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Agent Group Voice Metrics

Agent Group Voice Metrics

The following Table lists Agent Group voice metrics.

Source .
. Definition
ic] SGRT Description/ Metr_lc Individual Intt_arval/ .
Internal Mapping Time Unit
Table Notes . Agent .
Name > Advisor Grou Profile
Metric P
Cisco ICM:
SGRT.
AvgHandledCallsTimeTo5
Average SGRT.
AHT handle CallsHandledTo5 5 Min
5 pp AngandIedCé'I!%I Ieirq'ﬂ%TOS Genesys: AvgHandledCéitsTimy¢To5 Seconds
= 0 Informiam.AverHandleStatusTime*g|iding)
for calls >
answered. AvgHandledCallsTimeTo5
Informiam.Calls_Received_Inbound*
>
CallsHandledTo5
Cisco ICM:
Aver SGRT.
erage AnswerWaitTimeTo5
answer SGRT.
wait time CallsAnsweredToAnswerWaitTimeTo5/
in seconds SGRT. CallsAnsweredTo5
CallsHandledTo5
ASA AnswerWaltTlgqnes‘Fo red. If 5 Min
Genesys: CaIIsAnsweredToi rLQ/ Seconds
S_ASA CallsHandledTo5 Notes ASA Informlam Total_Enge the Answer_ ?e(P{
- metric value
requires an AnswerWa|tT|meT§Eg,hown as
CD)“gtlcr)]%telosnet I:formiam.CaIIsAmmered*
onthe Agent  cajsansweredTos
Group. Informiam.Calls_Received_Inbound*
>
CallsHandledTo5
Number of  Cisco ICM:
agents
currently SGRT.Avail
Avail :: thle bl Genesys: Raint
: Vvallable Informiam.CurrN ReadyStatlReEAt in
Av Avail state. e ORI Time Count
Genesys
Notes individual
‘WaitForNextCall'agent state
only. > AgentState

Totals
and
Averages

AvgHandledCallsTimeTo5
/ number

of agent

groups

average

weighted

by

CallsHandledTo5,

i.e.
sum(AvgHandledCallsTim
*

CallsHandledTo5)
/
sum(CallsHandledTo5)"

SUM(AnswerWaitTimeTo5
/CallsAnsweredTo5)
*

CallsHandledTo5
/SUM(CallsHandledTo5)

If
SUM(CallsAnsweredTo5)
=0, the

metric value

is shown as

N/A.

A count of
distinct
agents
currently
in
Available
states

Cisco:
AgentState=3
(Ready)
Genesys:
AgentState=115
(WaitForNextCall)
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Agent Group Voice Metrics

Source

N Definition
bl SGRT Description/ Metr.lc Individual Int(:_\rvaI/ .
Internal Table Notes Mapping Agent Time Unit
Name > Advisor G?ou Profile
Metric P
Average
time in
seconds
spent on
after-call
work
including
entering
data,
filling out
forms and  Cisco ICM:
making
outbound \SNGRE-R ATImAT
calls sopy oyHme PWorkReadyTimeTo5
necessary  workNotReadyTirmteTo5 .
to SGRT. WorkNotReadyTimeTo5)/
WorkReadyTirA@nglete  CallsHandedToS CalisHandledTos
AvgACW Y the . 5 Min
WorkNotReadyTimeJpsaction. o oors: £ (rolling/ Seconds
AvgACW_S CallsHandledTo5 Informlam Total %‘aqugﬂaredTOS sliding)
Notes The WorkReadyTlme
field Informiam.Calls_| g%r%qa_ég%ound*
WorkNotReadyTime
is always CallsHandledTos
NULL in 0
Genesys, but  \workNotReadyTimeTo5
is also is always 0.
meaningless.
ACW Time is
put into
WorkReadyTime,
so the
Genesys
formula is
correct
despite
having a
NULL value.
It is treated
like a zero.
Average
time spent
on rework .
for Cisco ICM: I
X WorkReadyTimeTo5/
inbound N/A ACWStatusTo5
. _voice. The
AvgAcwTime WorkReadyTirfigfespent Genesys: If Min
Informlam Total_AQi StsredTos
AvgAcwTime ACWStatusTo5 . =0, the (rolllng/ Seconds
inbound or liding)
WorkReadyTlmeTﬁﬁetnc value shiaing
outbound Informiam. TotalN |5 RReuCHE
calls made > N/A.
during the ACWStatusTo5
rework
time is
also

Totals
and
Averages

SUM(WorkReadyTime+WCc
/
SUM(CallsHandledTo5)

If
SUM(CallsHandledTo5)
= 0, the

metric value

is shown as

N/A

SUM(WorkReadyTimeTo5),

If
SUM(ACWStatusTo5
) =0, the

metric value

is shown as

N/A.
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Agent Group Voice Metrics

Source

N Definition
b el SGRT Description/ Metr.lc Individual Int(:zrvaI/ .
Internal Table Notes Mapping Agent Time Unit
Name > Advisor G?ou Profile
Metric P
considered
as rework
time. No
differentiation
between
initial and
secondary
contact.
Notes
Replaces
WrapUp in
8.1.2
Cisco ICM:
SGRT. .
AvgTalk AngandIedCéYiféﬁl?hee AvgHandledCallsTalkTimeTo5 5 Min
Genesys: AvgHandledCéttsTagTimeToSeconds
AveT TimeTos in seconds Informiam.AverTalkStatusTime*  s|iding)
for calls. >
AvgHandledCallsTalk
TimeTo5
Cisco ICM :  TalkAndHoldTimeTo5
Average N/A / )
time spent (CallsReceivedinternalTo5
talking on ~ Genesys: i
Informiam.TalkAngd9ldHandledTo5
Ta|kAndHo|dTiH@HBﬂ Time* >
voice (0] TalkAndHoldTime]
AvgTalkTime Calls d|fferent|atior1nformiam Calls_ Hﬁ/BaWQham%ﬁdTﬁ
Received
AvaTalkTi InternalTo5 beEWleend CaIIsRecelvedIntéFnaITos (rolling/ Seconds
VgTalklime — calisHandledTos NItIal an Informlam Calls ﬂ@dﬁ%@@|ﬁ@é’r‘ﬁ5§'ﬂ@'ﬁ
CallsParty secondary
ChangedTo5  contact. CaIIsRecelvedInt&ﬁHﬁﬂﬁ‘dde‘)S
Informlam Calls_Received_Inbound*
Notes ~ CallsPartyChangedTo5
Replaces Talk CaIIsHandIedToS =0, the
in8.1.2. Informlam Total GBﬁVéGtV@'H&wged*
is shown as
CaIIsPartyChangéWﬁ:S
Number of
agents )
currently Cisco ICM:
BusyOther in the SGRT.BusyOther Point in
BusyOther  asGRT.AgentstatBusyOther — . Count
BO Time
state.
Genesys: N/A
Notes Not
returned in

Totals
and
Averages

SUM(AvgHandledCallsTalk

TimeTo5 *
CallsHandledTo5)

/
SUM(CallsHandledTo5)

If
SUM(CallsHandledTo5)=0,
the metric

value is

shown as N/

A

SUM(TalkAndHoldTimeTo5
+
CallsHandledTo5

CallsPartyChangedTo5)

If
SUM(CallsReceivedInternal
To5 +

CallsHandledTo5

CallsPartyChangedTo5)=0,
the metric

value is

shown as N/

A.

A count of
distinct
agents
currently
in
BusyOther
state.

Cisco:

Performance Management Advisors Metrics Reference Guide



Agent Group Voice Metrics

Name/
Internal
Name

Calls
Offered

DateTime

Handled

Ha

Hold

SGRT
Table

Description/

Notes

Genesys.

Number of

CallsOfferedTaalls

offered.

Not
displayed.

The date and
time that this
data last
updated.
Used to
calculate
longest
queue and
longest
available
agent.

Number of

CallsHandledTcdl s

Hold

handled.

Number of
agents
that have
all active
calls on
hold. The
agent is
not in the
Hold state
with one
call on
hold while
talking on
another
call (for
example, a
consultative
call). The
agent
must have
all active

Source S
Metric Def.ln_ltlon Interval/

. Individual - .
Mapping Agent Time Unit
> Advisor G?ou Profile

Metric P
Cisco ICM:
SGRT.CallsOfferedTo5 5 Min
Genesys: CallsOfferedTdbolling/ Count
Informiam.CallsOffered* sliding)
>
CallsOfferedTo5
Cisco ICM:
SGRT.CallsHandledTo5 5 Min
Informiam.Calls_featisE@naleddedlling/ Count
> sliding)
CallsHandledTo5
Cisco ICM:
SGRT.Hold
ASGRT.AgentState
Genesys: Point in
Informiam.CurrN r
HoldStatuses* e Time Count
> Hold
Genesys
individual
agent state >
AgentState

Totals
and
Averages

AgentState=7
(BusyOther)

sum(CallsOfferedTo5)

sum(CallsHandledTo5)

A count of
distinct
agents

that
currently
are in
states
CallsOnHold

Cisco:
AgentState =
10
(CallOnHold)
Genesys:
AgentState =
110
(CallOnHold)
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Agent Group Voice Metrics

internal  SCRT

Name

Loggedin

15 LoggedOn
LoggedOn

LoggedOn Voice
LoggedOn
Voice,

LoggedOn  NotReady
Voice,

Net NotReady
VoiceF1,
NotReady
VoiceF2

Source .
L. Metric Def.m_ltlon Interval/
Description/ . Individual : .
Notes Mapp_lng Agent T|m_e Unit
> Advisor Grou Profile
Metric P
calls on
hold.
Notes Hold
Status =
CallOnHold
Number of
agents
that are
currently
logged on
in zero or
more
agent . )
groups Cisco ICM:
assigned SGRT.LoggedOn
to take ASGRT.AgentState
interactions. G
This count SEYEE P
. Informiam.CurrA Point in
is updated  |oggedin* > 1BGyedin Time Count
each time LoggedOn
an agent Gzne_zysl
Individua
|OgS o agent state >
and each AgentState
time an
agent logs
off.
Notes Any
status exc.
Logged Out
or Not
Monitored
i ICM: .
ﬁ /sAco c Cisco:
Number of
agents Genesys: N/A Point-in- Count
logged on Informiam.CurrAggé}géls%gedanoiIQme
to voice. > L Voi
LoggedOnVoice oggedOnvoice
The Cisco ICM: Cisco:
number of  N/A N/A
CIOELE Genesys:
IOggefd oI Informiam.CurrAf%%?gggggnVoice L.
to voice Logged|nVoice* P0|nt'|n' Count
minus > p . Time
those not LoggedOnVoice ENotReadyVmce
ready or I>nform|am.Curer%&Qg&@SPc@#\imceStatuses*
non- NotReadyVoice | .
productive Informiam.CurrNt'J\‘r%E)%erwxgggy\? iceStatuses*

Totals
and
Averages

A count of
distinct
agents
that
currently
are not in
LoggedOff
state

Cisco:

AgentState:

<>0(

Logged Off)
Genesys:
AgentState
<>116(LoggedOut)
and

AgentState
<>101(NotMonitored)
and

AgentState
<>102(Monitored)

Cisco:
N/A

Genesys:
SUM(LoggedOnVoice)

Cisco:
N/A

Genesys:
SUM(LoggedOnVoice

(NotReadyVoice
NotReadyVoiceF1

NotReadyVoiceF2))
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Agent Group Voice Metrics

Source S
N Definition
b el SGRT Description/ Metr.lc Individual Intt:zrval/ .
Internal Table Notes Mapping Agent Time Unit
Name > Advisor G?ou Profile
Metric P
+ Filterl >
NotReadyVoiceF1
Informiam.CurrNumberNotReadyVoiceStatuses*
+ Filter2 >
NotReadyVoiceF2
. . Cisco ICM:
Time in
seconds Egch_-;réstAvailAge
LongAvail Ithr?t ”s‘f SGRT.DateTime Ei);(égtfe;'lmeint),n
. vailARpmnt)i
LA LongestAvaHAﬁ%ﬁI “ble Genesys: *24%60* Time Seconds
agent has Informiam.Longego\yail
been Agent* >
ee_ LongestAvailAgent
aVa||ab|e. DateTime
Time in
seconds
that the
currently Cisco ICM: )
longest (DateTime
LongQueue (oldest) SGRT. - A
LongestCallQ Point in
L9 LongQueue call has e DT e LongestCaIIQ)LI.ime Seconds
been in ’ *24 * 60 *
queue. Genesys: NNA 60
Notes Not
Returned in
Genesys
Number of
agents in
the Not Cisco ICM :
Ready or
Work Not SGRT.
Ready NotReady
OtReaqy ‘ WorkNotReady NotRead L
NotReady, Wrap) ASGRT.AgentStatg_ y Pplnt in Count
NR WorkNotReadgtate. Time
Genesys: WorkNotReady
Notes Not Informiam.CurrNumberNotReadyStatuses*
Ready Status > NotReady
is WorkNotReady
NotReadyForNexts always 0.
Call ACW
status is
AfterCallWork.
Cisco ICM:
Queue Number of
ellis Sl CallsQueuedN Count
Q Queue currently CallsQueuedNowCallsQueuedNow oun
queued. Genesys: N/A

Totals
and
Averages

max((DateTime-
LongestAvailAgent)
*24 * 60 *

60)

max((DateTime

LongestCallQ)
*24 *60 *
60)

A count of
distinct
agents
currently
in Not
Ready
states

Cisco:

AgentState=2
(NotReady)

or

AgentState=5
(WorkNotReady)
Genesys
AgentState=113
(NotReadyForNextCall)

SUM(CallsQueuedNow)
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Agent Group Voice Metrics

internal  SCRT
Name
Ready
R Ready
Talkln
Tl Talkingln
Talking Talkingln
T TalkingOut

TalkingOther

Source .
N Definition
Description/ Ml\g:gi':g Individual In;?;lveall
Notes > Advisor é?:::t Profile
Metric P
Notes Not
returned in
Genesys
Number of Cisco ICM :
agents in
SGRT.
the Ready NotReady
state. SGRT.
WorkNotReady
Notes Any ASGRT.AgentState
status
except: Genesys: Ready
Informiam.CurrentReady
%
. NotReadyﬁﬁﬁﬂ?&tﬁaH
enesys
: LOQQEdOUﬁdWMum
. nt state >
* NotMonitof@d sate
Number of Cisco ICM:
inbound SGRT
Eil'lrsently Talkir;gln
. Talkingln
associated  Genesys: alking
with the Informiam.Current_Calls_
agent Inbound* >
gen TalkingIn
group.
Number of Cisco ICM:  Talkingln+
calls SGRT.Talkingln  TalkingOut + Point-in-
currer)tly SGRT.TalkingOut TalkingOther Time
associated

Unit

Count

Count

Totals
and
Averages

A count of
distinct
agents
currently
in Ready
states

Cisco:
AgentState<>2
(NotReady)

and
AgentState<>5
(WorkNotReady)
and
AgentState<>0
(Logged Off)

Genesys:

AgentState<>113
(NotReadyForNextCall)

and
AgentState<>116(LoggedOut)
and
AgentState<>101(NotMonitorec
and
AgentState<>102(Monitored)

Cisco:
SUM(Talkingln)

Genesys: A
count of
distinct
agents
currently in
Talkingln
state.
Genesys
AgentState =
107
(Talkingln)

In mixed
environment,
Genesys
Talkingln

state count is
added to
SUM(Talkingln).

Cisco:

SUM(TalkingIn
+ TalkingOut
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Source S
N Definition
b el SGRT Description/ Metr.lc Individual Int(:_\rvaI/ .
Internal Table Notes Mapping Agent Time Unit
Name > Advisor G?ou Profile
Metric P
SGRT.TalkingOther
SGRT.TalkingPreview
SGRT.
TalkingReserve
SGRT.TalkingAutoOut
Genesys:
. Informiam.Curren}Fa&allsPInbound*
with the > TalkingIn Ingrreview
Informiam.Curre alls.Qutbound*
;?Oet?[:t) > TalkingOut al%ngReserve
. ! "
I>nform|am.Curren]Fa_&mlgsAgggs{Jt
TalkingOther
TalkingPreview,
TalkingReserve,
TalkingAutoOut
are always =
0
Number of .
TalkOut Ealrlrsentl SGRT.TalkingOut
" u \% .

TIKO TalkingOut - coociated ~ Genesys: TalkingOut
with the Informiam.Current_Calls_Outbound*
agent > TalkingOut
group.

Totals
and
Averages

+

TalkingOther
+
TalkingPreview
+
TalkingReserve

+
TalkingAutoOut)

Genesys: A
count of
distinct
agents
currently in
Talking state.
Genesys
AgentState
IN

(105,107,108,109,112)

(Talking)

In mixed
environment,
Genesys
Talking state
count is
added to
SUM(TalkingIn
+ TalkingOut

+
TalkingOther
+

TalkingPreview
+
TalkingReserve

+
TalkingAutoOut)

Cisco:
SUM(TalkingOut)

Genesys: A
count of
distinct
agents
currently in
TalkingOut
state.
Genesys
AgentState =
109
(TalkingOut)

In mixed
environment,
Genesys
TalkingOut

state count is
added to
SUM(TalkingOut).
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Agent Group Voice Metrics

Name/
Internal
Name

Util%
u

Wrap

%
Handlingtime
(plus
Campaign
Calls /
SignOn

Time)

SGRT
Table

Percent

UtilizationTo5

WorkReady

WorkNot
Ready

Description/

Notes

Percentage
of Ready
time that
agents
spent
talking or
doing call
work. This
is the
percentage
of time
agents
spend
working on
calls
versus the
time
agents
were
ready.

Number of
agents in
the Work
Ready and
Work Not
Ready
(ACW,
Wrap)
states.

Notes
WorkNotReady
does not
exist in
Genesys, so
is always
NULL.
Formula for
Genesys is
thus
=WorkReady

Percentage
of time

TalkAndHoldTepeRtTo5

OuboundTalkTim
LoggedOn
VoiceTimeTo5

handling
TAApaign
calls
versus the
time
logged on

Source

Metric Def.m_ltlon Interval/

. Individual - .
Mapping Agent Time Unit
> Advisor G?ou Profile

Metric P
Cisco ICM:
SGRT.
PercentUtilizationTo5 5 Min
il r (o)
Genesys: PercentUt|I|zatrpﬂTrrm§fk100 YPercent
Informiam.Utilization*/100 sliding)
PercentUtilizationTo5
Cisco ICM :
SGRT.
WorkReady
SGRT. .
WorkNotReady WOrkReady 5 Min
+ (rolling/ Count

Genesys: WorkNotRead?Iidin%)
Informiam.CurrNumberNotReadyStatuses

> WorkReady

WorkNotReady

is always 0.

Cisco ICM: in

N/A (OutboundTaIl?p’évlmﬁE}‘LTw+TaIkAndHoIdTi
If sliding)

Genesys:

LoggedOnVoiceTi%e;\l'AQS=(Q,the
H In (since
_fglﬁtwgliq:ilterst rt of
IS shown as art o
> ) current half-
OutboundTaIkﬂm'gﬁToS hour)

Informiam.TalkAndHoldTime*+Filter

Percent
Total_Outbound

Totals
and
Averages

SUM(PercentUtilizationTo5
*

CallsHandledTo5)

/
SUM(CallsHandledTo5)
*100

If
SUM(CallsHandledTo5)=0,
the metric

value is

shown as N/

A

Cisco:
SUM(WorkReady
+
WorkNotReady)

Genesys: A
count of
distinct

agents
currently in
AfterCallWork
state

Genesys
AgentState =
117
(AfterCallWork)
In mixed
environment
Genesys
AfterCallWork
state count is
added to
SUM(WorkReady

+
WorkNotReady)

SUM(TalkTimeF1To5+
BlEEaLaR) AggadQg Voice
/

SUM(LoggedOnVoiceTime
To5) * 100

If
SUM(LoggedOnVoiceTime
To5)=0, the

Performance Management Advisors Metrics Reference Guide
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Agent Group Voice Metrics

Name/
Internal
Name

PctHCpgnSo

% Idle to
SignOn

PctldleSo

% Inbound
to SignOn

PctibSo

% Ready
to SignOn

PctRSo

Source T
: Definition
SGRT Description/ MI\:\::J?:Q Individual In-tr?;lveall Unit
Wl e > Advisor é?:::t Profile
Metric p
>
TalkAndHoldTimeF1To5
to voice. Informiam.Total_LoggedIn_Voice Time*
>
LoggedOnVoiceTimeTo5
Percentage
of time
spent in
the not
ready,
non- Cisco ICM: o
productive (NotReadyVoiceTime
state N/A o5
o -
NotReady Versus the Genesys: NotReadyVoiceTi@qVﬁn
time |nformiam Total_NoSReady Voice T Fq? mg/
VoiceTimeTo5 logged on NotReadyV0|ceT| L
NotReady to voice. NotReadyVmceTlFr’cé)/ Sfia ng)
VoiceTimeF1To5 A Informlam Total N.ogW@anceTi’nmeé’é}Fllterl
NotReady The time %100 Min (since  Percent
VoiceTimeF2To5 SPent on NotReadyV0|ceT|meF1 start of
LoggedOn incoming Informlam Total_MotReady Voice TGHTEBOIFNE2
VoiceTimeTo5  or LoggedOnVoiceTiRem35=0,
; NotReadyVmceTulrhnd:metrlc
OUthIr.]g Informiam.Total_bhadgedsn Voice Time*
extension > shown as N/A
calls made  LoggedOnVoiceTimeTo5
during this
state is
added to
the not
ready
time.
Cisco ICM:
Percentage .
of time N/A (TalkAndHoId'IgrR/ﬁ;I'05+
spent Genesys: WorkReadyTimeToE0Aling/
TalkAndedTllﬁﬁ?\%h%g Informiam. TalkAnidbtddOnVoiceTighribef)*100
. nbound Time* > If
\If\éorkgg(a)idyﬂmec%bice TalkAndHoldTimelloggedOnVoiceTisrelfaT8nce Percent
Vo?cgeTimeTOS Informiam.Total_AG¥metric start of
Versus the  Timex > ~ valueis current half-
time WorkReadyTimeTebown as N/ hour)
logged on Informiam.Total_lA&ggedIn_Voice_Time*
. >
to voice. LoggedOnVoiceTimeTo5
Percentage Cisco ICM: AvailableTime3d8in
- of time / (rolling/
Available N/A . ;
that LoggedOnVoictiTimglo5*100
TimeTo5 agents Genesys:
LoggedOn were Informiam.Total_A¥ailable Time* 30 Min (since Percent
VoiceTimeTo5 ready > LoggedOnVoiceTishaTo6f=0,
AvailableTimeTosthe mgtnc current half-
VEIrEE the Informiam.Total_1\4E@d$n Voice THALK
time they

Totals
and
Averages

metric value
is shown as
N/A

SUM(NotReadyVoiceTime
To5-NotReadyVoiceTimeF1To5

NotReadyVoiceTimeF2To5)

/
SUM(LoggedOnVoiceTime
To5) * 100

If
SUM(LoggedOnVoiceTime
To5)=0, the

metric value

is shown as

N/A

SUM(TalkTimeTo5

+

WorkReadyTimeTo5
+HoldTimeTo5)/
SUM(LoggedOnVoiceTime

To5)*100 If
SUM(LoggedOnVoiceTime
To5)=0, the

metric value

is shown as

N/A

sum(AvailableTimeTo5)

/
sum(LoggedOnVoiceTime
*100

If
SUM(LoggedOnVoiceTime
To5)=0, the

Performance Management Advisors Metrics Reference Guide
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Name/
Internal
Name

SGRT
Table

%

Uncontrolled Outbound

OUtbound TalkTime

to SignOn LoggedOn
VoiceTimeTo5

PctUobSo

% WEF- NotReady

NCRMT to

SignOn VoiceTimeF2To5
LoggedOn

PctWFncrmtSo  VoiceTimeTos

Description/

Notes

were
logged on
to voice.

Percentage
of
handling
time for
uncontrolled
outbound
voice
versus the
time that
agents
were
logged on
to voice.
For
uncontrolled
outbound
no dialer
supported
campaign
calls are
included.

Percentage
of time
that
agents
remained
not ready
for voice
due to the
reason
codes
specified
in the filter
versus the
time
agents
were
logged on
to voice.
The time
spent on
incoming
or
outgoing
extension
calls made
during this

Source

Metric Def.m_ltlon Interval/

q Individual . .
Mapping Agent Time Unit
> Advisor G?ou Profile

Metric P
LoggedOnVomeTlm%% &3 bl
Cisco ICM: .
OutboundTalkgimgfF1To5/
N/A rolling/
LoggedOnVoiceTi"qej‘loE%OO
Genesys:
Informlam Total_Qfutbound_Talk_Time*+Filter
" LoggedOnVoiceTitknLgnce Percent
utboundTaIanﬂé*lélﬁbétnc start of
Informiam.Total_h@dgedén_Voice TﬁWé’ent half-
> shown as N/A ~ hour)
LoggedOnVoiceTimeTo5
Cisco ICM:  NotReadyVoiceTimeF2To5
/ 5 Min
e LoggedOnVoidegiingros
Genesys: *100 sliding)
Inf Total_NotReady_ V. Time*+Filt
norm|am ota Ifo eady_Voice 3|g1§4|n(!5|r?£e Percent

NotReadyV0|ceTlMEl@GBQHVOIceTlmgf:O
Informiam.Total_Ltbggmelimic/oice_Tiweent half-
> value is hour)
LoggedOnVoiceTisheWs as N/A

Totals
and
Averages

metric value
is shown as
N/A

SUM(OQutboundTalkTimeF]

SUM(LoggedOnVoiceTime
To5)*100

If
SUM(LoggedOnVoiceTime
To5)=0, the

metric value

is shown as

N/A.

SUM(NotReadyVoiceTime

F2To5) /
sum(LoggedOnVoiceTime
To5)* 100 If
SUM(LoggedOnVoiceTime
To5)=0, the

metric value

is shown as

N/A.
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Agent Group Voice Metrics

Name/
Internal
Name

% WF-RC2
to SignOn

PctWFrc2So

AvailVoice

CHT-P

CHT-P

SGRT
Table

NotReady
VoiceTimeF1To5

LoggedOn
VoiceTimeTo5

VoiceAvail

TalkAndHold Tiimegd®r

Source S
- Metric Def.ln_ltlon Interval/
Description/ M . Individual Ti Uni
Notes apping Agent ime il
> Advisor Grou Profile
Metric P
state is
added to
the not
ready
time.
Percentage
of time
that
agents
remained
not ready
for voice
due to
reason
code 2 Cisco ICM:  NotReadyVoiceTimeF1To5
versus the / 5 Min
time they ~ NA LoggedOnVoidediiingfos
:Nere g Genesys: * 100 sliding)
t(c))g\?cice?n Informlam Total l}lfotReady Voice g?l%lﬁn (since  Percent
The time NotReadyVmceTumed@nVOIceTlsﬁ@'mﬁ? "
€n a

;pent pn Informlam Total %ﬁmﬁmlce TFr\g'gr)
incoming LoggedOnvOlceTushem as N/A
or
outgoing
extension
calls made
during this
state is
added to
the not
ready
time.
The Cisco ICM:
number of N/A
EEEIES Point in
currently Genesys: VoiceAvail Ti Count
ready and Informiam.AgentCurrent Ime
waiting for TargetState*

. > VoiceAvail
next voice.
Average Cisco ICM:  (TalkAndHold Bmefies
handling N/A +
voice. The  Genesys: urrent

WorkReadyTime ca|$u|at|on

CaIIsRecelvedInteIWéll

CallsHandled

udes

CallsPartyChange‘Zi'\e total

time spent
on rework,
hold time,

Informlam TaIkAngéﬂ§FimQﬁ|edT|ﬁ>§|f hour)

TaIkAndHoIdT|me
Informlam Total @MﬁﬁéﬁtYChaﬁq@@TOS

I|d|ng)
WorkReadyT|meT55 s
Informiam.Calls_| Fﬁ@égﬁf@}?%&ﬂ!ﬁ@ﬁaw‘@

Seconds

Totals
and
Averages

SUM(NotReadyVoiceTime

F1To5) /
SUM(LoggedOnVoiceTime
To5) * 100

If
SUM(LoggedOnVoiceTime
To5)=0, the

metric value

is shown as

N/A

sum(VoiceAvail)

SUM(TalkAndHoldTimeTo5
+

(since '
WorkReadyTirg@Tqijf(CalIsReceivedInterrWMeadyTlmeT05)/

SUM(CallsReceivedinternc
+
CallsHandledTo5

CallsPartyChangedTo5)

If
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Source S
bl SGRT Description/ bzl ﬁ\?:ifil\?ilslt‘l)aq deeey
Internal Table NoteI:; Mapping Agent Time Unit
Name > Advisor Grou Profile
Metric P
and the
time spent
on the
inbound,
outbound -
and CallsHandledTo5 +
extension Informiam.Calls_RextksiMad diieidETo [*
calls > -
CallsReceivedIntetabsReityChangdadd§isince
answered > =0, the midnight)
during the  callsPartyChanged@sic value
rework. Informiam.Total_GaBRamyCianged*
The time > N/A
spent on CallsPartyChangedTo5
inbound
callbacks
is also
considered.
Cisco ICM:
N/A
] Genesys: .
Handl'ng TalkinalnF1 Num?er of Informiam.Currentatisirghnbdind*
Campaign ° igl?rre]nstly e + Point in
Calls ) > Talkingln q
E:E:ﬂgg;ﬂ;#l handling a Infqrmiam.CurrenEggmg%%gulnd’ime Coum
HCpgn campaign  * Filter .
I > Talkingout ~ TalkingOtherF1
call. Informiam.Current_Calls_Other*
+ Filter
>
TalkingOther
Cisco ICM:
N/A
Number of
. . . agents Genesys: p
HandlingVoicéTalkingin glk' Informiam.CurrertGellsgpapnd*> Min
talking on + Filter aiRlleg (rolling/ Count
HVoice TalkingOther  inbound ’ TalkingOther _,." .
> Talkingln sliding)
(ACD) Informiam.Current_Calls_Other*
calls. + Filter
>
TalkingOther
_ gggtgser of | N/A (this is
HandlingNon\)?Sﬂ%jlmgFl currently Cisco: N/A azct)ggce o | Porned
. . ic, n oint-in-
: . (F1= involved in  Genesys: o . Count
Handllng'\lonvo'c%llediaType!=Voica)n(m. Informiam.CurrenQngFﬁgl%ﬂnHme
- at agent
interaction. level)
Retrieved . Numb f__-Genesys CallsReceivedindimal(Fn)To
calls CaIIsRece|vedér§#%rn%TFonT05Agent T (rolling/ éount

Totals
and
Averages

SUM(CallsReceivedinternalTo5
+
CallsHandledTo5

CallsPartyChangedTo5)
=0, the

metric value

is shown as

N/A

SUM(TalkingInF1
+

TalkingOutF1

+
TalkingOtherF1)

sum(Talkingln
+
TalkingOther)

SUM(HandlingNonVoice)

sum(CallsReceivedInterna
+
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Agent Group Voice Metrics

Name/
Internal
Name

[FILTERN]

Rtr

RtrF1
RtrF2
RtrFn

NOTE: Only
Rtris
supported in
WA. CCAdv
supports Rtr,
RtrF1, RtrF2
... Rtrfn.
There is only
one metric
called
Retrieved
Calls in WA
(without
filter). There
are multiple
Retrieved
Calls metrics
in CCAdv
(without filter
and with
filters).

SignOn

So

NotReady
(CRMT)

NRcrmt

NotReady
(not
productive)

NRnp

Source T
: Definition
SGRT Description/ Ml\g:gi':g Individual In;?;lveall
Wl e > Advisor é?:::t Profile
Metric p
Groups
Infor.miam.CaIIs_Received_InternaI*
answered (>+ Filter) sliding)
by the )
CallsReceivedintafrd|gHEpT led .
Ea::sHandi:er?FnTcseleCted Informiam.CaIIs_Fieceived_Inboun(csigfﬁ-rf;?f5S|nce
allsPart an U i
Y gQgrtoeL'fEér:)?,t (>+F'|ter) CallsPartyChaegeed{ FalfTo5
filt d) CallsHandled(Fn)To5 hour)
ere Informiam.Total_CallPartyChanged*
>
CallsPartyChanged(Fn)To5
Cisco ICM: 5 Min
(rolling/
Total time  N/A sliding)
spent Genesys:  LoggedOnVoicgTimelas
logged on ys: 99 1VOIGR MR &R
. Informiam.Total_LoggedIn_Voice_Timgf of
to voice. = L current half-
LoggedOnVoiceTimeTo5 hour)
Number of  cisco |CM:
agents in
the not N/A
. ready . Paint in
NotReadyVoic Genesys: NotReadyVoi vl
gﬁg‘ie due Informiam.CurrNumberNotReadyV« & atuses*
to reason >
code 2 NotReadyVoiceF1
(CRMT).
Cisco ICM:
Number of N/A NotReadyVoice
: tsin -
NotReadyVoic gen Genesys: :
the not Informiam.CurrN N@&é’?ﬁé&%&’é’y'fiﬁg&s,ngses*
NotReadyVoiceF]Ieady, + Filterl N LT
NotReadyVoiceF2non- > NotReadyVmcE'IEQe
f NotReadyVoiceF1
productive Informiam.CurrN NutRedldyReadyPBoiceStatuses*
state. + Filter2

>

Unit

Minutes

Count

Count

Totals
and
Averages

CallsHandled(Fn)To5
-CallsPartyChanged(Fn)To

sum(LoggedOnVoiceTime

sum(NotReadyVoiceF1)

sum(NotReadyVoice
NotReadyVoiceF1

NotReadyVoiceF2)

Performance Management Advisors Metrics Reference Guide

15
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Irl\:taeT:; I SGRT Description/
Name Table Notes

Number of
agents in
the not
ready
state due
to the
reason
codes
specified

NotReady in the

(other NotReadyVoicgftér. The

productive) reason

NotReadyVoiceF3 L
Y code list is

not
exhaustive
and
includes
all
productive
reasons
other than
reason
code 2.

NRothp

Source .
Metric Def.ln_ltlon Interval/
M . Individual - .
apping Agent Time Unit
> Advisor G?ou Profile
Metric P

NotReadyVoiceF2

Cisco ICM:
N/A

Genesys:
Informiam.CurrNumberNotReadyVoiceStatuses*
+ Filter2 NotReadyVoicBer in

> NotReadyVoicEirde
NotReadyVoiceF2
Informiam.CurrNumberNotReadyVoiceStatuses*
+ Filter3

>

NotReadyVoiceF3

Count

Totals
and
Averages

sum(NotReadyVoiceF2+
NotReadyVoiceF3)

Performance Management Advisors Metrics Reference Guide

16



	Performance Management Advisors Metrics Reference Guide
	Agent Group Voice Metrics

