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Performance Management Advisors Metrics Reference Guide

Performance Management Advisors Metrics
Reference Guide

This document contains the tables of metrics associated with Performance Management Advisors
Frontline Advisor, Contact Center Advisor, and Workforce Advisor.

Performance Management Advisors Metrics Reference Guide 3



Frontline Advisor

Frontline Advisor

The Tables in this section give descriptions and definitions of Frontline Advisor metrics.
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FA State Source Metrics

The following tables show the list of source metrics populated by the data contributor(s). These
tables also show how the source metrics are populated from the Genesys platform.

The format for the login timestamp is locale specific.

For English it is HH12:MI:SS AM MM/DD/YYYY.

For German it is HH24:MI:SS DD/MM/YYYY.

Source Metrics Retrieved for Each Agent

The source metrics in the following Table all relate to stored procedure
FA Update State Source_Metric.
Current Skill Group and Call Type metrics are available only in the Cisco environment.

Source Metric Name Description
CurrentState (state) The current state of the agent.
LoginTime (loginT) The login timestamp for an agent.
TimelnCurrentState (stateT) The time the agent has been in the current state.
ReasonCode (rcode) ngnrfasons attached to the current state of the
Current Skill Group (sg) Current skill group of the agent
Call Type (service) Call type

Genesys Adapter Statistic Template Definitions for State Metrics

The statistic template definitions in the following Table all have the Current time profile as their
default.

Source Metric Name Genesys Metric Name
CurrentState Informiam.CurrentAgentState
LoginTime Informiam.Login_Timestamp
TimelnCurrentState Informiam.Time_CurrState
ReasonCode Informiam.Reason_Code

Each of the statistic templates defined above specifies the following values:
DBAppSpecificldColumnName: stateMetricld
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FA Performance Source Metrics

The FA Administrator can set up to three time profiles. The time profiles can be set to any integer
from 1 to 1440 and are not confined to a specific set. Each of the statistic templates defined below

specifies the following values:

DBAppSpecificldColumnName: patternNum.
Filtered metrics are disabled by default. For information about enabling filtered metrics, see Genesys
Performance Management Advisors 8.1 Deployment Guide.

Voice

Source Metric Name

CallsHandled (nch)

CallsTransferred (nct)

LongestTalkTime (Itt)

LongestWrapTime (lacw)

Total ACD Inbound ACW Time
(ACDInboundACW)

Total ACW Time (totalACW)

TotalHandleTime (tht)

totalLoggedinl

Total Non ACD Inbound ACW Time
(nonACDInboundACW)

Total Not Ready Time
(totalNotReady)

Total Not Ready Time - Type X
(totalNotReadyT X)

Description

Number of calls handled by the
agent.

Number of calls transferred by
the agent.

The longest talk time of calls
handled by the agent in the last
XX minutes.

The maximum amount of time an
agent spent on After Call Work in
the last xx minutes.

Total amount of time spent
performing after-call work for
inbound calls.

Total amount of time spent
performing after-call work for all
voice calls.

The total amount of time an
agent spent handling calls in the
last xx minutes. Handle time
includes talk time and after-call
work.

NOTE: The totalLoggedIn metric
cannot be viewed on the
dashboard. The totalLoggedin
metric is used only for
intermediate calculations.

Total amount of time spent
performing after-call work for
inbound non-ACD calls.

Total amount of time in the Not
Ready state.

The total amount of time in a
specific Not Ready state. For
example, in your enterprise, the
Total Not Ready Time - Type 1

Metric Filter Required

None

None

None

None

Yes

(Filter for ACD interactions.)

None

None

None

Yes

(Filter for non-ACD interactions.)

None

Yes

(Filter for Not Ready Time. One filter
required for each Type used. For example,
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FA Performance Source Metrics

Source Metric Name

NOTE: Where X=1, 2, 3, ... 9. That is,
there are 9 totalNotReadyT source
metrics.

Total Number of ACD Calls
(ACDCalls)

Total Number of Consult Calls
(consultCalls)
Total Number of Internal Calls
(internalCalls)

Total Number of Non ACD Calls
(nonACDCalls)

Total Number of Outbound Calls
(outboundcCalls)

Total Other ACW Time
(otherACW)

Total Outbound ACW Time
(outboundACW)

Total Ready Time (totalReady)

TotalTalkTime (ttt)

Total Time In ACD Calls
(totalACD)

Total Time In Consult Calls
(totalConsult)
Total Time In Internal Calls
(totallnternal)

Total Time In Non ACD Calls
(totalNonACD)

Total Time In Outbound Calls
(totalOutbound)

TotalWrapTime (tacw)

Description

may be the total time spent on
breaks.

Total number of ACD calls.

The total number of consult calls.

Total number of internal calls.

Total number of non-ACD calls.

Total number of outbound calls.

Total amount of time spent
performing after-call work for
internal and consult calls, as well
as after-call work that cannot be
associated with any call.

Total amount of time spent
performing after-call work for
outbound calls.

Total amount of time in the
Ready state.

The total amount of time an
agent spent talking on calls in
the last xx minutes.

Total amount of time spent in
ACD calls.

Total amount of time spent in
consult calls.

Total amount of time spent in
internal calls.

Total amount of time spent in
non-ACD calls.

Total amount of time spent in
outbound calls.

The total amount of time an
agent spent handling calls in the
last xx minutes.

Metric Filter Required

if you define a Total Not Ready Time Type
1 and Total Not Ready Time Type 2, you
require two filters.)

Yes

(Filter for ACD interactions.)

None

None

Yes

(Filter for non-ACD interactions.)

None

None

None

None

None

Yes

(Filter for ACD interactions.)

None

None

Yes

(Filter for non-ACD interactions.)

None

None
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Web Chat

Source Metric Name

ChatInProcess (wlnProc)

ChatAccepted (wAcpt)

ChatRejected (wRjct)

ChatTimedOut (wTO)

ChatTransferred (wTxfrs)

ChatHandled (wH)

ChatOffered (wOffered)

ChatHandleTime (wHT)

Email

Source Metric Name

EmaillnProcess (elnProc)

EmailAccepted (eAcpt)

EmailRejected (eRjct)

EmailTimedOut (eTO)

EmailTransferred (eTxfrs)

EmailHandled (eH)

Description

Number of chat interactions
currently in process for the agent
in the last xx minutes.

Number of chat interactions
accepted by the agent in the last
XX minutes.

Number of chat interactions
rejected by the agent in the last
XX minutes.

Number of chat interactions
timed out for the agent in the
last xx minutes.

Number of chat interactions
transferred by the agent in the
last xx minutes.

Number of chat interactions
handled by the agent in the last
XX minutes.

Number of chat interactions
offered to the agent in the last xx
minutes.

Total handle time for all the chat
interactions handled by the
agent in the last xx minutes.

Description

Number of e-mail interactions
currently in process for the agent
in the last xx minutes.

Number of e-mail interactions
accepted by the agent in the last
XX minutes.

Number of e-mail interactions
rejected by the agent in the last
XX minutes.

Number of e-mail interactions
timed out for the agent in the
last xx minutes.

Number of e-mail interactions
transferred by the agent in the
last xx minutes.

Number of e-mail interactions
handled by the agent in the last
XX minutes.

Metric Filter Required

None

None

None

None

None

None

None

None

Metric Filter Required

None

None

None

None

None

None
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Source Metric Name Description Metric Filter Required
Number of e-mail interactions
EmailOffered (eOffered) offered to the agent in the last xx None
minutes.

Total handle time for all the e-
EmailHandleTime (eHT) mail interactions handled by the None
agent in the last xx minutes.

Genesys Adapter Statistic Template Definitions for Performance Metrics

Each performance metric can be enabled for each of the three configurable Time Profiles. These time
profiles can be Sliding or Growing, with any interval desired. (Genesys recommends that the time

interval should divide an hour or day evenly.)
Voice

Source Metric Name
CallsHandled (nch)
CallsTransferred (nct)
(totalLoggedin)
LongestTalkTime (ltt)
LongestWrapTime (lacw)
Total ACD Inbound ACW Time (ACDInboundACW)1
Total ACW Time (totalACW)1
TotalHandleTime (tht)

Total Non ACD Inbound ACW Time
(nonACDInboundACW)1

Total Not Ready Time (totalNotReady)1l

Total Not Ready Time - Type X (totalNotReadyT X)
Total Number of ACD Calls (ACDCalls)

Total Number of Consult Calls (consultCalls)
Total Number of Internal Calls (internalCalls)
Total Number of Non ACD Calls (nonACDCalls)
Total Number of Outbound Calls (outboundCalls)
Total Other ACW Time (otherACW)

Total Outbound ACW Time (outboundACW)

Total Ready Time (totalReady)

TotalTalkTime (ttt)

Total Time In ACD Calls (totalACD)

Total Time In Consult Calls (totalConsult)

Total Time In Internal Calls (totallnternal)

Genesys Metric Name
Informiam.Interactions_Processed
Informiam.Total_Calls_Transferred
Informiam.Total_LoggedIn_Time
Informiam.Longest_Call
Informiam.Longest ACWCall
Informiam.Total_Inbound_ACW_Voice_Time
Informiam.Total_All_ACW_Voice_Time

Informiam.Total_Handle_Time
Informiam.Total_Inbound_ACW_Voice_Time

Informiam.Total_NotReady Time
Informiam.Total_NotReady _Time
Informiam.Total_Number_Inbound_Unknown_Voice Calls
Informiam.Total_Number_Consult_Calls
Informiam.Total_Number_Internal Voice_Calls
Informiam.Total_Number_Inbound_Unknown_Voice_Calls
Informiam.Total_Number_Outbound_Voice Calls
Informiam.Total_Time_Other_ACW_Voice_Time
Informiam.Total_Outbound_ACW_Voice Time
Informiam.Total_Ready Status Time
Informiam.Total_Talk_Time
Informiam.Total_Inbound_Status_Voice_Time
Informiam.Total_Consult_Status_Time
Informiam.Total_Internal_Status_Voice Time
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Source Metric Name

Total Time In Non ACD Calls (totaINonACD)
Total Time In Outbound Calls (totalOutbound)

TotalWrapTime (tacw)
Web Chat

Source Metric Name
ChatInProcess (wInProc)
ChatAccepted (wAcpt)

ChatRejected (wRjct)
ChatTimedOut (wTO)
ChatTransferred (wTxfrs)
ChatHandled (wH)
ChatOffered (wOffered)
ChatHandleTime (wHT)

Email

Source Metric Name
EmaillnProcess (elnProc)
EmailAccepted (eAcpt)
EmailRejected (eRjct)
EmailTimedOut (eTO)
EmailTransferred (eTxfrs)
EmailHandled (eH)

EmailOffered (eOffered)
EmailHandleTime (eHT)

Genesys Metric Name

Informiam.Total_Inbound_Status_Voice_Time
Informiam.Total_Outbound_Status Voice Time

Informiam.Total ACW_Time

Genesys Metric Name
Informiam.Chat_InProcessing
Informiam.Chat_Accepted
Informiam.Chat_Total_Rejected
Informiam.Chat_Total_TimedOut
Informiam.Chat_Total_Transferred
Informiam.Chat_Total_Handled
Informiam.Chat_Total Offered
Informiam.Chat_Total_HandleTime

Genesys Metric Name
Informiam.Email_InProcessing
Informiam.Email_Accepted
Informiam.Email_Total_Rejected
Informiam.Email_Total_TimedOut
Informiam.Email_Total Transferred
Informiam.Email_Total_Handled
Informiam.Email_Total Offered
Informiam.Email_Total_HandlingTime

Performance Management Advisors Metrics Reference Guide
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FA Rule Source Metrics

The rule source metrics in the following Table are retrieved for each agent, and they all relate to
stored procedure FA_Update_Rule_Source Metric.

Source Metric Name Description

Number of calls handled in the last xx minutes
Rule 1 - Number of Short Calls (too few) where the talk time of the call was less than a
certain amount of time.

Number of calls handled in the last xx minutes
Rule 2 - Number of Short Calls (too many) where the talk time of the call was less than a
certain amount of time.

Number of calls handled in the last xx minutes
Rule 3 - Number of Long Calls (too few) where the talk time of the call was more than a
certain amount of time.

Number of calls handled in the last xx minutes
Rule 4 - Number of Long Calls (too many) where the talk time of the call was more than a
certain amount of time.

Number of calls handled in the last xx minutes
Rule 5 - Number of Short Wraps (too few) where the wrap time was less than a certain
amount of time.

Number of calls handled in the last xx minutes
Rule 6 - Number of Short Wraps (too many) where the wrap time was less than a certain
amount of time.

Number of calls handled in the last xx minutes
Rule 7 - Number of Long Wraps (too few) where the wrap time was more than a certain
amount of time.

Number of calls handled in the last xx minutes
Rule 8 - Number of Long Wraps (too many) where the wrap time was more than a certain
amount of time.

Rule 9 - Number of Calls Put On Hold (too few) Number of calls put on hold in the last xx minutes.
Rule 10 - Number of Calls Put on Hold (too many) Number of calls put on hold in the last xx minutes.
Rule 11 - Number of Calls Transferred (too few) Number of calls transferred in the last xx minutes.
Rule 12 - Number of Calls Transferred (too many) Number of calls transferred in the last xx minutes.

Genesys Statistic Template Definitions for Rule Source Metrics

The following Table shows Genesys Adapter statistic template definitions for rule source metrics.

Source Metric Name Genesys Metric Name
Rule 1 - Number of Short Calls (too few) Informiam.Interactions_Processed_inTRange
Rule 2 - Number of Short Calls (too many) Informiam.Interactions_Processed_inTRange
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Source Metric Name Genesys Metric Name
Rule 3 - Number of Long Calls (too few) Informiam.Interactions_Processed_inTRange
Rule 4 - Number of Long Calls (too many) Informiam.Interactions_Processed_inTRange
Rule 5 - Number of Short Wraps (too few) Informiam.Total ACW_Calls_inTRange
Rule 6 - Number of Short Wraps (too many) Informiam.Total ACW_Calls_inTRange
Rule 7 - Number of Long Wraps (too few) Informiam.Total ACW_Calls_inTRange
Rule 8 - Number of Long Wraps (too many) Informiam.Total ACW_Calls_inTRange
Rule 9 - Number of Calls Put On Hold (too few) Informiam.Total_Calls_On_Hold
Rule 10 - Number of Calls Put on Hold (too many) Informiam.Total_Calls_On_Hold
Rule 11 - Number of Calls Transferred (too few) Informiam.Total_Calls_Transferred
Rule 12 - Number of Calls Transferred (too many) Informiam.Total_Calls_Transferred

Each of the statistic templates defined above specifies the following values:
DBAppSpecificldColumnName: ruleld

For all the rule statistic templates, the default time range and default time profile are not defined.
When a statistic based on a rule statistic template is issued, FA passes across both the time profile
and the time range as overrides. These values are based on the settings of the rule for that particular
agent.

Performance Management Advisors Metrics Reference Guide 12
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Ul Displayed Metrics

The tables in this section show the list of source metrics displayed on the user interface. This section
also shows how some of the source metrics are translated into calculated metrics which are displayed
on the Ul. These metrics are defined in the FA_Threshold Patterns and FA_State Metrics tables for
performance and state metrics respectively.

The Type column defines whether the metric is sourced directly from a source metric (raw), or
whether it is calculated from a set of source metrics (calc). The Calculation column states the formula
used to calculate the metric using the source metric value defined for the agent. The team and
supervisor calculations are based on the source metric value defined for all the agents under the
respective team or the supervisor

For multimedia metrics the metric internal names contain prefixes indicating the following:

e w —web chat

e e —e-mail

Multimedia metrics (e-mail & web chat) are available only in a Genesys environment.

Metrics for Agents

The following Tables show state and performance metrics (voice and multimedia) displayed for
agents.

State Metrics Displayed for Agents

The following Table shows state metrics displayed for agents.

Metric Name Type Calculation
CurrentState (state) Raw N/A
LoginTime (loginT) Raw N/A
TimelnCurrentState (stateT) Raw N/A
ReasonCode (rcode) Raw N/A
Current Skill Group (sg) Raw N/A
*Call Type (service) Raw N/A

Agent ID and Alert State display in the Column Chooser with other agent state metrics, but they are
not source metrics. Agent ID is part of the agent information fetched when FA loads the hierarchy.
Alert Status is based on the number of rule violations for an agent.

The following agent state thresholds (which you can define in the Frontline Advisor Admin) are
evaluated based on the CurrentState (state) and TimelnCurrentState (stateT) source metrics:
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¢ AgentNotReady (ANR)

¢ AgentonHold (AOH)

* AgentReady (AR)

e AgentTalking (AT)

¢ AgentWorkNotReady (AWNR)
* AgentWorkReady (AWR)

There is not a one-to-one relationship between each agent state threshold and a source metric. The
agent state thresholds apply only when the agent is in one of the preceding states. For example,
when the agent is on hold, the AOH threshold is evaluated against the time the agent remains on
hold. This contrasts with performance thresholds where there is a one-to-one association between
threshold and metric. For example, you can specify thresholds for Average Handle Time (AHT) for an
agent. That threshold is evaluated against the associated AHT source metric.

Performance Metrics Displayed for Agents

The following Table shows performance metrics (voice and multimedia) displayed for agents.

Voice

Metric Name
CallsHandled (nch)
CallsTransferred (nct)
LongestTalkTime (ltt)
LongestWrapTime (lacw)

% of Time in ACD Inbound
(pctACDInbound)

% of Time in Non-ACD Inbound
(pctNonACDInbound)

% of Time in Consult (pctConsult)
% of Time in Internal (pctinternal)
% of Time in Outbound
(pctOutbound)

AverageHandleTime (aht)

AverageTalkTime (att)
AverageWrapTime (aacw)

Consult Average Handle Time
(avgConsult)

Raw
Raw
Raw
Raw

Calc

Calc

Calc
Calc

Calc

Calc

Calc
Calc

Calc

Type

Calculation
N/A
N/A
N/A
N/A
100*totalACD/totalLoggedIin

NOTE: Dependent on filtered agent-level
metrics. This metric is disabled by
default.

100*totalNonACD/totalLoggedIn
NOTE: Dependent on filtered agent-level

metrics. This metric is disabled by
default.

100*totalConsult/totalLoggedin
100*totallnternal/totalLoggedin

100*totalOutbound/totalLoggedIin

Talk Time + Wrap Time + Hold
Time

ttt/nch
tacw/nch

totalConsult/consultCalls

Performance Management Advisors Metrics Reference Guide
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Metric Name

Inbound ACD Average Handle
Time (avgACDInbound)

Inbound Non-ACD Average
Handle Time
(avgNonACDInbound)1

Internal Average Handle Time
(avglinternal)

Outbound Average Handle Time
(avgOutbound)

Web Chat

Metric Name
ChatInProcess (wInProc)
ChatAccepted (wAcpt)
ChatRejected (wRjct)

ChatPercentageRejected
(wRjctPct)

ChatTimedOut (wTO)

ChatPercentageTimedOut
(wTOPct)

ChatTransferred (wTxfrs)
ChatHandled (wH)

ChatOffered (wOffered)
ChatHandleTime (wHT)
ChatAverageHandleTime (wWAHT)

Email

Metric Name
EmaillnProcess (elnProc)
EmailAccepted (eAcpt)
EmailRejected (eRjct)

EmailPercentageRejected
(eRjctPct)

EmailTimedOut (eTO)

EmailPercentageTimedOut
(eTOPct)

EmailTransferred (eTxfrs)

Calc

Calc

Calc

Calc

Raw
Raw
Raw

Calc
Raw
Calc

Raw
Raw
Raw
Raw
Calc

Raw
Raw
Raw

Calc
Raw
Calc

Raw

Type

Type

Type

Calculation
totalACD/ACDCalls

NOTE: Dependent on filtered agent-level
metrics. This metric is disabled by
default.

totaINonACD/nonACDCalls

NOTE: Dependent on filtered agent-level
metrics. This metric is disabled by
default.

totallnternal/internalCalls

totalOutbound/outboundCalls

Calculation
N/A
N/A
N/A

(wRjct)*100/(wOffered)
N/A
(wTO)*100/ (wOffered)

N/A
N/A
N/A
N/A
WHT/ wH

Calculation
N/A
N/A
N/A

(eRjct)*100/(eOffered)
N/A
(eTO)*100/(eOffered)

N/A

Performance Management Advisors Metrics Reference Guide
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Metric Name
EmailHandled (eH)
EmailOffered (eOffered)
EmailHandleTime (eHT)
EmailAverageHandleTime (eAHT)

Raw
Raw
Raw
Calc

Type

Metrics for Teams and Supervisors

Calculation
N/A
N/A
N/A
eHT/ eH

The following Tables show state and performance metrics for teams and supervisors.

State Metrics for Teams and Supervisors

Metric Name
AgentsinLoggedState (Logged)

AgentsinNotReadyState (Not
Ready)

AgentsinReadyState (Ready)

AgentsinTalkingState (Talking)

AgentsinAfterCallWorkState
(Wrap)

AgentsinHoldState (Hold)

TotaINumberOfAgents (Total)

Performance Metrics for Teams and Supervisors

Calc

Calc

Calc

Calc

Calc

Calc

Calc

Type

Calculation

COUNT(Agents in the team)
where state=1 (Logged In)

COUNT(Agents in the team)
where state=113 (Not Ready)

COUNT(Agents in the team)
where state=115 (Ready)

COUNT(Agents in the team)
where state=107 (Talking)

COUNT(Agents in the team)
where state=117 (After call work)

COUNT(Agents in the team)
where state=110 (Hold)

COUNT(Agents in the team)

The following Tables shows performance metrics (voice and multimedia) for teams and supervisors.

Voice

Metric Name

% of Time in ACD Inbound
(pctACDInbound)

% of Time in Non-ACD Inbound
(pctNonACDInbound)

Calc

Calc

Type

Calculation (Using Source
Metrics)

100*totalACD/totalLoggedIn
NOTE: Dependent on filtered agent-level

metrics. This metric is disabled by
default.

100*totalNonACD/totalLoggedin

NOTE: Dependent on filtered agent-level
metrics. This metric is disabled by

Performance Management Advisors Metrics Reference Guide
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Metric Name

% of Time in Consult (pctConsult)
% of Time in Internal (pctinternal)

% of Time in Outbound
(pctOutbound)

CallsHandled (tnch)
CallsTransferred (tnct)

Consult Average Handle Time
(avgConsult)

Inbound ACD Average Handle
Time (avgACDInbound)

Inbound Non-ACD Average
Handle Time
(avgNonACDInbound)1

Internal Average Handle Time
(avglinternal)

LongestTalkTime (tltt)
LongestWrapTime (tlacw)

Outbound Average Handle Time
(avgOutbound)

AverageHandleTime (taht)
AverageTalkTime (tatt)

AverageWrapTime (taacw)

Web Chat

Metric Name

ChatinProcess (team_wInProc)
ChatAccepted (team_wAcpt)
ChatRejected (team_wRjct)

ChatPercentageRejected
(team_wRjctPct)

ChatTimedOut (team_wTO)

ChatPercentageTimedOut
(team_wTOPct)

Calc
Calc

Calc

Calc
Calc

Calc

Calc

Calc

Calc

Calc
Calc

Calc

Calc
Calc
Calc

Calc
Calc
Calc

Calc
Calc

Calc

Type

Type

Calculation (Using Source
Metrics)

default.

100*totalConsult/totalLoggedin
100*totallnternal/totalLoggedin
100*totalOutbound/total

Loggedin

SUM(nch)
SUM(nct)

totalConsult/consultCalls

totalACD/ACDCalls
NOTE: Dependent on filtered agent-level

metrics. This metric is disabled by
default.

totalNonACD/nonACDCalls
NOTE: Dependent on filtered agent-level

metrics. This metric is disabled by
default.

totallnternal/internalCalls

MAX(Itt)
MAX(lacw)

totalOutbound/outboundCalls

SUM(tht)/SUM(nch)
SUM(ttt)/SUM(nch)
SUM(tacw)/SUM(nch)

Calculation (Using Source
Metrics)

SUM(wInProc)
SUM(wAcpt)
SUM(wRjct)

SUM(wRjct)*100/SUM(wOffered)
SUM(wTO)

SUM(wTO)*100/SUM(wOffered)
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Metric Name

ChatTransferred (team_wTxfrs)
ChatHandled (team_wH)
ChatOffered (team_wOffered)
ChatHandleTime (team_wHT)

ChatAverageHandleTime
(team_wAHT)

Email

Metric Name

EmaillnProcess (team_elnProc)
EmailAccepted (team_eAcpt)
EmailRejected (team_eRjct)

EmailPercentageRejected
(team_eRjctPct)

EmailTimedOut (team_eTO)

EmailPercentageTimedOut
(team_eTOPct)

EmailTransferred (team_eTxfrs)
EmailHandled (team_eH)
EmailOffered (team_eOffered)
EmailHandleTime (team_eHT)

EmailAverageHandleTime
(team_eAHT)

Calc
Calc
Calc
Calc

Calc

Calc
Calc
Calc

Calc
Calc
Calc

Calc
Calc
Calc
Calc

Calc

Type

Type

Calculation (Using Source
Metrics)

SUM(wTxfrs)
SUM(wH)
SUM(wOffered)
SUM(WHT)

SUM(WHT)/SUM(wH)

Calculation (Using Source
Metrics)

SUM(elnProc)
SUM(eAcpt)
SUM(eRjct)

SUM(eRjct)*100/SUM(eOffered)
SUM(eTO)
SUM(eTO)*100/SUM(eOffered)

SUM(eTxfrs)
SUM(eH)
SUM(
SUM(eHT)

SUM(eHT)/SUM(eH)
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FA Stat Server Metrics

The following Table lists Stat Server metrics. Unlike other Genesys Reporting applications and tools,
when you change the stat type in the Stat Server configuration, that does not change the
corresponding source metric behavior in Advisors. The Advisors source metric definitions are stored in
the GENESYS_SS SOURCE_METRICS Platform database table. You must edit the definitions in that
database table if you require an update.

Stat Server Metric

Metric ID Definition Conversion Type
Name
Category=AverageTime
. MainMask=Calllnbound,
Informiam.AverHandleStatusalloutbound, AfterCallWork
1 Objects=Agent, Place, None

Time GroupAgents, GroupPlaces
RelMask=Calllnbound,
CallOutbound
Subject=AgentStatus

Category=AverageTime

MainMask=Calllnbound,
CallOutbound
2 Informiam.AverTalkStatusTiffpeects=Agent, Place, None
roupAgents, GroupPlaces
RelMask=Calllnbound,
CallOutbound
Subject=AgentStatus

Category=TotalNumber

MainMask=
CallAnsweredinbound,

3 Informiam.CallsAnswered callAnsweredUnknown None
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

MainMask=CallAnsweredInbound,
CallAnsweredUnknown,
4 Informiam.CallsOffered CaIIAbandonedFromRingingInbounlqOne
’ CallAbandonedFromRingingUnknown
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=CurrentNumber

MainMask=*, ~LoggedOut,

. sMNotMonitored

5 Informlam.CurrAgentsLogg%(gljﬁéfctFGroupAgentS’ None
GroupPlaces
Subject=AgentStatus

6 Informiam.Current_Calls_ Category=CurrentNumber None
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Stat Server Metric

Metric ID Name

Inbound

7 Informiam.Current_CaIIs_Otg%'rL”tema" CallConsult

Informiam.Current_Calls_

Outbound

9 Informiam.Cu rrentAgentStagg

10

Informiam.CurrentReadyAgené§gedOut, ~NotMonitored

Definition Conversion Type

Description=Current number
of inbound calls being
handled.
MainMask=Calllnbound
Objects=Agent, GroupAgents,
GroupPlaces, Place
Subject=AgentStatus

Category=CurrentNumber

MainMask=CallUnknown,

ects=Agents, None
GroupAgents, GroupPlaces
Subject=AgentStatus

Category=CurrentNumber

Description=Current number
of outbound calls being
handled.
MainMask=CallOutbound
Objects=Agent, GroupAgents,
GroupPlaces, Place
Subject=AgentStatus

None

Category=CurrentState

inMask=*
jects=Agent
Subject=AgentStatus

agentStateMapping

Category=CurrentNumber

MainMask=%*,

~NotReadyForNextCall,

None
Objects=GroupAgents,

GroupPlaces

Subject=AgentStatus

Category=CurrentMaxTime

Informiam.CurrMaxCallWaiting .\ _ 2 iwait

11

Time

Objects=Queue, RoutePoint, None
GroupQueues

Subject=DNAction

Category=CurrentNumber

Informiam.CurrNumberACV\{VlainMask:AfterC‘_j”WOrk

12

Statuses

Objects=GroupAgents, None
GroupPlaces

Subject=AgentStatus

Category=CurrentNumber

Informiam.CurrNumberHold,, .\ 16nHold

13

Statuses

Objects=GroupAgents, None
GroupPlaces

Subject=AgentStatus
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14

15

16

91

17

18

109

105

19

Metric ID

Stat Server Metric

Name Definition Conversion Type

Category=CurrentNumber

. MainMask=NotReadyForNextCall
Informiam.CurrNumberNotRepd ysSiatdis@gents, None

GroupPlaces
Subject=AgentStatus

Category=CurrentNumber
IIqformiam'CurrNumberReag/PéinMask=WaitForNextCaII

Objects=GroupAgents, None
GroupPlaces
Subject=AgentStatus

Statuses

Category=CurrentNumber

Description=Current Number
Informiam.CurrNumberWaitsngalls waiting in Queue
Formula=DCID
Calls MainMask=CallWait
Objects=Queue, RoutePoint,
GroupQueues
Subject=DNAction

None

Category=CurrentNumber

MainMask=Calllnbound,

Callinternal, Call Consult,

CallUnknown, CallOnHold, None
CallOutbound

Objects=Agent, GroupAgents
Subject=AgentStatus

Informiam.CurrentNumber

Handling

Category=CurrentContinuousTime

Informiam.CurrTotalLoginTi %\Egﬂiiﬁzn’{ LoggedOut None

Subject=AgentStatus

Category=TotalNumber

Informiam.Calls_Received_ MainMask=Calllnbound
Objects=Agent, Place, None
Inbound GroupAgents, GroupPlaces
Subject=Action
Media Type=Voice

Category=CurrentContinuousTime

Informiam.Login_Timestam @g}gg"tzi'i;n: LoggedOut

Subject=AgentStatus

Timestamp

Category=MaxTime

Informiam. Longest_ACWCamgjigc"’t':i'rgfrfterca”Work None

Subject=DNAction

Informiam.LongestAvailAge@ategory=CurrentMaxTimeNone
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Metric ID

102

107

20

21

22

23

100

106

112

Stat Server Metric

Name Definition Conversion Type

MainMask=WaitForNextCall
Objects=GroupAgents
Subject=AgentStatus

Category=MaxTime

MainMask=Calllnbound,
Informiam.Longest Call  callunknown None

Objects=Agent

Subject=DNAction

Category=
CurrentStateReasons

Informiam.Reason_Code  MainMask=* ReasonCode
Objects=Agent
Subject=DNAction

Category=TotalNumberinTimeRange

. . MainMask=CallAbandoned
Informiam.ServiceLevelAbaosiects=Queue, RoutePoint, None
GroupQueues
Subject=DNAction

Category=TotalNumberInTimeRange
Informiam.Servicelevel MainMask=CallAnswered
Objects=Queue, RoutePoint, None
GroupQueues
Subject=DNAction

Answered

Category=CurrentNumberinTimeRange

MainMask=CallWait
Informiam.ServicelLevelCallsBptiotdueusrrmitepoint, None

GroupQueues

Subject=DNAction

Category=TotalNumberinTimeRange

MainMask=CallWait
Informiam.ServicelLevelCalleBptiotduEataRoutepoint, None

GroupQueues

Subject=DNAction

Category=CurrentTime

MainMask=*
Objects=Agent
Subject=AgentStatus

Informiam.Time_CurrState None

Category=TotalNumberinTimeRange

Informiam.Total_ACW_Cal Isﬁ@jigggﬂjgé\ﬁerca”work None

ent
Subject=DNAction

Informiam.Interactions_ProcessmbripFRatradumberinTidd@Range
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Stat Server Metric

Metric ID Name

Definition Conversion Type

MainMask=Calllnbound
Objects=Agent
Subject=Action

Category=TotalTime

MainMask=AfterCallWork

24 Informiam.Total_ACW_Time Objects=Agent, Place, None
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

MainMask=AfterCallWork

90 Informiam.TotaINumberACVébjects=Agent, GroupAgents None
Subject=DNAction
MediaType=voice

Category=TotalAdjustedTime

MainMask=AfterCallWorkinbound

500 Informiam.Total_Inbound_A@?g@p Jﬁrﬁimﬁﬁﬁims None
Subject=DNStatus
MediaType=voice

Category=TotalAdjustedTime

Informiam.Total_Outbound_MainMask=AfterCallWorkOutbound
Objects=Agent, Place,
501 ACW_Voice_Timel GroupAgents, GroupPlaces None
Subject=DNStatus
MediaType=voice

Category=TotalAdjustedTime

MainMask=AfterCallWorkUnknown,
Informiam.Total_Time_OthenfterCallWorkinternal,
502 AfterCallWorkConsult
ACW_Voice_Timel Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNStatus
MediaType=voice

None

Category=TotalAdjustedTime

MainMask=AfterCallWorkinbound,
AfterCallWorkUnknown,

Informiam.Total_All_ACW_ AfterCallWorkinternal,
AfterCallWorkConsult,AfterCallWor

503 Voice _Timel Outbound None

Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNStatus
MediaType=voice

) Category=TotalNumber
Informiam.Total_Calls_
Description=Total number of
25 Abandoned new calls abandoned None
MainMask=CallAbandonedFromRinginginbound,
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Metric ID

26

27

108

101

104

505

506

Stat Server Metric
Name

Definition

Conversion Type

CallAbandonedFromRingingUnknown,

CallAbandonedinbound,
CallAbandonedUnknown
Objects=GroupQueues,
Queue, RoutePoint
Subject=DNAction

Category=TotalNumber

Description=Total number of
new calls answered
Formula=DCID

Informiam.Total_Calls_ Answesedhask=CallAnsweredinbound, None

Informiam.Total_Calls_InbownghMask=CallEnteredinbound,

CallAnsweredUnknown
Objects=GroupQueues,
Queue, RoutePoint
Subject=DNAction

Category=TotalNumber

Description=Total number of
new calls distributed
Formula=DCID

CallEnteredUnknown
Objects=GroupQueues,

Queue, RoutePoint
Subject=DNAction

Category=TotalNumber

MainMask=CallOnHold

Informiam.Total_Calls_On_Hodghcts=Agent, Place,

Informiam.Total_Calls_

Transferred

GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber
MainMask=CallTransferMade
Objects=Agent
Subject=Action
Category=TotalTime

MainMask= Calllnbound,
Calllnternal, CallConsult,

Informiam.Total_Handle_Tinagllunknown, AfterCallWork

Informiam.Total_Number_

Inbound_Unknown_Voice_Calls1

Informiam.Total_ Number_

Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

MainMask=Calllnbound,
Callunknown

Objects=RegDN, Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction
MediaType=voice

Category=TotalNumber

None

None

None

None

None

None
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507

508

509

510

511

512

28

Stat Server Metric
Name

Outbound_Voice_Calls1

Informiam.Total_Number_

Consult_Calls1

Informiam.Total_Number_

Internal_Voice_Calls1

Informiam.Total_Inbound_

Status_Voice_Timel

Definition

MainMask=CallOutbound
Objects=RegDN, Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction
MediaType=voice

Category=TotalNumber

MainMask=CallConsult
Objects=RegDN, Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

MainMask=Calllnternal
Objects=RegDN, Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction
MediaType=voice

Category=TotalTime

MainMask=CallInbound,
Callunknown
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=AgentStatus
MediaType=voice

Category=TotalTime

Informiam.Total_Outbound_MainMask=CallOutbound

Status_Voice_Timel

Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=AgentStatus
MediaType=voice

Category=TotalTime

MainMask=CallConsult

Informiam.Total_Consult_Stabjsctdimeht, Place,

GroupAgents, GroupPlaces
Subject=AgentStatus

Category=TotalTime

MainMask=Calllnternal

Informiam.TotaI_InternaI_St&?@twetgr_‘g'i'?ﬁé '

Informiam.Total_Talk_Time

roupAgen roupPlaces
Subject=AgentStatus
MediaType=voice

Category=TotalTime

MainMask=Calllnbound,
CallUnknown, CallConsult,
Callinternal
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Conversion Type

None

None

None

None

None

None

None
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29

30

31

32

80

306

504

Metric ID

Stat Server Metric

Name Definition

MediaType=voice

Category=TotalTime

Informiam.Total_Time_To_ Description=Total time to
answer
Answer MainMask=CallAnswered

Conversion Type

None

Objects=GroupQueues,Queue,RoutePoint

Subject=DNAction

Category=TotalTime
Informiam.Total_Time_To_ MainMask=0rigDNCallWait
Objects= GroupAgents,
GroupPlaces
Subject=DNAction

Answer_Agents

Category=CurrentTime

Description=Total time for
calls waiting in queue
Informiam.Total_Time_Waitimginfiatis=Callwait
Objects=GroupQueues,
Queue, RoutePoint
Subject=DNAction

Category=RelativeTime

MainMask=Calllnbound,
CallOutbound, AfterCallWork
. L Objects=Agent, Place,
Informiam.Utilization GroupAgents, GroupPlaces
RelMask=*,
~NotReadyForNextCall,
~LoggedOut
Subject=AgentStatus

Category=TotalTime

MainMask=*, ~LoggedOut,
i Monitored
Informlam.TotaI_LoggedIn_'lg I ts=GroupAgents,
GroupPlaces
Subject=AgentStatus

Category=TotalTime

MainMask=*, ~LoggedOut,
— ~NotMonitored
Objects=GroupAgents,
GroupPlaces
Subject=AgentStatus
MediaType=voice

Informiam.Total_LoggedIn

Voice_Time

Category=TotalTime
Informiam 'TOtal—Ready—StaWasfﬁMask=WaitForNextCal|

Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=AgentStatus

Time

None

None

None

None

None

None
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Metric ID

81

89

82

83

84

85

86

308

Stat Server Metric

Name Definition

Category=TotalTime

Informiam 'TOtaI—NOtReady—MainMask=NotReadyForNextCaII

Objects=GroupAgents,
GroupPlaces
Subject=AgentStatus

Time

Category=TotalTime

. MainMask=Calllnbound,
Informiam.TotalTalkAnd CallConsult, Callunknown,
Callinternal

HoldTime Objects=Agent, GroupAgents,

Place, GroupPlaces
Subject=DNAction
MediaType=voice

Category=TotalTime

Informiam.TotalTime MainMask=Calllnbound,
Callinternal, Call Consult,
InteractionsHandled CallUnknown, CallOnHold

Objects=Agent, GroupAgents

Subject=AgentStatus

Category=TotalNumber

MainMask=CallReleased
Informiam.Queue_Calls_Hamnad|eds=qQueue,

GroupQueues, RoutePoint

Subject=DNAction

Category=TotalTime

MainMask=CallReleased
Informiam.Queue_Talk_Timebjects=Queue,

GroupQueues, RoutePoint

Subject=DNAction

Category=TotalTime

MainMask=CallReleased,
Informiam.Queue_Handle 'I’g%comp'emd
- — Objects=Queue,
GroupQueues, RoutePoint
Subject=DNAction

Category=TotalTime

Informiam.Queue_After_Call, .\ _ ACWCompleted

Objects=Queue,
GroupQueues, RoutePoint
Subject=DNAction

Work_Time

Category=CurrentState

Informiam.CurrentAgent
MainMask=LoggedIn
MembersLoggedin Objects=GroupAgents
Subject=DNAction

Conversion Type

None

None

None

None

None

None

addAgentsToGroup

Informiam.CurrAgents Category=CurrentNumber None
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Stat Server Metric

Metric ID

_LoggedIn_Voice

Definition Conversion Type

MainMask=LoggedIn
Objects=Agent, GroupAgents
Subject=DNAction
MediaType=voice

Category=TotalNumber

In1:Ormlam'Queue—OUtbounglainMask=Ca|IEnteredOutbound

87 Calls

Im‘ormiam.Queue_ExpectedgJO

88

Wait_Time

Objects=Queue, None
GroupQueues, RoutePoint
Subject= DNAction

Category=ExpectedWaitTime

ainMask=CallWait
jects=GroupQueues,

Queue, RoutePoint None
RelMask=CallDistributed,
CallAbandoned

Subject=DNAction
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CCAdv and WA

The Tables in this section give descriptions and definitions of Frontline Advisor metrics.
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CCAdv Application Voice and Alert

The following Table lists Contact Center Advisor application voice and alert metrics.

S s Source S Se.“’e’ Definition Pe_rlod/ Threshold
Internal Description Tvpe Metric (Formula) Time Type/Unit
Name yp Mapping Profile yp
Cisco
Cisco ICM Services: 5 Min
Number of  Services/Call CallsAbandQTo5 (1%'!'”9)/
sliding),
Abandoned  calls Types, i ¢ a f Above
abandoned Genesys I>nform|am.Totaleggﬁgaﬁﬁgﬁ’gapggwn Eiee
Cabn while in Virtual : start of current  Count
C
queue or Queues, RouterCaIIsAbagg%%sels:lsco half-hour),
ringing. Genesys RouterCaIlsAbandQEFay/D?”y,
Queues RouterCallsAbandQHMifice midnight)
RouterCallsAbandQToday
Cisco
Services:
100*(CallsAbandQTo5/
. CallsOfferedTo5) 5 Min
Cisco ICM . 100*(CallsAbandQH §I|in /
Percentage Services/Call Informiam.TotalCassfeldsttatdoned . 9 30
Abandoned % Of calls Types > 100*(calsAbandQTﬁ@ﬂ9), Above
A ,
abandoned Genesys RouterCaIIsAbaSSGOﬁerEdTOday) stg]rt(solpce
AbnPct ile i i ; P t
nre g’:éljelr:)r \(gll;teuuaels Informiam.TotaI_Calg:Jrr%s;ésé(asco current half- ercen
ringing Genesvs > CallsOffered 7 gpx(RouterCallsAbBRAGIosfOdaY/
: y CallsOfferedTo5) ~ Daily (since
Queues 100*(RouterCallsAbpaRftigfht)
/
CallsOfferedHalf)
100*(RouterCallsAbandQToday/
CallsOfferedToday)
100*(CallsAnsw rﬁﬁﬂoS
Accessibility % g?slgglfctlad' / ( 5 i
i . ; rolling
is a o Services/Call Informiam.Total cGaKe) ey liding)
Acc% productivity Types ) Below
metric that ! = 100*(CallsAnsweredfalf. (si
AT compares Genesys CallsAnswered i (e Percent
the total Virtual Informiarn. Total_CalsaiabatetdaHa) Stalrtg%fucr;‘”e”t
> LallsOtrere 100*(CallsAnswere F /o
calls offered ggﬁgssé ] W d&&a)’mgny_ )
to answered. Queue)é CallsOfferedToday) (Since midnight)
Cisco ICM (5 'V||Ii_n )
Services/Call rolling
Numberof = 3 .o Informiam. Total Gadé&nisveevecd8Bding),
Ans inbound Goneevs N/A
CA calls Virt Iy > CallsAnsweredHalf 30 Min (since Count
answered by Qltzeuuaes CallsAnswered CallsAnsweredToda ta|;th0f c;;rrent
, alf-hour),
agents. Genesys Today/Daily
Queues (since midnight)
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R e s Source e Se_rver Definition Pe_rnod/ Threshold
Internal Description Tvpe Metric (Formula) Time Type/Unit
Name yp Mapping Profile yp
Cisco
Services:
CallsAnsweredTo5+
Cisco ICM CallsAbandQTo5 5 Min
i Informiam. TotaIC€| e trolling/
AnsPlus Sum of the _?_erwces/Call m Wé liding),
calls ypes, = CalIsAnsweredToda Above
Aband Genesys CallsAnswered CaIIsAbandQToday
answered X 30 Min (since
Virtual Informiam.Total_Cal Abanc}e start of current  Count
CaPIsCabn agd q d Queues, > Callgl'flz)es E=CO half-hour),
abandoned.  Genesys RouterCalisabandQ 2, AECL o 17054 Today/Daily
Queues RouterCallsAbandQfg&ce midnight)
CallsAnsweredHalf+
RouterCallsAbandQHalf
CallsAnsweredToday+
RouterCallsAbandQToday
Count of
distinct
agents from
Cisco ICM Agent
Services/Call Groups
Types, _Cisco associated
ICM Skill with
) The number  Groups, application(s)
Available of agents Genesys CurrentAgentSt Ervice(s)/call Above
AA currently in Virtual (= 115) type(s)/queue(shpint in Time Count
the ready Queues, that are
state. Genesys currently in
Queues, AgentState
Genesys =
Agent
CISCO: 3
Groups ("Ready") or
Genesys: 115
("WaitForNextCall")
Count of
distinct
agents from
Cisco ICM Agent
Services/Call Groups
Types, Cisco associated
The number  ICM Skill with
o of agents Groups, )( %
AvailVoice currently Genesys oLl Agerﬂsequ% 9?(% FState Above
. ready and Virtual > type(s)/queue(shpint in Time
VoiceAA waiting for Queues, AgentVoiceReady that are Count
next voice Genesys currently
interaction. Queues, ready for
Genesys voice
Agent interactions.
Groups
Genesys:
AgentVoiceReady
= 1 CISCO:
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i) - Source = Se_rver Definition Pe_rnod/ Threshold
Internal Description Tvpe Metric (Formula) Time Type/Unit
Name yp Mapping Profile yp
AgentState = 3
Cisco ICM
Services/Call  AA
Types, Cisco  (Available):
ICM Skill
p ¢ Groups, AgentState=115
Available% erceq age (WaitForNextCall) Above
of available  GENESY e AAJSTF *100  Point in Time
AvailPCT agents over Agentstate Percent
staffed Queues, <>116(LoggedOut)
. Genesys irfl?)gl((elil\g%:/?;ﬁitored)
Queues, and A
gentState
Genesys <>102(Monitored)
Agent
Groups
Cisco:
(HandleTimeTo5
TalkTimeTo5
HoldTimeTo5)
Average /
time in CallsHandledTo5
seconds
spent on (HandIIeTimeHaIf
- TalkTimeHalf - .
after-call Cisco ICM HoldTimeHalf)/ 5 Min
Average work Services/Call . CallsHandledHalf (rolling/
After Call including T Informiam.QueudaAdtaim@aibiajarigihigne
Work entering YPES, - TalkTimé&Today Above
data, filling G_enesys > ACWTime - ] 30 Min (since
(AvgACW) out f'orms Virtual Informiam.Queue_ddfdFHamilleday)  siart of current ~ Seconds
: ueues, > CallsHandled / half-hour),
AVgACW an;ibma kéng genesys CallsHandledToday 1o4ay/Daily
. ! Y
CC);”SOU Queues Genesys: Forall  (5nce midnight)
unigue agent
necessary to groups related
complete to the
the application(s) in
- scope:
transaction. ACWTimeTo5 /
CallsHandledTo5
ACWTimeHalf /
CallsHandledHalf
ACWTimeToday
/
CallsHandledToday
Cisco ICM , Cisco .
Average Average Services/Call Informiam.TotalSErard#faiting_
Delay delay in Types, Calls > CallsQNowTime/ Above
(AvgDly) seconds for  Genesys RouterCallsQNowTirelisQNow at  — point in Time
calls Virtual Informiam.CurrNuméeyWéaitingCalls Seconds
AvgDL currently in Queues, > Genesys/Cisco
queue Genesys RouterCallsQNow  Call Types:
’ Queues RouterCallsQNow/
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i) - Source = Se_rver Definition Pe_rnod/ Threshold
Internal Description Tvpe Metric (Formula) Time Type/Unit
Name yp Mapping Profile yp
RouterCallsQNowTime
Cisco ICM
Services, 5 Min
Average Gl s ‘ HandleTimeTo5 (rolling/
, Informiam. ioTedidi
Handle Time Average Cisco Services, 0 a Quelle_dﬂéﬁdlﬁ:l_@ 'dmg)' Above
(AHT) handle time  Cisco Call Types HandleTime HandleTimeHalf 30 Min (since
in seconds Infgrwlam.gf%ue_%bﬂmfﬂmmalf start of current ~ Seconds
AHT for calls. ) > CallsHandle HandleTimeToday half-hour),
gﬁgﬁse)és Vel /CallsHandledTodayToday/Daily
Genesy's (since midnight)
Queues
ci ICM AnswerWaitTimngﬁn
isco ) /. :
Average Services/Call Informiam.Total’ Time To Ansgvlggré)”lng/
Speed to Average o« Types, _ €allshnswere ding), Above
Answer ?irr\rfévieg wal Genesys AnswerWaitTime AnswerWaitTimeHal§0 Min (since
(ASA) Virtual Informiam.Total_Calls_Answered start of current  Seconds
seconds for Queues > allsAnsweredHalf | ¢y 0 o
ASA calls offered Genesy's CallsAnswered AnswerWaitTimeTo ay/Daily
>gsince midnight)
Queues CallsAnsweredToda
Cisco ICM TalkTimeTo5 2 Nlll'.n
Services/Call | o . Queléa S (rolling/
Average Talk  Average talk  Types, ' alelmiliSiosliding), i
Time (ATT) time in Genesys > TalkTime . 30 Min (since
seconds for  Virtual Informiam.Queue_CRIKTHBRIERIT/ S of current  Seconds
ATT CallsHandledHalf
calls. Queues, > CallsHandled TalkTimeToday / half-hour),
Genesys Y/ Today/Daily
y CallsHandledToday e e
Queues
Number of
incoming Cisco
calls . . Services:
currently in Cisco
progress. Services, CallsinNow
Cisco Call wis
Calls NOTE: When Informiam.Curr@?ﬁ bound Above
Genesys 'I(';yepne:s, s 0 %pegﬁ Point in Time
CIN Queues/Virtual R y > TalkingIn all unique Count
Queues or Cisco Virtual agent/skill
Call Types, this ~ Queues, groups related
;iocraliﬁ(leated 8323?;}5 application(s) in
associated scope: Sum
unique agent/ (SGRT.TalkinglIn)
skill groups..
Number of Cisco 5 Min
CallsCleared/ calls that Genesys Informiam.Total@S[1¥' Ezared U Above
cannot be Virtual - (rolling/sliding),
s Irtua 30 Min (since
a_CallsCleared distributed GuEvEs > CallsCleared Cisco Call start of current  count
becaus_e the S — half-hour),
queue is full.
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IName/ - Source = Se_rver Definition Pe_rnod/ Threshold
nternal Description Tvpe Metric (Formula) Time Type/Unit
Name yp Mapping Profile yp
These calls Genesys ACD
negatively Queues: N/A
affect Genesys Virtual 1o aypaily
reachabi!ity CallsClearedTos  (Since midnight)
and service CallsClearedHalf
level. CallsClearedToday
Cisco:
; CallsInProgress
Number of glesrflti)clecsl\/ACall
inbound and Informiam.Curréspecsiisorjound
CallsProg outbound ypes, unique agent N/A
calls Genesys > Talkingin groups related i int in Time
CP_C Virtual Informiam.Current_E%f eOutb(zuPd Count
currently Queues > TalkingOut application(s) in
being G ! scope: Sum
handled. enesys (SGRT.Talkingln
Queues +
SGRT.TalkingOut)
Date and
time that
this data last
DateTime updated.
Used to
DateTime calculate
longest
queue and
longest wait
time.
Predicted Cisco ICM Cisco
delay in Services/Call Services/
seconds for  Types, Cisco Genesys
ExpDelay any new call  ICM Skill Informiam.QueU@UENMpBCted Wait_ Above
added to the  Groups, Time > ExpectedDelay ~ Point in Time
ED queue. This  Genesys ExpectedDelay  Cisco Call Seconds
is valid only Virtual Types:
if no agents Queues, (([C]aEIéQI:\IOW]Ell);([Ha];w)d(IFSTim]e
are Genesys To5]/[CallsHandledTo5]))/([STF
available. Queues -INOT_READY_APPY)
Cisco ICM 5 Mi_n
Services/Call (qgollllmg)/
i . i sliding),
Handle Time  Total handle  Types, Informiam.QuedJP PRSI ST 9 Above
(HT) time in Genesys , .
; : HandleTimeHalf 30 Min (since
HT seconds for  Virtual > HandleTime HandleTimeToday Start of current ~ Seconds
calls. Queues, half-hour),
Today/Daily
8323?;5 (since midnight)
Cisco ICM
Handled Number of Skill Groups, Informiam.Que@@ﬁ@fH%@ Min N/A
calls Genesys CallsHandledHalf (rolling/
cH handled. virtual > CallsHandled - c5isHandledToday sliding), Count
Queues,
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i) - Source = Se_rver Definition Pe_rnod/ Threshold
Internal Description Tvpe Metric (Formula) Time Type/Unit
Name yp Mapping Profile yp
30 Min (since
start of current
Genesys half-hour),
Queues Today/Daily
(since midnight)
Count of
distinct
agents from
Agent
Cisco ICM Groups
Services/Call associated
Types, Cisco with
Services, application(s)
Hold/Other Numlt)e[’ of Cisco Call CurrentAgentStéservice(s)/call Above
agents in type(s)/queue(sphint in Ti
Holdother the Hold/ gyepnegéys (= 110) s Pbint in Time o
Other state. Vlrtual Currently in
Queues, AgentState
Genesys =
Queues CISCO: 10
("Calls On
Hold") or
Genesys: 110
("CallOnHold")
Cisco:
Time in Cisco ICM DateTime -
seconds that = Services/Call . LongestAvailAgent |
LongAvail the currently Types, Informiam.Inforaypsdyd.angastAvail Above
longest Genesys unique agent L
LAA available Virtual ﬁ\?’gprt\i:m.Longestlegﬂ%erﬁtlated Point in Time Seconds
agent has Queues, application(s) in
been Genesys scope: Max
available. Queues (DateTime -
LongestAvailAgent))
Cisco
Services:
) . Cisco ICM DateTime -
IS (1) Services/Call LongestCallQ
seconds that Toes ) (ICM calculates, )
LongQueue the currently YPEs, Informiam.CurrMaweat¥aitingTime Above
Genesys the end of the int i i
LC longest . ! ( Point in Time
Q (oldest) call Virtual > LongestCallQ five-minute Seconds
: Queues, period.)
has been in
queue. Genesys Genesys/Cisco
Queues Call Types:
DateTime -
RouterLongestCallQ
NotReady Count of the  Cisco ICM CurrentAgentstSQunt of Above
agents Services/Call — 9 Stinct Point in Time
NOT_ READY_ . X (=113) Count
unavailable Types, Cisco agents from
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i) - Source = Se_rver Definition Pe_rnod/ Threshold
Internal Description Tvpe Metric (Formula) Time Type/Unit
Name yp Mapping Profile yp
to take a
call, either Agent
because Groups
they are associated
performing with
after-call , application(s)
work that Services, (service(s)/call
leaves them  Cisco Call type(s)/queue(s))
in the not Types, that are
APP ready upon G'enesys currently in
completion Virtual AgentState
state, or Queues, —
because Genesys
they are in Queues CISCO: 2 ("Not
the not Fff\’/sdylé')Norf
ready state (Reag;..) °
(with or Genesys: 113
without a ("NotReadyForNextCall").
reason
code).
Number of Cisco ICM 5 Min
incoming Services/Call (19(::““9)/
i . sliding),
Offer and internal  Types, Informiam.Total CHRO RS AIRP 9 N/A
calls offered  Genesys CallsOfferedHalf 30 Min (since
cof to this Virtual > CallsOffered C:II§Off2:2dToaday startioficurrentinicalint
application Queues, half-hour),
during the Genesys To,day/DégX o
period. Queues (e e el i8]
Cisco ICM 5 Min
Services/Call ('|’9C|I!ln9)/
. iding),
Outbound Number of Types, Informiam.Que (@ RBE0rd_calls "9 N/A
outbound Genesys - - o
: CallsOutHalf 30 Min (since
coT calls by Virtual > CallsOut CallsOutToday start of current  Count
agents. Queues, half-hour),
Genesys To.day/Da?in.
Queues (since midnight)
Cisco ICM
E?E%eentage Services/Call Informiam.CurrNumberWaitingCalls
number of ;F(}:/I;\)/Ie;(_(:”sco > Ciscq
waiting calls I RouterCallsQNow Services:
N Groups, STF(Staffed):
QDep% Genesys The number of CallsQNow / STF Above
number of i agents in * 100 Genesys/
Virtual ;
QD staffed AgentState Cisco Call Percent
agents in Queues, <>116(LoggedOut)Types:
the Genesys and AgentState RouterCallsQNow
. Queues, <>101(NotMonitorgdTF * 100
respective Genes and AgentState
yS ;
agent Agent <>102(Monitored)
group(s). Groups
Number of Cisco ICM . . .
QPastSL calls Services/Call Informiam.ServigehevelEaidOalPafidtdtdfieres Above
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R e s Source e Se_rver Definition Pe_rnod/ Threshold
Internal Description Tvpe Metric (Formula) Time Type/Unit
Name yp Mapping Profile yp
currently Types,
queued for Genesys
longer than Virtual >
SLCH the service- Queues, ServicelevelCallsQHeld Count
level Genesys
threshold. Queues
Services/Call Serv
Queue by o Types, Informiam. CurrNumberWaltlngCaIIs N/A
] Genesys CallsQNow L
0 calls in Virtual > Point in Time o
ueue now. RouterCallsQNow Genesys/Cisco
q
Queues, Call Types:
Genesys RouterCallsQNow
Queues
Number of
calls
answered
within the Cisco:
isco:
threshold )
divided by Cisco ICM ) (ServiceLevelCallstey Min
the number  Services/Call 'nformiam.ServiceLevelAnswergublling/
Service of calls that  Types > 2700 Genesys:  ane, Below
N '
Level % were offered ) ServicelevelCalls [ServiceLevelCallstefyy Min (since
<L This treats Genesys Virtual Inform|am ServiceLg¢velCallsOnHold_Totghrt of current  Percent
the 82%?5; ACD (ServiceLevelCalls TR Gsvise
abandoned Yy SerwceLeveICaIIsOrudukiCaIIsOnHoIdTo@Jjay/Da”y
Queues *100 Repeat for  (since midnight)
calls as ToHalf and
though they Today
were
answered
after the
threshold.
Abandoned
calls Cisco:
positively :
|mp5_‘Ct ((ServiceLevelCallsto5
service + Servicelevel
|eve|: . _AbandToS) /
. Informiam.Serv i@ ieyeiensnarseiwifs)
Number of Cisco ICM * 100 (rolling/
calls Services/Call > olling
SL% (Plus answered Types, ServicelevelCalls Genesys: sliding), Tl
Aband) prior to the Informiam.ServicelL&velCiaid@uel@al3oas! m
threshold Genesys Virtual > + ServiceLevel 30 mf(smce Percent
SIPIsSIAbn Queues, ServiceLevelCallsOrtandTo5)/ start of current
plus the Genesys ACD Informiam.ServiceLéSetizahdvelCallsTORH i\ te
number of Queues > LevelCallsOnHoldToBdewAaly
calls ServiceLevelAband LevelAbandTo5)]  (since midnight)
*100
abandoned
prior to the Repeat for
threshold, all ToHalf and
divided by Today
the number
of calls that
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Name/
Internal Description
Name

were
offered. This
treats the
abandoned
call as
though they
were
answered
prior to the
threshold.

Number of
Staffed agents
logged on in
STF zero or more
agent
groups.

Number of
Talking agents
currently in
the Talking
state.

AT

Source
Type

Cisco ICM
Services/Call
Types,

Cisco ICM Skill
Groups,
Genesys Virtual
Queues,
Genesys ACD
Queues

Cisco ICM
Services/Call
Types, Cisco
Services,
Cisco Call
Types,
Genesys
Virtual
Queues,
Genesys
Queues

Stat Server
Metric
Mapping

Definition
(Formula)

Period/
Time
Profile

Threshold
Type/Unit

CurrentAgentStatgrently not Point in Time

CurrentAgentSt&?ﬁvice(s)km, Point in Time

Count of

distinct

agents from
Agent

Groups
associated

with
application(s)
(service(s)/call
type(s)/queue(s))
that are N/A

; Count
in
AgentState

CISCO: 0
("Logged Off")
and Genesys:
(""NotMonitored"
101),
(""NotMonitored"
102),
(LoggedOut
116).

CISCO
Services:
AgentsTalking.

Genesys/CISCO

Call Types:

Count of

distinct agents

from Agent

Groups

associated with N/A
lication(s)

Count

type(s)/queue(s))

that are

currently in

AgentState =

CISCO: (4

"Talking") or

Genesys: (105

"CallConsult"),(107"

Calllnbound"),(108

"Calllnternal"),(109

"CallOutbound"),(112
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i) - Source = Se_rver Definition Pe_rnod/ Threshold
Internal Description Tvpe Metric (Formula) Time Type/Unit
Name yp Mapping Profile yp
CallUnknown)
5 Min
Number of (r_oIIjng/
ng),
TransOut calle oo TransferOutCall§T§8n9) Above
transferred : N/A TransferOutCallsHal80 Min (since
ToC out of the Services TransferOutCallsTodg@rt of current Count
half-hour),
queue. Today/Daily
(since midnight)
5 Min
Number of The number (rolling/
Active Alerts ; sliding),
i algtlvs Threshold Above
(voice, chat and ~ @Pplication violation N/A 30 Min (since
e-mail) alerts for the alerts start of current | Count
time period half-hour),
AT in the filter. Today/Daily
(since midnight)
Q\t:(rear?i%i of Calculate 5 Min
Average the active the duration  (rolling/
duration of SN, from the sliding), 30
Active Alerts alpeets i the Threshold time the Min (since Above
i . . violation N/A alert began start of )
(voice, chatand  tjme period Minutes
e-mail) of the filter alerts to the end of current half-
(i.e the time hour), Today/
AlertAvgDur colocted period in the  Daily (since
period) filter. midnight)
The number i
Numberof — of expired ?r(l)\ﬂlirr], /
Expired application slidingg),
Alerts alerts for the Threshold Above
i time period violation N/A 30 Min (since
(voice, chat and h - Count
; start of current
e-mail) |(riw;he filter alerts half-hour).
) A\ Shp Today/Daily
AlertsExpiredNum o acted (since midnight)
period).
The average )
Average duration of 5 Min
duration of the expired (rolling/
Expired application sliding),
Alerts alpeprts for the Ihreshold . Above
i . violation N/A 30 Min (since )
(voice, chat and ~ tIM€ pe_r|0d alerts start of current ~ Minutes
e-mail) in the filter half-hour),
(i.e., Today/Daily
AIertExpiredAvgDurselected (since midnight)
period).
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WA Voice Metrics

The following Table lists Workforce Advisor voice metrics.

. Period/
Internal . Source Definition " Threshold .
Name Description Time Unit
Name Type (Formula) Profile Type
Cisco ICM
Number of 2Srvices/ Cisco: 30 Min
calls call ypes, CallsAbandQHalf (Since
ﬁgguna(;oned ABAND abandoned \G/i(itnue:Iys start of N/A Count
invited QuELEs <R3€ntess(':5=” b c'(%Ji‘_lrr%nt
. H ’ outerCallsAban ]
(ringing). o fhour)
Queues
Number of
agents 30 Min
Act Pos that (since
Staffed APS actually Calculated  STFT/5 start of N/A Count
worked current
(logged half-hour)
on).
Accessibility %alculated, glscq .
isa Cisco ICM ervices:
productivity Services/  100%(CallsAband@@aMin
ACSBLT_ metric that Call Types, CallsOfferedHalf)(since
ACC % WU compares Genesys e ’ start of Convergence Percent
the total Virtual e o current
calls Queues, Types: half-hour)
offered to Genesys 100*(RouterCallsAbandQHalf
answered. Queues /CallsOfferedHalf)
Cisco ICM
Percentage Services/ 30 Min
Actual of offered <7 YPES 100*(ABANDy (Since
Abandoned (yABANDPCT contacts Virtualy ANCO) start of Convergence Percent
° that were Quees current
abandoned. Genesys half-hour)
Queues
Cisco ICM
Services/
:‘\C/teligl . Call Types,
handlg Cisco 30 Min
time in Services, HandleTimeH#&$fnce
Actual AHT AAHT seconds Cisco Call / start of N/A Seconds
Types, CallsHandledHalfrent
for the
calls Glenesys half-hour)
handled Virtual
' Queues,
Genesys
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. Period/
Internal I Source Definition . Threshold .
Name Description Time Unit
Name Type (Formula) Profile Type
Queues
Cisco:
(CallsHandledHalf
*
AnswerWaitTimeHalf
/
CallsAnsweredHalf)
/
CallsHandledHalf
Cisco ICM Genesys:
H (Sum(CallsHandledHalf)
Average Services/ N 30 Min
ar:as'l\:Nte'r';‘le gaelrigzpses' AnswerWaitTimel(ig|ﬁce
wait ti y /
Actual ASA | AASA in seconds  Virtual CaIIsAnsweredHa@t?;ggI Convergence Seconds
for calls Queues, /
offered. Genesys whrgi(’gallsHandlebBifthur)
Queues Sum(CallsHandledHalf)
is the sum of
this metric
from a
unique set of
Agent Groups
associated
with the
contact
group.
Number of
inbound,
outbound,
and X 30 Min
Actual Eglrllzl;or elles
Calls ANCE the 832325 CalIsEnteredI—|Satf:Tlrt Convergence Count
Entered contact of current
group. half-hour)
This
includes
transferred
calls.
Calculated,
Cisco ICM
Number of Selrlv_ll_ces/ 39 Min
Actual actual Call Types, (since
ANCH Genesys CallsHandleds&#frt of N/A Count
NCH contacts :
handled Virtual current
’ Queues, half-hour)
Genesys
Queues
Number of Cisco ICM Media 30 Min
Actual inbound Services/ Server (since
NCO ANCO calls for Call Types, Import: start of N/A Count
the Genesys ICM: current
contact Virtual CallsOfferedHbHlf-hour)
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Name

Actual
SL%

Actual
Staffed
Time

AdjReq

AdjSch

Internal
Name

ASL

STFT

AdjReq

AdjSch

Description

group.
This does
not

include
transferred
calls.

Actual
percentage
of offered
contacts
answered
within the
acceptable
delay.

Total
amount of
available
time,
where
available
time
includes
talk, wrap,
and ready/
available.

Adjusted
number of
required
agents.

Adjusted
number of
scheduled
agents.

Source
Type

Queues,
Genesys
Queues

Cisco ICM
Services/
Call Types,

Genesys
Virtual
Queues,
Genesys ACD
Queues

Cisco ICM
Services/
Call Types,
Genesys
Virtual
Queues,
Genesys
Queues

Aspect
eWFM

Aspect
eWFM

Definition Pe_riod/

(Formula) s
Profile

CISCO

ICM/IPCC:

[(CallsOfferedHalf

ES

ServicelevelCallsHalf)
/

Threshold

Type Unit

(ServicelLevelCallsOfferedHalf)

1/

CallsOfferedHalf

* 100 30 Min
(since

Genesys Stat  start of

Server

[(CallsOfferedHaIﬁu rrent
* a

If-hour)

ServicelLevelCallsHalf)

/

(ServicelLevelCallsHalf

+
ServicelevelCallsAbandHalf

+
ServicelevelCallsOnHoldHalf)
1/

CallsOfferedHalf

* 100

Media

Server .
. 30 Min

Import: (since

ICM:

Convergence Percent

Skill_Group_REXITR e.Logd¥8onTimeTogliNuUtes
UFf

-Ski [l_Grou p_RQQFjﬂ%UJ.)

NotReadyTimeTo5
WFM
Import: .
N/A 30 Min

(since
IEX: N/A start of

. current

g\clsv.?ékREQ half-hour)
Ju
e
Import:

start of
N/A

current

N/A Count

N/A Count
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Name

AnsPlus

Available

Available%

Date

Dev from
Required

Irrn\::ae:::nl Description S_?;;:e
Cisco ICM
Services/
Sum of the
ANSPLSABND_thzéwered Virtual
abandoned Queues,
" Genesys
Queues
The
number of  Cisco ICM
agents Services/
currently Call Types,
ready and Cisco ICM
waiting for  Skill
a call from  Groups,
this Genesys
il contact Virtual
group Queues,
(derived Genesys
from the Queues,
ICM Skill Genesys
Groups to Agent
which it is Groups
mapped).
Cisco ICM
Services/
Call Types,
Cisco ICM
Percentage Skill
of Groups,
available Genesys
AVAII‘PC-I——WUagents Virtual
divided by  Queues,
staffed. Genesys
Queues,
Genesys
Agent
Groups
IEX
TotalView,
DATE Cisco ICM
Services/
Call Types
Amount
REQDEV the actual Calculated

Definition Pe_rlod/
(Formula) s
Profile
IEX: N/A
cWEM: half-hour)
SG.SGRSCH |
30 Min

CaIIsAnswerefg IQ
+ ABAND i-‘ar&%f
current

half-hour)

COUNT
(DISTINCT
ASGRT.AgentlID)

WHERE

AgentState =

[3 ("Ready")

OR 115
("WaitForNextCall")]
WHERE Point in
Agentld from Time
Agent Groups
associated

with the

service(s)/call

type(s)

associated

with the

contact

group(s).

Avail/
Staffed
*100

Point in
Time

IEX:
CTActiveForecast.date
/ ICM:

DateTime

30 Min

APS-REQ (since

Threshold

Type Unit

Convergence Count

Convergence Count

Convergence Percent

N/A

Convergence Count
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Name

Dev from
Sched

Elapsed
Fore NCO

Fore AHT
Dev

Fore AHT
Dev%

Fore ASA

Internal
Name

SCHDEV

CFNCO

AAHTDEV

AAHTDEVPCT

FASA

Description

staff
deviated
from the
required
staff.

Amount
the actual
staff
deviated
from the
scheduled
staff.

Current
forecast of
the
volume of
calls
offered
from the
start of the
current
30-minute
period to
now.

Amount by
which the
actual AHT
deviates
from the
forecast
AHT.

Percentage
by which
the actual
AHT
deviates
from the
forecast
AHT.

Forecast of
the
average
answer
wait time
in seconds
for calls
offered.
This field
may be
blank if
the

Source Definition P%r::/
Type (Formula) Profile
start of
current
half-hour)
30 Min
(since

Calculated APS-SCH start of
current
half-hour)
30 Min

FNCO / X

Aspect since

eWFM, [EX L”terva'Lengtétart of

TotalView IntervalEIapseﬁéélrfr_ehr;)tur)
30 Min
(since

AAHT -

Calculated FAHT start of
current
half-hour)
30 Min

(AAHT - (since

Calculated FAHT) / start of

FAHT current
half-hour)

WFM

Import:

Genesys:

PERF_ITEM_FRC_GYd-GASA

Aspect (since

eWFM,GenesyBX: tartoaf

WFM, IEX CTActiveForecastSEHASA

TotalView eWEM: ﬁurl'fre;]nt

FG.RDELAY alf-hour)
SEC (Revised

Calculated

Average

Threshold
Type

Unit

Convergence Count

N/A Count

Convergence Seconds

Convergence Percent

Convergence Seconds
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Internal

Name
Name

Fore NCO

Dev FNCODEV

FNCODEV
Fore NCO

Dev% PCT

Forecast

AT FAHT

Definition
(Formula)

. Source
Description Type
contact

group is a

parent for

other

contact

groups in

a multi-

site

configuration
where the

contact

routing is

by

allocation
percentages Delay 1:
(as Seconds)
opposed (N/A for SG)
to call-by-

call

routing).

This field

will also be

blank if

the

staffing

basis for

the

corresponding

entity in

WFM is

workload.

Amount by
which the
actual
NCO
deviates
from the
forecasted
NCO.

Percentage
by which
the actual
contacts
offered
deviates
from the
revised
forecast
volume.

ANCO -

Calculated CENCO

(ANCO-
CFNCO) /
CFNCO

Calculated

Current Aspect WEM
forecast of eWFM,Genesyﬁ1 ort:
the WFM, IEX port:

Period/
Time
Profile

Threshold

Type Unit

30 Min
(since
start of
current
half-hour)

Convergence Count

30 Min
(since
start of
current
half-hour)

Convergence Percent

30 Min
(since
start of

N/A Seconds
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Internal
Name B
Forecast
NCO FNCO
Forecast
SL% FSL

... Period/
Description S_t;ur:e I()I;f:'mﬂl‘:s Time Th;esi;old Unit
yp Profile yp
Genesys:
PERF_ITEM_FRC_AHT
IEX:
average CTActiveForecast.fcstAHT
. current
handle TotalView SWEM: half-hour)
time. FG.RAHT
(Revised
Forecast
AHT) (N/A for
SG)
WFM
Import:
Current Genesys:
forecast of PERF_ITEM_FRC_| .
the Aspect IEX: (¥s?nl\élclen
volume of eWFM,GenesysractiveForecast actsRecqj
contacts  WFM, IEX gi“’rqr@eogi Ryad CoL
offered for  TotalView eWFM: half-h
the entire AGlol alf-hour)
. (Revised
period. Forecast
Volume) (N/A
for SG)
Forecast of
the
percentage
of offered
contacts
answered
within the
acceptable WEM
delay. This Import:
field may
be blank if SEegsS%SEM FRC_CALC
either the SERVICE_PCT ~ -
application Aspect 30 Min
group is a eWFM, IEX: (since
“parent” Genesys CTActiveForecastdegigLBft Convergence Percent
for other WEM, IEX SWEM: current
application TotalView FG.RSL (N/A half-hour)
groups in Ior SG)d
P Revise
;trgmtl Calculated
. . Service Level
configuration Percent 2)
where the
contact
routing is
by
allocation
percentages
(as
opposed
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Name

Hold/Other

Identifier

Interval

Internal
Name

HOLD

OTHER_WU

ID

INTVL

Description

to call-by-
call
routing).
This field
will also be
blank if
the
staffing
basis for
the

Source
Type

corresponding

entity in
WFM is
workload.

The
number of
agents in
the Hold/
Other
state.

Identifier
of the
entities in
the source
system
that is
associated
with the
application
group.

Start time
of the
period.

Number of
agents

LoggedOnNetc_LoggedOnNkigged on

to voice
minus

Aspect
eWFM, IEX
TotalView,
Cisco ICM
Services/
Call Types,
Cisco
Services,
Cisco Call
Types,
Genesys
Virtual
Queues,
Genesys
Queues

IEX
TotalView,
Cisco ICM
Services/
Call Types

IEX
TotalView,
Cisco ICM
Services/
Call Types

Genesys
Agent
Groups

Period/
Time
Profile

Threshold
Type

Definition

(Formula) il

COUNT

(DISTINCT
ASGRT.AgentID)
WHERE
AgentState

=[10
("CallOnHold")

OR 110
("CallOnHold"Pbint in
WHERE Time
Agentld

from

Agent

Groups

associated

with the

contact

groups.

Convergence Count

IEX:
CTActiveForecast.custld
+

CTActiveForecast.ctld

/ ICM:

CallTypelD

or

SkillTargetlD

N/A

IEX:
CTActiveForecast.period
/ ICM:

DateTime

N/A

LoggedOnVoice-
(COALESCE(NBbRﬂakdyVoiceé)a&vergence Count
COALESCE(NoEReadyVoiceF1,0)-
COALESCE(NotReadyVoiceF2,0))
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Internal

Name
Name

Net Staff NET

NotReady

REQDEV

FCTT

Required
Adherence
(APS)

REQADH_

Wu

Required
Adherence
(Staffed)

NOTREADY_ Widtate for

L. Source
Description Type
those not
ready or
non-
productive
for this
contact
group.
Number of
scheduled
staff over
or under
the
number of
staff
required
(including
unproductive).

Calculated

Sum of
agents in
the Not
Ready and
Work Not
Ready

Cisco ICM
Services/
Call Types
Cisco
Services
Cisco Call
Types
Genesys
Virtual
Queues

the
application
associated
to the
contact

group.

Amount
the actual
staff
deviated
from the
required
staff as a
percentage.

Calculated

Amount
the staff
deviated
from the
required
staff as a
percentage.

Calculated

Definition P.?i';:’:/ Threshold Unit
(Formula) Profile Type
30 Min
(since
SCH-REQ start of Convergence Count
current
half-hour)
(DISTINCT
ASGRT.AgentID)
WHERE
AgentState
=12
("NotReady")
OR 5
("WorkNotReady")
OR 113
sNNHCI’EtIEEadyFO.T;:tGB” )] Convergence Count
Agentld
from
Agent
Groups
associated
with the
applications
(service(s)/call
type(s))
30 Min
(since
APS/
start of Convergence Percent
RECATI current
half-hour)
30 Min
(since
g}gg—!}l% start of Convergence Percent
current
half-hour)
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... Period/
Internal I Source Definition . Threshold .
Name Description Time Unit
Name Type (Formula) Profile Type
WFM
Import:
Genesys:
PERF_ITEM_FRC_REQ_
STAFFING
IEX:
Number of CTActiveForecast.fcstReq
staff eWFM:
required to A FG.FGRREQ 30 Min
spect .
. handle the (Forecast (since
Required S RED forecast ~ SWFM.Genesysoups start of N/A Count
Staff T WEM, IEX Revised AT
TotalView Required
based on without half-hour)
the current Unproductive)
or
forecast. SG.SGRREQ
(Staff Group's
Revised
Required
without Staff
Adjustments
and
Unproductive)
?:lglber of CaIIsReceivedféi]p?l\glgnal
. Genesys +
E:ltlgeved C_Rtr ?gwrsgl\rl](zred Agent CallsHandled start Convergence Count
contact Groups - of current
fz
group. CallsPartyChalradfetpur)
Amount
Ertw:ffactual 30 Min
Scheduled SCHDEV X (since
deviated APS/
Adherence Calculated start of Convergence Percent
PCT from the SCH*100
(APS) current
scheduled half-hour)
staff as a
percentage.
Amount
the staff 30 Min
Scheduled SCHADH_  deviated STF WU/ (since
Adherence . from the Calculated SCH*100 start of Convergence Percent
(Staffed) scheduled current
staff as a half-hour)
percentage.
Tally of }NFM .
mport: .
agents Aspect p 3Q Min
Scheduled scheduled eWFM,Genesygenesys: (since
Staff SCH to work in WEM. 1EX PERF_ITEM_SCH_SBRMHRAGE N/A Count
Headcount this s current
. TotalView IEX:
business = tharI]f-Q(g)ur)
grOUp. ctiverorecast.sche pen
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Internal

Name
Name

Description

Abandoned
calls
positively
impact
service
level:
Number of
calls
answered
prior to
the
threshold
plus the
number of
calls
abandoned
prior to
the
threshold,
all divided
by the
number of
calls that
were
answered.
This treats
these
abandoned
calls as
though
they were
answered
prior to
the
threshold.

Number of
agents
logged on

SLPLSLS
SL%(Plus

Aband) ABN_WU

Staffed STF_WU

Source
Type

Cisco ICM
Services/
Call Types,

Genesys
Virtual
Queues,
Genesys ACD
Queues

Cisco ICM
Services/
Call Types,

Period/
Time
Profile

Threshold
Type

Definition

(Formula) il

eWFM:
FG.RSCH
(Forecast
Group's
Revised
Scheduled
without Staff
Adjustments
and
Unproductive)
or
SG.SGRSCH
(Staff Group's
Revised
Scheduled
without Staff
Adjustments)

CISCO
ICM/IPCC:

[sum(ServicelLevelCallsTo5)

+
sum(ServicelLevelAbandTo5)]
/
sum(ServicelLevelCallsOffered

To5) * 100% 30 Min

Repeat for .

ToHalf and (since

Today start of Convergence Percent
Genesys Stat  current

Server: half-hour)

[ServiceLevelCallsto5

/
(ServicelLevelCallsTo5+Service
LevelCallsOnHoldTo5+Service
LevelAbandTo5)]

*100 Repeat

for ToHalf and

Today

COUNT o

(DISTINCT P?metm Convergence Count
ASGRT.AgentID}"
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Name

Internal
Name

Description

in zero or
more
agent
groups
assigned
to take
calls in the
contact

group.

Source
Type

Genesys
Virtual
Queues,
Genesys
Queues,
Genesys
Agent
Groups

Definition
(Formula)

WHERE
Agentld from
Agent Groups
associated
with the
service(s)/call
type(s)
associated
with the
contact
group(s)
WHERE
AgentState
INLIST

1 = Logged
On

2 = Not
Ready

3 = Ready

4 = Talking

5 = Work Not
Ready

6 = Work
Ready

7 = Busy
Other

8 = Reserved
9 = Unknown
10 = Call On
Hold

11 = Active
12 = Paused
14 = Not
Active

103 =
LoggedIn
104 =
OnHook

105 =
CallConsult
106 =
CallDialing
107 =
Callinbound
108 =
Callinternal
109 =
CallOutbound
110 =
CallOnHold
111 =
CallRinging
112 =
CallUnknown
113 =

Period/
Time
Profile

NotReadyForNextCall

114 =

OffHook

115 =
WaitForNextCall
117 =
AfterCallWork
The
relationship

is derived

from the

Threshold
Type

Unit
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Name

Time zone

Number of
Active
Alerts

Average
duration of
Active
Alerts

Number of
Expired
Alerts

Average
duration of
Expired
Alerts

Internal
Name

TZ

AlertNum

AlertAvgDur

Description

Time zone

of the start
time of the
period.

The
number of
active
contact
group
alerts for
the time
period in
the filter.

Average
duration of
the active
contact
group
alerts in
the time
period of
the filter
(i.e.,
selected
period).

The
number of
expired
contact

group
erts for

AIertsExpired@LJénEime

period in
the filter
(i.e.,
selected
period).

The
average

AlertExpiredAdgbation of

the
expired

Source
Type

IEX
TotalView,
Cisco ICM
Services/
Call Types,
Genesys
Virtual
Queues,
Genesys
Queues

Threshold
violation
alerts

Threshold
violation
alerts

Threshold
violation
alerts

Threshold
violation
alerts

Definition Pe_rlod/
(Formula) T|m_e
Profile

ServiceMember

table.

IEX:

CTActiveForecast.TZ

/ ICM:

DateTime
30 Min
(since
start of
current
half-hour)

Calculate

the

duration

from the 30 Min

time the (since

alert start of

began to current

the end of  half-hour)

the time

period in

the filter.
30 Min
(since
start of
current
half-hour)
30 Min
(since
start of
current
half-hour)

Threshold
Type

N/A

Above

Above

N/A

Above

Unit

Count

Minutes

Count

Minutes
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Source Definition
Type (Formula)

Internal

Name Description

Name

contact
group
alerts for
the time
period in
the filter
(i.e.,
selected
period).

Period/
Time
Profile

Threshold
Type

Unit
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Agent Group Voice Metrics

The following Table lists Agent Group voice metrics.

Source

. Definition
N Description/ Metr_lc Individual Intt_arval/ .
Internal Mapping Time Unit
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
Is 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  3jisansweredTos
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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Source

N Definition
bl SGRT Description/ Metr.lc Individual Int(:_\rvaI/ . Le
Internal Table Notes Mapping Agent Time Unit and
Name > Advisor G?ou Profile Averages
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
OrkKRea Ime . .
calls SGRT. y ?\7\IorkReadyT|meT05 SUM(WorkReadyTime+WCc
necessary  workNotReadyTirmteTo5 /
to SGRT. WorkNotReadyTimeTo5)/ SUM(CallsHandledTo5)
WorkRead Tirﬁ@TMEte CallsHandledTo5 CallsHandledTo5 .
AvgACW Y the . 5 Min
WorkNotReadyTi ion. fenesys: f . (rolling/ Seconds If
AVgACW_S CallsHandIedToSWﬂ%aCtlon |nform|am Total %‘aqugﬂﬁredTos Slldlng) SU(I)VI(tChaIIsHandIedTOS)
=0, e
ﬁN°|:jes The WorkReadyTlme tr| Ha ue metric value
€ Informiam.Calls_ ound* i
WorkNotReadyTlrge I EﬁBﬂﬁ -4gbou ;\sllzhown as
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 )
inb q WorkReadyTimeTo5/ SUM(WorkReadyTimeTo5),
Inboun N/A ACWStatusTo5
. _voice. The
AvgAcwTime WorkReadyTirfigfespent Genesys: If Min If
Informlam Total_AQi StsredTos SUM(ACWStatusTo5
AvgAcwTime ACWStatusTo5 . =0, the (rolllng/ Seconds ) =0, the
inbound or WorkReadyTlmeTﬁﬁetnc value  Sliding) metric value
outbound Informiam. TotalN g Re - HE is shown as
calls made > N/A. N/A.
during the ACWStatusTo5
rework
time is
also
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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

56



CCAdv and WA

Agent Group Voice Metrics

Source S
N Definition
bl SGRT Description/ Metr.lc Individual Int(:_\rvaI/ . Le
Internal Table Notes Mapping Agent Time Unit and
Name > Advisor G?ou Profile Averages
Metric P
AgentState=7
Genesys. (BusyOther)
Cisco ICM:
Calls
Offered Number of SGRT.CallsOfferedTo5 5 Min
CallsOfferedTafalls Genesys: CallsOfferedTdbolling/ Count sum(CallsOfferedTo5)
0 offered. Informiam.CallsOffered* sliding)
>
CallsOfferedTo5
Not
displayed.
The date and
time that this
data last
. updated.
DateTime Used to
calculate
longest
queue and
longest
available
agent.
Cisco ICM:
Handled Number of >CRT.CallsHandledTo5 5 Min
e CallsHandledTcdlls Informiam.Calls_fealsE@ndeededlling/ Count sum(CallsHandledTo5)
handled. > sliding)
CallsHandledTo5
Number of
agents
that have
all active A_cqunt of
calls on distinct
hold. The Cisco ICM: agents
agent is that
tin th SGRT.Hold currently
not in the ASGRT.AgentState arein
Hold state tat
Hold with one Genesys: L states
Hold call on Informiam.CurrNyfajier Point in Count CallsOnHold
H . HoldStatuses* Time
hold while > Hold Cisco:
talking on  Genesys AgentState =
another individual 10
call (for agent state > (CallOnHold)
AgentState Genesys:
example, a AgentState =
consultative 110
call). The (CallOnHold)
agent
must have
all active
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internal  SCRT

Name

Loggedin

15 LoggedOn
LoggedOn

LoggedOn Voice
LoggedOn
Voice,

LoggedOn  NotReady
Voice,

Net NotReady
VoiceF1,
NotReady
VoiceF2

Source S
N Definition
Description/ th:gil:g Individual In-tr?;lveall
Notes > Advisor é?:::t 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
. enesys: L
Thls count Informiam.CurrAq_eaé’bedm Point in
IS Upd_ated Loggedin* > Time
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-
logged on Informiam.CurrAggé}géls%gedanoiIQme
to voice. > L Vi
LoggedOnVoice oggedOnvoice
The Cisco ICM: Cisco:
number of  N/A N/A
CIOELE Genesys:
IOggefd o Informiam.CurrAf%%rEggsgg Voi o
to voice Logged|nVoice* € nvoice P0|nt'|n'
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*

Unit

Count

Count

Count

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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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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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
%
. NotReadyP&ﬁ?ﬂea §3<ttall
enesys
: LOggEdouﬁdividual
. 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

Performance Management Advisors Metrics Reference Guide

60



CCAdv and WA

Agent Group Voice Metrics

Source S
: Definition
Irl:ltaer:":a/ﬂ SGRT Description/ Ml\g::;i':g Individual In;?;‘v:ll
Name Wl e > Advisor ég:::t 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
Unit 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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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:

Y WorkNotRead I|d|ngk)
Informiam.CurrNumberNotReadyStatuses

> WorkReady
WorkNotReady
is always 0.

Cisco ICM:

N/A
If sliding)
LoggedOnV0|ceT|meT05 0,the

30 Min (since
Total_Outbound THEL, SJH-%Iterstart of(

IS shown as
current half-
OutboundTaIkﬂm'gﬁToS hour)

Informiam. TaIkAndHoIdT|me*+F|Iter

Genesys:
Percent

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+

(OutboundTal I?IMmﬁEI‘LTw +TalkAnd H°|dT'HL‘?bFoluEd-rQ/horﬂgﬁq%B‘VO'ce

SUM(LoggedOnVoiceTime
To5) * 100

If
SUM(LoggedOnVoiceTime
To5)=0, the
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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
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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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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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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 .
: Definition
SGRT Description/ MMetr.lc Individual In::zrval/ Unit Totac:s
Table Notes apping Agent ime n an
> Advisor Grou Profile Averages
Metric P
Groups
Infor.miam.CaIIs_Received_InternaI*
answered (>+ Filter) sliding)
by the CallsReceivedInt .
Ea::sHandi:er?FnTcﬁ’ﬂeCted .nformiam',VCausfe'a;aé?fggﬁﬁ‘?\%gfﬂ%mce CallsHandled(Fn)To5
Part U i -
allsParty angaglftajeﬁgér:)cl)ﬁt (>+F|Iter) CallsPartyChasuared{PAFTo5 CallsPartyChanged(Fn)To
filt d) CallsHandled(Fn)To5 hour)
ere Informiam.Total_CallPartyChanged*
>
CallsPartyChanged(Fn)To5
Cisco ICM: 5 Min
(rolling/
Total time N/A sliding)
Ispentd Genesys: LoggedOnVoicgTifpedfe.  Minutes sum(LoggedOnVoiceTime
QL= Cln Informiam.Total_LoggedIn_Voice_Timgf of
to voice. = L current half-
LoggedOnVoiceTimeTo5 hour)
Number of  cisco 1CM:
agents in
the not N/A
. ready . Paint in .
NotReadyVoic Genesys: NotReadyVoi vl Count sum(NotReadyVoiceF1)
gﬁg‘ie due Informiam.CurrNumberNotReadyV« & atuses*
to reason >
code 2 NotReadyVoiceF1
(CRMT).
Cisco ICM:
Number of N/A NotReadyVoice
' ts in - sum(NotReadyVoice
NotReadyVoic gen Genesys: :
the not Informiam.CurrN N@&é’?ﬁé&%&’é’y'fiﬁg&s,ngses* - |
NotReadyVoiceF1ready, + Filterl - = Count NotReadyVoiceF1
NotReadyVoiceF2non- > NotReadyVmcE'IEQe -
f NotReadyVoiceF1 :
productive Informiam.CurrN NutRedldyReadyPBoiceStatuses* NotReadyVoiceF2)
state. + Filter2

>
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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 .

N Definition
M"::gi':g Individual
> Advisor é?:‘:'t

Metric P

NotReadyVoiceF2

Cisco ICM:
N/A

Genesys:

Informiam.CurrNumberNotReadyVoiceStatuses*

NotReadyVoicBer in

+ Filter2

Interval/
Time
Profile

> NotReadyVoicEirde

NotReadyVoiceF2

Informiam.CurrNumberNotReadyVoiceStatuses*

+ Filter3
>
NotReadyVoiceF3

Totals
Unit and
Averages
Count sum(NotReadyVoiceF2+

NotReadyVoiceF3)
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Alert Metrics

The following Table lists alert metrics.

Name Internal Name
Action Taken AlertActionTaken

Business Priority 1

Alerts AlertB1

Business Priority 2

Alerts AlertB2

Cause AlertCause
Duration ViolationDuration
End Date AlertEndDate
End Time AlertEndTime

Max Violation

Start Date AlertStartDate

Start Time AlertStartTime

Success Rating AlertSuccessRating

Description Source Type

If the alert is inactive,
use the start time minus
the real end time. If the
alert is active, use the
start time minus the
current time. The format
is hh:mm:ss.

Calculated

The date when the alert
expired.

The time when the alert
expired.

The highest or lowest

value of the violation Calculated

For an alert, the start
date is when the alert
actually started, even if
that's before the time
period in the user's
filter.

For a key action report,
display the Key Action Date
from the Action Management
page.

From the carousel; the
time when the alert was
triggered (hh:mm:ss).

For a key action report,
display the Key Action Time
from the Action Management
page.

The value from the
Success Rating drop-
down list on the Alert
Management page.
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Name Internal Name

Success Time AlertSuccessTime

Technical Priority 1

Alerts AlertT1
Technical Priority 2

Alerts AlertT2
Threshold

Value at Max Violation

Description Source Type

(3,2,1,0,-1,-2,0r-3) If
multiple key actions exist
show the highest success
rating of all of the key actions.

The violation end time

and date minus the key

action start time and

date, where the key

action has a success Calculated
rating greater than 0
(equaltolor?2).

The format is hh:mm:ss.

An alert row displays T1
or dashes.

An alert row displays T2
or dashes.

This column displays the
acceptable value used
to calculate the max
violation. In WA, the
acceptable value is a
range so use the closest
acceptable value. For
example, if the
acceptable range is
20-30 and the max
violation is 40, display
30.

The worst metric value
used to calculate the
max violation.
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Stat Server Metrics

The following Table lists Stat Server metrics. Unlike other Genesys Reporting applications and tools,
when you change the stat type in the Stat Server configuration, that does not change the
corresponding source metric behavior in Advisors. The Advisors source metric definitions are stored in
the GENESYS_SS SOURCE_METRICS Platform database table. You must edit the definitions in that
database table if you require an update.

Stat Server Metric

Metric ID Definition Conversion Type
Name
Category=AverageTime
. MainMask=Calllnbound,
Informiam.AverHandleStatusalloutbound, AfterCallWork
1 Objects=Agent, Place, None

Time GroupAgents, GroupPlaces
RelMask=Calllnbound,
CallOutbound
Subject=AgentStatus

Category=AverageTime

MainMask=Calllnbound,
CallOutbound
2 Informiam.AverTalkStatusTiffpeects=Agent, Place, None
roupAgents, GroupPlaces
RelMask=Calllnbound,
CallOutbound
Subject=AgentStatus

Category=TotalNumber

MainMask=
CallAnsweredinbound,

3 Informiam.CallsAnswered callAnsweredUnknown None
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

MainMask=CallAnsweredInbound,
CallAnsweredUnknown,
4 Informiam.CallsOffered CaIIAbandonedFromRingingInbounlqOne
’ CallAbandonedFromRingingUnknown
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=CurrentNumber

MainMask=*, ~LoggedOut,

. sMNotMonitored

5 Informlam.CurrAgentsLogg%(gljﬁéfctFGroupAgentS’ None
GroupPlaces
Subject=AgentStatus

6 Informiam.Current_Calls_ Category=CurrentNumber None

Performance Management Advisors Metrics Reference Guide 71



CCAdv and WA

Stat Server Metrics

Stat Server Metric

Metric ID Name

Inbound

7 Informiam.Current_CaIIs_Otg%'rL”tema" CallConsult

Informiam.Current_Calls_

Outbound

9 Informiam.Cu rrentAgentStagg

10

Informiam.CurrentReadyAgené§gedOut, ~NotMonitored

Definition Conversion Type

Description=Current number
of inbound calls being
handled.
MainMask=Calllnbound
Objects=Agent, GroupAgents,
GroupPlaces, Place
Subject=AgentStatus

Category=CurrentNumber

MainMask=CallUnknown,

ects=Agents, None
GroupAgents, GroupPlaces
Subject=AgentStatus

Category=CurrentNumber

Description=Current number
of outbound calls being
handled.
MainMask=CallOutbound
Objects=Agent, GroupAgents,
GroupPlaces, Place
Subject=AgentStatus

None

Category=CurrentState

inMask=*
jects=Agent
Subject=AgentStatus

agentStateMapping

Category=CurrentNumber

MainMask=%*,

~NotReadyForNextCall,

None
Objects=GroupAgents,

GroupPlaces

Subject=AgentStatus

Category=CurrentMaxTime

Informiam.CurrMaxCallWaiting .\ _ 2 iwait

11

Time

Objects=Queue, RoutePoint, None
GroupQueues

Subject=DNAction

Category=CurrentNumber

Informiam.CurrNumberACV\{VlainMask:AfterC‘_j”WOrk

12

Statuses

Objects=GroupAgents, None
GroupPlaces

Subject=AgentStatus

Category=CurrentNumber

Informiam.CurrNumberHold,, .\ 16nHold

13

Statuses

Objects=GroupAgents, None
GroupPlaces

Subject=AgentStatus

Performance Management Advisors Metrics Reference Guide

72



CCAdv and WA

Stat Server Metrics

14

15

16

91

17

18

109

105

19

Metric ID

Stat Server Metric

Name Definition Conversion Type

Category=CurrentNumber

. MainMask=NotReadyForNextCall
Informiam.CurrNumberNotRepd ysSiatdis@gents, None

GroupPlaces
Subject=AgentStatus

Category=CurrentNumber
IIqformiam'CurrNumberReag/PéinMask=WaitForNextCaII

Objects=GroupAgents, None
GroupPlaces
Subject=AgentStatus

Statuses

Category=CurrentNumber

Description=Current Number
Informiam.CurrNumberWaitsngalls waiting in Queue
Formula=DCID
Calls MainMask=CallWait
Objects=Queue, RoutePoint,
GroupQueues
Subject=DNAction

None

Category=CurrentNumber

MainMask=Calllnbound,

Callinternal, Call Consult,

CallUnknown, CallOnHold, None
CallOutbound

Objects=Agent, GroupAgents
Subject=AgentStatus

Informiam.CurrentNumber

Handling

Category=CurrentContinuousTime

Informiam.CurrTotalLoginTi %\Egﬂiiﬁzn’{ LoggedOut None

Subject=AgentStatus

Category=TotalNumber

Informiam.Calls_Received_ MainMask=Calllnbound
Objects=Agent, Place, None
Inbound GroupAgents, GroupPlaces
Subject=Action
Media Type=Voice

Category=CurrentContinuousTime

Informiam.Login_Timestam @g}gg"tzi'i;n: LoggedOut

Subject=AgentStatus

Timestamp

Category=MaxTime

Informiam. Longest_ACWCamgjigc"’t':i'rgfrfterca”Work None

Subject=DNAction

Informiam.LongestAvailAge@ategory=CurrentMaxTimeNone
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Metric ID

102

107

20

21

22

23

100

106

112

Stat Server Metric

Name Definition Conversion Type

MainMask=WaitForNextCall
Objects=GroupAgents
Subject=AgentStatus

Category=MaxTime

MainMask=Calllnbound,
Informiam.Longest Call  callunknown None

Objects=Agent

Subject=DNAction

Category=
CurrentStateReasons

Informiam.Reason_Code  MainMask=* ReasonCode
Objects=Agent
Subject=DNAction

Category=TotalNumberinTimeRange

. . MainMask=CallAbandoned
Informiam.ServiceLevelAbaosiects=Queue, RoutePoint, None
GroupQueues
Subject=DNAction

Category=TotalNumberInTimeRange
Informiam.Servicelevel MainMask=CallAnswered
Objects=Queue, RoutePoint, None
GroupQueues
Subject=DNAction

Answered

Category=CurrentNumberinTimeRange

MainMask=CallWait
Informiam.ServicelLevelCallsBptiotdueusrrmitepoint, None

GroupQueues

Subject=DNAction

Category=TotalNumberinTimeRange

MainMask=CallWait
Informiam.ServicelLevelCalleBptiotduEataRoutepoint, None

GroupQueues

Subject=DNAction

Category=CurrentTime

MainMask=*
Objects=Agent
Subject=AgentStatus

Informiam.Time_CurrState None

Category=TotalNumberinTimeRange

Informiam.Total_ACW_Cal Isﬁ@jigggﬂjgé\ﬁerca”work None

ent
Subject=DNAction

Informiam.Interactions_ProcessmbripFRatradumberinTidd@Range
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Metric ID

24

90

25

26

312

313

27

Stat Server Metric
Name

Definition

MainMask=Calllnbound
Objects=Agent
Subject=Action
Category=TotalTime

MainMask=AfterCallWork

Informiam.Total_ACW_Time Objects=Agent, Place, None

GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

MainMask=AfterCallWork

Informiam.TotalNumberACV@bjects=Agent, GroupAgents None

Informiam.Total_Calls_

Abandoned

Subject=DNAction
MediaType=voice

Category=TotalNumber

Description=Total number of
new calls abandoned

Conversion Type

MainMask=CallAbandonedFromRinginginbound,

CallAbandonedFromRingingUnkno
CallAbandonedinbound, None
CallAbandonedUnknown
Objects=GroupQueues,

Queue, RoutePoint

Subject=DNAction

Category=TotalNumber

Description=Total number of
new calls answered
Formula=DCID

Informiam.Total_Calls_Answesraask=CallAnsweredinbound, None

CallAnsweredUnknown
Objects=GroupQueues,
Queue, RoutePoint
Subject=DNAction

Category=TotalNumber

Description=Number of calls
that cannot be distributed,

Informiam.TotalCalls_Clearagkcause the queue is full. None

MainMask=CallCleared
Objects=Queue, GroupQueue
Subject=DNAction

Category=TotalNumber

MainMask=CallEntered

Informiam.TotalCalls_Enteragbjects=Queue, GroupQueue None

Subject=DNAction
MediaType=Voice

Category=TotalNumber

Informiam.Total_Calls_Inboundcription=Total number of None

new calls distributed
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108

101

104

28

29

30

31

Metric ID

Stat Server Metric

Name Definition

Formula=DCID

MainMask=CallEnteredinbound,

CallEnteredUnknown
Objects=GroupQueues,
Queue, RoutePoint
Subject=DNAction

Category=TotalNumber

MainMask=CallOnHold
Informiam.Total_Calls_On_Hodgcts=Agent, Place,

GroupAgents, GroupPlaces

Subject=DNAction

Category=TotalNumber
Informiam.Total_Calls_

MainMask=CallTransferMade
Transferred Objects=Agent

Subject=Action

Category=TotalTime

MainMask= Calllnbound,
. . Callinternal, CallConsult,
Informiam.Total_Handle_Tina&llunknown, AfterCallWork
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalTime

MainMask=Calllnbound,
Callunknown, CallConsult,
H f Callinternal
Informiam.Total_Talk_Time Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction
MediaType=voice

Category=TotalTime
Informiam.Total_Time_To_ Description=Total time to

answer
Answer MainMask=CallAnswered

Conversion Type

None

None

None

None

None

Objects=GroupQueues,Queue,RoutePoint

Subject=DNAction

Category=TotalTime
Informiam.Total_Time_To_ MainMask=OrigDNCallWait
Objects= GroupAgents,
GroupPlaces
Subject=DNAction

Answer_Agents

Category=CurrentTime

Description=Total time for
Informiam.TotaI_Time_WaitiﬁgrsﬁggéLg;%glwg‘ft”e

Objects=GroupQueues,

Queue, RoutePoint

None

None
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Metric ID

32

80

306

81

89

82

Stat Server Metric

Name Definition

Subject=DNAction

Category=RelativeTime

MainMask=Calllnbound,
CallOutbound, AfterCallWork
. L Objects=Agent, Place,
Informiam.Utilization GroupAgents, GroupPlaces
RelMask=*,
~NotReadyForNextCall,
~LoggedOut
Subject=AgentStatus

Category=TotalTime

MainMask=*, ~LoggedOut,

i Monitored
Informlam.TotaI_LoggedIn_Tg I ts=GroupAgents,
GroupPlaces
Subject=AgentStatus

Category=TotalTime

Informiam.Total_LoggedIn_ MainMask=*, ~NotMonitored
Objects=Agents,

Voice_Time GroupAgents, GroupPlaces
Subject=DNStatus
MediaType=voice

Category=TotalTime
Informiam 'TOtal—NOtReady—MainMask=NotReadyForNextCalI

Objects=GroupAgents,
GroupPlaces
Subject=AgentStatus

Time

Category=TotalTime

MainMask=Calllnbound,
Informiam.TotalTalkAnd CallConsult, Callunknown,
Callinternal
HoldTime Objects=Agent, GroupAgents,
Place, GroupPlaces
Subject=DNAction
MediaType=voice

Category=TotalTime

Informiam.TotalTime MainMask=Calllnbound,
Callinternal, Call Consult,
InteractionsHandled Callunknown, CallOnHold

Objects=Agent, GroupAgents
Subject=AgentStatus

Category=TotalNumber

MainMask=CallReleased
Informiam.Queue_Calls_Hamnad|eds=qQueue,

GroupQueues, RoutePoint

Subject=DNAction

Conversion Type

None

None

None

None

None

None
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Stat Server Metric

Metric ID Name

Definition Conversion Type

Category=TotalTime

MainMask=CallReleased

83 Informiam.Queue_Talk_Tim@®bjects=Queue, None
GroupQueues, RoutePoint
Subject=DNAction

Category=TotalTime

MainMask=CallReleased,
Completed
bjects=Queue,
GroupQueues, RoutePoint
Subject=DNAction

84 Informiam.Queue_Handle_ None

Category=TotalTime

Informiam.Queue_After_Call, .\ _ ACWCompleted

85 ) Objects=Queue, None
W TS GroupQueues, RoutePoint
Subject=DNAction

Category=CurrentState
Informiam.CurrentAgent
86 MainMask=LoggedIn
MembersLoggedin Objects=GroupAgents
Subject=DNAction

addAgentsToGroup

Category=CurrentNumber
Informiam.CurrAgents I
308 Objects=Agent, GroupAgents None

_Loggedin_Voice Subject=DNAction
MediaType=voice

Category=TotalNumber

II—]formlam'Queue—OUtboungl-ainMask=CaIIEnteredOutbound

87 Calls Objects=Queue, None
GroupQueues, RoutePoint
Subject= DNAction

Category=ExpectedWaitTime

Informiam.Queue_Expectecggj'gc'vt'?i'ggsg‘gjgues

88 - Queue, RoutePoint None
BLETE = RelMask=CallDistributed,
CallAbandoned
Subject=DNAction
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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.

Advisors Metric

ACWTimeHalf
ACWTimeTo5
ACWTimeToday

Stat Server
Metric

Informiam.Queue_Aftdra§i30 Wosk rhiwiag
Informiam.Queue_Aftdrag@MiNerk Time
Informiam.Queue_Afteé®dn@@lbyork Time

Time Profile

AnswerWaitTimeHalf Informiam.Total_Time Ts®@®@dhirsGrowing

AnswerWaitTimeTo5

Informiam.Total_Time [TsBisiner

AnswerWaitTimeTodaynformiam.Total_Time Joefeswer

CallsAnswered

Half

CallsAnsweredTo5
CallsAnswered

Today

CallsClearedTo5
CallsClearedHalf

CallsCleared

Today

CallsEnteredHalf
CallsHandledHalf
CallsHandledTo5
CallsHandled

Today

CallsOfferedHalf
CallsOfferedTo5
CallsOffered

Informiam.Total_Calls less3@vedsGrowing
Informiam.Total_Calls _lfastBidias
Informiam.Total_Calls @insiayed

Informiam.TotalCalls_Clesh®dins

Informiam.TotaICaIIs_é%S%Og'“sr

Informiam.TotalCalls_@eaiRaly, Growing

Informiam.TotalCalls_Emist3aMins
Informiam.Queue_Callsast30déassGrowing
Informiam.Queue_Callsast&iviled

Informiam.Queue_CallGnddayled

Informiam.Total_Calls lab@0MinsGrowing
Informiam.Total_Calls LlebidMichs
Informiam.Total_Calls Omedvand

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
N/A
N/A

N/A

N/A
N/A
N/A

Yes
Yes
Yes
Yes
Yes
Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes
Yes
Yes

Yes

Yes
Yes
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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Advisors Metric

CallsTo5

ServicelLevel

CallsToday

Servicelevel

CallsOnHoldHalf

ServicelLevel

CallsOnHoldTo5

Servicelevel

CallsOnHold Today

Servicelevel

CallsQHeld

TalkTimeHalf
TalkTimeTo5
TalkTimeToday

Stat Server
Metric

Informiam.ServiceLev@AeBagred

Informiam.ServicelLevelSal 6@EiidoWte]

Informiam.ServicelLevedsaibOmd{old_Total

Informiam.ServicelLevéltaeDs@rGtoldidgtal

Time Profile

Time Range

LessThan20Secs

GreaterThan20

Secs

GreaterThan20

Secs

GreaterThan20

Secs

GreaterThan20
Informiam.ServicelLeve@ &= nbiefaulturre 1 S

Informiam.Queue_Talk dst3®MinsGrowing N/A

Informiam.Queue_TalkLdshdMins
Informiam.Queue_TallOhieDay

Agent Statistics

The following Table lists agent statistics.

Advisors Metric

AgentState

DateTimelogin

Stat Server Metric

N/A
N/A

Time Profile

Informiam.CurrentAgentSta@ellectorDefault
Informiam.Informiam.CurrT@allecyjarDefault

No
No

Filtered

Yes

Yes

Yes

Yes

Yes

Yes
Yes
Yes

Filtered
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Agent Group Metrics

The following Table shows the list of all Advisors metrics retrieved for Contact Center Advisor and
Workforce Advisor and maps the Advisors metrics to Stat Server metrics.

Advisors Metric Stat Server Metric Time Profile Filtered
ACWStatusTo5 Informiam.TotaINumberACWast5Mins Yes
AnswerWaitTimeTo5 Informiam.Total_Time_To_AhswerMAgents Yes

Informiam.CurrNumberReady
Avail R CollectorDefault No
AvgHandledCallsTalkTimeTdhformiam.AverTalkStatusTihast5Mins Yes
AvgHandledCallsTimeTo5 Informiam.AverHandleStatusgsusMins Yes
CallsAnsweredTo5 Informiam.CallsAnswered Last5Mins Yes
CallsHandledHalf Informiam.Calls_Received_|bdsti30dMinsGrowing Yes
CallsHandledTo5 Informiam.Calls_Received_ |Ibbsisiins Yes
CallsHandledToday Informiam.Calls_Received_|Obhelay Yes
CallsOfferedTo5 Informiam.CallsOffered Last5Mins Yes
HandlingF1 Informiam.CurrentNumberHzwltHotgrDefault Yes
Hold Informiam.CurrNumberHoldSédactesDefault Yes
LoggedOn Informiam.CurrAgentsLoggé&nithectorDefault No
LoggedOnTimeTo5 Informiam.Total_LoggedIn_Tias¢5Mins No
LongestAvailAgent Informiam.LongestAvailAge@bllectorDefault No
NotReady Informiam.CurrNumberNotRea thhtarfiesfesu |t No
PercentUtilizationTo5 Informiam.Utilization Last5Mins No
TalkAndHoldTimeTo5 Informiam.TalkAndHoldTimé.ast5Mins Yes
Ready Informiam.CurrentReadyAg€wotkectorDefault No
Talkingln Informiam.Current_Calls_InltmlledtorDefault Yes
TalkingOther Informiam.Current_Calls_OtfiellectorDefault No
TalkingOut Informiam.Current_Calls_OutbbecrDefault No
TalkTimeHalf Informiam.Total_Talk_Time Last30MinsGrowing Yes
TalkTimeTo5 Informiam.Total_Talk_Time Last5Mins Yes
TalkTimeToday Informiam.Total_Talk_Time OneDay Yes
WorkReady Informiam.CurrNumberACWSiHeasesDefault No
WorkReadyTimeHalf Informiam.Total ACW_TimelLast30MinsGrowing No
WorkReadyTimeTo5 Informiam.Total ACW_TimeLast5Mins No
WorkReadyTimeToday Informiam.Total ACW_TimeOneDay No
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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 .
Description Type (Formula) P1|:Ioni:ife Type Unit
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?f‘essmg Interaction EmauM!anHalfcurrent Count
. 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 Count
were Queues EmailMovedTodahalf-hour),
moved Today/
from this Daily
staging (since
area to midnight)
any other
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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)

EmaiIBachog.I.ime

EmailEnteredﬁg‘ (since

EmailEnteredHalfcurrent

EmailEnteredToddyalf-hour),

EmaiIInProcQ.I.ime

EmaillnQ

Interval/
Time Th;esi;old Unit
Profile yp
Interval/
Time Th'.}eSZOId Unit
Profile yp
Pl Ul Above Count
5 Min
(rolling/
sliding), 30
art of
N/A Count
Today/
Daily
(since
midnight)
Pl [ N/A Count
Point in
Time N/A Count
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Internal
Names Name

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

Description

area to
any other
staging
area
during the
specified
period.

Interval/

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)

Description

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

Average
handle

time in
seconds

for Chat
interactions.

The
percentage
of chats
offered
that were
handled

by this
resource.

The total
number of
Chat
interactions

Source Definition : Threshold .
Time Unit
Type (Formula) Profile Type
. Interval/
Source Definition Time Threshold Unit
Type (Formula) Profile Type

Genesys 5 Min
Agent ChatAcceptedf@bling/ N/A Count
Groups sliding)
Calculated, .
Genesys ChatHandleTi s
Agent ChatHandled %éfr.md/ Above seconds
G iding)

roups
Calculated, in
Genesys ChatHandIedj? :
Agent ChatOfferedTS idlilr:]g)/ M FERIE:
Groups 9
Genesys 5 Min
Agent ChatHandledToblling/ N/A Count
Groups sliding)
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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

Performance Management Advisors Metrics Reference Guide

88



CCAdv and WA

CCAdv Web and Email Metrics

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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Internal
Name B
Metric:
[Offered] s_eOffered

(s_eOffered)

Metric:
[Rejected%] s_eRjctPct
(s_eRjctPct)

Metric:
[Rejected]
(s_eRjct)

s_eRjct

Metric:
[TimedOut%] s _eTOPct
(s_eTOPct)

Metric:
[TimedOut]
(s_eTO)

s eTO

Metric:[Txfrs]

(s_eTxfrs) SESC

. Source
Description Type
period.

Number of = Genesys

e-mails Agent

received. Groups

The

percentage

of e-mails Calculated,

offered Genesys

this Agent

resource Groups

that were

rejected.

The total

number of

e-mail

interactions

that were Genesys
. - Agent

rejected in Groups

the

specified

time

period.

The

percentage Calculated,

of e-mail Genesys

interactions Agent

that timed  Groups

out.

The total

number of

e-mail

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
e-mail
transfers

Genesys
Agent
Groups

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

I i
EmailRejecte
EmailOffered%%wr:g/

ding)

5 Min
EmailRejectedfoBing/
sliding)

. 5 Mi
EmanTumedo;g%'#{g/

EmailOffered Hing)

5 Min
EmailTimedOyitddihg/
sliding)

5 Min
EmailTransferéiolfing/
sliding)

Threshold
Type

Above

Above

Above

N/A

Unit

Count

Percent

Count

Percent

Count

Count
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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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