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Introduction

Welcome

Nortel Networks is pleased to announce 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 a data
dictionary you can use to create your own custom reports.

Types of reports

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 a template. 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 guide is for Symposium Express Call Center administrators who are
responsible for creating and managing reports and using reports and displays.
Assumptions

This guide assumes that 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.

14 Symposium Express Call Center
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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 a special 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

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 a template. (Unlike standard reports, user-defined reports
can be scheduled and modified.) You 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 a file for export to another application.

Displays

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 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 19.

16 Symposium Express Call Center
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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

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 basis, or use them as templates to create user-defined reports. To use
standard or user-defined reports, you need the following skills and knowledge:

m  understanding of Symposium Express Call Center
= understanding of call center concepts

m  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 remove fields 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  Crystal Reports

m  Structured Query Language (SQL)—the ability to write reports with
intervals, subtotals, totals, and calculations

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

Reports and Displays Guide 17
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Skills you need to create expert reports

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

m  Open Database Connectivity (ODBC)

m  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 Visual Basic, C++, or a similar programming language.

18
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Logging on to the system

Introduction

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

Assumptions

This procedure assumes the following:

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

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

m A desktop shortcut has been set up to allow 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 - 47.85.3.238 - CASHI w___ [ E3

ol NECRTEL

NETWORKS"™

UserD: (A |
Paszsward Cancel |

Mortel Networks Sl Yersion 2.00

Conrioht 1398 1959 Notel Netwatks, ard 1P|

itz licensors. &ll rights reserved.

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.

3 Click OK.

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

‘e Administration - Nortel Networks Symposium Express Call Center

Realtime Displays

[&]

Reports Age!n.l Skillset
.~ Assignmenis

@ Tutorials and E Agent { Supervisor E Call Presentation
User Guides . — | Administration S
@ Call Treatments Call Routing gﬁ Activity Codes
sy ]
%}5& CDNs Fg% DNISs Phonesets
Network Yoice Services @ Backup
Administration - Administration

Paszword | Frint | @ Help | Cloze I

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

Introduction

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

m  analyze 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 changes in call center traffic. For
example, if a retailer’s annual 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

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 is fixed.

22 Symposium Express Call Center
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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 schedules 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 is a customized report created using Crystal Reports or any
other ODBC- or SQL-compliant report writer. Only reports created with Crystal
Reports can be imported into 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

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

Database views

A database view is a logical representation of part of the database and the
relationships within that part. You use database views to access statistics and
other data for use in reports.
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Many historical statistics are available 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 logon/logoff 3 days

agent logon/logoff 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.

24

Symposium Express Call Center



September 2002 Working with reports

Section A: Creating user-defined reports

In this section

Overview of user-defined reports 26

Creating user-defined reports 28

Reports and Displays Guide 25



Working with reports Standard 2.0

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 a template. 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 a data range only in historical reports.

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

3. Ifyou schedule a report, 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. If
a default 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.

26
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User-defined reports and user ID

When you save a user-defined report, the user ID of the creator is stored with it.
Only the creator has access to the report. If another user logs on to 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.
The report is available only when you log on to the server on which you created
it. If you have two servers, and you create a report 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 ID on the same PC.

Reports and Displays Guide 27
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Creating user-defined reports

Introduction

To create a user-defined report

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.

1

2

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 [VElete 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

Eﬁsstab - DMIS Statigtics Standard Mot schedulid Inactive _>|;I
Faor Help, press F1. l_ W l_ i

Select the report you want to use as a template.

28
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3 Choose File — 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 Clutput Dptionsl

Fieport Mame:

Lintitled

Fieport Type:
IUser-defined

Comments:

Company Mame:

Save I Lancel | Help |

4  On the 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 agents to be included in the report.
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1 Click the Selection Criteria tab.

Result: The Selection Criteria property page appears.

Test Report Properties HE

General Selection Criteria | Data Hangel Schadulal Output Dpl\unsl

Selection Filers

Agn Hame

Selected Ayailable

edd |
Bemaver> |
Updale Llst

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 a b~

Go to the following procedure.

30 Symposium Express Call Center



September 2002 Working with reports

To define the report schedule

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

Estimated Agent Revenue - Weekly - Report Properties [2] <]

Ganerall Selection Criteria  Schedule | Data Flangal Output Dphnnsl

Start: Im
et [T2 o0
Interval: IW

E stenzion: IW

QK I Cancel | Help |

2  Enterinformation 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 Range | Schedulel Clutput Dptionsl
Drata will be extracted for the following period.

Collection Frequency:

Period iz defined relative ta the scheduled report generation:

Start date and time: ID taday, at I 12: 00 AM _I:j
End date and time: ID today, at 11: 45 PM =

™ Interval Filtering

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

) Frevinus ittenal (applies anlite cumemt 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  Enterinformation 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 a file.

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 - Report Properties HE

Ganerall Selection Critelial Schadulal [Data Aange  Output Options |

Pleaze select the output for the scheduled report generation:

—Piinting

' Prnt report wilh falowing options:

Printer: IHF‘ Lagerlet BEi/AS1 Mx PS j

Paper size: ILetter B1/2211in 'l

i~ Exporting

€~ Expart repait to the fallawing format

I j SEFEatar.. |

Specfifull pattand e nanme:

I Brawse

&) [y enyite previoush sayved|les,
Eachireparwillbe savedwith the same flerame,

) Save file undendifferert name each bime

[ate and tmewl be appended it the filename.

ak. I 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 report to 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 — Close.

34
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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 reports in 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 a report by performing these steps:

1. Run the 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. Create a new 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 a report, it is added to the Reports window. You can schedule
imported reports and modify their data range and output options.

Database views

A database view is a logical representation of part of the database and the
relationships within that part. You use database views to access statistics and
other data for use in reports.

Many historical statistics are available 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.

36
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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 all 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.

e Reports - 47.81.120.50 - C:\SMI Workbench

File “iew Help
S N I - ™ T il | P | @
oy Frint Frint Preview|  Refresh [Elete Fropetties [e-activate | Activate Help

4+ Report Name | Type | Schedule | Status -
thetivity Cade By Agent Standard Mat scheduled Inactive

thetivity Code By Application Standard Mat scheduled Inactive

ithgent Awverage Calls Per Hour Standard Mot zcheduled Inactive

(gent By Application Performance Standard Mot scheduled Inactive

thgent DM Performance Standard Mat scheduled Inactive

thgent Login / Logout Standard Mat scheduled Inactive

(tgent Metwork £ MACD Activity Standard Mot zcheduled Inactive

(hgent Peformance Standard Mot scheduled Inactive

thgent Perfarmance by Supervizor Standard Mat scheduled Inactive

thgent Shart Calls Standard Mat scheduled Inactive

(gent Transfered/Conferenced Activity Standard Mot zcheduled Inactive
(pplication By Activity Code Standard Mot scheduled Inactive
thpplication Call Treatment Standard Mat scheduled Inactive |
thpplication Delay Before Abandon Standard Mat scheduled Inactive
(tpplication Delay Before Answer Standard Mot zcheduled Inactive
(pplication Performance Standard Mot scheduled Inactive

CDM Statistic: Standard Not scheduled Inactive

Config - Database View Definitans Standard Mat scheduled Inactive

Crozstab - Application Performance Standard Mot zcheduled Inactive

Crosstab - COM Statistics Standard Not scheduled Inactive

Cﬁsstab - DNIS Statistics Standard Nt schedulid Inactive _DILI
For Help, press F1 ,_ NLUM G

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 — Sybase SQL Server

Professional— SQLEDIT.

Result: The SQLEDIT window appears.

£ SQLEDIT - C:ANDRTELASYBASEMMNIASQL.INI

Fie Edt Server LonneclionService Help

=l 3

Server Entry:

ICCH_NTWKPRINT_25 -
ICCM_NTWKPRINT_26
ICCM_NTWKPRINT_27
ICCM_NTWKPRINT_28
ICCM_NTWKPRINT_29

Connection Service Entry:

U L )
LR LU A
)

o
o
z
=
=]
£
=
%
=
=
=
Ll

ICCM_NTWEKPRINT_30

5
n
=
=
z
£
H
z
2
=
z
N

guery = NLWNSCK_47.152.175.3.5000

5
n
=
=
z
£
=
-]
2
=
z
o

=]
=]
z
z
]
£
=
T
=
=
i
-]

=]
89
k44
zz
==
£E
AR
T3
==
ZZ
=5
o~

ICCHM_NTWKPRINT 9

ICCM_PRINT

S

Input Server Name:
ICCHM_PREVIEW
Add Update

Input Data for a Connection Service Entry:

Service Type:  Platform:

Met-Library Driver:

[wwey 7] [NT/Windows 35 ]

[NwnsCK =]

Connection Information/Network Address:
47.152.175.3,5000

Add Service |

Update Service | Ping |

Edit Platform & Met-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_Server is the |P address of
the server (for example, 100.50.21.1).
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4  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).

5 Choose File — Exit.

To create a connection to the server

1 From the Start menu, choose Programs — Sybase SQL Server
Professional— SQLEDIT.

Result: The SQLEDIT window appears.

2  Inthe Input Server Name box, type ICCM_PREVIEW, and then press
Enter.

Click Add.
4  Inthe 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).

5 Press Enter.

40 Symposium Express Call Center



September 2002

Working with reports

6 Click Add Service.

Result: The IP address of the server appears in the Connection

Information/Network Address box.

B4 SALEDIT - C:ANORTELASYBASEMNIVSQLINI
File Edit Server Connection Service Help

[_[O1x]

Server Entry:

ICCM_NTWEKPRINT_25 -
ICCM_NTWEKPRINT_26
ICCM_NTWEKPRINT_27
ICCM_NTWKPRINT_28
ICCM_NTWKPRINT_29
ICCM_NTWKPRINT_3
ICCM_NTWEKPRINT_30

ICCM_NTWKPRINT_8
ICCM_NTWKPRINT 9

ICCM_PRINT =

Input Server Name:
ICCM_PREVIEW

Connection Service Entry: Up
query = NLWNSCK_47.152.175.3.5000

Service Typpe:

Input Data for a Connection Service Entry:

Platform:

Met-Library Driver:

query jl NT/windows 95 ﬂ|

NLwWHSCK =]

ion/Network Address:

s -
[47152.175.3,5000

Add Service

Update Service I Ping I

Add Update

Edit Platform & Met-Library Driver... |

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.

Choose File — 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  Create the report and connect to the database.

m  Select views and 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 On the desktop, open Crystal Reports Designer.

Result: The Crystal Reports Welcome dialog box appears.

Welcome

?.,_LL\ SEAGATE
%\z CRYSTAL
~ REPORTS

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

¥ Show welcome dialog at startup
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2  Click New Report.
Result: The Report Gallery window appears.

Report Gallery E

Or:

Anather Repart

 Choose an Expert:

iy
Standard Faorm Letter Form Cross-Tab

=Sy Help |
Subreport il Label Top M Lill Davan Custom 33 |

3 Click Standard.

Result: The Create Report Expert window appears.

Create Report Expert [x]

|Fields |Sort |T0ta\ |TDpN |G|aph |Select |Sly|e |

Step: Chooge data to report on. *r'ou can chooze multiple tables and add indexes.

Data File
%2 Query

SQL}ODBC

@ Dictionary i
Buem Tip.. | chtlonawllp...l [Elete | Lddllndes..

<< Back | (Mt 53 Cancel | Ereviey Bepart | Erewiew Sample |
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4 Click SQL/ODBC.
Result: The Log On Server dialog box appears.

Log On Server
—Server Type:

ODBC - ICCM_NTWEKPRINT_8_D5SN |
ODBC - ICCM_NTwWEPRINT_3_DSN Cancel
ODBC - ICCM_PREYIEW_DSM

ODEC - ICCM_PRINT_DSN Heln |
ODBC - ICCM_TEXT_DSN =

ODBC - matlog J==)
ODBC - MATReports
ODEC - NGEN_TEXT_DSN El\ N

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

Logon to System 10 [ %]

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

Choose S5QL Table [ %]
—SOL Tables:——— [~ 50L Databazes:

blue(ICCH_PREVIEW D

blue: dba. ActivityC
blue. dbo.Agent
blue. dbo.Application

blue. dbo.ApplicationByS cript
hlye dhn & nnlir:arinnTﬁmnla_hlLI
3

Done |
| Help |

— Server Info:
Server Type: ODBC - ICCH_PREVIE'W _DSH Lag On Server ... |
Server Mame: ICCH_PREVIE'W_DSM —

Database: blue Database Fils ... |
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.

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 E

IFie\ds ISort ITotaI ITopN IGraph ISe\ect ISter I

Agent |
SurMame B
GivenMame
Comment
Department
Title
TelzetLoginlD
SwitchlD
SwitchPorkddd
SwitchPorth an
TemplatelD LI

ActivityCode |
—

-

thions...l Delee | Alrange | Srnart Linkingl

<L Eackl Ment »» | Cancel | Ereyien Fempnrt | Prewewﬁamplel

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

Create Report Expert [x]

Data |Links Sort |T0tal |T0pN |Graph |Se\ect |Sty|e |

Step: Select figlds to include in report. You can reorder them and change headings.

Database Fields: Report Fields: EE‘

Report Fields: = Add -» |
[Dratabase Ficlds: Add All -» |
----- -4 ienl----- =

GivenMame

Comment <= BHemuve |
Department

Title < Femaye Al |
TelzetLoginlD

SwitchlD

SwitchPortdddress -
4 »
Browse Data...l Formula... | Column Heading:

<< Back | e | Cancel | Presiew Fepart | Erewiew Sample |

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 a view name, you can easily change the
view used by a report.

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 — Set Alias.

Result: The Set Alias dialog box appears.

Set Alias [ %]

—Databases: —————————————— :
Set Alias... |
AgentPerformance

Help |

— Location:

Table: blue.dbo.ibgentPerformanceStat
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.

© © N O

Choose File — Save and save the report to a selected directory.

10 Choose File — Close.
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To change database aliases

To change the view used by a report, 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 — Set Location.

Result: The Set Location dialog box appears.

Set Location [ %]

—Databases:————

AgentPerformance G0 el |
Same fe Heport |
Convert To QNEl

Help |

Table: |blue.dbo.dbgentPerformanceStat
Server Type:  ODEC - 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 S5QL Table [ %]

S0L Databases:
blue(ICCH_PREVIEW

[

que.dbo.@AppIicationStat 1 ok

blue. dbo.iCOMStat
blue. dbo.iDMISStat
blue. dbo.ilvRPaortStat

hlye dbnilEStat hd
4 3

— Server Info:
Server Type: ODBC - ICCHW_PREVIE'W _DSH

Cancel

| Help

il

Log On Server ... |
Server Mame: ICCH_PREVIE'W_DSM
Database: blue [ratabase Eile .. |
Uszer ID: blue
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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.

© ©© N O

Choose File — Save, and save the report.

10 Choose File — 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 a data source. You need 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 — Get External Data — Create New Query.

2 Define a new data source.

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

Result: The application prompts for a data source name and driver.
For data source name, type ICCM_PREVIEW_DSN, and then press Enter.
4  For type, select Sybase System 10.
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5 Connect to the data source.

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

Logon to System 10 [ %]

Server Mame: IW
Login ID: l— Cancel |
Pazsword: 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.
8 In the Database box, select blue.
9 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 a report that you created in Crystal Reports into
Symposium Express Call Center.

ATTENTION Do not move the report after you import it. If you do move it,
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 In the Administration window, double-click Reports.

Result: The Reports window appears.

e Reports - 47.81.120.50 - C:\SMI Workbench

File “iew Help
S N I - ™ T il | P | @
oy Frint Frint Preview|  Refresh [Elete Fropetties [e-activate | Activate Help

4+ Report Name | Type | Schedule | Status -
thetivity Cade By Agent Standard Mat scheduled Inactive

thetivity Code By Application Standard Mat scheduled Inactive

ithgent Awverage Calls Per Hour Standard Mot zcheduled Inactive

(gent By Application Performance Standard Mot scheduled Inactive

thgent DM Performance Standard Mat scheduled Inactive

thgent Login / Logout Standard Mat scheduled Inactive

(tgent Metwork £ MACD Activity Standard Mot zcheduled Inactive

(hgent Peformance Standard Mot scheduled Inactive

thgent Perfarmance by Supervizor Standard Mat scheduled Inactive

thgent Shart Calls Standard Mat scheduled Inactive

(gent Transfered/Conferenced Activity Standard Mot zcheduled Inactive
(pplication By Activity Code Standard Mot scheduled Inactive
thpplication Call Treatment Standard Mat scheduled Inactive |
thpplication Delay Before Abandon Standard Mat scheduled Inactive
(tpplication Delay Before Answer Standard Mot zcheduled Inactive
(pplication Performance Standard Mot scheduled Inactive

CDM Statistic: Standard Not scheduled Inactive

Config - Database View Definitans Standard Mat scheduled Inactive

Crozstab - Application Performance Standard Mot zcheduled Inactive

Crosstab - COM Statistics Standard Not scheduled Inactive

Cﬁsstab - DMIS Statistics Standard Mat schedulid Inactive _DILI
For Help, press F1 ,_ NLUM G
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2 Choose File — 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 |

3 Inthe 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.

4  Inthe 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 — Set Alias.

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

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

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

7 To modify the Schedule, Data Range, and Output Options property pages,

see “To define the report schedule” on page 31, “To define the data
collection period” on page 32, and “To define output options” on page 33.
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Adding customized formulas in Crystal
Reports

Introduction

Follow this procedure to insert the following items in customized reports created
in Crystal Reports:

m  customized formulas

m  special formulas defined for use with 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 70.

For more information about formulas, see the Formula Editor topic in the
Crystal Reports online Help. (This topic is available 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 = 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 [ %]

Database Formula | Parameterl Group Namel

Eddit... |

Eename... |
[

WElete

Isert | Lloze Brawse,. | Help |

4  Click New.

Result: The Formula Name dialog box appears.

Formula Hame E

Farmula Mame:

fl
QK I Cancel | Help |

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

Result: The Formula Editor dialog box appears.

+ Formula Editor: @@report_interval M= &
— Fields: Functions: Operators:
Report Fields: - Arithrmetic: il Arithmetic; i’
Agent. Surt ame Fiemainder [num, dencm] Wy Add
Agent. GivenM ame Abs [x] ey Subtrac
ActivityCode. ActivityCode Fiound [x] WEy Fviltiply
ActiviyCode. Mame Flound [x. #places] Wiy Divide
@(@report_interval Truncate (%) HEp Per cen
Tuncate [x, Hplaces) - Megate
D atabase Fields: LI Sur [fid) LI LI
— Eormula text:
| =
e
i »

Accept I Check | Select | ErowseFle\dDala...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.

To check the formula for errors, click Check.

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:

m  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 (for historical reports
only)

data range—the data collection period for the report

m  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:

m  general report information—including report name and company name
m  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 also change the selection criteria for 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 a report, 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, 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 80.
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To change report properties

1 In the Administration window, double-click Reports.

Result: The Reports window appears.

Reports - 47.81.120.50 - C:\5MI Workbench

Fie View Help

4= & | [&]| %@ x a2 &
gy, Piint Piint Preview|  Refiesh DEEte Eioperies Deactivatel| | Ectivate Help

4 Rieport Hame. [Tope [ Schedule [ Status -
[Ectivity Code By Agert Standard Hot scheduled Inactive

Jactivity Code By Application Standard Mot scheduled Inactive

Jgent Average Calls Per Hour Standard Not scheduled Inactive

lagent By Application Performance Standard Mot scheduled Inactive

gent DN Performance Standard Not scheduled Inactive

| ent Login / Logout Standard Mot scheduled Inactive

Jgent Network / NACD Activity Standard Not scheduled Inactive

| ent Performance Standard Mot scheduled Inactive

|gent Performance by Supervisor Standard Mot scheduled Inactive

|gent Short Calls Standard Hot scheduled Inactive

|gent Transferred/Conferenced Activity Standard Mot scheduled Inactive
|pplication By Activity Code Standard Hot scheduled Inactive
lapplication Call Treatment Standard Mot scheduled Inactive | |
Vpplication Delay Before Abandon Standard Hot scheduled Inactive
lapplication Delay Before Answer Standard Mot scheduled Inactive
|pplication Perfomance Standard Not scheduled Inactive

ICON Statistics Standard Mot scheduled Inactive

IConfiy - Database Yiew Defintons Standard Not scheduled Inactive

(Crosstab - Applcation Perfomance Standard Mot scheduled Inactive

Ciosstab - CDN Statistics Standard Mot scheduled Inactive

Eﬁsslab - DNIS Statistics Standard Hot schedulid Inactive =
For Help, press F1 [ oM [

2 Choose File — Properties.

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

imated Agent Revenu - Weekly - Report Properties

General ISeIechnn Erltenal Data Hangel Echedulel Dulputl:lptlnnsl

Repart Mame:

IE stimated Agent Revenu - wWeekly -

Report Type:

IUsar-delined

Comments:

Company Name:

Bestair

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 64.

change the report schedule go to “To change the report
schedule” on page 65.

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

page 67.

change the output options go to “To change output options” on
page 68.

save your changes go to step 4.

4 Click OK.

5 To return to the Administration window, choose File — 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 [ 2] x]

General | Selection Eritelial Data Hangel Schadulal Output Dphnnsl

Repart Name:

IEstimated Agent Revenu - Weekly -

Repart Type:
IUserrdefined

Commets:

3l

Company Mame:

IEestair

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 61.
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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 Filkers Per Unit $
|u.un
Activity Mame
Agent Login 1D
Agent Mame
Selected Ayailable
eddd | I
Eemoyess |
Update List |

Save I Lancel | Help |

In the Selection Filters box, select the filter you want to use.
Notes:

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.

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

To remove 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 61.

To change the report schedule

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

Estimated Agent Revenue - Weekly - Report Properties [2] <]

Ganerall Selection Criteria  Schedule | Data Flangal Output Dphnnsl

Start: Im
et [T2 o0
Interval: IW

E stenzion: IW

Clear |
Inwert |

QK 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 61.
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To change the data range

1  Click the Data Range tab.
Result: The Data Range property page appears.

Estimated Revenue by Agent - Weekly - Report Properties [ 2] x]
Ganerall Selection Criteiia  Data Range | Schadulal Output Dphnnsl
Data will be extracted for the following period.

Collection Frequency: i

Period is defined relative to the scheduled report generatian:

Start date and time: |3 days ago, at I 12: 00 &M _Ijj
End date and time: |2 days aga, at I 12: 00 AM _I:j

I= | tenval Eiltering

1 nelide intenals betiesn I 12: 00 AM :|I At I 1145 PM ﬁ

) Presinus intenyal (applies et curent day|

1f the repart iz scheduled to run now, data will be extracted for the following period:

Start date: |S aturday, 5/5/01

End date: ISunday, 5/6/01

Save I LCancel | Help |

2  Enterinformation 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.

3 Return to step 3 of “To change report properties” on page 61.
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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 - Report Properties [2] <]

Ganerall Selection Eritelial Schadulal DataRangs  Output Options |

Pleaze select the output for the scheduled repart generation:

— Printing

& Prnt report with fallowing options:

Printer: IHP Lazerlet 53i/551 Mx PS j

Paper size: ILetter g1/2x11in VI

—Exporting

' Export repoit to the follawing format

I j SEparatar.. |

Speciifillpatand fle manes

| HBrowse,,.

= Wyeryrite previousinsayed files,
Eachiremport willlbe saved with the same filename:

) Save file undendiferent name each time:
[ate: atd e will beappended o the flemname.

QK 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.

Select Print report with following options.
4  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.

Click Export report to the following format.

In the 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  click Overwrite previously
file saved files.

save the file under a different  click Save file under different
name each time name each time.

11 Return to step 3 of “To change report properties” on page 61.
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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 reports will 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 In the Administration window, double-click Reports.

Result: The Reports window appears.

o8 Reports - 47.81.120.50 - C:ASMI Workbench
e View Help

Enpp Print__| Prict Preview| Pefresh Depe || Preperties || Deactivaiel| | Activet= Ha\p

1 Report Name [Tupe [Schedule [ Status
[activity Code By Agent Standard Hot scheduled Tnactive
Jactivity Codle By Application Standard Mot scheduled Inactive
|aent Average Calls Per Hour Standard Hot scheduled Inactive
|gent By Application Performance Standard Not scheduled Inactive
lgent DN Performance Standard Mot scheduled Inactive
Aent Login # Logaut Standard Hot scheduled Inactive
Jgent Network / NACD Activity Standard Not scheduled Inactive
|gent Performance Standard Mot scheduled Inactive
|ent Performance by Supervisor Standard Hot scheduled Inactive
lagent Short Calls Standard Not scheduled Inactive
|gent Transfered/Conferenced Activity Standard Mot scheduled Inactive
[pplication By Activity Code Standard Hot scheduled Inactive
lappiication Call Treatraent Standard Not scheduled Inactive |
|ppiication Delay Before Abandon Standard Mot scheduled Inactive
|ppication Delay Before Answer Standard Hot scheduled Inactive
lappiication Performance Standard Not scheduled Inactive
ICON Statistics Standard Mot scheduled Inactive
(Confia - Database Yiew Definitors Standard Not scheduled Inactive
Crosstab - Application Peormance Standard Not scheduled Inactive
Crosstab - COM Statistics Standard Mot scheduled Inactive
Eﬁsslab - DMIS Statistics Standard Not schedulid Inactive =

For Help, press Fi

RO

2 Choose File = Change Site Name.

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

Reports - Change Site Name [ %]

Apply |

Sites: I vl
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 o &AW

To return to the Administration window, choose File — 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
a report, 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 procedure to 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.

Browse to Nortel\client\en\bin.

Double-click NicRLstn.

Result: The Report Printing Listener window opens.

s Report Printing Listener
File “iew Help

sl ol

D |Name User |Printed |Status

225 Agents on Skill... sysadmin 9/23/99 2:03:33..0 Operation w
| | B
FaorHelp. press F1 MUK i

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.

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 a default printer on the client PC. If a default printer
has not been defined, then reports will not be output to a printer.

ATTENTION 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.

To configure a default printer

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

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

To print a list of reports

To generate a hard-copy list of your reports, print them by choosing File — 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 If the report is active, you must deactivate it before you can

delete it. For more information, see ‘“Deactivating reports” on
page 80.

To delete a report, select it and choose File — 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  The Report Listener is running on the PC on which the report schedule was
created.

m 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 a report schedule. After you schedule a report,
you must activate, or turn on, the schedule. The report is not generated until the
schedule is activated.

Before you begin

Schedule the report. See “To change the report schedule” on page 65.

To activate a report

1

2
3
4

In the Administration window, double-click Reports.

Result: The Reports window appears.

g™ Reports - 47 81.120.50 - C:\SHI Workbench

File “iew Help
= S | [a| W x all | G&» @
[Sapy Print Print Prewiew|  Refresh [VE[Ete Broperties [e-activate || Activate Help

1 Report Name: |T_l,lpe |Schedula |Status -
[A.ctivity Code By Agent Standard Mat scheduled Inactive

A.ctivity Code By Application Standard Mot scheduled Inactive

I8 gent Average Calls Per Hour Standard Mat scheduled Inactive

18.gent By Application Performance Standard Mat scheduled Inactive

lt.gent DN Performance Standard Mot scheduled Inactive

thgent Login / Logout Standard Mat scheduled Inactive

1gent Network, / NACD Activity Standard Mat scheduled Inactive

lhgent Performance Standard Mot scheduled Inactive

lt.gent Performance by Supervisor Standard Mot scheduled Inactive

Iagent Short Calls Standard Mat scheduled Inactive

Iagent Transterred/Conterenced Activity Standard Mat scheduled Inactive

1. pplication By Activity Code Standard Mot scheduled Inactive

1 pplication Call Treatment Standard Mat scheduled Inactive |
1 pplication Delay Before Abandon Standard Mat scheduled Inactive

1. pplication Delay Before Answer Standard Mot scheduled Inactive

1 pplication Performance Standard Mat scheduled Inactive

CDM Statistics Standard Mat scheduled Inactive

Config - Database Yiew Definitans Standard Mot scheduled Inactive

Crosstab - Application Performance Standard Mot scheduled Inactive

Crosstab - COM Statistics Standard Mat scheduled Inactive

IZ‘ltisstah - DNIS Statistics Standard Mot s:hedu\id Inachive ;'LI
For Help, press F1. li ML A

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

To return to the Administration window, choose File — 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 a report schedule,
the report definition and schedule remain, but the report is not generated until

you reactivate it.

To deactivate a report

1 In the Administration window, double-click Reports.

Result: The Reports window appears.

o8 Reports - 47.81.120.50 - C:ASMI Workbench
e View Help

Enpp Print__| Prict Preview| Pefresh Depe || Preperties || Deactivaiel| | Activet= Ha\p

Er1sslab - DNIS Statistics
[l

1 Report Name [Tupe [Schedule [ Status
[ictivity Code By Agent Standard Hot scheddled Tnactive
|ctivity Code By #pplication Standard Hot scheduled Inactive
|aent Average Calls Per Hour Standard Hot scheduled Inactive
lgent By Application Performance Standard Hot scheduled Inactive
gent DN Performance Standard Hot scheduled Inactive
Aent Login # Logaut Standard Hot scheduled Inactive
l4gent Network ¢ NACD Activiy Standard Hot scheduled Inactive
|gent Performance Standard Hot scheduled Inactive
|ent Performance by Supervisor Standard Hot scheduled Inactive
lsgent Short Calls Standard Hot scheduled Inactive
igent Transfered/ Conferenced Activiy Standard Hot scheduled Inactive
[pplication By Activity Code Standard Hot scheduled Inactive
l4pplication Call Treatment Standard Hot scheduled Inactive | |
lpplication Delay Before Abandan Standard Hot scheduled Inactive
|ppication Delay Before Answer Standard Hot scheduled Inactive
l4pplication Performance Standard Hot scheduled Inactive
ICON Statistics: Standard Hot scheduled Inactive
(Confia - Database Yiew Definitors Standard Hot scheduled Inactive
(Crosstab - Application Peromance Standard Hot scheduled Inactive
(Crosstab - CON Statistics Standard Hot scheduled Inactive
Standard Inactive 52

Mot schedulid

For Help, press Fi

RO

2  Select the report you want to deactivate.

3 Choose File — Deactivate.

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

Introduction

You can preview a report 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 You cannot print or preview reports if you connect to the

server with a PPP link.

ATTENTION 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.

ATTENTION

The report generation process creates temporary files in 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.

File  Wiew Help
el &8 | [ wm| X il | @ | @
[Sapy Frint Print Preview|  Refresh [ElEtE: Broperties [e-actvate Letivate Help

4 Report Name IT_l,lpe IScheduIE |Status -
tctivite Code By Agent Standard Mat scheduled Inactive

&ctivity Code By Application Standard Mat scheduled Inactive

lhgent Average Calls Per Hour Standard Mot scheduled Inactive

lt.gent By Application Performance Standard Mot scheduled Inactive

ttgent DN Performance Standard Mat scheduled Inactive

18.gent Login / Logout Standard Mat scheduled Inactive

la.gent Network, / MACD Activity Standard Mot scheduled Inactive

Ihgent Performance Standard Mat scheduled Inactive

18, gent Performance by Supervisar Standard Mat scheduled Inactive

lh.gent Shoit Calls Standard Mot scheduled Inactive

Ihgent Transterred/Conferenced Activity Standard Mat scheduled Inactive

1 pplication By Activity Code Standard Mat scheduled Inactive

1A pplication Call Treatment Standard Mot scheduled Inactive |
1.pplication Delay Before Abandon Standard Mot scheduled Inactive

1 pplication Delay Before Answer Standard Mat scheduled Inactive

18 pplication Performance Standard Mat scheduled Inactive

CDN Statistice Standard Mot scheduled Inactive

Config - Database View Definitons Standard Mat scheduled Inactive

Crosstab - pplication Perfarmance Standard Mat scheduled Inactive

Crosstab - CON Statistics Standard Mot scheduled Inactive

Cﬁsstab - DNIS Statistics Standard Mot schedu\id Inactive . _I'
Far Help. press F1 ,_ MUK i

Select the report you want to preview or print.
3 Choose File & Run Now.
Result: The Run Report dialog box appears.

Generate report with the following collection frequency:
I jv
— Data wil be extracted for the fallowing period:

Start date and time:

Tuesday IMay j I? j |2DD1 at I 12000 AM j

End date and time:

Tuesdyy  [wy  =[s z[[2oor 20 S

I= Hriclude intervals betimeen S0000EM and@: 1 E0TIRH

if' I Cancel Help
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4  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.

5 Click OK.
Result: The print preview window appears.

6 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 a reference
when you are planning or making changes to your system. The report contains
the following information:

supervisor properties
agent properties
skillset properties
CDN properties
route properties

IVR 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:

an application

a disk file

an exchange folder
Microsoft Mail (MAPI)

You can also 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.

2  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.gotostep 7.

export the report to a file  go to step 3.

3  Click the Export icon.
Result: The Export dialog box appears.

Export ]
— | e DKI
IEharacter-separated wvalues j Cancel |
Destination:
|Disk file [~

4 Inthe Format box, select the file format in which you want to save the

report.

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

6 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.

7 Click Close.
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Pegging questions

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

The interval length is not configurable. It is fixed at 15 minutes.

How are ACD statistics sent to the server?

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 calls.

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

m  the number of ACD calls answered
m  the number of ACD calls conferenced and transferred

m  the amount of time spent on ACD calls

You can also map each ACD-DN to a dummy skillset. All calls to 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, calls to that ACD-DN are
pegged against the Default ACD_Skillset.)

Why does CallsOffered not equal CallsAnswered plus
CallsAbandoned?

This can occur for two reasons:

m A call pegs as offered in the interval when it is first 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 call that is offered to a Symposium Express Call Center agent (that is, an
agent who is configured on the server) can be

m answered
m abandoned

m given a treatment, such as Force Disconnect, Overflow, Route To, or
Default
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You can create a custom formula to account for all calls given a treatment
(this formula varies depending on the types of treatments you use). When
you add this custom formula to CallsAnswered and CallsAbandoned, the
result should be close to CallsOffered. (The result may not be equal to
CallsOffered if calls were offered in one interval, and answered,
abandoned, or given a treatment in another.)

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

All agent state timers are maintained 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

DNiIntInCallsTalkTime (Meridian 1)

TalkTime

60 seconds

The total activity time for the agent, as calculated below, exceeds the agent
logon time of 90 seconds.

WaitingTime + DNInCallsTalkTime or DnIntInCallsTalkTime + TalkTime
=10+ 80 + 60
=120 seconds

Reports and Displays Guide 89



Frequently asked questions Standard 2.0

Similarly, on the Meridian 1 switch, a phoneset may contain multiple DN keys.
If an agent answers a DN call, places it 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:

m  An agent manually returns the call to the queue.

m  An agent presses a key just as a call is being presented (this should only
occur rarely).

Calls are pegged as ReturnedToQDueToTimeout if they are not answered within
a period 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 a result, it includes the time required for the caller to navigate
menus and listen to recorded announcements. When you calculate the service
level for an application threshold class, you must allow for this time.

In the skillset statistics, wait time for calls abandoned and answered is calculated
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, AgentByApplication, or AgentBySkillset
views. Symposium Express Call Center pegs statistics against an agent ID, 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 unique 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 skillsets appear on the real-time display. If you want to
see a certain 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 a report 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 is the start of the interval. It includes everything that happened between
7:00 and 7:14:59.
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What exactly are Calls Answered?

Calls Answered are those calls that are answered by an agent. Calls that are
given a treatment such as recorded announcement are not pegged as Calls
Answered. However, if a call is returned to queue and answered by an IVR, then
that call is pegged as answered in the CDN statistics.

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

Although a call maintains its call ID when it comes back to the master script
after receiving the “route to” treatment, the Statistical Data Manager does not
carry a lot of information about the history of the calls. Therefore, it considers
the call to have been “terminated.” As a result, 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?

The first 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 |answers call

— first activity code
2:00 |enters first 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 is on an ACD or skillset call and there are no other lamps lit on his or
her telephone, Symposium Express Call Center accumulates the appropriate talk
time.

If an agent is on an ACD or skillset call and places it on hold to make or receive
a DN 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 a reservation 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 shows five
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 | do?

The Scheduler saves reports with the IP address. If the location has changed, you
must reschedule 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
m  the protocol—Ethernet (CSMA/CD) or Token Ring

m the traffic on the 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?

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, use the Left Outer [=(+), *=]
join type.

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

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

m  use the selection filter to select one day only

m  select Preview Sample, and select only the first 100 or 1000 records

ATTENTION Do not try to cancel a report query by pressing

Ctrl+Alt+Delete. Two problems may result:

m If your application has a connection 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 time trying 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 features in
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

m  call 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 real-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 a time. 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 107.
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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 a block 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 the time period, data fields initialize to 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 statistics in 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 colors to 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 the level 1 color to red and the level 2 color to
blue. If you do this, the statistic appears in red if it is less than 3, black if it is 3 to
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 real-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

Aadhresnoa |

& Moving "Window
7 Interval To Date

j IadiThreshold |
Welete Threshold |

|
Statistic: Agent State I LeveI‘II Level2|

— Monitaring Skillzet Performance

W Wiew Summaries Display

Chooze a Call Center Summary Statistic

Statiztic | Level‘ll Level2|
IV Wiew Skillset Display
Add Tihrestald |
Choose a Skillset Statistic
| | iy Ttneshold |
& Moving Windaw Welete Threshiold |
7 Interval To Date |
— Monitaring Call Center St
il El ST Statiztic | Level‘ll Level2|

Add Tihrestald |

& Moving "Window
7 Interval To Date

j IadiThreshold |

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 105.

go to “To change threshold colors” on page
105.

go to step 3.

3 Click OK.

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

To add thresholds

1 In the 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
IBusy
Level 1 Level 2
== | =
55 0=

Cancel |

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

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

In the 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.

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

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

Return to step 2 of “To customize real-time displays” on page 103.

To delete thresholds

1
2
3

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

Return to step 2 of “To customize real-time displays” on page 103.

To change threshold colors

You can set two thresholds for each real-time display—a level one threshold for
the lower level, and a level two threshold for an upper level. You can define
colors to use for statistics that 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

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

Click Modify Threshold.

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

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.

Click OK.
Return to step 2 of “To customize real-time displays” on page 103.

106 Symposium Express Call Center



September 2002 Working with real-time displays

Viewing real-time displays

Introduction

Follow this procedure to view a real-time display. When you view a real-time
display, you can sort the display on any column. You 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.

Result: The Real-time Displays window appears.

== Real-time Displays

Configuring and Running Feal Time Dizplays

— Monitaring Agent Statu:

|
¥ View Agent Display Statistic: Agent State I LeveI‘II Level2|

Choose an Agent State A Tihreshiold |

I j IadiThreshold |
& Moving Window Welete Threshold |

7 Interval To Date |

— Monitaring Skillzet Performance

Statiztic | Level‘ll Level2|
IV Wiew Skillset Display
Add Tihrestald |
Choose a Skillset Statistic
| | iy Ttneshold |
& Moving Windaw Welete Threshiold |
7 Interval To Date |
— Monitaring Call Center St
il El ST Statiztic | Level‘ll Level2|

v Wiew Summaries Displa
o - piay Sdd Threshald |

Chooze a Call Center Summary Statistic
I j IadiThreshold |

% Moving Window [elete Threshold |

7 Interval To Date |

Lancel | Help |

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

3 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.”

4  To return to the Administration window, choose File — 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 — Logout Agents.
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Overview

Introduction

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 a number of collection
frequencies. For example, there are daily, weekly, monthly, and interval versions
of the ActivityCodeStat view. Each view name has a prefix that identifies its
frequency:

m  dActivityCodeStat is the daily view.

m  wActivityCodeStat is the weekly view.

»  mActivityCodeStat is the monthly view.

m  iActivityCodeStat is the interval view.
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In the following section, if data is available in multiple versions of a view, 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 template files 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 a report created in
Crystal Reports” on page 54).

ATTENTION Do not modify the standard templates.

Note: For reports available in a number of collection frequencies, there is a
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 calculated
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 the data in the field, refer to the description of the
view field in Appendix B, “Data dictionary.”

Descriptions of calculated fields
For calculated fields, this manual provides the formula used 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 calls that 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, then the call is pegged as a transfer or
conference to 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.

Reports available to Symposium Express Call Center users

There are four different types of users in Symposium Express Call Center:
m  Sysadmin

m  Custadmin

m  Senior Supervisor

s Supervisor

The following table indicates with a check mark the reports that are available to
each type of user:

Sysadmin/

Custadmin/

Senior
Report Name Supervisor Supervisor
Activity Code By Agent v v
Activity Code By Application v v
Agent Average Calls Per Hour v v
Agent Average Calls Per Hour, Bottom 5 v
Agent Average Calls Per Hour, Top 5 v
Agent by Activity Code v
Agent By Application Performance v v
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Report Name

Sysadmin/
Custadmin/
Senior
Supervisor

Supervisor

Agent By Skillset Performance

Agent DN Performance

Agent DN Performance Calls Answered, Bottom 5
Agent DN Performance Calls Answered, Top 5
Agent Login/Logout

Agent Network/NACD Activity

Agent Performance

Agent Performance by Supervisor

Agent Performance Calls Answered, Bottom 5
Agent Performance Calls Answered, Top 5
Agent Short Calls

Agent Transferred/Conferenced Activity
Application By Activity Code

Application By Skillset

Application Call Treatment

Application Delay Before Abandon
Application Delay Before Answer

Application Performance

CDN Statistics

v

R X X X X X X X | X = \ X N X & ~

AN R X X

R X X <
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Sysadmin/
Custadmin/
Senior
Report Name Supervisor Supervisor

Config - Activity Code Properties v
Config - Agent By Supervisor Properties
Config - Agent Properties

Config - Agent Skillset Properties
Config - Application Script Properties
Config - Application Template Properties
Config - CDN Properties

Config - Database View Definitions
Config - DNIS Properties

Config - Formula Properties

R X X X X X X X ~

Config - Historical and Real Time Statistics
Properties

Config - IVR Queue and Port Properties
Config - Logged in Agent Position ID
Config - Real Time Template Properties
Config - Route Properties

Config - Script Variable By Script
Config - Script Variable Properties

Config - Skillset Properties

R X X X X X «

Config - Supervisor Properties
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Sysadmin/
Custadmin/
Senior
Report Name Supervisor Supervisor

Config - Telephone Display Properties v
Config - User Access Privilege
Crosstab - Application Performance
Crosstab - CDN Statistics

Crosstab - DNIS Statistics

Crosstab - Route Performance
Crosstab - Skillset Performance
Crosstab - Trunk Performance

DNIS Statistics

R X X X X X |

Estimated Revenue By Agent

IVR Port First Login/Last Logout
IVR Port Statistics

IVR Queue Statistics

Music/RAN Route Statistics

Not Ready Reason Codes By Agent
Route Performance

Skillset By Application

Skillset Performance

R X X X X X X X | X = \ X N X & ~

Trunk Performance
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Section A: Activity code reports

In this section

Activity Code By Agent 120
Activity Code By Application 123
126

Not Ready Reason Codes By Agent
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Activity Code By Agent

Description

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

Note: Even if activity code names are not configured in 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

n  daily

m  weekly

= monthly
Template

This report uses the following templates:

im-agtlS.rpt

dm-agtl5.rpt

wm-agtl5.rpt

mm-agt15.rpt
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Filters

This report can be filtered 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 all of the agents.
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Activity Code By Agent

Bestair Aitlines
Site MNatne; TORONTO
Table Mames: i&ctivityCoceStat

Report Interval: 15:00:00 09 April, 1999 - 15:15:00 09 April, 1993

Activity Code Name

Application Name

Average Activity

Activity Time Activity Time  Qeeurrences

GRAND TOTAL

01:19:46 00:02:34 145

Agent Name & ID: Rose Stefanopolis - 6602
Summary: 0015353 000124 |

419193
1515 System_Defautt_Activity_Cods Master_Seript 00:01:50 00:0:50 1
Schedule_Inquiry Biooking_Seript 0045 00243 1
Schedule_Inquiry Master_Saript 00xz00 00:012:00 1
System_Default_Activity_Code Booking_Seript 000742 00:01:26 5
Baoking Booking_Seript 00:01:09 00:00:35 2
Daily 47999 0i12:59- 002 o
Agert:

Agent Name & ID: James Jones - 6708

Summary: 001331 000037 22

419193
1515 ‘Vacation_Sales “acations_Script 000229 00:00:50 3
Eincking Biooking_Seript 000z 00:00:31 2
System_Defaut_Activity_Code Master_Saript 0000 & 00:00:15 1
Schedule_Inquiry Biooking_Seript 000041 0:00:41 1
iacation_Inquiry acations_Seript 00xz0g 0001205 2
System_Default_Activity_Code Booking_Seript 00:00:45 00:00:23 2
‘acation_Inguiry Master_Script 00:03:37 00:00:38 g
Schedule_Inquiry Master_Seript 5
Daily 4/9/99 2

Agert
Agent Name & ID: Tom Wilson - 6761

Summary: 00058 000025 5

4i9/99
1515 System_Defaut_Activity_Code Master_Script 0000 0 00:00:10 1

System_Defaul_Astivity_Code

Binoking_Seript

Daily 4/9099
Agert:

‘ Agent Name & ID: Lori Vandenberg - 6763

Summary: ooosar 00:00:50 7
413599
1645 System_Default_Ativity_Code Blooking_Seript 000547 00:00:53 8
Im-agii 5.t
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 all activity time and occurrences for an application.

Note: Even if activity code names are not configured in 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:

m  interval

n  daily

m  weekly

= monthly
Template

This report uses the following templates:

»  im-app8.rpt

dm-app8.1pt

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

This report can be filtered 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

The report 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.
The report also contains a grand total for all applications.
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Activity Code By Application

BestAir Airlines Report Interval: 15:00:00 09 April, 1999 - 151500 09 &pil, 1999
Site Mame: TOROMTO
Table Mames: idctivityCoceStat

Average Activity
Agert Login  Agert Name ActivityTime Activity Time Docurences

GRAND TOTAL

01:32:51 00:00:35 161
Application: Booking_Script

Summary: 00:54:44 00:00:42 73
T Activity Name & 107 System_Defaul_A i) 1
I
1 Summary: 00:36:59 00:00:40 55 !
|

4/9/93

1515 8708  James Jones 00:00:45 00:00:23 2

5761 Tomiilson 00:02:45 00:00:44 4

8763  Lori Yandenberg 00:05:17 00:00:53 a

5012 Ronnie Heimz 00:02:32 00:00: 33 4

8340  Donna Royce 00:08:01 00:01:00 g

8913 Tajinder Singh 00:00:15 : 24

6241 BrandonWoo 00:03:12 4

8602 Rose Stefanopolis 00:07:12 g

Daily 4/9/99 o
Activity

Schedule_Inquiry - 430

Summary: 00:10:45 00:00:48 14
4/9/93

1515 8240 Donna Royce 00:00:14 00:00:14 1

6841 Brandon oo 00:01:01 00:01:01 1

6763 Lori vandenberg 00:06:53 00:00:48 El

8912 Tajinder Singh 00:00:02 00:00:02 1

6708 James Jones 00:00:41 00:00:41 1

6602  Rose Stefanopolis 1

Diaily 412199
Activity

Booking - 431 '
Summary: 00:07:00 00:00:47 El '

40999
1515 8602  Rose Stefanopolis 00:01:09 2
6912  Ronnie Heimz 00:00:29 1
6702 James Jones 000102 Z
6240 Donna Royoe 00:00:13 1
B241 Brandon oo 00:02:29 2
6761 TomWilson 00:01:38 1
Disily 49199 i : 3
Activity
Applicstion  EEDOAGA L DngeE TEEn DT
[y
Printed By: sysadmin 4/26/09 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.
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Not Ready Reason Codes By Agent

Bestair Airlines Repart Interval: 1500:00 09 &pril, 1999 - 15:15:00 09 April, 1999
Site Mame: TORONTO
Tahle Mames: iActivityCodeStat

H Not Ready Reaszon Codes '

MNumber of
Mot Ready Reason Code Tatal Time Average Time Qocurrences
GRAND TOTAL
00:05:51 00:00:59 ]
Agent Name & ID: Rose Stefanopolis - 6602
Summary: 00:00:52 00:00:26 2
41853
15815 Sick 3 00:00:26
Daily 4/9/99
Agent:

Agent Name & ID: Donna Royce - 6840

Summary: 00:02:55 00:01:28 2
413199
15815 Sick o0:02:14 00:02:14 1

Rest 000044 00:00:44 1
Daily 4/9099
Age

Agent Name & ID: Brandon Woo - 6841

Summary: 00:00:59 00:00:53 1

413199

1615 Admin 00:00:59 1

Daily 4/9/99
Agent:

Agent Name & ID: Tajinder Singh - 6913

Summary: 00:01:05 00:01:05 1
419799
15815 Rest 00:01:05 1
Daily 4/9/99
Agent:
GRAND TOTAL
00:05:51 00:00:59 B
CAREPORTETENIM-20120. /o1
Printed By: sysadmin 4/11/99 1:03:17 PM Page 1 of 1
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Section B: Agent reports

In this section

Agent Average Calls per Hour 130
Agent Average Calls per Hour, Bottom 5 133
Agent Average Calls per Hour, Top 5 134
Agent By Activity Code 135
Agent By Application Performance 138
Agent By Skillset Performance 141
Agent DN Performance 144
Agent DN Performance Calls Answered, Bottom 5 148
Agent DN Performance Calls Answered, Top 5 150
Agent Login/Logout 152
Agent Network/NACD Activity 154
Agent Performance 157
Agent Performance By Supervisor 161
Agent Performance Calls Answered, Bottom 5 166
Agent Performance Calls Answered, Top 5 171
Agent Short Calls 172
Agent Transferred/Conferenced Activity 176
Estimated Revenue Per Agent 180
Rights required 182
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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 was logged on: the average
calls answered, 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:

m  daily

m  weekly

= monthly
Template

This report uses the following templates:
m  dm-agt9.rpt
= wm-agti.pt
= mm-agt9.rpt
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Filters

This report can be filtered on

= agent logon 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 + ACDCallsTalkTime +
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 all agents.
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Agent Average Calls per Hour - Daily

BestAir Arlines Report Interyval: 00:00:00 07 May 1993 - 23:45:00 07 May 1999
Site Mame: TORCMTD
Table Mame: dAgentPerformanceStat

Awverage Answered Awerage Tak Time Awerage Mot Ready Time

GRAND TOTAL

24 00:50:01 00:00:04

| Agent Name & ID: James Jones - 6708 |

Summary: el 00:56:44 00:00:07
57199 p] 00:56:44 00:00:07
Agert i3 i 4
Ageni Name &1
Summary: a0 01:00:52 00:00:04
5799 40 01:00:52 00:00:04
Agert
Agent Name & ID: Lori Vandenberg - 6763
Summary: 29 00:59:10 00:00:00
575 ) 00: 56010 00 000
Agent
Agent Name & ID: Brandon Woo - 6841
Summary: 2 00:47:53 00:00:27
57199 22 00:47:53 00:00:27
Agent
Agent Name & ID: Dylan Marcus - 6644
Summary: 25 00:50:14 00:00:00
57199 25 00:50:14 000000
Agent i i
Agent Name & ID: Ronnie Heintz - 6912
Summary: 24 00:47:51 00:00:00
87199 24 00:47:51 00:00:00
Agent
Agent Name
Summary: zz 00:50:03 00:00:00
57199 22 00:50:09 00:00:00
Agert
Agent Name
Summary: 18 00:39:37 00:00:00
8799 16 003037 00:00:00
Ager g o1 G
Agent Name
Summary: 24 00:47:43 00:00:00
5799 24 00:47:43 00:00:00
Agert
GRAND TOTAL
24 00:50:01 00:00:04
am-agi.ct
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

m  AgentPerformanceStat

Collection frequency

n  daily

n  weekly

= monthly
Templates

m  dm-agtll.rpt
= wm-agtll.rpt
= mm-agtll.mpt

Filters
= agent logon ID

= agent name

Field descriptions

The fields in this report are identical to those in the Agent Average Calls per
Hour report (see page 130), except that they are for the five 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

m  AgentPerformanceStat

Collection frequency

n  daily

n  weekly

= monthly
Templates

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

Filters
= agent logon ID

= agent name

Field descriptions

The fields in this report are identical to those in the Agent Average Calls per
Hour report (see page 130), except that they are for the five 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 a grand total for all activity codes.
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BestAir irlines
Site Matme: TORCMTC

Tahle Mames: iActivityCodeStat

Agent By Activity Code

Report Interval: 15:00:00 09 April, 1999 - 15:14:49 09 April, 1999

Agert Mame and ID Application Activity Time  Average Activity Time (Qoourrences
GRAND TOTAL
01:32:481 00:00:35 161
Activity Name & Code: System_Default_Activity_Code -0

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

4/2/99
1518 Tomilson - G751 Master_Script 00010 o000 1
18145 James Jones - 6702 Booking_Script 00:00:45 000023 2
18145 Fonnie Heintz - 6912 Booking_Script 00:02:32 000038 4
18145 Lori Wandenberg - 6763 Booking_Script o0:0s:7 000053 =]
1515 Tomilson - 6761 Booking_Script Q0:0Z:45 000041 4
18145 Brandon voo - 6341 Booking_Script 00:0z12 000048 4
1515 Ronnie Heimz - 6912 Master_Script 00:09:51 000028 21
1515 Donna Royce - 6340 Master_Script 00:06:52 000014 =
1515 Tajinder Singh - 6913 Master_Script 00:05:31 000030 11
1515 James Jones - G703 Master_Script 00:00:15 000015 1
1515 Lori Wandenberg - G763 Master_Script 00:00:30 00:00:50 1
1515 Brandon Woo - 5541 Master_Script 00:00:20 Q00020 1
1515 Donna Royce - 6340 Booking_Script 00 06:01 00:01:00 =)
1515 Rose Stefanopolis - G602 Booking_Script 000712 000126 5
1515 Tajinder Singh - 5913 Booking_Script 00:02:15 00:00:23 24
1515 Rose Stefanopolis - G602 Hooking Zochipt 00:0F: T2 000126 &
1515 Tajinder Singh - 5913 Booking_Script 00:02:15 00:00:23 24
1515 Rose Stefanopolis - G602 Master_Script 00:01:50 00:01:50 1

—— . B
Auctivity
Activity Name & Code: Schedule_Inquiry - 430

Summary: 00:15:18 00:00:46 20

4/2/99
18145 Tajinder Singh - 6913 Booking_Script 00:00:02 000008 1
18145 James Jones - 6702 Master_Script 00:02:33 00:00:31 o
1515 Rose Stefanopolis - 6602 Master_Script Q0:0z:00 00:0z:00 1
18145 Rose Stefanopolis - G602 Booking_Script 00:01:48 00:01:48 1
1515 Donna Royce - 6340 Booking_Script Q00014 Q0001 4 1
1515 Brandon Woo - 5541 Booking_Script o0:01:01 a0:01:01 1
1515 Lori Wandenberg - 6763 Booking_Script 00:06:53 000046 a
1515 James Jones - G703 Booking_Script 00:00:41 00:00:41 1
Daily 4/9/99 G

Auctivity

Activity Name & Code: Booking - 431

Summary: 00:07:00 00:00:47 ]
4/3/99
1518 Tomilson - G751 Booking_Script o028 1
1518 James Jones - G702 Booking_Script o0:00:21 2
1518 Donna Royoe - G340 Booking_Script 000013 1
1518 Rose Stefanopolis - G502 Booking_Script 000025 2
In-agi. 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:

m  interval

n  daily

m  weekly

= monthly
Template

This report uses the following templates:

im-agtl6.rpt

dm-agtl6.1pt

wm-agtl6.rpt

mm-agt16.rpt
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Filters
This report can be filtered 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 / CallsAnswered
Post Call Processing Time NotReadyTime
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, statistics are further
broken down by interval. The report also contains a grand total for all
applications.
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BestAir Arlines

Site hame: TORCNTO

Table Mames: iSgentByApplicationStat

Report Interval: 13:45:00 06 April, 1993 - 14:00:00 06 April, 1939

Agent By Application Performance

Agent

' Agent Name & ID: Jon Carlos - 6709

i
! Summary: 5

14:00
Draily 4/6/99
Aot

! Agent Name & ID: Toni More!

! Summary: s

14:00 &
Ciaily 4589
Agent

Apnlication

24

0000828

GRAND TOTAL
00:24:29

Average Post Call
Answered Talk Time Talk Time Processing Time
GRAND TOTAL
24 00:24:29 00:01:01 00:01:22
Application: Vacations_Script
Summary: 24 00:24:23 00:01:01 00:01:22
[ Agent Name & ID: James Jones - 6708 TTTTTTTIITIImmTTOOTomImImmIIIONT 1
| Summary: 1 00:09:08 00:00:50 00:00:30 !
S
4i5i99
14:00 11 000908 00:00:50 00:00:30
Ceaily 4/5/99 D9 oD Do

000 04

00:01:01

0000022

00:01:22

Im-agi1E. ot

Printed By: sysadmin 4/29/99 12:32:30 PM

Page: 1
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Agent By Skillset Performance

Description

View

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.

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

This report uses the AgentBySkillsetStat views.

Collection frequency

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

= interval

m  daily

m  weekly

= monthly
Template

This report uses the following templates:

im-agtl4.rpt

dm-agt14.rpt

wm-agtl14.rpt

mm-agtl4.rpt
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Filters

This report can be filtered 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 TalkTime / CallsAnswered

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 a grand total for all skillsets.
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Agent By Skillset Perfformance

Shillsel

DestAir Airlines Report Interval: 14:15:00 05 April, 1998 - 14:30:00 06 April, 1393
Site NarmeTORONTO
Table Marme: iAgentSySkillsetStat
Sharl Zalls. Pasl Zall Avaraga Skilleal
Agent Mame and 1D Answered fnswered Praces TalkTime Talk Time Wark Time
GRAND TOTAL
101 18 00:05:16 01:36:55 00:00:58 01:42:11
Skillset: Bookings
Summary 70 1 00:02:41 01:00:18 00:00:52 01:02:59
4s8/98
14:30  Brandan Was - 4841 @ 2 ao:0:1z G004 18 aoa0as a0:04:28
Tamwilsan - 676 1 10 4 o000z 00728 atia0:as 00:07:50
LariVandenberg - 6783 15 2 a0:00:49 aa:11:a1 an:00:4a ao:11:50
Rasz Slefanapalis - 6802 4 a a0.00:0a a0:03:29 ono0:s2 00:03:37
Tajindar Singh - 6913 7 1 a0:0:1a ao:0a:11 coatite a0:08:28
Danna Rayee - 6340 12 a a0:00:32 00:11:42 on00:59 ao:12:14
Rannie Hainlz - 912 14 1 00:00:19 a0:13:17 00:00:57 00:13:36
James Janes - 4708 2 1 000008 00:00:54 oo0zT 20:00:59
Daily 4rBa8iii POETIE 010008 t0:00:5; TNz

B0z

b; ooz

Mziny

Skillset: Vacations

Daily 4609

Skillsel

James Janes - 6708 B

Summary. ] 4 00:00:41 00:06:40 00:00:50 00:07:21
4/8/00
14:30  Tani Marsli- 6710 1 1 000005 00:00:34 o0:00:34 000038
Jan Caras - 8709 2 1 00:00:11 00:01:01 00:00:31 ootz
00:05:05 oa01:a1

2 00.00:25

B11:00:2

00:06:24)
D

400050
"

Skillset: European_Vacations

Summary. 23 3 00:01:54 00:29:57 00:01:18 00:31:31
4600
14:30  Jan Carks - 8709 a a oa:00:21 00:09:03 00:02:16 00:09:24
Tani Maralli- 6710 1" z on:00:45 00:12:33 oo:01:08 00:13:18
Jamas Janas - 6708 8 1 00048 00:08:21 02:01:03
Daily 4/6/09 3
Skillsel i
GRAND TOTAL
10 13 00:05:16 01:36:55 00:00:58 01:42:11
imaglid.ml

Printed By: sysadmin 4/29/98 10:06:29 AM Page: 1
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Agent DN Performance

Description

View

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 also compares internal and
external DN call activity.

Note: 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.

This report uses the AgentPerformanceStat views.

Collection frequency

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

= interval

m  daily

m  weekly

= monthly
Template

This report uses the following templates:

im-agt5.rpt

dm-agt5.rpt

wm-agt5.rpt

mm-agtS.rpt
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Filters

This report can be filtered on

= agent logon ID

m  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 calls:

Report field View field/Formula

Total DNInIntCalls + DNInExtCalls
Internal DNInIntCalls

Average Int Talk Time DNInIntCallsTalkTime / DNInIntCalls
External DNInExtCalls

Average Ext Talk Time DNInExtCallsTalkTime /

DNInExtCalls
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Outgoing DN calls fields

Agent DN Performance reports contain the following statistics about outgoing

DN calls:
Report field View field/Formula
Total DNOutIntCalls + DNOutExtCalls
Internal DNOutIntCalls
Average Int Talk Time DNOutIntCallsTalkTime /
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 all agents.

146 Symposium Express Call Center



Standard reports

September 2002

| :=Bey Wi O0CGLE BE/SOF UIWPESES A3 pajullg

wdrgabeu|

by
EEET AR
TEE

PO D DD o DO o o R B R > DD 1) 1) o z TR g
BERL - UOS|IAL 1B 101 W BWEN J0saadng
2949 - BUsquapUE, 1407 10| 3 AweN el

wadhy

e Aimg
LTEE

DO D000 3 MDD b z MDD b DEBDD D ] o @ ThEwwng
LEBL - UDSIAL IEH 101 B AWEN JOslaadng
1349 - UOS |y, WO) 0| F BUen el

wakhy

;R AIE
TEE

EE RO z LTHDD 1] £ TEHEDD T SEHDD z k- o o T L
PLBL - SPUINDY Sy (O] B IWEN J0sA0adng
6029 - 501480 Uop (0| § Awel ey

oroono F EZ00iO0 £ 3 FA R TR O koo F zk z £
ToLOL ONYY9

SWILWEL [Ewoixd SWIL WEL IEwsml = SWILAEL [EwSivg  SWILWEL [Ewsvl  (EIBL TEnEISr B L Deovmse D

b3 By L) B [E=R20 L) B SEZ MO WED MO
=1e3 Ma Buiefing =HET M Bujosg)

EEpoumoy agwaty Swey HaEL
QUHOUDL Sy s
GEEL Il B0 OFOCICH - BEGH 1140 B0 OOVEHEL SImmaan] Woday PR —

fauURLLIOHad N JuBy

147

Reports and Displays Guide



Standard reports Standard 2.0

Agent DN Performance Calls Answered,
Bottom 5

Description

The Agent DN Performance Calls Answered, Bottom 5 report shows
summarized performance information on the five 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

m  AgentPerformanceStat

Collection frequency

n  daily

n  weekly

= monthly
Templates

m  im-agt7.rpt
m  dm-agt7.rpt
= wm-agt7.rpt
= mm-agt7.rpt

Filters
= agent logon ID

= agent name
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Statistics and summaries

The statistics in this report are identical to those in the Agent DN Performance
report (see page 144), 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
performance information on the five agents who answered the highest number of
DN calls. The report details totals for incoming and outgoing DN calls,
including internal and external calls answered or generated.

Views

m  AgentPerformanceStat

Collection frequency

n  daily

n  weekly

= monthly
Templates

= im-agt6.rpt

m  dm-agt6.rpt

= wm-agt6.rpt
= mm-agt6.rpt

Filters
= agent logon ID

[ agent name
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Statistics and summaries

The statistics in this report are identical to those in the Agent DN Performance
report (see page 144), 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 shows the 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 eAgentLoginStat view.
Template

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

This report can be filtered on

s agent logon 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 Time at Logout — Time at Login
Shift Duration Duration

Total Login Sum of Logged In Time

% Login Total Logged In Time / Duration

Agent Login / Logout

BestAir Airlines Report Interval: 00:00:00 14 Apri, 1999 - 22:59:59 18 April, 1999
Site Name: TORONTO
Table Nama: eAganiLaginslal

Dals Time  EvenlType Logned In Tims

Agent Login & Name: 1 - James Jones

0d14ra8 12:31:21 Lagin 0d:a0:00
13:23:01 Lagaul 00:51:40
13:5522 Lagin 0a:00:00
15:50:47 Lagaul 01:55:25
17:08:22 Lagin 0d:a0:00
0471563 11:33:34 Lagaul 18:28:12
11:42:30 Lagin ad:00:00
oas16r98 15:30:12 Lagaul 27404z
16:31:51 Lagin 00:00:00
16:36:16 Lagaul aa:04:28
16:42:26 Lagin ad:00:00
17:02:23 Lagaul aa:19:57
17:02:33 Lagin 00:00:08
17:03:45 Lagaul o0a:01:12
17:05:51 Lagin ad:00:00
17:23:23 Lagaul 00:19:32

5

Agent Login & Name: 10 - Toni Morelli

04149 12:31:30 Lagin 00:00:00
13:23:19 Lagaul 00:51:48
13:58:32 Lagin ad:00:00
15:50:47 Lagaul a1:55:18
15:50:51 Lagin 0a:00:00
15:53:41 Lagaul 00:02:50
17:05:31 Lagin 00:00:08
041503 11:33:39 Lagaul 19:28:08
11:42:40 Lagin 0a:00:00
0416833 15:30:30 Lagaul 27:40:50
16:32:00 Lagin 0d:a0:00
16:36:34 Lagaul 00:04:34
16:42:35 Lagin 0a:00:00
17:02:41 Lagaul 00:20:08

Shift Duration: SESNE

Agent Login & Name: 11 - Jon Carlos

0d14ra8 12:31:32 Lagin 0d:a0:00
13:23:21 Lagaul 0a:51:48
13:58:33 Lagin 0a:00:00
15:50:47 Lagaul 01:55:14
17:05:33 Lagin 0a:00:00
0415698 11:33:39 Lagaul 18:28:08
11:43:41 Lagin 0d:a0:00
0416833 15:30:32 Lagaul 274051
18:32:01 Lagin 00:00:00
16:36:36 Lagaul 00:04:35
16:42:36 Lagin 0d:a0:00
17:02:43 Lagaul aa:20:07
17:25:15 Lagin 00:00:00

** Shift Duration:

SEsas

Agent Login & Name: 12 - Lori Vandenberg

p—r—
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

m  AgentPerformanceStat

Collection frequency

m  interval

n  daily

m  weekly

= monthly
Templates

m  im-agtl7.rpt
m  dm-agtl7.rpt
= wm-agtl7.mpt
= mm-agtl7.rpt

Filters
= agent logon 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 NACDCallsTalkTime
Average NACD Talk Time NACDCallsTalkTime / NACDCallsAnswered

Instances Reserved for a 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 all agents.
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Agent Network / NACD Activity

Site Marme: TORONTO

Table Marme: iAgentPerformancesStat

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

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 T 00:0z: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 u} 00:00:00 1

Agent Name & ID: Tom Wilson - 6761

Summary: o 00:00:00 00:00:00 2 00:01:13

00:00:40

00:00:00

ENazi=l=]
13:30 o 00:00:00 00:00:00 2 00:01:19

00:00:40

00:00:00

Agent Name & ID: Lori Vandenberg - 6763

Summary: 4 00:03:23 00:00:52 o 00:00:00

00:00:00

00:00:23

ENazi=l=]

13:30 4 00:02:20 00:00:52 0 00:00:00
fae] j

00:00:00

00:00:23

Agent Name & ID: Brandon Woo - 6841

Summary: o 00:00:00 00:00:00 o 00:00:00

00:00:00

00:00:00

ENazi=l=]

00:00:00

Agent Name & ID: Dylan Marcus - 6844

Summary: o 00:00:00 00:00:00 o 00:00:00

00:00:00

00:00:00

4/6/99
1330

Daily 4/5/93
Agent |

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 performance information 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

m daily
m  weekly
= monthly
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Template

This report uses the following templates:

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

Filters
This report can be filtered on
s agent logon ID
[ agent name
Statistics
Agent Performance reports contain the following statistics:
Report field View field/Formula
Logged In Time LoggedInTime
Skillset Talk Time TalkTime
Avg Skillset Talk Time TalkTime / CallsAnswered
Avg ACD/NACD Talk Time = ACDTalkTime + NACDTalkTime /
ACDCallsAnswered +
NACDCallsAnswered
DN Talk Time DNInExtCallsTalkTime +
DNInlIntCallsTalkTime +
DNOutExtCallsTalkTime +
DNOutIntCallsTalkTime +
DNHoldTime
Not Ready Time NotReadyTime
Break Time BreakTime
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Report field View field/Formula

Ring Time RingTime

Waiting Time WaitingTime

Walkaway Time WalkawayTime

Calls Presented CallsOffered

Skillset Ans’d CallsAnswered

ACD/NACD Ans’d ACDCallsAnswered +
NACDCallsAnswered

Short Calls Ans’d ShortCallsAnswered

DN Calls DNInCalls + DNOutCalls

Conf Out CallsConfToCDN + CallsConfToDN +
CallsConfToACD +
CallsConfToOthers

Trans Out CallsTransferredToCDN +
CallsTransferredToDN +
CallsTransferredToOACD +
CallsTransferredToOthers

% Work [(TalkTime + NotReadyTime +
ACDCallsTalkTime +
NACDCallsTalkTime) x 100] /
LoggedInTime

Rtn to Que CallsReturnedtoQ

Rtn Due to Timeout

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:

m  interval

n  daily

m  weekly

= monthly
Template

This report uses the following templates:
m  im-agtd.pt

m  dm-agtd.rpt

= wm-agtd.rpt

= mm-agtd.rpt

Filters

This report can be filtered on

m  supervisor logon ID
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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 +
CallsTransferredToOACD +
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 ACDCallsTalkTime +
NACDCallsTalkTime

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 ACDTalkTime + 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 a grand 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 as total 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 call handling productivity.

Views

m  AgentPerformanceStat

Collection frequency
s daily

Template
m  dm-agt3.rpt

Filters
= agent logon 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 ShortCallsAnswered

ACD/NACD Ansd ACDCallsAnswered + NACDCallsAnswered

Retnto Q CallsReturnedToQ

Retn to Q Timeout

Total Ansd

Total Conf

CallsReturnedToQDueToTimeout

CallsAnswered + ACDCallsAnswered +
NACDCallsAnswered

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

View field/Formula

Total Transf

CDNCallsTransferredToCDN +
CDNCallsTransferredToDN +
CDNCallsTransferredToIncalls +
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/ ReservedTime
NACD options)

Ring RingTime
Walkaway WalkawayTime
ACD/NACD Talk ACDCallsAnswered + NACDCallsAnswered
Skillset Talk TalkTime

Waiting WaitingTime

168

Symposium Express Call Center



September 2002 Standard reports

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/ ReservedTime / Reserved Occurrences

NACD options)

Ring RingTime / Ring Occurrences

Walkaway WalkawayTime / Number of walkaway
occurrences

ACD/NACD Talk Average(ACDCallsTalkTime +
NACDCallsTalkTime)

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 a grand total for all agents.
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Agent Performance Calls Answered, Top 5

Description

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

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

Views

m  AgentPerformanceStat

Collection frequency

m daily
Template
= m-agt2.rpt

Filters
= agent logon ID

= agent name

Statistics and summaries

The statistics in this report are identical to those in the Agent Performance Calls
Answered, Bottom 5 report (see page 166), except that they are for the five

agents who answered the highest number of calls. The statistics 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 data into supervisor and agent summaries.

Short call

A short call is an 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 a caller hangs up due to dialing
the wrong number.

Short calls can also occur if an agent inadvertently presses the wrong button on
the phoneset. Symposium Express Call Center and ACD calls that 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.

View

This report uses the AgentPerformanceStat views.

Collection frequency

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

= interval

n  daily

weekly

monthly
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Template

This report uses the following templates:

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

Filters

This report can be filtered on

s agent logon ID

[ agent name

Statistics

The Agent Short Calls report contains the following statistics:

Report field View field/Formula
Short Calls Answered ShortCallsAnswered
Skillset Answered CallsAnswered
Skillset Conferenced CallsConferenced
Skillset Transferred CallsTransferred
Returned to Queue ReturnedToQ
Reserved For Call ReservedForCall
(NSBR and NACD options only)
ACD/NACD Answered ACDCallsAnswered +
NACDCallsAnswered

Returned to Q Due to Timeout

Total Answered

ReturnedToQDueToTimeout

CallsAnswered + ACDCallsAnswered +
NACDCallsAnswered
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Report field View field/Formula

Total Conferenced CallsConfToCDN + CallsConfToDN +
CallsConfToACD + CallsConfToOthers

Total Transferred CallsTransferredToCDN +
CallsTransferredToDN +

CallsTransferredToACD +
CallsTransferredToOthers

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 a grand 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 templates:

Filters

im-agtl8.rpt

dm-agtl8.rpt
wm-agtl8.rpt
mm-agtl8.rpt

This report can be filtered on

agent logon 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 ACDCallsTransferred
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 destinations 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
Conf ACD
Conf DN

Conf CDN
Conf Other

CallsTransferredToOthers
CallsConferencedToACD
CallsConferencedToDN
CallsConferencedToCDN
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 CallsTransferredToOCDN + CallsTransferredToDN +
CallsTransferredToOACD + 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 all 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 calls taken and the number of times
a specified activity code is recorded.

For user-defined reports that use this report as a template, you can set a dollar
value to be multiplied against activity code occurrences. This is a useful 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:

n  daily

m  weekly

= monthly
Template

This report uses the following templates:
m  dm-agtl3.rpt

= wm-agtl3.mpt

= mm-agtl3.rpt
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Filters

This report can be filtered on

m  activity code

activity code name (if configured in Advanced functions)

agent logon 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 all agents.
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Estimated Revenue Per Agent - Daily
Bestiir Airlines
Site Name: TOROMTO Report Interval: 15:00:00 03 April, 1993 - 15:15:00 09 Lpril, 1999
Tahle Name: dActivity CodeStat

Total Estimated
Total Activity Time Total Occurrences Revenue Generated

GRAND TOTAL

01:32:51 161 $161.00

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

Activity Name & ID: Schedule_Inquiry - 430

Summary: 000348 -3 $2.00

49199 000348
Aty B i
PR R Rt LR LR R '
! Activity Name & ID: Booking - 431 B
! '
' Summary: 00:01:09 2 $2.00 ,
R U U R PR
4999 0m01:09 2 $2.00

am-agtiz.p

Printed By: sysadmin 4/11/99 11:04:03 AM Page: 1

Rights required

Function Minimum access level

Reports Create and run any report
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Function Minimum access level

Reports—AgentPerformance Create and run any report
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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 a call,
agents can identify the call type by 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

n  daily

m  weekly

= monthly
Template

This report uses the following templates:

im-app9.rpt
dm-app9.1pt

wm-app9.rpt
= mm-app9.rpt
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Filters

This report can be filtered on

m  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

The report 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 Name: TORONTO Report Interval: 15:00:00 09 April, 1989 - 15:15:00 09 April, 1999
Table Names: idctivityCodeStat

Activity Average Activity
Agert Login - Agent Name Time Activity Time Qoourrences

GRAND TOTAL

0132:51 00:00:35 181
Activity Name & ID: System_Default_Activity_Code -0
Summary: 01:02:18 00:00:31 121
________________________________________________________________________________ .
1
'
Summary: 00:36:59 00:00:40 -

REATS 6708  James Jones 00000:45 0000023 2
6012 Ronnie Heirmtz 00:02:32 00:00:32 4
6763  Lori Vandenberg 0000052 5
6761  TomWilson 00:00:41 4
G841 Brandon Wéoo 00:00:42 4
6602 Ross Stefanopolis 00:01:26 5
6012 Tajinder Singh 00:00:22 24
6840  Donna Royoe L]

00:01:00

Summary: 00:25:19 00:00:23 EE
4103

15615 G761 Tom YWilson 000010 00:00:10 1

=1 bed Ronnie Heimz 000851 000028 21

6840  Donna Royce 00:08:52 00:00:14 29

B3 Tajinder Singh 00os:31 000030 11

G708 James Jones 000015 000015 1

6762 Lori Vandenberg 00:00:320 00:00:320 1

=25} Brandon Woo 000020 000020 1

6602  Rose Stefanopolis

Daily <0/

Activity Name & ID: Schedule_Inquirny - 430

Summary: 00:16:18 00:00:45 20

15615 6012 Tajinder Singh 00:00:02 00:00:02 1

Im-appR.epl

Printed By: sysadmin 4/11/99 11:24:04 AM 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: This report does not contain statistics for the System_Application.

Views

SkillsetStat

Collection frequency

Templates

Filter

interval
daily
weekly
monthly

imskill3.rpt

dmskill3.rpt
wmskill3.rpt
mmskill3.rpt

skillset name

Reports and Displays Guide
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Statistics
Report field View field/Formula
Skillset Answered CallsAnswered
Skillset Answered After ~ CallsAnsweredAfterThreshold
Thresh
% Ansd After Thresh CallsAnsweredAfterThreshold / CallsAnswered X

Answer Delay
Average Answer Delay

Maximum Answer Delay

100
CallsAnsweredDelay
CallsAnsweredDelay / CallsAnswered

MaxAnsweredDelay

Summaries

The report provides totals for each skillset, and subtotals for each application.
For each application, 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 a grand total for all skillsets.
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Application By Skillset

BestAir Airlines
Site Marme: TOROMTO Report Interval: 09:00:00 07 April, 1999 - 09:15:00 O7 April, 1999
Table Marne: iSkillsetStat

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
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

Application: Master_Script
Summary: o) 2 TEQ 000859 o0:00:11 00:00:27

4Traa

00:00:11

0215 38 3 7.69 00:06:59

Daily 4/7/99 5 5 0
Application
Skillset 270 8 295 01:02:03 00:00:14 00:00:42

Skillset: Default_Skillset
Summary: u} u} 0.00% 00:00:00 00:00:00 00:00:00

Application: Master_Sc
Summary: u} u} 0.o0 00:00:00 00:00:00 00:00:00

4Traa

0915
Daily 47709
Application

Skillset

Skillset: European_WVacations
Summary: 135 2 2.22% 00:29:24 o0:00:12 00:00:24

Application: Master_Script
Summary: 26 1 285 00:04:14 00:00:10 00:00:21

CAREFSRTETEN IR K. ol

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

n  daily
m  weekly
= monthly

Note: If you use the interval data type, 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 templates:

m  im-app7.rpt

dm-app7.rpt

wm-app7.rpt
= mm-app7.rpt

Filters

This report can be filtered 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
Percentage (%)

Average time before

Average calls per interval
(interval report only)

Average time before treatment
per int (interval report only)

CallsGivenForceOverflow

CallsGivenForceOverflow /
CallsOffered x 100

TimeBeforeForceOverflow / number of
calls given Force Overflow

CallsGivenForceOverflow / number of
intervals

TimeBeforeForceOverflow / number of
intervals

Reports and Displays Guide
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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
Percentage (%)

Average time before

Average calls per interval
(interval report only)

Average time before treatment
per int (interval report only)

CallsGivenDefault
CallsGivenDefault / CallsOffered x 100

TimeBeforeDefault / number of calls
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
Percentage (%)

Average time before

Average calls per interval
(interval report only)

Average time before treatment
per int (interval report only)

CallsGivenForceBusy

CallsGivenForceBusy / CallsOffered x
100

TimeBeforeForceBusy / number of
calls given Force Busy treatment

CallsGivenForceBusy / number of
intervals

TimeBeforeForceBusy / number of
intervals
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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

Percentage (%)

Average time before

Average calls per interval
(interval report only)

Average time before treatment

per int (interval report only)

CallsGivenRouteTo

CallsGivenRouteTo / CallsOffered X
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
Percentage (%)

Average time before

Average calls per interval
(interval report only)

Average time before treatment

per int (interval report only)

CallsGivenForceDisconnect

CallsGivenForceDisconnect /
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 CallsOffered

Answered statistics

Application Call Treatment reports contain the following statistics for calls

answered:

Report field View field/Formula

Quantity CallsAnswered

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 CallsGivenHostLookup
Percentage (%) CallsGivenHostLookup / CallsOffered x 100

196 Symposium Express Call Center



[ LN

WY FEZELE S5/ L4 UIWRESAS AT PAU D

e

Standard reports

ouma SwIL BBESNT
Lzl sBevasesd gy—yo—a 3w

AHEND) tueEadd
1% 20Eeaag
uopma | By

hul amd M ED B
(LT 1T T

- — g5 DOHDENEK .50 SOID0I00 SO0 lsE S L SO aNT
o] oL ooa 000 oo DOEE ooa 15| 2bElamag
o ' o o H a AN ERD) SEEL
SR
0D e LE W00 D EE 00D e ER 400 Il =Bruacag
— — SOL0000 DO DN L0000 TEOD00 FOO000 Chul e pusis s | seopea s B
- - L] o 5 - IEmmtul 2 HIED SBEmm
L] ] L] o 5 L] LT
uTREd I Hd g NO T DY (TR g
— — CO0000 DO DN TLODD0 LODD00 510000 mousg swilL sBE sy
Y 0T R 1 ) R3] T ek ke8] 1% 2BEeaag
13 5z L] £ a1 o AN EnD
¥LI0L ANYUD
TRCE [POH CowoDrEaw tESEvvesNg  Ceped T=ng A CERREEQ =

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

The report provides totals for each application, and subtotals for each day, week,
grand total for all applications.

A8 0T SO ESHIELL - B6E) IO $0 DINOE 1AL BNl pode

Juswiesl] |jen uonesiddy

LEES U LEIO0T] S EN SOEL
JUNTHTL  SWEN SHE
2l AT

September 2002
Summaries

197

Reports and Displays Guide



Standard reports Standard 2.0

Application Delay Before Abandon

Description

View

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 callers typically 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 agents to increase service.

This report uses the ApplicationStat views.

Collection frequency

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

m  interval

m daily

m  weekly

= monthly
Template

This report uses the following templates:
= im-app5.ipt

m  dm-app5.rpt

= wm-appS.rpt
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= mm-app5S.pt

Filters

This report can be filtered 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 CallsAbandonedDelay

Maximum Abandon Delay MaxCallsAbandonedDelay

Average Abandon Delay CallsAbandonedDelay / CallsAbandoned
Summaries

The report provides totals for each 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. 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 calls for this application. 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

m  daily

m  weekly

= monthly
Template

This report uses the following templates:

im-app3.rpt
dm-app3.rpt

wm-app3.rpt
= mm-app3.rpt
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Filters

This report can be filtered 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 CallsAnsweredDelayAtSkillset

Answered After Threshold CallsAnsweredAftThreshold
Maximum Answer Delay MaxCallsAnsDelay

Maximum Delay at Skillset MaxCallsDelayAtSkillset

Average Answer Delay CallsAnsweredDelay / CallsAnswered

Summaries

The report provides totals for each 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. 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. This report 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 a given 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:

m  interval

m daily

m  weekly

= monthly
Template

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

m  dm-appl.ipt

= wm-appl.rpt

204 Symposium Express Call Center



September 2002 Standard reports

= mm-appl.rpt

Filters

This report can be filtered 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 CallsAnsweredDelayAtSkillset

% Service Level [(CallsAnswered + CallsAbandoned) —

(CallsAnsweredA ftThreshold +
CallsAbandonedAftThreshold)] /
(CallsAnswered + CallsAbandoned) x
100

Summaries

The report provides totals for each 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. The report also contains a
grand total for all applications.
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Application Performance

BestAir Airfines
Site Mame:  TORONTO Report Interval: 13.30:00 05 April, 1999 - 13:44:58 03 April, 1993

Table Mames: iSpplicationStat

Siillsat Cal g Answer Ans After Aban Aher  AnsDelay % Service
Hisel alls Ans Delay  Answerad Delay Threshold Abandonsd Threshold At Skillset Level
GRAND TOTAL
00:00:14 133 00:31:21 1 25 8 00:24:51 B2 0%
Application: ACD_DN_Applicati
Summary: 00:00:12 5 00:01:00 1 1 o 00:00:00 B3 0%
41818

1348

Daily 4/5/99;

Application

Application: Booking_Script

Summary: 00:00:14 6 ao0gme 2 9 & 00:07:21 22,000
4508

1345 000014 35 oo:08:18 3 El 5 00:07:31 82.00

Daily 4/5/29: NECHEd 0DTE 0

Application I

48

Application: Cargo_Script

Summary: 00:00:13 B 00:01:19 1 1 a 00:01:02 26000
41509
1345 00003 & 0mo01:18 1 1 o 00:01:02 86.00
Daily 4540 i ComgTAy

Application

Application: Master_Script

Summary: 00:00:15 71 00:17:45 4 0 2z 00:12:141 92000

4/5139

1345 00:00:15 71 001 7:45 4 10 2 00:13:11
Daily 4/5. ; ; g i

Application

Application: NACD_DN_A
Summary: 00:00:05 3 000014 o 2 o 00.00:44 100.00%%
4150
1345 00:00:05 3 00:00:14 o 2 o 00:00:44 10000
Daily 4/5/00° AT G i

A4

1M-2pp1 .01

Printed By: sysadmin 4/8/99 11:12:04 AM Page: 1

206

Symposium Express Call Center



September 2002 Standard reports

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
m  iApplicationStat

Collection frequency

m  interval

Templates
m  icross Application.rpt

Filter

m  application name

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

The report 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
Database View Definitions 235
DNIS Properties 238
Formula Properties 241
Historical and Real Time Statistics Properties 243
IVR Queue and Port Properties 248
Logged in Agent Position ID 251
Real Time Template Properties 253
Route Properties 256
Script Variable By Script 259
Script Variable Properties 261
Skillset Properties 264
Supervisor Properties 267
Telephone Display Properties 270
User Access Privilege 272
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Configuration report

Description

The Configuration report provides the following information:
m  supervisor properties

= agent properties

m  skillset properties

m  CDN properties

m  route properties

m  IVR queue and port properties

You access the configuration report by clicking Print in the Administration
window.

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

This report uses the gcefg.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.AgentTelsetLoginID

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
Call 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.CallForceDelayTimer
ReservedForCall

Agent.ReturnToQueueOnNoAnswer
Agent.ReturnToQueue WaitInterval
Agent.ReturnToQueueMode
Agent.AlternateCall Answer
Agent.UnionBreakTimer
Agent.TelsetLoginlD
Agent.Personal DN

Reports and Displays Guide
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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.Personal DN
Skillset Name Skillset.Skillset

Skillset State

Priority

SkillsetByAgent.SkillsetState
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.ServiceLevelThreshold
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.RouteID
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.IVRQueuelD
Service Level Threshold IVRQueue.ServiceLevel Threshold
Acquire IVRQueue.Acquire
Status IVRQueue.Status
IVR Port Name and ID IVRPort.Name, IVRPort.IVRPortID
IVR Port Switch ID IVRPort.SwitchPortName
IVR Port Switch Address IVRPort.SwitchPortAddress

Switch Port name

IVRPort.SwitchPortName

Reports and Displays Guide
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Site Name: GCCTHOR

Supervisor Properties

Supervisor Name: Marcus O'Sullivan

PC Login MName: sullivan

Fersonal Directory Number {DN):

Department: Technoloow
Title Sunervisor
Comment:

Agents Assigned
Catherine Bleahen - 1813
Maura Fahy - 7803

Tricia Fitzpatrick - 6613

Supervisor Properties

Supervisor Name & ID: HelpDesk Administrator -- 1234
FG Login Mame: helpadmin

FPersonal Directory Number (DN}

Department: Gialwaw HelnDesk
Title Supervisar
Comment:

Agents Assigned

Duncan Clee - 1113

Aine Concannon- 1111
Angela Concannon - 1112
Declan Connolly - 5555
Temporary Gontractor - 3993
Jacinta Lynam - 3742
Caroline McGrath - 3758
Miamh MclLaughlin - 2222
David O'Brien - 3354
Patrick O'Brien - 3257
Criona O'Connor - 9876

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

m  config8.rpt
Filters

m  activity code

m  activity name

Field descriptions

Report field View field/Formula
Activity Code Name Name
Activity Code Number ActivityCode

Reports and Displays Guide
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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 times in the report.

View

m  SupervisorAgentAssignment
Template

m  config3l.rpt
Filters

=  supervisor logon ID

m  supervisor name

Field descriptions

Report field View field/Formula

Supervisor Name & ID SupervisorGivenName SupervisorSurName
SupervisorTelsetLoginlD

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

Assigned Agent Mare

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

: 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

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

m  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

m  Agent

m  SupervisorAgentAssignment
Template

m  config5.rpt
Filters

= agent logon ID

[ agent name
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General fields

Agent Call Presentation fields

Report field View field/Formula

Agent Name & ID Agent.GivenName Agent.SurName
Agent.TelsetLoginlD

Threshold Class Agent.ThresholdTemplateName

Department Agent.Department

Title Agent.Title

Comment Agent.Comment

Report field

View field/Formula

Call Presentation Class
Call Force Option
Call Force Timer Delay

Reserve for Network Call
(Networking option only)

Return To Queue On No
Answer

Return To Queue Wait
Interval

Make Phoneset
DN On Hold

Union Break Timer

Agent.TemplateName
Agent.CallForceOption
Agent.CallForceDelayTimer

Agent.TelsetShowReserve

Agent.ReturnToQueueOnNoAnswer

Agent.ReturnToQueue Waitlnterval

Agent.ReturnToQueueMode
Agent.AlternateCallAnswer

Agent.UnionBreakTimer

222

Symposium Express Call Center



September 2002 Standard reports

Phoneset fields

Report field View field/Formula
Phoneset Login ID Agent.TelsetLoginlD
Personal DN Agent.Personal DN
Switch Port Address Agent.SwitchPortAddress
Switch Port Name Agent.SwitchPortName
Switch ID Agent.SwitchID

Supervisor fields

Report field View field/Formula

Supervisor Name SupervisorAgentAssignment.SupervisorSurname
SupervisorAgentAssignment.SupervisorGivenName

Supervisor Phoneset SupervisorAgentAssignment.SupervisorTelsetLoginID
Login ID

Type SupervisorAgentAssignment. Type
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BestAir Airlines
Site Mame: TOROMNTO

Agent Properties

Table Names: Agent, SupervisoragentAssignment

Agent Name & ID: James Jones-- G708

General

Threshold Class:
Departrment:
Title:

Comment

Agent Call Presentation

Zall Presentation Class:

Call Force Cption:

Call Force Tirner Dalay:
Researve far Metwark Call:
Return To Queue On Mo Answer:
Return To Queue Wait Interval:
Maks Phoneset:

Dr On Hold:
Unian Break Tirmer:

Fhoneset

Fhonesst Login ID:
Fersonal DM
Switeh Port Address
Switeh Port Marne:
Switch 1D:

Supenvisor Marne
Chris Kaonings
Marta Mitchell

Ageni_Template

“acations
Wacations Specialist

Senior_Agent
s

10

A

A

15

Mot Ready

A
a

6708
10
8-0-2-5
8-0-2-5

Supervisor Phoneset Login ID
7aro
7877

Type
Associated

Reporting

CAREPORTEEtcoaTin s, il

Printed Bv: sysadmin 6/25/99 £: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 includes the 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

Template

Filters

Agent
SkillsetByAgent
Skillset

config29.rpt

agent logon ID

agent name

Field descriptions

Report field

View field/Formula

Agent Name & ID

Agent.SurName Agent.GivenName
Agent.TelsetLoginID

Reports and Displays Guide
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Report field View field/Formula
Phoneset Login ID Agent.TelsetLoginID
Personal DN Agent.Personal DN

Call Presentation Class
Threshold Class
Skillset Name

Skillset State

Priority

Agent.AgentTemplateName
Agent.ThresholdTemplateName
Skillset.Skillset
SkillsetByAgent.SkillsetState

SkillsetByAgent.Priority
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BestAir Airlines
Site Mame: TORONTO

Agent Skillset Properties

Table MNames: Agent, SkillsetByAgent, Skillset

Agernt Name & ID: James Jones - 6708

Phonaset Lagin 1D
Persanal DM

€all Fresentation Class:
Threshold Class:

Skillzet Mame
Blackings
European_Vacations
Vacations

Agent Name & ID: Jon Carlos - 6709

Phoneset Login 1D
Personal D,

Call Presemation Class:
Threshold Class:

Skillset Mama
Bockings
Eurspean_Vacations

“acations

Agent Name & ID: Toni Morelli - 6710

FhonesetLogin D
Fersonal DM,

Call Presentation Class:
Threshold Class:

Skhillset Mame
Bookings
European_acations
“acations

8708

319
Senior_Agent
Agert_Template

8709

3120
Senior_Agert
Agert_Templats

6710

321
Senior_Agernt
Agert_Template

Shilset State
Standby
Active
Active

Skilsat State
Standby
Active
Active

Skillset State
Standby
Active
Active

FPriority
nia

1

4

Pricrity
nia

1

2

Ericrity.
nfa

1

2

contig2@.oq
Printed By: sysadmin 5/10/93 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 a secondary script to which a primary script or another
secondary script directs a call.

View

m  ApplicationByScript
Template

m  configl4.rpt
Filter

= application name

Field descriptions

Report field View field/Formula
Parent Script Name ParentName
Child Script Name ChildName
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Application Script Properties
Bestair Airlines
Site Marme: TORCOMNTO
Table Marme: ApplicationBywScript
Parent Script Mame Child Script Mame
Booking_Script Busy_Booking
IR _Booking
Might _Booking
Cargo_Script Busy_Cargo
VR _Cargo
Might_Cargo
Master_Script Booking_Script
Busy_hain
Cargo_Script
IR _Main
right_hiain
“Yacation_Script
“acation_Script Busy_\acation
VR _Wacation
Might _/acation
configid. ool
Printed By: svsadmin 5(10/99 11:23:08 AM Page: 1
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Application Template Properties

Description

The Application Template Properties report lists all your applications. For each
application, it provides the service level threshold, threshold class, and threshold

levels.

Views

s Application

m  ApplicationThresholdTemplate
Template

m  configlS.rpt
Filter

= application 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.Levell
Level 2 ApplicationThresholdTemplate.Level2
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Application Template Properties
Bestair Airlines
Site Marme: TORCOMNTO
Table Mames: Application, ApplicationThresholdTemplate
Application Name: ACD_DN_Application
Service Level Threshold: 20
Call By Call: 2]
Thresheld Class: Application_Template
Service Level
Field Threshold Lewel 1 Lewvel 2
20
Application Name: Booking_Script
Service Level Threshold: 20
Call By Call: 2]
Thresheld Class: Application_Template
Service Level
Field Threshold Lewel 1 Lewvel 2
20
Application Mame: Cargo_Script
Service Level Threshold: 20
Call By Call: 2]
Threshold Class: Application_Template
Service Level
Field Threshold Lewel 1 Lewvel 2
20
Application Name: Master_Seript
Service Level Threshold: 20
Call By Call: 2]
Thresheld Class: Application_Template
Service Level
Field Threshold Lewel 1 Lewvel 2
20
Application Name: NACD_DN_Application
Service Level Threshold: 20
Call By Call: 2]
Thresheld Class: Application_Template
Service Level
Field Threshold Lewel 1 Lewvel 2
20
Application Name: Network_Script
Service Level Threshold: 20
Call By Call: 2]
Threshold Class: Application_Template
Service Level
Field Threshold Lewel 1 Lewvel 2
20
config! gl
Primted By sysadmin 5410/99 11:28:01 AM Page: 1
Reports and Displays Guide 231



Standard reports Standard 2.0

CDN Properties

Description

The CDN Properties report lists the CDN's and their assigned names.

Definition: CDN

A Controlled Directory Number (CDN) is a number configured in the switch as
the entry point for calls into Symposium Express Call Center. You can configure
multiple CDNSs in the switch and associate them with the Master script of
Symposium Express Call Center.

Where properties are defined

CDN properties are defined on the CDN Properties property sheet.

View

= CDN
Template

m  config7.rpt
Filters

n CDN

= CDN name
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Field descriptions

Report field View field/Formula

CDN Number CDN

CDN Name Name

Call 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

contTia .ol

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 complete list 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

m  Views

Template
m  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 Jan 11,1753 to Dec 31, 8 bytes
9999

int integer —2147483 648to 4 bytes
2 147 483 647

smalldatetime timestamp Jan 1, 1900 to June 6, 4 bytes
2079

smallint small integer —32768 to 2 bytes
32767

tinyint tiny integer 0 to 255 1 byte

varchar variable length n/a n bytes, data

character

dependent

236
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Database View Definitions
BestaAir Airlines
Site Name:  TOROMNTO
Tahle MName: Views
Wiew Marme Field Mame Type Lenath
AccessRights
ReadAccess char 1
writeAccess char 1
Exacutefccess char 1
ReadAgenticeess char 1
WriteAgenticcess char 1
CreateDeleteAccess char 1
Executefgenthccess char 1
ReadAlligenticcess char 1
writeAllAgentAccess char 1
ExecuteAllAgenticcess char 1
CreateDeleteAgenticcess char 1
CreateDeleteAllAgenticcess char 1
Objectkey int 4
CbjectMName wvarchar 32
GraupMarme varchar 40
FPCLoginMarme wvarchar 40
SurHame wvarchar G4
GivenMame warchar B4
Caormment warchar 127
ActivityCode
Marne warchar 20
ActivityCode wvarchar 3z
Agent
ZallForceCption char 1
TelsetShowReserve char 1
Alternate CallAnswer char 1
ReturnToQueueOnkoAnswer char 1
UnionBreakTirmer stnallint 2
FeturnToQueueWaitintarval smallint z
SwitehlD int 4
TernplatelD int 4
ZallForceDelayTirmer int 4
ThresholdTermplatelD int 4
UserlD binary 16
TelsetLoginlD warchar 16
TermplateMame wvarchar 20
SwitchFartMame warchar 30
SwitchPortAddress warchar 30
ThresholdTermplatatame warchar 20
PersonalDH wvarchar 3z
Title warchar G4
CAREFDRTEMatcoaTkad. 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 DNIS and its assigned name. It also
displays the service level threshold.

Definition: DNIS

Dialed Number Identification Service (DNIS) allows you to identify the dialed
number for calls coming into the call center. Typically, DNIS numbers are used
for 1-800 numbers. For example, a company may give customers different
1-800 numbers for sales and customer service calls.

Where properties are defined

DNIS Properties are defined on the DNIS Properties property sheet.

View

= DNIS
Template

m  configlO.rpt
Filters

= DNIS
s DNIS name
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Field descriptions

Report field View field/Formula

DNIS Name and Number DNISName, DNIS

Service Level Threshold ServiceLevelThreshold

Reports and Displays Guide 239



Standard reports Standard 2.0

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 all 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
m  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 lists the historical and
real-time statistics that you configured Symposium Express Call Center to
collect.

Note: You cannot schedule 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 is over, data fields initialize to 0 (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
m  HistoricalStatCollection
m  HistoricalStatDuration

m  HistoricalStatStorage
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m  RealTimeStatCollection

Template

m  configl.rpt

Historical Collection fields

Report field View field/Formula

Application HistoricalStatCollection. Application
CDN HistoricalStatCollection.CDN

Skillset HistoricalStatCollection.Skillset

Activity Code HistoricalStatCollection. ActivityCode
DNIS HistoricalStatCollection. DNIS

Trunk HistoricalStatCollection. Trunk

Route HistoricalStatCollection.Route
RAN/Music Route HistoricalStatCollection.RANMusicRoute

Agent Performance
Agent By-Application
Agent By-Skillset
Agent Login/Logout
IVR ACD-DN Statistics
IVR Port Statistics

IVR Port Login/Logout

HistoricalStatCollection. AgentPerformance
HistoricalStatCollection.AgentByApplication
HistoricalStatCollection. AgentBySkillset
HistoricalStatCollection.AgentLogin
HistoricalStatCollection.IVR
HistoricalStatCollection.[IVRPort

HistoricalStatCollection.IVRPortLogin

Network Call (Networking HistoricalStatCollection.NetworkCall

option only)
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Report field View field/Formula
Network Out Call HistoricalStatCollection.NetworkOutCall

(Networking option only)

Historical Duration fields

Report field View field/Formula

Days Of Interval HistoricalStatDuration. DaysOfInterval
Days Of Daily HistoricalStatDuration.DaysOfDaily
Weeks Of Weekly HistoricalStatDuration. WeeksOfWeekly
Months Of Monthly HistoricalStatDuration.MonthsOfMonthly

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

HistoricalStatDuration.DaysOfIVRPortLogin

HistoricalStatDuration.DaysOfAgentLogin

HistoricalStatDuration.FirstDayOfWeek

HistoricalStatDuration.BusinessHoursPerDay
HistoricalStatDuration.BusinessDaysPerWeek

HistoricalStatDuration. DaysOfCallByCall

Historical Storage fields

Report field View field/Formula

Parameter HistoricalStatStorage.Parameter
System HistoricalStatStorage.System
Purchased HistoricalStatStorage.Purchased
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Report field

View field/Formula

Configured

HistoricalStatStorage.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
(RealTimeStatCollection. MW Skillset)

m agent statistics
(RealTimeStatCollection. MWAgent)

m call center summary
(RealTimeStatCollection.MWNodalCall)

The Interval To Date fields indicate whether
statistics in each of the following statistics groups
can be displayed in interval-to-date mode:

m skillset (RealTimeStatCollection.ITDSkillset)
m agent (RealTimeStatCollection.ITDAgent)

m call center summary
(RealTimeStatCollection.ITDNodalCall)

RealTimeStatCollection.IntervalDuration
RealTimeStatCollection.IntervalStartTime

RealTimeStatCollection.MinRefreshRate
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BestAir Airlines
Site Mame: TOROMNTO

Historical and Real Time Statistics Properties

Table Mame: HistaricalStatCollection, HistoricalStatDuration, HistoricalStatStorage, RealTimeStatCollection

Historical Collection Properties

Application:

COM:

Skillset:

Activity Code:

DHIS

Trunk:

Route:

RAM/Music Route:
Agent Performance:
Agent By-Application:
Agent By-Skillset:
Agent Login / Logout:
IWR ACD-DM Statistics:
¥R Port Statistics:

¥R FPort Login/ Logout:

Metwark Sall:
Metwark Out Sall:

Historical Duration Froperties

Days Of Interval:
Days Of Daily:
Weeks Of weekly:
Manths Of Monthh:

Days Of VR Yaice Port Login:
Days Of Agent Lagin and Logout:
First Busincess Day Ofthe Week:

Business Hours Per Day:

Business Days Periask,

Days Of Call By Call:

P I S A A A T S S

< <

configl el

Printed By:  sysadmin 5/10/99 11:25:07 AM
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IVR Queue and Port Properties

Description

The IVR Queue and Port Properties report lists the name, number, and threshold
class for each Interactive Voice Response (IVR) 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

s IVRQueue

m  IVRPort

m  [VRThresholdTemplate
Template

configl1.rpt
Filters

s IVR Queue ID
s IVR Queue Name

Field descriptions

Report field View field/Formula

IVR Queue Name and ID  IVRQueue.Name IVRQueue.IVRQueuelD
Service Level Threshold  IVRQueue.ServiceLevel 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

IVRPort.Name IVRPort.IVRPortID

IVRPort.SwitchPortID
IVRPort.SwitchPortAddress
IVRPort.SwitchPortName

IVRThresholdTemplate.Name
IVRThresholdTemplate. TemplateID

IVRThresholdTemplate.Field
IVRThresholdTemplate.Levell
IVRThresholdTemplate.Level2
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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:
WRACD-DMN Marme and Murnber: WP 12-0-3-2- 10 IWE Threshold Ternplate Class: WR Termplate
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:
WRACD-DMN Marme and Murnber: WP 12-0-3-4- 12 IWE Threshold Ternplate Class: WR Termplate
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:
canfigi il
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, logon 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 the last 15-minute interval.

View

= Agent

m  cAgentLoginStat
Template

s config32.rpt
Filters

= agent logon ID

[ agent name

Field descriptions

Report field View field/Formula

Agent Name eAgentLogin.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 Mame:  TORONTO
Table Mame: eAgentLoginStat

Acert Mame Lgert Login Position ID Personsl DM
James Jones E703 2,009 319
Jon Carlos E709 2,010 20
Toni Morelli E710 2,026 M2
Donna Royce GG40 2,019 3226
Brancion Woo GE41 2,017 3221

CAREFORTSMafcoafly 32 ol

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
m  RealTimeTemplate
m  RealTimeColumn
s  Formula
Template

m  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

RealTimeTemplate.Name
RealTimeTemplate.Class
RealTimeTemplate.RefreshRate / 1000
RealTimeTemplate. ViewMode
RealTimeColumn.Label
Formula.Name
RealTimeColumn.Format
RealTimeColumn.ScaleFrom

RealTimeColumn.ScaleTo
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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

= Route

m  RouteThresholdTemplate
Template

m  configd.rpt
Filters

s Route ID

n Route Name
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Field descriptions

Report field View field/Formula

Route Number Route.RouteID

Route Name Route.RouteName

Threshold Class RouteThresholdTemplate.Name

Field RouteThresholdTemplate.Field

Level 1 RouteThresholdTemplate.Levell

Level 2 RouteThresholdTemplate.Level2
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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

m  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

Description

The Script Variable Properties report lists the group, type, status, and class of

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  ScriptVariables.Script

Script Status 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

m  Agent

m  Skillset

m  SkillsetByAgent
Template

m  configl6.rpt
Filter

m  skillset name

Field descriptions

Report field View field/Formula
Skillset Name Skillset.Skillset
Comment Skillset.Comment

Call Source Preference
(Networking option only)

Skillset.CallSourcePreference
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Report field View field/Formula
Call Age Preference Skillset.CallAgePreference
Service Level Threshold  Skillset.ServiceLevel Threshold
Min Short Call Delay Skillset.MinShortCallDelay
Night Service Type Skillset.NightServiceType

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 Name and ID

Priority

Skillset. DN
Skillset.ActivityCode
Skillset.IsNetworked

Skillset.NetworkSkillsetName

Skillset.CallRequestQueueSize
Skillset.CallRequestQueueSizeThreshold
Skillset.NetworkSkillsetComment
Skillset.UseRoundRobin
Agent.GivenName Agent.Surname

Agent.TelsetLoginID

SkillsetByAgent.Priority
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BestAir Airlines
Site Mame: TOROMNTO

Skillset Properties

Tahle Mames: Skillset, Agent, SkillsetByAgent

Skillset Name: European_vacations

Comment:

Call Source Preferance:
Zall Age Preference:
Service Level Threshold:
Min Short Call Delay:
Might Service Type:
Mapped ACD DM Murmber:
Skillset |5 Metworked:
Modal Network Skillset Name:
Call Quate Requast Size:
Flowr Control Threshold:
Use Round Robin

Sormment:

Agent Mame and ID
Toni Morelli -- 6710
Jon Carlos -- 6709
James Jones -- 702

Skilleet Name: Vacations

Carmment:

<all Source Freferance:
Call Age Preference:
Service Level Threshold:
Min Short Call Delay:
Might Service Type:
Mapped ACD DM Number
Skillset Is Metwarked:
Nodal Network Skillset Name:
Zall Queue Request Size:

Flon Control Threshald:
Use Round Robin

Comment:

Agent Marme and ID
Toni Morelli -- 6710
Jon Carlos -- G708

James Jones -- 6705

Mone

Firstin Queue
20

10

MNone

MNiA

A

European_Yacations
a0
10

A

Mone
Firstin Queue
20

10

Maone

A

h
Vacations
50

10
A

Pricrity

NN

Eriority

CAREFDRTEENCoTIg . il
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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
m  SupervisorAgentAssignment
m  Supervisor

Template
m  configd.rpt

Filters

m  supervisor logon ID

m  supervisor name

Field descriptions

Report field

View field/Formula

Supervisor Name & 1D

Threshold Class

Supervisor.Given Name Supervisor.SurName
Supervisor.TelsetLoginID.

Supervisor.ThresholdTemplateName

Supervisor Template Name Supervisor. TemplateName
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Report field View field/Formula

Switch Port Address Supervisor.SwitchPortAddress

Switch ID Supervisor.SwitchID

PC Login Name Supervisor.PCLoginName

Personal Directory Number Supervisor.PersonalDN

(DN)

Comment Supervisor.Comment

Supervisor Type SupervisorAgentAssignment. Type

Agents Assigned SupervisorAgentAssignment.AgentGivenName

SupervisorAgentAssignment. AgentSurName
SupervisorAgentAssignment.AgentTelsetLoginID
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Supervisor Properties
Bestair Airlines
Site Mame: TORONTO
Tahle Mames: SupervisorAgentAssignment, Supervisor
Supervisor Name & 1D: Pat Wilson -- 7871
Threshald Class: Agent_Template
Supenrisor Template Marme: Supervisars
Switch Port Address: 8-0-2-2
Switch 1D 1.00
PC Login Marne: pwilsan
Cormment:
Supervisor Typ Agents Assigned
Reporting Sara Fargus- 6911
Reporting Ronnie Heintz- 6912
Reparting Dylan Marcus - G244
Reporting Donna Royee - G240
Reporting Tajinder Singh - 6813
Reporting Lorivandenberg- 6763
Reporting Torn Wilson - G761
Reporting Brandon Yoo - G241
Associated Steven Chung - 6251
Associated Fred Sogolek - 628532
Supervisor Name & ID: Chris Konings -- 7870
Threshald Class: Agent_Ternplate
Supenvisor Template Name: Supervisars
Switch Port Address: 8-0-2-9
Switeh 1D: 1.00
FC Login Mame: ckoning
Comment:
Supervisor Typ Agents Assigned
Reporting Steven Chung - 6251
Reporting Terry Davidson - 2050
Reporting Toni Di Angelo - GTE5
Reporting Fred Gogolek - G853
Reporting Bert Katerberg - 6789
Reparting Brandon Woo - G241
Associated Jarnes Jones - 6708
Associated Lorivandenberg - 6763
Associated Torn Wilson - 6761
Supervisor Name & ID: Marta Mitchell - 7877
Threshald Class: Agent_Ternplate
Supenrisor Template Marme: Supervisars
Switeh Port Address: 8-0-2-3
Swritch 1D 1.00
P< Login Marme: rnrniteh
Cormment
Supenisor Typ Agents Assigned
Reporting James Jones - 6708
Supervisor Name & ID: Cindy Wong -- 7872
Threshald Class: Agent_Ternplate
Supenisor Termplate Marme: Superisars
Switeh Fort Address: 8-0-2-5
Switeh 1D: 1.00
PC Login Marne: cwong
Comment:
Supenisor Typ Agents Assigned
Reporting Bev Arthur - 6622
©NREMONETENTOATEE. /o1
Printed By: sysadmin 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 rows in the display.

Where properties are defined

Telephone display properties are defined on the Telephone Display Properties

property sheet.
View

m  PhoneSetDisplay
Template

m  configb.rpt

Field descriptions

Report field View field/Formula
Telephone Display Set DisplayTypeName
Type Name

Field Name FieldName

Width Width

Row 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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User Access Privilege

Description

The User Access Privilege report lists all of the access classes defined in the
system. For each one, it lists all of the privileges assigned to that class, and all
the desktop users belonging to that class.

Views

m  AccessRights

m  NBManagedObject
Template

m  config42.rpt

Rights required

Function Minimum access level
Reports Create and run any report
Reports—Other Create and run any report

Field descriptions

Report field View field/Formula
Group Name AccessRights.GroupName
Comment AccessRights.Comment

Item in System Window  AccessRights.ObjectName
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Report field View field/Formula

Level of Access AccessRights.CreateDelete Access,
AccessRights.CreatedDelete AgentAccess,
AccessRights.CreateDeleteAllAgentAccess,
AccessRights.ReadAccess,
AccessRights.ReadAgentAccess,
AccessRights.ReadAllAgentAccess,
AccessRights. WriteAccess,

AccessRights. WriteAgentAccess,
AccessRights. WriteAllAgentAccess

Name AccessRights.GivenName,
AccessRights.Surname

PC Login AccessRights.PCLoginName
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BestAir Airlines

User Access Privilege

Site Mame: TORONTO

Table Names: AccessRights

Cormrment:

Group Name: adminGroup

Blue systern adrinistration group

Access Rights: ltern in Systern Windoww

Servar Seftings
Applications

Skillsats

Reports - Agent Perfarmance
Agent/Skillset Assignements
CDMs

Connactad Sessions
Ernargency Help

Backup Scheduler

Agent/ Supervisor Assignments
Seript Variables

Skillset Threshold Classas
Evant Browsar

Seripts

Fhanesats

Call Routing

Ernergancy Activator
Configuration Printing
Real-Time Statistics

IR ACD-DMs

Activity Codes

Access Classas

Call Fresentation

Modal Thresheld Classes
Data Import

Forrmulas

Voice Services Administration
Metwarking

Routes

WPS prompt & collect Digits
Serial Farts

Fhaneset Displays

Agent Threshald Classas
Usars

Historical Statistios

DMISs

Systern Backup

Call Treatrments

Reports - Other

Reparts

Real-Time Displays

Server Perfarmance Monitar
Users - ICCM

SECT EWT & PIQ

Lavel of Access
iewr

Edit

Create / delate

Create and run any report
View and assign all agents
Create / delate

Create / delate

iewr

Edit, create / dalete

Wiews and assign all agents
View

Craate / delste

wiew

view

Craate / delste

Craate / delste

Craate / delste

Craate / delste

Edit

Craate / delste

Craate / delste

View

Craate / delste

Edit

Edit, ereate f dalets

Create / delete

Create / delete

Create / delete

Create / delste

Create / delete

Edit

Craate / delste

Craate / delste

Edit all users - craate agants only
Edit

Create / delete

Edit, sreate f delete

Create / delete

Create and run any report
Create and run any report
Wiew all agents - create displays
Wiews

Edit all users - create agents only
Create / delete

TR EFORTEMENCOMAZ, o1
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Section E: IVR reports

In this section

IVR Port First Login/Last Logout 276
IVR Port Statistics 278
IVR Queue Statistics 281
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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
m  cIVRPortLoginStat

Template

= em-res5.apt

Field descriptions

Report field View field/Formula
Time Time
Port ID IVRPortID
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BestAir Airlines
Site Mame: TORCONTO
Tahlez Mames: elvRPortLoginStat

IVR Port First Login / Last Logout

Report Interval 10:15:00 20 April, 1999 - 10:30:00 20 April, 1999

=
=l
T

Fort ID

First Login Details

4120099

1m2T1z2 12-0-2-4

12-0-2-7
12-0-3-0
12-0-3-2
12-0-3-5
12-0-3-5
12-1-2-1
12-1-2-2
13-1-2-6
14-1-2-7

Last Logout Details

4120099

12617 12-0-2-0

12-0-2-1

12-0-2-2
12-0-2-2
12-0-2-4
12-0-2-5
12-0-2-56
12-0-2-7
12-0-3-0
12-0-3-1

12-0-3-2
12-0-3-3
12-0-3-4
12-0-3-5
12-0-3-6
12-0-3-7
12-1-2-0
12-1-21

12-1-2-2
12-1-2-3
12-1-2-4
12-1-2-8
12-1-2-6
12-1-2-7
13-0-2-0
13-0-2-1

13-0-2-2

SR 5

Printed By: sysadmin 4/21/99 11:22:37 AM

Page: 1

Reports and Displays Guide

277



Standard reports Standard 2.0

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 calls.
The report helps you determine whether a specific port may be causing poor
performance within an IVR queue.

Views
n IVRPortStat

Collection frequency

= interval

n  daily

m  weekly

= monthly
Templates

m  im-resd.rpt
m  dm-resd.rpt
= wm-res4.rpt

= mm-res4.rpt

Filters
s 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

The report provides totals for each IVR 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 all 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

Daily /20099 oy

Answered Conferenced Transferred 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 u} u} 00:15:00 00:00:00 00:05:08 00:09:52
________________________________________________________________________________________ '
| VR Queue Name & ID: GIVE IVR queue 3650 - 3650 !
: Summary: 20 u} u} 00:15:00 00:00:00 00:05:08 00:09:52 :
! '
I o o o o e e o e e e e e e e e e
452099
16:45

IVR Port Name & ID: VP 12021 - 12021

Daily 420099

Summary: 19 u} u} 00:15:00 00:00:00 00:05:19 00:09:41
e .
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 :
' !
I o o o o e e e oo 4
4120089
16:45

IVR Port Name & ID: VP 12022 - 12022

Summary: 13 o o 00:15:00 00:00:00 00:04:48 00:10:12
________________________________________________________________________________________ \
| VR Queue Name & ID: GIVE IVR queue 3650 - 3650 !
: Summary: 13 o o 00:15:00 00:00:00 00:04:48 00:10:12 :
i !
I ol

452099
16:45 19 o o 00:15:00 00:00:00 00:04: 43 o0:10:12
Diaily 4/20/00 5 3

Im-sgad. gl

Printed By: sysadmin 4/22/99 11:57:01 AM

Page: 1
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IVR Queue Statistics

Description

The IVR Queue Statistics report shows summarized statistical information
grouped by IVR queue. The report details the performance of [IVR queues, and is
especially useful for understanding call volume and delays that callers may have
experienced when attempting to access the IVR system.

If the report shows you that a particular IVR queue is not performing well, equip

the IVR queue with more IVR ports.

Views
= IVRStat

Collection frequency

= interval

n  daily

m  weekly

= monthly
Templates

m  im-res3.rpt
m  dm-res3.rpt
= wm-res3.rpt

= mm-res3.rpt

Filters
= IVR Queue ID
m  IVR Queue Name
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Statistics
Report field View field/Formula
Offered CallsOffered
Answered CallsAnswered

Answered After Threshold CallsAnsweredAftThreshold

Answered Delay CallsAnsweredDelay

Confer’d CallsConferenced

Transf’d CallsTransferred

Not Treated CallsNotTreated

Not Treated After CallsNotTreated A ftThreshold

Threshold

Not Treated Delay CallsNotTreatedDelay
Summaries

The report provides totals for each [IVR queue, 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 IVR queues.
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IVR Queue Statistics

BestAir Airlines
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 o o 00:00:00 o o 470 238 0z2:058:15
420589
00:00

00:00:00

0Z:08:15
0 i

Daily 420099

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 4/20/28 X

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 420099 To}

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

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 286
Crosstab - CDN Statistics 289
Crosstab - DNIS Statistics 292
Crosstab - Route Performance 295
Crosstab - Trunk Performance 298
DNIS Statistics 301
Music/RAN Route Statistics 305
Route Performance 308
Trunk Performance 311
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CDN Statistics

Description

The CDN Statistics report details summarized call volume information for the
CDNs s configured on the server. The report displays the total number of calls
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 calls into Symposium Express Call Center. You 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

n  daily

m  weekly

= monthly
Template

This report uses the following templates:
m  im-res7.rpt
m  dm-res7.rpt

= wm-res7.rpt
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. mm-res7.rpt

Filters

This report can be filtered on

n CDN
n 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 CDNSs.
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BestAir Airfines
Site Mame: TORONTO
Tahle Mame: ICONStat

CDN Statistics

Report Interval

00:00:00 09 April, 1999 - 23:58:53 09 April, 1999

Percert Fercert
Offered Answered Terminmed  Terminated Absndoned  Abandoned
GRAND TOTAL
73,507 37,799 35,492 48.28 % 215 029
CDN Name & ID: 3750 - 3750
Summary: 5811 2,266 3,522 6061 23 040
458099
1715 36 32 2 550 0 000
17:45 29 96 2 202 0 @00
12:00 382 353 0 0.00 0 000
18115 356 353 0 0.00 2 056
12:30 349 342 0 0.00 8 172
12:45 248 344 0 0.00 5 172
12:00 348 343 0 0.00 5 144
19118 320 a24 0 0.00 4 122
12:30 214 T4 138 64.95 0 a00
10:45 206 0 205 100.00 0 000
20:00 203 0 203 100.00 0 @00
2015 198 0 103 100.00 0 000
20:30 200 0 200 100.00 0 @00
20:45 192 0 120 100.00 0 000
21:00 108 0 1938 00.50 0 @00
21115 193 0 124 100.52 0 000
21:30 108 0 195 100.00 0 000
21:45 0 0
200 0 0
2215 0 0
22:30 0 0
22:45 0 0
2300 0 0
2315 0 0
23:30 0 0
23:45 0 0

Daily 4/9.99

Lol

CDN Name & ID: 3751 - 3751

Summary: 6,754 2,248 2,521 607/ 25 0.43
4/9/93
1715 3 25 2 645 4 1230
17245 a7 35 0 0.00 0 000
18:00 355 354 o 000 o 0.00
1815 243 240 0 0.00 7 2m
18:30 350 348 o 000 2 057
18:45 250 348 0 0.00 4 114
100 240 348 o 000 3 08
118 333 325 0 0.00 5 150
Imare=?opl
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. You can use this report to compare CDN
performance for the same reporting period on different days.

Views
n iCDNStat

Collection frequency

m  interval

Templates
m  icross CDN.rpt

Filter
= CDN
n CDN name
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Statistics
Report field View field/Formula
Offered CallsOffered
Answered CallsAnswered
Terminated CallsTerminated
Abandoned CallsAbandoned
Summaries

The report provides totals 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
n iDNISStat

Collection frequency

m  interval

Templates
m  icross DNIS.rpt

Filter
= DNIS
n DNIS name
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Statistics

Report field View field/Formula

Offered CallsOffered

Answered CallsAnswered

Abandoned CallsAbandoned
Summaries

The report provides totals for each DNIS for each interval, as well as daily 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 all trunks
busy) for several 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
n iRouteStat

Collection frequency

= interval

Templates

m  icross_route.rpt

Filter
n route ID

n route name
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Statistics
Report field View field/Formula
All Trunks Busy AllTrunksBusy
Calls Blocked By All CallsBlockedByAllTrunksBusy
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 this report to compare trunk performance for the same reporting
period on different days.

Views
m  iTrunkStat

Collection frequency

m  interval

Templates

m  icross_trunk.rpt

Filter
™ trunk ID
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Statistics

Report field View field/Formula

Offered CallsOffered

Answered CallsAnswered

Abandoned CallsAbandoned
Summaries

The report provides totals for each trunk for each interval, as well as daily totals

for the trunk.
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DNIS Statistics

Description

DNIS

View

The DNIS Statistics report summarizes the total call volume to each DNIS
number. The DNIS Statistics report lists the total 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 level threshold defined for the DNIS.

You can use this report to track call handling performance on products or
services associated with a particular DNIS number.

Dialed Number Identification Service (DNIS) allows you to identify the dialed
number for calls coming into 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.

This report uses the DNISStat view.

Collection frequency

You can collect DNIS Statistics report information with the following
frequencies:

m  interval

n  daily

weekly

monthly
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Template

This report uses the following templates:

m  im-res6.rpt
m  dm-res6.rpt
= wm-res6.rpt

m  mm-res6.rpt

Filters

This report can be filtered on

»  DNIS number

s DNIS name
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
302 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 CallsAbandonedA ftThreshold

% Abn Aft Thresh CallsAbandonedA ftThreshold /
CallsAbandoned x 100

Talk Time TalkTime

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 a grand 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:

= interval

n  daily

m  weekly

= monthly
Template

This report uses the following templates:
m  im-res8.rpt

m  dm-res8.rpt

= wm-res8.rpt

. mm-res8.rpt
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Filters

This report can be filtered on

s route ID

n route name

Statistics

Music/RAN Route Statistics reports contain the following statistics:

Report field View field/Formula

Route Access RouteAccess

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, statistics are further broken down by interval. The report also
contains a grand total for all music and RAN routes.
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Music/RAN Route Statistics
Bestair Aiines
Site Mame: TORONTO Report Interval, 15:15:00 08 April, 1999 - 15:45:00 03 April, 1999
Tahle Mame: iRANMusicRouteStat
Route Access Route Access Time
GRAND TOTAL
975 00:14:13
Route Hame & [D: Routed - 4
Summary: 328 00:05:01
44599
220 145 00:02:03
246 184 00:02:58
Daily 4/2/00° B 379 I R}
Route
Route Mame & I0: Route? - 2
Summary: 321 00:04:50
4200
3:30 175 00:02:34
345
Daily 4/3/95"
Route
Route Mame & |0: Route3 - 3
Summary: 318 00:04:22
4399
220 130 00:01:42
245 176 00:02:29
Daily /208 b L
Route
GRAND TOTAL
975 00:14:13
(LS
Printed By: sysadmin 4/10/99 11:32:07 AM Page: 1
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Route Performance

Description

The Route Performance report shows summarized performance information
grouped by route. It describes the performance of the route as a whole, 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 route is a group 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 a particular customer area. Each route is configured with
multiple trunks.

View

This report uses the RouteStat views.

Collection frequency

You can collect Route Performance report information with the following
frequencies:

= interval

m  daily
m  weekly
= monthly
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Template

This report uses the following templates:
m  im-res2.rpt

m  dm-res2.rpt

= wm-res2.rpt

m  mm-res2.rpt

Filters

This report can be filtered on

= route number

n route name

Statistics

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 total for all routes.
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Route Performance

Site Mare: TORONTOD
Table MameiRouteStat

Bestair Airlines Report Interval: 15:30:00 0% April, 1898 - 15:45:00 08 April, 1908

Al Trunks Bus Al Trunks Busy Time Calls Blocked By Al Trunks Bus:

GRAND TOTAL

8 00:02:52 3
Route Name & ID: Routed - 1
Summary: 3 00:04:30 z
418/09
16:46 Kl 00:01:30 2z

Daily 43/

Rouns

Route Name & ID: Route2 -2

Summary: 1 00:00:15 1

418/09
18:48 1 00:00:15 1
Daily 4/9/29 5% i ticis: i

Route Name & ID: Route3 -3

Summary: a 00:01:07 0
ar8/m9
18:48 4 00:01:07 0
Daily 4:9/29 : : : i : :

Routs

GRAND TOTAL
8 00:02:52 3

[T

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 helps you understand call center traffic patterns.
The report lists the total call volume by 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

n  daily

m  weekly

= monthly
Template

This report uses the following templates:

m  im-resl.rpt
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m  dm-resl.rpt
= wm-resl.rpt

m  mm-resl.rpt

Filters

This report can be filtered 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 total for all trunks.
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Besthir Airlines
Site Mare: TORONTOD
Table Marme: iTrunkStat

Trunk Performance

Repart Interval: 09:15:00 08 April, 1999 - 09:45:00 08 April, 1999

45 18.00 00:02:45 00:00:00

Percemt

Lhilizztion Usage Time  Abandon Dels Ansuser Dela Abandoned Answered Ofered
GRAND TOTAL
18.02% 00:16:13 00:00:00 00:01:32 0 347 12
Trunk ID: 0 Route Name: Route1 Route ID: 1
Summary: 17.72% 00:05:13 00:00:00 00:00:13 Q a3 1
4/8/90

30 17.00 000234 00 000 00: 0015 0 47 1

00:00:04 1} 48 1}

Trunk ID: 1 Route Name: Route2 Route ID: 2

Summary: 20.33% 00:08:07 00:00:00 00:00:20 a 148 7
472600
20 19.00 00:02:47 00:00:00 00:00:24 a il 4
@45 2200 00:02:20 00:00:00 00:00:06 a a7 3
T
?

Trunk ID: 2 Route Name: Route3 Route ID: 3

Summary: 15.94% 00:04:47 00:00:00 00:00:43 Q 108 4
4/8/90
@30 2100 00:0%:09 00;00:00 00:00:32 Q a7 2
45 11.00 00:01:32 00:00:00 00:00:11 0 21 2
Daily 47289 3 0 O 0T 4
Trunk: q
GRAND TOTAL
18020 0001613 00:00:00 00:01:32 0 247 1z
[rom——
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 316
Skillset By Application 320
Skillset Performance 323
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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. You can use this report
to compare skillset performance for the same reporting period on different days.

Views
m  iSkillsetStat

Collection frequency

m  interval

Templates

m  icross_skillset.rpt

Filter

m  skillset name
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Statistics
Report field View field/Formula
Offered CallsOffered
Answered CallsAnswered
Network Answered NetCallsAnswered
Abandoned SkillsetAbandoned
Summaries

The report provides totals for each skillset for each interval, as well as daily
totals for the skillset.

Reports and Displays Guide 317



Standard reports Standard 2.0

318 Symposium Express Call Center



Standard reports

September 2002

} 10 |} abeg

Wd 55215 66/ELF unupesis :Ag payung

LB TSR A NS L DT H L T

95 £} £} g [ i

£} Z Z 3 9 Z

£9E°} 98z 92 0LZ ZEE ELE

99} B6E FLE WIE ZFE 08z LU

95

£}

£9E°}

99}

8 3 Z £ Z

Z u} u} 3 3 u}

Zkk 28 LZ EE g Zk

551 £ £z 2 L 2 ]

8F Zlk 33 5 a tl

ki Z Z u} 5 Z

1SLL FEZ LFE LEZ FET Loz

LLE'L 1T L5 LZE LEZ SET wuasTBuyoog G160 B
18301 4 Sany) pEAL an) uogy

a5
£l
E9E°}
99t}

pauocpueqy }as| N5
palamsuy ||eD Ylosmjan
palamsuy |8

Pa1ayo 11eD

S[E30L PUEID

666 IMdY 60 00:6 160 - 666 | 'IWdy G0 00:00°60 :|2M3u| Hoday

aoueuLIOLIad JIS|INS - (e)SS0dD)

IRISIE SIS ISHLUEN BIQEL
OLNOHOL BLUEN BNS
SBUINNY IWISEE

319

Reports and Displays Guide



Standard reports

Standard 2.0

Skillset By Application

Description

The Skillset By Application report shows summarized skillset 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
mmskill4.rpt

skillset name

Report field

View field/Formula

Skillset Answered

CallsAnswered

320

Symposium Express Call Center



September 2002

Standard reports

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

CallsAnsweredDelay
CallsAnsweredDelay / CallsAnswered
MaxAnsweredDelay
AllAgentBusyTime

AllAgentBusyTime / (Number of intervals x 0.25)

TotalStaffedTime
ActiveTime

TotalStaffedTime / ActiveTime

Summaries

The report 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 also contains a grand total for all applications.
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Skillset By Application

BestAir Airlines
Site Marme: TOROMTO Report Interval: 09:00:00 07 April, 1999 - 09:15:00 O7 April, 1999
Table Marne: iSkillsetStat

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

GRAND TOTAL
458 15 3.28% 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
!

4Traa
0215
Daily 4/7/99
Skillset

Application

Application: Master_Script

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

Skillset: Default_Skillset

Summary:
| o e e o e e o e e e
4799
0915 u} u} 00:00:00 00:00:00 00:00:00
Daily 47709 -DRH0R:00. -DRH0R:00. 00 a0:

Skillset

Skillset: European_WVacations

\
Summary: 25 1 385 00:04:14 00:00:10 00:00:31
\
I e o o e e e eemieeeaooo ol
47199
0%15 26 1 385 00:04:14 00:00:10 00:00:31
Daily 4/7/99 ; Q0 Q0 R de]

Skillset

Skillset: Vacations

'
Summary: faxc] L T.85 001222 00:00:14 00:00:21 :
'

4Traa
0215 53 4 7.55 00:12:22 00:00:14

Daily 4/7/99 ]
Skillset
COREFORTE AN MGl gl
Printed By: sysadmin 4/7/99 1:05:59 PM Page 1 of 2
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Skillset Performance

Description

View

The Skillset Performance report provides summarized call handling
performance information for each skillset defined on your system. The report
lists the total 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 a particular skillset is not performing well, consult the agent
reports.

This report uses the SkillsetStat views.

Collection frequency

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

= interval

n  daily

m  weekly

= monthly
Template

This report uses the following templates:
»  imskilll.rpt
m  dmskilll.rpt
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s wmskilll.rpt
s mmskill2.rpt

Filters
This report can be filtered 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 TotalStaffedTime
Skillset Active Time ActiveTime
Avg No of Agents TotalStaffedTime / 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 all skillsets.
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Overview

Introduction

Symposium Express Call Center provides the following real-time displays:

= agent
m  call center summary

=  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’s first 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 The first, or given, name of the agent’s supervisor.

Suprvsr Last Name

Description The last, or family, name of the agent’s supervisor.

Answered Skillset

Description The skillset for which this agent is currently
answering a call.

In Calls Status

Description The agent’s status on his or her Incalls key.
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Possible values

Note

Active
Break

Busy

Call Present
Emergency
Idle

Logout

Not Ready
On Hold
Reserve
Walkaway
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 a call.

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

Possible values

Shows whether the agent is active on an inbound
DN call.

Active
Hold

330
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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 his or her Incalls key.
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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 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 skillsets in 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 Lvi

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 calls for a skillset 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

The total time a new 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 all agents who are
currently waiting to answer calls for a skillset. This
idle timer is reset whenever a call is answered. For
example, the longest waiting time since last call is
currently 14 seconds; Mary and Jim have been idle
14 and 10 seconds, respectively. A call arrives and
is presented to Mary. Her idle timer is set to 0, 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

The longest waiting time of all idle agents who are
currently waiting to answer calls for a skillset. This
idle timer is reset when the agent logs onto the
skillset. Waiting time is incremented until the
agent answers a call. After the call ends, waiting
time is incremented 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 The total waiting time for all calls for a skillset that

are currently waiting.

Agent on In Call

Description

The number of agents logged on for a skillset who
are currently handling a Symposium Express Call
Center call.

Agent On DN call

Description

The number of agents logged on for a skillset who
are currently handling a DN call.
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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 data in many ways, including the following:

OoDBC

Import the data into a spreadsheet for manipulation.
Import the data into your corporate database.
Import the data into a workforce management system for analysis.

Generate customized reports using Crystal Reports or another reporting
application.

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 is installed 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:

L.

Install ODBC.

ODBC is part of Microsoft’s Data Access Components (DAC), and is
distributed with Microsoft Windows.

Configure a DSN 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 a report, then you can
use any DSN name.
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Sybase

The Sybase Server manages the database on 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 is installed 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. Configure the 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
a report. When you generate a report, the definition is updated to point to the
server to which you are currently connected.

Database views

The actual structure of the database is invisible. 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  cvent statistics

m  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 a period of time
(15-minute interval, daily, weekly, or monthly). Summarized statistics are stored
as totals in 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 historical statistics” on page 344.

Event statistics

Event statistics are statistics collected on a per-event basis rather than
accumulated over a period of time. Symposium Express Call Center records the
following types of event statistics:

m agent logon and logoff statistics

m  [VR port logon and logoff statistics

Event statistics are cumulated as events occur.

Configuration data
Configuration data is data that 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

The following table describes the field types used in the statistics descriptions in
this appendix. For each type, it provides a range of valid values and a size:

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 Jan 1, 1753 to Dec 8 bytes
31,9999
int integer -2 147 483 648 to 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 0 to 255 1 byte
varchar variable length n/a n bytes, data
character dependent

Types of calls

The following call types are referred to in the descriptions of statistics fields:

Symposium Express Call Center calls

Calls that arrive at Symposium Express Call Center on a CDN and are presented
to the Incalls key of a phoneset that is acquired by Symposium Express Call
Center.

Reports and Displays Guide 341



Data dictionary Standard 2.0

ACD calls

Calls to 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 agents in 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
Calls that arrive at the server on a network 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 calls in 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 344
ActivityCodeStat views 347
AgentByApplicationStat views 352
AgentBySkillsetStat views 357
AgentPerformance views 362
ApplicationStat views 377
CDNStat views 394
DNISStat views 397
IVRPortStat views 404
IVRStat views 409
NetworkInCallStat views 414
NetworkOutStat views 421
RANMusicRouteStat views 428
RouteStat views 431
SkillsetStat views 434
TrunkStat views 440
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Overview of summarized historical statistics

Introduction

Summarized historical statistics are statistics accumulated over a period 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 available if 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

m  agent/application
m  agent/skillset

m  application

= CDN

= DNIS

s [VRport

= IVR queue

»  music/RAN route
m  network incoming call (Networking option only)

»  network outgoing call (Networking option only)

= route
m  skillset
m trunk
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Types of views

Summarized historical statistics are available in 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 time stamp field of the new record is in the format 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 a record for
each skillset for which an agent answered calls during the interval just ended.

Note: Interval statistics are not available until after the interval ends. If you shut
down the server during an interval, the data for that interval is lost.

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 time stamp field of the daily records is in the format 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 the first day of the week (that is, at 0:00 a.m. 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’s totals to the
fields in the weekly records. The time stamp field of the weekly records is in the
format YYYY/MM/DD 00:00:00:00, where DD is the first day of the week.
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Notes:
1. Weekly statistics are not available until the beginning of the next week.

2. The first 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 the first day of the month (that is, at 0:00 a.m. of
the next day), the server creates monthly records that contain each of the daily
totals. After the end of each subsequent day in the month, the server adds the
day’s totals to the fields in the monthly record. The time stamp field of the
monthly records is in the format YYYY/MM/DD 00:00:00:00, where DD is 01.

Note: Monthly statistics are not available until 0:00 a.m. of the first 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. You can only combine views that
share a linkage key. If you combine views without a linkage 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 allow
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:
m  iActivityCodeStat

m  dActivityCodeStat

m  wActivityCodeStat

m  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

ApplicationIlD

Description The ID of the application, which is assigned by the
server.

Type int

Length 4

Occurrences

Description The number of times this 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 — 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

UserlID

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 346.

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 generatinga  THEN the linkage key data
custom report using fields are

AgentByApplicationStat Timestamp
UserID
ApplicationID
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IF you are generatinga  THEN the linkage key data

custom report using fields are
AgentBySkillsetStat Timestamp
UserID
AgentPerformanceStat Timestamp
UserID
ApplicationStat Timestamp
ApplicationID
SkillsetStat Timestamp
ApplicationlD
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AgentByApplicationStat views

Introduction

Agent by application statistics provide summarized performance information 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:

m  iAgentByApplicationStat
m  dAgentByApplicationStat
n  wAgentByAppliationStat
= mAgentByApplicationStat

Field descriptions

The server collects the following agent by application statistics:

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
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AgentGivenName

Description The first 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

ApplicationIlD

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 spends performing post-call
processing. Normally, an agent uses this time to complete
any work related to the call just released, such as filling 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 — 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

TalkTime

Description The total time an agent spends on the phoneset answering
Symposium Express Call Center calls, 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

UserlID

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 application statistics to other views to generate
customized reports. For more information, see “View linkages” on page 346.

The following table shows the views to which agent by 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 data

custom report using fields are

ActivityCodeStat Timestamp
UserID
ApplicationID
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IF you are generating a

THEN the linkage key data

custom report using fields are
AgentBySkillsetStat Timestamp
UserID
AgentPerformanceStat Timestamp
UserID
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 data fields 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:

Field descriptions

iAgentBySkillsetStat

dAgentBySkillsetStat
wAgentBySkillsetStat
mAgentBySkillsetStat

The server collects the following agent by skillset statistics:

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

AgentGivenName

Description

Type
Length

The first or given name of the agent, as defined on the
User Property Sheet.

varchar

64
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AgentSurName

Description The last or surname of the agent, as defined on the User
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

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.

int

4

ShortCallsAnswered

Description

Type
Length

The total number of short Symposium Express Call
Center, ACD, and NACD calls answered.

A call is considered short if its talk time is less than 10
seconds.

int

4

358

Symposium Express Call Center



September 2002

Datadictionary

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

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 a skillset, which is
assigned by the server when the skillset is added.

Type int

Length 4
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TalkTime

Description The total 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

UserlD

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 346.

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
UserID
AgentByApplicationStat Timestamp
UserID
AgentPerformanceStat Timestamp
UserID
ApplicationStat Timestamp
ApplicationID
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

dAgentPerformanceStat

wAgentPerformanceStat

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 ends the 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 calls that 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 a transfer or
conference to Incalls. If the call is completed before presentation (that is, before
the server can identify the destination), it is pegged as a transfer or conference to
other.

Field descriptions

The server collects the following agent performance statistics:

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 nt
Length 4

ACDCallsTalkTime

Description The total time spent on ACD and NACD calls, including
hold time.

Type nt

Length 4
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ACDCallsTransferred

Description The number of ACD calls transferred by the agent.
Type nt
Length 4

AgentGivenName

Description The first or given 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.
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 is in the Break 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

Restriction

Type
Length

The number of Symposium Express Call Center calls
answered.

This statistic does not include DN, ACD, or NACD calls.
int

4

CallsConferenced

Description

Restriction

Type
Length

The number of Symposium Express Call Center calls
conferenced by the agent.

This statistic does not include DN or ACD calls.
int

4

CallsConftoACDDN

Description

Type
Length

The number of calls of all types that are conferenced to
agents through an ACD-DN.

int

4

CallsConftoCDN

Description

Type
Length

The number of calls of all types that are conferenced to
agents through an CDN.

nt

4
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CallsConftoDN

Description The number of calls of all types that are conferenced to the
agent’s DN key.

Type int

Length 4

CallsConftoOther

Description The number of calls of all types that 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

Trigger

Type
Length

The number of Symposium Express Call Center calls
returned to the skillset queue automatically, after a wait
greater than or equal to the answering timeout for the
agent, as defined for the call presentation class to which
the agent belongs.

The delay is calculated from the time a call is presented to
an agent.

int

4

CallsTransferred

Description

Type
Length

The number of Symposium Express Call Center calls
transferred by the agent.

int

4

CallsTransftoACDDN

Description

Type
Length

The number of calls of all types that are transferred to an
ACD-DN while the call is being presented to an agent or
after the agent answers the call.

int

4

CallsTransftoCDN

Description

Type
Length

The number of calls of all types that are transferred to a
CDN.

int

4
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CallsTranstoDN

Description The number of calls of all types that are transferred to the
agent’s DN key.

Type int

Length 4

CallsTransftoOther

Description The number of calls of all types that are transferred to a
resource external to the Symposium Express Call Center
system.

Type int

Length 4

ConsultationTime

Description The total time an agent spends in consultation with another
agent or any other DN during a call transfer after the caller
drops off the call.

Type int

Length 4

DNCallsConferenced

Description The number of DN calls conferenced by the agent.
Type nt
Length 4

DNCallsTransferred

Description The number of DN calls transferred by the agent.
Type nt
Length 4
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DNInExtCalls

Description The number of calls to 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 nt

Length 4

DNinintCalls

Description The number of calls to an agent’s DN key from an internal
number.

Type nt

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 a number external to the switch.

int

4
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DNOutExtCallsTalkTime

Description

Type
Length

The total time spent on outgoing DN external calls,
including hold time.

int

4

DNOutiIntCalls

Description

Trigger

Type
Length

The total number of DN calls originated by the agent from
his or her DN key to a number internal to the switch.

A call is reported 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 nt

Length 4

LoggedinTime

Description

Type
Length

The total time an agent is in the Login state.
int

4
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NACDCallsAnswered

Description The number of NACD calls answered by an agent.
Type nt
Length 4

NACDCallsConferenced

Description The number of NACD calls conferenced by an agent.
Type nt
Length 4

NACDCallsTalkTime

Description The total 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 nt
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 a network 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 a network or NACD call and ends when the call is
presented or the agent reservation is cancelled.

Type nt

Length 4

RingTime

Description The total time an agent spends in the Ring state before
answering a Symposium Express Call Center call.

Type nt

Length 4
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ShortCallsAnswered

Description The total number of short calls answered.
A call is considered short if its talk time is less than the
short call threshold the short call threshold assigned to the
application for which the call was answered. Symposium
Express Call Center calls, 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 — 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

The first or given name of the agent’s reporting supervisor,
as defined on the User Property Sheet for the supervisor.

varchar

64

SupervisorUserlD

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 nt

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

UserlID

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 is in 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 346.

The following table shows the views to which agent performance 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
UserID
AgentByApplicationStat Timestamp
UserID
AgentBySkillsetStat Timestamp
UserID
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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. You
can use these statistics to monitor an application’s contribution to the operation
of a call center.

Definition: Application

An application is a logical 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 a name that is the same as the script name.

Database views

These statistics are available from the following views:
m  iApplicationStat

s dApplicationStat

s  wApplicationStat

= mApplicationStat
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Field descriptions

The server collects the following application statistics:

AbdDelay2, AbdDelay4, AbdDelay®6, ... 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 enters this site. Delays end
when the caller disconnects.

int

4

AnsDelay2, AnsDelay4, AnsDelay®6, ... 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
calls that were answered after waiting for a period less than
or equal to the number of seconds specified.

Delays begin when the call enters this site. Delays end
when the caller disconnects.
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Type nt

Length 4

Application

Description The name of the application.

Type varchar

Length 30

ApplicationlD

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 a wait 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 enters this site. 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 enters this site. 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 a wait 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

Trigger

Type
Length

The wait experienced by all Symposium Express Call
Center calls answered for this application.

Delays begin when the call enters this site. Delays end
when the call is answered.

int

4

CallsAnsweredDelayAtSkillset

Description

Trigger

Type
Length

The total wait experienced in the skillset queue by all
Symposium Express Call Center calls that were answered
for this application.

Delays begin when the call is queued against the first
skillset and end when the call is answered.

int

4

CallsConferencedin

Description

Type
Length

The number of Symposium Express Call Center calls
conferenced to this application.

int

4

CallsConferencedOut

Description

Pegging

The number of Symposium Express Call Center calls,
ACD calls, and NACD calls that were conferenced 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.
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Type
Length

int

4

CallsGivenBroadcast

Description

Pegging

Restrictions

Type
Length

The number of local and incoming network Symposium
Express Call Center calls given broadcast treatment for this
application.

This statistic is pegged when the Give Controlled
Broadcast Announcement script command is executed.

The count is not increased if the same call receives this
treatment more than once.

int

4

CallsGivenDefault

Description

Type
Length

The number of Symposium Express Call Center calls given
default treatment for this application.

int

4

CallsGivenForceBusy

Description

Trigger

Type
Length

The number of Symposium Express Call Center calls given
Force Busy treatment for this application.

This statistic is pegged when the Give Force Busy script
command is executed.

nt

4
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CallsGivenForceDisconnect

Description

Trigger

Type
Length

The number of Symposium Express Call Center calls given
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 calls given
Force Overflow treatment for this application.

This statistic is pegged when the Give Force Overflow
script command is executed.

int

4

CallsGivenHostLookup

Description Not supported in this version.

CallsGivenlVR

Description The number of Symposium Express Call Center calls given
IVR treatment for this application.

Trigger This statistic is pegged when the Give [VR script command
is executed.

Restrictions The count is not increased if the same call receives this
treatment more than once.

Type nt

Length 4
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CallsGivenMusic

Description

Trigger

Type
Length

Restrictions

The number of Symposium Express Call Center calls given
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

384

Symposium Express Call Center



September 2002

Datadictionary

CallsNACDOut

Description Not supported in this version.

CallsOffered

Description The number of Symposium Express Call Center calls,
ACD calls, and NACD calls that were offered to 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.

Type int

Length 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.

nt

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. This includes IVR transfer.

Type int

Length 4

IVRTransferred

Description The number of Symposium Express Call Center calls
transferred from an IVR session for this application.

Type int

Length 4

MaxCallsAbandonedDelay

Description

Trigger

Type
Length

The wait experienced by the Symposium Express Call
Center call that waited the longest before being abandoned.

Delays begin when the call enters this site. 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
call is answered.

smallint

2
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MaxCallsAnsDelayAtSkillset

Description

Trigger

Type
Length

The wait experienced by the Symposium Express Call
Center call 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 is initiated 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 is initiated at the
source site and end when the call is answered 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 total 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 is initiated 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 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 is pegged 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:

Disconnect

Route
Give RAN
Give IVR

m Give Music

Type int
Length 4

NetOutCallsAnsweredDelay

Description 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.

Triggers Delays begin when the Master Script is initiated at the
source site and end when the call is answered 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.

Type int
Length 4

NetOutCallsReachNonISDN

Reports and Displays Guide 389



Data dictionary

Standard 2.0

Description Networking option only. The number of outgoing network
Symposium Express Call Center calls sent by this
application that reached a non-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 — 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 calls transferred to an IVR session for this
application.

Type int

Length 4

TimeBeforeNACDOut

Description Not supported in this version.
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TimeBeforeNetOut

Description

Triggers

Type
Length

Networking option only. The total 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 is routed to the destination.

int

4

TimeBeforeReachNonISDN

Description

Triggers

Type
Length

Networking option only. The total time spent in the system
by outgoing network Symposium Express Call Center calls
before they reached a non-ISDN trunk.

Pegging begins when the call arrives at the site and ends
when the call is routed to a non-ISDN trunk.

nt

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 views to generate customized reports.
For more information, see “View linkages” on page 346.

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
ApplicationlD
AgentByApplicationStat Timestamp
ApplicationID
SkillsetStat Timestamp
ApplicationID
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CDNStat views

Introduction

Control Directory Number (CDN) statistics provide summarized call traffic
information on a per-CDN basis.

Definition:
CDN

A CDN is a number configured in the switch as the entry point for calls into
Symposium Express Call Center. You can configure multiple CDNs in the
switch and associate them with the Master script of Symposium Express Call
Center.

Database views

These statistics are available from the following views:

s iCDNStat
s dCDNStat
s wCDNStat
m  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 The number of Symposium Express Call Center calls
answered by this CDN.

Type int

Length 4

CallsOffered

Description The number of Symposium Express Call Center calls
offered to this CDN.

Type int

Length 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 IVR 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

Reports and Displays Guide

395



Data dictionary

Standard 2.0

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 — 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) allows 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 may give customers different
1-800 numbers for sales and customer service calls.

Database views

These statistics are available from the following views:
= iDNISStat

m  dDNISStat

s wDNISStat

m  mDNISStat

Field descriptions

The server collects the following DNIS statistics:

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 enters this 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 enters this 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 a delay greater than or equal
to the service level threshold defined for the DNIS

number.
Trigger Delays begin when the call enters this site.
Type int
Length 4
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CallsAnsweredDelay

Description

Trigger

Type
Length

The wait experienced by all 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 Route To script
command is executed.

int

4

CallsNACDOut

Description

Not supported in this version.

CallsNetworkedOut

Description Networking option only. The number of local
Symposium Express Call Center calls that were routed to
a remote site and answered or abandoned.

Type int

Length 4

CallsOffered

Description The number of Symposium Express Call Center calls
offered to this server with this DNIS number.

Type int

Length 4

400

Symposium Express Call Center



September 2002

Datadictionary

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 a call encounters a non-ISDN trunk while it 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 came from 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 a DNIS.

Type varchar

Length 30

IVRTransferred

Description The number of Symposium Express Call Center calls
transferred from an IVR session for a DNIS 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 enters this 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 — 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 The total time spent by all agents on Symposium Express
Call Center calls for a DNIS number, including hold
time.

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
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IVRPortStat views

Introduction

Interactive Voice Response (IVR) port—or voice port—statistics provide
summarized performance measurement information on a per-IVR 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  i[VRPortStat
s dIVRPortStat
s wIVRPortStat
m  mIVRPortStat

Restrictions

IVR statistics may not be available if a third-party IVR application is used
instead of a Meridian Mail application.

Field descriptions

The server collects the following IVR port statistics:

CallsAnswered

Description The number of calls answered by this IVR port.
Type int
Length 4
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CallsConferenced

Description

Type
Length

The number of calls conferenced out from this [VR 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 IVR ACD-DN.

Type varchar

Length 7
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IVRQueueName

Description The name of the IVR queue.
Type varchar

Length 30

LoggedinTime

Description

Type
Length

The total time the IVR port is logged 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 — 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 The total time the IVR port is in 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 The total time the IVR port is idle.
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 346.

The following table shows the views to which application statistics can be
linked, as well as the data fields used as a linkage key.

Reports and Displays Guide

407



Data dictionary Standard 2.0

Note: You must specify both 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

IVRStat Timestamp
IVRQueuelD
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IVRStat views

Introduction

Interactive Voice Response (IVR) statistics provide summarized performance
measurement information on a per-IVR queue (IVR ACD-DN) basis. These
statistics provide a way to monitor the usage of the port resources of an [VR
queue.

Restrictions

I'VR statistics may not be available if you use a third-party IVR application
instead of Meridian Mail.

Database views

These statistics are available from the following views:

s i[VRStat
n  dIVRStat
s wIVRStat
m  mIVRStat

Field descriptions

The server collects the following IVR statistics:

CallsAnswered

Description The number of calls answered by this IVR 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 all the calls answered.
The delay begins once a call enters the 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 begins once a call is queued against that
IVR queue.

int

4

CallsNotTreatedDelay

Description The total wait experienced by all the calls abandoned
or pulled back from an IVR queue.

Trigger The delay begins once a call is queued against the
IVR queue.

Type int

Length 4

CallsOffered

Description The number of calls offered to this IVR queue.

Type int

Length 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
IVR 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 346.

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 as your linkage key, in the specified
order.

IF you are generatinga  THEN the linkage key

custom report using data fields are
IVRPortStat Timestamp
IVRQueuelD
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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 all incoming network calls received at a server.

Notes:

m  Network statistics only report on calls that are controlled by the server (that
is, Symposium Express Call Center calls). They do not report on ACD or
NACD calls.

m In these statistics, the local site is the destination site.

Requirements

m  Configure the server to collect network call statistics (see the
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 all sites, you must generate a
network-wide report from the Network Control Center (NCC).

Database views
m  iNetworkInCallStat
m  dNetworkInCallStat
m  wNetworkInCallStat
s mNetworkInCallStat
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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 a wait greater than or equal to the service level threshold for the
application.

Type: int
Length: 4

CallsAbandonedDelay

Description: The total wait time experienced by all incoming network calls
abandoned at the local site.

Triggers: Delays begin when the Master Script is initiated 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: The total wait time experienced at the local site by all incoming
network calls abandoned at the local site.

Triggers: Delays begin when the Master Script is initiated and end when the
call 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 a wait greater than or equal to the service level threshold for the
application. The delay begins when a call enters the local site. The service level
threshold is set during system configuration of the local site.

Type: int
Length: 4

CallsAnsweredDelay

Description: The total wait time experienced by all incoming network calls
answered at the local site.

Triggers: Delays begin when the Master Script is initiated 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: The total 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

416

Symposium Express Call Center



September 2002 Datadictionary

CallsOffered
Description: The number of incoming network calls offered to the local site.

Type: int
Length: 4

DstApplication

Description: The name of the destination application. This is always
“Network Script.”

Type: varchar
Length: 30
DstApplicationIlD
Description: A unique number that identifies the Network Script application.
Type: int
Length: 4

DstSite

Description: The name of the local 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 is initiated 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: The wait time experienced by the call that waited the longest at the
local site before being abandoned.

Triggers: Delays begin when a call is logically queued to the local site and end
when the call is abandoned.

Type: smallint
Length: 2

MaxAnsweredDelay

Description: The total wait time experienced by all calls answered at the local
site.

Triggers: Delays begin when the Master Script is initiated at the source site and
end when the call is answered at the local site.

Type: smallint
Length: 2

MaxAnsweredDelayAtDest

Description: The wait time experienced by the call that waited the longest at the
local site before being answered.

Triggers: Delays begin when a call is logically queued to the local site and 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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SrcApplicationlD

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 a call 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)
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 344.

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 346.

The following table shows the statistics groups to which network call 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
ApplicationID
AgentByApplicationStat Timestamp
ApplicationlD
ApplicationStat Timestamp
ApplicationID
SkillsetStat Timestamp
ApplicationID
NetworkOutStats Timestamp
ApplicationID
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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 a call. They record statistics for all calls networked out from your server.

Note: In these statistics, the local site is the source site.

Requirements

m  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 the local site is
the source.

Database views
m  iNetworkOutStat
m  dNetworkOutStat
m  wNetworkOutStat
s mNetworkOutStat
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Field descriptions

CallsAbandoned
Description: The number of calls abandoned at the destination site.

Type: int
Length: 4

CallsAbandonedDelayAtDest

Description: The total 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 is abandoned.

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 is pegged 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:

m  Disconnect

n Route
s Give RAN
s Give IVR

s Give Music

Type: int
Length: 4
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CallsAnsweredDelayAtDestination

Description: The total 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 (this is always
“Network Script™).

Type: varchar
Length: 30
DstApplicationlD
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 the local 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 the local 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 is abandoned.

Type: smallint
Length: 2

MaxCallsAnsweredDelay

Description: The wait time experienced by the call originating at the local site
that waited the longest before being 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: smallint
Length: 2
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MaxCallsAnsweredDelayAtDest

Description: The wait time experienced by the call originating at the local 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 is logically 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

SrcApplicationlD

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 the local Symposium Express Call Center site, as
defined when the site is defined on the NCC.

Type: varchar
Length: 30

SrcSitelD

Description: The unique identifier for a source Symposium Express Call Center
site where a call 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 data was 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 344.

Type: smalldatetime
Length: 5

TotalCallsAbandonedDelay

Description: The total wait time experienced by all calls from the local 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: The total wait time experienced 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 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 statistics to other statistics groups to generate
customized reports. For more information, see “View linkages” on page 346.

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
ApplicationID
AgentByApplicationStat Timestamp
ApplicationID
ApplicationStat Timestamp
ApplicationID
SkillsetStat Timestamp
ApplicationID
NetworkInCallStat Timestamp
ApplicationID
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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  iIRANMusicRouteStat

m  dRANMusicRouteStat

»  wRANMusicRouteStat

s mRANMusicRouteStat

Field descriptions

The server collects the following RAN and music route statistics:

RouteAccess
Description The number of times a music/RAN route was accessed.
Each time the route is accessed by a single call, this
count is incremented.
Type int
Length 4

RouteAccessTime

Description The total time a music/RAN route was in use.
Type int
Length 4
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RoutelD

Description A unique number to identify a music/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 — 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

430

Symposium Express Call Center



September 2002 Datadictionary

RouteStat views

Introduction

Route statistics provide summaries of all occurrences of all trunks busy (ATB),
and network out call-blocked information on a per-route basis.

Database views

These statistics are available from the following views:

n iRouteStat
n dRouteStat
= wRouteStat

= mRouteStat

Field descriptions

The server collects the following route statistics:

AllTrunksBusy

Description The number of times all trunks in this route were
busy.

Type nt

Length 4

AllTrunksBusyTime

Description The total time all trunks in this route were busy.
Type int
Length 4

CallsBlockedByAlITrunksBusy

Description Not supported in this version.
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CallsReachNonISDN

Description Networking option only. The number of calls that
reached a non-ISDN trunk while being routed to a
remote site through this route.

Restriction If a call encounters a non-ISDN trunk while it 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 came from 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 treated as terminated.

Type nt

Length 4

RoutelD

Description A unique number to identify a route, 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 346.

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 as your linkage key, in the specified
order.

IF you are generating a THEN the linkage key

custom report using data fields are
TrunkStat Timestamp
RouteID
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SkillsetStat views

Introduction

A skillset is a group of skills, such as level of expertise in a certain 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 skillset is in service. A
skillset is in service when it is not in Out of
Service mode and at least one agent is logged
on.

Type int

Length 4
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AllAgentBusyTime

Description

Type
Length

The total time that all agents assigned to this
skillset were busy with calls or not available to
take calls.

int

4

Application

Description

Type
Length

The name of the application to which this
skillset is assigned.

varchar

30

ApplicationlD

Description

Type
Length

A unique number to identify an application.
int

4

CallsAnswered

Description

Pegging

Restriction

Type
Length

The number of Symposium Express Call
Center, ACD, 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.

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 a wait greater than or equal
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 all Symposium
Express Call Center calls answered for this
skillset.

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 statistics 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 = 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

SkillsetlD

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 The logon time is accumulated from the time
that an agent logs on to the skillset or is
reassigned (while logged 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 views to generate customized reports. For
more information, see “View linkages” on page 346.

The following table shows the views to which skillset 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

custom report using data fields are
ActivityCodeStat Timestamp
ApplicationlD
AgentByApplicationStat Timestamp
ApplicationID
AgentBySkillsetStat Timestamp
SkillsetID
ApplicationStat Timestamp
ApplicationID
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TrunkStat views

Introduction

Trunk statistics provide summarized trunk resource usage information. These
statistics provide a way to monitor call traffic with available trunk resources.

Database views

These statistics are available from the following views:
m  iTrunkStat

m  dTrunkStat

m  wTrunkStat

»  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 this site.

Type int

Length 4
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CallsAnswered

Description The number of Symposium Express Call Center
calls answered.

Type int
Length 4

CallsAnsweredDelay

Description The total wait experienced by all Symposium
Express Call Center calls that came in through a
trunk.

Trigger Delays begin when the call enters this site.

Type int

Length 4

CallsOffered

Description The number of Symposium Express Call Center
calls offered to this trunk.

Type int

Length 4

OccupancyTime

Description The total time the trunk was occupied with
Symposium Express Call Center calls.

Trigger Occupancy times are calculated from the time the
call enters this site.

Type int
Length 4

Reports and Displays Guide 441



Data dictionary

Standard 2.0

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 nt

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 —
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 nt

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 nt

Length 4

Linkages with other views

You can link trunk statistics to other views to generate customized reports. For
more information, see “View linkages” on page 346.

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 as your linkage key, in the specified

order.
IF you are generating a THEN the lidkage
custom report using key data fields are
RouteStat Timestamp
RouteID
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Section B: Event statistics

In this section

Overview of event statistics 446
eAgentLoginStat view 447
elVRPortLoginStat view 450
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Overview of event statistics

Introduction

Event statistics are statistics collected on a per-event basis rather than
accumulated over a period of time. Symposium Express Call Center records the
following types of event statistics:

m  agent logon and logoff statistics

s [VR port logon and logoff statistics

When statistics are cumulated

Event statistics are cumulated 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’s time during work hours. They show the amount of time
spent on events such as Login, Logout, Walkaway, and Return from walkaway.

Field descriptions

The server collects the following event statistics:

AgentGivenName

Description The first or given 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 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 unique identifier 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 — 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 of the event.

Type char

Length 8

Timestamp

Description The date and time when the data was pegged.

Type datetime

Length 8

UserlID

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 (IVR) port—or voice port—Ilogon and logoff
statistics provide detailed information on how an IVR port’s time is distributed
while in service and out of service.

The server collects the following IVR port logon and logoff statistics:

EventType

Description A unique identifier for an IVR port event.

Type char

Length 2

Values logon (LI)
logoff (LO)

IVRPortID

Description A unique 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 the event occurred.

Type datetime

Length 8
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Section C: Configuration data

In this section

Overview of configuration data 455
ActivityCode view 456
Agent view 457
Application view 461
ApplicationByScript view 463
CDN view 466
CodeToMessage view 468
DNIS view 469
DNISThresholdTemplate view 470
Formula view 471
HistoricalStatCollection view 473
HistoricalStatDuration view 477
HistoricalStatStorage view 480
IVRPort view 481
IVRQueue view 483
NCCConfig view 485
NCCNetworkSkillset view 486
NCCRanking view 489
NCCRemoteApplication view 491
NCCSite view 493
NetworkConfig view 495
NetworkRankingAssignment view 496
NetworkSkillsetStatus view 499
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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

501
503
505
510
512
514
517
519
521
524
526
530
533
536
538
541
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Overview of configuration data

Introduction

Configuration data is data that describes the configuration of your server.

Unsupported data

The following types of data are unavailable in Symposium Express Call Center:

m  Threshold classes
Therefore, the ApplicationThresholdTemplate, ApplicationTemplate,
RouteThresholdTemplate, SkillsetThresholdTemplate,
SummaryThresholdTemplate, and UserThresholdTemplate views are not
applicable.

m  scheduled agent to skillset and agent to supervisor assignments

Therefore, the ScheduledSkillsetAssignment,
ScheduledSupervisorAssignment, and SkillsetByAssignment views are not
applicable.
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ActivityCode view

Description

This view lists all 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 the User
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 the User
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

TelsetLoginIlD

Description

Type
Length

The numeric ID that the agent uses to log on to the
phoneset, as defined on the User Property Sheet for the
agent.

varchar

16

TemplatelD

Description

Type
Length

A unique ID for the call presentation class assigned to
the agent, assigned when the call presentation class is
added. The call presentation class determines how calls
are presented to the agent.

varchar

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.

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’s title, 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 lists all of the applications and their service level. The
view also indicates whether the server collects call-by-call statistics for the
application.

Field descriptions

The Application view contains the following fields:

ApplicationlD

Description The ID of the application, that is assigned by the server.
Type int

Length 4

Name

Description The name of the application.

ServiceLevelThreshold

Description The service level threshold for the threshold class to which
this application belongs.

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 a secondary script to which a primary script or another
secondary script directs a call.

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 The first 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 The first 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 a request 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

This view is used internally by the program.

Field description

The CodeToMessage 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

468 Symposium Express Call Center



September 2002 Datadictionary

DNIS view

Description

The DNIS view 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 a DNIS.

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

ServiceLevelThreshold

Description The service level threshold for the threshold class.

Type int

Length 4

TemplatelD

Description The system-defined unique identifier for the threshold
class.

Type int

Length 4
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Formula view

Description

The Formula view lists all of the customized formulas and their definitions. You
can use formulas to create customized real-time statistics fields by combining
existing statistics fields with mathematical operators.

Note: Symposium Express Call Center does not support user-defined formulas.

Field descriptions

The Formula view 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 a formula, 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 HistoricalStatCollection 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 HistoricalStatCollection view contains the following fields:

ActivityCode

Description Shows whether statistics in the activity code statistics
group will be collected.

Type char

Length 1

AgentByApplication

Description Shows whether statistics in the agent by application
statistics group will be collected.

Type char

Length 1

AgentLogin

Description Shows whether statistics in the agent logon and logoff
statistics group will be collected.

Type char

Length 1
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AgentPerformance

Description

Shows whether statistics 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 statistics in the CDN statistics group will
be collected.

Type char

Length 1

DNIS

Description Shows whether statistics in the DNIS statistics group will
be collected.

Type char

Length 1

IVR

Description Shows whether statistics in the [VR statistics group will be
collected.

Type char

Length 1
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IVRPort

Description Shows whether statistics in the [IVR port statistics group
will be collected.

Type char

Length 1

IVRPortLogin

Description Shows whether statistics in the IVR port logon and logoff
statistics group will be collected.

Type char

Length 1

NetworkCall

Description Networking option only. Shows whether statistics in the
network call statistics group will be collected.

Type char

Length 1

NetworkOutCall

Description Networking option only. Shows whether statistics in the
network outcall statistics group will be collected.

Type char

Length 1

RANMusicRoute

Description

Type
Length

Shows whether statistics in 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 statistics in 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 HistoricalStatDuration view shows the length of time that the server keeps
statistics for each collection period and event type.

Note: The HistoricalStatDuration values are predefined on Symposium Express
Call Center.

Field descriptions

The HistoricalStatDuration 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

DaysOfinterval

Description The number of days interval statistics are stored by the
system.

Type smallint

Length 2

DaysoflVRPortLogin

Description The number of days IVR port logon statistics are stored by
the system.

Type smallint

Length 2

DaysOfSkillsetState

Description Not used in this version.
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FirstDayOfWeek

Description The day defined as the first day of the business week. This
is the 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 HistoricalStatStorage view describes the amount of disk space allocated to
store historical data. Space allocation depends upon the size of the disk drive.

Note: On Symposium Express Call Center, historical statistics are predefined.

Field descriptions

Historical 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. This is the number
currently in use on the system. For example, if the system
value for the Active Agents is 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 provides the switch
configuration information.

Field descriptions

The IVRPort view contains the following fields:

Acquire

Description Shows whether there is a request to acquire the voice port.

Type char

Length 1

IVRPortID

Description A unique identifier 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.
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

SwitchID

Description The switch ID of an IVR port, as received from the switch.

Type int

Length 4

SwitchPortAddress

Description The switch address of the IVR port, as received from the
switch.

Type varchar

Length 40

SwitchPortName

Description

Type
Length

The name assigned to the IVR 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 there is a request to acquire the [IVR ACD-
DN.

Type char

Length 1

IVRQueuelD

Description A unique identifier for the IVR ACD-DN, which is
assigned by the server.

Type varchar

Length 7

Name

Description The name of the IVR ACD-DN.

Type varchar

Length 30
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ServicelLevelThreshold

Description The service level threshold for the threshold class to which
the IVR ACD-DN belongs.
Symposium Express Call Center does not support
threshold classes.

Type int

Length 4

Status

Description The status of the IVR 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 all 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 a routing 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 queues it to the second, third, and fourth
site in the routing table. When the third call arrives, the server queues it to the
third, fourth, and fifth site—and so on.

This type of routing table distributes calls most evenly among the sites.

Sequential

Whenever a call arrives, the server queues it 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

NetworkSkillsetlD

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 0 (sequential)

s 1 (round robin)
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NCCRanking view

Introduction

NCC option only. The NCCRanking view provides a listing of the sites in 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 calls are
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 a site to which calls for the network skillset can be
routed.

Type: varchar
Length: 30

NetworkSkillsetlD

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 a network skillset defined on the source site.

Type: varchar
Length: 30
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Rank
Description: The ranking of the destination site in the routing table.

Type: smallint
Length: 2
SrcSitelD

Description: The unique identifier for a source site, assigned when the site is
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:

s 0 (none)

m 1 (local)

m 2 (network)

m 3 (local and network)

Name

Description: The name of the application, as defined on the Application
Properties property sheet.

Type: varchar
Length: 30

RemoteApplicationlD

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 time the site is filtered from the routing table when
the maximum retry limit is reached.

Type: int
Length: 4

RelativeGMT

Description: The time difference (in hours) between GMT and the time zone in
which the site is 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

NCCSite

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

NetworkSkillsetlD

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: The ranking of the site in 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:
m 11 (Server communication failure)
m 12 (Dialable DN has not been configured correctly)
m 13 (NACD package restriction at destination)
m 14 (Maximum number of retries reached)
m 15 (Trunk allocation problem, server suspended)
m 16 (Incompatible server versions)

= any other value (Undefined)

FlowControlStatus

Description: Indicates whether the skillset is rejecting calls because too many
calls are queued.

Type: smallint
Length: 2

Valid values:

= 0(Off)

s 1 (Max Request)
m 2 (Out of Service)
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m 3 (Unknown Skillset)
m  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
1 x 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 RealTimeColumn 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 RealTimeColumn view contains the following fields:

Column
Description The column number of a field that appears on a real-
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 a real-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 RealTimeStatCollection 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 the interval is over, data fields initialize to 0 (zero), and collection
begins for the next interval.

Field descriptions

The RealTimeStatCollection view contains the following fields:

IntervalDuration

Description The interval duration for collecting real-time statistics.
Type smallint
Length 2
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IntervalStartTime

Description The interval start time for 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 IVR statistics 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

ITDNodalcCall
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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 statistics 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 RealTimeTemplate view lists the real-time display definitions and their

general properties.

Field descriptions

The RealTimeTemplate 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 there is a request 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 class to 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

ScriptID

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 The type of script.

Possible values Local Master
Network Master
Primary
Secondary

Type varchar

Length 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 Item
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

518

Symposium Express Call Center



September 2002

Datadictionary

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 scripts that 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 this variable.
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 Local 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 all of the skillsets and their general properties.

Field descriptions

The Skillset view contains the following fields:

ActivityCode

Description The default activity code for the skillset.
Type varchar

Length 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

Reports and Displays Guide

521



Data dictionary Standard 2.0

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. Calls with a talk 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

SkillsetlD

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

m 0 (round robin)

m 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 1 to 48
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 The skillset state.
Valid values Standby
Active
Type varchar
Length 80
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UserlD
Description A unique ID for an agent assigned to this skillset, which is
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

SwitchID

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 The switch port address of the phoneset at which the
supervisor is logged on, as received from the switch.

Type varchar

Length 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
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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 class to 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’s title, as defined on the User Property
Sheet for the supervisor.

Type varchar

Length 64

UserlD

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 a record 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 The first 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 the User
Property Sheet for the agent.

Type varchar

Length 64

AgentTelsetLoginlD

Description

Type
Length

The numeric ID that the agent uses to log on to the
phoneset, as defined on the User Property sheet.

varchar

16
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AgentUserID

Description

Type
Length

A unique ID for the agent, which is assigned by the server
when the agent is added.

binary
16

SupervisorGivenName

Description

Type
Length

The first or given name of the supervisor, as defined on the
User Property Sheet for the supervisor.

varchar

64

SupervisorSurname

Description

Type
Length

The surname or family name of the supervisor, as defined
on the User Property Sheet for the supervisor.

varchar

64

SupervisorTelsetLoginID

Description

Type
Length

The numeric ID the supervisor uses to log on at the
phoneset, as defined on the User Property Sheet for the
supervisor.

varchar

16

SupervisorUseriD

Description

Type
Length

A unique ID for the supervisor, which is assigned by the
server when the supervisor is added.

binary
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

Reports and Displays Guide

533



Data dictionary

Standard 2.0

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 is run, as defined on the
User Property Sheet for the supervisor.

varchar

64

SupervisoriD

Description

Type
Length

A unique ID for the supervisor to which the user is
assigned when this assignment is run, which is assigned 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 is run, 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 there is a request 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
is logged on, as received from the switch.

Type varchar

Length 30
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PositionlD

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 is logged
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 an incoming call. This option is defined 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 a call is automatically
presented to an agent. This option is defined for the call
presentation class to which the agent belongs.

Type int
Length 4

538 Symposium Express Call Center



September 2002 Datadictionary

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, which is
assigned by the server when the call presentation class was
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

This view lists all database views available in the Symposium Express Call
Center database.

Field descriptions

The Views view contains the following fields:

ColumnName

Description The name of a field in the view. This name is not
necessarily the same as the field label printed on the
report.

Type varchar

Length 30

Length

Description The length of the field, in characters.

Type tinyint

Length 1

Name

Description The name of the view.

Type varchar

Length 30
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Type

Description The field 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.

Agent time is pegged against the
If the agent key status is following states:
o o
E E
x| Q@ 4
o = £ ®
E o ®
= g = o O o
B g 2| E E ol E
o ® + g T
o o > o s>
S E2 T 2EEG S
£ S| g| 9| 0| o] ¥ F| £ ®
g 3 g 2 &S| 2 9 x E X
Incalls key DN key 2 2 2 228 3 & K g g
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:

Incalls key

DN key

ACD/NACD talk time

Hold time

me

Incoming DN calls talk ti

Network calls talk time

Not ready time

Outgoing DN calls talk time

Ring time

Talk Time
Waiting time
Walkaway time

call ringing

call ringing

call active
call on hold

call active

call on hold

call on hold

call active

no call present

incoming DN call
ringing

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

call on hold outgoing DN call . . .
active
call 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:
2] 2]
E E
< o ~
® s E [T
E o x ®
= g = o O o
S E 2 E E o E
o) q| = gl <
Ol 9 M o o = >
< £ 2 x% 2 EE o &
Z 5 E o o © ¥  F £ ®
QT8 ¢ 2 &/ 2 9 x B =
Incalls key DN key 2 2 2 2 8 HEARE g £
ACD/NACD call no call present
ringing
ACD/NACD call no call present .
active
ACD/NACD call 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 o
active
Not ready Outgoing DN call on .
hold
Call on hold; no call present . . .
walkaway
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Note:

Unless otherwise specified, calls on the Incalls key are Symposium Express
Call Center calls.

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 a DN call
(incoming or outgoing) on hold.
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Real-time status

This section shows how agent state is reported on real-time displays.

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
no call no call Idle
present present
no call incoming DN | Busy Active
present call active
no call incoming DN | Busy On hold
present call on hold
no call outgoing DN | Busy Active
present call active
no call outgoing DN | Busy On hold
present call on hold
no call incoming DN |Idle
present call ringing
no call DN key Busy
present pressed
call ringing |no call Call
present present
call ringing | incoming DN | Call
call ringing | present
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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
call active no call Active
present
call on hold |no call On hold
present
call active incoming DN | Active On Hold
call on hold
call on hold |incoming DN |On hold |Active
call active
call on hold |incoming DN |On hold |On hold
call on hold
call active outgoing DN | Active On hold
call on hold
call on hold |outgoing DN |On hold Active
call active
call on hold |outgoing DN |On hold On hold
call on hold
ACD/NACD |no call Busy
call ringing | present
ACD/NACD |no call ACD/
call active present NACD
Active
ACD/NACD |no call ACD/
call on hold |present NACD on
hold
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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
call active
Not ready Incoming DN | Not ready |On hold
call on hold
Not ready Outgoing DN | Not ready Active
call active
Not ready Outgoing DN | Not ready On hold
call on hold
Call on hold; |no call On hold Yes
walkaway 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 overall diagram showing all relationships within
the database.

The notation convention used for the entity relationship diagrams is IDEF1X.
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IDEF1X notation conventions

Overview

Integration DEFinition 1 eXtended (IDEF1X) is a standard language used to
develop a logical 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 IDEFO—the function method
n  [DEF1—the original data method
n  [DEF2—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 a standard 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 a set 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 a single occurrence of an entity. Each instance must have an
identity distinct from all other instances.

Independent entity

An independent entity is an entity that does not depend on any other entity for its
identification. Independent entities are represented by square-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

Timestamp
ApplicationIlD —— @ ApplicationID (FK)

In the preceding illustration, ApplicationlD is the primary key for the
Application entity. Also, Timestamp and ApplicationID are the primary keys for
the iApplicationStat entity (that is, a specific Application has data for 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 a relationship.
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 a foreign key.
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iApplicationStat

Application

Timestamp
ApplicationIlD — @ ApplicationID (FK)

Role name

A role name is a new name for a foreign key attribute or group of foreign key
attributes, which defines the role that it plays in 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, [VRPortID.SwitchPortAddress (FK) is a role name:

IVRPort ilVRPortStat
SwitchPortAdd Timestamp
witchPortAddress IVRPortID.SwitchPortAddress(FK)

IVRQueuelD (FK)

Inversion entry

An inversion entry is a non-unique access identifier of the entity; it is an
attribute or group of attributes that is frequently used to access the entity. An
inversion 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 (IEn)

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 an identifying relationship, primary key attributes of the parent entity become
primary key attributes of the child entity.

Child Entity

Parent Entit
Y parent_key (FK)

parent_key —_— child_key

Non-identifying relationship
In a non-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 L
One-to-one-or-more P L
One-to-zero-or-one > L
One-to-exactly-N N L
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Statistics entity relationships

Activity code statistics

ActivityCode Apent Application
ActivityCode UserlD ApplicationlD
Maime [1E1) TelzetloginlD (IE1) Maime [1E1)
iSkillzetStat
Timestamp
SkillzetiD (FK)
Application|D (FK0
-
iActivityCodeStat iAgertBySkilzetStat iAgentByApplicationStat

Timestamp Timestamp Timestamp
ActivityCode (FK) UserlD (FK) UserlD (FK)
UserlD (FK) Agertlogin Agentlogin
AgentLagin SkillzetiD (FH) ApplicationlD (FK)
ApplicationlD (FK) 7
7
[ ] L
iAgentPerformanceStat iApplicationStat
Timestamp Timestamp
UserlD (FK) ApplicationlD (FK)
Agertlogin
SupervisorUserlD UserlD (FK)
SupervisorLogin
L A
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Agent by application statistics

SupervizorLogin

Agent Application
UserlD ApplicationlD
TelzetloginlD [1E1) Mame [IE1)
iAgentBy ApplicationStat iApplicationStat iSkillzetStat
Timestamp Timestamp Timestamp
UszerlD [FK) ApplicationiC [FK) SkillzetiD (FK)
Agertlogin ApplicationlD (FK)
Application|D (FK)
. 7
» l »
iAgentBy SkillsetStat iAgentPerformanceStat isctivityCodeStat
Timestamp Timestamp Timestamp
UserlD (FH) UserlD (FH) ActivityCode (FK)
Agertlogin Agertlogin UserlD (FK)
SkillzetiD (FH) SupervizorUszerlD UserlD (FH) AgentLogin

ApplicationlD (FK)

J

i

562

Symposium Express Call Center



September 2002 Entity relationship diagrams

Agent by skillset statistics

Agent Skillzet
UzeriD SkillzetiD
TelzetloginlD (IE1) Skillzet (IE1)
iActivityCodeStat
iAgentByApplicationStat iZkillzetStat
Timestamp
ActivityCode (FK) Timestamp Timestamp
UzerlD (FK) U=eril (FK) SkillzetiD (FI)
AgentLagin AgentLogin Application|D (FK)
ApplicationlD (FK) ApplicationiD (FK)
. f 7
» * @
iAgentPerformanceStat iAgertBySkilsetStat
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Agent performance statistics
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IVR port statistics
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Skillset statistics
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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 a phoneset 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 levels that 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 a way 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 calls, 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 to an 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
DN 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 specifies whether a break time between calls is allowed,
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
call. If two calls are in 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 a call while it is waiting to be
answered by a call center agent. For example, a caller can hear a recorded
announcement or music while waiting for an agent.

Calling Line Identification

This is an optional service that identifies the telephone number of the caller. 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 a call arrives at this number, the switch notifies the application
and waits for routing instructions, which are performed by scripts in 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 also 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 code that 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 service that 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 a local extension (local DN), a public network telephone 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 a device. Each device, whether it is a printer, 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 IP addresses to devices on a network.
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dynamic link library

A library of executable functions or data that can be used by a Windows
application. Typically, a DLL 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 use a 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 a caller.

filter timer
The length of time after the system unsuccessfully attempts to route calls to a
destination site, before that site is filtered out of a routing table.

first-level threshold

The value that represents the lowest value of the normal range for a statistic in 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 a host 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 [IVR 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 a computer or device on a TCP/IP network. Networks use the
TCP/IP protocol to route messages based on the IP address of the destination.
For customers using NSBR, site I[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 Local area network.
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Local area network

A computer network that spans a relatively small area. Most LANs 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.

M 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.

N NACD call
A call 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 a local area network
(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 is common 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

0 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 a cut-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 a business to service its internal telephone
needs. A PBX usually offers more advanced features than are generally
available on the public network.

R 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 the first call to the first three sites in 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 table that 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 thresholds that represents the highest value of the
normal range for a given statistic.

sequential routing table
A routing table method that always queues a call to the first three active sites in
the routing table. See also round robin routing table.
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server

A computer or device on a network that manages network resources. Examples
of servers include 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
SMLI.

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 determines the order in which calls
from different skillsets are presented to an agent. When an agent becomes
available, calls might be waiting for several 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 device that 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 to a CDN 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.

TCPI/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 value for a statistic 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/IP is
the standard protocol 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 a telephony 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 data in 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 a relatively large geographical area. Typically, a
WAN consists of two or more local area networks (LANs). The largest WAN in
existence is the Internet.
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abandon delay 198—200
abandoned call delays
network incoming call statistics 415, 417—418
network outgoing call statistics 424, 426
abandoned calls
application statistics 379—380
CDN statistics 394
DNIS statistics 397
IVR statistics 410—411
network 388
network incoming call statistics 415
network outgoing call statistics 422
trunk statistics 440
abandoned delay spectrum 378
AbdDelay fields 378
access class 528
access classes
reports 272—77
ACD calls 88, 342
ACD statistics 88
ACDCallsAnswered field 363
ACDCallsConferenced field 363
ACDCallsTalkTime field 363
ACDCallsTransferred field 364
Acquire field
CDN view 466
IVRPort view 481
IVRQueue view 483
Route view 512
SwitchPort view 536
activating reports 79
ActiveTime field 434
Activity by Agent report
comparison with Agent Performance 94
Activity Code By Agent report 120—123
Activity Code By Application report 123—125
Activity Code Properties report 217—218
activity code statistics 347—350

data collection option 350
linkages 350
activity codes 347
application 93
database views 347-350
properties 456
reports 119—124, 186—188
reports, configuration 217218
activity times 89
ActivityCode field
ActivityCode view 456
ActivityCodeStat views 347
HistoricalStatCollection view 473
Skillset view 521
ActivityCode view 456
ActivityCodeName field 348
ActivityCodeStat views 347—350
ActivityTime field 348
ad hoc reports, printing 81
adding
thresholds 104—105
See also creating, defining
Administration window 20
Agent Average Calls Per Hour report 130—132
Agent Average Calls Per Hour, Bottom 5 report
133
Agent Average Calls Per Hour, Top 5 report 134
Agent by Activity Code report 135—137
Agent By Application Performance report 138—
140
agent by application statistics 352—355
linkages 355
Agent By Skillset Performance report 141—143
agent by skillset statistics 357—361
data collection option 360
linkages 360—361
Agent By Supervisor Properties report 219—220
Agent DN Performance Calls Answered,
Bottom 5 report 148—149
Agent DN Performance Calls Answered, Top 5
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report 150, 151
Agent DN Performance report 144—147
agent login and logout statistics 447—449
data collection option 450
Agent Login/Logout report 152—153
agent name
blank 91
Agent Network/NACD Activity report 154—156
Agent Performance By Supervisor report 161—
165
Agent Performance Calls Answered, Top 5
report 171
Agent Performance report 157—160
comparison with Activity by Agent 94
agent performance statistics 362—377
linkages 375—377
Agent Position ID report 251
Agent Properties report 221
agent real-time display 329
agent real-time displays, filtering 109
agent reports 129—182
Agent Short Calls report 172—175
Agent Skillset Properties report 225
agent state timers 89, 362
agent statistics
by application 352—355
by skillset 357361
login and logout 447—449
performance 362—377
agent to supervisor assignments
assignments 533—535
Agent Transferred/Conferenced Activity report
176—179
AgentByApplication field 473
AgentByApplicationStat views 352—355
AgentBySkillsetStat views 357—361
AgentGivenName field
ActivityCodeStat views 348
AgentByApplicationStat views 353
AgentBySkillsetStat views 357
AgentPerformance views 364
eAgentLoginStat view 447
SupervisorAgentAssignment view 530
AgentID field 533
AgentLogin field
ActivityCodeStat views 348

AgentByApplicationStat views 352
AgentBySkillsetStat views 357
AgentPerformance views 364
eAgentLoginStat view 447
HistoricalStatCollection view 473
AgentPerformance field 474
AgentPerformanceStat views 362—377
agents
reports 221, 251
skillset assignments 524—525
state timers 89
supervisor assignments 530—532
AgentSurName field
ActivityCodeStat views 348
AgentByApplicationStat views 353
AgentBySkillsetStat views 358
AgentPerformanceStat views 364
eAgentLoginStat view 447
SupervisorAgentAssignment view 530
AgentTelsetLoginID field 530
AgentUserID field 531
Alias Name box 49
Alias Name dialog box 49
aliases. See database aliases
all trunks busy statistics 431
AllAgentBusyTime field 435
AllTrunksBusy field 431
AllTrunksBusyTime field 431
AlternateCallAnswer field 538
AnsDelay fields 378
answer delay 201—203
answered call delays
network incoming call statistics 416, 418
network outgoing call statistics 424—425, 426
answered calls
agent by application statistics 353
agent by skillset statistics 358
agent performance statistics 365
application statistics 380—381
CDN statistics 395
DNIS statistics 398—399
IVR port statistics 404
IVR statistics 409—410
NACD calls 371
network 388—389, 437
network incoming call statistics 416
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network outgoing call statistics 422—423
short 358, 373
skillset statistics 435—437
trunk statistics 441
answered delay spectrum 378
Application By Activity Code report 186—188
Application Call Treatment report 192—197
Application Delay Before Abandon report 198—
200
Application Delay Before Answer report 201—
203
Application field
ActivityCodeStat views 349
AgentByApplicationStat views 353
ApplicationStat views 379
HistoricalStatCollection view 474
SkillsetStat views 435
Application Performance report 204—206
Application Script Properties report 228—229
application scripts. See scripts
application statistics 377—393
by agent 352—355
data collection option 393
linkages 393
Application Template Properties report 230—231
application threshold classes 462
properties 230—231
Application view 461—463
ApplicationByScript view 463—465
ApplicationID field
ActivityCodeStat views 349
AgentByApplicationStat views 353
Application view 461
ApplicationStat views 379
SkillsetStat views 435
applications 377
properties 461—463
remote 491—492
reports 138—140, 185—206
reports, configuration 230—231
threshold class properties 230—231
See also destination application, source
application
ApplicationStat views 377—393
ApplicationTemplate view 455
ApplicationThresholdTemplate view 455

AssignlD field
SupervisorByAssignment view 533
AssignName field
NetworkRankingAssignment view 496
SupervisorByAssignment view 533
AssignType field 534

B

Between Level one and level two box 105
blank agent name 91

blue database 44

BreakTime field 364

Broadcast treatment 382
BusinessDaysPerWeek field 477
BusinessHoursPerDay field 477

C

calculated data 113
call center summary real-time display 332—333
call forcing 93
call presentation classes, properties of 538—540
call treatments 192—197
call types 341
CallAgePreference field 521
CallByCall field
NCCRemoteApplication view 491
call-by-call reports 55
CallForceDelayTimer field 538
CallForceOption field 538
Calls Answered After Threshold field 398
Calls Answered Delay field 381
Calls Answered, definition 92
Calls Transferred Out field 385
CallsAbandoned field 88
ApplicationStat views 379
CDNStat views 394
DNISStat views 397
NetworkInCallStat views 415
NetworkOutStat views 422
TrunkStat views 440
CallsAbandonedAftThreshold field
ApplicationStat views 379
DNISStat views 398
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NetworkInCallStat views 415
CallsAbandonedDelay field

ApplicationStat views 380

DNISStat views 398

NetworkInCallStat views 415

TrunkStat views 440
CallsAbandonedDelayAtDest field 415, 422
CallsAnswered field 88

AgentByApplicationStat views 353

AgentBySkillset Stat views 358

AgentPerformance views 365

ApplicationStat views 380

CDNStat views 395

DNISStat views 398

IVRPortStat views 404

IVRStat views 409

NetworkInCallStat views 416

NetworkOutStat views 422

SkillsetStat views 435

TrunkStat views 441
CallsAnsweredAfterThreshold field 436
CallsAnsweredAftThreshold field

ApplicationStat views 380

IVRStat views 410

NetworkInCallStat views 416
CallsAnsweredDelay field

DNISStat views 399

IVRStat views 410

NetworkInCallStat views 416

SkillsetStat views 436

TrunkStat views 441
CallsAnsweredDelayAtDest field 416
CallsAnsweredDelayAtDestination field 423
CallsAnsweredDelayAtSkillset field 381
CallsBlockedByAllTrunksBusy field 431
CallsConferenced field

AgentPerformanceStat views 365

IVRPortStat views 405

IVRStat views 410
CallsConferencedIn field 381
CallsConferencedOut field 381
CallsConftoACDDN field 365
CallsConftoCDN field 365
CallsConftoDN field 366
CallsConftoOther field 366
CallsGivenBroadcast field 382

CallsGivenDefault field 382, 399
CallsGivenForceBusy field 382, 399
CallsGivenForceDisconnect field 383, 399
CallsGivenForceOverflow field 383, 400
CallsGivenHostLookup field 383
CallsGivenIVR field 383
CallsGivenMusic field 384
CallsGivenNACD field 384
CallsGivenRAN field 384
CallsGivenRouteTo field 384, 400
CallsNACDOut field 385, 400
CallsNetworkedOut field 400
CallsNotTreated field 410
CallsNotTreatedAftThreshold field 411
CallsNotTreatedDelay field 411
CallsOffered field 88

AgentPerformance views 366

ApplicationStat views 385

CDNStat views 395

DNISStat views 400

IVRStat views 411

NetworkInCallStat views 417

NetworkOutStat views 423

TrunkStat views 441
CallsReachNonISDN field 401, 432
CallsReturnedToQ field 366
CallsReturnedToQDueToTimeout field 367
CallsTerminated field 395
CallsTransferred field

AgentPerformanceStat views 367

IVRPortStat views 405

IVRStat views 411
CallsTransferredIn field 385
CallsTransftoACDDN field 367
CallsTransftoCDN field 367
CallsTransftoDN field 368
CallsTransftoOther field 368
Category field 468
CDN field 395, 466, 474
CDN Properties report 232—234
CDN reports 286—288
CDN statistics 394—396

data collection option 396
CDN Statistics report 286—288
CDN view 466—467
CDNName field 396
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CDNs 394
reports 232—234
CDNStat view 394—396
changing
database aliases 50—51
report properties 60—69
site name 70—71
threshold colors 105—106
ChildComment field 463
ChildName field 463
ChildStatus field 464
ChildUserFirstName field 464
ChildUserLastName field 464
Choose SQL Table dialog box 45, 50
Class field
Formula view 471
RealTimeTemplate view 510
ScriptVariableProperties view 517
Code field 468
CodeToMessage view 468
Collection Frequency box 63
Column field 503
Comment field 514
Formula view 471
NCCNetworkSkillset view 487
NCCSite view 493
NetworkRankingAssignment view 496
ScriptVariableProperties view 517
Skillset view 521
Supervisor view 526
SupervisorByAssignment view 534
Comments box 29, 63
Company Name box 29, 63
conferenced calls 114, 176—179
ACD 363
agent performance statistics 365—366
application statistics 381
DN 368
IVR statistics 410
NACD 371
pegging of 363
voice port statistics 405
configuration data 453—541
configuration report 23, 212—-216
printing 84—85
configuration reports 112

connecting to the server 39—41
Connection Information/Network Address box
40
Connection Service box 39
connection to the server, defining 39—41
ConsultationTime field 368
ContactNumber field 493
ContactPerson field 493
Create Report Expert window 43
creating
database aliases 48—49
user-created reports 42—47, 52—53
user-defined reports 28—34
See also adding, defining
Crosstab - CDN Performance report 291
Crosstab - DNIS Performance report 292—295
Crosstab - Route Performance report 295—298
Crosstab - Skillset Performance report 316—319
Crosstab - Trunk Performance report 298—300
Crystal reports
cancelling 97
versions 98
cumulation of statistics 446
customized reports
maximum number 97
skills needed to create 17
See also expert reports
customizing
formulas in Crystal Reports 56—58
real-time displays 103—106

D

dActivityCodeStat 347—350
dAgentByApplicationStat view 352—355
dAgentBySkillsetStat view 357—361
dAgentPerformanceStat view 362—377
daily views 345

dApplicationStat view 377—393

data collection period 26

data range 26, 3233, 67

Data Range property page 32, 67

data sources, defining 52—53
Database alias and Timestamp box 55
database aliases 48
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changing 50—51
creating 48—49
Database View Definitions report 38, 235
database views 112
description 23—24, 36—37, 339
selecting 45—47
Databases box 50
DaysofAgentLogin field 477
DaysOfCallByCall field 478
DaysOfDaily field 478
DaysOflInterval field 478
DaysofIVRPortLogin field 478
DaysOfSkillsetState field 478
dCDNStat view 394—396
dDNISStat view 397—403
deactivating reports 80
default treatment 382, 390, 399
defining
data sources 52—53
thresholds 103—106
See also adding, creating
Definition field 471
delay reports 198—203
delays, abandoned call
application statistics 378, 380, 386
DNIS statistics 398, 402
IVR statistics 411
network call 387, 388
network incoming call statistics 415, 417—418
network outgoing call statistics 424, 426
trunks statistics 440
delays, answered call
application statistics 378, 381, 386—387
at skillset 381, 387
DNIS statistics 399, 402
I'VR statistics 410
network call 387
network incoming call statistics 416, 418
network out call 389
network outgoing call statistics 424—425, 426
skillset statistics 436—437
trunk statistics 441
deleting
reports 75
thresholds 105
Department field 526

Description 212
destination application 417, 423
Destination box 85
destination sites
NCCRanking view 489
network incoming call statistics 417
network outgoing call statistics 423—424
NetworkRankingAssignment view 496—497
DestSitelD field 496
DestSiteName field 497
detailed historical statistics. See event statistics
display thresholds 101
displaying real-time displays 107—109
DisplayTypeName field 501
dIVRPortStat view 404—408
dIVRStat view 409—413
DN calls 144—147, 342
reports 151
DN field 522
DNCallsConferenced field 368
DNCallsTransferred field 368
dNetworkInCallStat view 414—420
dNetworkOutStat view 421—427
DNInExtCalls field 369
DNInExtCallsTalkTime field 369
DNInIntCalls field 369
DNInIntCallsTalkTime field 369
DNIS field 401, 469, 474
DNIS Properties report 238—240
DNIS reports 301-304
DNIS statistics 292—295, 397—403
data collection option 403
DNIS Statistics report 301—304
DNIS threshold classes 470—471
DNIS view 469
DNISName field 401
DNISs 397
reports, configuration 238—240
reports, statistics 292—295
DNISThresholdTemplate view 470—471
DNOutExtCalls field 369
DNOutExtCallsTalkTime field 370
DNOutIntCalls field 370
DNOutIntCallsTalkTime field 370
dRANMusicRouteStat view 428—430
dRouteStat view 431—434
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dSkillsetStat view 434—439
DstApplication field 417, 423
DstApplicationID field 417, 423
DstSite field 417, 423
DstSitelD field

NCCRanking view 489

NetworkInCallStat views 417

NetworkOutStat views 424
DstSiteName field 489
dTrunkStat view 440—443

E

eAgentLoginStat view 447—449
elVRPortLoginStat view 450—451
e-mailing reports 95
empty agent name 91
End box 31, 66
End date and time box 33, 67, 83
ErrorCode field
NetworkRankingAssignment view 496
SupervisorByAssignment view 534
Estimated Revenue By Agent report 180—182
event statistics 445—451
storage duration 446
events, types 448
EventType field 448, 450
expert reports
skills needed to create 18
Export dialog box 85
Export report to the following format button 34,
68
Extension box 32, 66
external calls 369, 369—370

F

field types 235, 341
FieldName field 501

fields, selecting 45—47

file, exporting report to 33
filtering real-time displays 109
filters 29-30, 64—65
FilterStatus field 499
FirstDayOfWeek field 479

FlowControlStatus field 499
Force Busy treatment 382, 391, 399
Force Disconnect treatment 383, 391, 399
Force Overflow treatment 383, 400
Format box 85
Format field 472, 503
Formula Editor dialog box 57
Formula Properties report 241—242
Formula property page 57
Formula view 471—472
FormulalD field 472, 504
formulas

reports 241242
formulas, customizing in Crystal Reports 56—58

G

General property page 29, 63
Generate report with the following collection
frequency box 83
Give IVR treatment 383
Give Music treatment 384
GivenName field
Script view 514
Supervisor view 526
Greater than Level two box 106
Grouping field 517

Historical and Real Time Statistics Properties
report 243
historical reports 23, 112
historical statistics 343—443
storage duration for 24, 340
historical statistics collection
properties 473—480
historical statistics collection report 243
HistoricalStatCollection view 473—476
HistoricalStatDuration view 477—479
HistoricalStatStorage view 480
HoldTime field 370
Host Lookup treatment 383
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iActivityCodeStat 347—350
iAgentByApplicationStat view 352—355
iAgentBySkillsetStat view 357361
iAgentPerformanceStat view 94, 362—377
iApplicationStat view 377—393
ICCM_PREVIEW 39, 40
ICCM_PREVIEW_DSN 52
iCDNStat view 394—396
IdleAgentsPriority field 522
NCCNetworkSkillset view 487
iDNISStat view 397—403
iIlVRPortStat view 404—408
ilVRStat view 409—413
Import an User-created Crystal Report dialog
box 55
importing user-created reports 54—55
inbound calls 369
iNetworkInCallStat view 414—420
iNetworkOutStat view 421—427
Input Server Name box 40
Insert Fields property sheet 56
internal calls 369, 370
Interval box 31, 66
interval length 88
interval views 345
IntervalDuration field 505
intervals 91
IntervalStartTime field 506
interval-to-date mode 101, 243, 505
iRANMusicRouteStat view 428—430
iRouteStat view 431—434
iSkillsetStat view 434—439
ITDAgent field 506
ITDApplication field 506
ITDIVR field 506
ITDNetworkCall field 506
ITDNodalCall field 506
ITDRoute field 507
ITDSkillset field 507
iTrunkStat view 440—443
IVR ACD-DNs
properties 483—485
IVR field 474
IVR Port First Login/Last Logout report 276—

277

IVR Port Statistics report 278—280
IVR ports

reports 278—280
IVR Queue And Port Properties report 248, 250
IVR Queue ID field 412
IVR Queue Name field 405
IVR Queue Statistics report 281—283
IVR queues

reports 248, 250, 281—283
IVR reports 250, 275283
IVR statistics 404—413

data collection option 413

linkages 413

restrictions 409
IVR transfer 386
IVRPort field 475
IVRPort view 481—482
IVRPortID field

elVRPortLoginStat view 450

IVRPort view 481

IVRPortStat views 405
IVRPortLogin field 475
IVRPortStat views 404—408
IVRQueue view 483—485
IVRQueuelD field 405, 481, 483
IVRQueueName field 406, 412
IVRStat views 409—413
IVRTerminated field 386
IVRTransferred field 386, 401

J

joining tables 97
joins. See linkages

K

keys. See linkages

L

Label field 504
LastModified field 514
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Less than level one box 105
linkage keys. See linkages
linkages 346
activity code statistics 350
agent by application statistics 355
agent by skillset statistics 360—361
agent performance statistics 375—377
application statistics 393
IVR statistics 413
network incoming call statistics 420
network outgoing call statistics 427
route statistics 433—434
skillset statistics 439
trunk statistics 443
voice port statistics 407
linking database views 346
location
standard reports 26
user-defined reports 26
logged-in agents 251
LoggedInTime field 370, 406
logging on 19-20
login 152—153, 276277
login statistics
agent 77—449
voice port 450—451
logon ID 44
logon statistics
agent 44777
logout 152—153, 276277
logout statistics
agent 447—449
voice port 450—451

M

mActivityCodeStat 347—350

mAgentByApplicationStat view 352—355

mAgentBySkillsetStat view 357361
mAgentPerformanceStat view 362—377
mApplicationStat view 377—393
MaxAbandonedDelay field 402, 417
MaxAbandonedDelayAtDest field 418
MaxAnsweredDelay field

DNISStat views 402

NetworkInCallStat views 418
SkillsetStat views 437
MaxAnsweredDelayatDest field 418
MaxCallsAbandonedDelay field 386, 424
MaxCallsAbandonedDelayAtDest field 424
MaxCallsAnsDelay field 386
MaxCallsAnsDelayAtSkillset field 387
MaxCallsAnsweredDelay field 424
MaxCallsAnsweredDelayAtDest field 425
MaxNetOutCallsAbandonedDelay field 387
MaxNetOutCallsAnsDelay field 387
mCDNStat view 394—396
mDNISStat view 397—403
measured value 480
Meridian Mail 404
MinRefreshRate field 507
MinShortCallDelay field 522
mIVRPortStat view 404—408
mIVRStat view 409—413
mNetworkInCallStat view 414—420
mNetworkOutStat view 421—427
monthly views 346
MonthsOfMonthly field 479
moving window mode 101, 243, 505
mRANMusicRouteStat view 428—430
mRouteStat view 431—434
Msg field 468
mSkillsetStat view 434—439
mTrunkStat view 440—443
multiple DN keys 144, 157
multiple filters 30, 64
music route statistics 428—430
data collection option 431
Music/RAN Route Statistics report 305—307
MWAgent field 507
MWApplication field 507
MWIVR field 508
MWNetworkCall field 508
MWNodalCall field 508
MWRoute field 508
MW Skillset field 508

N

NACD activity 154—156
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NACD calls 342, 371
NACD out 385, 391, 400
NACD treatment 384
NACDCallsAnswered field 371
NACDCallsConferenced field 371
NACDCallsTalkTime field 371
NACDCallsTransferred field 371
Name field
ActivityCode view 456
CDN view 466
DNIS view 469
DNISThresholdTemplate view 470
Formula view 472
IVRPort view 482
IVRQueue view 483
NCCRemoteApplication view 491
NCCSite view 493
RealTimeTemplate view 510
Route view 512
Script view 514
ScriptVariableProperties view 518
SwitchPort view 536
NCCConfig view 485
NCCNetworkSkillset view 486—488
NCCRanking view 489—490
NCCRemoteApplication view 491—492
NCCSite field 495
NCCSite view 493—494
NetCallAnswered field 437
NetOutCalls field 388
NetOutCallsAbandoned field 388
NetOutCallsAbandonedDelay field 388
NetOutCallsReachNonISDN field 389
network activity 154—156
network calls 372
answered 437
delays 387
outgoing 387—389
network incoming call statistics 414—420
linkages 420
network incoming calls
statistics 414—420
network out call blocked statistics 431
network out calls 400
Network Out Calls Answered Delay field 389
Network Out Calls Answered field 388

network out time 392
network outgoing call statistics 421—427
linkages 427
network outgoing calls
statistics 421—427
network skillsets
properties 486—488
status 499—500
Network_Script application 417, 423
NetworkCall field 475
NetworkCallsAnswered field 371
NetworkCallsTalkTime field 371
NetworkConfig view 495
NetworkInCallStat views 414—420
NetworkOutCall field 475
NetworkOutStat views 421—427
NetworkRankingAssignment view 496—498
NetworkSkillset field
NCCNetworkSkillset view 487
NetworkSkillsetStatus view 500
NetworkSkillsetID field
NCCNetworkSkillset view 487
NCCRanking view 489
NetworkRankingAssignment view 497
NetworkSkillsetStatus view 500
NetworkSkillsetName field
NCCRanking view 489
NetworkRankingAssignment view 497
NetworkSkillsetStatus view 499—500
New Name box 71
NightServiceType field 522
non-ISDN trunks 389, 392, 401
Not Ready 93
Not Ready Reason Code By Agent report 126
NotReadyTime field
Agent Performance views 372
AgentByApplicationStat views 354, 358
IVRPortStat views 406
NumBestNodes field 485

O

OccupancyTime field 441
Occurrences field 349
ODBC_ICCM_PREVIEW_DSN 44

596

Symposium Express Call Center



September 2002

Index

ODBC-compliant applications 36
creating reports in 52—53
offered calls
agent performance statistics 366
application statistics 385
CDN statistics 395
DNIS statistics 400
IVR statistics 411
network incoming call statistics 417
network outgoing call statistics 423
trunk statistics 441
opening
real-time displays 107—109
Report Listener 72—73
outgoing calls 369—370
outgoing network calls 387—389
OutOfServiceTimer field 494
output options 26, 33—34, 68—69
Output Options property page 33, 68
Owner field 515

P

Paper size box 34, 68
Parameter field 480
parent scripts 463
ParentComment field 464
ParentName field 464
ParentStatus field 465
ParentUserFirstName field 465
ParentUserLastName field 465
password 19, 44
PCLoginName field 527
pegging of transferred and conferenced calls 363
Per Unit $ box 65
phoneset displays

reports 270—271
phoneset displays, properties of 501—502
PhonesetDisplay view 501—502
phonesets, properties of 536—537
PortAddress field 536
position ID 251
PositionID field 448, 537
post-call processing time 364, 540
presented calls

agent performance statistics 366
application statistics 385
CDN statistics 395
DNIS statistics 400
IVR statistics 411
trunk statistics 441
previewing
reports 81
primary script 91
print job interruptions 32
Print report on default printer button 68
Print report with following options button 34
Printer box 34, 68
printer, sending report to 33
printing
configuration report 84—85
list of reports 75
standard and ad hoc reports 81
troubleshooting 94
Priority field
SkillsetByAgent view 524
properties
activity code 217218, 456
agent 221
agent to supervisor assignments 533—535
application 461—463
call presentation class 538—540
CDN 232234, 466—467
DNIS 238—240, 469—471
formula 241242, 471—472
historical statistics collection 243, 473—480
IVR ACD-DN 483—485
IVR queue 2438, 250
network skillset 486—488
of reports, changing 60—69
phoneset 536—537
phoneset display 270—271, 501—502
real-time display definition 253—255, 503—511
real-time statistics collection 243, 505—509
route 256—258, 512—513
script 514—516
script variable 517521
skillset 264, 521—523
supervisor 267, 526—529
voice port 481—482
Purchased field 480
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R

RAN route statistics 428—430
data collection option 431
RAN treatment 384
Rank field
NCCRanking view 490
NetworkRankingAssignment view 497
RankingAssignID field 497
RANMusicRoute field 475
raw data 113
Real Time Template Properties report 253—255
real-time display definitions
properties 503—511
reports 253—255
real-time displays 16, 99—109, 327—-336
customizing 103—106
filtering 109
sorting 109
viewing 107—109
real-time statistics collection
properties 505—509
reports 243
RealTimeColumn view 503—504
RealTimeStatCollection view 505—509
RealTimeTemplate view 510—-511
RefreshRate field 510
relationships between scripts 463—465
RelativeGMT field 494
remote applications 491—492
RemoteApplicationID field
NCCRemoteApplication view 491
report definitions storage 95
Report Gallery window 43
Report Listener 26, 72—73
Report Name box 29, 63
reports 16
320
activating 79
activity code 119—124, 186—188
Activity Code By Agent 120—123
Activity Code By Application 123—125
agent 129—182, 251
Agent Average Calls Per Hour 130—132

Agent By Application Performance 138—140

Agent By Skillset Performance 141—-143

Agent DN Performance 144—147

Agent Login/Logout 152—153

Agent Performance 157—160

Agent Performance By Supervisor 161—165

Agent Short Calls 172—175

Agent Transferred/Conferenced Activity
176—179

Application 185—206

application 230231, 322

Application By Activity Code 186—188

Application Call Treatment 192—197

Application Delay Before Abandon 198—200

Application Delay Before Answer 201203

Application Performance 204—206

CDN 291

CDN Statistics 286—288

changing properties of 60—69

configuration 212—-216

Crosstab - Application Performance report
207

deactivating 80

deleting 75

DNIS 292—295

DNIS Statistics 301—304

Estimated Revenue By Agent 180—182

IVR 250, 275283

Music/RAN Route Statistics 305—307

phoneset display 270271

previewing 81

printing 81

printing a list of 75

resource 285—313

route 256—258, 295—298

Route Performance 308—310

scripts 259—263

sending to e-mail 95

skillset 264, 315325

Skillset Performance 323—325

standard 14, 111

transfer rate 95

trunk 298—300

Trunk Performance 311-313

types 14

types of 22

See also configuration reports, historical
reports, standard reports, user-created
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reports, and user-defined reports S
Reports - Modify Site Name dialog box 70
ReservedForCall field 372 ScaleFrom field 504
ReservedTime field 372 ScaleTo field 504
resource reports 285—313 Schedule Date box 31, 65
CDN 291 Schedule property page 31, 65
DNIS 292-295 ScheduledSkillsetAssignment view 455
phoneset display 270—271 ScheduledSupervisorAssignment view 455
route 256—258, 295—298 schedules
trunk 298—300 activating 79
returned to queue 90 and data collection period 26
ReturnedToQ field 90 and output options 26
ReturnedToQDueToTimeout field 90 and Report Listener 26
ReturnToQueueMode field 539 and site name 70
ReturnToQueueOnNoAnswer field 539 changing 65—66
ReturnToQueueWaitlnterval field 539 deactivating 80
Ring state 372 defining 3132
RingTime field 372 Script field 519
round robin routing table 486 Script Variable By Script report 259—260
Route field 442, 476 Script Variable Properties report 261—263
Route Performance report 308—310 script variables
Route Properties report 256—258 reports 259—263
route reports 308—310 script variables, properties of 517—521
route statistics 431—434 Script view 514—516
linkages 433—434 ScriptID field 515
See also music route statistics, RAN route scripts
statistics properties 514—516
Route To treatment 92, 384, 392, 400 relationships between 463—465
Route view 512—513 reports 259—263
RouteAccess field 428 ScriptStatus field 519
RouteAccessTime field 428 ScriptVariableProperties view 517518
RoutelD field ScriptVariables view 519—521
RANMusicRouteStat views 429 selecting views and fields 45—47
Route view 512 selection criteria 29—30, 64—65
RouteStat views 432 Selection Criteria property page 30, 64
TrunkStat views 442 Separator box 34, 69
RouteName field 429, 432 sequential routing table 486
routes server
reports, configuration 256—258 and user-defined reports 27
reports, statistic 295—298 verifying the connection to 39—41
RouteThresholdTemplate view 455 Server Entry box 39
routing tables service level 9091
description 486 service level threshold 90
properties 489—490 ServiceLevelThreshold field
Row field 501 Application view 461
DNIS view 469
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DNISThresholdTemplate view 470
IVRQueue view 484
NCCRemoteApplication view 492
Skillset view 523

Set Alias dialog box 48

Set Location dialog box 50

short calls 172—175, 358, 373

ShortCallsAnswered field 358, 373

signed integers 37

Site field
ActivityCodeStat views 349
AgentByApplicationStat views 354
AgentBySkillset Stat views 359
AgentPerformance views 373
ApplicationStat views 390
CDNStat views 396
DNISStat views 402
eAgentLoginStat view 448
elVRPortLoginStat view 450
IVRPortStat views 406
IVRStat views 412
RANMusicRouteStat views 429
RouteStat views 432
SkillsetStat views 437
TrunkStat views 442

site name, changing 70—71

SiteID field
ActivityCodeStat views 349
AgentByApplicationStat views 354
AgentBySkillset Stat views 359
AgentPerformance views 373
ApplicationStat views 390
CDNStat views 396
DNISStat views 402
eAgentLoginStat view 448
elVRPortLoginStat view 451
IVRPortStat views 406
IVRStat views 412
NCCRemoteApplication view 492
NCCSite view 494
RANMusicRouteStat views 429
RouteStat fields 433
SkillsetStat views 438
TrunkStat views 442

SiteName field
NCCRemoteApplication view 492

NetworkSkillsetStatus view 500
sites 493—494

See also destination sites, source sites
Sites box 71
skills required 18
skillset assignments 225
Skillset By Application report 320, 322
Skillset field 476

AgentBySkillset views 359

Skillset view 523

SkillsetStat views 438
Skillset Performance report 323—325
Skillset Properties report 264
skillset real-time display 334—336
skillset reports 141—143, 315—325
skillset statistics 434—439

by agent 357361

data collection option 439

linkages 439
Skillset view 521—523
SkillsetByAgent field 476
SkillsetByAgent view 524—525
SkillsetByAssignment view 455
SkillsetID field

AgentBySkillset Stat views 359

Skillset view 523

SkillsetByAgent view 524

SkillsetStat views 438
skillsets

agents assigned to 524—525

delays at 381, 387

naming 91

properties 521—523

reports, configuration 264
SkillsetStat views 434—439
SkillsetState field

HistoricalStatCollection view 476

SkillsetByAgent view 524
SkillsetThresholdTemplate view 455
sorting real-time displays 109
source application 418—419, 425
source sites

NCCRanking view 490

network incoming call statistics 419

network outgoing call statistics 425

NetworkRankingAssignment view 497—498
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SourceSitelD field
NetworkOutStat views 425
Specify full path and report name box 55
Specify the full path and file name box 34, 69
SQL Tables box 51
SQL-compliant applications 36
creating reports in 52—53
SQLEDIT window 40
SrcApplication field 418, 425
SrcApplicationID field 419, 425
SrcSite field 419, 425
SrcSitelD field
NCCRanking view 490
networkCallStat views 419
NetworkRankingAssignment view 497
SrcSiteName field
NCCRanking view 490
NetworkRankingAssignment view 498
StaleDataRatio field 485
standard reports 14, 22, 23, 111
location of 26
printing 81
skills needed to use 17
Start box 31, 66
Start date and time box 32, 67, 83
starting Report Listener 72—73
state timers, agent 362
statistics
agent by application 352—355
agent by skillset 357—361
agent login and logout 447—449
agent performance 362—377
application 377—393
CDN 394—396
DNIS 397—403
IVR 404—413
IVR port 278—280
IVR queue 281283
music route 428—430
network incoming call 414—420
network outgoing call 421—427
RAN route 428—430
route 431—434
skillset 434—439
trunk 440—443
voice port 404—408

voice port login and logout 450—451
when cumulated 446
Status field
CDN view 466
IVRPort view 482
IVRQueue view 484
NetworkRankingAssignment view 498
Route view 513
Script view 515
ScriptVariableProperties view 518
SupervisorByAssignment view 534
SwitchPort view 537
status, network skillset 499—500
storage duration 24, 340, 446
SummaryThresholdTemplate view 455
supervisor assignments 219—220
Supervisor Properties report 267
Supervisor view 526—529
supervisor, agent performance by 161—165
SupervisorAgentAssignment view 530—532
SupervisorByAssignment view 533—535
SupervisorGivenName field
AgentPerformanceStat views 373
SupervisorAgentAssignment view 531
SupervisorByAssignment view 535
SupervisorID field
SupervisorByAssignment view 535
SupervisorLogin field 374
supervisors
assigned agents 530—532
properties 526—529
reports 267
SupervisorSurName field
AgentPerformanceStat views 374
SupervisorAgentAssignment view 531
SupervisorByAssignment view 535
SupervisorTelsetLoginID field 531
SupervisorUserID field
AgentPerformanceStat views 373
SupervisorAgentAssignment view 531
SurName field
Script view 515
Supervisor view 527
SwitchID field
IVRPort view 482
Supervisor view 527
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SwitchPort view 537
SwitchPort view 536—537
SwitchPortAddress field 482, 527
SwitchPortName field 482, 527
Symposium Login dialog box 19
System field 480

T

table routing assignments 496—498
talk time 354, 360
ACD calls 363
DN calls 369, 370
DNISs 403
NACD calls 371
voice port statistics 407
TalkTime field 374
AgentByApplicationStat views 354
AgentBySkillset views 360
DNISStat views 403
IVRPortStat views 407
Telephone Display Properties report 270—271
TelsetLoginlD field 528
TelsetShowReserve field 539
Template field 539
TemplateID field
Application view 462
DNISThresholdTemplate view 470
IVRQueue view 484
RealTimeColumn view 504
Route view 513
Supervisor view 528
UserTemplate view 540
TemplateName field 528
terminated calls 395
threshold class properties 230—231
threshold classes
application 462
DNIS 470—471
threshold colors, setting 105—106
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defining 103—106
deleting 105
display 101
thresholds, adding 104—105

ThresholdTemplateID field 528
ThresholdTemplateName field 528
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ActivityCodeStat views 350
AgentByApplicationStat views 355
AgentBySkillset views 360
AgentPerformanceStat views 374
ApplicationStat views 390
CDNStat views 396
DNISStat views 403
eAgentLoginStat view 449
elVRPortLoginStat view 451
IVRPortStat views 407
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NetworkInCallStat views 419
NetworkOutStat views 426
RANMusicRouteStat views 429
RouteStat fields 433
SkillsetStat views 438
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TimeBeforeForceBusy field 391
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TimeBeforeForceOverflow field 391
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TimeBeforeRouteTo field 392
timers, agent state 362
Timestamp field
ActivityCodeStat views 350
AgentByApplicationStat views 355
AgentBySkillset views 360
ApplicationStat views 392
CDNStat views 396
DNISStat views 403
eAgentLoginStat view 449
elVRPortLoginStat view 451
IVRPortStat views 407
IVRStat views 413
NetworkInCallStat views 419
NetworkOutStat views 426
RANMusicRouteStat views 430
RouteStat views 433
SkillsetStat views 439
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Title field 529 User Access Privilege report 272—77

TotalCallsAbandonedDelay field 426 user ID 19
TotalCallsAnsweredDelay field 426 user-created reports 14, 23, 35—58
TotalStaffedTime field 438 creating 52—53
transferred calls 114, 176—179, 385 creating in Crystal Reports 42—47
ACD calls 364 importing 54—55
agent performance statistics 367—368 user-defined reports 14, 23, 2534
application statistics 385 and server 27
DN calls 368 and userid of creator 27
I'VR statistics 411 creating 28—34
NACD calls 371 location of 26
pegging of 363 userid 27
voice port statistics 405 UserID field
treatments 192—197 ActivityCodeStat views 350
ApplicationStat views 382—384, 390—392 AgentByApplicationStat views 355
DNISStat views 399—400 AgentBySkillset views 360
Trunk Performance report 311—313 AgentPerformanceStat views 375
trunk reports 298—300 eAgentLoginStat view 449
trunk statistics 440—443 SkillsetByAgent view 525
data collection option 443 Supervisor view 529
linkages 443 UseRoundRobin field 523
TrunkID field 443 NCCNetworkSkillset view 487
trunks, non-ISDN UserTemplate view 538—540
ApplicationStat views 389, 392 UserThresholdTemplate view 455
DNISStat views 401
TrunkStat views 440—443
Type field V
CDN view 467
Script view 516 Variable field 520
ScriptVariableProperties view 518 variables. See script variables
ScriptVariables view 520 VariableStatus field 520
SupervisorAgentAssignment view 532 VariableType field 520
SupervisorByAssignment view 535 verifying connection to the server 39—41
SwitchPort view 537 viewing mode 101
types setting 103—106
of calls 341 viewing real-time displays 107—109
of events 448 ViewMode field 511
of real-time displays 100 Views view 541
views. See database views
voice port login and logout statistics
U data collection option 451
voice port statistics 404—408
UnionBreakTimer field 540 linkages 407
UpdateRate field 485 restrictions 404
UseBestNode field 523 voice ports
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weekly views 345
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