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CCAdv Web and Email Metrics

CCAdv Web and Emaill Metrics

This section contains Tables of Queue and Agent Group Web chat and email metrics. The content is
applicable to Contact Center Advisor only.

Queue Web Chat Metrics

The following Table lists Queue metrics for e-mail interactions.

Interval/

Internal L. Source Definition - Threshold .
Names Name Description Type (Formula) P-I:onf‘i(lee Type Unit
The
current
Metric: TR Genesys
[Backlog] |(3aaCekBIg%klo ) s;;rprzlrﬁl Interaction EmaiIBachog.IID_?r'nnet n Above Count
(a_eBacklog) * - 9 rently Queues
- waiting to
be
processed.
5 Min
e ol
e-mail sliding), 30
Metric: interacti EmailEntered]d§) (SINce
Enteréd] It?w etrac '0NS " Genesys start of
[ a_eEntered en?cered Interaction  EmailEnteredHalfcurrent N/A Count
(a_eEntered) the queue Queues EmailEnteredToddyalf-hour),
during the an??y/
specified (singe
period. midnight)
Total
Metric: number of
[InProc] e-mails in Genesys . Point in
a eProc . Interaction EmaillnProcQ - N/A Count
(a_elnProc) - Processing o ayes [l
- at a point
in time.
The total
number of
e-mails
Metric: within the Genesy; _ Point in
[InQ] a_elnQ Interaction Interaction EmaillnQ Time N/A Count
(a_elnQ) Queue at Queues
the
moment of
measurement.
Metric: The Genesys . §’””
[MaxQ] eMaxQ maximum Interaction EmallMaxInQ'I?F lling/ Count
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Internal
Names Name

(a_eMaxQ)
Metric:
[MinQ] eMinQ
(a_eMinQ)
Metric:
[Moved] a_eMoved
(a_eMoved)

Interval/

I Source Definition N Threshold
A Type (Formula) P-Il:loni:ife Type
number of
e-mails
that either
were
awaiting
processing
or were in
processing L
within the ﬁ,'l'.?]"(‘qz{ 30
conied stlart Solf <
center (for current
single- i
ten%nt Queues Em::m:i:ﬂg%adlf#ag'hour)'
environments) Doailay/
or within (sing’e
Egeeciﬁed midnight)
tenant (for
multi-
tenant
environments)
during the
specified
period.

The
minimum
number of 5 Min
teh;nta\:\lere (rpl!ing/
either sl[dlng), 30
waiting . Genesys EmaiIMinInQTS anrt(sc’)lpce
g;c?ﬁessmg Interaction Ema;lM;anHalfcurrent

. Queues EmailMininQTodapalf-hour),
processing Today/
W|th|_n this Daily
staging (since
\?vriir?in the midnight)
specified
period.
The total
number of 5 Min
interactions (rolling/
of the sliding), 30
spec.iﬁed EmaiIMovedTA\.AEin (since
media Genesys start of
type that Interaction  EmailMovedHalf current N/A
were Queues EmailMovedTodahalf-hour),
moved Today/
from this Daily
staging (since
area to midnight)
any other

Unit

Count

Count
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Names

Internal
Name

Description

staging
area
during the
specified
period.

Queue Emall Metrics

Source
Type

Definition
(Formula)

The following Table lists Queue metrics for e-mail interactions.

Names

Metric:
[Backlog]

(a_eBacklog

Metric:
[Entered]

(a_eEntered)

Metric:
[InProc]

(a_elnProc)

Metric:
[InQ]
(a_elnQ)

Internal
Name

Backlog

) (a_eBacklog)

a_eEntered

a_eProc

a_elnQ

Description

The
current
number of
e-mails
currently
waiting to
be
processed.

The total
number of
e-mail
interactions
that
entered

the queue
during the
specified
period.

Total
number of
e-mails in
processing
at a point
in time.

The total
number of
e-mails
within the
Interaction
Queue at
the
moment of

Source
Type

Genesys
Interaction
Queues

Genesys
Interaction
Queues

Genesys
Interaction
Queues

Genesys
Interaction
Queues

measurement.

Definition
(Formula)

Interval/
Time
Profile

Interval/
Time
Profile

Point in

EmaiIBachog.I.ime

5 Min
(rolling/

sliding), 30

EmailEnteredﬁg‘ (since

art of

EmailEnteredHalfcurrent
EmailEnteredToddyalf-hour),

Today/
Daily
(since
midnight)

Point in

EmaiIInProcQ.I.ime

EmaillnQ

Point in
Time

Threshold .
Type Unit
Threshold .
Type Unit
Above Count
N/A Count
N/A Count
N/A Count
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Names

Metric:
[MaxQ]
(a_eMaxQ)

Metric:
[MinQ]
(a_eMinQ)

Metric:
[Moved]
(a_eMoved)

Internal
Name

eMaxQ

eMinQ

a_eMoved

L. Source
Description Type
The
maximum
number of
e-mails
that either
were
awaiting
processing
or were in
processing
within the
contact
center (for
single-
tenant
environments)
or within

the

specified
tenant (for
multi-

tenant
environments)
during the
specified
period.

The
minimum
number of
e-mails
that were
either
waiting
processing
orin
processing
within this
staging
area
within the
specified
period.

The total
number of
interactions
of the
specified
media
type that
were
moved
from this
staging

Genesys
Interaction
Queues

Genesys
Interaction
Queues

Genesys
Interaction
Queues

Definition
(Formula)

Interval/
Time
Profile

Threshold
Type

5 Min
(rolling/
sliding), 30

EmaiIMaxIth(ig1 (since

art of

EmailMaxInQHalfcurrent
EmailMaxInQToddyalf-hour),

Today/
Daily
(since
midnight)

5 Min
(rolling/
sliding), 30

EmaiIMinInQTé’s;rt(since

of

EmailMinIinQHalf current
EmailMininQTodalalf-hour),

Today/
Daily
(since
midnight)

5 Min
(rolling/
sliding), 30

EmaiIMovech!g%in (since

EmailMovedHalf current

art of
N/A

EmailMovedTodahalf-hour),

Today/
Daily
(since
midnight)

Unit

Count

Count

Count
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Internal

Names
Name

Agent Group Web Chat Metrics

The following Table lists Web chat metrics for agent groups.

Name 'vernal
Metric:[Acpt]
(s wAcpt) s_WAcpt
Metric:[AHT]
(s WAHT) s WAHT
Metric:

[Handled%] s _wHPct
(s_wHPct)

Metric:
[Handled]
(s_wH)

s wH

. Interval/
Description S_(;ur:e 3::",':':3; '; Time
yp Profile
area to
any other
staging
area
during the
specified
period.
. Interval/

— Source Definition .
Description Type (Formula) P-I;L'?ife
The total
number of
Chat
interactions
that were
offered for
processing Genesys 5 Min
to the Agent ChatAcceptedfoding/
resource, Groups sliding)
and that
were
accepted
during the
specified
period.
Average
handle Calculated, .
time in Genesys ChatHandIeTir?Pgrlcr)llSd/
seconds Agent ChatHandled ting)
for Chat Groups 9
interactions.
The
percentage
of chats Calculated, in
offered Genesys ChatHandIedj? b/
that were Agent ChatOffered 12 4in g)
handled Groups 9
by this
resource.
mfntboetfgf Genesys 5 Miln
Chat Agent ChatHandledToblling/

Groups sliding)

interactions

Threshold .
Type Unit
Threshold .
Type Unit
N/A Count
Above Seconds
N/A Percent
N/A Count
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Internal
Name B

Metric:[HT]
(s wHT)  S-WHT
Metric:
[InbStopped] ~ S_wInStop
(s_wInbStop)
Metric:
[InProc] s_wInProc
(s_wInProc)
Metric:
[Offered] s_wOffered

(s_wOffered)

Metric:
[Rejected%] s _wRjctPct
(s_wRjctPct)

Metric:
[Rejected]
(s_wRjct)

s _wRjct

Description

that were
handled
by this
resource
during the
specified
period.

The total
amount of
time that
this
resource
spent
handling
Chat
interactions
during the
specified
period.

The total
number of
Inbound
Chat
interactions
that were
terminated
by this
resource
during the
specified
period.

Number of
chats
currently
being
processed.

Number of
chats
received.

The
percentage
of Chats
offered

this
resource
that were
rejected.

The total
number of
Chat
interactions

Source
Type

Genesys
Agent
Groups

Genesys
Agent
Groups

Genesys
Agent
Groups

Genesys
Agent
Groups

Calculated,
Genesys
Agent
Groups

Genesys
Agent
Groups

Definition Intt_arval/
(Formula) T|m_e
Profile
5 Min
ChatHandleTifnelToty/
sliding)

Chat_InbStoppepiin
(rolling/
sliding)

Now

Point in
ChatInProces néqe

5 Min
ChatOfferedTd5olling/
sliding)

ChatRejected °§/||/|iir;g/
ChatOfferede iding)

5 Min
ChatRejectedTodlling/
sliding)

Threshold .
Type Unit
Above Seconds
N/A Count
Count
Count
Percent
Above Count
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Name

Metric:

[TimedOut%]
(s_wTOPct)

Metric:
[TimedOut]
(s wTO)

Metric:
[Txfrs]
(s_wTxfrs)

Internal
Name

s wTOPct

s wTO

s wWTxfrO

. Source
Description Type
that were

offered for
processing

to this

resource,

and that

were

rejected,

during the

specified

period.

The
percentage
of Chat
Sessions
that timed
out.

The total

number of

Chat

interactions

that were

accepted,

pulled, or

created

and Genesys
subsequently Agent
revoked by Groups
this

resource

because of
prolonged
nonactivity

during the

specified

period.

The total
number of
Chat
transfers
made by
this
resource
during the
specified
period.

Genesys
Agent
Groups

Genesys
Agent
Groups

Calculated,

Definition Intt_arval/
(Formula) s
Profile

ChatTimedOuﬁ@’#ﬂg/
Si

ChatOfferedT ding)

5 Min
ChatTimedOuftfobing/
sliding)

5 Min
ChatTransfers{ialing/
sliding)

Threshold
Type

Above

Above

N/A

Unit

Percent

Count

Count
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Agent Group Email Metrics

The following Table lists agent group metrics for e-mail.

Internal

Nam
ame Name

Metric:[Acpt]

(s_eAcpt) s_eAcpt

Metric:
[AHT]
(s_eAHT)

s_eAHT

Metric:
[Handled%] s eHPct
(s_eHPct)

Metric:
[Handled]
(s_eH)

s_eH

Metric:
[InbStopped] s_elnStop
(s_elnbStop)

Description

The total
number of
e-mail
interactions
that were
offered for
processing
to the
resource,
and that
were
accepted
during the
specified
period.

Average
handle
time in
seconds
counted as
handled.

The
percentage
of e-mails
offered
that were
handled

by this
resource.

Number of
e-mails
handled
during the
specified
period.

The total
number of
Inbound e-
mail
interactions
that were
terminated
by this
resource
during the
specified

Source
Type

Genesys
Agent
Groups

Calculated,
Genesys
Agent
Groups

Calculated,
Genesys
Agent
Groups

Genesys
Agent
Groups

Genesys
Agent
Groups

Interval/
Time
Profile

Definition
(Formula)

5 Min
EmailAccepte@@dbng/
sliding)

EmaiIHandIeT5
EmaiIHandIedSﬁ :

s/
ng)

. in
EmaHHandIed%‘é\#ng/

EmailOffered ting)

5 Min
EmailHandled{iabling/
sliding)

5 Min
Email_InbStogpeldingdw
sliding)

Threshold
Type

Above

N/A

N/A

Unit

Count

Seconds

Percent

Count

Count
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. Interval/
Source Definition Time Threshold

Type (Formula) Profile Type

Internal

Name Unit

Name Description

period.

Metric: Number of = Genesys 5 Min
[Offered] s_eOffered e-mails Agent EmailOfferedToblling/ Count
(s_eOffered) received. Groups sliding)

The
percentage
Metric: of e-mails Calculated, - i
[Rejected%] s_eRjctPct offered Genesys Ema!IReJectegrfgﬁ(r:g/ DateE T
(s eRjctPct) this Agent EmailOffered ding)
= resource Groups
that were
rejected.

The total
number of
e-mail
interactions
that were
rejected in
the
specified
time
period.

The

percentage Calculated, 5 Mi
of e-mail Genesys EmailTimedO Iﬁ%#{ /
interactions Agent EmaiIOﬁ’ered;g 9
that timed  Groups
out.

The total

number of

e-mail

interactions

that were

accepted,

pulled, or

created
Metric: and Genesys 5 Min
[TimedOut] s_eTO subsequently Agent EmailTimedOyitddihg/ Above Count
(s_eTO) revoked by Groups sliding)

this

resource

because of

prolonged

nonactivity

during the

specified

period.

The total
Metric:[Txfrs] number of
(s_eTxfrs) s Ee e-mail

transfers

Metric:
[Rejected] s_eRjct
(s_eRjct)

Genesys 5 Min
Agent EmailRejectedToBing/ Above Count
Groups sliding)

Metric:
[TimedOut%] s _eTOPct
(s_eTOPct)

Above Percent
ding)

Genesys 5 Min
Agent EmailTransferéiolfing/ N/A Count
Groups sliding)

Performance Management Advisors Metrics Reference Guide



CCAdv Web and Email Metrics

Name

Internal
Name

Definition
(Formula)

- Source
Description Type
made by

this

resource

during the

specified

period.

Interval/
Time
Profile

Threshold
Type

Unit
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