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Details reports

Detalls reports

This page describes reports that contain detailed information about activity in your contact center.
Reports in the Details folder are ready-to-use, but as always, can be modified to suit your specific
business needs.

Note the following:

e Reports in the Details folder are designed for troubleshooting purposes, and are not
intended to be run regularly, or to be used to output all activity over a long period of
time. These reports can take a long time to run and can impact performance. When you
do run them, focus them on a specific area, or period of time (usually a single day or
less).

¢ In some scenarios, a timeout or row-count limitation error can occur, particularly when
you run Details reports for a time range of more than one day. The length of time over
which you can run the Details reports successfully varies depending on the size,
configuration, and amount of data in your contact center. If you encounter an error,
reduce the time range, and try again until the report runs successfully. Conversely, if a
Details runs successfully over a given period, you can experiment with running it over
longer periods if needed.
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About Details reports
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Agent Details Activity Report

Owner: Administrator

Modified:

7/13/18 12:16:51 PM

Provides a chronological breakdown of the activities of an agent,
including session timestamp and duration, agent device/DNs status,
and status start and duration, plus interaction states when offered
to/processed by the agent.

Agent State Details Report

Owner: Administrator

Modified:

7/13/18 12:16:45 PM

Use this report to frack how agents spend time when in various
noncall-related states, and to make assessments about how well this
time is spent. This report is often useful in circumstances where the
agent is paid by the minute.

Interaction Handling Attempt Report

Owner: Administrator

Modified:

7/13/18 12:16:53 PM

Use this report to view segment-related details pertaining to agent
handling of contact center interactions, including distribution time, and
data about the agent’s contiguous participation in the interaction.

Agent Login-Logout Details Report

Owner: Administrator

Modified:

7/13/18 12:16:52 PM

Use this report to view the times when agents logged in and out, and
the duration of each login session. The report displays the timestamps
in the tenant’s standard time zone.

Interaction Flow Report

Owner: Administrator

Modified:

7/13/18 12:16:51 PM

Provides a chronological breakdown of the activities of an agent,
including session timestamp and duration, agent device/DNs status,
and status start and duration, plus interaction states when offered
to/processed by the agent.

Transfer Detail Report

Owner: Administrator

Modified:

7/13/18 12:16:54 PM

Use this report to learn more about the initiating and receiving parties
of those contact center interactions that involve 3 transfer, including
the technical result, the mediation devices through which the
interaction passed, the business attribute,

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

* Agent Details Activity Report

* Agent Group Membership Details Report

¢ Agent Login-Logout Details Report

* Agent State Details Report

* Interaction Flow Report

¢ Interaction Handling Attempt Report

* Transfer Details Report

Related Topics:

* Go back to the complete list of available reports.

¢ Learn how to understand and use reports.

e Learn how to create or customize reports.
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https://enu.docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIAgentDtls
https://enu.docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIAgentGrpMbrshpReport
https://enu.docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIAgentLginLgout
https://enu.docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIAgentState
https://enu.docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIIXNFlow
https://enu.docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIIxnHndlngAttmpt
https://enu.docs.genesys.com/Documentation/IW/9.0.0/User/HRCXITransferDtls
https://enu.docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIIncludedReports
https://enu.docs.genesys.com/Documentation/IW/9.0.0/User/HRCXIUnderStndgReports
https://enu.docs.genesys.com/Documentation/IW/9.0.0/User/HRCXICustomizing
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