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Introduction

Welcome

Nortel Networks is pleased to announce the Nortel Networks Symposium
Express Call Center Release 3.0. This product is designed to provide a
simplified call center solution for call centers with up to 150 agents and up to
5000 calls per hour.

The Nortel Networks Symposium Express Call Center Reports and Displays
Guide provides the information you need to create and manage system reports
and to use reports and displays to monitor your system performance.

This guide also contains descriptions of the standard reports, and adata
dictionary you can use to create your own custom reports.

Types of reports

The Symposium Express Call Center offers a set of standard reports that enable
you to analyze statistics such as skillset activity, agent performance, and the
demographics of a specific customer. You can create user-defined reports using
the standard reports as atemplate. You can also create user-created reports using
Crystal Reports or any other standard report writer that conforms to the industry
standards of ODBC and SQL.

Who should read this guide

This guideis for Symposium Express Call Center administrators who are
responsible for creating and managing reports and using reports and displays.

Assumptions

This guide assumes that the Symposium Express Call Center has been correctly
installed and is operational . If the application has not been installed, then you
should speak to your distributor and have the application installed.

16
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Access rights

This guide assumes that you have the required privileges and access rights to
perform the procedures in this guide. For more information, refer to the Nortel
Networks Symposium Express Call Center Call Center Management Guide.

Optional features

Some of the features described in this guide are optional. To determine which
features you have access to, Nortel Networks supplies aspecia code called a
keycode, which you use when you install the Symposium Express Call Center
software. Fields and commands for features that you did not purchase are not

available.

Reports and Displays Guide
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Overview of reports and displays

Reporting

The Symposium Express Call Center offers a set of standard reports that enable
you to analyze statistics such as skillset activity, agent performance, and the
demographics of a specific customer. You can create user-defined reports using
the standard reports as atemplate. (Unlike standard reports, user-defined reports
can be scheduled and modified.)Y ou can also design customized user-created
reports using Crystal Reports or any other standard report writer that conforms
to the industry standards of ODBC and SQL.

You can output reports to a printer or to afile for export to another application.

Displays

The Symposium Express Call Center also offers a set of real-time displays that
you can use to monitor the current status of the call center. You can configure
different threshold levels and colors for these displays.

Accessing reports and displays

To access the reporting and display features of the Symposium Express Call
Center, you use the Symposium Express Call Center client application. This
chapter explains how to use the client to log on to the server. For more
information, see “To log on to the system” on page 21.

18 Symposium Express Call Center



June 2001 Getting started

Skills you need

Introduction

This section describes the skills and knowledge you need to use this guide
effectively.

Skills you need to use standard reports

The Symposium Express Call Center comes with a number of standard reports
designed to satisfy most requirements. You can generate these reports on an ad
hoc basi's, or use them as templates to create user-defined reports. To use

standard or user-defined reports, you need the following skills and knowledge:

= understanding of Symposium Express Call Center
m  understanding of call center concepts
= knowledge of your call center information requirements

Skills you need to create customized reports

If you are unsatisfied with the layout and content of the standard reports, you can
change the arrangement of the fields, or removefields and add new ones To do
so, you need the skills listed in the preceding section, plus familiarity with the

following products, standards, and concepts:

m  Crysta Reports

s Structured Query Language (SQL)—the ability to write reports with
intervals, subtotals, totals, and cal cul ations

s database management and administration—an understanding of database
views, data dictionaries, and data schemas

Skills you need to create expert reports

Expert users can create new reports by manipulating the statistics in the tables,
aswell as change the formulas used to calcul ate statistics. To do so, you need the
skills listed in the preceding section, plus familiarity with the following
standards and concepts:

Reports and Displays Guide 19
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s Open Database Connectivity (ODBC)

s Structured Query Language (SQL)—the ability to write SQL queries and
select statements; to repair, restore, and manipulate SQL databases; and to
create and debug complex reports

To create applications that manipulate SQL databases or generate reports, you
need to know Microsoft Visua Basic, C++, or asimilar programming language.

20
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Logging on to the system

Introduction

Before you can use reports or real-time displays from the Symposium Express
Call Center, you must log on to the system.

Assumptions

This procedure assumes the following:

m  Thesiteand systems you want to access have been set up and configured by
your distributor.

m  Youknow the user ID and password required to log on to the system. If you
do not know thisinformation, contact your distributor.

m A desktop shortcut has been set up to alow you to access your application
quickly. For more information, see the Nortel Networks Symposium Express
Call Center Call Center Management Guide.

To log on to the system

1  Double-click the Symposium Express Call Center desktop icon desktop
shortcut.

Result: The Nortel Networks SMI Login dialog box appears.

Mortel Networks SMI Login - 47 853238 - CASHI W __ [ E

NKRTEL
= QNETWORKS"

User 1D: I e |
Pazsword I Cancel |

Mortel Metworks Skl Version 2.00

Copyright 1938 - 1933 Mortel Networks, and ﬂl

itz licensars. Al ights resenved

2  Enter your user ID and password.
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If you are a customer administrator, type custadmin in the User ID box. In
the Password box, type the password provided by your Nortel Networks

representative.

If you are a supervisor, enter the user ID and password assigned by your

customer administrator.

If you do not know this information, contact your Nortel Networks

representative or your distributor.
Click OK.

Result: The Administration window appears. (The following illustration
shows what the window looks like if you log on as a customer

administrator.)

‘s Administration - Nortel Networks Symposium Express Call Center

ReaHime Displays
=

(=]

Reports

Agent} Supervisor

@ Tutorials and
User Guides Administration

Le]

E! Call Treatments Call Routing

= =

%5% CDNs @& DNiss
Network Voice Services

&3
&

Administration Administration

Pazsward | Print | @ |

E Agent | Skillset

' =] Assignments
ﬂ Call Presentation
—

@ Activity Codes

Phonesets

@ Backup

Help | Cloze I

Note: If a connection cannot be made, then an error message appears
stating that a server connection cannot be established.

22
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Overview

Introduction

Reports help you monitor your system performance by providing information on
system activity. You can use reportsto

= anayze productivity and efficiency
m  assess staffing requirements

m  identify trends

m identify seasonal behavior

m  forecast future activity

= enhance service

Forecasting is especially helpful for predicting changesin call center traffic. For
example, if aretailer'sannua summer sale traditionally brings higher call
volumes, detailed reports can help the center prepare for future sales. Similarly,
tracking seasonal business trends makes it easier to manage staffing
requirements from one year to the next.

You can use predefined standard reports or create your own customized reports.

Types of reports

The Symposium Express Call Center supports three types of reports.

Standard

A standard report is predefined by the Symposium Express Call Center system.
You cannot schedule standard reports, but you can run them on an ad hoc basis.
You can modify the report data range and data type when you generate the
report. All other report information isfixed.

24
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User-defined

You create a user-defined report by duplicating a standard report template or
another user-defined report. You can define schedul es for user-defined reports;
you can set filters; and you can modify any report information except predefined
database information.

User-created

A user-created report isacustomized report created using Crystal Reports or any
other ODBC- or SQL-compliant report writer. Only reports created with Crystal
Reports can be imported into the Symposium Express Call Center. You can
schedule imported reports and modify the data range and output option
information.

Types of standard reports

Two types of standard reports are available: historical reports and the
configuration report.

Historical reports

Historical reports provide information about the past performance of the call
center. These reports are organized according to the type of statistics they
contain.

Most historical reports are available in the following collection frequencies:
interval (15-minute), daily, weekly, or monthly.

Configuration report

The Symposium Express Call Center provides areport that describes how your
system is configured. You can use this report as a reference when you are
planning or making changesin your system.

Database views

A database view is alogical representation of part of the database and the
relationships within that part. You use database viewsto access statistics and
other data for use in reports.
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Many historical statistics areavailable for different collection frequencies,
including interval (15 minute), daily, weekly, and monthly. For each collection
frequency, you use a different view to access the statistics. For example, to
access daily skillset statistics, you use the dSkillsetStat view. To access monthly
skillset statistics, you use the mSkillsetStat view.

The statistics groups have keys that you can use to link them in your user-created
reports.

For more information about views, see Appendix B, “ Data dictionary.”

Storage duration

The following table indicates how long each type of statistic is stored on the
server:

Statistic Storage duration
interval 15 days

daily 7 days

weekly 12 weeks
monthly 12 months

IVR voice port logor/logoff 3 days
agent logon/l ogoff 3 days

Naming CDNs

Symposium Express Call Center automatically creates and names an application
for each CDN configured on your system. You can generate reports for each
application. The name that Symposium Express Call Center assigns to the
application appears in the application reports. Use the Naming Utility to assign
meaningful names to applications to help you interpret your reports. For more
information about the Naming Utility, refer to the Call Center Management
Guide.

26
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Overview of user-defined reports

Introduction

A user-defined report is a report you create using a standard report or another
user-defined report as atemplate. You can define the following properties for a
user-defined report:

general report information—including report name and company name
selection criteria—the entities to be included in the report

report schedule—when the report is to be generated

data range—the data collection period for the report

output options—the printer or file to which the report is output

Notes:

1.  You can define adatarange only in historical reports.

2. You must define a schedule before you can define a data collection period
or set the output options.

3. If you schedule areport, then ensure that the Report Listener is running on

the client PC at the scheduled time, and that a default printer has been
configured on the PC. If the Report Listener is not running on the client PC
on which the schedule was defined, then the report will not be generated. |f
adefault printer is not configured, then reports will be spooled, but not
printed.

Where reports are stored

All of the reports are located on the client PC. Therefore, if you create a user-
defined report on one PC and then log on to the server on another PC, the report
will not be in the Reports window on the second PC. Similarly, if you import a
user-created report on one PC, and then log on to the server on another PC, the
user-created report will not be in the Reports window.

28
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User-defined reports and user ID

When you save a user-defined report, the user 1D of the creator is stored with it.
Only the creator has access to the report. If another user logsin to the
Symposium Express Call Center on the PC on which the report is stored, he or
she will not see the report in the Reports window.

User-defined reports and server

When you save a user-defined report, the name of the server is stored with it.
Thereport isavailable only when you log on to the server on which you created
it. If you have two servers, and you create areport on one server, that report will
not appear in the Reports window when you log on to the other server, even if
you log on using the same user |D on the same PC.
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Creating user-defined reports

Introduction

The Symposium Express Call Center provides a number of standard reports.
You cannot schedule or modify these reports. However, you can use them as
templates for customized (user-defined) reports.

To create a user-defined report

1  From the Administration window, double-click Reports.

Result: The Reports window appears.

g™ Reports - 47.81.120.50 - C:\SMI Workbench

File “iew Help
= 8 | [a| ™ | X il B | @
[Sapy Frint Frint Preview|  Refresh [Elete Eroperties [e-actyate || Activate Help

4 Report Mame | Type | Schedule | Statuz -
\hctivity Code By Agent Standard Mot scheduled Inactive

\ctivity Code By Application Standard Mot scheduled Inactive

lhgent Average Call: Per Hour Standard Mot scheduled Inactive

lhgent By Application Performance Standard Mot scheduled Inactive

Whgent DM Performance Standard Mot scheduled Inactive

lhgent Login / Logout Standard Mot scheduled Inactive

Whgent Metwork, / MACD Activity Standard Mot scheduled Inactive

lhgent Performance Standard Mot scheduled Inactive

Ihgent Performance by Supervisor Standard Mot scheduled Inactive

lhgent Short Calls Standard Mot scheduled Inactive

Whgent Transfermed/Conferenced Activity Standard Mot scheduled Inactive
\5pplication By Activity Code Standard Mot scheduled Inactive

15 pplication Call Treatment Standard Mot scheduled Inactive |
15 pplication Delay Before Abandon Standard Mot scheduled Inactive

15 pplication Delay Before Answer Standard Mot scheduled Inactive

15 pplication Performance Standard Mot scheduled Inactive

CDM Statistics Standard Mot scheduled Inactive

Config - D atabase Yiew Definitons Standard Mot scheduled Inactive

Crozstab - Application Performance Standard Mot scheduled Inactive

Crozstab - COM Statistics Standard Mot scheduled Inactive

Crozstab - DMIS Statistics Standard Mot schedulid Inactive _ILI
4 3

For Help, press F1. [ [NUM i

2  Select the report you want to use as a template.
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3 Choose File O Duplicate.

Result: The Report Properties property sheet appears. The General
property page is on top.

Untitled Report Properties EHE

General | Selection Eriterial Data Hangel Schedulel Olutput Dptionsl

Fieport Mame:

L ntitled

Fieport Type:
IUser-defined

Comments:

L]

Company Mame:

Save I Lancel | Help |

4  Onthe General property page, complete the following fields:

Report Name: The name of the report, as it will appear in the Reports
window, and in the report title.

Comments: Optional. Additional information about the report.

Company Name: The name of the company as it will appear in the top left
corner of the report.

5 Go to the following procedure.

To define the selection criteria

You can limit the entities included in the report. For example, in an Agent
Performance report, you can specify the agentsto beincluded in the report.
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1 Click the Selection Criteria tab.

Result: The Selection Criteria property page appears.

Test Report Properties EH

General  Selection Criteria | Data Range | Schedule | Output Options |

Selection Filters

g
Agent Mame

Selected Awailable

Ceindd | I
Bemove»l

Update List |

Save I LCancel | Help |

2 Inthe Selection Filters box, select the filter you want to use.
Note:

a. The filters available depend on the type of statistics included in the
report. If you are using a standard report as a template, see the report
description in Chapter 5, “Standard reports,” for a list of filters.

b. If you select multiple filters, only entities that satisfy all filter criteria
appear in the report. For example, you may choose to filter on five
agents and three skillsets. If one of the selected agents has not taken
calls for any of the specified skillsets, that agent is not included in the
report.

Click Update List to refresh the Available list.
To add an element, select it in the Available list, and then click Add.

To remove an element, select it in the Selected list, and then click Remove.

o o1~ W

Go to the following procedure.

32 Symposium Express Call Center



June 2001

Working with reports

To define the report schedule

1

Click the Schedule tab.
Result: The Schedule property page appears.

Estimated Agent Revenue - Weekly - Repoit Properties EHE

General | Selection Ciiteria Schedule |Data Range | Dutput Options |

Start: lm
End: [72:00 AW =]
Interval: IW
Eztension: IW

Clear
Inwert

a8 I Cancel | Help |

Enter information into the following boxes:
From the drop-down box, choose the frequency for the report.

Schedule Date: The day, date, and month (as applicable) when you want
to run the report.

Start: The time on the selected day when you want to generate your report.
For example, you can start generating the report after 12:01 a.m.

End: For reports generated at intervals (specified in the Interval box). The
time you want report generation to end. For example, you can generate a

report at one-hour intervals, starting at 8:00 a.m. and ending at 5:00 p.m.
Enter 5:00 p.m. in this box.

Interval: The frequency, in 15-minute increments, with which you want the
report generated between the start and end times. For the previous
example, you enter 60.To print daily, weekly, monthly, or annual reports,
enter 0.
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Extension: The amount of time the system should wait after a print job
interruption before it abandons the print job.

Note: If recovery takes place before the Extension time expires, the print
job finishes printing.

3 Go to the following procedure.

To define the data collection period

Note: You must define a schedule before you can define a data range.

1 Click the Data Range tab.
Result: The Data Range property page appears.
test Report Properties EHE

Generall Selection Criteria D ata Fange | Schedulel Olutput Dptionsl

[rata will be extracted for the following period.

Collection Frequency:

Period iz defined relative ta the scheduled report generation:

Start date and time: ID today, at 12000 AM ;I
End date and time: ID today, at 11: 45 PM —|

™ Interval Filtering

£ rcludeititenials Betiveer I 12: 00 &AM ill and I 11 45 PM ﬁ

) Frevinus ittenval (applies anlite cument day]

Mote: Interval Filkering enables finer control of the range of records to extract for
the report.

If the report is scheduled o run now, data will be extracted for the following period:

Start date: |T uesday, 5801

End date: |T uesday, 5801

Save I Lancel | Help

2 Enter information into the following boxes:
Collection Frequency: How often the data is collected.

Start date and time: The date and time (relative to the date and time that
the report is generated) when you want data collection to start.
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End date and time: The date and time (relative to the date and time that

the report is generated) when you want data collection to end.

Result: The Start date and End date boxes at the bottom of the property
page show the data collection period if the report is scheduled to run

immediately.

Interval Filtering: The start time and end time when you want the intervals

of data collection to occur.

Note: This is only enabled if you choose Interval as the Collection

Frequency.
3 Go to the following procedure.

To define output options

You can specify whether the report is sent to a printer or to afile.

Note: You must define a schedule before you can set the output options.

1  Click the Output Options tab.

Result: The Output Options property page appears.

Estimated Agent Revenue - Weekly - Repoit Properties

Generall Selection Entenal Schedulel Data Range  Output Options |

Please select the output for the scheduled repart generation:

7] ]

 Printing

@ Print report with follawing options:

Printer: |HF' Laser)et BSi/B5i Mx PS j

Paper size: ILetter 81/2%11in vI

— Exporting

" Export report to the Fallowing format:

Specitfullpath atnd file names:

I j Separatar.. |

=) [lvenste previowsl sayved fes.
Each repart will e sayed with the same filemame.

) Sayelfile undendiferent name each ime;

[iate and|time will be appended tathe filename

Browse |

o |

Cancel

Help
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2

10

11
12

What do you want to do?

IF you want to THEN

print the report on a printer go to step 3.

export the reportto a file  go to step 6.

Select Print report with following options.
In the Printer box, choose the printer to which you want to print the report.

In the Paper size box, choose the paper size you want to use for the report.
Then, go to step 11.

Select Export report to the following format.

Click Separator and choose the character you want to use to separate
boxes in the report file.

In the Export report to the following format list box, select the export file
format you want to use.

In the Specify full path and file name box, specify the location in which you
want to save the export file, and the file name.

Select Overwrite previously saved files or Save file under different name
each time.

Click OK.

To return to the Administration window, choose File [0 Close.

36
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Overview of user-created reports

Introduction

You can create reports in any ODBC- or SQL-compliant application. This
section provides a procedure for creating reportsin Crystal Reports. The section
also provides generalized instructions for creating reports in other applications.

Note: Only reports created in Crystal Reports can be imported and scheduled.

Creating reports

Create areport by performing these steps:

1. Runthe Database View Definitions report to identify the views to be used
in the report.

2. Verify the server connection (if you are using Crystal Reports).
3. Createanew report.

4. (Optional) Create database aliases for database views (if you are using
Crystal Reports).

5. Import a user-created report (if you are using Crystal Reports). When you
import areport, it is added to the Reports window. Y ou can schedule
imported reports and modify their data range and output options.

Database views

A database view is alogical representation of part of the database and the
relationships within that part. You use database viewsto access statistics and
other data for use in reports.

Many historical statistics areavailable for different periods, including interval
(15-minute), daily, weekly, and monthly. For each period, you use a different
view to access the statistics. For example, to access daily skillset statistics, you
use the dSkillsetStat view. To access monthly skillset statistics, you use the
mSkillsetStat view.

38
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Note: SQL does not support signed integers. Therefore, call IDs and node IDs
can appear negative in the database views.
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Running the Database View Definitions report

Introduction

Before you create a customized report, run the Database View Definitions report
to display all the available database views. This report lists al field names
available for use in your report. For more information about the report, see
“Database View Definitions’ on page 235.

To run the report

1 In the Administration window, double-click Reports.

Result: The Reports window appears.

™ Reports - 47.81.120.50 - C:ASMI Workbench

File “iew Help
= g | [&a | x Ll @
[Eap Frint Print Preview |  Refrezh [IEEte Fraperties [Ve-activate LEfAte Help

4+ Repart Name | Type | Scheduls | Status -
thctivity Cade By Agent Standard Mot scheduled Inactive

Ictivity Code By Application Standard Mot scheduled Inactive

lhgent Average Callz Per Hour Standard Mot scheduled Inactive

lh.gent By Application Perfarmance Standard Mot scheduled Inactive

lhgent DM Performance Standard Mot scheduled Inactive

Ihgent Login / Logout Standard Mot scheduled Inactive

lhgent Metwork / MACD Activity Standard Mot scheduled Inactive

lhgent Performance Standard Mot scheduled Inactive

lhgent Performance by Supervisor Standard Mot scheduled Inactive

lhgent Short Callz Standard Mot scheduled Inactive

lhgent Transferred/Conferenced Activity Standard Mot scheduled Inactive

L pplication By Activity Code Standard Mot scheduled Inactive
t\pplication Call Treatment Standard Mot scheduled Inactive ]
1t pplication Delay Before Abandon Standard Mot scheduled Inactive

I pplication Delay Before Answer Standard Mot scheduled Inactive
tpplication Perfarmance Standard Mot scheduled Inactive

COM Statistics Standard Mot scheduled Inactive

Config - D atabase View Definitons Standard Mot scheduled Inactive

Crosstab - Application Performance Standard Mot scheduled Inactive

Crosstab - CON Statistics Standard Mot scheduled Inactive

Crisslab - DMIS Statistics Standard Mot scheduIT:I Inactive _lLI
4 L3

For Help. press F1. [ [NUM 2

2 Scroll through the list of reports and double-click Database View
Definitions.

Result: The print preview window appears.

3 Click the Printer icon if you require a printout of the database views.
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Verifying the server connection

Introduction

If you are using Crystal Reports, then you can verify the connection between the

client and the server on which the statistical database is stored.

To verify the connection to the server

1

From the Start menu, choose Programs [0 Sybase SQL Server

Professionalll] SQLEDIT.
Result: The SQLEDIT window

Eh SQLEDIT - C:ANDRTELASYBASEMINIASQL.INI
File Edit Server ConnectionService Help

appears.

[_[O1x]

ICCM_NTWKPRINT_25 al R
ICCM_NTWKPRINT_26
ICCM_NTWKPRINT_27
ICCM_NTWKPRINT_28
ICCM_NTWKPRINT_29
ICCM_NTWKPRINT_3
ICCM_NTWKPRINT_30
ICCM_NTWKPRINT_4

Server Entry: Connection Service Entry:
= HLWMNSCK.47.152.175.3.5000

ICCM_NTWKPRINT_5

ICCM_NTWKPRINT
ICCM_NTWKPRINT_7
ICCM_NTWKPRINT_8

6 Input Data for a Connection Service Entry:

Service Type: Platform: Met-Librarp Driver:
ICCH_NTWKPRINT 9
PR [auery =] [NT/windows 95 7] [NLwnsck =]
ICCH_PRINT =i
C ion Infy ion/Network Address:
Input Server Name: |47_1 52.175.3.5000 |
ICCHM_PREVIEW

Add Service
Add Update |

Update Service | Ping I

Edit Platform & Net-Library Driver... |

In the Server Entry box, select ICCM_PREVIEW.

Result: The connection information for the server appears. If

ICCM_PREVIEW does not appear in the list, continue with the procedure

that follows.

In the Connection Service Entry box, select query =
NLWNSCK,ICCM_Server,5000, where ICCM_Serveris the IP address of

the server (for example, 100.50.

21.1).

Reports and Displays Guide

41



Working with reports Standard 1.0

Click Ping.

Result: An information dialog box appears, indicating whether the
connection was successful. If the connection is unsuccessful, check the
configuration of the connection (see the following procedure).

Choose File O Exit.

To create a connection to the server

1

From the Start menu, choose Programs [0 Sybase SQL Server
Professionalll] SQLEDIT.

Result: The SQLEDIT window appears.

In the Input Server Name box, type ICCM_PREVIEW, and then press
Enter.

Click Add.
In the Connection Information/Network Address box, type
ICCM_Server,5000

where ICCM_Server is the IP address of the server (for example,
100.50.21.1).

Press Enter.

42
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6 Click Add Service.

Result: The IP address of the server appears in the Connection
Information/Network Address box.

Eh SQLEDIT - C:ANDRTELASYBASEMINIASQL.INI
File Edit Server ConnectionService Help

[_[O1x]

Server Entry:

ICCM_NTWKPRINT_25 -
ICCM_NTWKPRINT_26
ICCM_NTWKPRINT_27
ICCM_NTWKPRINT_28
ICCM_NTWKPRINT_29

Connection Service Entry:
= HLWMNSCK.47.152.175.3.5000

ICCM_NTWKPRINT_32
ICCH_NTWKPRINT_30
ICCH_NTWKPRINT_4
ICCH_NTWKPRINT_5
ICCM_NTWKPRINT_G& Input Data for a Connection Service Entry:
ICCM_NTWKPRINT_7
ICCH_NTWKPRINT_8 Service Type: Platform: Met-Librarp Driver:
ICCH_NTWKPRINT 9
PR [auery =] [NT/windows 95 7] [NLwnsck =]
ICCH_PRINT =i
C ion Information/Metwork Address:
Input Server Name: |47_1 52.175.3.5000 |
ICCHM_PREVIEW
AT Update | Add Service Update Service | Ping I

Edit Platform & Net-Library Driver... |

7  Click Ping.

Result: An information dialog box appears, indicating whether the

connection was successful. If the connection is unsuccessful, check the
configuration of the connection.

8 Choose File O Exit.
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Creating a new report in Crystal Reports

Introduction

Follow these steps to create a new report using Crystal Reports:

m  Createthereport and connect to the database.
m  Select viewsand fields.

The following procedures provide detailed instructions.

Before you begin
This procedure assumes that you have experience with and training in Crystal
Reports.

To create a new report and connect to the database

1  Onthe desktop, open Crystal Reports Designer.

Result: The Crystal Reports Welcome dialog box appears.

Welcome

?.,_‘1\ SEAGATE
@k CRYSTAL

REPORTS

() New Report I | = Open Report I | Cancel I
&P seagate software
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2  Click New Report.

Result: The Report Gallery window appears.

Report Gallery
— Chooze an Expert: ar
Standard Form Letter Form Crozs-Tab Anather Report
= =3 —
= Help |
Subreport Mail Label Top M Crrill Diown (st 555 |

3  Click Standard.

Result: The Create Report Expert window appears.

Create Report Expert

IFieIds ISDrl ITDtaI ITopN |Graph ISe\ect ISt_l,lIe I

Step: Choose data to report on. 'Y'ou can choose multiple tables and add indexes.

Data File
&2 Query

SQL{ODBC

@ Dictionary -]
Buery Tip... | Dict\onarylip...l [Uelete | Lddmdes. |

<% Hash |

Cancel | Erewview Hepart | PrEV|ew§ampIe|
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4  Click SQL/ODBC.
Result: The Log On Server dialog box appears.

Log On Server E
— Server Type:

ODBC - ICCM_NTWEPRINT_E_DSN |
ODBC - ICCM_NTWEPRINT_9_DSN Cancel
ODEBC - ICCM_PREVIE'W _DSN
ODEBC - ICCM_PRINT_DSH Help
ODBC - ICCM_TEXT_DSN =
ODBC - matlog J==)

ODBC - MATReports

ODBC - NGEM_TEXT_DSN LI [ratabaze File ...

U
[Baamei. |

5 Inthe Server Type box, select ODBC_ICCM_PREVIEW_DSN.
6  Click OK.
Result: The Logon to System 10 dialog box appears.

Logon to System 10 E

Server Mame: IW
Login ID: l— Cancel |
Pazsword: l— Help |
Databaze: lﬁ

7  Enter your logon ID and password.

Note: If you do not know your logon ID and password, contact your system
administrator.

8 For Database, select blue.

46 Symposium Express Call Center



June 2001 Working with reports

9 Click OK.
Result: The Choose SQL Table dialog box appears.

Choose S5QL Table E
—S0L Tables:——— [~ 50L Databazes

blue. dbo. A Rightz
blue. dbo.ActiviyCode
blue. dbo.Agent

blue(ICCH_PREVIEW D

blue. dbo.Application Done |
blue. dbo.ApplicationByS cript
hlye dhn AnnlicatinnT emnlate 2 |
(N[} InR=tylyl _’I—I _’I ﬂelp

— Server Info:
Server Type: ODBC - ICCHW_PREVIE'W _DSH Lag On Server ... |
Server Mame: ICCM_PREWIEW_DSM —
D atabase: blue BefeheseHlE |
Uszer ID: blue -

10 Go to the following procedure.

To select views and fields

1  From the Choose SQL Table dialog box, select the view or alias you want to
use.

Note: For a list of views, see the Database View Definitions report.
2  Click Add.

3 Repeat step 2 until all required views or aliases are selected.
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4 Click Done.

Result: You return to the Create Report Expert window.

Create Report Expert

Drata |Fie|ds ISort ITotaI ITopN IGraph ISalect ISter I

Agent |
Surl ame -
Givenh ame
Camment
Department
Title
Telzetl oginlD
SwitchiD
SwitchPortadd
SwitchPorthan
Templatell =

ActiviyCode |
—

-

thiuns...l Lelste | Arange | §marlLinking|

<¢ Back | Mext > | Cancel | Erewview Hepart | PrEV|ew§ampIe|

5 Click the Fields tab.
Result: The Fields property page appears.

Create Report Expert

Drata |Links |Sort ITotaI ITopN IGraph ISalect ISter I

Step: Select fields to include in report. v'ou can reorder them and change headings.

D atabase Fields: Report Fields: EE‘

Repoit Fields: - Add -
Database Fieglds: Add Al
----- A, ﬁent----- —

Givenh ame

Comment <= Hemoye
Drepartment

Title - Hemoye £l
TelzetLaginlD

SwitchiD

SwitchPortaddress -
4 | I >
Erowse Data..| Eormula... | Calumn Heading:

<¢ Back | THERt =5 | Cancel | Erewview Hepart | PrEV|ew§ampIe|

6  From the Database Fields box, select the view field you want to use.
7  Click Add.
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8 Repeat steps 6 and 7 until all required fields are selected.
Note: Click Remove to delete a selected field.
9 If you want to check the report you have configured, click Preview Report.

Tip: Before you preview the report, you can edit it further by selecting the
other property pages available in the Create Report Expert window:

a. Sort— Sort fields.

b. Total — Total fields.

c. TopN — Sort totals by the top end.

d. Graph — Create a graph.

e. Select — Filter some of the records.

f. Style — Modify the layout of the report.

For more information on these property pages, refer to your Crystal
Reports user guide.

10 Go to the next procedure.

Tip

You can change the structure of the report using the menu items in the Crystal
Reports Professional window. See the Crystal Reports online Help for more
details.
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Using database aliases in Crystal Reports

Introduction

A database alias is a name that represents a database view in the report
definition. If you use an alias rather than aview name, you can easily change the
view used by areport.

Example

You can create a custom daily report. If you want an interval report with
identical fields, you can copy the daily report and change the database alias to
point to an interval view.

To create a database alias

1  Open the report for which you want to define a database alias.
2  From the Crystal Reports menu, choose Database O Set Alias.

Result: The Set Alias dialog box appears.

Set Alias

Databazes: :
Set Alias...
AgentPerformance

Help

Location:

Table: blue.dbo.itgentPerformanceStat
Server Type:  ODBC - ICCM_PREVIEW_DSH
Server Mame:  [CCM_PREVIEW _DSH

D atabase: blue

Uszer ID: blue

3 Inthe Databases box, select the database view for which you want to
create an alias name.
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4  Click Set Alias.

Result: The Alias Name dialog box appears.

Alias Hame E

Flease select an alias to refer to:

blue. dbo.ibgentPerformanceStat

Alias Mame:

IAgentPerformance Cancel |
Help |

5 Inthe Alias Name box, type the name of the alias.

Example: Use the alias name AgentPerformance to refer to
blue.dbo.dAgentPerformanceStat.

Click OK.
Repeat steps 2 to 6 until alias names are defined for each desired view.

In the Set Alias dialog box, click Done.

© 00 N O

Choose File O Save and save the report to a selected directory.
10 Choose File O Close.
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To change database aliases

To change the view used by areport, change the database alias to point to a
different view.

1  Open the report for which you want to change a database alias.
2 From the Crystal Reports menu, choose Database O Set Location.

Result: The Set Location dialog box appears.

Set Location

Databazes:

AgentPerformance Set Location...
Convert To UMC

Help

Table: |blue.dbo.digentPerformanceStat
Server Type:  ODBC - ICCM_PREVIEW_DSN
Server Mame:  ICCM_PREVIEW_DSN

D atabase: blue

Uszer ID: blue

Location:

3 Inthe Databases box, select the alias for which you want to change the
location.

4 Click Set Location.

Result: The Choose SQL Table dialog box appears.

Choose 5QL Table

SOL Tables:

pplicationStat
blue. dbo.iCOMStat

blue. dbo.iDMISStat

blue. dbo.ilvRPaortStat

bl

e dhn iR S A hd
4 3

i |

Server [nfo:

Server Type: ODBC - ICCH_PREVIE'W _DSH
Server Mame: ICCH_PREVIE'W_DSM
D atabase: blue

Uszer ID: blue

Log On Server ...
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5 Inthe SQL Tables box, select the view you want to use.

Example: Select blue.dbo.dAgentPerformanceStat to use the interval view.
Click OK.

Repeat steps 3 to 6 to change the alias for each desired view.

In the Set Location dialog box, click Done.

© 00 N O

Choose File O Save, and save the report.
10 Choose File O Close.
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Creating a new report in another application

Introduction

Before you can create reports in an ODBC- or SQL -compliant application, you
must define the Symposium Express Call Center as adata source. You heed only
perform this procedure once on the client PC.

Once the data source is defined, you can use the application to create reports.

Restriction

Reports created with this method cannot be imported into the Symposium
Express Call Center.

To define a data source
1  Open the application’s ODBC applet.

Example: To create a report in Microsoft Excel, open Microsoft Query.
Choose Data 0 Get External Data 0 Create New Query.

2 Define a new data source.

Example: In Microsoft Query, choose File 0 New. Then, select <New Data
Source>.

Result: The application prompts for a data source name and driver.
3 For data source name, type ICCM_PREVIEW_DSN, and then press Enter.
4  For type, select Sybase System 10.
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8
9

Connect to the data source.

Result: The data source prompts for the server name, logon ID, and
password.

Logon to System 10 E

Server Mame: IW
Login ID: l— Cancel |
Password: l— Help |
Databaze: lﬁ

In the Server Name box, type ICCM_PREVIEW, and then press Enter.
Enter your logon ID and password.

Note: If you do not know your logon ID and password, contact your system
administrator.

Result: The new data source is defined.
In the Database box, select blue.
Click OK.

10 Save the new data source.

To create the report

To create the report, choose the columns to be included in the report. Then save
the new report.
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Importing a report created in Crystal Reports

Introduction

Follow this procedure to import areport that you created in Crystal Reports into
the Symposium Express Call Center.

ATTENTION Do not move the report after you import it. If you do moveit,
the server will not be able to find the report, and you must
import it again.

Restriction

You cannot import reports created in other applications.

To import a user-created Crystal Report

1 Inthe Administration window, double-click Reports.

Result: The Reports window appears.

™ Reports - 47.81.120.50 - C:ASMI Workbench

File “iew Help
= g | [&a | x Ll @
[Eap Frint Print Preview |  Refrezh [IEEte Fraperties [Ve-activate LEfAte Help

4+ Repart Name | Type | Scheduls | Status -
thctivity Cade By Agent Standard Mot scheduled Inactive

Ictivity Code By Application Standard Mot scheduled Inactive

lhgent Average Callz Per Hour Standard Mot scheduled Inactive

lh.gent By Application Perfarmance Standard Mot scheduled Inactive

lhgent DM Performance Standard Mot scheduled Inactive

Ihgent Login / Logout Standard Mot scheduled Inactive

lhgent Metwork / MACD Activity Standard Mot scheduled Inactive

lhgent Performance Standard Mot scheduled Inactive

lhgent Performance by Supervisor Standard Mot scheduled Inactive

lhgent Short Callz Standard Mot scheduled Inactive

lhgent Transferred/Conferenced Activity Standard Mot scheduled Inactive

L pplication By Activity Code Standard Mot scheduled Inactive
t\pplication Call Treatment Standard Mot scheduled Inactive ]
1t pplication Delay Before Abandon Standard Mot scheduled Inactive

I pplication Delay Before Answer Standard Mot scheduled Inactive
tpplication Perfarmance Standard Mot scheduled Inactive

COM Statistics Standard Mot scheduled Inactive

Config - D atabase View Definitons Standard Mot scheduled Inactive

Crosstab - Application Performance Standard Mot scheduled Inactive

Crosstab - CON Statistics Standard Mot scheduled Inactive

Crisslab - DMIS Statistics Standard Mot scheduIT:I Inactive _lLI
4 L3

For Help. press F1. [ [NUM 2
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Choose File O Import User-created Report.

Result: The Import a User-created Crystal Report dialog box appears.

Import a User-created Crystal Report E

Specify full path and report name:

I Browse. .. |

Databaze aliaz and Time stamp field:

I .| Time stamp

Fiepart iz bazed on the following data:
" Configuration anly
' Callby-call data specifically

& Other statistical data

Import I Cancel | Help |

In the Specify full path and report name box, enter the path to the report
that you want to import, or click Browse to search for the correct path.

In the Database alias and Time stamp field box, enter the Symposium
Express Call Center database alias that you assigned in Crystal Reports.

Note:

a. If you select the Configuration only option, then you do not need to
specify an alias.

b. To determine the alias of a database, open the report in Crystal
Reports and choose Database [0 Set Alias.

c. The Time stamp box is not required for a configuration report.
Select the type of data the report collects.

Note: The Symposium Express Call Center does not support call-by-call
reports.

Click Import.
Result: The report is added to the list in the Reports window.

To modify the Schedule, Data Range, and Output Options property pages,
see “To define the report schedule” on page 33,“To define the data
collection period” on page 34, and “To define output options” on page 35.
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Adding customized formulas in Crystal
Reports

Introduction

Follow this procedureto insert the following itemsin customized reports created
in Crystal Reports:

m  customized formulas
m  specia formulas defined for use with the Symposium Express Call Center

The latter include the following formulas:

@company_name the name of the company, as defined on the General —
Report Properties property page

@report_interval the collection period for the report

@report_title the title of the report, as defined on the General —
Report Properties property page

@report_user the logon ID of the user who printed the report

@site_id the name of the site. To change the site name, see
“Changing the site name” on page 72.

For more information about formulas, see the Formula Editor topic in the
Crystal Reportsonline Help. (Thistopic isavailable from the Help Index. Search
for “Formula Editor.”)

To customize a report
1 In Crystal Reports, open the report you want to customize.
2  Choose Insert O Formula Field.

Result: The Insert Fields property sheet appears.
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3  Click the Formula tab.

Result: The Formula property page appears.

i Ingert Fields E

Database Formula | Parameterl Group Namel

Eddit... |

Eename... |
Welete |

= | Lloze Brawse.. | Help |

4 Click New.
Result: The Formula Name dialog box appears.

Formula Hame E

Farmula MName:

fl
QK I Cancel | Help |

5  Enter the name of the formula (for example, @report_interval).
6 Click OK.

Result: The Formula Editor dialog box appears.

i Formula E ditor:@{@report_interval H=
i Fields: Functions: DOperators:
Fiepoit Fields: - Arithmetic: a | | | Arithmetic: ﬂ
Agent.Surl ame Fiemainder [num, denam) Kty Add
Agent GivenMame Abs (x] K-y Sublrac
ActivityCode ActivityCode Round [¢] AP hultiply
AchivityCode Name Found [=, #places) wiy Divide
@Erepart_inkerval Truncate [x] WEY Per cen
Truncate [+, #places) B Megate
Database Field:: LI Sum [fid1 LI LI
— Eoimula text:
| E|
K| ;I_I

Accept I LCheck | Selest | ﬁlowsaF\eIdData_.l Cancel | Help |
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7 Inthe Formula text box, enter the formula definition. You can compose the
formula by inserting fields, functions, and operators from the boxes at the
top of the dialog box To insert an entity, select it and click Select.

Note: For the special formulas (@company_name, @report_interval,
@report_title, @report_user, and @site_id), leave the definition blank.

8 To check the formula for errors, click Check.

9  Click Accept.
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Section C. Managing reports
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Changing properties of reports

Introduction

You can change the following properties for a user-defined report:

= general report information—including report name and company name
m  selection criteria—the entities to be included in the report

report schedule—when the report is to be generated (for historical reports
only)
data range—the data collection period for the report

output options—the printer or file to which the report is to be output

You can change the following properties for a user-created report:

= general report information—including report name and company name
m  datarange—the data collection period for the report

= output options—the printer or file to which the report is to be output

You can aso change the selection criteriafor standard reports.

Notes:

1. You must define a schedule before you can define a data collection period
or set the output options.

2. If you schedule areport, ensure that the Report Listener is running on the
client PC at the scheduled time, and that a default printer has been
configured on the PC. If the Report Listener is not running on the client PC
on which the schedul e was defined, the report will not be generated. If a
default printer is not configured, reports will be spooled, but not printed.

Before you begin

You cannot change an active report. To deactivate a report, see “Deactivating
reports’ on page 82.
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To change report properties

1 Inthe Administration window, double-click Reports.

Result: The Reports window appears.

SMI Workbench

Fle View Help

il G | [&| @ * Gl [ GP &
Gy, Fint__| Fiint Preview| Refiesh Dele || Poperics || Deesivete | Aotivete Help

# Rieport Mame: [Type [Schedule [ Status -
[fctivity Code By Agent Standard Mat scheduled Tnactive

[ctivity Code By pplication Standard Mot scheduled Inactive

[sgent Average Calls Per Hou Standard Mot scheduled Inactive

[tgent By Application Performance Standard Mot scheduled Inactive

[sgent DN Performance Standard Mot scheduled Inactive

{8gent Login / Lagout Standard Mot scheduled Inactive

[gent Network / NACD Activity Standard Mot scheduled Inactive

[sgert Pertomance Standard Mot scheduled Inactive

[tgent Perfomance by Supervisor Standard Mot scheduled Inactive

{tgent Shert Calls Standard Mot scheduled Inactive

{sgent Transfered/Conferenced Activity Standard Mot scheduled Inactive
Applcation By Activity Code Standard Mot scheduled Inactive
Application Call Treatment Standard Mot scheduled Inactive j |
Ppplication Delay Befors Abandon Standard Mot scheduled Inactive
spplication Delay Before Snswer Standard Mot scheduled Inactive
ippiication Perlomance Standard Mat scheduled Inactive

COM Statistics Standard Mot scheduled Inactive

Coniig - Database View Definitons Standard Mat scheduled Inactive

Crosstab - Application Performance. Standard Mot scheduled Inactive

Crosstab - CON Statistics Standard Mat scheduled Inactive

IZ:cisstah -DNIS Statistics Standard Mot scheduhid Inactive . hd
For Help, press F1 [ [NOM 7

2  Choose File O Properties.

Result: The Report Properties property sheet appears. The General

property page is on top.

ated Agent Revenu - Weekly - Report Properties
General |Selection Cntelia' Data Hangel Schedule' DutputDptionsI

Report M ame:

IE stimated Aigent Fevenu - Weekly -

Report Type:

IUsel-deFined

Comrmnents:

Campany Mame:

L]

Eiestair

Save I Cancel

Help
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3 What do you want to do?

IF you want to THEN

change the report name, go to the following procedure.
comments, or company name

change the selection criteria go to “To change the selection
criteria” on page 66.

change the report schedule go to “To change the report
schedule” on page 67.

change the data collection period go to “To change the data range” on

page 69.

change the output options go to “To change output options” on
page 70.

save your changes go to step 4.

4  Click OK.

5 To return to the Administration window, choose File O Close.
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To change general properties
1  Click the General tab.

Result: The General property page appears.

Estimated Agent Revenu - Weekly - Report Properties EH

General |Select|0n Entenal Data Hangel Schedulel Output Dptlons'

Report Mame

IEstimated Agent FAevenu - Weekly -

Feport Type:
ILlsel-dehned

Comments:

Company Mame:

IBestail

Save I LCancel | Help |

2 Make the desired changes to the general properties. You can change the
following boxes:

Report Name: The name of the report, as it will appear in the Reports
window, and in the report title.

Collection Frequency: For historical reports only. The collection period
(interval, daily, weekly, or monthly).

If you choose Interval, the collection period is 15 minutes.
Comments: Optional. Additional information about the report.
Company Name: The name of the company.

3 Return to step 3 of “To change report properties” on page 63.
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To change the selection criteria

1 Click the Selection Criteria tab.

Result: The Selection Criteria property page appears.

Estimated Revenue by Agent - Weekly - Report Properties EHE
General Selection Criteria | Data Hangel Schedulel Output Dptionsl
Selection Filers Per Unit $
Ea— ID.DD
Activity Mame
Agent Login 1D
Agent Mame
Selected Ayailable
<ddd | I
Eemoyess |
Update List |

Save I Lancel | Help |

2 Inthe Selection Filters box, select the filter you want to use.
Note:

a. The filters available depend on the type of statistics included in the
report. If you are using a standard report as a template, see the report
description in Chapter 5, “Standard reports," for a list of filters.

b. If you select multiple filters, only entities that satisfy all filter criteria
appear in the report. For example, you might choose to filter on five
agents and three skillsets. If one of the selected agents has not taken
calls for any of the specified skillsets, that agent is not included in the
report.

3 Click Update List to refresh the Available list.
4  To add an element, select it in the Available list and click Add.

5 Toremove an element, select it in the Selected list, and click Remove.
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6  Forthe Estimated Revenue by Agent report, in the Per Unit $ box, enter the
dollar amount to be used to calculate the revenue value for each activity
code.

Note: The system multiples this number against the number of occurrences
of the activity code.

7  Return to step 3 of “To change report properties” on page 63.

To change the report schedule

1 Click the Schedule tab.
Result: The Schedule property page appears.

Estimated Agent Revenue - Weekly - Repoit Properties EHE

General | Selection Ciiteria Schedule |Data Range | Dutput Options |

Start: lm
e [T a g
Interval: IW
Eztension: IW

Clear
Inwert

a8 I Cancel | Help |

2 Make the desired changes to the schedule properties. You can change the
following boxes:

From the drop-down box, choose the frequency for the report.

Schedule Date: The day, date, and month (as applicable) when you want
to run the report.
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3

Start: The time on the selected day when you want your report to be
generated. For example, you can start generating the report after
12:01 a.m.

End: For reports generated at intervals (specified in the Interval box). The
time you want report generation to end. For example, you can generate a
report at one-hour intervals, starting at 8:00 a.m. and ending at 5:00 p.m.
Enter 5:00 p.m. in this box.

Interval: The frequency, in 15-minute increments, with which you want the
report generated between the start and end times. For the previous
example, you enter 60.To print daily, weekly, monthly, or annual reports,
enter 0.

Extension: The amount of time the system should wait after a print job
interruption before it abandons the print job.

Note: If recovery takes place before the Extension time expires, the print
job finishes printing.

Return to step 3 of “To change report properties” on page 63.
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To change the data range

1

Estimated Revenue by Agent - Weekly - Report Properties

Click the Data Range tab.

Generall Selection Criteria  D'ata Range | Schedulel Output Dptlons'

Data will be extracted for the following period.

Collection Frequency:  |{¥=M <~

Period iz defined relative ta the scheduled report generation:

Start date and time: I3 days ago, at I 1200 AM _I::
End date and time: |2 daws ago, ot I 120 00 AM _I::

= Hnterwal Eiltering
) relide intervals beteen I 12: 00 AM :II and I 11 45 PM ﬁ

! Presious intenal (applies anlibs curentiday]

If the report iz scheduled to mwn now, data will be extracted for the following period:

Start date: IS aturday, 5/5/01

End date: |S unday, 5/6/01

7] %]

Result: The Data Range property page appears.

Save I LCancel | Help

Enter information into the following boxes:

Collection Frequency: How often the data is collected.

Start date and time: The date and time (relative to the date and time that
the report is generated) when you want data collection to start.

End date and time: The date and time (relative to the date and time that
the report is generated) when you want data collection to end.

Result: The Start date and End date boxes at the bottom of the property
page show the data collection period if the report is scheduled to run
immediately.

Interval Filtering: The start time and end time when you want the intervals
of data collection to occur.

Note: This is only enabled if you choose Interval as the Collection
Frequency.

Return to step 3 of “To change report properties” on page 63.
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To change output options

1  Click the Output Options tab.
Result: The Output Options property page appears.

Estimated Agent Revenue - Weekly - Repoit Properties EHE

General | Selection Ciiteria | Schedule | Data Rangs  Output Dptions |

Fleaze select the output for the scheduled repart generation:

 Printing

& Print report with following options:

Frinter: |HF' Lazerlet 5517551 M PS5 j

Paper size: ILeltel 81/2x11in VI

— Exporting

" Export repart ta the following Format:

I j Separatarn |

Specititill path and| file name:

I Erowse... |

= [venurte previouslysaved|fles,

Eachrenart will e saved with the same filename.

) Saye il unden diferent name each ime)

[ate and|time will b appended tathe filename:

a8 I Cancel Help

2  What do you want to do?

IF you want to THEN

print the report on a printer  go to step 3.

export the report to a file go to step 6.

3 Select Print report with following options.
4 In the Printer box, choose the printer to which you want to print the report.

5 Inthe Paper size box, choose the paper size you want to use for the report.
Then, go to step 11.

6  Click Export report to the following format.

7  Inthe Export report to the following format list box, select the export file
format you want to use.
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8 Inthe Specify full path and file name box, specify the location in which you
want to save the export file and the file name.

9 Click Separator, and choose the character you want to use to separate

fields in the report file.
10 What do you want to do?

IF you want to

THEN

overwrite a previously saved
file

save the file under a different
name each time

click Overwrite previously
saved files.

click Save file under different
name each time.

11 Return to step 3 of “To change report properties” on page 63.
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Changing the site name

Introduction

During a server installation, you select a site name. If the site name is later
changed, then User Created and User Defined reportswill no longer be available
in the Reports Window on the client. To see these reports, you must change the

site name to match the new server.

To change the site name

1

2

In the Administration window, double-click Reports.

Result: The Reports window appears.

N Reports - 47.81.120.50 - C:\SMI Workbench [ [o[x]
Ele View Help

i =] (g | W@ X all s €

Copy, Print__| Piint Preview| _Refresh Delete || Propeties || Desctvate | Aofivate Help
1 Report Name [Type [5chedule [Status -
[R.ctivity Code By Agent Standard Mot scheduled Tnactive
[ectivity Code By Application Standard Mot scheduled Inactive
[gent Average Calls Per Hour Standard Mot scheduled Inactive
[gent By Application Performance Standard Mot scheduled Inactive
[gent DN Perfomance Standard Mot scheduled Inactive
[sgent Login 7 Logout Standard Mot scheduled Inactive
[sgent Network / NACD Activity Standard Mot scheduled Inactive
[sgent Perfomance: Standard Mot scheduled Inactive
lgent Performance by Supsrvisar Standard Mot scheduled Inactive
[sgent Short Calls Standard Mot scheduled Inactive
[gent Transferied/Conferenced Activity Standard Mot scheduled Inactive
pplication By Activity Code Standard Mot scheduled Inactive
[sppication Call Treatment Standard Mot scheduled Inactive |
[sppiication Delsy Before Abandon Standard Mot scheduled Inactive
pplication Delay Before Answer Standard Mot scheduled Inactive
[sppication Performance Standard Mot scheduled Inactive
CDM Statistics Standard Mot scheduled Inactive
(Config - Database View Definitans Standard Mot scheduled Inactive
Crosstab - Application Performance Standard Mot scheduled Inactive
Crosstab - CDN Statistics Standard Mot scheduled Inactive
E::issteb - DNIS Staistics Standard Mot schedu\id nsctive T
For Help, press F1 [TTNOM [

Choose File I Change Site Name.

Result: The Reports - Change Site Name dialog box appears.

Reports - Change Site Name

Sites :

New Name : I
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In the Sites box, select the site whose name you want to change.
In the New Name box, type the site name you want to use.

Click Apply.

Click Close.

N o 0o b~ W

To return to the Administration window, choose File [0 Close.
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Starting the Report Listener

Introduction

The Report Listener is an application that runs on the client PC. If you schedule
areport, the Report Listener must be running on the PC at the time the report is
scheduled to run. If the Report Listener is not running, the report will not be
generated.

When you start the client PC, the Report Listener starts and runs minimized on
your taskbar. If you do not see the Report Listener on your taskbar, use the
following procedureto start it. (The Report Listener may not be on the taskbar if
you closed it, or if you stop it from running when the client starts.)

To start the Report Listener
1  From the Start menu, choose Windows Explorer.
Result: The Exploring window appears.
2  Browse to Nortel\client\en\bin.
3 Double-click NicRLstn.

Result: The Report Printing Listener window opens.

#% Report Printing Listener
File “iew Help

SRl 9w

o |Name User |Printed |Status
225 Agents on Skill... sysadmin 9/23/99 2:03:33..0 Operation w

4 | Wi

FaorHelp. press F1 MUK

This windows displays a list of scheduled reports that have been generated
on this PC. For each report, the window shows when the report was
generated and the status of the operation.

4  To minimize the window, click Minimize.
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Viewing the Report Listener

The Report Listener application runs minimized on your taskbar. To view the
Report Listener window, double-click the Report Listener icon:

e
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Configuring a default printer

Purpose

If you want to output scheduled reports to a printer, or if you want to preview
reports, you must configure adefault printer on the client PC. If a default printer
has not been defined, then reports will not be output to a printer.

ATTENTION V0 use a postscript printer, use the printer driver

provided by the manufacturer. Generic and old postscript
printer drivers can result in cropping of letters and other
problems.

To configure a default printer
1  From the Start menu, choose Settings 0 Printers.
Result: The Printers window appears.
2  Select the printer on which you want to print the report.

3  Choose File 0 Set as Default.
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Other procedures for reports

To print alist of reports

To generate a hard-copy list of your reports, print them by choosing File[d Print
from the Reports window. For step-by-step instructions on printing, see the
online Help.

To delete user-defined or user-created reports

If you no longer need a user-defined or user-created report, you can delete it.
You cannot delete standard reports.

ATTENTION ¢ thereport is active, you must deactivate it before you can

delete it. For more information, see “Deactivating reports”
on page 82.

To delete a report, select it and choose File O Delete from the Reports window.
For step-by-step instructions on deleting reports, press F1 to access the online
Help.
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Overview of using reports

Introduction

Once you have created the user-defined or user-created reports, you can activate
or deactivate their schedules, and preview or print them.

Scheduled report printing prerequisites

A scheduled report prints at the scheduled time if the following conditions are

met:

m  TheReport Listener is running on the PC on which the report schedule was
created.

s A default printer is configured on the PC on which the report schedule was
created.

Standard historical and configuration reports cannot be scheduled, but you can
preview or print them when you need them.
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Activating reports

Introduction

Follow this procedure to activate areport schedule. After you schedule a report,
you must activate, or turn on, the schedule. The report is not generated until the
scheduleis activated.

Before you begin

Schedule the report. See “To change the report schedule” on page 67.

To activate areport

1

2
3
4

In the Administration window, double-click Reports.

Result: The Reports window appears.

e Reports - 47.81.120.50 - C:\5M| Workbench

File View Help
= g | [&a | W& 4 LI @
[Copy. Piint Frint Preview|  Refresh [efete Eroperies [eactivate | Actiate Help

1 Rieport Name [Tupe [Schedule [Status =
ticlivity Code By Agent Standard Mot scheduled Inactive

i ctivity Code By Application Standard Mot scheduled Inactive

iagent Average Calls Per Hour Standard Mot scheduled Inactive

i gent By Application Performance Standard Mot scheduled Inactive

tygent DM Performance Standard Mot scheduled Inactive

tgent Login / Logout Standard Mot scheduled Inactive

igent Metwark, / NACD Activity Standard Mot scheduled Inactive

tygent Performance Standard Mot scheduled Inactive

thgent Performance by Supervisor Standard Mat scheduled Inactive

tgent Short Calls Standard Mot scheduled Inactive

tgent Transferred/Conferenced Activity Standard Mot scheduled Inactive
(pplication By Activity Code Standard Mot scheduled Inactive

i pplication Call Treatment Standard Mot scheduled Inactive |
i pplication Delay Before Abandon Standard Mot scheduled Inactive
(tspplication Delay B efore Answer Standard Mot scheduled Inactive
tpplication Performance Standard Mat scheduled Inactive

COM Statistics Standard Mot scheduled Inactive

Canfig - Database View Definitans Standard Mot scheduled Inactive

Crosstab - Application Performance Standard Mot scheduled Inactive

Crosstab - CON Statistics Standard Mot scheduled Inactive

Eﬁsstab - DMIS Statistics Standard Mot schedulid Inactive LlLI
For Help, press F1. [ |NUM S

Select the report you want to activate.
Choose File O Activate.

To return to the Administration window, choose File [0 Close.
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Deactivating reports

Introduction

Follow this procedure to deactivate, or turn off, a report schedule. For example,
you can deactivate reports on a holiday. When you deactivate areport schedule,
the report definition and schedule remain, but the report is not generated until

you reactivate it.

To deactivate a report

1 Inthe Administration window, double-click Reports.

Result: The Reports window appears.

N Reports - 47.81.120.50 - C:\SMI Workbench [ [o[x]
Ele View Help

i =] (g | W@ X all s €

Copy, Print__| Piint Preview| _Refresh Delete || Propeties || Desctvate | Aofivate Help
1 Report Name [Type [5chedule [Status -
[R.ctivity Code By Agent Standard Mot scheduled Tnactive
[ectivity Code By Application Standard Mot scheduled Inactive
[gent Average Calls Per Hour Standard Mot scheduled Inactive
[gent By Application Performance Standard Mot scheduled Inactive
[gent DN Perfomance Standard Mot scheduled Inactive
[sgent Login 7 Logout Standard Mot scheduled Inactive
[sgent Network / NACD Activity Standard Mot scheduled Inactive
[sgent Perfomance: Standard Mot scheduled Inactive
lgent Performance by Supsrvisar Standard Mot scheduled Inactive
[sgent Short Calls Standard Mot scheduled Inactive
[gent Transferied/Conferenced Activity Standard Mot scheduled Inactive
pplication By Activity Code Standard Mot scheduled Inactive
[sppication Call Treatment Standard Mot scheduled Inactive |
[sppiication Delsy Before Abandon Standard Mot scheduled Inactive
pplication Delay Before Answer Standard Mot scheduled Inactive
[sppication Performance Standard Mot scheduled Inactive
CDM Statistics Standard Mot scheduled Inactive
(Config - Database View Definitans Standard Mot scheduled Inactive
Crosstab - Application Performance Standard Mot scheduled Inactive
Crosstab - CDN Statistics Standard Mot scheduled Inactive
E::issteb - DNIS Staistics Standard Mot schedu\id nsctive T
For Help, press F1 [TTNOM [

2  Select the report you want to deactivate.

3 Choose File 0 Deactivate.

4  To return to the Administration window, choose File [0 Close.
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Previewing and printing standard and ad hoc

reports

Introduction

You can preview areport before printing it.

CAUTION

& Risk of data loss
Before you print or preview a consolidated report, check with your
network administrator to make sure that the network has been

engineered with the bandwidth required to support the resulting
traffic.

ATTENTION

ATTENTION

ATTENTION

You cannot print or preview reports if you connect to the
server with a PPP link.

If you use a postscript printer, use the printer driver
provided by the manufacturer. Generic and old postscript
printer drivers can result in cropping of letters and other
problems.

The report generation process creates temporary filesin the
Windows TEMP directory on the client PC.To avoid
running out of disk space, delete these temporary files
regularly. For detailed instructions, see the Planning,
Installation, and Administration Guide.
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To preview or print a report

1

From the Administration window, double-click Reports.

Result: The Reports window appears.

e Reports - 47.81.120.50 - C:\5M| Workbench |_ O] x|

Standard 1.0

b

File View Help
= g | [a| W s alt @

[Copy. Piint Frint Preview|  Refresh [efete Eroperies [eactivate | Actiate Help

t Report Mame |T}lpe |Schedu\e |Status -
ticlivity Code By Agent Standard Mot scheduled Inactive

tclivity Code By Application Standard Mat scheduled Inactive

iagent Average Calls Per Hour Standard Mot scheduled Inactive

i gent By Application Performance Standard Mot scheduled Inactive

tygent DM Performance Standard Mot scheduled Inactive

tgent Login / Logout Standard Mot scheduled Inactive

igent Metwark, / NACD Activity Standard Mot scheduled Inactive

tygent Performance Standard Mot scheduled Inactive

thgent Performance by Supervisor Standard Mat scheduled Inactive

tgent Short Calls Standard Mot scheduled Inactive

tgent Transferred/Conferenced Activity Standard Mot scheduled Inactive
(pplication By Activity Code Standard Mot scheduled Inactive

i pplication Call Treatment Standard Mot scheduled Inactive |
i pplication Delay Before Abandon Standard Mot scheduled Inactive
(tspplication Delay B efore Answer Standard Mot scheduled Inactive
tpplication Performance Standard Mat scheduled Inactive

COM Statistics Standard Mot scheduled Inactive

Canfig - Database View Definitans Standard Mot scheduled Inactive

Crosstab - Application Performance Standard Mot scheduled Inactive

Crosstab - CON Statistics Standard Mot scheduled Inactive

Eﬁsstab - DMIS Statistics Standard Mot schedulid Inactive LlLI
For Help, press F1. [ |NUM S

Select the report you want to preview or print.
Choose File O Run Now.

Result: The Run Report dialog box appears.

Generate report with the fallowing colection frequency:
I jv
—Data will be extracted for the falowing periad:

Start date and time:

Tuesdyy  [May x| |7 z[feoor 12 00an =

End date and time:

Tuesday IMay j IS j |2DD1 at I 12 00 AM j

™ | nelude irtenale between S0000 R and|2d 5 001FH

Ok I Cancel Help
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Enter information into the following boxes:

Generate report with the following collection frequency: The collection
period for the report (interval, daily, weekly, or monthly). The collection
periods available depend on the type of report.

Start date and time: The date and time when you want data collection to
start.

End date and time: The date and time when you want data collection to
end.

Note: The data collection period actually ends one second prior to the
specified end time. For example, to collect data for the period from

4:00 p.m. to 4:14:59 p.m., enter a start time of 4:00 p.m. and an end time of
4:15 p.m.

Click OK.
Result: The print preview window appears.

What do you want to do?

IF you want to THEN

send the report to a printer a. click the Printer icon.
b. set the Print options.
c. click OK.

d. click the Close box.

return to the Reports window click the Close box.
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Printing the configuration report

Introduction

The Symposium Express Call Center provides a configuration report that
describes how your system is configured. You can use this report as areference
when you are planning or making changes to your system. The report contains
the following information:

m  supervisor properties

m  agent properties

m  skillset properties

m  CDN properties

m  route properties

= |VR queue and port properties

For detailed information on this report, see* Configuration report” on page 212.

Export file formats

You can export files to several industry-standard database and document
formats, including comma-, character-, and tab-separated value formats, Crystal
Reports format, Rich Text Format (RTF), and ODBC format.

Export file destinations

You can export files to the following destinations
= anapplication

m adiskfile

= an exchange folder

= Microsoft Mail (MAPI)

You can aso send exported reports using an e-mail application that complies
with the Messaging Application Program Interface (MAPI) standard.
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To print the configuration report

1

In the Administration window, click Print.

Result: A preview window appears that contains the Configuration Data
Report.

What do you want to do?

IF you want to THEN

print the report on a printer a. click the Printer icon.
b. set the print options.
c. click OK.
d. goto step 7.

export the reportto a file  go to step 3.

Click the Exporticon.

Result: The Export dialog box appears.

Export
|Eharacter-separated values ﬂ %

Destination:

[ Disk file =l

Farmat:

In the Format box, select the file format in which you want to save the
report.

In the Destination box, select the location where you want to save the
report.

Click OK.

Result: The program prompts you for the information required to save the
file in the selected format and location. Respond to the prompts as
required.

Click Close.
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Pegging questions

Can we change the length of the interval from 15 minutes to 60?

Theinterval length is not configurable. It isfixed at 15 minutes.

How are ACD statistics sent to the server?

The Symposium Express Call Center does not report on statistics relating to the
ACD queue. The server does not have delay or abandon information for ACD
cals.

However, the server can provide the following statistics for ACD calls presented
to a phoneset that has been acquired by the server:

s the number of ACD cdls answered
s the number of ACD calls conferenced and transferred
s  the amount of time spent on ACD calls

You can al'so map each ACD-DN to adummy skillset. All callsto that ACD-DN
that are answered on a phoneset acquired by the server, are pegged against the
dummy skillset. (If you do not map an ACD-DN, callsto that ACD-DN are
pegged againgt the Default. ACD_Skillset.)

Why does CallsOffered not equal CallsAnswered plus
CallsAbandoned?

This can occur for two reasons:

m A cdl pegsasofferedintheinterval whenitisfirst processed by the master
script. It pegs as answered when the call is answered, or it pegs as
abandoned when the call is released.

m A cdl thatis offered to a Symposium Express Call Center agent (that is, an
agent who is configured on the server) can be

= answered
= abandoned
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= given atreatment, such as Force Disconnect, Overflow, Route To, or
Default

You can create a custom formulato account for all calls given atreatment
(this formula varies depending on the types of treatments you use). When
you add this custom formulato CallsAnswered and Call sAbandoned, the
result should be close to CallsOffered. (The result may not be equal to
CallsOffered if calls were offered in oneinterval, and answered,
abandoned, or given atreatment in another.)

Why do agent activity times not add up to logon time?

All agent state timers are maintai ned independently. For example, the following

events occur:

9:00:00
9:00:10
9:00:20

9:01:20

9:01:30

The agent logs on.
The agent answers a DN call from an internal number.

The agent places the DN call on hold and answers a Symposium
Express Call Center call.

The agent releases the Symposium Express Call Center call and
resumes the DN call.

The agent releases the DN call and logs off.

At the end of this period, the agent timers have the following values:

LoggedinTime 90 seconds
WaitingTime 10 seconds
DNInCallsTalk Time (DMS) or 80 seconds

DNIntInCallsTakTime (Meridian 1)

TakTime

60 seconds

The total activity time for the agent, as cal culated below, exceeds the agent
logon time of 90 seconds.
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WaitingTime + DNInCallsTakTime or DnintInCallsTalkTime + TalkTime
=10+ 80+ 60
= 120 seconds

Similarly, on the Meridian 1 switch, aphoneset may contain multiple DN keys.
If an agent answersa DN call, placesit on hold, and makes another DN call,
both DN hold time and DN talk time are pegged for the same period.

What is the difference between ReturnedToQ and
ReturnedToQDueToTimeout?

Calls are pegged as ReturnedToQ under the following conditions:

= Anagent manually returns the call to the queue.
m  Anagent presses akey just asacall isbeing presented (this should only
occur rarely).

Calls are pegged as ReturnedToQDueToTimeout if they are not answered within
aperiod of time specified in the agent' s call presentation class.

What's the difference between service level threshold for an
application and service level threshold for a skillset?

In the application statistics, wait time for calls abandoned and answered is
calculated from the time the call is handed off by the master script to a primary
application. As aresult, it includes the time required for the caller to navigate
menus and listen to recorded announcements. When you cal cul ate the service
level for an application threshold class, you must allow for thistime.

In the skillset statistics, wait time for calls abandoned and answered is cal cul ated
from the time the call is queued to the skillset. It does not include the time
required for the caller to navigate menus and listen to recorded announcements.

Why is my service level 0%?

If no calls are answered or abandoned during an interval, the service level is 0%
(that is, zero calls are answered within the service level threshold).
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If there is no traffic offered, why is the 0% service level included in the
daily total where it brings down the overall service level reported?

The Total line for the day reflects the service level based on raw data. Intervals
with 0% service level cannot be excluded.

Why is the agent name field blank on an agent statistical report?

If an agent record has been deleted, the agent name appears blank in any reports
based on the AgentPerformanceStat, AgentByA pplication, or AgentBySkill set
views. The Symposium Express Call Center pegs statistics against an agent 1D,
and when you generate this report, looks up the corresponding agent name in the
database. If the agent record has been deleted, the server cannot retrieve the
agent name.

What is the reporting impact of having a primary script and skillset
with the same name?

This does not impact pegging. However, reports are easier to interpret if entities
have unigque names. For example, you can add “_sk” to the end of the skillset
names:. Sales sk, Service sk, and so on.

Also, consider how these skill sets appear on the real-time display. If you want to
see acertain group of skillsets or applications listed together, add alpha and
numeric characters to the beginning of the names (for example, C1_Sales,
C2_Service, and so on).

What time period does the interval from 7:00 to 7:15 represent?

When you generate areport for the interval from 7:00 to 7:15, the data included
in the report includes events occurring between 7:00 and 7:14:59.

In views such as iCDNStat and iApplicationStat, which interval does
7:00 represent, 6:45 to 7:00, or 7:00 to 7:15?

7:00 isthe start of the interval. It includes everything that happened between
7:00 and 7:14:509.
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What exactly are Calls Answered?

Calls Answered are those calls that are answered by an agent. Calls that are
given atreatment such as recorded announcement are not pegged as Calls
Answered. However, if acall isreturned to queue and answered by an IVR, then
that call is pegged as answered in the CDN datistics.

Why is a call pegged as a “routed” event although it comes back to
the master script after receiving the “route to” treatment?

Although acall maintainsitscall ID when it comes back to the master script
after receiving the “route to” treatment, the Statistical Data Manager does not
carry alot of information about the history of the calls. Therefore, it considers
the call to have been “terminated.” Asaresult, the call is pegged as “routed.”
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General questions

When using call forcing, how do you prevent a call from being
returned to queue if the agent presses Not Ready before the call
forcing time expires?

You should always use the break timer to allow time between calls. Set the call
forcing timer to 0. Use the call force time only for CTI applications with screen
pops.

How are activity codes applied in a 10-minute call when, for example,
the agent enters an activity code after 2 minutes and then another
activity code after a further 3 minutes?

Thefirst activity code is applied from the time the call was answered to the time
the second activity code was entered.

Time into call |Agent Activity code applied

0:00 |answerscall

) — first activity code
2:00 |entersfirst activity code

5:00 |enters second activity code

: second activity code
10:00 |terminates the call
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Question about reporting

How can | reconcile the activities of an agent with the agent logged on
time using the iAgentPerformanceStat view.

If the agent ison an ACD or skillset call and there are no other lamps it on hisor
her telephone, Symposium Express Call Center accumulates the appropriate talk
time.

If an agent is on an ACD or skillset call and placesit on hold to make or receive
aDN call, Symposium Express Call Center accumulates Talk Time against the
Incall key and against the DN key.

If an agent puts an ACD, skillset, or DN call on hold and goes into Walkaway,
Symposium Express Call Center accumulates the appropriate talk time, as well
as walkaway time.

To calculate the agent’s busy time, subtract the agent’s wait time from the staffed
time (Busy time = Staffed time — Wait time).

Why is there a discrepancy between the number of skillset calls
answered by an agent on the Agent Performance report and the
number of activity codes shown in the Activity by Agent report?

An agent normally enters several activity codes on one call. For example, an
agent answers areservation call and makes five bookings for one customer. The
agent enters the booking code five times on that call. The Agent Performance
report shows one call answered, but the Agent Activity report showsfive
bookings and the average time it took to handle each booking transaction.

I recently moved the physical location of the Symposium Express Call
Center PC and now my scheduled reports do not print. What can 1 do?

The Scheduler saves reports with the |P address. I the location has changed, you
must reschedul e the reports.
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Where are report definitions stored on the client PC?

Report definitions are stored in the Nortel directory under en\data\nicrpt.mdb.

Can reports be generated on applications where the file names have
changed?

Yes. Leave the selection filter for application names blank, or type in previously
used names.

At what rate are reports transferred to the client?

Reports are transferred over the CLAN, and the data transmission rate depends
on several factors:

m the LAN speed or capacity
»  the protocol—Ethernet (CSMA/CD) or Token Ring
m thetraffic onthe CLAN at the time of transmission

Can we schedule reports to be sent in an e-mail?

The Seagate Info software has a built-in scheduling function that allows you to
run the report and automatically mail the report to a distribution list.

If you use this product, you do not import the report template into the
Symposium Express Call Center client graphical user interface. If you are using
one of the standard templates, you can copy the template from the CD, but the
SQL queries are no longer in the template. You must write them separately and
save them in the template. For more information, you should call Seagate
Technical Support.
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| am trying to build a monthly application report. The table name says
“mApplication Stat”, yet the database field says “iApplicationStat”
and all formulas are built in iApplication Stat. Which tables are being
used, interval or month?

All the report templates are built initially for interval data. Daily, weekly and
monthly tables have the same fields as their interval pairs, so the same report
templates are used but the report table names are pointed to different database
tables.

A monthly report template table name like iApplication Stat is actually pointed
to mApplicationStat database table using an alias.
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Questions about custom reports

What is the maximum number of custom reports | can create?

The Symposium Express Call Center does not limit the number of reports you
can create.

What join type do | use to join tables in Crystal Reports?

When you link views to generate a custom report, usethe Left Outer [=(+), *=]
join type.

How do | cancel alengthy Crystal Query without hanging up the
computer?

Thereis currently no way for a user to cancel a Crystal Query. The best solution
isto limit the size of the query. For example, you can

m  usetheselection filter to select one day only
m  select Preview Sample, and select only the first 100 or 1000 records

ATTENTION 55 1ot try to cancel areport query by pressing

Ctrl+Alt+Delete. Two problems may result:

= If your application has aconnection to the database and it
does not close the connection properly, the connection is
not cleaned up. The locks that the application put on the
tables are not released. The daily maintenance and
consolidation is not completed.

m Crystal can hang in the server and use up to 100% of the
CPU'’s processing timetrying to run the report. Reports and
real-time displays will not work and Symposium Express
Call Center can crash.
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Can | use Crystal Reports 8.0, even though Symposium Express Call
Center uses the Crystal 7 engine?

You can use Crystal 8 to create custom reports, provided that you save them in
Crystal 7 format before importing them. If you have used any featuresin
version 8 that are not supported in version 7, you cannot save the report.
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Overview

Introduction

Real-time displays provide up-to-date statistics for your call center and its
resources. You can use these statistics to determine the effectiveness of your call
center.

The real-time display definition determines the information that each display
shows.

Types of real-time displays

Three types of real-time display are available:
= agent

m  skillset

s cdl center summary

You can have one, two, or all three of these displays open on your desktop at any
time. For each of these displays, you can customize the threshold values.

For a description of the columns in each of these rea-time displays, refer to
Appendix A, “Real-time displays.”

Client sessions

Each Symposium Express Call Center can have a maximum of 75 active client
sessions. Each real-time display window uses one client session. To use fewer
client sessions, you can choose to view only one or two real-time display
windows at atime. For example, you can choose to view only agent and call
center real-time displays, but not view the skillset real-time display window. For
more information, see “Viewing real-time displays’ on page 109.
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Viewing mode

You can view displays in two different modes: moving window and interval-to-
date.

Moving window
In moving window mode, statistics are collected for ablock of time that
represents the last 10 minutes of system activity.

Interval-to-date

In interval-to-date mode, statistics are collected only for the specified time
period. At the end of thetime period, datafields initializeto 0 (zero), and
collection begins for the next time period.

Refresh rate

The Agent Real-Time display is updated every 2 seconds. All other Real-time
displays are updated every 5 seconds.

Thresholds

You can define thresholds for statisticsin real-time displays. The thresholds
specify the values for the low and the high end of the normal range. Thresholds
are stored on the server.

For each threshold, you can use colorsto identify whether the value of the
statistics is less than the low value, between the low and the high value, or
greater than the high value. Threshold color definitions are stored on the client
PC.

For example, in a skillset real-time display, you can specify low and high values
for the Agents In Service statistic. You can set the low (level 1) value to 2, and
the high (level 2) value to 6. These threshold values are used for skillset real-
time displays on all client PCs.

On your client PC, you can set thelevel 1 color to red and the level 2 color to
blue. If you do this, the statistic appearsinred if it islessthan 3, black if itis3to
6, and blue if it is greater than 6.
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Thresholds warn supervisors and administrators when intervention is required—
for example, if a skillset requires additional agents.
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Customizing real-time displays

Introduction

Follow this procedure to set the view mode and define thresholds for rea -time
displays.

Note: Each display can have a different view mode.

To customize real-time displays

1

In the Administration window, double-click Real-time Displays.

Result: The Real-time Displays window appears.

== Real-time Displays

Configuring and Running Feal Time Dizplays

— Monitaring Agent Statu:
V' ‘iew Agent Display

Chooze an Agent State

Aadhesnoa |

& Moving ‘Window
7 Interval To Date

=

Iedif Threshold |
Welete Threshold |

il
Statistic: Agent State I LeveI‘II Level2|

— Monitaring Skillzet Performance

W Wiew Summaries Display

Chooze a Call Center Summary Statistic

& Moving ‘Window
7 Interval To Date

=

Statiztic | Level‘ll Level2|
IV Wiew Skillset Display
Add Tihreshald |
Choose a Skillset Statistic
| | iy Thneshold |
& Maoving Windaw Welete Threshold |
7 Interval To Date |
— Monitaring Call Center St
il El ST Statiztic | Level‘ll Level2|

Add Tihreshald |

Iedif Threshold |

Welete Threshold |

Lancel Help |
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2 What do you want to do?

IF you want to

THEN

change the view mode

add thresholds
delete thresholds

change the threshold colors

open the displays

a. select either Moving Window or Interval
to date.

b.go to step 3.
go to the following procedure.
go to “To delete thresholds” on page 107.

go to “To change threshold colors” on page
107.

go to step 3.

3  Click OK.

4 To return to the Administration window, choose File 0 Close.

To add thresholds

1 Inthe Choose box for the display that you want to change, select the
statistic for which you want to define a threshold.

2 Click Add Threshold.

Result: The Setting Colors and Levels dialog box appears.

Setting Colors and Levels EHE
r— Threzhold Configuration
Statistic:
ITMEinStme
Background Colors for Theshold Display:
Less Than Level 1 Between Level 1 and 2 Greater Than Level 2
Agent State
Busy
Lewvel 1 Level 2
| 5=
==

Cancel |

3 Inthe Level 1 box, select or type the level at which you want to set the lower

threshold.
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4 Inthe Level 2 box, select or type the level at which you want to set the
upper threshold.

5 Inthe Less Than Level 1 box, select a color to display when the threshold is
lower than level 1.

Note: Threshold colors for all agent states are the same. You cannot define
different threshold colors for different agent states.

6 Inthe Between Level 1 and 2 box, select a color to display when the item is
in the normal range.

7 Inthe Greater Than Level 2 box, select a color to display when the item
exceeds the highest threshold level set.

8 Return to step 2 of “To customize real-time displays” on page 105.

To delete thresholds
1  From the statistic list, select the item whose threshold you want to delete.
2  Click Delete Threshold.

3 Return to step 2 of “To customize real-time displays” on page 105.

To change threshold colors

You can set two thresholds for each real-time display—a level one threshold for
the lower level, and alevel two threshold for an upper level.Y ou can define
colorsto use for statisticsthat are less than the lower-level threshold, within the
normal range, and greater than the upper-level threshold.

Note: Threshold colors for all agent states are the same. You cannot define
different threshold colors for different agent states.
To set the threshold color, follow these steps.

1 Inthe Statistics list for the display that you want to change, select the
statistic whose threshold you want to change.

2 Click Modify Threshold.

3 From the Less Than Level 1 box, select a color to display statistics that are
less than the level one value.

4  From the Between Level 1 and 2 box, select a color to display statistics that
are in the normal range.
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5 From the Greater Than Level 2 box, select a color to display statistics that
are greater than the level two value.

6  Click OK.
7  Return to step 2 of “To customize real-time displays” on page 105.
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Viewing real-time displays

Introduction

Follow this procedure to view areal-time display. When you view areal-time
display, you can sort the display on any column Y ou can also filter agent
displays to show only logged-on agents, or both logged-on and logged-off
agents.

The Agent Real-Time display is updated every 2 seconds. All other Real-time
displays are updated every 5 seconds.
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To open real-time displays

1

In the Administration window, double-click Real-time Displays.

== Real-time Displays

Configuring and Running Feal Time Dizplays

Result: The Real-time Displays window appears.

— Monitaring Agent Statu:
V' ‘iew Agent Display

Chooze an Agent State

Aadhesnoa |

& Moving ‘Window
7 Interval To Date

| =

Iedif Threshold |
Welete Threshold |

il
Statistic: Agent State I LeveI‘II Level2|

— Monitaring Skillzet Performance

W Wiew Summaries Display

Chooze a Call Center Summary Statistic

& Moving ‘Window
7 Interval To Date

| =

Statiztic | Level‘ll Level2|
IV Wiew Skillset Display
Add Tihreshald |
Choose a Skillset Statistic
| | iy Thneshold |
& Maoving Windaw Welete Threshold |
7 Interval To Date |
— Monitaring Call Center St
il El ST Statiztic | Level‘ll Level2|

Add Tihreshald |
Iedif Threshold |
Welete Threshold |

Lancel | Help |

Ensure that the View Real-time Display box is checked for each type of
display that you want to view.

Click OK.

Result: The real-time display windows that you chose to view open. For a
description of the columns in each of these real-time displays, refer to

Appendix A, “Real-time displays.”

To return to the Administration window, choose File [0 Close.
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To sort real-time displays

You can sort a real-time display on any column. To do so, click the column
heading of the column by which you want to sort To reverse the direction of the

sort, click the column heading again.

To filter agent displays

To filter an agent real-time display, choose View 0 Logout Agents.
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Overview

Introduction

The Symposium Express Call Center provides two types of standard reports:
historical reports and the configuration report.

Historical reports

Historical reports provide information related to the statistics, activities, and
performance of the call center. These reports are organized according to the type
of statistics they report.

Most historical reports are available in interval (15-minute), daily, weekly, and
monthly collection frequencies.

The configuration report

The configuration report contains information about how your system is
configured. You can use this report as a reference when you are planning or
making changes to your system.

Database views

The descriptions of the reports indicate the database view that provides data for
the report. You can use this information to help you create your own reports.

In many cases, the database view is available in anumber of collection
frequencies. For example, there are daily, weekly, monthly, and interval versions
of the ActivityCodeStat view. Each view name has a prefix that identifiesits

frequency:

m  dActivityCodeStat is the daily view.

»  WACctivityCodeStat is the weekly view.
= mActivityCodeStat is the monthly view.
m  iActivityCodeStat is the interval view.
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In the following section, if datais available in multiple versions of aview, the
source is given as the name of the view without the prefix (for example, the
ActivityCodeStat view).

Report templates

For each standard report, the report description identifies the Crystal Reports
template file for the report. (Template files are stored in Nortel/client/en/rpt.)
You can use these templatefiles as the basis for customized reports. To create a
customized report based on a standard report template, follow these steps:

1. Copy the standard report template and give it a meaningful name.
2. Modify the new template using Crystal Reports.

3. Import the new template into the server (see “Importing areport created in
Crystal Reports’ on page 56).

ATTENTION 5 not modify the standard templates.

Note: For reports available in a number of collection frequencies, thereisa
template for each frequency. The template names have the same prefix as the
corresponding view.

Raw and calculated data

Some fields contain raw data, which is data that is taken directly from the view.
Others (such as average and percentage fields) contain data that is calcul ated
using one or more view fields.

Descriptions of raw data fields

This manual provides the view field from which the data is taken for raw data.
For a detailed description of thedatain the field, refer to the description of the
view field in Appendix B, “Data dictionary.”

Descriptions of calculated fields
For calculated fields, thismanual provides the formulaused to calculate the field
value. You can use this information to create your own reports.
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Calls transferred or conferenced to a phoneset acquired by the server

For callsthat are transferred or conferenced to a phoneset acquired by the
Symposium Express Call Center, call pegging depends on when the transfer or
conference is completed. If the transfer or conference is completed after
presentation on the acquired phoneset, then the call is pegged as a transfer or
conferenceto Incalls. If the call is completed before presentation (that is, before
the server can identify the destination), then it is pegged as a transfer or
conference to Other.
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Section A: Activity code reports

In this section

Activity Code By Agent 118

Activity Code By Application 121

Not Ready Reason Codes By Agent 124
117
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Activity Code By Agent

Description

The Activity Code By Agent report allowsyou to monitor each agent’swork and
time distribution by the types of calls answered. While on a cal, agents can
identify the call type by entering an activity code. For example, your call center
can use activity codesto identify calls as sales, service, and support calls.

Note: Even if activity code names are not configured in the Symposium Express
Call Center, the server still collects information about activity code usage.

View
This report uses the ActivityCodeStat views.

Collection frequency

You can collect Activity Code By Agent report information with the following

frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:
m  im-agtl5.rpt

s dm-agtl5.rpt

= wm-agtlS.rpt

= mm-agtls.rpt
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Filters

This report can befiltered on agent name.

Statistics

Activity Code By Agent reports contain the following statistics:

Report field View field/Formula
Activity Time ActivityTime
Average Activity Time ActivityTime / Occurrences
Activity Occurrences Occurrences

Summaries

The report provides totals for each agent, and subtotals for each day, week, or
month (depending on the reporting period selected). For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for al of the agents.
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Activity Code By Agent

Bestair Arlines
Site: Mame: TORONTD
Table Mames: iActivityCodeStat

Report Interval: 15:00:00 03 April, 1893 - 15:15:00 09 April, 1893

Activity Code MName Application Name

Awerage Activity

Activiry Time Activity Time  Ooourrences

GRAND TOTAL

01:19:48 00:02:34 145
Agent Name & ID: Rose Stefanopolis - 6602
Summary: 00:13:53 00:01:24 0
49199
1515 System_Defauh_Activty_Code Waster_Script 0004 : 50 00150 1
Schedule_inquiry Eiocking _Soript 000 143 048 1
Schedule_Inquiry Master_Soript 00:02:00 00:02:00 1
System_Default_aActivity_Code Booking_Seript 00.07:12 00:01:26 5
Booking Backing_Seript 00:01:09 000035 2z
Draily 413/39
Agent:
Agent Name & ID: James Jones - 6708
Summary: 00:13:31 00:00:37 2z
49199
1515 Vacation_Sales ‘acations_Script 00z 29 000050
Booking Eiocking _Soript 0004 : 02 000031
System_Default_Activity_Code Master_Soript 00:00:15 00:00:15
Schedule_inquiry Eiocking _Soript 0000 4 o004
Vaeation_lnquiry ‘Yacations_Saript 00:02:09 00:01:05
System_Default_aActivity_Code Booking_Seript 000045 00:00:23
Wacation_Inguiry Waster_Script 00:02:37 00:00:36
Schedule_Inquiry Waster_Script 002 33 00031
Daily 4/9/99 00:43:31 on:
Agent
Agent Name & ID: Tom Wilson - 6761
Summary: 00:02:55 00:00:35 g
49199
1615 System_Defauk_Activty_Code Waster_Soript 000010 00010 1
System_Default_Activity_Code Biocking_Soript 00:02:45 00:00:4 4
Daily 4/9/99 a0 3%
Agent:

Agent Name & ID: Lori Vandenberg - 6763

Summary: 00:05:47 00:00:50 7
419139

1516 System_Default_gctivity_Code Booking_Script 00:0517 000053 [
[———
Printed By: sysadmin 4/26/99 9:16:16 AM Page: 1
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Activity Code By Application

Description

The Activity Code By Application report allows you to monitor activity time for
each application on your system. The Activity Code By Application report
includes al activity time and occurrences for an application.

Note: Even if activity code names are not configured in the Symposium Express
Call Center, the server still collects information about activity code usage.
View

This report uses the ActivityCodeStat views.

Collection frequency

You can collect Activity Code By Application report information with the
following frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:

= im-app8.rpt
= dm-app8.rpt
= wm-app8.rpt
= mm-app8.rpt
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Filters

This report can befiltered on application name.

Statistics

Activity Code By Application reports contain the following statistics:

Report field View field/Formula
Activity Time ActivityTime
Average Activity Time ActivityTime / Occurrences
Activity Occurrences Occurrences

Summaries

Thereport provides totals for each application, and subtotals for each activity
code. For each activity code, it breaks down statistics by day, week, or month
(depending on the reporting period selected). For the interval reporting period,
statistics are further broken down by interval and, within each interval, by agent.
Thereport also contains a grand total for all applications.
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Activity Code By Application

Bestiir Litlines Report Intervat 1500000 09 April, 1999 - 15:15:00 09 &pril, 1999
Site Mame: TORONTO
Table Names: idctivityCodeStat

Hverage Activity
AgertLogin  Agert Mame ActivityTime  Activity Time ~ Qceurrences

GRAND TOTAL

01:32:51 00:00:35 181

Application: Booking_Script
Summary: 00:54:44 00:00:42 K

49199
1515 6708  James Jones 00:00:45 00:00:23 2
6761 TomWilson 00:02:45 00:00:41 4
6763  Lori Vandenberg 00:05:17 00:00:53 [
6912 Ronnie Heimz 00:02:22 00:00:28 4
6340 Donna Royce 00e0E:01 o0eot:00 &
6912 Tajinder Singh 00:02:15 00:00:22 24
6241  Brandon Wioo 000312 o000 48 4
6802 Rose Stefanopolis ooz 00:01:26 5

Daily 4/9/99
Activity

413183

1515 6340 Donna Royce 000014 o004

G&41  Brandon Yoo 00e4:04 00:01:01

6763  Lori Vandanberg 00:08:53 O0:00: 46

G213 Tajinder Singh 00:00:08 00:00:08

G708  James Jones 0Ce00:41 O0e00:41

6802 Rose Stefanopolis 00:01:48 00:01:48

Daily 4/9/39 I 45

Activity

Booking - 431

Summary: 00:07:00 00:00:47 3
41999
1615 6602  Rose Stefanopolis 00108 0000 25 z
6912 Raonnie Heimz 00:00:28 00:00:28 1
&708 James Jones 00:01:02 00:00: 31 2
6340 Danna Royce 00:00:12 000012 1
G241 Brandon Woo 000z:28 00115 2
6761  Tomindlson 0001:38 0m01:38 1
Dily 413/99 00700 1 b &
Activity
Application
=T
Printed By: sysadmin 4/26/99 1:28:24 PM Page: 1
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Not Ready Reason Codes By Agent

Description

The Not Ready Reason Codes By Agent report allows you to monitor why
agents went into Not Ready state. In the Activity Codes window on the client,
you can define Not Ready reason codes. When an agent goes into Not Ready
state and enters one of these codes, the incident is pegged in the

ActivityCodeStat view.

Views

ActivityCodeStat

Collection frequency

Templates
|
|

Filter

interval
daily
weekly
monthly

im-agt20.rpt

dm-agt20.rpt
wm-agt20.rpt
mm-agt20.rpt

agent name
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Statistics
Report field View field/Formula
Total Time ActivityTime
Average Time ActivityTime/ Occurrences

Number of Occurrences Occurrences

Summaries

The report provides totals for each agent, and subtotals for each day, week, or
month (depending on the reporting period selected). For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for all agents.

Reports and Displays Guide 125



Standard reports

Standard 1.0

Besthir Aitlines
Site hame:

TOROMTO

Table MNames: isctivityCodeStat

Not Ready Reason Codes By Agent

Repart Interval: 15:00:00 09 &pril, 1999 - 15:15:00 09 April, 1999

H Not Ready Reason Codes i

Agent:

MHumber of
Mot Ready Reason Code Total Time Average Time Soourrences
GRAND TOTAL
00:05:51 00:00:59 6
Agent Name & ID: Rose Stefanopolis - 6602
Summary: 00:00:52 00:00:26 2
4131899
1515 Sick 00:00:52 000026 z
Daily 473199 0 :

Agent Name & ID: Donna Royce - 6840

Summary: 00:02:55 000128 2
4131899
1515 Sick 00:02:14 o0:02:14 1
Rest 00:00:41 00:00:41 1
Daily 4/9099
Agent:

Agent Name & ID: Brandon Woo - 6841

Summary: 00:00:59 00:00:53 1
4131899
15:15 Admin
Daily 4/9/99
Agent:

Agent Name & ID: Tajinder Singh - 6913

Summary: 00:01:05 00:01:05 1
4/3/59
16:16 Rest 00:01:08 00:01:08 1
Daily 4/9/99
Agent:
GRAND TOTAL
00:05:51 00:00:59 6
LAREFORTETENIM-20120. /1
Printed By: sysadmin 4/11/99 1:03:17 PM Page 1 of 1
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lon B: Agent reports
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Agent Average Calls per Hour

Description

The Agent Average Calls per Hour report shows summarized performance
information on the calls each agent answers per hour logged on. The report
provides three hourly averages for the time the agent waslogged on: the average
callsanswered, the average time spent with callers, and the average time spent in
the Not Ready state.

This report allows call center managers to detect peculiarities in agent
performance, such as an abnormal amount of not ready time on a specific day,
and to investigate the cause.

View

This report uses the AgentPerformanceStat views.

Collection frequency

You can collect Agent Average Calls per Hour report information with the
following frequencies:

= daily

= weekly

= monthly
Template

This report uses the following templ ates:
m  dm-agto.rpt
= wm-agto.rpt
= mm-agto.rpt
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Filters
This report can befiltered on
= agentlogon ID
= agent name
Statistics
Agent Average Calls per Hour reports contain the following statistics:
Report field View field/Formula
Average Answered (CallsAnswered + ACDCallsAnswered
+ NACDCallsAnswered) /
(LoggedinTime/ 3600)
Average Talk Time (TalkTime + ACDCallsTakTime +
NACDCallsTalkTime) /
(LoggedinTime/ 3600)
Average Not Ready Time NotReadyTime/ (LoggedinTime/
3600)
Summaries

The report provides totals for each agent, and subtotals for each day, week, or
month (depending on the reporting period selected). The report also contains a
grand total for al agents.
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Agent Average Calls per Hour - Daily

Bestiir Livlines Report Interval: 00:00:00 07 kay 1935 - 23:45:00 07 bay 1999
Site Mame: TORONTO

Tahble Mame: dAgertPerformancestat

Average Answered Average Tak Time Aversge Mot Ready Time

GRANDTOTAL

24 00:50:01 00:00:04

‘ Agent Name & ID: James Jones - 6708 |

Summary; 28 005644 00:00:07
5789 29 00:56: 44 00:00:07
Agent i
‘ Agent Name & ID: Tom Wilson - 6761 |
Summary: a0 01:.00:52 00:00:04
57098 40 01:00:52 00:00:04
Agem i
‘ Agent Name & ID: Lori Yandenberg - 67 |
Summary: 29 00:59:10 00:00:00
57058 26 05510 00: 0000
Agent

‘ Agent Name & ID: Brandon Woo - 6641 |

Summary: 22 00:47:53 00:00:27
5789 22 00:47:53
Agent E
Agent Name & 1D: Dylan Marcus - 6849
Summary: 25 00:50:14 00:00:00
57098 25 005014 00:00:00
Agent .

Agent Name & ID: Ron Heintz - 6912
Summary. 24 00:47:51 00:00:00
&80 24 004751 00: 0000
Agent

‘ Agent Name & ID: Tajinder Singh - 6913

Summary: 22 00:50:09 00:00:00
57098 22 00:50:09 00:00:00
Agemt

[afiziz}

Agent Name & ID: Bill Macintosh - 6920
Summary; 18 00:39:37 00:00:00
5780 16 003937 00:00:00
Agem

‘ Agent Name & ID: Randall O'Rourke - 6924 |

Summary; 24 00:47:42 00:00:00
5789 24 00:47:43 00:00:00
Agem
- GRANDTOTAL —/
23 00:50:01 00:00:04
an-ag1z. oot
Printed By: sysadmin 5/8/99 10:23:21 AM Page: 1
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Agent Average Calls per Hour, Bottom 5

Description

The Agent Average Calls per Hour, Bottom 5 report shows summarized
performance information for the five agents who answered the least Symposium
Express Call Center, ACD, and NACD calls. It provides details on calls
answered, average talk time, and average not ready time.

Views
»  AgentPerformanceStat

Collection frequency

= daily

= weekly

= monthly
Templates

s dm-agtll.rpt
= wm-agtll.rpt
= mm-agtll.rpt

Filters
= agentlogon ID
= agent name

Field descriptions

Thefields in this report are identical to those in the Agent Average Calls per
Hour report (see page 128), except that they are for thefive agents who
answered the lowest number of Symposium Express Call Center calls.
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Agent Average Calls per Hour, Top 5

Description

The Agent Average Calls per Hour, Top 5 report shows summarized
performance information for the five agents who answered the most Symposium
Express Call Center, ACD, and NACD calls. It provides details on calls
answered, average talk time, and average not ready time.

Views
»  AgentPerformanceStat

Collection frequency

= daily

= weekly

= monthly
Templates

= dm-agtl0.rpt
= wm-agtlO.rpt
= mm-agtl0.rpt

Filters
= agentlogon ID
= agent name

Field descriptions

Thefields in this report are identical to those in the Agent Average Calls per
Hour report (see page 128), except that they are for thefive agents who
answered the highest number of Symposium Express Call Center calls.
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Agent by Activity Code

Description

The Agent by Activity Code report allows you to monitor each agent’s work and
time distribution by the types of calls answered. During calls, agents can identify

the call type by entering an activity code. These codes can identify calls as
sales, service, and support calls.

Views

This report does not include Not Ready activity codes.

ActivityCodeStat

Collection frequency

Templates
|
|

Filters

interval
daily
weekly
monthly

im-agt19.rpt

dm-agt19.rpt
wm-agt19.rpt
mm-agt19.rpt

activity code

Reports and Displays Guide
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Statistics
Report field View field/Formula
Activity Time ActivityTime

Average Activity Time ActivityTime/ Occurrences

Activity Occurrences Occurrences

Summaries

The report provides totals for each activity code, and subtotals for each day,
week, or month (depending on the reporting period selected). For the interval
reporting period, statistics are further broken down by interval. The report also
contains agrand total for all activity codes.
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Agent By Activity Code

Besthir Airlines Report Intersyal: 15:00:00 09 April, 1999 - 1:5:14:49 08 April, 1999
Site Mame: TORONTC
Tahle Mames: idctivityCodeStat

Agent Mame and ID Application Activity Time  Awerage Activity Time Qoourrences

GRAND TOTAL

01:32:51 00:00:35 161
Activity Name & Code: System_Default_Activity Code -0

Summary: 01:.02:12 00:o0:31 121

409099
1515 Tom Wilson - 6761 Master_Script 00:00:10 000010 1
1515 James Jones - 6702 Booking_Script 00:00: 45 00023 2
1515 Fonnie Heintz - 6912 Booking_Script 00:0Z:32 000035 4
1515 Lori Vandenberg - 6763 Booking_Script 00:05:17 000053 ]
1515 Tom Wilson - 6761 Booking_Script 00:02:45 0000 41 4
1515 Brandon Woo - 5341 Booking_Script 000312 000042 4
1515 Ronnie Heimtz - 6012 Master_Script 00:09:51 000022 21
1515 Donna Royoe - 6240 Master_Script 00:05: 52 000014 20
1515 Tajinder Singh - 5213 Master_Script 00:05:31 000020 11
1515 James Jones - 6702 Master_Script 00:00:15 000015 1
1516 Lori Wandenberg - 67632 Master_Script 00:00: 30 000020 1
1515 Brandon Woo - 5241 Master_Script 00:00: 20 000020 1
1516 Donna Royee - 6240 Booking_Script 00:05:01 00:01:00 ]
1616 Rose Stefanopaolis - G602 Booking_Script 00:07:12 00026 &
1516 Tajinder Singh - 5213 Booking_Script 00:09:15 0000232 24
1616 Rose Stefanopaolis - G602 Hooking Zachipt o0:0F: 72 o001 26 4
1516 Tajinder Singh - 5213 Booking_Script 00:09:15 0000232 24

1616 Rose Stefanopaolis - G602 Master_Script 00:01:50 o001:50 1

Daily 4/9/00 H
Activity
Activity Name & Code: Schedule_Inquiry -430
Summary: 00:15:12 o0:00:48 20
4//99
1515 Tajinder Singh - 5813 Booking_Script 00:00:05 000003 1
1515 James Jones - 6702 Master_Script 00:02:33 000031 5
1515 Rose Stefanopolis - G602 Master_Script 00:02:00 000200 1
1515 Rose Stefanopolis - G602 Booking_Script 00:01:48 000142 1
1515 Donna Royoe - 6240 Booking_Script 000014 000014 1
1515 Brandon Woo - 5241 Booking_Script 00:01:01 00:01:01 1
1515 Lori Vandenberg - 67632 Booking_Script 00:05: 52 0000 45 a
1515 James Jones - 6702 Booking_Script 00:00: 41 00 00;: 41 1
Daily 4/9/99
Activity
Activity Name & Code: Booking - 431
Summary: 00:07:00 00:00:47 g
4/9/99
1515 TomWilson - 6761 Booking_Script 00:01:38 o001:38 1
1515 James Jones - 6703 Booking_Script 00:01:02 000031 2
1515 Donna Royce - 6340 Booking_Script 00:00:13 [alnduluiy pc) 1
1515 Rose Stefanopolis - 6602 Booking_Script 00:01:09 000035 2
Im-agti e ot
Printed By: sysadmin 4/10/99 5:12:23 PM Page 1 of 2
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Agent By Application Performance

Description

The Agent By Application Performance report shows summarized agent
performance data for each application under review. The report details
performance statistics, such as the total number of calls answered, total time
spent servicing call center callers, and average call length.

This report is an indicator of agent performance within an application.
View
This report uses the AgentByApplicationStat views.

Collection frequency

You can collect Agent By Application Performance report information with the
following frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:
= im-agtl6.rpt
dm-agt16.rpt

wm-agtl6.rpt
= mm-agtle.rpt
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Filters

This report can befiltered on application name.

Statistics

Agent By Application Performance reports contain the following statistics:

Report field View field/Formula
Answered CallsAnswered

Talk Time TalkTime

Average Talk Time TalkTime/ CalsAnswered

Post Call Processing Time NotReady Time

Summaries

The report provides totals for each application, and subtotals for each agent. For
each agent, it breaks down statistics by day, week, or month, depending on the
reporting periods selected. For the interval reporting period, statisticsare further
broken down by interval. The report also contains agrand total for al
applications.
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Standard 1.0

Agent By Application Performance

Bestair Airlines

Repart Interval: 13:45:00 06 April, 1998 - 14:00:00 08 April, 1893
Site Mame: TORONTO

Tahble Names: idgentByApplicationStat

Average Post Call
Answered Tak Time Talk Time Processing Time
GRAND TOTAL
24 00:24:29 00:01:01 00:01:22
Application: Vacations_Script
Summary: 24 00:24:29 00:01:01 00:01:22

14:00
Daily 4599 -
Loert

! Agent Name & ID: Jon Carlos - 6709 H

'
' Summary: 5 00:06:52 00:01:22 00:00:30 B
4689
14:00 5 00:08:52 00:01:22 00; 0030
Daily 46:99 T Ll

Aogert

Agent Name & ID: Toni Morelli - 6710
Summary: 8

00:01:04 00:00:22 H

46199
14:00 ] 00.08:29 000104 0000:22
Daily 4/5/99 B fol] folvRela el
ALoert
Application
GRAND TOTAL —— M
24 00:24:29 00:01:01 00:01:22
[T
Printed By: sysadmin 4/29/99 12:32:30 PM Page: 1

138

Symposium Express

Call Center



June 2001 Standard reports

Agent By Skillset Performance

Description

The Agent By Skillset Performance report shows summarized agent
performance data for each skillset under review. The report details performance
statistics such as the total number of calls answered, total time spent servicing
call center callers, and average call length.

Thisreport is an indicator of agent performance within a skillset. It helps
managers identify agents who have difficulty with a specific skill. The report
aso highlights agents who need additional training or reassignment to a
different skillset.

View

This report uses the AgentBy SkillsetStat views.

Collection frequency

You can collect Agent By Skillset Performance report information with the
following frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:
= im-agtl4.rpt

s dm-agtld.rpt

= wm-agtl4.rpt

= mm-agtl4.rpt
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Filters
This report can befiltered on skillset name.
Statistics
Agent By Skillset Performance reports contain the following statistics:
Report field View field/Formula
Answered CallsAnswered
Short Calls Answered ShortCallsAnswered
Post Call ProcessTime NotReadyTime
Talk Time TalkTime
Average Talk Time TakTime/ CalsAnswered
Skillset Work Time TalkTime + NotReadyTime
Summaries

The report provides totals for each skillset, and subtotals for each day, week, or
month (depending on the reporting period selected). For the interval reporting
period, statistics are further broken down by interval, and within each interval,
by agent. The report also contains agrand total for al skillsets.
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Agent By Skillset Performance

BestAir Airlines
Site NarmeT CRONTO
Table Name: iAgentBySkillsetStat

Report Interval: 14:15:00 06 April, 1909 - 14:30:00 06 April, 1000

Shad Calls Pasleall fvarage Skilsal
fAgenl Nams and ID Answered Answared Praces Time TakTime Tak Tims Wark Time
GRAND TOTAL

101 18 00:05:16 01:36:55 00:00:58 01:42:11

et: Bookings

Summary: 70 1 00:02:41 01:00:18 00:00:52
4619

14:30  Brandan Woa - 6841 5 2 a0:00:12 00:04:18 G0:00:43 atad:za
Tam Wilsan - 676 1 10 4 a0u00:22 00:07:28 G0:00:45 aoaT:s0
LariVandenbarg - 8763 15 2 a0:00:43 a:11:01 a0:00:a4 ao:11:50
Rass Slafanapalis - a6z 4 a G0:00:05 00:03:28 a0:00:52 aoanET
Tajinder Singh - 8313 7 1 00:00:14 ag:08:11 a0:a1:10 oo0azs
Danna Rayes - 8840 12 o 00:00:32 o014z a0:00:59 ooi1zina
Pannie Hainlz - 8912 14 1 Q0:00:19 Q01347 Q000057 0013346

Jamzs Janas - 8708
Daily 4689

Skillset

oo0i5e
41202359
s

et: Vacations.

Summary: 8 4 00:00:41 00:06:40 00:00:50 00:07:21
EYGIEL]
1430 Tani Marli- 87 10 1 1 00:00:05 00:00:34 00:00:30 oo0:aw
Jan Taras - 6709 z 1 00:00:11 c0:at:01 00:00:31 om0tz
James Janes - 8704 5 00:05:05 a0t
Caily 4/6/09 8 00840
Skillset! &
et: European_Vacations
Summany: 23 3 00:01:54 00:29:57 00:01:18 00:31:51
EYCIEE]
14:50 Jan Carlas - 6709 4 a o0z 00:08:035 o0z E 00024
Tani Maralii- 87 18 " 2 00:00:45 00:12:33 00:01:08 LERERF)
Jamss Janss - 6704 1 00:00:48 00:08:21 on0m:0e
Draily 4600 3;
m3IEn
Skillsat
GRAND TOTAL
101 18 00:05:16 01:36:55 00:00:58
imagl1a.ml

Printed By: sysadmin 4/29/99 10:05:29 AM

Page: 1
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Agent DN Performance

Description

The Agent DN Performance report shows the amount of time that agents spend
on their personal directory numbers (DNs). The report records incoming and
outgoing information, including the total number of DN calls and the average
amount of time spent on DN calls. The report al'so compares internal and

external DN call activity.

Note: Where agentswith multiple DN keys handle two DN calls simultaneously,
both are pegged in the sameinterval. This means that DN talk time can exceed

900 seconds in an interval.

View

This report uses the AgentPerformanceStat views.

Collection frequency

You can collect Agent DN Performance report information with the following

frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:

im-agt5.rpt

dm-agt5.rpt
wm-agt5.rpt
mm-agtS.rpt
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Filters

This report can befiltered on

= agentlogon ID
= agent name

Transfer/conference statistics

Agent DN Performance reports contain the following statistics about transferred
and conferenced DN calls:

Report field View field/Formula
DN Calls Conferenced DNCallsConferenced
DN Calls Transferred DNCallsTransferred

Incoming DN calls statistics

Agent DN Performance reports contain the following statistics about incoming

DN cdls:

Report field View field/Formula

Total DNIniIntCalls + DNInExtCalls
Internal DNInIntCalls

Average Int Talk Time DNInIntCallsTalkTime/ DNInIntCalls
External DNInExtCalls

Average Ext Talk Time DNInExtCallsTakTime/

DNInExtCdls
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Outgoing DN calls fields

Agent DN Performance reports contain the following statistics about outgoing

DN cdls:
Report field View field/Formula
Total DNOutIntCalls + DNOuUtExtCalls
Internal DNOutIntCalls
Average Int Talk Time DNOutIntCallsTakTime/
DNOutIntCalls
External DNOutExtCalls
Average Ext Talk Time DNOutExtCallsTalkTime/
DNOutExtCalls
Summaries

The report provides totals for each agent, and subtotals for each day, week, or
month (depending on the reporting period selected). For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for al agents.
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Agent DN Performance Calls Answered,
Bottom 5

Description

The Agent DN Performance Calls Answered, Bottom 5 report shows
summarized performance information on thefive agents, by supervisor, who
answered the lowest number of DN calls. This report details call totals for
incoming and outgoing DN calls, including internal and external calls answered
or generated.

Views
»  AgentPerformanceStat

Collection frequency

= daily

= weekly

= monthly
Templates

= im-agt7.rpt

s dm-agt7.rpt

= wm-agt?7.rpt

= mm-agt7.rpt

Filters
= agentlogon ID
= agent name
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Statistics and summaries

The statistics in this report areidentical to thosein the Agent DN Performance
report (see page 142), except that they are for the five agents who answered the
lowest number of Symposium Express Call Center calls. Statistics are
summarized in the same way as for the Agent DN Performance report.
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Agent DN Performance Calls Answered, Top 5

Description

The Agent DN Performance Calls Answered, Top 5 report shows summarized
performanceinformation on the five agents who answered the highest number of
DN calls. Thereport details totals for incoming and outgoing DN calls,
including internal and external calls answered or generated.

Views
»  AgentPerformanceStat

Collection frequency

= daily

= weekly

= monthly
Templates

= im-agt6.rpt

= dm-agt6.rpt

= wm-agté.rpt

= mm-agte.rpt

Filters
= agentlogon ID
= agent name
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Statistics and summaries

The statistics in this report areidentical to thosein the Agent DN Performance
report (see page 142), except that they are for the five agents who answered the
highest number of Symposium Express Call Center calls. Statistics are
summarized in the same way as for the Agent DN Performance report.
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Agent Login/Logout

Description

The Agent Login/Logout report shows logon, logoff, walkaway, and return from
walkaway occurrences for each agent. The report also showsthe times at which
these events occurred.

This report shows how much time agents spend at their stations during the day,
perhaps to help payroll staff determine the total hours worked.

View

This report uses the eAgentL oginStat view.
Template

This report uses the em-agt12.rpt template.
Filters

This report can befiltered on

= agentlogon ID

= agent name
Statistics

Agent Login/Logout reports contain the following statistics for each day:

Report field View field/Formula
Date Timestamp

Time Time

Event Type EventType
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Report field

View field/Formula

Logged In Time
Shift Duration
Total Login

% Login

Time at Logout — Time at Login

Duration

Sum of Logged In Time

Total Logged In Time/ Duration

Bestair Airlines
Site Name: TORONTO
Tabk Hame: eAgenilaginSlal

Agent Login / Logout

Report Inerval

00:00:00 14 April, 1999 - 23:59:59 16 April, 1989

Dale Time  EwenlType Lagged In Time
Agent Login & Name: 1 - James Jones
G414 125121 Lagin am00a0
132301 Lagaul amE 140
13:55:22 Lagin 00000
15:50:47 Lagaul 01:55:25
170522 Lagin am000
aar1sma 11:33:34  Lagaul 1a:28:12
11:49:30  Lagin om:00:00
oda2e 15:30:12 Lagaul 274042
16:31:51 Lagin 00000
18:36:18  Lagaul om:0a:28
18:42:28  Lagin om:00:00
170223 Lagaul 00:19:57
17:02:35 Lagin [elBulaFula]
17:03:45 Lagaul LleEah B 13
170351 Lagin om:00:00
172323 Lagaul oo:19:32
4 Total Login: % Login:
Agent Login & Name: 10 - Toni Morelli
od1473e 12:31:30 Lagin 00000
13:23:19 Lagaul Q35143
1355:32  Lagin om:00:00
15:50:47  Lagaul 01:55:18
15:50:51  Lagin om:00:00
15:53:41 Lagaul Od02:50
17:05:31 Lagin [elBulaFula]
aar1sma 11:33:33  Lagaul 18:20:08
11:43:40  Lagin og:00:00
aarame 15:30:30  Lagaul 27:40:50
16:532:00 Lagin [elBulaFula]
16:56:34 Lagaul 0034
18:42:35  Lagin og:00:00
17.02:41  Lagaul oo:2008
ZFET Total Login: i
Agent Login & Name: 11 - Jon Carlos
od1473e 12:31:32 Lagin 00000
152321 Lagaul B3 PR
13:55:33  Lagin om:00:00
15:50:47  Lagaul 015514
170533 Lagin og:00:00
04015529 11:33:39 Lagaul 18:28:06
114941 Lagin [elBulaFula]
aarame 15:30:32  Lagaul 27:40:51
18:32:01  Lagin og:00:00
18:36:38  Lagaul 00:04:35
16:42:36 Lagin [elBulaFula]
17:02:435 Lagaul 002007
1725115 Lagin og:00:00

Agent Login & Name: 12 - Lori Vandenberg

emozgti2em

Printed By: sysadmin 11:23:48 AM

Page:1
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Agent Network/NACD Activity

Description

The Agent Network/NACD Activity report shows agent activity on network and
networked ACD-DN calls. The report shows calls answered, conferenced, and
transferred. The report also shows total and average talk time for network and
NACD calls.

Views
»  AgentPerformanceStat

Collection frequency

= interval

= daily

= weekly

= monthly
Templates

= im-agtl7.rpt

s dm-agtl7.rpt
= wm-agtl7.rpt
= mm-agtl7.rpt

Filters
= agentlogon ID
= agent name
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Statistics
Report field View field/Formula
Network Answered NetworkCallsAnswered
Network Talk Time NetworkCallsTalkTime

(Networking option)

Avg Network Talk Time  NetworkCallsTalkTime / NetworkCallsAnswered
(Networking option)

NACD Answered NACDCallsAnswered
NACD Talk Time NACDCalsTakTime
Average NACD Tak Time NACDCa/lsTalkTime/ NACDCallsAnswered

Instances Reserved fora  ReservedForCall
Call

Reserved Time ReservedTime

Summaries

The report provides totals for each agent, and subtotals for each day, week, or
month (depending on the reporting period selected). For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for al agents.
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Agent Network / NACD Activity

Bestair Airlines Report Interval: 132:15:00 06 April, 1999 - 13:30:00 06 April, 1999
Site Marme: TORONTO

Table Marme: iAgentPerformancesStat

Aorerage Aorerage Instances
Metwork Metwork Metwork MACD MACD MACD Reserved Reserved
Answered Talk Time Talk Time  Answered TalkTime TalkTime for a Call Time

GRAND TOTAL
5 00:04:15 00:00:51 7 00:02:23 00:00:20 5 00:00:38

Agent Name & ID: Jon Carlos - 6709
Summary: 1 00:00:45 00:00:45 u} 00:00:00 00:00:00 1 00:00:15

4/6/09
1220 1 00:00:45

Dty 47609 B

Agerit

Agent Name & ID: Tom Wilson - 6761
Summary: u} 00:00:00 00:00:00 2 o0:01:19 00:00:40 u} 00:00:00

4/6/99
12:30

Daily 4639
Agert

Agent Name & ID: Lori Vandenberg - 6763
Summary: 4 00:0z:29 00:00:52 u} 00:00:00 00:00:00 4 00:00:22

ENazi=l=]
13:30 4 00:03:29

Agent Name & ID: Brandon Woo - 6841
Summary: u} 00:00:00 00:00:00 u} 00:00:00 00:00:00 u} 00:00:00

ENazi=l=]

Agent Name & ID: Dylan Marcus - 6844
Summary: u} 00:00:00 00:00:00 u} 00:00:00 00:00:00 u} 00:00:00

ENazi=l=]

CAREFCRTETEN IM-2g11 7.l

Printed By: sysadmin 4/7/99 4:49:19 PM Page 1 of 2
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Agent Performance

Description

The Agent Performance report shows summarized performanceinformation for
a specific agent. The report tracks agents' call handling activities for incoming
Symposium Express Call Center, ACD, and NACD calls, drawing attention to
activities that should be rewarded or weaknesses that may need to be addressed.
Call lengths can also be an important indicator of an agent’s rapport with
customers.

You can use this report to compare overall productivity, measured by the time
agents spend at their positions and how often they are busy during a shift.

Notes:

1. Where agents with multiple DN keys handle two DN calls simultaneously,
both are pegged in the same interval. This means that DN talk time can
exceed 900 seconds in an interval.

2. Only compare agents who have similar skillset assignments, as service
level may vary by call type.

View
This report uses the AgentPerformanceStat views.

Collection frequency

You can collect Agent Performance report information with the following

frequencies:
= interval
= daily

= weekly
= monthly
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Template

This report uses the following templ ates:

= im-agtl.rpt
s dm-agtl.rpt
= wm-agtl.rpt
= mm-agtl.rpt

Filters

This report can befiltered on

= agentlogon ID
= agent name

Statistics

Agent Performance reports contain the following statistics:

Report field View field/Formula
Logged In Time LoggedIinTime

Skillset Talk Time TakTime

Avg Skillset Talk Time TalkTime/ CalsAnswered

Avg ACD/NACD Tak Time ACDTakTime + NACDTakTime/
ACDCadlsAnswered +
NACDCallsAnswered

DN Tak Time DNInExtCallsTalkTime +
DNInIntCallsTalkTime +
DNOutExtCallsTalkTime +
DNOutIntCallsTalkTime +

DNHoldTime
Not Ready Time NotReady Time
Break Time BreakTime
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Report field View field/Formula
Ring Time RingTime

Waiting Time WaitingTime
Walkaway Time Walkaway Time

Calls Presented CallsOffered

Skillset Ans'd CallsAnswered
ACD/NACD Ansd ACDCallsAnswered +

Short Calls Ans'd
DN Calls
Conf Out

Trans Out

% Work

Rtn to Que
Rtn Due to Timeout

NACDCallsAnswered
ShortCallsAnswered
DNInCalls + DNOutCalls

CallsConfToCDN + CallsConfToDN +
CallsConfToACD +
CallsConfToOthers

CallsTransferredToCDN +
CallsTransferredToDN +

CallsTransferredTOACD +
CallsTransferredToOthers

[(TalkTime + NotReady Time +
ACDCalIsTakTime +
NACDCallsTalkTime) x 100] /
LoggedIinTime

CallsReturnedtoQ
CallsReturnedToQDueToTimeout

Summaries

The report provides totals for each agent, and subtotals for each day, week, or
month (depending on the reporting period selected). For the interval reporting
period, statistics are further broken down by interval. The report also contains a

grand total for all agents.
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Agent Performance By Supervisor

Description

The Agent Performance By Supervisor report shows summarized agent

performance information grouped by assigned supervisor. The report shows call

totals, the amount of time agents spent in different states, and time averages.

View

This report uses the AgentPerformanceStat views.

Collection frequency

You can collect Agent Performance By Supervisor report information with the
following frequencies:

Template

This report uses the following templ ates:

Filters

interval
daily
weekly
monthly

im-agt4.rpt

dm-agt4.rpt
wm-agt4.rpt
mm-agt4.rpt

This report can befiltered on

supervisor logon ID

Reports and Displays Guide
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m  supervisor name

Call total statistics

Agent Performance By Supervisor reports contain the following call total

statistics:

Report field View field/Formula

Answered CallsAnswered

ACD/NACD Answd ACDCallsAnswered +
NACDCallsAnswered

Skillset Confd CallsConferenced

Confd Out CallsConfToCDN + CallsConfToDN +
CallsConfToACD +
CallsConfToOthers

Short Calls Answered ShortCallsAnswered

Skillset Transfd CallsTransferred

Transfd Out CallsTransferredToCDN +
CallsTransferredToDN +
CallsTransferredTOACD +
CallsTransferredToOthers

Resvd For Call ReservedForCall

(Network skill-based routing

option only)

Retnd to Que ReturnedToQ

Retnd to Que Due Timeout ReturnedToQDueToTimeout
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Time summary statistics

The report also contains the following time total statistics:

Report field View field/Formula
Logged In Time LoggedinTime

Not Ready Time NotReadyTime
Break Time BreakTime

Resvd Time ReservedTime
(NSBR and NACD options

only)

Ring Time RingTime
Walkaway Time WalkawayTime

ACD/NACD Talk Time ACDCallsTakTime +
NACDCallsTakTime

Skillset Talk Time TalkTime
Waiting Time WaitingTime

Time averages

For each agent, the report also contains the following averages:

Report field View field/Formula

Average Not Ready Time Total NotReadyTime / Agents Logged
In

Average ACD/NACD Talk ACDTakTime + NACDTalkTime/

Time ACDCallsAnswered +

NACDCallsAnswered
Average Skillset Talk Time Total TalkTime/ Agents Logged In
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Summaries

The report provides totals for each supervisor, and subtotals for each agent.
Agent statistics are further broken down by day, week, or month (depending on
the reporting period selected). For the interval reporting period, statistics are
further broken down by interval. The report also contains agrand total for all
agents.
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Agent Performance Calls Answered, Bottom 5

Description

The Agent Performance Calls Answered, Bottom 5 report is a daily report that
shows summarized performance information for the five agents who answered
the lowest number of Symposium Express Call Center calls.

The Agent Performance Calls Answered, Bottom 5 report compares agent-
specific time summaries—such astotal logged on time and not ready time—to a
group average. Agents who appear frequently on this report may need assistance
or further training to improve cal handling productivity.

Views
»  AgentPerformanceStat

Collection frequency

= daily
Template
. dm-agt3.rpt

Filters
= agentlogon ID
= agent name
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Call total statistics

Report field View field/Formula

Skillset Ansd CallsAnswered

Skillset Conf CDNCallsConfToCDN + CDNCallsConfToDN +
CDNCallsConfTolncalls +
CDNCallsConfToOther

Skillset Transf CDNCallsTransferredToCDN +
CDNCallsTransferredToDN +
CDNCallsTransferredTolncalls +
CDNCallsTransferredToOther

Resv For Call ReservedForCall

(Networking/NACD

options)

Short Calls Ansd
ACD/NACD Ansd
Retnto Q

Retn to Q Timeout
Total Ansd

Total Conf

ShortCallsAnswered

ACDCallsAnswered + NACDCallsAnswered
CallsReturnedToQ
CallsReturnedToQDueToTimeout

CallsAnswered + ACDCallsAnswered +
NACDC CallsAnswered

CDNCallsConfToCDN + CDNCallsConfToDN +
CDNCallsConfTolncalls +
CDNCallsConfToOther + ACDCallsConfToCDN
+ ACDCallsConfToDN + ACDCallsConfTolncalls
+ ACDCallsConfToOther + DNCallsConfToCDN
+ DNCallsConfToDN + DNCallsConf TOACDDNSs
+ DNCallsConfToOther
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Report field

View field/Formula

Total Transf

CDNCallsTransferredToCDN +
CDNCallsTransferredToDN +
CDNCallsTransferredTolncalls +
CDNCallsTransferredToOther +
ACDCallsTransferredToCDN +
ACDCallsTransferredToDN +
ACDCallsTransferredTolncalls +
ACDCallsTransferredToOther +
DNCallsTransferredToCDN +
DNCallsTransferredToDN +
DNCallsTransferredTOACDDN +
DNCallsTransferredToOther

Time summary statistics

Report field View field/Formula
Logged In LoggedinTime

Not Ready NotReadyTime
Break BreakTime

Reserved (Networking/
NACD options)

Ring

Walkaway
ACD/NACD Talk
Skillset Talk

Waiting

ReservedTime

RingTime
WalkawayTime

ACDCallsAnswered + NACDCallsAnswered

TakTime

WaitingTime
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Time averages statistics

Report field View field/Formula

Logged In LoggedinTime/ Login Occurrences

Not Ready NotReadyTime / Not Ready Occurrences
Break BreakTime / Break Occurrences

Reserved (Networking/
NACD options)

Ring
Walkaway

ACD/NACD Tak

ReservedTime / Reserved Occurrences

RingTime/ Ring Occurrences

WalkawayTime / Number of walkaway
occurrences

Average(ACDCallsTalkTime +
NACDCallsTakTime)

Skillset Talk Average(TalkTime)
Variable Wrap Average(VariableWrapTime)
Waiting Average(WaitingTime)

Summaries

The report provides totals for each agent, and subtotals for each day in the
reporting period. The report also contains agrand total for all agents.
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Agent Performance Calls Answered, Top 5

Description

The Agent Performance Calls Answered, Top 5 report is adaily report that
shows call center managers summarized performance information for thefive
agents who answered the highest number of Symposium Express Call Center
cals.

The Agent Performance Calls Answered, Top 5 report compares agent-specific
time summaries—such as total logged on time and not ready time—to agroup
average. Managers can track performance and may offer incentives based on
agent appearances in this report.

Views
»  AgentPerformanceStat

Collection frequency

= daily
Template
= m-agt2.rpt

Filters
= agentlogon ID
= agent name

Statistics and summaries

The statisticsin this report are identical to those in the Agent Performance Calls
Answered, Bottom 5 report (see page 164), except that they arefor thefive
agents who answered the highest number of calls. The gtatistics are summarized
in the same way as in the Agent Performance Calls Answered, Bottom 5 report.
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Agent Short Calls

Description

The Agent Short Calls report shows summarized information on short call
performance, grouping the datainto supervisor and agent summaries.

Short call

View

A short cal isan incoming Symposium Express Call Center or ACD call that
lasts less than 10 seconds, as defined for the threshold class to which the skillset
belongs. For example, a short call can occur if acaller hangs up due to dialing
the wrong number.

Short calls can aso occur if an agent inadvertently presses the wrong button on
the phoneset. Symposium Express Call Center and ACD callsthat were
answered, transferred, conferenced, and returned to queue are also itemized
within this report. A large number of short calls can indicate a need for further
training.

This report uses the AgentPerformanceStat views.

Collection frequency

You can collect Agent Short Calls report information with the following
frequencies:

= interval
= daily

= weekly
= monthly
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Template

This report uses the following templ ates:

= im-agt8.rpt
= dm-agt8.rpt
= wm-agt8.rpt
= mm-agt8.rpt

Filters

This report can befiltered on

= agentlogon ID
= agent name

Statistics

The Agent Short Calls report contains the following statistics:

Report field

View field/Formula

Short Calls Answered
Skillset Answered
Skillset Conferenced
Skillset Transferred
Returned to Queue
Reserved For Call

(NSBR and NACD options only)

ACD/NACD Answered

Returned to Q Due to Timeout
Total Answered

ShortCallsAnswered
CallsAnswered
CallsConferenced
CallsTransferred
ReturnedToQ
ReservedForCall

ACDCallsAnswered +
NACDCallsAnswered

ReturnedToQDueToTimeout

CallsAnswered + ACDCallsAnswered +
NACDCallsAnswered
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Report field

View field/Formula

Total Conferenced

Total Transferred

CallsConfToCDN + CallsConfToDN +
CallsConfTOACD + CallsConfToOthers

CallsTransferredToCDN +
CallsTransferredToDN +

CallsTransferredTOACD +
CadllsTransferredToOthers

Summaries

The report provides totals for each supervisor, and subtotals for each agent.
Agent statistics are further broken down by day, week, or month (depending on
the reporting period selected). For the interval reporting period, statistics are
further broken down by interval. The report also contains agrand total for all

agents.
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Agent Transferred/Conferenced Activity

Description

The Agent Transferred/Conferenced Activity report shows detailed statistics
about calls conferenced and transferred by agents. The report provides
summarized totals for the time period under review.

This report helps managers identify agents who may have difficulty with a
specific skill. It can also highlight agents who need additional training or
reassignment to a different skillset.

View

This report uses the AgentPerformanceStat views.
Template

This report uses the following templ ates:

= im-agtl8.rpt

= dm-agtl8.rpt

= wm-agtl8.rpt

= mm-agtl8.rpt
Filters

This report can befiltered on

= agentlogon ID
= agent name
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Calls transferred/conferenced by statistics

Agent Transferred/Conferenced Activity reports contain the following statistics
about the types of calls transferred or conferenced by agents:

Report field View field/Formula
Skillset Transf CallsTransferred

ACD Transf ACDCallIsTransferred
DN Transf DNCallsTransferred
NACD Transf NACDCallsTransferred
Skillset Conf CallsConferenced

ACD Conf ACDCallsConferenced
DN Conf DNCallsConferenced
NACD Conf NACDCallsConferenced

Calls transferred/conferenced to statistics

Agent Transferred/Conferenced Activity reports contain the following statistics
about the degtinations to which calls are transferred or conferenced:

Report field View field/Formula
Transf to ACD CallsTransferredTOACD
Transf to DN CallsTransferredToDN
Transf to CDN CallsTransferredToCDN
Transf to Other CallsTransferredToOthers
Conf ACD CallsConferencedTOACD
Conf DN CallsConferencedToDN
Conf CDN CallsConferencedToCDN
Conf Other CallsConferencedToOthers
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Consultation statistics

Agent Transferred/Conferenced Activity reports contain the following
information about consultations:

Report field View field/Formula

Consultation Time ConsultationTime

Transf Out CallsTransferredToCDN + CallsTransferredToDN +
CallsTransferredTOACD + CallsTransferredToOthers
Conf Out CallsConfToCDN + CallsConfToDN +

CallsConfToACD + CallsConfToOthers

Summaries

The report provides totals for each agent, and subtotals for each day, week, or
month (depending on the reporting period selected). For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for al agents.
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Estimated Revenue Per Agent

Description

The Estimated Revenue Per Agent report shows the amount of revenue each
agent generates based on the total number of callstaken and the number of times
a specified activity codeis recorded.

For user-defined reports that use this report as atemplate, you can set a dollar
value to be multiplied against activity code occurrences. Thisis auseful feature
for call centers that offer revenue-based incentives.

Note: For standard reports, the default dollar value is $1.00.
View
This report uses the ActivityCodeStat views.

Collection frequency

You can collect Estimated Revenue Per Agent report information with the
following frequencies:

= daily

= weekly

= monthly
Template

This report uses the following templ ates:
s dm-agtl3.rpt

= wm-agtl3.rpt

= mm-agtl3.rpt
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Filters

This report can befiltered on

= activity code

m  activity code name (if configured in Advanced functions)
= agentlogon ID

= agent name

Statistics

Estimated Revenue Per Agent reports contain the following information for each

agent:

Report field View field/Formula
Total Activity Time ActivityTime

Total Occurrences Occurrences

Total Estimated Revenue Generated Occurrences* Per Unit $ (specified at
run-time)

Summaries

The report provides totals for each agent, and subtotals for each activity code.
For each activity code, statistics are further broken down by day, week, or
month, depending on the reporting period selected. The report also contains a
grand total for al agents.
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Estimated Revenue Per Agent - Daily

BestAir Airlines

Site Mame: TORONTQ Report Interval: 15:00:00 03 April, 1999 - 15:15:00 09 April, 1933
Tablz Mame: dActivityCodeStat

Total Estimated
Total Activity Time Total Occurrences Rewenue Generated

GRAND TOTAL

01:32:51 181 $161.00

Agent Name & ID: Rose Stefanopolis - 6602
Summary: 00:13:59 10 $10.00

Activity Name & ID: System_Default_Activity_Code -0

'
1
Summary: 00:03:02 [ $5.00 |
'

49/99 00:09:02 [
Activity G0:asnz

Activity Name & ID: Schedule_Inquiry - 430

Summary: 00:03:48 2

4999 00008 z
Aty . . v . .

Agent

am-agit e

Printed By: sysadmin 4/11/99 11:04:03 AM Page: 1
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Logged In Agent Position ID

Description

The Agent Position ID report lists agents and provides, for each one, logon 1D,
position ID, and personal DN.

Note: Agent status information is written to the database every 15 minutes. This
report shows agent status as of the end of thelast 15-minute interval.

View

= Agent

m  eAgentLoginStat
Template

s config32.rpt
Filters

= agentlogonID
= agent name

Rights required

Function Minimum access level

Reports Create and run any report

Reports—A gentPerformance Create and run any report
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Field descriptions

Report field View field/Formula

Agent Name eAgentL ogin.AgentSurName
eAgentLogin.AgentGivenName

Agent Login eAgentLogin.AgentLogin

Position ID eAgentLogin.PositionID

Personal DN (Meridian 1) Agent.PersonalDN
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Bestair Airlines
Site Name:  TORONTO
Table Mame: eAgentloginStat

Logged In Agent Position ID

Agent Mame
James Jones
Jon Carlos
Toni Morelli
Donna Royce
Brandon oo

Agent Login Position ID
E705 2,009
6709 2010
E710 2026
G540 2018
G541 207

Personal DR

3118
3120
jabeyl
3228
321

CHREFORTEMENCOTR 32, /ol

Printed By: sysadmin 5/10/99 11:24:03 AM

Page 1 of 1
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Section C: Application reports

In this section

Application By Activity Code 186
Application By Skillset 189
Application Call Treatment 192
Application Delay Before Abandon 198
Application Delay Before Answer 201
Application Performance 204
Crosstab - Application Performance 207
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Application By Activity Code

Description

The Application By Activity Code report allows you to monitor each agent’s
work and time distribution by the types of calls answered. While on acall,
agents can identify the call typeby entering an activity code. These codes can
identify calls as sales, service, and support calls.

View

This report uses the ActivityCodeStat views.

Collection frequency

You can collect Application By Activity Code report information with the
following frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:
= im-app9.rpt

dm-app9.rpt

wm-app9.rpt

mm-app9.rpt
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Filters

This report can befiltered on

= activity code
m  activity code name (if configured in Advanced functions)

Statistics

Application By Activity Code reports contain the following statistics:

Report field View field/Formula

Activity Time ActivityTime
Average Activity Time  ActivityTime/ Occurrences

Activity Occurrences Occurrences

Summaries

Thereport provides totals for each application, and subtotals for each activity
code. For each activity code, statistics are broken down by day, week, or month,
depending on the reporting period selected. For the interval reporting period,
statistics are further broken down by interval. The report also contains a grand
total for all agents.
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Application By Activity Code

BestAir Airines
Site Mame: TORONTC Report Interyval 1:5:00:00 09 April, 1999 - 15015000 09 April, 1999
Table MNames: iActivityCodeStat

Activity Anerage Auctivity
Agent Login - Agent Name Time Activity Time Dccurrences

GRAND TOTAL
01:32:51 00:00:35 161

Activity Name & ID: System_Default_Activity_Code -0

Summary: 01:02:18 00:00:31 121

1515 G708 James Jones 00:00:45 00:00:23 2
6912 Ronnie Heintz 00:02:32 00:00:38 4

G762 Lori Wandenberg 00:0547 00:00:53 L]

6781 Tomiwiison 00:02:45 00:00:41 4

G841 Brandon oo 00:0%12 00:00:42 4

6602  Rose Stefancpolis 00:07:12 00:01:26 5

6913 Tajinder Singh 00:09:15 00:00:23 24

00:01:00 L]

G240  Donna Royce 00:05:01
Daily 4/i00 DEEEE

Applicatiori

00:25:13 00:00:23 BE
U 4
4/3/99

1815 6761 Tomwilson 00:00:10 00:00:10 1

5212 Ronnie Heintz 00:00:51 00:00:28 2

6840  Donna Royee 00:06:52 00:00:14 28

G212 Tajinder Singh 00:05:21 00:00:20 "

G708 James Jones 00:00:15 00:00:15 1

6763  Lori vandenberg 00:00:30 00:00:30 1

G841 Brandon oo 00:00:20 00:00:20 1

6602  Rose Stefancpolis 1

Dailty 4/2/293
Applicatiors
Activit

Activity Name & ID: Schedule_Inquiry - 430

Summary: 00:15:18 00:00:48 0

Summary: 00:10:45 00:00:48 12

16186 6013 Tajinder Singh 00:00:08 00:00:08 1

a0z, 101

Printed By: sysadmin 4/11/99 11:24:

Page: 1
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Application By Skillset

Description

The Application By Skillset report shows summarized application statistics for
each skillset under review. The report provides statistics, such as the total
number of calls answered for a skillset, number of calls answered after the
service level threshold for the skillset, all agent staffed time, and average
number of agents.

This report is an indicator of application contribution to a skillset.

Note: Thisreport does not contain statistics for the System_Application.

Views
s SkillsetStat

Collection frequency

= interval

= daily

= weekly

= monthly
Templates

m  imskill3.rpt

m dmskill3.rpt

m wmskill3.rpt
. mmskill3.rpt

Filter
s skillset name
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Statistics
Report field View field/Formula
Skillset Answered CallsAnswered
Skillset Answered After CallsAnsweredAfterThreshold
Thresh
% Ansd After Thresh CallsAnsweredAfterThreshold / CallsAnswered x
100
Answer Delay CalsAnsweredDelay

Average Answer Delay CallsAnsweredDelay / CallsAnswered

Maximum Answer Delay MaxAnsweredDelay

Summaries

The report provides totals for each skillset, and subtotals for each application.
For each appication, statistics are further broken down by day, week, or month
(depending on the reporting period selected). For the interval reporting period,
statistics are further broken down by interval, and within each interval, by
application. The report also contains agrand total for all skillsets.

190 Symposium Express Call Center



June 2001

Standard reports

BestAir Airlines

Site Mame:

TOROMNTC
Table Marne: iSkillsetStat

Application By Skillset

Report Interval: 09:00:00 07 April, 1999 - 09:15:00 O7 April, 1999

o
W

Shillset 36 Ansd Aorerage Mazximum
Skillset Answered After Answer Answer Answer
e Time Answered After Thresh Thresh Delay Delay Delay

GRAND TOTAL

452 15 2.28% 01:43:55 00:00:14 00:00:42
Skillset: Bookings
Summary: 270 g 2.96% 01:02:09 00:00:14 00:00:42
________________________________________________________________________________ 4
| Application: Booking_Script .
'
' Summary: 231 5 2.1e 00:55:10 00:00:14 00:00:42 :
'
U
4799
0915
Daily 47709
Application
T B
| Application: Master_Script .
'
' Summary: o) 2 TEQ 000859 o0:00:11 00:00:27 :
I
L e o e il N
4799
0915
Daily 47709
Application
Skillset
Skillset: Default_Skillset
Summary: u} u} 0.00% 00:00:00 00:00:00 00:00:00

Application: Master_Script

4Traa

Summary: ] ] 0.00 00:00:00 00:00:00 00:00:00
L o o L L L i1
0%:15 ] ] 0.00 00:00:00 00:00:00
Daily 4789 - | 0 X
Application
Skillset

Skillset: European_WVacations

Summary: 128 3 2.22% 00:23:24 00:00:13 00:00:34

________________________________________________________________________________ 4
| Application: Master_Script .
: Summary: 25 1 3.85 o0:04:14 00:00:10 00:00:21 :
I
U
COREFORTETEN MG, gl
Printed By: sysadmin 4/8/99 10:12:13 AM Page 1 of 2
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Application Call Treatment

Description

View

The Application Call Treatment report shows summary performance
information about the handling of each call associated with a particular
application. The report displays multiple treatments that can occur within the
call script or application, and the number of calls that received the specified
treatments. The report records the number of calls that the system answered,
abandoned, offered, routed, and disconnected.

This report measures other treatments within the call script, including
commands such as Give Force Busy, Give Route To, or Give Force Disconnect.
You can keep a count of the number of callers who receive a specific treatment
and service.

This report uses the ApplicationStat views.

Collection frequency

You can collect Application Call Treatment report information with the
following frequencies:

= interval
= daily

= weekly
= monthly

Note: If you use theinterval datatype, remember that a call offered at one
interval can be given treatment at another interval.

192
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Template

This report uses the following templ ates:

Filters

im-app?.rpt

dm-app7.rpt
wm-app7.rpt
mm-app7.rpt

This report can befiltered on application name.

Overflowed statistics

Application Call Treatment reports contain the following statistics for calls
given Force Overflow treatment:

Report field View field/Formula

Quantity CallsGivenForceOverflow

Percentage (%) CallsGivenForceOverflow /
CallsOffered x 100

Average time before TimeBeforeForceOverflow / number of
cals given Force Overflow

Average calls per interval CallsGivenForceOverflow / number of

(interval report only) intervals

Averagetime before treatment  TimeBeforeForceOverflow / number of
per int (interval report only) intervals
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Defaulted statistics

Application Call Treatment reports contain the following statistics for calls

given default treatment:

Report field View field/Formula

Quantity CallsGivenDefault

Percentage (%) CallsGivenDefault / CallsOffered x 100

Average time before

Average calls per interval
(interval report only)

Average time before treatment
per int (interval report only)

TimeBeforeDefault / number of cals
given default treatment

CallsGivenDefault / number of
intervals

TimeBeforeDefault / number of
intervals

Given Busy statistics

Application Call Treatment reports contain the following statistics for calls

given Force Busy treatment:

Report field View field/Formula
Quantity CallsGivenForceBusy
Percentage (%) CallsGivenForceBusy / CallsOffered x

Average time before

Average calls per interval
(interval report only)

Average time before treatment
per int (interval report only)

100

TimeBeforeForceBusy / number of
cals given Force Busy treatment

CallsGivenForceBusy / number of
intervals

TimeBeforeForceBusy / number of
intervals

194
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Routed statistics

Application Call Treatment reports contain the following statistics for calls

given Route To treatment:

Report field View field/Formula
Quantity CallsGivenRouteTo
Percentage (%) CallsGivenRouteTo / CallsOffered x

Average time before

Average calls per interval
(interval report only)

Average time before treatment
per int (interval report only)

100

TimeBeforeRouteTo / Number of calls
given Route To treatment

CallsGivenRouteTo / number of
intervals

TimeBeforeRouteTo / number of
intervals

Disconnected statistics

Application Call Treatment reports contain the following statistics for calls
given Force Disconnect treatment:

Report field View field/Formula
Quantity CallsGivenForceDisconnect
Percentage (%) CallsGivenForceDisconnect /

Average time before

Average calls per interval
(interval report only)

Average time before treatment
per int (interval report only)

CallsOffered x 100

TimeBeforeForceDisconnect / Number
of calls

CallsGivenForceDisconnect / number
of intervals

TimeBeforeForceDisconnect / number
of intervals

Reports and Displays Guide
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Offered statistics

Application Call Treatment reports contain the following statistics for calls

offered:
Report field View field/Formula
Quantity CadllsOffered

Answered statistics

Application Call Treatment reports contain the following statistics for calls

answered:

Report field View field/Formula

Quantity CalsAnswered

Percentage (%) CallsAnswered / CallsOffered x 100

Abandoned statistics

Application Call Treatment reports contain the following statistics for

abandoned calls:

Report field View field/Formula

Total CallsAbandoned

Percentage (%) CallsAbandoned / CallsOffered x 100

Given Host Lookup statistics

Application Call Treatment reports contain the following statistics for calls
given Host Lookup treatment:

Report field View field/Formula
Total CallsGivenHostL ookup
Percentage (%) CadllsGivenHostLookup / CallsOffered x 100
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Thereport providestotals for each application, and subtotals for each day, week,
or month, depending on the reporting period selected. For theinterval reporting
period, statistics are further broken down by interval. The report also contains a

grand total for al applications.
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Application Delay Before Abandon

Description

The Application Delay Before Abandon report gauges service quality by
indicating how many callers disconnect (abandon) before they reach an agent.
The spectrum shows how long callerstypically wait before abandoning, whether
they abandoned before or after reaching the service level threshold, and the
percentage of calls that abandoned.

With a greater awareness of customer tolerance levels, call center managers can
adjust call routing to provide quicker service, offer recorded announcements
more frequently, offer callers the option to access an interactive voice
recognition system, or add additional agentsto increase service.

View

This report uses the ApplicationStat views.

Collection frequency

You can collect Application Delay Before Abandon report information with the
following frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:

= im-app5.rpt
s dm-app5.rpt
= Wm-appS.rpt
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= mm-app5.rpt

Filters

This report can befiltered on application name.

Abandon delay spectrum

The Application Delay Before Abandon report contains a histogram showing the
number of calls abandoned after delays of times divided into 2-second
increments. The statistics for the histogram are taken from the AbdDelay view
fields.

Statistics

Application Delay Before Abandon reports contain the following statistics:

Report field View field/Formula

Offered CallsOffered

Answered CallsAnswered

Abandoned CallsAbandoned

% Abandoned CallsAbandoned / CallsOffered x 100

Abandoned After Threshold CallsAbandonedAftThreshold

Abandon Delay CallsAbandonedDel ay

Maximum Abandon Delay MaxCallsAbandonedDel ay

Average Abandon Delay CallsAbandonedDelay / CallsAbandoned
Summaries

Thereport providestotals for each application, and subtotals for each day, week,
or month, depending on the reporting period selected. For theinterval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for all applications.
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Application Delay Before Answer

Description

The Application Delay Before Answer report shows summarized information
about call answer delays for an application. The report focuses on application
performance from the customer’ s point of view, indicating how long callers wait
before they connect to an agent. The statistics include all Symposium Express
Call Center callsfor thisapplication. The report also indicates whether the delay
occurred after the skillset received the call.

View

This report uses the ApplicationStat views.

Collection frequency

You can collect Application Delay Before Answer report information with the
following frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:

= im-app3.rpt
s dm-app3.rpt
= wm-app3.rpt
= mm-app3.rpt
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Filters

This report can befiltered on application name.

Answer delay spectrum

The Application Delay Before Answer report contains a histogram showing the
number of calls answered after delays of times divided into 2-second
increments. The statistics for the histogram are taken from the AnsDelay view
fields.

Statistics

Application Delay Before Answer reports contain the following statistics:

Report field View field/Formula

Answered CallsAnswered

Answer Delay CallsAnsweredDelay

Delay at Skillset CallsAnsweredDelayAtSkill set

Answered After Threshold CallsAnsweredAftThreshold

Maximum Answer Delay MaxCallsAnsDelay

Maximum Delay at Skillset MaxCallsDelayAtSkill set

Average Answer Delay CallsAnsweredDelay / CallsAnswered
Summaries

Thereport providestotals for each application, and subtotals for each day, week,
or month, depending on the reporting period selected. For theinterval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for all applications.
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Application Performance

Description

The Application Performance report provides summarized performance
information for your call center applications. The report gives an overview of
calls answered, delayed, and abandoned, as well as the percentage of calls that
achieved a minimum service level. The report tracks calls routed to the specified
application. Thisreport can be particularly useful in determining the efficiency
of the service your center provides to specific call types and callers.

By showing the volume of calls answered in agiven period, along with the

average delay callers experienced, the report can identify the level of service
customers received on a specific type of call or activity.

View
This report uses the ApplicationStat views.

Collection frequency

You can collect Application Performance report information with the following

frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:
= im-appl.rpt

s dm-appl.rpt

= wm-appl.rpt
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= mm-appl.rpt

Filters
This report can befiltered on application name.
Statistics
Application Performance reports contain the following statistics:
Report field View field/Formula
Avg Answer Delay CallsAnsweredDelay / CallsAnswered
Answered CallsAnswered
Answer Delay CallsAnsweredDelay
Ans After Threshold CallsAnsweredAftThreshold
Abandoned CallsAbandoned
Aban After Threshold CallsAbandonedAftThreshold
Ans Delay At Skillset CallsAnsweredDelayAtSkill set
% Service Level [(CallsAnswered + CallsAbandoned) —
(CallsAnsweredAftThreshold +
CallsAbandonedAftThreshold)] /
(CallsAnswered + CallsAbandoned) x
100
Summaries

Thereport providestotals for each application, and subtotals for each day, week,
or month, depending on the reporting period selected. For theinterval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for all applications.
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Application Performance

Bestlir Airines
Site Name:  TORONTO Report Interval: 13:30:00 05 April, 1999 - 13:44:59 05 April, 1999

Table Names: i4pplicationStat

Skillsat Call frg Answer Ans After Aban After  AnsDelay % Servios
e alls Ans Delay  Answiered Delz: Threshold Abandoned Threshold At Skillset Level
GRAND TOTAL
00:00:14 133 00:31:21 11 26 ] 00:24:61 BB .04
Application: ACD_DN_Appli
Summary: 00:00:12 5 00:01:00 1 1 u] 00:00:00 83004
41508

13:48

Daily 4589

Application

Application: Booking_Script

Summary: 00:00:14 e} 00:08:18 3 a & 00:07:21 22,00

415i99

1345 000014 35 00:08:18 3 a 5 00:07: 31
Daily 4580 D DODT:31

Application: Cargo_Script

Summary. 00:00:13 g 1 1 a 000102 8600
41599
13:45 00:00:13 B8 00:01:19 1 1 a 00:01:02
Daly 4458 i oo : : SO

: Master_Script

Summary. 00:00:15 1 00:17:45 4 10 2 01211 93004

415i99

1345 000015 00:17:45 oot F11

Daily 4520
Application
Application: NACD_DN_A
Summary. 00:00:05 3 00:00:14 o 2 o 00:00:44 100 .00%
415099
1346 00:00: 05 3 00:00:14 a 2 u] 0000 s
Daily 44599
Im-aget .ol
Printed By: sysadmin 4/8/09 11:12:04 AM Page: 1
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Crosstab - Application Performance

Description

The Crosstab - Application Performance report provides you with an at-a-glance
view of application performance (calls answered, calls abandoned, and calls
offered) for several days. You can use this report to compare application
performance for the same reporting period on different days.

Views
= iApplicationStat

Collection frequency
= interval

Templates
m icross Application.rpt

Filter
= gpplication name

Statistics
Report field View field/Formula
Offered CallsOffered
Answered CalsAnswered
Abandoned CallsAbandoned
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Summaries

Thereport provides totals for each application for each interval, as well as daily
totals for the application.
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Section D: Configuration reports
In this section
Configuration report 212
Activity Code Properties 217
Agent By Supervisor Properties 219
Agent Properties 221
Agent Skillset Properties 225
Application Script Properties 228
Application Template Properties 230
CDN Properties 232
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Configuration report

Description

The Configuration report provides the following information:
m  supervisor properties

m  agent properties

m  skillset properties

m  CDN properties

m  route properties

= |VR queue and port properties

You access the configuration report by clicking Print in the Administration

window.
View
This report uses the Agent, CDN, IVRPort, IVRQueue, Route, Skillset,
SkillsetByAgent, Supervisor, SupervisorAgentAssignment views.
Template

This report uses the gecfg.rpt template.

Supervisor properties

This section of the report contains the following fields:

Report field View field/Formula

PC Login Name Supervisor.PCLoginName
Personal Directory Number Supervisor.PersonalDN
(DN)

Department Supervisor.Department
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Report field View field/Formula
Title Supervisor.Title
Comment Supervisor.Comment
Agents Assigned SupervisorAgentAssignment.AgentGivenName

SupervisorAgentAssignment.AgentSurName,
SupervisorAgentAssignment.AgentTel setLoginl D

Agent properties

This section of the report contains the following fields:

Report field View field/Formula
Department Agent.Department
Title Agent.Title
Comment Agent.Comment

Call Force Option
Cadl Force Timer Delay

Reserve for Network Call
(NSBR option only)

Return to Queue on No Answer
Return to Queue Wait Interval
Make Phoneset

DN On Hold

Union Break Timer

Telset Login ID

Personal DN

Agent.CallForceOption
Agent.CallForceDelay Timer
ReservedForCall

Agent.ReturnToQueueOnNoOAnswer
Agent.ReturnToQueueWaitInterval
Agent.ReturnToQueueM ode
Agent.AlternateCall Answer
Agent.UnionBreak Timer
Agent.TelsetLoginlD
Agent.Personal DN
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Agent skillset properties

This section of the report contains the following fields:

Report field View field/Formula

Telset Login ID Agent.TelsetLoginlD
Personal DN Agent.Persona DN

Skillset Name Skillset.Skill set

Skillset State SkillsetByAgent.Skill setState
Priority SkillsetByAgent.Priority

Skillset properties

This section of the report contains the following fields:

Report field View field/Formula

Comment Skillset.Comment

Service Level Threshold Skillset.Servicel evel Threshold
Min Short Call Delay Skillset.MinShortCallDelay

CDN properties

This section of the report contains the following fields:

Report field View field/Formula
CDN Number CDN.CDN

CDN Name CDN.Name
Acquire CDN.Acquire
Status CDN.Status

Call Type CDN.Type
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Route properties
This section of the report contains the following fields:
Report field View field/Formula
Route Number Route.Routel D
Route Name Route.RouteName
Acquire Route.Acquire
Status Route. Status
IVR Queue and Port fields
This section of the report contains the following fields:
Report field View field/Formula
IVR Queue Name and ID IVR Queue.Name,
IVRQueue.lVRQueuel D
Service Level Threshold IV RQueue.Servicel evel Threshold
Acquire IVRQueue.Acquire
Status IVRQueue.Status
IVR Port Name and ID IVRPort.Name, IVVRPort.IVRPortID
IVR Port Switch ID IV RPort.SwitchPortName
IVR Port Switch Address IV RPort.SwitchPortAddress
Switch Port name IV RPort.SwitchPortName
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Site Mame: GCCTHOR

Supervisor Properties

Supervisor Name: Marcus 0'Sullivan

PC Login Name:

Fersonal Directory Mumber (D)

Department:

Title:

Comment:

Agents Assioned
Catherine Bleahen - 1913
Maura Fahy - 7803

Tricia Fitzpatrick - 6613

sullivan

Technoloow

Sunervisar

Supervisor Properties

Supervisor Name & ID: HelpDesk Administrator -- 1234

FC Login Name:

Personal Directory NMumber (DN}
Department:

Title:

Comment:

Agents Assigned

Duncan Clee - 1113

Aine Concannon - 1111
Angela Concannon- 1112
Declan Connolly - 5555
Temporary Contractor - 3959
Jacinta Lynam - 3742
Caroline McGrath - 3758
Miamh McLaughlin - 2222
David O'Brien - 3354
Patrick O'Brien - 3257
Criona O'Connor - 9876

helpadmin

Galwaw HelnDesk

Sunervisor

Printed By: custadmin 2/8/99 9:42:43 AM

Page: 1
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Activity Code Properties

Description

The Activity Code Properties report lists all of the activity codes and their
assigned names.

Where properties are defined

Activity code properties are defined on the Activity Code Properties property

sheet.
View

m  ActivityCode
Template

= config8.rpt
Filters

= activity code
= activity name

Field descriptions

Report field View field/Formula

Activity Code Name Name

Activity Code Number ActivityCode
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Activity Code Properties

Bestair Airlines

Site Mame: TOROMTO

Table Mame: ActivityCode
Activity Code Marne Activity Code Murnber
Booking 431
Sold_Service 460
Mewspaper 457
Radic 458
Schedule_Inquing 430
Skillset_Default_Activity_Code ao
Systermn_Default_Activity_Code o
Television 459
“Wacation_lnguiny 440
“acation_Sales 441

Printed By: sysadmin 4/29/99 8:13:38 AM Page: 1
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Agent By Supervisor Properties

Description

The Agent By Supervisor Properties report lists agents and the supervisors to
whom they are assigned. Agents can have multiple supervisors. Therefore, an
agent may appear multiple timesin the report.

View

s SupervisorAgentAssignment
Template

s config3Ll.rpt
Filters

m  supervisor logon ID
m  supervisor name

Field descriptions

Report field View field/Formula

Supervisor Name & ID SupervisorGivenName SupervisorSurName
SupervisorTelsetL oginlD

Assigned Agent Name AgentGivenName AgentSurName
Phoneset Login ID AgentTelsetLoginlD

Supervisor Type Type
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Bestair Airlines
Site Name: TORONTO

Agent By Supervisor Properties

Table Mames: Supervisoragentassignment

Supervisor Name & ID

Brandon oo
Donna Royee
Dwlan Marcus
Fred Gogolek
LorivWandenberg
Ronnie Heinkz
Sara Fargus
Steven Chung
Tajinder Singh
Torn Wilson

Supervisor Name & ID

Bert Katerberg
Brandon oo
Fred Gogolek
James Jones
LorivWandenberg
Steven Chung
Terry Davidson
Torn Wilson
Toni Di Angelo

Supervisor Name & ID

James Jones

Supervisor Name & ID

Bev Arthur
Seorge Kurkz
Marie Beauvallet
Mark Schuliz
Rose Stefanopol
Stella Conner
Tajinder Singh
Torn Wilson

Assigned Agent Mare

: Pat Wilson - 7871

: Chris Konings - 7870

: Marta Mitchell - 7877

: Cindy Wong - 7872

is

Phonesst Login ID

G341
G340
G344
6353
G763
6912
G911
G351
6913
G761

6739
G341
6353
G703
G763
G351
8959
G761
G7GE

G703

GG22
G631
GG25
GG05
GG02
GG23
6913
G761

Supervisor Type

Reporting
Reporting
Reporting
Associated
Reporting
Reporting
Reporting
Associated
Reporting
Reporting

Reporting
Reporting
Reporting
Associated
Associated
Reporting
Reporting
Associated
Reporting

Reporting

Reporting
Reporting
Reporting
Reporting
Associated
Reporting
Reporting
Associated

config 2 oot

Printed By: sysadmin 5/26/99 9:09:14 AM

Pane: 1
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Agent Properties

Description

The Agent Properties report presents agent information in the following
categories:
m  general information—including threshold class name, department, and title

= agent call presentation information—including call presentation options
defined for the agent’s call presentation class

m  phoneset information—including port information for the phoneset at
which the agent is logged on, and the agent’s personal or directory number

= supervisor information—which lists the agent’ s supervisors

Where properties are defined

Agent properties are defined on the User Properties property sheet for each

agent.
Views

= Agent

s SupervisorAgentAssignment
Template

= configb.rpt
Filters

= agentlogonID
= agent name
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General fields

Agent Call Presentation fields

Report field

View field/Formula

Agent Name & I1D

Threshold Class
Department
Title

Comment

Agent.GivenName Agent.SurName
Agent.TelsetLoginlD

Agent.ThresholdTemplateName
Agent.Department
Agent.Title

Agent.Comment

Report field

View field/Formula

Call Presentation Class
Cadll Force Option
Cadl Force Timer Delay

Reserve for Network Call
(Networking option only)

Return To Queue On No
Answer

Return To Queue Wait
Interval

M ake Phoneset
DN On Hold
Union Break Timer

Agent.TemplateName
Agent.CallForceOption
Agent.CallForceDelay Timer

Agent.TelsetShowReserve

Agent.ReturnToQueueOnNoANnswer

Agent.ReturnToQueueWaitlnterval

Agent.ReturnToQueueM ode
Agent.AlternateCallAnswer
Agent.UnionBreak Timer
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Phoneset fields

Report field View field/Formula
Phoneset Login ID Agent.TelsetLoginlD
Personal DN Agent.PersonalDN
Switch Port Address Agent.SwitchPortAddress
Switch Port Name Agent.SwitchPortName
Switch ID Agent.SwitchlD

Supervisor fields

Report field View field/Formula

Supervisor Name SupervisorAgentA ssignment. SupervisorSurname
SupervisorAgentAssignment. SupervisorGivenName

Supervisor Phoneset  SupervisorAgentAssignment. Supervisor Tel setLoginl D
Login ID

Type SupervisorAgentAssignment. Type
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Bestair Airlines
Site Name: TOROMNTO

Agent Properties

Table Mames: Agent, SupervisoragentAssignment

Agent Name & ID: James Jones-- G708

General

Threshold Class:
Departrnent:
Title

Cormrment:

Agent Call Presentation

Zall Presentation Class:

Zall Foree COption:

Zall Force Timer Delay:

Reserve for Metwork Call:

Return To Queus On Mo Answer:
Return To Queus Wait Interval:
Make Phoneset:

DM on Hold:
Union Break Tirmer:

Phonessat

FPhonesst Login ID:
Personal DM:
Switch Port Address
Switch Port Marme:
Switch 1D

Supervisor Mame
Zhris Konings
Marta Mitchell

Agent_Template

Wacations
“acations Specialist

Senior_Agent
v

10

Al

s

15

Mot Ready

Al
5

G708
3119
8-0-2-5
8-0-2-5

Supervisor Phoneset Login ID

7870
E-rrd

Tupe
Associated
Reporting

CHREFSRTSTECoTG 5. i

Printed By: sysadmin 6/25/00 4:58:27 PM

Page 1 of 3
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Agent Skillset Properties

Description

The Agent Skillset Properties report lists general agent information and skillset
assignments. General information includes department, title, and assigned
templates. Skillset information includesthe skillset name and the agent’s priority
within the skillset.

Where properties are defined

Agent skillset properties are defined on the Skillsets — User Properties property

page.
Views

= Agent

s SkillsetByAgent

m  Skillset
Template

s config29.rpt
Filters

= agentlogon ID
= agent name

Field descriptions

Report field View field/Formula

Agent Name & ID Agent.SurName Agent.GivenName
Agent.TelsetLoginlD
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Report field

View field/Formula

Phoneset Login ID
Personal DN

Call Presentation Class
Threshold Class
Skillset Name

Skillset State

Priority

Agent.TelsetLoginlD
Agent.PersonalDN
Agent.AgentTemplateName
Agent.ThresholdTemplateName
Skillset.Skillset
SkillsetByAgent. SkillsetState
SkillsetByAgent.Priority
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Agent Skillset Properties
BestAir Airlines
Site Name: TORONTO
Table Names: Agent, SkillsetByAgent, Skillset
Agent Name & ID: James Jones - 6703
FPhoneset Login ID 6702
Parsonal Dhl; 19
Call Presentation Class: Senior_Agernt
Threshold Class: Agent_Template
Skillset Mame Skillset State Priority
Backings Standby nia
Eurcpean_Vacations Adctive 1
Yacations Active 2
Agent Name & ID: Jon Carlos - 6709
Fhoneset Login IO 6709
Personal Okl 3120
Call Presentation Class: Senior_Agernt
Threshold Class: Agent_Template
Skillset Mame Skillset State Priority
Backings Standby nia
Eurcpean_‘acations Active 1
Wacations Active 2
Agent Mame & ID: Toni Morelli - 6710
Phoneset Login 10 B710
Personal DM 312
Call Presentation Class: Senior_Agert
Threshold Class: Agent_Template
Skillset Mame Skillset State Priority
Bookings Standby nia
European_‘acations Active 1
Wacations Active bl
conflg 3% ot
Printed By: sysadmin 51099 11:36:43 AM Page: 1
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Application Script Properties

Description

The Application Script Properties report describes the relationship between
application scripts.

Definition: Parent script

A parent script is any script that directs a call to another secondary script.

Definition: Child script

A child script is asecondary script to which a primary script or another
secondary script directsacal.

View

s ApplicationByScript
Template

s configl4.rpt
Filter

= gpplication name

Field descriptions

Report field View field/Formula
Parent Script Name ParentName
Child Script Name ChildName
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Bestair Airlines

Site Marme: TORCOMNTO
Table Marme: ApplicationBywScript

Application Script Properties

Parent Script Mame
Booking_Script

Cargo_Script

Master_Script

“Yacation_Script

Child Script Mame
Busy_Booking
IR _Booking
Might _Booking
Busy_Cargo
VR _Cargo
Might_Cargo
Booking_Script
Busy_hain
Cargo_Script
IR _Main
right_hiain
“Yacation_Script
Busy_‘/acation
VR _Wacation
Might _/acation

configt il

Printed By: sysadmin 51099 11:23:08 AM

Pane: 1
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Application Template Properties

Description
The Application Template Properties report lists al your applications. For each

application, it providesthe service level threshold, threshold class, and threshold
levels.

Views
= Application
m  ApplicationThresholdTemplate

Template
s configl5.rpt

Filter
= gpplication name

Field descriptions

Report field View field/Formula

Application Name Application.Name

Call By Call Application.CallByCall

Threshold Class ApplicationThresholdTemplate.Name
Field ApplicationThresholdTemplate.Field
Level 1 ApplicationThresholdTemplate.Level 1
Level 2 ApplicationThresholdTemplate.L evel 2
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Bestair Airlines
Site Marme: TORCOMNTO

Application Template Properties

Table Mames: Application, ApplicationThresholdTemplate

Application Name: ACD_DN_Application

Service Level Threshold:
Call By Call:
Thresheld Class:

Field

Application Name: Booking_Script

Service Level Threshold:
Call By Call:
Thresheld Class:

-

ield

Application Mame: Cargo_Script

Service Level Threshold:
Call By Call:
Thresheld Class:

-

ield

Application Name: Master_Seript

Service Level Threshold:
Call By Call:
Thresheld Class:

-

ield

Application Name: NACD_DN_Application

Service Level Threshold:
Call By Call:
Thresheld Class:

-

ield

Application Name: Network_Script

Service Level Threshold:
Call By Call:
Thresheld Class:

-

ield

20
2
Application_Template

Service Level

Threshold

20

20
2
Application_Template

Service Level

Threshold

20

20
2
Application_Template

Service Level

Threshold

20

20
2
Application_Template

Service Level

Threshold

20

20
2
Application_Template

Service Level

Threshold

20

20
2
Application_Template

Service Level

Threshold

20

Lewel 1

Lewel 1

Lewel 1

Lewel 1

Lewel 1

Lewel 1

Lewvel 2

Lewvel 2

Lewvel 2

Lewvel 2

Lewvel 2

Lewvel 2

config! gl
Primted By sysadmin 5410/99 11:28:01 AM

Page: 1
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CDN Properties

Description

The CDN Properties report liststhe CDNs and their assigned names.

Definition: CDN

A Controlled Directory Number (CDN) is anumber configured in the switch as
the entry point for callsinto the Symposium Express Call Center.Y ou can
configure multiple CDNs in the switch and associate them with the master script
of the Symposium Express Call Center.

Where properties are defined

CDN properties are defined on the CDN Properties property sheet.

View

= CDN
Template

= config7.rpt
Filters

= CDN
= CDN name
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Field descriptions

Report field View field/Formula
CDN Number CDN

CDN Name Name

Cal Type Type
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BestAir Airlines
Site Name: TORONTO
Table Name: CON

CDN Properties

DM Murnber

3750
3751
3752
3753
3754
3755
3756
3757
3758
3759

SDM Mare
2750
2781
2752
2743
2754
27485
2756
2757
2748
2750

Call Type
Local
Local
Local
Local
Local
Local
Local
Local
Local
Local

conTig T il

Printed By: sysadmin 51099 11:34:15 AM

Pane: 1
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Database View Definitions

Description

The Database View Definitions report generates a completelist of the database
views available in the Symposium Express Call Center database. You can use
these views to design user-created reports.

For each database view, the report lists the fields in the view. For each field, the
report provides the field type and length.

View
s Views

Template
s config34.rpt

Field descriptions

Report field View field/Formula
Field Name ColumnName
Type Type
Length Length
Field types
Field type Description Value range Size
binary binary data n/a n bytes, data
dependent
char fixed character n/a n bytes

length

Reports and Displays Guide
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Field type Description Value range Size

datetime timestamp Jan1,1753toDec 31, 8bytes
9999

int integer —2147483648t0 4 bytes
2 147 483 647

smalldatetime timestamp Jan 1, 1900 to June 6, 4 bytes
2079

smallint small integer — 32768 to 2 bytes
32 767

tinyint tiny integer 0to 255 1 byte

varchar variablelength  n/a n bytes, data

character dependent
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Database View Definitions
Beastair Airlines
Site Name: TORONTO
Tahle Mame: views
Wiew Marme Field Mare Type Length
AccessRights
Readfccess char 1
WriteAccess char 1
ExecuteAccess char 1
ReadAgentficeess char 1
writeAgenticcess char 1
CreateDeleteAccess char 1
Executefgenticcess char 1
ReadallAgenthccess char 1
wyriteAllAgentiecess char 1
ExecuteAlligenticcess char 1
CreateDeleteAgenticcess char 1
CreateDeleteAllAgenticeess char 1
Objectiey int 4
ObjectHame wvarchar 3z
GroupMarne wvarchar 40
FPCLoginMarme wvarchar 40
Surbame warchar Gd
SivenMarne wvarchar G4
Comment wvarchar 127
ActivityCode
Marme wvarchar 30
ActivihCode wvarchar 32
Agent
ZallForceOption char 1
TalsetShowResarve char 1
Alternate CallAnswer char 1
FeturnToQueuenhoAnswer char 1
UnionBreakTimer srnallint 2
ReturnToQueueiaitinterval stnallint 2
Switch|D int 4
TernplatelD int 4
CallForceDelayTirner int 4
ThresholdTernplate|D int £
UserlD binary 16
TelsetLoginlD varchar 16
TernplateMName wvarchar 30
SwitchPorthlame warchar a0
SwitchPorthddress wvarchar 20
ThresholdTermplate™ame varchar 30
FersonalDM wvarchar 32
Title warchar Gd
CHREFORT SO g3, ot
Printed By: sysadmin 6/25/09/5:05:05 PM Page 1 of 57
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DNIS Properties

Description

The DNIS Properties report lists each DNISand its assigned name. It also
displays the service level threshold.

Definition: DNIS

Dialed Number Identification Service (DNIS) alows you to identify the dialed
number for calls coming into the call center. Typicaly, DNIS numbers are used
for 1-800 numbers. For example, a company may give customersdifferent
1-800 numbers for sales and customer service calls.

Where properties are defined

DNIS Properties are defined on the DNIS Properties property shest.

View

s DNIS
Template

s configlO.rpt
Filters

= DNIS
= DNISname
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Field descriptions

Report field View field/Formula

DNIS Name and Number DNISName, DNIS
Service Level Threshold  ServicelLevel Threshold
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DNIS Properties

Bestair Airlines

Site Mame: TOROMNTO

Table Name: DMIS

Service Level

DHIS Marne and Murnber Threshold
Carporate_Gold - 5559000 15
Carporate_Service - 5559010 a0
Fersonal_Gold - 5553100 20
Fersonal_Service - 5553110 40

config 13 i

Printed By: sysadmin 51099 11:34:55 AM Pane: 1
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Formula Properties

Description

The Formula Properties report lists al of the customized formulas and their
definitions as they appear in real-time displays. You can use formulas to create
customized real-time statistics fields by combining existing statistics fields with
mathematical operators.

Where properties are defined

Formula properties are defined on the Formula Properties property sheet.

View
s Formula

Template
s configl7.rpt

Field descriptions

Report field View field/Formula
Formula Name Name

Class Class

Comment Comment
Definition Definition
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Formula Properties

Bestair Airlines
Site Name: TORONTO
Table Mame: Formula

Formula N %_Aband d_Aft_Threshold
Class: Application

Cornment:

Definition: 2800104™100/%622001032

Formula Name: %_MNtwk_Answd_within_Srv_Lwvl

Class: Metwork
Cornment:
Definition: (3%2200406-362200407)"1 00/% 2200406

Formula Name: %Calls_Abandoned

Class: Application
Cornment:
Definition: 2800103 00/ 22001 03+% 22001 08)

Formula Name: %Metwork_Service_Level

Class: Metwork
Cornment:
Definition: ((3%2800402+%2200406)-(%2200400+% 22004071 00/(%2800406+%2200408)

Formula Name: %hService_Lewvel

Class: Application
Cornment:
Definition: (328001 06+% 22001 03)-(% 22001 07 +3%28001 041 00/(% 28001 06+3%2200103)
conTig 17 i
Printed By: sysadmin 51099 11:11:04 AM Pape: 1
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Historical and Real Time Statistics Properties

Description

The Historical and Real Time Statistics Properties report liststhe historical and
real-time statistics you configured the Symposium Express Call Center to
collect.

Note: You cannot schedul e user-defined reports using this standard report as a
template.

Real-time statistics collection modes

You can collect real-time statistics in the following modes.

Moving window mode

In moving window mode, statistics shown represent the last 10 minutes of
system activity.

Interval-to-date mode

In interval-to-date mode, statistics are collected only for the current interval
(defined on the Real-time Statistics Configuration property sheet). When the
interval isover, datafieldsinitialize to O (zero), and collection begins for the
next interval.

Where properties are defined

Real-time statistics collection properties are defined on the Real-time Statistics
Configuration property sheet. Historical statistics collection properties are
defined on the Historical Statistics Configuration property sheet.

Views
s HistoricalStatCollection
s HistoricalStatDuration
m  HistoricalStatStorage
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s ReaTimeStatCollection

Template

= configl.rpt

Historical Collection fields

Report field View field/Formula

Application Historical StatCollection.Application

CDN Historical StatCollection.CDN

Skillset Historical StatCollection.Skillset

Activity Code Historical StatCollection.ActivityCode
DNIS Historical StatCollection.DNIS

Trunk Historical StatCollection. Trunk

Route Historical StatCollection.Route
RAN/Music Route Historical StatCollection.RANM usicRoute

Agent Performance
Agent By-Application
Agent By-Skillset
Agent Login/Logout
IVR ACD-DN Statistics
IVR Port Statistics

IVR Port Login/Logout

Historical StatColl ection.AgentPerformance
Historical StatCollection.AgentByApplication
Historical StatCollection.AgentBy Skill set
Historical StatCollection.AgentL ogin
Historical StatCollection.IVR

Historical StatCollection.|VV RPort

Historical StatCollection.|VV RPortL ogin

Network Call (Networking Historical StatCollection.NetworkCall

option only)
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Report field

View field/Formula

Network Out Call
(Networking option only)

Historical StatCollection.NetworkOutCall

Historical Duration fields

Report field

View field/Formula

Days Of Interval

Days Of Daily

Weeks Of Weekly
Months Of Monthly
Days of IVR Port Login

Days of Agent Login and
Logout

First Business Day Of the
Week

Business Hours Per Day
Business Days Per Week
Days Of Call By Call

Historical StatDuration.DaysOf Interval
Historical StatDuration.DaysOfDaily
Historical StatDurati on.WeeksOf Weekly
Historical StatDuration.M onthsOfM onthly
Historical StatDuration.DaysOflV RPortLogin

Historical StatDuration.DaysOf AgentLogin

Historical StatDuration.FirstDayOfWeek

Historical StatDuration.Busi nessHoursPerDay
Historical StatDuration.BusinessDaysPer\Week
Historical StatDuration.DaysOfCalIByCall

Historical Storage fields

Report field View field/Formula

Parameter Historical StatStorage.Parameter
System Historical StatStorage.System
Purchased Historical StatStorage.Purchased
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Report field

View field/Formula

Configured

Historical StatStorage.Configured

Real TIme Properties fields

Report field

View field/Formula

Moving Window

Interval to Date

Interval Duration
Interval Start Time

Minimum Refresh Rate

The Moving Window fields indicate whether
statistics in each of the following statistics groups
can be displayed in moving window mode:

m skillset statistics
(Real TimeStatColl ection.MW Skill set)

= agent statistics
(Real TimeStatCollection.MWA gent)
» cal center summary
(Real TimeStatCollection.MWNodal Call)

The Interval To Date fields indicate whether
statistics in each of the following statistics groups
can be displayed in interval-to-date mode:

» skillset (Real TimeStatCollection.I TDSkill set)
» agent (Rea TimeStatCollection.I TDAgent)

» cal center summary
(Real TimeStatCollection.I TDNodal Call)

Real TimeStatCollection.Interval Duration
Rea TimeStatCollection.Interval StartTime
Real TimeStatCol lection.MinRefreshRate
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Bestair Airlines
Site Name: TORONTO

Historical and Real Time Statistics Properties

Table Mame: HistaricalStatCollection, HistoricalStatDuration, HistoricalStatStorage, RealTimeStatCollection

Historical Collection Properties

Application:

COM:

Skillset:

Activity Code:

DrIE

Trunk:

Route:

RARMusic Routa:
Agent Ferformance:
Agent By-Application:
Agent By-Skillset:
Agent Login/ Logout:
WR ACD-DM Statistics:
VR Port Statistics:

VR Port Login/ Logout:

Metwark Call:
Metwaork Out Call:

Historical Duration Properties

Days Of Interval:
Days Of Daily:
Weeks OfWeekly:
Months Of Manthly:

Days Of VR Voice Port Login:
Days Of Agent Login and Logout:
First Busineass Day Of the Weeak:

Business Hours Per Day:

Business Days PerWeek:

Days of Call By Call:

B I I A U T T S T G Ry

R

z0
31
26
36
3
3
Sunday
El
fal

fal

coafigl .l
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IVR Queue and Port Properties

Description

ThelVR Queue and Port Properties report lists the name, number, and threshold
class for each Interactive Voice Response (1VR) system queue (ACD-DN), as
well as the voice ports assigned to the queue.

Where properties are defined

IVR ACD-DN properties are defined on the ACD-DN Properties property sheet.
IVR port properties are defined on the Voice Port Properties property sheet.

Views

= IVRQueue

= |VRPort

= |VRThresholdTemplate
Template

configll.rpt
Filters

= VR QueuelD
= |VR Queue Name

Field descriptions

Report field

View field/Formula

IVR Queue Name and ID
Service Level Threshold

IVRQueue.Name IVRQueue.lVRQueuel D

I'VRQueue.Servicel evel Threshold
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Report field View field/Formula
Acquired IVRQueue.Acquire
Status IVRQueue.Status

IVR ACD-DN Name and
ID

IVR Port Switch ID

IVR Port Switch Address
Switch Port Name

IVR Threshold Class

Template Field Name
Template Level 1
Template Level 2

IV RPort.Name |V RPort.IV RPortl D

IV RPort.SwitchPort| D
IV RPort.SwitchPortAddress
IV RPort.SwitchPortName

IV RThresholdTemplate.Name
I'VRThresholdTemplate. Templatel D

IV RThresholdTemplate.Field
IVRThresholdTemplate.Level 1
IV RThresholdTemplate.Level 2
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IVR Queue and Port Properties
Bestair Airlines
Site Mame: TORONTO
Table Mames: WMRQueue, WREFort, WRThresholdTemplate
IVR Queue Name and ID: GIVE IVR queue 3650 - 3650
Service Level Threshold 20
Acquired: s
Status: Acquired
WRACD-DMN Marme and Murnber: WP 12-0-2-0- 0 IWE Threshold Ternplate Class: WR Termplate
VR Port Switch ID: 1 Termplate Field Short Call
IvR Port Switch Address 12-0-2-0 Termnplate Level 1: )
Swiitch Paort Marme: WP 12-0-2-0 Termnplate Level 2:
WRACD-DMN Marme and Murnber: WP 12-0-2-1 - 1 IWE Threshold Ternplate Class: WR Termplate
VR Port Switch ID: 1 Termplate Field Short Call
IvR Port Switch Address 12-0-2-1 Termnplate Level 1: )
Swiitch Paort Marme: WP 1 2-0-2-1 Termnplate Level 2:
IR ACD-DM Mame and Mumber: WP 12-0-3-2 - 10 IWR Threshold Ternplate Class: YR Ternplate
VR Port Switch ID: 1 Termplate Field Short Call
IvR Port Switch Address 12-0-3-2 Termnplate Level 1: )
Swiitch Paort Marme: WP 12-0-3-2 Termnplate Level 2:
WRE ACD-DMN Marme and Murnber: WP 12-0-3-3 - 11 IWE Threshold Ternplate Class: WR Termplate
VR Port Switch ID: 1 Termplate Field Short Call
VR Port Switch Address 12-0-3-3 Termnplate Level 1: )
Swiitch Paort Marme: WP 12-0-3-3 Termnplate Level 2:
IR ACD-DM Marme and Mumber: WP 12-0-3-4 - 12 IWR Threshold Ternplate Class: YR Ternplate
VR Port Switch ID: 1 Termplate Field Short Call
IvR Port Switch Address 12-0-3-4 Termnplate Level 1: )
Swiitch Paort Marme: WP 12-0-3-4 Termnplate Level 2:
WRACD-DMN Marme and Murnber: WP 12-0-3-5-13 IWE Threshold Ternplate Class: WR Termplate
VR Port Switch ID: 1 Termplate Field Short Call
VR Port Switch Address 12-0-3-5 Termnplate Level 1: )
Swiitch Paort Marme: WP 12-0-3-5 Termnplate Level 2:
WV ACD-DM Marme and Mumber: WP 12-0-3-6- 14 IR Threshaold Template Class: WR_Termplate
VR Port Switch ID: 1 Termplate Field Short Call
VR Port Switch Address 12-0-3-6 Termnplate Level 1: )
Swiitch Paort Marme: WP 12-0-3-6 Termnplate Level 2:
canfigt 1.
Printed By: sysadmin 51099 11:02:34 AM Pane: 1
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Logged in Agent Position ID

Description

The Agent Position ID report lists agents and provides, for each one, login ID
and position ID, and (on the Meridian 1 switch) personal DN.

Note: Agent status information is written to the database every 15 minutes. This
report shows agent status as of the end of thelast 15-minute interval.

View

= Agent

m  eAgentLoginStat
Template

s config32.rpt
Filters

= agentlogonID
= agent name

Field descriptions

Report field View field/Formula

Agent Name eAgentL ogin.AgentSurName
eAgentLogin.AgentGivenName

Agent Login eAgentLogin.AgentLogin

Position ID eAgentLogin.PositionID

Personal DN Agent.Personal DN
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Logged In Agent Position ID

Bestair Airlines
Site Name:  TOROMNTO
Table Mame: eAgentLoginStat

Agent Mame Aert Login Paosition D Personal D
James Jones G708 2009 318
Jon Carlos E709 20mo 20
Toni Morelli E710 2026 MM
Donna Royce E340 2ma 3228
Brancon Yoo Bad 2my el

CAREPGRTSENcoTl 32,0

Printed By: sysadmin 5/10/99 11:24:03 AM Page 1 of 1
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Real Time Template Properties

Description

The Real Time Template Properties report lists each real-time display definition
and describes its properties.

Where properties are defined

Real-time display definition properties are defined on the Real-time Display

Properties property sheet.
Views

s ReadTimeTemplate

s RealTimeColumn

s Formula
Template

s config2l.rpt
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Field descriptions

Report field

View field/Formula

Template Name
Class

Refresh Rate
View Mode
Column Name
Formula Name
Format

Scale From
Scale To

Real TimeTemplate.Name

Real TimeTemplate.Class

Real TimeTemplate.RefreshRate / 1000
Real TimeTemplate.ViewMode

Real TimeColumn.L abel
Formula.Name

Real TimeColumn.Format

Real TimeColumn.ScaleFrom

Real TimeColumn.ScaleTo
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Zhe Mame:

keest

Real Time Template Properties

Tabke Mames: AealTimeTem plre, AeaMmecolm 1 aed Fom i

Templa® Name: Bhndard_ogent by_Buperular

Class: Agenl
Redesh Rak: 2
wiEw ModE Mcurg uind v
Colunn Hame Fomula Name Fomal Scae From Soae To
[ W HiA Texl - -
DN Oul LI Texl - -
Agenl I HiA Texl - -
Ul by LI Texl - -
L= | Hame HiA Texl - -
Peesllon 1D LI Texl - -
ncal: Shake HiA Texl - -
Agenl Firs] Hame Wi, Texl - -
Arcvemrd SHllze] LI Texl - -
Sapendsor Las| Hame Wi, Texl - -
Sapend=of Firs| Name LI Texl - -
Time In=Ake Ga) HiA Hi=z kogram om 3310
Time n =@k iR Time In Ime-¥ormal - -
Templa® Hame: Bbndard_CallCenerBummary
Class: Smmary
Revezk Rake: 5
wiew Mode Moung uindow
Colunn Hame Fomula Name fomal Soe from Soale To
Gal Genler NiA Texl - -
cals Are HiA Wumber - -
Calls el | NiA Number - -
Cals OTkred LI Wumber - -
Wk In Calls Are HiA Wumber - -
Wk InCals LI Wumber - -
Wk In Galls OtkEred HiA Wumber - -
Cals Ahardored Cals Ahardored Wumber - -
Templa® Hame: Bbandard_Bhill et Ol @lay
Clars: ZHllFel
Revezk Rake: 5
wiew Mode Moung uindow
Colunn Hame Fomula Name fomal Soe from Soale To
EMllsel WA Texl - -
Cals Are LI Wumber - -
Agenl Hrdy Wi, Number - -
Cals nal| LI Wumber - -
Agenl AusllEhle HiA Wumber - -
Agenlan DN Cal LI Wumber - -
Agenlon ncal HiA Wumber - -
Agenk N SEnice LI Wumber - -
Agenlon ACD-0 N Call HiA Wumber - -
L " LOHHC AP
Printed Ey: c'madmin OPANEAT 10QEEE Page 102
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Route Properties

Description

The Route Properties report lists each route, the assigned route name, and the
assigned threshold class name. It also displays the threshold times set for each
template.

Where properties are defined

Route properties are defined on the Route Properties property sheet.

Views

n Route

m  RouteThresholdTemplate
Template

= config9.rpt
Filters

s RoutelD
m  Route Name
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Field descriptions

Report field View field/Formula

Route Number Route.Routel D

Route Name Route.RouteName

Threshold Class RouteThresholdTemplate.Name

Field RouteThresholdTemplate.Field

Leved 1 RouteThresholdTemplate.Level 1

Leved 2 RouteThresholdTemplate.Level 2
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Route Properties

Bestair Airlines
Site Name: TORONTO
Table Mames: Route, RouteThreshaldTemplate

Route Name Route1
Thresheld Properties

Route Murnber 1 Field:  Short Call
Threshold Class Route_Template Lewel1: 10
Lewel 2:

Route Name Routet
Thresheld Properties

Route Murnber 1 Field: Service Lewel Threshold
Threshold Class Route_Template Lewel 1: 20
Lewel 2:

Route Name Route2
Thresheld Properties

Route Murmber 2 Field:  Short Call
Threshold Class Route_Template Lewel1: 10
Lewel 2:

Route Name Route2
Thresheld Properties

Route Murmber 2 Field: Service Lewel Threshold
Threshold Class Route_Template Lewel 1: 20
Lewel 2:

Route Name Route3
Thresheld Properties

Route Murmber 3 Field:  Short Call
Threshold Class Route_Template Lewel1: 10
Lewel 2:

Route Name Route3
Thresheld Properties

Route Murmber 3 Field: Service Lewel Threshold
Threshold Class Route_Template Lewel 1: 20
Lewel 2:
conlla@. il
Printed By: sysadmin 41099 11:32:45 AM Pape: 1
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Script Variable By Script

Description

For each script, the Script Variable By Script report lists the script type and
status, along with the names of the script variables used. For each variable, it
provides the status and type.

View

m  ScriptVariables
Template

s config36.rpt
Filter

m  script variable name

Field descriptions

Report field View field/Formula
Script Script

Status ScriptStatus

Type Type

Script Variable Name Variable

Status VariableStatus
Type VariableType
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Site Mame: ICCMMGENZ23
Table Mame: Scriptvariables

Script Variable By Script

Script : Load_script_local

Status:  Activated
Type: Frirmany

Status:  Activated
Type: Frirmany

Script : Master_Script

Status:  Activated
Type: Local Master

ScriptYariable Marme

Arun
LastLoadTestDay
FirstLoadTestDay
load_pri_vart
load_pri_varz
load_pri_var2
load_ss_list1
load_ss_list2

load_wait_tirmer

Script : Load_script_network

FirstLoadTestDay
load_pri_varz
load_pri_var2
load_ss_list1
load_ss_list2
load_wait_tirmer

Landoni¥illson

LastLoadTestDay
FirstLoadTestDay

Status

Activated
Activated
Activated
Activated
Activated
Activated
Activated
Activated
Activated

Activated
Activated
Activated
Activated
Activated
Activated
Activated

Activated
Activated

“Woice Segment
Day

Day

Friority

Friority

Friority
Skillset
Skillset

Integer

Day

Friority
Friority
Skillset
Skillset
Integer

“Woice Segment

Day
Day

CrMortenclentienRPTIC ONF G35, RAT

Printed By: sysadmin 10/5/99 10:24:33 AM
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Script Variable Properties

The Script Variable Properties report lists the group, type, status, and class of

Description
each variable.
View
m  ScriptVariableProperties
m  ScriptVariables
Template
s config35.rpt
Filter

m  script variable name

Field descriptions

Report field View field/Formula

Script Variable ScriptVariables.Variable

Status ScriptVariables.VariableStatus
Group ScriptVariableProperties.Grouping
Type ScriptVariables.VariableType
Class ScriptVariableProperties.Class
Comment ScriptVariableProperties.Comment

Referencing Script Name
Script Status

ScriptVariables.Script
ScriptVariables.ScriptStatus
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Report field View field/Formula

Script Type ScriptVariables.ScriptType
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Script Variable Properties
Bestair Airlines
Site Mame: TOROMTO
Table Mame: Scriptvariables, ScriptvariableProperties
Referencing Script Mare Script Status Script Type
Script Variable : Automated101
Status: Activated
Type: “Woice Segment
Sroup: Slobal Wariable
Class: Set OfValues
Cornment:
WR_SHIFTZ_BCASTANMOUMNCE  Activated Secondary
Script Variable : Flight101
Status: Activated
Type: “Woice Segment
Sroup: Slobal Wariable
Class: Set OfValues
Cornment:
WR_SHIFT1_BCASTANMOUMNCE  Activated Secondary
Script Variable : INTRINSIC1_SHIFTZ_EXPTIME
Status: Activated
Type: Seconds
Sroup: Slobal Wariable
Class: ltern
Camment: Expected wait tirme for
INTRISICZT _SHIFTZ2
INTRIMSIZT _SHIFTZ2 Activated Secondary
Script Variable : INTRINSIC2_SHIFT2_LEVEL2
Status: Activated
Type: Integer
Sroup: Slobal Wariable
Class: ltern
Cornment:
INTRIMNSIZZ_SHIFT Activated Secondary
Script Variable : INTRINSIC2_SHIFT2_LEVEL3
Status: Activated
Type: Integer
Sroup: Slobal Wariable
Class: ltern
Cornment:
INTRIMNSIZZ_SHIFT Activated Secondary
config25. ol
Printed By: sysadmin 5/10/99 3:50:01 PM Page 1 of 14
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Skillset Properties

Description

The Skillset Properties report describes all skillset properties, including the
skillset type (local or network), and the service level threshold defined for the
threshold class to which the skillset belongs.

Where properties are defined

Skillset properties are defined on the Skillset Properties property sheet.

View

= Agent

s Skillset

s SkillsetByAgent
Template

s configl6.rpt
Filter

s skillset name

Field descriptions

Report field View field/Formula
Skillset Name Skillset.Skillset
Comment Skillset.Comment

Call Source Preference
(Networking option only)

Skillset.Call SourcePreference
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Report field

View field/Formula

Cadl Age Preference
Service Level Threshold
Min Short Call Delay
Night Service Type
Mapped ACD-DN Number
Default Activity Code

Skillset Is Networked
(Networking option only)

Nodal Network Skillset
Name (Networking option
only)

Call Queue Requested Size
(Networking option only)

Flow Control Threshold
(Networking option only)

Comment (Networking
option only)

Use Round Robin
(Networking option only)

Agent Nameand ID

Priority

Skillset.CallAgePreference
Skillset.Servicel evel Threshold
Skillset.MinShortCallDelay
Skillset.NightServiceType
Skillset.DN
Skillset.ActivityCode
Skillset.IsNetworked

Skillset.NetworkSkillsetName

Skillset.CallRequestQueueSize
Skillset.CallRequestQueueSizeT hreshol d
Skillset.Network SkillsetComment
Skillset.UseRoundRobin
Agent.GivenName Agent.Surname

Agent.TelsetLoginlD
SkillsetByAgent.Priority
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Bestair Airlines
Site Name: TORONTO

Skillset Properties

Takble Mames: Skillset, Agent, SkillsetByaAgent

Skillset Name: European_VYacations

Cormment:

Call Source Preference
Call Age Preference:
Servica Lavel Thrashold:
Min Shart Call Delay:
Might Service Type:
Mapped ACD DN Mumber:
Skillset Is Matworkad:
Nodal Network Skillset Name:
Call Queus Request Size:
Flowy Cortrol Threshold:
Use Round Robin:

Cormment

AgentMarne and ID
Toni Moreli -- 5710
Jon Carlos -- G708
James Jones -- G708

Skillset Name: VYacations

Comment;

Call Souree Preference
Call Age Preference:
Service Level Threshold:
Min Short Call Delay:
Might Service Type:
Mapped ACD DN MNumber:
Skillset |s Metworked:
MNodal Network Skillset Name:
Call Queue Requast Size:
Flowy Cortrol Threshold:
Use Round Robin:

Caormment:

AgentMNarne and ID
Tani Mareli -- 710
Jon Carlos -- 6709

Jamas Jones -- G702

Mone

First in Queue
20

10

Mone

A

A

European_Yacations
a0
10

s

Mone
Firstin Queue
20
10
Mone
(R
A
Vacations
a0
10
v

Eriority

CARERTRTSENCOTE 18, il

Printed By: sysadmin 4/15/99 10:15:32
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Supervisor Properties

Description

The Supervisor Properties report lists all Symposium Express Call Center
supervisors by name and threshold class. The report includes port information,
personal or directory number, logon information, comments, and all names of
the agents (reporting and associated) assigned to the supervisor.

Where properties are defined

Supervisor Properties are defined on the User Properties property sheet.

Views
= SupervisorAgentAssignment
= Supervisor

Template
s config4.rpt

Filters

m  supervisor logon ID
m  supervisor name

Field descriptions

Report field View field/Formula

Supervisor Name & ID Supervisor.Given Name Supervisor.SurName
Supervisor.TelsetLoginiD.

Threshold Class Supervisor. ThresholdTemplateName

Supervisor Template Name Supervisor. TemplateName
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Report field View field/Formula

Switch Port Address Supervisor.SwitchPortAddress

Switch ID Supervisor.SwitchlD

PC Login Name Supervisor.PCLoginName

Personal Directory Number Supervisor.Personal DN

(DN)

Comment Supervisor.Comment

Supervisor Type SupervisorAgentAssignment. Type

Agents Assigned SupervisorAgentAssignment. AgentGivenName

SupervisorAgentAssignment.AgentSurName
SupervisorAgentAssignment.AgentTelsetL oginl D
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Supervisor Properties
BestaAir Airlines
Site Mame: TORONTO
Tahle Mames. SupervisorAagentfssignment, Supervisor
Supervisor Name & ID: Pat Wilson -- 7671
Threshald Class: Agent_Ternplate
Supervisor Template Mame: Supervisors
Switeh Port Address: §-0-2-2
Switch 1D 1.00
PC Login Narne: puwilsan
Comment:
Supervisor Type Agents Assigned
Reporting Sara Fargus - 69141
Reporting Ronnie Heintz- 6912
Reporing Dylan Marcus - G544
Reporing Donna Royce - G240
Reporting Tajinder Singh - 6213
Reporting Lori Yandenberg - 6763
Reporting Tom Wilson - 6761
Reporting Brandon Wao - BE44
Associated Steven Chung - 6351
Associated Fred Gogolek - 6253
Supervigor Mame & ID: Chris Konings -- 7870
Threshald Class: Agent_Template
Supervisor Ternplate Marme: Supervisors
Switch Port Address: 8-0-2-9
Switch 1D 1.00
PC Login Marne: skoning
Cormment:
Supervisor Type Agents Assigned
Reporting Steven Chung - 6351
Reporing Terry Davidson - 8959
Reporting Toni Di Angelo - GTEE
Reporting Fred Gogolek- 6253
Reporting Bert Katerberg - 5759
Reporing Brandon oo - 5341
Associated James Jones- 67038
Associated Lori Wandenberg - 6763
Associated Torm Wilson - 6761
Supervisor Mame & ID: Marta Mitchell -- 7877
Threshald Class: Agent_Template
Supervisor Termplate Mame: Supervisors
Switch Fort Address: §-0-2-3
Switeh 1D 1.00
P Login Mame: mmitch
Comment:
Supervisor Type Agents Assigned
Reporting Jarnes Jones - 6708
Supervisor Mame & ID: Cindy Wong -- 7872
Threshald Class: Agent_Template
Supervisor Template Mame: Supervisors
Switch Port Address: 2-0-2-5
Switeh ID 1.00
FC Login Mame: cwrong
Sormment:
Supervisor Type Agents Assigned
Reporing Bev Arthur- G622
£ HREpoAIENCoATE. ot
Printed By: svsadmin 6/19/99 09:30:00 AM Page 1 of 2
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Telephone Display Properties

Description

You can configure the order in which Symposium Express Call Center displays
information (such as caller line ID, or CLID, and caller name) on agent

phonesets.

The Telephone Display Properties report lists the configured display types, the
width of the display, and the number of rowsin the display.

Where properties are defined

Telephone display properties are defined on the Telephone Display Properties

property sheet.
View

s PhoneSetDisplay
Template

= config6.rpt

Field descriptions

Report field

View field/Formula

Telephone Display Set
Type Name

Field Name
Width

Row

DisplayTypeName

FieldName
Width

Row
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Telephone Display Properties

BestAir Airlines
Site Name: TORONTO
Table Mame: PhoneSetDisplay

Telephone Display Set Type Name: 1x24 & 1x18 Alphanumeric

=
E3
3
0
o
=

Field Marne
Custorner's Total Wait Tirme
CDM Murnber

Skillset

m

contiaE. ol

Printed By: sysadmin 51099 11:46:32 AM
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Section E: IVR reports

In this section

IVR Port First Login/Last Logout 274
IVR Port Statistics 276
IVR Queue Statistics 279
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IVR Port First Login/Last Logout

Description

The IVR Port First Login/Last Logout report provides information on the first
logon to and last logoff from the server. The report lists the ports on which the
first logon and last logoff occurred, and the time at which these events occurred.

View
s elVRPortLoginStat

Template
= em-resb.rpt

Field descriptions

Report field View field/Formula
Time Time
Port ID IVRPortID
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IVR Port First Login / Last Logout

BestAir Arlines Report interyal: 1001500 20 April, 1999 - 10:30:00 20 April, 1999
Ste Mame: TOROMTO
Table Name: elvVREPorLoginztat

Tim= Port ID

First Login Details

4720793

102712

Last Logout Details

4720793

1026817

snorEns. ol

Printed By: sysadmin 4/21/99 11:22:37 AM Page:
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IVR Port Statistics

Description

The IVR Port Statistics report shows summarized statistical information
grouped by IVR port. The report provides detailed information about specific
IVR ports used within the call center. For each port specified, the report shows
the total number of calls answered, conferenced, and transferred.

The IVR Port Statistics report also indicates the amount of time the port was
available to take calls and how much time was spent waiting to receive cals.
Thereport helps you determine whether a specific port may be causing poor
performance within an IVR queue.

Views
s |VRPortStat

Collection frequency

= interval

= daily

= weekly

= monthly
Templates

m im-resd.rpt

m  dm-resd.rpt

= wm-resd.rpt
= mm-res4.rpt

Filters
n IVR Port ID
n IVR Port Name
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Statistics
Report field View field/Formula
Answered CallsAnswered
Conferenced CallsConferenced
Transferred CallsTransferred
Logged In Time LoggedinTime
Not Ready Time NotReadyTime
Talk Time TalkTime
Waiting Time WaitingTime
Summaries

Thereport providestotalsfor each I VR port, and subtotals for each day, week, or
month, depending on the reporting period selected. For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for al IVR ports.
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Bestair Airlines
Site Mame: TOROMTO
Tahle Mame: iVRPortStat

IVR Port Statistics

Report Interval:  16:30:00 20 April, 1999 - 16:44:59 20 April, 1999

Answered Conferenced Logged In Time Mot Ready Time Talk Time Waiting Time
GRAND TOTAL
a5z u} u} 24:15:00 00:00:00 04:09:59 20:05:01

IVR Port Name & ID: VP 12020 - 12020
Summary: 20 o o 00:15:00 00:00:00 00:05:03 00:03:52

IVR Queue Name & ID: GIVE IVR queue 3650 - 3650
Summary: 20 u} u} 00:15:00 00:00:00 00:05:08 00:09:52

00:15:00 00:02:52

IVR Port Name & ID: VP 12021 - 12021
Summary: 19 o o 00:15:00 00:00:00 00:05:13 00:03:41

1 WR Queue Name & ID: GIVE IVR queue 3650 - 3650
Summary: 19 u} u} 00:15:00 00:00:00 00:05:19 00:09:41

00:02:41

IVR Port Name & ID: VP 12022 - 12022
Summary: 19 o o 00:15:00 00:00:00 00:04:43 00:10:12

IVR Queue Name & ID: GIVE IVR queue 3650 - 3650
Summary: 19 u} u} 00:15:00 00:00:00 00:04:42 o0:10:12

Im-sgad. gl

Page: 1
Printed By: sysadmin 4/22/99 11:57:01 AM
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IVR Queue Statistics

Description

The IVR Queue Statistics report shows summarized statistical information
grouped by VR queue. The report detail sthe performance of IVR queues, and is
especially useful for understanding call volume and delaysthat callers may have
experienced when attempting to access the IVR system.

If the report shows you that a particular VR queueis not performing well, equip
the IVR queue with more VR ports.

Views
s VRSt

Collection frequency

= interval

= daily

= weekly

= monthly
Templates

m im-res3.rpt

m  dm-res3.rpt

= wm-res3.rpt
= mm-res3.rpt

Filters
= VR QueuelD
= VR Queue Name
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Statistics
Report field View field/Formula
Offered CallsOffered
Answered CalsAnswered

Answered After Threshold CallsAnsweredAftThreshold

Answered Delay CalsAnsweredDelay

Confer'd CallsConferenced

Transf’'d CallsTransferred

Not Treated CallsNotTreated

Not Treated After CallsNotTreatedAftThreshold

Threshold

Not Treated Delay CallsNotTreatedDelay
Summaries

The report providestotals for each VR queue, and subtotals for each day, week,
or month, depending on the reporting period selected. For theinterval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for all IVR queues.
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IVR Queue Statistics

Site Marne: TORONTC Report Interval: 00:00:00 20 April, 1999 - 23:52:50 20 April, 1990
Table Marne: iWRStat

Answered Answered Mot Mot Treated Mot Treated
Offered Answered After Threshold Delay Confer'd Transf'd Treasted _After Thresh Delay

GRAND TOTAL
1277 207 o 00:02:14 o o 470 238 0z2:058:15

Gueue Name & ID: GIVE IVR queue 3650 - 3650

Summary: 470 0 0 00:00:00 0 0 470 235 02:08:15
420000
00:00 470 0 0 00:00:00 0 0 470 235 0Z:08:15
Daily 420,09 aiy

Queus

Queue Name & ID: 3660 - 3660

Summary: 248 248 o 00:01:03 o o o o 00:00:00
420589
00:00 248 248 o 00:01:03 o o o o

Daily 4/20/89

Queus

Queue Name & ID: 3670 - 3670

Summary: 223 223 o 00:01:03 o o o o 00:00:00
420589
00:00 223 223 o 00:01:03 o o o o 00:00:00
Daily 4720080 000 . e e S S i

Queus

Queue Name & ID: 3680 - 3680

Summary: 336 336 o 00:00:03 o o o o 00:00:00
420589
00:00 336 336 o 00:00:03 o o o o 00:00:00
Daily 420099

Queus

GRAND TOTAL

1277 207 o 00:02:14 o o 470 238 0z2:058:15

Imosgs el

Printed By: sysadmin 4/22/99 11:24:08 AM Page: 1
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Section F. Resource reports

In this section

CDN Statistics 284
Crosstab - CDN Statistics 287
Crosstab - DNIS Statistics 290
Crosstab - Route Performance 293
Crosstab - Trunk Performance 295
DNIS Statistics 298
Music/RAN Route Statistics 303
Route Performance 306
Trunk Performance 309
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CDN Statistics

Description

The CDN Statistics report details summarized call volumeinformation for the
CDNs configured on the server. The report displays the total number of cals
offered to the CDN and the total number of calls answered. The report also
provides terminated and abandoned call information.

CDN
A Controlled Directory Number (CDN) is a number configured on the switch as
the entry point for callsinto the Symposium Express Call Center.Y ou can
configure multiple CDNs in the switch.

View

This report uses the CDNStat view.

Collection frequency

You can collect CDN Statistics report information with the following

frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:
m  im-res7.rpt

s dm-res7.rpt

= wm-res/.rpt
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= mm-res/.rpt

Filters

This report can befiltered on

= CDN
= CDN name

Statistics

CDN Statistics reports contain the following statistics:

Report field View field/Formula

Offered CallsOffered

Answered CallsAnswered

Terminated CallsTerminated

Percent Terminated CallsTerminated / CallsOffered x 100

Abandoned CallsAbandoned

Percent Abandoned CallsAbandoned / CallsOffered x 100
Summaries

The report provides totals for each CDN, and subtotals for each day, week, or
month, depending on the reporting period selected. For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for all CDNs.
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Besthir Airines
Site Mame: TORCNTO
Tahle Mame: iCDMNStat

CDN Statistics

Repart Interval: 00:00:00 09 April, 1893 - 23:55:59 09 April, 1999

Percent Percent
oifered Answered Terminated Terminated Abandoned  Abandoned
GRAND TOTAL
73,507 37,799 35,492 48.28% 215 029
CDN Name & ID: 3750 - 3750
Summary: 5821 2,268 3522 E0.E1% 22 040
40099
1716 36 32 2z 5.56
17:45 ag a6 2 202
1200 352 felaxd o 0.00
1815 356 353 o 0.00
18:20 240 342 o 0.00
18:45 248 344 o 0.00
12:00 348 343 o 0.00
o

CDN Name & ID: 3751 - 3751

Summary: 5794 27248 3521 B0.77% 25 043
4/9/39
1715 <l 25 2 .45 4 12.90
17:46 &7 85 o 0.00 ] 0.00
12:00 355 354 o 0.00 ] 0.00
1815 348 340 a 0.00 T 2.0
12:30 350 248 o 0.00 2 057
18:45 350 348 a 0.00 4 1.14
19:00 340 345 o 0.00 3 088
1915 333 325 a 0.00 5 150
[t
Page: 1

Printed By: sysadmin 4/10/99 11:22:07 AM
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Crosstab - CDN Statistics

Description

The Crosstab - CDN Statistics report provides you with an at-a-glance view of

CDN performance (calls offered, calls answered, calls terminated, and calls
abandoned) for several days.Y ou can use this report to compare CDN
performance for the same reporting period on different days.

Views
s iCDNStat

Collection frequency
= interval

Templates
m  icross CDN.rpt

Filter
= CDN
= CDN name
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Statistics
Report field View field/Formula
Offered CallsOffered
Answered CalsAnswered
Terminated CallsTerminated
Abandoned CallsAbandoned
Summaries

The report providestotals for each CDN for each interval, as well as daily totals

for the CDN.
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Crosstab - DNIS Statistics

Description

The Crosstab - DNIS Statistics report provides you with an at-a-glance view of
DNIS performance (calls offered, calls answered, and calls abandoned) for
several days. You can use this report to compare DNIS performance for the same
reporting period on different days.

Views
s iDNISStat

Collection frequency
= interval

Templates
m  icross DNIS.rpt

Filter
= DNIS
= DNISname
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Statistics

Report field View field/Formula

Offered CallsOffered

Answered CallsAnswered

Abandoned CallsAbandoned
Summaries

Thereport provides totalsfor each DNIS for eachinterval, aswell asdaily totals

for the DNIS.
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Crosstab - Route Performance

Description

The Crosstab - Route Performance report provides you with an at-a-glance view
of route performance (all trunks busy and number of calls blocked by al trunks
busy) for severa days. You can use this report to compare route performance for
the same reporting period on different days.

Note: Calls blocked by all trunks busy statistics are pegged against the
Default_Route, 999.

Views
= iRouteStat

Collection frequency
= interval

Templates
m  icross route.rpt

Filter
s routelD
= route name
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Statistics
Report field View field/Formula
All Trunks Busy AllTrunksBusy
Cadlls Blocked By All CadllsBlockedByAll TrunksBusy
Trunks Busy
Summaries

The report provides totals for each route for each interval, as well as daily totals
for the route.
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Crosstab - Trunk Performance

Description

The Crosstab - Trunk Performance report provides you with an at-a-glance view
of trunk performance (calls offered, answered, and abandoned) for several days.
You can use thisreport to compare trunk performance for the same reporting
period on different days.

Views
s iTrunkStat

Collection frequency
= interval

Templates
m  icross _trunk.rpt

Filter
s trunk ID
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Statistics

Report field View field/Formula

Offered CallsOffered

Answered CallsAnswered

Abandoned CallsAbandoned
Summaries

The report providestotals for each trunk for each interval, as well as daily totals

for the trunk.
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DNIS Statistics

Description

The DNI'S Statistics report summarizes thetotal call volumeto each DNIS
number. The DNIS Statistics report liststhetotal calls answered, total caller wait
time, total calls abandoned, and the percentage of calls that abandoned after a
wait greater than or equal to the service leve threshold defined for the DNIS.

You can use thisreport to track call handling performance on products or
services associated with a particular DNIS number.

DNIS
Dialed Number Identification Service (DNIS) alows you to identify the dialed
number for calls coming into the call center. Typicaly, DNIS numbers are used
for 1-800 numbers. For example, a company might give customers different
1-800 numbersfor sales and customer service calls.

View

This report uses the DNISStat view.

Collection frequency

You can collect DNIS Statistics report information with the following

frequencies:
= interval
= daily

= weekly
= monthly
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Template

This report uses the following templ ates:

m  im-res6.rpt
m  dm-res6.rpt
= Wm-res6.rpt
= mm-res6.rpt

Filters
This report can befiltered on
= DNIS number
= DNISname
Statistics
DNIS Statistics reports contain the following statistics:
Report field View field/Formula
Offered CallsOffered
Answered CallsAnswered
Answer Delay CallsAnsweredDelay
Avg Ans Delay CallsAnsweredDelay / CallsAnswered
Ans After Threshold  CallsAnsweredAftThreshold
Disconnected CallsGivenForceDisconnect
Overflowed CallsGivenForceOverflow
Routed CallsGivenRouteTo
NACD Out CallsNACDOut
IVR Transf’d IVRTransferred
Default’d CallsGivenDefault
300 Symposium Express Call Center
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Report field View field/Formula
Given Busy CallsGivenBusy
Aban'd CallsAbandoned
Aband Delay MaxAbandonedDelay

Aban After Thresh CallsAbandonedAftThreshold

% Abn Aft Thresh CallsAbandonedAftThreshold /
CallsAbandoned x 100

Talk Time TakTime

Summaries

The report provides totals for each DNIS number, and subtotals for each day,
week, or month, depending on the reporting period selected. For the interval
reporting period, statistics are further broken down by interval. The report also
contains agrand total for all DNIS numbers.
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Music/RAN Route Statistics

Description

The Music/RAN Route Statistics report shows information about music and
recorded announcement (RAN) routes. For each route, the report provides the
number of route accesses and the route access time.

This report can help you pinpoint any routes that may be overloaded.

View

This report uses the RANMusicRouteStat views.

Collection frequency

You can collect Music/RAN Route Statistics report information with the
following frequencies:

Template

interval
daily
weekly
monthly

This report uses the following templ ates:

im-res8.rpt

dm-res8.rpt
wm-res8.rpt
mm-res8.rpt

Reports and Displays Guide 303



Standard reports Standard 1.0

Filters

This report can befiltered on

s routelD
= route name

Statistics

Music/RAN Route Statistics reports contain the following statistics:

Report field View field/Formula

Route Access RouteA ccess

Route Access Time RouteAccessTime
Summaries

The report provides totals for each music and RAN route, and subtotals for each
day, week, or month, depending on the reporting period selected. For the interval
reporting period, atistics are further broken down by interval. The report also
contains agrand total for al music and RAN routes.
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Bestair Airlines
Site Mame: TORCNTO
Tahle MName: iRAMMusicRauteStat

Music/RAN Route Statistics

Report Interval: 1501500 08 April, 1999 - 1:53:45:00 08 Spril, 1999

Route Acoess

Route Access Time

GRAND TOTAL

Route

975 00:14:13
Route Name & I0; Route - 1
Summary: 329 00:05:01
4/3189
%30 145 000203
345 184 0m02:58
Daily 458,99 s
Route
Route Name & ID: RouteZ - 2
Summary: 331 00:04 50
4800
30 178 00e02:3d
345 156 0002
Daily 4299 0
Route Name & ID: Routed - 3
Summary: 315 00:04 22
4/8/99
230 139 0m0:42
345 178 000238
Daily 45299

GRAND TOTAL
a8

00:14:13

-

Printed By: sysadmin 4/10/99 11:32:07 AM

Page: 1

Reports and Displays Guide

305



Standard reports Standard 1.0

Route Performance

Description

The Route Performance report shows summarized performance information
grouped by route. It describes the performance of the route asawhole, in
contrast to the Trunk Performance report, which tracks and displays individual
trunk performance.

The Route Performance report indicates how often and how long all trunks
within the route were busy.

Route

A routeisagroup of trunks with similar characteristics.

Example

A call center may direct two routes to each of its call center skillsets, depending
on the demographics of aparticular customer area. Each routeis configured with
multiple trunks.

View
This report uses the RouteStat views.

Collection frequency

You can collect Route Performance report information with the following

frequencies:
m interval
= daily

= weekly
= monthly
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Template

This report uses the following templ ates:

Filters

im-res2.rpt

dm-res2.rpt
wm-res2.rpt
mm-res2.rpt

This report can befiltered on

Statistics

route number
route name

Route Performance reports contain the following statistics:

Report field View field/Formula
All Trunks Busy AllTrunksBusy
All Trunks Busy Time AllTrunksBusyTime

Calls Blocked By All Trunks Busy CallsBlockedByAllTrunksBusy

Summaries

The report provides totals for each route, and subtotals for each day, week, or
month, depending on the reporting period selected. For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand tota for al routes.
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Route Performance

Besthir Airlines Repart Interval
Site Narme: TORGNTO

Table Marne:iRouteStat

16:30:00 08 April, 1999 - 15:45:00 08 April, 1009

Al Trunks Busy All Trunks Busy Time

Calls Blocked By All Trunks Bus:

GRAND TOTAL

Route

& 00:02:52 3
Route Name & ID: Route1 - 1
Summary: z 00:01:30 z
478199
1545 3 001:30 z
Daily 4/2099 3

Route Name & ID: Route? - 2

Route

Summary: 1 00:00:48 1

4/8/89
15:45 1 00:00:16 1
Caity 4/8/29 i

Route Name & ID: Route3 - 3

Summary: N 00:01:07 o
4/8/99
1645 4 00107 o
Daily 4/2m9 i
Route
GRAND TOTAL
8 00:02:52 3
[
Printed By: sysadmin 4/10/99 11:23:49 AM Page: 1
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Trunk Performance

Description

The Trunk Performance report shows summarized performance information
grouped by trunk.

The Trunk Performance report hel ps you understand call center traffic patterns.
Thereport lists the total call volumeby individual trunk, including total calls
abandoned, answered, and offered.

To further evaluate trunk and call center performance, the Trunk Performance
report also shows the amount of time callers waited for an answer and the
amount of time callers waited before abandoning their call.

If specific trunks are under-used or consistently backlogged, you can take action
to make these call center resources more efficient.

View
This report uses the TrunkStat views.

Collection frequency

You can collect Trunk Performance report information with the following

frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:

m  im-resl.rpt
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m  dm-resl.rpt
= wm-resl.rpt
= mm-resl.rpt

Filters

This report can befiltered on trunk number.

Statistics

Trunk Performance reports contain the following statistics:

Report field View field/Formula
Percent Utilization (Trunk Occupancy Time/ 900) * 100
Usage Time OccupancyTime
Abandon Delay CallsAbandonedDelay
Answer Delay CallsAnsweredDelay
Abandoned CallsAbandoned
Answered CallsAnswered
Offered CallsOffered
Summaries

The report provides totals for each trunk, and subtotals for each day, week, or
month, depending on the reporting period selected. For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand tota for all trunks.
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Trunk Performance

Site Narme: TORGNTO
Table Marne: iTrunkStat

Bestair Airlines Report Interval: 09:15: 00 08 April, 1898 - 09:45:00 08 April, 1993

Trunk.

Percent

Lhilization Usage Time Abandon Dela Answer Dela Abandoned Answered Differed
GRAND TOTAL
12.02% 00:18:13 00:00:00 on01:32 o 347 12
Trunk ID: 0 Route Name: Route1 Route ID: 1
Summary: 17.72% 00:05:19 00:00:00 00:00:13 a a3 1
4/2/99

230 00234 00000 00015 ] 47 1
9:45 0002:45 00:00:00 00:00:04 o 46 0
Daily 4/2/98 eluel 00000 geuRel = 2 2 1

Trunk ID: 1 Route Name: Route2 Route ID: 2

Trunk,

Summary: 20.29% 00:08:07 00:00:00 00:00:20 o 148 7
4ra/a8
a:20 10.00 00:02:47 00:00:00 00:00:24 o 59 4
2:45 22.00 00:0%:20 00:00:00 00:00:065 o &7 3
Daily 438 5 : - - . . . o

Trunk ID: 2 Route Name: Route3 Route ID: 3

Summary: 45 840 004:47 000000 000043 ] 108 4
4/2/99
9:30 . 00:0%:09 00:00: 00 00:00:32 a a7 2
9:45
Daily 4/8/88°.%%
Trunk:
GRAND TOTAL
18.02% 00:16:13 00:00:00 00:01:32 o 347 12
[r—
Printed By: sysadmin 4/8/99 10:57:02 AM Page: 1
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Section G: Skillset reports

In this section

Crosstab - Skillset Performance 314

Skillset By Application 317

Skillset Performance 320
313
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Crosstab - Skillset Performance

Description

The Crosstab - Skillset Performance report provides you with an at-a-glance
view of skillset performance (calls offered, calls answered, network calls
answered, and skillset calls abandoned) for several days.Y ou can use this report
to compare skillset performance for the same reporting period on different days.

Views
m  iSkillsetStat

Collection frequency
= interval

Templates
m  icross skillset.rpt

Filter
s skillset name
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Statistics
Report field View field/Formula
Offered CallsOffered
Answered CalsAnswered
Network Answered NetCallsAnswered
Abandoned SkillsetAbandoned
Summaries

Thereport provides totals for each skillset for each interval, aswell as daily
totals for the skillset.
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Skillset By Application

Description

The Skillset By Application report shows summarized skill set statistics for each
application under review. The report provides statistics such as the total number
of calls answered for a skillset, number of calls answered after the service level
threshold for the skillset, all agent staffed time, and average number of agents.

Views

SkillsetStat

Collection frequency

Templates
|
|

Filter

Statistics

interval
daily
weekly
monthly

imskill4.rpt

dmskill4.rpt
wmskill4.rpt
mmeskill4.rpt

skillset name

Report field

View field/Formula

Skillset Answered

CallsAnswered
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Report field

View field/Formula

Skillset Answered After
Thresh

% Ansd After Thresh

Answer Delay

Average Answer Delay
Maximum Answer Delay
All Agent Busy Time

Avg All Agent Busy Time
Per Hour

All Agent Staffed Time
Skillset Active Time

Avg No of Agents

CallsAnsweredAfterThreshold

CallsAnsweredAfterThreshold / CallsAnswered x
100

CalsAnsweredDelay

CalsAnsweredDelay / CallsAnswered
MaxAnsweredDelay

AllAgentBusyTime

AllAgentBusyTime/ (Number of intervals x 0.25)

TotalStaffedTime
ActiveTime

TotalStaffedTime / ActiveTime

Summaries

Thereport provides totals for each application, and subtotals for each skillset.
For each skillset, statistics are further broken down by day, week, or month
(depending on the reporting period selected). For the interval reporting period,
statistics are further broken down by interval, and within each interval, by
skillset. The report aso contains a grand tota for all applications.
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BestAir Airlines
Site Mame: TORONTCS
Table Marne: iSkillsetStat

Skillset By Application

Report Interval: 09:00:00 07 April, 1999 - 09:15:00 O7 April, 1999

Shillset 36 Ansd Aorerage Mazximum
Skillset Answered After Answer Answer Answer
Date Time Answered  After Thresh Thresh Delay Delay Delay
GRAND TOTAL
452 15 2.28% 01:43:55 00:00:14 00:00:42
Application: Booking_Script
Summary: 221 5 2.16% 00:55:10 00:00:14 00:00:42
_________________________________________________________________________________ '
| Skillset: Bookings !
: Summary: 221 5 2.1e 00:55:10 00:00:14 000042
'
| o e e o e e o e e e
4799
0915
Daily 47709
Skillset
Application

Application: Master_Script

Skillset: Default_Skillset
Summary:

4Traa
0215
Daily 4/7/99
Skillset

Summary:

4/7/94
0015

Daily 4/7/09

Skillset

Skillset: Vacations
Summary:

4Traa
0215
Daily 4/7/99
Skillset

Skillset: European_WVacations

3.85 O0:04:14 00:00:10
3! 04:14 00:10

7.55 00:12:22 00:00:14
23 }

Summary: 118 g E.72% 00:23:35 o0:00:12 00:00:21
_________________________________________________________________________________ ,
| Skillset: Bookings !
: Summary: o) 2 TEQ 000859 o0:00:11 00:00:27

!
| e o e o o e e
4799
0915
Daily 4/7/08
Skillset

00:00:00

00:00:00

00:00:31

00:00:21

CAREFSRTETEN IR L, gl

Printed By: sysadmin 4/7/99 1:05:59 PM

Page 1 of 2
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Skillset Performance

Description

The Skillset Performance report provides summarized call handling
performance information for each skillset defined on your system. The report
liststhetotal calls answered by agents for the skillset, the number and
percentage of calls agents answered after a predefined service level threshold,
and the maximum delay a caller experienced.

By indicating the volume of calls and the delay times that callers experienced,
along with the amount of time agents were busy servicing calls to the skillset,
the report indicates whether the skillset has the number of agents required to
service callers. If aparticular skillset isnot performing well, consult the agent
reports.

View
This report uses the SkillsetStat views.

Collection frequency

You can collect Skillset Performance report information with the following

frequencies:

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:
m imskilll.rpt
s dmskilll.rpt
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s wmskilll.rpt
s mmskill2.rpt

Filters
This report can befiltered on skillset name.
Statistics
Skillset Performance reports contain the following statistics:
Report field View field/Formula
Skillset Answered CallsAnswered
Skillset Answered After Thresh CallsAnsweredAfterThreshold
% Ansd After Thresh CallsAnsweredAfterThreshold /
CallsAnswered x 100
Answer Delay CallsAnsweredDelay
Average Answer Delay CallsAnsweredDelay / CallsAnswered
Maximum Answer Delay MaxAnsweredDelay
All Agent Busy Time AllAgentBusyTime
All Agent Staffed Time Total StaffedTime
Skillset Active Time ActiveTime
Avg No of Agents Total StaffedTime / ActiveTime
Summaries

The report provides totals for each skillset, and subtotals for each day, week, or
month, depending on the reporting period selected. For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for al skillsets.
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Overview of NCC reports

Introduction

This chapter lists the reports that you can generate when logged on to the
Network Control Center (NCC). In some cases, these reports are similar to
reports that are available on the server, but they use adifferent view or contain
additiona fields.

NCC reports are only available if you have purchased the network skill-based
routing option.

Notes:

m  Togenerate aconsolidated report, define the same user 1D and password on
each server in the network. At each server, that userid must have the rights
required to generate the report. Then, log on to the NCC with that userid
and password.

s  For information about reports that can be run on other servers inthe
network, see Section |: “Network reports,” on page 365.

Time zone conversion

When you generate a consolidated interval report, you specify the period to be
included in the report. You can also choose whether to convert times to your
time zone.

If you have servers in different time zones, time zone conversion alows you to
compare activity for the same period. For example, if you want to interpret the
impact of anew commercia that isbroadcast simultaneously at all sites, you use
a consolidated report based on a particular time at the NCC.

If you want to report on activity at all sites during the same period—for
example, lunch hour—you do not use time zone conversion. (If asite has not
reached the specified time, the report will not contain datafor that site. For
example, if the current time at one site is 11:00 am., that site will not be
included in the report.)
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Note: For time zone conversion to work, the Time Relative to GMT must be
configured for all sitesin the Site Parameters.
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Network Consolidated Application
Performance

Description

NCC option only. This report contains summarized application performance
statistics for all sitesin the network. For each site, the report lists al
applications. For each application at a site, the report lists the number of
outgoing network calls that were answered, delayed, and abandoned. The report
contains agrand summary section that consolidates the resultsfor all sitesin the
network, and provides aroll-up summary for al cal statistics.

This report can be particularly useful in determining theefficiency of your
network configuration.

Time zone conversion

Views

When you generate a consolidated report, you specify a data extraction period
based on the time at the NCC. If you choose the time zone conversion option,
and if Time Relativeto GMT is configured correctly for each siteincluded in the
report, then the NCC time is converted to the corresponding local time at each
site. For example, the NCC at BestAir isin Chicago. The NCC administrator
generates a consolidated report with time zone conversion, choosing adata
extraction period from 10:00 a.m. to 11:00 am. The report includes events
occurring at Toronto between 11:00 am. and 12:00 p.m. local time, and at San
Francisco between 8:00 am. and 9:00 am. local time.

If you choose not to use the time zone conversion option, the NCC time is not
converted to local time. For example, if the administrator generates the same
report, without time zone conversion, it includes events occurring & Toronto
between 11:00 am. and 12:00 p.m., local time, and at San Francisco between
11:00 am. and 12:00 p.m. local time.

= ApplicationStat
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Collection frequency

= interval

= daily

= weekly

= monthly
Template

= icnetappl.rpt
= dcnetappl.rpt
= wcnetappl.rpt
= mcnetappl.rpt

Network Out Call statistics

Report field View field/formula
Offered NetOutCalls

Answered NetOutCallsAnswered
Abandoned NetOutCallsAbandoned

Reaching Non-1SDN Trunks

NetOutCallsReachNonl SDN

Reports and Displays Guide
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Call Delay Time statistics

Report field View field/formula

Ans Delay NetOutCallsAnsweredDelay

Maximum Ans Delay MaxNetOutCallsAnsweredDelay

Average Ans Delay NetOutCallAnsweredDelay /
NetOutCallsAnswered

Aban Delay NetOutCallsA bandonedDel ay

Time Before Network Out

Time Before Reach Non-1SDN Trunks

TimeBeforeNetOut
TimeBeforeReachNonISDN

NACD statistics

Report field View field/formula
Given NACD CallsGivenNACD
NACD Out CallsNACDOut

Time Before NACD Out

TimeBeforeNACDOut

Summaries

The report provides totals for each site and application, and subtotals for each
day, week, or month, depending on the reporting period selected. For the interval
reporting period, statistics are further broken down by interval.
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Network Consolidated DNIS Statistics

Description

NCC option only. This report contains summarized DNIS statisticsfor all sites
in the network. For each site, the report lists all DNISs, and givestotal calls
answered, total calls abandoned, the percentage of calls that abandoned after a
wait greater than or equal to the service leve threshold defined for the DNIS,
and the total number of calls networked out. The report also contains agrand
summary section that consolidates the results for al sitesin the network, and
provides aroll-up summary for all call statistics.

You can use thisreport to track network performance for a particular DNIS
number.

Time zone conversion

Views

When you generate a consolidated report, you specify a data extraction period
based on the time at the NCC. If you choose the time zone conversion option,
and if Time Relativeto GMT is configured correctly for each siteincluded in the
report, then the NCC time is converted to the corresponding local time at each
site. For example, the NCC at BestAir isin Chicago. The NCC administrator
generates a consolidated report with time zone conversion, choosing adata
extraction period from 10:00 a.m. to 11:00 am. The report includes events
occurring at Toronto between 11:00 am. and 12:00 p.m. local time, and at San
Francisco between 8:00 am. and 9:00 am. local time.

If you choose not to use the time zone conversion option, the NCC time is not
converted to local time. For example, if the administrator generates the same
report, without time zone conversion, it includes events occurring & Toronto
between 11:00 am. and 12:00 p.m., local time, and at San Francisco between
11:00 am. and 12:00 p.m. local time.

= DNISStat

330

Symposium Express Call Center



June 2001

Standard reports

Collection frequency

= interval

= daily

= weekly

= monthly
Template

m  icnetresB.rpt
= dcnetres6.rpt
= wchetreso.rpt
m  mcnetreso.rpt

Call total statistics

Report field View field/Formula

Offer’d CallsOffered

Ans CallsAnswered

Ans Aft Ans Thresh'd CallsAnsweredAftThreshold

Abn CallsAbandoned

Abn Aft Abn Thrsh'd CallsAbandonedAftThreshold

% Service Level [{ (CdlsAnswered + CallsAbandoned)

— (CdlsAnsweredAftThreshold +
CallsAbandonedAftThreshold)} /
(CallsAnswered + CallsAbandoned)] x
100

Call Treatment statistics

Report field

View field/Formula

Disconnect

CallsGivenForceDisconnect
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Report field View field/Formula
Overflow CallsGivenForceOverflow
Route CallsGivenRouteTo
Default CallsGivenDefault

IVR Transfer'd IVRTransferred

Given Busy CallsGivenBusy

Call Time statistics

Report field View field/Formula
Ans Delay CallsAnsweredDelay
Max Ans Delay MaxAnsweredDelay

Average Answered Delay
Abn Delay

Max Abn Delay

Talk Time

CallsAnsweredDelay / CallsAnswered
CallsAbandonedDel ay
MaxAbandonedDelay

TakTime

Network Calls statistics

Report field View field/Formula
Network Out CallsNetworkedOut
NACD Out CallsNACDOut

Reaching Non-ISDN

CallsReachNonlSDN

Symposium Express Call Center
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Summaries

The report provides totals for each DNIS number, and subtotals for each day,
week, or month, depending on the reporting period selected. For the interval
reporting period, statistics are further broken down by interval. The report also
contains agrand summary for all DNIS numbers.
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Network Consolidated Incoming Calls

Description

NCC option only. This report containsincoming call statistics for the
Symposium Call Center Server site only, including information about the
number of network calls that were offered, answered, and abandoned at the
Symposium Call Center Server site. The report provides statistics about the
number of calls agents answered or abandoned after the service level threshold
and the delays experienced by calls. It also contains agrand summary section
that consolidates the results for all sitesin the network, and provides aroll-up
summary for all call statistics.

Time zone conversion

When you generate a consolidated report, you specify a data extraction period
based on the time at the NCC. If you choose the time zone conversion option,
and if Time Relativeto GMT is configured correctly for each siteincluded in the
report, then the NCC time is converted to the corresponding local time at each
site. For example, the NCC at BestAir isin Chicago. The NCC administrator
generates a consolidated report with time zone conversion, choosing adata
extraction period from 10:00 a.m. to 11:00 am. The report includes events
occurring at Toronto between 11:00 am. and 12:00 p.m. local time, and at San
Francisco between 8:00 am. and 9:00 am. local time.

If you choose not to use the time zone conversion option, the NCC time is not
converted to local time. For example, if the administrator generates the same
report, without time zone conversion, it includes events occurring & Toronto
between 11:00 am. and 12:00 p.m., local time, and at San Francisco between
11:00 am. and 12:00 p.m. local time.

View
s NetworklnCallStat
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Collection frequency

= interval

u dai Iy

= weekly

= monthly
Template

m  icnet-10.rpt

m  dcnet-10.rpt
= wcenet-10.rpt
= mcnet-10.rpt

Statistics
Report field View field/Formula
Offered CallsOffered
Answered CallsAnswered
Answered After Threshold CallsAnsweredAftThreshold

Abandoned/Terminated at Destination

Abandoned After Threshold

CallsOffered — CallsAnswered
CallsAbandonedAftThreshold

Answer Delay Time statistics

Report field View field/Formula
Total Delay CallsAnsweredDelay
Max Delay MaxAnsweredDelay
Total at Dest CallsAnsweredDelayAtDest
Max at Dest MaxAnsweredDelayAtDest
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Abandon Delay Time statistics

Report field View field/Formula

Total Delay CallsAbandonedDel ay

Max Delay MaxAbandonedDelay

Total at Dest CallsAbandonedDel ayAtDest

Max at Dest MaxAbandonedDel ayAtDest
Summaries

The report provides totals for each source site, and subtotalsfor each day, week,
or month, depending on the reporting period selected. For theinterval reporting
period, statistics are further broken down by interval.
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Network Consolidated Outgoing Calls

Description

NCC option only. This report contains outgoing cal statistics for the
Symposium Call Center Server site only, including information about the
number of outgoing network calls offered, answered, and abandoned at the
source and destination sites. The report also contains a grand summary section
that consolidates the results for all sitesin the network, and provides aroll-up
summary for all call statistics.

Time zone conversion

When you generate a consolidated report, you specify a data extraction period
based on the time at the NCC. If you choose the time zone conversion option,
and if Time Relativeto GMT is configured correctly for each siteincluded in the
report, then the NCC time is converted to the corresponding local time at each
site. For example, the NCC at BestAir isin Chicago. The NCC administrator
generates a consolidated report with time zone conversion, choosing adata
extraction period from 10:00 a.m. to 11:00 am. The report includes events
occurring at Toronto between 11:00 am. and 12:00 p.m. local time, and at San
Francisco between 8:00 am. and 9:00 am. local time.

If you choose not to use the time zone conversion option, the NCC time is not
converted to local time. For example, if the administrator generates the same
report, without time zone conversion, it includes events occurring & Toronto
between 11:00 am. and 12:00 p.m. local time, and at San Francisco between
11:00 am. and 12:00 p.m. local time.

Views
s NetworkOutStat

Collection frequency
= interval
u daily
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= weekly

= monthly
Template

m  icnet-11.rpt

= dcnet-11.rpt
= wcenet-11.rpt
= mcnet-11.rpt

Statistics
Report field View field/Formula
Offered CallsOffered
Answered CallsAnswered
Abandoned CallsAbandoned
Summaries

Thereport providestotals for each source site, and subtotals for each destination
site. Statistics are further broken down by day, week, or month, depending on
the reporting period selected. For the interval reporting period, statistics are
further broken down by interval.
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BestAir Airlines
Site Mame: NCC

Network Consolidated Outgoing Calls

Table Names: iNetworkOutStat

Report Interval: 02:15:00 08 April, 1999 - 09:30:00 02 April, 1999

! Call To Dastination '
Offerad Answered Abandoned

Source Application
Site : BOSTON
SITE TOTAL
Source Site aE 71 11
Destination: CHICAGO 4z 26 7

45889 945 Cargo_Script
245 acation_Script
45 Booking_Script
45 Master_Script
Daily 4./2/00
Destinatic
Destination: SF
4/3/00 D45 Cargo_Seript
245 Wacation_Script
245 Booking_Script
45 Master_Script
Daily 4/2/00
Destinatic
Destination: TORONTO 19 17 1
452000 045 Cargo_Seript 1 o ]
od5 ‘“acation_Seript z ]
245 Booking_Script 14 13 1
245 Master _Script 2 1]

Daily 4/2/09 -
Destinatic

CARERCRT Sk act-11. 151

Printed By. sysadmin 4/10/99 1:15:09 PM

Page 1 of 2
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Network Consolidated Route Performance

Description

NCC option only. Thisreport contains route performance statistics for all sitesin
the network. For each site, the report listsall routes, and indicates how often and
how long all trunks within the route were busy. The report displays the total
number of calls that were unable to reach another site because all trunks within
the route were busy. It also contains agrand summary section that consolidates
theresultsfor all sitesin the network, and provides aroll-up summary for all call
statistics.

Note: Calls blocked by all trunks busy statistics are pegged against the
Default_Route, 999.

Time zone conversion

Views

When you generate a consolidated report, you specify a data extraction period
based on the time at the NCC. If you choose the time zone conversion option,
and if Time Relativeto GMT is configured correctly for each siteincluded in the
report, then the NCC time is converted to the corresponding local time at each
site. For example, the NCC at BestAir isin Chicago. The NCC administrator
generates a consolidated report with time zone conversion, choosing adata
extraction period from 10:00 a.m. to 11:00 am. The report includes events
occurring at Toronto between 11:00 am. and 12:00 p.m. local time, and at San
Francisco between 8:00 am. and 9:00 am. local time.

If you choose not to use the time zone conversion option, the NCC time is not
converted to local time. For example, if the administrator generates the same
report, without time zone conversion, it includes events occurring & Toronto
between 11:00 am. and 12:00 p.m., local time, and at San Francisco between
11:00 am. and 12:00 p.m. local time.

n RouteStat
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Collection frequency

= interval

= daily

= weekly

= monthly
Template

m  icnetres2.rpt
= dcnetres2.rpt
= wcnetres2.rpt
= mcnetres2.rpt

Statistics

Report field View field/Formula

All Trunks Busy AllTrunksBusy

# Network Out Blocked by All Trunks CallsBlockedByAllTrunksBusy

Busy

# Network Out Reached Non-ISDN CallsReachNonISDN

Trunks

All Trunks Busy Time AllTrunksBusyTime

Avg All Trunks Busy Time AllTrunksBusyTime/
Summaries

The report provides totals for each site, and subtotals for each route. Statistics
are further broken down by day, week, or month, depending on the reporting
period selected. For the interval reporting period, statistics are further broken
down by interval.
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Network Consolidated Route Performance

Bestair Airlines Report Interval: 15:30:00 08 April, 1999 - 15:45:00 08 April, 1999

Site Name: NCC
Table Names: iRouteStat

: calls i 0 callTime )
All Trunks  # Metwork Ot Blocked  # Metwork Out Reached All Trunks Aorg All
Blusy By All Trunks Busy Mon-ISDM Trunks Busy Trunks Busy
SITE TOTAL
15 2 2 00:08:19 00:00:25
Route Name & ID: B_Route1 -1
Summary: 0 u} 1 00:05:32 00:00:32
4/2/00 15:45 10 u}

1 00:05:32 00:00:33

Route Name & ID: B_Route2 -2
Summary: q o

o 00:00:15 00:00:15

4/299 16:45 1 o

o 00:00:15 00:00:15

Route Name & ID: B_Route3 -3
Summary: 4 u} 2 00:00:08

4/299 16:45

Route Name & ID: Default_Route - 999
Summary: i) 3

4/299 16:45

CAREFDRTETEN K a1 as 2./l

Page 1 of 3
Printed By: sysadmin 4110/99 9:12:43 AM
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Network Consolidated Skillset Performance

Description

NCC option only. Thisreport contains skillset performance statistics for all sites
in the network. For each site, the report lists the total local and incoming
network calls answered by agents for the skillset, the number and percentage of
calls agents answered after a predefined threshold, the maximum delay a caller
experienced, and the total time all agents were busy servicing callsto the
skillset. The report aso contains a grand summary section that consolidates the
results for al sites in the network, and provides aroll-up summary for al call
statistics.

Time zone conversion

When you generate a consolidated report, you specify a data extraction period
based on the time at the NCC. If you choose the time zone conversion option,
and if Time Relativeto GMT is configured correctly for each siteincluded in the
report, then the NCC time is converted to the corresponding local time at each
site. For example, the NCC at BestAir isin Chicago. The NCC administrator
generates a consolidated report with time zone conversion, choosing adata
extraction period from 10:00 a.m. to 11:00 am. The report includes events
occurring at Toronto between 11:00 am. and 12:00 p.m. local time, and at San
Francisco between 8:00 am. and 9:00 am. local time.

If you choose not to use the time zone conversion option, the NCC time is not
converted to local time. For example, if the administrator generates the same
report, without time zone conversion, it includes events occurring & Toronto
between 11:00 am. and 12:00 p.m. local time, and at San Francisco between
11:00 am. and 12:00 p.m. local time.
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Service level thresholds

Skillset service level thresholds are defined at each site. To ensure that
comparisons between sites are valid, use the same value for service level
threshold at every site. For example, Toronto definesthe service level threshold
for a skillset as 20 seconds. Boston defines the threshold as 25 seconds. At
Toronto, the percentage of calls answered after the threshold is 25. At Boston, it
is 20. The statistic appears to indicate that callers to Toronto are waiting longer
than callers to Boston, but this may not be true.

Views
s SkillsetStat

Collection frequency

= interval

= daily

= weekly

= monthly
Template

m  icnet-12.rpt

s dcnet-12.rpt
= wcenet-12.rpt
= mcnet-12.rpt

Skillset Call statistics

Report field

View field/Formula

Answered
Network In Answered
% Answered Aft Threshold

CallsAnswered
NetCallsAnswered

CallsAnsweredAfterThreshold /
CallsAnswered x 100

346
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Report field

View field/Formula

Answered Aft Threshold

CallsAnsweredAfterThreshold

Skillset Call Delay statistics

Report field View field/Formula
Total CallsAnsweredDelay
Max MaxAnsweredDelay
Avg CallsAnsweredDelay / CallsAnswered

Skillset Call Delay statistics

Report field

View field/Formula

All Agt Busy Time

All Agent Staffed Time
Skillset Active Time
Avg No of Agts

AllAgentBusyTime

Total StaffedTime

ActiveTime

Total StaffedTime / ActiveTime

Summaries

The report provides totals for each site, and subtotals for each skillset and site-
application combination. Statistics are further broken down by day, week, or
month, depending on the reporting period selected. For the interval reporting
period, statistics are further broken down by interval.
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Network Site and Application Properties

Description

NCC option only. The Network Sitesreport lists each site in the network and, for

each one, shows its properties.

Note: User-defined reports using this standard report as atemplate cannot be

schedul ed.
View

n NCCSite

s NCCRemoteApplication
Template

= config38.rpt

Site properties

Report field View field/Formula

Site Name NCCSite.SiteName

Filter Timer NCCSite.OutOfServiceTimer
Time Relativeto GMT NCCSite.RelativeGMT
Contact Person NCCSite.ContactPerson
Contact Phone Number NCCSite.ContactNumber

Application properties

Report field

View field/formula

Application

NCCRemoteA pplication.Name

Reports and Displays Guide
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Report field

View field/formula

Service Level Threshold

Call By Call

NCCRemoteA pplication.Servicel evel
Threshold

NCCRemoteA pplication.CalIByCall

Grouping

Applications are grouped by site.
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Network Site and Application Properties

BestAir Airlines
Site Mame: TORONTCS
Table Mame: RemaotefApplication, Site, TargetSwitchCormm

Available Sites:

Time
Site Mame Filter Timer Relative to GMT  Contact Person
BOSTOR oo:10 +5 Li Ming
CHICAGD om0 +G Jocelyn Petrovsky
SF 01:00 +2 Manfred Simpson

Destination Configuration for Site : TORONTO
Mumber

Phone Mumber

555-2008
555-9911
555-3871

Agert
Reserve Timer

Destination Site Dialable DR of Retries Retry Timer (sec)

BOSTOR 5852222 5 5 20
CHICAGD 5550000 5 5 20
SF 5550828 5 10 45

COREFORTSTENCo T2, ot
Printed By: sysadmin 6/19/99 AM

Page 1 of 2

Reports and Displays Guide

351



Standard reports Standard 1.0

Network Skillset Routing Properties

Description

Views

NCC option only. The Network Skillset Properties report lists all the network
skillsets and indicates the routing table method being utilized for the network
skillset.

A routing table defines how calls are queued to the sites on the network. Each
site has arouting table for each network skillset at that site. When you create a
network skillset, you choose the routing table type for that skillset. Two types of
routing tables are available.

Note: User-defined reports using this standard report as atemplate cannot be
scheduled.

Round robin

The server queues the first call to the first, second, and third site in the routing
table for the network skillset. When an agent becomes available at one of these
sites, the server reserves the agent, and the call is presented to the agent.

When the second call arrives, the server queuesit to the second, third, and fourth
site in the routing table. When the third call arrives, the server queuesit to the
third, fourth, and fifth site—and so on.

This type of routing table distributes calls most evenly among the sites.

Sequential

Whenever acall arrives, the server queuesit to the first three sites in the routing
table. When an agent becomes available at one of these sites, the server reserves
the agent, and the call is presented to the agent.

This type of routing table minimizes the number of trunks used to network calls.

s NCCNetworkSkillset
= NCCRanking
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Template
s config26.rpt
Filters
m  sourcesite name
m  network skillset name
Field descriptions
Report field View field/Formula
Source Site NCCRanking.SourceSiteName

Network Skillset Name
Routing Method

Rank

Degtination Site Name

NCCRanking.NetworkSkillsetName
NCCNetworkSkill set.UseRoundRobin
NCCRanking.Rank
NCCRanking.Rank.DestSiteName

Grouping

Network skillsets are grouped by source site.
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BestAir Airlines
Site Name: TORONTO
Table Mame: NCCRanking, NCCHNetworkSkillset

Network Skillset Routing Properties (NCC)

Metwork Skillset Mame

Source Site: BOSTON

Bookings

“acations

Source Site: 5F
Bookings

“acations

Source Site: TORONTO
Bookings

“acations

Routing Method

Rank Destingtion Site Name

Round Robin

Round Robin

Round Robin

Round Robin

Round Robin

Round Robin

= o M=o

= o

= o M=o

CHICAGD
SF
TORONTO

SF
TORONTO

TORONTO
BOSTON

TORONTO
BOSTON

CHICAGD
SF
BOSTON
SF
BOSTON

CAREFCRTETENCOTIRE. /ol

Printed By: sysadmin 12/14/99 12:22:57 PM

Page 1 of 1
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Nodal Consolidated Application Delay Before
Abandon

Description

NCC option only. This report issimilar to the Application Delay Before
Abandon report, but it contains statisticsfor all applicationsin the network.
Application statistics are consolidated across all sites.

This report helps you to gauge service quality by determining how many callers
disconnect (abandon) before reaching an agent. The spectrum shows how long
callerstypically wait before abandoning, whether they abandoned before or after
the service level threshold for the application, and the percentage of calls that
abandoned.

Views
= ApplicationStat

Collection frequency

= interval

= daily

= weekly

= monthly
Template

= inodapp5.rpt
s dnodapp5.rpt
= wnodapp5.rpt
= mnodapp5.rpt

Filters

application name
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Abandon delay spectrum

Thereport contains a histogram showing the number of calls abandoned after
delays of times divided into 2-second increments. The statistics for the
histogram are taken from the AbdDelay view fields.

Statistics
Report field View field/Formula
Offered CallsOffered
Answered CallsAnswered
Abandoned CallsAbandoned
% Abandoned CallsAbandoned / CallsOffered x 100
Abandoned After Threshold CallsAbandonedAftThreshold
Abandon Delay CallsAbandonedDel ay

Maximum Abandon Delay
Average Abandon Delay

MaxCallsAbandonedDel ay

CallsAbandonedDelay /
CallsAbandoned

Summaries

The report provides totals for each site, and subtotals for each application.
Statistics are further broken down by day, week, or month, depending on the
reporting period selected. For theinterval reporting period, statistics are further

broken down by interval.
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Nodal Consolidated Application Delay Before

Answer

Description

NCC option only. Thisreport issimilar to the Application Delay Before Answer
report, but it contains statistics for all applications in the network. Application
statistics are consolidated across all sites.

This report helps you to gauge service quality by determining how long callers
wait before connecting to an agent. The report aso indicates whether the delay
occurred after the skillset received the call.

Views

ApplicationStat

Collection frequency

Template

interval
daily
weekly
monthly

This report uses the following templ ates:

= inodapp3.rpt
m  dnodapp3.rpt
= wnodapp3.rpt
= mnodapp3.rpt
Filters
= gpplication name
358 Symposium Express Call Center
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Answer delay spectrum

Thereport contains a histogram showing the number of calls answered after
delays of times divided into two-second increments. The statistics for the
histogram are taken from the AnsDelay view fields.

Statistics
Report field View field/Formula
Offered CallsOffered
Answered CallsAnswered
Answer Delay CallsAnsweredDelay
Delay at Skillset CallsAnsweredDelayAtSkillset
Answered After Threshold CallsAnsweredAftThreshold
Maximum Answer Delay MaxCallsAnsDelay
Maximum Delay at Skillset MaxCallsDelayAtSkill set
Average Answer Delay CallsAnsweredDelay / CallsAnswered
Summaries

The report provides totals for each site, and subtotals for each application.
Statistics are further broken down by day, week, or month, depending on the
reporting period selected. For theinterval reporting period, statistics are further
broken down by interval.
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Nodal Consolidated Application Performance

Description

NCC option only. This report issimilar to the Application Performance report,
but it contains statistics for all applications in the network. Application statistics
are consolidated across al sites. For each application, the report gives an
overview of calls answered, delayed, and abandoned. It can be particularly
useful in determining the efficiency of your network configuration.

Views
s ApplicationStat

Collection frequency

= interval

= daily

= weekly

= monthly
Template

This report uses the following templ ates:

inodappl.rpt
= dnodappl.rpt
= wnodappl.rpt
= mnodappl.rpt

Filters
= gpplication name
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Statistics
Report field View field/Formula
Avg Ans Delay CallsAnsweredDelay / CallsAnswered
Offered CallsOffered
Answered CallsAnswered
Answer Delay CallsAnsweredDelay
Max Ans Delay MaxCallsAnsDelay
Ans After Threshold CallsAnsweredAftThreshold
Abandoned CallsAbandoned
Max Abn Delay MaxCallsAbandonedDelay
Aban After Threshold CallsAbandonedAftThreshold
Ans Day At Skillset CallsAnsweredDelayAtSkillset
% Service Level [{ (CdlsAnswered + CallsAbandoned)
— (CdlsAnsweredAftThreshold +
CallsAbandonedAftThreshold)} /
(CallsAnswered + CallsAbandoned)] x
100
Summaries

The report provides totals for each site, and subtotals for each application.
Statistics are further broken down by day, week, or month, depending on the
reporting period selected. For theinterval reporting period, statistics are further

broken down by interval.
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Section I:  Network reports

In this section

Overview of network reports 366
Crosstab - Network Incoming Calls 367
Crosstab - Network Outgoing Calls 369
Network Application Performance 373
Network DNIS Statistics 377
Network Incoming Calls 381
Network Outgoing Calls 385
Network Route Performance 388
Network Skillset Performance 391
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Overview of network reports

Introduction

This chapter lists the networking reports that you can generate when logged on
to aserver on the network. In some cases, these reports are similar to non-
network reports, but they use adifferent view or contain additional fields.

Network reports are only available if you have purchased the network skill-
based routing option.

366
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Crosstab - Network Incoming Calls

Description

The Crosstab - Network Incoming Calls report provides you with an at-a-glance
view of inbound call activity (calls offered, calls answered, and calls abandoned)
for several days. You can use this report to compare network activity for the
same reporting period on different days.

Views
= iNetInCall Stat

Collection frequency
= interval

Templates
m icross net_in_cals.rpt

Filter
= sourcesite name
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Statistics
Report field View field/Formula
Offered CallsOffered
Answered CalsAnswered
Abandoned CallsAbandoned
Summaries

Thereport provides totals for each source site for each interval, as well as daily
totals for the source site.
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Crosstab - Network Outgoing Calls

Description

The Crosstab - Network Outgoing Calls report provides you with an at-a-glance
view of outbound call activity (calls offered, calls answered, and calls
abandoned) for several days.Y ou can use this report to compare network
activity for the same reporting period on different days.

Views
n iNetOutCall Stat

Collection frequency
= interval

Templates
m icross net_out_calls.rpt

Filter
m  destination site name

Statistics
Report field View field/Formula
Offered CallsOffered
Answered CalsAnswered
Abandoned CallsAbandoned
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Summaries

The report provides totals for each destination site for each interval, as well as
daily totals for the destination site.

Reports and Displays Guide 371



Standard 1.0

Standard reports

| J0 | abeg

WY SL:5H:0L 66/0L/F lwpesis :Ag payung

W ESTIROT ST R AT L DA T M T

.
981
BEZE

113
[ 73
96

Zk
0E
£F

9g€
8E

12301

LE
2E

LE
2E

.
6t

.
6t

ai
8zl
ErL

ai
8zl
ErL

12301

[EE]

sany1

f.r
a8l
BZE

pauopueqy s|ied
palamsuy s|1ed
palayo slied

S[E30L PUEID

6661 Moy S0 00°SH60 - 66 "My S0 00°0S60 Jealaqy) poday

sjies BuioBing 3i1o0m)aN - gelssol)

FISINOH0AIIN SLEN Sl ]
NOLS08 B SY5

Symposium Express Call Center

372



June 2001 Standard reports

Network Application Performance

Description

Network skill-based routing option only. The Network Application Performance
report provides summarized performance information for application callsthat
entered your local site and were routed to aremote site.

For each application, the report provides information about the number of
outgoing network calls that were answered, delayed, and abandoned. It can be
particularly useful in determining the efficiency of your network configuration.

Views
= ApplicationStat

Collection frequency

= interval

= daily

= weekly

= monthly
Templates

= inetappl.rpt

m  dnetappl.rpt
= wnetappl.rpt
= mnetappl.rpt

Filter
= gpplication name
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Network Out Call statistics

Report field View field/Formula
Offer'd NetOutCalls

Ans NetOutCallsAnswered
Aban NetOutCallsAbandoned

Reach Non-ISDN Trunks

NetOutCallsReachNonl SDN

Call Delay Time statistics

Report field

View field/Formula

Ans Delay
Maximum Ans Delay
Average Ans Delay

Aban Delay
Time Before Network Out

Time Before Reach non-
ISDN Trunks

NetOutCallsAnsweredDelay
MaxNetOutCallsAnsweredDel ay

NetOutCallAnsweredDelay /
NetOutCallsAnswered

NetOutCallsAbandonedDelay
TimeBeforeNetOut
TimeBeforeReachNonl SDK
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NACD Call statistics

Report field View field/Formula
Given NACD CalsGivenNACD
NACD Out CalsNACDOut

Time Before NACD Out TimeBeforeNACDOut

Summaries

Thereport providestotals for each application, and subtotals for each day, week,
or month, depending on the reporting period selected. For theinterval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for all applications.
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Network DNIS Statistics

Description

Network skill-based routing option only. The Network DNIS Statistics report
liststhetota call volumeto each Dialed Number Identification Service (DNIS)
number. The report liststhe total calls answered, total calls abandoned, the
percentage of calls that abandoned after the service level threshold defined for
the DNIS, and the total number of calls networked out.

You can use thisreport to track network performance for a particular DNIS
number.

Views
s DNISStat

Collection frequency

= interval

= daily

= weekly

= monthly
Templates

m  inetres6.rpt

m  dnetres6.rpt

= wnetres6.rpt
= mnetres6.rpt

Filters
s DNIS number
n DNIS name
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Statistics

Report field View field/Formula

Offer’d CallsOffered

Ans CallsAnswered

Ans Aft Thresh’d CallsAnsweredAftThreshold

Abn CallsAbandoned

Abn Aft Thresh’d CallsAbandonedAftThreshold

% Service Level [{ (CallsAnswered + CallsAbandoned) —
(CalsAnsweredAftThreshold +
CallsAbandonedAftThreshold)} / (CallsAnswered
+ CallsAbandoned)] x 100

Disconnect CallsGivenForceDisconnect

Overflow CallsGivenForceOverflow

Route CallsGivenRouteTo

Default CallsGivenDefault

IVR Transf’d IVRTransferred

Given Busy CallsGivenForceBusy

Ans Delay CallsAnsweredDelay

Max Ans Delay MaxAnsweredDelay

Avg Ans Delay CallsAnsweredDelay / CallsAnswered

Abn Delay CallsAbandonedDelay

Max Abn Delay M axAbandonedDelay

Talk Time TalkTime

Network Out CallsNetworkedOut
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Report field View field/Formula

NACD Out CalsNACDOut

Reaching Non-1SDN CallsReachNonlSDN
Summaries

The report provides totals for each DNIS, and subtotals for each day, week, or
month, depending on the reporting period selected. For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for all DNISs.
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Network Incoming Calls

Description

Network skill-based routing option only. The Network Incoming Calls report
provides statistics about incoming network calls for your site. It contains
information about the number of incoming network calls offered, answered, and
abandoned at your site. It also provides statistics about the number of calls
agents answered or abandoned after the service level threshold and the delays
experienced by calls.

Views
s NetworklnCallStat

Collection frequency

= interval

= daily

= weekly

= monthly
Templates

m  inet-10.rpt

m  dnet-10.rpt

= wnet-10.rpt

= mnet-10.rpt

Filter
m  sourcesite name
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Network In Call statistics

Report field View field/Formula

Offered CallsOffered

Answered CallsAnswered

Answered After Threshold CallsAnsweredAftThreshold
Abandoned/ Terminated at CallsAbandoned

Dest

Abandoned After CallsAbandonedAftThreshold
Threshold

Answer Delay statistics

Report field View field/Formula
Answer Delay CallsAnsweredDelay
Max Delay MaxAnsweredDelay
Total At Dest CallsAnsweredDelayAtDest
Max At Dest MaxAnsweredDelayAtDest
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Abandon Delay statistics

Report field View field/Formula

Total Delay CallsAbandonedDelay

Max Delay M axAbandonedDelay

Total At Dest CallsAbandonedDel ayAtDest

Max At Dest M axAbandonedDelayAtDest
Summaries

The report provides totals for each source site, and subtotalsfor each day, week,
or month, depending on the reporting period selected. For theinterval reporting
period, statistics are further broken down by interval. The report also contains a
grand total for al destination sites.
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Network Outgoing Calls

Description

Network skill-based routing option only. The Network Outgoing Calls report
provides statistics about outgoing network calls for your site. It contains
information about the number of outgoing network cals offered, answered, and
abandoned at the source and destination sites.

Views
s NetworkOutStat

Collection frequency

= interval

= daily

= weekly

= monthly
Templates

m  inet-11.rpt

s dnet-11.rpt

= wnet-11.rpt

= mnet-11.rpt

Filter
m  destination site name
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Statistics
Report field View field/Formula
Offered CallsOffered
Answered CalsAnswered
Abandoned CallsAbandoned
Summaries

The report provides totals for each destination site, and subtotals for each day,
week, or month, depending on the reporting period selected. For the interval
reporting period, statistics are further broken down by interval and application.
Thereport also contains a grand total for all destination sites.
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Bestair Airlines
Site Mame: TORONTO
Tahle Mame: iketworkOutStat

Network Outgoing Calls

Report Interyval: 09:30:00 05 April, 1999 - 09:45:00 03 April, 1999

Source Application

. Call To Destination
Offered Answered Abandoned

GRAND TOTAL

Source Site: TORONTO =5 T4 ih!
Destination: BOSTON 37 33 3
41300 Q45 Cargo_Script 1 1 o
9:45 “Yacation_Script ) o
9:45 Booking_Script 22 21 1
9:45 Master_Script a 2
Daily 4/2/09 -

Destination
Destination: CHICAGO 21 12 3
41300 Q45 Cargo_Script 2 1 1
9:45 “Yacation_Script 2 2 o
9:45 Booking_Script 14 12 1
9:45 Master_Script 3 4 1

Daily 4/2/09

Destination
Destination: SF 28 22 5
41300 Q45 Cargo_Script ) 4 o
9:45 “Yacation_Script 2 1 1
9:45 Booking_Script 17 15 2
9:45 Master_Script 4 2 2

Daily 4/2/09 -
Destination
GRAND TOTAL
Source Stte TORONTO S 74 11
COREPORTSMatinet-11 .rpt
Printed By: sysadmin 4/09/99 09:30:14 AM Page 1 of 1
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Network Route Performance

Description

Network skill-based routing option only. The Network Route Performance
report shows summarized performanceinformation grouped by route. The report
indicates how often and how long all trunks within the route were busy. It also
displays the total number of calls that were unable to reach another site because
all of the trunks within the route were busy.

Note: Calls blocked by all trunks busy statistics are pegged against the
Default_Route, 999.

Views
= RouteStat

Collection frequency

= interval

= daily

= weekly

= monthly
Templates

m  inetres2.rpt

m  dnetres2.rpt

= wnetres2.rpt
= mnetres2.rpt

Filters
= route number
= route name
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Call statistics

Report field View field/Formula

All Trunks Busy AllTrunksBusy

# Network Out Blocked by CallsBlockedByAll TrunksBusy
All Trunks Busy

# Network Out Reached CallsReachNonlSDN
Non-1SDN Trunks

Call Time statistics

Report field View field/Formula

All Trunks Busy AllTrunksBusyTime

Average All TrunksBusy ~ AllTrunksBusyTime/

Summaries

The report provides totals for each route, and subtotals for each day, week, or
month, depending on the reporting period selected. For the interval reporting
period, statistics are further broken down by interval. The report also contains a
grand tota for al routes.
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Network Route Performance

Bestair Airlines Report Interval: 15:30:00 08 April, 1999 - 15:45:00 08 April, 1999
Site Mame: TORONTCS
Table Marne:iRouteStat

. Calls 1
'
All Trunks  # Metwork Ot Blocked  # Metwork Out Reached All Trunks Aorg All
Blusy By All Trunks Busy Mon-ISDM Trunks Busy Trunks Busy
GRAND TOTAL
T 2 u} 00:0z:52 00:00:25
Dnuta Mama 2 10T Qoute] - 1

J: Default_Route - 999 Summary: 5 o o 00:04:30 00:00:18
4/8/00 15:45 5 u} u} o0:01 on: g

4130

Route

Route Name & ID: T_Route2 -2
Summary: 2 1] a 00:00:08

oo:

4299 1545 2 o o 103

4130

Route

Route Name & ID: Default_Route - 999
Summary: u} 2 u} 00:01:07 00:00:00

4299 1545 o 3 o 00:01:07 00:00:00
4130

Route

GRAND TOTAL
7 3 o 00:02:52 00:00:25

CAREFDRTETEN I 222 ol

Printed By: sysadmin 9/09/99 10:33:57 AM Page 1 of 1
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Network Skillset Performance

Description

Views

Network skill-based routing option only. The Network Skillset Performance
report provides summarized call handling performance information for each
skillset defined on your system. The report lists the total local and incoming
network calls answered by agents for the skillset, the number and percentage of
calls agents answered after the service level threshold, the maximum delay a
caller experienced, and the total time all agents were busy servicing callsto the
skillset.

By indicating the volume of calls and the delay times callers experienced, along
with the amount of time agents were busy servicing calls to the skillset, the
report indicates whether or not the skillset has the number of agents required to
service callers. If aparticular skillset isnot performing well, you may need to
consult the agent reports.

m  SkillsetStat

Collection frequency

= interval

= daily

= weekly

= monthly
Templates

m inet-12.rpt

m  dnet-12.rpt

= wnet-12.rpt

= mnet-12.rpt
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Filter

s skillset name

Skillset Call statistics

Report field

View field/Formula

Total Answered
Answered Aft Threshold

Percent Answered Aft
Threshold

Network In Answered

CallsAnswered
CallsAnsweredAftThreshold

CallsAnsweredAfterThreshold / CallsAnswered x
100

NetCallsAnswered

Answer Delay statistics

Report field

View field/Formula

Total Answer Delay
Average Answer Delay

Maximum Answer Delay

CalsAnsweredDelay
CalsAnsweredDelay / CallsAnswered
MaxAnsweredDelay

Agent statistics

Report field

View field/Formula

All Agent Busy Time
All Agent Staffed Time
Skillset Active Time
Avg No Of Agts

AllAgentBusyTime
Total StaffedTime
ActiveTime

TotalStaffedTime / ActiveTime
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Summaries

The report provides totals for each skillset, and for each application/site
combination. Statistics are further broken down by day, week, or month,
depending on the reporting period selected. For the interval reporting period,
statistics are further broken down by interval. The report also contains a grand
total for all skillsets.
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Appendix A

Real-time displays

In this appendix

Overview 396
Agent real-time display 397
Call center summary real-time display 400
Skillset real-time display 402
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Overview

Introduction

The Symposium Express Call Center provides the following real-time displays:
= agent

s cdl center summary

m skillset

This appendix describes the fields in these displays.
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Agent real-time display

Description

This display allows you to monitor the current state of your agents.

Field descriptions

Agent real-time displays contain the following columns:

Agent First Name

Description The agent’sfirst or given name.

Last Name

Description The agent’s last or surname.

Agent ID

Description The numeric ID the agent uses to log on to the
phoneset.

Position ID

Description The position ID at which the agent is logged on.

Suprvsr 1st Name

Description Thefirst, or given, name of the agent’s supervisor.

Suprvsr Last Name

Description Thelast, or family, name of the agent’ s supervisor.

Answered Skillset

Description The skillset for which this agent is currently
answering acall.

In Calls Status

Description The agent’s status on his or her Incalls key.
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Possible values Active
Break
Busy
Call Present
Emergency
Idle
Logout
Not Ready
OnHold
Reserve
Wal kaway
Note Agents are in Busy state when they cannot be

presented with a call. The following are some of
the conditions that result in agents being busy:

They are handling acall.
They are Not Ready (having pressed the Not

Ready key).
They have programmed their phones for call
forward.
Walkaway
Description Shows whether the agent is in Walkaway state.
DN In
Description Shows whether the agent is active on an inbound
DN call.
Possible values Active
Hold
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DN Out

Description Shows whether the agent is active on an outbound
DN call.

Possible values Active
Hold

Time In State

Description Shows how long the agent has been in the current

state on hisor her Incallskey.
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Call center summary real-time display

Description

This display allows you to monitor the status of your call center.

Field descriptions

Call center summary real-time displays contain the following columns:

Call Center

Description A unique identifier for the Symposium Express
Call Center.

Calls Offered

Description The number of calls offered at this site.

Calls Ans

Description The number of calls answered at this site.

Calls Waiting

Description The number of calls that are currently waiting to

be answered at this site.

Calls Abandoned

Description The number of calls abandoned at this site.

Network Calls Offered

Description The number of incoming network calls offered to
this site.

Ntwk In Calls Ans

Description The number of incoming network calls answered
at this site.
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Ntwk In Call Wait

Description The number of incoming network calls waiting at
this site.
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Skillset real-time display

Description

This display allows you to monitor the status of skillsetsin your call center.

Field descriptions

Skillset real-time displays contain the following columns:

Skillset

Description The name of the skillset, as defined on the Skillset
Properties property sheet.

Formula 100* (Calls Answered - Calls Answered after

Threshold (20 sec))/(Calls Answered)

Avg Ans Delay

Description The average wait experienced by calls answered
for a skillset, from the time they were queued to
the skillset to the time they were answered.

%Serv Lvl

Description The percentage of answered calls answered within
the period defined in the threshold class for this
skillset.

Calls Ans

Description The number of calls answered for a skillset.

Calls Waiting

Description The number of callsfor askillset that are currently

waiting to be answered.
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Agents In Service

Description The number of agents assigned to the skillset who
are currently logged on.

Agent NRdy

Description The number of agents logged on for a skillset who

are currently in Not Ready state.

Agent Available

Description The number of agents currently in Idle state.

Expected Wait

Description Thetotal time anew call is expected to wait before
being answered by an agent with the required
skillset.

Longest Wait Time Since Lst Call

Description The longest idle time for al agents who are
currently waiting to answer callsfor askillset. This
idletimer isreset whenever acall isanswered. For
example, the longest waiting time since last cal is
currently 14 seconds; Mary and Jm have beenidle
14 and 10 seconds, respectively. A call arrives and
is presented to Mary. Her idletimer is set to O, and
the longest wait time is reset to 10.

This statistic includes time that agents are in Not
Ready state.

Longest Wait Since Login

Description Thelongest waiting time of all idle agents who are
currently waiting to answer callsfor askillset. This
idletimer isreset when the agent logs onto the
skillset. Waiting time is incremented until the
agent answers acdl. After the call ends, waiting
timeisincremented until the agent answers the
next call.
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Max Wait

Description

The amount of time that the oldest call for an
application has been waiting to be answered.

Total Ans Delay

Description The total wait experienced by all calls answered
for a skillset from the time they were queued to the
skillset until they were answered.

Total Wait

Description Thetotal waiting timefor all callsfor askillset that

are currently waiting.

Agent on In Call

Description

The number of agentslogged on for a skillset who
are currently handling a Symposium Express Call
Center call.

Agent On DN call

Description

The number of agentslogged on for a skillset who
are currently handling aDN call.
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Overview 406
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Overview

Introduction

The Symposium Express Call Center database is an open database; you can
access the data in this database with any SQL- or ODBC-compliant application.
You can use the datain many ways, including the following:

= Import the datainto a spreadsheet for manipulation.
= Import the datainto your corporate database.
= Import the datainto aworkforce management system for analysis.

m  Generate customized reports using Crystal Reports or another reporting
application.

ODBC

Since the Symposium Express Call Center database is ODBC-compatible, the
PC from which you access it must have ODBC version 3.5 installed, and it must
have a Data Set Name (DSN) defined for the database.

The correct version of ODBC isinstalled with the Symposium Express Call
Center client application, and the installation process creates the required DSNs.
If the Symposium Express Call Center client is not installed on your PC, you
must do the following:

1. Install ODBC.

ODBC is part of Microsoft’s Data Access Components (DAC), and is
distributed with Microsoft Windows.

2. ConfigureaDSN using the ODBC Administrator.

User-created reports that you import into the client must be associated with
the ICCM_PREVIEW_DSN. If you do not import areport, then you can
use any DSN name.
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Sybase

The Sybase Server manages the database on the Symposium Express Call
Center. To connect to the Sybase server, you must use the Sybase Open Client
version 10.0.4.

The Sybase Open Client isinstalled with the Symposium Express Call Center
client application. If the Symposium Express Call Center client is not installed
on your PC, then you must do the following:

1. Install the Sybase Open Client.
This product is available on the Sybase Open Client CD.

2. Configurethe client with an entry for the Sybase Server
(ICCM_PREVIEW), using the Sybase SQLEDIT utility.

Note: The ICCM_PREVIEW definition created during the Symposium Express
Call Center client installation is updated whenever you use the client to generate
areport. When you generate areport, the definition is updated to point to the
server to which you are currently connected.

Database views

The actual structure of the databaseisinvisible. You access data through
database views, or logical representations of the database. Database views are
used to organize the information in the database for your use.

Types of data

The database contains three types of data:
m  summarized historical statistics

m event gatistics

= configuration data

Therefore, there are three types of database views: summarized historical
statistic views, event statistic views, and configuration views.
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Summarized historical statistics

Summarized historical statistics are statistics accumulated over aperiod of time
(15-minute interval, daily, weekly, or monthly). Summarized statistics are stored
astotalsin the database. For example, summarized historical statistics can tell
you the number of calls answered during a 15-minute interval.

For more information about summarized historical statistics, see “Overview of
summarized historica statistics’ on page 412.

Event statistics

Event statigtics are statistics collected on a per-event basis rather than
accumulated over a period of time. The Symposium Express Call Center records
the following types of event statistics:

= agent logon and logoff statistics

= VR port logon and logoff statistics

Event statistics are cumul ated as events occur.

Configuration data
Configuration data is datathat describes the configuration of the server.

Resource usage

When you generate reports or export data from the database, you use system
resources, including server CPU and LAN bandwidth. To calculate resource
requirements for a specific application, refer to the Nortel Networks Symposium
Express Call Center Planning, Installation, and Administration Guide

Note: If you are generating large reports or exporting large amounts of data, do
so at off-peak times.
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Statistical field types

Thefollowing table describes the field types used in the statistics descriptionsin
this appendix. For each type, it provides arange of valid values and asize.

Field type Description Value range Length
binary binary data n/a n bytes, data
dependent
char fixed character n/a n bytes
length
datetime timestamp Jan1,1753toDec 8 bytes
31, 9999
int integer -2 147 483 648to 4 bytes
2 147 483 647
smalldatetime  timestamp Jan 1, 1900 to 4 bytes
June 6, 2079
smallint small integer -32 768 to 2 bytes
32767
tinyint tiny integer 0to 255 1 byte
varchar variable length n/a n bytes, data
character dependent

Types of calls

Thefollowing call types are referred to in the descriptions of statisticsfields:

Symposium Express Call Center calls
Callsthat arrive at the Symposium Express Call Center on a CDN and are

presented to the Incalls key of a phoneset that is acquired by the Symposium
Express Call Center.
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ACD calls

Callsto an Automatic Call Distribution Directory Number (ACD-DN) that are
presented to a phoneset acquired by Symposium Express Call Center. ACD calls
are distributed to agentsin an ACD group based on the routing table defined on
the switch.

Notes:

1. Symposium Express Call Center real-time statistics do not track ACD calls
waiting.

2. Delay and abandon statistics are unavailable for ACD calls.

NACD calls

Callsthat arrive at the server on anetwork ACD-DN and that are presented to a
phoneset acquired by Symposium Express Call Center.

DN calls

Calls presented to the DN key of a phoneset that is acquired by Symposium
Express Call Center. DN calls are usually personal calls. The server only pegs
DN callsin the agent performance statistics. Activity code and application
statistics do not include DN calls.
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Section A: Summarized historical
statistics

In this section

Overview of summarized historical statistics 412
ActivityCodeStat views 415
AgentByApplicationStat views 420
AgentBySkillsetStat views 425
AgentPerformance views 430
ApplicationStat views 445
CDNStat views 462
DNISStat views 465
IVRPortStat views 472
IVRStat views 477
NetworkInCallStat views 482
NetworkOutStat views 489
RANMusicRouteStat views 496
RouteStat views 499
SkillsetStat views 502
TrunkStat views 508
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Overview of summarized historical statistics

Introduction

Summarized historical statistics are statistics accumulated over aperiod of time
(15-minute interval, daily weekly, or monthly). For example, summarized
historical statistics can tell you the number of calls answered during a 15-minute
interval.

Note: Networking statistics are only availableif you purchased the network
skill-based routing option.

Grouping of historical statistics

The server groups historical statistics for the following entities or combinations
of entities:

activity codes

agent

agent/application

agent/skillset

application

CDN

DNIS

VR port

IVR queue

music/RAN route

network incoming call (Networking option only)
network outgoing call (Networking option only)
route

skillset

trunk
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Types of views

Summarized historical statistics areavailablein interval, daily, weekly, and
monthly views.

Interval views

The server accumulates interval statistics for 15 minutes. At the end of the 15-
minute interval, the server creates a new record in the database for each entity
(or combination of entities). The new record contains the summarized statistics
for that entity for that interval. (The statistics collected depend on the type of
entity.) The timestamp field of the new record isin theformat YYYY/MM/DD
HH:MM:00:00, where MM is 00, 15, 30, or 45.

For example, to record agent by skillset statistics, the server creates arecord for
each skillset for which an agent answered calls during the interval just ended.

Note: Interval gtatisticsare not available until after the interval ends. If you shut
down the server during an interval, the data for that interval islost.

Interval views begin with the prefix i.

Daily views

Immediately after the end of the business day (that is, at 0:00 a.m. the next day),
the server sums all of the interval records for the day, and creates corresponding
daily records. The timestamp field of the daily recordsisin theformat YYYY/
MM/DD 00:00:00:00.

Note: Daily statistics are not available until the beginning of the next day.
Daily views begin with the prefix d.

Weekly views

After the end of thefirst day of the week (that is, a 0:00 am. of the next day),
the server creates weekly records that contain each of the daily totals. After the
end of each subsequent day in the week, the server adds the day’ stotals to the
fields in the weekly records. The timestamp field of the weekly recordsisin the
format YYYY/MM/DD 00:00:00:00, where DD isthe first day of the week.
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Notes:
1. Weekly statistics are not available until the beginning of the next week.

2.  Thefirst day of the week is configurable in the Historical Statistics
Configuration.

Weekly views begin with the prefix w.

Monthly views

Immediately after the end of thefirst day of the month (that is, at 0:00 am. of the
next day), the server creates monthly recordsthat contain each of thedaily totals.
After the end of each subsequent day in the month, the server addsthe day’s
totals to the fields in the monthly record. The time stamp field of the monthly
recordsisintheformat YYYY/MM/DD 00:00:00:00, where DD is 01.

Note: Monthly statistics are not available until 0:00 am. of thefirst day in the
next month.

Monthly views begin with the prefix m.

View linkages

Linkages between database views allow you to generate customized reports that
combine statistics from two or more views.Y ou can only combine views that
share alinkage key. If you combine views without alinkage key, the resulting
statistics are meaningless and misleading.

If several views use the same linkage key, you can create a report combining all
of those views.
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ActivityCodeStat views

Introduction

Activity code statistics provide accounting information based on a combination
of activity code, agent, and application call information. These statistics alow
you to monitor agents work and time distribution within their working hours.

Note: The server does not record activity time for DN calls.

Definition: Activity code

An activity code identifies the type of call being answered (for example, sales,
service, or support).

Database views

These statistics are available from the following views:

iActivityCodeStat

dActivityCodeStat
wA ctivityCodeStat
mActivityCodeStat

Field descriptions

The server collects the following activity code statistics:

ActivityCode

Description A unique identifier for an activity code.
Type varchar
Length 32
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ActivityCodeName

Description The name of the activity code, if any.

Type varchar

Length 30

ActivityTime

Description The total call time that was charged to this activity code
by this agent.

Type int

Length 4

AgentGivenName

Description The given or first name of the agent, as defined on the
User Property Sheet.

Type varchar

Length 64

AgentLogin

Description The numeric ID the agent uses to log on to the phoneset,
as defined on the User Property sheet.

Type varchar

Length 16

AgentSurName

Description The family or surname of the agent, as defined on the
User Property Sheet.

Type varchar

Length 64
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Application

Description The name of the application.

Type varchar

Length 30

ApplicationID

Description The ID of the application, which is assigned by the
server.

Type int

Length 4

Occurrences

Description The number of timesthis activity code was entered by an
agent. Multiple activity codes may be entered during a
single call.

Type int

Length 4

Site

Description The name of the Symposium Express Call Center site, as
assigned during installation. To change the site name, in
the Reports window, choose View 0 Change Site Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4
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Time

Description The time when the data was pegged.

Type char

Length 5

Timestamp

Description The date and time when the data was pegged.

Type smalldatetime

Length 4

UserID

Description A unique identifier for the agent, which is assigned by
the server when the agent is added.

Type binary

Length 16

Linkages with other views

You can link activity code statistics to other views to generate customized
reports. For more information, see “View linkages’ on page 414.

The following table shows the views to which activity code statistics can be
linked, as well as the data fields used as a linkage key.

Note: You must specify all of these fields as your linkage key, in the specified

order.

IF you are generating a  THEN the linkage key data

custom report using

fields are

AgentByA pplicationStat Timestamp

UserlD
ApplicationID

418

Symposium Express Call Center



June 2001

Datadictionary

IF you are generating a
custom report using

THEN the linkage key data
fields are

AgentBySkillsetStat

AgentPerformanceStat

ApplicationStat

SkillsetStat

Timestamp
UserlD

Timestamp
UserlD

Timestamp
ApplicationID

Timestamp
ApplicationID
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AgentByApplicationStat views

Introduction

Agent by application statistics provide summarized performanceinformation for
a Symposium Express Call Center agent. You can use these statistics to monitor
an agent’s contribution to an application.

The data fields are pegged based on a combination of application and agent
activities.

Note: These statistics do not include DN calls.

Database views

These statistics are available from the following views:
= iAgentByApplicationStat

s dAgentByApplicationStat

= wAgentByA ppliationStat

= mAgentByApplicationStat

Field descriptions

The server collects the following agent by application statistics:

AgentLogin

Description The numeric ID the agent usesto log on to the phoneset, as
defined on the User Property sheet.

Type varchar

Length 16
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AgentGivenName

Description Thefirst or given name of the agent, as defined on the User
Property Sheet.

Type varchar

Length 64

AgentSurName

Description The last or surname of the agent, as defined on the User
Property Sheet.

Type varchar

Length 64

Application

Description The name of the application for which the agent answered
the call.

Type varchar

Length 30

ApplicationID

Description A unique identifier for the application for which the agent
answered the call.

Type int

Length 4

CallsAnswered

Description

Pegging

The number of Symposium Express Call Center calls,
ACD calls, and NACD calls answered by an agent for this
application.

Symposium Express Call Center calls are pegged against
the master application. ACD calls are pegged against the
ACD application. NACD calls are pegged against the
NACD application.
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Type
Length

int

NotReadyTime

Description The total time an agent spend performing post-call
processing. Normally an agent uses this time to complete
any work related to the call just released, such asfilling in
forms, or filing papers.

Type int

Length 4

Site

Description The name of the Symposium Express Call Center site, as
assigned during installation. To change the site name, in
the Reports window, choose View [0 Change Site Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, that is assigned by the server.

Type int

Length 4

TalkTime

Description The total time an agent spends on the phoneset answering
Symposium Express Call Center cals, ACD calls, and
NACD calls for this application. This includes hold time.

Trigger The call is pegged when the caller hangs up or the agent
releases the call.

Type int

Length 4
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Time

Description The time when the data was pegged.

Type char

Length 5

Timestamp

Description The date and time when the data was pegged.

Type smalldatetime

Length 4

UserID

Description A unique identifier for the agent, that is assigned by the
server when the agent is added.

Type binary

Length 16

Linkages with other views

You can link agent by application statistics to other views to generate
customized reports. For more information, see “View linkages’ on page 414.

The following table shows the views to which agent by application statistics can
be linked, as well as the data fields used as alinkage key.

Note: You must specify all of these fields as your linkage key, in the specified
order.

IF you are generating a  THEN the linkage key data

custom report using fields are

ActivityCodeStat Timestamp
UserlD
ApplicationID
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IF you are generating a

THEN the linkage key data

custom report using fields are
AgentBySkillsetStat Timestamp
UserlD
AgentPerformanceStat Timestamp
UserlD
ApplicationStat Timestamp
ApplicationID
SkillsetStat Timestamp
ApplicationID
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AgentBySkillsetStat views

Introduction

Agent by skillset statistics provide summarized performance information for
Symposium Express Call Center agents. The datafields are pegged based on a
combination of skillset and agent call information.

Note: These statistics do not include DN calls.

Database views

These statistics are available from the following views:
= iAgentBySkillsetStat

m  dAgentBySkillsetStat

s wWAgentBySkillsetStat

= mAgentBySkillsetStat

Field descriptions

The server collects the following agent by skillset statigtics:

AgentLogin

Description The numeric ID the agent usesto log on to the phoneset,
as defined on the User Property Sheet.

Type varchar

Length 16

AgentGivenName

Description Thefirst or given name of the agent, as defined on the
User Property Sheet.

Type varchar

Length 64
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AgentSurName

Description The last or surname of the agent, as defined on theUser
Property Sheet.

Type varchar

Length 64

CallsAnswered

Description

Pegging

Type
Length

The number of Symposium Express Call Center calls,
ACD calls, and NACD calls answered for this skillset.

Symposium Express Call Center calls are pegged
against the master application and against the answering
skillset. ACD calls are pegged against the ACD
application. NACD calls are pegged against the NACD
application.

int

4

NotReadyTime

Description

Type
Length

Thetotal time an agent spendsin the Not Ready state.
Agents go into Not Ready state when they pressthe Not
Ready key on their phoneset.

int

4

ShortCallsAnswered

Description

Type
Length

The total number of short Symposium Express Call
Center, ACD, and NACD calls answered.

A call isconsidered short if itstalk timeis less than10
seconds.

int

4
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Site

Description The name of the Symposium Express Call Center site,
as assigned during installation. To change the site name,
from the Reports menu choose View [0 Change Site
Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4

Skillset

Description The name of the skillset, as defined in the Agent/Skillset
Assignment window.

Type varchar

Length 30

SkillsetID

Description A unique number to identify askillset, which is
assigned by the server when the skillset is added.

Type int

Length 4

Reports and Displays Guide

427



Data dictionary

Standard 1.0

TalkTime

Description Thetotal time spent by the agent on Symposium
Express Call Center calls, ACD calls, and NACD calls,
including hold time, for this skillset.

Trigger The call is pegged when the caller hangs up or the agent
releases the call.

Type int

Length 4

Time

Description The time when the data was pegged.

Type char

Length 5

Timestamp

Description The date and time when the data was pegged.

Type smalldatetime

Length 4

UserID

Description A unique identifier for the agent, which is assigned by
the server when the agent is added.

Type binary

Length 16

Linkages with other views

You can link agent by skillset statistics to other views to generate customized
reports. For more information, see “View linkages’ on page 414.

The following table shows the views to which agent by skillset statistics can be
linked, as well as the data fields used as a linkage key.
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Note: You must specify all of these fields as your linkage key, in the specified
order.

IF you are generating a THEN the linkage key data

custom report using fields are
ActivityCodeStat Timestamp
UserlD
AgentByA pplicationStat Timestamp
UserlD
AgentPerformanceStat Timestamp
UserlD
ApplicationStat Timestamp
Applicationl D
SkillsetStat Timestamp
SkillsetID
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AgentPerformance views

Introduction

Agent performance statistics provide summarized performance measurement
information for Symposium Express Call Center agents. The data fields are
pegged based on agent activities.

Database views

These statistics are available from the following views:

= iAgentPerformanceStat
m  dAgentPerformanceStat
»  wWAgentPerformanceStat
= mAgentPerformanceStat

Agent state timers

All agent state timers are maintained independently. For example, an agent logs
on and, 20 seconds later, presses the Not Ready key. Then, 10 seconds later, the
agent answers an incoming DN call. After 30 seconds, the agent endsthe call. At
the end of this period, the agent timers have the following values:

Logged In Time 60 seconds
Not Ready Time 40 seconds

Incoming DN Internal Calls Talk Time 30 seconds
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Calls transferred or conferenced to a phoneset acquired by the server

For callsthat are transferred or conferenced to a phoneset acquired by
Symposium Express Call Center, call pegging depends on when the transfer or
conference is completed. If the transfer or conference is completed after
presentation on the acquired phoneset, the call is pegged as atransfer or
conferenceto Incalls. If the call is completed before presentation (that is, before
the server can identify the destination), it is pegged as atransfer or conference to
other.

Field descriptions

The server collects the following agent performance statigtics:

ACDCallsAnswered

Description The number of ACD calls answered by the agent.
Type int
Length 4

ACDCallsConferenced

Description The number of ACD calls conferenced by the agent.
Type int
Length 4

ACDCallsTalkTime

Description The total time spent on ACD and NACD calls, including
hold time.

Type int

Length 4
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ACDCallsTransferred

Description The number of ACD callstransferred by the agent.
Type int
Length 4

AgentGivenName

Description Thefirst or given name of the agent, as defined on the User
Property Sheet.

Type varchar

Length 64

AgentLogin

Description The numeric ID the agent usesto log on to the phoneset.

Type varchar

Length 16

AgentSurName

Description The last or surname of the agent, as defined on the User
Property Sheet.

Type varchar

Length 64

BreakTime

Description The total time an agent isin the Bresk state, for all
skillsets.

When the break time feature is enabled for an agent’s call
presentation class, the agent is put in the Break state for a
predefined time after each call. Once the time has expired,
the agent is presented with the next call.

Type int

Length 4
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CallsAnswered

Description The number of Symposium Express Call Center calls
answered.

Restriction This statistic does not include DN, ACD, or NACD calls.

Type int

Length 4

CallsConferenced

Description The number of Symposium Express Call Center calls
conferenced by the agent.

Restriction This statistic does not include DN or ACD cdlls.

Type int

Length 4

CallsConftoACDDN

Description The number of calls of all typesthat are conferenced to
agents through an ACD-DN.

Type int

Length 4

CallsConftoCDN

Description The number of calls of all typesthat are conferenced to
agents through an CDN.

Type int

Length 4
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CallsConftoDN

Description The number of calls of all typesthat are conferenced to the
agent’'s DN key.

Type int

Length 4

CallsConftoOther

Description The number of calls of all typesthat are conferenced to a
resource external to the Symposium Express Call Center
system (including NACD).

Type int
Length 4

CallsOffered

Description The number of Symposium Express Call Center calls
presented to an agent.

Type int

Length 4

CallsReturnedToQ

Description The number of Symposium Express Call Center calls
manually returned to the associated skillset queue.

Type int

Length 4
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CallsReturnedToQDueToTimeout

Description The number of Symposium Express Call Center calls
returned to the skillset queue automatically, after await
greater than or equal to the answering timeout for the
agent, as defined for the call presentation class to which

the agent belongs.

Trigger Thedelay is calculated from the time acall is presented to
an agent.

Type int

Length 4

CallsTransferred

Description The number of Symposium Express Call Center calls
transferred by the agent.

Type int

Length 4

CallsTransftoACDDN

Description The number of cals of all typesthat are transferred to an
ACD-DN whilethe call is being presented to an agent or
after the agent answers the call.

Type int
Length 4

CallsTransftoCDN

Description The number of calls of all typesthat are transferred to a
CDN.

Type int

Length 4
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CallsTranstoDN

Description The number of calls of all typesthat are transferred to the
agent’'s DN key.

Type int

Length 4

CallsTransftoOther

Description The number of calls of all typesthat are transferred to a
resource external to the Symposium Express Call Center
system.

Type int

Length 4

ConsultationTime

Description Thetotal timean agent spendsin consultation with another
agent or any other DN during acall transfer after the caller
drops off the call.

Type int

Length 4

DNCallsConferenced

Description The number of DN calls conferenced by the agent.
Type int
Length 4

DNCallsTransferred

Description The number of DN calls transferred by the agent.
Type int
Length 4
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DNInExtCalls

Description The number of callsto an agent’'s DN key from an external
number.

Type int

Length 4

DNInExtCallsTalkTime

Description The total time spent on incoming DN external calls,
including hold time.

Type int

Length 4

DNInIntCalls

Description The number of callsto an agent’sDN key from an internal
number.

Type int

Length 4

DNInIntCallsTalkTime

Description

Type
Length

The total time spent on incoming DN internal calls,
including hold time.

int

4

DNOutExtCalls

Description

Type
Length

The total number of DN calls originated by the agent from
his or her DN key to anumber external to the switch.

int

4
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DNOutExtCallsTalkTime

Description

Type
Length

The total time spent on outgoing DN external cals,
including hold time.

int

4

DNOutIntCalls

Description

Trigger

Type
Length

The total number of DN calls originated by the agent from
his or her DN key to anumber internal to the switch.

A call isreported when the caller is connected.
int

4

DNOutIntCallsTalkTime

Description The total time spent on outgoing DN internal calls,
including hold time.

Type int

Length 4

HoldTime

Description The total time the agent had Symposium Express Call
Center calls on hold while answering calls.

Type int

Length 4

LoggedInTime

Description

Type
Length

The total time an agent isin the Login state.
int

4
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NACDCallsAnswered

Description The number of NACD calls answered by an agent.
Type int
Length 4

NACDCallsConferenced

Description The number of NACD calls conferenced by an agent.
Type int
Length 4

NACDCallsTalkTime

Description Thetotal time spent on NACD calls by an agent, including
hold time.

Type int

Length 4

NACDCallsTransferred

Description The number of NACD calls conferenced by an agent.
Type int
Length 4

NetworkCallsAnswered

Description Networking option only. The number of incoming network
calls answered by an agent.

Type int

Length 4

NetworkCallsTalkTime

Description Networking option only. The total time spent by an agent
on incoming network calls, including hold time.
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Triggers

Type
Length

Talk time begins when the call is answered and ends when
the caller hangs up or the agent releases the call.

int

4

NotReadyTime

Description The total time an agent spends in the Not Ready state.
Agents go into Not Ready state when they press the Not
Ready key on their phoneset.

Type int

Length 4

ReservedForCall

Description Networking and NACD options only. The number of times
the agent was reserved to answer anetwork or NACD call.

Type int

Length 4

ReservedTime

Description Networking and NACD options only. The total time the
agent was in Reserved state.

Triggers Reserved time begins when the switch reserves the agent
for anetwork or NACD call and ends when the call is
presented or the agent reservation is cancelled.

Type int

Length 4

RingTime

Description The total time an agent spends in the Ring state before
answering a Symposium Express Call Center call.

Type int

Length 4
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ShortCallsAnswered

Description The total number of short calls answered.
A call is considered short if its talk timeis less than the
short call threshold the short call threshold assigned to the
application for which the call was answered. Symposium
Express Call Center cals, ACD calls, and NACD calls are
eligible to be short calls.

Type int

Length 4

Site

Description The name of the Symposium Express Call Center site, as
assigned during installation. To change the site name, in
the Reports window, choose View [0 Change Site Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4

SupervisorGivenName

Description

Type
Length

Thefirst or given name of the agent’s reporting supervisor,
as defined on the User Property Sheet for the supervisor.

varchar
64

SupervisorUserID

Description

A unique identifier for the agent’ s reporting supervisor,
which is assigned by the server when the agent is added.
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Type
Length

binary
16

SupervisorLogin

Description

Type
Length

The numeric ID the supervisor uses to log on to the
phoneset.

varchar
16

SupervisorSurName

Description The last or surname of the agent’ s supervisor, as defined
on the User Property Sheet for the supervisor.

Type varchar

Length 64

TalkTime

Description The total time spent by the agent on Symposium Express
Call Center calls, including hold time.

Trigger Talk time ends when the caller hangs up or the agent
releases the call.

Type int

Length 4

Time

Description The time when the data was pegged.

Type char

Length 5
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Timestamp

Description The date and time when the data was pegged.

Type smalldatetime

Length 4

UserID

Description A unique identifier for the agent, that is assigned by the
server when the agent is added.

Type binary

Length 16

WaitingTime

Description The total time an agent spends waiting for calls.

Type int

Length 4

WalkawayTime

Description

Pegging

Type
Length

The total time an agent isin the Walkaway state.

Agents go into Walkaway state when they press the Hold
key and unplug the headset.

int

4

Linkages with other views

You can link agent performance statistics to other views to generate customized
reports. For more information, see “View linkages’ on page 414.

The following table shows the views to which agent performance statistics can
be linked, as well as the data fields used as alinkage key.
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Note: You must specify all of these fields as your linkage key, in the specified
order.

IF you are generating a  THEN the linkage key data

custom report using fields are
ActivityCodeStat Timestamp
UserlD
AgentByA pplicationStat Timestamp
UserlD
AgentBySkillsetStat Timestamp
UserlD
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ApplicationStat views

Introduction

Application statistics provide summarized performance data on a per-application

basis. The server collects and reports application statistics to give call center
managers specific details about call types, callers, or conditions.Y ou can use

these statistics to monitor an application’s contribution to the operation of a call
center.

Definition: Application

An application isalogical entity that represents a script, for reporting purposes.
The master script and each script it references (that is, each primary script), has

an application with aname that is the same as the script name.

Database views

These statistics are available from the following views:

iApplicationStat
dApplicationStat
wA pplicationStat
mA pplicationStat
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Field descriptions

The server collects the following application statistics:

AbdDelay2, AbdDelay4, AbdDelay6, ... AbdDelay60
AbdDelay70, AbdDelay80, AbdDelay90, ... AbdDelay300
AbdDelay360, AbdDelay420, AbdDelay480, AbdDelay540, AbdDelay600

AbdDelayBeyond

Description

Pegging

Trigger

Type
Length

An array of fields divided into incremental periods of time.
Each field represents a particular delay value. Each field
contains the number of Symposium Express Call Center
calls that were abandoned after waiting for a period less
than or equal to the number of seconds specified.

Symposium Express Call Center calls are pegged against
the primary or master application, depending on the
location of the call in the system. ACD calls are pegged
against the ACD application. NACD calls are pegged
against the NACD application.

Delays begin when the call entersthissite. Delays end
when the caller disconnects.

int

4

AnsDelay2, AnsDelay4, AnsDelay®, ... AnsDelay60
AnsDelay70, AnsDelay80, AnsDelay90, ... AnsDelay300
AnsDelay360, AnsDelay420, AnsDelay480, AnsDelay540, AnsDelay600

AnsDelayBeyond

Description

Trigger

An array of fields divided into incremental periods of time.
Each field represents a particular delay value. Each field
contains the number of Symposium Express Call Center
callsthat were answered after waiting for a period less than
or equal to the number of seconds specified.

Delays begin when the call entersthissite. Delays end
when the caller disconnects.
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Type int
Length 4
Application
Description The name of the application.
Type varchar
Length 30
ApplicationID
Description A unique number used to identify an application, that is
assigned by the server when the application is added.
Type int
Length 4

CallsAbandoned

Description The number of Symposium Express Call Center calls
abandoned for this application.

Type int

Length 4

CallsAbandonedAftThreshold

Description The number of Symposium Express Call Center calls
abandoned for this application after await greater than or
equal to the service level threshold defined for the
threshold class to which the application belongs.

Trigger Delays begin when the call entersthissite. Delays end
when the caller disconnects.

Type int

Length 4
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CallsAbandonedDelay

Description

Trigger

Type
Length

The wait experienced by all Symposium Express Call
Center calls abandoned by callers for this application.

Delays begin when the call entersthissite. Delays end
when the caller disconnects.

int

4

CallsAnswered

Description

Pegging

Type
Length

The number of Symposium Express Call Center calls
answered for this application. For the ACD and NACD
applications, this statistic indicates the number of ACD and
NACD calls answered.

Symposium Express Call Center calls are pegged against
the primary or master application, depending on the
location of the call in the system. ACD calls are pegged
against the ACD application. NACD calls are pegged
against the NACD application.

int

4

CallsAnsweredAftThreshold

Description

Trigger

Type
Length

The number of Symposium Express Call Center calls
answered after await greater than or equal to the service
level threshold defined for the threshold class to which the
application belongs.

Delays begin when the call is queued to the application.
int

4
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CallsAnsweredDelay

Description The wait experienced by al Symposium Express Call
Center calls answered for this application.

Trigger Delays begin when the call entersthissite. Delays end
when the call is answered.

Type int

Length 4

CallsAnsweredDelayAtSkillset

Description The total wait experienced in the skillset queue by all
Symposium Express Call Center calls that were answered
for this application.

Trigger Delays begin when the call is queued against the first
skillset and end when the call is answered.

Type int

Length 4

CallsConferencedlIn

Description The number of Symposium Express Call Center calls
conferenced to this application.

Type int

Length 4

CallsConferencedOut

Description The number of Symposium Express Call Center calls,
ACD calls, and NACD calls that were conferenced out of
this application.

Pegging Symposium Express Call Center calls are pegged against

the primary or master application, depending on the
location of the call in the system. ACD calls are pegged
against the ACD application. NACD calls are pegged
against the NACD application.
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Type int
Length 4

CallsGivenBroadcast

Description The number of local and incoming network Symposium
Express Call Center callsgiven broadcast treatment for this
application.

Pegging This statistic is pegged when the Give Controlled
Broadcast Announcement script command is executed.

Restrictions The count is not increased if the same call receives this
treatment more than once.

Type int

Length 4

CallsGivenDefault

Description The number of Symposium Express Call Center calls given
default treatment for this application.

Type int

Length 4

CallsGivenForceBusy

Description The number of Symposium Express Call Center calls given
Force Busy treatment for this application.

Trigger This statistic is pegged when the Give Force Busy script
command is executed.

Type int

Length 4
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CallsGivenForceDisconnect

Description

Trigger

Type
Length

The number of Symposium Express Call Center callsgiven
Force Disconnect treatment for this application.

This statistic is pegged when the Give Force Disconnect
script command is executed.

int

4

CallsGivenForceOverflow

Description

Trigger

Type
Length

The number of Symposium Express Call Center callsgiven
Force Overflow treatment for this application.

This tatistic is pegged when the Give Force Overflow
script command is executed.

int

4

CallsGivenHostLookup

Description

Not supported in this version.

CallsGivenlIVR

Description

Trigger

Restrictions

Type
Length

The number of Symposium Express Call Center callsgiven
IVR treatment for this application.

This statistic is pegged when the Give | VR script command
is executed.

The count is not increased if the same call receives this
treatment more than once.

int

4
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CallsGivenMusic

Description

Trigger

Type
Length

Restrictions

The number of Symposium Express Call Center callsgiven
Music treatment through a music route for this application.

This statistic is pegged when the Give Music script
command is executed.

int
4

The count is not increased if the same call receives this
treatment more than once.

CallsGivenNACD

Description

Not supported in this version.

CallsGivenRAN

Description

Trigger

Restrictions

Type
Length

The number of Symposium Express Call Center calls given
RAN treatment for this application.

This statistic is pegged when the Give RAN script
command is executed.

The count is not increased if the same call receives this
treatment more than once.

int

4

CallsGivenRouteTo

Description

Trigger

Type
Length

The number of Symposium Express Call Center calls given
Route To treatment for this application.

This statistic is pegged when the Give Route To script
command is executed.

int

4
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CallsNACDOut

Description

Not supported in this version.

CallsOffered

Description

Pegging

Type
Length

The number of Symposium Express Call Center calls,
ACD calls, and NACD calls that were offered to this
application.

Symposium Express Call Center calls are pegged against
the primary or master application, depending on the
location of the call in the system. ACD calls are pegged
against the ACD application. NACD calls are pegged
against the NACD application.

int

4

CallsTransferredIn

Description

Type
Length

The number of Symposium Express Call Center calls
transferred to this application.

int

4

CallsTransferredOut

Description

Pegging

Type
Length

The number of Symposium Express Call Center calls,
ACD calls, and NACD calls that were transferred out of
this application.

Symposium Express Call Center calls are pegged against
the primary or master application, depending on the
location of the call in the system. ACD calls are pegged
against the ACD application. NACD calls are pegged
against the NACD application.

int

4
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IVRTerminated

Description The number of Symposium Express Call Center calls that
received and completed the IVR treatment in this
application. Thisincludes IVR transfer.

Type int

Length 4

IVRTransferred

Description The number of Symposium Express Call Center calls
transferred from an I VR session for this application.

Type int

Length 4

MaxCallsAbandonedDelay

Description

Trigger

Type
Length

Thewait experienced by the Symposium Express Call
Center call that waited the longest before being abandoned.

Delays begin when the call entersthissite. Delays end
when the caller disconnects.

smallint
2

MaxCallsAnsDelay

Description

Trigger

Type
Length

The wait experienced by the Symposium Express Call
Center call that waited the longest before being answered.

Delays begin when the call enters. Delays end when the
cal is answered.

smallint
2
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MaxCallsAnsDelayAtSkillset

Description

Trigger

Type
Length

Thewait experienced by the Symposium Express Call
Center cdl that waited the longest in the skillset queue
before being answered.

Delays begin when the call is queued against the first
skillset and end when the call is answered for this
application.

smallint
2

MaxNetOutCallsAbandonedDelay

Description

Triggers

Type
Length

Networking option only. The wait time experienced by the
outgoing network Symposium Express Call Center call that
waited the longest before being abandoned at the
destination site.

Delays begin when the Master_Script isinitiated at the
source site and end when the call is abandoned at the
destination site.

smallint
2

MaxNetOutCallsAnsweredDelay

Description

Triggers

Type
Length

Networking option only. The wait time experienced by the
outgoing networked Symposium Express Call Center call
that waited the longest before being answered or
terminated at the destination site.

Delays begin when the Master_Script isinitiated at the
source site and end when the call isanswered by an agent,
answered by IVR, or terminated at the destination site.

smallint
2
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NetOutCalls

Description Networking option only. The number of outgoing network
Symposium Express Call Center calls sent from this
application to another site.

Type int

Length 4

NetOutCallsAbandoned

Description

Type
Length

Networking option only. The number of outgoing network
Symposium Express Call Center calls sent by this
application and abandoned at the destination sites.

int

4

NetOutCallsAbandonedDelay

Description

Triggers

Type
Length

Networking option only. The tota time delay experienced
by outgoing network Symposium Express Call Center calls
sent by this application and abandoned at the destination
Sites.

Delays begin when the Master_Script isinitiated at the
source site and end when the call is abandoned at the
remote site.

Note: The delay time includes any time that the caller
spends going through menus and listening to
announcements before being queued to a skillset.

int

4

NetOutCallsAnswered
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Description

Type
Length

Networking option only. The number of outgoing network
Symposium Express Call Center calls sent by this
application and answered by an agent, answered by IVR, or
terminated at the destination site.

Note: A call ispegged asanswered if, when it arrives at the
destination site, the reserved agent logs off or becomes
unavailable, and it receives one of the following treatments:

Disconnect

Route

Give RAN
m GivelVR

m Give Music

int

4

NetOutCallsAnsweredDelay

Description

Triggers

Type
Length

Networking option only. The total wait time experienced
by all outgoing network Symposium Express Call Center
calls sent by this application and answered at the
destination site.

Delays begin when the Master_Script isinitiated at the
source site and end when the call isanswered by an agent,
answered by IVR, or terminated at the destination site.

Note: The delay time includes any time that the caller
spends going through menus and listening to
announcements before being queued to a skillset.

int

4

NetOutCallsReachNonISDN
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Description Networking option only. The number of outgoing network
Symposium Express Call Center calls sent by this
application that reached anon-ISDN trunk on the way to its
destination.

Type int

Length 4

Site

Description The name of the Symposium Express Call Center site, as
assigned during installation. To change the site name, in
the Reports window, choose View 0 Change Site Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call Center
Site, that is assigned by the server.

Type int

Length 4

Time

Description The time when the data was pegged.

Type char

Length 5

TimeBeforeDefault

Description

Type
Length

The total time spent in the system by Symposium Express
Call Center calls that received default treatment for this
application.

int

4
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TimeBeforeForceBusy

Description The total time spent in the system by Symposium Express
Call Center calls that received Force Busy treatment for
this application.

Type int

Length 4

TimeBeforeForceDisconnect

Description The total time spent in the system by Symposium Express
Call Center calls that received Force Disconnect treatment
for this application.

Type int
Length 4

TimeBeforeForceOverflow

Description The total time spent in the system by Symposium Express
Call Center calls that received Force Overflow treatment
for this application.

Type int
Length 4

TimeBeforelVRTransferred

Description The total time spent in the system by Symposium Express
Call Center callstransferred to an I VR session for this
application.

Type int

Length 4

TimeBeforeNACDOuUt

Description Not supported in this version.
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TimeBeforeNetOut

Description

Triggers

Type
Length

Networking option only. Thetotal time spent in the system
by local Symposium Express Call Center calls that were
networked out for this application.

Pegging begins when the call arrives at the site and ends
when the call isrouted to the destination.

int

4

TimeBeforeReachNonISDN

Description

Triggers

Type
Length

Networking option only. Thetotal time spent in the system
by outgoing network Symposium Express Call Center calls
before they reached anon-ISDN trunk.

Pegging begins when the call arrives at the site and ends
when the call isrouted to a non-1SDN trunk.

int

4

TimeBeforeRouteTo

Description The total time spent in the system by Symposium Express
Call Center calls that received Route To treatment.

Type int

Length 4

Timestamp

Description The date and time when the data was pegged.

Type smalldatetime

Length 4
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Linkages with other views

You can link application statistics to other viewsto generate customized reports.
For more information, see “View linkages” on page 414.

The following table shows the views to which application statistics can be
linked, as well as the data fields used as a linkage key.

Note: You must specify all of these fields as your linkage key, in the specified
order.

IF you are generatinga  THEN the linkage key

custom report using data fields are
ActivityCodeStat Timestamp
ApplicationID
AgentByA pplicationStat Timestamp
ApplicationID
SkillsetStat Timestamp
ApplicationID

Reports and Displays Guide 461



Data dictionary Standard 1.0

CDNStat views

Introduction

Control Directory Number (CDN) statistics provide summarized call traffic
information on aper-CDN basis.

Definition:
CDN

A CDN isanumber configured in the switch as the entry point for callsinto
Symposium Express Call Center. You can configure multiple CDNs in the
switch and associate them with the master script of the Symposium Express Call
Center.

Database views

These statistics are available from the following views:

m  iCDNStat

s JdCDNStat
= WCDNStat
s MCDNStat

Field descriptions

The server collects the following CDN statistics:

CallsAbandoned

Description The number of Symposium Express Call Center calls
abandoned from this CDN.

Type int

Length 4
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CallsAnswered

Description

Type
Length

The number of Symposium Express Call Center calls
answered by this CDN.

int

4

CallsOffered

Description

Type
Length

The number of Symposium Express Call Center calls
offered to this CDN.

int

4

CallsTerminated

Description The number of Symposium Express Call Center calls
for this CDN terminated with one of the following
treatments:

The call was given a Force Busy, Force Overflow,
Force Disconnect, Route To, or default treatment.
The call was transferred to an VR queue.

The call was networked out through an NACD queue.

Type int

Length 4

CDN

Description A unique number to identify a CDN, which is
assigned by the server when the CDN is added.

Type varchar

Length 7
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CDNName

Description The name of the CDN.

Type varchar

Length 30

Site

Description The name of the Symposium Express Call Center site,
as assigned during installation. To change the site
name, from the Reports menu choose View [0 Change
Site Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4

Time

Description The time when the data was pegged.

Type char

Length 5

Timestamp

Description The date and time when the data was pegged.

Type smalldatetime

Length 4
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DNISStat views

Introduction

DNIS statistics provide summarized information on a per-DNIS basis. These
statistics provide a means of monitoring the call traffic and call handling for
each DNIS.

Definition: DNIS

Dialed Number Identification Service (DNIS) alows you to identify the dialed
number for calls coming in to the call center. Typically, DNIS numbers are used
for 1-800 numbers. For example, a company might give customers different
1-800 numbers for sales and customer service calls.

Database views

These statistics are available from the following views:

= iDNISStat

= dDNISStat
= WDNISStat
= mDNISStat

Field descriptions

The server collects the following DNIS statitics:

CallsAbandoned

Description The number of Symposium Express Call Center calls
abandoned for a DNIS number.

Type int

Length 4
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CallsAbandonedAftThreshold

Description The number of Symposium Express Call Center calls
abandoned that experienced a delay greater than or equal
to the service level threshold defined for the DNIS

number.
Trigger Delays begin when the call entersthis site.
Type int
Length 4

CallsAbandonedDelay

Description The total wait experienced by all Symposium Express
Call Center calls abandoned for a DNIS number.

Trigger Delays begin when the call entersthis site.

Type int

Length 4

CallsAnswered

Description The number of Symposium Express Call Center calls
answered for a DNIS number.

Type int

Length 4

CallsAnsweredAftThreshold

Description The number of Symposium Express Call Center calls
answered that experienced adelay greater than or equal
to the service level threshold defined for the DNIS

number.
Trigger Delays begin when the call entersthis site.
Type int
Length 4
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CallsAnsweredDelay

Description

Trigger

Type
Length

The wait experienced by al Symposium Express Call
Center calls answered for a DNIS number.

Delays begin when the call enters this site.
int

4

CallsGivenDefault

Description

Type
Length

The number of Symposium Express Call Center calls
given default treatment for a DNIS number.

int

4

CallsGivenForceBusy

Description

Trigger

Type
Length

The number of Symposium Express Call Center calls
given Force Busy treatment for a DNIS number.

This statistic is pegged when the Give Force Busy script
command is executed.

int

4

CallsGivenForceDisconnect

Description

Trigger

Type
Length

The number of Symposium Express Call Center calls
given Force Disconnect treatment for a DNIS number.

This statistic is pegged when the Give Force Disconnect
script command is executed.

int

4
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CallsGivenForceOverflow

Description

Trigger

Type
Length

The number of Symposium Express Call Center calls
given Force Overflow treatment for a DNIS number.

This statistic is pegged when the Give Force Overflow
script command is executed.

int

4

CallsGivenRouteTo

Description

Trigger

Type
Length

The number of Symposium Express Call Center calls
given Route To treatment for a DNIS number.

This statistic is pegged when the Give RouteTo script
command is executed.

int

4

CallsNACDOut

Description

Not supported in this version.

CallsNetworkedOut

Description

Type
Length

Networking option only. The number of local
Symposium Express Call Center calls that were routed to
aremote site and answered or abandoned.

int

4

CallsOffered

Description

Type
Length

The number of Symposium Express Call Center calls
offered to this server with this DNIS number.

int

4
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CallsReachNonISDN

Description Networking option only. The number of local
Symposium Express Call Center calls that reached a
non-ISDN trunk while being routed to a remote site.

Restriction If acal encounters anon-ISDN trunk whileit is being
networked to another Symposium Express Call Center
site, the call information that normally travels with the
call does not reach the destination site. This means the
destination site cannot tell that the call camefrom the
Symposium Express Call Center network. At the
destination site, the networked call is treated as a new
call. At the source site, the network call is terminated.

Type int

Length 4

DNIS

Description A unique number used to identify a DNIS, which is
assigned by the server.

Type varchar

Length 16

DNISName

Description The name of aDNIS.

Type varchar

Length 30

IVRTransferred

Description The number of Symposium Express Call Center calls
transferred from an VR session for aDNIS number.

Type int

Length 4
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MaxAbandonedDelay

Description

Trigger

Type
Length

The wait time experienced by the Symposium Express
Call Center call that waited the longest before being
abandoned.

Delays begin when the call enters this site.
smallint
2

MaxAnsweredDelay

Description The wait time experienced by the Symposium Express
Call Center call that waited the longest before being
answered.

Trigger Delays begin when the call entersthis site.

Type smallint

Length 2

Site

Description The name of the Symposium Express Call Center site, as
assigned during installation. To change the site name, in
the Reports window, choose View [0 Change Site Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4
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TalkTime

Description Thetotal time spent by all agents on Symposium Express
Call Center callsfor aDNIS number, including hold
time.

Trigger The call is pegged when the caller hangs up or the agent
rel eases the call.

Type int

Length 4

Time

Description The time when the data was pegged.

Type char

Length 5

Timestamp

Description The date and time when the data was pegged.

Type smalldatetime

Length 4
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IVRPortStat views

Introduction

Interactive Voice Response (1VR) port—or voice port—statistics provide
summarized performance measurement information on aper-1VR port basis.
These statistics provide a means of monitoring the usage of the specific ports.

Database views

These statistics are available from the following views:

m  ilVRPortStat
s dIVRPortStat
= wIVRPortStat
= mlIVRPortStat

Restrictions
IVR statistics may not beavailableif athird-party IVR application is used
instead of a Meridian Mail application.

Field descriptions

The server collects the following VR port statistics:

CallsAnswered

Description The number of calls answered by this VR port.
Type int
Length 4
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CallsConferenced

Description

Type
Length

The number of calls conferenced out from this IV R port.
int

4

CallsTransferred

Description The number of calls transferred out from this IVR port.

Type int

Length 4

IVRPortID

Description A unique number to identify an IVR port, which is
assigned by the server.

Type varchar

Length 30

IVRPortName

Description The name of the IVR port.

Type varchar

Length 30

IVRQueuelD

Description A unique number to identify an IVR queue, which is
assigned by the server when the VR ACD-DN.

Type varchar

Length 7
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IVRQueueName

Description The name of the VR queue.
Type varchar

Length 30

LoggedInTime

Description

Type
Length

The total timethe IVR port islogged on.
int

4

NotReadyTime

Description The total time spent by the IVR port in the Not Ready
state.

Type int

Length 4

Site

Description The name of the Symposium Express Call Center site, as
assigned during installation. To change the site name, in
the Reports window, choose View [0 Change Site Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4
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TalkTime
Description Thetotal timethe VR port isin use.
Type int
Length 4
Time
Description The time when the data was pegged.
Type char
Length 5
Timestamp
Description The date and time when the data was pegged.
Type smalldatetime
Length 4
WaitingTime
Description Thetotal timethe IVR port isidle.
Type int
Length 4

Linkages with other views

You can link IVR port statistics to other views to generate customized reports.
For more information, see “View linkages” on page 414.

The following table shows the views to which application statistics can be
linked, as well as the data fields used as a linkage key.
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Note: You must specify both of these fields asyour linkage key, in the specified
order.

IF you are generating a THEN the linkage key

custom report using data fields are
IV RStat Timestamp
IVRQueuel D
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[VRStat views

Introduction

Interactive Voice Response (1VR) statistics provide summarized performance
measurement information on aper-IVR queue (IVR ACD-DN) basis. These
statistics provide away to monitor the usage of the port resources of an IVR
queue.

Restrictions

IVR statistics may not beavailableif you use a third-party VR application
instead of Meridian Mail.

Database views

These statistics are available from the following views:

ilVRStat

dVRStat
wlVRStat
mlV RStat

Field descriptions

The server collects the following VR statigtics:

CallsAnswered

Description The number of calls answered by this VR queue.
Type int
Length 4
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CallsAnswered AftThreshold

Description

Type
Length

The number of calls answered that experienced a
delay greater than or equal to 20 seconds.

int

4

CallsAnsweredDelay

Description
Trigger
Type
Length

The total wait experienced by al the calls answered.
The delay begins once acal entersthe IVR queue.
int

4

CallsConferenced

Description

Type
Length

The number of calls conferenced out by this IVR
queue.

int

4

CallsNotTreated

Description

Type
Length

The number of calls abandoned or pulled back while
waiting in this IVR queue.

int

4
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CallsNotTreatedAftThreshold

Description

Trugger

Type
Length

The number of calls abandoned or pulled back that
experienced a delay greater than or equal to 20
seconds.

The delay beginsonce a call is queued against that
VR queue.

int

4

CallsNotTreatedDelay

Description

Trigger

Type
Length

The total wait experienced by all the calls abandoned
or pulled back from an IVR queue.

The delay begins once a call is queued against the
VR queue.

int

4

CallsOffered

Description

Type
Length

The number of calls offered to this IV R queue.
int

4

CallsTransferred

Description

Type
Length

The number of calls transferred out by this IVR
queue.

int

4
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CallsWaiting

Description The number of calls that are currently waiting in this
VR queue.

Type int

Length 4

IVRQueuelD

Description A unique number to identify an IVR queue, which is
assigned by the server.

Type varchar

Length 7

IVRQueueName

Description The name of the IVR queue.

Type varchar

Length 30

Site

Description The name of the Symposium Express Call Center
site, as assigned during installation. To change the
site name, from the Reports menu choose View [
Change Site Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4
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Time

Description The time when the data was pegged.

Type char

Length 5

Timestamp

Description The date and time when the data was pegged.
Type smalldatetime

Length 4

Linkages with other statistics groups

You can link IVR statistics to other statistics groups to generate customized
reports. For more information, see “View linkages’ on page 414.

The following table shows the views to which application statistics can be
linked, as well as the data fields used as a linkage key.

Note: You must specify both of these fields asyour linkage key, in the specified
order.

IF you are generating a  THEN the linkage key

custom report using data fields are
I'VRPortStat Timestamp
IVRQueuel D
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NetworkInCallStat views

Introduction

Networking option only. Network call statistics provide information that can be
used to monitor call distribution and handling in a network environment. They
record statistics for al incoming network calls received at a server.

Notes:

m  Network statistics only report on callsthat are controlled by the server (that
is, Symposium Express Call Center calls). They do not report on ACD or
NACD calls.

m Inthesestatistics, thelocal siteis the destination site.

Requirements

s Configurethe server to collect network call statistics (seethe
Administrator’s Guide).

Note: Statistics are collected for all applications; you cannot configure the
system to collect statistics for selected applications.

Restrictions

Network call statistics generated on the server are collected on the destination
site only. To report on network call handling at al sites, you must generate a
network-wide report from the Network Control Center (NCC).

Database views
m  iNetworkinCallStat
m  dNetworklnCallStat
»  wNetworkInCall Stat
»  mNetworkInCall Stat
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Field descriptions

CallsAbandoned
Description: The number of incoming network calls abandoned at the local site.
Type: int
Length: 4

CallsAbandonedAftThreshold

Description: The number of incoming network calls abandoned at the local site
after await greater than or equal to the service level threshold for the
application.

Type: int
Length: 4

CallsAbandonedDelay

Description: Thetotal wait time experienced by al incoming network calls
abandoned at the locdl site.

Triggers: Delays begin when the Master_Script isinitiated at the source site and
end when the call is abandoned at the local site.

Note: The delay time includes any time that the caller spends going through
menus and listening to announcements before being queued to a skillset.

Type: int
Length: 4

CallsAbandonedDelayAtDest

Description: Thetotal wait time experienced at the local site by all incoming
network calls abandoned at thelocal site.

Triggers: Delays begin when the Master_Script is initiated and end when the
cal is abandoned at the local site.

Type: int
Length: 4
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CallsAnswered

Description: The number of incoming network calls answered at the local site.
Type: int
Length: 4

CallsAnsweredAftThreshold

Description: The number of incoming network calls answered at the local site
after await greater than or equal to the service level threshold for the
application. The delay begins when a call enters thelocal site. The service level
threshold is set during system configuration of thelocal site.

Type: int
Length: 4

CallsAnsweredDelay

Description: Thetotal wait time experienced by al incoming network calls
answered at the local site.

Triggers: Delays begin when the Master_Script isinitiated at the source site and
end when the call is answered at the local site.

Note: The delay time includes any time that the caller spends going through
menus and listening to announcements before being queued to a skillset.

Type: int
Length: 4

CallsAnsweredDelayAtDest

Description: Thetotal wait time experienced at the local site by all incoming
network calls answered at the local site.

Triggers: Delays begin when the call is queued to the local site and end when
the call is answered at the local site.

Type: int
Length: 4
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CallsOffered
Description: The number of incoming network calls offered to the locd site.

Type: int
Length: 4

DstApplication

Description: The name of the destination application. Thisis always
“Network_Script.”

Type: varchar
Length: 30
DstApplicationID
Description: A unique number that identifies the Network_Script application.
Type: int
Length: 4

DstSite

Description: The name of thelocal Symposium Express Call Center site, as
defined on the NCC.

Type: varchar
Length: 30

DstSitelD

Description: The unique identifier for the local Symposium Express Call
Center site, as assigned when the site is defined on the NCC.

Type: int
Length: 4

MaxAbandonedDelay

Description: The wait time experienced by the incoming network call that
waited the longest before being abandoned at the local site.

Triggers: Delays begin when the Master_Script isinitiated at the source site and
end when the call is abandoned at the local site.

Type: smallint
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Length: 2

MaxAbandonedDelayAtDest

Description: Thewait time experienced by the call that waited the longest at the
local site before being abandoned.

Triggers: Delays begin when acall islogically queued to thelocal siteand end
when the call isabandoned.

Type: smallint
Length: 2

MaxAnsweredDelay

Description: Thetotal wait time experienced by all calls answered at the local
site.

Triggers: Delays begin when the Master_Script isinitiated at the source site and
end when the call isanswered at the local site.

Type: smallint
Length: 2

MaxAnsweredDelayAtDest

Description: Thewait time experienced by the call that waited the longest at the
local site before being answered.

Triggers: Delays begin when acall islogically queued to thelocal siteand end
when the call is answered.

Type: smallint
Length: 2

SrcApplication

Description: The name of the source application, as defined on the Application
Properties property sheet.

Type: varchar
Length: 30
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SrcApplicationID

SrcSite

Description: A unique number to identify the source application, which is
assigned by the server when the application is added.

Type: int
Length: 4

Description: The name of the source Symposium Express Call Center site, as
assigned when the site is defined on the NCC.

Type: varchar
Length: 30

SrcSitelD

Time

Description: The unique identifier for the source Symposium Express Call
Center site where acall originated.

Type: int
Length: 4

Description: The time when the data was pegged.
Type: char
Length: 5

Timestamp

Description: The date and time when the data was pegged, in local (destination)
sitetime. For more information about the format of the time stamp in interval,
daily, weekly, or monthly views, see “ Overview of summarized historical
statistics’ on page 412.

Type: smalldatetime
Length: 4
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Linkages with other statistics groups

You can link network call statistics to other statistics groups to generate
customized reports. For more information, see “View linkages’ on page 414.

The following table shows the statistics groups to which network call statistics
can be linked, as well asthe datafields used as linkage keys.

Note: You must specify all these fields as your linkage key, in the specified
order.

IF you are generating a custom

report using THEN the linkage key data field is
ActivityCodeStat Timestamp
Applicationl D
AgentByA pplicationStat Timestamp
Applicationl D
ApplicationStat Timestamp
Applicationl D
SkillsetStat Timestamp
Applicationl D
NetworkOutStats Timestamp
Applicationl D
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NetworkOutStat views

Introduction

Networking option only. Network outcall statistics provide summarized

performance measurement information based on the origination and destination

of acall. They record statistics for all calls networked out from your server.

Note: In these statistics, the local siteis the source site.

Requirements

Configure the server to collect network outcall statistics (see the
Administrator’s Guide).

Restrictions

At each Symposium Express Call Center site, the historical network call
statistics are only collected against the local site. These statistics contain

network call traffic and handling information for calls for which thelocal siteis
the source.

Database views

iNetworkOQutStat
dNetworkOutStat
wNetworkOutStat
mNetworkOutStat

Reports and Displays Guide

489



Data dictionary Standard 1.0

Field descriptions

CallsAbandoned
Description: The number of calls abandoned at the destination site.
Type: int
Length: 4

CallsAbandonedDelayAtDest

Description: Thetotal wait time experienced at the destination site by all calls
from the local site that were abandoned at the destination site.

Triggers: Delays begin when the call is queued to the destination site and end
when the call isabandoned.

Type: int
Length: 4

CallsAnswered

Description: The number of calls answered by an agent, answered by IVR, or
terminated at the destination site.

Note: A call ispegged as answered if, when it arrives at the destination site, the
reserved agent logs off or becomes unavailable and it receives one of the
following treatments:

s Disconnect

= Route
s GiveRAN
s GivelVR

s GiveMusic

Type: int
Length: 4
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CallsAnsweredDelayAtDestination

Description: Thetotal wait time experienced at the destination site by all calls
from the local site that were answered by an agent, answered by IVR, or
terminated at the destination site.

Triggers: Delays begin when the call is queued to the destination site and end
when the call is answered.

Type: int
Length: 4
CallsOffered
Description: The number of calls offered to the destination site.
Type: int
Length: 4

DstApplication

Description: The name of the destination application (thisis aways
“Network_Script”).

Type: varchar
Length: 30
DstApplicationID
Description: A unique number to identify the destination application.
Type: int
Length: 4

DstSite

Description: The name of the destination Symposium Express Call Center site,
as defined when the site is configured on the NCC.

Type: varchar
Length: 30
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DstSitelD

Description: The unique identifier for a destination site, assigned when the site
is configured on the NCC.

Type: int
Length: 4

MaxCallsAbandonedDelay

Description: The wait time experienced by the call originating at thelocal site
that waited the longest before being abandoned at the destination site.

Triggers: Delays begin when the Master_Script is initiated at the local site and
end when the call is abandoned.

Type: smallint
Length: 2

MaxCallsAbandonedDelayAtDest

Description: The wait time experienced by the call originating at thelocal site
that waited the longest at the destination site before being abandoned.

Triggers: Delays begin when the call is queued to the destination site and end
when the call isabandoned.

Type: smallint
Length: 2

MaxCallsAnsweredDelay

Description: The wait time experienced by the call originating at thelocal site
that waited the longest before being answered by an agent, answered by 1VR, or
terminated at the destination site.

Triggers: Delays begin when the Master_Script is initiated at the local site and
end when the call is answered.

Type: smallint
Length: 2
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MaxCallsAnsweredDelayAtDest

Description: The wait time experienced by the call originating at thelocal site
that waited the longest at the destination site before being answered by an agent,
answered by IVR, or terminated.

Triggers: Delays begin when the call islogically queued to the destination site
and end when the call is answered.

Type: smallint
Length: 2

SrcApplication

Description: The name of the source application.
Type: varchar
Length: 30

SrcApplicationID

SrcSite

Description: A unique number to identify the source application, assigned by
the server when the application is defined.

Type: int
Length: 4

Description: The name of thelocal Symposium Express Call Center site, as
defined when the site is defined on the NCC.

Type: varchar
Length: 30

SrcSitelD

Description: The uniqueidentifier for asource Symposium Express Call Center
site where acall originated, as assigned when the site is defined on the NCC.

Type: int
Length: 4
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Time
Description: The time when the data was pegged.
Type: char
Length: 5

Timestamp

Description: The date and time when the datawas pegged in local (source) site
time. For more information about the format of the time stamp in interval, daily,
weekly, or monthly views, see “ Overview of summarized historical statistics” on
page 412.

Type: smalldatetime
Length: 5

TotalCallsAbandonedDelay

Description: Thetotal wait time experienced by al cals from thelocal site that
were abandoned at the destination site.

Triggers: Delays begin when the Master_Script is initiated at the local site and
end when the call is abandoned.

Type: int
Length: 4

TotalCallsAnsweredDelay

Description: Thetotal wait time experienced by al cals from thelocal site that
were answered by an agent, answered by IVR, or terminated at the destination
site.

Triggers: Delays begin when the Master_Script is initiated at the local site and
end when the call is answered.

Type: int
Length: 4
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Linkages with other statistics groups

You can link network outcall statisticsto other statistics groups to generate
customized reports. For more information, see “View linkages’ on page 414.

The following table shows the statistics groups to which network outcall
statistics can be linked, as well as the data fields used as linkage keys.

Note: You must specify all these fields as your linkage key, in the specified
order.

IF you are generating a custom report

using THEN the linkage key data field is
ActivityCodeStat Timestamp
Applicationl D
AgentByA pplicationStat Timestamp
Applicationl D
ApplicationStat Timestamp
Applicationl D
SkillsetStat Timestamp
Applicationl D
NetworkInCallStat Timestamp
Applicationl D
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RANMusicRouteStat views

Introduction

RAN and music route statistics provide summarized resource usage information
for each RAN and music route.

Database views

These statistics are available from the following views:
m  iRANMusicRouteStat

»  dRANMusicRouteStat

= WRANMusicRouteStat

= mMRANMusicRouteStat

Field descriptions

The server collects the following RAN and music route statistics:

RouteAccess
Description The number of times amusic/RAN route was accessed.
Each time the routeis accessed by a single call, this
count is incremented.
Type int
Length 4

RouteAccessTime

Description Thetotal time amusic/RAN route was in use.
Type int
Length 4
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RoutelD

Description A unigue number to identify amusic/RAN route, which
is assigned by the server.

Type int

Length 4

RouteName

Description The name of the music/RAN route.

Type varchar

Length 30

Site

Description The name of the Symposium Express Call Center site, as
assigned during installation. To change the site name, in
the Reports window, choose View [0 Change Site Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4

Time

Description The time when the data was pegged.

Type char

Length 5
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Timestamp

Description The date and time when the data was pegged.
Type smalldatetime

Length 4
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RouteStat views

Introduction

Route statistics provide summaries of all occurrences of al trunks busy (ATB),

and network out call-blocked information on a per-route basis.

Database views

These statistics are available from the following views:

= iRouteStat
s dRouteStat
s WRouteStat

m  mRouteStat

Field descriptions

The server collects the following route statistics:

AllTrunksBusy

Description The number of times all trunksin this route were
busy.

Type int

Length 4

AllTrunksBusyTime

Description Thetotal timeall trunksin this route were busy.
Type int
Length 4

CallsBlockedByAllTrunksBusy

Description Not supported in this version.
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CallsReachNonISDN

Description Networking option only. The number of calls that
reached anon-1SDN trunk while being routed to a
remote site through this route.

Restriction If acall encounters anon-ISDN trunk whileitis
being networked to another Symposium Express
Call Center site, the call information that normally
travels with the call does not reach the destination
site. This means the destination site cannot tell that
the call came from the Symposium Express Call
Center network. At the destination site, the
networked call istreated as anew call. At the source
site, the network call is treated as terminated.

Type int

Length 4

RoutelD

Description A unique number to identify aroute, which is
assigned by the server.

Type int

Length 4

RouteName

Description The name of the route.

Type varchar

Length 30

Site

Description The name of the Symposium Express Call Center
site, as assigned during installation. To change the
site name, in the Reports window, choose View [
Change Site Name.

Type varchar
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Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4

Time

Description The time when the data was pegged.

Type char

Length 5

Timestamp

Description The date and time when the data was pegged.

Type smalldatetime

Length 4

Linkages with other statistics groups

You can link route statistics to other statistics groups to generate customized
reports. For more information, see “View linkages’ on page 414.

The following table shows the views to which application statistics can be
linked, as well as the data fields used as a linkage key.

Note: You must specify both of these fields asyour linkage key, in the specified
order.

IF you are generating a THEN the linkage key

custom report using data fields are
TrunkStat Timestamp
Routel D
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SkillsetStat views

Introduction

A skillsetisagroup of skills, such aslevel of expertisein acertain area, to which
an agent is assigned. Agents can be assigned up to 50 skillsets. Skillset statistics
provide summarized performance information based on a combination of
skillset and application call information.

Database views

These statistics are available from the following views:
m  iSkillsetStat

m  dSkillsetStat

m  wSkillsetStat

m  mSkillsetStat

Field descriptions

The server collects the following skillset statistics:

ActiveTime

Description The amount of time a skillsetisin service. A
skillset isin servicewhen it is not in Out of
Service mode and at least one agent islogged
on.

Type int

Length 4
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AllAgentBusyTime

Description The total timethat all agents assigned to this
skillset were busy with calls or not available to
take calls.

Type int

Length 4

Application

Description The name of the application to which this
skillset is assigned.

Type varchar

Length 30

ApplicationID

Description A unique number to identify an application.

Type int

Length 4

CallsAnswered

Description

Pegging

Restriction

Type
Length

The number of Symposium Express Call
Center, ACD, and NACD calls answered for
this skill set.

Symposium Express Call Center calls are
pegged against the master application and
against the answering skillset. ACD calls are
pegged against the ACD application. NACD
calls are pegged against the NACD application.

This statistic does not include DN calls handled
by agents assigned to this skillset.

int

4
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CallsAnsweredAfterThreshold

Description The number of Symposium Express Call Center
calls answered after await greater than or equa
to 20 seconds.

Pegging Symposium Express Call Center calls are

pegged against the master application and
against the answering skillset.

Trigger Delays begin when the call is queued at the
skillset and end when the call is answered.

Restriction This statistic does not include ACD and NACD
calls because delay statistics are not available
for these types of calls.

Type int
Length 4

CallsAnsweredDelay

Description The wait experienced by al Symposium
Express Call Center calls answered for this
skill set.

Pegging Symposium Express Call Center calls are

pegged against the master application and
against the answering skillset.

Trigger Delays begin when the call is queued at the
skillset and end when it is answered.

Restriction This statistic does not include ACD and NACD
calls, because delay gtatistics are not available
for these types of calls.

Type int
Length 4
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MaxAnsweredDelay

Description

Pegging

Restriction

Type
Length

The wait experienced by the Symposium
Express Call Center call that waited the longest
before being answered.

Symposium Express Call Center calls are
pegged against the master application and
against the answering skillset.

This statistic does not include ACD and NACD
calls, because delay statistics are not available
for these types of calls.

smallint
2

NetCallsAnswered

Description Networking option only. The number of
incoming network Symposium Express Call
Center calls answered for this skillset.

Pegging Incoming network Symposium Express Call
Center calls are pegged against the
Network_Script application.

Type 4

Length 2

Site

Description The name of the Symposium Express Call
Center site, as assigned during installation. To
change the site name, from the Reports menu
choose View 0 Change Site Name.

Type varchar

Length 30
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SitelD

Description A unique identifier for the Symposium Express
Call Center site, which is assigned by the server.

Type int

Length 4

Skillset

Description The name of the skillset, as defined in the
Agent/Skillset Assignment window.

Type varchar

Length 30

SkillsetID

Description A unique identifier to identify a skillset, which
is assigned by the server when the skillset is
added.

Type int

Length 4

TotalStaffedTime

Description The amount of logon time for all agents
belonging to this skillset.

Trigger Thelogon time is accumulated from the time
that an agent logs on to the skillset or is
reassigned (whilelogged on) to the skillset until
the time the agent logs off or is reassigned out of
the skillset.

Type int

Length 4

Time

Description The time when the data was pegged.
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Type int

Length 4

Timestamp

Description The date and time when the data was pegged.
Type smalldatetime

Length 4

Linkages with other views

You can link skillset statistics to other viewsto generate customized reports. For
more information, see “View linkages’ on page 414.

The following table shows the views to which skillset statistics can be linked, as
well asthe datafields used as alinkage key.

Note: You must specify all of these fields as your linkage key, in the specified
order.

IF you are generating a THEN the linkage key

custom report using data fields are
ActivityCodeStat Timestamp
ApplicationID
AgentByA pplicationStat Timestamp
ApplicationID
AgentBySkillsetStat Timestamp
SkillsetlD
ApplicationStat Timestamp
ApplicationID
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TrunkStat views

Introduction

Trunk statistics provide summarized trunk resource usage information. These
statistics provide away to monitor call traffic with available trunk resources.

Database views

These statistics are available from the following views:
m  iTrunkStat

m  dTrunkStat

m  wWTrunkStat

. mTrunkStat

Field descriptions

The server collects the following trunk statistics:

CallsAbandoned

Description The number of Symposium Express Call Center
calls abandoned while waiting on this trunk.

Type int

Length 4

CallsAbandonedDelay

Description The total wait experienced by Symposium Express
Call Center calls that were abandoned.

Trigger Delays begin when the call enters thissite.

Type int

Length 4
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CallsAnswered

Description

Type
Length

The number of Symposium Express Call Center
calls answered.

int

4

CallsAnsweredDelay

Description

Trigger

Type
Length

The total wait experienced by all Symposium
Express Call Center calls that came in through a
trunk.

Delays begin when the call enters thissite.
int

4

CallsOffered

Description

Type
Length

The number of Symposium Express Call Center
calls offered to this trunk.

int

4

OccupancyTime

Description

Trigger

Type
Length

The total time the trunk was occupied with
Symposium Express Call Center calls.

Occupancy times are calculated from the time the
cal entersthis site.

int

4
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Route

Description The name of the route.

Type varchar

Length 30

RoutelD

Description A number that uniquely identifies the route to which
the trunk belongs, which is assigned by the server.

Type int

Length 4

Site

Description The name of the Symposium Express Call Center
site, as assigned during ingtallation. To change the
site name, in the Reports window, choose View [
Change Site Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4

Time

Description The time when the data was pegged.

Type char

Length 5
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Timestamp

Description The date and time when the data was pegged.

Type smalldatetime

Length 4

TrunkID

Description A unique number to identify the trunk within the
route.

Type int

Length 4

Linkages with other views

You can link trunk statisticsto other viewsto generate customized reports. For
more information, see “View linkages’ on page 414.

The following table shows the views to which application statistics can be
linked, as well as the data fields used as a linkage key.

Note: You must specify both of these fields asyour linkage key, in the specified

order.
IF you are generating a THEN the lidkage
custom report using key data fields are
RouteStat Timestamp
RoutelD
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Section B: Event statistics

In this section

Overview of event statistics 514

eAgentLoginStat view 515

elVRPortLoginStat view 518
513
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Overview of event statistics

Introduction

Event statigtics are statistics collected on a per-event basis rather than
accumulated over a period of time. The Symposium Express Call Center records
the following types of event statistics:

= agent logon and logoff statistics
= |IVR port logon and logoff statistics

When statistics are cumulated

Event statistics are cumul ated as events occur.

Storage duration

The following table indicates how long each type of event statistic is stored on
the server:

Statistic Storage duration

IVR voice port login/logout 7 days
statistics

agent login/logout 7 days
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eAgentLoginStat view

Introduction

Agent logon and logoff statistics provide detailed information about the
distribution of an agent’stime during work hours. They show the amount of time
spent on events such as Login, Logout, Wal kaway, and Return from walkaway.

Field descriptions

The server collects the following event statistics:

AgentGivenName

Description Thefirst or given name of the agent, as defined on the
User Property Sheet.

Type varchar

Length 64

AgentLogin

Description The numeric ID the agent usesto log on to the phoneset,
as defined on the User Property Sheet.

Type varchar

Length 16

AgentSurName

Description The last or surname of the agent, as defined on the User
Property Sheet.

Type varchar

Length 64
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Event Type

Description A unique identifier for an agent event.

Type char

Length 2

Values There are four possible agent event types:
LI (Login)
LO (Logout)
WW (Walkaway)
RT (Return from walkaway)

PositionID

Description A uniqueidentifier for the agent’s position ID, as
received from the switch.

Type int

Length 4

Site

Description The name of the Symposium Express Call Center site,
as assigned during installation. To change the site name,
in the Reports window, choose View 0 Change Site
Name.

Type varchar

Length 30

SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4
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Time

Description Thetime of the event.

Type char

Length 8

Timestamp

Description The date and time when the data was pegged.

Type datetime

Length 8

UserID

Description A unique identifier for the agent, which is assigned by
the server when the agent is added.

Type binary

Length 16
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elVRPortLoginStat view

Introduction

Field descriptions

Interactive Voice Response (1VR) port—or voice port—logon and |ogoff
statistics provide detailed information on how an IVR port stime is distributed
whilein service and out of service.

The server collects the following VR port logon and |ogoff statistics:

EventType

Description A unique identifier for an VR port event.

Type char

Length 2

Values logon (LI)
logoff (LO)

IVRPortID

Description A unigue number to identify an IVR port, which is
assigned by the server.

Type varchar

Length 30

Site

Description The name of the Symposium Express Call Center site, as
assigned during installation.

Type varchar

Length 30
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SitelD

Description A unique identifier for the Symposium Express Call
Center site, which is assigned by the server.

Type int

Length 4

Time

Description The time when the data was pegged.

Type char

Length 8

Timestamp

Description The date and time when theevent occurred.

Type datetime

Length 8
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Section C: Configuration data

In this section
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PhonesetDisplay view
RealTimeColumn view
RealTimeStatCollection view
RealTimeTemplate view
Route view

Script view
ScriptVariableProperties view
ScriptVariables view

Skillset view

SkillsetByAgent view
Supervisor view
SupervisorAgentAssignment view
SupervisorByAssignment view
SwitchPort view

UserTemplate view

Views view
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Overview of configuration data

Introduction

Configuration data is datathat describes the configuration of your server.

Unsupported data

The following types of data are unavailable in Symposium Express Call Center:

s Threshold classes
Therefore, the ApplicationThresholdTemplate, ApplicationTemplate,
RouteT hresholdTempl ate, SkillsetThresholdTemplate,
SummaryThresholdTemplate, and UserThresholdTemplate views are not
applicable.

s scheduled agent to skillset and agent to supervisor assignments

Therefore, the Schedul edSkillsetA ssignment,
ScheduledSupervisorAssignment, and SkillsetByA ssignment views are not
applicable.
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ActivityCode view

Description

Thisview lists al of the activity codes and their assigned names.

Field descriptions

Activity Code Properties reports contain the following fields:

ActivityCode

Description The number assigned to the activity code.
Type nvchar

Length 32

Name

Description The name assigned to the activity code.
Type varchar

Length 30
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Agent view

Description

This view lists agents and their properties.

Field descriptions

The Agent view contains the following fields:

Comment

Description The comments defined on the User Property Sheet, if
any.

Type varchar

Length 127

Department

Description The department to which the agent belongs, as defined
on the User Property Sheet for the agent.

Type varchar

Length 64

GivenName

Description The agent’s first or given name, as defined on theUser
Property Sheet for the agent.

Type varchar

Length 64
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ReturnToQueueMode

Description

Type
Length

The mode of the agent’ s phoneset after returning a call
to the queue.

varchar
80

ReturnToQueueOnNoAnswer

Description

Type
Length

Shows whether unanswered calls will be returned to
the queue.

char
1

ReturnToQueueWaitInterval

Description The time before an unanswered call is returned to the
queue.

Type smallint

Length 2

SurName

Description The agent’s last or surname, as defined on theUser
Property Sheet for the agent.

Type varchar

Length 64

SwitchID

Description The switch ID of the phoneset at which the agent is
logged on, received from the switch.

Type int

Length 4
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SwitchPortAddress

Description

Type
Length

The switch port address of the phoneset at which the
agent is logged on, received from the switch.

varchar
30

SwitchPortName

Description

Type
Length

The switch port name of the phoneset at which the
agent is logged on, as received from the switch.

varchar
30

TelsetLoginID

Description The numeric ID that the agent uses to log on to the
phoneset, as defined on the User Property Sheet for the
agent.

Type varchar

Length 16

TemplatelD

Description A unique ID for the call presentation class assigned to
the agent, assigned when the call presentation classis
added. The call presentation class determines how calls
are presented to the agent.

Type varchar

Length 30

TemplateName

Description

Type
Length

The call presentation class assigned to the agent.
varchar
30
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Threshold TemplatelD

Description

Type
Length

A unique ID for the threshold class assigned to the user,
assigned when the threshold class is added.

The Symposium Express Call Center does not support
threshold classes.

varchar

30

Threshold TemplateName

Description The threshold class assigned to the agent.

Type varchar

Length 30

Title

Description The agent’stitle, as defined on the User Property Sheet for
the agent.

Type varchar

Length 64

UserlD

Description A unique ID for the agent that is assigned by the server
when the agent is added.

Type binary

Length 16
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Application view

Description
The Application view listsal of the applications and their servicelevel. The

view also indicates whether the server collects call-by-call statistics for the
application.

Field descriptions

The Application view contains the following fields:

ApplicationID

Description The ID of the application, that is assigned by the server.
Type int

Length 4

Name

Description The name of the application.

ServicelLevelThreshold

Description The servicelevel threshold for the threshold classto which
this application belongs.

The Symposium Express Call Center does not support
threshold classes.

Type varchar

Length 30
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TemplatelD

Description A unique ID for the threshold class assigned to the user,
assigned when the threshold class is added.

Type int

Length 4
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ApplicationByScript view

Description

The ApplicationByScript view describes the relationship between application
scripts.

Definiton: parent script

A parent script is any script that directs a call to another script.

Definition: child script

A child script is asecondary script to which a primary script or another
secondary script directsacal.

Note: Symposium Express Call Center does not support primary or secondary
scripts.

Field descriptions

The ApplicationByScript view contains the following fields:

ChildComment

Description Additional information about the child script (if any).
Type varchar

Length 80

ChildName

Description The name of the referenced script.

Type varchar

Length 30
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ChildStatus

Description The status of the referenced script.
Type varchar

Length 80

ChildUserFirstName

Description Thefirst or given name of the user who created the
referencing script.

Type varchar

Length 30

ChildUserLastName

Description The family or surname of the user who created the
referencing script.

Type varchar

Length 30

ParentComment

Description Additional information about the parent script (if any).

Type varchar

Length 80

ParentName

Description The name of the referencing script.

Type varchar

Length 30
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ParentStatus

Description The status of the referencing script.
Type varchar

Length 80

ParentUserFirstName

Description Thefirst or given name of the user who created the
referencing script.

Type varchar

Length 30

ParentUserLastName

Description The family or surname of the user who created the
referencing script.

Type varchar

Length 30
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CDN view

Description

Field descriptions

The CDN view lists the CDNs and their assigned names and statuses.

The CDN view contains the following fields:

Acquire

Description Shows whether there is arequest to acquire the CDN.
Type char

Length 1

CDN

Description The number assigned to the CDN.
Type varchar

Length 7

Name

Description The name assigned to the CDN.
Type varchar

Length 30

Status

Description The status of the CDN.

Type varchar

Length 80
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Type

Description The call type.

Possible values Local
Network

Type Type
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CodeToMessage view

Description

Thisview is used internally by the program.

Field description

The CodeToM essage view contains the following fields:

Category

Description A system-defined classification for the status code.
Type varchar

Length 30

Code

Description The numeric status code value.
Type int

Length 4

Msg

Description The corresponding message text.
Type varchar

Length 80
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DNIS view

Description

The DNISview lists the DNIS numbers and their properties.

Field descriptions

The DNIS view contains the following fields:

DNIS

Description A unique number used to identify a DNIS, which is
assigned by the server.

Type varchar

Length 16

Name

Description The name of aDNIS.

Type varchar

Length 30

ServicelLevelThreshold

Description The service level threshold for the DNIS.
Type int
Length 4
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DNISThresholdTemplate view

Description

The DNISThresholdTemplate view provides information about the DNIS
threshold class. The system contains a single, system-defined threshold class for
DNISs.

Field descriptions

The DNISThresholdTemplate view contains the following fields:

Name

Description The system-defined name of the threshold class.
Type varchar

Length 30

ServicelLevelThreshold

Description The service level threshold for the threshold class.

Type int

Length 4

TemplatelD

Description The system-defined uniqueidentifier for the threshold
class.

Type int

Length 4
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Formula view

Description

The Formulaview lists all of the customized formulas and their definitions.Y ou
can use formulas to create customized real-time statisticsfields by combining
existing statistics fields with mathematical operators.

Note: Symposium Express Call Center does not support user-defined formulas.

Field descriptions

The Formulaview contains the following fields:

Class

Description The class to which the formula belongs.

Type varchar

Length 80

Comment

Description Additional information about the formula(if any).
Type varchar

Length 127

Definition

Description The standard formulas used to create the custom formula.
Type varchar

Length 255
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Format

Description The display format for the formula.

Type varchar

Length 80

FormulalD

Description A unique identifer for aformula, which is assigned by the
Server.

Type int

Length 4

Name

Description The name of the formula.

Type varchar

Length 30
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HistoricalStatCollection view

Description

The Historical StatCollection view lists all of the data types that Symposium

Express Call Center can collect and, for each one, indicates whether it is

selected.

Field descriptions

The Historical StatCollection view contains the following fields:

ActivityCode

Description

Type
Length

Shows whether gtatistics in the activity code statistics
group will be collected.

char
1

AgentByApplication

Description Shows whether gtatistics in the agent by application
statistics group will be collected.

Type char

Length 1

AgentLogin

Description Shows whether gtatistics in the agent logon and logoff
statistics group will be collected.

Type char

Length 1
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AgentPerformance

Description

Shows whether gtatistics in the agent performance
statistics group will be collected.

Type char

Length 1

Application

Description Shows whether statistics in the application statistics group
will be collected.

Type char

Length 1

CDN

Description Shows whether statisticsin the CDN statistics group will
be collected.

Type char

Length 1

DNIS

Description Shows whether statistics in the DNI'S statistics group will
be collected.

Type char

Length 1

IVR

Description Shows whether statisticsin the VR statistics group will be
collected.

Type char

Length 1
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IVRPort

Description Shows whether gtatisticsin the I VR port statistics group
will be collected.

Type char

Length 1

IVRPortLogin

Description Shows whether gtatisticsin the IV R port logon and | ogoff
statistics group will be collected.

Type char

Length 1

NetworkCall

Description Networking option only. Shows whether statisticsin the
network call statistics group will be collected.

Type char

Length 1

NetworkOutCall

Description Networking option only. Shows whether statisticsin the
network outcall statistics group will be collected.

Type char

Length 1

RANMusicRoute

Description

Type
Length

Shows whether statisticsin the RAN/Music route statistics
group will be collected.

char
1
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Route

Description Shows whether statistics in the route statistics group will
be collected.

Type char

Length 1

Skillset

Description Shows whether statisticsin the skillset statistics group will
be collected.

Type char

Length 1

SkillsetByAgent

Description

Type
Length

Shows whether statistics in the agent by skillset statistics group
will be collected.

char

1

SkillsetState

Description

Not used in this version.
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HistoricalStatDuration view

Description

The Historical StatDuration view shows the length of time that the server keeps
statistics for each collection period and event type.

Note: The Historica StatDuration values are predefined on the Symposium
Express Call Center.

Field descriptions

The Historical StatDuration view contains the following fields:

BusinessDaysPerWeek

Description The number of business days per week for which the
system collects historical statistics data.

Type smallint

Length 2

BusinessHoursPerDay

Description The number of hours per business day that the system
collects historical statistics data.

Type smallint

Length 2

DaysofAgentLogin

Description The number of days agent logon statistics are stored by the
system.

Type smallint

Length 2
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DaysOfCallByCall

Description The number of days call-by-call statistics are stored by the
system.

Type smallint

Length 2

DaysOfDaily

Description The number of days daily statistics are stored by the
system.

Type smallint

Length 2

DaysOflInterval

Description The number of days interval statistics are stored by the
system.

Type smallint

Length 2

DaysoflVRPortLogin

Description The number of days|VR port logon statistics are stored by
the system.

Type smallint

Length 2

DaysOfSkillsetState

Description Not used in this version.
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FirstDay OfWeek

Description The day defined asthefirst day of the business week. This
isthe day that weekly statistics are cumulated for the
previous week.

Type varchar

Length 80

MonthsOfMonthly

Description The number of months that monthly statistics are stored by
the system.

Type smallint

Length 2

WeeksOfWeekly

Description The number of weeks that weekly statistics are stored by
the system.

Type smallint

Length 2
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HistoricalStatStorage view

Description

The Historical StatStorage view describes the amount of disk space allocated to
store historical data. Space alocation depends upon the size of the disk drive.

Note: On Symposium Express Call Center, historical statistics are predefined.

Field descriptions

Higtorical Statistics Storage Properties reports contain the following fields:

Parameter

Description The name of the parameter.

Type varchar

Length 80

Purchased

Description The purchased value for this parameter.

Type int

Length 4

System

Description The measured value for this parameter. Thisis the number
currently in use on the system. For example, if the system
value for the Active Agentsis 3, then 3 agents are
currently logged on.

Type int

Length 4
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IVRPort view

Description

The IVRPort view lists the voice ports. For each port, it providesthe switch
configuration information.

Field descriptions

The IVRPort view contains the following fields:

Acquire

Description Shows whether thereis areguest to acquire the voice port.

Type char

Length 1

IVRPortID

Description A uniqueidentifier for the voice port, which is assigned by
the server.

Type varchar

Length 16

IVRQueuelD

Description The threshold class to which the IVR queue is assigned.
The Symposium Express Call Center does not support
threshold classes.

Type varchar

Length 7
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Name

Description The name of the voice port.
Type varchar

Length 30

Status

Description The status of the voice port.
Type varchar

Length 80

SwitchlID

Description The switch ID of an IVR port, as received from the switch.
Type int

Length 4

SwitchPortAddress

Description

Type
Length

The switch address of the IVR port, as received from the
switch.

varchar
40

SwitchPortName

Description

Type
Length

The name assigned to the I VR port on the switch, as
received from the switch.

varchar
30
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IVRQueue view

Description

The IVRQueue view lists the IVR ACD-DNs and their properties.

Field descriptions

IVR Queue and Port Properties reports contain the following fields:

Acquire

Description Shows whether thereis areguest to acquire the IVR ACD-
DN.

Type char

Length 1

IVRQueuelD

Description A unique identifier for the VR ACD-DN, whichiis
assigned by the server.

Type varchar

Length 7

Name

Description The name of the VR ACD-DN.

Type varchar

Length 30
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ServicelLevelThreshold

Description The service level threshold for the threshold class to which
the VR ACD-DN belongs.
Symposium Express Call Center does not support
threshold classes.

Type int

Length 4

Status

Description The status of the VR ACD-DN.

Type varchar

Length 80

TemplatelD

Description The name of the threshold class to which the IVR
ACD-DN belongs.

Type int

Length 4
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NCCConfig view

Introduction

NCC option only. The NCCConfig view is not used in this version.

Field descriptions

NumBestNodes
Description: Not used in this version.

Type: int
Length: 4
StaleDataRatio
Description: Not used in this version.
Type: int
Length: 4
UpdateRate
Description: Not used in this version.
Type: int
Length: 4
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NCCNetworkSkillset view

Introduction

NCC option only. The NCCNetworkSkillset view lists al the network skillsets
and, for each one, indicates the routing table method being utilized for the
network skillset.

A routing table defines how calls are queued to the sites on the network. Each
site has arouting table for each network skillset at that site. When you create a
network skillset, you choose the routing table type for that skillset. Two types of
routing tables are available.

Round robin

The server queues the first call to the first, second, and third site in the routing
table for the network skillset. When an agent becomes available at one of these
sites, the server reserves the agent, and the call is presented to the agent.

When the second call arrives, the server queuesit to the second, third, and fourth
site in the routing table. When the third call arrives, the server queuesit to the
third, fourth, and fifth site—and so on.

This type of routing table distributes calls most evenly among the sites.

Sequential

Whenever acall arrives, the server queuesit to the first three sites in the routing
table. When an agent becomes available at one of these sites, the server reserves
the agent, and the call is presented to the agent.

This type of routing table minimizes the number of trunks used to network calls.
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Fields descriptions

Comment

Description: Additional information about the network skillset, as defined on
the Skillset Properties property page, if any.

Type: int
Length: 4
IdleAgentsPriority
Description: Not used in this release.
Type: smallint
Length: 2

NetworkSkillset

Description: The name of the network skillset, as defined on the Skillset
Properties property sheet.

Type: varchar
Length: 30

NetworkSkillsetID

Description: A unique identifier for the network skillset, as defined when the
network skillset is added.

Type: int
Length: 4
UseBestNode
Description: Not used in this release.
Type: char
Length: 1
UseRoundRobin
Description: The routing table method used for the network skillset.
Type: char
Length: 1
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Valid values:
m O (sequential)
= 1 (round robin)
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NCCRanking view

Introduction

NCC option only. The NCCRanking view provides alisting of the sitesin your
network. For each site, it lists the networked skillsets at that site. For each
skillset, it lists the possible destination sites and their ranking preference. The
ranking preference determines the destination site to which skillset callsare
routed.

Field descriptions

DstSitelD

Description: The unique identifier for a destination site, assigned when the site
is configured on the NCC.

Type: int
Length: 4

DstSiteName

Description: The name of asite to which calls for the network skillset can be
routed.

Type: varchar
Length: 30

NetworkSkillsetID

Description: The unique identifier for a network skillset, assigned when the
skillset is configured on the NCC.

Type: int
Length: 4

NetworkSkillsetName
Description: The name of anetwork skillset defined on the source site.

Type: varchar
Length: 30
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Rank
Description: Theranking of the destination site in the routing table.
Type: smallint
Length: 2

SrcSitelD

Description: The unique identifier for a source site, assigned when the siteis
configured on the NCC.

Type: int
Length: 4

SrcSiteName
Description: The name of the source site.

Type: varchar
Length: 30
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NCCRemoteApplication view

Introduction

NCC option only. The NCCRemoteApplication view lists all applications
(master and primary scripts) and their service level. The view also indicates
whether the server collects call-by-call statistics for the application.

Field descriptions

CallByCall

Description: Shows whether the collection of call-by-call statistics for this
application is enabled on the Historical Statistic Configuration property sheet.

Type: tinyint

Length: 1

Valid values:

Name

0 (none)

1 (local)

2 (network)

3 (local and network)

Description: The name of the application, as defined on the Application
Properties property sheet.

Type: varchar
Length: 30

RemoteApplicationID

Description: The ID of the application, which is assigned by the server when
the application is defined.

Type: int
Length: 4
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ServiceLevelThreshold

Description: The service level threshold for the threshold class to which this
application belongs.

Type: int
Length: 4

SitelD

Description: A unique identifier for the Symposium Express Call Center site,
which is assigned by the server.

Type: int
Length: 4

SiteName

Description: The name of the Symposium Express Call Center site, as assigned
during installation.

Type: varchar
Length: 30
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NCCSite view

Introduction

NCC option only. The NCCSite view lists each site in the network and, for each
one, shows its properties.

Fields descriptions

Comment
Description: The comments defined on the Site Properties dialog box, if any.
Type: varchar
Length: 127

ContactNumber
Description: The phone number of the contact person.
Type: varchar
Length: 30

ContactPerson
Description: The contact person name for the site.
Type: varchar
Length: 30

Name
Description: The name of the site.
Type: varchar
Length: 30
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OutOfServiceTimer
Description: The amount of timethe siteisfiltered from the routing table when
the maximum retry limit isreached.

Type: int
Length: 4
RelativeGMT

Description: Thetime difference (in hours) between GMT and thetime zone in
which the siteis located.

Type: int
Length: 4
SitelD

Description: A unique identifier for the Symposium Express Call Center site,
which is assigned by the server.

Type: int
Length: 4
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NetworkConfig view

Introduction

Networking option only. This view contains the name of the NCC for the server.

Field descriptions

NCCsSite

Description: The name of the NCC, as defined when the server was installed.
You can view the NCC name from the Network Communication Parameters
dialog box.

Type: varchar
Length: 30
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NetworkRankingAssignment view

Introduction

Networking option only. The NetworkRankingAssignment view provides a
listing of the network control center (NCC) table routing assignments.

Field descriptions

AssignName

Description: The name of the table routing assignment, as defined when the
assignment was configured on the NCC.

Type: varchar
Length: 30

Comment

Description: The comments defined on the Ranking Table Properties property
sheet, if any.

Type: varchar
Length: 127

ErrorCode

Description: A numeric value for the error encountered when the assignment
last ran (if any).

Type: int
Length: 4

DestSitelD

Description: The unique identifier for a destination site, assigned when the site
is configured on the NCC.

Type: int
Length: 4
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DestSiteName

Description: A destination site for this network skillset, as defined in the
routing table.

Type: varchar
Length: 30

NetworkSkillsetID

Description: A unique identifier for the network skillset, as assigned when the
network skillset was configured on the NCC.

Type: int
Length: 4

NetworkSkillsetName

Description: The name of a network skillset included in this table routing
assignment.

Type: varchar
Length: 30
Rank
Description: Theranking of the sitein the routing table.
Type: smallint
Length: 2

RankingAssignID

Description: The unique identifier for the table routing assignment, as defined
when the assignment was configured on the NCC.

Type: int
Length: 4

SrcSitelD

Description: The unique identifier for the source site, assigned when the site is
configured on the NCC.

Type: int
Length: 4
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SrcSiteName

Description: The source site for which the table routing assignment has been
defined.

Type: varchar
Length: 30
Status
Description: The current status for this table routing assignment.
Type: varchar
Length: 80
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NetworkSkillsetStatus view

Introduction

Networking option only. The NetworkSkillsetStatus view provides a listing of
the network skillsets and their statuses.

Field descriptions

FilterStatus
Description: Indicates whether the skillset is being filtered.
Type: smallint
Length: 2
Valid values:
s 11 (Server communication failure)
s 12 (Dialable DN has not been configured correctly)
m 13 (NACD package restriction at destination)
s 14 (Maximum number of retries reached)
s 15 (Trunk alocation problem, server suspended)
» 16 (Incompatible server versions)
= any other value (Undefined)

FlowControlStatus

Description: Indicates whether the skillset is rejecting cals, because too many
cals are queued.

Type: smallint
Length: 2

Valid values:

m 0 (Off)

s 1 (Max Request)
m  2(Out of Service)
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» 3 (Unknown Skillset)
= any other value (Undefined)

NetworkSkillset
Description: The name of the network skillset.
Type: varchar
Length: 30

NetworkSkillsetID

Description: A unique identifier for the network skillset, as assigned when the
network skillset was configured on the NCC.

Type: int
Length: 4
SiteName
Description: The destination site.
Type: varchar
Length: 30
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PhonesetDisplay view

Description

This view lists the configured display types, the width of the display, and the
number of rows in the display.

Field descriptions

The PhonesetDisplay view contains the following fields:

DisplayTypeName

Description The type of display the phoneset uses.

Valid values 1 x 40 Alphanumeric
1 x 16 Alphanumeric
1x 18 or 1 x 24 Alphanumeric
1 x 12 Numeric

Type varchar

Length 80

FieldName

Description The name of the field displayed on the phoneset.
Type varchar

Length 80

Row

Description The row in which the field appears.

Type smallint

Length 2
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Width

Description The display width for the field.
Type smallint

Length 2
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RealTimeColumn view

Description

The Real TimeColumn view lists the real-time display definitions and their

column definitions.

Note: In Symposium Express Call Center, only three real-time display
definitions are available: agent, skillset, and call center summary.

Field descriptions

The Real TimeColumn view contains the following fields:

Column
Description The column number of afield that appears on areal-
time display definition.
Type smallint
Length 2
Format
Description The format of the column.
Valid values text
numeric
time
bar chart
Type varchar
Length 80
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FormulalD

Description A unique identifier for the formula used in this
column, which is assigned by the server.

Type int

Length 4

Label

Description The label of the column, as it appears on the real-
time display.

Type varchar

Length 80

TemplatelD

Description A unique identifier for areal-time display
definition, which is assigned by the server when the
real-time display definition was added.

Type int

Length 4

ScaleFrom

Description For columns with bar format only. The minimum
scale value to be reported in this column.

Type smallint

Length 2

ScaleTo

Description For columns with bar format only. The maximum
scale value to be reported in this column.

Type smallint

Length 2
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RealTimeStatCollection view

Description

The Real TimeStatCollection view lists the types of real-time statistics that
Symposium Express Call Center collects; it indicates whether each type of
statistic is selected, and the viewing modes configured for that statistic.

Note: For Symposium Express Call Center, only agent, skillset, and call center
summary statistics are collected.

Moving window mode
In moving window mode, statistics shown represent the last 10 minutes of
system activity.

Interval-to-date mode

In interval-to-date mode, statistics are collected only for the current interval (one
day). When theinterval isover, datafieldsinitialize to O (zero), and collection
begins for the next interval.

Field descriptions

The Real TimeStatCollection view contains the following fields:

IntervalDuration

Description Theinterval duration for collecting real-time statistics.
Type smallint
Length 2
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IntervalStartTime

Description Theinterval start timefor collecting real-time statistics.

Type char

Length 8

ITDAgent

Description Shows whether agent statistics are displayed using the
interval-to-date format.

Type char

Length 1

ITDApplication

Description Shows whether application statistics are displayed using
the interval-to-date format.

Type char

Length 1

ITDIVR

Description Shows whether 1 VR dtatistics are displayed using the
interval-to-date format.

Type char

Length 1

ITDNetworkCall

Description Networking option only. Shows whether network call
statistics are displayed using the interval-to-date format.

Type varchar

Length 80

ITDNodalCall
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Description Networking option only. Shows whether call center
summary statistics are displayed using the interval-to-date
format.

Type int

Length 4

ITDRoute

Description Shows whether route statistics are displayed using the
interval-to-date format.

Type varchar

Length 80

ITDSkillset

Description Shows whether skillset statistics are displayed using the
interval-to-date format.

Type varchar

Length 80

MinRefreshRate

Description The minimum interval between refreshes of real-time
statistics displays.

Type varchar

Length 80

MWAgent

Description Shows whether agent statistics are displayed using the
moving window format.

Type char

Length 1

MWApplication
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Description Shows whether application statistics are displayed using
the moving window format.

Type char

Length 1

MWIVR

Description Shows whether IVR datistics are displayed using the
moving window format.

Type char

Length 1

MWNetworkCall

Description Networking option only. Shows whether network call
statistics are displayed using the moving window format.

Type varchar

Length 80

MWNodalCall

Description Networking option only. Shows whether call center
summary statistics are displayed using the moving window
format.

Type int

Length 4

MWRoute

Description Shows whether route statistics are displayed using the
moving window format.

Type varchar

Length 80

MWSKillset
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Description Shows whether skillset statistics are displayed using the
moving window format.

Type varchar

Length 80
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RealTimeTemplate view

Description
The Real TimeTemplate view lists the real-time display definitions and their
general properties.

Field descriptions

The Real TimeTemplate view contains the following fields:

Class

Description The class to which the real-time display definition
belongs.

Type varchar

Length 80

Name

Description The name of the real-time display definition.

Type varchar

Length 30

RefreshRate

Description The refresh rate defined for the real-time display
definition.

Type int

Length 4
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ViewMode

Description The view mode defined for the real-time display
definition.

Valid values Moving Window
Interval To Date

Type varchar

Length 80
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Route view

Description

The Route view lists the routes and their properties.

Field descriptions

Route Properties reports contain the following fields:

Acquire

Description Shows whether thereis arequest to acquire or deacquire
the route.

Type char

Length 1

Name

Description The name of the route.

Type varchar

Length 30

RoutelD

Description The route number.

Type int

Length 4
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Status

Description The status of the route.

Type varchar

Length 80

TemplatelD

Description A unique identifier for the threshold classto which the
route belongs, which is assigned by the server when the
route was added.
Symposium Express Call Center does not support
threshold classes.

Type int

Length 4
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Script view

Description

The Script view lists the scripts and their properties.

Field descriptions

The Script view contains the following fields:

Comment

Description Additional information about the script.

Type varchar

Length 30

GivenName

Description The first or given name of the user who performed the
most recent action on the script.

Type varchar

Length 30

LastModified

Description The date when the most recent action was performed on
the script.

Type datetime

Length 8

Name

Description The name of the script.

Type varchar

Length 30
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Owner

Description The name of the user who created the script.

Type nvarchar

Length 80

ScriptlD

Description A unique identifier for the script, which is assigned by the
server when the script is added.

Type int

Length 4

Status

Description The status of the script.

Valid values Activated
Deactivated
Edited

Type varchar

Length 80

SurName

Description The last or surname of the user who performed the most
recent action on the script.

Type varchar

Length 30
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Type

Description

Possible values

Type
Length

The type of script.

Loca Master
Network Master
Primary
Secondary

varchar
80
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ScriptVariableProperties view

Description

The ScriptVariableProperties view lists the script variables and their properties.

Field descriptions

Script Variable Properties reports contain the following fields:

Class

Description The name of the variable class to which this variable
belongs.

Valid values [tem
Set Of Values

Type varchar

Length 80

Comment

Description The comments defined, if any.

Type varchar

Length 127

Grouping

Description The name of the variable group to which this variable
belongs.

Valid values Global Variable
Call Variable

Type varchar

Length 80
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Name
Description The name of the script variable.
Type varchar
Length 30
Status
Description The status of the variable.
Valid values Activated
Deactivated
Type varchar
Length 80
Type
Description The data type of the variable.
Type varchar
Length 80
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ScriptVariables view

Description

The ScriptVariables view lists the script variables. For each variable, it provides
the variable status and type, and the name, status, and type of any scriptsthat use

that variable.

For more information on scripting, refer to the Nortel Networks Symposium
Express Call Center Scripting Guide.

Field descriptions

The ScriptVariables view contains the following fields:

Script

Description The name of a script that uses thisvariable.
Type varchar

Length 32

ScriptStatus

Description

Valid values

Type
Length

The status of the script that uses this variable.

Edited
Validated
Activated
varchar

80
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Type
Description The type of script.
Valid values Loca Master
Network Master
Primary
Secondary
Symposium Express Call Center does not support primary
and secondary scripts.
Type varchar
Length 80
Variable
Description The name of the script variable.
Type varchar
Length 30

VariableStatus

Description The status of the variable.
Valid values Activated
Deactivated
Type varchar
Length 80
VariableType
Description The data type of the variable.
Type varchar
Length 80
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Skillset view

Description

The Skillset view lists al of the skillsets and their general properties.

Field descriptions

The Skillset view contains the following fields:

ActivityCode

Description

Type
Length

The default activity code for the skillset.
varchar

32

CallAgePreference

Description The call age preference for a skillset.
Valid values 18 (Oldest)
19 (First in Queue)
any other value (None)
Type smallint
Length 2
Comment
Description The comments defined, if any.
Type varchar
Length 127
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DN

Description The ACD-DN number for which calls will be pegged to
this skillset.

Type varchar

Length 7

IdleAgentsPriority

Description The agent idle time preference defined on the Global
Settings property page.

Type smallint

Length 2

MinShortCallDelay

Description The short call threshold for the threshold class to which
the skillset belongs. Callswith atak time less than this
value are considered to be short calls.

Type int
Length 4

NightServiceType

Description The night service type for a skillset.
Valid values 20 (Transition)
21 (Night)
any other value (None)
Type smallint
Length 2
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ServicelLevelThreshold

Description The service level for the threshold class to which the
skillset belongs.

Type int

Length 4

Skillset

Description The name of the skillset.

Type varchar

Length 30

SkillsetID

Description A unique identifier for the skillset, which is assigned by
the server when the skillset was added.

Type varchar

Length 30

UseBestNode

Description Not supported in this version.

UseRoundRobin

Description
Type
Length

Valid values

Networking option only.
char
1

= O (round robin)
= 1 (sequential)
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SkillsetByAgent view

Description

The SkillsetByAgent view lists the skillsets and the agents assigned to them. For
each assigned agent, it shows the agent priority for the skillset.

Field descriptions

The SkillsetByAgent view contains the following fields:

Priority

Description The agent’s priority for this skillset.

Range 1to48
where 1 is the highest priority and 48 is the lowest priority.

Type tinyint

Length 1

SkillsetlD

Description A unique identifier for the skillset, assigned when the
skillset is added.

Type int

Length 4

SkillsetState

Description

Valid values

Type
Length

The skillset state.

Standby
Active

varchar
80

592

Symposium Express Call Center



June 2001 Datadictionary

UserID

Description A unique ID for an agent assigned to this skillset, whichis
assigned by the server when the agent is added.

Type binary

Length 16
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Supervisor view

Description

The Supervisor view lists all Symposium Express Call Center supervisors and
their general properties.

Field descriptions

The Supervisor view contains the following fields:

Comment

Description The comments defined on the User Property Sheet, if any.

Type varchar

Length 127

Department

Description The department to which the supervisor belongs, as
defined on the User Property Sheet for the supervisor.

Type varchar

Length 64

GivenName

Description The given or first name of the supervisor, as defined on the
User Property Sheet for the supervisor.

Type varchar

Length 64
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PCLoginName

Description The supervisor’s desktop user ID, as defined on the
Desktop property page.

Type varchar

Size 40

SurName

Description The family or surname of the supervisor, as defined on the
User Property Sheet for the supervisor.

Type varchar

Length 64

SwitchlID

Description The switch ID of the phoneset at which the supervisor is
logged on, as received from the switch.

Type int

Length 4

SwitchPortAddress

Description

Type
Length

The switch port address of the phoneset at which the
supervisor is logged on, as received from the switch.

varchar
30

SwitchPortName

Description

Type
Length

The switch port name of the phoneset at which the
supervisor is logged on, as received from the switch.

varchar
30

Reports and Displays Guide

595



Data dictionary Standard 1.0

TelsetLoginID

Description The numeric ID the supervisor uses to log on to the
phoneset, as defined on the User Property sheet.

Type varchar

Length 16

TemplatelD

Description A unique identifier for the access class to which the

supervisor belongs, which is assigned by the server when
the access class was added.

Type int
Size 4

TemplateName

Description The name of the access class to which the supervisor
belongs.

Type nvarchar

Size 30

ThresholdTemplatelD

Description A unique identifier for the threshold classto which the
supervisor belongs, which is assigned by the server when
the threshold class was added.

Type int

Size 4

ThresholdTemplateName

Description The name of the threshold class to which the supervisor
belongs.

Type nvarchar

Size 30
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Title

Description The supervisor’stitle, as defined on the User Property
Sheet for the supervisor.

Type varchar

Length 64

UserID

Description A unique ID for the supervisor, which is assigned by the
server when the supervisor is added.

Type binary

Length 16
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SupervisorAgentAssignment view

Description

This view shows all agents and their supervisor assignments (both reporting and
associated). The view contains arecord for each agent-supervisor relationship.
For example, if an agent has a reporting and two associated supervisors, then the
view contains three records for that agent.

Field descriptions

The SupervisorAgentAssignment view contains the following fields:

AgentGivenName

Description Thefirst or given name of an assigned agent, as defined on
the User Property Sheet for the agent.

Type varchar

Length 64

AgentSurName

Description The family or surname of the agent, as defined on theUser
Property Sheet for the agent.

Type varchar

Length 64

AgentTelsetLoginID

Description

Type
Length

The numeric ID that the agent uses to log onto the
phoneset, as defined on the User Property sheet.

varchar
16
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AgentUserID

Description A unique ID for the agent, which is assigned by the server
when the agent is added.

Type binary

Length 16

SupervisorGivenName

Description Thefirst or given name of the supervisor, as defined on the
User Property Sheet for the supervisor.

Type varchar

Length 64

SupervisorSurname

Description The surname or family name of the supervisor, as defined
on the User Property Sheet for the supervisor.

Type varchar

Length 64

SupervisorTelsetLoginID

Description The numeric ID the supervisor uses to log on &t the
phoneset, as defined on the User Property Sheet for the
supervisor.

Type varchar

Length 16

SupervisorUserID

Description A unique ID for the supervisor, which is assigned by the
server when the supervisor is added.

Type binary

Length 16
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Type

Description Shows whether the supervisor is the reporting or
associated supervisor for an agent.
Only reporting supervisors are supported on Symposium
Express Call Center.

Type char

Length 1

Values P (Reporting)

S (Associated)
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SupervisorByAssignment view

Description

The SupervisorByAssignment view lists the agent to supervisor assignments and
their properties.

Field descriptions

The SupervisorByAssignment view contains the following fields:

AgentID

Description A unique ID for the agent, which is assigned by the server
when the agent is added.

Type binary

Length 16

AssignID

Description A unique identifier for the assignment, which is assigned
by the server when the assignment is added.

Type int

Length 4

AssignName

Description The name of the agent to supervisor assignment.
Type varchar
Length 64
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AssignType
Description The assignment type.
Only reporting assignments are supported on Symposium
Express Call Center.
Type varchar
Length 80
Comment
Description The comments defined, if any.
Type varchar
Length 127
ErrorCode
Description A numeric value for the error encountered when the
assignment last ran (if any).
Type int
Length 4
Status
Description The status of the agent to supervisor assignment.
Valid values Edited/Saved
Ran OK
Ran with error
Scheduled
Never scheduled
Duplicate assignment entry
Type varchar
Length 80
Length 16
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SupervisorGivenName

Description

Type
Length

The given or first name of the supervisor to which the user
is assigned when this assignment isrun, as defined on the
User Property Sheet for the supervisor.

varchar
64

SupervisorIiD

Description

Type
Length

A unique ID for the supervisor to which the user is
assigned when thisassignment isrun, which isassigned by
the server when the supervisor is added.

binary
16

SupervisorSurName

Description The family or surname of the supervisor to which the user
is assigned when this assignment isrun, as defined on the
User Property Sheet for the supervisor.

Type varchar

Length 64

Type

Description The assignment type.
Only reporting supervisors are supported on Symposium
Express Call Center.

Valid values Reporting
Associated

Type varchar

Length 80
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SwitchPort view

Description

This view lists phoneset ports and their switch configuration information.

Field description

The SwitchPort view contains the following fields:

Acquire

Description Shows whether thereis arequest to acquire or deacquire
the route.

Type char

Length 1

Name

Description The switch port name of the phoneset at which the agent is
logged on, as received from the switch.

Type varchar

Length 30

PortAddress

Description The switch port address of the phoneset at which the agent
islogged on, as received from the switch.

Type varchar

Length 30
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PositionID

Description A unique identifier for the agent’ s position ID, as received
from the switch.

Type int

Length 4

Status

Description The status of the phoneset.

Type varchar

Length 80

SwitchID

Description The switch ID of the phoneset at which the agent islogged
on, received from the switch.

Type int

Length 4

Type

Description The phoneset type.

Type varchar

Length 80
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UserTemplate view

Description

The UserTemplate view lists the agent call presentation classes and their
properties.

Field descriptions

The UserTemplate view contains the following fields:

AlternateCallAnswer

Description Shows whether the agent can put a DN call on hold to
answer anincoming call. Thisoption isdefined for the call
presentation class to which the agent belongs.

Type char
Length 1

CallForceOption

Description Shows whether the call force option is enabled for the call
presentation class to which this agent belongs.

Type char

Length 1

CallForceDelayTimer

Description The time that elapses before acall is automatically
presented to an agent. This option is defined for the call
presentation class to which the agent bel ongs.

Type int
Length 4
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ReturnToQueueMode

Description The mode of the agent’s phoneset after returning a call to
the queue.

Type varchar

Length 80

ReturnToQueueOnNoAnswer

Description Shows whether unanswered calls will be returned to the
queue.

Type char

Length 1

ReturnToQueueWaitInterval

Description The time before an unanswered call is returned to the
queue.

Type smallint

Length 2

TelsetShowReserve

Description Not supported in this version.
Template

Description The name of the call presentation class.
Type varchar

Length 30
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TemplatelD

Description A unique identifier for the call presentation class, whichis
assigned by the server when the call presentation classwas
added.

Type int

Length 4

UnionBreakTimer

Description The length of the break period allowed between calls. This
option is defined for the call presentation class to which
the agent belongs.

Type smallint

Length 2
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Views view

Description

Thisview lists al database views available in the Symposium Express Call

Center database.

Field descriptions

The Views view contains the following fields:

ColumnName

Description The name of afield in the view. This nameis not
necessarily the same as the field label printed on the report.

Type varchar

Length 30

Length

Description The length of thefield, in characters.

Type tinyint

Length 1

Name

Description The name of the view.

Type varchar

Length 30

Type

Description Thefield type.

Type varchar

Length 30
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Overview

Introduction

This appendix describes how agent states are pegged in historical statistics.
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Pegging of agent state

Introduction

This section shows how agent state is pegged in reports for several different

Incalls and DN key statuses.

If the agent key status is

Agent time is pegged against the
following states:

() ()
E E
<o <
® s| E £
£ 0| X K
= g S ) g )
o] % 2| e % o| E
a) o = El =z
() O > | ol S| >
(5() S g’ <8 g’ E El o g
£ = E| 2 9 9o = k| £ B
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Incalls key DN key g: 222 8 3 z = s =
no call present no call present .
no call present incoming DN call .
active
no call present incoming DN call on .
hold
no call present outgoing DN call .
active
no call present outgoing DN call on .
hold
no call present incoming DN call .
ringing
no call present DN key pressed
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If the agent key status is

Agent time is pegged against the
following states:

() ()
E E
<o <
o s E <
£ 0| 2
= S S ) S )
s % 2 € % ol E
@© +~ -
8 V| o °| > o 0| o E >
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o TB| ol 2 2| 2 2 x = %
3 X
Incalls key DN key g: 222283z 8 2 =
cal ringing no call present .
call ringing incoming DN call .
ringing
cal active no call present .
cal on hold no call present . .
cal active incoming DN call on . .
hold
cal on hold incoming DN call . .
active
cal on hold incoming DN call on .l .
hold
cal active outgoing DN call on . .
hold
cal on hold outgoing DN call . . .
active
cal on hold outgoing DN call on . . .
hold
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Agent time is pegged against the
If the agent key status is following states:
(O] (O]
E E
<o <
© s E I
E vl < P
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Incalls key DN key g: L2228 3 z B s =
ACD/NACD call no call present
ringing
ACD/NACD call no call present .
active
ACD/NACD cdl on |no call present .
hold
Not ready no call present .
Not ready Incoming DN call . .
active
Not ready Incoming DN call on . .
hold
Not ready Outgoing DN call ol
active
Not ready Outgoing DN call on ol
hold
Cdl on hold; no call present . . .
wal kaway
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Note:

m  Unlessotherwise specified, calls on the Incallskey are Symposium Express
Call Center calls.

m If the Answer call by placing DN on hold option is enabled for the agent’s
call presentation class, agent time is pegged against the Waiting state when
no call is present on the agent’s Incalls key, and the agent has aDN call
(incoming or outgoing) on hold.
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Real-time status

Introduction

This section shows how agent state is reported on real-time displays.

Incalls key

no call
present

no call
present

no call
present

no call
present

no call
present

no call
present

no call
present

cal ringing

cal ringing

If the agent key status is

DN key

no call
present

incoming DN
cal active

incoming DN
call on hold

outgoing DN
cal active

outgoing DN
call on hold

incoming DN
call ringing

DN key
pressed

no call
present

incoming DN
call ringing

Agent status displays as

Incalls
Status

Idle

Busy

Busy

Busy

Busy

Idle

Busy

Call

present

Call
present

DN In

Status

Active

On hold

Active

On hold

DN Out
Status

Walk-
away
Status
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If the agent key status is

Incalls key

cal active
cal on hold
cal active
cal on hold
cal on hold
cal active
cal on hold
cal on hold
ACD/NACD
cal ringing
ACD/NACD

cdl active

ACD/NACD
cal on hold

DN key

no call
present

no call
present

incoming DN
call on hold

incoming DN
call active

incoming DN
call on hold

outgoing DN
call on hold

outgoing DN
call active

outgoing DN
call on hold

no call
present

no call
present

no call
present

Agent status displays as

Incalls

Status

Active

On hold

Active

On hold

On hold

Active

On hold

On hold

Busy

ACD/
NACD
Active

ACD/
NACD on
hold

DN In
Status

On Hold

Active

On hold

DN Out
Status

On hold

Active

On hold

Walk-
away
Status
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If the agent key status is  Agent status displays as
Walk-
Incalls DN In DN Out |away

Incalls key |DN key Status Status |Status |Status
Not ready no call not ready

present
Not ready Incoming DN | Not ready | Active

cal active
Not ready Incoming DN | Not ready | On hold

cal on hold
Not ready Outgoing DN | Not ready Active

cal active
Not ready Outgoing DN | Not ready On hold

cal on hold
Cadl on hold; | no call On hold Yes
wal kaway present
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Overview of entity relationships

The diagrams in this section show the relationships between the Symposium
Express Call Center Database views. This section contains diagrams illustrating
each statistics group, plus an overdl diagram showing all relationships within
the database.

The notation convention used for the entity relationship diagramsis IDEF1X.
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IDEF1X notation conventions

Overview

Integration DEFinition 1 eXtended (IDEF1X) is a standard language used to
develop alogical model of data. By using this modeling language, you can
produce a graphical information model that represents the structure and
semantics of information with a system.

History of IDEF1X

The Integrated Computer Aided Manufacturing (ICAM) studies conducted by
the United States Air Force in the late 1970s identified a set of three graphic
methods for defining the functions, data structures, and dynamics of
manufacturing businesses:

s |DEFO—the function method
s IDEF1—the original data method
s |IDEF2—the dynamics method

Together, these three methods came to be known as the ICAM DEFinition
(IDEF) method.

In 1985, D. Appleton Company (DACOM) approached the Air Force with a
proposal to extend IDEF1, and IDEF1X (the X stands for eXtended) was
accepted as an Air Force standard and became part of the public domain.

In December 1993, the National Institute of Standards and Technology (NIST)
released IDEF1X as astandard for Data Modeling in FIPS Publication184.

Entity notation

The following terms are used to describe entities:
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Entity

An entity is any distinguishable person, place, thing, event, or concept about
which information is kept. More precisely, an entity is aset or collection of
things called instances. Entities are named by nouns—for example, customer or
employee.

Entities are classified as independent or dependent entities, depending on how
they acquire their keys.

Instance

An instance is asingle occurrence of an entity. Each instance must have an
identity distinct from all other instances.

Independent entity

Anindependent entity is an entity that does not depend on any other entity for its
identification. Independent entities are represented by sguare-corner boxes.

Entity-Name

key-area

data-area

Dependent entity
Dependent entities depend on one or more other entities for their identification.
Dependent entities are represented by boxes with rounded corners.

Entity-Name

key-area

data-area
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Primary key

To use an entity, you must be able to identify instances uniquely; that is, you
must be able to distinguish one from another. The set of attributes that uniquely
identifies an entity is called its primary key.

iApplicationStat

Application

ApplicationID — @ | ApplicationID (FK)

In the preceding illustration, ApplicationlD is the primary key for the
Application entity. Also, Timestamp and ApplicationlD are the primary keysfor
the iApplicationStat entity (that is, a specific Application has datafor multiple
Timestamps).

Attribute notation

The following terms are used to describe attributes:

Primary key attribute
A primary key is an attribute that, either by itself or in combination with other
primary key attributes, forms the primary key.

Non-primary key attribute
A non-primary key attribute is an attribute that is not part of the primary key of
the entity.

Foreign key

Whenever entities are connected by a relationship, the relationship contributes a
key (or set of keys) to the child entity. Foreign key attributes are primary key
attributes of a parent entity contributed to a child entity across arelationship.
The contributed keys are said to migrate or propagate from parent to child.

Foreign key attributes are designated in the model by an (FK) following the
attribute name. In the following illustration, ApplicationID is aforeign key.
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iApplicationStat

Application

Timestamp
ApplicationID — @ | ApplicationID (FK)

Role name

A role nameis anew name for aforeign key attribute or group of foreign key
attributes, which defines the role that it playsin the child entity. The attribute
must be given a definition, like any other attribute; its definition is based on the
definition of the original foreign key or keys. The original foreign keys,
therefore, are classified as base attributes. Role names take the following format:

role-name.attribute (FK)

In the following illustration, IV RPortl D.SwitchPortAddress (FK) is arole name:

\VRPort iIVRPortStat
SwitchPortAdd Timestamp
witchPortAddress IVRPortID.SwitchPortAddress(FK)

IVRQueuelD (FK)

Inversion entry

Aninversion entry isanon-unique access identifier of the entity; it isan attribute
or group of attributes that is frequently used to access the entity. Aninversion
entry specifies another way in which the business plans to access an instance of
the entity. When using an inversion entry, however, you may not find exactly one
instance. Inversion entries are shown as

attribute (1En)

In the following illustration, Name is an inversion entry.
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Application

ApplicationID

Name (IE1)

Relationship notation

The following terms are used to describe the relationships between entities:

Relationships

Relationships represent connections, links, or associations between entities.
Relationships in an information model represent some of the business rules that
describe the area being modeled. IDEF1X, unlike some other modeling
languages, insists that all relationships be binary; that is, they must connect
exactly two entities.

Identifying relationship
In anidentifying relationship, primary key attributes of the parent entity become
primary key attributes of the child entity.

Child Entity

Parent Enti
b parent_key (FK)

parent_key —_— child_key

Non-identifying relationship
In anon-identifying relationship, primary key attributes of the parent entity
become non-primary key attributes of the child entity.
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Child Entity
Parent Entity

child_key
parent_key

parent_key (FK)

Cardinality notation

The following notation shows the number of child attributes involved in the

relationship.

One-to-zero-or-more @
One-to-one-or-more 5 L
One-to-zero-or-one > L
One-to-exactly-N N L
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Statistics entity relationships

Activity code statistics

ActivityCode Agert Application
ActivityCode UzerlD ApplicationlD
Mame (IE1] TelzetLoginlD (IE1) Mame (IE1]
iSkillzet=tat
Timestamp
SkillzetiD (FI)
ApplicationlD (FR
L - l
isctivity CodeStat isgertBy Skilzet Stat isgertBy &pplicationStat

Timestamp Timestamp Timestamp
ActivityCode (FK) U=zerlD (FK) U=zerlD (FK)
U=zerlD (FK) Agentlogin Agentlogin
Agentlogin SkillzetlD (FK) ApplicationiD (FK)
ApplicationiD (FK) I 7
s A
L »
iAgertPerformancestat ispplication=tat
Timestamp Timestamp
U=zerlD (FK) ApplicationiD (FK)
Agentlogin ]
SupervizorUzerlD UserlD (FK)
SupetvizorLogin
. A
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Agent by application statistics

Agert Application
UzerlD ApplicationlD
TelzetLoginlD (IE1) Mame (IE1]
isgertBy &pplicationStat ispplicationstat iskillzetStat
- - Fa ™
Timestamp Timestamp Timestamp
Izerilr (FK) ApplicationD (FH) SkillzetiD (FH)
Agentlogin ] ApplicationiD (FK)
ApplicationiD (FK)
e
o A
» L
isgertBy Skilzet Stat isgertPerformancestat isctivity CodeStat
Timestamp Timestamp Timestamp
U=zerlD (FK) U=zerlD (FK) ActivityCode (FK)
Agentlogin Agentlogin U=zerlD (FK)
SkillzetlD (FK) SupervizorUzerlD UserlD (FK) Agentlogin
- 1 SupetvizorLogin ApplicationiD (FK)
S
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Agent by skillset statistics

Lgent Skillzet
UserlD SkillzetiD
TelsetLoginil (IE1) Skillzet (IE1)

isctivity CodeStat
isgertBy &pplicationStat iskillzetStat
Timestamp
ActivityCode (FK) Timestamp Timestamp
U=erlD (FI) UserlD (FK) SkillzetiD (FI)
Agentlogin AgentLogin ApplicationiD (FK)
ApplicationiD (FK) ApplicationD (FK) | !
e . A
L * 8
isgertPerformancestat isgertBy Skilzet Stat
Timestamp Timestamp
U=zerlD (FK) U=zerlD (FK)
Agentlogin Agentlogin
SupervizorUzerlD UserlD (FK) SkillzetlD (FK)
SupetvizorLogin [ )
L

Agent logon statistics

edgentLoginstat

Timestamp (IE1)
U=erlD (IE1)
AgertLogin (IE1)
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Agent performance statistics

Agert Supetvizar
Userll Userll
TelzetLoginlD (IE1) TelzetLoginlD (IE1)
[
isctivity CodeStat isgertBy Skilzet Stat isgertPerformancestat
Timestamp Timestamp Timestamp
ActivityCode (FK) U=zerlD (FK) U=zerlD (FK)
U=zerlD (FK) Agentlogin Agentlogin
Agentlogin SkillzetlD (FK) SupervizorUzerlD UserlD (FK)
ApplicationiD (FK) T i SupetvizorLogin
o A

isgertBy &pplicationStat

Timestamp

U=zerlD (FK)

Agentlogin

ApplicationiD (FK)
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Application statistics

Application
ApplicationlD
Mame (IE1]
itpplicationStat iSkillzet=tat
Timestamp Timestamp
ApplicationiT (FK) SkillzetiD (FI)
] ApplicationiD (FK)
. F
L
isgertBy &pplicationStat isctivity CodeStat
Timestamp Timestamp
U=zerlD (FK) ActivityCode (FK)
Agentlogin U=zerlD (FK)
ApplicationiD (FK) Agentlogin
_ i ApplicationiD (FK)
L/

CDN statistics

DM
COM

Mame (IE1]

IO Stat

Timestamp
COR (FK)

(N
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DNIS statistics

DI
DI

Mame (IE1]

iDRI=Stat

Timestamp
OIS [FK)

(N

IVR port logon statistics

elvRPortLoginStat

Timestamp (IE1)
I%RPaortiD [IE1)

IVR port statistics

MWREGQueUs WRPort
WRGueuelD SwitchPortAddress
Mame (IE1]

| —

RSt ivRPort Stat
Timestamp Timestamp
WRGueuelD (FE) WREPorID SwitchPort&ddress (FK)
WRGueuelD (FE)
L A
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IVR statistics

WRQueue
WREueuelD
Mame (IE1]
RSt ivRPort Stat
Timestamp Timestamp
WRGueuelD (FE) WREPorID SwitchPort&ddress (FK)
WRGueuelD (FE)
L A

RAN/music route statistics

Route
RoutelD

Mame (IE1]

iRAMMUuzicRoute Stat

Timestamp
Foutell (FK)

Reports and Displays Guide

635



Entity Relationship Diagrams

Standard 1.0

Route statistics

Route
RoutelD
Mame (IE1]
iRoutestat iTrunk=tat
Timestamp Timestamp
Routell (FE) TrunkiD
Foutell (FK)
S
Skillset statistics
Skillzet Application
SkillzetlD ApplicationlD
Skillzet (1E1) Mame (IE1)

isgertBy Skilzet Stat iSkillzetStat

Timestamp Timestamp

U=erlD (FI) SkillzetiD (FI)

Agentlogin ApplicationiD (FK)

SkillzetiD (FI) iy —

ispplicationstat
Timestamp
ApplicationiD (FK) >
. F

isgertBy &pplicationStat

Timestamp

U=zerlD (FK)
Agentlogin
ApplicationiD (FK)

i

isctivity CodeStat

b

Timestamp
ActivityCode (FK)
U=zerlD (FK)
Agentlogin
ApplicationiD (FK)

\

N
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Trunk statistics

Route
RoutelD
Mame (IE1]
iRoutestat iTrunk=tat
Timestamp Timestamp
Routell (FE) TrunkiD
Foutell (FK)
S
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Symposium Database Entity Relationships

Introduction

The following pages show all relationships within the database.
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A

accelerator key

A key on aphoneset that an agent can use to place a call quickly. When an agent
presses an accelerator key, the system places the call to the configured number
associated with the key. For example, if an agent presses the Emergency key, the
system places a call to the agent’s supervisor.

access class
A collection of access levelsthat defines the actions a member of the access
class can perform within the system.

ACD call
See Automatic call distribution call.

ACD-DN
See Automatic call distribution directory number.

ACD routing table
See Automatic call distribution routing table.

acquired resource

A resource configured on the switch that is under the control of the Symposium
Express Call Center server. Resources must be configured with matching values
on both the switch and the Symposium Express Call Center server.

activated script

A script that is processing calls or is ready to process calls. Before you can
activate a script, you must first validate it.

activity code

A number that an agent enters on his or her phoneset during a call. Activity
codes provide away of tracking the time agents spend on various types of
incoming calls. For example, the activity code 720 may be used to track sales
calls. Agents can then enter 720 on their phonesets during sales cdlls, and this
information can be generated in an Activity Code report.
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agent
A user who is responsible for handling customer calls.

agent logon ID

A unique identification number assigned to a particular agent. The agent uses
this number when logging on. The agent ID is not associated with any particular
phoneset.

agent to skillset assignment

A matrix that, when you run it, sets the priority of one or more agents for a
skillset.

Automatic call distribution call
A call toan ACD-DN. ACD calls are distributed to agents in an ACD group
based on the ACD routing table on the switch.

Automatic call distribution directory number
DNs associated with an ACD group. Calls made to these DNs are distributed to
agents belonging to the group, based on the ACD routing table on the switch.

Automatic call distribution routing table

A table configured on the switch that contains a list of ACD-DNs used to define
routes for incoming calls. This ensures that incoming calls not processed by
Symposium Express Call Center will be queued to ACD groups and handled by
available agents.

call age
The amount of time a call was waiting in the system before being answered by
an agent.

call destination
The site to which an outgoing network call is sent. See also call source.
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call presentation class

A collection of preferences that determines how calls are presented to an agent.
A call presentation class specifieswhether abreak time between callsis alowed,
whether calls can be presented to an agent whose secondary DN is active,
whether an agent can put DN calls on hold for incoming ACD calls, and whether
an agent phoneset displays that the agent is reserved for a network call.

call priority

A numerical value assigned in a script that defines the relative importance of a
cal. If two calls arein the queue when an agent becomes available, and one call
is queued with a higher priority than the other, the agent receives the higher
priority call first. See also skillset priority.

call source
The site from which an incoming network call originates. See also call
destination.

call treatment

The way Symposium Express Call Center handles acall whileit is waiting to be
answered by acall center agent. For example, acaller can hear arecorded
announcement or music while waiting for an agent.

Calling Line Identification

Thisisan optional service that identifies the telephone number of the caler. This
information can then be used to route the call to the appropriate agent or skillset.
The CLID can also be displayed on an agent’s phoneset.

CDN
See controlled directory number.

CLAN
See Customer local area network.

CLID
See Calling Line Identification.
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client
The part of Symposium Express Call Center that runs on a personal computer or
workstation and relies on the server to perform some operations. See also server.

controlled directory number

A special directory number that allows calls arriving at the switch to be queued
when the CDN is controlled by an application such as Symposium Express Call
Center. When acall arrives at this number, the switch notifies the application and
waits for routing instructions, which are performed by scriptsin Symposium
Express Call Center.

Customer local area network

The LAN to which your corporate services and resources connect. Symposium
Express Call Center and the client both connect to the CLAN. Third-party
applications that interface with the server al'so connect to this LAN.

customer administrator
A user who is responsible for maintaining Symposium Express Call Center.

DBMS
Database Management System

default activity code

The activity codethat is assigned to a call if an agent does not enter an activity
code manually, or when an agent presses the activity code button twice on his or
her phoneset.

desktop user
A configured user who can log on to Symposium Express Call Center from a
client PC.

destination site
The site to which an outgoing network call is sent. See also source site.

DHCP
See dynamic host configuration protocol .
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Dialed Number Identification Service

An optional servicethat allows Symposium Express Call Center to identify the
phone number dialed by the incoming caller. An agent can receive calls from
customers calling in on different DNISs and, if the DNIS appears on the
phoneset, can prepare a response according to the DNIS.

directory number

The number that identifies a phoneset on a switch. The directory number (DN)
can be alocal extension (local DN), a public network tel ephone number, or an
automatic call distribution directory number (ACD-DN).

directory number call
A call that is presented to the DN key on an agent’s phoneset.

display threshold
A threshold used in real-time displays to highlight a value below or above the
normal range.

DN
See directory number.

DN call
See directory number call.

DNIS
See Dialed Number Identification Service.

driver

A program that controls adevice. Each device, whether it is aprinter, disk drive,
or keyboard, must have a driver program. A driver acts like a translator between
the device and the programs that use the device.

dynamic host configuration protocol
A protocol for dynamically assigning | P addresses to devices on a network.
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dynamic link library

A library of executable functions or datathat can be used by a Windows
application. Typically, aDLL provides one or more particular functions and a
program accesses the functions by creating either a static or dynamic link to the
DLL. Several applications can usea DLL at the same time.

ELAN
See embedded local area network.

embedded local area network
A dedicated Ethernet TCP/IP LAN that connects Symposium Call Center Server
and the switch.

Emergency key
A key on an agent’s phoneset that, when pressed by an agent, automatically calls
his or her supervisor to notify the supervisor of a problem with acaller.

filter timer
Thelength of time after the system unsuccessfully attempts to route calsto a
destination site, before that site is filtered out of arouting table.

first-level threshold

The value that represents the lowest value of the normal range for astatisticin a
threshold class. The system tracks how often the value for the statistic falls
below this value.

Incalls key
The key on an agent phoneset to which incoming ACD and Symposium Express
Call Center calls are presented.

Interactive voice response
An application that allows telephone callers to interact with ahost computer
using prerecorded messages and prompts.
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Interactive voice response ACD-DN
A directory number that routes a caller to a specific IVR application. An IVR
ACD-DN must be acquired for non-integrated | VR systems.

Interactive voice response event
A voice port logon or logoff. An IVR event is pegged in the database when a call
acquires or de-acquires a voice port.

Internet Protocol address

An identifier for acomputer or device on a TCP/IP network. Networks use the
TCP/IP protocol to route messages based on the | P address of the destination.
For customers using NSBR, site | P addresses must be unique and correct. The
format of an IP address is a 32-bit numeric address written as four numbers
separated by periods. Each number can be 0 to 255. For example, 1.160.10.240
could be an IP address.

IP address
See Internet Protocol address.

IVR
See Interactive voice response.

IVR ACD-DN
See Interactive voice response ACD-DN.

IVR event
See Interactive voice response event.

IVR port
See voice port.

L LAN

See Loca area network.

Reports and Displays Guide 647



Glossary

Standard 1.0

Local area network

A computer network that spans arelatively small area. Most LANSs connect
workstations and personal computers and are confined to a single building or
group of buildings.

local call
A call that originates at the local site. See also network call.

local skillset
A skillset that can be used at the local site only. See also network skillset,
skillset.

M1
Meridian 1 switch

Meridian Link Services
A communications facility that provides an interface between the switch and a
third-party host application.

Meridian Mail
A Nortel Networks product that provides voice messaging and other voice and
fax services.

MLS
See Meridian Link Services.

MM
See Meridian Mail.

music route
A resource installed on the switch that provides music to callers while they wait
for an agent.

NACD call
A cdl that arrives at the server from a network ACD-DN.
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NCC
See Network Control Center.

network call
A call that originates at another site in the network. See also local call.

Network Control Center
The server on a Symposium Call Center Server system where NSBR is
configured and where communication between servers is managed.

network interface card
An expansion board that enables a PC to be connected to alocal areanetwork
(LAN).

Network Skill-Based Routing
An optional feature with Symposium Express Call Center that provides skill-
based routing to multiple networked sites.

network skillset
A skillset that iscommon to every site on the network. Network skillsets must be
created at the Network Control Center (NCC).

NPA
See Number Plan Area

NSBR
See Network Skill-Based Routing.

Number Plan Area
Area code

O out-of-service mode
A skillset state in which the skillset does not take calls. A skillset is out of
service if there are no agents logged on or if the supervisor puts the skillset into
out-of -service mode manually.
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P

PBX
See private branch exchange.

pegging
The action of incrementing statistical counters to track and report on system
events.

pegging threshold
A threshold used to define acut-off value for statistics such as short call and
service level. Pegging thresholds are used in reports.

PEP
See Performance Enhancement Package.

Performance Enhancement Package

A Symposium Express Call Center supplementary software application that
enhances the functionality of previously released software by improving
performance, adding functionality, or correcting a problem discovered since the
original release.

phoneset
The physical device, connected to the switch, to which calls are presented. Each
agent and supervisor must have a phoneset.

phoneset display
The display area on an agent’s phoneset where information about incoming calls
can be communicated.

private branch exchange

A telephone switch, typically used by abusinessto serviceits internal telephone
needs. A PBX usually offers more advanced features than are generally available
on the public network.

RAN
recorded announcement
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RAN route
See recorded announcement route.

recorded announcement route
A resource installed on the switch that offers a recorded announcement to
callers.

reporting supervisor

The supervisor who has primary responsibility for an agent. When an agent
presses the Emergency key on the phoneset, the emergency call is presented to
the agent’s reporting supervisor.

round robin routing table

A routing table that queues thefirst call to thefirst three sitesin the routing
table, then the second three sites, then the third three sites, and so on, until an
agent is reserved at one of the sites. See also sequential routing table.

route
A group of trunks. Each trunk carries either incoming or outgoing calls to the
switch. See also music route, RAN route.

routing table
A tablethat defines how calls are routed to the sites on the network. See also
round robin routing table, sequential routing table.

S script

A set of instructions that relates to a particular type of call, caller, or set of
conditions, such as time of day or day of week.

second-level threshold
The value used in display thresholdsthat represents the highest value of the
normal range for a given statistic.

sequential routing table
A routing table method that always queues acall to thefirst three active sitesin
the routing table. See also round robin routing table.
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server
A computer or device on a hetwork that manages network resources. Examples
of serversinclude file servers, print servers, network servers, and database
servers. The Symposium Express Call Center server is used to configure the
operations of the call center. See also client.

service level
The percentage of incoming calls answered within a configured number of
seconds.

service level threshold
A parameter that defines the number of seconds within which incoming calls
should be answered.

site
1. A system using Symposium Express Call Center that can be accessed using
SMI.

2. A system using Symposium Express Call Center and participating in
Network Skill-Based Routing.

skillset
A group of capabilities or knowledge required to answer a specific type of call.
See also local skillset, network skillset.

skillset priority

An attribute of a skillset assignment that determinesthe order in which calls
from different skillsets are presented to an agent. When an agent becomes
available, calls might be waiting for severa of the skillsets to which the agent
belongs. The server presents the call queued for the skillset for which the agent
has the highest priority.

source site
The site from which an incoming network call originates. See also destination
site.

supervisor
A user who manages a group of agents. See also reporting supervisor.
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switch
The hardware that receives incoming calls and routes them to their destination.

switch resource

A devicethat is configured on the switch. For example, a CDN is configured on
the switch, and then is used as a resource with Symposium Express Call Center.
See also acquired resource.

Symposium Express Call Center call
A call toaCDN that is controlled by Symposium Express Call Center. The call
is presented to the Incalls key on an agent’s phoneset.

T target site
See destination site.

TCP/IP
See Transmission Control Protocol/Internet Protocol.

telephony

The science of translating sound into electrical signals, transmitting them, and
then converting them back to sound. The term is used frequently to refer to
computer hardware and software that perform functions traditionally performed
by telephone equipment.

threshold
A valuefor astatistic at which system handling of the statistic changes.

threshold class
A set of options that specifies how statistics are treated in reports and real-time
displays. See also display threshold, pegging threshold.

Transmission Control Protocol/Internet Protocol
The communication protocol used to connect devices on the Internet. TCP/IPis
the standard protocal for transmitting data over networks.

treatment
See also call treatment.
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trunk

A communications link between a PBX and the public central office, or between
PBXs. Various trunk types provide services such as Direct Inward Dialing (DID
trunks), ISDN, and Central Office connectivity.

U utility

A program that performs a specific task, usually related to managing system
resources. Operating systems contain a number of utilities for managing disk
drives, printers, and other devices.

V voice port

A connection from atelephony port on the switch to a port on the IVR system.

Voice Services

A Voice Services card installed in the Meridian 1 switch, which provides front-
end voice processing capability to Symposium Express Call Center. Customer-

entered datain the form of digits entered through phoneset keys can be collected
and used in call treatments. These treatments include recorded announcements,

menu options, and screen pops.

W WAN

See also Wide area network.

Wide area network

A computer network that spans arelatively large geographical area. Typically, a
WAN consists of two or more local area networks (LANS). ThelargestWAN in
existenceisthe Internet.
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abandon delay 198—200
abandoned call delays
network incoming call statistics 483, 485—486
network outgoing call statistics 492, 494
nodal consolidated statistics 355, 357
reports 355, 357
abandoned calls
application statistics 447—448
CDN statistics 462
DNIS statistics 465
IVR statistics 478—479
network 456
network incoming call statistics 483
network outgoing call statistics 490
reports 355
trunk statistics 508
abandoned delay spectrum 446
AbdDelay fields 446
access class 596
ACD calls 90, 410
ACD statistics 90
ACDCallsAnswered field 431
ACDCallsConferenced field 431
ACDCallsTalkTimefield 431
ACDCallsTransferred field 432
Acquirefield
CDN view 534
IVRPort view 549
IVRQueue view 551
Route view 580
SwitchPort view 604
activating reports 81
ActiveTime field 502
Activity by Agent report
comparison with Agent Performance 96
Activity Code By Agent report 118—121
Activity Code By Application report 121—123
Activity Code Properties report 217—218

activity code statistics 415418
data collection option 418
linkages 418
activity codes 415
application 95
database views 415—418
properties 524
reports 117—122, 186—188
reports, configuration 217—218
activity times 91
ActivityCode field
ActivityCode view 524
ActivityCodeStat views 415
Historical StatCollection view 541
Skillset view 589
ActivityCode view 524
ActivityCodeNamefield 416
ActivityCodeStat views 415—418
ActivityTimefield 416
ad hoc reports, printing 83
adding
thresholds 106—107
See also creating, defining
Administration window 22
Agent Average Calls Per Hour report 128—130
Agent Average Calls Per Hour, Bottom 5 report
131
Agent Average Calls Per Hour, Top 5 report 132
Agent by Activity Code report 133—135
Agent By Application Performance report 136—
138
agent by application statistics 420—423
linkages 423
Agent By Skillset Performance report 139—141
agent by skillset statistics 425—429
data collection option 428
linkages 428—429
Agent By Supervisor Properties report 219—220
Agent DN Performance Calls Answered,
Bottom 5 report 146—147
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Agent DN Performance Calls Answered, Top 5
report 148, 149
Agent DN Performance report 142—145
agent login and logout statistics 515—517
data collection option 518
Agent Login/Logout report 150—151
agent name
blank 93
Agent Network/NACD Activity report 152—154
Agent Performance By Supervisor report 159—
163
Agent Performance Calls Answered, Top 5
report 169
Agent Performance report 155—158
comparison with Activity by Agent 96
agent performance statistics 430—445
linkages 443—445
Agent Position ID report 181, 251
Agent Properties report 221
agent real-time display 397
agent real-time displays, filtering 111
agent reports 127—180
Agent Short Callsreport 170—173
Agent Skillset Properties report 225
agent state timers 91, 430
agent statistics
by application 420—423
by skillset 425—429
login and logout 515517
performance 430—445
agent to supervisor assignments
assignments 601—603
Agent Transferred/Conferenced Activity report
174177
AgentByApplication field 541
AgentByApplicationStat views 420—423
AgentBySkillsetStat views 425—429
AgentGivenNamefield
ActivityCodeStat views 416
AgentByApplicationStat views 421
AgentBySkillsetStat views 425
AgentPerformance views 432
eAgentLoginStat view 515
SupervisorAgentAssignment view 598
AgentID field 601
AgentLogin field

ActivityCodeStat views 416
AgentByApplicationStat views 420
AgentBySkillsetStat views 425
AgentPerformance views 432
eAgentLoginStat view 515
Historical StatCollection view 541
AgentPerformance field 542
AgentPerformanceStat views 430—445
agents
reports 181, 221, 251
skillset assignments 592—593
state timers 91
supervisor assignments 598—600
AgentSurName field
ActivityCodeStat views 416
AgentByApplicationStat views 421
AgentBySkillsetStat views 426
AgentPerformanceStat views 432
eAgentLoginStat view 515
SupervisorAgentAssignment view 598
AgentTelsetLoginl D field 598
AgentUserID field 599
Alias Name box 51
Alias Name dialog box 51
aliases. See database aliases
all trunksbusy statistics 499
AllAgentBusyTime field 503
AllTrunksBusy field 499
AllTrunksBusyTimefield 499
AlternateCall Answer field 606
AnsDelay fields 446
answer delay 201—203
answered call delays
network incoming call statistics 484, 486
network outgoing call statistics 492—493, 494
reports 358
answered calls
agent by application statistics 421
agent by skillset statistics 426
agent performance statistics 433
application statistics 448—449
CDN statistics 463
DNIS statistics 466—467
IVR port statistics 472
IVR statistics 477478
NACD calls 439
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network 456—457, 505
network incoming call statistics 484
network outgoing call statistics 490—491
reports 358
short 426, 441
skillset statistics 503—505
trunk statistics 509
answered delay spectrum 446
Application By Activity Code report 186—188
Application Call Trestment report 192—197
Application Delay Before Abandon report 198—
200
Application Delay Before Answer report 201—
203
Application field
ActivityCodeStat views 417
AgentByApplicationStat views 421
ApplicationStat views 447
Historical StatCollection view 542
SkillsetStat views 503
Application Performance report 204—206
Application Script Properties report 228—229
application scripts. See scripts
application statistics 445—461
by agent 420—423
data collection option 461
linkages 461
Application Template Properties report 230—231
application threshold classes 530
properties 230—231
Application view 529531
ApplicationByScript view 531—533
Applicationl D field
ActivityCodeStat views 417
AgentByApplicationStat views 421
Application view 529
ApplicationStat views 447
SkillsetStat views 503
applications 445
consolidated network performance 326—329
network performance 373—376
nodal consolidated abandon delay statistics
355
nodal consolidated answer delay statistics 358
nodal consolidated statistics 361
properties 529—531

remote 559—560

reports 136—138, 185—206

reports, configuration 230—231, 349—351

reports, network 326—329, 355

threshold class properties 230—231

See al so destination application, source

application

ApplicationStat views 445—461
ApplicationTemplate view 523
ApplicationThresholdTemplate view 523
AssignID field

SupervisorByAssignment view 601
AssignName field

NetworkRankingAssignment view 564

SupervisorByAssignment view 601
AssignTypefield 602

B

Between Level one and level two box 107
blank agent name 93

blue database 46

BreakTimefield 432

Broadcast treatment 450
BusinessDaysPerWeek field 545
BusinessHoursPerDay field 545

C

calculated data 115
call center summary real-time display 400—401
cal forcing 95
call presentation classes, properties of 606—608
call treatments 192—197
call types 409
CallAgePreferencefield 589
CallByCall field

NCCRemoteA pplication view 559
call-by-call reports 57
CallForceDelayTimer field 606
CallForceOption field 606
Calls Answered After Threshold field 466
Calls Answered Delay field 449
Calls Answered, definition 94
Calls Transferred Out field 453
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CallsAbandoned field 90

ApplicationStat views 447

CDNStat views 462

DNISStat views 465

NetworkInCallStat views 483

NetworkOutStat views 490

TrunkStat views 508
CadlsAbandonedAftThreshold field

ApplicationStat views 447

DNISStat views 466

NetworkInCallStat views 483
CallsAbandonedDelay field

ApplicationStat views 448

DNISStat views 466

NetworkInCallStat views 483

TrunkStat views 508
CallsAbandonedDelayAtDest field 483, 490
CalsAnswered field 90

AgentByApplicationStat views 421

AgentBySkillset Stat views 426

AgentPerformance views 433

ApplicationStat views 448

CDNStat views 463

DNISStat views 466

IVRPortStat views 472

IVRStat views 477

NetworkInCallStat views 484

NetworkOutStat views 490

SkillsetStat views 503

TrunkStat views 509
CalsAnsweredAfterThreshold field 504
CadlsAnsweredAftThreshold field

ApplicationStat views 448

IVRStat views 478

NetworkInCallStat views 484
CallsAnsweredDelay field

DNISStat views 467

IVRStat views 478

NetworkInCallStat views 484

SkillsetStat views 504

TrunkStat views 509
CallsAnsweredDelayAtDest field 484
CallsAnsweredDelayAtDestination field 491
CallsAnsweredDelayAtSkillset field 449
CallsBlockedByAllTrunksBusy field 499
CadlsConferenced field

AgentPerformanceStat views 433

IVRPortStat views 473

IVRStat views 478
CallsConferencedin field 449
CallsConferencedOut field 449
CallsConftoACDDN field 433
CallsConftoCDN field 433
CallsConftoDN field 434
CallsConftoOther field 434
CallsGivenBroadcast field 450
CallsGivenDefault field 450, 467
CallsGivenForceBusy field 450, 467
CallsGivenForceDisconnect field 451, 467
CallsGivenForceOverflow field 451, 468
CallsGivenHostL ookup field 451
CallsGivenl VR field 451
CallsGivenMusic field 452
CallsGivenNACD fidld 452
CallsGivenRAN field 452
CallsGivenRouteTo field 452, 468
CallsNACDOut field 453, 468
CallsNetworkedOut field 468
CallsNotTreated field 478
CallsNotTreatedAftThreshold field 479
CallsNotTreatedDelay field 479
CallsOffered field 90

AgentPerformance views 434

ApplicationStat views 453

CDNStat views 463

DNISStat views 468

IVRStat views 479

NetworkInCall Stat views 485

NetworkOutStat views 491

TrunkStat views 509
CallsReachNonISDN field 469, 500
CallsReturnedToQ field 434
CallsReturnedToQDueToTimeout field 435
CallsTerminated field 463
CallsTransferred field

AgentPerformanceStat views 435

IVRPortStat views 473

IVRStat views 479
CallsTransferredin field 453
CallsTransftoACDDN field 435
CallsTransftoCDN field 435
CallsTransftoDN field 436
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CallsTransftoOther field 436
Category field 536
CDN field 463, 534, 542
CDN Properties report 232—234
CDN reports 284—286
CDN statistics 462—464
data collection option 464
CDN Statistics report 284—286
CDN view 534-535
CDNNamefield 464
CDNs 462
reports 232—234
CDNStat view 462—464
changing
database aliases 5253
report properties 62—71
site name 72—73
threshold colors 107—108
ChildComment field 531
ChildName field 531
ChildStatus field 532
ChildUserFirstName field 532
ChildUserLastName field 532
Choose SQL Table dialog box 47, 52
Classfield
Formulaview 539
Real TimeTemplate view 578
ScriptVariableProperties view 585
Codefield 536
CodeToMessage view 536
Collection Frequency box 65
Column field 571
Comment field 582
Formulaview 539
NCCNetworkSkillset view 555
NCCSiteview 561
NetworkRankingAssignment view 564
ScriptVariableProperties view 585
Skillset view 589
Supervisor view 594
SupervisorByA ssignment view 602
Comments box 31, 65
Company Name box 31, 65
conferenced calls 116, 174—177
ACD 431
agent performance statistics 433—434

application statistics 449
DN 436
IVR statistics 478
NACD 439
pegging of 431
voice port statistics 473
configuration data 521—609
configuration report 25, 212—216
printing 86—87
configuration reports 114
connecting to the server 41—43
Connection Information/Network Address box
42
Connection Service box 41
connection to the server, defining 41—43
ConsultationTime field 436
ContactNumber field 561
ContactPerson field 561
conversion, time zone
network consolidated reports 324
Create Report Expert window 45
creating
database aliases 50—51
user-created reports 44—49, 54—55
user-defined reports 30—36
See also adding, defining
Crosstab - CDN Performance report 289
Crosstab - DNI'S Performance report 290—293
Crosstab - Network Incoming Calls report 367—
369
Crosstab - Network Outgoing Calls report 370,
373
Crosstab - Route Performance report 293—295
Crosstab - Skillset Performance report 314—316
Crosstab - Trunk Performance report 296—298
Crystal reports
cancelling 99
versions 100
cumulation of statistics 514
customized reports
maximum number 99
skills needed to create 19
See also expert reports
customizing
formulasin Crysta Reports 58—60
real-time displays 105—108
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D

dActivityCodeStat 415418
dAgentByApplicationStat view 420—423
dAgentBySkillsetStat view 425—429
dAgentPerformanceStat view 430—445
daily views 413
dApplicationStat view 445—461
data collection period 28
data extraction period
Network Consolidated Application
Performance report 326
Network Consolidated DNIS Statistics report
330
Network Consolidated Outgoing Calls report
339
Network Consolidated Route Performance
report 342
Network Consolidated Skillset Performance
report 345
Network Incoming Calls report 335
datarange 28, 34—35, 69
Data Range property page 34, 69
data sources, defining 54—55
Database alias and Timestamp box 57
database aliases 50
changing 52—53
creating 5051
Database View Definitions report 40, 235
database views 114
description 25—26, 38—39, 407
selecting 47—49
Databases box 52
Daysof AgentLogin field 545
DaysOfCallByCall field 546
DaysOfDaily field 546
DaysOfInterval field 546
DaysoflVRPortLogin field 546
DaysOf SkillsetState field 546
dCDNStat view 462—464
dDNISStat view 465—471
deactivating reports 82
default treatment 450, 458, 467

See also adding, creating
Definition field 539
delay reports 198—203
delays, abandoned call
application statistics 446, 448, 454
DNIS statistics 466, 470
IVR statistics 479
network call 455, 456
network incoming call statistics 483, 485—486
network outgoing call statistics 492, 494
reports 355, 357
trunks statistics 508
delays, answered call
application statistics 446, 449, 454—455
at skillset 449, 455
DNIS statistics 467, 470
IVR statistics 478
network call 455
network incoming call statistics 484, 486
network out call 457
network outgoing call statistics 492—493, 494
reports 358
skillset statistics 504—505
trunk statistics 509
deleting
reports 77
thresholds 107
Department field 594
Description 212
destination application 485, 491
Destination box 87
destination sites
NCCRanking view 557
network incoming call statistics 485
network outgoing call statistics 491—492
NetworkRankingAssignment view 564—565
DestSitel D field 564
DestSiteName field 565
detailed historical statistics. See event statistics
display thresholds 103
displaying read-time displays 109—111
Display TypeName field 569
dIVRPortStat view 472—476

defining dIVRStat view 477—481
data sources 54—55 DN calls 142—145, 410
thresholds 105—108 reports 149
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DN field 590
DNCallsConferenced field 436
DNCallsTransferred field 436
dNetworkInCall Stat view 482—488
dNetworkOutStat view 489—495
DNInExtCallsfield 437
DNInExtCallsTalkTime field 437
DNInIntCallsfield 437
DNInIntCallsTalkTime field 437
DNISfield 469, 537, 542
DNIS Propertiesreport 238—240
DNIS reports 299—302
DNIS statistics 290—293, 465—471
data collection option 471
DNIS Statistics report 299—302
DNIS threshold classes 538—539
DNISview 537
DNISNamefield 469
DNISs 465

consolidated network statistics 330—334

reports, configuration 238—240
reports, network 377—380
reports, statistics 290—293

DNISThresholdTemplate view 538—539

DNOutExtCallsfield 437
DNOutExtCallsTakTimefield 438
DNOutIntCallsfield 438
DNOutIntCallsTalkTime field 438

dRANM usicRouteStat view 496—498

dRouteStat view 499—502
dSkillsetStat view 502—507
DstApplication field 485, 491
DstApplicationI D field 485, 491
DstSitefield 485, 491
DstSitel D field
NCCRanking view 557
NetworkInCallStat views 485
NetworkOutStat views 492
DstSiteName field 557
dTrunkStat view 508—511

E

eAgentLoginStat view 515517
el VRPortL oginStat view 518—519

e-mailing reports 97
empty agent name 93
End box 33, 68
End date and time box 35, 69, 85
ErrorCodefield
NetworkRankingAssignment view 564
SupervisorByAssignment view 602
Estimated Revenue By Agent report 178—180
event statistics 513—519
storage duration 514
events, types 516
EventTypefield 516, 518
expert reports
skills needed to create 19
Export dialog box 87
Export report to the following format button 36,
70
Extension box 34, 68
external calls 437, 437438

F

field types 235, 409
FieldNamefield 569
fields, selecting 47—49
file, exporting report to 35
filtering real-time displays 111
filters 31—32, 6667
FilterStatus field 567
FirstDayOfWeek field 547
FlowControl Status field 567
Force Busy treatment 450, 459, 467
Force Disconnect treatment 451, 459, 467
Force Overflow treatment 451, 468
Format box 87
Format field 540, 571
Formula Editor dialog box 59
Formula Properties report 241—242
Formula property page 59
Formulaview 539—540
Formulal D field 540, 572
formulas

reports 241—242
formulas, customizing in Crystal Reports 58—60
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G

General property page 31, 65
Generate report with the following collection
frequency box 85
Give VR treatment 451
Give Music treatment 452
GivenNamefield
Script view 582
Supervisor view 594
Greater than Level two box 108
Grouping field 585

H

Historical and Real Time Statistics Properties
report 243
historical reports 25, 114
historical statistics 411511
storage duration for 26, 408
historical statistics collection
properties 541—548
historical statistics collection report 243
Historical StatCollection view 541—544
Historical StatDuration view 545547
Historical StatStorage view 548
HoldTime field 438
Host Lookup treatment 451

iActivityCodeStat 415418

iAgentByApplicationStat view 420—423

iAgentBySkillsetStat view 425—429

iAgentPerformanceStat view 96, 430—445

iApplicationStat view 445—461

ICCM_PREVIEW 41, 42

ICCM_PREVIEW_DSN 54

iCDNStat view 462—464

IdleAgentsPriority field 590
NCCNetworkSkillset view 555

iDNISStat view 465—471

ilVRPortStat view 472—476

iIVRStat view 477—481

Import an User-created Crystal Report dialog

box 57
importing user-created reports56—57
inbound calls 437
incoming calls
See also network incoming calls
incoming network calls. See network incoming
cals
iNetworkInCallStat view 482—488
iNetworkOutStat view 489—495
Input Server Name box 42
Insert Fields property sheet 58
internal calls 437, 438
Interval box 33, 68
interval length 90
interval views 413
IntervalDuration field 573
intervals 93
Interval StartTime field 574
interval-to-date mode 103, 243, 573
iRANMusicRouteStat view 496—498
iRouteStat view 499—502
i Skill setStat view 502—507
ITDAgent field 574
ITDApplication field 574
ITDIVR field 574
ITDNetworkCall field 574
ITDNodalCall field 574
ITDRoutefield 575
ITDSKillset field 575
iTrunkStat view 508—511
IVR ACD-DNs
properties 551—553
IVR field 542
IVR Port First Login/Last Logout report 274—
275
IVR Port Statistics report 276—278
IVR ports
reports 276—278
IVR Queue And Port Properties report 248, 250
IVR Queue ID field 480
IVR Queue Name field 473
IVR Queue Statistics report 279—281
IVR queues
reports 248, 250, 279—281
IVR reports 250, 273—281
IVR statistics 472—481
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data collection option 481
linkages 481
restrictions 477
IVR transfer 454
IVRPort field 543
IVRPort view 549550
IVRPortID field
el VRPortL oginStat view 518
IVRPort view 549
IVRPortStat views 473
IVRPortLogin field 543
IVRPortStat views 472—476
IVRQueue view 551—553
IVRQueuel D field 473, 549, 551
IVRQueueName field 474, 480
IVRStat views 477—481
IVRTerminated field 454
IVRTransferred field 454, 469

J

joining tables 99
joins. See linkages

K

keys. Seelinkages

L

Label field 572
LastModified field 582
Lessthan level one box 107
linkage keys. See linkages
linkages 414

activity code statistics 418

agent by application statistics 423
agent by skillset statistics 428—429
agent performance statistics 443—445

application statistics 461
IVR statistics 481

network incoming call statistics 488
network outgoing call statistics 495

route statistics 501—502

skillset statistics 507

trunk statistics 511

voice port statistics 475
linking database views 414
location

standard reports 28

user-defined reports 28
logged-in agents 181, 251
LoggedinTime field 438, 474
logging in 21—22
login 150151, 274—275
login ID 46
login statistics

agent 515517

voice port 518—519
logout 150—151, 274—275
logout statistics

agent 515517

voice port 518—519

M

mActivityCodeStat 415418
mAgentByA pplicationStat view 420—423
mAgentBySkill setStat view 425—429
mAgentPerformanceStat view 430—445
mApplicationStat view 445—461
MaxAbandonedDelay field 470, 485
MaxAbandonedDelayAtDest field 486
MaxAnsweredDelay field
DNISStat views 470
NetworkInCall Stat views 486
SkillsetStat views 505
MaxAnsweredDelayatDest field 486
MaxCallsAbandonedDelay field 454, 492
MaxCallsAbandonedDelayAtDest field 492
MaxCallsAnsDelay field 454
MaxCallsAnsDelayAtSkillset field 455
MaxCallsAnsweredDelay field 492
MaxCallsAnsweredDelayAtDest field 493
MaxNetOutCallsAbandonedDelay field 455
MaxNetOutCallsAnsDelay field 455
MCDNStat view 462—464
MDNISStat view 465—471
measured value 548
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Meridian Mail 472
MinRefreshRate field 575
MinShortCallDelay field 590
mlV RPortStat view 472—476
mlVRStat view 477—481
mNetworkInCall Stat view 482—488
mNetworkOutStat view 489—495
monthly views 414
MonthsOfMonthly field 547
moving window mode 103, 243, 573
MRANM usicRouteStat view 496—498
mRouteStat view 499502
Msg field 536
mSkillsetStat view 502—507
mTrunkStat view 508511
multiple DN keys 142, 155
multiple filters 32, 66
musi ¢ route statistics 496—498

data collection option 499

Music/RAN Route Statistics report 303—305

MWAQgent field 575
MWApplication field 575
MWIVR field 576
MWNetworkCall field 576
MWNodal Call field 576
MWRoute field 576
MWSkillset field 576

N

NACD activity 152—154
NACD calls 410, 439
NACD out 453, 459, 468
NACD treatment 452
NACDCallsAnswered field 439
NACDCallsConferenced field 439
NACDCallsTakTime field 439
NACDCallsTransferred field 439
Namefield
ActivityCode view 524
CDN view 534
DNISview 537
DNISThresholdTemplate view 538
Formulaview 540
IVRPort view 550

IVRQueue view 551
NCCRemoteA pplication view 559
NCCSite view 561
Rea TimeTemplate view 578
Route view 580
Script view 582
ScriptVariableProperties view 586
SwitchPort view 604
NCC reports 323
NCCConfig view 553
NCCNetworkSkillset view 554—556
NCCRanking view 557—558
NCCRemoteA pplication view 559—560
NCCSite field 563
NCCSite view 561—562
NetCall Answered field 505
NetOutCalsfield 456
NetOutCallsAbandoned field 456
NetOutCallsAbandonedDelay field 456
NetOutCallsReachNonl SDN field 457
network activity 152—154
Network Application Performance report 373—
376
network calls 440
answered 505
delays 455
outgoing 455—457
Network Consolidated A pplication Performance
report 326—329
Network Consolidated DNIS Statistics 330—334
Network Consolidated Incoming Calls 335—338
Network Consolidated Outgoing Calls 339—341
Network Consolidated Route Performance 342—
343
Network Consolidated Skillset Performance
345348
Network DNIS Statistics report 377—380
network incoming call statistics 381—384, 482—
4388
linkages 488
network incoming calls
reports 335—338, 367—369, 381—384
statistics 482—488
Network Incoming Calls report 381—384
network out call blocked statistics 499
network out calls 468
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Network Out Calls Answered Delay field 457
Network Out Calls Answered field 456
network out time 460
network outgoing call statistics 385—387, 489—
495
linkages 495
network outgoing calls
reports 339—341, 370, 373, 385—387
statistics 489—495
Network Outgoing Calls report 385—387
network reports 365—394
Network Route Performance report 388—390
Network Site and Application Propertiesreport
349351
Network Skillset Performance report 391—394
Network Skillset Routing Properties 352—354
network skillsets
properties 352—354, 554—556
reports 352—354, 391—394
status 567—568
Network Table Routing Assignments report 354
Network_Script application 485, 491
NetworkCall field 543
NetworkCallsAnswered field 439
NetworkCallsTakTime field 439
NetworkConfig view 563
NetworkInCallStat views 482—488
NetworkOutCall field 543
NetworkOutStat views 489—495
NetworkRankingAssignment view 564—566
NetworkSkillset field
NCCNetworkSkillset view 555
NetworkSkill setStatus view 568
NetworkSkillsetID field
NCCNetworkSkillset view 555
NCCRanking view 557
NetworkRankingAssignment view 565
NetworkSkill setStatus view 568
NetworkSkillsetName field
NCCRanking view 557
NetworkRankingAssignment view 565
NetworkSkill setStatus view 567—568
New Namebox 73
NightServiceType field 590
Nodal Consolidated Application Delay Before
Abandon report 355

Noda Consolidated Application Delay Before
Answer 358
Nodal Consolidated Application Performance
361
non-ISDN trunks 457, 460, 469
Not Ready 95
Not Ready Reason Code By Agent report 124
NotReadyTimefield
Agent Performance views 440
AgentByApplicationStat views 422, 426
IV RPortStat views 474
NumBestNodes field 553

O

OccupancyTimefield 509
Occurrences field 417
ODBC_ICCM_PREVIEW_DSN 46
ODBC-compliant applications 38
creating reportsin 54—55
offered calls
agent performance statistics 434
application statistics 453
CDN statistics 463
DNIS statistics 468
IVR statistics 479
network incoming call statistics 485
network outgoing call statistics 491
trunk statistics 509
opening
real-time displays 109111
Report Listener 74—75
outgoing calls 437—438
outgoing network calls 455—457
OutOf ServiceTimer field 562
output options 28, 35—36, 70—71
Output Options property page 35, 70
Owner field 583

P

Paper size box 36, 70
Parameter field 548
parent scripts 531
ParentComment field 532
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ParentName field 532
ParentStatus field 533
ParentUserFirstName field 533
ParentUserL astName field 533
password 21, 46
PCLoginName field 595
pegging of transferred and conferenced calls 431
Per Unit $ box 67
phoneset displays
reports 270—271
phoneset displays, properties of 569—570
PhonesetDisplay view 569570
phonesets, properties of 604—605
PortAddress field 604
position ID 181, 251
PositionlID field 516, 605
post-call processing time 432, 608
presented calls
agent performance statistics 434
application statistics 453
CDN statistics 463
DNIS statistics 468
IVR statistics 479
trunk statistics 509
previewing
reports 83
primary script 93
print job interruptions 34
Print report on default printer button 70
Print report with following options button 36
Printer box 36, 70
printer, sending report to 35
printing
configuration report 86—87
list of reports 77
standard and ad hoc reports 83
troubleshooting 96
Priority field
SkillsetByAgent view 592
properties
activity code 217—218, 524
agent 221
agent to supervisor assignments 601—603
application 349—351, 529—531
call presentation class 606—608
CDN 232—234, 534—535

DNIS 238—240, 537—539
formula 241—242, 539540
historical statistics collection 243, 541—548
IVR ACD-DN 551553
IVR queue 248, 250
network skillset 554—556
of reports, changing 62—71
phoneset 604—605
phoneset display 270—271, 569570
real-time display definition 253—255, 571-579
real-time statistics collection 243, 573-577
route 256—258, 580—581
script 582—584
script variable 585—589
site 349351
skillset 264, 589—591
supervisor 267, 594—597
table routing assignment 354
voice port 549—550
Purchased field 548

R

RAN route statistics 496—498
data collection option 499
RAN treatment 452
Rank field
NCCRanking view 558
NetworkRankingAssignment view 565
RankingAssignID field 565
RANMusicRoute field 543
raw data 115
Rea Time Template Properties report 253—255
real-time display definitions
properties 571579
reports 253—255
real-time displays 18, 101—111, 395—404
customizing 105—108
filtering 111
sorting 111
viewing 109—111
real-time statistics collection
properties 573-577
reports 243
Rea TimeColumn view 571—572
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Real TimeStatCollection view 573—577
Real TimeTemplate view 578—579
RefreshRate field 578
relationships between scripts 531—533
RelativeGMT field 562
remote applications 559—560
RemoteApplicationI D field
NCCRemoteApplication view 559
report definitions storage 97
Report Gallery window 45
Report Listener 28, 74—75
Report Name box 31, 65
reports 18
317
activating 81
activity code 117—122, 186—188
Activity Code By Agent 118—121
Activity Code By Application 121—123
agent 127—180, 181, 251
Agent Average Calls Per Hour 128—130
Agent By Application Performance 136—138
Agent By Skillset Performance 139—141
Agent DN Performance 142—145
Agent Login/Logout 150—151
Agent Performance 155—158
Agent Performance By Supervisor 159—163
Agent Short Calls 170—173
Agent Transferred/Conferenced Activity
174177
Application 185—206
application 230—231, 319
Application By Activity Code 186—188
Application Call Treatment 192—197
Application Delay Before Abandon 198—200
Application Delay Before Answer 201—203
Application Performance 204—206
CDN 289
CDN Statistics 284—286
changing properties of 62—71
configuration 212—216
Crosstab - Application Performance report
207
deactivating 82
deleting 77
DNIS 290—293
DNIS Statistics 299—302

Estimated Revenue By Agent 178—180

IVR 250, 273—281

Music/RAN Route Statistics 303—305

NCC 323

network 365—39%4

network application 355, 373—376

network DNI'S 377—380

network route 342—343, 388—390

phoneset display 270—271

previewing 83

printing 83

printing alist of 77

resource 283—311

route 256—258, 293—295

Route Performance 306—308

scripts 259—263

sending to e-mail 97

skillset 264, 313—322

Skillset Performance 320—322

standard 16, 113

transfer rate 97

trunk 296—298

Trunk Performance 309311

types 16

types of 24

See also configuration reports, historical

reports, standard reports, user-created
reports, and user-defined reports

Reports - Modify Site Name dialog box 72
ReservedForCall field 440
ReservedTime field 440
resource reports 283—311

CDN 289

DNIS 290—293

network DNI'S 377—380

network route 388—390

phoneset display 270—271

route 256—258, 293—295

trunk 296—298
returned to queue 92
ReturnedToQ field 92
ReturnedToQDueToTimeout field 92
ReturnToQueueM ode field 607
ReturnToQueueOnNoAnswer field 607
ReturnToQueueWaitInterval field 607
Ring state 440
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RingTimefield 440
round robin routing table 554
Routefield 510, 544
Route Performance report 306—308
Route Properties report 256—258
route reports 306—308
route statistics 499—502

linkages 501—502

See also music route statistics, RAN route

statistics
Route To treatment 94, 452, 460, 468
Route view 580581
RouteAccess field 496
RouteAccessTime field 496
Routel D field
RANM usicRouteStat views 497
Route view 580
RouteStat views 500
TrunkStat views 510
RouteName field 497, 500
routes
reports, configuration 256—258
reports, network 342—343, 388—390
reports, statistic 293—295
statistics 342—343
See also music routes, RAN routes
RouteT hresholdTemplate view 523
routing tables
description 554
properties 557558
reports 352—354
Row field 569

S

ScaleFrom field 572

ScaleTo field 572

Schedule Date box 33, 67

Schedul e property page 33, 67

Schedul edSkill setAssignment view 523

ScheduledSupervisorAssignment view 523

schedules
activating 81
and datacollection period 28
and output options 28

and Report Listener 28
and site name 72
changing 67—68
deactivating 82
defining 33—34
Script field 587
Script Variable By Script report 259—260
Script Variable Properties report 261—263
script variables
reports 259—263
script variables, properties of 585—589
Script view 582—584
ScriptID field 583
scripts
properties 582—584
relationships between 531—533
reports 259—263
ScriptStatus field 587
ScriptVariableProperties view 585—586
ScriptVariables view 587—589
selecting views and fields 47—49
selection criteria 31—32, 6667
Selection Criteria property page 32, 66
Separator box 36, 71
sequential routing table 554
server
and user-defined reports 29
verifying the connection to 41—43
Server Entry box 41
service level 92—93
service level threshold 92
Servicel evel Threshold field
Application view 529
DNIS view 537
DNI ST hresholdTemplate view 538
IVRQueue view 552
NCCRemoteA pplication view 560
Skillset view 591
Set Alias dialog box 50
Set Location dialog box 52
short calls 170—173, 426, 441
ShortCallsAnswered field 426, 441
signed integers 39
Sitefield
ActivityCodeStat views 417
AgentByApplicationStat views 422
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AgentBySkillset Stat views 427
AgentPerformance views 441
ApplicationStat views 458
CDNStat views 464
DNISStat views 470
eAgentLoginStat view 516
el VRPortL oginStat view 518
IVRPortStat views 474
IVRStat views 480
RANM usicRouteStat views 497
RouteStat views 500
SkillsetStat views 505
TrunkStat views 510
site name, changing 72—73
SitelD field
ActivityCodeStat views 417
AgentByApplicationStat views 422
AgentBySkillset Stat views 427
AgentPerformance views 441
ApplicationStat views 458
CDNStat views 464
DNISStat views 470
eAgentLoginStat view 516
el VRPortL oginStat view 519
IVRPortStat views 474
IVRStat views 480
NCCRemoteApplication view 560
NCCSite view 562
RANM usicRouteStat views 497
RouteStat fields 501
SkillsetStat views 506
TrunkStat views 510
SiteNamefield
NCCRemoteApplication view 560
NetworkSkillsetStatus view 568
sites 561—562
reports 349—351
See also destination sites, source sites
Sitesbox 73
skills required 19—20
skillset assignments 225
Skillset By Application report 317, 319
Skillset field 544
AgentBySkillset views 427
Skillset view 591
SkillsetStat views 506

Skillset Performance report 320—322
Skillset Properties report 264
skillset real-time display 402—404
skillset reports 139—141, 313—322
skillset statistics 502—507
by agent 425—429
data collection option 507
linkages 507
Skillset view 589—591
SkillsetByAgent field 544
SkillsetByAgent view 592—593
SkillsetByAssignment view 523
SkillsetID field
AgentBySkillset Stat views 427
Skillset view 591
SkillsetByAgent view 592
SkillsetStat views 506
skillsets
agents assigned to 592—593
consolidated network statistics 345—348
delays at 449, 455
naming 93
network performance reports 391—394
properties 589—591
reports, configuration 264
See also network skillsets
SkillsetStat views 502—507
SkillsetState field
Historical StatCollection view 544
SkillsetByAgent view 592
SkillsetThresholdTemplate view 523
sorting real-time displays 111
source application 486—487, 493
source sites
NCCRanking view 558
network incoming call statistics 487
network outgoing call statistics 493
NetworkRankingAssignment view 565—566
SourceSitel D field
NetworkOutStat views 493
Specify full path and report name box 57
Specify the full path and file name box 36, 71
SQL Tables box 53
SQL-compliant applications 38
creating reportsin 54—55
SQLEDIT window 42
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SrcApplication field 486, 493
SrcApplicationlD field 487, 493
SrcSitefield 487, 493
SrcSitel D field
NCCRanking view 558
networkCallStat views 487
NetworkRankingAssignment view 565
SrcSiteName field
NCCRanking view 558
NetworkRankingAssignment view 566
StaleDataRatio field 553
standard reports 16, 24, 25, 113
location of 28
printing 83
skills needed to use 19
Start box 33, 68
Start date and time box 34, 69, 85
starting Report Listener 74—75
state timers, agent 430
statistics
agent by application 420—423
agent by skillset 425—429
agent login and logout 515—517
agent performance 430—445
application 445—461
CDN 462—464
consolidated network application 326—329
consolidated network DNIS 330—334
consolidated network route 342—343
consolidated network skillset 345—348
DNIS 465471
IVR 472—481
IVR port 276—278
IVR queue 279—281
musi ¢ route 496—498
network application performance 373—376
network DNIS 377—380
network incoming call 335—338, 367—369,
381—384, 482—488
network outgoing call 339—341, 370, 373,
385—387, 489495
network skillset 391—394
nodal consolidated application 361

trunk 508—511
voice port 472—476
voice port login and logout 518519
when cumulated 514
Status field
CDN view 534
IVRPort view 550
IVRQueue view 552
NetworkRankingAssignment view 566
Route view 581
Script view 583
ScriptVariableProperties view 586
SupervisorByAssignment view 602
SwitchPort view 605
status, network skillset 567—568
storage duration 26, 408, 514
SummaryThresholdTemplate view 523
supervisor assignments 219—220
Supervisor Properties report 267
Supervisor view 594—597
supervisor, agent performance by 159—163
SupervisorAgentAssignment view 598—600
SupervisorByAssignment view 601—603
SupervisorGivenName field
AgentPerformanceStat views 441
SupervisorAgentAssignment view 599
SupervisorByAssignment view 603
SupervisorID field
SupervisorByAssignment view 603
SupervisorLogin field 442
supervisors
assigned agents 598—600
properties 594597
reports 267
SupervisorSurName field
AgentPerformanceStat views 442
SupervisorAgentAssignment view 599
SupervisorByAssignment view 603
SupervisorTelsetLoginl D field 599
SupervisorUserID field
AgentPerformanceStat views 441
SupervisorAgentAssignment view 599
SurName field

RAN route 496—498 Script view 583
route 388—390, 499502 Supervisor view 595
skillset 502—507 SwitchID field
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IVRPort view 550 deleting 107
Supervisor view 595 display 103
SwitchPort view 605 thresholds, adding 106—107
SwitchPort view 604—605 ThresholdTemplatel D field 596
SwitchPortAddress field 550, 595 ThresholdTemplateName field 596
SwitchPortName field 550, 595 Timefield
Symposium Login dialog box 21 ActivityCodeStat views 418
System field 548 AgentByApplicationStat views 423
AgentBySkillset views 428
AgentPerformanceStat views 442
T ApplicationStat views 458
CDNStat views 464
table routing assignments 564—566 DNISStat views 471
reports 354 eAgentLoginStat view 517
talk time 422, 428 el VRPortLoginStat view 519
ACD calls 431 IVRPortStat views 475
DN calls 437, 438 IVRStat views 481
DNISs 471 NetworkInCall Stat views 487
NACD cals 439 NetworkOutStat views 494
voice port stetistics 475 RANM usicRouteStat views 497
TakTimefield 442 RouteStat fields 501
AgentByApplicationStat views 422 SkillsetStat views 506
AgentBySkillset views 428 TrunkStat views 510
DNISStat views 471 time zone conversion 324
IVRPortStat views 475 TimeBeforeDefault field 458
Telephone Display Properties report 270—271 TimeBeforeForceBusy field 459
TelsetLoginID field 596 TimeBeforeForceDisconnect field 459
TelsetShowReserve field 607 TimeBeforeForceOverflow field 459
Templatefield 607 TimeBeforel VRTransferred field 459
Templ atelD fielql TimeBeforeNACDOWU field 459
Application view 530 TimeBeforeNetworkOut field 460
DNISThresholdTemplate view 538 TimeBeforeReachNonl SDN field 460
IVRQueue view 552 TimeBeforeRouteTo field 460
Real TimeColumn view 572 timers, agent state 430
Route view 581 Timestamp field
Supervisor view 596 ActivityCodeStat views 418
UserTemplate view 608 AgentByApplicationStat views 423
TemplateName field 596 AgentBySkillset views 428
terminated calls 463 ApplicationStat views 460
threshold class properties 230—231 CDNStat views 464
thr&shql d qlas@es DNISStat views 471
application 530 eAgentLoginStat view 517
DNIS 538539 el VRPortLoginStat view 519
threshold colors, setting 107—108 IV RPortStat views 475
thresh.ollds IVRStat views 481
defining 105—108 NetworkInCall Stat views 487
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NetworkOutStat views 494
RANM usicRouteStat views 498
RouteStat views 501
SkillsetStat views 507
TrunkStat views 511
Titlefield 597
TotalCallsAbandonedDelay field 494
TotalCallsAnsweredDelay field 494
Total StaffedTime field 506
transferred calls 116, 174—177, 453
ACD calls 432
agent performance statistics 435436
application statistics 453
DN calls 436
IVR statistics 479
NACD calls 439
pegging of 431
voice port statistics 473
treatments 192—197
ApplicationStat views 450—452, 458—460
DNISStat views 467—468
Trunk Performance report 309—311
trunk reports 296—298
trunk statistics 508—511
data collection option 511
linkages 511
TrunkID field 511
trunks, non-1SDN
ApplicationStat views 457, 460
DNISStat views 469
TrunkStat views 508511
Typefield
CDN view 535
Script view 584
ScriptVariableProperties view 586
ScriptVariables view 588
SupervisorAgentAssignment view 600
SupervisorByA ssignment view 603
SwitchPort view 605
types
of calls 409
of events 516
of real-time displays 102

U

UnionBreakTimer field 608
UpdateRate field 553
UseBestNodefield 591
NCCNetworkSkillset view 555
user ID 21
user-created reports 16, 25, 37—60
creating 54—55
creating in Crystal Reports 44—49
importing 5657
user-defined reports 16, 25, 27—36
and server 29
and userid of creator 29
creating 30—36
location of 28
userid 29
UserID field
ActivityCodeStat views 418
AgentByApplicationStat views 423
AgentBySkillset views 428
AgentPerformanceStat views 443
eAgentLoginStat view 517
SkillsetByAgent view 593
Supervisor view 597
UseRoundRobin field 591
NCCNetworkSkillset view 555
UserTemplate view 606—608
UserThresholdTemplate view 523

V

Variablefield 588
variables. See script variables
VariableStatus field 588
VariableTypefield 588
verifying connection to the server 41—43
viewing mode 103
setting 105—108
viewing real-time displays 109—111
ViewModefield 579
Views view 609
views. See database views
voice port login and logout statistics
data collection option 519
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voice port statistics 472—476
linkages 475
restrictions 472
voice ports
login and logout statistics 518519
properties 549—550
statistics 472—476

W

wActivityCodeStat 415—418
wAgentByApplicationStat view 420—423
wAgentBySkill setStat view 425—429
wAgentPerformanceStat view 430—445
WaitingTimefield 443, 475
WalkawayTime field 443

wA pplicationStat view 445—461
wWCDNStat view 462—464

wWDNISStat view 465—471

weekly views 413

WeeksOfWeekly field 547

Width field 570

wlVRPortStat view 472—476
wIVRStat view 477—481
wNetworklnCallStat view 482—488
wNetworkOutStat view 489—495
WRANMusicRouteStat view 496—498
wRouteStat view 499—502
wSkillsetStat view 502—507
wTrunkStat view 508—511
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