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CCAdv Application Voice and Alert Metrics

CCAdv Application Voice and Alert Metrics

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

Name/
Internal
Name

Source

Description Type

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

Number of
calls
abandoned
while in
queue or
ringing.

Abandoned/

Cabn

Percent of
dialing
attempts
with a call
result of
Abandon.
Campaign
abandoned
statistics
CampAbandonedQuaéertain to a
specified
campaign or
toa
specified
calling list.

The total
number of
dialing
attempts
with a call
result of
"Abandon".
Campaign
i abandoned
CamleaIAbandonegtatistics
pertain to a
specified
campaign or
toa
specified
calling list.

Abandoned

Quote/ Genesys

Queues

L NEW J

Abandoned/ Genesys

Queues

Cisco ICM
Services/Call
Types,

Percentage
Abandoned %/ of calls
abandoned

Source
Metric

Mapping

CallsAbandQ
>

Definition
(Formula)

Cisco
Services:

CallsAbandQTo5
CallsAbandQHalf
CallsAbandQToday

RouterCallsAbaiea@esys/Cisco

> M6002

CampDialAbandone!

> M6013

Call Types:

RouterCallsAbandQ
RouterCallsAbandQ

Period/
Time
Profile

5 Min
(rolling/
sliding), 30
Min (since
start of
current half-
hour), Today/
ily (since

RouterCallsAbandQTedgight)

100 *

5 Min

(CampDialAbangenaefp5/
CampDialMade CampDialMadeK)fling), 30

100 *

100 *

Min (since

ampDiaIAbandon§8ﬁ5tf)0f
ampDialMadeHalfcurrent half-

hour), Today/

(CampDialAba ndonfygﬂ@ﬁyéi nce

CampDiaIMadeTodam

CampDialAban 'r‘ijé
in

CEmpIDEAEE ndC%rr}\ep%ialAbandoneﬁtaiTt of

CampDialAbandoneding¢ent half-

> M6013
CallsAbandQ
>

RouterCaIIsAbaég

Cisco
vices:

idnight)

5 Min
(rolling/

4530
since

hour), Today/
Daily (since
midnight)

5 Min
(rolling/
sliding), 30

Threshold
Type/Unit

Above

Count

Percent

Count

Above

Performance Management Advisors Metrics Reference Guide



CCAdv Application Voice and Alert Metrics

Name/

Internal Description S_?ur:e
Name P
Genesys
while in Virtual
AbnPct gueue or Queues,
ringing. Genesys
Queues
- Calculated
o .
,ibéc;:esmbnlty % Cisco ICM
Acc%/ productivity _?_er\e/;ces/Call
metric that Gyepnes', 5
APCT compares . Y
Virtual
the total Queues
calls offered Genesyé
to answered. Queues
Cisco ICM
Number of _?_er\gsces/Call
Ans/ inbound Gyp '
enesys
cA calls Virtual
answered by Queues
agents. Genesys
Queues
Cisco ICM
Sum of the _?_erwces/CaII
AnsPlusAband/ calls ypes,
answered Genesys
CaPIsCabn and Virtual
Queues,
abandoned. Genesys
Queues

Source . Period/
Metric ?Fifll'lrl:ﬂl?:\ r; Time
Mapping Profile

100*(CallsAbandQTo5/
CallsOfferedTo5)
100*(CallsAbandQHalf/
CallsOfferedHalf)
100*(Ca|lsAbandQTMﬁa{/(

CallsOfferedToday) since

start of
CallsOfferedQueue Genesys/Cisco current half-
> CallsOffered Call Types: hour), Today/

100*(RouterCaI|sAbE)'5;tWo(§li nce

CallsOfferedTo5) L
100%(RouterCallsAbBAHHSIAT)
/

CallsOfferedHalf)
100*(RouterCallsAbandQToday/
CallsOfferedToday)

100*(CallsAnswgrggHo5

(rolling/
(>ZaIIsAnswered%%ﬁeredTo%"ding), 30

CallsAnswered 100*(CaIIsAnswerec]\I{1!':1rI]f(smce
/ start of

CallsOfferedQueue CallsOfferedHalf) current half-
> CallsOffered 100*(CallsAnswerededay), Today/

J Daily (since
CallsOfferedToday) midnight)
5 Min
(rolling/
iding), 30
CaIIsAnsweredQ(EJaeILSéAnsweredT In (since

> CallsAnsweredHalf start of

CallsAnswered CallsAnsweredTodaxurrent half-
hour), Today/
Daily (since
midnight)

Cisco
Services:

CallsAnsweredTo5+
CallsAbandQTo5
CallsAnsweredHalf+5 Min
CallsAbandQHalf §o|ling/

CallsAnsweredQuatisfasweredToday 1O,
> CallsAbandQToday STldlng), 30

Min (since
CallsAnswered Geonesys/cisco start of
Call Types:

CallsAbandQ > CallsAnsweredTos current half-
RouterCallsAbandQ hour), Today/

RouterCallsAbandQDaily (since
CallsAnsweredHalf mid night)

+
RouterCallsAbandQHalf
CallsAnsweredToday

+
RouterCallsAbandQToday

Threshold
Type/Unit

Percent

Below

Percent

N/A

Count

Above

Count
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Name/
Internal
Name

A Source
Description Type
The total
number of
unsuccessful
dialing
attempts
initiated by
a Campaign.
Manager
with a call
result of
"Answering
Machine
Detected";
, that is, the
CampAnswerlngMa@%paign
Manager
dropped the
call because
an
answering
machine
was
detected on
the called
party’s side.

The total
number of
dialing
attempts
initiated by
a Campaign
Manager
with a call
result of
Answer
(when a call
is answered
by a human
voice). In
some
contact
centers, the
call result
can also
mean Right
Party
Contacted;
that is, the
call is
answered by
a live person
who is not
the Wrong

Answer

Machine/ Genesys

Queues

D

Answers/ Genesys

Queues
CampAnswers

Source . Period/
Metric ?Fif;'r:'::&'; Time
Mapping Profile
5 Min
(rolling/
CampAnswerin m'&(]ghgi%
§a$6p(¢lnlswerm%l\allr%ggrhgv%eringMaGti&lét—l@[f Count
CampAnsweringMachiredestaira|f-
hour), Today/
Daily (since
midnight)
5 Min
(rolling/
CampAnswersTgading). 30
CampAnswers in (since
> M6001 CampAnswersHalf start of Count

CampAnswersTodaycyrrent half-
hour), Today/
Daily (since
midnight)

Performance Management Advisors Metrics Reference Guide
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CCAdv Application Voice and Alert Metrics

Name/
Internal
Name

Available/

AA

AvailVoice/

VoiceAA

Available%/

AvailPCT

Description

Party.

The number
of agents
currently in
the ready
state.

The number
of agents
currently
ready and
waiting for
next voice
interaction.

Percentage
of available
agents over
staffed.

Source
Type

Cisco ICM
Services/Call
Types, Cisco
ICM Skill
Groups,
Genesys
Virtual
Queues,
Genesys
Queues,
Genesys
Agent
Groups

Cisco ICM
Services/Call
Types, Cisco
ICM Skill
Groups,
Genesys
Virtual
Queues,
Genesys
Queues,
Genesys
Agent
Groups

Cisco ICM
Services/Call
Types, Cisco
ICM Skill
Groups,
Genesys
Virtual
Queues,
Genesys
Queues,
Genesys
Agent
Groups

Source
Metric
Mapping

Definition
(Formula)

Count of
distinct
agents from
Agent
Groups
associated
with

application(s)
CurrentAgentStagervice(s)/call
type(s)/queue(s

(= 115)
that are
currently in

AgentState=

CISCO: 3
("Ready") or
Genesys: 115

("WaitForNextCall")

Count of
distinct
agents from
Agent
Groups
associated
with

application(s)
(service(s)/call
type(s)/queue(s))

VoiceAvail >

AgentVoiceRead{pat are
currently

ready for
voice
interactions.

Genesys:

AgentVoiceReady

=1
CISCO:
AgentState = 3

AA

(Available):
AgentState=115
(WaitForNextCall)
STF (Staffed):
AgentState AA/STF *100

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

Period/
Time
Profile

Threshold
Type/Unit

Above

%)mt in Time Count

Above

Point in Time Count

Above

Point in Time
Percent
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Name/
Internal
Name

Average
After Call
Work
(AvgACW)/

AvgACW

Average
Delay
(AvgDly)/

AvgDL

Average
Handle Time
(AHT)/

AHT

Description

Average
time in
seconds
spent on
after-call
work
including
entering
data, filling
out forms
and making
outbound
calls
necessary to
complete
the
transaction.

Average
delay in
seconds for
calls
currently in
queue.

Average
handle time
in seconds
for calls.

Source
Type

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

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

Cisco ICM
Services,
Call Types,
Cisco
Services,
Cisco Call
Types

Genesys Virtual

Source
Metric
Mapping

ACWTime >
ACWTime

CallsHandledQueueTalkTimeToday

> CallsHandled

Definition Pe_riod/
(Formula) s
Profile
Cisco:
(HandleTimeTo5
TalkTimeTo5
HoldTimeTo5)
/
CallsHandledTo5
(HandleTimeHalf
TalkTimeHalf
;—|o|dT|meHaIf) 5 Min
CallsHandledHa Fpl!lng/
(HandleTimeTo g, S
n (since
i} start of

current half-

HoIdTimeToday)Daily (since

CaIIsHandIedTocqglygmght)

Genesys: For all
unigue agent
groups related
to the
application(s) in
scope:
ACWTimeTo5 /
CallsHandledTo5
ACWTimeHalf /
CallsHandledHalf
ACWTimeToday

/
CallsHandledToday

Cisco
Services:

CallsQNowTimecallsQNowTime/

>

RouterCallsQNowTing level

CallsQNow >
RouterCallsQNow

HandleTime
>
HandleTime

Cal|5HandledoueueHandIeTimeToday
/CallsHandledTodayhour), Today/

> CallsHandled

CallsQNow

Genesys/Cisco

Call Types:
RouterCallsQNow/
RouterCallsQNowTime

5 Min
HandleTimeTo5 (rolling/
/CallsHandledTogiding), 30
Min (since
start of
current half-

HandleTimeHalf
/CallsHandledHalf

Daily (since
midnight)

hour), Today/

Point in Time

Threshold
Type/Unit

Above

Seconds

Above

Seconds

Above

Seconds

Performance Management Advisors Metrics Reference Guide
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Name/
Internal
Name

Average
Speed to
Answer
(ASA)/

ASA

Average Talk
Time (ATT)/

ATT

L NEW J Busy/

CampDialBusy

L NEW
Callbacks
Completed/

Description

Average
answer wait
time in
seconds for
calls offered

Average talk
time in
seconds for
calls.

The total
number of
unsuccessful
dialing
attempts
initiated by
a Campaign
manager
with a call
result of
"Busy"; that
is, the call
does not go
through
because of a
busy signal
for the
called party.

The total
number of
callbacks
completed
(executed).
The
completion

CampCallbacksCom@feBegallback

only
indicates
that the
callback was

Source
Type

Queues,
Genesys
Queues

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

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

Genesys
Queues

Genesys
Queues

Source . Period/
Metric ?Fifll'lrl:ﬂl?:\ r; Time
Mapping Profile
AnswerWaitTimgTpfn
AnswerWaitTiméQueue (rolling/
> CallsAnsweredTefiding), 30 )
itTi i i Abov
AnswerWaltTlmgnswerWaitTimeHaJ}/lln (since ove
start of Seconds
ga”SAnsweredQue%alIsAnsweredHaIf current half-
CallsAnswered ;AnswerWaitTimeTqum.Jlr),(Tpday/
aily (since
CaIIsAnsweredToda¥nidnight)
5 Min
TalkTimeTo5 (rolllng/
TaIkTimeQueue/ liding), 30
> TalkTime CallsHandledTo}yin (since Above
TalkTimeToHalf / start of
gagzw:}:grl%?eodueueCaIIsHandIedHaIf current half-  >e<°nds
TalkTimeToday / hour), Today/
CallsHandledToday Daily (since
midnight)
5 Min
(rolling/
CampDialBusyT |?1Ir(1§iz1'c3éo
(>:al\T6p0Dl|2|Busy CampDialBusyHalf start of Count
CampDialBusyTo5 current half-
hour), Today/
Daily (since
midnight)
5 Min
(rolling/
CampCaIIbacksﬁ%ﬁ‘] SmtceZc?TOS
CampcaIlbaCks%?n%%'a‘?Fb%?ksConﬁﬂatrémﬁlf Count

> M6004 CampCallbacksComplgtesiiedas | f-

hour), Today/
Daily (since
midnight)

Performance Management Advisors Metrics Reference Guide
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CCAdv Application Voice and Alert Metrics

Name/
Internal
Name

Description

performed;
it does not
indicate that
the callback
was
completed
successfully.

The total
number of
callbacks
missed. A
callback is
considered
as “missed”
if itis
scheduled
for a certain
period of
time, but for
some reason
the callback
is not
performed.
A callback is
CampCaIIbacklessFHissed' for
example, if
all outbound
trunks are
busy at the
time of the
scheduled
callback, or
if no agents
are available
at the time
scheduled
for the
callback.

D

Callbacks
Missed/

D

The total
Callbacks number of
personal

Scheduled/
callbacks
CampCallbacksSchegyledy | jad.

Number of
Calls/ incoming
CIN calls .

currently in

progress.

Source
Type

Genesys
Queues

Genesys
Queues

Cisco
Services,
Cisco Call
Types,
Genesys

Source . Period/
Metric ?Fifll'lrl:ﬂl(z:\ r; Time
Mapping Profile
5 Min
(rolling/
CampCaIIbacks@lfi%é%g)g%%eo
SaI\T6pOCOa5”baCks%:/laﬁnspGC%IIbacksMissﬁEﬁraﬂfOf Count
CampCallbacksMissedfeeat half-
hour), Today/
Daily (since
midnight)
5 Min
(rolling/
CampCaIIbacks%ﬂH@r{é&oS
SahTGpocoaélbaCks%:gpw%gﬁ'géjcksScha@éHMf Count
CampcCallbacksSchedyred Fpidig |-
hour), Today/
Daily (since
midnight)
Cisco
Talkingln > Services: Above
CallsInNow intin Ti
Talkingln Point in Time Count

Genesys/Cisco

Performance Management Advisors Metrics Reference Guide
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CCAdv Application Voice and Alert Metrics

Name/
Internal
Name

CallsCleared/

a_CallsCleared

CallsProg/

cPC

DateTime/

DateTime

 NEW | Dial

Made/

CampDialMade

Description

NOTE: When
Genesys
Queues/Virtual
Queues or Cisco
Call Types, this
is calculated
from the
associated
unique agent/
skill groups.

Number of
calls that
cannot be
distributed
because the
queue is full.
These calls
negatively
affect
reachability
and service
level.

Number of
inbound and
outbound
calls
currently
being
handled.

Date and
time that

this data last

updated.
Used to
calculate
longest
queue and
longest wait
time.

Total
number of
all dialing
attempts
made
(initiated) by
a Campaign
Manager
with any call

Source
Type

Virtual
Queues,
Genesys
Queues

Genesys
Virtual
Queues

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

Genesys
Queues

Source
Metric
Mapping

CallsCleared
>
CallsCleared

Talkingln >
Talkingln

TalkingOut >
TalkingOut

CampDialMade

> M6002

Definition
(Formula)

Call Types:

For all unique
agent/skill
groups related
to the
application(s) in
scope:

Sum
(SGRT.TalkinglIn)

Cisco
Services:
N/A

Cisco Call

Types: N/A
Genesys ACD
Queues: N/A
Genesys Virtual
Queues:
CallsClearedTo5
CallsClearedHalf
CallsClearedToday

Cisco:

CallsInProgress

Genesys: For all
unigue agent
groups related
to the
application(s) in
scope:

Sum
(SGRT.Talkingln
+
SGRT.TalkingOut)

CampDiaIMadeﬁi,ding), 30

CampDialMadeHalfstart of

Pe_riod/ Threshold
Ul Type/Unit
Profile yp
5 Min
(rolling/
sliding), 30
Min (since Above
start of R
current half-
hour), Today/
Daily (since
midnight)
N/A
Point in Time Count
5 Min
(rolling/
in (since
Count

CampDialMadeTodagurrent half-

hour), Today/
Daily (since
midnight)

Performance Management Advisors Metrics Reference Guide
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Name/
Internal
Name

Source

Description Type

results.

The total
number of
unsuccessful
dialing
attempts
initiated by
a Campaign
Manager
with a call
result of
"Dropped".
Dropped
calls are
those that
are
answered at
the
destination
but then
abandoned
in the queue
because no
agent is
available to
take them.

D

Dropped/ Genesys

) Queues
CampDialDropped

Percent of
unsuccessful
dialing
attempts
initiated by
a Campaign
Manager
with a call
result of
Dropped.
Dropped
Dropped calls are

Quote/ those that

CampDroppedQuot@re
answered at
the
destination
but then
abandoned
in the queue
because no
agentis
available to
take them.

Predicted
delay in

Genesys
Queues

Cisco ICM

ExpDelay/ Services/Call

Period/
Time
Profile

Source
Metric
Mapping

Definition
(Formula)

5 Min
roIImg/

CampoIDropp%I (?9

since
CampDialDropped
> M6p012 ppCamleaIDrOppedl-lﬁittart of

CampDialDroppedTed@srent half-
hour), Today/
Daily (since
midnight)

100 * 5 Min

CampDialDroppgdlipdd/
CampDialMade CampDialMade¥fjing), 30
> M6002 1 Min (since

00 *

CamleaIDroppedI-I%‘:f-i‘rt of
CampDialMadeHalf current half-
100 * hour), Today/

CampDialDropped
CampD|aIMadeToda?:gg/zlgSr:gce

CampDialDropped
> M6012

ExpectedDelay Cisco

= Services/ Point in Time

Threshold
Type/Unit

Count

Percent

Above

Performance Management Advisors Metrics Reference Guide
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Name/
Internal
Name

ED

L NEW Fax/

Modem/

CampFaxDetected

D i

Ratio/

CampHitRatio

Handle Time
(HT)/

HT

Description

seconds for
any new call
added to the
queue. This
is valid only
if no agents
are
available.

The total
number of
unsuccessful
dialing
attempts
initiated by
a Campaign
Manager
with a call
result of Fax
Detected or
Modem
Detected.

The
percentage
of successful
dialing
attempts
initiated by
a Campaign
Manager
with a call
result of
Answer

(DialAnswer)—

is, a call is
answered by
a human

voice—relative

to the
number of
all dialing
attempts
made
(DialMade)
during the
same time
period.

Total handle
time in
seconds for
calls.

Source
Type

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

Genesys
Queues

that
enhesys

Queues

Cisco ICM
Services/Call
Types,
Genesys
Virtual
Queues,

Source
Metric
Mapping

Expected Delay Cisco Call
Types:

CampFaxDetected

> M6019

CampAnswers
> M6001

CampDialMade
> M6002

HandleTime
>
HandleTime

Definition P.?ir::/ Threshold
(Formula) Profile Type/Unit
Genesys
Queues:
ExpectedDelay
Seconds

(([CallsQNow]+1)*([HandleTimeTo5]/[CallsHandledTo5
[NOT_READY_APP])

5 Min
rolllng/

CampFaxDetect%I {?smce

CampFaxDetectedHsiart of

CampFaxDetectedTedgrent half-
hour), Today/
Daily (since
midnight)

Count

100 * 5 Min
CampAnswersTqpd|ling/
CampDialMade®fiing), 30
100 * Min (since
CampAnswersHalf/ start of
CampDialMadeHalf current half-

(1:00*A o hour), Today/
ampAnswersToda
CampDiaIMadeTod%a(ljlxlgsr:?)ce

Percent

5 Min
HandleTimeTo5 (rolling/
sliding), 30
Min (since
start of
current half-

Above

HandleTimeHalf

HandleTimeToday Seconds

/(ISTFI-

Performance Management Advisors Metrics Reference Guide
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Name/ Source . Period/
Internal Description S_?ur:e Metric ?Fifll'lrl:ﬂl?:\ r; Time 1.;.“273?\:3
Name yp Mapping Profile yp
hour), Today/
8323?;5 Daily (since
midnight)
5 Min
Cisco ICM (rolling/
Skill Groups, liding), 30
Handled/ Number of Genesys CaIIsHandIedQu%ialéSHandIeorr0 in (since N/A
e calls Virtual > CallsHandledHalf start of R
handled. Queues, CallsHandled CallsHandledToday current half-
Genesys hour), Today/
Queues Daily (since
midnight)
Count of
distinct
agents from
) Agent
CISCC? ICM Groups
SerV|CeS/Ca” assoc|ated
Types, Cisco with
Services, application(s
Hold/Other/ Numbef of Cisco Call pF;vice(s)/(ca)ll Above
agents in Toes CurrentAgentSté‘i@ int in Time
Holdother the Hold/ ypes, (= 110) type(s)/queue(sfP Count
Genesys that are
Other state. . .
Virtual currently in
Queues, AgentState=
Genesys
Queues CISCO: 10
("Calls On
Hold") or
Genesys: 110
("CallOnHold")
Cisco:
o ) DateTime -
Time in Cisco ICM LongestAvailAgent
seconds that Services/Call
. . Genesys: For all
LongAvail/ the currently  Types, LongestAvailAg@nigue agent Above
longest Genesys R
: . > groups related Point in Time
LAA available Virtual LongestAvailAg&nthe Seconds
agent has Queues, g gapplication(s) in
been Genesys §4C°Pe|=3 -
available. Queues Max (DateTime
LongestAvailAgent))
. Cisco
Time in C'SC(.) ICM Services:
Services/Call
seconds that Types teTime -
LongQueue/  the currently Genes’ys LongestCaIIQueE[)%‘gestCa”Q S Above
LCQ longest Virtual > (ICM calculates Point in Time Seconds
(oldest) call LongestCallQ LongestcCallQ to
has been in Queues, the end of the
Genesys five-minute
queue. Queues period.)
Performance Management Advisors Metrics Reference Guide 12
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Name/ Source S Period/
Internal Description S_?ur:e Metric ?Fifll'lrl:ﬂl?:\ r; Time 1.;.“273?\:3
Name yp Mapping Profile yp
Genesys/Cisco
Call Types:
DateTime -
RouterLongestCallQ
The total
number of 5 Min
unsuccessful (roIIing/
[ NEW | dialing in
Answe'r\;O B9 Genesys Cam NoAnswercampNOAnswe'ﬁ/IP% smce
initiated by Queue)é - M6p003 CampNoAnswerHalstart of Count
CampNoAnswer @ Campaign CampNoAnswerTodgyirrent half-
Manager hour), Today/
with a call Daily (since
result of "No midnight)
Answer".
Count of the
agents
unavailable Count of
to take a distinct
call, either agents from
because Agent
they are Cisco ICM Groups
performing Services/Call associated
after-call Types, Cisco with
g work that Services, appllcatl(ogw(s)” .
NotReady/ leaves them  Cisco Call (service(s)/ca Above
NOT_READY_APP in the not Types, E:u;rleg)tAgentSt@Se )/queue(spbint in Time Count
- - ready upon Genesys thatare
completion Virtual currently in
state, or Queues, AgentState=
because _ Genesys CISCO: 2 ("Not
they are in Queues Ready") or 5
the not ("Work Not
ready state éeady") 113
(with or Senesys: .
without a ("NotReadyForNextCall")
reason
code).
Number of Cisco ICM (5r<|JVI|IIirr]1 /
incoming Services/Call slldlngg) 30
Offer/ and internal = Types, CaIIsOfferedQue%a”SOﬁeredTOSMm (since N/A
calls offered  Genesys - . IR
cof to this Virtual Gl ACE Count
T CallsOffered  CallsOfferedToday current half-
application Queues, hour), Today/
during the Genesys Dain’(sincey
period. Queues midnight)
Outbound/ Number of Cisco ICM CallsOutTo5 5 Min N/A
outbound Services/Call  CallsOut > CallsOutHalf (rolling/
coTt calls by Types, CallsOut CallsOutToday sliding), 30 Count
agents. Genesys Min (since
Performance Management Advisors Metrics Reference Guide 13
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Name/
Internal
Name

Source

Description Type

Virtual
Queues,
Genesys
Queues

Total

number of
personal
callbacks
completed
(executed).
Completion
of a personal
callback only
indicates

D per,
Callbacks
Completed/

that the
CampPersonaICaIIb%%ﬁB%rBRI%%cg

performed;
it does not
indicate if
the callback
was
completed
successfully.

Total
number of
personal
callbacks
missed. A
personal
callback is
missed, for
example,
because all
outbound
trunks are
busy at the

Genesys
Queues

m Per.

Callbacks time of a

Missed/ scheduled

CampPersonalCallb§adPiaekdor
because an
agent for
whom a
callback is
assigned is
busy or not
logged in at
the time of
the
scheduled
personal
callback.

Genesys
Queues

Sour(_:e Definition Pe_riod/ Threshold
e (Formula) Ul Type/Unit
Mapping Profile
start of

current half-
hour), Today/
Daily (since
midnight)

5 Min
(rolling/
CampPersonaIC%%l'ﬁ'%é%qscéegmpIetedToS

CampPersonalCallbagkeCompletsllafpercataircoun

CampPersonalCallbagksteontpieiéfiToday
hour), Today/

Daily (since
midnight)
5 Min
(rolling/
CampPersonalca'&'%’égnscli%sedTOS
CampPersonalCallbackeMiSe et stantiofedralr  Count

> M6008 CampPersonalCallbatksMipted Eifay

hour), Today/
Daily (since
midnight)
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CCAdv Application Voice and Alert Metrics

Name/
Internal Description
Name
| NEW ] Per. The total
Callbacks number of
Scheduled/ personal

callbacks
CampPersonaICaIIbggﬁém?%d

Percentage
of the
number of
waiting calls
over the
number of
staffed
agents in
the
respective
agent
group(s).

QDep%/
QD

Number of
calls
currently
queued for
longer than
the service-
level
threshold.

QPastSL/

SLCH

Queue/ Number of

calls in

cQ
queue now.

The total
number of
leads from
calling lists
(counting
records from
the same
lead as one
CampRecordsCompl&eard)
processed to
the point
that no
further
action will

D

Records
Completed/

Source
Type

Genesys
Queues

Cisco ICM
Services/Call
Types, Cisco
ICM Skill
Groups,
Genesys
Virtual
Queues,
Genesys
Queues,
Genesys
Agent
Groups

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

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

Genesys
Queues

Sour(_:e Definition Pe_riod/ Threshold
e (Formula) Ul Type/Unit
Mapping Profile
5 Min
(rolling/

CampPersonalC Ii@%ﬁ%ﬁsi@neduledToS

1N
CampPersonalCallbagk e che ks ataurearr count

CampPersonalCallbagkstehedyidfiToday
hour), Today/
Daily (since
midnight)

CallsQNow > .
RouterCallsQNo@isco

Services:
STF(Staffed):
The number of CallsQNow / STF Above
agents in *100 . i .
AgentState Point in Time percent
<>116(LoggedOut)Genesys/Cisco
and AgentState Call Types:
<>101(NotMonitordbuterCallsQNow
and AgentState / STF * 100
<>102(Monitored)
ServicelLevelCallsQHeld Above
> ServicelLevelCalPQttéd Time .
ServicelLevelCallsQHeld
Cisco
Services: N/A
CallsQNow > callsQNow Point in Time
Routerca”SQNO@énesys/Cisco Count
Call Types:
RouterCallsQNow
5 Min
(rolling/
CampRecordsCﬁﬂﬁlzglﬁgigS
CampRecordsCompleted
- MGpOlO CarﬁpRecordsComp!ﬁh’éﬂ‘HSlf Count
CampRecordsComptatieddortairalf-
hour), Today/
Daily (since
midnight)
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CCAdv Application Voice and Alert Metrics

Name/
Internal
Name

NEW e

detected/

CampSITDetected

Description Type

be taken. (A
lead—also
called a
chain—is a
set of
records from
calling list(s)
related to a
specific
customer or
contact. A
lead or chain
may include
one or more
records
belonging to
the same
contact.)
CampRecordsCompleted
can also
apply to a
specified
campaign, in
which case
the statistic
is the total
number of
records
processed
during that
campaign.

Campaign
Manager

with a call

result of
"DIALSITDetected".
A Special
Information

Tone (SIT)
identifies a
network-

provided Genesys
announcement Queues
and

precedes a
machine-
generated
announcement
when, for

instance, a
telephone

number is
invalid, no

Source

Sour(_:e Definition Pe_rlod/ Threshold
e 1 (Formula) Ul Type/Unit
Mapping Profile
5 Min
(rolling/
CampSITDetect ||n si)n'c?eo
CampSITDetected t of Count
~ M6020 CampSITDetectedHatrart o oun
CampSITDetectedTadasrent half-
hour), Today/
Daily (since
midnight)
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CCAdv Application Voice and Alert Metrics

Name/
Internal
Name

Description

circuit is
available, or
a recorded
operator
message
intercepts a
call.

Number of
calls
answered
within the
threshold
divided by
the number
of calls that
were offered
This treats
the
abandoned
calls as
though they
were
answered
after the
threshold.

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

Service
Level %/

SL

SL% (Plus
Aband)/

SIPIsSIAbn

Source
Type

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

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

Source . Period/
Metric ?Fifll'lrl:ﬂl(z:\ r; Time
Mapping Profile

Cisco:

(ServicelLevelCallsto5

/ 5 Min
ServicelLevelCal&ervicelLevelCallsofifiegédTo5)
> *100 sliding), 30
ServiceLeveICaIIGs Min (since

enesys: art Of

Servn:eLevelCaIIsOrﬂ’-‘I%'Rzi'Ce'-eve|ca||5t %

current half-

Threshold

Type/Unit

Below

Percent

Ser\,|ce|_eve|(:a||50r(ﬁ%qulceLeveICalIsT(kH!{ﬂ’e)rv-EédaAMCallsOnHoldTOS)]

Repeat for
ToHalf and
Today

Cisco:

Daily (since
midnight)

((ServiceLevelCallsto5

+

ServiceLeveICaI%rViceLevel
> AbandTo5)

SerV|ceLeveICaI&"VlCGLeVGlCa|

SerwceLeveICaIIsOnHoId
> Genesys:

5 Min

IS

Min (since
start of

ServiceLevelCallsOrfBetdiceLevelCallstaaurrent half-

ServicelLevelAband + ServicelLevel
> AbandTo5)/

ServicelLevelAband (ServicelLevelCallsTo

*100
Repeat for
ToHalf and
Today

hour), Today/

?-(%erE%eveICaIIsOnHoIdT05+SerV|ceLeve|Aband'I'(

Below

Percent
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CCAdv Application Voice and Alert Metrics

Name/ Source S Period/
Internal Description S_?ur:e Metric ?Fifll'lrl:ﬂl?:\ r; Time 1.;.“273?\:3
Name yp Mapping Profile yp
prior to the
threshold.
Count of
distinct
agents from
Agent
Groups
associated
i with
C'SCQ ICM application(s)
SerV|CeS./Ca“ (Service(s)/ca“
Number of Types, Qsco type(s)/queue(s))
Staffed/ ?gentj _ IGCM Skill that are N/A
ogged on in roups, rently not e A T
- e CurrentAgentStiSr‘]e{S Pointin Time
agent Virtual AgentState
groups. Queues,
Genesys (,;ISCO: 0 )
ACD Queues gr']-ggged Off")
Genesys:
(""NotMonitored"
101),
(""NotMonitored"
102),
(LoggedOut
116).
CISCO
Services:
AgentsTalking
Genesys/CISCO
. Call Types:
Cisco ICM Count of
Services/Call distinct agents
Types, Cisco fGr°m Agent
. roups
) Number of Services, associated with
Talking/ agents Cisco Call application(s) N/A
AT currently in Types, CurrentAgentStéssvice(s)/call Point in Time Count
the Talking Genesys type(s)/queue(s))
. that are
state. Virtual currently in
Queues, AgentState=
Genesys C|S|<I3(0= (‘§
"Talking") or
Queues Genesys: (105
"CallConsult"),(107"
Calllnbound"),(108
"Callinternal"),(109
"CallOutbound"),(112
CallUnknown)
Number of in
TransOut/ calls Cieco TransferOutCall Ioitinas e
transferred X N/A TransferOutCallsHalsliding), 30
i out of the Services TransferOutCallsTodghin (since s
queue. start of
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CCAdv Application Voice and Alert Metrics

Name/ Source S Period/
Internal Description S_?ur:e Metric ?Fifll'lrl:ﬂl?:\ r; Time 1.;.“273?\:3
Name yp Mapping Profile yp
current half-
hour), Today/
Daily (since
midnight)
5 Min
m (rolling/
Voicemail Number of CampMobilbox élllnlr(]gkcio
recognition/ recognized 8323?;5 (>:a|\r/r|16pol\/1%bllbox CampMobilboxHalf start of Count
, voicemails. CampMobilboxTodayurrent half-
CampMobilbox hour), Today/
Daily (since
midnight)
5 Min
Number of The number (rolling/
Active Alerts ¢ - tive sliding), 30
lcati Threshold Min (since Above
(voice, chatand ~ APPNICAtion ;5 45 N/A start of
e-mail)/ alerts for the Count
time period alerts current half-
AlertNum in the ﬁlter hour), TOday/
) Daily (since
midnight)
Average .
Average duration of Calculate_ 5 Mlln
. . the duration  (rolling/
duration of ~ the active from the sliding), 30
Active Alerts gfﬁ!g?{:'?ﬁe Threshold time the Min (since Above
(voice, chat and  time period violation N/A alert began start of 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 5 Min
Number of of expired (rolling/
Expired application sliding), 30
Alerts alerts for the Threshold Min (since Above
(voice, chat and  time period violation N/A start of E—
e-mail)/ in the filter alerts current half-
i (i.e., hour), Today/
PERETEENT oozl Daily (since
period). midnight)
The average .
ﬁverage ; duration of ? Nlll'.n /
uration o ; rolling
the expired g
Expired applicaption sliding), 30
Alerts Slerts for the Threshold Min (since Above
. . violation N/A start of )
(voice, chat and F'mﬁ pglnod alerts current half-  inutes
e-mail)/ '(?; e filter hour), Today/
AIertExpiredAngursé|e"cted D?”Y.(Slnce
period). midnight)
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