

4 |5 6| 7893|110
M2 13 14|15 16|17
18 |19 | 20| 21 |l 23 M
BB/ 2930 A

< | b

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

If you want to choose a date that is not in the current month, use the
arrow keys at the bottom of the window to scroll through the months.
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Browse Dates

Browse Month

If the input needed is for more than one date, the Browse Dates window
displays.

Browse Dates [ 7| x|
r Select Dates
Range | Clear |
| January [ 1938 " Februiary IREE " March [ 1398
Sun|Mon| Tue{Wed Thu| Fri | Sat | Sun|Mon| Tue|Wed Thu| Fri | Sat | Sun|Mon| Tue|\Wed Thu| Fri| Sat
1 2 3 1 203 45K 7 1 203 45K 7
48|67 |8 ajwofafajtofnn|j12{13]1448{9[10]11]12]13] 14

1212|1415 16|17 f 1516 |17 |18 [19] 20| 21 J 15|16 |17 |18 [19] 20| A
18119 | 20 | 21 el 23| 24 | 22| 23| 24 | 25 | 26| 27 | 28 | 22| 23| 24| 25| 26| 27| 28
2526|2728 2330 A 23130 A

4 il ’

Cancel | Help |

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

To select a range of dates, select the Range button, point- and-click on
the first 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

Month: R -
Year: mg

(1].4 Cancel | Help

This window is used in monthly reports where the data is for a single
month. The form is initialized to the values in the input field or to the
month previous to the current month when the input field is empty. Select
a single month and year for the report. The minimum date is January
1980 and the maximum date is December 2037.
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Browse Months If the input needed is for more than one month, the Browse Months
window displays.

rSelect Months

Eirst Monith: it

Mumber of Monthe: =

Lazt b onth; ID ecember 1337

(4 I Cancel | Help |

This window is available in monthly reports where the data is 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.

L
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Selecting Report Run Times

Selecting times  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 for this
report.

Select the Browse button next to the Times input field.

Browse Time If you select the Browse button, the Browse Time window displays.

boweTme AR

Select Times

Starting Interval: |RENSHENY

Ending Interval: I 11-301 PH LI

(] I Cancel | Help |

Complete the following fields:

Starting Interval: select the time you want the report to begin with
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 with from
the drop-down list. The report data will go through the interval during

which the time you enter falls.
L]
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Exiting and Restarting Reports

How to exit a report

How to restart a report

To exit a report (return to the Controller), do one of the following:
. Double click the System button.

. Select Close from the System button menu.

e Select Exit from the Report menu.

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

To restart a report (return to the report input window), do the following:
e  Select Restart from the Report menu.

Work State drill-down reports and unsaved reports created in Report

Wizard cannot be restarted.
L]
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Report Menu Bar

Overview

Purpose When you run a report, the menu bar at the top of the window has the
following options:

Report
Edit
Format
Tools
Options
Help

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

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

&F S plit/5kill Comparison - comopolitan

i{-i (8 Edit Format Tools Options Help
Bestart B 12:00 AM 1/22/98

Page Setup...
Print__.
Print Preview. ..

Design

Save azs HTML. ..

Script...

Exit
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Menu item functions This table describes the action that each menu item performs:

Menu ltem

Restart

Page Setup

Print

Print Preview

Design

Save

Save as

Action

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. This is disabled for
Drill-Down reports and if the report is an
unsaved report created using the Report
Wizard (this item is reenabled when the report
is saved).

Displays the Page Setup window. See the
Setting Up a Page (2-57) in this chapter for more
information on Page Setup.

Displays the Print window. See Selecting a
Printer (2-55) 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 a real-time report, only
one refresh of the report will be printed.

Displays the report so that you can see it before
printing. See Print Preview (2-21) for more
information on the Print Preview window. Once
you have selected Print Preview, you may print
the report.

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
CentreVu Report Designer Version 8 User
Guide (585-210-930). The Design menu item
will be grayed out if you are currently running a
drill-down report.

Saves the report that you edited.

Saves the report you edited under a different
file name.
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Menu ltem
Save as HTML

Script

Exit

Action

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.

Displays the 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.

Closes the 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.

L
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Save as HTML

Overview The Save as Hypertext Markup Language (HTML) function available with

Browsers

Selecting Save as HTML
location

CentreVu Supervisor Version 8 allows the user to export a snapshot of a
report running in CentreVu Supervisor and save it as an HTML file. Any
report generated in CentreVu Supervisor can be converted to an HTML
file. This file can then be stored on a web server for viewing on the
Internet or an Intranet.

Things to note:

. Save as HTML does not automatically save the HTML file onto a
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 real-
time reports.

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

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

To view the HTML file, your Internet browser must support tables and .gif
graphic files. For example, Netscape Navigator 3.0 or Microsoft™
Internet Explorer 3.0, or later versions of either, support tables and .gif
graphic files.

Save as HTML function can be found in the Report pull-down menu.

'SpIiUSkiII Comparison - comopolitan

Edit Format Tools Options Help
Restart B 12:00 AM 1,22198

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

Design

Save as HTML...

Script...

Exit
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Using Save as HTML To save a report as an HTML file, use the following steps:

Save Az HTML

Thiz window allows pou to save a ghapshot of the report output a2 an HTRL file,

[ Template

You can use a template to provide formatting characteristics for your report,
such az a background pattem, logoz, or explanatony text.

(1 Choose an existing HTML file to uze as a template

[E-CENTREVONGEMPLESSAMPLETATH o] E‘

[ Dutput
(1 Use Centrebiu Supervisar repart fonks

(@ Use the web browser default fants

Specity the name of the HTML output file to be created

[F\CENTREVINGAVEAS G HTH B @

0k I Cancel | Help

When you select Save as HTML, the Save as HTML dialog box displays.

While running the report you want to save, select Save as HTML from

the Report menu.

Select a template 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.

Select an output option.

Selecting Use CentreVu Supervisor report fonts preserves the
report fonts as you see them in CentreVu Supervisor.

Selecting Use the web browser default fonts displays the output file

using Internet browser default fonts.
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Output files

Templates

Not using templates

Type the name of the output file in the file name field, select the file
name from the pull-down history list, or select the Browse button and
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 Internet
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 must
specify the full file path (for example, c:\temp\myrpt.htm) to save the file
in a directory other than the current directory.

If there are charts associated with the file, they are converted into .qgif 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 all
associated graphics files to a web server directory for viewing on the
Internet or an Intranet.

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 a
template, the HTML file displays only the report.

Note the following:

. Templates are HTML files that can be created or edited using an
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 generates
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 black.
*  The title of the page is the same as the report title.
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Using existing templates

Save as HTML template
tags

Fonts

CentreVu Supervisor provides you with Sample templates which can be
found in the samples directory of the CentreVu Supervisor directory
where the executable files were installed. Use these installed templates
when saving a report as an HTML file.

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

HTML Tag
<CVSUP_TITLE>

<CVSUP_BODY>

Description

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

This tag is replaced by the report body in the
HTML file. However, only the first occurrence
of this tag is replaced. If a template is used
and the <CVSUP_BODY> tag is not in the
template, an error occurs, and the Save as
HTML operation is aborted.

If you choose to use the CentreVu Supervisor fonts, the font face and
size are preserved in the HTML file.

The fonts used in CentreVu Supervisor are Arial, Courier New and

Times New Roman.

In the event these fonts are not available on the computer viewing
the HTML file, backup fonts are used. The backup fonts are
Helvetica for Arial, Courier for Courier New, and Times for Times

New Roman.

If you choose to use the web browser’s default fonts, the HTML file
will not specify any fonts.

Note the following:

If you choose not to preserve the CentreVu Supervisor fonts,
the appearance of the report in the HTML file may change.

If you choose to use a template, do not preserve the CentreVu
Supervisor fonts if the template specifies the fonts.

L]
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Print Preview

Overview Print Preview displays the printed layout of a report on screen so that
printed components, such as page breaks and headers and footers, may
be viewed prior to actual printing.

Access Print Preview Print Preview is accessed from the Report menu of the output window of
all 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 a time.

[J] Print Preview =]

<Back Hert 100 % ~| T Landscape Fint.. Help | Close I

S dits kil Wiew -Gold Printed 3/26/58 02:4% 00 P M
SpifSkll: Gold Skill State: NORAL
Feport Data Stast Time: 1200AM Y2695
Agent Stalus
AL ALK
ACD RING
W o OTHER
Staffet 80 Ang Speed Ang m
%\Athin Senviceleve: 100 ACDCds 44
CdlsWhiting: 0 Avg ACDTime: 13
Oldest Call Whiting: 00 ‘Aban Calls: 0
AovgAban Time:

Page1af1




Using CentreVu Supervisor Reports

Print Preview

CentreVu® Supervisor Version 8 Reports

2-22

Print Preview fields 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

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 of 3.”

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

The Zoom In/Out drop-down list allows you to
zoom in or out on a report in the Print Preview
dialog box by a series of percentages in 25 percent
increments. for example, you may view a report
output in Print Preview at 100 percent, 125
percent, 150 percent, and 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 box.

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.
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Field/ltem
Help

Close

Description

Select Help (or press F1) to display a standard
Windows™ Help page for the Print Preview dialog
box.

The Close button closes the Print Preview dialog
box.

L]
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Edit menu The Edit menu has standard Windows editing options.

Beport BXi08 Format

Rept  Copy

Tools Options Help
1i22/98

Export Chait Data. ..
Export Table Data...
Export All Data. ..

Menu item functions This table describes the action that each menu item performs.

Menu ltem

Copy

Export Chart Data

Export Table Data

Action

The image of the currently selected chart is copied to
the clipboard in Windows metafile format. This allows
you to paste the chart picture into most Windows
applications, such as a word processor. You can also
access Copy from the right mouse button pop-up
menu. See Copying Chart Reports (2-53) for instructions
on using Copy.

The Data Export Options window is shown to allow
you to export the data in the currently selected chart. If
the report is a real-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 chart on this
report, this option will be grayed out until you select a
chart. For more information on exporting data, see the
“Exporting Report Data” section in this chapter.

The Data Export Options window is shown to allow
you to export the table data. If the report is a real-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 a table. For more
information on exporting data, see the “Exporting
report Data” section in this chapter.
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Menu Item Action

Export All Data The Data Export Options window is shown to allow
you to export all data in the report. You will also be
allowed to include labels and headers in the data that
are exported. If the report is a real-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. For more information on
exporting data, see the “Exporting Report Data”
section in this chapter.
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Format

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 Comparizon - comopolitan
Beport Edit B FI8 Toolz Options Help

Report Datz Chart___ AM 1722198
 ——— - I I
Table...

Sort by, _.

Menu item functions This table 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 menu.

Table Allows you to format a table. 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
the information 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.

Hepurt Edit Format Optionz  Help
Report Data Start T”T'l Threshold Settings. ..
Change Agent Skills. ..

Menu item functions This table describes the action that each menu item performs.
Menu Item Action

Available Drill-Down reports If you are running a report 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 a window that allows you to view or modify threshold
highlight settings. Threshold highlight settings apply only to
some real-time data items in real-time and integrated reports.

For information on setting threshold highlights, see Setting
Report Threshold Highlights (2-59).

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. This menu item is enabled only when the
selected table cell in a 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 Assignments window (non-EAS) for the selected
agent. You can then modify the split/skill assignments for the
agent. See the CentreVu® CMS R3V8 Administration (585-210-
910) guide for more information.

L
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Options

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

j i Spht/Skill Comparison - comopolitan

Beport Edit Format Tools m Help

Report Data Start Time: 1200 » Thresholds
v Status Bar

Bestore Oniginal Yiew

Menu item functions This table describes the action that each menu item performs.
Menu Item Action

Thresholds Turns threshold highlighting on or off for this real-
time report. When threshold highlighting is on
(there is 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 icons if the report is
minimized).

See Setting Report Threshold Highlights (2-59) for
additional information on Threshold Highlights.

Status bar Shows or hides the 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 this to get a larger viewing
area for 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 Original View Restores the Report View to the original settings.
All changes made to the format of this report are
discarded.

L
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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 The following 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
Using Report Options
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Report Layouts

Report types

What constitutes a
report?

Tables

There are two types of report layouts in CentreVu Supervisor:
*  Tables — the CentreVu Supervisor presentation of standard reports.

. Charts — the CentreVu Supervisor presentation of graphical
reports.

A report can consist of only a table/tables, only a chart/charts, or a
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 by
single data items. Text and data fields are used on both table and chart
reports.

Most standard CentreVu Supervisor reports (reports that are not
prefaced by "graphical") are displayed in tables.

The information on a standard report window is organized as follows:

+ Agent Split/Skill Weekly - Agent 54001 [_ (O] x|
Beport Edit Format Tools Options Help
Agent. Agent 54001
Wigak SplitrSkill ACD ACD ACW  Exinin Extnin Extn Extn Assists Held  Hold Trans ﬂl
Starting Calls Time  Time  Calls Time  Out Ciut Calls Time  OQut
Calls  Time
Totals 1701334:43:18 :00:00 0 :00:00 0 0000 1] 0 0000 1]
Ti2Ei96 =553 . +AbCd 0 :00:00 :00:00 0 oooo 0 o000 ] 0 0000 a
Ti2giae Skl 401 0 :00:00 :00:00 0 oooo 0 o000 ] 0 0000 a
Ti2giae  Skill 402 0 :00:00 :00:00 0 oooo 0 o000 ] 0 0000 a
TiAaiee 403 A6 06:52 :00:00 0 oooo 0 o000 0 0 0000 1]
TI28/196  tars group 4 0 0007 0000 0 :0ooo 0 0000 0 0 0000 1]
Ti2Bi96  Skill 405 0 :00:00 00:00 0 oooo 0 o000 0 0 0000 1]
Ti2Bi96  Skill 406 0 :00:00 00:00 0 oooo 0 o000 0 0 0000 1]
Ti2Bi96  Skill 407 0 :00:00 00:00 0 oooo 0 o000 0 0 0000 1]
Ti2gi96 Skl 408 0 :00:00 :00:00 0 oooa 0 .00:00 0 0 0000 a
Ti2aiae  Skill 409 0 :00:00 :00:00 0 oooo 0 o000 ] 0 0000 a
Ti2giae  Skill 410 0 :00:00 :00:00 0 oooo 0 o000 ] 0 0000 a
Ti2giae Skl 411 0 :00:00 :00:00 0 oooo 0 o000 ] 0 0000 a
Ti2aiae  Skill 412 0 :00:00 :00:00 0 oooo 0 o000 ] 0 0000 a
Tr2aiae  Skill413 1 :00:08 :00:00 0 oooo 0 o000 0 0 0000 1]
TI2BI96  Skill 414 0 :00:00 :00:00 0 0ooo 0 :00:00 0 0 :00:00 n-
Diouble Click. To Run Format Grid | BullG 35pe

More information

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

Reports (2-32).
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Charts The graphical CentreVu Supervisor reports are displayed in charts.
2 ¢ Split/Skill Queue [_ o] x]
Beport Edit Format Tools Option: Help
Calls Waiting Calls Waiting - Trend
T
g 8 g
- Z*E Ll | | Catalog Sales
\acatian Pactage _:: B oyt — Wacation Packages
Hazhh chact T 4 W Ly L Health check
fute Rl 012345 < , L - Auto Rertal
MNa. Calls = | | | M T
1]
Oldest Call Waiting Oldest Call Waiting - Trend
100 J |
80 =7
Cotabog Sakcs " | Catalog Sales
asalian Factages E B0 I i |_ Wacation Packages
Hamhh chact ’% 40 4] Health check
Mua Ranal
Auto Rental
20 +- JJ—LJ,—I—L——
LT
0 7] 19
[ Threshalds: On | Los Angeles

More information
There are several options for formatting the appearance of the charts

(graphical reports). See Formatting Chart Reports (2-35) for more

information.

L
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Formatting Table Reports

Overview

Accessing the Table
Format Options window

General tab

If you are in a report containing a table, you can format how the report is
displayed using the Table Format Options window.

The changes you make to a report’s format affect only your view of the
report. The changes do not affect how other CentreVu 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 right
mouse button pop-up menu.

If you select Sort by, the Table Format Options window displays with the

Sort tab active. If you select Format Table, the Table Format Options

window displays with the General tab active. Descriptions of these tabs
follow.

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

The General tab allows you to make format changes to a table.

Table Format Dptions 2 | ]
Sort ] General ]
Dizplay O ptions Fixed Region
I Show Grid Lines Colurnns:
o [

0k I Cancel Apply Help
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General tab parameters The following table parameters can be changed:

Parameter

Show Gridlines

Fixed Region, Columns

Fixed Region, Rows

Function

Specifies whether or not table
lines are to be shown in the table.

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 O
through 99. You can use the spin
boxes to select a valid value or
type the value in.

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 O
through 99. You can use the spin
boxes to select a valid value or
type the value in.

Sorttab The Sort tab allows you to specify the order in which the information on

the real-time table report is displayed.

Table Format Options
Sort ] General ]
—Sort By
I[none]
— Then By
< Ascending
I[nu:-ne] J " Descending
— Then By
< % Ascending
I[none] J " Descending
(0] I Cancel Apply Help
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Using the Sort tab When you are setting up display order for a real-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" from
the first Sort By drop-down list, select Ascending as the sort order,
and leave the other two Then By boxes set to "(none)."

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

L]
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Formatting Chart Reports

Overview

Accessing the Chart
Format Options window

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 series
that are identified with unique colors.

In many chart types, one data point from each series is 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 a three-dimensional chart plots series along the
z-axis. A chart can also have atitle and a legend.

If you are in a graphical (chart) report, you can format how the report is
displayed.

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

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

To format a chart report, selecting Format Chart or Sort by from the
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 (2-36)

i 3D Effects tab input fields (2-38)
i Axis tab input fields (2-39)

. Type tab input fields (2-40)

i Title tab input fields (2-41)

. Legend tab input fields (2-42)
. Data Labels tab input fields (2-43).
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General tab The General tab allows you to specify several general options that apply
to the chart.

Chart Format Options B
r Type T Title T Legend Data Labels
2D Effects | General 1 s
r Background Color

&h

r~Real-Time
[ Bolling Chart

Mumber 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 is a solid color or
whether it is displayed as a
gradient, a smooth transition from
one color to another. The
gradient transition can be one of
the following: 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.
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Parameter

Real-Time

Function

If the chart is a rolling 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 is a line
chart that is initially 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.

3D Effects tab The 3D Effects tab allows you to control the 3D appearance of the chart.
If the current chart is a 2D chart, this tab is disabled.

Chart Format Dptions [ 7 | x|
Type ] Title ] Legend ] Data Labels A
3D Effects ’I General ] Biiz
= 30 Wiewy
Elewvation: | 15.00
Botation: | 10.00
Projection: I Oblique - |

Wiewing Distance: | 200.00

“wfidth to Height: | 100.00

Depth ta Height: | 100.00

ok I Cancel | Apply Help

More information

See Rotating a 3D chart (2-49) for an easy way to change the elevation and

rotation of a chart using the mouse.
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3D Effects tab input The following parameters can be changed:

fields
Parameter

Elevation

Rotation

Projection

Function

A number from 0 through 90
degrees that describes the
relative height from which a chart
is viewed. 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.

Selects one of three
mathematical algorithms used to
give a 3D appearance on a 2D
sheet of paper or computer
screen.

You can choose the following
values:

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

*  Orthogonal — Perspective is not
applied to the chart, resulting in
less of a 3D effect. The
advantage of using this type of
projection is that vertical lines
remain vertical, making some
charts easier to read.

*  Perspective — This provides the
most realistic 3D appearance.
Objects farther away from you
converge toward a vanishing
point.
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Parameter

Viewing Distance

Width to Height

Depth to Height

Function

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.

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

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

Axis tab The Axis tab allows you to specify the title that will display on each axis of

the chart report.

Chart Format Options [ x|
f Type T Title Legend Data Labels
3D Effects 1 General Axis
Axis Digplay Title:
[V ¥ Axis
¥ Axis
114 I Cancel | Apply Help

Axis tab input fields The following parameters can be changed:

Parameter

Axis Display

Function

Makes each of the axes visible or
invisible. The choices are X Axis,
Y Axis, 2nd Y Axis, and Z Axis.
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Type tab The Type tab lets you change the chart type.

Chort Fomat Opions G|

30 Effects ] General ] Az ‘|
Type ’I Title ] Legend ] Data Labels
~ Chart

2D & 20

Chart Type:

Bar :I

Lire

Area LI

¥ Stacked W % Az

(] I Cancel Apply Help

Type tab input fields The following parameters can be changed:

Parameter
2D and 3D

Chart Type

Function

Changes the 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.

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

All possible chart types are as follows:

e Bar Chart (2D and 3D)

* Line Chart (2D and 3D)

* Area Chart (2D and 3D)

e Step Chart (2D and 3D)

* Horizontal Bar Chart (2D and 3D)
* Clustered Bar Chart (3D only)

* Pie Chart (2D and 3D)
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Parameter Function

Stacked check box Causes the data for all series to be
stacked rather than shown separately.
This check box is disabled for pie
charts.

% Axis check box Causes the 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.

Title tab The Title tab allows you to control the location of the chart title.

Chart Format Options B |
f 30 Effects T General T Az ]
Type T Title! T Legend T Data Labels

r Location

¥ Yizible

" Top Left * Top " Top Right

 Left ) Right

) Bottom Left " Bottom " Bottom Right

oK I Cancel Apply Help

Title tab input fields The following parameters can be changed:

Parameter Function

Visible check box Allows you to display or not
display report titles. Since the title
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.
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Parameter Function

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

Legend tab The Legend tab allows you to control the location of the chart legend.

Chart Format Options E |

f 30 Effects T General T iy ]

Type T Title T T Data Labels
~Location
[¥ ¥isible
" Top Left " Top " Top Right
O Left @ Right
{" 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.

Location 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 Data Labels tab allows you to control the location of the data point

Data Labels tab input

labels.

Chart Format Options H |

|/ 3D Effects T General T Bxig ]
Type T Title T Legend T
r Location —S5how Label Text

"' Mone e
=) Above Poink (:“ Value
{") Below Point E’B'FE"I
) Center " Seriez Name
e Ease " Category Hame
" Inside
" Dutside
" Left
" Right

o ]

Cancel

Apply

Help

The position of data point labels can affect the readability of the chart.
fields The label text may overlap in some situations, making it difficult or
impossible to read the labels.
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The following parameters can be changed:

Parameter
None

Above Point

Below Point

Center

Base

Inside

Outside

Left

Right

Value

Percent

Series Name

Category Name

Function
Labels are not displayed.

Displays the label above the data point. This
location is valid only for bar, line, area, and step
charts.

Displays the label below the data point. This
location is valid only for bar, line, area, and step
charts.

Displays the label centered on the data point.
This location is valid only for bar, line, area, and
step charts.

Displays the label along the category axis,
directly beneath the data point. This location is
valid only for bar, line, area, and step chatrts.

Displays the label inside a pie slice. This
location is valid only for pie charts.

Displays the label outside a pie slice. This
location is valid only for pie charts.

Displays the label at the left of a pie slice. This
location is valid only for pie charts.

Displays the label at the right of a pie slice. This
location is valid only for pie charts.

The value of the data point appears in the label.

The value of the data point appears in the label
as a percentage.

The series name is used to label the data point.

The category name is used to label the data
point.
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Minimizing Report Output Windows

Overview

Icons associated with
minimized report
windows

To minimize a report window, select the minimize button which is located
in the upper right-hand corner of the window.

When a report output window is minimized, the report’s icon is displayed.
Depending on the category of the report, one of the following icons will 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 %__ﬁ
and historical J B
reports
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Report Type Icon

Split/skill real-

time, historical,
and integrated
reports

Trunk/trunk

group real-time
and historical
reports

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 threshold 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 toolbar 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 items for the input field are enabled. If a
report object is not selected, a menu 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 ...

Select a cell in a table
and hold down the
right mouse button.

Select an output field
or label and hold down

the right mouse button.

Select a data pointin a
chart and hold down

the right mouse button.

This pop-up menu
displays ...

Export Table Data...
Format Table. ..
Sort by_._

Change Agent Skills...

Help

Export Chart Data...

Format Chart._.

Threshold Settings. ..

Copy
Help

Threszhold Settings...

Help

And ...

A dotted border is drawn around the cell.

If you select a cell that displays an agent
name, agent number, or work mode, the
available drill-down reports for that cell display
at the top of the right mouse button menu. See
examples of these later in this section.

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

If you selected a data point that allows report
threshold highlighting to be set, the menu item
will not be grayed out.

A dotted border is drawn around the field.

The Threshold Settings menu item is enabled
if the highlighted field has related threshold
settings.
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When you ... This pop-up menu

displays ...
Select an agent name

or agent number in a
table and hold down

Real Time Agent Information
Integrated Agent Information

the right mouse button. Export Table Data...

Format Table...
Sort by...

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

Select a cell on a table
or a point on a chart
that displays agent

Top Agent Work State

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

work state information
and hold down the
right mouse button.

Threzhold Settings. ..
Change Agent Skills. ..
Help

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 a real-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 a report using this method of
selection. See the appropriate chapter in the
CentreVu® CMS R3V8 Administration
(585-210-910) 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 Real-
Time Split/Skill Top Agent Work State Report,
which also displays when you double click on
the work state in the report.

L
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Rotating a 3D chart

Overview The rotation and elevation of any 3D chart can be changed interactively
using the mouse. This is easier than using the 3D Effects tab of the Chart
Format window (see Formatting Chart Reports (2-35) for information on
using the 3D Effects tab).

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

2  Press and hold the CTRL key. The pointer changes to indicate that the
chart can be rotated.

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

4 Move the pointer up and down to change the 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.

5 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.

L
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Exporting Report Data

Overview

Defaults

Report format

You can export the data from both standard (table) and graphical (chart)
reports, either to a file 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.

For table 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 line.
Text strings are delineated according to the specified text delimiter.
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How to export a data To export the data from a report, do the following:

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 a report to the clipboard or a file.

Export Chart Data [ x| |

— Destination

= Export to Clipboard:
") Export to File:

H@

— Export Format

Field Separator: | . ﬂ|

Text Delimiter: |[nune] ﬂ|

[T Export Null Yalues as Zero
[T Include Labels and Headers

(1] 4 Cancel Help

Complete the following parts of the Export Data window:

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

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

Export Format selection box—define the export format of the report.
The character you choose from the drop- down list in the Field
Separator text box is what will be placed between each field in the
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report. The character you choose for the Text Delimiter determines
what is used around text strings in the exported file. If a text
delimiter is specified, no special checks are done to ensure that the
data does not contain that character and the data is written
unmodified.

If you want to export data to Microsoft Excel™, choose “Tab” as the
field separator and “None” as the text delimiter.

Export Null Values as Zero—select this check box to include data
that is null as a zero in the export of information. This is helpful if you
are exporting a table report because a null value that is not included
in the export of the data could disrupt the order of the rows/columns
in the data.

Include Labels and Headers check box—select this check box to
include the text information (such as column headers in table
reports) in the export of the report's data.

Export Time Durations in Seconds—select this check box to include
the time duration in the export of information.

If you want to automatically export data on a schedule, select the
Script button to display the Save as Script dialog box. This dialog box
will 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 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 files to
be used as viewgraphs.

How to copy chart To copy a chart report to the metafile format, do the following steps:
reports

3  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.



Using CentreVu Supervisor Reports CentreVu® Supervisor Version 8 Reports

Resizing Report Windows and Columns 2-54

Resizing Report Windows and Columns

Resizing a window

Standard Supervisor
report window

Graphical report window

Changing a column
width

You can resize report windows by moving the cursor to the edge of the
window and, when the resize arrow appears, holding down the left mouse
button and moving the mouse to size the window. When the window is
the 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.

When you resize the window of a standard report, the contents of the
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.

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 a window 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.

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

then drag the mouse to change the column size.
L]
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Selecting a Printer

The Print setup window is a standard Windows Print window.

Print setup options The following options are available in the Print setup window:

. Default Printer — the default printer assigned by you in the Windows
Control Panel will be used.

*  Specific Printer — you can choose any printer that has been
installed in the Windows Control Panel. All installed printers are
included in the drop-down list. Depending on what printers are
installed, non-printer devices such as files and fax may appear here.

Other entries in this window will vary depending on the capabilities of the

chosen printer. The Windows system software determines what is

available here and what happens if the Properties button is selected.

These variations are not described here since Windows controls these

options.

How to select a printer To access the Print setup window, do the following:

1 Select a report (from Reports, Dictionary, Exceptions, Agent
Administration, Call Center Administration, or Maintenance).
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2  Onthe report input window, select the Print setup button.

Result: The Print setup window displays.

Print HE |

~ Printer
Properties |

MHame:

Status: Default printer; Ready

Type: QS 1725 Print System

Wwihere:  \WDRPCWINS1433037

Comment; QS 172510 23837 [ Print to file

— Print range Copies

©u Mumber of copies: Iﬂ
) Pages _fn:nm:l !':':I—
) Selection @ [ Collate

END OF STEPS
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Setting Up a Page

Overview

Page setup options

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 page
where nothing will be printed.
*  The margin settings are defined as follows:

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

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

—  Left — the margin is measured from the left of the page. The
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 are
truncated at the right margin. Charts that would overlap the
right margin are scaled smaller to fit within the margin.

*  Page Numbers — allows you to choose whether or not to display
page numbers.

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

— No — no page numbers will be displayed. This is equivalent to
the way CentreVu 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 a page 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  Complete the report input window, selecting View Report On Screen
as the destination.

4  Once the report is running, 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

Reports

Entities

Turn highlights on and
off

Example

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 a minimized report and be notified (through color/icon changes) when
an item has passed a specific threshold.

You can set threshold highlights only for real-time data items in 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.

Threshold highlight settings apply to a single entity on a specific ACD.
For example, if you run a real-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 all 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.

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/deselecting the Thresholds Settings
check box in the report input window, or by selecting Threshold Settings
from the Options menu in the report output window.

For example, set thresholds for Time on ACD Calls in 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 less 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.

Important! Report threshold highlights are not the same as
CentreVu CMS Exceptions Thresholds. The threshold highlighting
you can do with this feature is available through the CentreVu
Supervisor interface only.

L]
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Set Report Threshold Highlights

Before you start 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 is enabled.
When the data item that is selected does not allow thresholds, an
error message will display. See the tables later in this section for a
list of the report outputs that allow threshold highlighting.

Depending on which data item 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 data item that is a percentage or an
average, the Sample Size box is present.

Set thresholds The following is an example of the Threshold Settings window:

Threzhold Settings el |

The threzhold settings shown belaw apply to data for
Split/Skill 7 [7] on ACD 3 (Bizon3Gype].

Item: | Dldest call waiting

Deescription: |Amaount of time the oldest call o thiz split/skill has waited,

— Thresholds

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

® & &% & &

Low W arking Low Caution Acceptable High Caution High "/ arning
oo H oo H fisoo B [rrod H
ahid below ahid below and above and abowve

] I Cancel | Help |

Procedure To set report threshold highlights do the following steps:

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

2  Select on a data item in the report for which you can set threshold
highlights.
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3

4

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 the
selected data value. In most cases, this box contains a single entry.
If the data value is agent “Time in State” or “Time in Workmode,” or
agent group “Time in State” or “Time in Workmode,” then this list box
contains multiple names, one for each possible agent state or
workmode. Threshold highlights can be set for each individual state
and workmode.

Description — shows a description of the threshold currently
selected.

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

Sample Size — contains the current value for the Sufficient Sample
Size value. You can set this to any value from 0 to 999. When you
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 Size if the data
item you selected is a percentage or an average.

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 is defined, the
field is blank. You can set the value to any positive integer from
0 t0 999,999,999 or leave it blank. If the field is blank, no
threshold is set.

—  Low Caution — contains the current value for the Low Caution
threshold for the selected data item. If no value is defined, the
field is blank. You can set the value to any positive integer from
0 t0 999,999,999 or leave it blank. If the field is blank, no
threshold is set.
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— High Caution — contains the current value for the High Caution
threshold for the selected data item. If no value is 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 the 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 is
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 the field is
blank, no threshold is set.

5 Select OK.

END OF STEPS
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Tips for Setting Report Threshold Highlights

Overview

Tips for setting report
threshold highlights

Use the tips in 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. When a data
item is highlighted in a table (standard) report, it is outlined with a
dotted line. When a data item is highlighted in a chart (graphical)
report, it has “pull-bars” around the perimeter.

See the Available Agent Threshold Settings (2-65), Available Split/Skill

Threshold Settings (2-68), and Available VDN Threshold Settings (2-71)
sections in this chapter for more information on the real-time data
items in reports for which you can set threshold highlights.

In standard reports, you can select items from the table or from the
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, agent,
agent group, or VDN), that set of threshold highlights applies to
every report that is run specifically for that entity.

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

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

You can set the label colors by choosing Options from the Tools
menu on the Controller.

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 Insufficient color to a
different color than any other threshold condition. 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 sample size to not be
highlighted.

You can set report thresholds to affect how report data is displayed.
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. 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 denominator is
less than the Sample Size threshold, the value displays in the
“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 size
associated with the data, then the data value is compared to
the Low Warning, Low Caution, High Caution, and High
Warning threshold values to determine which band applies.
The value is displayed in the color associated with the

appropriate threshold.
L]
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Available Agent Threshold Settings

Overview Use the data items in 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® CMS R3V8 Database Items and
Calculations (585-210-939) document 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
Time in AUX State

Time in AUX-IN State

Time in AUX-OUT State

Time in ACW State

Time in ACW-IN State

Time in ACW-OUT State

Time in AVAIL State

Time in ACD State

Description/Database Item or Calculation

Description — Amount of time the agent is in
the Auxiliary Work state. Measures —
DURATION while AGSTATE = AUX

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

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

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

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

Description — Amount of time the agent is on
an outgoing call while in the After Call Work
state. Measures — DURATION while
AGSTATE = ACW-0OUT

Description — Amount of time the agent is in
the AVAIL state. Measures — DURATION
while AGSTATE = AVAIL

Description — Amount of time the agent is in
the ACD state. Measures — DURATION while
AGSTATE = ACD
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Time in ACD-IN State

Time in ACD-OUT State

Time in DACD State

Time in DACD-IN State

Time in DACD-OUT

State

Time in DACW State

Time in DACW-IN State

Time in DACW-OUT

State

Time in RING State

Time AUX Workmode

Time in ACD Workmode

Description — Amount of time the agentis in
the ACD-IN state. Measures — DURATION
while AGSTATE = ACD-IN

Description — Amount of time the agent is in
the ACD-OUT state. Measures — DURATION
while AGSTATE = ACD-OUT

Description — Amount of time the agent is in
the DACD state. Measures — DURATION
while AGSTATE = DACD

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

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

Description — Amount of time the agent is in
the DACW state. Measures — DURATION
while AGSTATE = DACW

Description — Amount of time the agentis in
the DACW-IN state. Measures — DURATION
while AGSTATE = DACW-IN

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

Description — Amount of time the agent is in
the RING state. Measures — DURATION
while AGSTATE = RING

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

Description — Amount of time the agent is in
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
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Time in ACW Workmode

Time in AVAIL Workmode

Time in DACD
Workmode

Time in DACW
Workmode

Calls in Direct Agent
Queue

Time call waiting in Direct
Agent Queue

Average Talk Time

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

Description — Amount of time the agent is in
the DACD workmode. This time measures the
time the agent remains in DACD, regardless of
any incoming or outgoing calls handled.
(Applies only to Generic 3 switches.)
Measures — AGTIME while WORKMODE =
DACD

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

Description — Number of Direct Agent calls
that are queued to the agent. DA_INQUEUE is
the current number of Direct Agent calls
waiting in any split/skill queue for a specific
agent. (Applies only to Generic 3 switches.)
Measures — DA_INQUEUE

Description — Amount of time the caller has
waited in the Direct Agent queue.

DA _OLDESTCALL is the length 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

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

L]
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Available Split/Skill Threshold Settings

Overview Use the data items in this section when setting split/skill threshold

highlights.

Split/skill threshold All of the data that CentreVu Supervisor uses for split/skill threshold
settings highlights are retrieved from the cspl i t (current interval split) database
table. See the CentreVu® CMS R3V8 Database Items and Calculations
(585-210-939) 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:

Threshold
Oldest Call Waiting

Number of Calls Waiting
in Queue

Number of Calls
Abandoned

Average Speed of
Answer

Description/Database Item or Calculation

Description — Amount of time the oldest call to this
split/skill has 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 ringing at an agent position. Measures —
INQUEUE + INRING

Description — Number of calls that were queued to
this split/skill and then abandoned. ABNCALLS is the
number of calls offered to a split/queue which were
subsequently abandoned by the caller. Measures —
ABNCALLS

Description — Number of seconds, on average,
before a call to this split/skill is answered. Average
speed of answer is the ANSTIME (time spent by
callers in queue or ringing before being answered)
divided by the ACDCALLS (number of calls queued
to the split/skill that were answered by an agent at
this split/skill). Measures — AVG_ANSWER_SPEED
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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
Level

Percent of Calls
Abandoned

Number of Agents
Staffed

Percent of Calls
Answered

Call Profile Abandon per
Service Level Increment

Rolling Average Speed of
Answer

Expected Wait Time
(Low)

Description —Average length of time spent on ACD
calls to 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 calls to the split/skill that
were given a busy signal by the switch. Measures —
BUSYCALLS

Description — Number of calls to the split/skill that
were disconnected by the switch. Measures —
DISCCALLS

Description — Percentage of ACD calls to the split/
skill that were answered within the service level.
Measures — PERCENT_SERV_LVL SPL

Description — Percentage of ACD calls to 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 calls to the
split/skill for any service level increment. A single
report threshold applies to 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 — ABNCALLS1 through
ABNCALLS10

Description — Switch-based Rolling Average Speed
of Answer for this split/skill. The Rolling Average
Speed of Answer is the average speed of answer
across intervals. Measures — ASA

Description — Expected Wait Time for a call queued
to this split/skill at a low priority level. Measures —
EWTLOW
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Expected Wait Time
(Medium)

Expected Wait Time
(High)

Expected Wait Time
(Top)

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 Use the data items in 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. See the CentreVu® CMS R3V8 Database Items and Calculations

(585-210-939) 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

Percent of Calls
Answered in Service
Level

Percent of Calls
Abandoned

Description/Database Item or Calculation

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

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

Description — Number of calls to the VDN that were
disconnected by the switch via the vector “disconnect”
command. Measures — DISCCALLS

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

Description — Number of calls queued to this VDN
that have not been answered by an agent. Measures
— INPROGRESS - ATAGENT

Description — Percentage of ACD calls to the VDN
that were answered within the service level. Measures
— 100*(ACCEPTABLE / INCALLS)

Description — Percentage of ACD calls to the VDN
that were abandoned. Measures — 100*(ABNCALLS
/ INCALLS)
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Percent of Calls
Answered

Call Profile Abandon per
Service Level Increment

Average Speed of
Answer

Average Talk Time

Average Time to
Abandon

Rolling Average Speed of
Answer

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

Description — Number of abandoned calls to this
VDN for any service level increment. A single report
threshold applies to all of the values. If the number of
abandoned calls for the VDN reaches the threshold
for any of the service level increments, the value for
that service level increment is highlighted. Measures
— ABNCALLS1 through ABNCALLS10

Description — Number of seconds, on average,
before a call to this VDN is answered. This value is
the time callers spent in queue or ringing before being
answered divided by the number of calls queued to
the VDN that were answered by an agent at this VDN.
Measures — AVG_ANSWER_SPEED

Description — Average length of time spent on ACD
calls to the VDN. Measures —
AVG_ACD_TALK_TIME

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

Description — Switch-based Rolling Average Speed
of Answer for this VDN. The Rolling Average Speed of
Answer is the average speed of answer across
intervals. Measures — ASA
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Report Options

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

Functions

Use the Options tab to do the following actions:

Set the ACD and other general options that CentreVu 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.
See Set Report Threshold Highlights (2-60) for 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 {entityl{number}, then all
of the entities (splits/skills, ACDs, VDNs, vectors, trunks, trunk
groups, call work codes, and AUX 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 have been assigned to the entities in the Dictionary
will display.

L]
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Options General Tab

Overview This section describes the Options General tab.

Options general tab Important! The General tab is accessible when you are
connected to a CentreVu CMS server.

Threshold highlighting does not use sound. It uses color only as an
indicator of a threshold being met.

The following graphic shows the Options General tab (with default

settings).
(23] Options 7] x|
Report Colars ] Threzhold Colors ] Mame Farmat 3
CHS Servers ] General ] Scripting »
Set first calendar day, default ACD, and other general options.
First Day of Week: ISUHda}' ﬂ
Drefault ACD: IBisnnEEvpe j

[~ Swnchronize PC ta CS Time at Lagin
¥ Usze Sound

[+ Usze Toalips

[+ Dizplay Taskbar |con

Window Menu Sort Order:
& Start Order

" Alphabetical
Mate: First Day of WwWeek affectz only calendar displays; it does not change the ChS Start of

Wwieek day for WwWeekly data callection.
Help |
Ok 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 the CentreVu CMS Start of Week day
for weekly data collection (the CentreVu CMS Start of Week day is
set through the System Setup: Storage Intervals window). For
example, if you browse for a date, the calendar will start the week
based on the day that you choose.

Use the drop-down list to make your selection.

. 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.
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Synchronize PC and CMS Time at Login — activate the check box
for this selection to set the PC's clock to read the same time as the
CentreVu CMS clock. If you do not activate this selection, your PC
clock and the CentreVu CMS clock may not read the same time.
This does not affect the CentreVu CMS clock.

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

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

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

Window Menu Sort Order —if you activate the Use Tray Icon, you
need to determine how the items that display in the system tray 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 you
started them from CentreVu 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.

L]
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Options Report Colors Tab

Overview This section describes the Options Report Colors tab.

Options report colors tab

Important!

The Report Colors tab is accessible when you are

connected to a CentreVu CMS server.
The following graphic shows the Options Report Colors tab (with default

settings).
(3] Optionz 21|
ChS Servers ] General ] Scripting 3
i Report Colors ’I Threghold Colors ] Mame Format 3
Scheme:
I F ainbiow j Save s | Remove |

123 45687 8 91011121314 1516

L A

I;T_.l

B ackground;

* white
 Automatic

Help |

Apply |

o |

Cancel |

Use the Report Colors tab to set up the colors that will be used in your
graphical reports.

Scheme — You can select the report color scheme that you want to
use for CentreVu Supervisor reports:

Select one of the following two ways:

From a series of predefined color schemes, which are listed 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 the Create a New Report
Color Scheme (2-81) section in this chapter for instructions on
creating report color schemes.
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. Background — CentreVu Supervisor allows a choice of report
background color:
e Use one of the following two choices:
—  White — Select this radio button to make the background of all
reports white.
— Automatic — Select this radio button to make the background
of all reports match the color that you have set up for your

system in Windows.
L]
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Options Threshold Colors Tab

Overview This section describes the Options Threshold Colors tab.

Options threshold colors Important! The Threshold Colors tab is accessible when you are
tab connected to a CentreVu CMS server.

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

(32 Options 2=
ChS Servers ] Feneral ] Scripting 3
Repart Colors ] Threzhold Colors ‘| M ame Format 3
Scheme:
F ainbiow j Save hs. | Remove

YWiew/zet colors for repart threshold indicatars.

Chart Inzufficient Sample Size —

Chart ‘W arning ._.'
Teut Caution

Text Inzufficient 5 ample Size Y,—I I_',

Text "W arning PRI TR,

Patterm:

Help |

(] 8 Cancel | Apply |

Use the Threshold Colors tab to set up the colors that will be used in
reports to tell you when exceptions thresholds have been reached.
You can select report color schemes in the following ways:

o From a series of predefined color schemes, which are listed 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 the Create a New Threshold
Color Scheme (2-84) section in this chapter for instructions on
creating report color schemes.

L
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Options Name Format Tab

Overview This sections describes the Options Name Format tab.

Options name format tab Important! The Name Format tab is accessible when you are
connected to a CentreVu CMS server.

The following graphic shows the Options Name Format tab (with default

settings):
[:2] Options 2|
ChS Servers ] eneral ‘| Scripting i
Report Calors ] Threzshold Calars ] Mame Format

Choose a name format or create your own uzing Thame} for Dictionany Name,
{entity} for entity type, and {rumbert for entity Aumber.

Entity:
e Format:
aeh
Call'work Code [name} [
Skill E e
Trunk Group LR
VDN Denverqd

Yector

Help | |
Ok I Cancel | Spply |

Use the Name Format tab to choose or create formats for how CentreVu
CMS entities (splits/skills, ACDs, VDNSs, vectors, trunks, trunk groups,
call work codes, and AUX codes) will display in CentreVVu 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.

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. In the Format text box:
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3. Do either of the following actions:

. Type the format that you want ({name}, {entity}, and/or
{number}), or

. Use the drop-down list to choose from a set of preformatted
options.
For example, if you want to display agent names and extension
numbers on reports, enter {name} {number} in the Format box.
The Example box provides an example of what the format will
look like based on your current definition of the name format.
4. Select OK to save your changes. Select Cancel to clear your
changes.

See Create a New Name Format (2-87) for information on creating a new
report name format.

L
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Create a New Report Color Scheme

Overview

Procedure

The procedure in this section describes how to create a new 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.

(3] Optionsz ed |
CHS Servers 1 General ] Scripting 3
{ Report Colors ’I Threshold Colors ] M ame Farmat b
Scheme:
I Y- j Save fs... | Bemove |

12 232 45687 8 91011121314 1516

L0 SRR ¢

Iﬂ

Backaround:
i+ ‘wihite

 Automatic Help |
Ok I Cancel | Apply |

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

1. Choose Options from the 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. Choose the Background color for reports by selecting White or
Automatic.

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

Colar 21|
B azic colors:

=TT =

Cuztom colors:

T T T N {/
N e

Define Cugtomn Colorg »» |

] I Cancel |

If you select the Pattern Selector button, the following selection box

displays:
(23] Options el |
ChS Serverz 1 General ] Seripting N
Report Colors ] Threzhaold Colors ] M ame Farmat q
S cherne:
I P ainbow j Save s | Bemove |

123 456789101

m

Background:
= Wwhite
= Aut ti
Automatic: Help |

0k Cancel | Apply |

7. To select a new color, choose from the Basic colors palette, or
create a custom color using standard Windows procedures.
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8.
9.

10.

11.

12.

To select a new pattern, click on the pattern you want to use.

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

When you are done modifying color bars, select Save As.
The following window displays:

[32] Save Scheme As 2] x|

Ww'hat would pou like to call the new oK |
zcheme?

|N e B ainbow

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

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.

L
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Create a New Threshold Color Scheme

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

Procedure

[zz Dptions el |
CHS Servers ] General ] Scripting b
Repart Calars ] Threzhold Colors ‘l Marne Format b
Scherne:
F ainbow j Save Az, | Remove

Wiewzet colars for report threshald indicators.

Chart Inzufficient Sample Size

Chart " arning “’
Text Caution
Text Insufficient S ample Size r,—l I_"

Text Warning AT TR,

Fattern:

Help | i
(1] I Cancel | Apply |

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

1. Choose Options from the Tools menu, or select the Options button
on the toolbar.
2. 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.

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:
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6.

10.

Use the following steps:

Select the Color Selector button next to the Text display box.
The following window displays:

Color 2=
Basic colors:

ErCEC T
A i
ErffFEAETEN
ErEAEEEEE
AR EEEEEE
EEEENT .

Cusztomn colors:

J T AT TR
B o

Define Cugtorn Colors > |

Ok I Cancel |

Choose a color from the Basic colors palette, or create a
custom color using standard Windows procedures.

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

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

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 standard Windows procedures.

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

Repeat steps 4 through 6 until you have updated all of the threshold
element colors that you want to modify.

When you are done modifying the threshold element colors, select
Save As.
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The following window displays:

[53] Save Scherme As

Wwihat would vou like to call the new
zcheme?

|New R ainbows

11. Type the 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 scheme is applied to any threshold
highlights that are displayed on running reports.

L
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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.

w

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

Select the Name Format tab.
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.

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.

To select another name format, go to the Name Format tab, select

the format, and then select OK.
L]
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3 Real-Time Reports
Overview

Purpose  This chapter is written 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 a file,
copied to a clipboard, run as a Script, or exported to HTML format through
the Save as HTML feature.

Introduction  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 calls in 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® CMS
R3V8 Database Items and Calculations (585-210-939) document for a
description of these data types.)

* Display data for the current interval for agent, split/skill, trunk/trunk
group, vector, and VDN activities, such as number of ACD calls,
abandoned calls, average talk time, and so on. All database items and
calculations that are used for real-time reports are taken 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® CMS
R3V8 Administration (585-210-910) document for more information.

The Expert Agent Selection (EAS), Vectoring, and Graphics reports 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.

Organization of  The following topics are covered:
ReaI‘T|me ReportS ° Agent reports (3_4)
. Other Reports (3-22)
N Queue/Agent Reports (3-41)

i Split/Skill Reports (3-58)
. Trunk Group Report (3-144)
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Presentation

Diagram of Real-Time
reporting system

VDN Reports (3-148)
. Vector Report (3-164)

Drill-Down Reports (3-168).

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 complete 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.

*  Input Window: includes input field definitions for each type of real-
time report. The input window is shown at the beginning of 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 corresponding database
item.

A short summary and example of each CentreVu Supervisor real-time
report is included in this chapter. When you generate a real-time report,
the totals for the report columns are on the top line of the report under the
headings.

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

Agert Group Report
Agent Report
Agent Information Raport (Non-EAS)
— Agent Graphical information
Event Count Summary
— Other Multi-ACD
Multi-AC D Top Agent
— QueusiAgent
—  SphitiSkill
—  Trunk/Trunk Group ——— Trunk Group Report
Call Profile
— VDN Graphical Call Profile
Skill Preference
VDN Report
— Vector Vector Repurt
— Designer —
—  Dirill-Down

Cueue/Top Agent Status

Shatus
Summary

Agent Status by Location
Call Profile

Graphical Active Agents
Graphical Allocated Agents

Graphical AUX Agenis
Graphical AUX Top Agents
Graphical Call Profile
Graphical BEAT
Graphical Queus
Graphical Skill Overload
Graphical Staffing Profle
Graphical Satus
Graphical Top Skill Status
Resarvel AUX Agenis
Reserve? AUX Agents
Skill ALX Report

Skill Status

Skill Top Agent

Sphit/Skill

Split/Skill by Location
Top Agent Status

Resarvel AUX Agents
Reserve? AUX Agents
Reservel Work State
Resarve? Whrk Siate

Top Agent Work State

L YWark State
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Agent reports

Overview

Purpose This section discusses agent reports.

Organization This following topics are described:
. General Information About Agent Reports (3-5)

. Agent Report Input Windows (3-6)

. Agent Group Report (3-7)

. Agent Report (3-10)

. Agent Information Report (3-13)

N Graphical Information Report (3-17).
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General Information About Agent Reports

What an Agent report
contains

Organization of Agent
reports

Agent report selector
window

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

*  The agents according to groups you have created in the Dictionary
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

e 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 the window.

_'Eﬁ Select a Report EH

Heal-Time

] Histarical ] Integrated ]

Fun R epart for ACD: Beport:

{sT10
LCateqany:

~

Agent Feport

Bl rsphicl normaton

Other
SplitsSkil
WO

Wector
Degigrer

— Dezcription

Queueifgent
Trunk/Trunk, Group

Shows statuz of agents it an agent group, and reazan far ALl agents

Script... | Propertiez | Copy | Lelete | Help |

0K | Edlf | Hew | Cancel |

L]



Real-Time Reports CentreVu® Supervisor Version 8 Reports

Agent Report Input Windows 3-6

Agent Report Input Windows

Overview The reports in this section use the Agent Report Input Windows. Specific
input information is included with the reports.

Agent report input fields The following table describes the input fields on real-time Agent 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 agent group, agent name or split/skill to run
the report.

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 <#> Seconds: Enter the number of seconds (3 to 600) to specify how
rapidly CMS 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
change it, check with your CMS 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 Click 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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Agent Group Report

Overview 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.

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

this report .

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

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

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

This report uses the Agent Group input window. Select an agent

group to view on the report. See Agent Report Input Windows (3-6) for
more information.

Agent Group report The following figure provides an example of the Agent Group report:

example
Cihgent Group Report - Groupl - |El|i|
Beport Edit Format Tools QOptions  Help
Agcnt Group: Groupl . . . . . . . .
Agent Name Login ID Extn AUX State  SpliyfSkill Time YDN Name
Reason
] agenth 50005 000% AVAIL 11:25
I agentl Looo1 0001 AVAIL g:08
] agent4 50004 0004 AVAIL 6:h4
I agent3 L0003 0003 AVAIL 3:056
f agentb 50006 0006 AVAIL 2:2h
(2 agent? 50002 0002 AVAIL 49:25
Double Click To Run Format Table || Thresholds: On 1E_dadsleas 5

Agent Group report input  See agent input fields.

fields
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Agent Group report

Field

Agent Group

Agent Name

Login ID
Extn
AUX Reason

State

Split/Skill

Time

description

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).

The login 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). This field is blank if the
agent is not in the 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 is on a split/skill call, a direct
agent call, or in After Call Work associated with
the call or the ACW, WORKSKILL is the
OLDEST_LOGON:

* When an agent is on an AUXIN/AUXOUT call

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

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

When an agent is on an AUXOUT call with an
ACD call on hold, this is the split/skill associated
with the ACD call. When an agent is available, in
AUX, or in OTHER, this is blank.

The elapsed time since the last agent
WORKMODE change for any split/skill. This item
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 following table describes the report fields:

Database Item, Calculation,
or <Calculation Name>

No database item or
calculation.

syn(LOGID)

LOGID
EXTENSION
AUXREASON

AWORKMODE and

DIRECTION

WORKSKILL

AGTIME
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Field

VDN Name
(Shows data only
if you have the
Vectoring
feature)

Definition

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. If a name has been assigned to the
VDN in the Dictionary, the name displays instead
of the number.

Database Item, Calculation,
or <Calculation Name>

syn(VDN)
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Agent Report

Overview

Things to know about
this report

The Agent report displays the current activities of all agents assigned to a
split 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. This report also

gives you 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/skill

display on this report.

*  The database items used for the Agent Report are stored in the
cagent table.

. This report uses the Agent Input Window. Select a split/skill that you
want to view on the report. See Agent Report Input Windows (3-6) for
more information.

Agent report example The following figure provides an example of the Agent report.

Agent report input fields

7 [ Agent Report - T22

Bepott Edt Format Tool: Optionz Help
SplitSkill: 122
Agent Mame Lagin ID Extn AL State  SplitrSkill Time VDM =
Reason Marme =
@ 28039 29039 26039 AR A
E 28029 29029 26029 AR A
E 28055 28055 26055 AR A
@ 28082 29082 26082 AR A
E 28080 29080 2B080 AWAIL A
R 20043 29043 26043 AAIL it
R 29040 249040 26040 AAIL it
R 20032 29032 26032 AAIL it
R 24031 249031 26031 AL il
R 29065 29068 26068 AyAIL i -
| Thresholds:0n | 5T10

See agent input fields.
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Agent report description

Field

Split/Skill

Agent Name

Login ID
Extn
AUX Reason

State

Split/Skill

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 logged in (or their login IDs if names
have not been assigned to them in Dictionary).

The login 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). This field is blank if the
agent is not in the 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 is on a split/skill call, a direct
agent call, or in After Call Work associated with
the call or the ACW. WORKSKILL is the
OLDEST_LOGON:

* When an agent is on an AUXIN/AUXOUT call from

the available state, while in AUX or with an AUXIN/
AUXOUT call on hold

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

When an agent is on an AUXOUT call with an
ACD call on hold, this is the split/skill associated
with the ACD call. When an agent is available, in
AUX, or in OTHER, this is blank.

The following table describes the report fields:

Database Item, Calculation, or
<Calculation Name>
syn(SPLIT)

syn(LOGID)

LOGID

EXTENSION
AUXREASON

AWORKMODE and DIRECTION

WORKSKILL
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Field

Time

VDN Name
(Shows data
only if you
have the
Vectoring
feature)

Definition

The elapsed time since the last agent
WORKMODE change for any split/skill. This item
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 number or name of the VDN for which the
report shows data. The Vector Directory Number
(VDN) associated with the ACD call in progress. If
a name has been assigned to the VDN in the
Dictionary, the name displays instead of the
number.

Database Item, Calculation, or
<Calculation Name>

AGTIME

VDN
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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.

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

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

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 splits, but is not
logged into those splits, these will not be reflected in this table.

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

When this report is accessed from another report by drilling down,
the input fields will be defaulted from the report you are drilling 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 an
agent that you want to view on the report. See Agent Report Input

Windows (3-6).

You 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 AUX Agents
Report, Graphical AUX Top Agents Report, or other Real-Time and
Integrated reports).
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Agent Information report The following figure provides an example of the Agent Information report:

example
" Agent Information Report - agent 32001 !EIE
Beport Edit Format Tools Options Help
Agent. agent 32001 Login ID: 32001 Extn: 32001
State: AVAIL AVAIL 04:23 =l !
Time: :00:09 ACD 01:58 split51
Active Split: ACYY :00:00 H
ACD Calls: 14 AL :00:00
Move Pending?: HO RIMNG 0028
Direct Agent Calls: 0 QOTHER :00:00
Double Click To Run Format Grid | Threzholds: On | Monarne[ 35

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

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

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

Login ID The login identification of the agent. LOGID
Extn The extension that the agent logged in from. EXTENSION
State The current work mode (state) that the agentisin = AWORKMODE and DIRECTION

(AVAIL, ACD, ACW, AUX, DACD, DACW,
RINGING, UNKNOWN, OTHER, UNSTAFF) and
the call direction (blank, IN or OQUT).

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

ACD Calls

Move
Pending?

Direct Agent
Calls

AVAIL

Definition

The split is active when the agent is:

* On a split/skill, on a direct agent ACD call, or in
ACW:-this is the split/skill associated with the call or
ACW.

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

*  On an AUXIN/AUXOUT call-this is the
OLDEST_LOGON split/skill.

e Onan AUXIN/AUXOUT call from the available state,
while in AUX or with an AUXINJAUXOUT call from
the available state, while in AUX or with an AUXIN/
AUXOUT call on hold-this is the OLDEST_LOGON
split/skill.

* On an AUXIN call with an ACD call on hold-this is
the OLDEST_LOGON split/skill.

e Onan AUXOUT call with an ACD call on hold-this is
the split/skill associated with the ACD call.

WORKSKILL differs from 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/skills in 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 does include ACD calls placed by an adjunct
(also called outbound predictive dialing), for the
Generic 3 with ASAI only.

A move to a new split or skill or a change of skill is
pending for this agent. This is 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
(Generic 3 switches only) that have been answered
by the agent during the current interval. This is the
number of calls that the agent answered, not the
number of calls for which the agent counted an
event.

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

Database Item, Calculation, or

<Calculation Name>

syn(WORKSKILL)

sum(ACDCALLS)

MOVEPENDING

sum(DA_SKILL)

sum(TI_AVAILTIME)
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Field

ACD

ACW

AUX

RINGING

OTHER

Split

Definition

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

The time during the collection interval that the
agent was in after call work (ACW). This includes
ACW for split ACD calls and ACW not associated
with the call.

The time during the collection interval that the
agent was in the AUX work state in all splits/skills
or on AUXINCALLS or AUXOUTCALLS.

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

The time during the collection interval that the
agent was doing other work in all splits. For
Generic 3 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 a call 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 switch comes
up or after the agent logs in and before the CMS
receives notification of the agent’s state from the
switch. The "TI_" time is 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 split number or name that this extension is
assigned to or the split number or name that the
agent logged into.

Database Item, Calculation, or
<Calculation Name>

sum (<TOTAL_|_ACDTIME>)

sum(<TOTAL_|_ACWTIME>

sum(TI_AUXTIME)

sum(l_RINGTIME)

sum(T|_OTHERTIME)

syn(SPLIT)



Real-Time Reports

Graphical Information Report

CentreVu® Supervisor Version 8 Reports

3-17

Graphical Information Report

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

Things to know about
this report

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

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

This report is available for all switch releases. The contents of this
report depends upon the switch release for which it is being run.
The database items used for the Graphical Information Report are
stored in the cagent table.

This report uses the Agent Information Input window. Select an
agent that you want to view on the report. See Agent Report Input
Windows (3-6).

You 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 ID
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 the DEFINITYEnterprise 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 chart shows
how much time (in minutes) during the current interval the agent
spent in each of the work states. By default, no legend accompanies
the chart.

Table information:

A table shows the skill that is assigned to the agent, and the skill
level of 1-16 or R1 or R2 (if ECS switch with EAS) or the priority
level with "1" representing the primary level, and "2" representing
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 the
agent is assigned exceeds what can be displayed in the table.

Real-Time report status.
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Graphical Information The following figure provides an example of the Graphical Information
report example report:

f:,ii-'.ﬁgenl Information Report - 23028
Beport Edit Format Tool: Option:  Help
Agent. 20028 Lagin I1D: 29028 Extn: 26028
State: AVAIL
Time: 24:27:10 .
Agent Time Spent Intervsal
Active SplitrSkill: g H
AUX Reasaon:
Q.20
Top Skill: T22 A AL
FPrefarence: LWL 015 41—
ACD Calls: 0
Move Pending?; NO _Ej
E 010 —
Direct Agent Skill: =
Dlrecmgentf_‘,alls. ll] 0.05 1
Splitrskill Lewvel Farcent
T22 1 0 ACD ACW ALK RING OTHER
Tatal 2 1] 0.00
ot Categony
Staffed Time: :00:10
| Thiesholds:an | sT10

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

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

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

Login ID The login identification of the agent. LOGID

Extn The extension that the agent logged in from. EXTENSION

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

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

Time

Active SKill

AUX Reason

Top Skill

Definition Database Item, Calculation,
or <Calculation Name>

The elapsed time since the last agent WORKMODE | AGTIME
change for any split/skill. This item 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 skill is active when the agent is: syn(WORKSKILL)

* Onasplit/skill, on a direct agent ACD call, or in ACW.
This is the split/skill associated with the call or ACW.

* Available, in AUX or in OTHER states. This is null
(blank).

*  On an AUXIN/AUXOUT call. This is the
OLDEST_LOGON split/skill.

* On an AUXIN/AUXOUT call from the available state,
while in AUX or with an AUXIN/AUXOUT call from
the available state, while in AUX or with an AUXIN/
AUXOUT call on hold. This is the OLDEST_LOGON
split/skill.

* On an AUXIN call with an ACD call on hold. This is
the OLDEST_LOGON split/skill.

* Onan AUXOUT call with an ACD call on hold. This is
the split/skill associated with the ACD call.

WORKSKILL differs from 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/skills in which the agent is
available.

For the DEFINITY ECS, this is the reason code Syn(AUXREASON)
associated with the auxiliary work state (on a break,

in a meeting, and so on) of this agent. This field is

blank if the agent is not in the AUX state.

The agent’s first-administered, highest-level, syn(TOPSKILL)
measured skill, where skill level 1 is the highest, skill
level 16 is the lowest. The TOPSKILL of an agent
will be O except when PREFERENCE is a skill level
(LVL). This means that an agent will not have a top
skill or be counted in any split table TOPSKILL items
if their call handling preference is Greatest Need
(NEED) or percent allocation (PCNT). In addition,
agents who have skill level preference, but only
reserve levels for all their skills, will not have a
TOPSKILL.
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Field

Call Handling
Preference

ACD Calls

Move
Pending?

Direct Agent
Skill

Direct Agent
Calls

Skill

Level

Percent

AVAIL

ACD

ACW

Definition

The agent’s call handling preference. Values are
blank, skill level (LVL) or greatest need (NEED), or

percent allocation (PCNT).

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), for the Generic 3 with

ASAI only.

A move to a new split or skill or a change of skills is
pending for this agent. This is 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 skill currently assigned as the agent’s direct
agent skill. Direct agent calls to the agent are

queued to this skKill.

The total number of split/skill and direct agent calls
(Generic 3 switches only) that have been answered
by this agent during the current interval. This is the
number of calls that the agent answered, not the
number of calls 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 allocation for this SPLIT. Requires
ECS R6 or later with CentreVu Advocate.

The time during the collection interval that the agent
was in the available state for split/skill or direct

agent ACD calls in any split/skill.

The total time during the collection interval that the
agent was talking on ACD calls for the split.

The total time during the collection interval that the
agent was in after call work (ACW). This includes
ACW for split/skill ACD calls and ACW not

associated with the call.

Database Item, Calculation,
or <Calculation Name>

syn(PREFERENCE)

SUM(ACDCALLS)

MOVEPENDING

syn(DA_SKILL)

sum(DA_ACDCALLS)

syn(SPLIT)

syn(LEVEL)

PERCENT

sum(TI_AVAILTIME)

sum (<TOTAL_|_ACDTIME>)

sum(<TOTAL_|_ ACWTIME>)
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Field

AUX

RINGING

OTHER

Staffed Time

Definition

The total time during the collection interval that the
agent was in the AUX work state in all splits/skills or
on AUXINCALLS or AUXOUTCALLS.

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. For Generic
3 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 a call 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 CMS receives
notification of the agent’s state from the switch. The
"Tl_"time is stored only for the split/skill logged into
the longest. "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.

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

Database Item, Calculation,
or <Calculation Name>

sum(TI_AUXTIME)

sum(l_RINGTIME)

sum(TI_OTHERTIME)

sum(Tl_STAFFTIME)
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Other Reports

Overview

Purpose This section discusses other reports.

Organization of this This section contains the following topics:
section «  General Information About Other Reports (3-23)
. Event Count Summary Report (3-24)
. Multi-ACD Report (3-27)

. Multi-ACD Top Agent Report (3-35).
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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
about:

* A summary of 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 call-related after call work.

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

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

. Event Count
. 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 the window.

Select a Report K E

Real-Time

] Hiztonical ] Integrated ]

Fiun Feport for ACD: Beport:

[sT10

LCategony;

j Ewent Count Summary
Ehulti-ACD Repart

Agent

Queuelbgent
Split/Skil

WON
YWector
Dezigner

Trunk/Trunk Group

Multi-ACD Tap Agent

— Dezcription

Dizplays call handling information for up to zix zplitz/zkills on any of 8 ACDs

Seript... | Properties | Copy | Delete | Help |

ok | Edit | New | e |

L]



Real-Time Reports

Event Count Summary Report

CentreVu® Supervisor Version 8 Reports

3-24

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 call-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 want
(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 call or
in call-related ACW. If an agent is in AUTO-IN mode, the ACD call
terminates when the caller hangs up, and an event count cannot be
recorded after the caller hangs up. To track event counts, 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.

. This report is available with DEFINITY ECS Generic 3 switches only.

*  The database items used for the Trunk Group report are stored in
the cspl it table

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

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

Event Count Summary [_ [} |

— Inputz

Split/Skill | 4

—Real-Time Optionz

RBefresh Everny : Seconds

[+ Enable Report Threzhalds
[~ Run Minimized

] Cancel | Help

| 510
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Event Count Summary The following 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 <#> Enter the number of seconds (3 to 600) to specify how rapidly

Seconds: CentreVu CMS 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 change it, check with your CentreVu
CMS 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 The following figure provides an example of the Event Count Summary
report example report:

Event Count Summary - T22 _ (O] x]

Beport Edit Format Toolz: Options Help

SplittSkill: T22 Agents Staffed: 108
Anent Mame ACD Event Event Event Event Event Event Event Event Event —
Calls 1 2 3 4 ] 3] 7 a £ Q.
290349 1] 1] 1] n 1] 1] 1] 1] 1] 1]
290249 1] 1] 1] n 1] 1] 1] 1] 1] 1]
2804845 1 1 1 1 1] 1] 1] 1] 1] 1]
29032 1] 1] 1] n n n n n n n
29030 1] 1] 1] n 1] 1] 1] 1] 1] 1]
29043 1] 1] 1] 1 1] 1] 1] 1] 1] 1]
29040 1] 1] 1] n n n n n n n
29032 1] 1] 1] n 1] 1] 1] 1] 1] 1]
290 1] 1] 1] 1 1] 1] 1] 1] 1] 1]
29068 1 1 1 1 1] 1] 1] 1] 1] 0

Double Click To Run Format T able | Thiesholds: On | ST10
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Event Count Summary The following table describes the report fields:
report description

Report
Heading
Split/Skill
Agents Staffed

Agent Name

ACD Calls

Event1l...9

Description Database Item, Calculation,
or <Calculation Name>

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

The total number of agents that are logged into STAFFED
each split/skill.

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

The total number of split/skill and direct agent ACDCALLS + DA_ACDCALLS
calls (Generic 3 switches only) that were <TOTAL_ACDCALLS>
answered by this agent. This is the number of

calls that the agent answered, not the number of

calls for which the agent counted an event.

The number of times during the specified time EVENT1 ... 9
period that this agent entered each event count

(1 - 9) while on ACD calls or in ACW associated

with an ACD call for this split/skill recorded during

this interval.
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Multi-ACD Report

Overview

Things to know about
this report

This report displays real-time call-handling information. This information
can be requested simultaneously 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 this information you can
determine workload and call-handling performance, agent reassignment,
or other ACD configuration alternatives to balance workloads and reduce
abandoned calls

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

. The Multi-ACD report appears on the real-time reports menu even if
you have only one real ACD installed on your CentreVu CMS.

*  The database items used for the Multi-ACD Report are stored in the
csplit table.

*  This report can include information on up to eight ACDs.
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Multi-ACD report input  The following figure shows an example of the Multi-ACD Report input
window window. You must fill in the report input window to run the report.

Multi-ACD Report M= R

— Inputz

| »

ACD: [sT10 =

Spit/Skil: [sp338 |

ACDIZ) [5T11 |

Splt/Skili2): [BSF =l 4

ACD(3) |5T10 =

Split/Skill3) [T26 |

ACD[E]: I[nu:une] |

Splt/Skill4). | [ P EC

ACora): I[nu:une] j

Split/Skills) | El Ee

ACDIE) |{rone) |

Splt/SkillE) | [ P EC

ACD(7) |[none) =]

SpltSkil7): | [ P EC

— Fleal-Time Options

Befresh Evemn : Seconds

[+ Enable Repart Threzholds
[~ Bun Minimized

DK Cancel Help
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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 Eighth
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 a split/
skill name only if the name has been defined in
Dictionary.

Enter the number of seconds from 3 to 600, to specify
how rapidly CentreVu CMS 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 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 The following figure provides an example of the Multi-ACD report:
example
Multi-ACD Report [_ (O] ]
Beport Edit Format Tools Options  Help
ACD: ST10 ST10 ST10 ST10 ST10 ST10 ST10
Split'Skill: sp998  sp998  sp998 spo93 sp998 sp998  sp993
Skill State: HORMAL NORMAL MORMAL NORMAL MORMAL NORMAL MORMAL
Calls Waiting: 1] 1] 1] 0 1] 1] 1]
Oldest Call Waiting: {00 :00 :00 :00 :00 {00 :00
Avg Speed Ans:
EWT Taop:
EVWT High:
EWT Medium:
EWT Lowy:
ACD Calls: 0 0 0 0 0 0 0
Avg ACD Time;
Aban Calls: 1] 0 1] 0 0 1] 0
Avg Aban Time:
Anents Avail 1] 0 0 1] 0 0 0
Agents Ringing: 1] 0 0 0 0 0 0
Agents on ACD Calls: 1] 1] 1] 0 1] 1] 1]
Agents in ACWY: 1] 1] 1] 0 1] 1] 1]
Adgents in Other, 0 0 0 0 0 0 0
Agents in AL, 1] 0 0 1] 0 0 0
Agents Staffed; 1] 0 0 1] 0 0 0
| Thieshelds: On | 5T10

Multi-ACD report The following table describes the report fields:

description

Report Description Database Item, Calculation,
Heading or <Calculation Name>
Split/Skill The name(s) or number(s) of the splits/skills syn(SPLIT)

selected for this report.
ACD The name or number of the ACD for which the syn(ACD)

data was selected.
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/skill ACD calls waiting to be | INQUEUE+ INRING

answered. This includes calls that are in queue
and calls that are ringing at an agent voice
terminal. It does not include direct agent calls for
the DEFINITY ECS Generic 3 switch.
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Report
Heading

Oldest Call
Waiting

Avg Speed
Answer

EWT Top

EWT High

Description Database Item, Calculation,
or <Calculation Name>

The length of time (in seconds) the oldest ACD = OLDESTCALL
call has waited in queue or ringing before being

answered. This does not include direct agent

calls.

The average time calls waited in queue and ANSTIME/ ACDCALLS
ringing before an agent answered. This does hot  <AVG_ANSWER_SPEED>
include direct agent calls, but it does include

outbound ACD calls placed by an adjunct (also

called outbound predictive dialing), for the

Generic 3 with the ASAI only.

This heading contains EWT for the split/skillat EWTTOP
top priority. EWT is the wait time for the call
when it is 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 CMS is 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.

This heading contains EWT for the split/skillat EWTHIGH
high priority. EWT is the wait time for the call
when it is 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 CentreVu CMS is 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.
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Report
Heading

EWT Medium

EWT Low

ACD Calls

Avg ACD Time

Description

This heading contains EWT for the split/skill at
medium priority. EWT is the 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 CMS is 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.

This heading contains EWT for the split/skill at
low priority. EWT is the wait time for the call
when it is queued to the split/skill at low priority.
EWT measures only the time it takes to deliver
the call to an agent. It does not include ringing
time. If CentreVu CMS is 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.

The ACD calls that were queued to the split/skill
and answered by an agent. This does not
include direct agent calls, but it does include
ACD calls placed by an adjunct (also called
outbound predictive dialing), for the Generic 3
switches with the ASAI feature only.

The average talk time for all ACD calls to this
split/skill. This does not include hold time or time
on direct agent calls, but it does include talk time
of all outbound ACD calls placed by an adjunct
(also called outbound predictive dialing) for the
Generic 3 switches with the ASAI feature only.

Database Item, Calculation,
or <Calculation Name>

EWTMEDIUM

EWTLOW

ACDCALLS

ACDTIME/ ACDCALLS
<AVG_ACD_TALK_TIME>
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Report
Heading

Aban Calls

Avg Aban Time
Agents

Available:

Agents Ringing:

Agents on ACD
Calls:

Agents in ACW:

Description Database Item, Calculation,
or <Calculation Name>

The total number of queued calls for each split/ ' ABNCALLS
skill that 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 split/skill that abandoned at the far end

before the agent answered, for the Generic 3

switches with the ASAI feature only.

The average time a caller waited (in split/skill or = ABNTIME / ABNCALLS
VDN) before hanging up. <AVG_ABANDON_TIME>

The total number of agents who are available to = AVAILABLE
receive ACD calls in each split/skill.

The current number of agents that are available = AGINRING
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 ONACD
to inbound and outbound ACD calls in each

split/skill. This does not include direct agent

calls.

The number of agents who are in the after call INACW
work mode for each split/skill. This includes

agents on ACWIN/ACWOUT calls and agents in

ACW not associated with an ACD call.
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Report
Heading

Agents in
Other:

Agents in Aux:

Agents Staffed:

Description

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 CMS is notified of the
agent's work state. 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. 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.
The agent has a ringing 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 a split other than this one.

The current number of agents who are in the
AUX work mode for all splits/skills including
agents who are handling AUXIN or AUXOUT
calls.

The number of agents logged into each split/
skill.

Database Item, Calculation,
or <Calculation Name>

OTHER

INAUX

STAFFED
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Multi-ACD Top Agent Report

Overview

Things to know about
this report

This report 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 top
skill for DEFINITY ECS G3 EAS switches.

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 is a
Generic 3 switch and EAS is activated. The report can be run for
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-level skill.
If agents have more than one skill at the highest level, then the first
one administered is the top skill.

The database items used for the Multi-ACD Top Agent Report are
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 The following figure shows an example of the Multi-ACD Top Agent input
report input window window. You must fill in the report input window to run the report.

Multi-ACD Top Agent Heport

— Inputs
ACD: [5T10 =l
Spit/Skil: [Tatal =] @'
ACD(2L [sT11 =l
Spit/Skill2; [BSF =l IE|
ACD(3E [S5T10 =l
Splt/Skil3) [T26 =l @l
ACD() [[none) =l
Splt/Skila): | = |_¢|
ACD(5) I[none] LI
Split/Skil(3): | =l B«
ACD(EE [[none) =l
Splt/Skillsk: | =] |_<-|
— FReal-Time Options
Befrezh Ewvery Seconds
[¥ Enable Report Thresholds
™ Bun Minimized
DK Cancel ﬂelp |

Multi-ACD Top Agent The following table describes the input fields on real-time Multi-ACD Top
report Input Fields Agent report input windows:

Field Definition

SKkill: (for First Fill in the names or numbers of the First through Sixth Split/
through Sixth Skill) Skill(s) for which you want to run the report. You can enter a
split/skill name only if the name has been defined in Dictionary.
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Field

Refresh Every <#>
Seconds

Enable Report
Thresholds

Run Minimized

Multi-ACD Top Agent
report example

Definition

Enter the number of seconds from 3 to 600, to specify how
rapidly CentreVu CMS 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 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.

The following figure provides an example of the Multi-ACD Top Agent

report:
Multi-ACD Top Agent Report =]
Beport Edit Format Tool: Ophtion: Help
ACD: ST10 ST11 ST10
Split'skill: Total BSR T26
Skill State: NORMA  UNKHN NORMA
Calls Waiting: 0 0 0
Qldest Call Waiting: :00 :00 :00
Avg Speed Ans:
ACD Calls: 0 0 0
A ACD Time:
Ahan Calls: 1] 1] 1]
Awg Aban Time:
Top Agents Avail: 1] 1] Fil)
Taop Agents Ringing: 1] 1] 1]
Tap Agents on ACD Calls: 1] 1] 1]
Tap Agents in ACYY: 1] 1] 1]
Tap Agents in Other: 1] 1] 1]
Tap Agents in ALK 0 0 1
Top Agents Staffed: 0 0 80
Flex Agents Staffed: 189 24 0
Reservel Agents Staffed: 0 0 0
Reserve? Agents Staffed: 0 0 0
4| [ |
|| Thresholds: On | 4
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Multi-ACD Top Agent

report description

Report
Heading
Skill
ACD

Skill State

Calls Waiting

Oldest Call

Waiting

Avg Speed
Ans

ACD Calls

Avg ACD
Time

Description

The name or number of the splits/skills selected
for this report.

The name or number of the ACD for which the
data was collected.

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 calls waiting to
be answered. This includes calls that are in
gueue and calls that are ringing at an agent voice
terminal. It does not include direct agent calls for
the Generic 3 switch.

The length 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 time that calls waited in queue 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) for the Generic 3
switches with ASAI only.

The ACD calls that 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 dialing) for the Generic 3
switch with the ASAI feature only.

The average talk time for all ACD calls to 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) for the Generic 3 switch with
the ASAI feature only.

The following table describes the report fields:

Database Iltem, Calculation, or
<Calculation Name>

syn(SPLIT)

Syn(ACD)

SKSTATE

INQUEUE+INRING

OLDESTCALL

ANSTIME/ACDCALLS
<AVG_ANSWER_SPEED>

ACDCALLS

ACDTIME/ACDCALLS
<AVG_ACD_TALK_TIME>
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Report Description Database Item, Calculation, or
Heading <Calculation Name>
Aban Calls | The number of calls that are abandoned by the ABNCALLS

caller when calls are in queue or when calls are

ringing for this split/skill. This includes calls with

talk times less than the phantom abandoned call

timer value, if it is set. NOTE: When a call is

gueued to multiple splits/skills and abandons

from the queue, only the primary split/skill

increments ABNCALLS. (Calls that are ringing at

an agent’s voice terminal and then abandoned

count as abandons for the split/skill for which they

were ringing.)
Avg Aban The average time a caller waited (in split/skill or  ABNTIME/ABNCALLS
Time VDN) before hanging up. <AVG_ABANDON_TIME>
Top Agents | The number of top agents that are logged into the  TAVAILABLE
Avail skill who are available in the skKill.
Top Agents | The number of top agents that are logged into the  TAGINRING
Ringing skill who have ACD calls (including direct agent

calls) ringing at their voice terminals.
Top Agents | The number of top agents connected to inbound | TONACD
on ACD Calls  and outbound ACD calls in each split/skill. This

does not include direct agent calls.
Top Agents | The number of top agents who are in the after call TINACW
in ACW work state for each skill. This includes agents on

Top Agentsin
AUX

ACWIN or ACWOUT calls and agents in ACW not
associated with an ACD call.

The number of top agents logged into the skill TINAUX
who are in the AUX work mode for all skills or are

on AUXIN/AUXOUT calls. Does not apply to

direct agents in ACW.
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Report Description Database Item, Calculation, or
Heading <Calculation Name>
Top Agents | For the Generic 3 switch, the agent did one of the  TOTHER
in Other 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 was on a direct agent call or in ACW for
a direct agent call.

* The agent was dialing to place a call or to activate
a feature.

* The agent had a personal call | ringing with no
other activity.

For the Generic 3 switch without EAS, agents
are logged into multiple splits and doing work for
a split other than this one (on an ACD call or in
ACW). For the Generic 3, 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).
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 CMS is
notified of the agent’s work state.

Top Agents | Current number of top agents that are staffed in TSTAFFED

Staffed the skKill.

Flex Agents | Number of agents who are staffing the skill, but FSTAFFED

Staffed are neither top or reserve agents. Requires ECS

R6 or later with CentreVu Advocate.
Reservel Number of agents staffing this skill as reservel. R1STAFFED

Agents Requires ECS RG6 or later with CentreVu
Staffed Advocate.

Reserve2 Number of agents staffing this skill as reserve2. R2STAFFED

Agents Requires ECS R6 or later with CentreVu
Staffed Advocate.
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Queue/Agent Reports

Overview

Purpose The Queue/Agent reports give you the following specific information
about Queues and Agents:

*  The overall skill information along with information about agents for
whom the requested skill is the top skill.

o The overall split/skill information such as the number of calls waiting,
oldest call waiting, and percent answered within service level.

* A summary of the split's/skill's queue status.

Organization of this  This section contains the following topics:
section «  General Information About Queue/Agent Reports (3-42)
i Queue/Agent Report Selector Window and Input Fields (3-43)
° Queue/Top Agent Status Report (3-45)
. Queue/Agent Status Report (3-50)

. Queue/Agent Summary Report (3-55).
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General Information About Queue/Agent Reports

What Queue/Agent
reports contain

Organization of Queue/
Agent reports

The Queue/Agent reports give you the following specific information
about Queues and Agents:

*  The overall skill information along with information about agents 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 service level.

. A summary of the split's/skill's queue status.

The following list shows how the Queue/Agent reports are structured in
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 the queue report input
window are used to run the queue/agent reports described in this section.

Queue/Agent report  The following figure is an example of the Queue/Agent report selector
selector window window. The reports are explained in the same order as listed in the
window:

J@ Select a Report EHE
Real-Time ] Hiztorical ] Integrated ]

Run Report for ACD: Report:

IST1 0 j [ueue/Top Agent Status
Categony: Status

Agent Summarny
Other

Cueue/tgent
SplitSkil
Trunks/Trunk Group
WOM

Wector

Dezigner

— Description
Shows status of all top agents in a skill. and queue status

Scrpt... | Properties | Copy | Welete | Help |
ok | =0 Mew | Concel |
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Queue/Agent report  The following table describes the input fields on real-time Queue report
input fields 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

Seconds specify how often you want the report to
refresh. 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 change it, check with
your CentreVu CMS administrator

Enable Report Check the Enable Report Thresholds option

Thresholds 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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Queue/Top Agent Status Report

Overview This report displays overall 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 Here are some things you need to know about this report:
this report «  This report is available only for Generic 3 switches with EAS.
. "Top Agents" are agents for whom the skill is their highest-level skill.

If agents have more than one skill at the highest level, then the first
one administered is the top skill.

*  The database items used for the Queue/Top Status report are stored
in csplit and cagent tables.

. This report uses the Queue Report input window. Select a skill that
you want to view on the report. See Queue/Agent Report Selector
Window and Input Fields (3-43) for more information.

Queue/Top Agent Status The following figure provides an example of a Queue/Top Agent Status
report example report:

¥ Queue/Top Agent Status - T26
Beport Edit Format Tool: Options  Help

SplitSkill: T26 Top Agents Staffed: 80
Skill State: NORMAL Top Agents Avail. - 79
Top Agents Ringing: 1]
Calls \Waiting: 1] Top Agents an ACD Calls: 0
Qldest Call Waiting: :00 Taop Agents in ACYY 1}
Direct Agent Calls Waiting: 1] Top Agents in ALK 1
% wyithin Service Level: Top Agents in Other: 0
Service Level: 4 Flex Agents Staffed: 0
ACD Calls: 1] Reservel Agents Staffed: 1]
Aban Calls: 1] Reservel Agents Staffed: 1]
Agent Mame Login D Exin AL State  SplirSkill Level Time YO Mame —
Reaszon —
R 23010 23015 28019 AWAIL
R 23022 23022 28022 AWAIL
R 23021 23021 280 AWAIL
R 23031 23031 280 AWAIL
R 23024 23024 28024 AWAIL
R 23032 23032 28032 AWAIL
R 23033 23033 28033 AWAIL
R 23025 23025 28025 AWAIL
TANE TANE TENTE afall i
A i .

| Thiesholds:on | 5T10
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Queue/Top Agent Status The following table describes the report fields:
report description

Report Heading

Skill
Skill State
Calls Waiting

Oldest Call Waiting

Direct Agent Calls
Waiting

% Within Service
Level

Secs

ACD Calls

Aban Calls

Top Agents Staffed

Description

Name or number of the skill 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 calls waiting to
be answered. This includes calls that are in
gueue and calls that are ringing at an agent
voice terminal. It does not include direct agent
calls for the Generic 3 switch.

The length of time (in seconds) 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 current number of direct agent calls
(Generic 3 only) that are waiting in this skill's
gueue or ringing at agent positions.

The percentage of skill ACD calls that 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 window.

The number of calls that were queued to the
skill and answered by this agent in this skill
(includes O_ACDCALLS).

The number of calls that are abandoned by the
caller when calls are in queue or when calls are
ringing for this split/skill. This includes calls with
talk times less than the phantom abandoned
call timer value, if it is set.

The current number of top agents that are
staffed in this skKill.

Database Item, Calculation,
or <Calculation Name>

syn(SPLIT)

SKSTATE

INQUEUE+INRING

OLDESTCALL

DA_INQUEUE+DA_INRING

100*(ACCEPTABLE/
CALLSOFFERED)
<PERCENT_SERV_LVL_SPL>

SERVICELEVEL

ACDCALLS

ABNCALLS

TSTAFFED
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Report Heading

Top Agents Avalil

Top Agents Ringing

Top Agents on ACD
Calls

Top Agents in ACW

Top Agents in AUX

Top Agents in Other

Description

The current number of top agents logged into
the skill and available in the skill to take calls.

The number of top agents logged into the skill
who have ACD calls (including direct agent
calls) ringing at their voice terminals.

The total number of top agents connected to
inbound and outbound ACD calls in each skill.
This does not include direct agent calls.

The number of top agents who are in the after
call work state for each skill. This includes
agents on ACWIN/ACWOUT calls and agents
in 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 agents in ACW.

The current number of top agent positions that
are doing other work.

For the Generic 3 switch 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 agentis on a direct agent call or in ACW for
a direct agent call.

* The agentis dialing to place a call or to activate
a feature.

* The agent has a personal call ringing with no
other activity.

For the Generic 3, 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 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). 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 CMS is
notified of the agent’s work state.

Database Iltem, Calculation,
or <Calculation Name>

TAVAILABLE

TAGINRING

TONACD

TINACW

TINAUX

TOTHER
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Report Heading

Flex Agents
Staffed

Reservel Agents
Staffed

Reserve2 Agents
Staffed

Agent Name

Login ID
Extn
AUX Reason

State

Skill/Level

Description

Number of agents who are staffing the skill, but
are neither top or reserve agents. Requires
ECS R6 or later with CentreVu Advocate.

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.

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

The login 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). This field is blank if the
agent is not in the 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).

The skill and level associated with the split/skill
or direct agent ACD call that the agent is on or
the ACW session.

WORKSKILL is the OLDEST_LOGON:

* When an agent is on an AUXIN/AUXOUT call
from the available state, while in AUX or with an
AUXIN/AUXOUT call on hold

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

When an agent is on an AUXOUT call with an
ACD call on hold, this is the split/skill

associated with the ACD call. When an agent is

available, in AUX, or in OTHER, this is blank.
The level is either a skill level (1-16) for a
normal skill or a reserve level (R1 or R2) for a
reserve skill. This WORKSKLEVEL applies to
WORKSKILL.

Database Item, Calculation,

or <Calculation Name>

FSTAFFED

R1STAFFED

R2STAFFED

syn(LOGID)

LOGID
EXTENSION
AUXREASON

AWORKMODE and
DIRECTION

WORKSKILL/
syn(WORKSKLEVEL)
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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. This
item 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 number or name of the VDN for which the
report shows data. The Vector Directory
Number is associated with the ACD call in
progress.

Database Item, Calculation,
or <Calculation Name>

AGTIME

VDN
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Queue/Agent Status Report

Overview 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 calls waiting, oldest call waiting, and percent answered within
service level. It also shows the number of agents available, on ACD calls,
staffed, with calls ringing, and on after call work. It also shows what each
agent in the split/skill is currently doing.

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

this report . Direct agent calls waiting are displayed in this report because direct
agent calls occupy split/skill queue slots on Generic 3 switches.

*  The database items used for the Queue/Agent Status report are
stored in cspl it and cagent tables.

*  This report uses the Queue Report Input Window. Select a split/skill
that you want to view on the report. See Queue/Agent Report Selector
Window and Input Fields (3-43) for more information.

Queue/Agent Status The following figure provides an example of a Queue/Agent Status
report example report:

Queue/Agent Status - Total M=l &3
Feport Edit Format Tools Option: Help
Split'Skill: Total
Skill State: NORMAL
Calls Waiting: 0 Agents Staffed: 0
Oldest Call Waiting: 00 Agents Avail: 1]
Direct Agent Calls Waiting: 1} Agents Ringing: 1]
% Within Service Level: Agents in ACY 1]
Service Level: 4 Agents on ACD Calls: 1]
ACD Calls: 0 Agents in ALK 1}
Aban Calls: 0 Agents in Other: 0
Agent Mame Login D Extn Role Percent AL State  Direction Split'Skill Level Time DM Mame
Reason
#8 20034 290349 26039 AnIL il
#8 20024 290249 260249 AnIL il
#8 100545 29055 26055 AnIL il
#8 20032 29082 26082 AnIL il
#8 20030 29080 26080 AVAIL il
8 20043 29043 26043 AVAIL il
8 29040 29040 26040 AVAIL il
#8 20032 29032 26032 AVAIL il
5 29031 28031 26031 Avall =
8 20068 29068 26068 AVAIL il

Dauble Click To Fiun Format Table || Thiesholds: on | sT10
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Queue/Agent Status The following table describes the report fields:
report description

Report Heading

Split/Skill

Skill State

Calls Waiting

Oldest Call
Waiting

Direct Agent
Calls Waiting

% Within Service
Level

Secs

ACD Calls

Description

The name or number of the split or skill selected

for this report.

Current state of this skill, compared to the
administered thresholds. Requires ECS R6 or

later with CentreVu Advocate.

The total number of split or skill ACD calls waiting
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),
for the the Generic 3 with ASAI only. For the
Generic 3 switches, 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 calls (Generic
3 switches only) that are waiting in this split's/
skill's queue or ringing at agent positions.

The percentage of split/skill ACD calls that 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_ACDCALLS).

Database Item, Calculation, or
<Calculation Name>

syn(SPLIT)

SYNn(SKSTATE)

INQUEUE+INRING

OLDESTCALL

DA_INQUEUE+DA_INRING

100*(ACCEPTABLE/
CALLSOFFERED)
<PERCENT_SERV_LVL_SPL>

SERVICELEVEL

ACDCALLS
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Report Heading Description

Aban Calls The number of calls that are abandoned by the
caller when calls are in queue or when calls are
ringing for this split/skill. This includes calls with
talk times less than the phantom abandoned call
timer value, if it is set. NOTE: When a call is
queued to multiple splits/skills and abandons
from the queue, only the primary split/skill
increments ABNCALLS. (Calls that are ringing at
an agent’s voice terminal and then abandon
count as abandons for the split/skill for which they
were ringing.)

Agents Staffed The total number of agents logged into each split/

skill.

Agents Avail The current number of agents that are available
to receive ACD calls in each split/skill.

Role The Agent’s service role for this SPLIT, as
defined in the Dictionary. Requires DEFINITY
ECS R6 or later with CentreVu Advocate.

Percent The Agent’s percent allocation for this SPLIT.
Requires DEFINITY ECS R6 or later with
CentreVu Advocate.

Agents Ringing | 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.

Agents on ACD | The total number of agents that are connected to
Calls inbound and outbound ACD calls in each split/
skill. This does not include direct agent calls.

Agents in ACW | The number of agents that are in the after call
work mode for each split/skill. This includes
agents on ACWIN/ACWOUT calls and agents in
ACW not associated with an ACD call.

Agents in AUX The current number of agents who are in the
AUX work mode for all splits/skills, including
agents who are handling AUXIN/AUXOUT calls.

Database Item, Calculation, or
<Calculation Name>

ABNCALLS

STAFFED

AVAILABLE

syn(ROLE)

PERCENT

AGINRING

ONACD

INACW

INAUX
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Report Heading

Agents in Other

Agent Name

Login ID
Extn

Role

Percent

AUX Reason

State

Description

The current number of agent positions that are
doing other work. For the Generic 3 switch, 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 a
direct agent call. The agent is dialing to place a
call or to activate a feature. The agent has a
ringing 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 CMS is notified of the
agent’s work state.

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).

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

The Agent’s service role 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 reason associated with the auxiliary work
state of this agent (for example, lunch, break,
meeting, or training). This field is blank if the
agent is not in the AUX state.

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

Database Item, Calculation, or
<Calculation Name>

OTHER

syn(LOGID)

LOGID
EXTENSION
syn(ROLE)

PERCENT

AUXREASON

syn(WORKMODE) and
syn(DIRECTION)
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Report Heading Description Database Item, Calculation, or
<Calculation Name>
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 is the OLDEST_LOGON:

* When an agent is on an AUXIN/AUXOUT call
from the available state, while in AUX or with an
AUXIN/AUXOUT call on hold

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

When an agent is on an AUXOUT call with an
ACD call on hold, this is the split/skill associated
with the ACD call. When an agent is available, in
AUX, or in OTHER, this is blank. The level is
either a skill level (1-16) for a normal skill or a
reserve level (R1 or R2) for a reserve skill. This
WORKSKLEVEL applies to WORKSKILL.

Level The skill level associated with the agent’s current ' syn(WORKSKLEVEL)
WORKSKILL, when WORKSKILL is not null.
Requires a Generic 3 Version 2 or later switch
with the EAS feature. For CentreVu Advocate, in
the cagent table, WORKSKLEVEL contains
either a skill level (1-16) for a normal skill, or a
reserve level (1 or 2) for a reserve skill. This
WORKSKLEVEL applies to WORKSKILL.

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

VDN Name The number or name of the VDN for which the VDN
(Shows data only | report shows data. The Vector Directory Number

if you have (VDN) is associated with the ACD call in

purchased the progress.

Vectoring

feature)
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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 on Generic 3 or later
switches.

*  The database items used for the Queue/Agent Summary report are
stored in the csplit and cagent tables.

. This report uses the Queue Report Input Window. Select a split/skill

that you want to view on the report. See Queue/Agent Report Selector
Window and Input Fields (3-43) for more information.

The following figure provides an example of a Queue/Agent Summary
report:

Queuel/Agent Summary - T26 =] E3
Beport Edit Format Tools Options Help
Splitrskill: T26
Skill State; HORMAL
Calls Waiting: 0
Dldest Call Waiting: 00
Direct Agent Calls Waiting: 0
% Within Service Level:
Semice Level: L |
Agents Staffed: a0 Agents on ACD Calls: 0
Agents Avail; Fi' Agents in ACW 0
Agents Ringing: 1]
1 | | |
| Thiesholds: On | §T10
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Queue/Agent Summary The following table describes the report fields:
report description

Report Heading

Split/Skill

Skill State

Calls Waiting

Oldest Call Waiting

Direct Agent Calls
Waiting

% Within Service
Level

Secs.

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 calls waiting
to be answered. This includes calls that are in
gueue and calls that are ringing at an agent
voice terminal. It does not include direct agent
calls for the Generic 3 switch.

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 calls
(Generic 3 only) that are waiting in this split's/
skill's queue or ringing at agent positions.

The percentage of split/skill ACD calls that
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

available to receive ACD calls in this split/skill.

Database Item, Calculation, or
<Calculation Name>
syn(SPLIT)

SKSTATE

INQUEUE+INRING

OLDESTCALL

DA_INQUEUE+DA_INRING

100*(ACCEPTABLE/
CALLSOFFERED)
<PERCENT_SERV_LVL_SPL>

PERIOD1-9

STAFFED

AVAILABLE



Real-Time Reports

CentreVu® Supervisor Version 8 Reports

Queue/Agent Summary Report

3-57

Report Heading

Agents Ringing:

Agents on ACD
Calls:

Agents in ACW:

Description

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 calls in 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. This includes
agents on ACW-IN/ACW-OUT calls and
agents in ACW not associated with an ACD
call.

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 displays the Skill
Status report. If you do not have the EAS feature, your system displays
the Split Status report.

Organization of this This section contains the following topics:
section '«  General Information About Split/Skill Reports (3-59)
. Split/Skill Report Selector Window and Input Fields (3-60)
i Split/Skill Call Profile Report (3-62)

N Real-Time Graphical Active Agents Report (3-65)

. Real-Time Graphical Allocated Agents Report (3-69)
i Split/Skill Graphical AUX Agents Report (3-73)

. Split/Skill Graphical AUX Top Agents Report (3-76)
. Split/Skill Graphical Call Profile Report (3-79)

i Split/Skill Graphical EWT Report (3-83)

. Split/Skill Graphical Queue Report (3-86)

. Split/Skill Graphical Skill Overload Report (3-89)

i Split/Skill Graphical Staffing Profile Report (3-91)

. Split/Skill Graphical Status Report (3-95)

. Split/Skill Graphical Top Skill Status Report (3-99)
° Reservel AUX Agents Report (3-104)

. Reserve2 AUX Agents Report (3-108)

. Skill AUX Report (3-112)

i Skill Status Report (3-114)

. Skill Top Agent Report (3-120)

. Split Status Report (3-125)

i Split/Skill Report (3-130)

. Split/Skill by Location Report (3-134)

. Split/Skill Top Agent Status Report (3-136)

. Split/Skill Agent Status by Location Report (3-140)
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General Information About Split/Skill Reports

Organization of split/skill The following 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
Graphical Call Profile
Graphical EWT

Graphical Queue

Graphical Skill Overload
Graphical Staffing Profile
Graphical Status

Graphical Top Skill Status
Reservel AUX Agents
Reserve2 AUX Agents

Skill AUX

Skill Status

Skill Top Agent

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 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.

Split/Skill report selector The following 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:
BEl/Select a Repot
Real-Time ] Histarical ] |ntegrated ]
Run Report for ACD: Eptllt
|5T1 1] j Agent Statuz by Location =
Category: Call Prafile
Graphical Active Agents
Agent
Other Graphical Allocated Agents
Queus/fgent Graphical ALl Agents Report -
Trunk/Trunk Group Graphical ALl TDF Agents Report
WM Graphical Call Prafile
Vector Graphical EWT
Designer Graphical Queue
Graphical Skil Overload =]
— Diescription
Showsz kil status for a selected split/zkill, and one or more location 1Ds

Script... | Properties | Copy | elete | Help |
ok | e New | Coneel |

Split/skill report input  The reports in this section use the Split/Skill Reports Input Window. The
fields following table describes the input fields on real-time Split/Skill 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 a skill or split/skill to run the report.

All possible fields on this window are described here:
Field Definition

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

Multi-Location ID Select a location ID for which to run the report. The location ID is an ID
number of 1 — 44 digits assigned to a DEFINITY port network location
and the equipment assigned to that port location.
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Field Definition

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 this window 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 CentreVu CMS 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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Split/Skill Call Profile Report

Overview

Things to know about
this report

Split/Skill Call Profile
report example

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:

. Calls are displayed in ten columns, with each column representing a
progressively longer wait time (increment).

. The database items used for the Split/Skill Call Profile Report are
stored in the csplit table.

*  You must have administered service level and wait time increments
for this report to be meaningful.

*  This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/Skill Report Selector
Window and Input Fields (3-60) for more information.

The following figure provides an example of a Split/Skill Call Profile
report:

CHSpIiU‘SkiII Call Profile - Gold - |EI|E|
Bepott Edit Format Toolz Ophtons Help
Spliyskill: Gold % Within Service Level: 53.33
Seconds 0- 0- 0- O0- 0- 0- 0O- 0- 0- 0- >
ACD Calls: 15 0 ] 0 ] 0 ] ] 0 ]
Aban Calls: 0 0 ] 0 ] 0 ] ] 0 ]
ACD Calls: 15 Aban Calls: 0
Avg Speed Ans: :00 Avg Aban Time:
% Ans Calls; 26 Aban Calls: .00
| Thregholdz: On | 16_dad:leas 4
—
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Split/Skill Call Profile The following table describes the report fields:
report description

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

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

% Within Service | The percentage of split/skill ACD calls that were  100*( ACCEPTABLE/
Level answered by an agent within the predefined CALLSOFFERED)
time. Calls offered to the split/skill include calls | <PERCENT_SERV_LVL_SPL>
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.

Seconds The size of each increment is measured in 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 Split/Skill Call
Profile Setup window.

ACD Calls This is the number of calls that were sent to the | ACDCALLS1-10
split/skill that were answered by an agent within
each increment. This includes outbound ACD
calls placed by an adjunct (also called outbound
predictive dialing), for the Generic 3 with ASAI
only. For the Generic 3 switches it does not
include direct agent calls.

Aban Calls The number of calls to the split/skill that were ABNCALLS
abandoned within each increment. If calls are
gueued to multiple splits/skills, only the first
split/skill queued to records an abandon. This
includes outbound ACD calls placed by an
adjunct (also called outbound predictive
dialing), for the Generic 3 with ASAI only. It
does not include direct agent calls.
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Report Heading | Description Database Item, Calculation,
or <Calculation Name>

(Total) ACD Calls | The total number of ACD calls that were sentto = ACDCALLS
the split/skill that were answered by an agent in
the split/skill. This includes outbound ACD calls
placed by an adjunct (also called outbound
predictive dialing), for the Generic 3 with ASAI
only. For the Generic 3 switches, it does not
include direct agent calls.

Avg Speed Ans The average time calls waited in queue and ANSTIME/ ACDCALLS
ringing before an agent answered. This does <AVG_ANSWER_SPEED>
not include direct agent calls, but it does include
outbound ACD calls placed by an adjunct (also
called outbound predictive dialing), for the
Generic 3 with ASAI only.

% Ans Calls The percentage of calls queued to the split/skill | 100*( ACDCALLS/
that were answered by an agent. Calls to the CALLSOFFERED)
split/skill include abandoned calls and calls not <PERCENT_CALL_ANS>
answered. Calls 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 Generic
3 switches, it does not include direct agent
calls.

(Total) Aban Calls | The total number of calls queued for each split/ = ABNCALLS
skill that abandoned before an agent answered.
This includes calls that abandon from ringing at
a voice terminal. Direct agent calls are not
included. For Generic 3 switches with ASAI, this
includes outbound calls where the far end
abandoned as well.

Avg Aban Time The average time calls waited in split/skill ABNTIME/ ABNCALLS
before hanging up. <AVG_ABANDON_TIME>
% Aban Calls The percentage of queued calls to the split/skill  100*( ABNCALLS/
that were abandoned before being answered by CALLSOFFERED)
an agent. For the Generic 3 switch with the <PERCENT_CALL_ABAN>

ASAI feature only, calls to the split/skill include
outbound ACD calls placed by an adjunct

(outbound predictive dialing). For the Generic 3
switches, it does not include direct agent calls.
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Real-Time Graphical Active Agents Report

Overview

Things to know about
this report

This report, which is available only for customers who have DEFINITY
ECS R6 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 of Top,
Flex, Reservel, and Reserve2 agents staffed. The supervisor will
also be able to see the number of each of those categories of
agents who are active for the skKill.

This report consists of two charts, as well as individual data items
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 centered
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 number of
agents active for the specified skill:

—  The title of the chart is “Active Agents for xxx,” where xxx is 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 report are
stored in the cspl i t table.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/Skill Report Selector
Window and Input Fields (3-60) for more information.
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Graphical Active Agents The following figure provides an example of a Graphical Active Agents
report example report:

ﬂihctive Agents - Skilll - |E||5|
Beport Edit Format Tool: Options  Help
SplitfSkill: Skilll Skill State: NORMAL
Top Agents Staffed: 0 Reservel Agents Staffed: 0
Flex Agents Staffed: 80 Reserve? Agents Staffed: 0
Top Agents Active Agents Active
1.0
0.8 Top Agents
This Skill Flex Agents
0.6 100%
0.4 Cther Skills . Reservel
0.2
0 0 Reserve?
0.0 — — —
Double Click To Run Format Chart “ Thresholds: On | 16_dadsleas

Graphical Active Agents The following table describes the report fields:
report description

Report Heading Description Database Item, Calculation,
or <Calculation Name>
Split/Skill The name or number of the split/skill selected Ssyn(SPLIT)
for this report.
Top Agents The current number of top agents that are TSTAFFED
Staffed: staffed in SPLIT. Available with Generic 3

switches with the EAS feature. However, “top”
database items are significant only for Generic 3
switches and the ECS with EAS. TSTAFFED =
TAVAILABLE + TAGINRING

Flex Agents The number of agents who are staffing the skill, | FSTAFFED
Staffed: but are 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  Description Database Item, Calculation,
or <Calculation Name>
Skill State The current state of the skill, compared to the Syn(SKSTATE)

administered thresholds. Requires DEFINITY
ECS R6 or later with CentreVu Advocate.

Reservel Agents | The number of agents staffing this skill as R1STAFFED
Staffed: reservel. Requires DEFINITY ECS R6 or later

with CentreVu Advocate.
Reserve2 Agents | The number of agents staffing this skill as R2STAFFED
Staffed: reserve2. Requires DEFINITY ECS R6 or later

with CentreVu Advocate.

—"“"Top Agents The number of top agents logged into the skill, =~ TONACD + TINACW +
Active chart— who are on inbound and outbound ACD calls, TAGINRING
“This Skill” plus the number 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.

—"“"Top Agents The number of top agents that are doing other ~ TOTHER

Active chart— work. Agents are logged into multiple splits/skills

“Other Skills” other than this one (on an ACD call or in ACW,
or ACD calls ringing). For Generic 3, 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. 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 ECS with EAS. TOTHER includes
TDA_INACW and TDA_ONACD.
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Report Heading | Description Database Item, Calculation,
or <Calculation Name>

—Agents Active The number of top agents logged into the skill, TONACD + TINACW +
chart—Top Agents  who are on inbound and outbound ACD, plus TAGINRING

the number 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.

—Agents Active The number of flex agents on ACD calls, plus FONACD + FINACW +
chart—Flex the number of flex agents in ACW, plus the FAGINRING
Agents number of flex agents with this skill that have an

ACD call ringing.

—Agents Active The number of reservel agents on ACD calls, R1ONACD + R1INACW +
chart—Reservel  plus the number of reservel agents in ACW, R1AGINRING
Agents plus the number of reservel agents with this

skill that have an ACD call ringing.

—Agents Active The number of reserve2 agents on ACD calls, R20ONACD + R2INACW +
chart—Reserve2  plus the number of reserve2 agents in ACW, R2AGINRING
Agents plus the number of reserve2 agents with this

skill that have an ACD call ringing.
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Real-Time Graphical Allocated Agents Report

Overview

Things to know about
this report

This report, which is available only for customers who have DEFINITY
ECS RG6 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 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 Graphical Allocated Agents report will show the total number of
active agents and full-time equivalent agents, for a selected skKill.
This report will also show the number of Standard, Reservel, and
Reserve?2 agents staffed and the number of each of those
categories of agents who are active for the skill.

The Call Center manager or supervisor can use this report to
determine how many agents are active from each agent pool and
compare that to the number of total staffed agents.

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 agents
active for the specified skill, and has a bar for the number of
standard agents active, a bar for the number of reservel
agents active and a bar for the number of reserve 2 agents
active.

—  The chart on the right side of the report displays staffed agents
and has a bar each for the number of standard agents staffed,
number of reservel agents staffed, and number of reserve2
agents staffed.

The database items used in the report are stored in the cspl it
table.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/Skill Report Selector
Window and Input Fields (3-60) for more information.
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Graphical Allocated The following figure provides an example of a Graphical Allocated Agents
Agents report example report:

41 Allocated Agents - T22
Beport Edit Format Tool: Oplion: Help
SplitrSkill: T22 Tatal Agents Active: 0
Skill State: HORMAL Full Time Equivalent Agents Staffed: 0
Agents Active Staffed Agents
1.0 1.0
0.8 0.8
0.6 Standard 0.6 Standard
Rezervel Rezervel
0.4 M Reservel 0.4 B Reservel
0.2 0.2
0.0 0.0
| Thiesholds: On | ST10
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Graphical Allocated The following table describes the report fields:
Agents report

description
Report Heading | Description Database Item, Calculation, or
<Calculation Name>
Skill: The name or number of the split/skill selected for =~ syn(SPLIT)
this report.
Skill State The current state of the skill, compared to the SYyn(SKSTATE)

administered thresholds. Requires DEFINITY
ECS R6 or later with CentreVu Advocate.

Total Agents The current number of POSITIONS that are on ONACD + INACW + AGRING
Active: inbound and outbound ACD calls; plus the

current number of POSITIONS that are in after

call work (ACW), including agents on ACWIN/

ACWOUT calls as well as agents in 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 | FTE_AGENTS
Equivalent Agents = of agents staffed for this skill. Full Time
Staffed: Equivalent Agents Staffed = TOT_PERCENTS /
100.
Standard Agents  The current number of POSITIONS that are on  (ONACD + INACW +
(active) inbound and outbound ACD calls; plus the AGINRING) - (R1ONACD +

current number of POSITIONS that are in ACW, R1INACW + R1AGINRING) -
including agents on ACWIN/ACWOUT callsas | (R20NACD + R2INACW +
well as agents in ACW not associated with an R2AGINRING)

ACD call. This also 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 calls,

plus the number of reservel agents in ACW, plus

the number of reservel agents with this skill that

have an ACD call ringing. This field is minus the

reserve2 agents (active); or the number of

reserve2 agents on ACD calls, plus the number

of reserve2 agents in ACW, plus the number of

reserve2 agents with this skill that have an ACD

call ringing.
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Report Heading  Description Database Item, Calculation, or
<Calculation Name>

Standard Agents | The current number of POSITIONS that are STAFFED - R1STAFFED -

(staffed) staffed (logged in), minus the number of agents | R2STAFFED

staffing this skill as reservel, minus the number
of agents staffing this skill as reserve2.

Reservel Agents  The number of reservel agents on ACD calls, (R1ONACD + R1INACW +
(active) plus the number of reservel agents in ACW, plus R1AGINRING)

the number of reservel agents with this skill that

have an ACD call ringing.

Reservel Agents  The number of agents staffing this skill as R1STAFFED
Staffed: reservel. Requires DEFINITY ECS R6 or later
with CentreVu Advocate.

Reserve2 Agents  The number of reserve2 agents on ACD calls, (R20ONACD + R2INACW +
(active) plus the number of reserve2 agents in ACW, plus R2AGINRING)

the number of reserve2 agents with this skill that

have an ACD call ringing.

Reserve2 Agents | The number of agents staffing this skill as R2STAFFED
Staffed: reserve2. Requires DEFINITY ECS R6 or later
with CentreVu Advocate.
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Split/Skill Graphical AUX Agents Report

Things to know about
this report

Report formats

This report, which is available only with the DEFINITY ECS release,
shows all agents with this skill who are in AUX, the reason, and the time
in 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 reports to

this report (only available with DEFINITY ECS). All other switch/EAS
configuration drills down to the Work State Report.

This report shows the following two-dimensional 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 code
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 0 at the bottom.

. The number of agents are shown inside each slice of the pie.
This report includes the following table information:
. A row for each agent currently in the AUX work state for that skill.

o The agent’s name, login ID, reason code, and the time in AUX since
the agent entered AUX for that reason code.

*  You can specify how you want to sort the agent’s name, login ID,
reason code, and time.

*  You can use the scroll bar to see additional agents who are in the
AUX state.

e Call center supervisors can use this report to see which staffed
agents are unavailable to take calls, and for what reason. The
supervisor can also see how long each agent has been unavailable
for each of the reason codes. This will help show the supervisor who
can be pulled to answer calls if call volumes increase, and will also
help to identify agents who are taking too long for breaks, lunch, etc.

. 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 Reports" in
this document for more information.

*  The database items used for the Split/Skill Graphical AUX Agents
Report are stored in the cspl i t and cagent tables.

*  This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.
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This report shows the following two-dimensional 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 code
and its corresponding color of the pie.

*  Thelegend is sorted in ascending order by the reason code, with the
customer-defined synonym for reason code 0 at the bottom.

*  The number of agents are shown inside each slice of the pie.

Split/Skill Graphical AUX The following figure provides an example of a Split/Skill Graphical AUX
Agents report example Agents report:

:HAUX Agents Report - Cruizes - |I:I|5|
Beport  Edit Format Tool: Options Help
Skill: Cruises Agents in AUX: 7
E-rrail Class
14 Fax Conference
1 BEreak Other
. []
Lunch Persanal
Meeting Training

Agent Name Login ID AUX Reason Time

& Wanda 2009 Conference ****
&2 Cindy 2013 Other kel
2 Howard 2017 Conference *
22 Janet 2035 Conference ***
|&# Christine 2042  Meeting A

Double Click To Run Farmat Chart 4

Split/Skill Graphical AUX The following table describes the report fields:
Agents report

description
Report Heading | Description Database Item, Calculation,
or <Calculation Name>
SKill: The name or number of the skill (up to 20 syn( SPLIT)

characters) that is selected for this report.
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Report Heading Description Database Item, Calculation,
or <Calculation Name>
Agents in AUX: | The current number of agent positions that are in INAUX
AUX mode for this skill or on AUX-INJAUX- OUT
calls.

Reason Code 0

Reason Code
1-9

Agent Name

Login ID

Location ID

AUX Reason

Time

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 0 is for

"system" AUX work when reason codes are active (
DEFINITY ECS with EAS and later).

The current number of positions that are in auxiliary = INAUX1-9
work with each of the reason codes 1-9 for this skill

or on AUXIN/AUXOUT calls.

(DEFINITY ECS and later).

The names (or agent IDs if the names have not syn(LOGID)
been assigned in Dictionary) of the agents assigned
to this split/skill and logged in.

The login identification of the agent. LOGID

The location ID(s) associated with the agent. ThisID | LOC_ID
is not associated with the agent personally, but

rather with the terminal the agent is logged into. It is

also associated with a port network location 1D 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, this is the reason syn(AUXREASON)
associated with the auxiliary work state (on a break,

in a meeting, and so on) of this agent. This field is

blank if the agent is not in the AUX work state.

The elapsed time since the last agent WORKMODE | AGTIME
change for any split/skill. This item 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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Split/Skill Graphical AUX Top Agents Report

Overview

Things to know about
this report

This report, which is available only with the DEFINITY ECS release,
shows top agents with this skill who are in AUX, the reason, and the time
in AUX.

Here are some things to know about this report:

Call center supervisors can use this report to see which top agents
are unavailable to take calls, and for what reason. The supervisor
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 call
volumes increase, and will also help to identify top agents who are
taking too long for breaks, lunch, etc.

Top agents are agents for whom this measured skill is their highest
priority. The skill level 1 is the highest priority and 16 is the lowest.

The chart type can be changed. See Chapter 2: "Using Reports" in
this document for more information.

The database items used for the Split/Skill Graphical AUX Top
Agents Report are stored in the cspl i t and cagent tables.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.

You 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 top agent report. This
occurs only with DEFINITY 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 state for
that skill.

The top agent’s name, login ID, reason code, and the time in AUX
since the agent entered AUX for that reason code.

You can specify how you want to sort the agent’s name, login ID,
reason code, and time.

You can use the scroll bar to see additional top agents that are in 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 code
and its corresponding color of the pie.
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. The number of agents are shown inside each slice of the pie.

* Thelegend is sorted in ascending order by reason code number,
with the customer-defined synonym for reason code 0 at the bottom.

Split/Skill Graphical AUX The following figure provides an example of a Split/Skill Graphical AUX
Top Agents report  Top Agents report:

example ’
:ﬁnux Top Agentz Report - Cruizes - |I:I|£|
Beport Edit Format Tool: Option: Help
Skill: Cruises Top Agents in AUX: 3
E-rmail Class
Fax Conference
1 1
. Ereak Qther
L Lunch Personal
Meeting Training

Agent Name Login ID AUX Heason Time

@ Christine 2042  E-mail A
2 Joyce 2051 Meeting faltlaicald
2 Manuel 2056 Conference (*F*

Double Clhick Ta Bun Format Chart Y

Split/Skill Graphical AUX The following table describes the report fields:
Top Agents report

description
Report Heading | Description Database Item, Calculation, or
<Calculation Name>
Skill: The name or number of the skill (up to 20 syn( SPLIT)

characters) that is selected for this report.
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Report Heading | Description Database Item, Calculation, or
<Calculation Name>
Top Agents in The number of top agents logged into the skill INAUX
AUX: who are in the AUX work mode. This includes
agents on AUXIN/AUXOUT calls.
Reason Code 0 The current number of positions that are in NAUXO

auxiliary work with reason code zero (0) for this
skill or on AUXIN/AUXOUT calls. Reason code
"0" is for "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 INAUX1-9
auxiliary work 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 IDs if the names have not  syn(LOGID)
been assigned in Dictionary) of the agents
assigned to this skill and logged in.

Login ID The login identification of the agent. LOGID

Location ID The location ID(s) associated with the agent. LOC_ID
This ID is not associated with the agent
personally, but rather with the terminal the agent
is logged 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, this is the reason code | syn(AUXREASON)
associated with the auxiliary work state (on a
break, in a meeting, and so on) of this agent.
This field is blank if the agent is not in the AUX
state.

Time The elapsed time since the last agent AGTIME
WORKMODE change for any split/skill. This item
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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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 acceptable
service level are displayed above the top graph. Legends appear to
the right of each chart.

On the bottom graph, the horizontal axis represents the service
interval in seconds, and the vertical axis represents the number of
ACD calls answered/abandoned within the acceptable service level.

The number displayed for each service interval is the upper limit of
the interval. For example, if the first two intervals are "3" and "5," the
first data point on the graph indicates the number of calls answered/
abandoned within 0-3 seconds, and the second data point indicates
the number of calls answered/abandoned within 4-5 seconds.

The chart type can be changed. See Chapter 2: "Using Reports" in
this document for more information.

The database items used for this report are stored in the
cspli ttable.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.

This report has two charts:

The top chart, a three-dimensional pie chart, shows the percentage
of ACD calls answered within the predefined Acceptable Service
Level and the percentage of ACD calls answered outside this level.

The bottom chart, a stacked area graph, shows the number of ACD
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 Call

Profile report example Profile report:

iﬁSpliHSkill Call Profile - Gold
Heport Edit Format Tool: Options  Help

SpliySkill: Gold

=10l %]

Service Level: 0

Calls Answered

58% 42%

% Within Service Lewel

% Outside Service Lewel

Service Interval Answer and Abandons

40
=
SR
[v} Aban Calls
=
0 | ACD Calls
olfolololololololols
Service Interval - Seconds
Double Click To Run Farmat Chart ” Thresholds: On | 6 _dadsleas 4
Split/Skill Graphical Call The following table describes the report fields:
Profile report description
Report Heading  Description Database Item, Calculation,

or <Calculation Name>

Split/Skill: The name or number of the split/skill selected syn( SPLIT)

for this report.

Secs: The size of each increment is measured in 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 Split/Skill Call Profile Setup
window.
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Report Heading

% Within Service
Level

% Outside Service
Level

Aban Calls

Description

The percentage of split/skill ACD calls that were
answered by an agent within the predefined
service level. 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.

For the call vectoring feature, calls that were not
answered may include

* Forced Busy calls
* Forced disconnect calls
e (Calls redirected to another destination

e Calls queued to more than one split/skill (Generic
3 only) and answered in another split/skill.

Percentage of split/skill ACD calls that were not
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 -
Generic 3 switches with the ASAI feature). 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. For Generic 3 switches, Percent Within
Service Level does not include direct agent
calls.

The number of calls to the split/skill that were
abandoned within each increment. If calls are
gueued to multiple splits/skills, only the first split/
skill queued to records an abandon. This
includes outbound ACD calls placed by an
adjunct (also called outbound predictive dialing)
for the Generic 3 with ASAI only. It does not
include direct agent calls.

Database Item, Calculation,
or <Calculation Name>

100*(ACCEPTABLE/CALLS-
OFFERED)
<PERCENT_SERV_LVL_SPL>

< <100-PERCENT_SERV_
LVL_SPL>

ABNCALLS1-10
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Report Heading  Description Database Item, Calculation,
or <Calculation Name>

ACD Calls This is the number of calls that were sent to the = ACDCALLS1

split/skill that were answered by an agent within
each increment. This includes outbound ACD
calls placed by an adjunct (also called outbound
predictive dialing), for the Generic 3 with ASAI
only. For the Generic 3 switches 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 or
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 numbers
of the splits or skills selected for the report.

A legend appears to the right of the chart.

The database items used for the report are stored inthe csplit

table.

The chart type can be changed. See Chapter 2: "Using Reports" in
this document for more information.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.
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Split/Skill Graphical EWT The following figure provides an example of a Split/Skill Graphical EWT

report example report:

Z§§Split/Skill EWT

Beport Edit Format Tool: Options  Help
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— |
Skill2
— |
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=101 %]

EWT Top
EWT High
. EWT Mediurm

EWT Low

Diouble Click, To Run Format Chart

|| Thresholds: Orn | 16_dadsleas

Split/Skill Graphical EWT The following table describes the report fields:

report description

Report Heading | Description

Skill

Top

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

This heading contains EWT for the split/skill at
top priority. EWT is the wait time for the call when
it is 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 CMS is 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.

Database Item, Calculation, or
<Calculation Name>

syn( SPLIT)

EWTTOP
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Report Heading Description

High

Medium

Low

This heading contains EWT for the split/skill at
high priority. EWT is the wait time for the call
when it is 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 CentreVu CMS is 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.

This heading contains EWT for the split/skill at
medium priority. EWT is the 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 CMS is 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.

This heading contains EWT for the split/skill at
low priority. EWT is the wait time for the call when
it is queued to the split/skill at low priority. EWT
measures only the time it takes to deliver the call
to an agent. It does not include ringing time. If
CentreVu CMS is 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.

Database Item, Calculation, or
<Calculation Name>

EWTHIGH

EWTMEDIUM

EWTLOW
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Split/Skill Graphical Queue Report

Overview

Things to know about
this report

This report 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.

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.

You can use this report to view trends of calls waiting for several
splits/skills.

The chart type can be changed. See Chapter 2: "Using Reports" in
this document for more information.

This report has four graphs. The two graphs on the left side of the
report show the number of Calls Waiting (upper left quadrant) and
the Oldest Call Waiting (lower left quadrant). The two graphs on the
right side of the report show the trends for the last ten refresh
intervals for the same data items. The legend shows which line
corresponds to which split/skill.

Each bar graph has a haorizontal bar, on the left quadrant of the
report, for each split/skill selected for the report. Each graph’s x-axis
dynamically scales to the largest value of the items being reported.
The x-axis of the Calls Waiting bar graph displays the number of
calls (No. Calls) waiting in the split/skill queue. The x-axis of the
Oldest Call Waiting bar graph displays the number of seconds the
oldest call in the split/skill queue has waited.

The database items used for this report are stored inthe csplit
table.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.
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Split/Skill Graphical The following figure provides an example of a Split/Skill Graphical Queue
Queue report example report:

¢ ¢ Split/Skill Queue HEER
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Split/Skill Graphical The following table describes the report fields:
Queue report description

Report Heading Description Database Item, Calculation, or
<Calculation Name>
Split/Skill The name or number of the splits/skills selected | syn( SPLIT)
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.
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Report Heading Description Database Item, Calculation, or
<Calculation Name>
Calls Waiting The number of split or skill ACD calls waiting to INQUEUE + INRING
be answered. This includes calls that are in
gueue and calls that are ringing at an agent voice
terminal. It does not include direct agent calls for
the Generic 3 switch.
Oldest Call The length of time (in seconds) the oldest ACD OLDESTCALL
Waiting 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.
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Split/Skill Graphical Skill Overload Report

Overview

Things to know about
this report

This report is only 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 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.

The report caption displayed when the report is run reads “Skill
Overload: xxx” where xxx is the skill name string specified by the
Name Formats window of Tools/Options.

This report has two sections: a vertical bar chart and a rolling line
chart.

The vertical bar chart consists of:

— Avertical bar for each skill input for the report, showing the
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.

The rolling line chart consists of:

—  When the report is started, only one data point (whether
unknown, normal, overloadl or overload?2) is displayed for
each skill. With each refresh, the new status will be added to
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 report
refresh.

—  The y-axis of the chart displays, from the bottom up, “Normal,”
“Overloadl,” and “Overload2.”

The database items used for this report are stored in the csplit

table.

This report uses the Split/Skill Report Input Window. Select a skill

that you want to view on the report. See Split/skill report input

fields (3-60) for more information.
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Split/Skill Graphical Skill The following figure is an example of a Graphical Skill Overload report:

Overload report example

:HSkiII Overload
Feport Edit Format Tools Options  Help
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Double Click To Run Format Chart
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Split/Skill Graphical Skill The following table describes the report fields:

Overload report
description

Report Heading  Description

Split/Skill The name or number of the splits/skills selected
for this report.

Skill State 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.

Database Item, Calculation, or

<Calculation Name>
syn( SPLIT)

SKSTATE
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Split/Skill Graphical Staffing Profile Report

Overview

Things to know about
this report

This report is available only for customers who have DEFINITY ECS R6
or later switches with 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 agents

are active, in Other or in auxiliary work (AUX). This report will also

show the supervisor what type of agents are in those fields.

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 staffed,
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 staffed,
active, in AUX, and in Other for the specified skill.

The database items used for this report are stored in the csplit
table.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) 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 report:
Staffing Profile report

examp le iﬁ Staffing Profile - 5511 - |I:I|5|
Beport Edit Format Tool: Optons  Help
SpliySkill: s511 Skill State: NORMAL
Skill Staffing Profile
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2
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0.0 0
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1.0
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0.5 Other Other
B -ux B -ux
0.0
|| Threzholds: On | Bison36vpe 4

Split/Skill Graphical The following table describes the report fields:
Staffing Profile report

description
Report Heading Description Database Item, Calculation, or
<Calculation Name>
Split/Skill The name or number of the splits/skills selected | syn( SPLIT)
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.
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Report Heading | Description Database Item, Calculation, or

Top Agents
(AUX)

Top Agents
(Other)

Top Agents
(Active)

Flex Agents
(AUX)

<Calculation Name>

The number of top agents logged into the skill TINAUX
who are in the AUX work mode. This includes

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 Generic 3 switches and the ECS

with EAS. TINAUX includes TINAUXO, TINAUX1-

9, TONACDAUXOUT, TONAUXIN, and

TONAUXOUT.

The number of top agents that are doing other TOTHER
work. 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). For Generic 3, 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 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.

The number of top agents logged into the skill, TONACD + TINACW +
who are on inbound and outbound ACD calls, TAGINRING

plus the number 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.

The number of flex agents in AUX. Requires FINAUX
DEFINITY ECS R6 or later with CentreVu
Advocate.
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Report Heading

Flex Agents
(Other)

Flex Agents
(Active)

Reservel
Agents (AUX)

Reservel
Agents (Other)

Reservel
Agents (Active)

Reserve?2
Agents (AUX)

Reserve2
Agents (Other)

Reserve?2
Agents (Active)

Description

The number of flex agents in the OTHER state.
Requires DEFINITY ECS R6 or later with
CentreVu Advocate.

The number of flex agents on ACD calls, plus the
number of flex agents in ACW, plus the number
of flex agents with this skill that have an ACD call
ringing.

The number of reservel agents in AUX. Requires
DEFINITY ECS R6 or later with CentreVu
Advocate.

The number of reserve 1 agents in the OTHER
state. Requires DEFINITY ECS R6 or later with
CentreVu Advocate.

The number of reservel agents on ACD calls,
plus the number of reservel agents in ACW, plus
the number of reservel agents with this skill that
have an ACD call ringing.

The number of reserve2 agents in AUX. Requires
DEFINITY ECS R6 or later with CentreVu
Advocate.

The number of reserve2 agents in 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 agents in ACW, plus
the number of reserve2 agents with this skill that
have an ACD call ringing.

Database Item, Calculation, or
<Calculation Name>

FOTHER

FONACD + FINACW +
FAGINRING

R1INAUX

R10OTHER

R1ONACD + R1INACW +
R1AGINRING

R2INAUX

R20THER

R20ONACD + R2INACW +
R2AGINRING
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Split/Skill Graphical Status Report

Overview

Things to know about
this report

This report 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 (for
DEFINITY ECS with EAS) reports.

The chart type can be changed. See Chapter 2: "Using Reports" in
this document for more information.

The database items used for the report are stored in the csplit,
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 in)
agents in the split/skill you specify, the state (workmode) each agent
is currently in, the amount of time the agent has been in the current
state, and the split/skill that the agent is in currently. If the Split/Skill
column is empty, the agent is not currently on a call. The split/skill
selected for the report is displayed above the table.

By default, agent names are sorted alphabetically. If there are more
staffed agents than can be displayed, a scroll bar appears on the
right side of the table. To the left of each agent name (or login id, if
names are not assigned) is an icon representing the agent’s state.

The three-dimensional pie chart in the upper-right quadrant shows
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 piece of pie. A
legend is displayed to the right of the chart.

The fields in the lower-right quadrant of the report display real-time
split/skill information.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.
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Split/Skill Graphical
Status report example

The following figure provides an example of a Split/Skill Graphical Status
report:

CﬁSpIiUSkiII Status - Cruises - |EI|5|
Beport Edit Format Tool: Options  Help
SpliySkill: Cruises Agents Staffed: 80 Skill State: NORMAL
Agent Name State Time SpliyfSkill Level =
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£ Sue ACDIN  2:25 1 2 —
[# Edna ACW 10 1 2 AWAIL ALl
32 Andrew AUX 14 2
ACD EIMG
£ Kewvin ACDIN  1:51 1 2
£ Carol ACDIN  2:26 1 2 . AW OTHER
£ Wwanda ACDIN  3:50 1 2
u N
£” Hugh ACDIN  3:18 1 2
El .
£ Neil ACDIN  2:01 1 2
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i Howard ACDIN 16 1 2 ‘Aban Calls- 13
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Split/Skill Graphical

The following table describes the report fields:

Status report description

Report
Heading

Split/Skill:

Level

Agents
Staffed:

Skill State

Description Database Item, Calculation, or

<Calculation Name>

The name or number of the split(s)/skill(s) selected = syn(SPLIT)

for this report.

The skill level associated with the agent’s current
WORKSKILL, when WORKSKILL, is not null.
Requires a Generic 3 Version 2 or later switch with
the EAS feature. For CentreVu Advocate, in the
cagent table, WORKSKLEVEL contains either a
skill level (1-16) for a normal skill, or a reserve level
(1 or 2) for a reserve skill. This WORKSKLEVEL
applies to WORKSKILL.

The total number of agents that are logged into
each split/skill.

syn(WORKSKLEVEL)

STAFFED

Current state of this skill, compared to the
administered thresholds. Requires ECS R6 or later
with CentreVu Advocate.

syn( SKSTATE)
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Report Description Database Item, Calculation, or
Heading <Calculation Name>

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

State The current work mode (state) the agent is in syn( WORKMODE) and
(AVAIL, ACD, ACW, AUX, DACD, DACW, syn(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. This item 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.
Split/Skill The split associated with the call or the ACW state | WORKSPLIT, WORKSPLIT2...4
when an agent is either on a split or direct agent (Generic 3 Version 2 and later

ACD call, or in the ACW state. If an agent puts an  Generic 3 switches only)
ACD call on hold and makes an AUX call, this is the

split of the ACD call on hold. For AUXIN calls and

AUXOUT calls made without an ACD call on hold,

this is the split the agent has been logged into the

longest. When the agent is available, all of the splits

the agent is available in are listed.

% Within The percentage of split/skill ACD calls that were 100*( ACCEPTABLE/
Service Level: | answered by an agent within the predefined time. CALLSOFFERED)
Calls 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, calls redirected to another
destination, and calls queued to more than one split/
skill and answered in another split/skill.

Calls Waiting: | The number of split or skill ACD calls waiting to be | INQUEUE+ INRING
answered. This includes calls that are in queue and
calls that are ringing at an agent voice terminal. It
does not include direct agent calls for the Generic 3
switches.
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Report
Heading

Oldest Call
Waiting:

Avg Speed
Ans:

ACD Calls:

Avg ACD
Time:

Aban Calls:

Avg Aban
Time:

Description
<Calculation Name>

The length of time (in seconds) the oldest ACD call OLDESTCALL
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.

ANSTIME / ACDCALLS
<AVG_ANSWER_ SPEED>

The average time calls waited in queue or ringing
before an agent answered. This does not include
direct agent calls, but it does include outbound ACD
calls placed by an adjunct (also called outbound
predictive dialing) for the Generic 3 with ASAI only.

The ACD calls that were queued to the split/skilland = ACDCALLS
answered by an agent. This does not include direct

agent calls, but it does include ACD calls placed by

an adjunct (also called outbound predictive dialing)

for the Generic 3 with ASAI only.

ACDTIME / ACDCALLS
<AVG_ACD_TALK_TIME>

The average talk time (does not include hold time)
is calculated for all ACD calls to this split/skill. This
does not include direct agent calls, but it does
include talk time of all outbound ACD calls placed
by an adjunct (also called outbound predictive
dialing) for the Generic 3 with ASAI only.

The total number of queued calls for each split/skill =~ ABNCALLS
that 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

split/skill that abandoned at the far end before an

agent answered (for the Generic 3 with the ASAI

feature only).

ABNTIME / ABNCALLS
< AVG_ABANDON_TIME>

The average time calls waited before hanging up.

L
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Split/Skill Graphical Top Skill Status Report

Overview

Things to know about
this report

This report, available only with EAS, contains a table of top agents and
their work state, a pie chart showing the composite top agent status, and
a pie 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 for each
staffed agent for whom this skill is their top skill. The row shows an
icon representing agent state, the agent names as defined in the
Dictionary, the agent state for this skill, time in current state, and a
reason code (as defined in the Dictionary) for the AUX work state.
The Reason column is blank except for those agents who are in
AUX work. This table also contains the skill in which the agent 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 calls for this skill. This
report is available for Generic 3 switch with 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 that
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 in the csplit
and cagent tables.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.

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 AUX for
each reason code.

A legend displays the synonyms for reason codes that have been
defined in the Dictionary. The legend is sorted in ascending order by
reason code number, with the customer- defined synonym for
reason code O at the bottom.
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The three-dimensional pie chart contains the following information:
*  The composite status of top agents for the skill in each of the work

states.

* Alegend in which a different color corresponds to each of the work

states.

e Above the chart is the "Top Agents in AUX" heading.

Split/Skill Graphical Top The following figure provides an example of the Split/Skill Graphical Top

Skill Status report  Skill Status report:

example
p :ﬁ Top 5kill Status - Cruises

Beport Edit Fomat Tool: Options Help

SplitSkill: Cruises
Skill State: NORMAL

Top Agent Status

=10l x]

Top Agents Staffed: 20

Flex Agents Staffed: 60
Reservel Agents Staffed: 0
Reserve? Agents Staffed: 0

Top Agents in AUX
AAIL ALY
ACD RING )
E-rmail
B cw OTHER
Fax
. Break
1 1 I 1 1 I T Lunch
Agent Name State Time AUX  Split/Skill Level —
Reason Meeting
3 Kurt AUX  ***%% (Clags 2 Class
€” Christine ACDIN == 3 2 =
" Penelope  ACDIN*=** 3 2 Conference
€ Sharon ACDIN == 1 2
i) AEAE Other
£ Kathy ACDIN 3 2
£ Sally ACDIN == 3 2 Personal
" 2047 ACDINF=== 4 2
3 Virninia AllY ***%%% DParcanpa b
|| Threzhalds: On sim_easx
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Split/Skill Graphical Top The following table describes the report fields:
Skill Status report
description

Report Heading | Description

Skill:

Skill State

Top Agents
Staffed:

Flex Agents
Staffed

Reservel
Agents Staffed

Reserve2
Agents Staffed

AVAIL

ACD

ACW

AUX

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 current number of top agents that are staffed
in this skill.

Number of agents who are staffing the skill, but
are neither top or reserve agents. Requires ECS
R6 or later with CentreVu Advocate. This field 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), allocation, or roving.
FSTAFFED

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.

The current number of agents that are available to
receive ACD calls in this split/skill.

The total time during the collection interval that the
agent was talking on ACD calls for the Split.

The total time during the collection interval that the
agent was in after call work (ACW). This includes
ACW for split/skill ACD Calls and ACW not
associated with the call.

The total time during the collection interval that the
agent was in the AUX work state in all splits/skills
or in AUXINCALLS or AUXOUTCALLS.

Database Item, Calculation, or
<Calculation Name>

syn( SPLIT)

SKSTATE

TSTAFFED

R1STAFFED

R2STAFFED

AVAILABLE

sum(<TOTAL_|_ACDTIME>)

sum(<TOTAL_I_ACWTIME>)

sum(TI_AUXTIME)
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Report Heading Description

RINGING

OTHER

Agent Name

State

Time

AUX Reason

Skill

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 split/skills. For
Generic 3 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 a call 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 line to the
switch comes up or after the agent logs in and
before the CMS receives notification of the agent’s
state from the switch. The "TI_" time is only 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.

The names (or agent IDs if the names have not
been assigned in the Dictionary) of the top agents
assigned to this skill and logged in.

The current work mode (state) the agent is in
(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. This item
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.

For the DEFINITY ECS, this is the reason code
associated with the auxiliary work state (on a
break, in a meeting, and so on) of this agent. This
field is blank if the agent is not in the AUX state.

The name or number of the skill (up to 20
characters) that is selected for this report.

Database Item, Calculation, or
<Calculation Name>

sum(l_RINGTIME)

sum(TI_OTHERTIME)

syn( LOGID)

syn(WORKMODE) and
syn(DIRECTION)

AGTIME

Syn(AUXREASON)

syn(SPLIT)
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Report Heading | Description Database Item, Calculation, or
<Calculation Name>
Level The skill level associated with the agent’s current ' syn(WORKSKLEVEL)

WORKSKILL, when WORKSKILL, is not null.
Requires a Generic 3 Version 2 or later switch with
the EAS feature.

Reason Code 0 | The current number of positions that are in INAUXO
auxiliary work with reason code zero (0) for this
skill or on AUXIN/AUXOUT calls. Reason code 0
is for "system "AUX work when reason codes are
active ( DEFINITY ECS with EAS and later).

Reason Code The current number of positions that are in TINAUX1-9
1..9 auxiliary work with each of the reason codes 1-9

for this skill or on AUXIN/JAUXOUT calls (

DEFINITY ECS and later).
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Reservel AUX Agents Report

Overview

Things to know about
this report

This report, which is available only for customers who have DEFINITY
ECS R6 or later switches with EAS and have purchased CentreVu
Advocate, displays the Reservel agents who are in AUX and the time in
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 ID,
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 you drill-down from uses Location ID as an input.

Here are some things you need to know about this 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 as the length
of time in the AUX work state.

This report consists of a table and two data fields. The report table
contains a row for each agent who is in the specified state for the
specified skKill.

The report caption will read “Reservel AUX Work State Report—
xXX,” where xxx is the skill name string specified by the user.

The database items used for the report are stored inthe csplit
and cagent table.

This report uses the Agent Information Input window. Select an
agent that you want to view on the report. See Agent Report Input
Windows (3-6).
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Reservel AUX Agents The following figure provides an example of the Reservel AUX Agents
report example report:

{fiReservel AUX Work State Report - Gold =10] x|
Beport Edit Format Toole Options Help
Spliyskill: Gold
Heservel Agents in AUX: 0
Agent Name  Login ID Role Active Level Time
Splitfskill
ER 14468 44468 BCKF 1:21:50
ER 14466 44466 BCKP 1:21:50
R 14461 44461 BCKP 1:21:50
R 14465 44465 BCKP 1:21:50
R 14462 44462 BCKF 1:21:49
R 14463 44463 BCKP 1:21:49
R 14467 44467 BCKP 1:21:49
BB 14476 44476 TOP 1:21:45
ER 14478 44476 TOP 1:21:45
B 14471 44411 TOP 1:21:4%
R 14472 44472  TOP 1:21:45
R 14475 44475  TOP 1:21:45
BB 14477 44477  TOP 1:21:45
BB 14473 44473 TOP 1:21:45
R 14474 44474 TOP 1:21:45
| Thresholds: On 16_dadzleaz v

Reservel AUX Agents The following table describes the report fields:
report description

Field

Skill

Reservel
Agents in AUX

Agent Name

Login ID

Definition

The name or number of the skill (up to 20
characters) that is selected for this report.

The number of reservel agents in 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. Agents in multiple splits/skills have

one LOGID.

Database Item, Calculation, or
<Calculation Name>

syn(SPLIT)

R1IINAUX

syn(LOGID)
LOGID
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Field

Location ID

Role

Active Split/Skill

Definition

The location ID(s) associated with the agent. This
ID is not associated with the agent personally, but
rather with the terminal the agent is logged 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..

Agent’s service role for this SPLIT, as defined in
the Dictionary. Requires DEFINITY ECS R6 or
later with CentreVu Advocate.

Use WORKSKILL for the following call
conditions:
* When an agent is on a skill or direct agent ACD

call or in ACW (this is the skill associated with the
call or ACW).

* When an agent is available, in AUX or in OTHER
(this is null [blank]).

* When an agentis on an AUXINJAUXOUT call (this
is OLDEST_LOGON skill).

* When an agent is on an AUXIN/AUXOUT call
from the available state, while in AUX or with an
AUXIN/AUXOUT call on hold (this is
OLDEST_LOGON skill).

* When an agent is on an AUXOUT call with an
ACD call on hold (this is the skill associated with
the ACD call).

Note that WORKSKILL differs from WORKSPLIT
only in the case that the agent is available. In this
case, WORKSKILL will be blank and
WORKSPLIT will contain one of the skills in
which the agent is available. For releases with
the EAS feature active, it is recommended to use
WORKSKILL instead of WORKSPLIT in reports.

Requires a Generic 3 Version 2 or later switch
with the EAS feature.

Database Item, Calculation, or
<Calculation Name>

LOC_ID

syn(ROLE)

syn(WORKSKILL)
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Field

Level

Time

Definition

The skill level associated with the agent’s current
WORKSKILL, when WORKSKILL is not null.
Requires a Generic 3 Version 2 or later switch
with the EAS feature. For CentreVu Advocate, in
the cagent table, WORKSKLEVEL contains
either a skill level (1-16) for a normal skill, or a
reserve level (1 or 2) for a reserve skill. This
WORKSKLEVEL applies to WORKSKILL.

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

Database Item, Calculation, or
<Calculation Name>

syn(WORKSKLEVEL)

AGTIME
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Reserve2 AUX Agents Report

Overview

Things to know about
this report

This report, which is available only for customers who have DEFINITY
ECS R6 or later switches with EAS and have purchased CentreVu
Advocate, displays the Reserve2 agents who are in AUX and the time in
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 you drill-down from uses Location ID as an input.

Here are some things you need to know about this 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 Reserve2
agents in each AUX work state, for a specified skill. For each agent,
the manager will also be able to see information such as the length
of time in the AUX work state.

*  This report consists of a table and two data fields. The report table
contains a row for each agent who is in the specified state for the
specified skill.

*  The report caption will read “Reserve2 AUX Work State Report—
xXX,” where xxx is the skill name string specified by the user.

*  The database items used for the report are stored in the csplit
and cagent table.

e  This report uses the Agent Information Input window. Select an
agent that you want to view on the report. See Agent Report Input

Windows (3-6).
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Reserve2 AUX Agents The following figure provides an example of the Reserve2 AUX Agents
report example report:

{ijReserve2 AUX Work State Report - Gold =0 =]
Beport Edit Format Tools Options  Help
SplitSkill: Gold
Reserve? Agents in AUX: 0
Agent Name Login ID Hole Active Lewvel Time
Splitfskill

B 14468 44468 BCKP 1:21:50
B 14466 44466 BCKP 1:21:50
B 14461 44461 BCKP 1:21:50
R 44465 44465 BCKP 1:21:50
B 44462 44462 BCKP 1:21:49
R 14463 44463 BCKP 1:21:49
B 44467 44467 BCKP 1:21:49
B 14476 44476 TOP 1:21:45
R 44478 44478 TOP 1:21:45
B 44471 444711 TOP 1:21:45
B 44472 44472 TOP 1:21:45
B 44475 44475 TOP 1:21:45
B 144477 44477 TOP 1:21:45
R 44473 44473 TOP 1:21:45
B 44474 44474 TOP 1:21:45

“ Threzholds: On | 16_dadsleas v

Reserve2 AUX Agents The following table describes the report fields:
report description

Field

Skill

Reserve2
Agents in AUX

Agent Name

Login ID

Definition

The name or number of the skill (up to 20
characters) that is selected for this report.

The number of reserve2 agents in 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. Agents in multiple splits/skills have

one LOGID.

Database Item, Calculation, or

<Calculation Name>
Syn(SPLIT)

R2INAUX

syn(LOGID)
LOGID
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Field

Location ID

Role

Active Split/Skill

Definition

The location ID(s) associated with the agent. This
ID is not associated with the agent personally, but
rather with the terminal the agent is logged 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..

Agent’s service role for this SPLIT, as defined in
the Dictionary. Requires DEFINITY ECS R6 or
later with CentreVu Advocate.

Use WORKSKILL for the following call
conditions:
* When an agent is on a skill or direct agent ACD

call or in ACW (this is the skill associated with the
call or ACW).

* When an agent is available, in AUX or in OTHER
(this is null [blank]).

* When an agentis on an AUXINJAUXOUT call (this
is OLDEST_LOGON skill).

* When an agent is on an AUXIN/AUXOUT call
from the available state, while in AUX or with an
AUXIN/AUXOUT call on hold (this is
OLDEST_LOGON skill).

* When an agent is on an AUXOUT call with an
ACD call on hold (this is the skill associated with
the ACD call).

Note that WORKSKILL differs from WORKSPLIT
only in the case that the agent is available. In this
case, WORKSKILL will be blank and
WORKSPLIT will contain one of the skills in
which the agent is available. For releases with
the EAS feature active, it is recommended to use
WORKSKILL instead of WORKSPLIT in reports.

Requires a Generic 3 Version 2 or later switch
with the EAS feature.

Database Item, Calculation, or
<Calculation Name>

LOC_ID

syn(ROLE)

syn(WORKSKILL)
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Field

Level

Time

Definition

The skill level associated with the agent’s current
WORKSKILL, when WORKSKILL is not null.
Requires a Generic 3 Version 2 or later switch
with the EAS feature. For CentreVu Advocate, in
the cagent table, WORKSKLEVEL contains
either a skill level (1-16) for a normal skill, or a
reserve level (1 or 2) for a reserve skill. This
WORKSKLEVEL applies to WORKSKILL.

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

Database Item, Calculation, or
<Calculation Name>

syn(WORKSKLEVEL)

AGTIME
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Skill AUX Report

Overview This report shows, for one or more skills, the number of agents in AUX
work with each reason code.

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

this report «  You must have an ECS Release 5 switch or later with the EAS
feature.

. You must be using reason codes. You can run the report without
using the reason codes, but all agents will be in reason code zero
(0) when in AUX.

. The database items used for the Skill AUX report are stored in the
csplit table.

*  This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.

Skill AUX report example The following figure provides an example of the Skill AUX report:

T Skill AUX Report
Beport Edt Fomat Tool: Options Help
Skill| T22 T23 T26 Total sp00g
Calls Waiting 1] 0 0 0 0
Angents Staffed 197 0 81 279 0
Agents in ALK 5 0 2 7 0
1] h 1] 2 ¥ 0
1 0 0 1] 0 0
2 1] 1] 1] 0 0
3 1] 1] 1] 0 0
4 1] 1] 1] 0 0
] 1] 1] 1] 0 0
] 1] 1] 1] 0 0
7 1] 1] 1] 0 0
a 1] 1] 1] 1] 0
L] 1] 1] 1] 0 0
Double Click To Run Format Table “ Threzholds: On | ST10 i
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Skill AUX report

description

Report Heading | Description

Skills:

Calls Waiting

Agents Staffed

Agents in AUX

Reason Code
0...9

The name(s) or number(s) of the skills selected
for the report.

The number of skill ACD calls waiting to be
answered. This includes calls that are in queue
and calls that are ringing at an agent voice
terminal. It does not include direct agent calls for
the Generic 3 switch.

The total number of agents that are logged into
each skKill.

The current number of agent positions that are
either in AUX work mode for this skill or on AUX-
INJAUX- OUT calls.

The number of agents in each AUX reason code
(0to 9).

The following table describes the report fields:

Database Item, Calculation, or
<Calculation Name>
syn(SPLIT)

INQUEUE+INRING

STAFFED

INAUX

INAUXO...9
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Skill Status Report

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 is in after call work.

If you have a an 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 call or
ACW session). This level can be any level from 1 to 16, or R1 or R2.

e The Login Skills columns have been removed from this report.

If you have a switch release earlier than ECS Release 5 with the EAS

feature activated, a slightly different Skill Status Report than the one
described in this section is displayed. This report:

*  Provides the agent login skills, including whether a skill is p
(primary) or s (secondary).
. Does not provide agent AUX reason codes.

o With the Generic 3 Version 2 through Version 4 switches, all the
skills the agent is logged into are shown in the Login Skills column of
the report. These skills are designated with a p or s to indicate if the
skill is a primary or secondary skill.

o If you have the Generic 3 Version 3 switch or an earlier switch, the
Expected Wait Time (EWT) fields are blank. EWT is only available
on the Generic 3 Version 4 switch and later switches.

. All agents who are logged into a particular skill are displayed. You
can page or scroll to view agents not shown in the window.

. The EWT value is updated whenever a call queues to the skill. If no
call has queued for 2 minutes, CMS will request the switch to send
the current EWT values for the skill.

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).

o The priority is inactive, such as TOP, HIGH, MEDIUM, or LOW.
e  The queue for the priority is full.

Expected Wait Time (EWT) may be different than you anticipate. The
following factors can affect EWT:

. A low volume of calls are coming into a skill, or very few are coming
in at one or more of the priorities. This causes EWT to show larger
fluctuations than when there is heavier call volume.
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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 increases
or decreases substantially. EWT adjusts immediately, and you will
see a big jump or fall in the EWT.

A significant percentage of callers who are queued drop from queue,
either from hanging up or from being answered, and no new calls
are queued. For example, in a vector with time-of-day routing, after
a specified time, no more calls are routed to a particular skill. Calls
in queue to this skill continue to be serviced, but no new calls are
coming into the queue. The EWT remains unchanged until the
specified time interval from the timer expires and the audit takes
place.

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 enabled.

A new skill is created or the switch reboots. No history exists, and 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.

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.

EWT's are displayed for the priorities for which calls are queuing.
However, if you change the routing for a skill so that calls are not
being queued at a priority, the EWT for that priority continues to be
shown until all agents in the skill log out or until a translation pump-
up is forced.

The database items used for the Skill Status Report are stored in the
csplit and cagent tables.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input

fields (3-60) for more information.
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Skill Status report  The following figure provides an example of a Skill Status Report:
example 2§ Skill Status - Gold | m]
Beport Edit Fommat Toole Option: Help
SpliyfSkill: Gold Expected Wait Ti
; . xpecte ait Time
Skill State: NORMA EWT Top:
Calls Waiting: 0 EWWT High:
Oldest Call Waiting: :00 EWT Medium: :00:00
EWT Low:
Agent Name Login  AllX State SpliyfSkill Level Time VDN =
1D Reason Name
R L0207 bo207 AVAIL 18:53
R s0214 50214 AVAIL 14:36
i 0208 50208 AVAIL 15:19
i 60213 L0213 AVAIL 13:54
R 60234 b0234 AVAIL 44:11
R 60233 50233 AVAIL 59:39
i L0226 b0226 AVAIL 18:01
R h0224 L0224 AVAIL 12:32
% 50216 50216 AVAIL 13:03
R 50221 L0221 AVAIL 10:27 ~|
H Threzsholds: On | 16_dadsleas &

Skill Status report
description

Report Heading Description

Skill The name or number of the skill selected for the

report.

Skill State 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.

Calls Waiting The number of skill ACD calls waiting to be
answered. This includes calls that are in queue
and calls that are ringing at an agent voice
terminal. It does not include direct agent calls for

the Generic 3 switch.

Oldest Call
Waiting

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.

The following table describes the report fields:

Database Item, Calculation, or
<Calculation Name>

Syn(SPLIT)

SKSTATE

INQUEUE+ INRING

OLDESTCALL
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Report Heading | Description

Expected Wait
Time (Pri): Top

Expected Wait
Time (Pri): High

Expected Wait
Time (Pri):
Medium

This heading contains EWT for the skill at top
priority. EWT is the wait time for the skill when a
call 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 CMS is 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 is the wait time for the skill when a
call is queued to the 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 CentreVu CMS is 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.

Contains EWT for the skill at medium priority.
EWT is the wait time for the skill when a call 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
CentreVu CMS is 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
<Calculation Name>

EWTTOP

EWTHIGH

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

Expected Wait This heading contains EWT for the skill at low EWTLOW

Time (Pri): Low  priority. EWT is the wait time for the skill when a
call is queued to the skill at low priority. EWT
measures only the time it takes to deliver the call
to an agent. It does not include ringing time. If
CentreVu CMS is 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.

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

Login ID The login identification of the agent. LOGID

AUX Reason The reason associated with the auxiliary work Syn(AUXREASON)
state of this agent, (for example, lunch, break,
meeting, or training). This field is blank if the
agent is not in the AUX state.

State The current work mode (state), that the agentis = syn(WORKMODE)
in (AVAIL, ACD, ACW, AUX, DACD, DACW, syn(DIRECTION)
RINGING, UNKNOWN, OTHER, UNSTAFF), and
the call direction (BLANK IN, or OUT).

Skill/Level When an agent is on a skill call, a direct agent WORKSKILL/
call, or in ACW mode, this is the skill associated syn(WORKSKLEVEL)
with the call or the ACW, and the level associated
with the skill.

WORKSKILL is the OLDEST_LOGON:

* When an agent is on an AUXIN/AUXOUT call
from the available state, while in AUX or with an
AUXIN/AUXOUT call on hold

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

When an agent is on an AUXOUT call with an
ACD call on hold, this is the skill associated with
the ACD call. When an agent is available, in
AUX, or in OTHER, this is blank.
WORKSKLEVEL is the skill level (ranging from 1
to 16) or the reserve skill level (R1 or R2)
associated with WORKSKILL.
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Report Heading

Time

VDN Name
(Shows data
only if you have
purchased the
Vectoring
feature.)

Description Database Item, Calculation, or
<Calculation Name>

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

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 number or name of the VDN for which the VDN
report shows data. the Vector Directory Number

is associated with the ACD call in progress. If a

name has been assigned to the VDN in the

Dictionary, the name displays instead of the

number.
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Skill Top Agent Report

Overview

Things to know about
this report

Skill Top Agent report
example

This report is similar to the Split/Skill Report, but shows counts of agents

for whom the skill is the top skill. It also shows a count of agents for
whom the skill is a backup skill.

Here are some things you need to know about this report:
You must have a Generic 3 switch with the EAS feature.

The following figure provides an example of a Skill Top Agent report:

The agent’s top skill is the highest priority skill the agent is logged

into. If the agent is logged into more than one skill that are listed as
highest priority, then the top skill is the first skill listed.

The database items used for the Skill Top Agent Report are stored in

the csplit table.

This report uses the Split/Skill Report Input Window. Select a skill

that you want to view on the report. See Split/skill report input

fields (3-60) for more information.

jIIISkI" Top Agent Report

Beport Edit Format Tool: Options  Help

SplitSkill

Skill State

Calls Waiting
Cldest Call Waiting
A Speed Ans

ACD Calls
Avg ACD Time
Aban Calls
Avg Aban Time

Top Agents Avail

Taop Agents Ringing

Tap Agents on ACD Calls
Top Agents in ACYY

Taop Agents in Other

Top Adents in ALK

Taop Agents Staffed

Flex Agents Staffed
Resenel Agents Staffed
Resene2 Agents Staffed

T22 T23

T26

Total sp098

NOBMAL NORMAL HNORMAL NOBMAL NORMAL

0
00

192

th oo o

197

= =1

0

.00

[— I — N — N — A — T — I — A — I — i — |

1] 0 1]
00 .00 .00
1] 0 1]
1] 0 1]
79 0 ]
1] 0 ]
1] 0 ]
1] 0 ]
1] 0 ]
2 0 ]
81 0 ]
1] 279 ]
1] 0 ]
1] 0 ]

Double Click To Run Format Table

(| Threshelds: 0n | 5710

A
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Skill Top Agent report The following table describes the report fields:
description

Report Heading Description Database Item, Calculation, or

Skills:

Skill State

Calls Waiting

Oldest Call
Waiting

Avg Speed Ans

ACD Calls

Avg ACD Time

<Calculation Name>

The name or number of the skill selected for this | syn(SPLIT)
report.

Current state of this skill, compared to the SYNn(SKSTATE)
administered thresholds. Requires ECS R6 or
later with CentreVu Advocate.

This is the number of skill ACD calls waiting to be  INQUEUE+INRING
answered for each skill in the report. This

includes calls that are in queue and ringing at an

agent voice terminal. It also includes outbound

ACD calls placed by an adjunct (also called

outbound predictive dialing), for the Generic 3

with ASAI only. For the Generic 3 switches, it

does not include direct agent calls.

The length of time (in seconds) the oldest call OLDESTCALL
has 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 ANSTIME/ ACDCALLS
ringing before an agent answered. This does not  <AVG_ANSWER_SPEED>
include direct agent calls, but it does include

outbound ACD calls placed by an adjunct (also

called outbound predictive dialing), for the

Generic 3 with ASAI only.

The ACD calls that were queued to the skilland = ACDCALLS
answered by an agent. This does not include

direct agent calls, but it does include ACD calls

placed by an adjunct (also called outbound

predictive dialing) for the Generic 3 switches with

ASAI only.
The average talk time (does not include hold ACDTIME/ ACDCALLS
time) is calculated for all ACD calls to this skill. <AVG_ACD_TALK_TIME>

This does not include direct agent calls, but it
does include talk time of all outbound ACD calls
placed by an adjunct (also called outbound
predictive dialing), for the Generic 3 with ASAI
only.
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Report Heading | Description

Aban Calls

Avg Aban Time

Top Agents
Avail

Top Agents
Ringing

Top Agents on
ACD Calls

Top Agents in
ACW

The total number of queued calls for each skill
that 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. For the Generic 3 switches
with the ASAI feature only.

The average time calls waited in split before
hanging up.

The number of top agents logged into the skill
who are available in the skill to take calls.

The current number of top agents logged into the
skill who have ACD calls (including direct agent
calls) ringing at their voice terminals.

The total number of top agents connected to
inbound and outbound ACD calls in each skill.
This does not include direct agent calls.

The number of top agents who are in the after
call work state for each skill. This includes agents
on ACWIN or ACWOUT calls and agents in ACW
not associated with an ACD call.

Database Item, Calculation, or
<Calculation Name>

ABNCALLS1-10

ABNTIME / ABNCALLS
<AVG_ABANDON_TIME>

TAVAILABLE

TAGINRING

TONACD

TINACW
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Report Heading ' Description

Top Agents in
Other

Top Agents in
Aux

Top Agents
Staffed

Flex Agents
Staffed

The current number of top agent positions that
are doing other work.

For the Generic 3 switch 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 agentis on a direct agent call or in ACW for a
direct agent call.

* The agentis dialing to place a call 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 switches with 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).

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 CMS is
notified of the agent’s work state.

The total number of top agents logged into the
skill who are in the AUX Work mode for all skills
or are on AUXIN/AUXOUT calls.

The current number of top agents that 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. This field will
contain non-top 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), allocation,
or roving.

Database Item, Calculation, or
<Calculation Name>

TOTHER

TINAUX

TSTAFFED

FSTAFFED
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Report Heading | Description

Reservel Number of agents staffing this skill as reservel.

Agents Staffed  Requires ECS R6 or later with CentreVu
Advocate.

Reserve2 Number of agents staffing this skill as reserve2.

Agents Staffed  Requires ECS R6 or later with CentreVu
Advocate.

Database Item, Calculation, or
<Calculation Name>

R1STAFFED

R2STAFFED
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Split Status Report

Overview

Things to know about
this report

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
EAS feature. 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 can scroll
to view agents that you cannot see on the report.

If an agent is on an ACD call or in the ACW state, a single split is
displayed that corresponds to the ACD call or ACW.

If the agent is available, all of the splits are displayed.

If the agent is 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) feather, an agent can be logged into a total of
four splits.

If you have a Generic 3 Version 3 switch or an earlier switch, the
Expected Wait Time (EWT) fields are blank. EWT is only available
on the Generic 3 Version 4 switch and later Generic 3 switches.

The EWT value is updated whenever a call queues to the split. If no
call has queued for 2 minutes, CMS will request the switch to send
the current EWT values for the split.

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 for
more information on EWT and causes of the field blanking out.

EWT may not be what you anticipate. These factors can affect EWT:

A low volume of calls coming into a split, or very few coming in at
one or more of the priorities. This causes EWT to show larger
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.
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The number of agents logged into a given split suddenly increases
or decreases substantially. EWT adjusts immediately, and you will
see a big jump or fall in the EWT.

A significant percentage of callers who are queued drop from queue,
either from hanging up or from being answered, and no new calls
are queued. For example, in a vector with time-of-day routing, after
a specified time no more calls are routed to a particular split. Calls in
gueue to this split continue to be serviced, but no new calls are
coming into the queue. The EWT remains 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) feature
enabled.

A new split is created or the switch reboots. No history exists, and
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.

The queuing times are erratic.

EWT's are displayed only for the priorities for which calls are
queuing. However, if you change the routing for a split so that calls
are not being queued at a priority, the EWT for that priority 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 stored in
the cspl it and cagent tables.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.
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Split Status report The following figure provides an example of the Split Status report:
example
:ﬁﬁplit Status - =1 - |EI|5|
Beport Edit Format Tool: Optione  Help
Split: s1 Expected Wait Time
EWT Top:
Calls Waiting: 14 EWT High:
Oldest Call Waiting: 1:54 EWT Medium:
EWT Low:
Agent Name State  Split Split Split Split Time  ¥DN =
1 2 3 4 Name
ACW 1 1:59 1005
ACDIN 1 1:57 10056
ACDIN 1 1:3% 1007
ACW 1 2:29 w1005
ACW 1 44 1007
ACW 1 1:18 1005
ACW 1 2:3% 1006
ACW 1 1:10 1005
ACW 1 2:18 1007
ACW 1 2:49 w1005 ~Jf
Diouble Click To RBun Faormat T able || Threzholdz: On | JaegerlG32 v
Split Status report The following table describes the report fields:
description
Report Heading ' Description Database Item, Calculation, or
<Calculation Name>
Split The name or number of the split selected for the | syn(SPLIT)
report.
Calls Waiting The number of split ACD calls waiting to be INQUEUE+ INRING
answered. This includes calls that are in queue
and calls that are ringing at an agent voice
terminal. It does not include direct agent calls for
the Generic 3 switch.
Oldest Call The length of time (in seconds) the oldest ACD OLDESTCALL
Waiting call has waited in queue or ringing (at an agent

voice terminal) before being answered. This does
not include direct agent calls.
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Report Heading | Description Database Item, Calculation, or
<Calculation Name>

Expected Wait This heading contains EWT for the split at top EWTTOP
Time (Pri): Top  priority. EWT is the expected wait time for the

split when a new call is queued 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 CMS is 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.

Expected Wait This heading contains EWT for the split at high EWTHIGH
Time (Pri): High  priority. EWT is the expected wait time for the

split when a new call 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 CMS is 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.
Expected Wait This heading contains EWT for the split at EWTMEDIUM
Time (Pri): medium priority. EWT is the expected wait time
Medium for the split when a new call 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 CMS is
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.

Expected Wait  This heading contains EWT for the split at low EWTLOW
Time (Pri): Low  priority. EWT is the wait time for teh split when a

new call is queued to the split at low priority. EWT

measures only the time it takes to deliver the call

to an agent. It does not include ringing time. If

CentreVu CMS is 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.
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Report Heading ' Description

Agent Name

State

Split(s)

Time

VDN (Shows
data only if you
have purchased
the Vectoring
feature.)

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

The current work mode (state) the agent is in,
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 in the ACW state. If an agent
puts an ACD call on hold and makes an AUX call,
this is the split of the ACD call on hold. For
AUXIN calls and for AUXOUT calls made without
an ACD call on hold, this is the split the agent has
been logged into the longest. When the agent is
available, all of the splits the agent is available in
are listed.

The elapsed time since the last agent
WORKMODE change for any split/skill. This item
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 vector directory number is associated with
the ACD call in progress. If a name has been
assigned to the VDN in the Dictionary, the name
displays instead of the number.

Database Item, Calculation, or
<Calculation Name>

syn(LOGID)

WORKMODE and DIRECTION

WORKSPLIT WORKSPLIT2
WORKSPLIT3 WORKSPLIT4
((Generic 3 Version 2 and later
Generic 3 switches only)

AGTIME

VDN
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Split/Skill Report

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 will
cover. If you only want to view one split or skill, you may size the
window smaller.

In this report, the OTHER state displays for agents who are on calls
or in after call work state for other splits or skills.

For agents in split/skills with the many forced option of Multiple Call
Handling for Generic 3 Version 4 and later switches, a queued call is
not delivered to an agent position if there is no available call
appearance. If the agent has no available call appearance, then the
agent is either on a call or has all calls on hold. In either case, the
agent is not available.

The database items used for the Report are stored in the cspl i t
table.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.
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Split/Skill report example The following figure provides an example of the Split/Skill report:

Split/Skill report
description

Report
Heading
Splits/Skills

Skill State

Calls Waiting

Oldest Call
Waiting

& Split/Skill Report
Beport Edit Format Toolz Options Help
Splitrskill T22 T23 T26 Total spo9g
Skill State NORMAL HORMAL NORMAL HORMAL MNORMAL
Calls Waiting 1] 0 0 0 1]
Qldest Call Waiting 00 :00 :00 ‘00 :00
Avg Speed Ans
ACD Calls 1] 0 0 0 0
Aug ACD Time
Aban Calls 0 0 0 ] 0
Avg Aban Time
Agents Avail 192 0 Fi) 272 1]
Agents Ringing 1] 0 0 0 1]
Agents on ACD Calls 1] 1] 1] 1] 0
Agents in ACW ] ] ] 1] 0
Agents in Other 1] 0 0 0 1]
Agents in ALK b 0 2 7 1]
Agents Staffed 197 ] 81 27 0
Double Click To Run Format T able | Thiesholds: On | 5TI0

Description

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 calls waiting to be
answered. This includes calls that are in queue

and ringing at an agent voice terminal. It does not
include direct agent calls for the Generic 3 switch.

The length of time (in seconds) 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 following table describes the report fields:

Database Item, Calculation, or
<Calculation Name>

syn(SPLIT)

SKSTATE

INQUEUE+ INRING

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

Avg Speed Ans

ACD Calls

Avg ACD Time

Aban Calls

Avg Aban Time

Agents Avail

Agents Ringing

Agents on ACD
Calls

The average time calls waited in queue and ringing = ANSTIME/ ACDCALLS
before an agent answered. This does notinclude | <AVG_ANSWER_SPEED>
direct agent calls, but it does include outbound

ACD calls placed by an adjunct (also called

outbound predictive dialing), for the DEFINITY

ECS Generic 3 with ASAI only.

The ACD calls that were queued to the split/skill ACDCALLS
and answered by an agent. This does not include

direct agent calls, but it does include ACD calls

placed by an adjunct (also called outbound

predictive dialing), for the Generic 3 with ASAI

only.

The average talk time (does not include hold time) = ACDTIME/ ACDCALLS
is calculated for all ACD calls to this split/skill. This  <AVG_ACD_TALK_ TIME>
does not include talk time on direct agent calls, but

it does include talk time of all outbound ACD calls

placed by an adjunct (also called outbound

predictive dialing), for the Generic 3 with ASAI

only.

The total number of queued calls for each split/skill | ABNCALLS1-10
that 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

split/skill that abandoned at the far end before an

agent answered. (For the Generic 3 with the ASAI

feature only).

The average time a caller waited (in split/skill) ABNTIME / ABNCALLS
before hanging up. <AVG_ABANDON_TIME>

The current number of agents that are available to = AVAILABLE
receive ACD calls in each split/skill.

The current number of agents that are available AGINRING
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 ONACD
inbound and outbound ACD calls in each split/skill.
This does not include agents on direct agent calls.



Real-Time Reports

Split/Skill Report

CentreVu® Supervisor Version 8 Reports

3-133

Report
Heading

Agents in ACW

Agents in Other

Agents in AUX

Agents Staffed

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 agents in 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.

* The agentis 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.

* The agent has a ringing 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 CMS is
notified of the agent’s work state.

The current number of agents who are in the AUX
work mode for all splits/skills including agents who
are handling AUXIN or AUXOUT callls.

The total number of agents that are logged into
each split/skill.

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

Split/Skill by Location
report example

The Split/Skill by Location report supports the Agent Site Tracking feature
introduced with R3V8 CMS and R8 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 the
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 in the cagent
table.

This report is in table format.

This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.

The following figure provides an example of the Split/Skill by Location
report:

T Split/Skill by Location - sp998

Beport Edit Format Toolz Option:  Help
Splitrskill: sp99g
Location IDs: Boston;CO Springs:Fort Collins
Agents Staffed 0

Laocation Agent Mame Login ID

Mewe York # 230149 230149
Mew York = 23022 23022
Mewy rark 2 23021 23021
Mews York B 23031 23031
Mews York B 23024 23024
Mew York % 23032 23032
Mews York B 23033 23033
Mew York = 22025 23025

Double Click To Run Format T able || Threzholdz: On 5T10 7
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Split/Skill by Location The following table describes the report fields:
report description

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

Location ID The location ID(s) associated with the agent. This | LOC_ID
ID is not associated with the agent personally, but
rather with the terminal the agent is logged 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.

Agent Name The names or login IDs of the agents that logged = syn(LOGID)
into the split/skill selected in the report input
window.

Login ID The login ID of the agent. LOGID



Real-Time Reports

CentreVu® Supervisor Version 8 Reports

Split/Skill Top Agent Status Report 3-136

Split/Skill Top Agent Status Report

Overview

Things to know about
this report

Split/Skill Top Agent
Status report example

This report is the same as the Skill Status Report, except that it only
shows status for agents for whom the selected skill is the top skKill.

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

. This report shows information for agents with this skill as top skill
only.

. "Top Agents" are agents for whom the skill is their highest-level skill.
If agents have more than one skill at the highest level, then the first
one administered is the top skill.

. The EWT value is updated whenever a call queues to the skill. If no
call has queued for 2 minutes, CMS will request the switch to send
the current EWT values for the skill.

o 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 the cspl it and cagent tables.

e  This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report. See Split/skill report input
fields (3-60) for more information.

The following figure provides an example of the Split/Skill Top Agent
Status report:

%1 Top Agent Status - s511 =100
Beport  Edit Format Tool: Option:  Help
SpliySkill: s511 _—
Skill State: NOR Expected Wait Time
EWT Top:
Calls Waiting: 1] EWT High:
Oldest Call Whaiting:  :00 EWT Medium:
EWT Low:

Agent Name Login AUX State SpliySkill Level Time VDN Name
1D Reason

R 44477 44477 AVAIL 1:05:45
R 14475 44475 AVAIL 1:056:45
R 44471 444711 AVAIL 1:05:45
R 14473 44473 AVAIL 1:056:45
R 44478 44478 AVAIL 1:05:45
R 14474 44474 AVAIL 1:056:45
R 44472 44472 AVAIL 1:05:45
[ 14476 44476 AVAIL 1:056:45

|| Thresholds: On | Bison3Bvype v
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Split/Skill Top Agent

Status report description

Report Heading ' Description

Skill:

Skill State

Calls Waiting

Oldest Call
Waiting

Expected Wait
Time (Pri): Top:

The name or number of the skill 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 skill ACD calls waiting to be
answered. This includes calls that are in queue
and ringing at an agent voice terminal. It also
includes outbound ACD calls placed by an
adjunct (also called outbound predictive dialing),
for the Generic 3 with ASAI only. For the Generic
3 switches, 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 for each split/skill in the report)
before being answered. This does not include
direct agent calls.

This heading contains EWT for the skill at top
priority. EWT is the wait time for the skill when a
call is queued to the split/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 CMS is 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 following table describes the report fields:

Database Item, Calculation, or
<Calculation Name>

syn(SPLIT)

SKSTATE

INQUEUE+INRING

OLDESTCALL

EWTTOP
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Report Heading | Description

Expected Wait

Time (Pri): High:

Expected Wait
Time(Pri):
Medium:

Expected Wait
Time (Pri): Low:

Agent Name

Login ID

This heading contains EWT for the skill at high
priority. EWT is the wait time for the skill when a
call is 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 CentreVu CMS is 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
medium priority. EWT is the wait time for the skill
when a call 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 CMS is 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 low
priority. EWT is the wait time for the skill when a
call is queued to the split/skill at low priority. EWT
measures only the time it takes to deliver the call
to an agent. It does not include ringing time. If
CentreVu CMS is 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 IDs if names
have not been assigned to them in Dictionary).

The login identification of the agent.

Database Item, Calculation, or
<Calculation Name>

EWTHIGH

EWTMEDIUM

EWTLOW

syn(LOGID)

LOGID
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Report Heading ' Description

AUX Reason

State

Skill/Level

Time

VDN Name
(Shows data
only if you have
purchased the
Vectoring
feature.)

The reason associated with the auxiliary work
state of this agent (for example, lunch, break,
meeting, or training). This field is blank if the
agent is not in the AUX state.

The current work mode (state) 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 is on a skill call, a direct agent
call, or in ACW mode, this is the skill associated
with the call or the ACW, and the level associated
with the skill.

WORKSKILL is the OLDEST_LOGON:

* When an agent is on an AUXIN/AUXOUT call
from the available state, while in AUX, or with an
AUXIN/AUXOUT call on hold

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

* When an agent is on an AUXOUT call with an
ACD call on hold, this is the skill associated with
the ACD call.

* When an agent is available, in AUX, or in OTHER,
this is blank.

WORKSKLEVEL is the 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. This item
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 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 to the VDN in the Dictionary,
the name displays instead of the number.

Database Item, Calculation, or
<Calculation Name>

syn(AUXREASON)

syn(WORKMODE) and

syn(DIRECTION)

WORKSKILL/
syn(WORKSKLEVEL)

AGTIME

syn(VDN)
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Split/Skill Agent Status by Location 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, agent
extensions, location IDs, and skill level or percent allocation per
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 the cagent tables.

*  This report uses the Split/Skill Report Input Window. Select a skill
that you want to view on the report and a location ID to sort by. See
Split/skill report input fields (3-60) for more information.
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Split/Skill Agent Status The following figure provides an example of the Split/Skill Agent Status
by Location report

example

by Location report:

-ji-'ii-'hgenl Status by Location - =p998

Beport  Edit Format Tools

Option:  Help

SplitrSkill: sp998

Location |Ds: Boston,CO Springs;Fort Colling

Agents in ACW
Agents on ACD Calls

Agents in ALK

Agents in Other

oo o

Agents Staffed
Agents Avail
Agents Ringing

Agent Mame Location Login I Exth  Role Percent ALK State  Direction SplirSkill Level  Time

Reason
#8 29034 290349 26039 AVAIL R
#% 29029 29029 26029 AVAIL A
& 29055 29055 26055 AVAIL i
& 20032 29082 26082 AVAIL A
& 29080 29080 26080 AVAIL i
&8 29043 29043 26043 AVAIL T
8 20040 29040 26040 AVAIL i
8 29032 29032 26032 AVAIL T
#2903 29031 26031 AVAIL i
#8 29063 29068 26068 AVAIL R

Double Click To Run Format Table

[ Thiesholds: on | sT10

Split/Skill Agent Status The following table describes the report fields for the time period covered
by Location report

Report
Heading

Split/skill

Location ID

Agents in
ACW

description

by the report.

Description

Database Item,
Calculation, or
<Calculation Name>

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 location ID(s) associated with the agent. This ID is

not associated with the agent personally, but rather with
the terminal the agent is logged 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

The total number of agents currently in ACW for this

skill.

data.

Syn(SPLIT)

LOC_ID

select count(*) where split =

$input and LOC _ID = $input
and WORKMODE = ACW



Real-Time Reports

Split/Skill Agent Status by Location Report

CentreVu® Supervisor Version 8 Reports

3-142

Report
Heading

Agents on
ACD Calls

Agents in AUX

Agents in
Other

Agents in
Other (Contd.)

Agents Staffed

Agents Avalil

Agents
Ringing

Agent Name

Login ID
Extn

Description

The total agents currently on ACD calls in this sKill.

The total agents currently in AUX work in this skill.

The total number of agents doing other work in this skill.

For all switches "other" time is accumulated when:

* An agent first logs into the switch. CentreVVu CMS tracks
the agent time as "other" time until the switch notifies
CentreVu CMS of the agent’s state

* The link between CMS and the switch becomes
operational. The switch notifies CMS of all agents who
are logged in. CMS assumes these agents are in the
"other" state until the switch sends it notification of each
agent’s current state.

For Generic 3 switches, "other" time is accumulated
when agents in Auto-In or Manual-In:

¢ Put any call on hold while not doing any other activity
* Dialed to place a call or to activate a feature
* Had a personal call ringing with no other activity

* Were available for other, multiple call handling skills, but
not for this skill

* Were logged into multiple splits/skills and were doing
work for a split/skill other than this split/skill (on an ACD
call or in call-related ACW).

The total number of agents currently staffed for this
skill.

The total number of agents currently available in this
split/skill

The total number of agents in this skill with calls
currently ringing.

The names or login IDs of the agents that logged into
the split/skill selected in the report input window.

The login ID of the agent.

The agent’s terminal extension number.

Database Item,
Calculation, or
<Calculation Name>

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

select count(*) where split =
$input and LOC_ID = $input
and WORKMODE =
OTHER

select count(*) where split =
$input and LOC_ID = $input

select count(*) where split =
$input and LOC_ID = $input
and WORKMODE = AVAIL

select count(*) where split =
$input and LOC_ID = $input
and WORKMODE = RING

syn(LOGID)

LOGID
EXTENSION
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Report
Heading

Role

Percent

AUX Reason
State

Direction

Split/Skill

Level

Time

Description

The Agent’s service role for this SKILL, based on call
handling preference and skill level.

The Agent’s percent allocation for this SPLIT. Requires
DEFINITY ECS R6 with CentreVu Advocate.

The reason the agent is in AUX on this skill.

The agent’s state on this skill; for example, in AUX, in
ACW, in OTHER.

The agent’s direction on this skill, IN or OUT.

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 agent's skill level on this skill, 1-16, r1 or r2.

The elapsed time since the last agent WORKMODE
change for any split/skill. This item is not 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.

Database Item,
Calculation, or
<Calculation Name>

ROLE

PERCENT

AUXREASON

AWORKMODE,
WORKSKILL

DIRECTION
Ssyn(SPLIT)

WORKSKLEVEL
AGTIME
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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 This section contains the following topics:

section «  Trunk Group Report Selector Window and Input Fields (3-145
. Trunk Group Report (3-146).
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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
selector window

Trunk Group report input
fields

Field
Trunk group:

Refresh Every <#> seconds:

Enable Report Thresholds

Run Minimized

This figure is an example of the Trunk Group Report selector window:

Select a Report EHE
Real-Time ] Histarical ] Integrated ]

Fun Repart for ACD: Repart:

IST‘ID j Trunk Group Repart

Category:

u]
0
S

1}

Agent

| Split/Skil

VDN
Wectar
ChS custom

— Description

ther
ueLe/dgent

esigner

Dizplays status of each trunk in the selected trunk group

Script... Froperties | Copy | Welete | Help "

ok | E New | Cancel |

The following table describes the input fields on real-time Trunk Group
report input windows. The report input window must be filled in to run the
report:

Definition
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.

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 this window 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 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.

L
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Trunk Group Report

Overview The Trunk Group report displays the current status of each trunk in a
selected trunk group. This information is useful in identifying overused or
underused facilities and in general troubleshooting.

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

thisreport «  The database items used for the Trunk Group report are stored in
the ct kgr p table.

. This report uses the Trunk Group input window. See Trunk Group
report input fields (3-145) for more information.

Trunk Group report The following figure provides an example of a Trunk Group report:
example

% Trunk Group Report - tkqip18 =loi=|
Beport Edit Format Tool: Options Help
Trunk Group Mame: tkarp18

Trunk State Direction Time Agent Kame Extn SplitrSkill VDR
Marme

Tkarp 1 IDLE OouUT  1:40 Agent1 2001 Skilll  Orders

Thgrp 2 CONN IN 1:24 Agent12 2012 Skill2 Orders

Tkgrp 3 CONN IN 130 Agent 32 2032 Regular Orders

Thgrp 4 HOLD IN 1:07 Agent 18 2016 Gold  Orders

Tkgrp 5 RINGING N 1:32 Agent3 2003 PlatinunOrders

ALD link, iz down | Threzholds: On | Loz Angeles

Trunk Group report The following table describes the report fields:

description
Report Heading Description Database Item, Calculation, or
<Calculation Name>
Trunk Group The trunk group name or number for which the syn(TKGRP)
Name report was requested.
Trunk The trunk equipment location assigned to this EQLOC
trunk.
State The current state of the trunk (IDLE, CONN, TKSTATE

QUEUED, SEIZED, MBUSY, HOLD, UNKNOWN,
DABN, FBUSY, FDISC, RING).
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Report Heading Description Database Item, Calculation, or
<Calculation Name>
Direction The direction in which the trunk is carrying the DIRECTION
current call (in or out).
Time The time that the trunk has spent in the current DURATION
state.
Agent Name The name of the agent handling the current call | syn(LOGID)
on the trunk.
Extn The extension number that is associated with the | EXTENSION
current call on the trunk.
Split/Skill The split/skill number that is associated with the | SPLIT
current call on the trunk.
VDN Name The number or name of the VDN for which the VDN
(Shows data report shows data. The Vector Directory Number
only if you have is associated with the ACD call in progress. If a
the Vectoring name has been assigned to the VDN in the
feature) Dictionary, the name displays instead of the
number.
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VDN Reports

Overview

Purpose The VDN reports give you the following specific information about VDNSs:

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 preferences
and information about call handling.

The current overall status of the VDNs you select.

Organization of this This section contains the following topics:

section .

General Information About Split/Skill Reports (3-59)
VDN Report Selector Window and Input Fields (3-150)

VDN Call Profile Report (3-152)

VDN Graphical Call Profile Report (3-156)
VDN Skill Preference Report (3-159)
VDN Report (3-161).
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General Information About VDN Reports

Organization of VDN The following list shows how the VDN reports are organized in CentreVu
reports Supervisor:

. Call Profile

. Graphical Call Profile
. 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 7 ||
Real-Time ] Hiztorical ] Integrated ]

Run Repart for ACD:

[sT10 =]
Categony: Graphical Call Profile
Agent Skill Preference

Dther WOM Repoart
Queuesbgent
Split/Skill

Trunk/Trunk, Gru:-ui

Wechar
Designer

— Description
Dizplays a profile of current WDIN performance

Script... | Properties | Copy | Welete | Help |

oK | i | Hew | [o— |

VDN report input fields The reports in this section use the VDN Reports Input Window. Specific
input information is included 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:

Field Definition

VDN: Fill in the 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
CentreVu CMS 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 change it, check with your CentreVu
CMS administrator.
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Field Definition
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.

L]
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VDN Call Profile Report

Overview

Things to know about
this report

Prerequisite System
Administration

This report, 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.

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

. Calls are displayed in ten separate columns, with each column
representing a progressively longer wait time for the call. For
example, the first field shows calls that were answered in less than
or equal to PERIOD1 seconds, the second field shows calls that
were answered in less than or equal to PERIOD2 seconds, but
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 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. See VDN report input fields (3-150) for
more information.

You must first define your acceptable service level and service level
increments for this VDN in the VDN Call Profile Setup window. If you do
not define your service level and increments, zero (0) is used for all
increments (therefore, all calls appear in the first increment).

Reference

For more information, see the "Call Center Administration" chapter of the
CentreVu Call Management System Release 3 Version 8 Administration
585-210-910 document.



Real-Time Repor

ts CentreVu® Supervisor Version 8 Reports

VDN Call Profile Report

3-153

VDN Call Profile report

example

i,* VDN Call Profile - BSR to Boston

The following figure provides an example of a VDN Call Profile report:

Heport Edit Format Tool: Ophions  Help
YOrM: BSRto Boston % Within Service Level:
Seconds 0 - 1 - 2 - 3 - 4 - g - a] 7 g - q =
ACD + Conn Calls: 0 1} 0 0 1} 0 0 1} 0 1}
Aban Calls: 0 0 0 0 0 0 0 0 0 0
ACD + Conn Calls: 0 Aban Calls: 0
Avg Speed Ans + Conn: Aug Ahan Time:
% Ans + Conn: % Aban:
| Thiesholds: on | sT10
VDN Call Profile report This table describes the report fields:
description

Report Heading

VDN (Shows
data only if you
have purchased
the Vectoring
feature.)

% Within Service
Level

Seconds

Description

The number or name of the VDN for which the
report shows data (selected in the report input
window).

Percentage of calls to the VDN that were
answered/connected within the service level (as

specified in the VDN Call Profile Setup window).

Calls to the VDN may result in ACD calls, direct
agent calls, and non-ACD calls.

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 VDN
Call Profile Setup window.

Database Item, Calculation, or
<Calculation Name>

VDN

100 * ( ACCEPTABLE /
INCALLS)
<PERCENT_SERV_LVL_VDN>

PERIOD1-9
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Report Heading | Description

ACD + Conn
Calls:

Aban Calls:

ACD + Conn
Calls (total):

Avg Speed of
Ans + Conn:

% Ans + Conn:

Number of calls to the VDN that were answered
by an agent or connected to a non-ACD
destination within each of the service level
increments. this includes direct agent calls. With
Generic 3 switches, connected means calls that
are answered at a non-ACD destination.

Number of calls to 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 a split/skill or while
ringing a voice terminal. For Generic 3 switches,
this includes 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.

Total number of calls to the VDN (including direct
agent calls) that were answered by an agent or
were connected to a non-ACD destination. With
Generic 3 switches, connected means calls that
are answered at a non-ACD destination.

The average time, in minutes and seconds, that
calls to the VDN completed during this interval
waited before being answered by an agent or
connected (to a non-ACD destination). This
includes direct agent calls (Generic 3 only), non-
ACD calls, and calls answered by AUDIX and
Message Center agents, but only includes calls
that were processed by the VDN. This includes
ringing time for all calls.

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. This
includes direct agent calls. With Generic 3
switches, connected means calls that are
answered at a non-ACD destination.

Database Item, Calculation, or
<Calculation Name>

ANSCONNCALLS1-10

ABNCALLS1-10

ACDCALLS +
CONNECTCALLS

( ANSTIME + CONNECTTIME)
/ ( ACDCALLS +
CONNECTCALLS)

100*(( ACDCALLS +
CONNECTCALLS) / INCALLS
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Report Heading ' Description

Aban Calls
(total):

Avg Aban Time:

% Aban:

Total number of calls to the VDN that were
abandoned. This includes direct agent calls and
calls that were abandoned while queued to a
split/skill or while ringing a voice terminal.

The average time calls waited in VDN before
hanging up.

Percentage of calls to the VDN that were
abandoned.

Database Item, Calculation, or
<Calculation Name>

ABNCALLS

ABNTIME / ABNCALLS
<AVG_ABANDON_TIME>

100*( ABNCALLS / INCALLS)

L
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VDN Graphical Call Profile Report

Overview

Things to know about
this report

This report shows how calls to 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.

This report 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 and a
stacked area graph. A legend is located to the right of each chart.

The three-dimensional pie chart contains the percentage of ACD
calls answered within the predefined acceptable service level and
the percentage of ACD calls answered outside this level. The VDN
selected for the report and the predefined acceptable service level
are displayed above this chart.

The stacked area graph contains the following information:

The number of ACD calls answered and abandoned within each
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 levels.

The number displayed for each service interval is the upper limit of
the interval. For example, if the first two intervals are "5" and "10,"
the first data point on the graph shows the number of calls
answered/abandoned within 0-5 seconds, and the second data point
shows the number of calls answered/abandoned within 6-10
seconds.

The chart type can be changed. See Chapter 2: "Using Reports" in
this document for more information.

The database items used for the VDN Graphical Call Profile report
are stored in the cvdn table.

This report uses the VDN Report Input Window. Select a VDN that

you want to view on the report. See VDN report input fields (3-150) for
more information.
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VDN Graphical Call The following figure provides an example of the VDN Graphical Call
Profile report example Profile Report:

fg‘v’DN Call Profile - v48371 =
Bepaort Edit Format Toolz Options Help

VDN: +48371 Service Level: 0

Calls Answered

42% Xithin Service Lewvel

58% % Outside Service Level

Service Interval Answer and Abandons

Profile report description

40
=
U204+
o] Aban Calls
=2
0 | ACD Calls
ololololololololals
Service Interval - Seconds
Double Click To Run Format Chart || Thresholds; On | Bison3Bvpe b
VDN Graphical Call The following table describes the report fields:
Description Database Item, Calculation, or

Report Heading

VDN: (Shows
data only if you
have purchased
the vectoring
feature.)

% Within Service
Level

<Calculation Name>

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

Percentage of calls to the VDN that were <PERCENT_SERV_LVL_VDN
answered/connected within the service level (as

specified in the VDN Call Profile Setup window).

Calls to the VDN may result in ACD, direct agent

calls, and non-ACD calls.
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Report Heading

% Outside
Service Level

Service Interval -
Seconds

ACD + Conn
Calls:

Seconds:

Aban Calls:

Description

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 calls to the VDN that were
answered by an agent or connected to a non-
ACD destination within each of the service level
increments. Calls in 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)

The number of calls to 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 a
split/skill or while ringing a voice terminal. For all
Generic 3 switches, this is 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.

Database Item, Calculation, or
<Calculation Name>

< <100--PERCENT _
SERV_LVL_VDN>

PERIOD1-9

ANSCONNCALLS1-10

SERVICELEVEL

ABNCALLS1-10
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VDN Skill Preference Report

Overview

Things to know about
this report

VDN Skill Preference
report example

This report, which is only available for customers who have the Vectoring
and EAS features, displays information about call handling for the VDN
as a whole and lists the number of calls handled 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 by
VDN skill preference.

If a specific skill in the vector is also administered as a VDN skill
preference for the associated VDN, data for that skill preference
shows in this report.

The database items used for the VDN Skill Preference report are
stored in the cvdn table.

This report uses the VDN Report Input Window. Select a VDN that

you want to view on the report. See VDN report input fields (3-150) for
more information.

The following figure provides an example of the real-time VDN SkKill
Preference report:

%7 VDN Skill Preference

Beport Edit Format Tool: Optionz:  Help

VDM Inbound ACD  Avg Avg  Awg Aban Avg 1st Znd 3rd
Mame Calls  Calls Speed ACD ACWY Calls Aban Skill  Skill  Skill

Ans  Time Time Time AZD ACZD ACD

Calls Calls Calls

Design ] ] 1] 0 ] ]
BSR 1o 0 0 0 i 0 0

| Thiesholds: On | 5T10
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VDN Skill Preference The following table describes the report fields:
report description

Report Heading Description

VDN Name
(Shows data
only if you have
purchased the
Vectoring
Feature.)

Inbound Calls

ACD Calls

Avg Speed Ans

Avg ACD Time

Avg ACW Time

Aban Calls

Avg Aban Time

(1st., 2nd., 3rd.)
Skill ACD Calls

Database Item, Calculation, or
<Calculation Name>

The number or name of the VDN for which the VDN

report shows data.

Number of calls offered to the VDN since the start | INCALLS
of the interval and that completed during the

interval.

The number of split/skill and direct agent ACD ACDCALLS

calls to the VDN completed during the reporting
period that were answered by an agent. This
includes calls from "queue to main,” "check
backup,” "messaging split/skill,” "route to” split/
skill, and "adjunct routing” to split/skill or direct
agent.

ANSTIME / ACDCALLS
<AVG_ANSWER_SPEED>

The average speed of the answer for split/skill
and direct agent ACD calls to the VDN that were
completed during the reporting period.

ACDTIME / ACDCALLS
<AVG_ACD_TALK_TIME>

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.

ACWTIME/ ACDCALLS
<AVG_ACW_TIME>

Average time agents spent in after call work
associated with ACD calls to this VDN that were
completed during this interval. (This does not
include after call work time not associated with
ACD calls.

Number of calls to the VDN during this interval
that hung up during this interval.

ABNCALLS

ABNTIME / ABNCALLS
<AVG_ABANDON_TIME>

SKILLCALLS1 SKILLCALLS2
SKILLCALLS3

The average time calls waited (in VDN) before
hanging up.
Number of completed ACD calls to the VDN

answered by agents in each of the three VDN
skill preferences.
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VDN Report

Overview

Things to know about
this report

VDN report example

This report, which is only available for customers who have the Vectoring
feature, displays information about how calls to 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 the
cvdn table.

*  This report uses the VDN Reports Input Window. See VDN report
input fields (3-150) for more information.

The following figure provides an example of a VDN Report:

IJ? ¥DM Report

Reportt Edit Format Tool: Option:  Help

WOR  Calls Oldest Avg Ahan Avg ACD Avg  Busy Flow Flow Active
Mame Waiting Call Speed Calls Aban Calls ACD + In out WDM

Waiting  Ans Time Time Disc Calls
Calls
Design 1] 00 1] 1] 1] 1] 1]
Electrol 1] 00 1] 1] n 1] 1]
Securit 1] 00 1] 1] ] 1] 1] 14
BSR to 1] 00 1] 1] ] 1] 1]

| Thiesholds: On | sT10
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VDN report description

Report Heading | Description

VDN

Calls Waiting

Oldest Call
Waiting

Avg Speed Ans
Aban Calls

Avg Aban Time

ACD Calls

Avg ACD Time

Busy + Disc
Calls

Flow In

The following table describes the report fields:

<Calculation Name>

The number or name of the VDN for which the VDN

report shows data.

Number of calls (which may include non-ACD INPROGRESS - ATAGENT
and direct agent calls) to the VDN that are
currently being processed by the vector, are in

gueue, or are ringing at an agent’s voice terminal.

Length of time the oldest call currently waitingin =~ OLDESTCALL

the VDN has been waiting.

ANSTIME / ACDCALLS
<AVG_ANSWER_SPEED>

The average speed of answer for split/skill and
direct agent ACD calls to the VDN that were
completed during the reporting period.

The number of calls to the VDN that hung up ABNCALLS

during this interval.

ABNTIME / ABNCALLS
<AVG_ABANDON_TIME>

ACDCALLS

The average time calls waited (in split/skill or
VDN) before hanging up.

The number of calls to the VDN completed during
the interval that were answered by an agent. This
includes calls from "queue to main," "check
backup," "messaging split/skill,” "route to split
skill," and "adjunct routing" to split/skill or direct
agent.

ACDTIME / ACDCALLS
<AVG_ACD_TALK_TIME>

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.

BUSYCALLS + DISCCALLS
<BUSY_DISCONNECT>

INFLOWCALLS

Number of calls offered to the VDN that received
a forced busy signal or forced disconnect.

Number of calls that were redirected to this VDN
via a "route to" VDN. Calls are counted
regardless of whether they remained connected
to the VDN, were abandoned, or were routed to
some other destination.

Database Item, Calculation, or
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Report Heading Description Database Item, Calculation, or
<Calculation Name>
Flow Out The number of calls to this VDN that were OUTFLOWCALLS

Active VDN Calls

redirected to another VDN or a destination
outside the switch by way of a "route to” or
"adjunct routing” command (Generic 3 switches
only). 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 active in a VDN. This ACTIVECALLS
only 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 is considered active
in a VDN from the time that the call routes to the
VDN until all parties on the call have been
dropped and the call is released. If CentreVu
CMS is connected to a switch release earlier than
Generic 3 Version 4 or the vectoring feature is not
enabled, then the Active VDN Calls column is
displayed, but the fields are blank.
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Vector Report

Overview

Purpose The Vector report displays the information about how calls to the
specified vectors are being handled during the current interval.

Organization of this This section contains the following topics:

section . Vector Selector Window and Input Fields (3-165)
. Vector Report (3-166).
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Vector Selector Window and Input Fields

Overview

Vector report selector
window

Vector report input fields

Field

Vector(s):

Refresh Every <#> seconds:

Enable Report thresholds

Run Minimized

The vector selector window is where you specify which vectors will
appear in the report

The following figure is an example of the Vector Report selector window:

Select a Report EHE
Real-Time ] Historical ] Integrated ]

Fun Repart for ACD:
[sT10

Lategon:

Gueuetgent
Split/Skil
Trunk/Trunk Group

Description
’7 Shows how calls to specific vectors have been handled

Script... | Properties | Copy | DElete | Help |

oK | it | Mew | Fem— |

The following table describes the input fields on real-time Vector report
input windows. The report input window must be filled in to run the report:

Definition

Enter the name(s) or number(s) of the vector(s) for which you want
to 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 CMS 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 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.

L]
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Vector Report

Overview The Vector report displays information about how calls to the specified
vectors are being handled during the current interval.

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

thisreport «  The database items used for the Vector Report are stored in the
cvect or table.

. This report uses the Vector Report Input window. Select the vectors
that you want to view on the report. See Vector Selector Window and
Input Fields (3-165) for more information.

Vector report example The following figure provides an example of a Vector Report:

gg'hl"e-::tur Report =10 x|

Beport  Edit Format Tools Option: Help

Yector N\ame Calls Avg Aban Avg ACD Busy Flow Flow
“Waiting Speed Calls Aban Calls + In  Out

Ans Time Disc

Calls
Yectorl ] 0 ] 5 ] ] 0
Vector? ] 01 ] K ] ] 0
Vector3 ] 01 ] 16 ] ] 0

Double Click To Bun Farmat T able | Thresholds: On | 1B_dadsleas i
_——

Vector report description The following table describes the report fields:

Report Heading | Description Database Item, Calculation, or
<Calculation Name>
Vector or Vector A Number or name of the vector for which the VECTOR
Name report shows data (selected in the report input
window).
Calls Wait Number of calls (which may include ACD and INPROGRESS

direct agent calls) that are currently being
processed by the vector. This includes calls
ringing a voice terminal.
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Report Heading ' Description

Avg Speed Ans

Aban Calls

Avg Aban Time

ACD Calls

Busy + Disc
Calls

Flow In

Flow Out

The average time, in minutes and seconds, that
split/skill and direct agent ACD calls waited
before they were answered by an agent. This
item 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
processed by this vector. This includes direct
agent calls and calls that were abandoned while
queued to a split/skill or while ringing a voice
terminal.

The average time a caller waited before hanging
up.

The number of calls that were processed by the
vector and answered by an agent. This includes
direct agent calls for Generic 3 switches and the
ECS, and it does includes ACD calls placed by
an adjunct (also called outbound predictive
dialing), for the Generic 3 switches with the ASAI
feature only.

Number of calls offered to the vector that
received a forced busy signal or forced
disconnect.

Number of calls that were redirected from within
the 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 calls to this vector that were
redirected to another vector or a destination by
way of a "route to”, "go to vector” or "adjunct
routing” command (Generic 3 switches only).
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.

Database Item, Calculation, or
<Calculation Name>

ANSTIME / ACDCALLS
<AVG_ANSWER_SPEED>

ABNCALLS

ABNTIME / ABNCALLS
<AVG_ABANDON_TIME>

ACDCALLS

BUSYCALLS + DISCCALLS
<BUSY_DISCONNECT>

INFLOWCALLS

OUTFLOWCALLS
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Drill-Down Reports

Overview

Purpose Supervisor reports allow you to "drill-down" to very detailed information
from a variety of places. A "drill-down" report is a report that gives you
very specific information on an agent or a work state in a split/skill.

Organization of this This section contains the following topics:
Section «  General Information About Drill-Down Reports (3-169)

. Drill-Down Top Agent Work State Report (3-170)
. Drill-Down Work State Report (3-174).
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General Information About Drill-Down Reports

Drill-down report access

Location ID as a report
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 access a
drill-down report

. Single click on an element in a report that allows you to access a
drill-down report and then using the right mouse button menu to
select a specific drill-down report

. Use the Tools menu to select any of the drill-down reports that are
accessible from the currently running report.

If you use a customer-created drill-down report to view information
related to CentreVu Advocate and that report uses Location ID as an
input field, a completely new drill-down report will display. This report 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 you drilled
down from uses 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 moving the
mouse cursor over information on the report and reading the status bar at
the bottom left-hand side of the report window.

There are two basic elements on reports from which you can access drill-
down reports:

e  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 accessed from

another report or agent work state.
L]
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Drill-Down Top Agent Work State Report

Overview

Accessing the report

Report contents

Report use

Database items

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.

This report is available 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.

This report will only contain Location ID if the report you drilled down from
uses Location ID as an input.

When you drill down to this report from another report, this report shows
all of the top agents in that particular work state for that split or skill only.

This report contains:

. A table 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 skill level
and role in the skill in which the agent is active in each row of the
table.

*  The user will be able to specify sort by agent name, login ID, time in
state, split/skill, skill level and role.

*  The user will be able to specify a primary and a secondary sort 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.

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
a particular 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 has in this skill.

You cannot customize this report.

The database items used for this report are stored in the cspl it and
cagent tables.



Real-Time Reports CentreVu® Supervisor Version 8 Reports

Drill-Down Top Agent Work State Report 3-171

Drill-down Top Agent The following figure provides an example of the Top Agent Work State

Work State report

report:

example
Cﬁ‘#’urk State Heport - g511 ;Iglﬂ
Report Edit Format Tools Ophions  Help
SpliysSkill: s511 Skill State: NORMAL Agent State: AVAIL
Agent Name Login ID Role Active Level Time
SplitfSkill
R 44468 44468 BCKP 1:17:11
1B 414466 44466 BCKP 11711
R 44461 44461 BCKP 11711
R 44465 44465 BCKP 1:17:11
R 14462 44462 BCKP 1:17:10
R 14463 44463 BCKP 1:17:10
R 44467 44467 BCKP 1:17:10
R 44476 44476 TOP 1:17:06
R 14478 44478 TOP 1:17:06
R 44471 44471 TOP 1:17:06
R 414472 44472 TOP 1:17:06
1B 44475 44475 TOP 1:17:06
R 44477 44477 TOP 1:17:06
R 414473 44473 TOP 1:17:06
1B 44474 44474 TOP 1:17:06
Double Click. Ta Bun Farmat Table H Threshalds: On | Bison3fvpe -
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Drill-down Top Agent The following table describes the report fields:
Work State report
description

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

Skill: The name or number of the skill (up to 20 syn( SPLIT)
characters) 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. Values AWORKMODE + DIRECTION
include Avail, ACD, ACW, AUX, DACD, DACW,
RINGING, UNKNOWN, OTHER, AND
UNSTAFF.

Agent Name The name (or agent IDs if the names have not syn(LOGID)
been assigned in the Dictionary) of the agents
assigned to this split/skill and logged in.

Login ID The login identification of the agents. LOGID

Location ID The location ID(s) associated with the agent. LOC_ID
This ID is not associated with the agent
personally, but rather with the terminal the agent
is logged 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 service role for this SPLIT, as defined in  syn(ROLE)
the Dictionary. Requires ECS R6 or later with
CentreVu Advocate.
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Report Heading Description

Active SKkill

Level

Time

This skill is active when the agent is:

* On a split/skill, on a direct agent ACD call, or in
ACW. This is the split/skill associated with the call
or ACW.

¢ Available, in AUX or in OTHER state. This is null
(blank).

e  On an AUXIN/AUXOUT call. This is the
OLDEST_LOGIN split/skill.

e On an AUXIN/AUXOUT call from the available
state, while in AUX or with an AUXINJAUXOUT
call from the available state, while in AUX or with
an AUXIN/AUXOUT call on hold. This is the
OLDEST_LOGON split/skill.

¢ On an AUXIN call with an ACD call on hold. This
is the OLDEST_LOGON split/skill.

* On an AUXOUT call with an ACD call on hold.
This is the split/skill associated with the ACD call.

WORKSKILL differs from 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/skills in which the agent is
available.

The skill level (1-16, R1or R2) associated with
the SKILL.

The elapsed time since the last agent
WORKMODE change for any split/skill. This item
is not 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.

Database Item, Calculation, or
<Calculation Name>

syn(WORKSKILL)

Ssyn(LEVEL)

AGTIME
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Drill-Down Work State Report

Overview

Accessing the report

Report contents

Report Use

Database Iltems

This report shows all of the agents who are in the specified work state
and the time in state.

This report 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).

This report will only contain Location ID if the report you drilled down from
uses Location ID as an input.

From this report, you can drill down to Real-Time or Integrated Agent
Information reports.

This report contains:

. A table with a row for each top agent currently in the selected work
state.

o Agent name, login ID, time in state, split/skill, and the skill level and
role for the skill in which the agent is active in each row of the table.

. The user will be able to specify sort by agent name, login ID, time in
state, split/skill, and skill level.

*  The user will be able to specify a primary and a secondary sort 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 in a
particular work state, and to see how long an agent has been in this 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 this skill.

You cannot customize this report.

The database items used for this report are stored in the cspl it and
cagent tables.
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Drill-down Work State The following figure provides an example of the Work State report:
report example

i Work State Report - 5511 =0l x|
Report  Edit Format Tool: Optione: Help
SpliyfSkill: s511 Skill State: NORMAL Agent State: AVAIL
Agent Name Login ID Role Active Level Time
SplitfSkill
K 14468 44468 BCKP 1:21:50
44466 44466 BCKP 1:21:50
R 44461 44461 BCKP 1:21:50
= 44465 44465 BCKP 1:21:50
44462 44462 BCKP 1:21:49
2R 44463 44463 BCKP 1:21:49
X 44467 44467 BCEP 1:21:49
44476 44476 TOP 1:21:45
5K 44478 44478 TOP 1:21:45
28 44471 44471 TOP 1:21:45
44472 44472 TOP 1:21:45
44475 44475 TOP 1:21:45
AAAT7Y 44477 TOP 1:21:45
44473 44473 TOP 1:21:45
R 44474 44474 TOP 1:21:45

Ipdating | Thresholds: On | Bison3Bvpe ¢

—_———eeeeeeeeeeeeeee————————————
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Drill-down Work State The following table describes the report fields:
report description

Report Heading Description

Split/Skill

Skill State

Agent state

Agent Name

Login ID

Location ID

Role

The name or number of the skill 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 current work mode for this agent. Values
include AVAIL, ACD, ACW, AUX, DACD, DACW,
RINGING, UNKNOWN, OTHER, AND UNSTAFF.

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

The login identification of the agents.

The location ID(s) associated with the agent. This
ID is not associated with the agent personally, but
rather with the terminal the agent is logged 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.

Agent’s service role for this SPLIT, as defined in
the Dictionary. Requires ECS R6 or later with
CentreVu Advocate.

Database Item, Calculation, or
<Calculation Name>

syn( SPLIT)

SKSTATE

AWORKMODE + DIRECTION

syn(LOGID)

LOGID
LOC_ID

syn(ROLE)
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Report Heading Description Database Item, Calculation, or

Active Split/Skill

Level

Time

<Calculation Name>

This skill is active when the agent is: syn(WORKSKILL)

On a split/skill, on a direct agent ACD call, or in
ACW. This is the split/skill associated with the call
or ACW.

Available, in AUX or in OTHER state. This is null
(blank).

On an AUXIN/AUXOUT call from the available
state, while in AUX or with an AUXINJAUXOUT
call on hold. This is the OLDEST_LOGIN split/
skill.

On an AUXIN call with an ACD call on hold. This
is the split/skill associated with the ACD call.

WORKSKILL differs from 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/skills in which the agent is

available.

The skill level (1-16, R1lor R2) associated with syn(LEVEL)
the SKILL.

The elapsed time since the last agent AGTIME

WORKMODE change for any split/skill. This item
is 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.
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4 Historical Reports
Overview

Purpose  This chapter is written 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 a file, copied to a clipboard, run as a
script, or exported to HTML format through the Save as HTML 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 reports will give you a sound basis for decisions
concerning the following:

. Mix of trunk facilities

. Split or skill size

*  Agent assignments

. Consistent and objective performance standards
. Performance evaluations.

The Expert Agent Selection (EAS), Vectoring, and Graphics reports 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.

Organization of  The following topics are covered:
Historical Reports o« aAgent Reports (4-4)
i Other Reports (4-47)
. Split/Skill Reports (4-57)
° System Reports (4-101)
i Trunk/Trunk Group Reports (4-124)
. VDN Reports (4-141)
° Vector Report (4-172).

Presentation  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 any 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.
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Diagram of historical
reporting system

Hisforicad Repors

. 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 corresponding database

item.

A short summary and example of each historical report is included in this

chapter.

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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Presentation of report
information

How long does CMS
store data?

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 you have
defined. The report intervals can be 15, 30, or 60 minutes. 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 each
day.

. Weekly reports display summarized daily data for the week(s)
specified, one line for each week.

. Monthly reports display summarized daily data for the month(s)
specified, one line for each month.

All four types are not available for each report. The Select a Report
window lists reports based on which types are available (for example:
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 10 years. Disk
storage space can quickly become an issue, as the volume of data you
wish to store increases.

L
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Agent Reports

Overview

Purpose This section describes agent reports.

Organization This following topics are described:

General Information About Agent Reports
Agent Report Selector Window
Agent Report Input Fields

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:

e Every agent activity and the time it occurred for a particular agent 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 in
CentreVu Supervisor:

e AUX: Interval, Daily, Weekly, Monthly

. Attendance: Daily, Weekly, Monthly

. Event Count: Interval

*  Graphical Time Spent: Interval, Daily, Weekly, Monthly
. Group AUX: Daily, Weekly, Monthly

. Group Summary: Daily, Weekly, Monthly

e Group Attendance: Daily, Weekly, Monthly

o In/Outbound: Interval, Daily, Weekly, Monthly
. Login/Logout (Skill): Interval

*  Login/Logout (Split): Daily

. Split/Skill: Interval, Daily, Weekly, Monthly

. Summary: Interval, Daily, Weekly, Monthly

e  Trace by Location
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Agent Report selector The following 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 EE
Feal Time ] Historical ] Integrated ]

Fun Report for AC0:

{5710 =l
Cateqon: Altendance M
Altendance Weekly
Other AL D ily
EP":J"S kill AU Interval
ystem
Trunk /T runk Group AL Morthly
VDN ALK Weekly
Wectar Event Count D aily
Designer Event Count Interval
Ewent Count bonthiy j
r— Description
Shows the tatal ime an agent spent in each state for one or more days

Script... | Properties | Copy | Welete | Help |I

oK | e New | Cancel |

L



Historical Reports

Agent Report Input Fields

CentreVu® Supervisor Version 8 Reports

4-7

Agent Report Input Fields

Overview

Agent report input fields

Field
Agent:

Agent group:

Date: (Interval)

Login Date:

The reports in this section use the Agent Report Input Windows. Specific
input information is included with the reports.

The following table describes the input fields on historical Agent 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 agent group, agent name or split/skill to run
the report.

All possible fields on this window are described here:
Definition

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.

Enter the appropriate group name. It is important to enter the agent
group name correctly, because CentreVu CMS 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.

Enter the date 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).

Enter the date that you would like the report to cover. This is the
date on which agents in the skill logged in.

* 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).
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Field

Date: (daily, weekly, and
monthly)

Times: (Interval)

Destination:

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 a range of dates (for example, 0
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 all weeks
and/or months that begin in the range. When you specify a date for a
weekly 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.

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 a range produces all weeks
and/or months that begin in the range.

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.

L
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Agent AUX Report

Overview 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.

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

this report «  The Agent AUX report is available in interval, daily, weekly, and
monthly versions.

. The database items for the Agent AUX report are stored in the
hagent (interval), dagent (daily), wagent (weekly), and
magent (monthly) tables.

. This report is only available when the Automatic Call Distribution

(ACD) and Expert Agent Selection (EAS) features have been
enabled on a DEFINITY 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 agent
who you want to view on the report. See Agent Report Input
Fields (4-7) for more information.

Agent AUX report The following figure provides an example of an Agent AUX report.

example
{_jAgent AUX Interval - 44458 o] x]
Beport Edit Format Tools Options  Help
Date: 2/19/98
Agent: 44458
Time Staffed AUX Time in al Time in al Time in a2 =
Time Time ,.+'AbCdE{GhIjKI ,.+'AbCdEfGhljKIM ,.+'AbCdEfGhIjKI ..
Totals 22:56:07 :02:13 :00:01 0212 :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 :00:00
1| Ton o mmntie omen | et et o 7
| Bizon3Evpe Y
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Agent AUX report

description
Field Description
Date, Week The day, week, or month for which the report ran.
Starting, or You can make these selections in the report input
Month Starting  window.
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

Time (for interval
reports only)

Staffed Time

AUX Time

TimeinO

Time in1...9

collected.

The intrahour intervals for which the report shows
data. You can make these selections in the report
input window.

The total 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.)

The total time that the agent spentin AUX work in
all splits/skills and on AUXIN/AUXOUT calls for
the specified time period.

The time that the agent spent in AUX with the
reason code of 0 (zero). This is the time in the
"system" AUX for the switches using AUX reason
codes. Itis the same as TI_AUXTIME for
switches not using AUX reason codes.

The time that the agent spent in AUX with each of
the reason codes 1-9.

The following table describes the report fields:

Database Item, Calculation, or
<Calculation name>

ROW_DATE

syn(LOGID)

Syn(ACD)

STARTTIME, STARTTIME +
INTRVL

sum(Tl_STAFFTIME)

sum(TI_AUXTIME)

sum(TI_AUXTIMEO)

sum(TI_AUXTIMEL) ...
sum(TI_AUXTIME9)



Historical Reports

Agent Attendance Report

CentreVu® Supervisor Version 8 Reports

4-11

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, time in the ringing state, extension time, available time,

and the number of calls handled by an agent for the specified time period
for all 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 stored in
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 cause
the numbers to not add up.

. This report uses the Agent Report Input Window. Select an agent
who you want to view on the report. See Agent Report Input
Fields (4-7) for more information.

The following figure provides an example of an Agent Attendance report.

*_{ Agent Attendance Daily - G eorgia Gillian

Report Edit Format Tools Options  Help

Agent. Georyia Gillian

Staffed  ACD

ACYW

Extnin  Ewtn Out

AKX ACD Ednin Exn

Date Agent Avail
Time Time Time Ring Time Time Titme Time  Calls  Calls  Out
Titme Calls
Totals 36:21:15 26:27:.04 :00:00 1:34:40 :00:00 :00:00 1728 0012 5718 0 0
Bargg 122841 44301 0000 2432 0000 c00:000 TAE2E 0008 1743 0 i
316799 236534 21:4403  00:00 1008 0000 c00:00 10103 c0O:04 3974 0 i

Double Click To Run Fomat Table

[ so
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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

Date, Week, or
Month Starting

Staffed Time

ACD Time

ACW Time

Agent Ring Time

Extn In Time

Extn Out Time

Avail Time

collected.

The day, week, or month for which the report ran.
You can make these selections in the report input
window.

The total 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.)

The total time that the agent spent on all split/skill
and direct agent ACD calls for the specified time
period in any split/skill.

The total time that the agent spent in ACW for the
specified time period in any split/skill for ACD
calls and direct agent calls as well as time in
ACW not associated with a call. Time on
extension calls is also included.

The total time during the collection interval that
the agent had split/skill and direct agent ACD
calls ringing. If the agent answers or makes
another call instead of answering the ringing call,
|_RINGTIME stops accumulating. RINGTIME is
the time that the caller spends ringing and is
independent of agent activity. Time ringing is only
tracked for Generic 3 and DEFINITY ECS
switches.

The total time that the agent spent talking on
inbound extension calls for the specified time
period.

The total 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 calls in any
split/skill.

The following table describes the report fields:

Database Item, Calculation, or
<Calculation name>

syn(LOGID)

Syn(ACD)

ROW_DATE

sum(Tl_STAFFTIME)

sum(l_DA_ACDTIME),
sum(<TOTAL_|_ACDTIME>)

sum(l_DA_ACWTIME),
sum(<TOTAL_|_ACWTIME>)

sum(l_RINGTIME)

sum(l_ACWINTIME +
|_AUXINTIME),
SUM(<EXT_IN_TIME>

sum(l_ACWOUTTIME +
|_AUXOUTTIME), sum
< EXT_OUT_TIME>

sum(TI_AVAILTIME)
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Field

AUX Time

ACD Calls

Extn In Calls

Extn Out Calls

Description

The total time that the agent spent in AUX work in

all splits/skills and on AUXIN/AUXOUT calls for
the specified time period.

The total number of split/skill and direct agent
ACD calls answered by the agent.

The number of inbound extension calls
completed by the agent during the period
covered. This includes calls received while the
agent was in the following work modes:

¢ Auto-In or Manual-In

e ACW mode for ACD calls

¢ ACW mode that was not associated with a call
e AUX work mode.

The number of outbound extension calls that
were completed by the agent during the period
covered. This includes calls originated by the
agent while the agent was in the following work
modes:

e  Auto-In or Manual-In

e ACW mode for ACD calls

¢ ACW mode that was not associated with a call
* AUX work mode.

Database Item, Calculation, or
<Calculation name>

sum(TI_AUXTIME)

SUM(ACDCALLS +
DA_ACDCALLS),
sum(<TOTAL_ACDCALLS>)

SUM(ACWINCALLS +
AUXINCALLS) and
SUM(<EXT_CALL_IN>)

SuM(ACWOUTCALLS) +
SUM(AUXOUTC