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Queue Metrics and Agent Stats

Queue Metrics and Agent Stats

This section contains Tables of queue metrics and agent statistics.

Queue Metrics

The following Table lists queue metrics, and maps Advisors metrics to Stat Server metrics.

Stat Server

Metric Filtered

Advisors Metric Time Profile Time Range

ACWTimeHalf Informiam.Queue_Aftdra§i3l0Minskiimiag  N/A Yes
ACWTimeTo5 Informiam.Queue_Aftdag@MiNerk_Time  N/A Yes
ACWTimeToday Informiam.Queue_Afteé®dn@@lbyork Time N/A Yes
AnswerWaitTimeHalf Informiam.Total_Time s@®dhiasGrowing N/A Yes
AnswerWaitTimeTo5 Informiam.Total_Time Las@hsiner N/A Yes
AnswerWaitTimeTodaynformiam.Total_Time Joefeswer N/A Yes
CallsAnswered

Half Informiam.Total_Calls lerss3@vedsGrowing N/A Yes
CallsAnsweredTo5 Informiam.Total_Calls _lfastBidias N/A Yes
CallsAnswered

Today Informiam.Total_Calls @mshayed N/A Yes
CallsClearedTo5 Informiam.TotalCalls_Clesh®dins N/A Yes
CallsClearedHalf ~ Informiam TotalCalls_GRER0 g"‘s' N/A Yes
CallsCleared

Today Informiam.TotalCalls_Qeafealy, Growing N/A Yes
CallsEnteredHalf Informiam.TotalCalls_HRetsaaMins N/A Yes
CallsHandledHalf Informiam.Queue_Callsast30dMasGrowing  N/A Yes
CallsHandledTo5 Informiam.Queue_Callsast&iviled N/A Yes
CallsHandled

Today Informiam.Queue_Call@nid@agied N/A Yes
CallsOfferedHalf Informiam.Total_Calls labi@0MinsGrowing N/A Yes
CallsOfferedTo5 Informiam.Total_Calls LlebidMichs N/A Yes
CallsOffered Informiam.Total_Calls Omeid N/A Yes
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Advisors Metric

Today

CallsOutTo5
CallsOutHalf
CallsOutToday
ExpectedDelay
HandleTimeHalf
HandleTimeTo5
HandleTime

Today

RouterCalls

AbandQHalf

RouterCalls

AbandQTo5

RouterCalls

AbandQToday

RouterCallsQ

Now

RouterCallsQ

NowTime

RouterLongest

CallQ

Servicelevel

AbandHalf

ServicelLevel

AbandTo5

ServicelLevel

AbandToday

Servicelevel

CallsHalf

ServicelLevel

Stat Server

Metric Time Profile

Informiam.Queue_Outbesibii@alls
Informiam.Queue_OutbasiddMiad&rowing
Informiam.Queue_OutboebdyCalls
Informiam.Queue_ExplettsMifait_Time
Informiam.Queue_Harldist30MensGrowing
Informiam.Queue_HardistSMires

Informiam.Queue_Har@iheDaye

Informiam.Total_Calls lAsaBaimesGrowing

Informiam.Total_Calls _Lsssabiblomed

Informiam.Total_Calls @ivabDdgned

Informiam.CurrNumbetWbatirogDalisult

Informiam.Total_Time G eatgrDafksult

Informiam.CurrMaxCalbl&ttayDafault

Informiam.ServiceLevedsihabdlinsGrowing

Informiam.ServicelLevebsbaMdns

Informiam.ServiceLev@lAdRay

Informiam.ServiceLevedsh3@MirsdGrowing

Informiam.ServicelLevebshSMared

Time Range

N/A
N/A
N/A
N/A
N/A
N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

LessThan20Secs

LessThan20Secs

LessThan20Secs

LessThan20Secs

LessThan20Secs

Yes
Yes
Yes
Yes
Yes
Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Filtered
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Stat Server

Advisors Metric Metric Time Profile Time Range Filtered
CallsTo5
ServicelLevel
CallsToday Informiam.ServiceLev@AeBagred LessThan20Secs Yes
ServicelLevel GreaterThan20
CallsOnHoldHalf Informiam.ServicelLevelSal 6@EiidoWte] Secs Yes
ServicelLevel GreaterThan20
CallsOnHoldTo5 Informiam.ServicelLevedsaibOmd{old_Total Secs Yes
ServicelLevel GreaterThan20
CallsOnHold Today Informiam.ServicelLevéltaeDs@rGtoldidgtal Secs Yes
ServicelLevel GreaterThan20
c Informiam.ServiceLevéhdl:st@rﬂ)bﬁaigt’furrenfs Yes
allsQHeld ecs
TalkTimeHalf Informiam.Queue_Talk dst3®MinsGrowing N/A Yes
TalkTimeTo5 Informiam.Queue_Tall d$tuddMins N/A Yes
TalkTimeToday Informiam.Queue_TalkOhieDay N/A Yes
Agent Statistics
The following Table lists agent statistics.
Advisors Metric Stat Server Metric Time Profile Filtered
AgentState Informiam.CurrentAgentSta@ellectorDefault No
DateTimelogin Informiam.Informiam.CurrT@allecyjarDefault No
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