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Genesys Performance Management Advisors Metrics Reference Guide

Genesys 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.
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New in this Release

New In this Release

This page describes information that has been added or substantially changed since the previous
release of Performance Management Advisors software.

¢ The word Informiam has been removed from all source metric names. See FA Stat Server Metrics and
CCAdv/WA Stat Server Metrics for updates.

* New Outbound Contact Campaign metrics are included with Contact Center Advisor. See CCAdv
Application Voice and Alert Metrics for the list of new metrics, and CCAdv/WA Stat Server Metrics for the
list of new source metrics.
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Frontline Advisor

Frontline Advisor

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

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
AgentState (state) The current state of the agent.
DateTimeLogin(loginT) The login timestamp for an agent.
TimelnCurrentState (stateT) The time the agent has been in the current state.
ReasonCode (rcode) Qggnrsasons attached to the current state of the
Current Skill Group (sg) Current skill group of the agent. Cisco only.
Call Type (service) Call type. Cisco only.
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Frontline Advisor

FA Performance Source Metrics

FA Performance Source Metrics

Each performance metric can be enabled for each of the three configurable Time Profiles. The time
profiles can be set to any integer from 1 to 1440 and are not confined to a specific set. 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.)

Each of the statistic templates defined below specifies the following values:
DBAppSpecificIdColumnName: patternNum

Filtered metrics are disabled by default. For information about enabling filtered metrics, see
Performance Management Advisors 8.5.0 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)

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.

Metric Filter Required

None

None

None

None

Yes

(Filter for ACD interactions.)

None

None

None

Yes

(Filter for non-ACD interactions.)

None

Performance Management Advisors Metrics Reference Guide


https://docs.genesys.com/Documentation/PMA/8.5.0/PMADep/Welcome

Frontline Advisor

FA Performance Source Metrics

Source Metric Name

Total Not Ready Time - Type X
(totalNotReadyT X)

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
(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)

Total Time In Non ACD Calls
(totalNonACD)

Total Time In Outbound Calls
(totalOutbound)

TotalWrapTime (tacw)

Description

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

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

Performance Management Advisors Metrics Reference Guide



Frontline Advisor

FA Performance Source Metrics

Web Chat

Source Metric Name

ChatlnProcess (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

Metric Filter Required

None

None

None

None

None

None

None

None

Metric Filter Required

None

None

None

None

None

None
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FA Performance Source Metrics

Source Metric Name Description
handled by the agent in the last
XX minutes.
Number of e-mail interactions
EmailOffered (eOffered) offered to the agent in the last xx
minutes.

Total handle time for all the e-
EmailHandleTime (eHT) mail interactions handled by the
agent in the last xx minutes.

Metric Filter Required

None

None

Performance Management Advisors Metrics Reference Guide
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Frontline Advisor

FA Rule Source Metrics

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.

Each of the statistic templates specifies the following values:

DBAppSpecificIdColumnName:

ruleld

For all 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 both the time profile and the time
range as overrides. These values are based on the settings of the rule for that particular agent.

Rule

Rule 1 - Number of Short Calls
(too few)

Rule 2 - Number of Short Calls
(too many)

Rule 3 - Number of Long Calls
(too few)

Rule 4 - Number of Long Calls
(too many)

Rule 5 - Number of Short Wraps
(too few)

Rule 6 - Number of Short Wraps
(too many)

Rule 7 - Number of Long Wraps
(too few)

Rule 8 - Number of Long Wraps
(too many)

Rule 9 - Number of Calls Put On
Hold (too few)

Rule 10 - Number of Calls Put on

Source Metric Name

CallsHandledInTRange

CallsHandledInTRange

CallsHandledInTRange

CallsHandledInTRange

WrappedCallsInTRange

WrappedCallsinTRange

WrappedCallsInTRange

WrappedCallsInTRange

CallsOnHold

CallsOnHold

Description

Number of calls handled in the
last xx minutes where the talk
time of the call was less than a
certain amount of time.

Number of calls handled in the
last xx minutes where the talk
time of the call was less than a
certain amount of time.

Number of calls handled in the
last xx minutes where the talk
time of the call was more than a
certain amount of time.

Number of calls handled in the
last xx minutes where the talk
time of the call was more than a
certain amount of time.

Number of calls handled in the
last xx minutes where the wrap
time was less than a certain
amount of time.

Number of calls handled in the
last xx minutes where the wrap
time was less than a certain
amount of time.

Number of calls handled in the
last xx minutes where the wrap
time was more than a certain
amount of time.

Number of calls handled in the
last xx minutes where the wrap
time was more than a certain
amount of time.

Number of calls put on hold in
the last xx minutes.

Number of calls put on hold in
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Frontline Advisor

FA Rule Source Metrics

Rule Source Metric Name
Hold (too many)

Rule 11 - Number of Calls
Transferred (too few)

Rule 12 - Number of Calls
Transferred (too many)

TotalCallsTransferred

TotalCallsTransferred

Description
the last xx minutes.

Number of calls transferred in the
last xx minutes.

Number of calls transferred in the
last xx minutes.

Performance Management Advisors Metrics Reference Guide
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Frontline Advisor Displayed Report Metrics

Displayed Report 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)
(Cisco only) Raw N/A
Call Type (service)
Raw N/A

(Cisco only)

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.
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Frontline Advisor Displayed Report Metrics

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:

¢ AgentNotReady (ANR)

e AgentonHold (AOH)

¢ AgentReady (AR)

¢ 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 Type Calculation
CallsHandled (nch) Raw N/A
CallsTransferred (nct) Raw N/A
LongestTalkTime (Itt) Raw N/A
LongestWrapTime (lacw) Raw N/A
100*totalACD/totalLoggedIn
% of Time in ACD Inbound ol NOTE: Dependent on filtered agent-level
(pctACDInbound) dme?’grllﬁts.. This metric is disabled by

100*totalNonACD/totalLoggedIn
% of Time in Non-ACD Inbound

Calc NOTE: Dependent on filtered agent-level

(pctNonACDInbound) metrics. This metric is disabled by
default.

% of Time in Consult (pctConsult) Calc 100*totalConsult/totalLoggedin
% of Time in Internal (pctinternal) Calc 100*totallnternal/totalLoggedin
% of Time in Outbound .
(pctOutbound) Calc 100*totalOutbound/totalLoggedIin
AverageHandleTime (aht) Calc tht/nch
AverageTalkTime (att) Calc ttt/nch
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Frontline Advisor

Displayed Report Metrics

Metric Name
AverageWrapTime (aacw)

Consult Average Handle Time
(avgConsult)

Inbound ACD Average Handle
Time (avgACDInbound)

Inbound Non-ACD Average
Handle Time
(avgNonACDInbound)

Internal Average Handle Time
(avglinternal)

Outbound Average Handle Time
(avgOutbound)

Web Chat

Metric Name
ChatlnProcess (wlnProc)
ChatAccepted (wAcpt)
ChatRejected (wRjct)

ChatPercentageRejected
(wRjctPct)

ChatTimedOut (wTO)

ChatPercentageTimedOut
(WTOPct)

ChatTransferred (wTxfrs)
ChatHandled (wH)

ChatOffered (wOffered)
ChatHandleTime (wHT)
ChatAverageHandleTime (wAHT)

Email

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

EmailPercentageRejected
(eRjctPct)

EmailTimedOut (eTO)

Calc

Calc

Calc

Calc

Calc

Calc

Raw
Raw
Raw

Calc
Raw
Calc

Raw
Raw
Raw
Raw
Calc

Raw
Raw
Raw

Calc

Raw

Type

Type

Type

Calculation

tacw/nch
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

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
wWHT/ wH

Calculation
N/A
N/A
N/A

(eRjct)*100/(eOffered)

N/A

Performance Management Advisors Metrics Reference Guide
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Frontline Advisor

Displayed Report Metrics

Metric Name

EmailPercentageTimedOut
(eTOPct)

EmailTransferred (eTxfrs)
EmailHandled (eH)

EmailOffered (eOffered)
EmailHandleTime (eHT)
EmailAverageHandleTime (eAHT)

Calc

Raw
Raw
Raw
Raw
Calc

Type

Metrics for Teams and Supervisors

Calculation
(eTO)*100/(eOffered)

N/A
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)

TotalNumberOfAgents (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)

Calc

Type

Calculation (Using Source
Metrics)

100*totalACD/totalLoggedin

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

Performance Management Advisors Metrics Reference Guide
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Displayed Report Metrics

Metric Name

% of Time in Non-ACD Inbound
(pctNonACDInbound)

% 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)

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)

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)

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

metrics. This metric is disabled by
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.

totaINonACD/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(wACcpt)
SUM(wRjct)

SUM(wRjct)*100/SUM(wOffered)

SUM(wTO)
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Displayed Report Metrics

Metric Name
ChatPercentageTimedOut
(team_wTOPct)
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

Calc

Type

Type

Calculation (Using Source
Metrics)

SUM(wTO)*100/SUM(wOffered)

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(eOffered)
SUM(eHT)

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

FA Stat Server Metrics

The following Table lists the Genesys statistic definitions used by the default (out-of-box) metrics. You

can also view these in the Source Metric Manager in the Administration module. Visibility of the
Source Metric Manager is controlled by role-based access control privileges.

Stat Server Metric

Metric ID Name

Definition Conversion Type

Category=AverageTime

Main Mask=Calllnbound,
CallOutbound, AfterCallWork
. Objects=Agent, Place,
1 AvgHandledCallsTime GroupAgents, GroupPlaces None
Relative Mask=Calllnbound,
CallOutbound
Subject=DNAction
MediaType=Voice

Category=AverageTime

Main Mask=Calllnbound,
CallOutbound
) Objects=Agent, Place,
2 AvgHandledCallsTalkTime GroupAgents, GroupPlaces None
Relative Mask=Calllnbound,
CallOutbound
Subject=DNStatus
MediaType=Voice

Category=TotalNumber

MainMask=

CallAnsweredlnbound,
CallAnsweredUnknown

Objects=Agent, Place, None
GroupAgents, GroupPlaces
Subject=DNAction

MediaType=Voice

3 CallsAnswered

Category=TotalNumber

MainMask=CallAnsweredinbound,
CallAnsweredUnknown,
CallAbandonedFromRinginginbound,

4 CallsOffered CallAbandonedFromRingingUnknoN®ne
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction
MediaType=Voice

Category=CurrentNumber

MainMask=*, ~LoggedOut,

~NotMonitored

5 LoggedOn Objects=GroupAgents, None
GroupPlaces
Subject=AgentStatus

6 Talkingln Category=CurrentNumber None

Performance Management Advisors Metrics Reference Guide
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FA Stat Server Metrics

Metric ID

10

11

12

13

Stat Server Metric

Name

TalkingOther

TalkingOut

AgentState

Ready

LongestCallQueue

WorkReady

Hold

Definition Conversion Type

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

Category=CurrentNumber

MainMask=CallUnknown,

Callinternal, CallConsult
Objects=Agents, None
GroupAgents, GroupPlaces
Subject=DNStatus

MediaType=Voice

Category=CurrentNumber

Description=Current number

of outbound calls being

handled.

MainMask=CallOutbound None
Objects=Agent, GroupAgents,
GroupPlaces, Place

Subject=DNStatus

MediaType=Voice

Description=Current
State

Category=CurrentState agentStateMappin
MainMask=* 9 PpRINg

Objects=Agent
Subject=AgentStatus

Category=CurrentNumber

MainMask=%*,

~NotReadyForNextCall,

~LoggedOut, ~NotMonitored None
Objects=GroupAgents,

GroupPlaces

Subject=AgentStatus

Category=CurrentMaxTime

MainMask=CallWait

Objects=Queue, RoutePoint, None
GroupQueues

Subject=DNAction

MediaType=Voice

Category=CurrentNumber
MainMask=AfterCallWork
Objects=GroupAgents, None

GroupPlaces
Subject=AgentStatus

Category=CurrentNumber None
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FA Stat Server Metrics

Metric ID

14

15

16

17

NOTE: Replaces metric ID
#1009 starting in release 8.5.0

18

19

20

Stat Server Metric

Name

NotReady

Avail

CallsQNow

DateTimelogin

CallsHandled

LongestAvailAgent

ServicelLevelAband

Definition Conversion Type

MainMask=CallOnHold
Objects=GroupAgents,
GroupPlaces
Subject=AgentStatus

Category=CurrentNumber

MainMask=NotReadyForNextCall
Objects=GroupAgents, None
GroupPlaces

Subject=AgentStatus

Category=CurrentNumber

MainMask=WaitForNextCall
Objects=GroupAgents, None
GroupPlaces

Subject=AgentStatus

Category=CurrentNumber

Description=Current Number

of Calls waiting in Queue

Formula=DCID

MainMask=CallWait None
Objects=Queue, RoutePoint,
GroupQueues

Subject=DNAction

MediaType=Voice

Description=Login Time

Category=CurrentContinuousTime
MainMask=*, ~LoggedOut None
Objects=Agent

Subject=AgentStatus

Description=Calls
Handled

Category=TotalNumber
MainMask=Calllnbound None
Objects=Agent, Place,

GroupAgents, GroupPlaces
Subject=DNAction

Media Type=Voice

Category=CurrentMaxTime
MainMask=WaitForNextCall

Objects=GroupAgents
Subject=AgentStatus

None

Category=TotalNumberinTimeRange

MainMask=CallAbandoned
Objects=Queue, RoutePoint, None
GroupQueues

Subject=DNAction

MediaType=Voice
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FA Stat Server Metrics

Stat Server Metric

Metric ID L
21 ServicelevelCalls
22 ServicelLevelCallsQHeld
23 ServicelevelCallsOnHold
24 WorkReadyTime
25 CallsAbandQ
26 CallsAnsweredQueue
27 CallsOfferedQueue

Definition Conversion Type

Category=TotalNumberInTimeRange

MainMask=CallAnswered
Objects=Queue, RoutePoint,
GroupQueues
Subject=DNAction
MediaType=Voice

None

Category=CurrentNumberinTimeRange

MainMask=CallWait
Objects=Queue, RoutePoint,
GroupQueues
Subject=DNAction
MediaType=Voice

None

Category=TotalNumberinTimeRange

MainMask=CallWait
Objects=Queue, RoutePoint,
GroupQueues
Subject=DNAction
MediaType=Voice

None

Description=Total Wrap
Time

Category=TotalAdjustedTime
MainMask=AfterCallWork
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

None

Category=TotalNumber

Description=Total number of

new calls abandoned
MainMask=CallAbandonedFromRinginginbound,
CallAbandonedFromRingingUnknown,
CallAbandonedinbound, None
CallAbandonedUnknown
Objects=GroupQueues,

Queue, RoutePoint

Subject=DNAction

MediaType=Voice

Category=TotalNumber

Description=Total number of

new calls answered

Formula=DCID
MainMask=Ca|IAnswered|nbound,None
CallAnsweredUnknown
Objects=GroupQueues,

Queue, RoutePoint

Subject=DNAction

MediaType=Voice

Category=TotalNumber

Description=Total number of None

new calls distributed
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Stat Server Metric

Metric ID Name
28 TalkTime
29 AnswerWaitTimeQueue
30 AnswerWaitTime
31 CallsQNowTime
32 PercentUtilization
33 EmailAccepted

Definition Conversion Type

Formula=DCID
MainMask=CallEnteredinbound,
CallEnteredUnknown
Objects=GroupQueues,

Queue, RoutePoint
Subject=DNAction
MediaType=Voice

Description=Total Talk
Time

Category=TotalTime
MainMask=Calllnbound,
Callunknown, CallConsult,
Callinternal
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNStatus
MediaType=voice

None

Category=TotalTime

Description=Total time to

answer

MainMask=CallAnswered None
Objects=GroupQueues,Queue,RoutePoint
Subject=DNAction

MediaType=Voice

Category=TotalTime

MainMask=CallWait
Objects= GroupAgents,
GroupPlaces
Subject=DNAction
MediaType=Voice

None

Category=CurrentTime

MainMask=CallWait
Objects=GroupQueues,
Queue, RoutePoint
Subject=DNAction
MediaType=Voice

None

Category=RelativeTimePercentage

MainMask=Calllnbound,
CallOutbound, AfterCallWork
Objects=Agent, Place,
GroupAgents, GroupPlaces
RelMask=>*,
~NotReadyForNextCall
Subject=DNStatus
MediaType=Voice

None

Category=TotalNumber

MainMask=CallAnswered
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction
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34

35

38

39

41

42

43

44

Metric ID

Stat Server Metric
Name

EmailHandleTime

EmailHandled

EmailOffered

EmailRejected

EmaillnboundStopped

EmailTimedOut

EmailTransfers

EmaillnProcess

Definition Conversion Type

Category=TotalTime

MainMask=CallUnknown,
Calllnternal, Callinbound,
CallOutbound
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

MainMask=CallUnknown,
Callinternal, Callinbound,
CallOutbound
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

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

Category=TotalNumber

MainMask=CallAbandonedFromRinging
Objects=Agent, Place,

GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

MainMask=PlaceholderForinteractionStopped3
Objects=Agent, Place,

GroupAgents, GroupPlaces

Subject=DNAction

Category=TotalNumber

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

Category=TotalNumber

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

Category=CurrentNumber

MainMask=CallUnknown,
Callinternal, Callinbound,
CallOutbound
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction
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47

48

49

50

51

53

54

56

Metric ID

Stat Server Metric
Name

ChatAccepted

ChatlnboundStopped

ChatInProcess

ChatHandled

ChatHandleTime

ChatOffered

ChatRejected

ChatTimedOut

Definition Conversion Type

Category=TotalNumber

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

Category=TotalNumber

MainMask=PlaceholderForinteractionStopped3
Objects=Agent, Place,

GroupAgents, GroupPlaces

Subject=DNAction

Category=CurrentNumber

MainMask=CallUnknown,
Calllnternal, Callinbound,
CallOutbound
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

MainMask=CallUnknown,
Calllnternal, Callinbound,
CallOutbound
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalTime

MainMask=CallUnknown,
Callinternal, Callinbound,
CallOutbound
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

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

Category=TotalNumber

MainMask=CallAbandonedFromRinging
Objects=Agent, Place,

GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

MainMask=PlaceholderForRevoking
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction
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60

80

81

82

83

84

85

86

Metric ID

Stat Server Metric

Name

ChatTransfers

LoggedOnTime

NotReadyTime

CallsHandledQueue

TalkTimeQueue

HandleTime

ACWTime

VoiceAvail

Definition Conversion Type

Category=TotalNumber

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

Category=TotalTime

Description=Total LoggedIn
Time

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

None

Category=TotalTime

Description=Total Not Ready

Status Time
MainMask=NotReadyForNextCall None
Objects=Agent, Place,

GroupAgents, GroupPlaces
Subject=AgentStatus

Category=TotalNumber

MainMask=CallReleased
Objects=Queue,

GroupQueues, RoutePoint None
Subject=DNAction

MediaType=Voice

Category=TotalTime

MainMask=CallReleased
Objects=Queue, None
GroupQueues, RoutePoint
Subject=DNAction

Category=TotalTime

MainMask=CallReleased,
ACWCompleted
Objects=Queue,
GroupQueues, RoutePoint
Subject=DNAction

None

Category=TotalTime

MainMask= ACWCompleted
Objects=Queue, None
GroupQueues, RoutePoint
Subject=DNAction

Category=CurrentTargetState

MainMask=*
Objects=GroupAgents, Agent
Subject=AgentStatus

addAgentsToGroup
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87

88

89

90

91

92

100

101

102

Stat Server Metric

Metric ID L

CallsOut

ExpectedDelay

TalkAndHoldTime

ACWStatus

CurrentNumberHandling

Definition Conversion Type

Category=TotalNumber

MainMask=CallEnteredOutbound
Objects=Queue, None
GroupQueues, RoutePoint

Subject= DNAction

Category=EstimWaitingTime

MainMask=CallWait
Objects=GroupQueues,

Queue, RoutePoint None
RelMask=CallDistributed,
CallAbandoned

Subject=DNAction

Category=TotalTime

MainMask=Calllnbound,

CallConsult, CallUnknown,

Callinternal None
Objects=Agent, GroupAgents
Subject=DNAction

MediaType=voice

Category=TotalNumber

MainMask=AfterCallWork
Objects=Agent, GroupAgents None
Subject=DNAction

MediaType=voice

Category=CurrentNumber

MainMask=Calllnbound,

Callinternal, Call Consult,

CallUnknown, CallOnHold, None
CallOutbound

Objects=Agent, GroupAgents
Subject=AgentStatus

Category=TotalTime

MainMask=CallInbound,

TotaITimeInteractionsHandlg§"”ter”a" Call Consult, None

TimelnCurrState

TotalCallsTransferred

LongestCall

IUnknown, CallOnHold
Objects=Agent, GroupAgents
Subject=AgentStatus

Category=CurrentTime

MainMask=*
Objects=Agent
Subject=AgentStatus

None

Category=TotalNumber

MainMask=CallTransferMade
Objects=Agent
Subject=DNAction

None

Category=MaxTime None
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Stat Server Metric

Metric ID Name
104 TotalHandleTime
105 LongestACW
106 WrappedCallsinTRange
107 ReasonCode
108 CallsOnHold

109

NOTE: Replaced by metric ID
#17 starting in release 8.5.0.

112 CallsHandledInTRange

306 LoggedOnVoiceTime

##eﬁmiam{egin—'ﬁmestamgai”“"a“:*' ~LoggedOut
’ - bjects=Agent

Definition Conversion Type

MainMask=Calllnbound,
Callunknown
Objects=Agent
Subject=DNAction

Category=TotalTime

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

None

Category=MaxTime

MainMask=AfterCallWork
Objects=Agent
Subject=DNAction

None

Category=TotalNumberinTimeRange

MainMask=AfterCallWork
Objects=Agent
Subject=DNAction

None

Category=
CurrentStateReasons

MainMask=%* ReasonCode
Objects=Agent

Subject=DNAction

Category=TotalNumber

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

None

- —C - . i
Timestamp
Subject=AgentStatus

Category=TotalNumberInTimeRange

MainMask=Calllnbound

Objects=Agent None
Subject=DNAction
Category=TotalTime

MainMask=*, ~NotMonitored
Objects=Agents, Place, None

GroupAgents, GroupPlaces
Subject=DNStatus
MediaType=voice
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Metric ID

308

500

501

502

503

504

505

Stat Server Metric
Name

LoggedOnVoice

InboundACWVoiceTime

OutboundACWVoiceTime

OtherACWVoiceTime

AIIACWVoiceTime

ReadyTime

Definition Conversion Type

Category=CurrentNumber

MainMask=LoggedIn

Objects=Agent, GroupAgents None
Subject=DNAction

MediaType=voice

Category=TotalAdjustedTime

Description=Total Time

Inbound ACW
MainMask=AfterCallWorkinbound None
Objects=Agent, Place,

GroupAgents, GroupPlaces
Subject=DNStatus

MediaType=voice

Category=TotalAdjustedTime

Description=Total Time

Outbound ACW
MainMask=AfterCallWorkOutboun
Objects=Agent, Place, None
GroupAgents, GroupPlaces
Subject=DNStatus

MediaType=voice

Category=TotalAdjustedTime

Description=Total Time Other

ACW

MainMask=AfterCallWorkUnknown,
AfterCallWorkinternal,
AfterCallWorkConsult None
Objects=Agent, Place,

GroupAgents, GroupPlaces
Subject=DNStatus

MediaType=voice

Category=TotalAdjustedTime

Description=Total Time All
ACW
MainMask=AfterCallWorkinbound,
AfterCallWorkUnknown,
AfterCallWorkInternal,
AfterCallWorkConsult,
AfterCallWorkOutbound
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNStatus
MediaType=voice

None

Category=TotalTime

Description=Total Ready

Status Time

MainMask=WaitForNextCall None
Objects=Agent, Place,

GroupAgents, GroupPlaces
Subject=AgentStatus

InboundUnknownVoiceCallsCategory=TotalNumber  None
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Stat Server Metric

Metric ID L

Definition Conversion Type

Description=Total Number
Inbound Calls
MainMask=Calllnbound,
Callunknown
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction
MediaType=voice

Category=TotalNumber

Description=Total Number
Outbound Calls

506 OutboundVoiceCalls MainMask=CallQutbound None
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction
MediaType=voice

Category=TotalNumber

Description=Total Number
Consult Calls

507 ConsultCalls MainMask=CallConsult None
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=DNAction

Category=TotalNumber

Description=Total Number

Internal Calls

MainMask=Calllnternal

Objects=Agent, Place, None
GroupAgents, GroupPlaces
Subject=DNAction

MediaType=voice

508 InternalVoiceCalls

Category=TotalTime

Description=Total Inbound
Status Time
MainMask=Calllnbound,
509 InboundVoiceStatusTime callunknown None
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=AgentStatus
MediaType=voice

Category=TotalTime

Description=Total Outbound
Status Time

510 OutboundVoiceStatusTime MainMask=CallOutbound None
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=AgentStatus
MediaType=voice

Category=TotalTime

511 ConsultStatusTime Description=Total Consult None
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Stat Server Metric

Metric ID L

Definition Conversion Type

Status Time
MainMask=CallConsult
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=AgentStatus

Category=TotalTime

Description=Total Internal
Status Time

512 InternalVoiceStatusTime ~ MainMask=Callinternal None
Objects=Agent, Place,
GroupAgents, GroupPlaces
Subject=AgentStatus
MediaType=voice
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CCAdv and WA

The Tables in this section give descriptions and definitions of Contact Center Advisor and Workforce
Advisor metrics.
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CCAdv Application Voice and Alert Metrics

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

Name/
Internal
Name

Description

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/

L NEW J

Abandoned/

Percentage
Abandoned %/ of calls
abandoned

Source
Type

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

Genesys
Queues

Genesys
Queues

Cisco ICM
Services/Call
Types,

Source S Period/
Metric  PefNon  Time  Threshold
Mapping Profile
Cisco .
Services: 5 Min
(rolling/
CallsAbandQTo5  s|iding), 30
CallsAbandQHalf . A
CallsAbandQ 5 apandQToday Min (since Above
> start of -
RouterCallsAbasd@esys/Cisco current half-
Call Types:
RouterCaIIsAbanth L.Jlr)’(T.Oday/
RouterCallsAbandQ y, since
RouterCallsAbandQTedgight)
100 * 5 Min
(CampDialAbangenaefp5/
CampDialMade CampDialMadeK)fling), 30
> M6002 100 * Min (since
- ampDialAbandon&bAEkOf Percent
CampDialAbandoned pbialMadeHalfcurrent half-
(180* DistAband hour), Today/
ampDia anaon H
CampDiaIMadeToda%%El?,:aigér:gce
5 Min
(rolling/
CampDia|Abano§9}'lrﬂé s.%'?:zo
gal\r/rl](ipo[ilgmbandC%rr]nepcljDialAbandone‘ﬂtaiTt of Count
CampDialAbandonedipggtent half-
hour), Today/
Daily (since
midnight)
CallsAbandQ Cisco 5 Min
> vices: (rolling/ Above
RouterCallsAbard : sliding), 30
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Name/ A Source Sourt_:e Definition Pe_rnod/ Threshold
Internal Description Tvpe Metric (Formula) Time Type/Unit
Name yp Mapping Profile yp
100*(CallsAbandQTo5/
CallsOfferedTo5)
100*(CallsAbandQHalf/
CallsOfferedHalf)
100*(CallsAbandQTe /(i
Genesys CallsOfferedToday) ‘gfr(rt(s;?ce
while in virtual CallsOfferedQueue Genesys/Cisco current half-
AbnPct queue or Queues, = CallsOffered Call Types: hour), Today/ Percent
ringing. Genesys 100*(RouterCalisAbpdRIGR/in e
Queues CallsOfferedTo5) Y
100*(RouterCallsAbBAkHgAt)
/
CallsOfferedHalf)
100*(RouterCallsAbandQToday/
CallsOfferedToday)
Accessibility % Calculated, 100*(CallsAnswgregHo5
. Cisco ICM (rolling/
X CaIIsAnswered(@a o
o2 uctivity | Services/Call KdfferedTo54iding), 30
Acc%/ Productivity  types in. (since Below
metric that Genes'ys CallsAnswered 100*(CaIIsAnswerec£I{l%rl]Ft of
APCT : / P t
;?ént%?gels Virtual CallsOfferedQueue CallsOfferedHalf) current half- ereen
lls offered Queues, > CallsOffered 100*(CallsAnswerededay), Today/
calls oftere Genesys /! Daily (since
to answered. Qleles CallsOfferedToday) midnight)
Cisco ICM > M|.n
Services/Call (rolling/
Number of Types CallsAnsweredTt 'ding), 30
Ans/ inbound Genes'ys CallsAnsweredQUeué In (since N/A
CA calls Virtual > CallsAnsweredHalf start of Count
answered by Queues CallsAnswered CallsAnsweredTodayurrent half-
agents. Genesy's hour), Today/
Queues Daily (since
midnight)
Cisco
Services:
CallsAnsweredTo5+
CallsAbandQTo5
. CallsAnsweredHalf+5 Min
Cisco ICM CallsAbandQHalf (i /
Services/Call CaIIsAnsweredQImmsweredToda§T kg
Sum of the Tvpes = CallsAbandQToday Sliding), 30
AnsPlusAband/ calls loes Min (since Above
Genesys CallsAnswered ganes s/Cisco
answered : y start of
CaPlIsCabn Virtual Call Types: Count
and CallsAbandQ > ¢ current half-
Queues allsAnsweredTo5
abandoned. Genes s RouterCallsAbandQ | hour), Today/
y RouterCallsAbandQDaily (since
Queues CallsAnsweredHalf midnight)
+
RouterCallsAbandQHalf
CallsAnsweredToday
+
RouterCallsAbandQToday
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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
 NEW ) "Answering
Answer Machine
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
D by a human
Answers/ voice). In Genesys
some Queues
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

Genesys
Queues

CampAnswers

Sourt_:e Definition Pe_rlod/ Threshold
Metric (Formula) Time Type/Unit
Mapping Profile
5 Min
(rolling/
CampAnswerin m'é(]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)
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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
Party.
Count of
distinct
Cisco ICM agents from
Services/Call Agent
Types, Cisco Groups
ICM Skill agsouated
- The number  Groups, \;V;;tpnication(s) .
Available/ of agents Genesys . Above
A currently in  Virtual C_urlrir;tAgentSt(ggmce(s)/ca|| §>oint in Time
the ready Queues, (= ) type(s)/queue(s)) Count
state. Genesys that are .
Queues, currently in
Genesys AgentState=
Agent CISCO: 3
Groups ("Ready") or
Genesys: 115
("WaitForNextCall")
Count of
distinct
agents from
Agent
Cisco ICM Groups
ypes, Cisco with
nggneunngsber g:rl\o/luspksIII ?pplicati(o?(s)”
S , service(s)/ca
AvailVoice/ . . Above
;:g;gen;lxd \C;i?‘tnue:IyS VoiceAvail > type(s)/queue(sF)))oint in Time
VoiceAA waiti)r/19 for  Queues AgentVoiceRead}at artel Count
. , currently
next voice GenesyS ready for
interaction. Queues, voice
Senetsys interactions.
gen
Groups Genesys_:
AgentVoiceReady
=1
CISCO:
AgentState = 3
Cisco ICM
Services/Call AA
Types, Cisco  (Available):
ICM Skill AgentState=115
Groups, (WaitForNextCall)
Available%/ Perceqtage Genesys Above
of available -y, ) STF (Staffed):  Ap/STE %100 Point in Time
AvailPCT agents over AgentState Percent
staffed Queues, <>116(LoggedOut)
' Genesys and AgentState
Queues <>101(NotMonitored)
! and AgentState
i’ggﬁtsys <>102(Monitored)
Groups
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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

Period/
Time
Profile

Threshold
Type/Unit

Definition
(Formula)

Cisco:
(HandleTimeTo5

TalkTimeTo5

HoldTimeTo5)

/
CallsHandledTo5
(HandleTimeHalf

TalkTimeHalf

;—|o|dTimeHaIf) 5 Min
CallsHandledHa Fplllng/

; liding), 30
(HandleTimeTo A (since

start of
current half-
HoIdTimeToday)B(;LiJl?'(;riondcaey/

CaIIsHandIedTocqglygmght)

Above

Seconds

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

> CallsHandled

CallsQNow Above

Point in Time Seconds

Genesys/Cisco

Call Types:
RouterCallsQNow/
RouterCallsQNowTime

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

Daily (since

midnight)

Above
HandleTimeHalf

/CallsHandledHalf Seconds

Performance Management Advisors Metrics Reference Guide 37



CCAdv and WA

CCAdv Application Voice and Alert Metrics

Name/ Source . Period/
Internal Description S_?ur:e Metric ?Fifll'lrl:ﬂl?:\ r; Time 1.;.“273?‘:3
Name yp Mapping Profile yp
Queues,
Genesys
Queues
. AnswerWaitTimgTpfn
Cisco ICM - .
X AnswerWaitTiméQueue (rolling/
é;g;adgteo Average %(leg\é;ces/Call > CallsAnsweredTefiding), 30
Answer answer wait Genesys AnswerWaitTime . rimenaMin (since bove
(ASA)/ time in Virtual CallsAnsweredQuetfz start of Seconds
seconds for Queues JasAnswere QUeUE, isansweredHalf current half-
ASA calls offered =~ - V¢ CallsAnswered  AnswerWaitTimeTodagur), Today/
Queue)_; éallsAnsweredTodaﬁ?cijlziéshi?)ce
. 5 Min
Cisco ICM TalkTimeTo5  {\olling/
A Talk Services/Call TalkTimeQueue/ liding), 30
verage la Average talk  Types, > TalkTime CallsHandledTo%y;n, (since Above
Time (ATT)/  time in Genesys start of
i TalkTimeToHalf /
ATT (s:glclcs)nds il \é'&uuaés CallstandledQueue ) i andledHalf  current half- "%
. , TalkTimeToday /  hour), Today/
Genesys CallsHandledToday pily (since
Queues midnight)
The total
number of
unsuccessful
dialing
attempts .
initiated by ?rgfl'i?] o
a Campaign _ iding), 30
(NEW ] Busy/ manager CampDialBusyT ) (sin'ce
y with a call Genesys CampDialBusy )
. CampDialBusyHalf start of Count
CampDialBusy ~ result of Queues > M6014 CampDialBusyTo5 current half-
ISBL,IE?é 'cgl]lat hour), Today/
’ Daily (since
does not go midnight)
through
because of a
busy signal
for the
called party.
The total
number of :
callbacks ?rgllllli?] /
[ NEW | completed olling
Callbacks (executed). CampCaIIbacksﬁ%ﬁ‘] SmtceZc?TOS
The Genesys CampCaIIbacks%omplqted
Completed/ leti ~ M6004 ampCallbacksContplatddetif Count
ERnnyRIETIEI Queues CampcCallbacksComplatasimddag | f-
CampCallbacksCon@fege@allback hour), Today/
only A
indicates Eﬂjlzi(sﬁ?)ce
that the 9
callback was
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Name/
Internal
Name

A Source
Description Type
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/ Genesys

Queues

D

The total
Callbacks number of
personal

Scheduled/
callbacks
CampCallbacksSchegyledy | jad.

Genesys
Queues

Number of Cisco
incoming Services,
calls Cisco Call
currently in Types,
progress. Genesys

Calls/

CIN

iltl,eut:'(i:ce Definition P.?ir::/ Threshold
Mapping (Formula) Profile Type/Unit
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
SahTGDOCOaélbaCks%:gpw%gﬁ'géjcksScha@éHMf Count
CampcCallbacksSchedyred Fpidig |-
hour), Today/
Daily (since
midnight)
Cisco
Talkingl Services: Above
akingmn = CallsinNow Point in Time

Talkingln Count
Genesys/Cisco
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Name/ A Source Sourt_:e Definition Pe_rnod/ Threshold
Internal Description Tvpe Metric (Formula) Time Type/Unit
Name yp Mapping Profile yp
gg\?s: \SNhen Call Types:
Queuei/Virtual For all unique
Queues or Cisco Virtual agent/skill
Call Types, this Queues, gorc;t'ipe)s related
is calculated Genesys application(s) in
from the Queues scope:
associated Sum
unique agent/ )
skill groups. (SGRT.Talkingln)
Number of Cisco
calls that Services: ;
cannot be N/A > M'.n
2 (rolling/
distributed o
because the Cisco Call alielng), 2
CallsCleared/ ‘< full Genesys CallsCleared  Types: N/A Min (since Above
queues Tull. - virtyal > Genesys ACD start of
a_CallsCleared These calls Queues: N/A Count
; Queues CallsCleared A current half-
negatively Genesys Virtual
affect Queles: hour), Today/
erdieiliL: CallsClearedTo5  Daily (since
€acha '_' Yy CallsClearedHalf midnight
ght)
and service CallsClearedToday
level.
Cisco:
- py CallsInProgress
isco
Number of X
. . F 1]
inbound and _?_er\élsces/Call Talkingln > Ssigizy:ge%rta
CallsProg/ outbound YPEes, Talkingln groups related N/A
calls Genesys to the Point in Time
CP_C t Virtual TalkingOut > application(s) in Count
curren y Queues, TalkingOut scope:
Eemd% q Genesys Sum
analed. (SGRT.TalkingIn
Queues +
SGRT.TalkingOut)
Date and
time that
this data last
DateTime/ updated.
Used to
DateTime calculate
longest
queue and
longest wait
time.
Total 5 Min
number of (rolling/
D pial gltltg:ﬁ“?g CampDiaIMadeﬁ#}'?g)n'czo
Made/ P Genesys CampDialMade _
made Queues ~ M6002 CampDialMadeHalf start of Count
CampDialMade  (initiated) by CampDialMadeTodagurrent half-
a Campaign hour), Today/
Manager Daily (since
with any call midnight)
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Name/
Internal
Name

Description

results.

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

D

Dropped/

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

ExpDelay/

Source iltl):t?i:ce Definition P_?ir":):l/ Threshold
Type Mapping (Formula) Profile Type/Unit
5 Min
roIImg/
CampoIDropp%I (?‘glnce
(A CaI\TGPODllglDrOppCadmpolDroppedHStﬁrt of Count
Queues = CampDialDroppedTed@srent half-
hour), Today/
Daily (since
midnight)
100 * 5 Min
CampDialDroppgdlipdd/
CampDialMade CampDialMade¥fjing), 30
> M6002 Min (since
8323?_:,5 CampDialDropped ég%:)DlalDroppedH%tﬁrt of Percent
S Meors PPEY campbialMadeHalf current half-
éOO *D o d hour), Today/
ampDialDroppe
CampD|aIMadeToda?}gg/zlgsl_:gce
Cisco ICM ExpectedDelay Cisco Point in Time  Above

Services/Call >

Services/
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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

ExpectedDelay cjsco call

Types:
(([CallsQNow]+1)*([HandleTimeTo5]/[CallsHandledTo5]))/([STF]-

CampFaxDetected

> M6019

CampAnswers
> M6001

CampDialMade
> M6002

HandleTime
>
HandleTime

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

[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
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Name/
Internal
Name

Handled/

CH

Hold/Other/

Holdother

LongAvail/

LAA

LongQueue/

LCQ

Description

Number of
calls
handled.

Number of
agents in
the Hold/
Other state.

Time in
seconds that
the currently
longest
available
agent has
been
available.

Time in
seconds that
the currently
longest
(oldest) call
has been in
queue.

Source
Type

Genesys
Queues

Cisco ICM
Skill Groups,
Genesys
Virtual
Queues,
Genesys
Queues

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

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

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

Source
Metric
Mapping

CallsHandledQueéue

>
CallsHandled

CurrentAgentStétervice(s)/call

(=110)

LongestAvailAgenigue agent

>
LongestAvailAg

LongestCaIIQueE,)[)%feTime "
>

LongestCallQ

Definition Pe_rlod/ Threshold
(Formula) = Type/Unit
Profile
hour), Today/
Daily (since
midnight)
5 Min
(rolling/
liding), 30
CallsHandledTo i (einas N/A
CallsHandledHalf start of ot
CallsHandledToday current half- el
hour), Today/
Daily (since
midnight)
Count of
distinct
agents from
Agent
Groups
associated
with
application(s
pplication(s) Above
type(s)/queue(sfpint in Time .
that are
currently in
AgentState=
CISCO: 10
("Calls On
Hold") or
Genesys: 110
("CallOnHold")
Cisco:
DateTime -
LongestAvailAgent
Genesys: For all A
groups related Point in Time
e Seconds
e
application(s) in
scope:
Max (DateTime
LongestAvaiIAgent))
Cisco
Services:
gestCallQ . i . Above
(ICM calculates ~ Pointin Time . .

LongestCallQ to
the end of the
five-minute
period.)
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Name/
Internal
Name

mNo

Answer/

CampNoAnswer

NotReady/

NOT_READY_APP

Offer/
cof

Outbound/

coT

Description

The total
number of
unsuccessful
dialing
attempts
initiated by
a Campaign
Manager
with a call
result of "No
Answer".

Count of the
agents
unavailable
to take a
call, either
because
they are
performing
after-call
work that
leaves them
in the not
ready upon
completion
state, or
because
they are in
the not
ready state
(with or
without a
reason
code).

Number of
incoming
and internal
calls offered
to this
application
during the
period.

Number of
outbound
calls by
agents.

Source
Type

Genesys
Queues

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

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

Cisco ICM
Services/Call
Types,
Genesys

i‘l’eut:'(i:ce Definition P.?ir::/ Threshold
Mapping (Formula) Profile Type/Unit
Genesys/Cisco
Call Types:
DateTime -
RouterLongestCallQ
5 Min
(roIIing/
CampNoAnswerﬁ,’P‘é' smce
CampNOAnswerCampNoAnswerHaHStaI’t of Count
> M6003 CampNoAnswerTodeay rrent half-
hour), Today/
Daily (since
midnight)
Count of
distinct
agents from
Agent
Groups
associated
with
application(s)

(service(s)/call Above
CurrentAgentStefSe(s)/queue(spbint in Time
(=113) that are Count

currently in
AgentState=
CISCO: 2 ("Not
Ready") or 5
("Work Not
Ready")
Genesys: 113
("NotReadyForNextCall")
5 Min
(rolling/
sliding), 30
CaIIsOf‘feredQuqua”SOﬁeredTOSMm (since N/A
> CallsOfferedHalf ~ start of e
CallsOffered  CallsOfferedToday current half-
hour), Today/
Daily (since
midnight)

CallsOutTo5 5 Min N/A
CallsOut > (rolling/

CallsOut Eg”égﬂﬁoﬂgy sliding), 30 Count
Min (since
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Name/
Internal
Name

D per,
Callbacks
Completed/

Description

Total

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

that the
CampPersonaICaIIb%%ﬁB%rBRI%%cg

m Per.

Callbacks
Missed/

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
time of a
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.

Source
Type

Virtual
Queues,
Genesys
Queues

Genesys
Queues

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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Name/
Internal
Name

'm Per.

Callbacks
Scheduled/

Description

The total

number of

personal
backs

call
CampPersonaICaIIbggﬁém?%d

QDep%/
QD

QPastSL/

SLCH

Queue/

cQ

D

Records
Completed/

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

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

Number of
calls in
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

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

Source S Period/
Metric ?Fif:'lrl:ﬂlcz,:\ r; Time
Mapping Profile
5 Min
(rolling/

Threshold
Type/Unit

CampPersonalC Ii@%ﬁ%ﬁsi@neduledToS

1Al

CampPersonalCallbacksSchedu
p 8ampPersonalCa Ibs%gﬂcﬁﬁduledHalf Count

> M6009

hour), Today/
Daily (since
midnight)

CallsQNow > .
RouterCallsQNo@isco

Services:
STF(Staffed):
The number of CallsQNow / STF
agents in *100 N
AgentState Point in Time

<>116(LoggedOut)Genesys/Cisco
and AgentState Call Types:
<>101(NotMonitordbuterCallsQNow
and AgentState  / STF * 100
<>102(Monitored)

ServicelLevelCallsQHeld
> ServicelLevelCalPQitald Time
ServicelLevelCallsQHeld

Cisco
Services:

CallsQNow > CallsQNow

RouterCallsQNow@énesys/Cisco
Call Types:
RouterCallsQNow

Point in Time

5 Min
(rolling/
CampRecordsCi#ﬂi[éiﬂﬁgigg,
CampRecordsCompleted ! Ilf
> M6010 Ca pReCOI’dSCOmpmﬂHQ
CampRecordsComptatieddortairalf-
hour), Today/
Daily (since
midnight)

CampPersonalCallbagkstehedyidfiToday

Above

Percent

Above

Count

N/A

Count

Count
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Name/
Internal
Name

NEW e

detected/

CampSITDetected

.. Source
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

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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Name/
Internal
Name

Service
Level %/

SL

SL% (Plus
Aband)/

SIPIsSIAbn

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

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 %

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

Repeat for
ToHalf and
Today

Cisco:

current half-

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'(

Threshold
Type/Unit

Below

Percent

Below

Percent
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Name/
Internal
Name

Description

prior to the
threshold.

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

Staffed/

Number of
agents
currently in
the Talking
state.

Talking/

AT

Number of
calls
transferred
out of the
queue.

TransOut/

TOC

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

Cisco
Services

Source
Metric
Mapping

CurrentAgentSt§tgrently not  point in Time
in

CurrentAgentStégsvice(s)/call

N/A

Period/
Time
Profile

Threshold
Type/Unit

Definition
(Formula)

Count of

distinct

agents from
Agent

Groups
associated

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

Count

AgentState

CISCO: 0
("Logged Off")
and

Genesys:
(""NotMonitored"
101),
(""NotMonitored"
102),
(LoggedOut
116).

CIsCco
Services:
AgentsTalking

Genesys/CISCO

Call Types:

Count of

distinct agents

from Agent

Groups

associated with

application(s) N/A
Point in Time
type(s)/queue(s)) Count
that are

currently in

AgentState=

CISCO: (4

"Talking") or

Genesys: (105

"CallConsult"),(107"

Calllnbound"),(108

"Callinternal),(109

"CallOutbound"),(112

CallUnknown)

TransferOutCall '.n
rofling/

TransferOutCallsHalsliding), 30
TransferOutCallsTodghin (since

start of

Above

Count
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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
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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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
ic] SGRT Description/ Metr_lc Individual Intt_arval/ .
Internal Mapping Time Unit
Table Notes . Agent .
Name > Advisor Grou Profile
Metric P
Cisco ICM:
SGRT.
AvgHandledCallsTimeTo5
Average SGRT.
AHT handle CallsHandledTo5 5 Min
5 pp AngandIedCé'I!%I Ieirq'ﬂ%TOS Genesys: AvgHandledCéitsTimy¢To5 Seconds
= 0 AvgHandledCallsTime* sliding)
for calls >
answered. AvgHandledCallsTimeTo5
CallsHandled*
>
CallsHandledTo5
Cisco ICM:
Average SGRT.
answer AnswerWaitTimeTo5
it i SGRT. .
;Ir\:asltezlggzs CallsAnsweredTonswerWaitTimeTo5/
SGRT. CallsAnsweredTo5
~_for calls CallsHandledTo5
ASA AnswerWaitTigneswbred. If 5 Min
Genesys: CallsAnsweredTo i
S_ASA CallsHandledTo5 Notes: AnswerWaitTime*= 0, the ?Ii.ocll.mg/ Seconds
ASA requires > metric value shi mg)
an AnswerWaitTimeTexhown as
Origination CallsAnswered* N/A.
DN to be set >
on the Agent CallsAnsweredTo5
Group. CallsHandled*
>
CallsHandledTo5
Number of  Cisco ICM:
agents
currently SGRT.Avail
Avail :: thle bl Genesys: Point i
; vailable Avail* . oint in
Av Avail state. > SGRT.Avail Avail 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

: Definition
b el 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
OrkRea Ime . .
calls SGRT. y ?\7\IorkReadyT|meT05 SUM(WorkReadyTime+WCc
necessary  workNotReadyTirmteTo5 . /
to SGRT. WorkNotReadyTimeTo5)/ SUM(CallsHandledTo5)
; ete CallsHandledTo5 lIsHandledTc
AVGACW WorkReadyTlr?r?gthB' ) CallsHandled 50?\/Iin
WorkNotReadyTi tion. oonesys: o f (rolling/ Seconds If
AVGACW S CallsHandledToSlmiﬂ%ac 0 \;VorkReadyTlme*Ca”SHandledToS sliding) SU(I)VI(t%aIIsHandIedTOS)
. ) = 0, the = 0, the
?r?t?is] WorkReadyTimeTa%tvic value metric value
e field _CallsHandled* ¢ chown as is shown as
WorkNotReadyTime N/A N/A
is always CallsHandledTo5 '
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
fot'; ¢ ﬁ'/ico ICM: " WorkReadyTimeTo5/ SUM(WorkReadyTimeTo5),
IloXeidi ACWStatusTo5
. _voice. The c _
AvgAcwTime WorkReadyTirigfeZpent Wi?f;g; S ; 5 Min If
- YHIME acwstatusos  (rolling/ e SUM(ACWStatusTo5
AvgAcwTime ACWStatusTo5 . ) = 0, the - ) =0, the
inbound or  WorkReadyTimeTos v .= sliding) metric value
outbound iCWStatus* is shown as is shown as
callf_:, made  AcwstatusTos VA N/A.
during the
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:

AvgTalk Average SGRT.AngandIedCaIIsTaII<TimeToS5 Min
. AvgHandledCEASEIR e Tosenesys: AvgHandledCattsTalgTimeToSeconds
v AngandIedCaIIsTaIkTime* sliding)

for calls. 9

AngandledCaIIsTaIkTimeToS

Cisco ICM: TalkAndHoldTimeTo5
Average N/A / _
time spent (CaIIsRecelvedInternalToS
talking on Genesys:
mbound TalkAndH()ldT'meCaIIsHandIedToS

TalkAndHoldTi
AvgTalkTime aﬁé:f? ntiation

CallsReceivedintddeimuaen
CallsHandledTo5 initial and

CallsPartyChangegde®ndary
contact.

AvgTalkTime

Notes:
Replaces Talk
in 8.1.2.

Number of
agents
currently
in the
BusyOther
BO state.

BusyOther

Notes:
Not returned
in Genesys.

TalkAndHoldTimeTo5
aIIsRecelvedIntev’:,tas::wlIisPartyChang?VI edTo5)

ga”sgecelveg:ntqfnag?S rolling/
allsReceivedinteTapsReceivedinterpgl;

¢ ¢ "srnaﬁ? )
CallsReceivedintarapédndledTo5
CallsHandled* -

> CallsPartyChangedTo5=0,
CallsHandledTo5 the metric
CaIIsPartyChangevﬁme is

shown as N/
CaIIsPartyChangedToS

Seconds

Cisco ICM:

SGRT.BusyOther

Point in
ASGRT.AgentStatBusyOther

Time Count

Genesys: N/A

Totals
and
Averages

SUM(AvgHandledCallsTalk
*

CallsHandledTo5)
/
SUM(CallsHandledTo5)

If
SUM(CallsHandledTo5)=0,
the metric

value is

shown as N/

A.

SUM(TalkAndHoldTimeTo5
+
CallsHandledTo5

CallsPartyChangedTo5)

If
SUM(CallsReceivedinternalTo5
+

CallsHandledTo5

CallsPartyChangedTo5)=0,
the metric

value is

shown as N/

A.

A count of
distinct
agents
currently
in
BusyOther
state.

Cisco:
AgentState=7
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Source .
N Definition
bl SGRT Description/ Metr.lc Individual Int(:_\rvaI/ . Totals
Internal Table Notes Mapping Agent Time Unit and
Name > Advisor G?ou Profile Averages
Metric P
(BusyOther)
Cisco ICM:
Calls
Stfered Number of SGRT.CallsOfferedTo5 5 Mi.n
CallsOfferedTa®lls Genesys: CallsOfferedTdbolling/ Count sum(CallsOfferedTo5)
0 offered. CallsOffered* sliding)
>
CallsOfferedTo5
Not
displayed.
The date and
time that this
data last
dated.

DateTime 8293 teo
calculate
longest
queue and
longest
available
agent.

Cisco ICM:

Handled ber o SGRT.CallsHandledTo5 5 Min

e CallsHandledTcdlIs Genesys: CallsHandledTablling/ Count sum(CallsHandledTo5)
handled. CallsHandled* sliding)

>

CallsHandledTo5
Number of
agents
that have
all active A_cqunt of
calls on distinct
hold. The  cisco ICM: ?ﬁ;ﬂts
agentis t]
not in the SGRT.Hold currently
Hold state ASGRT.AgentState are in

Hold with one Genes o states

ys:

H Hold call on Hold* Hold _IID_pmt n Count CallsOnHold.
hold while > Hold 'me Cisco:
talking on ﬁi?\ﬁznsal AgentState =
another a 10

gent state
call (for > AgentState E;Cear:IeOSr;I;I:o 1d)
example, a AgentState =
consultative 110
caII). The (CallOnHold)
agent
must have
all active
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Name/
Internal
Name

Loggedin

LO

LoggedOn

LoggedOnNet

Source

N Definition
SGRT Description/ MI\:\::J?:Q Individual In-tr?;lveall
Table 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.L do
.LoggedOn
itr?tfa?’la(itions ASGRT.AgentState
This count  Genesys: Point in
LoggedOn s ypdated LoggedOn* Loggedin Ti Count
each time > l09gedon me
Genesys
an agent individual
logs on agent state
and each > AgentState
time an
agent logs
off.
Notes:
Any status
exc. Logged
Out or Not
Monitored
Cisco ICM:
Number of N/A Cisco: N/A
. agents Genesys: . Point-in-
LOggedonVOlqtagqggeld on I;oggedOnVoice* E(fgngesggnVoice Time Count
0 voice.
LoggedOnVoice
. Cisco ICM:
e .
number of N/A Cisco: N/A
agents Genesys: , Genesys:
LoggedOnVoidegged on ';°ggedO”V°'ce LoggedOnVoice
NotReadyVoick voice LoggedOnVoice (yotreadyVoice Point-in- Count

NotReadyVoicefihus

NotReadyVoicdtdse not
ready or
non-
productive.

NotReadyVoice* Time
>

NotReadyVoiceF1
NotReadyVoice _ otheady\oice

NotReadyVoice* f
+ Filterl NotReadyVoiceF2)

>

Unit

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
Irl:ltaer:":a/ﬂ SGRT Description/ Ml\g:gi':g Individual In;?;lveall
Name i LS > Advisor é?:::t Profile
Metric P
NotReadyVoiceF1
NotReadyVoice*
+ Filter2
>
NotReadyVoiceF2
Cisco ICM:
Time in
seconds Egch_-;réstAvailAge
LongAvail Ithr?t t?f SGRT.DateTime r}li)?w);(éls)tic\?;illme_'nt)in
LA LongeStAvallAﬁ?a% able Genesys: *24*60* Time
agent has LongestAvaiIAgergb)
>
bee_n LongestAvailAgent
aVa||ab|e. DateTime
Time in
seconds
that the
currently Cisco ICM: )
longest (DateTime
LongQueue (oldest) SGRT. = Point in
LongestCallQ
LQ LeliEOUELE gaelé:?s SGRT.DateTime I;02n49556t(()3i3kI|Q)ane
queue. Genesys: NNA 60
Notes:
Not Returned
in Genesys
Number of
agents in
the Not )
Ready or Cisco ICM:
Work Not SGRT.NotReady
NotRead E{:Ca\?vy SGRT.WorkNotReady
otRea , ASGRT.AgentStat Lo
y NotReady, Wrap) gen=h EotReady Point in
G : i
NR WorkNotReadytate. Ng{\;gg;y* WorkNotRead;I/—'me
Notes: > NotReady
Not Re'ad WorkNotReady
Status is Y is always 0.
NotReadyForNextCall
ACW status is
AfterCallWork.
Number of .
calls Cisco ICM:
aueue Queue currently ASGRT.CallsQueugdjphueuedNow
Q queued.
Genesys: N/A
Notes:

Totals
and
Averages

Unit

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

60)

Seconds

max((DateTime

LongestCallQ)
*24 *60 *
60)

Seconds

A count of
distinct
agents
currently
in Not
Ready

states.
Count Cisco:
AgentState=2
(NotReady)
or
AgentState=5
(WorkNotReady)
Genesys
AgentState=113
(NotReadyForNextCall)

Count SUM(CallsQueuedNow)

Performance Management Advisors Metrics Reference Guide

70



CCAdv and WA

Agent Group Voice Metrics

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

TalkingOther

Source S
: Definition
Description/ Ml\g:gi':g Individual In;?;lveall
s > Advisor é?:::t Profile
Metric P
Not returned
in Genesys
Number of  Cisco ICM:
agents in
the Ready ;G§I g
otReady
state. SGRT,
WorkNotReady
Notes:
Any status ASGRT.AgentState
except: Genesys: Ready
Ready*
* NotReadyForldextCall
Genesys
¢ LoggedOutndividual
agent state.
¢ NotMonitoredgentState
Number of  cigco 1CM:
inbound
calls SGRT.
Talkingln .
currer)tly Talkingln
associated 5. asvs:
o yS:
with the TalkingIn*
agent > Talkingln
group.
Number of  Cisco ICM: Talkingln +
calls . TalkingOut
currently ggg?:tmgg‘ I Point-in-
associated SGRT:Tglkzﬂgoghe'[aIkingOther Time
with the SGRT.TalkingPrevigw
agent TalkingPreview

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

+
TalkingOther
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Source .
: Definition
b el SGRT Description/ Metr.lc Individual Int(:_\rvaI/ . Le
Internal Table Notes Mapping Agent Time Unit and
Name > Advisor G?ou Profile Averages
Metric P
+
TalkingPreview
+
TalkingReserve
+
TalkingAutoOut)
Genesys:
A count of
SGRT. distinct
TalkingReserve agents
SGRT.TalkingAutoOut currently in
Talking state.
Genesys: Genesys
TalkingIn* AgentState
> Talkingln + IN
TalkingOut* ; (105,107,108,109,112)
group. > Talkingout | 1alkingReserve (Talking)
TalkingOther* .
> TalkingAutoOut In mixed
TalkingOther environment,
TalkingPreview, Genesys
TalkingReserve, Talking state
TalkingAutoOut count is
are always = added to
0 SUM(TalkingIn
+ TalkingOut
+
TalkingOther
+
TalkingPreview
+
TalkingReserve
+
TalkingAutoOut)
Cisco:
SUM(TalkingOut)
Genesys:
A count of
distinct
Number of . agents
outbound Cisco ICM: currently in
calls TalkingOut
TalkOut currentl SGRT.TalkingOut state.
A u y ; Genesys
TIkO l=lkingOut associated  Genesys: Vel e ot AgentState =
Wi the e kngoun
agent 9 alkingbu
group. In mixed
environment,
Genesys
TalkingOut
state count is
added to
SUM(TalkingOut).
. - . .
Util% PercentUtiIizaE?)hcf%r%ige Cisco ICM: PercentUtiIizaﬁ,@ﬁﬁ%&floo%%rcent EUM(PercentUt|I|zat|onTod
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Name/
Internal
Name

Wrap

%

Handlingtime

(plus
Campaign
Calls /
SignOn
Time)

PctHCpgnSo

SGRT
Table

WorkReady

WorkNotReady

Description/

Notes

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
therefore
=WorkReady.

Percentage
of time
spent

TaIkAndHoIdTImeEi]IﬁdS

OuboundTalkTim
LoggedOnVoiceTi

camga|gn
5
versus the
time
logged on
to voice.

Source

N Definition
M"::gi':g Individual
> Advisor é?:":t
Metric P
SGRT.
PercentUtilizationTo5
Genesys:
PercentUtilization*/100
>

PercentUtilizationTo5

Cisco ICM:

SGRT.
WorkReady
SGRT.
WorkNotReady

Genesys:
NotReady*

> WorkReady
WorkNotReady
is always 0.

Cisco ICM:
N/A

Genesys:

Interval/
Time
Profile

sliding)

WorkReady 5 Min

(rolling/

WorkNotReadyhdmg)

sliding)

OutboundTa|kTmier991:50anceTlmeT05 0,the

TaIkAndHoIdTlmemieti’lt@r/alue
is shown as

TaIkAndHoIdTlmeNHoS
LoggedOnVoiceTime*
>

LoggedOnVoiceTimeTo5

30 Min (since
start of
current half-
hour)

Unit

Count

Percent

Totals
and
Averages

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(TaIkTimeFlToS +0Outk

(OutboundTaII?l'.l'deﬁE}'LTOS+TaIkAndHoIdTlBlﬂﬁll'_l’@é@;’édQ@VdQ@VM@
Total _Outbound Tzfalk Time*+Filter

*100

If
SUM(LoggedOnVoiceTimeTo5)=(
the metric

value is

shown as N/

A,
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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
Percentage
of time
spent in
the not
ready,
elnk - . (NotReadyVoiceTimeTo5
productive ﬁ'/;co (k ( J
state NotReadyVoiceTimeFlToS
versus the  Genesys:
time NOtReadyVOICGT"N%tReadyVOIC T 2705)
! . | e
% Idle to NOtReadyVOle-gg@r@ﬁ NotReadyVmceTuA’)e gmm?gd:
f to voice.
SignOn NotReadyVoiceTim NotReadyVomeTnbeggmdﬂanceTlme 05
NotReadyVomeTlmeéEé"e *100 30 Min (since ~ Percent
PctidleSo LoggedOnV0|ceT| NotReadyV0|ceT|meF1 start of
|ncom|ng NotReadyVoiceTirpfae*+FiIter2 current half-
or = LoggedOnVoiceTih®&Td5=0,
. NotReadyVmceTugp\é%netr,c
OUtgomg LoggedOanceﬂme =
extension hown as N/
calls made LoggedOanceTlmeToS
during this
state is
added to
the not
ready
time.
Cisco ICM:
Percentage N/A
of time
spent Genesys: ) (rolling/
:/o Isnbotcj)nd TaIkAndHoIdThae'&lﬁwg TalkAndHoldTimeg onveicerSliding)
0 51gnOn gedOnVoiceTimeTo5=0,
g WorkReaadyTim tﬁ)‘gund TaIkAndHoIdTlmeh‘Hg metric 30 Min (since Percent
PctibSo LoggedOanceTe}\f%rs%s the WorkReadyTime*, e is start of
time WorkReadyT|me'rsgomm as N/ current half-
LoggedOnV0|ceT|me* hour)
logged on
to voice. LoggedOnV0|ceT|meT05
Percentage i i
of time Cisco ICM: AvailableTimeTo5,
that N/A / 5 Min
% Ready agents . LoggedOnVouféléqc';l'ﬂﬁQ)ToS*lOO
emﬁ enesys: sliain
to SignOn AvailableTim aIde AvailableTime* |f 9 Percent
> LoggedOnVoiceTiBeMib+£€ince
PctRSo LoggedOanceTlmerSé/s the AvailableTimeTo5the metric start of
time they LoggedOnVoiceTivram*e is current half-
were shown as N/ hour)
LoggedOanceTlmeToS
logged on
to voice.
% Percentage . Mi
Cisco ICM:  OutboundTalk | e 1To5/
Uncontrolled OutboundTalkdfme N/A LoggedOnV0| |ng,f.05*108ercent
Outbound handling din g)

Totals
and
Averages

SUM(NotReadyVoiceTimeT

NotReadyVoiceTimeF2To5
/
SUM(LoggedOnVoiceTime
*100

If
SUM(LoggedOnVoiceTimeTo5)=(
the metric

value is

shown as N/

A.

SUM(TalkTimeTo5
+

(Ta|kAndHo|d15rM=5nros+wOrkReadyT|merwuo@gmdiﬂmwaumeTo

+HoldTimeTo5)/
SUM(LoggedOnVoiceTime

If
SUM(LoggedOnVoiceTimeTo5)=(
the metric

value is

shown as N/

A

sum(AvailableTimeTo5)

/
sum(LoggedOnVoiceTime
*100

If
SUM(LoggedOnVoiceTimeTo5)=(
the metric

value is

shown as N/

A

SUM(OutboundTalkTimeF]
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Name/
Internal
Name

SGRT

Table Notes

time for
uncontrolled
outbound
voice
versus the
time that
agents

were

LoggedOanceTl{ng'g(sgeon

to SignOn

PctUobSo
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
% WEF- time
NCRMT to NotReadyVoicgdangf2To5

Sign0n LoggedOanceTlrne%%d .

PctWFncrmtSo
to voice.

The time
spent on
incoming
or
outgoing
extension
calls made
during this
state is
added to
the not
ready
time.

NotReadyVoicgﬁz eer"l_: 7955

% WF-RC2
to SignOn

Description/

Source S
Metric Def.m_ltlon Interval/
M q Individual . .
apping Agent Time Unit
> Advisor G?ou Profile
Metric P
Genesys: g
OutboundTalkTi gé'b%'&%anmceTlBﬁ)eWbE#ﬁnce
OutboundTaIlem\?rﬁjécl);%tnc izar:eg{ half-
LoggedOanceTlgﬁ%Wr1 as N/ hour)
LoggedOanceTl'?‘neToS
. NotRead VoiceTimeF2T05
Cisco ICM: / y
e LoggedOanqggpma}'oS
Genesys: *10 sliding)
NotReadyVoiceTime*+Filter
If (since  Percent
NotReadyVo|ceTl#m9”V°'CeT'§9§%°g %
LoggedOanceTl\?hS*"nEtrIC current half-
value is hOUr)
LoggedOanceTlZﬁé’W)’S as N/
Cisco ICM:  NotReadyVoicETmeF1To5
N/A / (rolling/ ~ "ercent

Totals
and
Averages

If
SUM(LoggedOnVoiceTimeTo5)=(
the metric

value is

shown as N/

A.

SUM(NotReadyVoiceTimel
/
sum(LoggedOnVoiceTime
100

If
SUM(LoggedOnVoiceTimeTo5)=(
the metric

value is

shown as N/

A.

SUM(NotReadyVoiceTimel
/
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Source .
N Definition
Irl:ltaer:":a/ﬂ SGRT Description/ Ml\g::;i':g Individual In;?;‘v:ll
Name Table s > Advisor ég:::t Profile
Metric P
that
agents
remained
not ready
for voice
due to
reason
code 2
versus the . _
time they LoggedOnVoiceTimeTo5
were Genesys: *100 sliding)
Iogged on NotReadyVoiceTirITfme*
. _to Y ice. VoiceTi %g %lnce
PctWFrc2So LoggedOanceTuﬂ%: 05, NotReadyVmceTl#%Kﬁ@@n oice '§‘E§-‘ =
€ tlime LoggedOnVoiceTithgmetric current half-
spent on > value is hour)
incoming LoggedOnVoiceT.Xhews as N/
or ‘
outgoing
extension
calls made
during this
state is
added to
the not
ready
time.
mfnber o Cisco ICM:
N/A
agents Point in
AvailVoice  VoiceAvail currently Genesys: VoiceAvail e
ready and  VoiceAvail*
waiting for > VoiceAvail
next voice.
Average Cisco ICM:
handling N/A (TaIkAndHoIdT|meT05
time for ‘
i enesys:
VoIce. T.he TaIkAndHoIdTlmeif]_
calculation
includes Ta|kAndHo|dT|meca”5Hand|edﬁ§1t of
TalkAndHoldTitheTesal WorkReadyT'me*
CHT-P time spent CallsPartyChaﬁgln{%%sr)s
WorkReadyTime WorkReadyT|meT05 ou
on rework,  calisHandied*
CallsRecelvedlnteHBzra a If
CHT-P CallsHandled time, > (CaIIsRecelvedIntégnl}QFTbS
CaIIsPartyChange@nd the CallsHandledTo5 + (rolling/
time spent CaIIsRecewedInte:IaagHand|edT05 Sllglng/)
ay.
_On the CaIIsRece|vedInteraagﬁzﬁty(:hangéaqﬂmance
inbound, > =0, the dnight)
outbound CallsPartyChangadbic value
and CaIIsPartyChangqg*ghown as
. N/A
extension CaIIsPartyChangedToS
calls

WorkReadyTlrgsTOSrz/ CaIIsRecelvedInter%%%

Totals
and
Averages

Unit

SUM(LoggedOnVoiceTime
*100

If
SUM(LoggedOnVoiceTimeTo5)=(
the metric

value is

shown as N/

A

Count sum(VoiceAvail)

SUM(TaIkAndHoIdTimeTo5

eadyTimeTo5)/
allsReceivedInternc

CaIIsHandIedToS

CallsPartyChangedTo5)
Seconds if
SUM(CallsReceivedInternalTo5
+
CallsHandledTo5

CallsPartyChangedTo5)
=0, the

metric value

is shown as

N/A.
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Unit

Source .
: Definition
Irl:ltaer:":a/ﬂ SGRT Description/ Ml\get"i': Individual In;?;lveall
Name Wl e > Azcisc?r L Profile
Metric S
answered
during the
rework.
The time
spent on
inbound
callbacks
is also
considered.
Cisco ICM:
N/A
Number of Genesys:
Handlin . Talkingln* + i
Campaign TalkingInF1 agents Filter 'IflkmglnFl
Calls Tkingourrr | corrently = kgl | Talkingoutry Point in Count
: handlinga  akingOut™+ Time
TalkingOtherF1 . Filter +
HCpgn Campaign > TalkingOut i
call TalkingOther* TalkingOtherF1
+ Filter
>
TalkingOther
Cisco ICM:
N/A
Number of G
enesys:
HandlingVoicéTalkingin agents Tolkingin® + , 5 Min
talking on  giter TalkingIn + (rolling/ Count
HVoice TalkingOther  inbound > Talkingln TalkingOther lidi g)
(ACD) TalkingOther* sliding
calls. : Filter
TalkingOther
g;gtgsr of NJ/A (this is
HandlingNon\)awl'ngFl currently Cisco: N/A | & source s
F1 involved in  Genesys: metric, no - Point-in- Count
I_iandImgNonvo'c%lledlaType' =Voicg) non- Currentl\llumbeng%Qg%:rE?t'on time
voice
interaction. )
Retrieved Genesys
calls Agent
Number of  Groups 5 Min
[FILTERN] calls
. Cal|sReceivedantgmawao5(cfqulFtaec)e.vedmt%aA!sRecelvequ&dQW'%(l (Fn)To5
lter
RtrF1 by the -
llsHandledFnTc CallsHandled( i Count
EtrEZ Ezlép:rrt'gfﬁaﬁggieh%ged CallsReceivedInternal(Fn)To5 ftda‘ilT??smce
t *
o %lrtoeurzérg;t flelﬁt'lar? dled CalIsPartyChaﬂg@d( PafTo5
Note: X hour)
only Rtr is filtered). CallsHandled(Fn)To5

supported in

CallsPartyChanged*

Totals
and
Averages

SUM(TalkingInF1
+

TalkingOutF1

+
TalkingOtherF1)

sum(Talkingln
+
TalkingOther)

SUM(HandlingNonVoice)

sum(CallsReceivedInterna
+

CallsHandled(Fn)To5
-CallsPartyChanged(Fn)To
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Source S
: Definition
Irl:ltaer:":a/ﬂ SGRT Description/ Ml\g:gi':g Individual In;?;lveall
Name Wl e > Advisor é?:::t Profile
Metric P
WA. CCAdv
supports Rtr,
RtrF1, RtrF2
... Rtrfn.
There is only
one metric
called
Retrieved
Calls in WA >
(without CallsPartyChanged(Fn)To5
filter). There
are multiple
Retrieved
Calls metrics
in CCAdv
(without filter
and with
filters).
Cisco ICM: 2 IV|II|In
' N/A (rolling/
SignOn Total time sliding)
spent Genesys: icaTimeT
So logged on LoggedOnVoiceTilﬁﬁoeggedonvoIc3%-|—|\hr'nQél'—ﬂ“l'ie
to voice. > start of
LoggedOnVoiceTimeTo5 current half-
hour)
Number of .
agents in Cisco ICM:
NotReady the not N/A
(CRMT) . ready . Point in
Genesys: \
NRcrmt NOtReadyVOlcgﬁg‘fe due NotReadyVoice* NOtReadyVOIC??nfe
to reason > )
code 2 NotReadyVoiceF1
(CRMT).
Cisco ICM:
N/A |
Number of NotReadyVoice
NotReady . agents in Genesys: -
(not NotReadyVmc%qe - T—olgillj\teear(ljyvmce* NotReadyVoiclgF,l G
productive) notreadyvoiceFiready, = - . iome in
NotReadyVoiceF2non- NotReadyvOiceFlNotReadyVoICEIfQ
+ Filter2 otReadyVoice
state. -
NotReadyVoiceF2
NotReady agents in N/A
(other NotReadyVoicgf& not | )
PIOGUCHNE) |\ e {3 Nebetivoce: hormeadyVoKEaD Y
NotReadyVoiceF tate due + Filter2 otReadyVoicé&irde
NRothp
to the = ,
reason NotReadyVoiceF2

Totals
Unit and
Averages
Minutes sum(LoggedOnVoiceTime
Count sum(NotReadyVoiceF1)
sum(NotReadyVoice
Count NotReadyVoiceF1l
NotReadyVoiceF2)
Count sum(NotReadyVoiceF2+

NotReadyVoiceF3)
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Source S
N Definition
IName/ SGRT Description/ Metr.lc Individual Int(::rvaI/ . Totals
nternal Table Notes Mapping Agent Time Unit and
Name > Advisor Grou Profile Averages
Metric P
codes
specified
in the
filter. The
reason
code list is
not NotReadyVoice*
exhaustive  + Filter3
and >
includes NotReadyVoiceF3
all
productive
reasons
other than
reason
code 2.
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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 is 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.

Performance Management Advisors Metrics Reference Guide

81



CCAdv and WA

CCAdv/WA Stat Server Metrics

CCAdVv/WA 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.

Metric ID

Source Metric

AvgHandledCallsTime

AvgHandledCallsTalkTime

CallsAnswered

CallsOffered

LoggedOn

Talkingln

Definition
Category=AverageTime

Main Mask=Calllnbound, CallOutbound,
AfterCallWork

Objects=Agent, Place, GroupAgents,
GroupPlaces

Relative Mask=Calllnbound, CallOutbound
Subject=DNAction

MediaType=Voice

Category=AverageTime

Main Mask=Callinbound, CallOutbound
Objects=Agent, Place, GroupAgents,
GroupPlaces

Relative Mask=Calllnbound, CallOutbound
Subject=DNStatus

MediaType=Voice

Category=TotalNumber

MainMask= CallAnsweredInbound,
CallAnsweredUnknown
Objects=Agent, Place, GroupAgents,
GroupPlaces

Subject=DNAction
MediaType=Voice

Category=TotalNumber

MainMask=CallAnsweredinbound,
CallAnsweredUnknown,
CallAbandonedFromRinginginbound,
CallAbandonedFromRingingUnknown
Objects=Agent, Place, GroupAgents,
GroupPlaces

Subject=DNAction

MediaType=Voice

Category=CurrentNumber
MainMask=*, ~LoggedOut, ~NotMonitored

Objects=GroupAgents, GroupPlaces
Subject=AgentStatus

Category=CurrentNumber

Description=Current number of inbound calls
being handled.
MainMask=Calllnbound

Performance Management Advisors Metrics Reference Guide

82



CCAdv and WA

CCAdv/WA Stat Server Metrics

Metric ID

10

11

12

13

14

Source Metric

TalkingOther

TalkingOut

AgentState

Ready

LongestCallQueue

WorkReady

Hold

NotReady

Definition

Objects=Agent, GroupAgents, GroupPlaces,
Place

Subject=DNStatus

MediaType=Voice

Category=CurrentNumber

MainMask=CallUnknown, Calllnternal,
CallConsult

Objects=Agents, GroupAgents, GroupPlaces
Subject=DNStatus

MediaType=Voice

Category=CurrentNumber

Description=Current number of outbound calls
being handled.

MainMask=CallOutbound

Objects=Agent, GroupAgents, GroupPlaces,
Place

Subject=DNStatus

MediaType=Voice

Description=Current State

Category=CurrentState
MainMask=*
Objects=Agent
Subject=AgentStatus

Category=CurrentNumber

MainMask=*, ~NotReadyForNextCall,
~LoggedOut, ~NotMonitored
Objects=GroupAgents, GroupPlaces
Subject=AgentStatus

Category=CurrentMaxTime

MainMask=CallWait

Objects=Queue, RoutePoint, GroupQueues
Subject=DNAction

MediaType=Voice

Category=CurrentNumber
MainMask=AfterCallWork

Objects=GroupAgents, GroupPlaces
Subject=AgentStatus

Category=CurrentNumber

MainMask=CallOnHold
Objects=GroupAgents, GroupPlaces
Subject=AgentStatus

Category=CurrentNumber

MainMask=NotReadyForNextCall
Objects=GroupAgents, GroupPlaces
Subject=AgentStatus
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15

16

17

18

19

20

21

22

23

Metric ID

Source Metric

Avail

CallsQNow

DateTimelLogin

CallsHandled

LongestAvailAgent

ServicelLevelAband

ServicelevelCalls

ServicelLevelCallsQHeld

ServicelLevelCallsOnHold

Definition
Category=CurrentNumber

MainMask=WaitForNextCall
Objects=GroupAgents, GroupPlaces
Subject=AgentStatus

Category=CurrentNumber

Description=Current Number of Calls waiting in
Queue

Formula=DCID

MainMask=CallWait

Objects=Queue, RoutePoint, GroupQueues
Subject=DNAction

MediaType=Voice

Description=Login Time

Category=CurrentContinuousTime
MainMask=*, ~LoggedOut
Objects=Agent
Subject=AgentStatus

Description=Calls Handled

Category=TotalNumber
MainMask=Calllnbound
Objects=Agent, Place, GroupAgents,
GroupPlaces

Subject=DNAction

Media Type=Voice

Category=CurrentMaxTime

MainMask=WaitForNextCall
Objects=GroupAgents
Subject=AgentStatus

Category=TotalNumberinTimeRange

MainMask=CallAbandoned
Objects=Queue, RoutePoint, GroupQueues
Subject=DNAction

MediaType=Voice

Category=TotalNumberinTimeRange
MainMask=CallAnswered

Objects=Queue, RoutePoint, GroupQueues
Subject=DNAction

MediaType=Voice
Category=CurrentNumberinTimeRange
MainMask=CallWait

Objects=Queue, RoutePoint, GroupQueues
Subject=DNAction

MediaType=Voice
Category=TotalNumberinTimeRange

MainMask=CallWait
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Metric ID

24

25

26

27

28

29

Source Metric

WorkReadyTime

CallsAbandQ

CallsAnsweredQueue

CallsOfferedQueue

TalkTime

AnswerWaitTimeQueue

Definition

Objects=Queue, RoutePoint, GroupQueues
Subject=DNAction
MediaType=Voice

Description=Total Wrap Time

Category=TotalAdjustedTime
MainMask=AfterCallWork
Objects=Agent, Place, GroupAgents,
GroupPlaces

Subject=DNAction

Category=TotalNumber

Description=Total number of new calls
abandoned
MainMask=CallAbandonedFromRinginginbound,
CallAbandonedFromRingingUnknown,
CallAbandonedInbound,
CallAbandonedUnknown
Objects=GroupQueues, Queue, RoutePoint
Subject=DNAction

MediaType=Voice

Category=TotalNumber

Description=Total number of new calls
answered

Formula=DCID
MainMask=CallAnsweredInbound,
CallAnsweredUnknown
Objects=GroupQueues, Queue, RoutePoint
Subject=DNAction

MediaType=Voice

Category=TotalNumber

Description=Total number of new calls
distributed

Formula=DCID
MainMask=CallEnteredinbound,
CallEnteredUnknown
Objects=GroupQueues, Queue, RoutePoint
Subject=DNAction

MediaType=Voice

Description=Total Talk Time

Category=TotalTime
MainMask=Calllnbound, CallUnknown,
CallConsult, Callinternal
Objects=Agent, Place, GroupAgents,
GroupPlaces

Subject=DNStatus

MediaType=voice

Category=TotalTime

Description=Total time to answer
MainMask=CallAnswered
Objects=GroupQueues,Queue,RoutePoint
Subject=DNAction

MediaType=Voice
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30

31

32

80

81

82

83

84

85

Metric ID

Source Metric

AnswerWaitTime

CallsQNowTime

PercentUtilization

LoggedOnTime

NotReadyTime

CallsHandledQueue

TalkTimeQueue

HandleTime

ACWTime

Definition
Category=TotalTime

MainMask=CallWait

Objects= GroupAgents, GroupPlaces
Subject=DNAction
MediaType=Voice

Category=CurrentTime

Description=Total time calls in queue have
been in queue

MainMask=CallWait
Objects=GroupQueues, Queue, RoutePoint
Subject=DNAction

MediaType=Voice

Category=RelativeTimePercentage

MainMask=Calllnbound, CallOutbound,
AfterCallWork

Objects=Agent, Place, GroupAgents,
GroupPlaces

RelMask=*, ~NotReadyForNextCall
Subject=DNStatus

MediaType=Voice

Category=TotalTime

Description=Total LoggedIn Time
MainMask=*, ~LoggedOut, ~NotMonitored
Objects=GroupAgents, GroupPlaces
Subject=AgentStatus

Category=TotalTime

Description=Total Not Ready Status Time
MainMask=NotReadyForNextCall
Objects=Agent, Place, GroupAgents,
GroupPlaces

Subject=AgentStatus

Category=TotalNumber

MainMask=CallReleased

Objects=Queue, GroupQueues, RoutePoint
Subject=DNAction

MediaType=Voice

Category=TotalTime
MainMask=CallReleased

Objects=Queue, GroupQueues, RoutePoint
Subject=DNAction

Category=TotalTime
MainMask=CallReleased, ACWCompleted

Objects=Queue, GroupQueues, RoutePoint
Subject=DNAction

Category=TotalTime
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86

87

88

89

90

91

92

100

101

Metric ID

Source Metric

VoiceAvail

CallsOut

ExpectedDelay

TalkAndHoldTime

ACWStatus

CurrentNumberHandling

TotalTimelnteractionsHandled

TimelnCurrState

TotalCallsTransferred

Definition

MainMask= ACWCompleted
Objects=Queue, GroupQueues, RoutePoint
Subject=DNAction

Category=CurrentTargetState

MainMask=*
Objects=GroupAgents, Agent
Subject=AgentStatus

Category=TotalNumber

MainMask=CallEnteredOutbound
Objects=Queue, GroupQueues, RoutePoint
Subject= DNAction

Category=EstimWaitingTime

MainMask=CallWait
Objects=GroupQueues, Queue, RoutePoint
RelMask=CallDistributed, CallAbandoned
Subject=DNAction

Category=TotalTime

MainMask=Calllnbound, CallConsult,
CallUnknown, Callinternal
Objects=Agent, GroupAgents
Subject=DNAction
MediaType=voice

Category=TotalNumber

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

Category=CurrentNumber

MainMask=Calllnbound, Callinternal, Call
Consult, CallUnknown, CallOnHold,
CallOutbound

Objects=Agent, GroupAgents
Subject=AgentStatus

Category=TotalTime
MainMask=Calllnbound, Calllnternal, Call
Consult, Callunknown, CallOnHold
Objects=Agent, GroupAgents
Subject=AgentStatus
Category=CurrentTime
MainMask=*

Objects=Agent
Subject=AgentStatus

Category=TotalNumber
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102

104

105

106

107

108

112

306

308

Metric ID

Source Metric

LongestCall

TotalHandleTime

LongestACW

WrappedCallsinTRange

ReasonCode

CallsOnHold

CallsHandledInTRange

LoggedOnVoiceTime

LoggedOnVoice

Definition

MainMask=CallTransferMade
Objects=Agent
Subject=DNAction

Category=MaxTime

MainMask=Calllnbound, CallUnknown
Objects=Agent
Subject=DNAction

Category=TotalTime

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

Subject=DNAction

Category=MaxTime

MainMask=AfterCallWork
Objects=Agent
Subject=DNAction

Category=TotalNumberIinTimeRange

MainMask=AfterCallWork
Objects=Agent
Subject=DNAction

Category= CurrentStateReasons

MainMask=*
Objects=Agent
Subject=DNAction

Category=TotalNumber

MainMask=CallOnHold
Objects=Agent, Place, GroupAgents,
GroupPlaces

Subject=DNAction

Category=TotalNumberinTimeRange

MainMask=Calllnbound
Objects=Agent
Subject=DNAction

Category=TotalTime

MainMask=*, ~NotMonitored
Objects=Agents, Place, GroupAgents,
GroupPlaces

Subject=DNStatus

MediaType=voice

Category=CurrentNumber

MainMask=LoggedIn
Objects=Agent, GroupAgents
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Metric ID

312

313

CED 6001

D 6002

CED 6003

D 6004

D 6005

CED 6006

D 6007

Source Metric

CallsCleared

CallsEntered

CampAnswers

CampDialMade

CampNoAnswer

CampcCallbacksCompleted

CampcCallbacksMissed

CampCallbacksScheduled

CampPersonalCallbacksCompleted

Definition

Subject=DNAction
MediaType=voice

Category=TotalNumber

Description=Total number of calls that cannot
be distributed, because the queue is full.
MainMask=CallCleared

Objects=Queue, GroupQueue
Subject=DNAction

Category=TotalNumber

MainMask=CallEntered
Objects=Queue, GroupQueue
Subject=DNAction
MediaType=Voice

Category=TotalNumber

MainMask=DialAnswer
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=DialMade
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=DialNoAnswer
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=CallbackCompleted
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=CallbackMissed
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber
MainMask=CallbackScheduled
Objects=CallingList, Campaign,

CampaignCallingList
Subject=CampaignAction

Category=TotalNumber
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Metric ID

CED 6008

D 6009

CED 6010

D 6011

CED 6012

CED 6013

D 6014

D 6015

Source Metric

CampPersonalCallbacksMissed

CampPersonalCallbacksScheduled

CampRecordsCompleted

CampAnsweringMachine

CampDialDropped

CampDialAbandoned

CampDialBusy

CampMobilbox

Definition

MainMask=PersonalCallbackCompleted
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=PersonalCallbackMissed
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=PersonalCallbackScheduled
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=LeadProcessed
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=DialAnswMachine
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=DialDropped
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=DialAbandoned
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=DialBusy
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction

Category=TotalNumber

MainMask=DialGeneralError
Objects=CallingList, Campaign,
CampaignCallingList
Subject=CampaignAction
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Metric ID Source Metric Definition
Category=TotalNumber

MainMask=DialFaxDetected
CD 6010 CampFaxDetected Objects=CallingList, Campaign,

CampaignCallingList

Subject=CampaignAction

Category=TotalNumber

MainMask=DialSITDetected
m 6020 CampSITDetected Objects=CallingList, Campaign,

CampaignCallingList

Subject=CampaignAction

Performance Management Advisors Metrics Reference Guide 91



CCAdv and WA

Queue Metrics and Agent Stats

Queue Metrics and Agent Stats

This section contains Tables of queue metrics and agent statistics.

Queue Metrics

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

Metric Storage
Column

ACWTimeHalf
ACWTimeTo5
ACWTimeToday

Source Metric

ACWTime
ACWTime
ACWTime

Time Profile

Last30MinsGrowing
Last5Mins
OneDay

AnswerWaitTimeHalf AnswerWaitTimeQueukast30MinsGrowing

AnswerWaitTimeTo5 AnswerWaitTimeQueukast5Mins

AnswerWaitTimeTodayAnswerWaitTimeQueu®neDay

CallsAnsweredHalf
CallsAnsweredTo5

CallsAnsweredToday

CallsClearedTo5
CallsClearedHalf

CallsClearedToday
CallsEnteredHalf
CallsHandledHalf
CallsHandledTo5
CallsHandledToday
CallsOfferedHalf
CallsOfferedTo5
CallsOfferedToday
CallsOutTo5
CallsOutHalf
CallsOutToday
ExpectedDelay
HandleTimeHalf
HandleTimeTo5
HandleTimeToday

CallsAnsweredQueue Last30MinsGrowing

CallsAnsweredQueue Last5Mins

CallsAnsweredQueue OneDay

CallsCleared
CallsCleared

CallsCleared
CallsEntered
CallsHandledQueue
CallsHandledQueue
CallsHandledQueue
CallsOfferedQueue
CallsOfferedQueue
CallsOfferedQueue
CallsOut

CallsOut

CallsOut
ExpectedDelay
HandleTime
HandleTime
HandleTime

Last5Mins

Last30Mins,
Growing

OneDay, Growing
Last30Mins
Last30MinsGrowing
Last5Mins

OneDay
Last30MinsGrowing
Last5Mins

OneDay

Last5Mins
Last30MinsGrowing
OneDay

Last5Mins
Last30MinsGrowing
Last5Mins

OneDay

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
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
Yes
Yes
Yes
Yes
Yes
Yes
Yes
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Metric Storage
Column

RouterCallsAbandQHa@allsAbandQ
RouterCallsAbandQTo%allsAbandQ
RouterCallsAbandQTodajlsAbandQ
RouterCallsQNow CallsQNow
RouterCallsQNowTimeCallsQNowTime
RouterLongestCallQ LongestCallQueue

Source Metric

ServicelLevelAbandHaBerviceLevelAband
ServicelLevelAbandTo5erviceLevelAband
ServicelLevelAbandTodmrviceLevelAband
ServicelevelCallsHalf ServiceLevelCalls
ServicelLevelCallsTo5 ServicelLevelCalls
ServicelLevelCallsTodagervicelLevelCalls

Time Profile

Last30MinsGrowing
Last5Mins

OneDay

Current,0

Current,0

Current,0
Last30MinsGrowing
Last5Mins

OneDay
Last30MinsGrowing
Last5Mins

OneDay

ServicelLevelCallsOnH&ktdaléLevelCallsOnHoEEt30MinsGrowing
ServicelevelCallsOnHBkITd6eLevelCallsOnHbESt5Mins
ServicelLevelCallsOnH&kfddalevelCallsOnHOMeDay,Growing
ServicelevelCallsQHelgkrviceLevelCallsQHeldurrent,0

TalkTimeHalf
TalkTimeTo5
TalkTimeToday

TalkTimeQueue
TalkTimeQueue
TalkTimeQueue

Agent Statistics

The following Table lists agent statistics.

Metric Storage
Column

AgentState
DateTimelogin

AgentState

AgentVoiceReady VoiceAvail

Stat Server Metric

Last30MinsGrowing
Last5Mins
OneDay

Time Range

N/A

N/A

N/A

N/A

N/A

N/A
LessThan20Secs
LessThan20Secs
LessThan20Secs
LessThan20Secs
LessThan20Secs
LessThan20Secs
GreaterThan20Secs
GreaterThan20Secs
GreaterThan20Secs
GreaterThan20Secs
N/A

N/A

N/A

Time Profile

DateTimelogin

Current,0 No
Current,0 No
Current,0 No

Filtered

Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
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.

D Starting in release 8.5.0, 30mins and oneday metrics are no longer enabled by default.

Metric Storage
Column

ACWStatusTo5
AnswerWaitTimeTo5
Avail

AvgHandledCallsTalkTimeToSvgHandledCallsTalkTime
AvgHandledCallsTimeTo5 AvgHandledCallsTime

CallsAnsweredTo5
CallsHandledHalf
CallsHandledTo5
CallsHandledToday
CallsOfferedTo5
HandlingF1

Hold

LoggedOn
LoggedOnTimeTo5
LongestAvailAgent
NotReady
PercentUtilizationTo5
TalkAndHoldTimeTo5
Ready

Talkingln
TalkingOther
TalkingOut
TalkTimeHalf
TalkTimeTo5
TalkTimeToday
WorkReady
WorkReadyTimeHalf
WorkReadyTimeTo5

WorkReadyTimeToday

Source Metric

ACWStatus
AnswerWaitTime
Avail

CallsAnswered
CallsHandled
CallsHandled
CallsHandled
CallsOffered

CurrentNumberHandling

Hold
LoggedOn
LoggedOnTime

LongestAvailAgent

NotReady
PercentUtilization
TalkAndHoldTime
Ready

Talkingln
TalkingOther
TalkingOut
TalkTime
TalkTime
TalkTime
WorkReady
WorkReadyTime
WorkReadyTime
WorkReadyTime

Time Profile

5Mins,Sliding
5Mins,Sliding
Current,0
5Mins,Sliding
5Mins,Sliding
5Mins,Sliding
30Mins,Growing
Last5Mins
OneDay,Growing
5Mins,Sliding
Current,0
Current,0
Current,0
5Mins,Sliding
Current,0
Current,0
5Mins,Sliding
5Mins,Sliding
Current,0
Current,0
Current,0
Current,0
30Mins,Growing
5Mins,Sliding
OneDay,Growing
Current,0
30Mins,Growing
5Mins,Sliding
OneDay,Growing

Yes
Yes
No
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
No
No
No
No
No
Yes
No
Yes
No
No
Yes
Yes
Yes
No
No
No
No

Filtered
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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

Performance Management Advisors Metrics Reference Guide

98



CCAdv and WA

CCAdv Web and Email Metrics

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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CCAdv Web and Email Metrics

Internal

Name
Name

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 N
(Formula) s

Profile

5 Min
ChatHandleTifnelToty/
sliding)

Chat_InbStoppepiin
(rolling/
sliding)

Now

Point in
ChatInProces néqe

5 Min
ChatOfferedTd5olling/
sliding)

ChatRejected
ChatOfferedT

oglllliirr:g/

sliding)

5 Min
ChatRejectedTodlling/
sliding)

Interval/

Threshold

Type Unit

Above Seconds

N/A Count

Count

Count

Percent

Above Count
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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 N
(Formula) s

Profile

ChatTimedOuﬁ@’#ﬂg/
Si

ChatOfferedT ding)

5 Min
ChatTimedOuftfobing/
sliding)

5 Min
ChatTransfers{ialing/
sliding)

Interval/

Threshold
Type

Above

Above

N/A

Unit

Percent

Count

Count
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CCAdv and WA CCAdv Web and Email Metrics

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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CCAdv and WA

CCAdv Web and Email Metrics

Internal

Name
Name

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
e-mails
received.

The
percentage
of e-mails
offered

this
resource
that were
rejected.

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

The
percentage
of e-mail
interactions
that timed
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

Genesys
Agent
Groups

Genesys
Agent
Groups

Genesys
Agent
Groups

Genesys
Agent
Groups

Calculated,

Calculated,

Definition N
(Formula) s

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)

Interval/

Threshold
Type

Above

Above

Above

N/A

Unit

Count

Percent

Count

Percent

Count

Count
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CCAdv and WA

CCAdv Web and Email Metrics

Name

Internal
Name

Definition
(Formula)

- Source
Description Type
made by

this

resource

during the

specified

period.

Interval/
Time
Profile

Threshold

Type Unit
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