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Reporting in the cloud

Reporting in the cloud

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Reporting in Genesys Engage cloud.

What kind of reports are available in Genesys Engage cloud?

To help you make informed, timely business decisions, Genesys Engage cloud offers both real-time
dashboard views and historical operational performance reports.

Genesys Engage cloud reporting tools provide easy-to-read visual summaries of the activity in your
contact center, including information about agent performance, queues, and detailed information
about interactions.

¢ Current events — To see information about customer interactions that are currently taking place, you
can use Genesys Pulse.

¢ Historical information — To see detailed information about what happened with customer interactions
over a specified period of time, your environment provides historical reporting using Genesys Customer
Experience Insights (Genesys CX Insights)

Both real-time and historical reports are available using Web-based technology, so you can access
contact center performance data anywhere, anytime.

Genesys Engage cloud Reporting Guide 12



Reporting in the cloud

How can | access real-time information?
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When you need to understand the current status—what's going on right now—of your contact center
performance, use Genesys Pulse to help manage the resources that interact with your customers.
Genesys Pulse pulls data from a real-time metrics engine (Stat Server) and uses it to provide at-a-
glance dashboard views of real-time contact center statistics. Genesys Pulse offers the flexibility and
speed to make informed decisions quickly and gives you the tools to manage your service level
objectives and improve employee performance.

To access Genesys Pulse, click the Platform Administration button on the Genesys Portal, log in,
and then click Pulse in the header menu. For more information, see How do | generate real-time
reports using Genesys Pulse?

List of ready-to-use reports: The following table lists the out-of-box reports
displayed in widgets included in the default Genesys Pulse dashboard, and
explains cases where you might find them useful:

[+] Genesys Pulse Reports and Use Cases

Genesys Engage cloud Reporting Guide 13



Reporting in the cloud

Report

Agent Group Status—Displays the
current number of agents in their
various interaction handling states by
group.

Agent KPIs—Displays agent key
performance indicators for agent
groups and individual agents within
those groups.

Agent Login—Displays agents that
are logged in, what type of work they
have been assigned, and their current
status.

Queue KPIs—Displays call activity
associated with the interaction
queues.

Example Use Case

Use this report to see all of the
agents assigned to a group, and the
agent states, so you can get a quick
look at available staff to see at-a-
glance what members of the group
are doing. For example, you can see
what agents are on calls, on hold, in
after call work, waiting for their next
call, or not ready (including the
details around the not ready reason -
meeting, break, personal, project,
coaching).

Use this report to see, in a single
view, the key metrics that track how
agents are performing . For example,
how does the number of interactions
transferred compare with the number
of interactions that were answered,
so you can identify agents that might
need additional training?

Use this report to view the status of
your active agents, so you can ensure
they are logged in and are assigned
the correct kind of customer
interactions.

Use this report to see how customer
contacts are being handled as they
enter the contact center. For
example, how long are customers
waiting to be helped?, and what is the
number of contacts that were
abandoned before they were helped?;
things that help you manage service
level targets.

Each Genesys Pulse report presents information within graphical widgets
that you can configure to show graphs or tables that provide information
about incoming voice call queues, agent groups, or individual agents. You
can personalize Genesys Pulse reports based on functional, geographical or
organizational considerations. To customize reports, you select specific key
performance indicators (such as service level, the number of interactions

handled, or average handle time).

Genesys Engage cloud Reporting Guide
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How can | access historical reports?
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When you want to see how your contact center performs over time, use Genesys CX Insights to view
Historical Reports.

[+] What are Historical Reports?

Historical Reports are reports that track call-center and agent performance
over a period of time. Historical report data is generated by Automatic Call
Distributors (ACDs), third-party ACD software packages, and peripherals
such as Voice Response Units (VRUs) and Call Detail Recording Systems.
The amount of historical data that can be stored varies from system to

system.

Historical Reports provide near-real-time and historical data, enabling you to

Genesys Engage cloud Reporting Guide 15
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view part of the current day’s activities after data transformation and
aggregation is complete. You can schedule reports to run at a certain time
within the current day or you can run them upon demand.

Use Historical Reports to:

e Assess the day-to-day operations of your contact center resources for the
routing and handling of interactions.

e Better tune resources to increase utilization and efficiency.
¢ Benchmark key performance indicators of quality and service.

* l|dentify corrective actions to help reduce costs and increase service.

Several historical reports are ready to use out of the box, and provide easy-to-read summaries of the
performance of your contact center. You can specify date and time ranges for each report, and make
other choices to control the output of each report. You access historical reports through Genesys CX

Insights, which is built on a Microstrategy platform, and draws aggregated historical information
from the Genesys Info Mart data warehouse to provide reports.

List of ready-to-use Reports: To access historical reports in Genesys Engage cloud, click the
Reporting button on the Genesys Portal. For a complete list of the reports available in Genesys CX
Insights, and for more information about running and reading reports, see Historical Reporting with
Genesys CX Insights.

What is Genesys Info Mart all about?

For advanced users interested in understanding more about how historical reporting works in
Genesys Engage cloud, the Genesys Info Mart component is important. Genesys Info Mart is the
underlying database that provides a structure for collecting contact center analytics data, and sorting
it to provide insights to business users. Info Mart data can be used to create reports, feed analytical
applications, or create executive dashboards. For more information, see the section in this document
that describes exporting data from the Genesys Info Mart Historical Database.

Genesys Engage cloud Reporting Guide 16
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Historical Reporting with Genesys CX
Insights

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Get started with Genesys CX Insights.

Use historical reports to visualize the performance of your contact center over time, as contrasted
against real-time reports, which show what is going on right now. Learn more about the the difference

here.

This document provides information about the available ready-to-use historical reports in Genesys
Customer Experience Insights (GCXI or Genesys CX Insights), and explains how to get started using
Genesys CX Insights historical reports. For detailed information, see the links at the bottom of
this page, or go straight to a complete list of available reports.

Genesys Engage cloud Reporting Guide 17
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Historical Reporting with Genesys CX Insights

Changing the language used in the reports

General

Color Theme:
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Dynamic HTML:

Sort

Default start page:

Accessibility mode:
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| Home r

Default
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Default
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Italian (Italy)

Italian (Switzerand)
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Portuguese (Brazil)
Russian

Spanish (Spain)
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patibility

e menus

ly in Outline mode ¥

B =

Before you can select a language, an administrator must enable it on the server. Talk to your
administrator to find out what language is available for your use. Changes described in this
procedure apply only to your own sessions, not to other users.

Use the following steps to change the language used in the GUI and reports.

1. Log in to Genesys CX Insights.

2. Click the drop-down menu next to your user name, and select Preferences.

3. On the User Preferences > General page:

1. Change the language used in the GUI: In the Language section, select a language from the list.

2. Change the language used in the reports: Click Show advanced options, from the Metadata list,

select a language.

4. Scroll to the bottom of the page, and click Apply.

5. Use the browser's back arrow, or click in the breadcrumbs, to continue.

Genesys Engage cloud Reporting Guide
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Historical Reporting with Genesys CX Insights

Not all languages listed in the GUI are enabled for your use. Check with your

administrator.

Supported languages

Genesys CX Insights provides support to translate (localize) the GUI and Genesys CX Insights reports

into the the languages listed in the following tables:

* Language support for the Genesys CX Insights project

* Language support for the Genesys CX Insights for iWD project

Language support for the Genesys CX Insights project

Language
Arabic
Chinese (simplified)
Dutch
French (Canada)
French (France)
German (Germany)
Italian
Japanese
Korean
Polish
Portuguese (Brazilian)
Russian
Spanish (Latin American)
Turkish

ar-SA
zh-CN
nl-NL
fr-CA
fr-FR
de-DE
it-IT
ja-JP
ko-KR
pl-PL
pt-BR
ru-RU

es-419

tr-TR

LANGS variable

Language support for the Genesys CX Insights for iWD project

Language
Chinese (People's Republic of China)
German (Germany)
French (Canada)
French (France)
Japanese (Japan)
Portuguese (Brazil)
Russian (Russia)

zh-CN
de-DE
fr-CA
fr-FR
ja-JP
pt-BR
ru-RU

LANGS variable value

Genesys Engage cloud Reporting Guide
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Historical Reporting with Genesys CX Insights

Spanish (Mexico) es-MX

Learn more about Genesys CX Insights

In this document, you can find information about the following topics:
e To learn more about how to navigate in Genesys CX Insights, and how to generate reports, see How do |
access historical reports?

* To learn more about how to read and understand historical reports, see How do CX Insights reports
explain what is happening in my contact center?

e To learn how to customize the reports, see Can | customize CX Insights reports?

* For a complete list of the historical reports that are available out of the box, see a What historical
reports are available in Genesys Engage cloud (CX Insights)?

Genesys Engage cloud Reporting Guide 20
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How do | access historical reports?

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Get started with Genesys CX Insights.

This page describes how you can navigate in CX Insights, how you can access and run/generate
historical reports, and how you can control what data is included in reports. You can also go straight
to a complete list of available reports.

What browsers are supported by Genesys CX Insights?

MicroStrategy (the engine that powers Genesys CX Insights) certifies the latest versions, at the time
of release, for the following web browsers:

e Apple Safari
¢ Google Chrome (Windows and iOS)
e Microsoft Edge

e Microsoft Internet Explorer (Versions 9 and 10 are supported, but are not certified)

¢ Mozilla Firefox

Video: How do | generate Historical Reports using Genesys CX
Insights?
Link to video

This video describes how to generate historical reports using GXCI, a component of Genesys Engage
cloud.

[+] Tip: What is a Historical Report?

Historical Reports are reports that track contact center and agent

Genesys Engage cloud Reporting Guide 21
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Historical Reporting with Genesys CX Insights How do | access historical reports?

performance over a period of time. How far back in time you can look varies
depending on the size and complexity of your contact center. By contrast,
Real-time Reporting provides information about interactions that are
taking place right now in the contact center. If you are looking for real-time
reporting, or want to learn more about what the difference is, see What Kind
of Reports Are Available in Genesys Engage cloud?

How do | access historical reports?

Business Metrics Executive Report
Owner: Administrator

Modified:

Shared Reports I— 10/24/17 1:27:18 PM

Use this report to monitor contact center performance, particularly if
ontact center, and to gauge service |
stal number of interactions that werg

& Recents

Custom

CX Insights ind Dependents...

Agents Run as L4 )
I isiness Attribute Report

Share ...

e 1 Properties...
Callback — i |

e eiecece— he Business Result for interactions, to
contrast that result against the Service Level and against callers' initial
Chat objective, and to understand outcomes in light of various interaction
handling measures.

Dashboards

Designer

Details

Outbound Contact

1. On the Genesys Portal, click the Reporting button. (It's a big green button on the All Apps or User
tab.)

2. If a page appears where you can select a server, choose the server on which to view reports (you
probably have only one, but if more than one appears, and you are not sure which one to select,
contact your administrator).

3. If prompted, enter your user name and password.
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4. The Genesys CX Insights page appears. Click Shared Reports > CX Insights.

5. Reports are divided into subfolders based on function; select a sub-folder, for example Business
Results.

6. From the listed reports, either double-click a report, or right-click and choose Run. For example,
Business Metrics Executive Report. The prompts for that report appear.

7. Select a date or date range, and optionally make selections for other prompts.

8. Click Run Report.
The report appears. Note that you can filter, drill, and otherwise interact with many report values.

Many reports offer a long list of prompts, but you don't have to make selections
at all those prompts.

For most reports, you can simply select a Report Date (or Start Time/Date and End Time/Date,
depending on the report), or a value from the Pre-set Day Filter list, and click Run Report to
generate the report. Note that selecting a Pre-set Day Filter value overrides any Report Date or Start /
End selections.

For more information about prompts, see How do | control what data appears in a
report?
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How do | navigate in Genesys CX Insights?
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< C' | ® 192.168.99.100:8080/MicroStrategy/servlet/mstrWeb?1024001=1&method=p
orts > CX Insights QO
Agents
R Owner: Administrator
Modified:
Shared Reports 10/24/17 1:27:18 PM
My Reports
My Objects Callback N
Owner: Administrator
. . Modified:
History List 10/24/17 1:27:18 PM
My Subscriptions
Dashboards
Owner: Administrator
Modified:

10/24/17 1:27:19 PM

Details

Owner: Administrator
Modified:

10/24/17 1:27:20 PM

Queues

Owner: Administrator,

Modified:

B¥.
=
Shared Reports =  Contains = | Callback x Q Refine
Name Oowner Modified Location
Callback Administrator 10/24/17 1:27:18 PM Shared Reports > CX Insights

2z Callback Details Report Administrator 10/24/17 1:27:18 PM Shared Reports > CX Insights = Callback
g2z Callback Summary Report Administrator 10/24/17 1:27:18 PM Shared Reports > CX Insights > Callback
gz= Campaign Callbacks Summary Report Administrator 10/24/17 1:27:19 PM Shared Reports > CX Insights = Outbound Con

nge (Callback) Administrator 10/24/1

ared Reports > CX Insights = [...]
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As you browse in Genesys CX Insights, clickable breadcrumbs are displayed at the top and bottom of
the page:

Shared Reports > CX Insights > Business Results
Click any word in the breadcrumb to return to that folder.

In most cases, what you are looking for will be found in the Shared Reports folder.

¢ Shared Reports—Reports and dashboards stored in the Shared Reports are available to other users
(access privileges permitting).

* My Reports—Reports stored in your private folders, such as My Reports, are visible only to you. This
folder is visible only to users who have sufficient privileges to edit or save reports.

If you're not sure what folder to look in, or the name of the report to look for, you can use the search
feature to easily find all relevant reports:
1. Atthe top of the page, click the magnifying glass to open the search window.

2. Select a folder (for example Shared Reports) in which to search, enter a search term (for example
Callback), and press Enter (or click the magnifying glass).

3. For more powerful search options, click Refine. Advanced search options appear, which you can use to
refine your search based on various criteria, such as onbject type, owner, date, or description.
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How do | control what data appears in a report?

INDEX X | 1. Report Date -
& summary of your selections [2/1/2017 E=5
1 Report Date v
2 Agent Group 2. Agent Group F Y
3 Agent
S— Search for:
edia Type
?‘D |Q]|7 Match case
5 Interaction Type Available: Selected:
6 Tenant < AGL - (none)
© AG123

& Agent Group 1

& Agent Group 2 =
& AgentGrouplTen

& Chat distribution for processing

Ele] BM

¢ E-mail distribution for processing

i hd

1-150f15
3. Agent i
Search for:

[&|F Match case

Available: Selected:

< 601_forTest::601_forTest:601_forTest:, 601_forTes & (none)

< 602_forTest::602_forTest:602_forTest:, 602_forTe:

< 602_swTenl:602_swTenl:602_swTenl:, ﬁDE_sz_
& 603_swTenl::603 swTenl:603 swTenl:, 603 swT

© 604 _swTenl::604 swTenl:604 swTenl:, 604 swT

¢ 901::901:901:, 901 (901)

< 002::002:902:, 902 (202)
A101 e r’A-in-LI

] BIM

AA01 rardaaB101 rariaBA101 eaacds

M4 1-300f41 PN

In many cases, you may want to restrict what data is gathered into a report; for example:

e if your environment contains a very large amount of data, some reports can become very long.

e if you want to see a report about just one aspect of the contact center, such as single agent group.

When you open any report, the report prompts appear, where you can customize the data that is
taken into the report. The prompts available are specific to each report—the example shown here
pertains to the Agent Conduct Report:

e For each prompt, enter or select appropriate values. Each prompt provides either a drop-down list or a
search field and accompanying button.

¢ Use the Index, to the left of the prompts input area, to quickly jump to any section of the prompts.
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In many cases, the default values are appropriate; if in doubt about a given
prompt's effect, see the descriptions given below, or try running the report with
default values to get a better idea of the result.

For the Agents / Agent Conduct Report, you can make the following selections:

[+] Show: Prompts in the Agent Conduct Report

Prompt Description

Select the day for which to generate a report. (This

Hepit DS report describes activity for a single day).

Optionally, restrict the report to show information

Agent Group about specific groups.

Optionally, restrict the report to show information

Agent Name about specific agents.

Optionally, restrict the report to show information

Media Type only for specific Media Types.

Optionally, restrict the report to show information

IS R only for specific Interaction Types.

In multi-tenant environments, you can optionally
Tenant Name restrict the report to show information only for the
selected tenant.

Each report has a unique set of prompts from which you can select values for the
attributes used in the report.
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How do | subscribe to a report?

» > My Subscriptions

[=] Subscription

—— E-mail Subscription

Mame: Agent Conduct Report 2/1/18 12:06:52 AM
Report: Agen
Schedule: Every Evening - 6 PM
To: IMS Manager | v
Send: IData in email
Delivery Format:
[ ]Expand page-by fields
Burst...
Subject: Agent Conduct Report [i]
Message: iJ

[ ] send a preview now

| Blatomionis

You may find that you want to run a given report regularly--every day, or every week, for example.
Genesys CX Insights enables you to create Subscriptions, which schedule the delivery of one or more
reports into your Genesys CX Insights History List, or send them to you automatically by email.

Depending on your access level and restrictions in your environment, and whether your email
address is already configured in Genesys CX Insights, you may be able to schedule a report by
following these steps. However, you must be an administrator (or a member of the group “CX Insights
report developers” or “CX Insights report editors”) to configure an email address. If your email
address is not configured, contact your administrator to complete steps 2 and 3 for you (steps are
provided by MicroStrategy, in the article KB30581).

1. Log in to CX Insights.

2. Click your user name, select Preferences, and click E-mail Addresses.

3. In the Email Addresses list, click Add a New Address. Enter the Address Name (a short name to
identify the account), the Physical Address (the email address), and choose the Device (the type of
email, such as Microsoft Outlook). Click Save.
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4. In the breadcrumbs, click CX Insights to return to the Home page.
5. Open the Shared Reports folder, and navigate to the report you want to schedule.

6. Hover over the report name/description, and several options appear below the description. Click
Subscriptions.

7. On the My Subscriptions page, scroll down and click Add email subscription. The E-mail
Subscription options appear, as shown in the adjoining figure.

8. Choose an option from the Schedule, and To lists. Optionally, select Send a preview now to test the
subscription (if you do, an email typically arrives within a few minutes). Click OK.

Related Topics:

¢ See a complete list of available reports.
e Learn how to customize reports.

e Learn more about how to read and understand reports.
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How do CX Insights reports explain what is
happening in my contact center?

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Working with reports.

When you need to know exactly what's happening in your contact center, it helps to understand how
to read and control reports: What do the metrics and attributes mean? How can | control the reports
to show me just what | need to see? How do | share the results of a report with others?

This page describes how to read and understand Genesys CX Insights reports, how to drill on or filter
the results, and how to export reports.

Video: Drill or filter historical reports in Genesys Engage cloud

Link to video

This video describes how to read, drill, and filter historical reports in Genesys CX Insights.
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Anatomy of a report

——
REPORT DETAILS) 4=

Report Filter:
(Date (ID)} == 1/1/2011 12:00:00 AM} And (Date (ID) =

PROMPT DETAILS

Prompt 1: 5tart Date
1/1/2011

Prompt 2: End Date
12/31/2017 12:00:00 AM
Prompt 3: Queue

Prompt not answered
Prompt 4: Channel
Prompt not answered
Prompt 5: Callback Type
Prompt not answered
Prompt 6: Tenant
Prompt not answered

These information

sections can
optionally be closed
once you have

viewed them.

Prompt 7: Minute Price
0
Datarows: ¢ | Data columns: 1 - 10 of 28 3
Tenant Customer % Customer
Name  Cueue Day Callback Type empted o nnected Connected
2014-11-06 | WAIT FOR AGE 19 24 126.32%
8666
Environment Total 19 24 126.32%
Total 19 24 126.32%
Total 19 24 126.32%

The main section of most reports
consists of a data grid.

Each report is divided into several sections (except for the main section of the report, each section is
called an 'editor'):

¢ Report Details Editor — provides information about the data in the report. You can optionally close
this editor by clicking x.

* Prompt Details Editor — provides information about the prompt values used to run the report. You
can optionally close this editor by clicking x.

* The report grid — In most cases, reports consist of a simple grid, illustrating the selected data. Some
prompt and metric names shown in reports are self-explanatory, but some may require explanation;
see the individual report descriptions (see the list of reports) for more information about specific
prompts and metrics.

e Other editors appear if you open them, such as the View Filter Editor.
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The report grid

The main area of a typical report consists of a simple grid, optimized for on-screen viewing, but also
easily printed to PDF, XLS or other formats. (For reports with a lot of columns or rows, you may find it
easiest to view your reports as PDFs.)

The first few columns of each report represent Attributes (also known as Dimensions). These are
values that divide up the data, and their impact is cumulative, from left-to-right. For example, in the
Agent Utilization Report (shown here), the first column divides the data by Tenant Name, the second
column subdivides the tenant data by Media Type, the third column subdivides the tenant/media data
by Agent Name, the fourth column subdivides the individual agent data by Interaction Type, and the
fifth further breaks that down by Day.

Longer reports are
divided across several

pages.

Attributes (dimensions). Some reports contain

These values more columns than can

subdivide the data. fit on screen. \_

Nd12 ‘MW / \ Datarows: 1-50 of 51 | Data colwrms: 1-100f 22 p
'ﬂ'." u_r:;a AgeatName MW Day Offered A - Mot Aw_l_::nl- m“&:m N\:"I:ld Mn“':‘nn m:‘ Avg cmrl::zwud =

20110411 9 a9 0 L] D0:01:30 0001228 00:00:14 00:00:00 00:00:00 D00D0:00

| ABDD1_sip Internal 2011-04-13 2 2 [ 2 D0:03:06 000306 00:00-00 00:00:00 00:00:00 00-00-00

(ABO01 _sip) 2011-1-10 3 3 [] 3 00:00:52 00:00-47 00:00:17 00:00:00 00:00:00 00:00:00

Total 14 14 0 14 01:35 00:01:33 00:00:16 00:00:00 00:00:00 00:00:00

2011-04-11 10 10 0 10 01:05 000053 00:00:24 00:00:00 00:00:00 0010000

2011-04-13 2 2 0 2 00:03:06 00:01:40 00:01:26 00:00:00 00:00:00 00:00:00

 ABDO2_sip Intermal 2011-11-03 5 5 0 5 00:01:12 000055 00:00:17 00:00:00 00:00:00 00:00:00

(AE002_sip) 20111108 8 8 0 8 00.01:03 00043 0ODO:20 0O.00:00 000000 00:00:00

2011-11-10 3 3 L] 3 000052 D0-00-42 00:00:16 00:00:00 00:00:00 00-00-00

Total 23 b2 0 b2 001:13 D0:00:53 00:00:26 00:00:00 00:00:00 00:00:00

20110411 8 ] 2 ] 00:00:52 00045 0o:00:07 00:00:00 00:00:00 0000000

20110413 2 2 1] .00:00 000006 000000

Depending on your access role and the report you are viewing, you can manipulate a report in
several ways (some of the following topics are described in more detail further down the page):

Sort—Right-click in a column, and choose an option from the Sort menu, to sort the table by the order
of that column. Or, choose Sort Grid to sort the table by more than one column. Not all columns can
be sorted.

e Drill—Right-click in a column, and choose an option from the Drill menu, to drill up or down on the data
in that column. For example, to change from viewing data for the Month, to viewing it for the Day,
Hour, or even the Year. See How do | drill in a report? Not all columns can be drilled.

* Filter—Right-click in a column, and choose an option from the Filter on menu, to open the View Filter
Editor, where you can select one or more conditions. See How do | filter the data?

e Some reports contain more columns than can usefully fit on screen at one time. You can page through
the additional columns by clicking > (More Columns), or you can increase the maximum number of
columns shown (Tools > Report Options > Incremental Fetch). On larger reports, it may also be
helpful to change the Report Options > Headings > Lock settings.
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How do | filter the data?
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VIEW FILTER The filter is empty. Add Condition [¥ Auto-Apply changes ? x
I Filter On: _-H Cancel
a
Agent Name I—
Interaction Type
Media Type
Ten Quarter Interaction Quarter Not
Mar Tenant Mame Type Offered Wrap Accepted Accepted Respo

% Transfer Initiated
Accepted 2011 ] 0
Avg Consult Initiated Time Internal 2011 0
Avg Consult Initiated Time —
Avg Consult Received Time 2011 1 . 0
Avg Consult Received Time Internal Construct F“'ters
Avg Consult Received Warm Time 2011 ]
#Avg Consult Received Warm Time [ the Vie
Avg Consult Received Warm Wrap Time Internal 2011 ] [ lew 2 3
Avg Consult Received Warm Wrap Time - -
Avg Consult Received Wrap Time 201 F'H'-er Ed;tor' 0 1
Avg Consult Received Wrap Time 2011 1 0
Avg Engage Time Internal
Avg Engage Time v| 2011 1

, AB005S_sip

(AG005_sip) Internal 2011 4Q 0 0 0 0

2011 1aQ
Inbound

Drill
M 412 of2pages b M Sort
Sort Grid...
Tenant Media Insert Metric Not
Name Type LIEIEL  AEEERIEL Accepted
Move
Filcer On... _04-11 o
Keep on grid -04-13 2 2 o
Remove from Grid -11-10 o
Remove from Report I g L
-04-11 10 10 o
Advanced formatting...
-04-13 2 2 o
Rename...
141 N2 = = n
4 Attribute Forms /)
Add Condition % Clear All ¥ Auto-Apply changes ? %
Media Type (" Qualify
+ Select I p vI
USQ In List Apphy Cancel
. . searchfor]  |& [+ Match case
Filter On Selection
Available: Selected:
to easily filter Voice _ — none —
on any attribute.
/—\—/l‘\—/
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After running a report, you can further filter the data that appears in the report. These filtering
options are very powerful, and let you make more selections than those you made on the prompts
page when you ran the report. You can add more than one filter on a report.

Use either of the following to methods to filter a report:

Creating a filter using the View Filter Editor

Open the View Filter Editor to manually construct a filter.

1.
2.

Open and run a report. For example, Agents > Agent Utilization Report.

Click Tools > View Filter.
The View Filter Editor appears.

. Click Add Condition.

The Filter On drop down list appears.

. Click Filter On, and select a value on which to filter. For example, Agent Name will allow you to show

only specified agent in the report.
A list of Available agent data appears.

. Double-click the name of each Agent to include (you can include one, several, or even all), and click

Apply. .
You can add more than one filter on a report.

Tip

Some reports use metrics with the identifier (Fmt) in the metric name. This
indicates that the value displayed has been formatted to display in a more user-
friendly fashion (HH:MM:SS), rather than in the units used by the underlying
metric (which records a value in seconds). When you filter on such a value, you
must indicate a value in seconds. So for example, to show only data with Engage
Time (Fmt) > 00:01:10, filter Engage Time ‘greater than’ 70.

Filtering on selections

Use Filter On to build a filter more quickly.

1. Open and run a report. For example, Agents > Agent Utilization Report.

2. Right-click a value that you'd like to filter on (a value in one of the attribute columns, such as an agent

name)

3. Click Filter on Selections.

The View Filter Editor appears, where you can modify the filter as needed.
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How do I drill in a report?
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. Avg Avg
Agent Name Interaction Day Offered Accepted Not Responses Handle Engage h\ng_ Hold
Type GIEEETIEL Time Time IR i
011-04-11 o 00:01:30 | 00:01:28 | 0O0:00:14
ASDD1_sip | Intemnal 2011-04-13 2 2 o 00:03:06 000306  00:00:00
(AB001_sip) 2011-11-10 o 00:00:52  00:00:47 | 00:00:17
Total 14 14 0 14 00:01:35  00:01:33 | 00:00:16
2011-D4-11 10 10 o 10 00:01:05 000053 | 00:00:24
2011-04-13 o 00:03:06  00:01:40 | 00:01:26
AS0D02_sip | Int 2011-11-03 o 00:04:12 | 000055 | 00:00:17
(ABODZ_sip) 2011-11-08 o 00:04:02  00:00:43 | 00:00:20
2011-11-10 o 00:00:52 00:00:42 | 00:00:16
Total 28 28 0 28 00:01:13  00:00:53 | 00:00:26
2011-D4-11 2 00:00:52  00:00:45 | 00:00:07

11-D4-13 40 | 00:00:04 | 00:00:00

Agent Name

, AG001_sip
(AG001_sip)

, AG0D02_sip
(AG002_sip)

Interaction
Type

Internal

Total

Internal

Total

Avg
Engage n‘_ﬁ[ﬂ“g”
Time Ti

Month

Hour ‘-h

More options...

201 Sort 00:01:28 00:00:14

201 Sort Grid 00:03:06 | 00:00:00

00:00:47 00:00:17

Insert Metric

00:01:33 00:00:16

Mowve
00:00:53 00:00:24
Fitter On...

00:01:40 00:01:26

201 Keep on grid 00:01:12 | 00:00:55 | 00:00:17

201 Remove from Grid =) 00:01:03 00:00:43 00:00:20

201 Remove from Report 3 00:00:52 00:00:42 00:00:16

00:01:13 00:00:53 00:00:26

Advanced formatting...
00:00:52

00:00:45 00:00:07
Rename...

00010

00:00:04

00:00:00
Attribute Forme

Agent Name

, AGO01_sip
(AG00D1_sip)

Interaction
Type

Internal

Total

Not Avg Avg

Hour Offered Accepted Accepted Responses H_arlirlllnld: E_l;?l:gée A"’_ﬂ::” e
sonoen 3 3 0 3 000314 | 000300 000014
?]g“"]“’“ 5 6 0 6 DO:OD2S | 00:00:38  00-00:00
fi“‘“‘"” 2 2 0 2 | DO:D306 | O00:03:06 OD:00:00
3211-11-1u 3 3 o 3 | 00:00:52 | 00:00:47 | 00:00:17 | OO0

14 14 0 14 | 00:01:35 | 00:01:33 | 00:00:16  0O0:0
T 4 4 0 4| DO:0203 | 00:01:33  00D:00:20
fg“‘”“’“ 5 6 0 6 | DO0:00:27 | 00:00:26  00:00:04

2011-04-12 ,03:.06 00:01:40 00:01:26
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You can drill on report data to see more detailed (or more general) information.

1. To drill on a report, first open and run the report.

2. Right-click a heading in the report; a context menu opens. If it is possible to drill on the metric on which
you have clicked, Drill appears in the menu.
The choices available vary depending on the type of data on which you click (‘Drill down to Agent
Name', 'Drill up to Month', 'Drill down to Interaction subtype', and so on). Not all data can be drilled,
and in some reports, no data can be drilled. For example, right clicking the heading Day (in reports
where that heading appears, such as Agents > Agent Utilization Report) gives you the option to

drill to another time period, such as Month or Year. Note that arrows in the menu indicate whether a
drill option is drilling 'Up' or drilling 'Down’'.

3. Select one of the drill actions that appear. The report automatically updates to account for the change.
Open the Drill menu again; note that the available options have now changed.

Advanced tip: For more comprehensive drill options, click the Data menu, and select Drill. The Drill
Editor appears, where you can drill on multiple columns, and access advanced options.
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There's a lot of information here — Can | print/export a report?

Add to History LIS
Create Personal View
Share ...

Send Now...

Subscribe to

Export
Print...

Exporting a

wwith plain text

Full Screen Mode file format I‘”Gpor‘t
to PDF

Excel with formatting
HTML
Plain text

Agent Utilization Report

Export: [Whole report =] Page Header and Footer: Edit Custom Settings...

Scaling:
Report Header: i i
& Adjust font to[100  [% of original size b ELEL T ST

€ Fit to: pages wide by tl [T] Print cover page

Orientation: @ \With Fitter Details

& portrait [§ ' with Report Details

" Landscape
= Cover page location:

@ Before report
" After report

Show advanced options

[T Do not prompt me again.
Export

In fact, you can easily export your reports to a variety of formats, including PDF (ideal for printing) or
Excel/CSV (ideal if you want to take the data into other applications, manually edit the output, or
what have you).

1. Click Report Home > Export > PDF.
The PDF options page appears in a new browser tab.

2. Optionally, select options to control how the report will be exported, such as page size, orientation, or
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other aspects of formatting. For many reports, it is a good idea to select Fit to 1 Pages Wide and
Landscape.

3. Click Export. The PDF opens automatically in the browser tab. If you are happy with the output, you can
click Download (to save the file) or Print.

Some users find it very useful to export data to a spreadsheet format, as it is then possible to more
easily sort and view the data, particularly if there is a lot of data in your report, due to the larger
screen area available in a spreadsheet application, such as Microsoft Excel. This is particularly true if
you have a great deal of data in your report, or in the case of reports that just can't easily fitin a
browser window because they contain many columns or rows.

Where can | learn more about Genesys CX Insights?

?"‘ Preferences

g Feedback

fe>

ﬁ About MicroStrateay

Two ways to

access
. T+ Add Condition
Mic r‘oStrategy G Logout
Help: Data rows: 41 | Data columns: 1 - 10 of 88 )

Inbound

Select Help from the menu to access MicroStrategy user guides. ~
Click ? to access context-sensitive help. ﬁ

VIEW FILTER The filter is empty. T+ Add Condition ¥ Auto-Apply changes {B %J

Data rows: 41 | Data columns: 1 - 10 0f4 Help for VIEW FILTER editor

Interaction
Type

Agent Name Avg Consult Avg Consult

Day Offered A\rg AET A\rg_Wrap Received Received Wrap
Time Time - Time

Tenant Media
Name Type

__‘—'_,_,_._-—-—"""',F'—’

04-11

In addition to Historical Reporting in Genesys CX Insights and other pages in this document,
extensive MicroStrategy documentation is available. (MicroStrategy is the engine that drives Genesys
CX Insights.)

e For context-sensitive help to explain the options you see on the Genesys CX Insights GUI, click the ?
next to the editor for which you want more information.

Genesys Engage cloud Reporting Guide 42



Historical Reporting with Genesys CX How do CX Insights reports explain what is happening in my
Insights contact center?

e For advanced users seeking detailed information, click the menu next to your user name, and click Help
to access the latest online MicroStrategy user guides and manuals.

Related Topics:

¢ See a complete list of available reports.
e Learn how to customize reports.

e Learn how to generate historical reports.
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Can | customize CX Insights reports?

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Customizing reports.

The out-of-box historical reports are flexible enough for most business needs. However, Genesys CX
Insights is highly customizable, allowing you to create customized reports, or modify copies of the
out-of-box reports (you can save your reports in the Custom or My Reports folders). Genesys does not
support customization of the underlying metadata.

Modifying reports can be an involved process, and is recommended for advanced users only. For help,
contact Genesys.

Video: How do | customize historical reports in Genesys Engage
cloud?

Link to video

This video describes how to customize historical reports in Genesys CX Insights.
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Creating or editing reports
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The easiest way to create a new report is to save a copy of an existing report to edit. Begin by
browsing through the reports that are provided out-of-box, and select the one that most closely
resembles what you'd like to create.
1. Log in with an account having Administrator privileges.
2. Open and run the report you want to modify.
3. In the Save As editor:
1. Click Report Home > Save As.

2. In the Save in field, choose either: Shared Reports > Custom — to make the new report
accessible to other users, or My Reports — to make the new report accessible only to you.

3. Enter a Name for the report, and optionally modify the Description, or Advanced Options.
4. Click OK.

4. In the Report Saved editor, click Run newly saved report.

5. The prompts page opens; make appropriate selections and click Run Report. You can now modify the
report.

6. In the menu, click Grid > Design to view the Report Objects Editor (if it's not already visible).

~

. Once you have finished editing the report, click Save.

In addition to the many options available when you right-click various areas of
the report, you can reorganize the data already in the report by dragging and
dropping, add new objects by dragging them into the report from the editor on
the left, and so on. It is helpful to enable on-screen buttons (Tools > Search
Buttons / Pivot Buttons, for example).

Tip

Double-counting — Note that interactions pertaining to an object are attributed to
each group of which the object is a member. So, in scenarios where an agent is a
member of more than one Agent Group, interactions are counted against each group,
and can therefore appear more than once in historical reports. The same holds true
for Queues that are members of more than one Queue Group; interactions that are
attributed to such a queue are reported against both queue groups. This can cause
unexpected results in your custom reports.

Can | blend data from other sources?

Genesys CX Insights supports data blending from uploaded files. Using MicroStrategy Web, you can
import data from Excel or CSV files, and use it to create reports or dashboards. Note that data
blending requires advanced knowledge, specific account privileges, and an environment configured
to support data import. Talk to your administrator about enabling this functionality for your use.
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Where can | learn more?

Advanced users can learn more about creating and customizing reports by accessing MicroStrategy
documentation (MicroStrategy is the underlying engine that drives Genesys CX Insights). Log in to
Genesys CX Insights, click the menu next to your user name, and click Help to access the latest
online MicroStrategy user guides and manuals.

Related Topics:
* See a complete list of available reports.

e Learn how to generate historical reports.

¢ Learn how to read and understand reports.
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What historical reports are available in
Genesys CX Insights?

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Report Descriptions.

This page lists the out-of-box historical reports and dashboards, organized by folder, that are included
with Genesys Engage cloud (CX Insights). Many reports include sample output; to view a sample of
the output from a report, follow the relevant link on the tabs below, then on the report description
page, click 'Sample XXX Report.pdf'.

Depending on the release of Genesys Engage cloud that you are using, historical
reporting is available through either the Genesys Interactive Insights (Gl2) interface,
or through Genesys Customer Experience Insights (GCXI or Genesys CX Insights). This
page lists historical reports available in Genesys CX Insights; for information about
historical reports included with Genesys Interactive Insights, see the corresponding
page for Genesys Interactive Insights

To view more detailed information about each report, including sample report output, click the report
name.

Some CX Insights reports can return empty data if they depend on a solution that is
not deployed for you, or is not available in the cloud. For example, this applies to
reports and dashboards in the Chat and Predictive Routing folders.
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Reports and dashboards are found in the Shared Reports > CX Insights folder, and are organized

into the following sub folders:

* Agents

e Business Results
e Callback

* Chat

e Co-browse

e Dashboards

* Designer

¢ Details

e Email

e CX Insights for iWD
¢ Outbound Contact
* Predictive Routing

¢ Queues
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* Task Routing

The Agents folder

The Agents folder contains reports that enable you to gather various contact center statistics that
pertain to monitored agents (configured as Person objects in Configuration Server) who process
voice, chat, SMS, email, social media, and third-party-media type interactions:

Agent Conduct Report

Use this report to contrast agent interaction handling performance against the agent group
performance, based on various metrics, including Accepted/Rejected, Responses, and Handle Time,
Hold Time, Wrap Time, and whether a Consult was initiated.

>> Back to Top

Agent Details Activity Report

Use this report to view a chronological breakdown of agent activities, including times and duration of
login sessions and status of agent devices / DNs, and relevant interaction states.

>> Back to Top

Agent Group Business Attribute Report

Use this report to contrast agent group interaction handling activities against the revenue generated,
based on Business Result, Customer Segment, and Service Type for each media type and interaction
type. This report is stored in the Details folder.

>> Back to Top

Agent Group Interaction Handling Report

Use this report to monitor the interaction processing performance of groups of agents over specific
day ranges. The report displays information about Handle Time, Engage Time, Wrap Time, and
various transfer initiation and acceptance metrics.

>> Back to Top
Agent Group Queue Business Attribute Report

Use this report to understand agent-activity results categorized by a wide range of attributes,

including Agent Group, Business Result, Customer Segment, Interaction Type, Media Type, Queue,
and Service Type.

>> Back to Top

Agent Interaction Hierarchy Report

Use this report to understand the hierarchy of interactions that were offered to agents, including the
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nature of the accepted interactions and responses (whether interactions were threaded, logical, or
base).

>> Back to Top

Agent Interval Based Report

Use this report to view key performance indicators related to the agents, and thereby assess agent
productivity.

>> Back to Top

Agent Login-Logout Details Report

Use this report to review the times when agents logged in and out and the duration of each login
session during a range of hours that you specify within a day. The report is stored within the Details
folder.

>> Back to Top

Agent Not Ready Report

Use this report to understand the reasons given for the time agents spent in a NotReady state.

>> Back to Top

Agent Not Ready Reason Code Report

Use this report to monitor the counts, durations, and percentages of calls that are made and received
by an agent, while that agent’s state is NotReady, during a range of hours that you specify within a
particular day.

>> Back to Top

Agent Omnichannel Activity Report

Use this report to see detailed information about how each agent's active time was used, including a
breakdown of the duration of the different agent states across all media channels, fully accounting for
the agent's interaction time.

>> Back to Top

Agent Outbound Campaign Report

Use this report to understand the success of your outbound campaigns, by reviewing total and
average durations of call handling activities (including Handle Time, Wrap Time, Preview Time,
Engage Time, and Hold Time) for each agent.

>> Back to Top

Agent Queue Report

Use this report to understand agent interaction-processing on a queue-by-queue basis, based on
Engage, Hold, and Wrap times and percentages.
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>> Back to Top

Agent Social Engagement Report
Use this report to view, for each agent and day, detailed information about average social media

scores in each configured standard response, or category. The report includes averaged Sentiment,
Influence, and Actionability scores.

>> Back to Top

Agent State Details Report

Use this report for monitoring an agent's noncall-related activities, especially under those
circumstances in which the agent is paid by the minute. The report is stored in the Details folder.

>> Back to Top

Agent Summary Activity Report (Active)
Use this report to understand how much of agents' total active time was spent in each state, broken

down by media type. The report breaks down agent time based on both the Active Time (the amount
of active time) and the % Active Time (the percentage of active time) in each state.

>> Back to Top

Agent Summary Activity Report (Interaction)

Use this report to understand how much of agents' interaction time was spent in each state, broken
down by media type.

>> Back to Top

Agent Utilization Report

Use this report to understand how agents perform on a daily basis by analyzing interaction volumes,
call times, and consult data.

>> Back to Top

Agent Wrap Report

Use this report to monitor the after-call work (wrap) call-related activities that agents (or agent
groups) perform after processing calls.

>> Back to Top

The Business Results folder

The Business Results folder contains reports that provide statistics that pertain to business results,
customer segment, and service type/subtype business attributes:
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Business Metrics Executive Report

Use this report to monitor contact center performance, particularly if you are outside of the
immediate contact center, and to gauge service level within the perspective of the total number of
interactions that were offered to resources, by day.

>> Back to Top

Customer Perspective Executive Report
Use this report to understand such key indicators as how much time elapsed before customers were

connected to agents or received responses, how satisfied customers were with their transactions, and
how much money they spent.

>> Back to Top
Interaction Volume Business Attribute Report

Use this report to understand the Business Result for interactions, to contrast that result against the

Service Level and against callers' initial objective, and to understand outcomes in light of various
interaction handling metrics.

>> Back to Top

The Callback folder

The Callback folder contains reports that provide information about callback usage, including
information about success rates, scheduling, and wait times:

Callback Details Report

Use this report to view a detailed picture of how Callback is used in your contact center, including
information about the volume of callback calls, success rates, resulting savings, and customer wait
times.

>> Back to Top

Callback Summary Report
Use this report to view a comprehensive picture of how Callback is used in your contact center,

including detailed information about the volume of callback calls, success rates, resulting savings,
and customer wait times.

>> Back to Top
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The Chat folder

The Chat folder contains reports that provide detailed information about chat activities in the contact
center.

>> Back to Top
Async Interactions Report

Use this report tto learn more about the number and percentage of Chat interactions that are
initiated by customers outside of regular business hours.

>> Back to Top

Chat Engagement Report

Use this report to learn more about the number of chat engagements agents had, and the duration of
each.

>> Back to Top

Chat Message Statistics Report

Use this report to learn more about how chat is used in the contact center.

>> Back to Top

Chat Session Report

Use this report to learn more about the volume of chat sessions handled in your contact center within
a specific time period, including details about the number of messages within chat sessions, and
about how often chat sessions were missed or transferred.

>> Back to Top

Chat Thread Report

Use this report to view detailed information about chat sessions and threads. A session is defined as
a single interaction or chat conversation (which can contain more than one engagement by any given
agent), and a thread is a series of sessions related by a common thread ID.

>> Back to Top

Interaction Acceptance Dashboard

Use this dashboard to understand how long it takes for agents to accept customer interactions, and
to identify what percentage of interactions are accepted promptly, or with some delay.

>> Back to Top

Interaction Acceptance Report

Use this report to view statistics about the acceptance of interactions by agents, including the
amount of time it takes for agent to accept interactions, and the number and percentage of
interactions that were accepted quickly, or with a delay.
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>> Back to Top

Pre-Agent Termination Report

Use this report to learn more about calls that terminated before connecting to an agent.

>> Back to Top

The Co-browse folder

The Co-browse folder contains reports you can use to learn more about agent handling of contact
center interactions involving Co-browse sessions. Reports in the Co-browse folder are ready-to-use,
but as always, can be modified to suit your specific business needs.

Co-browse Detail Report
Use this report to view segment-related details pertaining to agent handling of contact center

interactions that include Co-browse sessions. The report provides detailed information about Co-
browse sessions, including durations, browsing modes, and pages visited.

>> Back to Top
Co-browse Summary Report

Use this report to learn how each agent handles interactions involving Co-browse sessions, by
contrasting Co-browse session counts, session durations, and the percentage of interactions that
include Co-browse.

>> Back to Top

The Dashboards folder

The Dashboards folder contains out-of-box dashboards, each of which collects two or more quasi-
related GCXI reports into visual summaries using charts, graphs, other diagrammatic devices.

Agent Performance Dashboard

Use this dashboard to see detailed information about agent activity in the contact center, including
information about handle time, interaction volume, and relative ranking compared to other agents.

>> Back to Top
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Contact Center Dashboard

Use this dashboard to see detailed information about interaction volumes and KPIs for the whole
contact center.

>> Back to Top
Supervisor Dashboard

Use this dashboard to evaluate interaction handling and agent performance at a glance. It includes

both key information about interaction volume and customer experience, and charts to illustrate each
agent's activity during the reporting period.

>> Back to Top

Queue Dashboard

Use this dashboard to compare the performance of queues by viewing detailed information about
agent performance on a queue-by-queue basis.

>> Back to Top

The Designer folder

The Designer folder contains reports that provide information about user experiences in self-service
and assisted-service Interactive Voice Response (IVR) / Genesys Designer application sessions.

Activity Summary Report
Use this report to view summary information about activities in Designer applications, including the

number of activities within a given time period, and the number and percentage of those activities
that were complete or incomplete.

>> Back to Top

Application Duration Report

Use this report to learn more about Designer application session durations, either for full sessions, or
separately for self-service and assisted-service.

>> Back to Top

Application Summary Report

Use this report to learn more about the final outcome of IVR Designer application sessions.

>> Back to Top
Assisted Service Interactions by Last Milestone Report

Use this report to learn more about calls that move from Self-Service into Assisted Service.
Interactions are included in this report based on the last milestone where the interaction was routed
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to assisted service.

>> Back to Top
Blocks Summary Report

Use this report to learn more about the traffic in each block, and to assess the rate and type of errors
in each block.

>> Back to Top
Milestone Summary Report

Use this report to learn more about the frequency with which each milestone is hit, and the
dispositions for calls that contained each milestone.

>> Back to Top
Self-Service Statistics Report

Use this report to learn about the number and percentage of interactions that enter the Designer

Application and and concluded in the Self-Service phase, compared to the number that enter the
Assisted-Service phase and are routed to a DN or agent.

>> Back to Top
Survey Answer Report

Use this report to learn more about how customers answer post-call survey questions, including the

number and percentage of times that each answer was selected, organized by application, agent
group, question, or answer, over various time-periods.

>> Back to Top

Survey Statistics Report

Use this report to learn more about post-call surveys, such as how many surveys were offered,
accepted, or not accepted, and how many No Input and No Match errors were generated.

>> Back to Top

The Detalls folder

The Details folder contains reports that provide detailed information about low-level interactions and
agent.

>> Back to Top

Agent Details Activity Report

Use this report to understand the activities of particular agents over time, including login, status, and
interaction details.
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>> Back to Top

Agent Login-Logout Details Report

Use this report to view detailed information about the start times, end times, and durations of agent
login sessions.

>> Back to Top

Agent State Details Report

Use this report to understand how agents use their noncall time, and understand the reasons given
for various agent states.

>> Back to Top

Interaction Flow Report

Use this report to analyze and understand how interactions proceed from the customer’s perspective.

>> Back to Top

Interaction Handling Attempt Report

Use this report to analyze detailed information about how much time interactions spend in each
stage of their progress through the contact center.

>> Back to Top
Transfer Detail Report

Use this report to learn more about the initiating and receiving parties of those contact center

interactions that involve a transfer including the technical result, the mediation devices through
which the interaction passed, the business attribute, and the entire duration of the interaction.

>> Back to Top

The Emall folder

The Email folder contains reports you can use to learn more about email interaction volumes,
statistics, and outcomes in your contact center. Reports in the Email folder are ready-to-use, but as
always, can be modified to suit your specific business needs.

Agent Summary Activity Email Report

Use this report to view detailed information about how each agent's active time was used when
handling email interactions.
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>> Back to Top

Agent Utilization Email Report

Use this report to view detailed information about how each agent's active time was used when
handling email interactions.

>> Back to Top

Interaction Volume Business Attribute Email Report

Use this report to understand the Business Result for interactions, to contrast that result against the
Service Level and against callers' initial objective, and to understand outcomes in light of various
interaction handling metrics.

>> Back to Top

The CX Insights for IWD folder

The CX Insights for iWD project Shared Reports folder contains just two folders: Custom and CX
Insights for iWD, the latter of which contains reports you can use to learn more about contact center
interactions involving Genesys Info Mart and intelligent Workload Distribution (iWD).

Capture Point Business Value Report

Use this report to understand the distribution of tasks by process and point of entry (capture point)
into the iWD system. You can use this information to assess whether the time to complete tasks
correlates with the desired business value and time to complete for a busy enterprise, which can help
you to better tune priority schema and priority levels for processes, capture points and departments.

>> Back to Top

Capture Point Dashboard

Use this dashboard to understand the business value driven through capture points, and the volume
of work processed through each capture point. The dashboard breaks down the overall average
duration time that is spent to complete tasks (from inception within the presource system to
termination within iWD) into average task durations at defined milestones along a task’s routed path
for each capture point. The dashboard also displays the business value range into which the tasks
fall, the average time that it took to complete the tasks, and plots the total number of finished tasks
against their assigned business value range.

>> Back to Top
Capture Point Task Duration Report

Use this report to identify and plan remediation for bottlenecks in the system. The technical business
user can then tune routing strategies and associated business rules in order to reduce bottlenecks
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and routing milestones. This is particularly useful if you base distribution strategies or business
operations around the point (the capture point) through which tasks enter the iWD system.

>> Back to Top

Customer Segment Service Level Report

Use this dashboard to to learn more about the number of new tasks, number of completed tasks and
percentage of all tasks that were completed during the reporting interval, by day, by customer
segment, and by business process. This report provides the count and percentage of tasks that were
completed during the reporting interval by customer segment and business process allowing you to
compare achievements against objectives that you might have preset with a focus on different
customer segments.

>> Back to Top

ETL Audit Dashboard

Use this dashboard to view a historical overview of iWD Datamart job execution statistics, including
duration and status, and to explore other, more detailed information from the ETL_AUDIT table.

>> Back to Top

Intraday Process Dashboard

Use this dashboard to view an intraday overview of the completed iWD tasks that were overdue,
along with the counts, percentages, and averages of completed iWD tasks, breaking down the
average amount of time it took to complete tasks using three key metrics:

¢ Avg Finish Time — measuring the average time it took for tasks to be completed after entering the
system,

e Avg Accept Time — measuring the average amount of time that tasks were backlogged before they
reached a handling resource, and

e Avg Handle Time — measuring the average amount of time that resources worked on tasks.

The dashboard also provides an overview of the task backlog for a day or reporting interval, providing
summary information about how many tasks are pending, how many tasks are overdue, and how
many of the completed tasks were overdue. Data is organized by day, tenant, department, and
business process.

>> Back to Top

Intraday Process Report

Use this report to view information about the performance of historical and pending work items, to
learn more about sources of backlog, about throughput, and to understand how often tasks become
overdue before they are finished.

>> Back to Top
Resource Performance Dashboard

Use this dashboard to quickly identify which day of the month, department, and process is occupying
resource time.
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>> Back to Top

Resource Performance Report

Use this report to understand how resources handle tasks over specific time periods and to gain
insights into the variability of performance for each process, department, and days the resource
worked. This report summarizes a resource’s handling of tasks by process over a specified time
interval. It provides the total number of tasks that the resource accepted, as well as the shortest,
longest, and average amounts of time that it took the resource to handle them.

>> Back to Top

Task Age Dashboard

Use this dashboard to better understand how well each department and process is meeting Service
Level Agreements. The dashboard provides detailed information about the volume of tasks that are
handled within the defined Service Level interval, and the volume that breach the Service Level
Agreement for departments and processes.

>> Back to Top

Task Age Report

Use this report to better understand how well each department and process is meeting Service Level
Agreements. This report provides detailed information about the volume of tasks that are handled
within the defined Service Level interval, and the volume that breach the Service Level Agreement
for departments and processes.

>> Back to Top

Task Detail Report
Use this report to understand the raw details of individual work items when viewed from the

customer perspective. Many filters are provided to facilitate troubleshooting, identification, and
validation of the results.

>> Back to Top

Task Work Detail Report

Use this report to understand the employees who helped solve a task where the task involved more
than one employee, the names of the queues that distributed the tasks to the employees and more

>> Back to Top

The Outbound Contact folder

The Outbound Contact folder contains reports that provide information about the progress of
outbound campaigns, including summaries of campaign activity, campaign callbacks, and contact list
performance.
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Campaign Callbacks Summary Report

Use this report to understand the frequency with which Callback was used in your Outbound
campaigns, and the overall Callback success rates.

>> Back to Top
Campaign Summary Report

Use this report to understand the disposition of Outbound campaign contact dialing attempts;
whether calls connected, were dropped, or failed (together with the reason for failure).

>> Back to Top
Contact List Effectiveness Report

Use this report to determine which calling lists are working efficiently, and which need to be adjusted.
The report contrasts, for each list, the number of outbound call attempts to the number of times the
call failed to connect (a SIT tone was detected).

>> Back to Top

The Predictive Routing folder

The Predictive Routing folder contains reports and dashboards that enable you to learn more about
how Genesys Predictive Routing (GPR) is used in your contact center, including information about
how it impacts customer experience, wait times, issue resolution rates, and other key metrics.

Predictive Routing AHT & Queue Dashboard

The Predictive Routing - AHT & Queue Dashboard provides a dashboard-style summary that you can
use to evaluate the impact on contact center efficiency of enabling Genesys Predictive Routing (GPR).

>> Back to Top

Predictive Routing Model Efficiency Dashboard

The Predictive Routing — Model Efficiency Dashboard provides a bubble-graph summary that you can
use to evaluate the impact on contact center efficiency of enabling Genesys Predictive Routing (GPR),
and compare the effectiveness of various GPR prediction models.

>> Back to Top

Predictive Routing A/B Testing Report

Use the Predictive Routing A/B Testing Report to track A/B testing results for predictive models and
predictors. This report includes a First Contact Resolution Rate calculation, which allows you to
quickly see how often customer concerns were resolved on the first attempt, and allows you to
contrast interactions that were processed when Predictive Routing was switched ON compared to
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when it was OFF. The report also profiles response time, engage time, wrap time, and other relevant
Key Performance Indicators (KPI).

>> Back to Top

Predictive Routing Agent Occupancy Dashboard

The Predictive Routing Agent Occupancy Dashboard provides a summary that you can use to
evaluate the impact on contact center efficiency of enabling Genesys Predictive Routing (GPR).

>> Back to Top

Predictive Routing Detail Report

Use the Predictive Routing Detail Report to view detailed interaction-level data about how Genesys
Predictive Routing (GPR) is used in your contact center, and to understand how it impacts Key
Performance Indicators (KPI), including detailed metrics that profile agent scoring, and allow you to
compare different models or predictors.

>> Back to Top

Predictive Routing Operational Report

Use the Predictive Routing Operational Report to track key Genesys Predictive Routing (GPR)
operational statistics, including the number of interactions Offered and Accepted, and measures that
indicate how long interactions waited to be scored, and how long they waited in queue.

>> Back to Top
Predictive Routing Queue Statistics Report
Use the Predictive Routing Queue Statistics Report to track KPIs for each Queue when Genesys
Predictive Routing (GPR) is used to optimize routing. The report allows you to monitor overall
interaction-processing performance of queues, including contrasting, for each Model and Predictor,

the number of Offered and Accepted interactions, Accept, Handle, and Engage Time, as well as
abandoned and service level measures.

>> Back to Top

The Queues folder

The Queues folder contains reports that enable you to gather data that pertains to interaction flows
through monitored ACD queue, virtual-queue, interaction queue, workbin, and queue-group objects:

Abandon Delay Report
Use this report to evaluate the number and percentage of interactions that were abandoned (or

disconnected) while queued at a specific queue, and the percentage abandoned by service time
interval.

>> Back to Top
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Interaction Traffic Group Report

Use this report to better understand the efficiency of interaction handling in each queue group, at a
high level, including summaries of interactions offered, accepted, and abandoned, and the average
times to accept or abandon.

>> Back to Top

Interaction Traffic Report

Use his report to evaluate the efficiency of queues by assessing the volume of interactions accepted
in a given period, along with the average speed of answer (Avg Accept Time), maximum delays
experienced before acceptance (Max Accept Time), and abandonment (Max Abandoned Waiting
Time) from the perspective of the mediation DN.

>> Back to Top

Queue Outline Report

Use this report to see the interrelation of various queue-related metrics relevant to customer and
consult interactions, and to understand how the metrics contribute to the sum total of all interactions
that entered a queue resource.

>> Back to Top
Queue Summary Report

Use this report to assess the performance of configured queues, to understand what percentage of

interactions in each queue were accepted within the defined service level, and to compare the
performance of each queue in handling interactions.

>> Back to Top

Speed Of Accept (Hours) Report

Use this report to understand how long interactions (such as email or other media types with slower
response times) waited in queue before being accepted.

>> Back to Top

Speed Of Accept (seconds) Report

Use this report to understand how brief interactions (such as voice and chat — media types with
faster response times) waited in queue before being accepted.

>> Back to Top

Task Routing dashboards

The Task Routing folder contains dashboards you can use to learn more about the performance of
Genesys Task Routing in your Genesys Engage cloud contact center. The dashboards in the Task
Routing folder are ready-to-use, but as always, can be modified to suit your specific business needs.
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Agent Task Dashboard

Use this report to view detailed information about how each agent's active time was used when
handling interactions routed by Genesys Task Routing (GTR).

>> Back to Top
Task Volume Dashboard

Use this report to view detailed information about how each agent's active time was used when

handling interactions routed by Genesys Task Routing (GTR), including volumes and percentages of
interactions that were offered, accepted, rejected, or transferred.

>> Back to Top
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This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to the latest documentation for Agent reports.

This page describes reports you can use to learn more about the performance of agents in your
contact center. The reports in the Agents folder are ready-to-use, but as always, can be modified to
suit your specific business needs.

Tip

Interactions pertaining to an agent are attributed to each group of which the agent is
a member. So, in scenarios where an agent is a member of more than one agent
group, interactions are counted against each group, and can therefore appear more
than once in historical reports. Similarly, interactions that are attributed to queues
that are members of more than one queue group are reported against both queue
groups.
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About Agents

reports

Agent Conduct Report

agent group performance, based on various measures, including

» E Business Results
» [ calbock

> ot

» [ER] vashboards

» [E5 petails

= G

» [E= outbound contact

» B Queues
> E My Reports
» I3 My objects

pted/Rejected, and Handle Time, Hold Time, Wrap Time, and
whether a Consult was initiated.

Agent Group Business Attribute Report

Owner: Administrator

Modified:

6/6/17 8:08:02 PM

Use this report to contrast agent group interaction handling activities against the
revenue generated, based on Business Result, Customer Segment, and Senvice
Type for each media type and interaction type.

Agent Group Queue Business Attribute Report
Owner: Administrator

Modified:

6/6/17 8:08:07 PM

Use this report to understand how interactions were characterized either by the
system or agents, by the queue-type devices, by media type, by interaction type,
and by each month-long period.

Agent Interval Based Report
Owner: Administrator

Modified:

6/6/17 8:07:50 PM

‘ I

51 recents Owner:  Administrator . o
Modified: Agent Details Activity Report
Shared Raports 6/6/17 8:07:31 PM __ Owner: Administrator
5 Use this report to contrast agent interaction handling performance against the = Modified:

6/6/17 9:22:28 PM

Agent Group Interaction Handling Report

owner: Administrator

Modified:

6/6/17 8:07:57 PM

Use this report to monitor the interaction processing performance of groups of
agents over specific day ranges. The report displays information about Handle
Time, Engage Time, Wrap Time, and various transfer initiation and acceptance
measures.

Agent Interaction Hierarchy Report

Owner: Administrator

Modified:

6/6/17 8:07:45 PM

Use this report to understand the hierarchy of interactions that were offered to
agents, including the nature of the accapted interactions and responses
(whether interactions were threaded, logical, or base).

Agent Login-Logout Details Report
Owner: Administrator

Modified:

6/6/17 8:09:05 PM

4
fe History List

Use this report to understand agent interaction-processing activities during a
range of hours that you specify. This report is useful to th

e this report to view the times when agents logged in and out, and the
The report displays the timestamps in the

The following reports are available in the CX Insights > Agents folder:

¢ Agent Conduct Report

¢ Agent Details Activity Report

* Agent Group Business Attribute Report

¢ Agent Group Interaction Handling Report
¢ Agent Group Membership Details Report
* Agent Group Queue Business Attribute Report
¢ Agent Interaction Hierarchy Report

e Agent Interval Based Report

e Agent Login-Logout Details Report

¢ Agent Not Ready Report

¢ Agent Not Ready Reason Code Report

* Agent Outbound Campaign Report

¢ Agent Omnichannel Activity Report

* Agent Queue Report

* Agent Social Engagement Report

¢ Agent State Details Report

e Agent Summary Activity Report (Active)

* Agent Summary Activity Report (Interaction)
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¢ Agent Utilization Report
* Agent Wrap Report

Related Topics:

¢ Go back to the complete list of available reports.
e Learn how to generate historical reports.
e Learn how to read and understand reports.

¢ Learn how to create or customize reports.

Genesys Engage cloud Reporting Guide 69



Historical Reporting with Genesys CX Insights Agents reports

Agent Conduct Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Conduct Report.

This page describes how you can use the (Agents folder) Agent Conduct Report to learn more about
agent performance, including detailed call handling information for each agent.
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Understanding the Agent Conduct Report

Agent Conduct Repo
. . Consul
Tenant Media Type Agent Name Interaction Type Hour Accepted Responses Initiat
Internal 2016-10-17 15 1 1
, Agnt1 (Agnt1)
Total 1 1
2016-10-17 15 1 1
Voice
Environment Outbound 2016-10-17 16 1 1 0
4100, 4100 (4100)
2016101718 1 1
ent Conduct Report
Agent Avg Avg Avg
Consult Abandoned ; . Hold Handle Wrap
Responses o Short ... Rejected Disconnect . . .
Initiated Inviting First Time Time Time
(Fmt) (Fmt) (Fmit)
1 0 0 0 0 0  00:00:00 00:00:00 00-:00:00
1 0 0 0 0 0 00:00:00 00:00:00 00:00:00
1 0 1 0 0 0 00:00:00 00:00:05 00:00:00
1 0 1 0 0 0  00:00:00 00:00:05 00:00:00
1 0 1 0 0 0  00:00:00 00:00:05 00-00:00
3 0 3 0 0 0 00:00:00 00:00:05 00:00:00
4 0 3 0 0 0 00:00:00 00:00:04 00:00:00
4 0 3 0 0 0 00:00:00 00:00:04 00:00:00

This report describes agent performance in handling interactions, focusing on metrics that
demonstrate the possible mishandling of interactions a high number of unaccepted interactions,
excessive hold and aftercall work (wrap) times, and shorter-than-usual engage (talk) durations with
customers. It compares the number of interactions that were abandoned while alerting at the agent's
DN to the number of interactions that fall within the shorttalk threshold, and the number of
interactions that were rerouted from the agent's DN because the agent did not accept them. These
metrics provide relative performance and should be analyzed carefully before conclusions are drawn
or corrective action is taken.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentConductReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
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metrics and attributes that are represented in the report:

Prompts for the Agent Conduct Report

Prompt Description
Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.
Report Date Choose a day for which to run the report.
From Hour The first hour* to include in the report.
To Hour The last hour* to include in the report.

*For both From Hour and To Hour :

* 0 represents the first hour, from 12:00:00 AM to 12:59:59 AM.
* 1 represents the second hour, from 01:00:00 AM to 01:59:59 AM.

e 23 represents the twenty-fourth hour, from 23:00:00 AM to 11:59:59 PM.
e 24 also represents the twenty-fourth hour, from 23:00:00 AM to 11:59:59 PM

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

A to gather data for the report.
. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Conduct Report

Attribute Description

This attribute enables data within the reporting

VRS interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by

AR NS certain attributes of the agent who is associated
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Attribute Description
with the interaction.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular hour within
a day. Hour values are presented in YYYY-MM-DD-
HH24 format.

Hour

Metrics used in the Agent Conduct Report

Metric Description

The total number of times that customer
Accepted interactions or warm consultations were accepted,
answered, pulled, or initiated by this agent.

For voice and chat media, this metric represents
the total number of times that customer
interactions or warm consultations were accepted
by this agent. For email, this metric represents the

Responses total number of times that the agent prepared an
outbound reply.

Note: For voice media, this metric is identical to Activity\
Accepted; it returns positive values when agents initiate calls.

The total number of times that this agent initiated
requests for collaboration or simple consultation,

Consult Initiated where the collaborations/consultations were
established and associated with customer
interactions.

The total number of times that customer

interactions were accepted by this agent and then

released, transferred, or stopped within the short-
Short engagement threshold.

This metric relies on the value of the short-engagement
(short-talk) option as configured in the [agg-gim-thld-
AGENT-IXN] section.

The total number of interactions of this business
attribute that were abandoned or dropped for any

Abandoned Inviting reason while they were alerting/ringing at the first
handling resource. This count includes short-
abandoned interactions.

The total number of times that customer
Rejected interactions alerted at this agent and were not
accepted.

The total number of times during the reporting
Agent Disconnect First interval that this agent released customer
interactions before the other party did.
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Metric Description

The value represented by this metric is incremented only when
the system (such as the switch) provides such information.

The average amount of time (HH:MM:SS) that this
agent had customer interactions on hold.

Avg Hold Time (Fmt) This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

Agent Attribute: The average amount of time
(HH:MM:SS) that this agent spent handling

Avg Handle Time (Fmt) interactions that the agent received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The average amount of time (HH:MM:SS) that this
Avg Wrap Time (Fmt) agent spent on customer interactions while in ACW
(Wrap) state.
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Agent Detalls Activity Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Details Activity Report.

This page describes how you can use the (Agents folder and Details folder) Agent Details Activity
Report to learn more about specific agents.

Understanding the Agent Details Activity Report

Agent Details Activity Report

Tenant Media Type SessionKey Active Flag Start Til Sess  End Til p Sess  Start Til p State  End Ti State

3 0 1/14/201112:30:45PM  1/14/2011 12:30:48PM  1/14/201112:30:45PM 171472011 12:30:48 PM

1/14/2011 123651 PM 1/14/2011 123T:17PM

1142011 123717PM 1/14/2011 12:3T:18 PM
1/14/2011 12:37:21 PM_ Inbound

1/14/2011 12:37:18 PM

17142011 12:37:36 PM
1/14/2011123721PM  1/14/201112:37:25PM  Inbound
1/14/201112:37:25PM  1/14/201112:37:28PM  Inbound
1/14/201112:37:28PM  1/14/201112:37:32PM  Inbound
1/14/20111237:32PM  1/14/2011 12:37:34PM  Inbound
1/14/201112:37:34PM 1/14/201112:37:36PM_ Inbound

5 0 1/14/201112:3651 PM  1/14/2011 12:47:36 PM

1/14/2011 123736 PM  1/14/2011 12:37:41 PM

1142011 1237:41PM 1/14/2011 12:39:24 PM

Environmen 111472011 12:39:24 PM

t Voice

1/14/2011 12:39:24 PM Inbound

1/14/2011 12:39:28 PM

1/14/201112:39:28PM  1/14/2011 12:39:36 PM

ion Type  State Name

NotReady
NotReady
Ready

INBOUND
Receiver Alert

Busy

INBOUND
Receiver
Gonnect

INBOUND
Receiver Hold

INBOUND
Receiver
Connect

INBOUND
Receiver Hold

INBOUND
Receiver
Connect
Ready
NotReady
Ready

INBOUND
Receiver Alert

Busy

Ready

Active Time
(Fmt)

00:00:03
00:10:45

00:10:45
00:10:45

00:10:45

00:10:45

00:10:45

00:10:45

00:10:45

00:10:45

00:10:45
00:10:45

00:10:45
00:10:45

00:10:45

00:10:45

00:10:45

Duration Additional Info

3 Reason Code: NO REASON
26 Reason Code: NO REASON

1 Reason Code: RC_soft=89

3 Ixn ID: 1

18 Reason Code: NO REASON

4 Ixn ID: 1
3 Ixn ID: 1
4 Ixn ID: 1
2 Ixn ID: 1
2 Ixn ID: 1

5 Reason Code: RC_soft=89
103 Reason Code: RC_soft=89
0 Reason Code: RC_soft=89
4 Ixn ID:3
4 Reason Code: NO REASON

8  Reason Code: RC_soft=89

45

This report provides a chronological breakdown of the activities of one agent over a period of time

that you specify including:

e The timestamp and duration of the agent’s active (login) session.

¢ The collective status of the agent’s devices or DNs (for example, Ready, NotReady, or Busy), when each
status began for that DN, and its duration.

e The interaction state when it was offered to or being processed by the agent.
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The Agent Summary Activity Reports complement this report by summarizing the
durations of agent sessions, agent states, and interaction states over one day.

For those rows related to agent status, the Additional Information column provides the reason code
selected for why the agent was in a particular state—if software and/or hardware reason codes are
configured within your environment.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentDetailsActivityReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Details Activity Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather

Start Time report data.

Choose the last day and time from which to gather

el 1E report data.

Select one or more agents from which to gather

Single Agent (Required) data for the report.

Optionally, select the type of media to include in

Media Type the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.
Session Key Optionally, restrict the report to the active session

of a particular agent, for a particular media type.

Attributes used in the Agent Details Activity Report

Attribute Description

This attribute enables data within the reporting

Ui interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.
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Attribute

Session Key

Start Timestamp Sess

End Timestamp Sess

Start Timestamp State

End Timestamp State

Interaction Type

State Name

Description

This attribute enables data to be organized by the
agent’s active session for a particular media type.
Click the value in the Session Key column to view
the Agent Login-Logout Details Report.

This attribute enables data to be organized by the
calendar date and time when the agent session
began.

This attribute enables data to be organized by the
calendar date and time when the agent session
ended. If the agent has not logged out, the value of
this attribute is NULL.

This attribute enables data to be organized by the
calendar date and time when the agent entered a
specific state.

This attribute enables data to be organized by the
calendar date and time when the agent state
ended.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data to be organized by the
state, such as UNKNOWN, NOTREADY, READY,
BUSY, or INBOUND.

Metrics used in the Agent Details Activity Report

Metric

Active Time (Fmt)

Duration

Additional Info

Description

The total amount of time, in seconds, between the
beginning and end of this agent’s login session(s)
on a particular media channel, irrespective of the
intervals in which the resource session occurs. If an
agent logs into multiple DNs, login duration is
measured from the moment at which the agent
logs in to the first DN to the moment at which the
agent is no longer logged in to any DN. If the
agent’s session was still active when the data was
compiled, the agent’s session duration appears as
null in the reports.

If the agent is not forcibly logged out when the calendar dates
ends, login duration is split over both days.

The difference, in seconds, between the beginning
and end of the agent’s interaction-related state.

This attribute enables data to be organized by the
primary key of the INTERACTION_FACT table. For
voice interactions, the Interaction ID is the call’s
connection ID, which is assigned by the telephony
server. This ID remains unchanged for as long as
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Metric Description

the telephony server processes the interaction. For
multimedia interactions originating from an
Interaction Server, this value is the assigned
Interaction ID.

Because of the volume of data that this report could potentially generate, Genesys recommends that
you restrict the start and end dates to the narrowest range that satisfies your report criteria. The
default date selections span one day, and the Single Agent prompt is required.

Because this report weaves in the results from several Info Mart FACT tables to recount the story of
the agent’s activities, some of the report’s records hold null values for columns that do not apply. For
example, interaction types do not apply to agent status; therefore, no values will appear under the
Interaction Type column for agent-state (or agent-session) records.

Many column headers in this report are generated from variables.
Data pertaining to interaction states is pulled directly from the Info Mart database. Refer to The

SM_RES_STATE_FACT Table section in the Genesys Info Mart User’s Guide for special considerations
regarding very short duration (>0 and <1 sec) states.
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Agent Group Business Attribute Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Group Business Attribute Report.

This page describes how you can use the (Agents folder) Agent Group Business Attribute Report to
compare agent group interaction handling activities against the revenue generated by each group.

Understanding the Agent Group Business Attribute Report

Agent Group Busine
Tenant Media Type Agent Group Business Result Customer Segment Service Type Interaction Type Day Accepted Respons|
2016-05-25 4
Chat_CS Chat_ST Inbound 2016-06-01 1
iness Attribute Report
\\ Ha_ndle H:r‘:gle Enf]age El%v:ge Hnld I?:I?i Confull Consull Avg. CDnSl.llt V\{rap VCEP Tr_apsfer %
esponses Time Time Time Time Time Time Received Be:elved Received Time Time Time Initiated Trlapsfer Revenue
(Fmt) (Fmt) (Fmt) Fmt) (Fmt) (Fmt) Accepted Time (Fmt) (Fmt) (Fmt) (Fmt) Agent Initiated

4 00:23:41 00:05:55 00:23:41 00:05:65 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

1 00:00:11 00:00:11 00:00:11 00:00:11 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

1 00:00:59 00:00:59 00:00:59 00:00:59 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 1 100.00% 0

1 00:00:13 00:00:13  00:00:13 00:00:13  00:00:00  00:00:00 0 00:00:00 00:00:00  00:00:00  00:00:00 0 0.00% 0

5 00:21:36 00:04:19 00:21:36 00:04:19 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 1 20.00% 0

1 00:16:34 00:16:34 00:16:34 00:16:34 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

1 00:07:43 00:07:43  00:07:43 00:07:43  00:00:00  00:00:00 0 00:00:00 00:00:00  00:00:00  00:00:00 0 0.00% 0

14 01:10:57 00:05:04 01:10:57 00:05:04 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 2 14.29% 0

4 00:23:41 00:05:55  00:23:41 00:05:55  00:00:00  00:00:00 0 00:00:00 00:00:00  00:00:00  00:00:00 0 0.00% 0

1 00:00:11 00:00:11 00:00:11 00:00:11 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

1 00:00:13 00:00:13 00:00:13 00:00:13 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

1 00:16:34 00:16:34 00:16:34 00:16:34 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

7 00:40:39 00:05:48 00:40:39 00:05:48 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

4 00:23:41 00:05:55 00:23:41 00:05:55 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

1 00:00:11 00:00:11  00:00:11 00:00:11  00:00:00  00:00:00 0 00:00:00 00:00:00  00:00:00  00:00:00 0 0.00% 0

1 00:00:13 00:00:13 00:00:13 00:00:13 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00% 0

00:00:00 00:00:00 0 0.00%

This report contrasts each agent group's collective interaction handling activities against the revenue
generated, based on Business Result, Customer Segment, and Service Type for each media type
(such as voice, chat) and interaction type (such as inbound, internal).

Use this report to contrast agent group interaction handling activities against the revenue generated,

Genesys Engage cloud Reporting Guide

79



Historical Reporting with Genesys CX Insights

Agents reports

based on Business Result, Customer Segment, and Service Type for each media type and interaction

type.

To get a better idea of what this report looks like, view sample output from the report:

AgentGroupBusinessAttributeReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Group Business Attribute Report

Pre-set Date Filter

Start Date

End Date

Agent Group

Business Result

Customer Segment

Service Type

Media Type

Interaction Type

Tenant

Prompt

Description

From the list, choose a time period on which to
report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select one or more groups from which
to gather data for the report.

Optionally, specify what business results to include
in the report (based on configured business
results).

Optionally, specify what customer segments to
include in the report (based on customer-segment
attribute(s) that are configured for a given tenant).

Optionally, specify what type of service to include
in the report (based on the type of service that was
assigned to the interaction).

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
the tenant(s) for which to include data in the
report.

Attributes used in the Agent Group Business Attribute Report

Tenant

Media Type

Attribute

Description

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data to be organized by the
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Attribute Description

interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data within the reporting
interval to be organized by the groups to which
Agent Group agents belong.

An agent can belong to more than one agent group.

This attribute enables data to be organized by the

Business Result . .
configured business result.

This attribute enables data to be organized by the

CHE T e EEEMmETE configured customer segment.

This attribute enables data to be organized by the
Service Type type of service that was assigned to the
interaction.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Day

Metrics used in the Agent Group Business Attribute Report

Metric Description

Agent Group Attribute: The total number of times
that customer interactions or warm consultations
were accepted, answered, pulled, or initiated by
agents who belong to this agent group.

Accepted

For voice and chat media, this metric represents
the total number of times that customer
interactions or warm consultations were accepted
by agents who belong to this agent group. For
email, this metric represents the total number of
times that agents who belong to this agent group
prepared an outbound reply.

Responses

For voice media, this metric is identical to Activity\Accepted; it
returns positive values when agents initiate calls.

The total amount of time (HH:MM:SS) that agents
who belong to this agent group spent handling
interactions that the agents received.

Handle Time (Fmt) Handle time is measured as the sum of engagement time (for
example, talk time), hold time, ACW (Wrap) time, all consult
time for interactions that the agent received, and all ACW time
for consultations the agent received. Some of these components
return zero values for some media types.
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Metric Description

The average amount of time (HH:MM:SS) that
agents who belong to this agent group spent

Avg Handle Time (Fmt) handling interactions that the agents received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The total amount of time (HH:MM:SS) that agents
Engage Time (Fmt) who belong to this agent group were engaged with
customers on interactions that the agents received.

The average amount of time (HH:MM:SS) that
Avg Engage Time (Fmt) agents who belong to this agent group were
engaged with customers.

The total amount of time (HH:MM:SS) that agents,
Hold Time (Fmt) who belong to this agent group, had customer
interactions on hold.

The average amount of time (HH:MM:SS) that
agents who belong to this group had customer
interactions on hold.

Avg Hold Time (Fmt)

This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The total number of times that agents who belong
to this agent group received and accepted
collaborations or simple consultations that were
associated with customer interactions.

The total amount of time (HH:MM:SS) that agents
who belong to this agent group were engaged as
recipients in collaboration or simple consultation,
including related hold durations, where the

Consult Received Time (Fmt) collaborations/consultations were associated with
customer interactions.

Consult Received Accepted

This metric is attributed to the interval in which this agent was
offered the collaboration/consultation request.

The average amount of time, in seconds, that
agents who belong to this agent group were
engaged on collaboration calls or simple
consultations that agents received, where the
collaborations/consultations were associated with
customer interactions.

The total amount of time (HH:MM:SS) that agents
who belong to this agent group spent in ACW state
for customer interactions that the agents received.

Avg Consult Received Time (Fmt)

Wrap Time (Fmt)

This metric is attributed to the interval in which the agent was
offered the interaction for which ACW was invoked.

The average amount of time (HH:MM:SS) that
Avg Wrap Time (Fmt) agents who belong to this agent group, spent on
customer interactions while in ACW state.
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Metric Description

The total number of times that agents, who belong
to this agent group, transferred customer
Transfer Initiated Agent interactions.

Both warm and blind transfers are reflected in this metric.

R et The percentage of accepted customer interactions
© that were transferred (warm or blind) by this agent.

The total revenue that is generated during the
Revenue interval by customer interactions handled by
agents who belong to this agent group.
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Agent Group Interaction Handling Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Group Interaction Handling Report.

This page describes how you can use the (Agents folder) Agent Group Interaction Handling Report to
see detailed information about the interaction-processing performance of one or more groups of

agents during a specific range of days.

Understanding the Agent Group Interaction Handling Report

Agent Group Interaction Handling Report

Avg Avg Avg

Tenant Media Type Agent Group Interaction Type Day Accepted Responses H.I?i:::e E??r:ge :::

(Fmt) (Fmt) (Fmt)

2016-05-25 5 5 00:04:47 00:04:47 00:00:

2016-05-27 5 5 00:04:19 00:04:19 00:00:

Inbound 2016-06-01 1 1 00:00:11 00:00:11 00:00:

Agent Group Interaction Handling Report

Avg Avg Avg Avg Transfer % Transfer % Transfer

Day Accepted Responses Ha_ndle En_gage H.Dld “f’a" Initiated  Transfer Received Received

Time Time Time Time Agent Initiated Accepted Accepted

(Fmt) (Fmt) (Fmt) (Fmt)

016-05-25 5 5 00:04:47 00:04:47 00:00:00 00:00:00 0 0.00% 0 0.00%
2016-05-27 5 b 00:04:19 00:04:19 00:00:00 00:00:00 1 20.00% 0 0.00%
016-06-01 1 1 00:00:11 00:00:11 00:00:00 00:00:00 0 0.00% 0 0.00%
16-06-02 1 1 00:16:34 00:16:34 00:00:00 00:00:00 0 0.00% 0 0.00%
16-06-08 2 2 00:04:21 00:04:21 00:00:00 00:00:00 1 50.00% 0 0.00%
14 14 00:05:04 00:05:04 00:00:00 00:00:00 2 14.29% 0 0.00%
6-05-25 5 5 00:04:47 00:04:47 00:00:00 00:00:00 0 0.00% 0 0.00%
16-06-01 1 1 00:00:11 00:00:11 00:00:00 00:00:00 0 0.00% 0 0.00%
016-06-02 1 1 00:16:34 00:16:34 00:00:00 00:00:00 0 0.00% 0 0.00%
7 7 00:05:48 00:05:48 00:00:00 00:00:00 0 0.00% 0 0.00%
00:04:47 00:04:47 00:00:00 00:00:00 0.00% 0.00%
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This report displays information about various aspects of interaction processing, including the
number of interactions where a transfer is initiated and the number of interactions that are received
by agent groups. This information is helpful when evaluating whether agent groups are transferring
too many interactions.

Interaction processing (or handling) involves accepting interactions, placing interactions on hold,
consultations, transfers, aftercall work, and conversing with customers.

Use this report to monitor the interaction processing performance of groups of agents over specific
day ranges. The report displays information about Handle Time, Engage Time, Wrap Time, and
various transfer initiation and acceptance metrics.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentGrouplnteractionHandlingReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Group Interaction Handling Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report

Start Date oo
End Date ((jZI;:aose the last day from which to gather report

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select the type of media to include in

AlgelR 15 the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Group Interaction Handling Report

Attribute Description
Tenant This attribute enables data within the reporting
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Attribute

Media Type

Agent Group

Interaction Type

Day

Description
interval to be organized by tenant.

This attribute enables data to be organized by the
interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data within the reporting
interval to be organized by the groups to which
agents belong. An agent can belong to more than
one agent group.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Metrics used in the Agent Group Interaction Handling Report

Metric

Accepted

Responses

Avg Handle Time (Fmt)

Avg Engage Time (Fmt)

Avg Hold Time (Fmt)

Description

The total number of times that customer
interactions or warm consultations were accepted,
answered, pulled, or initiated by agents who belong
to this agent group.

For voice and chat media, this metric represents
the total number of times that customer
interactions or warm consultations were accepted
by agents who belong to this agent group. For
email, this metric represents the total number of
times that agents who belong to this agent group
prepared an outbound reply.

For voice media, this metric is identical to Activity\Accepted; it
returns positive values when agents initiate calls.

The average amount of time, in seconds, that
agents who belong to this agent group spent
handling interactions that the agents received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The average amount of time, in seconds, that
agents who belong to this agent group were
engaged with customers.

The average amount of time, in seconds, that
agents who belong to this group had customer
interactions on hold.

This metric is attributed to the interval in which interactions
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Metric

Avg Wrap Time (Fmt)

Transfer Initiated Agents

% Transfer Initiated

Transfer Received Accepted

%Transfer Received Accepted

Description

arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The average amount of time, in seconds, that
agents who belong to this agent group, spent on
customer interactions while in ACW state.

The total number of times that agents, who belong
to this agent group, transferred customer
interactions.

Both warm and blind transfers are reflected in this metric.

The percentage of accepted customer interactions

The total number of times that agents who belong
to this agent group, received customer interactions
that were successfully transferred to the agents.

Both warm and blind transfers are reflected in this metric.
The percentage of accepted customer interactions

that were successfully transferred (warm or blind)
to agents who belong to this agent group.
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Agent Group Membership Details Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Group Membership Details Report.

This page describes how you can use the (Agents and Details folders) Agent Group Membership
Details Report to understand how agents are distributed among Agent Groups.
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Understanding the Agent Group Membership Details Report

Agent Group Membership Details Report

Agent Group Agent Name Date Added ReDn;ao?ed
, B101_swl (R101_swl) 1/14/2011 11:43:39 AM
AGL , R102_swl (A102_swl) 1/14/2011 11:43:39 AM
Last A601_swl, First A601_swl (A601_swl) 1/14/2011 11:43:39 AM
AG123 . User_Tenant (User_Tenant2) 1/14/2011 11:43:39 AM
, Agentl (Agentl) 1/14/2011 11:43:39 AM
Agent Group 1
. Agent2 (Agent2) 1/14/2011 11:43:39 AM
. Agentl (Agentl) 1/14/2011 11:43:39 AM
Agent Group 2
. Agent2 (Agent2) 1/14/2011 11:43:39 AM
AgentGrouplTen 601_swTenl, 601_swTenl (601_swTenl) 1/14/2011 11:43:39 AM
. MMAgentl (MMAgentl) 1/14/2011 11:43:39 AM
, MMAgent10 (MMAgentl10) 1/14/2011 11:43:39 AM
. MMAgent2 (MMAgent2) 1/14/2011 11:43:39 AM
. MMAgent3 (MMAgent3) 1/14/2011 11:43:39 AM
. . i . . MMAgent4 (MMAgentd) 1/14/2011 11:43:39 AM
Chat distribution for processing
, MMAgent5 (MMAgents) 1/14/2011 11:43:39 AM
, MMAgent6 (MMAgenté) 1/14/2011 11:43:39 AM
, MMAgent7 (MMAgent7) 1/14/2011 11:43:39 AM
, MMAgent8 (MMAgent8) 1/14/2011 11:43:39 AM
, MMAgent9 (MMAgent?9) 1/14/2011 11:43:39 AM
, MMAgentl (MMAgentl) 1/14/2011 11:43:39 AM
. MMAgentl1l0 (MMAgentlo) 1/14/2011 11:43:39 AM
. MMAgent2 (MMAgent2) 1/14/2011 11:43:39 AM
. MMAgent3 (MMAgent3) 1/14/2011 11:43:39 AM
, MMAgent4 (MMAgent4) 1/14/2011 11:43:39 AM
E-mail distribution for processing
, MMAgent5 (MMAgent5) 1/14/2011 11:43:39 AM
. MMAgenté (MMAgenté) 1/14/2011 11:43:39 AM
. MMAgent?7 (MMAgent7) 1/14/2011 11:43:39 AM
, MMAgent8 (MMAgent8) 1/14/2011 11:43:39 AM
, MMAgent9 (MMAgent9) 1/14/2011 11:43:39 AM
E-mail QA review group , MMAgent5 (MMAgent5) 1/14/2011 11:43:39 AM
. 601_forTest (601_forTest) 1/14/2011 11:43:39 AM

E

forTest
. 602_forTe 1/14/2011 11:43:389

Use the Agent Group Membership Details report to generate a detailed view of how agents are
distributed among Agent Groups, including information about when each Agent entered and exited
each group.

You can specify the Date, Agent Group, and Agent.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentGroupMembershipDetails.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:
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Prompts for the Agent Group Membership Details Report

Prompt

Pre-set Day Filter
Report Date
Agent Group

Agent

Description

Choose a day from the list of preset options. This
prompt overrides the Report Date value.

Choose the date for which to collect data into the
report.

Select one or more Agent Groups from which to
gather data into the report.

Select one or more Agents from which to gather
data into the report.

Attributes used in the Agent Group Membership Details Report

Attribute

Agent Group

Agent Name

Description

This attribute enables data to be organized by
Agent Group.

This attribute enables data to be organized by
Agent Name.

Metrics used in the Agent Group Membership Details Report

Metric
Group Membership \ Date Added

Group Membership \ Date Removed

Description

The date and time when the agent joined the
group.

The date and time when the agent left the group.
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Agent Group Queue Business Attribute
Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Group Queue Business Attribute Report.

This page describes how you can use the (Agents folder) Agent Group Queue Business Attribute
Report to learn more about agent performance, including detailed call handling information for each
agent.

Understanding the Agent Group Queue Business Attribute Report

Agent Group Queue B

Tenant Month Agent Group Queue Media Type Interaction Type Service Type
default
DEFAULT SERVICE
ness Attribute Report
Transfer Transfer
Customer Segment Business Result Offered Accepted Initiated Received
Agent Accepted
default DEFAULT BUSINESS RESULT 2 2 0 0
DEFAULT_CUSTOMER SEGMENT DEFAULT BUSINESS RESULT 38 33 7 0
not-typical none 0 0 o] 0
typical unknown 0 0 o] 0
DEFAULT CUSTOMER SEGMENT DEFAULT BUSINESS RESULT 13 10 0 4
not-typical none Q 0 0 0
typical unknown 0 0 0 0
default DEFAULT BUSINESS RESULT 48 40 13 0
not-typical none 0 0 0 0
default DEFAULT BUSINESS RESULT 16 10 0 5
not-typical none Q 0 0 0

This report summarizes how interactions were characterized by:
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* the system or by the agents who accepted and/or transferred them (through the groups to which the
agents belonged).

* the queue-type device through which the interactions were distributed.
¢ the interaction media type (such as voice or chat) and interaction type (such as inbound or internal).

e each month-long period throughout the designated reporting interval.

Drilled results are provided only for month- or higher-level aggregations and for queue to queue
group (and queue group to queue) actions.

Use this report to understand agent-activity results categorized by a wide range of attributes,
including Agent Group, Business Result, Customer Segment, Interaction Type, Media Type, Queue,
and Service Type.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentGroupQueueBusinessResultReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Group Queue Business Attribute Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Start Date Choose the first day from which to gather report

data.
End Date Choose the last day from which to gather report
data.
Optionally, select one or more queues to include in
Queve the report.

Optionally, select one or more groups from which

RIS to gather data for the report.

Optionally, specify what business results to include
Business Result in the report (based on configured business
results).

Optionally, specify what customer segments to
Customer Segment include in the report (based on customer-segment
attribute(s) that are configured for a given tenant).

Optionally, specify what type of service to include
Service Type in the report (based on the type of service that was
assigned to the interaction).

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,

Media Type

Interaction Type
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Prompt Description
and Internal.

For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.

Attributes for the Agent Group Queue Business Attribute Report

Attribute Description

This attribute enables data within the reporting

USRS interval to be organized by tenant.

This attribute enables data within the reporting

Month interval to be organized by a particular month
within a year. Month values are presented in YYYY-
MM format.

This attribute enables data within the reporting
interval to be organized by the groups to which
Agent Group agents belong.

An agent can belong to more than one agent group.

This attribute enables data within the reporting
interval to be organized by the name of the ACD
queue, virtual queue, interaction queue, or
workbin.

Queue

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, Voice,
Email, and Chat.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data to be organized by the
Service Type type of service that was assigned to the
interaction.

This attribute enables data to be organized by the

Customer Segment configured customer segment.

This attribute enables data to be organized by the

Business Result . .
configured business result.

Metrics used in the Agent Group Queue Business Attribute
Report

Metric Description
Offered The total number of times that interactions were
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Metric

Accepted

Transfer Initiated Agent

Transfer Received Accepted

Description

received or initiated by agents who belong to this
agent group.

The count includes interactions that were abandoned while
inviting, handling attempts that the agent rejected, and warm
consultations and conferences that the agent received. This
count excludes simple consultations, whether they were
initiated or received. For AGT_AGENT_QUEUE records, this
metric relies on the value of the short-abandoned threshold
as configured in the [agg-gim-thld-ID-IXN] section.

The total number of times that customer
interactions or warm consultations were accepted,
answered, pulled, or initiated by agents who belong
to this agent group.

For voice media, this metric is identical to Activity\Responses.
The total number of times that agents, who belong

to this agent group, transferred customer
interactions.

Both warm and blind transfers are reflected in this metric.
The total number of times that agents who belong

to this agent group, received customer interactions
that were successfully transferred to the agents.

Both warm and blind transfers are reflected in this metric.

If a resource (for example, an agent or a queue) was added to a group during the reporting interval,
the activities that the resource performed while it was not a group member are excluded from
measurements in the reports. This report includes only those activities that resources perform while

they are part of the group.
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Agent Interaction Hierarchy Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Interaction Hierarchy Report.

This page describes how you can use the (Agents folder) Agent Interaction Hierarchy Report to learn

more about the hierarchy of interactions that were offered to agents.

Understanding the Agent Interaction Hierarchy Report

Agent Interaction Hierarchy Report

Tenant Media Type Agent Name Day Offered A;;:’a‘:d A'j;?:l‘;d Accepted REJ:;'L?"
2016-05-25 1 0 0 0 0

Sqa_15556667770_2275, Sqa_15556667770_2275 (Sqa_15556667770_2275)
Total 1 0 0 0 0
2016-05-25 5 0 5 5 0
2016-06-01 2 0 1 1 0

Sqa_15556667778 2275, Sqa_15556667778_2275 (Sqa_15556667778_2275)
Chat 2016-06-02 1 0 1 1 0
Total 8 0 7 7 0
2016-05-27 6 0 5 5 0
voice_2275_1, voice_2275_1 (voice_2275_1) 2016-06-08 3 0 2 2 0
Total 9 0 7 7 0
2016-05-25 1 0 0 0 0
Sqa_15556667777_2275, Sqa_15556667777_2275 (Sqa_15566667777_2275) 2016-06-02 1 0 1 1 0
Total 2 0 1 1 0
2016-06-02 1 0 1 1 0
Email Sqa_15556667771_2275, Sqa_15556667771_2275 (Sqa_15556667771_2275) 2016-06-13 2 0 2 2 0
Total 3 0 3 3 0
2016-05-25 0 1 2 1

Responses

o o ~N

o

0
0
0
1

Avg
Handle
Time
(Fmt)

00:00:00
00:00:00
00:04:47
00:00:11
00:16:34
00:05:48
00:04:19
00:04:21
00:04:20
00:00:00
23:59:00
23:59:00
00:00:55
00:00:12
00:00:26

00:00:10

Use this report to understand the hierarchy of interactions that were offered to agents, including the
nature of the accepted interactions and responses (whether interactions were threaded, logical, or

base).

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentinteractionHierarchyReport.pdf

The following tables explain the prompts you can select when you generate the report, and the

metrics and attributes that are represented in the report:
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Prompts for the Agent Interaction Hierarchy Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Start Date Choose the first day from which to gather report
data.
End Date gg:aose the last day from which to gather report

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

gl to gather data for the report.
. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Interaction Hierarchy Report

Attribute Description

This attribute enables data within the reporting

IS interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, Voice,
Email, and Chat.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Day
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Metrics used in the Agent Interaction Hierarchy Report

Metric Description

The total number of times that interactions were
received or initiated by an agent.

The count includes interactions that were abandoned while
inviting, handling attempts that the agent rejected, and warm
consultations and conferences that the agent received. This

Offered count excludes simple consultations, whether they were
initiated or received.

For AG2_AGENT_QUEUE records, this metric relies on the value
of the short-abandoned threshold option as configured in the
[agg-gim-thld-ID-IXN] section.

The total number of customer-interaction threads
Accepted Thread that were accepted, pulled, or initiated for the first
time by this agent.

The total number of logical interactions that were
accepted, initiated, or pulled by this agent.

Accepted Unique
P a This metric includes an agent's first participation in outbound

replies to inbound interactions.

The total number of times that customer
Accepted interactions or warm consultations were accepted,
answered, pulled, or initiated by this agent.

The total number of first-time outbound replies in
which this agent participated in response to
customer interactions.

Any number of replies could be prepared in response to a

Responded Unique customer interaction. This metric attributes only the first-
connected reply to this agent, regardless of whether the reply
was sent. This metric excludes outbound replies to
consultations, outbound replies that the agent pulled from his/
her personal workbin or rejected, and system-generated
responses.

For voice and chat media, this metric represents
the total number of times that customer
interactions or warm consultations were accepted
by this agent. For email, this metric represents the

Responses total number of times that the agent prepared an
outbound reply.

For voice media, this metric is identical to Activity\Accepted; it
returns positive values when agents initiate calls.

The average amount of time, in seconds, that this
agent spent handling interactions that the agent

Avg Handle Time (Fmt) received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.
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Agent Interval Based Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Interval Based Report.

This page describes how you can use the (Agents folder) Agent Interval Based Report to learn more
about key agent performance indicators during specific time intervals.

Understanding the Agent Interval Based Report

Agent Interval Based
Active Engage %

Tenant Media Type Agent Name Hour Interaction Type Time Accepted Time Engage

(Fmt) (Fmt) Time

Inbound 00:17:27 00:00:00 0.00%

Internal 00:17:27 3 00:09:28 54.25

2011-04-11 12
Outbound 00:17:27 00:00:00 0.00
ITnknawm nn-17- nn-N0-00 N _NMm
nterval Based Report

Engage % Hold % Consult Consult % Consult Ixn Ixn Wrap % Ixn
epted Time Engage Hold Time Hl.)ld Received Illeceived Recgived Wrap Time Wz:"ap
(Fmt) Time (Fmt) Time Accepted Time (Fmt) Time (Fmt) Time
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
3 00:09:28 54.25% 1 00:00:14 1.34% 0 00:00:00 0.00% 0 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
6 00:03:45 29.68% 0 00:00:00 0.00% 0 00:00:00 0.00% 0 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
4  00:06:11  45.13% 6 00:01:57 14.23% 1 00:00:04 0.49% 0 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00% 00:00:00 0.00%
6 00:02:37 21.72% 2 00:00:04 0.55% 0 00:00:00 0.00% 0 00:00:00 0.00%

00: 00:

This report generates a snapshot of agent interaction-processing activities during a range of hours
that you specify within a particular day. This report is useful to those who manage contact center
operations enabling them to view key performance indicators that are related to the agents they
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supervise and to assess agent productivity. No distinction is made between interactions that are
routed directly from a switch and those that are routed via a mediation DN object. Use this report to
understand agent interaction-processing activities (including Accepted, Consult, Hold, and Wrap
times and percentages) during a specified range of hours.

This is an interval-based report, which means that counts and durations for the bulk of metrics are
recognized in each interval in which interactions occur, regardless of when the interaction began or
ended.

This report shows data only about interactions that occur at agent DNs during active sessions, and
about the status of DNs associated with active agent sessions. To expand the report to include
interactions that occur at DNs not associated with the agent, and the status of DNs not associated
with the agent, contact your Genesys representative.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentintervalBasedReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Interval Based Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.

Report Date Choose the day from which to gather report data.

Optionally, select one or more groups from which

SR to gather data for the report.

Optionally, select one or more agents to include in

Agent the report.

Media Tvoe Optionally, select the type of media to include in
yp the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.
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Attributes used in Agent Interval Based Report

Attribute

Tenant

Media Type

Agent Name

Hour

Interaction Type

Description

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data to be organized by the
interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular hour within
a day. Hour values are presented in YYYY-MM-DD-
HH24 format.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

Metrics used in the Agent Interval Based Report

Metric

Active Time (Fmt)

Accepted

Engage Time (Fmt)

Description

The total amount of time, in seconds, attributable
to the interval between the beginning and end of
this agent’s login session(s) on a particular media
channel.

In the scenarios where an agent logs into multiple switches,
DNs, and/or queues, this measure starts the moment at which
the agent logs in to the first switch/DN/queue (if this login falls
within the interval) and ends at the moment at which the agent
is no longer logged in to any switch/DN/queue (if logout falls
within the interval). Note: If the agent is not forcibly logged out
when the calendar day ends, login duration is split over both
days.

The total number of customer interactions and
warm consultations that were accepted, answered,
pulled, or initiated by this agent within the interval
or accepted, answered, pulled, or initiated in a
prior interval but that ensued in this interval.

The total amount of time (HH:MM:SS) that this
agent was engaged with customers on interactions
that the agent received within the interval or within
a prior interval and that ensued 'in this interval.

This metric might include engagement time for interactions that
the agent made or received while in the Not Ready or ACW
(Wrap) states (if the underlying ICON application supplying data
to Genesys Info Mart is configured appropriately). This metric
excludes engagement time that is associated with
collaborations, consultations, and other interaction-related
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Metric Description
durations, such as hold time, ACW time, and alert (ring) time.

The percentage of time within the interval that this
agent was engaged with customers, relative to the
total duration within the interval of the agent’s
active session on a particular media channel.

% Engage Time

The total number of times within the interval that
this agent had customer calls on hold.

The total amount of time (HH:MM:SS) within the
interval that this agent had customer interactions

Hold Time (Fmt) on hold. This metric counts all held durations for
interactions, whether they were placed on hold
once or more than once.

Hold

The percentage of time that this agent had
customer interactions on hold within the interval,
relative to the total duration of the agent’s active
session within the interval.

% Hold Time

The total number of times within the interval that
this agent received and accepted requests for
collaboration or consultation where the

Consult Received Accepted collaborations/consultations were associated with
customer interactions or where the agent accepted
the interactions after the customer left the
interaction.

The total amount of time (HH:MM:SS) within the
interval that this agent as a recipient spent in
collaborations or consultations, where the

Consult Received Time (Fmt) collaborations/consultations were associated with
customer interactions. This time includes any hold
duration that occurred within the interval and
during the collaboration/consultation.

The percentage of time within the interval that this
agent spent on collaborations or consult

% Consult Received Time interactions that the agent received, relative to the
total duration within the interval of this agent’s
active session on a particular media channel.

The total number of times within the interval that
Ixn Wrap this agent was in ACW (Wrap) state for customer
interactions that the agent received.

The total amount of time (HH:MM:SS) within the
Ixn Wrap Time (Fmt) interval that this agent spent in ACW (Wrap) state
for customer calls that the agent received.

The percentage of time within the interval that this
agent spent in ACW (Wrap) state associated with
customer calls, relative to the total duration of the
agent’s active session within the interval.

% Ixn Wrap Time

This report provides results based on hour-level aggregation.

If a resource (for example, an agent or a queue) was added to a group during the reporting interval,
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the activities that the resource performed while it was not a group member are excluded from
measurements in the reports. This report includes only those activities that resources perform while

they are part of the group.
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Agent Login-Logout Detalls Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Login-Logout Details Report.

This page describes how you can use the (Agents folder and Details folder) Agent Login-Logout
Details Report to learn more about agent login sessions.

Understanding the Agent Login-Logout Details Report

Agent Login-Logout Details Report

Active
Tenant Media Type Agent Name Start Timestamp End Timestamp Time
(Fmt)

4/11/2011 12:30:34 PM 4/11/2011 12:40:38 PM 00:10:04
4/11/2011 12:40:44 PM  4/11/2011 12:44:49 PM 00:04:05
, A6001 sip (R6001 sip)
4/11/2011 12:48:30 PM 4/11/2011 12:51:48 PM 00:03:18
4/11/2011 1:03:16 PM 4/11/2011 1:15:54 PM 00:12:38
4/11/2011 12:31:08 PM 4/11/2011 12:38:02 PM 00:06:54
4/11/2011 12:41:01 PM 4/11/2011 12:44:47 PM 00:03:46
, A6002 sip (RA6002 sip) 4/11/2011 12:48:44 PM 4/11/2011 12:51:46 PM 00:03:02
4/11/2011 1:03:28 PM 4/11/2011 1:08:23 PM 00:04:55
4/11/2011 1:08:44 PM 4/11/2011 1:15:52 PM 00:07:08
4/11/2011 12:31:38 PM 4/11/2011 12:38:04 PM 00:06:26
4/11/2011 12:41:40 PM  4/11/2011 12:44:45 PM 00:03:05
, A6003 sip (R6003 sip)
4/11/2011 12:49:19 PM 4/11/2011 12:50:50 PM 00:01:31
4/11/2011 1:03:51 PM 4/11/2011 1:15:50 PM 00:11:59
Environment Voice
4/11/2011 12:32:09 PM 4/11/2011 12:38:06 PM 00:05:57
, A6004 sip (R6004 sip) 4/11/2011 12:42:28 PM 4/11/2011 12:44:44 PM 00:02:16

4/11/2011 12:51:08 PM 4/11/2011 12:51:44 PM 00:00:36

m

This report shows the times when agents logged in and out and the duration of each login session
during a range of hours that you specify within a day. The report displays the timestamps in the
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tenant’s standard time zone.

If an agent logs in to multiple DNs, the duration of the agent’s overall login session, which is captured
by the Active Time metric, begins with the first login event and ends with the last logout event. If the
agent continues to be logged in over a two-day time span (or longer) and is not forcibly logged out by
the system, login duration is split over each calendar day.

To get a better idea of what this report looks like, view sample output from the report:
SampleHRCXIAgntLoglnOutReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Login-Logout Details Report

Prompt Description

Choose from the convenient list of predefined days

: for which to run the report.
Pre-set Day Filter

The default selection for this report is Today.

Report Date Choose a day for which to run the report.

Optionally, select one or more groups from which

g CRety to gather data for the report.

Optionally, select one or more agents from which

Agent to gather data for the report.
: Optionally, select the type of media to include in
AR R the report; for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.

Optionally, restrict the report to the active session

SEEEIE [ of a particular agent, for a particular media type.

Attributes used in the Agent Login-Logout Details Report

Attribute Description

This attribute enables data within the reporting

USIElls interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.
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Attribute Description

This attribute enables data to be organized by the
Start Timestamp calendar date and time when the agent session
began.

This attribute enables data to be organized by the
calendar date and time when the agent session
ended. If the agent has not logged out, the value of
this attribute is NULL.

End Timestamp

Metrics used in the Agent Login-Logout Details Report

Metric Description

The total amount of time (HH:MM:SS) between the
beginning and end of this agent’s login session(s)
on a particular media channel, irrespective of the
intervals in which the resource session occurs. If an
agent logs into multiple DNs, login duration is
measured from the moment at which the agent
logs in to the first DN to the moment at which the
agent is no longer logged in to any DN. If the
agent’s session was still active when the data was
compiled, the agent’s session duration appears as
null in the reports.

Active Time (Fmt)

If the agent is not forcibly logged out when the calendar dates
ends, login duration is split over both days. Click the values in
the Active Time (Fmt) column to open the Agent Details Activity
Report.
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Agent Not Ready Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Not Ready Report.

This page describes how you can use the (Agents folder) Agent Not Ready Report to learn more
about the time agents spend in the Not Ready State.

Understanding the Agent Not Ready Report

Agent Not Ready Report
. Not
Active Read Not  NotReady  Not Not Ready % Not % Not % Not
Tenant Media Type Agent Name Interaction Type Hour Time Timey Ready In Time Ready  Out Time Ready ReadyIn Ready
(Fmt) In (Fmt) Out (Fmt) Time Time Qut Time
(Fmt)
2011-04-1112  00:17:27 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00%
Inbound
2011-04-1113  00:12:38 00:06:19 00:00:00 00:00:00 50.00% 0.00% 0.00%
2011-04-1112  00:17:27 00:00:00 0 00:00:00 0 00:00:00 0.00% 0.00% 0.00%
Internal
2011-04-1113  00:12:38 00:06:19 0 00:00:00 3 00:01:45 50.00% 0.00% 27.70%
. A6001_sip (A6001_sip)
2011-04-1112  00:17:27 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00%
Outbound
2011-04-1113  00:12:38 00:06:19 00:00:00 00:00:00 50.00% 0.00% 0.00%
2011-04-1112  00:17:27 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00%
Unknown
2011-04-1113  00:12:38 00:06:19 00:00:00 00:00:00 50.00% 0.00% 0.00%
2011-04-1112 001342 00:00:10 00:00:00 00:00:00 1.22% 0.00% 0.00%
Inbound
2011-04-1113 00:12:03 00:05:33 00:00:00 00:00:00 46 .06% 0.00% 0.00%
2011-04-1112 001342 00:00:10 0 00:00:00 0 00:00:00 1.22% 0.00% 0.00%
Internal
2011-04-1113  00:12:03 00:05:33 0 00:00:00 0 00:00:00 46.06% 0.00% 0.00%
, A6002_sip (A6002_sip)
2011-04-1112 00:13:42 00:00:10 00:00:00 00:00:00 1.22% 0.00% 0.00%
Environment  Voice Outbound
2011-04-1113  00:12:03 00:05:33 00:00:00 00:00:00 46.06% 0.00% 0.00%
2011-04-1112  00:13:42 00:00:10 00:00:00 00:00:00 1.22% 0.00% 0.00%
Unknown
2011-04-1113  00:12:03 00:05:33 00:00:00 00:00:00 46.06% 0.00% 0.00%
2011-04-1112  00:11:02 00:01:47 00:00:00 00:00:00 16.16% 0.00% 0.00%
Inbound
2011-04-1113  00:11:59 0o:10:41 00:00:00 00:00:00 89.15% 0.00% 0.00%
2011-04-1112 00:11:02 00:01:47 1] 00:00:00 0 00:00:00 16.16% 0.00% 0.00%
Internal
2011041113 00:11:59 o014 0 00:00:00 0 00:00:00 89.15% 0.00% 0.00%
- 03_sip)
2011-04-1 16.16% 0.00%

This report provides detailed information about the time agents spend in the NotReady state.

Use this report to monitor the counts, durations, and percentages of calls that are made and received
by an agent, while that agent’s state is NotReady, during a range of hours that you specify within a
particular day.
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This report shows data only about interactions that occur at agent DNs during active sessions, and
about the status of DNs associated with active agent sessions. To expand the report to include
interactions that occur at DNs not associated with the agent, and the status of DNs not associated
with the agent, contact your Genesys representative.

Note the following limitations:

e This report provides meaningful data for the Not Ready *In and *Out metrics only if the
ICON application that is supplying data to the Info Mart database is configured to
recognize uninterrupted ACW and NotReady states (see the gls-enable-acw-busy
configuration option in the [gts] section on the Annex tab of the Switch configuration
object).

* In situations where agents indicate they are ready when in fact they are handling calls,
the % Not Ready In Time and % Not Ready Out Time metrics may exceed 100%.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentNotRdyReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Not Ready Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.

Report Date Choose a day for which to run the report.

Optionally, select one or more groups from which

SR SR to gather data for the report.

Optionally, select one or more agents to include in

Agent the report.
. Optionally, select the type of media to include in
Medialiype the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.
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Attributes used in the Agent Not Ready Report

Attribute Description

This attribute enables data within the reporting

USlrEfls interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular hour within
a day. Hour values are presented in YYYY-MM-DD-
HH24 format.

Hour

Metrics used in the Agent Not Ready Report

Metric Description

The total amount of time, in seconds, attributable
to the interval between the beginning and end of
this agent’s login session(s) on a particular media
channel. In the scenario in which an agent logs into
multiple switches, DNs, and/or queues, this metric
starts at the moment when the agent logs in to the

Active Time (Fmt) first switch/DN/queue (if this login falls within the
interval) and ends at the moment when the agent
is no longer logged in to any switch/DN/queue (if
logout falls within the interval).

If the agent is not forcibly logged out when the calendar day
ends, login duration is split over both days.

The total amount of time (HH:MM:SS) within the
interval that this agent was in the NotReady state

Not Ready Time (Fmt) for a particular media channel (including Do Not
Disturb duration, if configured) regardless of
whether a reason was indicated.

The total number of times that this agent was
Not Ready In handling customer calls that were accepted while
the agent was in the NotReady state.

The total amount of time (HH:MM:SS) that this
agent was handling customer interactions that the

Not Ready In Time (Fmt) agent received while the agent was in the
NotReady state. This time includes the alert (ring)
time of the accepted interactions.
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Metric Description

The total number of times that this agent initiated
outbound or internal interactions while in the

Not Ready Out NotReady state. The count excludes consultations
that the agent participated in while in NotReady
state.

The total amount of time (HH:MM:SS) that this
agent spent handling outbound or internal
interactions that the agent initiated while in the

Not Ready Out Time (Fmt) NotReady state. This duration includes dial time,
engagement time, and hold time and excludes
consultations that the agent participated in while in
NotReady state.

The percentage of time within the interval that this
agent’s state was NotReady, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

% Not Ready Time

The percentage of time that this agent spent on
customer interactions that were accepted within
the interval while the agent was in the NotReady
state, relative to the agent’s total NotReady

% Not Ready In Time duration within the interval for a particular media
channel.

Consultations and collaborations that the agent receives while in
the NotReady state are excluded from this percentage.

The percentage of time that this agent spent on
customer interactions that were dialed within the

% Not Ready Out Time interval while the agent was in the NotReady state,
relative to the agent’s total NotReady duration
within the interval.
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Agent Not Ready Reason Code Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Not Ready Reason Code Report.

This page describes how you can use the (Agents folder) Agent Not Ready Reason Code Report to
learn more about agent performance, including detailed call handling information for each agent.

Understanding the Agent Not Ready Reason Code Report

Agent Not Ready Reason Code Report
Not % Not
Read % Not  Not Ready Not Ready Read
Tenant Media Type Agent Name Hour Reason Code =1 Ready Reason Reason Time )
Time Time Count (Fmt) Reason
(Fmt) Time
NO REASON 00:00:00 0.00% 00:00:00 0.00%
RC_soft_2=71 00:00:00 0.00% 00:00:00 0.00%
2011-04-11 12
RC_soft_3=81 00:00:00 0.00% 00:00:00 0.00%
RC_soft=89 00:00:00 0.00% 00:00:00 0.00%
, AB001_sip (A6001_sip)
NO REASON 00:06:19 50.00% 00:00:00 0.00%
RC_soft_2=71 00:06:19 50.00% 00:00:00 0.00%
2011-04-11 13
RC_soft_3=81 00:06:19 50.00% 00:00:00 0.00%
RC_soft=89 00:06:19 50.00% 00:00:00 0.00%
NO REASON 00:00:10 1.22% 00:00:00 0.00%
RC_soft_2=71 00:00:10 1.22% 00:00:00 0.00%
2011-04-1112
RC_soft_3=81 00:00:10 1.22% 00:00:00 0.00%
Environment  Voice
RC_soft=89 00:00:10 1.22% 00:00:00 0.00%
, ABD02_sip (AB002_sip)
NO REASON 00:05:33 46.06% 00:00:00 0.00%
RC_so = 00:00:00 0.00%,

This report provides counts, durations, and percentages for each NotReady reason code during the
range of hours that you specify within a particular day. The reason codes that are provided by this
report are not necessarily tied to specific interactions.

Use this report to understand the time agents spent in a NotReady state, and to identify the most
common reasons given, the longest durations, and to identify those agents who spend the most or
least amount of time in the NotReady state.
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This report shows data only about interactions that occur at agent DNs during active sessions, and
about the status of DNs associated with active agent sessions. To expand the report to include
interactions that occur at DNs not associated with the agent, and the status of DNs not associated
with the agent, contact your Genesys representative.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentNtRdyRsnCdReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Not Ready Reason Code Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.

Report Date Choose a day for which to run the report.

Optionally, select one or more groups from which

HEJEIE (S to gather data for the report.

Optionally, select one or more agents from which

Agent to gather data for the report.

Optionally, select the type of reason code on which

Reason Code Type to gather data.

Optionally, select the type of media to include in

Media Type the report—for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Not Ready Reason Code Report

Attribute Description

This attribute enables data within the reporting

VST interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
Hour interval to be organized by a particular hour within
a day. Hour values are presented in YYYY-MM-DD-
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Attribute Description
HH24 format.

This attribute enables data within the reporting
Reason Code interval to be organized by the reason that the
agent selected.

Metrics used in the Agent Not Ready Reason Code Report

Metric Description

The reason code key of the agent’s not-ready state,
and the key’s value. You can customize this report
to display only the key values, if values are distinct
in your environment.

The total amount of time (HH:MM:SS) within the
interval that this agent was in the NotReady state

Not Ready Time (Fmt) for a particular media channel (including Do Not
Disturb duration, if configured) regardless of
whether a reason was indicated.

Reason Code

The percentage of time within the interval that this
agent’s state was NotReady, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

% Not Ready Time

The total number of times within the interval that
this agent was in the NotReady state on a
particular media channel (including instances of Do
Not Disturb, if configured) for this reason.

The total amount of time (HH:MM:SS) within the
interval that this agent was in the NotReady state

Not Ready Reason Count

Not Ready Reason Time (Fmt) on a particular media channel (including Do Not
Disturb duration, if configured) for the specified
reason.

The percentage of time within the interval that this
agent was in the NotReady state that can be
attributed to a specific hardware or software reason

% Not Ready Reason Time code, relative to the agent’s total NotReady
duration within the interval for a particular media
channel. If no reason codes have been set up in
your environment, this metric returns 0.

For this report to be useful, your environment must both configure hardware and/or software reason
codes, and enable contact center operators to assign hardware- or software-related reasons for
placing their voice-specific DNs in a NotReady state.

Software reason codes have a higher priority than hardware reason codes. When reason codes of
both types occur simultaneously, Genesys Info Mart records the software reason to the Info Mart
database.
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Agent Omnichannel Activity Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Omnichannel Activity Report.

This page describes how you can use the (Agents folder) Agent Omnichannel Activity Report to see
detailed information about how each agent's active time was used.

Tip
This report is similar to the Agent Summary Activity Report (Active), with the notable
difference that this report does not distinguish between different media channels.
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Understanding the Agent Omnichannel Activity Report

Omni Active Omni Ready o Not Omni Busy Omni Wrap Gl s . O
Tenant Agent Name Day 3 9 Ready Time " 8 State Time Omni Ready
Time (Fmt) Time (Fmt) Time (Fmt) Time (Fmt)
(Fmt) (Fmt)

2011-04-11 00:30:05 00:10:11 00:06:19 00:13:35 00:00:00 00:00:00 10

+A6001.slp 2011-04-13 00:08:07 00:00:33 00:00:00 00:07:34 00:00:00 00:00:00 4

(A6001_sip)
2011-11-10 00:10:22 00:04:12 00:03:15 00:02:55 00:00:00 00:00:00 7

A si| [Omni Other N i . o q q

HUUPD : Omni Not ) % OmniReady % Omni Not %OmniBusy  %OmniWrap % OmniOther

(A6002_sip) |State Time Omni Ready Omni Busy Omni Wrap X N ) X X

Fmi) Ready Time Ready Time Time Time State Time

00:00:00 10 1 6 0 33.85% 21.00% 45.15% 0.00% 0.00%
00:00:00 4 0 2 0 6.78% 0.00% 93.22% 0.00% 0.00%
00:00:00 7 2 3 0 4051% 31.35% 28.14% 0.00% 0.00%

A6003_si| N "

(A6003.si 00:00:00 12 5 10 0 31.97% 22.20% 45.83% 0.00% 0.00%
00:00:00 5 0 2 0 6.12% 0.00% 93.88% 0.00% 0.00%
00:00:00 6 5 5 0 9.22% 32.41% 58.37% 0.00% 0.00%
00:00:00 12 8 8 0 15.16% 53.08% 31.76% 0.00% 0.00%
00:00:00 5 3 3 0 7.55% 46.80% 45.65% 0.00% 0.00%

A6004_si

: == 00:00:00 9 4 8 0 20.49% 54.16% 25.34% 0.00% 0.00%
00:00:00 4 2 4 0 46.01% 31.18% 22.81% 0.00% 0.00%
00:00:00 7 5 5 0 9.14% 46.87% 43.99% 0.00% 0.00%
00:00:00 12 8 8 0 8.10% 57.76% 34.14% 0.00% 0.00%
00:00:00 4 3 3 0 5.19% 57.79% 37.02% 0.00% 0.00%
00:00:00 4 0 3 0 48.39% 0.00% 51.61% 0.00% 0.00%
00:00:00 6 2 4 0 24.21% 50.00% 25.79% 0.00% 0.00%
00:00:00 7 5 0 15.54% 69.09% 15.37% 0.00%

This report provides a breakdown of the duration of the different states that an agent can be in
(Ready, Not Ready, Busy, and Other), across all media channels, fully accounting for the agent's
interaction time (time spent handling interactions).

Use this report to understand how much of agent total active time was spent in each state,
summarized for all media types. The report tracks a wide range of metrics, which break down both
the amount and percentage of active time spent in each state, and the number of times the agent
was in each state.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentOmnichannelActivityReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Omnichannel Activity Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.
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Prompt Description
Start Date Choose the first day from which to gather report
data.
End Date ggé)aose the last day from which to gather report

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

e to gather data for the report.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Omnichannel Activity Report

Attribute Description

This attribute enables data within the reporting

VST interval to be organized by tenant.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Day

Metrics used in the Agent Omnichannel Activity Report

Metric Description

The total amount of time (HH:MM:SS) attributable
to the interval between the beginning and end of
this agent’s login session(s), irregardless of media
channel. In the scenario in which an agent logs into
multiple switches, DNs, and/or queues, this metric
starts the moment at which the agent logs in to the
first switch/DN/queue (if this login falls within the
interval) and ends at the moment at which the
agent is no longer logged in to any switch/ DN/
queue (if logout falls within the interval).

The total amount of time (HH:MM:SS) that this

Omni Active Time (Fmt)

Omni Ready Time (Fmt) agent was in the Ready state, irregardless of media
channel.
The total amount of time (HH:MM:SS) within the
Omni Not Ready Time (Fmt) interval that this agent was in the NotReady state,

irregardless of media channel (including Do Not

Genesys Engage cloud Reporting Guide 115



Historical Reporting with Genesys CX Insights

Agents reports

Metric

Omni Busy Time (Fmt)

Omni Wrap Time (Fmt)

Omni Other State Time (Fmt)

Omni Ready
Omni Not Ready
Omni Busy

Omni Wrap

% Omni Ready Time

% Omni Not Ready Time

% Omni Busy Time

% Omni Wrap Time

% Omni Other State Time

Description

Disturb duration, if configured) regardless of
whether a reason was indicated.

The total duration (HH:MM:SS) of all of interaction-
processing activities, including the time that is
associated with requests for consultation that the
agent received and excluding the time spent
processing after-call work, irregardless of media
channel.

The total amount of time (HH:MM:SS) within the
interval that this agent spent in ACW (Wrap) state
whether or not the reason for entering this state
was related to an interaction, irregardless of media
channel.

The total amount of time (HH:MM:SS) that the state
of this agent was neither Ready nor NotReady after
login, irregardless of media channel. The situation
in which the state of an agent is neither Ready nor
NotReady usually occurs upon first login if the
switch, for instance, does not force agents into the
Ready state upon login.

The number of times the agent entered the Ready
state, irregardless of media channel.

The number of times the agent entered the Not
Ready state, irregardless of media channel.

The number of times the agent entered the Busy
state, irregardless of media channel.

The number of times the agent entered the Wrap
state, irregardless of media channel.

The percentage of time within the interval that this
agent’s state was Ready, relative to the total
duration within the interval of the agent’s active
session, irregardless of media channel.

The percentage of time within the interval that this
agent’s state was NotReady, relative to the total
duration within the interval of the agent’s active
session, irregardless of media channel.

The percentage of time of all interaction-processing
activities, irregardless of media channel.

The percentage of time that this agent spent in
ACW (Wrap) state within the interval, relative to the
total duration of the agent’s active session within
the interval, irregardless of media channel.

The percentage of time that the state of this agent
was neither Ready nor NotReady after login,
irregardless of media channel.
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Agent Outbound Campaign Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Outbound Campaign Report.

This page describes how you can use the (Agents folder) Agent Outbound Campaign Report to see
detailed information about agent performance in your outbound campaigns.

Understanding the Agent Outbound Campaign Report

Agent Outbound Campaign Report

Tenant Agent Name Campaign Business Result Day

C_2275.June_1_2 1550C88360A14C6100A14017200000000000 DEFAULT_BUSINESS_RESULT = 2016-06-0
Sqa_15556667777_2275, Sqa_15556667777_2275 (Sqa_15556667777_2275) C_2275May_25_1.154E7F0364D5B51430A14017200000000000 DEFAULT_BUSINESS_RESULT = 2016-05-25
Environment
C_2275May_27_1.154F21604BC0CO7550A14017200000000000 DEFAULT_BUSINESS_RESULT 20160527

Total

Total \

Agent Outbound Campaign Report

badle | ER0C ol od G Wep (R preew 0
Campaign Business Result Day . Time 9ag Time . Time 'rap Time )

Time (Fmt) Time (Fmt) Time (Fmt) Time (Fmt) Time

(Fmt) (Fmt) (Fmt) (Fmt) (Fmt)

360A14C6100A14017200000000000 DEFAULT_BUSINESS RESULT  2016-06-01 00:00:07 00:00:07 00:00:07  00:00:00  00:00:00 00:00:00 00:00:00  00:00:00 00:00:00
64D5B51430A14017200000000000 DEFAULT_BUSINESS_RESULT = 2016-05-25 00:00:25 00:00:50 00:00:25  00:00:00  00:00:00 00:00:00 00:00:00  00:00:00 00:00:00
BCOCO7550A14017200000000000 DEFAULT_BUSINESS_RESULT = 2016-05-27 00:00:14 00:00:14 00:00:14  00:00:00  00:00:00 00:00:00 00:00:00  00:00:00 00:00:00
00:00:18  00:01:11 00:00:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

00:00:18  00:01:11 00:00:18 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

This report provides total and average durations of call-handling activities (including Handle Time,
Wrap Time, Preview Time, Engage Time, and Hold Time) for agents who participate in outbound
campaigns.

Use this report in conjunction with the reports in the Outbound Campaign folder to understand agent
performance in your outbound campaigns, by reviewing total and average durations of call handling
activities (including Handle Time, Wrap Time, Preview Time, Engage Time, and Hold Time) for each
agent.
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To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentOutboundCampaignReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent OQutbound Campaign Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report
data.

End Date gg;)aose the last day from which to gather report

Optionally, select one or more Business Results to
include in the report.

Start Date

Business Result

Optionally, select one or more campaigns from

R which to gather data for the report.

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

ARSI to gather data for the report.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Outbound Campaign Report

Attribute Description

This attribute enables data within the reporting

USRS interval to be organized by tenant.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the

Campaign name of the outbound campaign.

This attribute enables data to be organized by the

Business Result ) .
configured business result.

This attribute enables data within the reporting
Day interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
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Attribute Description
MM-DD format.

Metrics used in the Agent OQutbound Campaign Report

Metric Description

The average amount of time (HH:MM:SS) that this
agent spent handling interactions that the agent

Avg Handle Time (Fmt) received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The total amount of time (HH:MM:SS) that this
Engage Time (Fmt) agent was engaged with customers on interactions
that the agent received.

The average amount of time (HH:MM:SS) that this
agent was engaged with customers.

The total amount of time (HH:MM:SS) that this
Hold Time (Fmt) agent had customers on hold for interactions that
were associated with this campaign.

The average amount of time (HH:MM:SS) that this
agent had customer interactions on hold.

Avg Engage Time (Fmt)

Avg Hold Time (Fmt) This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The total amount of time (HH:MM:SS) that this
) agent spent in ACW (Wrap) state for customer
Wrap Time (Fmt) interactions that the agent received and that were
associated with this campaign.

The average amount of time (HH:MM:SS) that this
Avg Wrap Time (Fmt) agent spent on customer interactions while in ACW
(Wrap) state.

The total amount of time (HH:MM:SS) that this
agent spent previewing customer interactions that

Preview Time (Fmt) are associated with this campaign that the agent
requested or that Interaction Server pushed to the
agent’s desktop.

The average amount of time (HH:MM:SS) that this

agent spent previewing interactions that the agent
requested or that Interaction Server pushed to the
agent’s desktop.

Avg Preview Time (Fmt)
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Agent Queue Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Queue Report.

This page describes how you can use the (Agents folder) Agent Queue Report to learn more about
agent performance, including detailed call handling information for each agent.

Understanding the Agent Queue Report

Agent Queue Report

Tenant Media Type Agent Name Queue Queue Type Interaction Type Day Accepted

2011-04-11 0

, B6001_sip (Re001_sip) UNENOWN  UNENOWN Internal
2011-11-10
gent Queue Report
LA Engage ) Hold Avg Hold Wrap AvVg Wrap
Type Day Accepted H;:;ie Time Egg;ge Time Time Time Time
(Fmt) (Fmt) (Fmt) (Fmt) (Fmt) (Fmt) (Fmt)

2011-04-11 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
2011-11-10 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
2011-04-13 2 00:03:06 00:03:20 00:01:40 00:02:52 00:01:26 00:00:00 00:00:00
2011-04-11 10 00:01:05 00:08:48 00:00:53 00:02:01 00:00:24 00:00:00 00:00:00
2011-11-03 5 00:01:12 00:04:36 00:00:55 00:01:26 00:00:17 00:00:00 00:00:00
2011-11-08 8 00:01:03 00:05:42 00:00:43 00:02:40 00:00:20 00:00:00 00:00:00
2011-11-10 3 00:00:52 00:02:06 00:00:42 00:00:31 00:00:16 00:00:00 00:00:00
2011-04-11 3 00:00:39 00:01:24 00:00:28 00:00:17 00:00:09 00:00:00 00:00:00
2011-04-11 3 00:01:06 00:03:04 00:01:01 00:00:09 00:00:05 00:00:00 00:00:00
2011-04-13 2 00:00:10 00:00:08 00:00:04 00:00:00 00:00:00 00:00:00 00:00:00
2011-11-03 4 00:00:44 00:00:56 00:00:14 00:00:00 00:00:00 00:00:00 00:00:00
2011-11-08 7 00:01:00 00:03:29 00:00:30 00:00:44 00:00:15 00:00:00 00:00:00
2011-11-10 3 00:00:33 00:01:26 00:00:29 00:00:00 00:00:00 00:00:00 00:00:00
2011-04-11 2 00:01:13 00:02:12 00:01:06 00:00:04 00:00:04 00:00:00 00:00:00
2011-04-11 1 00:01:52 00:01:43 00:01:43 00:00:05 00:00:05 00:00:00 00:00:00
2011-04-13 2 00:00:13 00:00:13 00:00:07 00:00:00 00:00:00 00:00:00 00:00:00
2011-11-03 00:01: 00:00:00 00:00:00
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This report enables supervisors to monitor the interaction-processing performance of an agent (or all
agents) by the queue from which interactions were distributed during a range of days that you
specify. The report plots average handle time by agent and by queue (or virtual queue). Interaction
processing (or handling) involves accepting interactions, placing calls on hold, consultations,
transfers, after-call work, and conversing.

Genesys supports customization of the Avg Handle Time metric to align it with your business’s own
definition of this term. For the supported alternate definition(s), open the properties of this metric in
the universe and read its description.

Use this report to understand agent interaction-processing on a queue-by-queue basis, based on
Engage, Hold, and Wrap times and percentages.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentQueueReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Queue Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report

Start Date data.
End Date g;;)aose the last day from which to gather report

Optionally, select one or more queue groups to

Queue Group include in the report.

Optionally, select one or more queues to include in

Qs the report.

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents to include in

Agent the report.
. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.
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Attributes used in the Agent Queue Report

Attribute

Tenant

Media Type

Agent Name

Queue

Queue Type
Interaction Type

Day

Metrics used in the Agent Queue

Metric

Accepted

Avg Handle Time (Fmt)

Engage Time (Fmt)

Description

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data to be organized by the
interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by the name of the ACD
queue, virtual queue, interaction queue, or
workbin.

This attribute enables data within the reporting
interval to be organized by the type of queue, such
as ACDQueue, VirtualQueue, InteractionQueue, or
InteractionWorkBin.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Report

Description

The total number of times that customer
interactions or warm consultations were accepted,
answered, pulled, or initiated by this agent.

For voice media, this metric is identical to Activity\Responses.

The average amount of time (HH:MM:SS) that this
agent spent handling interactions that the agent
received and were distributed or pulled from this
queue.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

For interactions that were distributed or pulled from
this queue, the total amount of time (HH:MM:SS)
that this agent was engaged with customers on
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Metric

Avg Engage Time (Fmt)

Hold Time (Fmt)

Avg Hold Time (Fmt)

Wrap Time (Fmt)

Avg Wrap Time (Fmt)

Description
interactions that the agent received.

This metric excludes other interaction-related durations, such as
hold time, ACW (Wrap) time, alert (ring) time, and time that is
spent in collaboration or consultation.

For interactions that were distributed or pulled from
this queue, the average amount of time
(HH:MM:SS) that this agent was engaged with
customers.

The total amount of time (HH:MM:SS) that this
agent had customer interactions, distributed from
this queue, on hold.

The average amount of time (HH:MM:SS) that this
agent had customer interactions, that were
distributed from this queue, on hold. This metric is
attributed to the interval in which interactions
arrived at the agent (which can differ from the
interval in which the interactions were placed on
hold).

The total amount of time (HH:MM:SS) that this
agent was in ACW state for customer interactions
that the agent received from this queue.

This metric is attributed to the interval in which the agent was
offered the interaction for which ACW was invoked.

The average amount of time (HH:MM:SS) that this
agent spent on customer interactions while in ACW
state, where the interactions were distributed from
this queue.

For multiple-switch environments that share the same queue names across switches, you can
customize this report to recognize a particular switch-queue combination (instead of the queue alone)

to retrieve the desired results.

This report also provides results for interaction-flow scenarios where the interactions do not flow

through any queue device.

Genesys Engage cloud Reporting Guide

123



Historical Reporting with Genesys CX Insights

Agents reports

Agent Social Engagement Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Social Engagement Report.

This page describes how you can use the (Agents folder) Agent Social Engagement Report to learn
more about average agent social media scores.

Understanding the Agent Social Engagement Report

Tenant Media Type Agent Name

. ABO01_sip (A6001_sip)

, ABO02_sip (A6002_sip)

. A6003_sip (A6003_sip)

Environment  Voice
. A6004_sip (AB004_sip)

. AB005_sip (A6005_sip)

Use this report to view, for each agent and day, detailed information about average social media

Category

blue

blue

green

none

blue

Classify

positive

neutral

positive

neutral

neutral

Agent Social Engagement Report

o

Category

wide

wide

wide

wide

none

Category Classify Actionability Category

positive

neutral

positive

positive

positive

Day

2011-04-11
2011-04-13
2011-11-10
2011-04-11
2011-04-13
2011-11-03
2011-11-08
2011-11-10
2011-04-11
2011-04-13
2011-11-03
2011-11-08
2011-11-10
2011-04-11
2011-04-13
2011-11-03
2011-11-08
2011-11-10
2011-11-03

1-11-08

Avg Avg Avg

d i fl Actionability
Score Score Score
9 1.05 1.00 250
2 250 250 1.05
3 1.00 1.50 250
10 250 250 1.00
2 1.50 3.00 250
5 250 250 1.50
8 3.00 1.00 250
3 250 250 3.00
6 1.00 1.50 250
2 250 0.00 1.00
4 1.50 3.00 2550
7 0.00 250 150
3 3.00 1.00 250
3 250 2550 3.00
2 1.00 150 2,50
0 250 3.00 1.00
2 1.50 250 250
0 450 1.00 150
0 3.00 250 0.00

1.00

150

1.00

scores in each configured standard response, or category. The report includes averaged Sentiment,
Influence, and Actionability scores.

HRCXIAgentSocialEngagementReport.pdf

The following tables explain the prompts you can select when you generate the report, and the

metrics and attributes that are represented in the report:
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Prompts for the Agent Social Engagement Report

Prompt
Pre-set Date Filter

Start Date
End Date
Agent Group
Agent

Category

Classify Sentiment Category

Classify Actionability Category

Influence Category

Media Type

Tenant

Description
Optionally, select a date on which to report.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select one or more groups from which
to gather data for the report.

Optionally, select one or more agents from which
to gather data for the report.

Optionally, select one or more categories from
which to gather data for the report.

Optionally, select a value to filter the report based
on customer sentiment; generally positive,
negative, or neutral.

Optionally, select a value to filter the report based
on the degree to which interactions require agent
attention—their actionability.

Optionally, select a value to filter the report based
on the customer’s clout (amassed on social
networks at the time that interactions entered or
began within the contact center).

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

For multi-tenant environments, optionally select
the tenant(s) for which to include data in the
report.

Attributes used in the Agent Social Engagement Report

Attribute

Tenant

Media Type

Agent Name

Category

Classify Sentiment Category

Description

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data to be organized by the
interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the
standard responses to interactions that are
configured in your environment.

This attribute enables data to be organized by the
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Attribute

Influence Category

Classify Actionability Category

Day

Description

characteristic of interactions that reflects the
attitude expressed therein, generally positive,
negative, or neutral.

This attribute enables data to be organized by the
customer’s clout that has amassed on social
networks at the time that interactions entered or
began within the contact center.

This attribute enables data to be organized by the
characteristic of interactions that reflects the
attitude expressed therein, generally positive,
negative, or neutral.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Metrics used in the Agent Social Engagement Report

Metric

Accepted

Avg Sentiment Score

Description

The description of this metric varies according to
the attributes and filters in the report query:

e Agent Attribute: The total number of times that
customer interactions or warm consultations
were accepted, answered, pulled, or initiated by
this agent.

* Agent Group Attribute: The total number of
times that customer interactions or warm
consultations were accepted, answered, pulled,
or initiated by agents who belong to this agent
group.

e Agent and Queue Attributes: The total number
of times that customer interactions or warm
consultations that were distributed from this
queue were accepted, answered, pulled, or
initiated by this agent.

The description of this metric varies according to
the attributes and filters in the report query:

e Agent Attribute: The average score reflecting
the attitude expressed by customers for
interactions that were handled by this agent.

e Agent Group Attribute: The average score
reflecting the attitude expressed by customers
for interactions that were handled by agents
belonging to this agent group.
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Metric Description

¢ Agent and Queue Attributes: The average score
reflecting the attitude expressed by customers
for interactions that were distributed from this
queue and handled by this agent.

The average considers only those interactions for which a
sentiment score was assigned.

The description of this metric varies according to
the attributes and filters in the report query:

e Agent Attribute: The average score representing
the clout amassed on social networks for
interactions handled by this agent.

e Agent Group Attribute: The average score
representing the clout amassed on social
Avg Influence Score networks for interactions handled by agents
belonging to this agent group.

e Agent and Queue Attributes: The average score
representing the clout amassed on social
networks for interactions that were distributed
from this queue and handled by this agent.

The average considers only those interactions for which an
actionability score was assigned.

The description of this metric varies according to
the attributes and filters in the report query:

e Agent Attribute: The average score, assigned to
interactions that were handled by this agent,
measuring the degree to which interactions
required agent attention.

e Agent Group Attribute: The average score,
assigned to interactions that were handled by
ts bel ing to thi t ,
Avg Actionability Score agents be onging to tis agen’ group

measuring the degree to which interactions
required agent attention.

¢ Agent and Queue Attributes: The average score,
assigned to interactions that were distributed
from this queue and handled by this agent,
measuring the degree to which interactions
required agent attention.

The average considers only those interactions for which an
actionability score was assigned.

Genesys Engage cloud Reporting Guide 127



Historical Reporting with Genesys CX Insights Agents reports

Agent State Detalls Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent State Details Report.

This page describes how you can use the (Agents folder and Details folder) Agent State Details
Report to learn more about how agents use their time when not in a call.

Understanding the Agent State Details Report

Agent State Details Report
Reason
Tenant Media Type Agent Name Start Timestamp State Reason Timestamp Reason Code Du(r;ltti)on Time Active
(Fmt)

4/11/2011 12:30:34 PM Ready 00:00:20 00:00:00

4/11/2011 12:30:54 PM Busy 00:03:35 00:00:00

4/11/2011 12:34:29 PM Ready 00:06:09 00:00:00

4/11/2011 12:40:44 PM Ready 00:00:11 00:00:00

4/11/2011 12:40:55 PM Busy 00:03:45 00:00:00

4/11/2011 12:44:40 PM Ready 00:00:09 00:00:00

4/11/2011 12:48:30 PM Ready 00:00:10 00:00:00

4/11/2011 12:48:40 PM Busy 00:03:01 00:00:00

. A6001_sip (R6001_sip) 4/11/2011 12:51:41 PM Ready 00:00:07 00:00:00
4/11/2011 1:03:16 PM Ready 00:00:06 00:00:00

4/11/2011 1:03:22 PM Busy 00:01:02 00:00:00

4/11/2011 1:04:24 PM Ready 00:01:34 00:00:00

4/11/2011 1:05:58 PM Busy 00:01:16 00:00:00

4/11/2011 1:07:14 PM Ready 00:01:16 00:00:00

Environment Voice

4/11/2011 1:08:30 PM Busy 00:00:56 00:00:00

4/11/2011 1:09:26 PM Ready 00:00:09 00:00:00

4/11/2011 1:09:35 PM NotReady 00:06:19 00:00:00

Read 00:00:00 00:00:00
4/11/2011 12:3]1:

This report displays the timestamps and durations of the various agent-state changes during a range
of hours that you specify within a given day. This information enables supervisors to track how an
agent spent his or her time in various non call-related states and to make assessments about how
well this time was spent. If a hardware- or software-related reason was logged for any state, this
reason also appears in the report.

Use this report for monitoring an agent's noncall-related activities, especially
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under those circumstances in which the agent is paid by the minute.

If the agent continues to be logged in over a two-day time span (or longer) and is not forcibly logged
out by the system, state duration is split over each calendar day.

To get a better idea of what this report looks like, view sample output from the report:

SampleAgntStatReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent State Details Report

Prompt Description

From the convenient list of predefined days, choose

el [Bgy A= a day for which to run the report.

Report Date Choose a day for which to run the report.

Optionally, select one or more groups from which

AEJEIE (CE to gather data for the report.

Optionally, select one or more agents from which

Agent to gather data for the report.

Optionally, select the reason code to include in the

Reason Code Type report.

Optionally, select the type of media to include in

Media Type the report—for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select

Tenant the tenant(s) for which to include data in the
report.

Attributes used in the Agent State Details Report

Attribute Description

This attribute enables data within the reporting

SIS interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the

Start Timestamp moment that the agent entered a specific state.

State This attribute enables data within the reporting
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Attribute Description

interval to be organized by the agent’s state.
Status values depend on the Genesys application
(for example, Interaction Concentrator) that
provides source data to Genesys Info Mart. For
state values, refer to the description of this Info
Mart table column in the Genesys Info Mart
Physical Data Model documentation for your
RDBMS (available from Genesys Info Mart
documentation).

This attribute enables data to be organized by the
Reason Timestamp moment when the agent entered a specific state-
reason combination.

This attribute enables data within the reporting
Reason Code interval to be organized by the reason that the
agent selected.

Metrics used in the Agent State Details Report

Metric Description

The difference (HH:MM:SS) between the beginning
and end of the agent’s state.

The total amount of time (HH:MM:SS) that this
agent was in a specific state for a specific reason,
irrespective of the interval(s) in which the state-
reason combination endures. This time is measured
from the moment at which the agent enters this
state-reason combination to the moment at which
the agent exits this state or state-reason
combination. If the agent’s state was still active
when the data was compiled, the duration of the
agent in this state appears as null in the reports.

Duration (Fmt)

Reason Time (Fmt)

The Active column is a report variable based on the
Active values of the Active Reason and Active State
attributes.

For this report to provide reason codes that might be associated with an agent’s state, your
environment must configure hardware and/or software reason codes. When configured, one report
instance will provide either hardware- or software-related reasons, but not both in the same report.

For this report to provide uninterrupted ACW and NotReady state details, you must appropriately
configure the underlying ICON application supplying data to Genesys Info Mart (gls-enable-acw-
busy). Refer to The SM_RES_STATE_FACT Table section in the Genesys Info Mart User’s Guide for
special considerations regarding very short duration (>0 and <1 sec) states.

The Active column is a report variable based on the values of the Active Reason and Active State
attributes.
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Agent Summary Activity Report (Active)

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Summary Activity Report (Active).

This page describes how you can use the (Agents folder) Agent Summary Activity Report (Active) to
see detailed information about how each agent's active time was used.

Understanding the Agent Summary Activity Report (Active)

Agent Summary Activity Report (Active)
) 5 Ar.'F ive Ra.ady R]:Z;y B\.I sy W:r.:a
Tenant Media Type Agent Name Day Occupancy ;]'le.nm; (T;::Lta) Time ;1‘;::::3) ;1‘1
(Pmt)
. AGODl_sip [ASUUl_sip] 2011-04-11 57.15% 00:30:05 00:10:11 00:06:19 00:13:35 00:
. ASGGZ_sip [ASGDE_sip] 2011-04-11 58.90% 00:25:45 00:08:14 00:05:43 00:11:48 00:00
. AEGG]_sip [A60D]_sip] 2011-04-11 55.29% 00:23:01 00:04:43 00:12:28 00:05:50 00:00:0|
Environment Voice
ent Summary Activity Report (Active)
5 Active Ready R]::;'Y Busy Wrap g:::: % % Not % % % Other
occupancy il (emn  TEe oIS Gmn  Ime Y e Time  mine  Time
(Fmt) (Fmt)
57.15% 00:30:05 00:10:11 00:06:18 00:13:35 00:00:00 00:00:00 33.85% 21.00% 45.15% 0.00% 0.00%
58.90% 00:25:45 00:08:14 00:05:43  00:11:48 00:00:00 00:00:00 31.97% 22.20% 45.83% 0.00% 0.00%
55.29%  00:23:01 00:04:43 00:12:28 00:05:50 00:00:00 00:00:00 20.49% 54.16% 25.34% 0.00% 0.00%
51.61% 00:08:49 00:04:16 00:00:00 00:04:33 00:00:00 00:00:00 48.39% 0.00% 51.61% 0.00% 0.00%
99.73% 01:41:03 00:00:16 00:01:10 01:39:37 00:00:00 00:00:00 0.26% 1.15% 98.58% 0.00% 0.00%
00: 00: 00: 00: 39.09% 42.73% 0.00% 0.00%

00: 00: 00:

This report provides a breakdown of the duration of the different states that an agent can be in
(Ready, Not Ready, Busy, and Other) for a specific media type, fully accounting for the agent's
interaction time (time spent handling interactions). Use this report to understand how much of agent
total active time was spent in each state, broken down by media type. The report tracks a wide range
of metrics, broken down based on both the amount and percentage of active time spent in each
state.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentSummaryActivityReport(Active).pdf

The following tables explain the prompts you can select when you generate the report, and the
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metrics and attributes that are represented in the report:

Prompts for the Agent Summary Activity Report (Active)

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report
data.

End Date ggfaose the last day from which to gather report

Optionally, select one or more groups from which
to gather data for the report.

Start Date

Agent Group

Optionally, select one or more agents from which

A to gather data for the report.
. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Summary Activity Report (Active)

Attribute Description

This attribute enables data within the reporting

USIETs interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Day

Metrics used in the Agent Summary Activity Report (Active)

Metric Description

% Occupancy The percentage of time that this agent’s state was
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Metric

Active Time (Fmt)

Ready Time (Fmt)

Not Ready Time (Fmt)

Busy Time (Fmt)

Wrap Time (Fmt)

Other State Time (Fmt)

% Ready Time

% Not Ready Time

Description

Busy within the interval, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

This metric reflects the percentage of time that agents actually
spent handling interactions against their available or idle time.
This metric is computed as active time minus ready and not-
ready time divided by the difference of active and not-ready
time.

The total amount of time (HH:MM:SS) attributable
to the interval between the beginning and end of
this agent’s login session(s) on a particular media
channel. In the scenario in which an agent logs into
multiple switches, DNs, and/or queues, this metric
starts the moment at which the agent logs in to the
first switch/DN/queue (if this login falls within the
interval) and ends at the moment at which the
agent is no longer logged in to any switch/ DN/
queue (if logout falls within the interval).

Note: If the agent is not forcibly logged out when the calendar
day ends, login duration is split over both days.

The total amount of time (HH:MM:SS) that this
agent was in the Ready state for a particular media

type.

The total amount of time (HH:MM:SS) within the
interval that this agent was in the NotReady state
for a particular media channel (including Do Not
Disturb duration, if configured) regardless of
whether a reason was indicated.

The total duration (HH:MM:SS) of all of interaction-
processing activities including the time that is
associated with requests for consultation that the
agent received and excluding the time spent
processing after-call work.

The total amount of time (HH:MM:SS) within the
interval that this agent spent in ACW (Wrap) state
whether or not the reason for entering this state
was related to an interaction.

The total amount of time (HH:MM:SS) that the state
of this agent was neither Ready nor NotReady after
login to a particular media channel. The situation in
which the state of an agent is neither Ready nor
NotReady usually occurs upon first login if the
switch, for instance, does not force agents into the
Ready state upon login.

The percentage of time within the interval that this
agent’s state was Ready, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

The percentage of time within the interval that this
agent’s state was NotReady, relative to the total
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Metric

% Busy Time

% Wrap Time

% Other State Time

Description

duration within the interval of the agent’s active
session on a particular media channel.

The percentage of time of all interaction-processing
activities.

The percentage of time that this agent spent in
ACW (Wrap) state within the interval, relative to the
total duration of the agent’s active session within
the interval.

The percentage of the agent's time spent in a state
other than those listed in the report.
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Agent Summary Activity Report
(Interaction)

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Summary Activity Report (Interaction).

This page describes how you can use the (Agents folder) Agent Summary Activity Report
(Interaction) to see detailed information about how much time agents spent on interactions.
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Understanding the Agent Summary Activity Report (Interaction)

Agent Summary Activity Report (Interaction)

IxnBusy Invite Engage  Hold  Ixn Wrap c
Tenant Media Type Agent Name Day Interaction Type  Time Time Time Time Time Re
(Fmt) (Fmt) (Fmt) (Fmt) (Fmt) Tim

Inbound 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00

INBOUND 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00

2017-02-08 Internal 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

Outbound 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

Unknown 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00

, ExampleUser! (ExampleUsert)
Inbound 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00
INBOUND 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00
Agent Summary Activity Report (Interaction)
IxnBusy Invite Engage  Hold  IxnWrap Consult % % % %I % Consult
Day Interaction Type  Time Time Time Time Time Received Invite Engage Hold Wrap Received
(Fmt) (Fmt) (Fmt) (Fmt) (Fmt) Time (Fmt) Time Time Time Time Time

Inbound 00:00:00 00.00:00 00:00.00 0000:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
INBOUND 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
2017-02-08  Internal 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00% 0.00% 0.00%
Outbound 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00% 0.00% 0.00%
Unknown 00:00:00 00.00:00 00:00.00 0000:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
Inbound 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
INBOUND 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
017-02-10  Internal 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00% 0.00% 0.00%
Outbound 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00% 0.00% 0.00%
Unknown 00:00:00 00.00:00 00:00.00 0000:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
Inbound 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
INBOUND 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
2017-01-02  Internal 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00% 0.00% 0.00% 0.00% 0.00%
Outbound 000000 000000 00-0000 000000 000000 000000 000%  000% 000%  000% 0.00%
Unknown 00:00:00 00.00:00 00:00.00 0000:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
Inbound 00:00:00 00:00:00 00:00:00 00:00:00  00:00:00 00:0000 0.00%  0.00% 0.00%  0.00% 0.00%
00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 000000 0.00% 0.00% 0.00% 0.00% 0.00%

s 000%™

This report provides a breakdown of the duration of the different states that an agent can be in
(Ready, Not Ready, Busy, and Other) for a specific media type, fully accounting for the agent's
interaction time (time spent handling interactions). The report breaks down the agent's time based
on how much active time is spent processing interactions, and also shows each value as a
percentage of active time.

Use this report to understand how much of agent interaction time was spent in each state. The report
tracks a wide range of metrics, broken down based on both the amount and percentage of interaction
time spent in each state.
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This report shows data only about interactions that occur at agent DNs during active sessions, and
about the status of DNs associated with active agent sessions. To expand the report to include
interactions that occur at DNs not associated with the agent, and the status of DNs not associated
with the agent, contact your Genesys representative.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentSummaryActivityReport(Interaction).pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Summary Activity Report (Interaction)

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day from which to gather report

Start Date data.
End Date ggfaose the last day from which to gather report

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

RiEJEE to gather data for the report.
. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Summary Activity Report
(Interaction)

Attribute Description

This attribute enables data within the reporting

USEE interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.
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Attribute Description

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, and Internal.

Day

Metrics used in the Agent Summary Activity Report (Interaction)

Metric Description

The total amount of time (HH:MM:SS) within the
interval that this agent was busy processing
interactions. The time that an agent is busy is
calculated as the sum of dialing for established
interactions and alerting duration (Invite Time),
engage/talk duration, hold duration, ACW (Wrap)
duration (for interaction-related ACW), and amount
of time that the agent spent processing consult
interactions that the agent received. This metric
excludes Ringing Time, Consult Ixn Wrap Time,
Consult Invite Time, and Invite Time for Abandoned
Inviting.

The total amount of time (HH:MM:SS) attributable
to the interval that customer interactions alerted or
rang at agents plus the total duration of the dialing
that agents performed. For the alerting component
of this metric, interactions do not have to be
established for this metric to be incremented. For
the dialing component, dial duration is measured
for established calls only.

The total amount of time (HH:MM:SS) that this
agent was engaged with customers on interactions
that the agent received within the interval or within
a prior interval and ensued in this interval. This
metric might include engagement time for
interactions that the agent made or received while

Engage Time (Fmt) in the Not Ready or ACW (Wrap) states (if the
underlying ICON application supplying data to
Genesys Info Mart is configured appropriately.) This
metric excludes engagement time that is
associated with collaborations, consultations, and
other interaction-related durations, such as hold
time, ACW time, and alert (ring) time.

Ixn Busy Time (Fmt)

Invite Time (Fmt)

) The total amount of time (HH:MM:SS) within the
Hold Time (Fmt) interval that this agent had customer interactions
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Metric Description

on hold. This metric counts all held durations for
interactions, whether they were placed on hold
once or more than once.

The total amount of time (HH:MM:SS) within the
Ixn Wrap Time (Fmt) interval that this agent spent in ACW (Wrap) state
for customer calls that the agent received.

The total amount of time (HH:MM:SS) within the
interval that this agent as a recipient spent in
collaborations or consultations, where the

Consult Received Time (Fmt) collaborations/consultations were associated with
customer interactions. This time includes any hold
duration that occurred within the interval and
during the collaboration/consultation.

The percentage of time that customer interactions
% Invite Time spent in Invite Time, relative to the total duration of
the agent’s active session within the interval.

The percentage of time within the interval that this
agent was engaged with customers, relative to the
total duration within the interval of the agent’s
active session on a particular media channel.

% Engage Time

The percentage of time that this agent had
customer interactions on hold within the interval,
relative to the total duration of the agent’s active
session within the interval.

% Hold Time

The percentage of time within the interval that this
agent spent in ACW (Wrap) state related to
customer calls, relative to the total duration of the
agent’s active session within the interval.

% Ixn Wrap Time

The percentage of time within the interval that this
agent spent on collaborations or consult

% Consult Received Time interactions that the agent received, relative to the
total duration within the interval of this agent’s
active session on a particular media channel.
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Agent Utilization Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Utilization Report.

This page describes how you can use the (Agents folder) Agent Utilization Report to see detailed
information about agent time utilization.
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Understanding the Agent Utilization Report

. q Not
Tenant Media Type Agent Name Interaction Type Day Offered Accepted Accepted Responses
Inbound 2016-05-25 1 0 1
Sqa_15556667777_2275, Sqa_16505509567_2275 (Sqa_16505509567_2275)
Total 1 0 1
20160525 5 5 0
Inbound 2016-06-01 2 1 1
Sqa_15556667778_2275, Sga_16505509588_2275 (Sqa_16505509588_2275)
- L 2016-06-07 1 1 0
v Agent Utilization Report
gent Utilization Repo
Avg Avg avg Avg Avg Consult Avg Consult Avg Consult Avg Consult
Not Handle Engage Hold Wrap i . i i .
epted Responses . . y X Received Time Received Wrap Received Warm Received Warm Wrap
ecepted LI jlime Ui jlime (Fmt) Time (Fmt) Time (Fmt) Time (Fmt)
(Fmt) (Fmt) (Fmt) (Fmt)
0 1 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00;
0 1 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:0,
5 0 5 00:04:47 00:04:47 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:
1 1 1 00:00:11 00:00:11 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00]
n 1 01634 ON1A24 000000 00N0Dn o0-nnnn nonn-nn nonn-nn oo
Consult
Avg Consult Conference Transfer % Avg Consult Consult .
. Conference . - Consult L N Consult K Received
Received Warm Wrap  Hold Initiated Received Initiated  Transfer Initiated Initiated Time Resnonses Received Accented
Time (Fmt) Accepted Agent Initiated (Fmt) J Accepted Wafm
00:00:00 0 0 0 1] 0.00% 0 00:00:00 0 0 0
0 00:00:00 0 0 0 o 0.00% 0 00:00:00 0 0 0
00 00:00:00 0 1] 0 (1] 0.00% 0 00:00:00 0 0 0
00 00:00:00 0 1] 0 (1] 0.00% 0 00:00:00 0 0 0
00 00:00:00 0 1] 0 (1] 0.00% 0 00:00:00 0 0 0
00:00:00 0 0 0 o 0.00% 0 00:00:00 0 0 0
00:00:00 0 1] 0 1 20.00% 0 00:00:00 0 0 0
00:00:00 0 1] 0 1 50.00% 0 00:00:00 0 0 0
00:00:00 0 0 0 2 28.57% 0 00:00:00 0 0 0
00:00:00 0 0 0 2 14.29% 0 00:00:00 0 0 0
00:00:00 0 1] 0 [1] 0.00% 0 00:00:00 0 0 0
00:00:00 1 1] 0 [1] 0.00% 0 00:00:00 0 0 0
0 00:00:00 1 0 0 o 0.00% 0 00:00:00 0 0 0
00 00:00:00 0 1] 0 1 100.00% 0 00:00:00 0 0 0
00 00:00:00 0 1] 0 (1] 0.00% 0 00:00:00 0 0 0
00:00:00 0 0 33.33% 0 00:00:00 0 0 0

This report provides detailed information about agent performance with respect to the customer and
consults interactions that are processed within the contact center for a range of days that you
specify, and illustrates the percentage of interactions accepted by agents. Metrics include the total
number of interactions that were offered or accepted, the number and percentage that were
subsequently transferred, consult times, and so on. The report includes interactions from a mediation
DN object and those directly routed from a switch.

Use this report to understand how agents perform on a daily basis by analyzing interaction volumes,
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call times, and consult data.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentUtilizationReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Utilization Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Date Filter rolling time ranges, spanning one day or more,
over which to run the report.

Start Date Choose the first day from which to gather report
data.
End Date gg:aose the last day from which to gather report

Optionally, select one or more groups from which

Agent Group to gather data for the report.

Optionally, select one or more agents from which

AEJSIE to gather data for the report.
. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Agent Utilization Report

Attribute Description

This attribute enables data within the reporting

USInElls interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the

Interaction Type interaction’s type—for example, Inbound,
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Attribute Description
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Day

Metrics used in the Agent Utilization Report

Metric Description

The total number of times that interactions were
received or initiated by an agent.

The count includes interactions that were abandoned while
inviting, handling attempts that the agent rejected, and warm
Offered consultations and conferences that the agent received. This
count excludes simple consultations, whether they were
initiated or received. For AG2_AGENT_QUEUE records, this
metric relies on the value of the short-abandoned threshold
option as configured in the [agg-gim-thld-ID-IXN] section.

The description of this metric varies according to
the attributes and filters in the report query:

e The total number of times that customer
Accepted interactions or warm consultations were
accepted, answered, pulled, or initiated by this
agent.

For voice media, this metric is identical to Activity\Responses.

The total number of times that customer

interactions were redirected to another resource

upon no answer by this agent or were otherwise
Not Accepted not accepted by this agent.

This metric includes interactions that the customer abandoned
while they were alerting at the agent.

For voice and chat media, this metric represents
the total number of times that customer
interactions or warm consultations were accepted
by this agent. For email, this metric represents the

Responses total number of times that the agent prepared an
outbound reply.

For voice media, this metric is identical to Activity\Accepted; it
returns positive values when agents initiate calls.

The average amount of time (HH:MM:SS) that this
agent spent handling interactions that the agent
Avg Handle Time (Fmt) received.

This metric is computed as handle time divided by the sum of
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Metric

Avg Engage Time (Fmt)

Avg Hold Time (Fmt)

Avg Wrap Time (Fmt)

Avg Consult Received Time (Fmt)

Avg Consult Received Wrap Time (Fmt)

Avg Consult Received Warm Time (Fmt)

Avg Consult Received Warm Wrap Time (Fmt)

Description
accepted interactions and received consultations.

The average amount of time (HH:MM:SS) that this
agent was engaged with customers.

The average amount of time (HH:MM:SS) that this
agent had customer interactions on hold.

This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The average amount of time (HH:MM:SS) that this
agent spent on customer interactions while in ACW
(Wrap) state.

The average amount of time (HH:MM:SS) that this
agent was engaged on collaborations or simple
consultations that the agent received, where the
collaborations/consultations were associated with
customer interactions.

The average amount of time (HH:MM:SS) that this
agent was in ACW (Wrap) state following simple
consultations that the agent accepted, where the
consultations were associated with customer calls.

This duration does not stop if the agents received or made calls
while in ACW state. This metric is attributed to the interval in
which this agent was offered the consult interaction for which
ACW was invoked.

The average amount of time (HH:MM:SS) that this
agent was engaged as a recipient in collaborations
or consultations, including related hold durations,
where the collaborations/consultations were
associated with customer interactions.

This metric is attributed to the interval in which the consult
interaction is offered to the receiving agent. This metric
excludes alert (ring) and ACW (Wrap) durations associated with
the consult interactions.

The average amount of time (HH:MM:SS) that this
agent spent in ACW (Wrap) state following
consultations that the agent requested and
received, where the consultations were associated
with customer interactions that were transferred to
or conferenced with this agent.

This metric includes:

e ACW durations that were associated with
conferences where the customer leaves the
interaction.

¢ Internal interactions that were transferred to the
agent.
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Metric

Hold

Conference Initiated

Conference Received Accepted

Transfer Initiated Agent

% Transfer Initiated

Consult Initiated

Avg Consult Initiated Time (Fmt)

Consult Responses

Consult Received Accepted

Consult Received Accepted Warm

Description

The total number of customer interactions that this
agent had on hold.

The total number of times that this agent initiated
conferences for customer interactions that the
agent received, where the conferences were
established.

The count includes the number of established conferences that
were initiated for transferred interactions that the agent
received.

The total number of times that this agent joined
conferences to participate in customer interactions.

The total number of times that this agent
transferred customer interactions.

Both warm and blind transfers are reflected in this metric.

The percentage of accepted customer interactions
that were transferred (warm or blind) by this agent.

The total number of times that this agent initiated
requests for collaboration or simple consultation,
where the collaborations/consultations were
established and associated with customer
interactions.

The average amount of time (HH:MM:SS) that this
agent was engaged on collaborations or simple
consult interactions that the agent initiated, where
the collaborations/consultations were associated
with customer interactions.

For email, the total number of collaboration replies
that were initiated by this agent.

For voice, this metric is the same as Activity\Consult Received
Accepted.

The total number of times that this agent received
and accepted collaborations or simple
consultations that were associated with customer
interactions.

The total number of times that this agent
participated in consultations that the agent
received, where the consultations were associated
with customer interactions that were transferred to
or conferenced with the agent.
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Agent Wrap Report

This content may not be the latest Genesys Engage cloud content. To find the latest

content, go to Agent Wrap Report.

This page describes how you can use the (Agents folder) Agent Wrap Report to learn more about
agent performance, including detailed call handling information for each agent.

Understanding the Agent Wrap Report

Tenant Agent Name Interaction Type

Inbound

Agent Wrap Report

Hour

Active Wra
Time Tim
(Fmt) (Fm

2011-04-11 12 00:17:27 00:

2011-04-11 13 00:12:38 OO:K

gent Wrap Report

00:13:42 00:00:00

. A Active Wrap % Wrap In
) . Wrap h

Time Time Wrap In Time

(Fmt) (Fmt) Time (Fmt)
-11 12 00:17:27 00:00:00 0.00% 00:00:00
-11 13 00:12:38 00:00:00 0.00% 00:00:00
11 12 00:17:27 00:00:00 0.00% 0 00:00:00
1 13 00:12:38 00:00:00 0.00% 0 00:00:00
1 12 00:17:27 00:00:00 0.00% 00:00:00
1 13 00:12:38 00:00:00 0.00% 00:00:00
11 12 00:17:27 00:00:00 0.00% 00:00:00
-11 13 00:12:38 00:00:00 0.00% 00:00:00

W:;P Wrap Wra? Oout % Wrap

In out Time Oout

Time (Fmt) Time
0.00% 00:00:00 0.00%
0.00% 00:00:00 0.00%
0.00% 0 00:00:00 0.00%
0.00% 0 00:00:00 0.00%
0.00% 00:00:00 0.00%
0.00% 00:00:00 0.00%
0.00% 00:00:00 0.00%
0.00% 00:00:00 0.00%
00:00:00 0.00%

:00:

This report enables supervisors to monitor the after-call work (wrap) call-related activities that an
agent (or agent group) performs after processing calls and during a range of hours that you specify
within a particular day. This report displays a roll-up of data that is related to the number, duration,
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and percentage of calls that were made and received while the DNs that are associated with the
agent were in ACW state (WORKMODE=WRAP).

This report does not apply to media types other than voice.

The Wrap In and Wrap Out percentage metrics relate to the overall ACW duration for all
activities—both call- and noncall-related—not to the duration of the agent’s login session.
Measurements do not differentiate between whether interactions are routed directly from a switch or
via a mediation DN.

This report is especially useful for viewing the progress of new agents as they make more (or fewer)
calls to complete aftercall work than more established agents. With this data, you can determine
whether you need to fine-tune Genesys Info Mart configuration to, for instance, send more
information about a customer (that is, attached data) to the agent’s desktop.

This report shows data only about interactions that occur at agent DNs during active sessions, and
about the status of DNs associated with active agent sessions. To expand the report to include
interactions that occur at DNs not associated with the agent, and the status of DNs not associated
with the agent, contact your Genesys representative.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentWrapReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Wrap Report

Prompt Description

Choose from the convenient list of predefined days,

Aizaat ey A select one over which to run the report.
Report Date Choose the day from which to gather report data.

Optionally, select one or more groups from which

i Gl to gather data for the report.

Optionally, select one or more agents to include in

Agent the report.

Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,

and Internal.

For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.
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Attributes used in the Agent Wrap Report

Attribute Description

This attribute enables data within the reporting

USlrEfls interval to be organized by tenant.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular hour within
a day. Hour values are presented in YYYY-MM-DD-
HH24 format.

Hour

Metrics used in the Agent Wrap Report

Metric Description

The total amount of time, in seconds, attributable
to the interval between the beginning and end of
this agent’s login session(s) on a particular media
channel. In the scenario in which an agent logs into
multiple switches, DNs, and/or queues, this metric
starts at the moment at which the agent logs in to

Active Time (Fmt) the first switch/DN/queue (if this login falls within
the interval) and ends at the moment at which the
agent is no longer logged in to any switch/DN/
queue (if logout falls within the interval).

If the agent is not forcibly logged out when the calendar day
ends, login duration is split over both days.

The total amount of time (HH:MM:SS) within the
) interval that this agent spent in ACW (Wrap) state,
Wrap Time (Fmt) whether or not the reason for entering this state
was related to an interaction.

The percentage of time that this agent spent in
ACW (Wrap) state within the interval, relative to the
total duration of the agent’s active session within
the interval.

% Wrap Time

The total number of times that this agent received
customer calls while in ACW (Wrap) state.

The total amount of time (HH:MM:SS) that this
agent spent handling customer calls that the agent
answered while in ACW (Wrap) state. This duration
includes alert (ring) time, hold time, and time of

Wrap In

Wrap In Time (Fmt)

Genesys Engage cloud Reporting Guide 148



Historical Reporting with Genesys CX Insights Agents reports

Metric Description
engagement.

The percentage of time that this agent spent on
customer interactions received within the interval

% Wrap In Time while the agent DNs were in ACW (Wrap) state,
relative to the DN'’s total ACW state duration within
the interval.

The total number of times that this agent placed
calls while in ACW (Wrap) state. Consultations that
the agent participated in while in ACW state are
excluded from this metric.

The total amount of time (HH:MM:SS) that this
agent spent handling internal or outbound
interactions that the agent initiated while in ACW

Wrap Out Time (Fmt) (Wrap) state. This duration includes dial time, hold
time, and time of engagement and excludes
consultations that the agent participated in while in
ACW state.

The percentage of time that this agent spent on
customer interactions that the agent dialed within
% Wrap Out Time the interval while the agent’s DNs were in ACW
(Wrap) state, relative to the DNs’ total duration in
the ACW summarized state within the interval.

Wrap Out

This report provides meaningful data for the Wrap In and Wrap Out metrics only if the ICON
application supplying data to the Info Mart database is configured to recognize uninterrupted ACW
and NotReady states (gls-enable-acw-busy).

Although this report allows you to drill beyond day-level aggregation, drill-up / drill-down results are
supported only for subhour-hour-to-day or day-to-hour-subhour operations.
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Business Results reports

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to the latest documentation for Business Results report.

This page describes reports you can use to learn more about the business outcomes resulting from
activity in your contact center. The reports in the Business Results folder are ready-to-use, but as

always, can be modified to suit your specific business needs.

About Business Results reports

> E Custom
=
B cents
Business Results
> [ celtback
> et
» [El Dashboards
> [E oetails
5 R
> E Outhound Contact

>E Queues

Business Metrics Executive Report

Owner: Administrator

Modified:

6/6/17 8:08:30 PM

Use this report to monitar contact center performance, particularly if you are
outside of the immediate contact center, and to gauge service level within the
perspective of the total number of interactions that were offerad to resources,
by day.

Interaction Volume Business Attribute Report
Oowner: Administrator

Modified:

6/6/17 8:08:37 PM

Use this report to understand the Business Result for interactions, to contrast
that result against the Service Level and against callers' initial objective, and to
understand outcomes in light of various interaction handling measures.

Customer Perspective Report

Owner: Administrator

Modified:

6/6/17 8:08:33 PM

Use this repart to understand such key indicators as how much time elapsed
before customers were connected to agents or received responses, haw
satisfied customers were with their transactions, and how much money they
spent.

w

The following reports are available in the CX Insights > Business Results folder:

¢ Business Metrics Executive Report

e Customer Perspective Report

¢ Interaction Volume Business Attribute Report

Related Topics:

* Go back to the complete list of available reports.

¢ Learn how to generate historical reports.
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¢ Learn how to read and understand reports.

e Learn how to create or customize reports.
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Business Metrics Executive Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Business Metrics Executive Report.

This page describes how you can use the (Business Results folder) Business Metrics Executive
Report to review adherence to service level.
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Understanding the Business Metrics Executive Report

Business Metrics Executive Report

% First Entered
Tenant Media Type Business Result Customer Segment Service Type Day Response Time with
Service Level Objective
2016-05-25 &
2016-05-26

2016-06-27

(I X

Chat_C5 Chat_8T 2016-06-01
2016-06-02
Chat DEFAULT_BUSINESS_RESULT 2016-06-08
2016-06-13
2016-05-25
2016-05-27
default default
2016-06-02

2016-06-08

default default 2016-06-01 100.00% 1
DEFAULT_CUSTOMER_SEGMENT DEFAULT_SERVICE_TYPE 2016-06-13

P

2016-05-25
Environment
Emiail DEFAULT_BUSINESS_RESULT 2016-05-26 3
Email_CS Email_ST 2016-06-01 100.00% 1
= e
woror [ -
2016-05-25 93.84% a3
2016-05-26 o7.22% 36
2016-05-27 05.00% 60
2016-05-30 96.97% 33
2016-05-31 03.33% 30
Vaice DEFAULT_BUSINESS_RESULT  default default

2016-06-01 100.00% 4
2016-06-02 100.00% 3
2016-06-03 100.00% 1
oo [

This report highlights exceptions to service level by business result, customer segment, and service
type for those interactions that have defined a baseline service objective that is greater than zero (0).
The Entered with Objective metric enables you to gauge service level within the perspective of the
total number of interactions that were offered to resources, by day, over the reporting interval.

Use this report to monitor contact center performance, particularly if you are outside of the
immediate contact center, and to gauge service level within the perspective of the total number of
interactions that were offered to resources, by day.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIBusinessMetricsExecutiveReport.pdf
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The background color of data cells in this report serve to alert you to values that are outside of
configured threshold ranges.

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Business Metrics Executive Report

Prompt Description

From the list, choose a time period on which to

et DEe (A= report, and move it to the Selected list.

Choose the first day from which to gather report

Start Date data.
End Date gg;)aose the last day from which to gather report

Optionally, select a configured Business Result on

Business Result which to report.

Optionally, select a configured Customer Segment

CIE TN & SEEEe on which to report.

Optionally, select the type of service to include in

Service Type the report.

: Optionally, select the type of media to include in
AEE IR the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.

Attributes used in the Business Metrics Executive Report

Attribute Description

This attribute enables data within the reporting

VLS interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by the

Business Result . .
configured business result.

This attribute enables data to be organized by the

Customer Segment configured customer segment.

This attribute enables data to be organized by the

SEMTEE IRE type of service that was assigned to the
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Attribute

Day

Description
interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Metrics used in the Business Metrics Executive Report

Metric

% First Response Time Service Level

Entered with Objective

Description

The service level that is delivered for this business
attribute measured as a percentage of customer
interactions that were accepted within a user-
defined threshold, relative to all customer
interactions that were offered to handling
resources.

The total number of customer interactions that
entered or began within the contact center, were
assigned this business attribute, and either had a
baseline service objective or a response
threshold (defined in the [agg-gim-thld-QUEUE-
IXN] section) that was greater than zero.
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Customer Perspective Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Customer Perspective Report.

This page describes how you can use the (Business Results folder) Customer Perspective Report to
review key metrics of the customer experience in the contact center.
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Understanding the Customer Perspective Report

Customer Perspective Report
Response % Accept % First
Tenant Media Type Day Customer Segment Service Type Entered Hapﬁu Service Response Time
Level Service Level
Chat_Cs Chat_ST 5 1.00 0.00% 80.00%
2016-05-25
default default 1 1.00 100.00% 0.00%
Customer Perspective Report
% Accept % First % Finished  Avg Accept Avg First Avg Finish
Response . - - = Avg Avg

Entered c Service Response Time Service Time Agent Response Response . -

Ratio . . Satisfaction Revenue
e Level Service Level Level (Fmt) Time (Fmt) Time (Fmt)
5 1.00 0.00% 80.00% 100.00% 00:00:35 00:00:35 00:06:31 0.00 0.00
1 1.00 100.00% 0.00% 100.00% 00:00:05 00:00:05 00:00:19 0.00 0.00
1 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00
2 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00
5 1.00 100.00% 0.00% 100.00% 00:00:03 00:00:03 00:15:49 0.00 0.00
2 1.00 50.00% 50.00% 100.00% 00:00:05 00:00:05 00:0017 0.00 0.00
1 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00
1 1.00 100.00% 0.00% 100.00% 00:00:04 00:00:04 00:16:39 0.00 0.00
2 1.00 0.00% 50.00% 100.00% 00:00:26 00:00:26 00:15:50 0.00 0.00
Email 1 1.00 100.00% 0.00% 100.00% 00:00:04 00:00:04 00:07:48 0.00 0.00
mal
5 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00
) 26 1.00 34.62% 23.08% 100.00% 00:00:14 00:00:14 00:10:26 0.00 0.00
Environment

4 1.00 0.00% 25.00% 100.00% 00:00:35 00:00:05 00:00:49 0.00 0.00
3 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00
1 1.00 100.00% 100.00% 100.00% 00:00:02 00:00:08 00:00:15 0.00 0.00
1 1.00 100.00% 100.00% 100.00% 00:00:12 00:00:05 00:00:25 0.00 0.00
1 0.00 100.00% 0.00% 0.00% 00:00:05 00:00:00 00:00:00 0.00 0.00
3 0.00 0.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00
PE 2 0.00 100.00% 0.00% 100.00% 00:00:00 00:00:00 00:00:00 0.00 0.00

20.00%

93.33

00:30

This report summarizes contact center milestones from a customer perspective, providing the
average response times, revenue and customers satisfaction scores, and various service level
percentages of interactions that enter or begin with the contact center. This report also provides such
summary values as the average revenues generated by each customer segment, by media type, and
to evaluate the average customer satisfaction scores. Attributes applied to these metrics include

customer segment, service type, and media type.

Use this report to understand such key indicators as how much time elapsed before customers were
connected to agents or received responses, how satisfied customers were with their transactions, and

how much money they spent.

To get a better idea of what this report looks like, view sample output from the report:
HRCXICustomerPerspectiveReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
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metrics and attributes that are represented in the report:

Prompts for the Customer Perspective Report

Prompt Description

From the list, choose a time period on which to

Hresel el Hler report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select a configured Customer Segment
on which to report.

Start Date
End Date

Customer Segment

Optionally, select the type of service to include in

Service Type the report.

Optionally, select the type of media to include in

Media Type the report—for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the

report.

Attributes used in the Customer Perspective Report

Attribute Description

This attribute enables data within the reporting

Ul ls interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized by the
configured customer segment.

Day

Customer Segment

This attribute enables data to be organized by the
Service Type type of service that was assigned to the
interaction.
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Metrics used in the Customer Perspective Report

Metric Description

The total number of customer interactions that
entered or began within the contact center and
were assigned this business attribute. This count
includes abandoned interactions.

Entered

The ratio of interactions of this business attribute
for which an outbound reply was created to
customers to all accepted interactions of this

Response Ratio business attribute.

For all media types, this ratio could be greater than 1:1.

The service level, measured as a percentage of
interactions that entered this tenant and were

% Accept Service Level accepted within a user-defined threshold, relative
to all interactions that entered this tenant and were
offered to a resource.

The service level that is delivered for this business
attribute measured as a percentage of customer
interactions that were accepted within a user-
defined threshold, relative to all customer
interactions that were offered to handling
resources.

% First Response Time Service Level

The percentage of time within the interval that this
agent was engaged with customers, relative to the
total duration within the interval of the agent’s
active session on a particular media channel.

% Finished Service Level

The average amount of time (HH:MM:SS) it took
agents to accept customer interactions of this
Avg Accept Time Agent (Fmt) business attribute.

This metric is identical to BA Customer\ASA.

The average amount of time (HH:MM:SS) including
mediation duration that elapsed before a first
response to a customer interaction, that was

assigned this business attribute was created.

Avg First Response Time (Fmt)
For synchronous media, a response is considered to have been
created when the interaction was accepted by a handling
resource. For asynchronous media, the first reply to a given
interaction must be sent in order to increment this metric.

The average duration (HH:MM:SS) of completed
customer interactions that both had a response by
a handling resource and were assigned this
business attribute. This duration includes the entire
lifespan of the interaction including processing,
queueing, and handling.

Avg Finish Response Time (Fmt)

The average customer-satisfaction score of
Avg Satisfaction interactions assigned this business attribute. The
average considers only those interactions for which

Genesys Engage cloud Reporting Guide 159



Historical Reporting with Genesys CX Insights

Business Results reports

Metric

Avg Revenue

Description
customer satisfaction was recorded.

The average amount of revenue that is generated
for interactions assigned this business attribute.
The average considers only those interactions for
which revenue was generated.
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Interaction Volume Business Attribute
Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Interaction Volume Business Attribute Report.

This page describes how you can use the (Business Results folder) Interaction Volume Business
Attribute Report to understand the Business Result for interactions, to contrast that result against the

Service Level and against callers' initial objective, and to understand outcomes in light of various
interaction handling metrics.
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Understanding the Interaction Volume Business Attribute Report

% First Entered Fin
Tenant Media Type Business Result Customer Segment Service Type Interaction Type Day Response Time with
Service Level Objective  Re,
2016-05-25 80.00% 5
2016-05-26 0.00% 1
2016-05-27 0.00% 2
Chat C! Chat ST Inbound 2016-06-01 50.00% 2
. ) % First ) Ent.ered Finished Abandoned % ASA M_ax Accept  Avg :A!:and?ned
Service Type Interaction Type Day Response Time with No Accepted L Abandoned Time Agent Waiting Time
. - Accepted Waiting o (Fmt)
Service Level Objective  Response Waiting (Fmt) (Fmt)
2016-05-25 80.00% 5 1 4 80.00% 1 20.00% 00:00:35 00:01:05 00:00:
2016-05-26 0.00% 1 1 0 0.00% 1 100.00% 00:00:00 00:00:00 00:0
2016-05-27 0.00% 2 2 0 0.00% 2 100.00% 00:00:00 00:00:00 00:4
hat_ST Inbound 2016-06-01 50.00% 2 1 1 50.00% 1 50.00% 00:00:05 00:00:05 00:013
Max Accept  Avg Abandoned  Max Abandoned Avg Finish Avg Avg Avg Avg Transfer % Transfer
ASA - .. . .. . Handle Engage Hold Wrap . ..
ed Time Agent Waiting Time Waiting Time Response 2 5 5 - Initiated Initiated
(Fmt) (Fmt) (Fmt) (Fmt) Time (Fmt) Ui i ine LIS Agent Agent
(Fmt) (Fmt) (Fmt)  (Fmt) 9 9
fault Inboungp nos  00:00:35 00:01:05 00:00:30 00:00:30 00:06:31 00:05:55 00:05:55  00:00:00  00:00:00 0 0.00%
00.00% 00:00:00 00:00:00 00:00:31 00:00:31 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00%
00.00% 00:00:00 00:00:00 00:40:03 01:19:07 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00%
0.00% 00:00:05 00:00:05 00:01:02 00:01:02 00:00:17 00:00:11 00:00:11 00:00:00 00:00:00 0 0.00%
.00% 00:00:00 00:00:00 00:00:33 00:00:33 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00%
0% 00:00:26 00:00:26 00:41:55 00:41:55 00:15:50 00:00:59 00:00:59 00:00:00 00:00:00 1 100.00%
0% 00:00:00 00:00:00 00:00:31 00:00:32 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0.00%
0% 00:00:05 00:00:05 00:00:00 00:00:00 00:00:19 00:00:13 00:00:13 00:00:00 00:00:00 0 0.00%
£00% 00:00:03 00:00:04 00:00:00 00:00:00 00:15:49 00:04:19 00:04:19 00:00:00 00:00:00 1 20.00%
.00% 00:00:04 00:00:04 00:00:00 00:00:00 00:16:39 00:16:34 00:16:34 00:00:00 00:00:00 0 0.00%
0.00% 00:00:04 00:00:04 00:00:00 00:00:00 00:07:48 00:07:43 00:07:43 00:00:00 00:00:00 0 0.00%
6.15% 00:00:14 00:01:05 00:10:36 01:19:07 00:10:26  00:05:04  00:05:04 00:00:00 00:00:00 2 14.29%
00:00:02 00:00:02 00:00:00 00:00:00 00:00:15 00:00:21 00:00:12 00:00:09 00:00:00 0 0.00%
:00:00 00:00:00 0:00:00 0,

This report provides detailed information about how interactions that enter the contact center are
categorized into the business-result attributes that are configured in your environment, including
analysis (based on the Entered with Objective metric) of the service level within the perspective of
the total number of interactions that are offered to resources by day over the reporting interval.

If the business-result classification changes during an interaction, Genesys Info Mart attributes the
business result that is in effect when interaction handling ends to the business result that is attached
to the interaction. More accurately, the business result that is associated with the interaction at the
end of the segment with the first handling resource is attached to the interaction.

If the interaction does not reach a handling resource, the last associated
business result is attached to the interaction. Percentages that yield zero (0)
values indicate either 0 duration or 0 count. So, for example, % Abandoned
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Waiting could signify either that no interactions of this business result were
abandoned, or that no interactions of this business result entered the contact
center at all.

All of the metrics in this report are disposition metrics, which means that interaction total counts are
attributed to the interval in which the interaction arrives, and only when interaction processing is
complete. Genesys supports customization of the % First Response Time Service Level metric to align
its definition with your business.

Use this report to understand the Business Result for interactions, to contrast that result against the
Service Level and against callers' initial objective, and to understand outcomes in light of various
interaction handling metrics.

To get a better idea of what this report looks like, view sample output from the report:

HRCXlInteractionVolumeBusinessAttributeReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Interaction Volume Business Attribute Report

Prompt Description

From the list, choose a time period on which to

e SEC el HIEr report, and move it to the Selected list.

Choose the first day from which to gather report

Start Date oo
End Date glgfaose the last day from which to gather report

Optionally, select a configured Business Result on

Business Result which to report.

Optionally, select the customer segment to include

Customer Segment in the report.

Optionally, select the type of service to include in

Service Type the report.

. Optionally, select the type of media to include in
Media Type the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.

Attributes used in the Interaction Volume Business Attribute
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Report

Attribute Description

This attribute enables data within the reporting

USlrEfls interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by the

Busin Result . .
usiness Resu configured business result.

This attribute enables data to be organized by the

Customer Segment configured customer segment.

This attribute enables data to be organized by the
Service Type type of service that was assigned to the
interaction.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

Day

Metrics used in the Interaction Volume Business Attribute Report

Metric Description

The service level that is delivered for this business
attribute, measured as a percentage of customer
interactions that were accepted within a user-
defined threshold, relative to all customer
interactions that were offered to handling
resources.

% First Response Time Service Level

The total number of customer interactions that
entered or began within the contact center, were
. N assigned this business attribute, and either had a
Entered With Objective baseline service objective or a response
threshold (defined in the [agg-gim-thld-QUEUE-
IXN] section) that was greater than zero.

The total number of completed interactions for
which no response was created. This count includes
interactions that were abandoned or otherwise

Finished No Response stopped for any reason.

This metric is calculated as the difference between finished
interactions (Finished) and finished interactions that had a
response (Finished Response).

Accepted The total number of customer interactions of this
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Metric

% Accepted

Abandoned Waiting

% Abandoned Waiting

ASA (Fmt)

Max Accept Time Agent (Fmt)

Avg Abandoned Waiting Time (Fmt)

Max Abandoned Waiting Time (Fmt)

Avg Finish Response Time (Fmt)

Description

business attribute that were accepted, answered,
pulled, or initiated by a handling resource.

The percentage of customer interactions of this
business attribute that were accepted, relative to
the total number of interactions of this business
attribute that were offered to a handling resource.

This metric relies on the value of the short-abandoned
threshold as configured in the [agg-gim-thld-ID-IXN] section.

The total number of customer interactions of this
business attribute that were abandoned or stopped
for any reason while the interactions were waiting
for the first handling resource. The count includes
customer interactions that were abandoned while
they were ringing at the agent’s desktop or alerting
at the handling resource as well as short-
abandoned interactions.

The percentage of customer interactions of this
business attribute that were abandoned, relative to
the total number of customer interactions of this
business attribute that entered or began within the
contact center during the interval.

The average amount of time (HH:MM:SS) it took
agents to accept, answer, or pull customer
interactions assigned this business attribute.

This metric is identical to BA Customer\Avg Accept Time Agent.

The longest amount of time (HH:MM:SS) that
customer interactions of this business attribute
spent in a queue before the interactions were
accepted by the first handling resource. The
duration starts when the interaction enters or
begins within the contact center and ends when
the interaction is accepted. This metric includes
alert (ring) time.

The average amount of time (HH:MM:SS) that
interactions of this business attribute waited within
the contact center before customers abandoned
the interactions or before they were dropped for
any reason. This average includes interactions that
were abandoned or dropped within the short-
abandoned threshold and excludes interactions
that were abandoned or dropped while they were
alerting (ringing) at an agent’s desktop.

The maximum amount of time (HH:MM:SS) that
customer interactions that entered or began within
the contact center and were assigned this business
attribute spent in a queue and/or alerting/ringing at
the first target before the interactions were
abandoned or stopped for any reason.

The average duration, (HH:MM:SS) of completed
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Metric Description

customer interactions that both had a response by
a handling resource and were assigned this
business attribute. This duration includes the entire
lifespan of the interaction including processing,
queueing, and handling.

The average amount of time (HH:MM:SS) that
Avg Handle Time (Fmt) agents spent handling interactions assigned this
business attribute.

The average amount of time (HH:MM:SS) that
Avg Engage Time (Fmt) agents were engaged with customers on
interactions assigned this business attribute.

The average amount of time (HH:MM:SS) that
customers spent on hold for interactions assigned

Avg Hold Time (Fmt) this business attribute. This metric is attributed to
the interval in which the interactions were
accepted by a resource.

The average amount of time (HH:MM:SS) that
agents spent performing after call work for
customer interactions that were assigned this
business attribute.

Avg Wrap Time (Fmt)

The total number of customer interactions of this

. business attribute that agents transferred.
Transfer Initiated Agent

Both warm and blind transfers are reflected in this metric.

The percentage of customer interactions of this

e business attribute that agents transferred.
% Transfer Initiated Agent

Both warm and blind transfers are reflected in this metric.
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Callback reports

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to the latest documentation for Callback reports.

This page describes reports you can use to learn more about the performance of Callback in your
contact center. Reports in the Callback folder are ready-to-use, but as always, can be modified to
suit your specific business needs.

About Callback reports

“«

Callback Details Report
& recents P S — sv?llla_ack Summary Report
ner:  Administrator

Modified: -
Modified:
Shared Reports = 6/6/17 8:08:42 PM = 6/6/17 8:08:47 PM
=== Use this report to understand callback success rates in your contact center. The === o

o Use thi rt h i f how Callback d
> o= repart shows detailed information about the number and percentage of offered e this report fo view a comprenensive piciure of now ta foack s usec in your
Custom contact center, including detailed information about the volume of callback calls,
callbacks that were successful, versus how many were declined, canceled, or

success rates, resulting savings, and customer wiait times.
abandoned.
A\
E Agents
E Business Results
o
W
> E Chat
» [E= veshboards
» B vetoils
> E VR
» B8 ovtbound contact

» B8 queves
ﬁ’w

The following reports are available in the CX Insights > Callback folder:

e Callback Details

* Callback Summary

Related Topics:

* Go back to the complete list of available reports.
e Learn how to generate historical reports.

¢ Learn how to read and understand reports.
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* Learn how to create or customize reports.
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Callback Summary Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Callback Summary Report.

This page describes how you can use the (Callback folder) Callback Summary Report to understand
overall callback success rates in your contact center. It shows, at a glance, the number and

percentage of offered callbacks that were successful, versus how many were declined, canceled, or
abandoned.
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Understanding the Callback Summary Report

Accepted
Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted  Wait for SACCI:::dmuE!Ell:I I?‘lﬁr‘r:lgji‘iﬁe Declined Deci?md
COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT VR 1 1 0 1 [ [ 0.00%
SCHEDULED
SCHEDULED VR 1 1 0 1 [ [ 0.0
20160810
UNKNOWN SCHEDULED VR 1 o 0 0 [ 1 1000
WAIT_FOR_AGENT ~ COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT  IVR 7 7 7 0 [ [ o
COMBINED SCUENIUED AMD WAIT ERB ARENT e 13 o o o n 13 snn
Callback Summary Report
% Saved Avg Av
T Deci?ned Attempted ([‘:;Irﬁzg:d Customer Canj?eled Ahang;oned e Successful Unsuo‘iessm Ene ST?:nid g:vn:({ Mon%y Anelmpt A“TIPI Attegmpl
Connected (Fmt) (Fmy) Saved
0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 000% 000000  00:00:00 0 0.00 1 0
0 0.00% 1 0 0.00%  100.00% 0.00% 0 0.00% 10000%  00:00:00  00:00:00 0 0.00 0 0
0 1 10000% [ 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 000107  00:00:00 0 0.00 0 0
0 0 0.00% 7 3 42.86% 0.00% 0.00% 3 42.86% 5714% 000000 00:00:00 0 0.00 2 1
[
- Report
Avg = 2 = =
Sl oy N e At At Aty (STONe | Mectelo - Amlnelotbmdn Toelotet Vednels | sgTmele
Fmi) Saved (Fmit) Agent (Fmit) (Fmit) (Fmt) (Fmt) (Fmt)
00 00:00:00 0 0.00 1 0 0 0 00:00-00 00:00:00 00:00:00 00:00-11 00:00:11 00:00:11
000  00:00:00 0 0.00 i 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
0107 00:00-00 0 0.00 a 0 0 0 00:00-00 00:00:00 00:00:00 00:00-00 00:00:00 00:00:00
0000  00:00-00 0 0.00 2 1 0 0 00:00:00 00:00:00 00:00:00 00:00:35 00:00:13 00:00:12
00000 00:00:00 0 0.00 a 0 0 0 00:00-00 00:00:00 00:00:00 00:00-00 00:00:00 00:00:00
2312 00:00:00 0 0.00 a 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
000  00:00-00 0 0.00 3 1 2 0 00:00:00 00:00:00 00:00:00 00:01:15 00:00:13 00:00:13
44 00:00:00 0 0.00 a 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
0 00:00:00 0 0.00 a 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
00:00-00 0 0.00 i 0 0 [ 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
00:00-00 0 0.00 1 0 0 [ 00:00:00 00:00:00 00:00:00 00:00:12 00:00:12 00:00:12
00:00-00 0 0.00 [\ 0 0 0 00:00-00 00:00:00 00:00:00 00:00-00 00:00:00 00:00:00
00:00:00 0 0.00 i 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
00 00:00:00 o 0.00 [ 0 0 0 00:00-00 00:00:00 00:00:00 00:00-00 00:00:00 00:00:00
b00  00:00:00 0 0.00 i 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
‘o000 00:00:00 0 0.00 a 0 0 0 00:00-00 00:00:00 00:00:00 00:00-00 00:00:00 00:00:00
0928 00:00-00 0 0.00 a 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
0:0430  00:00:00 0 0.00 a 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
0000  00:00-00 0 0.00 a 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
00:0 00:00:00

This report provides detailed information about callbacks that were processed by the contact center,
allowing you to analyse callback performance based on nearly thirty metrics, including:

¢ Total number of accepted, declined, attempted, connected, cancelled, abandoned, and successful

callbacks.

* Percentages of callbacks that were successful, unsuccessful, declined, or connected.
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e Savings resulting from callbacks, including the total amount time and money saved and the average
time and money saved per callback.

* The number of attempts made to complete callbacks, the time customers spent waiting for an agent,
and time customers waited before abandoning a call.

Use this report to view a comprehensive picture of how Callback is used in your contact center,
including detailed information about the volume of callback calls, success rates, resulting savings,
and customer wait times.

To get a better idea of what this report looks like, view sample output from the report:
HRCXICallbackSummaryReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Callback Summary Report

Prompt Description

From the list, choose a time period on which to

e SEC el HiET report, and move it to the Selected list.

Start Date Choose the first day from which to gather report

data.
End Date Choose the last day from which to gather report
data.
Queue Optionally, select a queue on which to report.
Channel Optionally, select a media channel on which to

report.

Optionally, select the Callback Type to include in
Callback Type the report—for example, IMMEDIATE,
WAIT_FOR_AGENT, SCHEDULE.

For multi-tenant environments, optionally select

Tenant the tenant(s) for which to include data in the
report.
Minute Price Enter a per-minute price, which is used to calculate

cost savings.

Attributes used in the Callback Summary Report

Attribute Description
Tenant This attribute enables data within the reporting
interval to be organized by tenant.
Queue This attribute enables data within the reporting
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Attribute Description

interval to be organized based on the type of the
virtual queue

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized based
on the type of callback.

Day

Callback Type
Values: {IMMEDIATE,WAIT_FOR_AGENT, SCHEDULE}

This attribute enables data to be organized based
on the type of callback offer that was presented to
the customer.

Values: {SCHEDULED, WAIT_FOR_AGENT,
COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT} For example:

Callback Offer Type J Duri_ng off-hours, only the scheduled option is
available.

e Business rules can also allow only
wait_for_agent option during on-hours, or a
combination of scheduled and

wait_for_agent.

This attribute enables data to be organized based

on the Callback origination channel.
Channel 9

Values={ivr, web}.

Metrics used in the Callback Summary Report

Metric Description
e The total number of times that callback was offered
to a customer.
Accepted The total number of times that callbacks were

accepted by a customer.

The total number of calls that were force-dialed (or
Forced Dialed pushed) regardless of actual agent availability,
because the callback queue was being flushed.

The total number of times that WAIT FOR AGENT
callback was accepted by a customer.

The total number of times that SCHEDULED
callback was accepted by a customer.

The total number of times that IMMEDIATE callback
was accepted by a customer.

Accepted Wait for Agent
Accepted Scheduled

Accepted Immediate
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Metric

Declined
% Declined

Attempted

Customer Connected

% Customer Connected

% Canceled

% Abandoned

Successful

% Successful

% Unsuccessful

Saved Time (Fmt)
Avg Saved Time (Fmt)
Money Saved

Avg Money Saved

Attempt 1

Attempt 2

Attempt 3

Attempt 4

Description

The total number of customer callback offers that
were declined by the customer.

The percentage of customer callback offers that
were declined by the customer.

The total number of callback attempts, including
the one that succeeded.

The total number of times a customer was
connected after callback dialout, including
instances where no agent was connected.

The percentage of customer calls that connected
after callback dialout, including instances where no
agent was connected.

The percentage of callback customer interactions
that were canceled before completion. Includes all
canceled callbacks, whether canceled manually by
the customer, manually by an administrator, or
automatically because the customer called again
before the callback was completed.

The percentage of callback customer interactions
that were abandoned by the customer while
waiting for an agent to connect.

The total number of callbacks that successfully
connected the customer with an agent.

The percentage of callbacks that successfully
connected the customer with an agent.

The percentage of callback customer interactions
that were not completed successfully (because
they were abandoned, declined, or canceled).

The amount of call time (HH:MM:SS) that was
saved because of callback.

The average amount of call time (HH:MM:SS) that
was saved because of callback.

The amount of money saved due to callback,
calculated based on the Minute Price.

The average amount of money that was saved per
callback.

The total number of callback connections that were
successfully completed on the first callback
attempt.

The total number of callback connections that were
successfully completed on the second callback
attempt.

The total number of callback connections that were
successfully completed on the third callback
attempt.

The total number of callback connections that were
successfully completed on the forth callback
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Metric Description
attempt.

After successful callback, the total amount of time
Time To Abandon Waiting For Agent (Fmt) (HH:MM:SS) all customers spent waiting for agents
before abandoning the call.

After a successful callback, the maximum amount
Max Time To Abandon Waiting For Agent (Fmt) of time (HH:MM:SS) any customer spent waiting
before abandoning the call.

After successful callback, the average amount of
Avg Time To Abandon Waiting For Agent (Fmt) time (HH:MM:SS) customers spent waiting for
agents before abandoning the call.

After successful callbacks, the total amount of time
Time To Wait For Agent (Fmt) (HH:MM:SS) all customers spent waiting for an
agent.

After a successful callback, the maximum amount
Max Time To Wait For Agent (Fmt) of time (HH:MM:SS) any customer spent waiting for
an agent.

After a successful callback, the average amount of
Avg Time To Wait For Agent (Fmt) time (HH:MM:SS) a customer spent waiting for an
agent.
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Callback Details Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Callback Details Report.

This page describes how you can use the (Callback folder) Callback Details Report to understand
overall callback success rates in your contact center. It shows detailed information about the number
and percentage of offered callbacks that were successful, versus how many were declined, canceled,
or abandoned.

Understanding the Callback Details Report

Callback De

service start Ready to Start Sustamar; callback offered L““‘Can”“" SalibacK EIDL

Tenant Queue Service ID cCustomer Phone Number Final offered Accepted Timestamp Timestamp ﬁ:si:};ﬁ Timestamp it :ﬁ:e?tze:p gg:i
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o 00:00:00 00:00:25 00:00:25 00:00:00  00:00:00 00:00:00  00:00:15 o o 0 o o0:0:00 1 :
2 00:00:02 00:00:15 00:00:15 0os0:11 00:00:26 00:00:06  00:00:15 1 o f o 00:00:00 1 1
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This report provides detailed information about callbacks that were processed by the contact center,
allowing you to analyse callback performance based on nearly 30 metrics. Use this report to view a
detailed picture of how Callback is used in your contact center, including information about the
volume of callback calls, success rates, resulting savings, and customer wait times.

To get a better idea of what this report looks like, view sample output from the report:
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HRCXICallbackDetailsReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Callback Details Report

Prompt Description

Choose a day from the list of preset options. This
Pre-set Day Filter prompt overrides the Start Time and End Time
values.

Choose the day and time from which to begin
collecting data into the report. This prompt has no
effect if Pre-set Day Filter is set to anything except
None.

Start Time

Choose the day and time at which to stop

SRS collecting data into the report.

Enter 1 to restrict the report to only those calls
where callback was dialed, or enter 0 to include all
scheduled Callbacks, even if they were never
dialed.

Select one or more queues from which to gather
data into the report. Default: ALL

Select one or more customer phone numbers for
which to gather data into the report. Default: ALL

Select one or more tenants to include in the report.
Default: ALL

Final or Not

Queue
Customer Phone Number

Tenant

Attributes used in the Callback Details Report

Attribute Description

Enables data within the reporting interval to be
organized by tenant. For multi-tenant
environments, the universe connection that you
define points to only one tenant schema in the Info
Mart. New connections are required for access to
other tenant schemas.

Tenant

Enables data within the reporting interval to be

Queue organized based on the name of the virtual queue.

Enables data within the reporting interval to be
Service ID organized based on the original SCXML/GMS
session ID.

Enables data to be organized based on the phone

Customer Phone Number number provided by the customer for callback.
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Attribute

Forced Dialed

Description

This number is used to dial out (CUSTOMER_TERMINATED
scenario) or used to execute match by ANI
(CUSTOMER_ORIGINATED scenario).

Enables data to be organized based on whether the
callback queue is being flushed, and dialing (or
push notification) is being forced regardlss of
actual agent availability. (0 = No, 1 = Yes).

A value of 1 (yes) might occur at the end of the day, when
contact center personnel are trying to close the queue for the
day and do not want to leave any callbacks for the next day.

Metrics used in the Callback Details Report

Metric

Offered
Accepted

Service Start Timestamp

Ready To Start Timestamp

Customer Connected Timestamp
Callback Offered Timestamp
Last Callback Offered Timestamp

Callback Accepted Timestamp

Push Delivery Confirmed Timestamp

Customer Ready to Start Timestamp

Description

Indicates whether callback was offered to the
customer. (0=no, 1=yes)

Indicates whether callback was accepted by the
customer. (0=no, 1=yes)

The date and time (UTC) when the Callback service
started.

Either:

The time when the contact center was ready to start the
outbound dial attempt for CUSTOMER_TERMINATED scenarios.
or:

The time when the contact center sent push notification to the
user device in CUSTOMER_ORIGINATED scenarios.

The time when the customer started waiting to be
connected to an agent.

The time when the customer was first offered
callback during the session.

The date and time of the last callback offered to a
customer during the session.

The time when the customer accepted callback
during the session.

The time when the application confirmed that push
notification was received. This is used for
CUSTOMER_ORIGINATED scenarios.

The time when the customer was ready to start
media interaction for CUSTOMER_ORIGINATED
scenarios.

This value is typically set when the application sends a request
for an access number to dial and access code for match
function.
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Metric

Desired TimeStamp
Callback Attempts

Expected Wait Time (Fmt)

Callback Offer Time (Fmt)

Last Callback Offer Time (Fmt)

Offline Waiting Time (Fmt)

Establish Time (Fmt)

Connect Waiting Time (Fmt)

Position in Queue
Transfer Failed

Added Agent

Abandon Waiting

Timeout Waiting (Fmt)

Requested Agent Assistance

Callback Offers per Session

Description

The callback time that was promised to the
customer when callback was scheduled.

The number of times the system attempted to call
the customer back.

The customer expected wait time when the
callback dial attempt was ready to begin.

The amount of time that elapsed between the
instant when a callback was offered to the
customer, and the instant when the customer
accepted or declined the offer.

The duration (in seconds) of the last callback
offered to a customer during the session.

The amount of time that elapsed between when
the customer accepted a callback offer and the
time when they were connected to an agent after
callback.

The amount of time required to establish the
outbound call.

The amount of time that elapsed between when
the customer connected to the callback call and
when an agent was connected.

The customer's position in the queue when the
callback outbound dial attempt was ready to begin.

The number of failed attempts to transfer the
callback interaction to the agent.

Indicates whether an agent was successfully added
to the callback call. (0=no, 1=yes)

Indicates whether the call was abandoned by the
customer while waiting for an agent to connect.
(0=no, 1=yes)

The number of times that a customer was
disconnected because the max timeout limit was
reached.

The number of callbacks that were offered to
customers who had requested agent assistance.
(0=no, 1=yes)

The number of times callback was offered, per
single interaction.
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Chat reports

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to the latest documentation for Chat reports.

This page describes reports you can use to learn more about chat volumes, statistics, and outcomes
in your contact center. Reports in the Chat folder rely on specific releases of Genesys software.

Reports in the Chat folder rely on specific provisioning; contact your administrator or Genesys
representative to find out if these reports are ready for you to use.

Some CX Insights reports can return empty data if they depend on a solution that is
not deployed for you, or is not available in the cloud. For example, this applies to
reports and dashboards in the Chat, Chat bot, and Predictive Routing folders.
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About Chat reports

@) Recents

‘Shared Reports

Custom

CX Insights

Agents

Business Results

Callback

Datasets

Chat Bot

Co-browse

Dashboards
Designer

Details

Email

Outbound Contact
Predictive Routing
Queues

Support

Datasets

Owner: Administrator

Modified:

12/27/19 2:48:43 PM

This folder contains datasets you can use to learn more about chat
volumes, statistics, and outcomes in your contact center.

Async Interactions Report

Owner: Administrator

Modified:

12/27/19 2:48:58 PM

Use the Report to learn more about the number and percentage of Chat
interactions that are initiated by customers outside of regular business
hours.

Chat Message Statistics Report

Owner: Administrator

Modified:

12/27/19 2:48:58 PM

Chat Message Statistics Report will show the Messages sent by Customer
and the messages sent by the Agent and its characters per session.

Interactions Acceptance Dashboard

owner: Administrator

Modified:

12/27/19 2:28:06 PM

This dashboard provides visual summaries for understanding timeframe
it takes for agent to accept interactions as well as interaction acceptance
rate and speed. It also captures percentage of interactions which look
less time and long time to accept

Pre-Agent Termination Report
Owner: Administrator

Modified:

12/27/19 2:48:58 PM

Use this report te understand the circumstances that led to pre-agent
termination of interactions. The report shows the sessions created,
sessions abandoned, and the average duration before the sessions were
abandoned.

Chat Engagement Report

Owner: Administrator

Modified:

12/27/19 2:48:58 PM

This report shows statistics about the number and duration of chat
engagements, as well as a comparison of the total time required to
handle each one to the ameunt of time the agent spent focused on the
engagement.

Chat Session Report

Owner: Administrator

Modified:

12/27/19 2:48:58 PM

This report shows statistics about the number of chat sessions handled,
and session durations, as well as the number and percentage of chat
sessions that were missed or transferred, and the number of chat
messages within the chat sessions.

Chat Thread Report

Owner: Administrator

Modified:

12/27/19 2:48:58 PM

This report provides statistics about number of threads, sessions, and
the other information that is relevant to threads.

Interactions Acceptance Report

Owner: Administrator

Modified:

12/27/19 2:48:58 PM

The report helps in understanding timeframe it takes for agent to accept
interactions as well as interaction acceptance rate and speed. It also
captures percentage of interactions which look less time and long time
to accept.

The following reports are available in the CX Insights > Chat folder:

¢ Async Interactions Report

e Chat Engagement Report

¢ Chat Message Statistics Report

¢ Chat Session Report
e Chat Thread Report

¢ Interaction Acceptance Report

* Pre-Agent Termination Report

Plus, one dashboard:

¢ Interaction Acceptance Dashboard

Related Topics:

e Go back to the complete list of available reports.

¢ Learn how to generate historical reports.
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¢ Learn how to read and understand reports.

e Learn how to create or customize reports.
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Async Interactions Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Async Interactions Report.

Use the (Chat folder) Async Interactions Report to learn more about the number and percentage of
Chat interactions that are initiated by customers outside of regular business hours.

The terms asynchronous chat or asynchronous interactions refer to chat interactions
in which the parties are not present in the chat at the same time. The types of
supported asynchronous chat scenarios depend on the type and version of chat

implementation in your deployment and determine what columns are populated in the
CHAT_SESSION_FACT table.
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Understanding the Async Interactions Report

Media Media

Tenant Day

Type Origin

2019-

2019-

2019-

2019-

2019-

2019-

2019-

Chat 2019-

2019-

2019-

Environment Chat

2019-

2019-

2019-

2019-

2019-

2019-

2019-

Facebook 2019-

2019-

2019-

Total

11-12

11-13

11-19

11-20

11-26

11-28

12-02

12-03

12-04

12-05

12-06

12-09

12-10

12-11

12-12

11-13

11-14

11-22

12-09

12-10

Interactions

Async Interactions Report

Interactions
Parked

% Avg Wait- Max Wait- % Interactions % Interactions
Interactions time in time in with Less Queue with Long Queue
Parked Queue (Fmt) Queue (Fmt) Time Time

0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
45.45% 00:14:38 00:42:32 20.00% 80.00%
50.00% 00:04:28 00:05:09 100.00% 0.00%
55.56% 00:07:43 00:15:07 80.00% 20.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
0.00% 00:00:00 00:00:00 0.00% 0.00%
14.77% 00:09:37 01:02:48 61.54% 38.46%

This report shows statistics about the number if asynchronous interactions that were parked in
queues before being accepted, and for how long. It provides analysis to compare actual park times to
the value configured for the [agg-gim-thld-CHAT-PARKING] duration-threshold.

To get a better idea of what this report looks like, view sample output from the report:
SampleAsyncinteractionsReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:

Prompts for the Async Interactions Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt

Pre-set Date Filter

Start Date

Description

From the list, choose a time period on which to
report and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless t

he

time period selected for Pre-set Date Filter contains

Genesys Engage cloud Reporting Guide

183



Historical Reporting with Genesys CX Insights

Chat reports

Prompt

End Date

Media Type

Tenant

Media Origin

Description
no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Optionally, select the type of media to include in
the report—for example, CHAT, Facebook, Twitter,
or SMS. See the table Media Type vs Media Origin
for more information.

Optionally, select a tenant on which to report.

Optionally, select the chat session place of
origin—for example, CHAT, Facebook, Twitter, or
SMS. See the table Media Type vs Media Origin for
more information.

The following table explains how Media Type differs from Media Origin.

Media Type vs Media Origin

Media Media Type Media Origin
Chat CHAT Chat
Facebook private messaging CHAT Facebook
Facebook public messaging Facebook Facebook
Twitter direct message CHAT Twitter
Twitter Twitter Twitter
SMS SMS SMS

Attributes used in Async Interactions Report

Tenant

Media Type

Attribute

Description

Enables data within the reporting
interval to be organized by
tenant. For multi-tenant
environments, the GCXI Project
connection points to only one
Info Mart tenant schema.
Additional connections are
required for access to other
tenant schemas.

Enables data within the reporting
interval to be organized by media
type—for example, CHAT,
Facebook, Twitter, or SMS. See
the table Media Type vs Media
Origin for more information.

Data Mart Column

TENANT.TENANT_KEY,
TENANT.TENANT_NAME

MEDIA_TYPE.MEDIA_TYPE_KEY,
MEDIA_TYPE.MEDIA_NAME,
MEDIA_TYPE.MEDIA_NAME_CODE
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Attribute

Media Origin

Day

Description

Enables data to be organized by
where the chat session
originated—for example, CHAT,
Facebook, Twitter, or SMS. See
the table Media Type vs Media
Origin for more information.

This attribute enables data within
the reporting interval to be
organized by a particular day
within a month and year. Day
values are presented in YYYY-MM-
DD format.

Data Mart Column

CHAT_SESSION_DIM.MEDIA_ORIGIN

DATE_TIME.DATE_TIME_DAY_KEY,
DATE_TIME.LABEL_YYYY_MM_DD,
DATE_TIME.CAL_DATE

Metrics used in the Async Interactions Report

Metric

Interactions

Interactions Parked

% Interactions Parked

Avg Wait-time in Queue (Fmt)

Max Wait-time in Queue (Fmt)

% Interactions with Less Queue
Time

% Interactions with Long Queue
Time

Description

The total number of media
sessions. ldentical to the Media
Session metric.

The number of interactions that
were placed in the parking queue
and routed during business
hours.

The percentage of interactions
that were placed in a parking
queue, relative to the total
number of interactions that were
established.

The average amount of time
(HH:MM:SS) that interactions
spent in the parking queue.

The maximum amount of time
(HH:MM:SS) that any interaction
spent in the parking queue.

The percentage of interactions
that spent less time in the
parking queue than the value
configured as the duration-
threshold in the agg-gim-thid-
CHAT-PARKING section.

The percentage of interactions
that spent more time in the
parking queue than the value
configured as the duration-
threshold in the agg-gim-thid-
CHAT-PARKING section.

Source or Calculation

AG2_CHAT_STATS.SESSIONS

AG2_CHAT_STATS.SESSIONS_PARKED

Calculated as the value of the
Chat > Interactions Parked
metric divided by the value of
the Chat > Media Session metric.

Calculated as the value of the
Chat > Parking Queue Duration
metric divided by the value of
the Chat > Interactions Parked
metric.

AG2_CHAT_STATS.PARKING_DURATION_MAX

Calculated as the value of the
Chat > Interactions with Less
Queue Time metric divided by
the value of the Chat >
Interactions Parked metric.

Calculated as the value of the
Chat > Interactions with Long
Queue Time metric divided by
the value of the Chat >
Interactions Parked metric.
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Chat Engagement Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Chat Engagement Report.

This page describes how you can use the (Chat folder) Chat Engagement Report to learn more about
the number of chat engagements agents had, and the duration of each.

Understanding the Chat Engagement Report

Chat Engagement Report

Engagement
Tenant Media Type ::f;:n Agent Group Agent Name Day Offered Accepted M‘;‘;:‘“ Handle Time Fo°u2 Time

(Pmt) L=

£acebook No Group a1001 surnameol named: e1001

8 o 6 6 6 &6 6 o

This report shows statistics about the number and duration of chat engagements, as well as a

comparison of the total time required to handle each one to the amount of time the agent spent
focused on the engagement.

To get a better idea of what this report looks like, view sample output from the report:
SampleChatEngagementReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:

Prompts for the Chat Engagement Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt Description

. From the list, choose a time period on which to
FIEHEEE DR IS report and move it to the Selected list. Default:
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Prompt Description

Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value

Start Date except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value

End Date except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Optionally, select the type of media to include in
the report—for example, CHAT, Facebook, Twitter,

Media Type or SMS. See the table Media Type vs Media Origin
for more information.
Tenant Optionally, select a tenant on which to report.

Optionally, select or or more agent groups on which

Agent Group to report.

Optionally, select the chat session place of
origin—for example, CHAT, Facebook, Twitter, or
SMS. See the table Media Type vs Media Origin for
more information.

Media Origin

The following table explains how Media Type differs from Media Origin.

Media Type vs Media Origin

Media Media Type Media Origin
Chat CHAT Chat
Facebook private messaging CHAT Facebook
Facebook public messaging Facebook Facebook
Twitter direct message CHAT Twitter
Twitter Twitter Twitter
SMS SMS SMS

Attributes used in Chat Engagement Report

Attribute Description Data Mart Column
Enables data within the reporting
Tenant interval to be organized by TENANT.TENANT_NAME
tenant.

Enables data within the reporting
Media Type interval to be organized by media MEDIA_TYPE.MEDIA_NAME
type—for example, CHAT,
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Attribute

Media Origin

Agent Group

Agent Name

Day

Description

Facebook, Twitter, or SMS. See
the table Media Type vs Media
Origin for more information.

Enables data to be organized by
where the chat session
originated—for example, CHAT,
Facebook, Twitter, or SMS. See
the table Media Type vs Media
Origin for more information.

Enables data to be organized by
the groups to which agents
belong. An agent can belong to
more than one agent group.

Enables data to be organized by
certain attributes of the agent
who is associated with the
interaction.

Enables data within the reporting
interval to be organized by a
particular day.

Data Mart Column

CHAT_SESSION_DIM.MEDIA_ORIGIN

GROUP_.GROUP_NAME

WHERE GROUP_.GROUP_TYPE_CODE in
('AGENT', 'UNKNOWN','NO_VALUE")

RESOURCE_GI2.AGENT_NAME

DATE_TIME.LABEL_YYYY_MM_DD

Metrics used in the Chat Engagement Report

Metric

Offered

Accepted

Acceptance Rate

Engagement Handle Time (Fmt)

Focus Time (Fmt)

Description
Total number of engagement

which were offered to the agents.

Total number of assigned
engagements which were
accepted by the agents.

Percentage of accepted
engagements / assigned
engagements.

Total duration (HH:MM:SS) of the
agent engagement. Calculated
as the difference between the
time when the agent joins the
chat and the time when the
agent leaves the chat (or the
time the chat ends).

The total amount of time
(HH:MM:SS) spent handling
Async chat interactions received
by agent(s) or agent group(s).
This metric excludes dormant
time.

Source or Calculation

AG2_AGENT [*].OFFERED

AG2_AGENT [*].ACCEPTED

Offered / Accepted
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Chat Message Statistics Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Chat Message Statistics Report.

This page describes how you can use the (Chat folder) Chat Message Statistics Report to learn more
about how chat is used in the contact center.

Understanding the Chat Message Statistics Report

Chat Message Statistics Report

Avg Avg Messages Avg Characters per
- Messages -
Day Tenant Media Type sent b sent by Session typed by
Agenty Customer Agent
Environment Chat 3.52 4.03 176.07
2018-02-19
Total SN52 4.03 176.07
Environment Chat <l 3.71 157.61
2018-02-20
Total <jgalls <lo 'l 157.61
Total 3.36 3.89 167.94

This report provides detailed information about the number and duration of chat messages
exchanged between customers and agents.

To get a better idea of what this report looks like, view sample output from the report:
Sample Chat Message Statistics Report.pdf

The following tables explain the prompts you can select when you generate the report, and the

metrics and attributes represented in the report:

Prompts for the Chat Message Statistics Report

All prompts in this report are optional; run them with no value to return all available data.
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Prompt

Pre-set Date Filter

Start Date

End Date

End Reason

Media Type

Tenant

Description

From the list, choose a time period on which to
report, and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Optionally, show only chat sessions that ended for
a given reason.

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select a tenant on which to report.

Attributes used in Chat Message Statistics Report

Attribute

Day
Tenant

Media Type

Description

This attribute enables data within the reporting
interval to be organized by a particular day.

This attribute enables data within the reporting
interval to be organized by tenant.

This attribute enables data within the reporting
interval to be organized by media type.

Metrics used in the Chat Message Statistics Report

Metric

Avg Messages sent by Agent
Avg Messages sent by Customer

Avg Characters per Session typed by Agent

Description

The average number of messages sent by agents,
per chat session.

The average number of messages sent by callers /
customers, per chat session.

The average number of characters typed by
agents, per session.
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Chat Session Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Chat Session Report.

This page describes how you can use the (Chat folder) Chat Session Report to learn more about the
volume of chat sessions handled in your contact center within a specific time period, including details
about the number of messages within chat sessions, and about how often chat sessions were missed
or transferred.

Understanding the Chat Session Report

Chat Session Report

Messages

Media Chats Chats % Chats % Chats Messages Avg Session
Teusnt Media Type origin L GRSt Missed Transferred Missed Transferred m::g:“ From Agent  Time (Fmt)
2019-02-20 1 o 1] 0.00% 0.00% 1] 1 00:00:20

facebook
Total 1 0 0 0.00% 0.00% 0 1 00:00:20
2019-01-30 1 0 0 0.00% 0.00% 3 3 00:01:06
2019-02-11 1 0 1 0.00% 100.00% 2 1 00:02:12
2019-02-20 2 0 0 0.00% 0.00% 1 2 00:22:47

Chat

Envi ronment unknown 2019-02-22 1 0 0 0.00% 0.00% ] 0 00:54:39
2019-03-01 1 0 20.00% 0.00% 3 o 00:01:14
2019-03-04 [ o 1] 0.00% 0.00% 3 3 00:09:38
Total 16 1 1 6.25% 6.25% 12 9 00:10:28
Total 17 1 a 5.88% 5.88% 12 10 00:09:52
Total 17 1 1 5.88% 5.88% 12 10 00:09:52
Total 17 1 1 5.88% 5.88% 12 10 00:09:52

This report shows statistics about the number of chat sessions handled, and session durations, as
well as the number and percentage of chat sessions that were missed or transferred, and the number
of chat messages within the chat sessions.

To get a better idea of what this report looks like, view sample output from the report:
SampleChatSessionReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:
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Prompts for the Chat Session Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt

Pre-set Date Filter

Start Date

End Date

Media Type

Tenant

Media Origin

Description

From the list, choose a time period on which to
report and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains

no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains

no data.

Optionally, select the type of media to include in
the report—for example, CHAT, Facebook, Twitter,
or SMS. See the table Media Type vs Media Origin
for more information.

Optionally, select a tenant on which to report.

Optionally, select the chat session place of
origin—for example, CHAT, Facebook, Twitter, or
SMS. See the table Media Type vs Media Origin for

more information.

The following table explains how Media Type differs from Media Origin.

Media
Chat
Facebook private messaging
Facebook public messaging
Twitter direct message
Twitter
SMS

Media Type vs Media Origin
Media Type
CHAT
CHAT
Facebook
CHAT
Twitter
SMS

Attributes used in Chat Session Report

Attribute
Tenant

Description
This attribute enables data within

Media Origin
Chat
Facebook
Facebook
Twitter
Twitter
SMS

Data Mart Column
TENANT.TENANT_NAME
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Attribute

Media Type

Media Origin

Day

Description

the reporting interval to be
organized by tenant.

This attribute enables data within
the reporting interval to be
organized by media type—for
example, CHAT, Facebook,
Twitter, or SMS. See the table
Media Type vs Media Origin for
more information.

This attribute enables data to be
organized by where the chat
session originated—for example,
CHAT, Facebook, Twitter, or SMS.
See the table Media Type vs
Media Origin for more
information.

This attribute enables data within
the reporting interval to be
organized by a particular day.

Metrics used in the Chat Session Report

Metric

Chats

Chats Missed

Chats Transferred

% Chats Missed

% Chats Transferred

Messages From Customer

Messages From Agent

Description

The total number of chat
sessions.

Total number of chats requested
by clients that were not
answered by agents during the
reporting period.

Total number of chats that were
transferred to an agent during
the reporting period.

Percentage of chats requested by
clients that were not answered
by agents.

Percentage of chats requested by
clients that were transferred to
an agent.

Total number of customer
messages in all chat sessions
within the reporting period.

Total number of agents messages
in all chat sessions within the
reporting period.

Data Mart Column

MEDIA_TYPE.MEDIA_NAME

CHAT_SESSION_DIM.MEDIA_ORIGIN

DATE_TIME.LABEL_YYYY_MM_DD

Source or Calculation

SESSIONS_MISSED = sum(case
when
sf.MSG_FROM_CUSTOMERS_COUNT
> 0 and
sf.MSG_FROM_AGENTS_COUNT =

0 then 1 else 0 end))

SESSIONS_TRANSFERRED =
sum(case when
sfPAGENTS_COUNT> 1 then 1
else 0 end)

Total Missed Chats / Total Chats

Total Transferred Chats / Total
Chats
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Metric Description Source or Calculation

The average duration
Avg Session Time (Fmt) (HH:MM:SS) of chat sessions
within the reporting period.
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Chat Thread Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Chat Thread Report.

This page describes how you can use the (Chat folder) Chat Thread Report to view detailed
information about chat sessions and threads. A session is defined as a single interaction or chat
conversation (which can contain more than one engagement by any given agent), and a thread is a
series of sessions related by a common thread ID.

Understanding the Chat Thread Report

Chat Thread Report

Media Media Thread Thread Thread Thread Thread Average Thread
Tenant Type Origin Day Threads e || ST Handle Customer Agent Response Time
L ! g Time (Fmt) Messages Messages (Fmt)
2019-05-07 7 7 7 00:29:28 9 11 00:00:18
Chat 2019-05-08 4 6 5 00:37:45 10 9 00:02:42
Chat
Environment Total b | 13 12 01:07:13 19 20 00:01:10
Total 11 13 12 01:07:13 19 20 00:01:10
Total 11 13 12 01:07:13 19 20 00:01:10
Total 11 13 12 01:07:13 19 20 00:01:10

This report shows detailed information about the number and duration of chat threads, sessions, and
engagements, as well as the number of messages in the threads, and information about handle and
response times.

To get a better idea of what this report looks like, view sample output from the report:
SampleChatThreadReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:

Prompts for the Chat Thread Report

All prompts in this report are optional; run them with no value to return all available data.
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Prompt

Pre-set Date Filter

Start Date

End Date

Media Type

Tenant

Media Origin

Description

From the list, choose a time period on which to
report and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Optionally, select the type of media to include in
the report—for example, CHAT, Facebook, Twitter,
or SMS. See the table Media Type vs Media Origin
for more information.

Optionally, select a tenant on which to report.

Optionally, select the chat session place of
origin—for example, CHAT, Facebook, Twitter, or
SMS. See the table Media Type vs Media Origin for
more information.

The following table explains how Media Type differs from Media Origin.

Media Type vs Media Origin

Media
Chat CHAT
Facebook private messaging CHAT
Facebook public messaging Facebook
Twitter direct message CHAT
Twitter Twitter
SMS SMS

Media Type Media Origin

Chat
Facebook
Facebook
Twitter
Twitter
SMS

Attributes used in Chat Thread Report

Attribute Description Data Mart Column
Enables data within the reporting
Tenant interval to be organized by TENANT.TENANT_NAME

tenant.

Enables data within the reporting
Media Type interval to be organized by media MEDIA TYPE.MEDIA_NAME
type—for example, CHAT,
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Attribute

Media Origin

Day

Description

Facebook, Twitter, or SMS. See
the table Media Type vs Media
Origin for more information.

Enables data to be organized by
where the chat session
originated—for example, CHAT,
Facebook, Twitter, or SMS. See
the table Media Type vs Media
Origin for more information.

Enables data within the reporting
interval to be organized by a
particular day.

Metrics used in the Chat Thread Report

Metric

Threads

Thread Sessions

Thread Engagements
Thread Handle Time (Fmt)
Thread Customer Messages

Thread Agent Messages

Average Thread Response Time
(Fmt)

Description

Total number of threads started
by clients.

Total number of sessions in all
threads.

Total number of engagements in
all threads.

Total handle duration (HH:MM:SS)
of all chats in all threads.

Total number of customer
messages in all threads.

Total number of agent messages
in all threads.

For served threads, the average
time (HH:MM:SS) between
clients' messages and the
subsequent agents' messages
throughout the thread.

Data Mart Column

MEDIA_ORIGIN.MEDIA_ORIGIN

DATE_TIME.LABEL_YYYY_MM_DD

Source or Calculation

AG2_CHAT_THREAD.THREADS
AG2_CHAT_THREAD.SESSIONS

AG2_CHAT _THREAD.ENGAGEMENTS

AG2_CHAT_THREAD.HANDLE_DURATION
AG2_CHAT_THREAD.MSG_FROM_CUSTOMERS

AG2_CHAT THREAD.MSG_FROM_AGENTS

AG2_CHAT THREAD.AGENT REPLY_DURATION

divided by
AG2_CHAT THREAD.THREADS
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Interactions Acceptance Dashboard

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Interactions Acceptance Dashboard.

This page describes how you can use the (Chat folder) Interactions Acceptance Dashboard to
understand how long it takes for agents to accept customer interactions, and to identify what
percentage of interactions are accepted promptly, or with some delay.

Note that the term 'dashboard' is used interchangeably with the term 'dossier’. Dashboards / dossiers
provide an interactive, intuitive data visualization, summarizing key business indicators (KPIs). You
can change how you view the data by using interactive features such as selectors, grouping, widgets,

and visualizations, and explore data using multiple paths, though text, data filtering, and layers of
organization.

Understanding the Interactions Acceptance Dashboard

¥ S ——

The Interactions Acceptance Dashboard

The Interactions Acceptance Dashboard shows detailed statistics about the speed and rate of
agent acceptance of customer interactions. The report displays the time it takes for agents to accept
interactions, and the percentage of interactions that are accepted promptly, or with some delay. Use
this report to understand interaction acceptance rate and speed, which you can use to optimize
agent performance and, by monitoring the time that customers wait before connecting to an agent,
help to improve customer experience.

To get a better idea of what this dashboard looks like, view sample output from the report:
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Sample Interactions Acceptance Dashboard.pdf

The following table explains the prompts you can select when you generate the Interactions
Acceptance Dashboard:

Prompts on the Interactions Acceptance Dashboard

Prompt Description

Choose a time period from the list of preset
options. and move it to the Selected list. If this
prompt is set to anything other than none, the
Dates prompt are ignored. Default: Year to Date

Pre-set Date Filter

Choose the first day from which gather report data.
If the Pre-set Date Filter is set to any value except

Start Date none, this prompt has no effect, unless the time
period selected for Pre-set Date Filter contains no
data.

Choose the last day from which gather report data.
If the Pre-set Date Filter is set to any value except

End Date none, this prompt has no effect, unless the time
period selected for Pre-set Date Filter contains no
data.

Optionally, select the type of media to include in
the report—for example, CHAT, Facebook, Twitter,

Media Type or SMS. See the table Media Type vs Media Origin
for more information.
Tenant Optionally, select one or more tenants to include in

the report.

Optionally, select one or more Agent Groups from

Agent Group which to gather data into the report.

Optionally, select the chat session place of
origin—for example, CHAT, Facebook, Twitter, or
SMS. See the table Media Type vs Media Origin for
more information.

Media Origin

The following table explains how Media Type differs from Media Origin.

Media Type vs Media Origin

Media Media Type Media Origin
Chat CHAT Chat
Facebook private messaging CHAT Facebook
Facebook public messaging Facebook Facebook
Twitter direct message CHAT Twitter
Twitter Twitter Twitter
SMS SMS SMS

The following table explains the attributes used on the Interactions Acceptance Dashboard:
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Attributes on the Interactions Acceptance Dashboard

Attribute

Tenant

Media Type

Media Origin

Agent Group

Agent Name

Day

Description

Enables data within the reporting
interval to be organized by
tenant.

Enables data within the reporting
interval to be organized by media
type—for example, CHAT,
Facebook, Twitter, or SMS. See
the table Media Type vs Media
Origin for more information.

Enables data to be organized
based on where the chat session
originated; for example, Chat,
Facebook, Twitter, or SMS.

Enables data within the reporting
interval to be organized by the
groups to which agents belong.
An agent can belong to more
than one agent group.

Enables data to be organized by
certain attributes of the agent
who is associated with the
interaction.

Enables data within the reporting
interval to be organized by a
particular day.

Source Table

TENANT.TENANT_NAME

MEDIA_TYPE.MEDIA_NAME

CHAT_SESSION_DIM.MEDIA_ORIGIN

GROUP_A.GROUP_NAME

RESOURCE_A.AGENT_NAME

DATE_TIME.LABEL_YYYY_MM_DD

The following table explains the metrics used on the Interactions Acceptance Dashboard:

Metrics on the Interactions Acceptance Dashboard

Metrics

Interactions Accepted

Interactions Initiated by
Consumers

% Interactions Accepted

Avg Duration for Accepting
Interactions

Description

The number of Interactions
accepted during the reporting
period. This metric is identical to
Chat > Agent > Accepted.

The total number of
engagements that were offered
to agents. Identical to the metric
'Interactions Initiated by
Consumers'. This metric is
identical to Chat > Agent >
Offered.

The percentage of interactions
which were accepted, relative to
the total number of interactions
initiated by customers. This
metric is identical to Chat >
Agent > Acceptance Rate.

The average amount of time
(h:mm:ss) that passed after an

Source Table or Calculation

AG2_CHAT AGENT.ACCEPTED,
AG2_CHAT _AGENT_GRP.ACCEPTED

AG2_CHAT AGENT *.OFFERED

Calculated as the value of Chat >
Agent > Accepted divided by the
value of Chat > Agent > Offered.

Calculated as the value of the
Chat > Agent > Alert Duration
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Max Duration for Accepting
Interactions

% Interactions Less Time to
Accept

% Interactions Long Time to
Accept

engagement was offered, before
it was accepted by an agent.

The maximum amount of time
(h:mm:ss) that passed after an
engagement was offered, before
it was accepted by an agent.

The percentage of interactions
that were accepted by an agent
before the amount of time
configured as the value of the
option accepted-duration-
threshold in the agg-gim-thld-
CHAT-ACC section.

The percentage of interactions
that were accepted by an agent
after the amount of time
configured as the value of the
option accepted-duration-
threshold in the agg-gim-thid-
CHAT-ACC section.

metric divided by the value of
the Chat > Agent > Accepted
metric.

AG2_CHAT AGENT.INVITE_ACC_TIME_MAX,
AG2_CHAT_AGENT GRP.INVITE_ACC_TIME_MAX

Calculated as the value of the
Chat > Agent > Interactions Less
Time to Accept metric, divided by
the value of the Chat > Agent >
Accepted metric.

Calculated as the value of the
Chat > Agent > Interactions
LongTime to Accept metric
divided by the value of the Chat
> Agent > Accepted metric.
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Interactions Acceptance Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Interactions Acceptance Report.

This page describes how you can use the (Chat folder) Interactions Acceptance Report to view
statistics about the acceptance of interactions by agents, including the amount of time it took for
agents to accept interactions, and the number and percentage of interactions that were accepted
quickly, or with a delay.

Understanding the Interactions Acceptance Report

Interactions Acceptance Report
% Avg Duration for Max Duration for % Interactions % Interactions
Media Media Interactions
Tenant 5 || e Agent Group Agent Name Day i Interactions Accepting Accepting Less Time to Long Time to
TYP! g: P Accepted Interactions (Fmt) Interactions (Fmt) Accept Accept
2019-08-18 . 100.00% 00:00:06 00:00:00 100.008 0.008
2019-0-26 s 100.008 00:00:08 00:00:13 50.008 20.008
a1002_4002  a1002_4002 a1002_4002 2013-10-08 . 100.00% 00:00:04 00:00:06 100.008 0.00%
Agnet_grp-2
2019-10-09 . 100.008 00:00:07 00:00:13 75.008 25008
Total 19 100.00% 00:00:06 00:00:41 89.47% 10.53%
Total 19 100.00% 00:00:06 00:00:41 89.47% 10.53%
2019-08-13 1 100.008 00:00:02 00:00:02 100.008 0.008
2019-09-26 s %0.00% 00:00:20 00:01:05 33,33 65678
2019-08-17 p 100.00% 00:00:07 00:00:08 100.008 0.008
2019-05-18 12 100.008 00:00:07 00:00:16 75.008 25008
2019-08-10 2 100.00% 00:00:08 00:00:12 s0.008 s0.008
2019-08-20 s 100.00% 00:00:05 00:00:08 100.008 0.008
2019-08-23 . 75.00% 00:00:15 00:00:59 8333 16,67
at001 4002 ato0n a1001_002
Chat 2019-09-26 7 100.00% 00:00:05 00:00:11 85.71% 14.29%
2019-08-27 1 100.008 00:00:06 00:00:06 100.008 0.008
2019-20-01 1 100.00% 00:00:02 00:00:02 100.00% 0.008
Customerd0-02_Agentorp
= 2019-10-03 . 100.00% 00:00:09 00:00:11 75.008 25.008
2019-10-08 1 100.008 00:00:06 00:00:13 8333 16.67
2019-10-09 3 o2.068 00:00:07 00:00:14 76924 23088
Total 79 95.18% 00:00:09 00:03:47 75.95% 24.05%
2019-08-19 1 100.00% 00:00:03 00:00:03 100.00% 0.008
rviconment. | chat 2019-08-20 1 100.00% 00:00:08 00:00:08 100.008 0.008
at00s_a002  a100s a1008_4002  2018-10-08 ) 100.00% 00:00:24 00:00:24 0.00% 100. 008
2019-10-09 2 100.00% 00:00:11 00:00:16 s0.008 s0.008
Total 5 100.00% 00:00:11 00:00:51 60.00% 40.00%
Total 84 95.45% 00:00:09 00:04:38 75.00% 25.00%
Total 103 96.26% 00:00:08 00:05:19 77.67% 22.33%
2019-10-03 1 100.00% 00:00:09 00:00:00 100.008 0.008
a1002 4002 a1002_4002 a1002_4002 2018-10-10 2 100.008 00:00:08 00:00:13 s0.008 s0.008
Agnet_grp-2
Total 3 100.00% 00:00:08 00:00:22 66.67% 33.33%
Total 3 100.00% 00:00:08 00:00:22 66.67% 33.33%
2019-05-16 1 100.008 00:00:11 00:00:11 0.008 100.00%
Facebook 2019-09-30 1 100.00% 00:00:04 00:00:04 100.008 0.00%
at001_s002  atoo a1001_4002  2018-10-03 ) 100.00% 00:08:14 00:08:14 0.00% 100. 008
Customerd0-02_AgentGrp
- 2019-10-10 3 100.00% 00:00:07 00:00:11 83.33% 16.67%

T

Customer experience is directly impacted if there is a delay before an agent accepts an interaction.
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Use this report to understand interaction acceptance rate and speed, which can help you to optimize
the agent performance and consumer experience.

To get a better idea of what this report looks like, view sample output from the report:
InteractionAcceptanceReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:

Prompts for the Interactions Acceptance Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt Description

From the list, choose a time period on which to
report and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Pre-set Date Filter

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value

Start Date except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value

End Date except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Optionally, select the type of media to include in
the report—for example, CHAT, Facebook, Twitter,

Media Type or SMS. See the table Media Type vs Media Origin
for more information.
Tenant Optionally, select a tenant on which to report.

Optionally, select one or more Agent Groups from

Agent Group which to gather data into the report.

Optionally, select the chat session place of
origin—for example, CHAT, Facebook, Twitter, or
SMS. See the table Media Type vs Media Origin for
more information.

Media Origin

The following table explains how Media Type differs from Media Origin.

Media Type vs Media Origin
Media Media Type Media Origin
Chat CHAT Chat
Facebook private messaging CHAT Facebook
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Media
Facebook public messaging
Twitter direct message
Twitter
SMS

Media Type
Facebook
CHAT
Twitter
Chat

Media Origin
Facebook
Twitter
Twitter
SMS

Attributes used in Interactions Acceptance Report

Attribute

Tenant

Media Type

Media Origin

Agent Group

Agent Name

Day

Metrics used in the Interactions Acceptance

Metric

Interactions Accepted

Description

Enables data within the reporting
interval to be organized by
tenant.

Enables data within the reporting
interval to be organized by media
type—for example, CHAT,
Facebook, Twitter, or SMS. See
the table Media Type vs Media
Origin for more information.

Enables data to be organized by
where the chat session
originated—for example, CHAT,
Facebook, Twitter, or SMS. See
the table Media Type vs Media
Origin for more information.

Enables data within the reporting
interval to be organized by the
groups to which agents belong.
An agent can belong to more
than one agent group.

Enables data to be organized by
certain attributes of the agent
who is associated with the
interaction.

Enables data within the reporting
interval to be organized by a
particular day.

Description

The number of Interactions
accepted during the reporting
period. This metric is identical to
Chat > Agent > Accepted.

Data Mart Column

TENANT.TENANT_NAME

MEDIA_TYPE.MEDIA_NAME

MEDIA_ORIGIN.MEDIA_ORIGIN

GROUP_A.GROUP_NAME

RESOURCE_A.AGENT_NAME

DATE_TIME.LABEL_YYYY_MM_DD

Report

Source or Calculation

AG2_CHAT AGENT.ACCEPTED,
AG2_CHAT AGENT_GRP.ACCEPTED
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Metric

% Interactions Accepted

Avg. Duration for Accepting
Interaction

Max. Duration for Accepting
Interaction

% Interactions Less time to
Accept

% Interactions Long time to
Accept

Description

The percentage of interactions
which were accepted, relative to
the total number of interactions
initiated by customers. This
metric is identical to Chat >
Agent > Acceptance Rate.

Average amount of time
([H]:MM:SS) that elapsed before
agents accepted interactions.

The maximum amount of time
([H]1:MM:SS) that elapsed before
an agent accepted an
interaction.

The percentage of interactions
that were accepted by an agent
before the amount of time
configured as the value of the
option accepted-duration-
threshold in the agg-gim-thid-
CHAT-ACC section.

The percentage of interactions
that were accepted by an agent
after the amount of time
configured as the value of the
option accepted-duration-
threshold in the agg-gim-thld-
CHAT-ACC section.

Source or Calculation

Calculated as the value of Chat >
Agent > Accepted divided by the
value of Chat > Agent > Offered.

Calculated as the value of Chat >
Agent > Alert Duration divided
by the value of Chat > Agent >
Accepted.

AG2_CHAT_AGENT.INVITE_ACC_TIME_MAX,
AG2_CHAT_AGENT_GRP.INVITE_ACC_TIME_MAX

Calculated as the value of Chat >
Agent > Interactions Less time to
Accept divided by Chat > Agent
> Accepted.

Calculated as the value of Chat >
Agent > Interactions Long time
to Accept divided by Chat >
Agent > Accepted.
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Pre-Agent Termination Report

This content may not be the latest Genesys Engage cloud content. To find the latest

content, go to Pre-Agent Termination Report.

This page describes how you can use the (Chat folder) Pre-Agent Termination Report to learn more
about calls that terminated without connecting to an agent.

Understanding the Pre-Agent Termination Report

Pre-Agent Termination Report

Sessions Sessions Sessions

Day Before
Abandonment (Fmt)

Created Abandoned Offered

Avg Duration

2011-01-14 56 4 56 00:00:37
2011-01-24 162 16 160 00:00:16
2011-04-11 23 2 23 00:00:39
2011-04-13 8 0 8 00:00:00
2011-04-14 &) 0 3 00:00:00
2011-04-25 2 0 2 00:00:00
2011-11-03 9 0 9 00:00:00
2011-11-08 18 0 18 00:00:00
2011-11-10 8 0 8 00:00:00
Total 289 22 287 00:00:22

Max Duration

Before

Abandonment (Fmt)

00:01:49

00:
00:
00:
00:
00:
00:
00:
00:

00:01:

00

0l:

00:

00:

00:

00:

00:

00:

:31

00
00
00
00
00
00
00

49

%

Abandoned
Sessions

7

G

1o

This report shows statistics for interactions that were terminated before connecting to an agent,

including:

e Sessions created
¢ Sessions abandoned

e The average duration before the sessions were abandoned

Use this report to understand the circumstances that led to per-agent termination of interactions.

14%

88%

.70%

.00%

.00%

.00%

.00%

.00%

61%
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To get a better idea of what this report looks like, view sample output from the report:
SamplePreAgentTerminationReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:

Prompts for the Pre-Agent Termination Report

Prompt Description

From the list, choose a time period on which to

e G52 PRl e report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.

Start Date

End Date

Attributes used in Pre-Agent Termination Report

Attribute Description

This attribute enables data within the reporting

D interval to be organized by a particular day.

Metrics used in the Pre-Agent Termination Report

Metric Description

The total number of sessions created during the

Sessions Created reporting period.

The number of sessions during the reporting period
Sessions Abandoned that were abandoned by the caller before
connecting to an agent.

The total number of sessions offered during the

Sessions Offered reporting period.

The average duration (HH:MM:SS) of sessions that
Avg Duration Before Abandonment (Fmt) were subsequently abandoned by the caller
without connecting to an agent.

The maximum length of time(HH:MM:SS) that any
Max Duration Before Abandonment (Fmt) caller waited before abandoning the call without
connecting to an agent.
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Metric Description

The percentage of sessions that were abandoned
% Abandoned Sessions without connecting to an agent, relative to the total
number of sessions that were established.
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Co-browse reports

This content may not be the latest Genesys Engage cloud content. To find the latest

content, go to the latest documentation for Co-browse reports.

This page describes reports you can use to learn more about agent handling of contact center
interactions involving Co-browse sessions. Reports in the Co-browse folder are ready-to-use, but as

always, can be modified to suit your specific business needs.

The reports in this folder are available on request; talk to your Genesys representative

about making them available for you to use.

About Co-browse reports

Co-browse Detail Report
E Recents Owner: Administrator

Modified:
— 12/14[18 4:31:40 PM
Shared Reports —— Use this report to view segment-related details pertaining to
——— agent handling of contact center interactions with Co-browse
Custon =zazsions, including Co-browse session time, and dats about
the master whe initiated the Co-browse session (mode and
visited pag

CX Insights

Agents

Business Results

Callback

Chat

Chat Bot

Dashboards

Designer

Details

Co-browse Summary Report

Owner: Administrator

Modified:

12/14/18 4:31:26 PM

Use this report to contrast agent interaction handling Co-

browse Sessions, including Co-browse session count, Start
time, Handle time. % rate of Interactions with Co-browse

sessions

The following reports are available in the CX Insights > Co-browse folder:
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¢ Co-browse Detail Report

¢ Co-browse Summary Report

Genesys Engage cloud Reporting Guide 210



Historical Reporting with Genesys CX Insights Co-browse reports

Co-browse Detall Report

Important

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Co-browse Detail Report .

Use this report to view segment-related details pertaining to agent handling of contact center
interactions that include Co-browse sessions. The report provides detailed information about Co-
browse sessions, including durations, browsing modes, and pages visited.

Important

This report is available on request; talk to your Genesys representative about making
it available for you to use.

Understanding the Co-browse Detail Report

Co-browse Detail Report

Page Ena

Eanaling Co-browse  Co-browse  Co-brovse  Co-browse  Mode Start Mode Bnd  Page Start
ize Time Time

¥eais TYP®  agent Name Guass (— ) Start Time  Ena Time Duration  Session ID  Start Time  End Time Duration roas Time

Page Title  Page UrL

3/10/2018 JR— /1072018 s/10/2018 270, s/10/2018
s:01:38 o 4:01:30 M a:02:38 7
J— sf0/2018 s/10/2018 —~ e s/10/208 s/10/2018 - s/10/2018
4200259 a:01:56 oM : €:01:8 M 4:01:50 oM 4:01:30 M
s/10/2018 2hefm
coroow T

s/11/2008

2:06:58 DM o
symjzae 9/11/2018 corozies | sezzess - s/11/208 s/13/2018 . sy
2:05:59 ™ 2:08:40 7H 5 = 2:06:58 ™ 2:08:32 M 2:08:22
. Agent2 Bomail
chat agent2 i O s/11/2018 /1172008
gentz aistributi, Joasas pn  EITE 2:08:27
s/11/2018
2.08.32 w
13/2018 B
15.43 M 2.38.45 00
00.00.15 powTER
I 9172008 9/17/2018 B
5 12:15:50 M 1:47:09 o -
AAAAAA 208 10/17/2008 I R 3/17/2018 9/17/2008 R 3/17/2018 J—
B 1:47:30 1547030 P8 : “ “ 1:48:38 M 1:8:35 oM 1548028 o0
s/12/208 s/12/2018 RN
5:11.38 M 3:11:35 Ax
— . Agent3 - snazae 9/32/2018
agen P 3230543 2 s ax
. 12/2018 o018 .
23427843 e 00:00:30 - PorwTER

This report provides detailed information about Co-browse sessions, on an agent-by-agent bases,
including Interaction durations, Co-browse session durations, Co-browse modes, and details about the
pages visited.
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To get a better idea of what this report looks like, view sample output from the report:
Sample Co-browse Detail Report.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes represented in the report:

Prompts for the Co-browse Detail Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt Description

Choose a day from the list of preset options. This
Pre-set Day Filter prompt overrides the Start Time and End Time
values.

Choose the day and time from which to begin
collecting data into the report. This prompt has no
effect if Pre-set Day Filter is set to anything
except None.

Start Time

Choose the day and time at which to stop
collecting data into the report. This prompt has no
effect if Pre-set Day Filter is set to anything
except None.

End Time

Agent Name Choose an agent on which to focus the report.

From the list, choose a queue on which to focus the
report. The report will include only interactions that
traveled through the selected queue immediately
before the interaction was handled.

Last Queue

From the list, choose a virtual queue on which to
focus the report. The report will include only

Last VQueue interactions that traveled through the selected
queue immediately before the interaction was
handled.

Optionally, select the type of media to include in
the report—for example, VOICE or CHAT.

Optionally, select an Interaction ID on which to
focus the report.

Media Type

Interaction ID

Attributes used in Co-browse Detail Report

Attribute Description

This attribute enables data within the reporting
interval to be organized by the media type from

Media Type which the Co-browse session was initiated (voice or
chat).
Handling Agent Name This attribute enables data within the reporting
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Attribute

Queue

VQueue

Description

interval to be organized by the name of the Agent
who assisted the customer in the co-browse
session.

This attribute enables data within the reporting
interval to be organized by the Queue from where
the Co-browse interaction was routed to an agent.
Co-browse is a part of the voice or chat interaction,
so technically the primary interaction routed is
voice or chat.

This attribute enables data within the reporting
interval to be organized by the Queue from where
the Co-browse interaction was routed to an agent.
Co-browse is a part of the voice or chat interaction,
so technically the primary interaction routed is
voice or chat.

Metrics used in the Co-browse Detail Report

Metric

Interaction ID

Interaction Start Time

Interaction End Time

Interaction Duration

Co-browse Session ID

Co-browse Start Time

Co-browse End Time

Co-browse Duration

Mode Start Time

Description

Interaction ID of the voice or
chat.

Interaction Start Time of the
voice or chat.

Interaction End Time of the voice
or chat.

The duration of the interaction
that started and ended.

The unique identifier of the Co-
browse session.

The time when the Co-browse
session started. Each interaction
can contain multiple Co-browse
sessions.

The time when the Co-browse
session ended. Each interaction
can contain multiple Co-Browse
sessions.

The duration of the co-browse
session.

The start time of the mode in the
Co-browse session. A Co-browse
session can contain multiple
mode sessions.

Metric source

INTERACTION_FACT_GI2.INTERACTION_ID
INTERACTION_FACT_GI2.START_TS_TIME

INTERACTION_FACT _GI2.END_TS_TIME
Calculated as interaction end

time minus interaction start time
(END_TS - START_TS).

COBROWSE_FACT_GI2.SESSION_TOKEN

COBROWSE_FACT_GI2.SESSION_START_TIME

COBROWSE_FACT_GI2.SESSION_END_TIME

Calculated as Co-browse session
end time minus Co-browse
session start time
(SESSION_END_TIME_TS -
SESSION_START TIME_TS).

COBROWSE_FACT_GI2.SEGMENT_START_TIME
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Metric

Mode

Mode End Time

Page Start Time

Page Title

Page URL

Page End Time

Description

The mode (POINTER or WRITE)
that was used in the session. In
POINTER sessions, the agent
observes while the caller browses
the web page, whereas in WRITE
sessions, the agent can actively
click or enter data on the web
page.

The end time of the mode in the
Co-browse session. A Co-browse
session can contain multiple
mode sessions.

The time when the page was
loaded or reloaded during the
Co-browse session.

The title of the Web page on
which the Co-browse session
happens. The report shows one
entry for each page co-browsed
during the session.

The URL of the Web page on
which the Co-browse session
happens. The report shows one
entry for each page co-browsed
during the session.

The time when the Co-browse
session moved to the next page,
or ended.

Metric source

COBROWSE_MODE.SEGMENT_MODE

COBROWSE_FACT_GI2.SEGMENT_END_TIME

COBROWSE_FACT_GI2.PAGE_START_TIME

COBROWSE_PAGE.PAGE_TITLE

COBROWSE_FACT_GI2.PAGE_START_TIME

COBROWSE_FACT_GI2.PAGE_END_TIME
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Co-browse Summary Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Co-browse Summary Report .

Use this report to learn how each agent handles interactions involving Co-browse sessions, by
contrasting Co-browse session counts, session durations, and the percentage of interactions that
include Co-browse.

This report is available on request; talk to your Genesys representative about making
it available for you to use.
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Understanding the Co-browse Summary Report

Co-browse Summary Report

Interaction Co-browse Avajusiors
Media A Agent Name Day Interaction 2 with Co= Co-browse % Rate of Write Co-browse Avg Handle
YE Count Sessions Co-browse . Started Time (Fmt)
browse Sessions 5
Time (Pmt)
. Agentl
(Agent1) 2018-09-17 1 0 0 0.00%
2018-09-10 2 2 2 100.00% 00:00:18 00:00:27
2018-09-11 3 1 1 33.33% 00:00:59 00:01:34
Chat p L= 2018-09-13 1 1 3 100.00% 00:00:53 00:03:29
(Agent2)
2018-09-15 3 0 ] 0.00%
2018-09-17 16 2 2 12.50% 00:00:40 00:00:14
Total 26 6 8 23.08% 00:00:38 00:01:40
2011-04-11 9 0 0 0.00% 0
. A6001_sip _04-13
(A6001_sip) 2011-04-13 2 0 0 0.00% 0
2011-11-10 3 0 0 0.00% 0
2011-01-14 35 0 0 0.00% 0
2011-01-24 44 0 0 0.00% 0
2011-04-13 1 0 0 0.00% 0
2011-04-14 2 0 0 0.00% 0
2011-04-25 4 0 ] 0.00% 0
, Agentl
(agent1) 2011-11-10 1 0 0 0.00% 0
2017-12-04 6 0 ] 0.00% 0
Voice
2017-12-05 1 0 0 0.00% 0
2017-12-06 3 0 ] 0.00% 0
7-12-15 17 0 0

This report provides a summary view of Co-browse session volumes, by agent, including interaction
volumes, the number and percentage of interactions that included Co-browse sessions, handle times,
and other key metrics.

To get a better idea of what this report looks like, view sample output from the report:
Sample Co-browse Summary Report.pdf

The following tables explain the prompts you can select when you generate the report, and the
attributes and metrics represented in the report:

Prompts for the Co-browse Summary Report

All prompts in this report are optional; run them with no value to return all available data.

Prompt Description

From the list, choose a time period on which to
report, and move it to the Selected list. Default:
Current month. If this prompt is set to anything
other than none, the Date prompts are ignored.

Pre-set Date Filter

Choose the first day from which to gather report
data. If the Pre-set Date Filter is set to any value
except none, this prompt has no effect, unless the

Start Date

Genesys Engage cloud Reporting Guide 216



Historical Reporting with Genesys CX Insights Co-browse reports

Prompt Description

time period selected for Pre-set Date Filter contains
no data.

Choose the last day from which to gather report
data. If the Pre-set Date Filter is set to any value

End Date except none, this prompt has no effect, unless the
time period selected for Pre-set Date Filter contains
no data.

Agent Optionally, select an agent on which to focus the

9 report.
Media Type Optionally, select the type of media to include in

the report—for example, VOICE or CHAT.

Attributes used in the Co-browse Summary Report

Attribute Description

This attribute enables data within the reporting
Media Type interval to be organized by the media type where
Co-browse was provided (voice or chat).

This attribute enables data within the reporting
interval to be organized by the name of the agent
who assisted the customer in the Co-browse
session.

Agent Name

This attribute enables data within the reporting
interval to be organized by the day on which the
Co-browse session was initiated. You can drill on
this attribute to Hour, 30 Min, or 15 Min.

Day

Metrics used in the Co-browse Summary Report

Metric Description Metric source

The total number of voice or chat
interactions that were accepted
Interaction Count by the agent (regardless of AG2_COBROWSE_AGENT.ENTERED
whether Co-browse sessions
were part of the interaction).

The total number of voice or chat
Interactions with Co-browse interactions that were accepted )55 oBROWSE _AGENT.INTERACTIONS

by the agent, and which included
one or more Co-browse sessions.

The total number of Co-browse
sessions. One interaction with
Co-browse can be counted as
many Co-browse sessions.

Co-browse Sessions AG2_COBROWSE_AGENT.SESSIONS

% Rate of Co-browse The percentage of interactions Calculated as the total number of
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Metric

Co-browse Write Sessions

Avg Before Co-browse Started
Time (Fmt)

Avg Handle Time (Fmt)

Description

with Co-browse , compared to
the total number of interactions.
Note that the total number of Co-
browse interactions is a count of
interactions, not sessions.

The total number of Co-browse
sessions with WRITE mode.
Sessions are in either POINTER or
WRITE mode. In POINTER
sessions, the agent observes
while the caller browses the web
page, whereas in WRITE
sessions, the agent can actively
click the web page or enter data.

The average amount of time
between the beginning of an
interaction, and the initiation of
the first Co-browse session.

The average amount of time
(HH:MM:SS) that this agent spent
handling Co-browse sessions..

Metric source

Co-browse interactions divided
by the total number of accepted
interactions (INTERACTIONS /
ENTERED).

AG2_COBROWSE_AGENT.RW_SESSIONS

Calculated as the Co-browse first
wait time (first Co-browse
session start time minus the
interaction start time), divided by
the number of Co-browse
sessions (FIRST_WAIT_TIME /
SESSIONS).

Calculated as the handle time
divided by the number of Co-
browse sessions (HANDLE_TIME /
SESSIONS).
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Dashboards

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to the latest documentation for Dashboards.

This page describes dashboards, which provide visual summaries of activity in your contact center,
and are organized to suit your role in the organization. Dashboards (stored in the Dashboards
folder) are ready-to-use, but as always, can be modified to suit your specific business needs.

About the Dashboards

@) Recents Datasets . Agent Performance Dashboard
Owner: Administrator Owner:  Administrator
Shared R Modried: @ Modified:
T 9/10/18 12:20:27 PM 5/10/18 12:20:37 PM
Objects in this folder are used to build special reports, that o
Custom in turn make up the dashboards.
CX Insights Contact Center Dashboard Queue Dashboard
Owner: Administrator Owner: Administrator
Agents @ Modified: @ Modified:
9/10/18 12:20:37 PM 9/10/18 12:20:38 PM

Business Results

Gallback Supervisor Dashboard

Chat Owner: Administrator

Modified:
@ 9/10/18 12:20:38 PM
Chat Bot Use this dashboard to view detailed information about agent

activities, including call volumes, handle and engage times,
and occupancy rates.

Designer

Details

Email

Outbound Contact

The following dashboards are available in the CX Insights > Dashboards folder:

* Supervisor Dashboard

¢ Agent Performance Dashboard
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e Contact Center Dashboard

* Queue Dashboard
Additional dashboards are found in other folders, for example:

¢ Predictive Routing - AHT & Queue Dashboard
* Predictive Routing Agent Occupancy Dashboard
* Predictive Routing - Model Efficiency Dashboard

Related Topics:

Go back to the complete list of available reports.
e Learn how to generate historical reports.
¢ Learn how to read and understand reports.

e Learn how to create or customize reports.
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Agent Performance Dashboard

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Performance Dashboard.

This page describes how you can use the Agent Performance Dashboard to see detailed information
about agent activity in the contact center, including information about handle time, interaction
volume, and relative ranking compared to other agents.
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Understanding the Agent Performance Dashboard

Agent Performance Dashboard Agent Performance - Handle Time - Overview
Media Type
¥ (All) ~ Voice
Interactions Accpeted by Agent
Agent Name Avg Handle Time Avg Engage Time
00:00:39 00:00:23

Avg Wrap Time Avg Hold Time
- 00:00:14 00:00:29
, Agent2 (Agent2)

Avg Consult Received Wrap Time Avg Consult Received Warm Wrap ...
. AB002_sip (AB002_sip) 00:00:11 00:00:00
» ABDO3_sip (AB003_skp) - Avg Consult Received Warm Time Avg Consult Received Time

00:00:07 00:00:31

, AB0O1_sip (AB0D1_sip) .
AHT by Day

. AB004_sip (AB004_sip)
0:01:09

, Agentd (Agentd) I i 0:00:52
, Agent3 (Agent3) I ;

. ABD05_sip (AB00S_sip)

© w w0 e @ @ 9 w O T w w

sagedFiiiiiigid

A T - O - T -

20 40 60 80 100 8 8 8B R B &R 8 R R 8 8 8 8 8§ =
Accepted Day

Specially designed for contact center supervisors, this dashboard provides at-a-glance key
information about agents, focusing on metrics related to handle time and agent conduct. The
dashboard is divided into two tabs, both of which illustrate the percentage of interactions accepted
by each agent:

e Handle Time — Charts the average call handling statistics of each agent. In the Interactions Accepted
by Agent section of the dashboard, click the bar next to an agent's name to see detailed bar charts of
that agent's average handle time, average engage time, and various other related metrics, as well as a
line graph that illustrates the number of interactions offered to and accepted by that agent over time
(by day). You can:

* From the Media Type list, select a media type to narrow the focus of the dashboard.

* In the Interactions Accepted by Agent bar graph, click any agent to focus the dashboard on that
agent.

e Conduct — Charts the total volumes of calls handing by each agent, and illustrates how the agent
handled interactions. In the Agents Rank by Interactions section of the dashboard, you can make a
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selection in the drop-down list to filter the list of agents (to show, for example, agents with fewer than
five interactions during the reporting period). Click the bar next to an agent's name to see detailed bar
charts of that agent's total interactions offered and accepted, and various other related metrics, as well
as a line graph that illustrates the number of interactions offered to and accepted by that agent over
time (by day). You can:

* From the Media Type list, select a media type to narrow the focus of the dashboard.

* In the Agents Rank by Interactions bar graph, click any agent to focus the dashboard on that
agent.

Use this dashboard to evaluate agent performance and conduct, both individually and in contrast to
other agents.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
HRCXIAgentPerformanceDashboard.pdf

The following tables explain the prompts you can select when you generate the dashboard, and the
metrics that are represented in the dashboard:

Prompts for the Agent Performance Dashboard

Prompt Description

From the list, choose a time period on which to

e SEl el Hler report, and move it to the Selected list.

Start Date Choose the first day from which to gather report
data.
End Date gI;:aose the last day from which to gather report

Attributes used in the Agent Performance Dashboard

Attribute Description

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, Voice,
Email, and Chat.

This attribute enables data within the reporting
interval to be organized by the type of interaction.

Day

Interaction Type
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Metrics used in the Agent Performance Dashboard

The Agent Performance Dashboard is divided into two tabs:

¢ Handle Time

¢ Conduct

Metric Description
Handle Time

The average amount of time (HH:MM:SS) that the
agent spent handling interactions that the agent

Avg Handle Time (Fmt) received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The average amount of time (HH:MM:SS) that the
agent was engaged with customers.

The average amount of time (HH:MM:SS) that the
Avg Wrap Time (Fmt) agent spent on customer interactions while in ACW
(Wrap) state.

The average amount of time (HH:MM:SS) that the
agent had customer interactions on hold.

Avg Engage Time (Fmt)

Avg Hold Time (Fmt) This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The average amount of time (HH:MM:SS) that the
agent was in ACW (Wrap) state following simple
consultations that the agent accepted, where the
consultations were associated with customer calls.

The average amount of time (HH:MM:SS) that the
agent spent in ACW (Wrap) state following
consultations that the agent requested and
received, where the consultations were associated
with customer interactions that were transferred to
or conferenced with the agent.

The average amount of time (HH:MM:SS) that the
agent was engaged as a recipient in collaborations

Avg Consult Received Warm Time (Fmt) or consultations, including related hold durations,
where the collaborations/consultations were
associated with customer interactions.

The average amount of time (HH:MM:SS) that the
agent was engaged on collaborations or simple

Avg Consult Received Time (Fmt) consultations that the agent received, where the
collaborations/consultations were associated with
customer interactions.

Avg Consult Received Wrap Time (Fmt)

Avg Consult Received Warm Wrap Time (Fmt)

The total number of customer interactions or warm
Accepted consultations that were accepted, answered,
pulled, or initiated by the agent.

Genesys Engage cloud Reporting Guide 224



Historical Reporting with Genesys CX Insights

Dashboards

Metric
Conduct

Offered

Accepted

Not Accepted

Rejected

Hold

Abandon Inviting

Avg Handle Time

Agent Disconnect First

Transfer Initiated Agent

% Transfer Initiated

Description

The total number of interactions that were received
or initiated by an agent.

The count includes interactions that were abandoned while
inviting, handling attempts that the agent rejected, and warm
consultations and conferences that the agent received. This
count excludes simple consultations, whether they were
initiated or received. For AG2_AGENT_QUEUE records, this
metric relies on the value of the short-abandoned threshold
as configured in the [agg-gim-thld-ID-IXN] section.

The total number of customer interactions or warm
consultations that were accepted, answered,
pulled, or initiated by the agent.

The total number of customer interactions that
were redirected to another resource upon no
answer by the agent or were otherwise not
accepted by the agent.

The total number of customer interactions that
alerted at the agent and were not accepted.

The total number of customer interactions that the
agent had on hold.

The total number of customer interactions that
were abandoned or dropped for any reason while
the interactions were alerting or ringing at the
agent.

The average amount of time (HH:MM:SS) that the
agent spent handling interactions that the agent
received.

The total number of times during the reporting
interval that the agent released customer
interactions before the other party did.

The total number of times that the agent
transferred customer interactions.

The percentage of accepted customer interactions
that were transferred (warm or blind) by the agent.
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Contact Center Dashboard

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Contact Center Dashboard.

This page describes how you can use the Contact Center Dashboard to see detailed information
about interaction volumes and KPIs for the whole contact center.
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Understanding the Contact Center Dashboard
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This dashboard is designed to provide an overview of the entire contact center by conveniently
displaying key information about the volume of calls, interaction times, and handle times. The
dashboard is divided into two tabs:

* Interaction Volume — This tab provides several views that illustrate the volume of interactions over time
(by week), the volume of Accepted interactions each day, the Average Handle Time, and the Average
Speed of Answer.

e Tenant KPIs — This tab provides a bar chart that contrasts the Interaction Time against the Average
Handle Time, and displays various rates and averages, such as Speed of Answer, Engage Time,
Response Time, Hold Time, Wrap Time, and Invite Time.

Use this dashboard to evaluate the overall performance and loading of the contact center.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
HRCXIContactCenterDashboard.pdf
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The following tables explain the prompts you can select when you generate the dashboard, and the
metrics that are represented in the dashboard:

Prompts for the Contact Center Dashboard

Prompt Description

From the list, choose a time period on which to

et DEe (Aler report, and move it to the Selected list.

Choose the first day from which to gather report

Start Date data.
End Date ggfaose the last day from which to gather report

Attributes used in the Contact Center Dashboard

Attribute Description

This attribute enables data to be organized by the

Business Result ) .
configured business result.

This attribute enables data to be organized by the

Customer Segment configured customer segment.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized by the
interaction’s subtype.

Day

Interaction Subtype

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, or Internal.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, Voice,
Email, and Chat.

This attribute enables data to be organized by the

Service Subtype detailed type of service that the customer
requested.
This attribute enables data to be organized by the

Service Type type of service that was assigned to the
interaction.

Week This attribute enables data within the reporting

interval to be organized by week
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Metrics used in the Contact Center Dashboard

The Contact Center Dashboard is divided into two tabs:

¢ |nteraction Volume

¢ Tenant KPIs

Metric
Handle Time

Accepted

Avg Handle Time (Fmt)

Avg Speed of Answer

Conduct

Interaction Time

Avg Handle Time (Fmt)

Accepted

% Abandoned Waiting

% Transfer Initiated Agent

Avg Speed of Answer

Avg Engage Time (Fmt)

Avg Finish Response Time (Fmt)

Avg Hold Time (Fmt)

Description

The number of customer interactions that were
successfully transferred (warm or blind) to an
agent.

The average amount of time (HH:MM:SS) that
agents spent handling each interaction.

The average amount of time (HH:MM:SS) that
customer interactions were queued and/or alerting
or ringing before the interactions were accepted by
the first-handling resource.

The total portion of agent active time that the
agents were busy processing interactions.

The average amount of time (HH:MM:SS) that this
agent spent handling interactions that the agent
received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The number of customer interactions that were
successfully transferred (warm or blind) to this
agent.

The percentage of customer interactions that were
abandoned by the caller during the reporting
interval.

The percentage of accepted customer interactions
that were transferred (warm or blind) by the agent.

The average amount of time (HH:MM:SS) that
customer interactions were queued and/or alerting
or ringing before the interactions were accepted by
the first-handling resource.

The average amount of time (HH:MM:SS) that this
agent was engaged with customers.

The average duration of completed customer
interactions that both had a response by a handling
resource. This duration includes the entire lifespan
of the interaction, including processing, queueing,
and handling.

The average amount of time (HH:MM:SS) that this
agent had customer interactions on hold.
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Metric Description

This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The average amount of time (HH:MM:SS) that this
Avg Wrap Time (Fmt) agent spent on customer interactions while in ACW
(Wrap) state.

The average amount of time (HH:MM:SS) that
customer interactions alerted or rang at agent
resources before the interactions were accepted,

Avg Invite Time plus the average duration of dialing that agents
performed, where the calls were successfully
established. This metric is attributed to the interval
in which the interactions began.
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Supervisor Dashboard

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Supervisor Dashboard.

This page describes how you can use the Supervisor Dashboard to see detailed information about
agent activities, interactions, and states.

Video: Introducing the Supervisor Dashboard
Link to video

This video describes how to use the Supervisor Dashboard.
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Understanding the Supervisor Dashboard
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Specially designed for contact center supervisors, this dashboard conveniently displays key
information about interactions and agents, including the number of interactions offered and
accepted, various durations, such as the average handle time and average engage time, and the
percentage of the time agents collectively spent on various activities.

In addition, the dashboard provides a graph of the number of calls offered over time, and bar charts
illustrating occupancy for each agent, with a corresponding chart for each agent illustrating the
percentage of the agent's time spent in each state (Ready, Not Ready,Busy).

Use this dashboard to evaluate interaction handling and agent performance at a glance. It includes
both key information about interaction volume and customer experience, and charts to illustrate each

agent's activity during the reporting period.
To get a better idea of what this report looks like, view sample output from the report:
HRCXISupervisorDashboard.pdf

The following tables explain the prompts you can select when you generate the dashboard, and the
metrics that are represented in the dashboard:
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Prompts for the Supervisor Dashboard

Prompt

Pre-set Date Filter
Start Date

End Date

Agent

Agent Group

Media Type

Interaction Type

Tenant

Attributes
Attribute

Agent Name

Business Result

Customer Segment

Day

Interaction Type

Media Type

Service Type

Description

From the list, choose a time period on which to
report, and move it to the Selected list.

Choose the first day from which to gather report
data.

Choose the last day from which to gather report
data.

Optionally, select one or more agents to include in
the report.

Optionally, select one or more agent groups to
include in the report.

Optionally, select the type of media to include in
the report—for example, VOICE, EMAIL, and CHAT.

Optionally, select the type of interaction to include
in the report—for example, Inbound, Outbound,
and Internal.

For multi-tenant environments, optionally select
the tenant(s) for which to include data in the
report.

Description

This attribute enables data to be organized by
certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the
configured business result.

This attribute enables data to be organized by the
configured customer segment.

This attribute enables data within the reporting
interval to be organized by a particular day within a
month and year. Day values are presented in YYYY-
MM-DD format.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data to be organized by the
interaction’s media type—for example, Voice,
Email, and Chat.

This attribute enables data to be organized by the
type of service that was assigned to the
interaction.
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Attribute

Tenant

Description

This attribute enables data within the reporting
interval to be organized by tenant.

Metrics used in the Supervisor Dashboard

The Supervisor Dashboard is composed of three report-style components, so the following table is

divided accordingly:

¢ Agent Interaction State
e Agent Summarized State

e Agent Activity

Metric
Agent Interaction State

% Engage Time

% Hold Time

% Invite Time

% Ixn Wrap Time

Engage Time (Fmt)

Hold Time (Fmt)

Description

The percentage of time within the interval that this
agent was engaged with customers, relative to the
total duration within the interval of the agent’s
active session on a particular media channel.

The percentage of time that this agent had
customer interactions on hold within the interval,
relative to the total duration of the agent’s active
session within the interval.

The percentage of time that customer interactions
spent in Invite Time, relative to the total duration of
the agent’s active session within the interval.

The percentage of time within the interval that this
agent spent in ACW (Wrap) state related to
customer calls, relative to the total duration of the
agent’s active session within the interval.

The total amount of time that this agent was
engaged with customers on interactions that the
agent received within the interval or within a prior
interval and ensued in this interval. This metric
might include engagement time for interactions
that the agent made or received while in the Not
Ready or ACW (Wrap) states (if the underlying ICON
application supplying data to Genesys Info Mart is
configured appropriately.)

This metric excludes engagement time that is associated with
collaborations, consultations, and other interaction-related
durations, such as hold time, ACW time, and alert (ring) time.

The total amount of time within the interval that
this agent had customer interactions on hold. This
metric counts all held durations for interactions,
whether they were placed on hold once or more
than once.
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Metric

Invite Time (Fmt)

Ixn Busy Time (Fmt)

Ixn Wrap Time (Fmt)

Agent Summarized State

% Busy Time

% Not Ready Time

% Occupancy

% Other State Time

% Ready Time

Description

The total amount of time attributable to the
interval that customer interactions alerted or rang
at agents plus the total duration of the dialing that
agents performed.

For the alerting component of this metric, interactions do not
have to be established for this metric to be incremented. For the
dialing component, dial duration is metricd for established calls
only.

The total amount of time within the interval that
this agent was busy processing interactions. The
time that an agent is busy is calculated as the sum
of dialing for established interactions and alerting
duration (Invite Time), engage/talk duration, hold
duration, ACW (Wrap) duration (for interaction-
related ACW), and amount of time that the agent
spent processing consult interactions that the
agent received.

This metric excludes Ringing Time, Consult Ixn Wrap Time,
Consult Invite Time, and Invite Time for Abandoned Inviting.

The total amount of time within the interval that
this agent spent in ACW (Wrap) state for customer
calls that the agent received.

The percentage of time of all interaction-processing
activities.

The percentage of time within the interval that this
agent’s state was NotReady, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

The percentage of time that this agent’s state was
Busy within the interval, relative to the total
duration within the interval of the agent’s active
session on a particular media channel. This metric
reflects the percentage of time that agents actually
spent handling interactions against their available
or idle time.

This metric is computed as active time minus ready and not-
ready time divided by the difference of active and not-ready
time.

The percentage of time within the interval that this
agent’s state was neither Ready nor NotReady after
login, relative to the total duration within the
interval of the agent’s active session on a
particular media channel.

The situation in which an agent’s state is neither Ready nor

NotReady can occur if the switch, for instance, does not force
agents’ DNs into the Ready state upon login.

The percentage of time within the interval that this
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Metric

% Wrap Time

Active Time (Fmt)

Busy Time (Fmt)

Not Ready Time (Fmt)

Other State Time (Fmt)

Ready Time (Fmt)

Wrap Time (Fmt)

Agent Activity

Accepted

Avg Engage Time (Fmt)

Avg Handle Time (Fmt)

Description

agent’s state was Ready, relative to the total
duration within the interval of the agent’s active
session on a particular media channel.

The percentage of time that this agent spent in
ACW (Wrap) state within the interval, relative to the
total duration of the agent’s active session within
the interval.

The total amount of time attributable to the
interval between the beginning and end of this
agent’s login session(s) on a particular media
channel. In the scenario in which an agent logs into
multiple switches, DNs, and/or queues, this metric
starts the moment at which the agent logs in to the
first switch/DN/queue (if this login falls within the
interval) and ends at the moment at which the
agent is no longer logged in to any switch/DN/
queue (if logout falls within the interval).

If the agent is not forcibly logged out when the calendar day
ends, login duration is split over both days.

The total duration of all of interaction-processing
activities including the time that is associated with
requests for consultation that the agent received
and excluding the time spent processing after-call
work.

The total amount of time within the interval that
this agent was in the NotReady state for a
particular media channel (including Do Not Disturb
duration, if configured) regardless of whether a
reason was indicated.

The total amount of time that the state of this
agent was neither Ready nor NotReady after login
to a particular media channel. The situation in
which the state of an agent is neither Ready nor
NotReady usually occurs upon first login if the
switch, for instance, does not force agents into the
Ready state upon login.

The total amount of time that this agent was in the
Ready state for a particular media type.

The total amount of time within the interval that
this agent spent in ACW (Wrap) state whether or
not the reason for entering this state was related to
an interaction.

The percentage of accepted customer interactions
that were successfully transferred (warm or blind)
to this agent.

The average amount of time that this agent was
engaged with customers.

The average amount of time that this agent spent
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Metric

Avg Hold Time (Fmt)

Avg Revenue

Avg Satisfaction

Avg Wrap Time (Fmt)

Offered

Description
handling interactions that the agent received.

This metric is computed as handle time divided by the sum of
accepted interactions and received consultations.

The average amount of time that this agent had
customer interactions on hold.

This metric is attributed to the interval in which interactions
arrived at the agent (which can differ from the interval in which
the interactions were placed on hold).

The average amount of revenue that is generated
for interactions handled by this agent.

The average considers only those interactions for which revenue
was generated.

The average customer-satisfaction score of
interactions handled by this agent.

The tally considers only those interactions for which customer
satisfaction was recorded.

The average amount of time that this agent spent
on customer interactions while in ACW (Wrap)
state.

The total number of times that interactions were
received or initiated by an agent.

The count includes interactions that were abandoned while
inviting, handling attempts that the agent rejected, and warm
consultations and conferences that the agent received. This
count excludes simple consultations, whether they were
initiated or received. For AG2_AGENT_QUEUE records, this
metric relies on the value of the short-abandoned threshold
as configured in the [agg-gim-thld-ID-IXN] section.
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Queue Dashboard

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Queue Dashboard.

This page describes how you can use the Queue Dashboard to compare the performance of queues
by viewing detailed information about agent performance on a queue-by-queue basis.

Note that the term 'dashboard' is used interchangeably with the term 'dossier’. Dashboards / dossiers
provide an interactive, intuitive data visualization, summarizing key business indicators (KPIs). You
can change how you view the data by using interactive features such as selectors, grouping, widgets,

and visualizations, and explore data using multiple paths, though text, data filtering, and layers of
organization.
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The dashboard is divided into two tabs:

¢ KPIs — The KPIs tab provides an overview of Queue performance by illustrating several Key Performance
Indicators (KPI), notably Accepted Service Level (by queue) and % Accepted Service Level. It also
provides at-a-glance summary information about distribution rates and times, and other metrics such
as abandoned, clear, transfer and redirection. You can:

* From the Media Type list, select a media type to narrow the focus of the dashboard.

* In the Queue bar graph, click any queue to focus the dashboard on that queue.

e Daily Summary — Provides daily and hourly charts of interaction volume, contrasting the number
entering each queue against the number accepted from each queue.You can:

* From the Queue list, select a queue to narrow the focus of the dashboard.
* From the Media Type list, select a media type to narrow the focus of the dashboard.
* In the Interactions Entered by queue or Interactions Entered vs Accepted bar graph, click

any day to focus the dashboard on that day.

Use this dashboard to evaluate the overall performance of queues in your contact center, and
compare the performance of each one against similar queues. Select an individual queue to focus on
the performance of that queue.

To get a better idea of what this dashboard looks like, view sample output from the dashboard:
HRCXIQueueDashboard.pdf
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The following tables explain the prompts you can select when you generate the dashboard, and the
metrics that are represented in the dashboard:

Prompts for the Queue Dashboard

Prompt Description
. From the list, choose a time period on which to
et DEe (Aler report, and move it to the Selected list.
Start Date Choose the first day from which to gather report
data.
End Date ggfaose the last day from which to gather report

Attributes used in the Queue Dashboard

Attribute Description
This attribute enables the organization of data
Day based on the hour at which the interaction
occurred.
Hour This attribute enables data within the reporting

interval to be organized by a particular hour.

This attribute enables data to be organized by the
Interaction Type interaction’s type—for example, Inbound,
Outbound, or Internal.

This attribute enables data to be organized by the

Media Type interaction’s media type—for example, Voice,
Email, and Chat.
Queue This attribute enables data to be organized by

Metrics used in the Queue Dashboard

The Queue Dashboard is divided into two tabs:

¢ Handle Time

e Conduct
Metric Description
KPIs
The total number of customer interactions that
Offered entered the queue and were received or initiated

by an agent.
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Metric

Accepted

% Abandoned Waiting

% Transfer Initiated

ASA

Avg Distribute Time

Avg Abandoned Waiting Time

Avg Clear Time

Max Abandoned Waiting Time

Redirected

Accepted Service Level

Description

The count includes interactions that were abandoned while
inviting, handling attempts that the agent rejected, and warm
consultations and conferences that the agent received. This
count excludes simple consultations, whether they were
initiated or received. For AG2_AGENT_QUEUE records, this
metric relies on the value of the short-abandoned threshold
as configured in the [agg-gim-thld-ID-IXN] section.

The total number of customer interactions or warm
consultations that entered the queue and were
accepted, answered, pulled, or initiated by an
agent.

The percentage of customer interactions that
entered this queue and later were abandoned,
relative to the total number of customer
interactions that entered entered this queue during
the reporting interval.

The percentage of accepted customer interactions
that were transferred (warm or blind) by an agent.

Avg Speed of Answer — The average amount of
time (HH:MM:SS) that customer interactions were
queued and/or alerting or ringing before the
interactions were accepted by the first-handling
resource.

The average amount of time (HH:MM:SS) that
customer interactions or established warm
consultations spent in this queue before they were
distributed.

The average amount of time (HH:MM:SS) that
interactions that entered this queue waited within
the contact center before customers abandoned
the interactions or before they were dropped for
any reason. This average includes interactions that
were abandoned or dropped within the short-
abandoned threshold and excludes interactions
that were abandoned or dropped while they were
alerting (ringing) at an agent’s desktop.

The average amount of time (HH:MM:SS) that
customer interactions spent in a queue before they
were cleared from this virtual queue.

The longest amount of time (HH:MM:SS) that
customers waited at this queue before abandoning
the interactions and before the interactions could
be distributed.

The total number of customer interactions that
entered this queue, rang at a routing target, and
were redirected upon no acceptance/answer by an
agent.

The service level of this queue measured as the
total number of interactions that entered this
queue during the reporting period, and were
accepted within the acceptance threshold.
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Metric Description

The percentage of customer interactions and warm
o consultations that entered this queue and were
% Accepted subsequently distributed and accepted to the total
number of interactions that entered this queue.

Daily Summary

The total number of customer interactions or
Entered established warm consultations that entered this
queue.

The total number of customer interactions or warm
Accepted consultations that entered the queue and were
accepted, answered, pulled, or initiated by an
agent.
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Designer reports

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to the latest documentation for Designer reports.

This page describes reports you can use to view information about Interactive-Voice-Response (IVR)
usage in your contact center. IVR Reports are created using Genesys Designer. Reports in the
Designer folder are ready-to-use, but as always, can be modified to suit your specific business
needs.

About Designer reports

B Recents Activity Summary Report Application Duration Report
gw;l_tfa-réd-Admlnlgzramr Owner: Administrator
el Modified:

Shared Reports 5/13/20 10:16:16 PM 5/11/20 5:11:58 PM

View summary informatien abouit activities in Designar This report provides information about VR application session

applications, induding the number of activities within a given time d
Custom b urations, both for full sessions and broken down based an
pesiodsland e/t and atarianeiald BiliES Hiat whether sessions were self-service or assisted-service.
were complete or incomplete.

CX Insights
Agents L Assisted Service Interactions by Last
Application Summary Report i
Business Results Owner: Administrator Milestone Report
Modified: Owner: Administrator

5/11420 5:11:58 PM Modified:
Use this report to view detailed information about the origin of

calls that traverse IVR applications, and the user-defined

Callback 5/13/20 10:16:17 PM

This report will provide where the interactions are coming from

Chat dispasition of the calls. The report allows you view these results selfservice into Assisted Service. All the Interactions in this report

separately for each application. will be based on the last milestone where this interaction was
routed to assited service.

Chat Bot

Co-browse g
Blocks Summary Report Milestone Summary Report
Owner: Administrator Oowner: Administrator

Lo Modified: Modified:

51120 5:11:58 PM
Use this report to learn more about the frequency of use of each

5f11/20 5:11:58 PM
Use this report to learn more about milestones on an application-

application block, and the number and type of errors encountered by-application basis, as well as detailed information about the
T in each application block. dispositions of calls that contain each milestone,
etails
Email . L.
Self-Service Statistics Report Survey Answer Report
Owner: Administrator Owner: Administrator
Outbound Contact Modified: Modified:

5/13/20 10:16:17 PM
This report will provide the Self Service Statistics on how many Use this report to learn more about how customers answer post-
Interactions coming into the Application of which how many are call survey guestions, including the number and percentage of
contained with in self service and how many are routed to DN or times that each answer was selected, for each agent, and
Agent. organized by application, agent group, guestion, or answer.

5/1120 5:11:58 PM

Predictive Routing

Queues

Survey Statistics Report

Owner: Administrator

The following reports are available in the CX Insights > Designer folder:
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¢ Activity Summary Report

e Application Duration Report

* Application Summary Report

¢ Assisted Service Interactions by Last Milestone Report
¢ Blocks Summary Report

* Milestone Summary Report

¢ Self-Service Statistics Report

* Survey Answer Report

* Survey Statistics Report

Related Topics:

Go back to the complete list of available reports.
e Learn how to generate historical reports.
¢ Learn how to read and understand reports.

e Learn how to create or customize reports.
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Activity Summary Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Activity Summary Report.

Use the (Designer folder) Activity Summary Report to view summary information about activities in
Designer applications, including the number of activities within a given time period, and the number
and percentage of those activities that were complete or incomplete.
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Understanding the Activity Summary Report

Activity Summary Report
Avg Activity % %
Activity Day Duration Activities Completed Incomplete completed  Incomplete
(Fmt)
2017-09-11 00:00:00 5 0 5 0.00% 100.00%
act4_NoStop 2017-09-13 00:00:00 3 0 6 0.00% 100.00%
2017-09-18 00:00:00 2 0 2 0.00% 100.00%
2017-09-11 00:00:00 20 0 20 0.00% 100.00%
act5_falseParent 2017-09-13 00:00:00 18 0 18 0.00% 100.00%
2017-09-18 00:00:00 6 0 6 0.00% 100.00%
2017-09-11 00:00:00 10 0 10 0.00% 100.00%
actAs_segl 2017-09-13 00:00:00 6 0 6 0.00% 100.00%
2017-09-18 00:00:00 2 0 2 0.00% 100.00%
2017-09-11 00:00:01 10 10 0 100.00% 0.00%
actAsl 2017-09-13 00:00:02 ] ] 0 100.00% 0.00%
2017-09-18 00:00:02 3 3 0 100.00% 0.00%
2017-09-11 00:00:00 5 5 0 100.00% 0.00%
activityTwistl 2017-09-13 00:00:00 (3 (3 0 100.00% 0.00%
2017-09-18 00:00:00 2 2 0 100.00% 0.00%
2017-09-11 00:00:00 5 5 0 100.00% 0.00%
ActivityTwist2 2017-09-13 00:00:00 (3 (3 0 100.00% 0.00%
2017-09-18 00:00:00 2 2 0 100.00% 0.00%
2017-09-11 00:00:02 5 5 0 100.00% 0.00%
actMenuOpt1 2017-09-13 00:00:02 3 3 0 100.00% 0.00%
2017-09-18 00:00:02 1 1 0 100.00% 0.00%
2017-09-11 00:00:03 5 5 0 100.00% 0.00%
actMenuOpt2 2017-09-13 00:00:03 3 3 0 100.00% 0.00%
2017-09-18 00:00:03 1 1 0 100.00% 0.00%
2017-09-11 00:00:02 5 5 0 100.00% 0.00%
ActMod 2017-09-13 00:00:03 6 6 0 100.00% 0.00%
2017-09-18 00:00:03 2 2 0 100.00% 0.00%
2017-09-11 00:00:02 10 10 0 100.00% 0.00%
actsegMenu 2017-09-13 00:00:02 6 6 0 100.00% 0.00%
2017-09-18 00:00:02 2 2 0 100.00% 0.00%
2017-09-11 10 66.67% 33.3

This report provides information about Designer activities.

An activity is a task that you've defined in an application as a series of steps with a starting point and
stopping point. For example, you might set up an activity for making a payment that starts with the
caller being asked for their credit card details and then ends with the system sending those details to
a payment processor and receiving the approval.

Each activity has a start and end point, and can be complete or incomplete, with success or failure.

To get a better idea of what this report looks like, view sample output from the report:
SampleActivitySummaryReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:
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Designer reports

Prompts for the Activity Summary Report

Prompt

Pre-set Date Filter
Start Date

End Date

Application

Activity

Description

From the list, choose a time period on which to
report, and move it to the Selected list.

Choose the first day from which to gather data into

the report.

Choose the last day from which to gather data into

the report.

Choose the applications on which to report. By
default, the report includes all applications; if you
add any applications to the Selected list, then only
those applications are included.

Choose the activities on which to report. By default,
the report includes all activities.

Attributes used in the Activity Summary Report

Attribute

Activity

Day

Description

This attribute enables data within the reporting
interval to be organized by the name of the activity.

This attribute enables data within the reporting
interval to be organized by a particular day.

Metrics used in the Activity Summary Report

Metric

Avg Activity Duration (Fmt)

Activities

Completed

Incomplete

% Completed

Description

The average amount of time
attributed to each activity.

The total number of activities
that began during the reporting
interval.

The total number of activities
that were completed during the
reporting interval.

The total number of activities
that started during the reporting

interval, but were not completed.

The percentage of activities that

Source Table.Column or
Calculation

Calculated based on the values
of the Designer > Session >
Session Duration and Activities
metrics.

AGT_SDR_ACTIVITY_*.ACTIVITIES

AGT_SDR_ACTIVITY_*.COMPLETED

Calculated as the difference
between the value of the
Activities metric, and the
Completed metric.

Calculated based on the values
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Designer reports

Metric

% Incomplete

Description

were completed during the
reporting interval.

The percentage of activities that
were incomplete at the end of
the reporting interval.

Source Table.Column or
Calculation

of the Activities metric, and the
Completed metric.

Calculated based on the values
of the Activities metric, and the
Incomplete metric.
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Application Duration Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Application Duration Report.

This page describes how you can use the (Designer folder) Application Duration Report to learn
more about Interactive Voice Response (IVR) service time durations.
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Understanding the Application Duration Report

Application Duration Report
';S:ri;:e: Self-Service  Session Avg Assisted A;Ensif;l:- Avg Session
Application Name Day o Duration Duration  Service Duration Duration Duration Session
(Fmt) {Fmit) {Fmit) {Fmt) (Fmt) {Fmt)
2017-03-10 00:03:28 00:00-00 00-03:48 00:00:52 00:00:00 00:00:57 4
ncrey Total 00:03:28 00:00:00 00:03:48 00:00:52 D000 00-00:57 4
201 7-03-06 03:25:41 00:00:48 03:33:20 00:02:36 00:00:01 00:02:42 T
201 7-03-07 00:25:51 00:00:02 00:27:37 00:01:22 00:00:00 00:01:27 19
2017-03-09 00:11:30 00:00:01 00:12:14 00:01:26 00:00:00 00:01:32 B
Automation_test_1
2017-03-10 02:58:07 00:00:19 03:05:38 00:02:10 00:00:00 00:02:16 82
2017-03-13 00:03:55 00:00-00 00-04:00 00:03:55 00:00:00 00:04:00 1
Total 07:05:04 00:01:10 07:22:58 00:02:15 D000 00:02:21 189
201 7-03-06 00:09:06 00:00:00 00:09:48 00:01:08 00:00:00 00:01:14 B
201 7-03-07 00:02:40 00:00:00 00:02:45 00:02:40 00:00:00 00:02:45 1
2017-03-08 00:10:40 00:00-00 00:11:00 00:02:40 00:00:00 00:02:45 4
2017-03-09 00:13:16 00:00:00 00:14:44 00:00:47 00:00:00 00:00:52 17
B 2017-03-10 00:02-46 00:00-00 00:02-57 00:01:23 00:00:00 00:01:29 2
2017-03-13 00:06:15 00-00:00 00:06:32 00:02:05 00:00:00 00:02:11 3
2017-03-14 03:05:1 00:00:00 03:05:42 00:23:08 00:00:00 00:23:13 B
Total 03:49:44  00:00:00  03:53:28 00:05:21 00:00:00  00:05:26 43
2017-03-08 00:00:00 000000  00-00:00 00:00:00 00:00:00 00:00:00 2
Chat Consult Strategy
Total 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 2
2017-03-07 00:01:11 00:02:55 00:07:19 00:00:02 00:00:06 00:00:15 30
Cyara_Asszign_5 2017-03-13 00:01:10 00:03:27 00-07-50 00:00:02 00:00:07 00:00:16 30
Total 00:02:21 00:06:22 00:15:09 00:00:02 00:00:06 00:00:15 a0
2017-03-07 00:00:17 00:00:12 00:00:48 00:00:06 00:00:04 00:00:16 3
cyara_BC_EF_results 2017-03-13 00:00:12 00:00:06 00-00:38 00:00:04 00:00:02 00:00:13 3
Total 00:00:20 00:00:18 00:01:26 00:00:05 00:00:03 00:00:14 i}
2001 7-03-07 00:00:27 00:00:12 00:01:05 00:00:07 00:00:02 00:00:16 4
cyara_BC_SD_Holidays 20170313 00:00:16 00:00:39 00:01:14 00:00:08 00:00:13 00:00:25 3
Total 00:00:43 00:00:51 00:02:19 000006 00:00:07 00:00:20 T
201 7-03-07 00:00:04 00:00-00 00:-00:16 00:00:02 00:00:00 00:00:08 2
Cyara_BusinessHours_AlaskaTime_AS 2017-03-13 00:00:04 00:00-00 00:-00:16 00:00:02 00:00:00 00:00:08 2
Total 00:00:08 00:00: 20002 00:00:00 00:00:08

This report provides information about Designer application session durations, either for full sessions,
or broken down based on whether sessions were self-service or assisted-service.

To get a better idea of what this report looks like, view sample output from the report:
SampleApplicationDurationReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:
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Designer reports

Prompts for the Application Duration Report

Prompt

Pre-set Date Filter
Start Date

End Date

Application

Description

From the list, choose a time period on which to
report, and move it to the Selected list.

Choose the first day from which to gather data into
the report.

Choose the last day from which to gather data into
the report.

Choose the applications on which to report. By
default, the report includes all applications; if you
add any applications to the Selected list, then only
those applications are included.

Attributes used in the Application Duration Report

Attribute

Application Name

Country

DNIS

Day

Language

Region

Description

This attribute enables data within the reporting
interval to be organized by the name of the self-
service and/or assisted-service Designer
application.

This attribute enables data within the reporting
interval to be organized by the name of the country
in which the caller is located.

This attribute enables data within the reporting
interval to be organized by the Dialed Number
Identification Service (DNIS).

This attribute enables data within the reporting
interval to be organized by a particular day.

This attribute enables data within the reporting
interval to be organized by language.

This attribute enables data within the reporting
interval to be organized by the geographic
classification of the call. The value is derived from
the Region (such as North America LTAM, North
America APC, or EMEA) defined in Designer.

Metrics used in the Application Duration Report

Metric

Assisted Service Duration (Fmt)

Self-Service Duration (Fmt)

Description

The total amount of time attributed to the Assisted-
Service phase of the Designer application.

The total amount of time attributed to the Self-
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Designer reports

Metric

Session Duration (Fmt)

Avg Assisted Service Duration (Fmt)

Avg Self-Service Duration (Fmt)

Avg Session Duration (Fmt)

Session

Description
Service phase of the Designer application.
The total amount of time attributed to either the

Self-Service phase or the Assisted-Service phase of

the Designer application.

The average amount of time that callers spent in
the Assisted-Service phase of the Designer
application.

The average amount of time that callers spent in
the Self-Service phase of the Designer application

The average amount of time attributed to either
the Self-Service phase or the Assisted-Service
phase of the Designer application.

The total number of times that a caller interacted
with the application.
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Application Summary Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Application Summary Report.

This page describes how you can use the (Designer folder) Application Summary Report to learn
more about the disposition of Interactive Voice Response (IVR) sessions.
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Understanding the Application Summary Report

Application Summary Report

Final Disposition Application Name Day Session
2017-09-12 10
TEST_CALLBACK
Abandoned in Queue Percent to Total 2%
Percent to Total 2%
2017-09-14 24
GimReporting
Abandoned in Queue Percent to Total 4%
Percent to Total 4%
2017-09-14 4
GimReporting
Abandoned in Self Service Percent to Total 1%
Percent to Total 1%
2017-09-11 2
2017-09-13 6
QAART_segment
Completed in Self Service 2017-09-18 2
Percent to Total 2%
Percent to Total 2%

e T~ " TT=eaa1_ 100

This report provides detailed information about the origin of calls that traverse Designer applications,
and the user-defined disposition of the calls. The report allows you view these results separately for
each application, for time ranges that you specify.

To get a better idea of what this report looks like, view sample output from the report:
SampleApplicationSummaryReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:
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Prompts for the Application Summary Report

Prompt Description

From the list, choose a time period on which to

et pEle (Al report, and move it to the Selected list.

Choose the first day from which to gather data into

Start Date the report.

Choose the last day from which to gather data into

End Date the report.

Filter the interactions included in the report based
on whether the status when the caller exited the
call flow was set by the agent (User Disposition) or
by the system (Final Disposition).

User Disposition

Choose the applications to include in the report. By
default, the report includes all applications. If you
add any applications to the Selected list, then only
those applications are included.

Application

Attributes used in the Application Summary Report

Attribute Description

This attribute enables data within the reporting
interval to be organized by the name of the self-
service and/or assisted-service Designer
application.

Application Name

This attribute enables data within the reporting
Country interval to be organized by the name of the country
in which the caller is located.

This attribute enables data within the reporting
DNIS interval to be organized by the Dialed Number
Identification Service (DNIS).

This attribute enables data within the reporting

Day interval to be organized by a particular day.

This attribute enables data to be organized by the
status assigned to a call when the caller exited the
call flow (such as Abandoned in Self-service,
Abandoned in Queue, Routed to Agent, System
Error, Terminated, or Other). This status is set by
the system. The report includes either Final
Disposition or User Disposition, or neither, but not
both.

This attribute enables data to be organized by the
status assigned to a call when the caller exited the

User Disposition call flow. This status is set by the agent. The report
includes either Final Disposition or User Disposition,
or neither, but not both.

Final Disposition
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Attribute Description

This attribute enables data within the reporting

LA interval to be organized by language.

This attribute enables data within the reporting
interval to be organized by the geographic

Region classification of the call. The value is derived from
the Region (such as North America LTAM, North
America APC, or EMEA) defined in Designer.

Metrics used in the Application Summary Report

Metric Description

The total number of sessions attributed to User

SEEEEn Disposition or Final Disposition.

{AnchorDiv|RestoringDispositionPrompt}}

Special Note about User/Final Disposition

When you run this report, the selection you make at the User Disposition prompt determines which
attribute (User Disposition or Final Disposition) is included in the report. If you save the report after
running it, the selection you made at the User Disposition prompt is remembered by CX Insights, and
the corresponding attribute always appears in the report when you run it on all future occasions, and
the other attribute is excluded from the report. However, if you run the report and save it, the
‘missing' attribute is not gone forever, and you can easily restore it as follows:

1. Open and run the report, and click Report Home > Design, to access Design Mode

2. Whichever attribute (User Disposition or Final Disposition) is present in the report grid, drag it out of the
report grid into the Report Objects list.

3. From the All Objects list, open the Public Objects\Prompts\Designer folder, and drag the User
Disposition prompt to the report grid.

4. Save the report. The next time you run the report, the original report behavior is restored.

To avoid this situation, Genesys recommends that, when saving any report, you save it with a new
name in either the Custom or My Reports folder, as discussed in Customizing Reports.

Genesys Engage cloud Reporting Guide 256



Historical Reporting with Genesys CX Insights Designer reports

Assisted Service Interactions by Last
Milestone Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Assisted Service Interactions by Last Milestone Report.

Use the (Designer folder >) Assisted Service Interactions by Last Milestone Report to learn more
about calls that move from Self Service into Assisted Service. Interactions are included in this report
based on the last milestone where the interaction was routed to assisted service.
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Understanding the Assisted Service Interactions by Last
Milestone Report

Avg Session Session Transferred to
Application Name Last Milestone Day Session Duratien Duration Assisted Service
(Fmt) (Pmt) (Pmt)
2017-08-12 214 00:00:00 00:00:52 00:00:00
NO_VALUE FO_VALUE 2017-09-14 19 00:00:00 00:00:08 00:00:00
Ancther Check
Total 233 00:00:00 00:01:00 00:00:00
Total 233 00:00:00 00:01:00 00:00:00
2017-09-12 20 00:00:01 00:00:33 00:00:00
NO_VALUE NO_VALUE 2017-09-15 6 00:00:10 00:01:01 00:00:00
Chat Health Test
Total 36 00:00:03 00:01:34 00:00:00
Total 36 00:00:03 00:01:34 00:00:00
2017-08-12 1 00:00:12 00:00:12 00:00:00
NO_VALUE NO_VALUE
Cyara BH_Result_tzue Total 1 00:00:12 00:00:12 00:00:00
Total al 00:00:12 00:00:12 00:00:00
2017-09-12 2 00:00:09 00:00:17 00:00:00
NO_VALUE KO_VALUE
Cyara_CustomService Total 2 00:00:08 00:00:17 00:00:00
Total 2 00:00:09 00:00:17 00:00:00
2017-09-12 2 00:00:36 00:01:12 00:00:00
NO_VALUE FO_VALUE
Cyara HTTPRest_509Errorcode Total 2 00:00:36 00:01:12 00:00:00
Total 2 00:00:36 00:01:12 00:00:00
2017-09-12 2 00:00:08 00:00:15 00:00:00
NO_VALUE NO_VALUE
Cyara_ HTTPRest_JSONPayload Total 2 00:00:08 00:00:15 00:00:00
Total 2 00:00:08 00:00:15 00:00:00
2017-09-12 2 00:00:10 00:00:20 00:00:00
NO_VALUE FO_VALUE
Cyara HTTPRest KVPair Total 2 00:00:10 00:00:20 00:00:00
Total 2 00:00:10 00:00:20 00:00:00
2017-08-12 1 00:00:18 00:00:18 00:00:00
NO_VALUE NO_VALUE
Cyara HTTPRest_Multipleresponseheaders_ASPhase Total 1 00:00:18 00:00:18 00:00:00
Total il 00:00:18 00:00:18 00:00:00
2017-09-12 1 00:00:18 00:00:18 00:00:00
NO_VALUE KO_VALUE
Cyara_ HTTPRest_Multipleresponseheaders_SSPhase Total 1 00:00:18 00:00:18 00:00:00
Total 1 00:00:18 00:00:18 00:00:00
2017-08-12 1 00:00:13 00:00:13 00:00:00
NO_VALUE NO_VALUE
Cyara HTTPRest_OutputParams_GET Total 1 00:00:13 00:00:13 00:00:00
Total al 00:00:13 00:00:13 00:00:00
2017-09-12 1 00:00:13 00:00:13 00:00:00
NO_VALUE KO_VALUE
Cyara HTTPRest_OutputParams_POST Total 1 00:00:13 00:00:13 00:00:00
1

Total 00:00:13 00:00:13 00:00:00

This report provides information what milestone interactions passed through before entering Assisted
Service.

A milestone is a custom benchmark (or checkpoint) that you've defined in an application to indicate
that a significant point in the application flow was reached. For example, you might set up a
milestone to mark when callers have made a successful payment, and another for when they've
agreed to certain terms and conditions.

To get a better idea of what this report looks like, view sample output from the report:
SampleAssistedServicelnteractionsbylLastMilestoneReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:
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Prompts for the Assisted Service Interactions by Last Milestone
Report

Prompt Description

From the list, choose a time period on which to

et pEle (Al report, and move it to the Selected list.

Start Date Choose the first day from which to gather data into

the report.
End Date Choose the last day from which to gather data into
the report.
Choose the applications on which to report. By
Application default, the report includes all applications; if you

add any applications to the Selected list, then only
those applications are included.

Attributes used in the Assisted Service Interactions by Last
Milestone Report

Attribute Description

This attribute enables data within the reporting
interval to be organized by the name of the Self-
Service and/or Assisted-Service Designer
application.

Application Name

This attribute enables data within the reporting
interval to be organized by the name of the last
milestone the call passed before enter Assisted
Service.

Last Milestone

This attribute enables data within the reporting

D interval to be organized by a particular day.

Metrics used in the Assisted Service Interactions by Last
Milestone Report

Source Table.Column or

Metric Description Calculation

The total number of interactions
that entered the Designer
application during the reporting
interval.

Session AGT_SDR_SESSION_*.CALLS

The average amount of time that = Calculated based on the value of

Avg Session Duration (Fmt) callers spent in the Assisted- the Session Duration metric and
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Source Table.Column or

Metric Description Calculation

Service phase of the Designer

application. the Session metric.

The total amount of time that all
. . callers spent in the Assisted- o
Session Duration (Fmt) Service phase of the Designer AGT_SDR_SESSION_*.AS_DURATION
application.

The total number of interactions
that were transferred from the
Transferred to Assisted Service Self-Service phase of the %
(Fmt) Assisted-Service phase of the AGT_SDR_SESSION_*.AS_TRANSFERRED
Designer application during the
reporting interval.
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Blocks Summary Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Blocks Summary Report.

This page describes how you can use the (Designer folder) Blocks Summary Report to learn more
about traffic and errors in each application block.

Understanding the Blocks Summary Report

Blocks Summary Report
No No AvgNo AvgNo  AvgBlock
Day Block Strikeout Blocks Input Match  Input Match Duration
Error  Error Error Error (Fmt)

AM PM Menu 0 6 6 6 1.00 1.00 00:00:06
Ask Retry or Return 0 1 1 1 1.00 1.00 00:00:08
Child Menu 4 9 9 9 1.00 1.00 00:00:15
Collect Phone Number 28 53 53 53 1.00 1.00 00:00:10
Confirm Number Menu 2 7 7 7 1.00 1.00 00:00:11
Confirm Phone Number 2 108 108 108 1.00 1.00 00:00:10
Confirm Time Slot Selected 0 10 10 10 1.00 1.00 00:00:09
Description of callback 1 1 1 1 1.00 1.00 00:00:17
Existing Callback Menu 2 12 12 12 1.00 1.00 00:00:12
Get Day of Week 0 18 18 18 1.00 1.00 00:00:14
Get Time 1 17 17 17 1.00 1.00 00:00:09
Hail Caller Menu 18 71 71 71 1.00 1.00 00:00:36
3 9 1.00 1.00 00:00:10

This report provides information about the frequency of use of each application block, and the
number and type of errors encountered in each application block.

To get a better idea of what this report looks like, view sample output from the report:
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SampleBlocksSummaryReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Blocks Summary Report

Prompt Description

Pre-set Date Filter From the list, choose a time period on which to
report.

Start Date Choose the first day from which to gather data into
the report.

End Date Choose the last day from which to gather data into
the report.
Choose the applications to include in the report. By

Application default, the report includes all applications. If you

add any applications to the Selected list, then only
those applications are included.

Attributes used in the Blocks Summary Report

Attribute Description

This attribute enables data within the reporting
interval to be organized by the name of the self-
service and/or assisted-service Designer
application.

Application Name

This attribute enables data to be organized by

Block application block.

This attribute enables data within the reporting
Country interval to be organized by the name of the country
in which the caller is located.

This attribute enables data within the reporting
DNIS interval to be organized by the Dialed Number
Identification Service (DNIS).

This attribute enables data within the reporting

Dy interval to be organized by a particular day.

This attribute enables data within the reporting

Language interval to be organized by language.

This attribute enables data within the reporting
interval to be organized by the geographic

Region classification of the call. The value is derived from
the Region (such as North America LTAM, North
America APC, or EMEA) defined in Designer.
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Metrics used in the Blocks Summary Report

Metric Description

The total number of times that the maximum

Strikeout number of retries was reached.

The total number of hits to a given block. A session

Blocks can hit a block more than once.

The total number of times that a No Input error was

o Wi et encountered in each block.

The total number of times that a No Match error

No Match Error was encountered in each block.

The average number of No Input errors

P50 b R e encountered in each block.

The average number of No Match errors

Avg No Match Error encountered in each block.

The average amount of time spent in each block

Avg Block Duration (Fmt) (HH:MM:SS)
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Milestone Summary Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Milestone Summary Report.

This page describes how you can use the (Designer folder) Milestone Summary Report to learn more
about the dispositions of calls at each milestone.

Understanding the Milestone Summary Report

Final Disposition Application Name Day

2017-03-10

GimReporting
Abandoned in Queue

2017-03-14

Total
Total

2017-03-07
Cyara_ExitQueue_Treatmentactivity 2017-03-13

Abandoned in Queue

Total

Total

Milestone Summary Report

DataEntered

Menul Option1
Menu1l Option2
Menul reached
Menu2 Option2
Menu2 reached
DataEntered

Menul Option1
Menul Option2
Menul reached
Menu2 Option2

Menu2 reached

MoH

MoH

Menu1 Option1

Milestone Session
DataEntered 3
Menu1 reached/Menul Option1 3
Menu1 reached/Menu1 Option2 3
Menul reached 3
Menu1 reached/Menul Option1/Menu2 reached/Menu2 Option2 3
Menu1 reached/Menu1 Option1/Menu? reached 3
DataEntered 3
Menu1 reached/Menu1l Option1 3
Menu1 reached/Menul Option2 3
Menul reached 3
Menu1 reached/Menul Option1/Menu2 reached/Menu2 Option2 3
Menu1 reached/Menu1 Option1/Menu? reached 3

36

36

MoH 1
MoH 1
2

2

Menu1 reached/Menul Option1 1

This report provides milestone information on an application-by-application basis, as well as detailed
information about the dispositions of calls that contain each milestone.

To get a better idea of what this report looks like, view sample output from the report:

SampleMilestoneSummaryReport.pdf
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The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Milestone Summary Report

Prompt Description

From the list, choose a time period on which to

et DEe (Aler report, and move it to the Selected list.

Choose the first day from which to gather data into

Start Date the report.

Choose the last day from which to gather data into

End Date the report.

Filter the interactions included in the report based
on whether the status when the caller exited the
call flow was set by the agent (User Disposition) or
by the system (Final Disposition).

User Disposition

Choose the applications to include in the report. By
default, the report includes all applications. If you
add any applications to the Selected list, then only
those applications are included.

Application

Attributes used in the Milestone Summary Report

Attribute Description

This attribute enables data to be organized by the
status assigned to a call when the caller exited the
call flow (such as Abandoned in Self-service,
Abandoned in Queue, Routed to Agent, System
Error, Terminated, or Other). This status is set by
the system. The report includes either Final
Disposition or User Disposition, or neither, but not
both.

This attribute enables data within the reporting
interval to be organized by the name of the self-
service and/or assisted-service Designer
application.

Final Disposition

Application Name

This attribute enables data within the reporting

Dy interval to be organized by a particular day.
This attribute enables data to be organized by user-
defined milestones and milestone paths:

Milestone e The first column lists the milestones that the

caller passed, including the last milestone.

¢ The second column shows the full path of each
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Attribute Description

milestone passed.

Metrics used in the Milestone Summary Report

Metric Description

S The total number of sessions that encountered
each milestone or milestone path.

Special Note about User/Final Disposition

When you run this report, the selection you make at the User Disposition prompt determines which
attribute (User Disposition or Final Disposition) is included in the report. If you save the report after
running it, the selection you made at the User Disposition prompt is remembered by CX Insights, and
the corresponding attribute always appears in the report when you run it on all future occasions, and
the other attribute is excluded from the report. However, if you run the report and save it, the
‘missing' attribute is not gone forever, and you can easily restore it as follows:

1. Open and run the report, and click Report Home > Design, to access Design Mode

2. Whichever attribute (User Disposition or Final Disposition) is present in the report grid, drag it out of the
report grid into the Report Objects list.

3. From the All Objects list, open the Public Objects\Prompts\Designer folder, and drag the User
Disposition prompt to the report grid.

4. Save the report. The next time you run the report, the original report behavior is restored.

To avoid this situation, Genesys recommends that, when saving any report, you save it with a new
name in either the Custom or My Reports folder, as discussed in Customizing Reports.
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Self-Service Statistics Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Self-Service Statistics Report.

Use the (Designer folder >) Self-Service Statistics Report to learn about the number and percentage
of interactions that enter the Designer Application and and concluded in the Self-Service phase,
compared to the number that enter the Assisted-Service phase and are routed to a DN or agent.
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Understanding the Self-Service Statistics Report

Application Name

Another Check

Chat Health Test

Cyara_BH_Result_true

Cyara_CustomService

Cyara HTTPRest S09Errorcode

Cyara_HTTPRest_JSONPayload

Cyara HTTPRest KVPair

Cyara_HTTPRest_Multipleresponseheaders_ASPhase

Cyara HTTPRest Multipleresponseheaders_SSPhase

Cyara_HTTPRest_OutputParams_GET

Cyara_HTTPRest_OutputParams_POST

Cyara_ HTTPREST PUT

Cyara_HTTPRest_PUT_FetchAudio_SSPHase

Self-Service Statistics Report

Day Entered :i.n Contained . in
Self-Service Self-Service

2017-09-13 0 0
2017-09-14 0 0
Total 0 0
2017-09-12 0 0
2017-09-15 0 0
Total 0 0
2017-09-12 a 0
Total 1 0
2017-09-12 2 2
Total 2 2
2017-09-12 2 0
Total 2 0
2017-09-12 2 2
Total 2 2
2017-09-12 2 2
Total 2 2
2017-09-12 alk 0
Total 1 0
2017-09-12 alk 1
Total 1 1
2017-09-12 1 1
Total 1 1
2017-09-12 alk 1
Total 1 1
2017-09-12 1 1
Total 1 1
2017-09-12 2 0
Total 0

Entered in

Ass ia‘ted A;an;ua;e:
Service

214 0

19 0

233 0

30 0

[ 0

36 0

1 0

1 0

0 0

0 )

2 1

2 1

0 0

0 )

0 0

0 0

1 0

1 0

0 0

0 )

0 0

0 0

0 0

0 0

0 0

0 0

2 0

2 0

Routed
to DN

Routed
to
Agent

This report provides detailed information about the disposition of interactions that enter the Designer
application, including detailed information about the number and percentage of interactions that are
completed in each phase (Self-Service and Assisted Service).

To get a better idea of what this report looks like, view sample output from the report:
SampleSelfServiceStatisticsReport.pdf

The following tables explain the prompts you can select when you generate the report, and the

metrics and attributes that are represented in the report:
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Prompts for the Self-Service Statistics Report

Prompt

Pre-set Date Filter

Start Date

End Date

Application

Description

From the list, choose a time period on which to
report, and move it to the Selected list.

Choose the first day from which to gather data into
the report.

Choose the last day from which to gather data into
the report.

Choose the applications on which to report. By
default, the report includes all applications; if you
add any applications to the Selected list, then only
those applications are included.

Attributes used in the Self-Service Statistics Report

Attribute

Application Name

Day

Description

This attribute enables data within the reporting
interval to be organized by the name of the self-
service and/or assisted-service Designer
application.

This attribute enables data within the reporting
interval to be organized by a particular day.

Metrics used in the Self-Service Statistics Report

Metric

Entered in Self- Service

Contained in Self- Service

Entered in Assisted Service

Abandoned in Queue

Description

Source Table.Column or
Calculation

The total number of interactions
that entered the Designer AGT_SDR_SESSION_HOUR *.SS ENTERED
application in Self-Service.

The total number of interactions

that entered the Designer

application in Self-Service and AGT_SDR_SESSION_HOUR_*.AS_CONTAINED
were concluded without entering

Assisted-Service.

The total number of interactions
that entered the Designer AGT_SDR_SESSION_HOUR *.AS ENTERED
application in Assisted-Service.

The total number of interactions

that entered the Self-Service

phase of the Designer AGT_SDR_SESSION_HOUR_*.QUEUE_ABANDONEI
application, requested Assisted-

Service, and were subsequently
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Source Table.Column or

Metric Description Calculation

abandoned while waiting in
queue.

The total number of interactions
that entered the Self-Service
phase of the Designer application
and were later routed to a DN.

Routed to DN AGT_SDR_SESSION_HOUR_*.DN_ROUTED

The total number of interactions
that entered the Self-Service
Routed to Agent phase of the Designer application AGT_SDR_SESSION_HOUR *.AGENT_ROUTED
and were later routed to an
agent.
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Survey Answer Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Survey Answer Report.

This page describes how you can use the (Designer folder) Survey Answer Report to learn more
about how customers answer post-call survey questions. The report allows you to see the number
and percentage of times that each answer was selected by customers, for each agent, and allows you
to further organize the results by application, agent group, question, or answer, over various time-
periods.

Understanding the Survey Answer Report

Survey Answer Report
Avg
Day Agent Name Survey Question Survey Answer Multi - Agent Responses Response
Ratio
Which language” is best? 5"9"?' i’at"ga'fytho" R N 5 12.82%
, Agent1 (Agent1) avacrip
20170811 Total 5  12.82%
Total =) 12.82%
Which language” is best? 5"9"§h _Jat"gofython B N 4 10.26%
, Agent1 (Agent1) avascrip
Total 4 10.26%
20170913 Which language” is best? Engll;h tlatvgui’ython L N 2 5.13%
, Agent3 (Agent3) avascrip
Total 2 5.13%
Total 6 15.38%
How likely you would
reco_rnmer?d your new phone 1 N 4 10.26%
to friends in a scale of 1 to
57
How would you like to rate

This report displays detailed information about the number and percentage of customers that
selected each response while completing post-call surveys.
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This report helps supervisors understand agent performance, as rated by customers who respond to
post-call surveys.

It is important to note that some calls involve more than one agent; in these cases, the responses
shown in the report pertain to the first agent who interacted with the customer, and only if that agent
was the first handling resource. If the first handling resource was not an agent (for instance, if it was
an IVR), the Agent Name column contains no value. Customer responses might also reflect their
experience in interacting with other agents who were involved in the call. If the Multi-Agent
attribute contains a value of Y / yes, you can click the value to view information about all of the
agents involved in the call.

To get a better idea of what this report looks like, view sample output from the report:
SampleSurveyAnswerReport.pdf

Tip
Customization tips:

* To make reports easier to read, not all attributes that could usefully be applied appear in
the report when you run it. Several additional attributes are listed in the table below;
you can easily add these attributes to the report by dragging them from the Report
Objects list into the Report view. For example, drag the Application attribute into
position to the left of the first column in the table; the report automatically updates.

e You can simplify reports by removing objects. For example, drag the Agents attribute
from the Report view to the Report Objects list — the report automatically updates to
display all relevant survey responses, irrespective of which agents were involved.

e Customizing reports requires specific permissions. For more information, see Can |
customize CX Insights reports?

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report.

Prompts for the Survey Answer Report

Prompt Description

Application Select an application on which to report.

Pre-set Date Filter From the list, choose a time period on which to
report.

e B Choose the first day from which to gather report
data.

End Date Choose the last day from which to gather report
data.

Agent Optionally, select one or more agents for which to

gather data for the report.
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Attributes used in Survey Answer Report

Attribute Description

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the

Application Name application associated with the interaction.

This attribute enables data to be organized by a
Day particular day within a month and year. Day values
are presented in YYYY-MM-DD format.

This attribute enables data to be organized by
whether more than one agent interacted with the
customer. If this value is Y (Yes), the responses
shown in the report pertain to the first agent who
interacted with the customer. However, customer
responses in such scenarios might also reflect the
customer interaction with other agents who were
involved in the call.

Multi-Agent

This attribute enables data to be organized by

Survey Answer
Y survey answer.

This attribute enables data to be organized by

Survey Question survey question.

Metrics used in the Survey Answer Report

Metric Description

The number of times that customers chose the
indicated response for the indicated question. Click
any value in the Responses column to open the
Interaction Handling Attempt Report and view
detailed information about the associated
interactions.

Responses

Calculated as the total number of times that
customers chose the indicated response when

Avg Response Ratio answering the question after interacting with the
indicated agent, divided by the total number of
responses received.
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Survey Statistics Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Survey Statistics Report.

This page describes how you can use the (Designer folder) Survey Statistics Report to learn more
about how customers interact with post-call surveys. The report provides a quick summary of how
many surveys were offered, accepted, or not accepted, and displays No Input and No Match errors.

Surveys are offered to customers early in the call in either the Self Service phase, or before routing
begins in the Assisted Service phase, and customers can choose to complete the survey either after
the self-service portion of the call, or after the interaction with the agent ends.

Understanding the Survey Statistics Report

Survey Statistics Report

No No
Not %
Day Offered Accepted Input Match
Accepted Accepted
Error  Error
2017-09-11 23 23 0 58 17 100.00%
2017-09-12 23 23 0 62 21 100.00%
2017-09-13 28 28 0 21 9 100.00%
2017-09-14 47 44 3 17 23 93.62%
2017-09-15 42 42 0 26 62 100.00%
2017-09-18 0 0 0 3 0 0.00%
Total 163 160 3 187 132 98.16%
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This report displays statistical information about post-call surveys, including how often surveys were
offered, accepted, or not accepted (and the relative percentage that were accepted), and No Match
and No Input errors.

To get a better idea of what this report looks like, view sample output from the report:
SampleSurveysStatisticsReport.pdf

Tip
Customization tips:

e To make reports easier to read, not all attributes that could usefully be applied appear in
the report when you run it. Several additional attributes are listed in the table below;
you can easily add these attributes to the report by dragging them from the Report
Objects list into the Report view. For example, drag the Application attribute into
position to the left of the first column in the table; the report automatically updates.

* You can simplify reports by removing objects. For example, remove an attribute such as
Day by dragging it out of the Report view into the Report Objects list.

e Customizing reports requires specific permissions. For more information, see Can |
customize CX Insights reports?

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report.

Prompts for the Survey Statistics Report

Prompt Description

Pre-set Date Filter From the list, choose a time period on which to
report.

Start Date Choose the first day from which to gather report
data.

End Date Choose the last day from which to gather report
data.

Application This attribute enables data to be organized by the

application associated with the interaction.

Attributes used in Survey Statistics Report

Attribute Description
Application Name This attribute enables data to be organized by the
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Attribute

Day

Description

name of the application associated with the
interaction.

This attribute enables data to be organized by the
day, displayed in the format YYYY-MM-DD.

Metrics used in the Survey Statistics Report

Metric

Offered

Accepted

Not Accepted

No Input Error

No Match Error

% Acceptance

Description

The number of times, within the reporting interval,
that customers were offered the opportunity to
complete a survey.

The number of times, within the reporting interval,
that customers were offered the opportunity to
complete a survey, and subsequently accepted the
offer.

The number of times, within the reporting interval,
that customers were offered the opportunity to
complete a survey, and subsequently declined the
offer. Calculated as Survey Offered minus Survey
Accepted.

No Input (NI). The total number of times that the
application expected a response from a customer,
but did not receive one within the configured
timeout period (if a timeout period is configured).

No Match (NM). The total number of times that the
customer entered an unexpected response to a
survey. For example, if the application expects an
answers in the range of 1 to 4, and the customer
selects 6, the event is recorded as an NM error.

The percentage of times that customers accepted
the offer to complete a survey. Calculated as
Survey Accepted divided by Survey Offered.
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Detalls reports

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to the latest documentation for Details reports.

This page describes reports that contain detailed information about activity in your contact center.
Reports in the Details folder are ready-to-use, but as always, can be modified to suit your specific

business needs.

Reports in the Details folder are designed for troubleshooting purposes, and are not
intended to be run on a daily basis in most scenarios, as these reports can take a long
time to run and can impact performance. When you do run them, it is best to focus
them on a specific area, or period of time (usually a single day or less).

About Details reports

Recents
Shared Reports

Custom

CX Insights
Agents
Business Results
Callback
Chat
Chat Bot

Dashboards

Designer

Outbound Contact

Agent Details Activity Report

Owner: Administrator

Modified:

7/13/18 12:16:51 PM

Provides a chronological breakdown of the activities of an agent,
including session timestamp and duration, agent device/DNs status,
and status start and duration, plus interaction states when offered
to/processed by the agent.

Agent State Details Report

Owner: Administrator

Modified:

7/13/18 12:16:45 PM

Use this report to frack how agents spend time when in various
noncall-related states, and to make assessments about how well this
time is spent. This report is often useful in circumstances where the
agent is paid by the minute.

Interaction Handling Attempt Report

Owner: Administrator

Modified:

7/13/18 12:16:53 PM

Use this report to view segment-related details pertaining to agent
handling of contact center interactions, including distribution time, and
data about the agent’s contiguous participation in the interaction.

Agent Login-Logout Details Report

Owner: Administrator

Modified:

7/13/18 12:16:52 PM

Use this report to view the times when agents logged in and out, and
the duration of each login session. The report displays the timestamps
in the tenant’s standard time zone.

Interaction Flow Report

Owner: Administrator

Modified:

7/13/18 12:16:51 PM

Provides a chronological breakdown of the activities of an agent,
including session timestamp and duration, agent device/DNs status,
and status start and duration, plus interaction states when offered
to/processed by the agent.

Transfer Detail Report

Owner: Administrator

Modified:

7/13/18 12:16:54 PM

Use this report to learn more about the initiating and receiving parties
of those contact center interactions that involve a transfer, including
the technical result, the mediation devices through which the
interaction passed, the business attribute,
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The following reports are available in the CX Insights > Details folder:

e Agent Details Activity Report

* Agent Group Membership Details Report
¢ Agent Login-Logout Details Report

e Agent State Details Report

* Interaction Handling Attempt Report

¢ Interaction Flow Report

* Transfer Detail Report

Related Topics:

¢ Go back to the complete list of available reports.
e Learn how to generate historical reports.
e Learn how to read and understand reports.

¢ Learn how to create or customize reports.
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Agent Detalls Activity Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Details Activity Report.

This page describes how you can use the (Agents folder and Details folder) Agent Details Activity
Report to learn more about specific agents.

Understanding the Agent Details Activity Report

Agent Details Activity Report

Tenant Media Type SessionKey Active Flag Start Til Sess  End Til p Sess  Start Til p State  End Ti State

3 0 1/14/201112:30:45PM  1/14/2011 12:30:48PM  1/14/201112:30:45PM 171472011 12:30:48 PM

1/14/2011 123651 PM 1/14/2011 123T:17PM

1142011 123717PM 1/14/2011 12:3T:18 PM
1/14/2011 12:37:21 PM_ Inbound

1/14/2011 12:37:18 PM

17142011 12:37:36 PM
1/14/2011123721PM  1/14/201112:37:25PM  Inbound
1/14/201112:37:25PM  1/14/201112:37:28PM  Inbound
1/14/201112:37:28PM  1/14/201112:37:32PM  Inbound
1/14/20111237:32PM  1/14/2011 12:37:34PM  Inbound
1/14/201112:37:34PM 1/14/201112:37:36PM_ Inbound

5 0 1/14/201112:3651 PM  1/14/2011 12:47:36 PM

1/14/2011 123736 PM  1/14/2011 12:37:41 PM

1142011 1237:41PM 1/14/2011 12:39:24 PM

Environmen 111472011 12:39:24 PM

t Voice

1/14/2011 12:39:24 PM Inbound

1/14/2011 12:39:28 PM

1/14/201112:39:28PM  1/14/2011 12:39:36 PM

ion Type  State Name

NotReady
NotReady
Ready

INBOUND
Receiver Alert

Busy

INBOUND
Receiver
Gonnect

INBOUND
Receiver Hold

INBOUND
Receiver
Connect

INBOUND
Receiver Hold

INBOUND
Receiver
Connect
Ready
NotReady
Ready

INBOUND
Receiver Alert

Busy

Ready

Active Time
(Fmt)

00:00:03
00:10:45

00:10:45
00:10:45

00:10:45

00:10:45

00:10:45

00:10:45

00:10:45

00:10:45

00:10:45
00:10:45

00:10:45
00:10:45

00:10:45

00:10:45

00:10:45

Duration Additional Info

3 Reason Code: NO REASON
26 Reason Code: NO REASON

1 Reason Code: RC_soft=89

3 Ixn ID: 1

18 Reason Code: NO REASON

4 Ixn ID: 1
3 Ixn ID: 1
4 Ixn ID: 1
2 Ixn ID: 1
2 Ixn ID: 1

5 Reason Code: RC_soft=89
103 Reason Code: RC_soft=89
0 Reason Code: RC_soft=89
4 Ixn ID:3
4 Reason Code: NO REASON

8  Reason Code: RC_soft=89

45

This report provides a chronological breakdown of the activities of one agent over a period of time

that you specify including:

e The timestamp and duration of the agent’s active (login) session.

¢ The collective status of the agent’s devices or DNs (for example, Ready, NotReady, or Busy), when each
status began for that DN, and its duration.

e The interaction state when it was offered to or being processed by the agent.
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The Agent Summary Activity Reports complement this report by summarizing the
durations of agent sessions, agent states, and interaction states over one day.

For those rows related to agent status, the Additional Information column provides the reason code
selected for why the agent was in a particular state—if software and/or hardware reason codes are
configured within your environment.

To get a better idea of what this report looks like, view sample output from the report:
SampleAgentDetailsActivityReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Details Activity Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather

Start Time report data.

Choose the last day and time from which to gather

el 1E report data.

Select one or more agents from which to gather

Single Agent (Required) data for the report.

Optionally, select the type of media to include in

Media Type the report—for example, VOICE, EMAIL, and CHAT.
Optionally, select the type of interaction to include
Interaction Type in the report—for example, Inbound, Outbound,
and Internal.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.
Session Key Optionally, restrict the report to the active session

of a particular agent, for a particular media type.

Attributes used in the Agent Details Activity Report

Attribute Description

This attribute enables data within the reporting

Ui interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.
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Attribute

Session Key

Start Timestamp Sess

End Timestamp Sess

Start Timestamp State

End Timestamp State

Interaction Type

State Name

Description

This attribute enables data to be organized by the
agent’s active session for a particular media type.
Click the value in the Session Key column to view
the Agent Login-Logout Details Report.

This attribute enables data to be organized by the
calendar date and time when the agent session
began.

This attribute enables data to be organized by the
calendar date and time when the agent session
ended. If the agent has not logged out, the value of
this attribute is NULL.

This attribute enables data to be organized by the
calendar date and time when the agent entered a
specific state.

This attribute enables data to be organized by the
calendar date and time when the agent state
ended.

This attribute enables data to be organized by the
interaction’s type—for example, Inbound,
Outbound, and Internal.

This attribute enables data to be organized by the
state, such as UNKNOWN, NOTREADY, READY,
BUSY, or INBOUND.

Metrics used in the Agent Details Activity Report

Metric

Active Time (Fmt)

Duration

Additional Info

Description

The total amount of time, in seconds, between the
beginning and end of this agent’s login session(s)
on a particular media channel, irrespective of the
intervals in which the resource session occurs. If an
agent logs into multiple DNs, login duration is
measured from the moment at which the agent
logs in to the first DN to the moment at which the
agent is no longer logged in to any DN. If the
agent’s session was still active when the data was
compiled, the agent’s session duration appears as
null in the reports.

If the agent is not forcibly logged out when the calendar dates
ends, login duration is split over both days.

The difference, in seconds, between the beginning
and end of the agent’s interaction-related state.

This attribute enables data to be organized by the
primary key of the INTERACTION_FACT table. For
voice interactions, the Interaction ID is the call’s
connection ID, which is assigned by the telephony
server. This ID remains unchanged for as long as
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Metric Description

the telephony server processes the interaction. For
multimedia interactions originating from an
Interaction Server, this value is the assigned
Interaction ID.

Because of the volume of data that this report could potentially generate, Genesys recommends that
you restrict the start and end dates to the narrowest range that satisfies your report criteria. The
default date selections span one day, and the Single Agent prompt is required.

Because this report weaves in the results from several Info Mart FACT tables to recount the story of
the agent’s activities, some of the report’s records hold null values for columns that do not apply. For
example, interaction types do not apply to agent status; therefore, no values will appear under the
Interaction Type column for agent-state (or agent-session) records.

Many column headers in this report are generated from variables.
Data pertaining to interaction states is pulled directly from the Info Mart database. Refer to The

SM_RES_STATE_FACT Table section in the Genesys Info Mart User’s Guide for special considerations
regarding very short duration (>0 and <1 sec) states.

Genesys Engage cloud Reporting Guide 282


https://docs.genesys.com/Documentation/GIM/8.5.0/User/GIMPopAgent

Historical Reporting with Genesys CX Insights Details reports

Agent Group Membership Details Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Group Membership Details Report.

This page describes how you can use the (Agents and Details folders) Agent Group Membership
Details Report to understand how agents are distributed among Agent Groups.
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Understanding the Agent Group Membership Details Report

Agent Group

AGL

AG123

Agent Group 1

Agent Group 2

AgentGrouplTen

Chat distribution for processing

E-mail distribution for processing

E-mail QA review group

Agent Group Membership Details Report

Agent Name

, B101_swl (R101_swl)

, R102_swl (A102_swl)

Last A601 swl, First A601 swl (A601 swl)
» User_Temant (User Tenant2)
, Agentl (Agentl)

. Agent2 (Agent2)

. Agentl (Agentl)

. Agent2 (Agent2)
601_swTenl, 601 swTenl (601_swTenl)
. MMAgentl (MMAgentl)

, MMAgent10 (MMAgentl0)

. MMAgent2 (MMAgent2)

. MMAgent3 (MMAgent3)

. MMAgent4 (MMAgentd)

, MMAgent5 (MMAgents)

, MMAgenté (MMAgenté)

, MMAgent?7 (MMAgent7)

, MMAgent8 (MMAgent8)

, MMAgent9 (MMAgent?9)

, MMAgentl (MMAgentl)

. MMAgentl1l0 (MMAgentlo)

. MMAgent2 (MMAgent2)

. MMAgent3 (MMAgent3)

, MMAgentd (MMAgentd)

, MMAgent5 (MMAgent5)

. MMAgenté (MMAgenté)

. MMAgent?7 (MMAgent7)

, MMAgent8 (MMAgent8)

, MMAgent9 (MMAgent9)

, MMAgent5 (MMAgents5)

, 601_forTest (601 forTest)

Date Added

1/14/2011 11:43:389
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:389
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:389
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:389
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:389
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:39
1/14/2011 11:43:389
1/14/2011 11:43:39
1/14/2011 11:43:389
1/14/2011 11:43:39
1/14/2011 11:43:39

1/14/2011 11:43:39

BlE(E|B(B|8 B |E|E(B)E(BE|E(B % (E|B(B|8 B |E E(B|B(E| (8 8 (B|B(8

E

Date
Removed

forTest
. 602_forTe 1/14/2011 11:43:389

Use the Agent Group Membership Details report to generate a detailed view of how agents are

distributed among Agent Groups, including information about when each Agent entered and exited

each group.

You can specify the Date, Agent Group, and Agent.

To get a better idea of what this report looks like, view sample output from the report:
HRCXIAgentGroupMembershipDetails.pdf

The following tables explain the prompts you can select when you generate the report, and the

metrics and attributes that are represented in the report:
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Prompts for the Agent Group Membership Details Report

Prompt

Pre-set Day Filter
Report Date
Agent Group

Agent

Description

Choose a day from the list of preset options. This
prompt overrides the Report Date value.

Choose the date for which to collect data into the
report.

Select one or more Agent Groups from which to
gather data into the report.

Select one or more Agents from which to gather
data into the report.

Attributes used in the Agent Group Membership Details Report

Attribute

Agent Group

Agent Name

Description

This attribute enables data to be organized by
Agent Group.

This attribute enables data to be organized by
Agent Name.

Metrics used in the Agent Group Membership Details Report

Metric
Group Membership \ Date Added

Group Membership \ Date Removed

Description

The date and time when the agent joined the
group.

The date and time when the agent left the group.
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Agent Login-Logout Detalls Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent Login-Logout Details Report.

This page describes how you can use the (Agents folder and Details folder) Agent Login-Logout
Details Report to learn more about agent login sessions.

Understanding the Agent Login-Logout Details Report

Tenant Media Type Agent Name
, A6001 sip (R6001 sip)
, A6002 sip (R6002 sip)
, A6003 sip (R6003 sip)
Environment Voice
, A6004 sip (R6004 sip)

Start Timestamp

4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011

4/11/2011

12:30:34 PM

12:40:44 PM

12:48:30 PM

1:03:16 PM

12:31:08 PM

12:41:01 PM

12:48:44 PM

1:03:28 PM

1:08:44 PM

12:31:38 PM

12:41:40 PM

12:49:192 PM

1:03:51 PM

12:32:09 PM

12:42:28 PM

12:51:08 PM

Agent Login-Logout Details Report

End Timestamp

4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011
4/11/2011

4/11/2011

12:40:38 PM

12:44:49 PM

12:51:48 PM

1:15:54 PM

12:38:02 PM

12:44:47 PM

12:51:46 PM

1:08:23 PM

1:15:52 PM

12:38:04 PM

12:44:45 PM

12:50:50 PM

1:15:50 PM

12:28:06 PM

12:44:44 PM

12:51:44 PM

Active
Time
(Fmt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:

m

This report shows the times when agents logged in and out and the duration of each login session
during a range of hours that you specify within a day. The report displays the timestamps in the
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tenant’s standard time zone.

If an agent logs in to multiple DNs, the duration of the agent’s overall login session, which is captured
by the Active Time metric, begins with the first login event and ends with the last logout event. If the
agent continues to be logged in over a two-day time span (or longer) and is not forcibly logged out by
the system, login duration is split over each calendar day.

To get a better idea of what this report looks like, view sample output from the report:
SampleHRCXIAgntLoglnOutReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent Login-Logout Details Report

Prompt Description

Choose from the convenient list of predefined days

: for which to run the report.
Pre-set Day Filter

The default selection for this report is Today.

Report Date Choose a day for which to run the report.

Optionally, select one or more groups from which

g CRety to gather data for the report.

Optionally, select one or more agents from which

Agent to gather data for the report.
: Optionally, select the type of media to include in
AR R the report; for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select
Tenant the tenant(s) for which to include data in the
report.

Optionally, restrict the report to the active session

SEEEIE [ of a particular agent, for a particular media type.

Attributes used in the Agent Login-Logout Details Report

Attribute Description

This attribute enables data within the reporting

USIElls interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.
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Attribute Description

This attribute enables data to be organized by the
Start Timestamp calendar date and time when the agent session
began.

This attribute enables data to be organized by the
calendar date and time when the agent session
ended. If the agent has not logged out, the value of
this attribute is NULL.

End Timestamp

Metrics used in the Agent Login-Logout Details Report

Metric Description

The total amount of time (HH:MM:SS) between the
beginning and end of this agent’s login session(s)
on a particular media channel, irrespective of the
intervals in which the resource session occurs. If an
agent logs into multiple DNs, login duration is
measured from the moment at which the agent
logs in to the first DN to the moment at which the
agent is no longer logged in to any DN. If the
agent’s session was still active when the data was
compiled, the agent’s session duration appears as
null in the reports.

Active Time (Fmt)

If the agent is not forcibly logged out when the calendar dates
ends, login duration is split over both days. Click the values in
the Active Time (Fmt) column to open the Agent Details Activity
Report.
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Agent State Detalls Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Agent State Details Report.

This page describes how you can use the (Agents folder and Details folder) Agent State Details
Report to learn more about how agents use their time when not in a call.

Understanding the Agent State Details Report

Agent State Details Report
Reason
Tenant Media Type Agent Name Start Timestamp State Reason Timestamp Reason Code Du(r;ltti)on Time Active
(Fmt)

4/11/2011 12:30:34 PM Ready 00:00:20 00:00:00

4/11/2011 12:30:54 PM Busy 00:03:35 00:00:00

4/11/2011 12:34:29 PM Ready 00:06:09 00:00:00

4/11/2011 12:40:44 PM Ready 00:00:11 00:00:00

4/11/2011 12:40:55 PM Busy 00:03:45 00:00:00

4/11/2011 12:44:40 PM Ready 00:00:09 00:00:00

4/11/2011 12:48:30 PM Ready 00:00:10 00:00:00

4/11/2011 12:48:40 PM Busy 00:03:01 00:00:00

. A6001_sip (R6001_sip) 4/11/2011 12:51:41 PM Ready 00:00:07 00:00:00
4/11/2011 1:03:16 PM Ready 00:00:06 00:00:00

4/11/2011 1:03:22 PM Busy 00:01:02 00:00:00

4/11/2011 1:04:24 PM Ready 00:01:34 00:00:00

4/11/2011 1:05:58 PM Busy 00:01:16 00:00:00

4/11/2011 1:07:14 PM Ready 00:01:16 00:00:00

Environment Voice

4/11/2011 1:08:30 PM Busy 00:00:56 00:00:00

4/11/2011 1:09:26 PM Ready 00:00:09 00:00:00

4/11/2011 1:09:35 PM NotReady 00:06:19 00:00:00

Read 00:00:00 00:00:00
4/11/2011 12:3]1:

This report displays the timestamps and durations of the various agent-state changes during a range
of hours that you specify within a given day. This information enables supervisors to track how an
agent spent his or her time in various non call-related states and to make assessments about how
well this time was spent. If a hardware- or software-related reason was logged for any state, this
reason also appears in the report.

Use this report for monitoring an agent's noncall-related activities, especially
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under those circumstances in which the agent is paid by the minute.

If the agent continues to be logged in over a two-day time span (or longer) and is not forcibly logged
out by the system, state duration is split over each calendar day.

To get a better idea of what this report looks like, view sample output from the report:

SampleAgntStatReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts for the Agent State Details Report

Prompt Description

From the convenient list of predefined days, choose

el [Bgy A= a day for which to run the report.

Report Date Choose a day for which to run the report.

Optionally, select one or more groups from which

AEJEIE (CE to gather data for the report.

Optionally, select one or more agents from which

Agent to gather data for the report.

Optionally, select the reason code to include in the

Reason Code Type report.

Optionally, select the type of media to include in

Media Type the report—for example, VOICE, EMAIL, and CHAT.
For multi-tenant environments, optionally select

Tenant the tenant(s) for which to include data in the
report.

Attributes used in the Agent State Details Report

Attribute Description

This attribute enables data within the reporting

SIS interval to be organized by tenant.

This attribute enables data to be organized by the
Media Type interaction’s media type—for example, VOICE,
EMAIL, and CHAT.

This attribute enables data to be organized by
Agent Name certain attributes of the agent who is associated
with the interaction.

This attribute enables data to be organized by the

Start Timestamp moment that the agent entered a specific state.

State This attribute enables data within the reporting
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Attribute Description

interval to be organized by the agent’s state.
Status values depend on the Genesys application
(for example, Interaction Concentrator) that
provides source data to Genesys Info Mart. For
state values, refer to the description of this Info
Mart table column in the Genesys Info Mart
Physical Data Model documentation for your
RDBMS (available from Genesys Info Mart
documentation).

This attribute enables data to be organized by the
Reason Timestamp moment when the agent entered a specific state-
reason combination.

This attribute enables data within the reporting
Reason Code interval to be organized by the reason that the
agent selected.

Metrics used in the Agent State Details Report

Metric Description

The difference (HH:MM:SS) between the beginning
and end of the agent’s state.

The total amount of time (HH:MM:SS) that this
agent was in a specific state for a specific reason,
irrespective of the interval(s) in which the state-
reason combination endures. This time is measured
from the moment at which the agent enters this
state-reason combination to the moment at which
the agent exits this state or state-reason
combination. If the agent’s state was still active
when the data was compiled, the duration of the
agent in this state appears as null in the reports.

Duration (Fmt)

Reason Time (Fmt)

The Active column is a report variable based on the
Active values of the Active Reason and Active State
attributes.

For this report to provide reason codes that might be associated with an agent’s state, your
environment must configure hardware and/or software reason codes. When configured, one report
instance will provide either hardware- or software-related reasons, but not both in the same report.

For this report to provide uninterrupted ACW and NotReady state details, you must appropriately
configure the underlying ICON application supplying data to Genesys Info Mart (gls-enable-acw-
busy). Refer to The SM_RES_STATE_FACT Table section in the Genesys Info Mart User’s Guide for
special considerations regarding very short duration (>0 and <1 sec) states.

The Active column is a report variable based on the values of the Active Reason and Active State
attributes.
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Interaction Flow Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Interaction Flow Report.

This page describes how you can use the Details folder > Interaction Flow Report to better
manage customer relationships by analyzing and understanding how interactions proceed from the
customer’s perspective.

Understanding the Interaction Flow Report

Timestamp Customer ID Media Type Interaction Type Source Source Target Target Technical Result Technical Result Role Technical Result Technical Result
Name Type Name Type Resource Role Reason Reason
112:37:18PM DEFAULT_CUSTOMER_ID Voice Inbound NONE NONE 8001 Queue Received i Diverted
112:37:36PM  DEFAULT_CUSTOMER_ID Voice Inbound 8001 Queue Agent1 Agent DivertedTo Unspecified Unspecified Completed
1112:39:24PM  DEFAULT_CUSTOMER_ID Voice Inbound NONE NONE 8001 Queue Received [ i ging  Diverted
011 12:40:21 PM DEFAULT_CUSTOMER_ID Voice Inbound 8001 Queue Agentl Agent DivertedTo if ging  Customer.
2011 12:41:07 PM Voice Inbound NONE NONE 8001 Queue Received i Queued ~ Customer.
/2011 12:47:36 PM Voice Inbound NONE NONE 8001 Queue Received Unspecified Unspecified Diverted
/2011 1:15:01 PM DEFAULT_CUSTOMER_ID Voice Inbound NONE NONE 8001 Queue Received [ i ging  Diverted
/2011 1714:36 PM DEFAULT_CUSTOMER_ID Voice Inbound 8001 Queue Agentl Agent DivertedTo i ging ~ Customer.
011 12:53:36 PM  DEFAULT_CUSTOMER_ID Voice Inbound NONE NONE 8001 Queue Received Unspecified Redirected Diverted
11125350 PM  DEFAULT_GUSTOMER_ID Voice Inbound NONE NONE 8002 Queue Received if Diverted
01 12:56:53 PM DEFAULT_CUSTOMER_ID Voice Inbound 8001 Queue Agentl Agent DivertedTo Unspecified RouteOnNoAnswer Redirected
112:56:56 PM DEFAULT_CUSTOMER_ID Voice Inbound 8002 Queue Agent2 Agent DivertedTo Unspecified Unspecified Completed
112:57:56PM  DEFAULT_CUSTOMER_ID Voice Inbound NONE NONE 8001 Queue Received Unspecified Redirected Diverted
A112:58:07PM  DEFAULT_CUSTOMER_ID Voice Inbound NONE NONE 8002 Queue Received [ i ging  Diverted
011 12:58:02PM  DEFAULT_CUSTOMER_ID Voice Inbound 8001 Queue Agent1 Agent DivertedTo Unspecified RouteOnNoAnswer Redirected
20111258110 PM  DEFAULT_CUSTOMER_ID Voice Inbound 8002 Queue Agent2 Agent DivertedTo if ging  Customer.
/2011 12:58:52 PM DEFAULT_CUSTOMER_ID Voice Inbound NONE NONE 8001 Queue Received Unspecified Redirected Diverted (
/2011 12:59:07 PM Voice Inbound NONE NONE 8002 Queue Received L i Queued ~ Customer.

/2011 12:58:57 PM  DEFAULT_CUSTOMER_ID Voice Inbound 8001 Queue Agent1 Agent DivertedTo Unspecified RouteOnNoAnswer Redirected

011 1:17:15 PM Voice Inbound 8001 Queue Agentl Agent Unspecified Unspecified Completed

This report traces an interaction as it passes through various contact center resources—showing each
target that the interaction reached, how the interaction was processed at that target (for example,
Abandoned, Completed, Diverted, or Transferred), and how long the processing took there, as well as
general details about the interaction.

The targets are handling and mediation resources including contact center agents, self-service IVR
ports, ACD queues, virtual queues, interaction queues, and workbins. This report does not expose
whether extended facts were used while the interaction was being processed, such as whether
treatments were applied or speech recognition was used; nor does this report capture changes in
user data or agent states.
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This report can be useful for validating the results of some of the aggregated reports.

Because of the volume of data that this report could potentially generate,
Genesys recommends that you restrict the start and end dates to the narrowest
range that satisfies your report criteria. The default date selections span one day.
Specification of agent and queue prompts will also improve report performance
and limit the data that is returned.

The Interaction Handling Attempt Report opens this report when you select an ID from the Interaction
ID column in that report. To run this report as stand-alone, either provide a valid Interaction ID in the
user prompt area or use the default value, 0, which returns all interactions that satisfy the report’s
other conditions.

To get a better idea of what this report looks like, view sample output from the
report: SamplelnteractionFlowReport.pdf

The following tables explain the prompts you can select when you generate the report, and the
metrics and attributes that are represented in the report:

Prompts in the Interaction Flow Report

Prompt Description

Choose from the convenient list of predefined
Pre-set Day Filter rolling time ranges, spanning one day or more,
over which to run the report.

Choose the first day and time from which to gather

Start Time report data.
End Time Choose the last day and time from which to gather
report data.
Optionally, select an agent on which to focus the
Target Agent report. The selections that you make at the Target

Agent and Target Queue prompts are
interdependent.

Optionally, select an ACD queue on which to focus
the report. The selections that you make at the

VR QIR Target Agent and Target Queue prompts are

interdependent.
From the list, optionally choose a customer ID on
Customer ID which to focus the report.
From From the list, optionally choose a source address on
which to focus the report.
- From the list, optionally choose a target address on
0 :
which to focus the report.
Media Type Optionally, select a media type on which to focus

the report.
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Prompt Description

Optionally, select an interaction type on which to

Interaction Type focus the report..

Optionally, select a tenant on which to focus the

Tenant
report.

Optionally, select an interaction ID of the
INTERACTION_FACT or the
INTERACTION_RESOURCE_FACT table on which to
focus.

Interaction ID

Attributes used in the Interaction Flow Report

Attribute Description

Enables data within the reporting interval to be
organized by tenant. For multi-tenant
environments, the universe connection that you
define points to only one tenant schema in Info
Mart. New connections are required for access to
other tenant schemas.

Tenant

Enables data to be organized by the time at which

Start Time the interaction began.

Enables data to be organized by the interaction ID
of the INTERACTION_FACT or the
INTERACTION_RESOURCE_FACT table. For voice
interactions, the Interaction ID is the call’'s

connection ID, which is assigned by the telephony
Interaction 1D server.

This ID remains unchanged for as long as the telephony server
processes the interaction. For multimedia interactions
originating from an Interaction Server, this value is the assigned
Interaction ID.

Enables data to be organized by the source address
of the interaction. For voice, the source address is
the interaction’s automatic number identification
(ANI). For email, the source address is the
customer's email address. For chat, the source
address is empty.

From

Enables data to be organized by the target address
of the interaction. For voice, the target address is
the interaction’s dialed number identification
service (DNIS). For email, the target address is a
contact center email address. For chat, the target
address is empty.

To

Enables data to be organized by attributes of the

Connection ID . L .
interaction’s connection ID.

Enables data to be organized by the globally
GUID unique identifier of the interaction as reported by
the interaction media server. This identifier may

Genesys Engage cloud Reporting Guide 294



Historical Reporting with Genesys CX Insights

Details reports

Attribute

Start Timestamp

End Timestamp

Customer ID

Media Type

Interaction Type

Source Name

Source Type

Target Name

Target Type

Technical Result Resource Role

Technical Result Role Reason

Technical Result Reason

Technical Result

Description

not be unique. In the case of T-Server voice
interactions, the GUID is the Call UUID. In the case
of Multimedia, the GUID is the Interaction ID from
Interaction Server.

Enables data to be organized by the moment when
the interaction began.

Enables data to be organized by the moment when
the interaction ended.

The customer ID as it appears in an external CRM
application. This value enables Genesys Info Mart
tables to be joined to external data-mart tables and
is referenced by the user-defined Genesys Info Mart
key that has an ID of 10053. Refer to the Genesys
Info Mart Deployment Guide for information about
Genesys Info Mart attached data key assignments.

Note: The Customer ID attribute references a field in a derived
table whose values are sourced, in part, from the listed Info Mart
table.

Enables data to be organized by the media type of
the interaction—for example, Voice, Email, and
Chat.

Enables data to be organized by the interaction’s
type—for example, Inbound, Outbound, and
Internal.

Enables data to be organized by the name of the
originating resource—for example, the IVR port
number; the name of the queue; or the first, last,
and user name of the agent.

Enables data to be organized by the resource’s
type—for example, Agent, Queue, and IVRPort.

Enables data to be organized by the name of the
agent, queue, or self-service IVR port that
processed the interaction.

Enables data to be organized by the resource
type—for example, Agent, Queue, and IVRPort.

Enables data to be organized by the role that is
associated with the resource—for example, Puller,
Received, and RoutedTo.

Enables data to be organized by the reason of the
resource role—for example, Conference-Initiator,
Conferencejoined, and PulledBackTimeout.

Enables data to be organized by the reason for the
technical result—for example, Abandoned-
WhileRinging, AnsweredByAgent, and
RouteOnNoAnswer.

Enables data to be organized by its disposition—its
technical result and other aspects of the technical
result—for example, Abandoned, Completed,
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Description
Diverted, Pulled, and Transferred.

Enables data to be organized by whether or not the
corresponding record in the INTERACTION_FACT

table is active.

Attribute

Active

Metrics used in the Interaction Flow Report

Metric Description
This metric gathers durations from two tables:

* MEDIATION_SEGMENT _FACT (MSF), measuring
mediation segments

e INTERACTION_RESOURCE_FACT (IRF), measuring
interaction handling attempts

From MSF, this duration represents the time, in seconds, from
when the interaction entered the queue until the interaction
reached the handling resource after distribution from the queue.
If the interaction is abandoned or cleared, total duration equals
queue duration, which ends when the interaction left the queue.

Duration

From IRF, this duration represents the time, in seconds from the
moment at which the interaction reaches the handling

resource’s DN (including ring time) to the moment at which the
handling resource disconnects or when ACW for the interaction

ends.
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Interaction Handling Attempt Report

This content may not be the latest Genesys Engage cloud content. To find the latest
content, go to Interaction Handling Attempt Report.

This page describes how you can use the (Detail folder) Interaction Handling Attempt Report to learn
more about interaction handling in the contact center.

Understanding the Interaction Handling Attempt Report

Interaction Handling Attempt Report \

Custemer Segment Business Result Routing Target Routing Target Type Routing Target Selected Last IVE Last Quene Last Wyueue Handling kesource Resource State Technical Res

defaule DEFRULT_BUETNESS_FECULT UNGFECIFIED Unspecifisd UNCFECTFIED e WOWE WOE H6O0Z_sip  Agent  Busy Conferen o
| CUBTYDE  DEFRULT_CUSTOMER_CEGMEWT —LEFRULT EUCTMEGS RECILT —UNGEECTFIED Unspecifisd UNSPECTFTED WONE WCHE WONE MEODE_sip  Agent  Busy o feren o=l
typical unknesm NSPECIFIED Unspecifisd UNCFECIFIED 0NE WONE 0IE REODZ_sip  Agen