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Preface

Purpose

Audience

This manual describes how to monitor enterprise call center activity with
the real-time and historical reporting features of the GEOTEL Intelligent
CallRouter (ICR).

This document isintended for the Intelligent CallRouter supervisor. The
supervisor has an understanding of call center management and the
specific types of data that are used to report on call center activity and
resources.

This document assumes that you have some familiarity with Microsoft®
Windows" applications and common tasks such as moving and resizing
windows and using a mouse.

Organization

Chapter 1, “Overview”

Introduces the Intelligent C&buter and the ICR call center
enterprise.

Chapter 2, “The Admin Workstation”

Introduces the Admin Workstation (AW) with a special emphasis o
call center reporting and the Monitor ICR reporting application.

Chapter 3, “Creating a Report”

Guides you through the process of creating a simple report using t
predefined report templates of Monitor ICR.

Chapter 4, “Reporting Basics”
Describes how to use the basic features of Monitor ICR.
Chapter 5, “Setting Thresholds and Drill-Downs”

Describes how to set threshold values and drill-down templates in
Monitor ICR reports.
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Chapter 6, “ Scheduling Reports”

Describes how to schedule reports to print automatically by using
the ICR Job Scheduler tool.

Chapter 7, “Available Data”

Describes the most commonly used data available in the ICR
databases.

Chapter 8, “Template Reference”

Documents the predefined report templates that come with Monitor
ICR.

Typographic Conventions
This manual uses the following conventions:
Boldface type is used for emphasis; for example:
Real-time information isot stored in the central database.
Italic type indicates one of the following:
= A newly introduced term; for example:
A skill group is a collection of agents who share similar skills.

= A generic syntax item that you must replace with a specific value;
for example:

IF (condition, true-value, false-value)
= Atitle of a publication; for example:

For more information, see thitelligent CallRouterDatabase
Schema Handbook.

Sans serif type with small caps represents keys on your keyboard; for
example:

Press th&HIFT key to select a range of items.

An arrow (- ) indicates an item from a pull-down menu. For example,
the Save command from the File menu is referenced as Sdege.

Text you must type is shown in a sans serif type. For example:
Date and Time
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Other Publications

Intelligent CallRouter Custom Screen Builder Tutorial
Intelligent CallRouter Database Schema Handbook
Intelligent CallRouter Installation Guide

Intelligent CallRouter Planning Guide

Intelligent CallRouter Product Description

Intelligent CallRouter Quick Sart Guide

Intelligent CallRouter Supervisor Guide

Intelligent CallRouter System Manager Guide
GEOTEL Web View Administrator Guide

For information about the GEOTEL*Network I CR product, see the
following documents:

Network ICR Product Description
Network ICR User Guide
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1. Overview

The GEOTEL Intelligent CallRouter (ICR) improves the level of

customer service offered by geographically distributed call centers. The
Intelligent CallRouter’s main function is to route toll-free calls to the
most appropriate agent or answering resource available. The system &
provides a set of computer telephony integration (CTI), reporting,
monitoring, and scheduling tools that help you to manage a distributed
call center enterprise.

This chapter provides an overview of the Intelligent Railter and
describes its role in a multiple call center environment.

=
o
<
)
<.
@
=
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18 Overview

1.1. What is the Intelligent CallRouter?

The Intelligent CallRouter (ICR) is asoftware-based call processing
system that provides call-by-call routing to geographically distributed
call centers. The ICR links agents from multiple call centersto create a
virtual call center.

In the virtual call center model, agents from distributed call centers can
be grouped logically according to their areas of expertise. For example, a
financial company might have call centersin several cities across the
country. Each call center has groups of agents organized into skill
groups.

The agents in these skill groups are trained to handle certain types of
calls. Basic calls can be routed to skill groupsthat are trained to provide
genera services. Callers who have more complicated transactions can be
routed to more specialized skill groups.

Figure 1 shows how calls are routed to the best available agentsin the
call center enterprise.

g
HH 4 \
Caller J 4 !
Japanese /, .
speaking Eg?v * e
inquiry Lol \\ HH
v > Caler |0 L R gl Caller
e Transferring eps Opening
_.‘V" Funds @ = Account
@ 4 “‘ Agent
Agent ) Call Center X
Financial Planning kY EE’?" Supervisor i
2 (] ~ -1
Expert Caller — oo Caller

e Requesting

\ @ Igggsélgg - '“~... L " Literature

* -
Agent b

Speaks 0o BT
Japanese Lt 5 @

v @ Agent
Financial Planning
Agent Expert
First Week rl
on the Job

Figure 1. ICR Call Routing

What happensiif several callers require the services of a specialized
agent? For example, you might have several callers who need the
assistance of afinancia planner. Thistype of specialized agent may not
always beimmediately available at one call center. However, since the
Intelligent CallRouter is aware of the status of the entire enterprise, it
can quickly find financial plannersat other call centers and route the
calls accordingly.
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1.1.1. Where Does the ICR Fit In?

The Intelligent CallRouter works directly with call centers and the
interexchange carrier (1XC) that suppliesthe toll-free service. The IXC
is along-distance telephone company that offerstoll-free call routing
services. Figure 2 shows how the Intelligent CallRouter operates
between the IXC network and distributed call centers.

Intelligent
CallRouter

Call Associated
Data

Signaling Network

Call Associated
Data

Agent, Queue,
CTl data

Service Control Point

=
o
<
)
<.
@
=

Public
Switched Network

Toll-Free Callers

Figure 2: Intelligent CallRouter Overview

The IXC signaling network controls how calls are routed in the public
switched network. In addition to connecting to the signaling network,
the ICR has data connections to each call center peripheral. A peripheral
may be an Automatic Call Digtributor (ACD), Private Branch Exchange
(PBX), or Voice Response Unit (VRU). The data connections to each
peripheral provide the ICR with real-time data on agent group and call
activity.

The ICR has two main functionsin the call center enterprise: routing
calls and collecting management information. The management
information is used to make informed decisions on where to route calls.
It is also used to monitor and report on call center performance. Ina
GEOTEL* Enterprise CTI environment, management data can also used
in avariety of integrated desktop and server CTI applications.

Download from Www.Somanuals.com. All Manuals Search And Download.



20 Overview

1.1.2. Call Routing

A typical ICR-routed call goes through the following stages.
Figure 3 illustrates these stages in detail.

@® Thelntelligent CallRouter is constantly receiving data from call
centers on agent availability, queue status, and call handling
performance.

@ A cdler didsthetoll-free number.
® TheLoca Exchange Carrier (LEC) passes the call to the IXC.

Intelligent CallRouter

— Agent and Queue
Data from Remote

Call Centers

@ @ Routing Label Returned:

6771711234

Routing Request Includes:
Dialed Number = 0800-486-0029

Calling Line ID = 508-486-1100
Caller Entered Digits = 5239033XX

’ BT Signaling
SCP Network

Trunk Grp.= 171
DNIS=1234

Caller's Number: ‘ .John J.

508-486-1100

0800 Caller
Local Exchange BT Switch BT Switch

Cambridge Call Center

(#677) ACD

Call Center Site

Figure 3: ICR Call Flow Diagram

@ ThelXC signaling network sends call information from its computer
(the Service Control Point (SCP)) to the ICR in the form of arouting
request.

® ThelCR, using the information from the IXC routing request and
the data it has been receiving from call centers, determines the best
agent group based on skills, current agent availability, and queue
status.

® ThelCRreturnsarouting label (destination) for the call to the IXC.

@ TheIXC then connects the call to the ACD where an appropriate
agent islocated.
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1.1.3. Pre-Routing

The Intelligent CallRouter uses Pre-Routing® to ensure that incoming
calls reach the appropriate agent resource the first time. In Pre-Routing,
the ICR executes routing decisions before the call terminates at a call
center.

Asshown in Figure 3, every time a caller dials the toll-free number, the
IXC passes arouting request through the signaling network to the
Intelligent CallRouter. The interexchange carrier acts as a routing
client, while the Intelligent CallRouter acts asthe routing server.

The IXC routing request includes information about the call such as

= Number dialed.

= Cadling LineID (CLID) or Automatic Number Identification (ANI).
= Cadler Entered Digits (CED).

The final routing decision, or the call’'s destination, is contained in a
routing label which the ICR returns to the interexchange carrier. The
carrier is then responsible for connecting the call and maintaining the
voice path.

=
o
<
)
<.
@
=

1.1.4. Post-Routing

Optionally, the ICR can perform the same routing functions used in
PreRouting for transfers and internal calls (that is, for calls originating
at a call center or another agent location). The ICR usesRBuaishg®

to make these “secondary” routing decisions. IRosting also lets you
implement intelligent transfer applications in which calls are routed
between agents and VRUs. PBstiting ensures that subsequent call
transactions are routed in a timely manner to an appropriate resource.

In PostRouting calls, the ICR uses the same routing scripts and call
processing as it does in PFReuting calls. The difference is that the
peripheral (ACD, PBX, or VRU) generates the routing request rather
than the IXC. The Intelligent Cdtbuter processes the routing request,
returns a destination address (routing label), and then directs the
peripheral to send the call to the best resource available.

1.1.5. Enterprise CTI

As an enterprise call routing system, the ICR collects data from different
systems and telecommunications environments throughout the call
center enterprise. Often these systems are implemented on
heterogeneous hardware and software platforms and distributed across
multiple sites. GOTELe Enterprise CTI gathers enterprise call and
transaction data from these dissimilar systems and makes it available to
agent desktop and CTI server applications.
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See also:

1.1.6.

See also:

1.1.7.

For more information on Enterprise CTI, seethe Intelligent CallRouter
Product Description.

Call Routing Scripts

To determine the best destination for acall, the ICR processes routing
reguests through call routing scripts. A routing script isagraphical,
flowchart-like diagram that specifies how to route acall. A script usually
has several branches that can be followed depending on current
conditions at the call centers.

In order to make a routing decision, the script uses the information
contained in the routing request along with real-time information on the
status of resources at each call center. The system manager typically
defines a number of routing scriptsto usein the ICR system.

Scripts can be scheduled as required to route calls among call centers
based on the type of service the caller needs, the time of day thecall is
being placed, and where suitably qualified agents are available to handle
the call.

For more information on the routing scripts, see the Intelligent
CallRouter System Manager Guide.

Reporting and Monitoring

The ICR usesreal-time, near real-time, and historical data on agent and
call center statusto make its routing decisions. To make the best routing
decision possible, the ICR constantly collects information about agent
activity at each call center, such as:

= Current agent state

= | ogon duration

=  Number of agents available

= Number of agentstalking

= Thetime agents spend in particular call handling states

The ICR aso collects information about calls coming into the call
centers, such as

=  Number of callsin progress

= Number of callshandled and finished
=  How callswere routed

= How long callers were on hold
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Although this management datais essential to call routing, it is also
important for monitoring and reporting on agent and agent group
performance. The ICR stores the management data in industry-standard
historical and real-time relational databases.

The Intelligent CallRouter provides many ways for you to analyze
trends and gauge service levels using real-time and historical
management data. The main ICR reporting tool, called Monitor ICR,
alows you to generate many types of reports on agent and call activity.
Monitor ICR is described in more detail later in this chapter.

1.1.8. Network ICR

GEoTEL*Network ICR is the carrier-class version of the Intelligent
CallRouter. It allows a network service provider to offer virtual call
center service® its customers. The Network ICR functions much like
Service Control Point (SCP) by distributing incoming calls to individual
network service customers based on the number dialed, the call’s poi
of origin, and caller-entered digits.

The Network ICR product uses a two-tiered architecture in which one
ICR passes route requests to a second ICR. The first ICR, called the
Network ICR or NICR, typically receives routing requests from a carrier
network. The NICR can either return a label itself or pass the route
request to a second ICR, called @wstomer ICR or CICR.

Each CICR can processes all calls for one or more customers. The CICR
receives the route request, runs its own routing scripts to determine the
destination for the call, and returns a routing label to the NICR. The
NICR then returns the label to the original carrier network. This
architecture lets a service provider perform simple routing (within the
NICR) for some customers while providing full ICR functionality (in a
CICR) for other customers.

See also: For more information about Network ICR, see atwork |CR Product
Description.

1.2. The Call Center Enterprise

An Intelligent CalRouter treats a customer’s multiple distributed call
centers as a single enterprise. You can think ofaHeenter enterprise

as an entire company or agency that spans many call centers. The
enterprise typically includes all call centers served by an ICR.

You can create different organizational entities within a call center
enterprise. For example, you might organize distributed groups of agents
into a shared resource pool that spans call centers. You might also create
entities that are tied to specific peripherals. The tgaripheral refers to

the individual switch (ACD, PBX, or VRU) that distributes incoming

calls at each call center.
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See also:

1.2.1.

From areporting perspective, you can view agent and call routing
statistics on an enterprise-wide or peripheral-by-peripheral basis.
Enterprise reporting gives you aview of performance across the entire
call center enterprise. Peripheral reporting focuses your reports on
specific areas of the call center enterprise.

To become more familiar with the ICR call center enterprise, it might
help to review the types of organizational entities you can define.

Table 1, later in this chapter, providesinformation on how ICR call
center terms map to the terms used by ACD vendors.

Services and Skill Groups

A serviceisaparticular type of call processing that the caller requires.

In most cases, a service can be thought of as a certain type of call. For
example, in a software company’s call center, callers who have
guestions about installing software might be directed to the Technical
Support service.

A skill group, on the other hand, is a set of agents who handle similar
types of calls or have a common set of skills. A skill group might

contain agents who are able to handle a particular type of call (for
example, calls from customers who speak Spanish). Figure 4 shows the
hierarchy of services and skill groups within a call center enterprise.

Enterprise Service Enterprise Skill Group
Peripheral Peripheral
Services Skill Groups .

Peripheral

Figure 4: Service and Skill Group Hierarchy

Peripheral
Skill Groups

As shown in Figure 4, you can group services and skill groups to create
enterprise services andenterprise skill groups. These are simply
collections of services and skill groups that span call centers.

A peripheral serviceis a service that is tied to a specific ACD or PBX.

You might have several Sales peripheral services. Each Sales peripheral
service is tied to, or associated with, a specific peripheral somewhere in
the call center enterprise. The Sales services can be logically grouped
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across peripherals to form an enterprise Saes service. Figure 5 shows
the relationship between enterprise and peripheral services.

Enterprise Services

‘ Sales ‘ Technical Support ‘

‘ Information Services

Peripheral Services

S — pas

3 N |
Boston Sales ||
Boston Tech. Support

Boston Info. Services ACD

Denver Tech. Support
Denver Info. Services

v L”_[/

l:l These peripheral services are logically combined to form the

enterprise service, Sales.

Dallas Sales

Dallas Tech. Support
ACD Dallas Info. Services
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Figure 5: Enterprise and Peripheral Services

Peripheral servicestypicaly include a number of skill groups, each of
which can be set up to handle specific types of calls. For example,
within a Sales peripheral service you might have Spanish and Japanese
skill groups to support Sales calls from callers who speak these

languages.

Peripheral skill groups are skill groups that are tied to a specific ACD or
PBX. Each skill group contains a number of agents. Agents can be
assigned to one or more peripheral skill groups. Like services, skill
groups can be combined on an enterprise basis.
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Figure 6 shows the relationship between enterprise and peripheral skill

groups.
Enterprise Skill Groups
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HelpDesk Pri. Spanish Pri.
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l:l These peripheral skill groups are logically combined to form the

enterprise skill group, HelpDesk Pri.

Figure 6: Enterprise and Peripheral Skill Groups

On Lucent DEFINITY ECS ACDs running in EAS mode, and on
Rockwell Galaxy ACDs, each skill group has primary and secondary
subgroups. The ICR emulates this by automatically creating additional
skill groups for these periphera types. For example, if you configured a
HelpDesk skill group for a Galaxy ACD, the ICR would automatically
create HelpDesk.Pri and HelpDesk.Sec skill groupsin addition to the
base HelpDesk skill group.

In routing and reporting, you can reference the .Pri and .Sec skill groups
directly or you can refer to the base skill group. In Figure 6, the base
skill groups are Denver.HelpDesk, Boston.HelpDesk, and
Dallas.HelpDesk. These base skill groups include the .Pri and .Sec
HelpDesk skill groups configured on the ACD. These base skill groups
can be combined to form the enterprise skill group, HelpDesk, which
would include all HelpDesk skill groups across the enterprise.
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1.2.2. Agents and Agent Teams

Within the call center enterprise, an agent is anyone who can answer
incoming phone calls. A peripheral agent isan agent who is associated
with aparticular peripheral (ACD, PBX) in the call center enterprise. A
peripheral agent can be a member of one or more skill groups. (Some
peripheral types limit each agent to one skill group assignment.)

Figure 7 shows how agents are organized in a call center enterprise.

Enterprise Service Enterprise Skill Group

Peripheral
Services

Agent Teams

1 Peripheral
L Skill Groups

1
(AgentsE E }
(AgenlSE E . !AgenlSE E)

Figure 7: Agent Hierarchy
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Peripheral agents are grouped first into peripheral skill groups. Y ou can
group peripheral skill groups into services or enterprise skill groups.
Optionally, you can group peripheral agentsinto agent teams. Agent
teams are groups of peripheral agents configured on the same peripheral
to meet a business need. Y ou can have an agent team that includes
agents at the call center and agents who work at home. Although these
agents are at different locations, they are associated with a particular
ACD at the call center. Members of an agent team can aso be members
of one or more skill groups.

1.2.3. Trunk and Network Trunk Groups

A trunk group isacollection of trunks (that is, telephone lines). Trunk
groups typically contain trunks that are used for acommon purpose. The
ICR routes callsto specific trunk groups; not to specific trunks. Within
Monitor ICR, you can monitor activity for a specific trunk group, but not
for a specific trunk.

A simple trunk group is associated with a single periphera and typicaly
reflects the peripheral’s view of the trunks (that is, how the peripheral
organizes its trunks). However, trunks can also be viewed from the
routing client’s perspective. Pouting client is an entity that sends
routing requests to the ICR.
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1.2.4.

A network trunk group is agroup of trunks organized to reflect the

routing client’s view of trunks. A network trunk group can map to one or
more peripheral trunk groups. For example, say you have two VRUs at a
call center site in Dallas. Each VRU has two T1 circuits (see Figure 8).

7 Network Trunk — ¢ Vg
/ ! 1 § q ¢ )|
] Group | l / AV
) S — 1 NY.Megacom.Trkgrpl
> T NY. Megacom Trkgrp2
Routing Client | NY —N i Ie 3r-1=;%ACDl
(IXC, PG) Trunks ) Y n] i G, :
- — NY.Megacom. Trkgrp103 H:
’1‘ NY.Megacom.Trkgrp104
| L J , ACDZ
“"} -+ ‘Penpherm Trunk

| Groups

Figure 8: Network and Peripheral Trunk Groups

The VRU may divide its trunk groups differently than the routing client
(for example, the IXC). In this example, the VRUSs view each T1 circuit
as a trunk group (two trunk groups on each VRU). To the routing client,
however, the four T1 circuits might represent a single pool of 96 trunks.
The routing client can deliver calls with the same Dialed Number
Information Service (DNIS) to any of these 96 trunks, so it treats this
pool of trunks as a single entity—a network trunk group.

The use of network trunk groups simplifies the configuration of trunk
groups for some types of ACDs. Rather than deliver calls to specific
trunk groups and peripherals, the routing client need only deliver the call
to a network trunk group. The peripheral can then choose a target that
matches the DNIS and thereby classify the call.

Service Arrays

Service arrays are closely tied to network trunk groups. Typically,

service arrays are defined in instances where you have similar peripheral
services defined on multiple VRUs and the VRUs all share the same
network trunk group. By grouping the services of multiple VRUs into a
service array, you can send calls to a single target (a service array) and
let the network deliver the call to any one of the peripheral services that
make up the service array.
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Figure 9 shows an example of how service arrays relate to peripheral
services and network trunk groups.
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Figure 9: Service Arrays
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When several VRUSs each support a peripheral service, as shownin
Figure 9, you can define a service array for those VRUS. Y ou can define
one or more peripheral serviceson aVRU. Each VRU can have more
than one service array defined.

Service arrays also give you flexibility in reporting on call center
performance by providing a separate view into the performance of
peripheral services on VRUSs. For example, in Figure 9 a periphera
service report would provide datafor one VRU. An enterprise service
report would provide data for an arbitrary collection of VRUs and
ACDs. A service array report, however, would provide data on one
group of VRUs that are sharing a network trunk group.

1.2.5. Routes

A routeisavaluethat is returned by arouting script. The value mapsto
atarget at aperipheral. Thistarget can be a service, skill group, agent, or
tranglation route. More simply, aroute is the destination of the call after
the ICR has made its routing decisions.
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See also:

1.2.6.

Routes are associated with asingle peripheral and are not organized on
an enterprise-wide basis. Figure 10 shows some examples of routes and
how they map to individua peripheral targets.

Routes
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Figure 10: Routes

The ICR converts the route value that is returned by the routing script to
arouting label. Thisrouting label is then returned to the routing client.
Therouting client uses the routing label to deliver the cal to the
appropriate trunk group and DNIS combination.

The Intelligent CallRouter System Manager Guide contains amore
in-depth discussion of routes and how they are mapped to specific
targets.

Other Parts of the Enterprise

In addition to viewing data for services, skill groups, agents, trunk
groups, and routes, you can view datafor the following call center
entities:

Application Gateways

Y ou can report on data related to the Application Gateways set up in the
system. The GEOTEL *Gateway feature allows the ICR to interface to
host systems that are running other call center applications.

The Application Gateway isimplemented viaanodein the ICR Script
Editor. A routing script that contains an Application Gateway node can
query an application running on a host system in order to obtain data to
usein call routing. The ICR can then base subsequent routing decisions
on the results obtained from the query.
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Call Types

A call typeisacategory of incoming calls. Calls are categorized based
on dialed number (DN), caller-entered digits (CED), and calling line ID
(CLID). Each call type has a schedule that determines which routing
script or scripts are active for that call type at any time. In reports, you
might want to display data such as the number of calls of acertain call
type that used default routing during a specified interval.

Peripherals

A peripheral isthe switch (for example, ACD, PBX, or VRU) that
receives the calls routed by the ICR. In the course of managing the call
center enterprise, you might want to view switch-specific hardware and
software status data along with call and agent information. Y ou can view
thistype of data for any supported peripheral in the call center
enterprise.

Routing Clients

A routing client is an entity that sends routing requeststo the ICR. A
routing client typically correspondsto a subsystem within an
interexchange carrier or to aperipheral (ACD, VRU, PBX) that is
performing Post-Routing. Y ou can report on statistics for the different
routing clients defined in the ICR system. For example, you might want
to report on the maximum delay of route responses to the routing client
for a specified interval.
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Schedules

The GEOTEL-Schedule Link option allows the Intelligent CallRouter to
import schedule data from an external workforce management system.
The Intelligent CallRouter can then use the workforce scheduling data to
make call routing decisions.

Y ou can aso generate reports on staffing schedul e data that has been
imported from a third-party workforce management system. The ICR
Workforce Management System is an optional tool for the AW that
alows you to import schedule data and storeit in Schedule_Import
tablesin the ICR database. For example, you might create a report that
compares scheduled agent statesto actual real-time states monitored by
the ICR (for example, Logged In, Ready, Closed Key). Y ou can aso
export datafor usein ACD reports.
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1.3. Peripheral-Specific Terminology

See also:

The ICR supports several models of call center peripherals. Specificaly,
the ICR supports the following ACDs:

= Alcatel 4400

= Agpect CallCenter

= Ericsson ACP1000

= Lucent DEFINITY ECS

= NECNEAX 2400

= Nortel DMS-100, SL-100

= Norted Meridian

= Rockwell Galaxy

= Rockwell Spectrum

= Siemens Hicom 300E (Release 9006)
= Siemens Rolm 9751CBX (Release 9005)

= VRUsfromAT&T, Brite, Edify, IBM, InterVoice, Lucent,
Microlog, Periphonics, Tandem, and VV oiceTek.

For more information on VRU support, see the Intelligent CallRouter
Product Description.

Each of these peripherals hasits own terminology to describe the call
center. In most cases, the ICR terms map very closely to the
corresponding ACD terms. In some cases, the mapping of ICR to ACD
termsisnot as precise. For example, although it might make sense to
associate each VDN on a DEFINITY ECSwith an ICR service, you
could also map each hunt group to aservice. Tables 1, 2, and 3
summarize the mapping of ICR call center terminology to ACD-specific
terminology.

On Rockwell Galaxy ACDs, and on Lucent DEFINITY ECS ACDs
running in EAS mode, each skill group has primary and secondary
subgroups. The ICR emulates this by automatically creating additional
skill groups for these periphera types. In reports and scripts, you can
reference the .pri and .sec skill groups directly or you can refer to the
base skill group. The base skill group isan inclusive skill group that
organizes related primary and secondary subgroups.
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Table 1: Aspect, Lucent, and Nortel—ICR Terminology Mapping

GEOTEL Aspect Lucent DEFINITY Nortel DMS-
ICR CallCenter ECS 100/ SL-100 Nortel Meridian
Service Application Vector Directory Primary or ACD Directory
Number (VDN) supplementary ~ Number
ACD DN (ACD DN) or ACD
Controlled
Directory Number
(ACD CDN)*
Skill Group Agentgroup  Skill groupor hunt  ACD group ACD DN
group®
Agent Agent Agent Agent Agent
Trunk Group  Trunk group  Trunk group None® Route -
Trunk Instrument? Trunk None Member of route o
)
Peripheral Trunk group  Trunk group and Primary or Trunk group and =
Target and DNIS® DNIS® supplementary  DNIS 2
ACD DN

* Without Customer Controlled Routing (CCR), one or more services map to an
ACD DN. With CCR, one or more services map to an ACD CDN.

2 |f Expert Agent Selection (EAS) is configured, a skill group mapsto an ECS
skill group; otherwise, it maps to a hunt group.

% One network trunk group and one associated trunk group are defined for each
DMS-100 ACD.

A CallCenter instrument can be atrunk, ateleset, or aworkstation.

® The CallCenter maps a trunk group and DNIS to a Call Control Table (CCT).

® The DEFINITY ECS uses the trunk group and DNIS for incoming calls. It
uses the VDN extension for other calls. A DNIS can refer to either aVDN

extension or hunt group extension.
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Table 2: Rockwell and Siemens—ICR Terminology Mapping

GEOTEL Rockwell Rockwell Siemens HICOM Siemens Rolm
ICR Spectrum Galaxy 300E (9006) 9751 CBX (9005)
Service Application Gate ACD Routing Table Pilot Number
(ART) associated with
ART
Skill Group  Agent group Primary, ACD Group ACD Group
secondary, and
tertiary groups
for agate.
Agent Agent Agent Agent Agent
Trunk Trunk group Trunk group Trunk group Trunk group
Group
Trunk Trunk Trunk group Trunk Trunk
Peripheral  Trunk group Destination ACD Destination ACD
Target and DNIS Number (DNIT) Number (DNIT)

Table 3: Alcatel, NEC, and Ericsson—ICR Terminology Mapping

GEOTEL

ICR Alcatel 4400 NEC NEAX 2400 Ericsson ACP1000

Service Pilot CCV number Trunk group/called
number

Skill Group Agent PG Split number Agent group

Agent Agent Agent Agent

Trunk Group ~ None Trunk group Trunk group

Trunk None Trunk Trunk

Peripheral DNIS Pilot number Trunk group or queue

Target
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The ICR comprises a set of the functions of the supported peripherals.
Because the features of each ACD vary, one type of ACD cannot take
advantage of every capability the ICR offers. Some ACDs have
limitations that prevent them from making full use of specific features of
the ICR. Table 4 summarizes these limitations.

Table 4: Features Not Supported for Specific Peripherals

Peripheral Type

Restrictions

Aspect CallCenter
Alcatel 4400
Ericsson ACP1000

Nortel DM S-100/
SL-100

Nortel Meridian

Rockwell Galaxy

Only one skill group assignment per agent.
No trunk group monitoring.
Only one skill group assignment per agent.

No trunk group monitoring.

Limited trunk group monitoring®.
No peripheral service level reporting.

Ring time for acall isincluded in either queue time or
delay time.

Cannot specifically track agents as Talking Out (this
timeisincluded in Talking Other).

No Post-Routing or trangation routing.
GEOTEL* Enterprise CTI not supported.
GEOTEL* Agent Reporting not supported.
No duplexed PG operation.

No Longest Available Agent (LAA) routing.

Can route only to services; not to specific agents or
skill groups. (The ACD chooses the best group or agent
to provide the service.)

No real-time agent state data (but accumulated timesin
each state are reported).

(continued)

! The Meridian ACD supports a subset of trunk group real-time and half-hour

datain the ICR database schema.
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Peripheral Type Restrictions

Rockwell Spectrum No trunk group monitoring.

Duplexed PG operation supported only for TCP/IP
Transaction Link configurations.

Siemens No trunk group monitoring.
HICOM 300E (9006) - .
Limited conference call monitoring.
Siemens/Rolm No Post-Routing or translation routing.
9751CBX (9005) i
GEOTEL* Enterprise CTI not supported.
GEOTEL* Agent Reporting not supported.
No Automatic Configuration.
No Longest Available Agent (LAA) routing.
No routing to a specific agent.
No trunk group monitoring.
No termination call detail data.

Limited real-time service and skill group routing.
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2. The Admin Workstation

The Admin Workstation (AW) is the human interface to the Intelligent
CallRouter. The Admin Workstation is a PC running GEOTEL software
on the Microsoft® Windows NT™ operating system. Admin
Workstations can be located throughout the call center enterprise.

Using the Admin Workstation, you can

= Monitor the performance of agents, skill groups, services, routes,
and trunks.

= Generate historical reports.

= Provide web accessto ICR reports and scripts.

= Change the ICR system configuration.

= Define, modify, and view call routing and administrative scripts.
= Monitor the execution of scripts.

This chapter introduces the Admin Workstation (AW) with a special
emphasis on call center reporting.

See also: For information on ICR system configuration or call routing scripts, see
the Intelligent CallRouter System Manager Guide. For information on
system maintenance tasks, see the Intelligent CallRouter Administrator
Guide.
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2.1. The GEOTEL Admin Workstation Group

Each Admin Workstation contains the GEOTEL Admin Workstation
group. When open, the GEOTEL Admin Workstation group appears as
follows:

& GeoTel Admin Workstation =]
J File  Edit View Go Favoites Help

Application A Select Bulk Call Tracer  Check Routes Configure ICR Cuztom Glogsary
Wizard Configuration Screen Builder

5 ¢ M P
S
Initialize Local Job Scheduler  Lock Admin Monitor ICR Print Server  Route Explorer Router Log Scheduled
Databasge Wiewer Target

2 B » & B &F D

SchemaHelp  Script Editor - Send Home Service Setup Translation ‘whorkforce
Control Route Wizard  Management

Integration

System

e

Manager

Not all AWs have an identical sets of tools. The tools on each AW may
vary depending on the ICR features you ordered. In general, the
following programs are available:

= Application Wizard. Lets you setup the configuration elements
need to route acall from arouting client to atarget at a peripheral.

= AW Select. Letsyou start and stop the services needed to run
Admin Workstation applications.

=  Bulk Configuration. Lets you efficiently add or modify multiple
rowsin certain ICR configuration tables.

= Call Tracer. Letsyou send test callsto the ICR and see how they
are processed and the target chosen for the call.

= Check Routes. Lets you validate the configuration of routes
referenced by a script.

=  ConfigurelCR. Letsyou set up and maintain your GEOTEL
environment. The configuration includes the hardware within the
system, the services provided by the system, and the agents who
provide them.

= Custom Screen Builder. Lets you create your own report templates
for use in the Monitor ICR reporting application.

=  Glossary. Definesterms related to the ICR.

= |nitialize Local Database. Letsyou copy current information from
the ICR’s central database to the local database on the Distributor
Admin Workstation. (Normally, this is done automatically.)

= Job Scheduler. Lets you schedule reports to be generated and
printed at a later time.
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= Lock Admin. Letsyou check or change the status of locksin the
ICR central database.

= Monitor ICR. Letsyou view graphs and reports to monitor the
performance of specific agents, skill groups, services, and other
groups within the ICR call center enterprise.

= Print Server. Works with the Job Scheduler to alow you to
automatically print reports at specific times.

= Route Explorer. Displays the associations between dialed numbers,
labels, peripheral targets, services, and routes.

= Router Log Viewer. Displays information about calls processed by
the ICR and any errors encountered in processing them.

= Scheduled Target Manager. Lets you configure and manage
scheduled targets.

= Schema Help. Describes the structure of the ICR databases.

= Script Editor. Lets you create, modify, and schedule routing scripts.
The ICR executes these scripts to determine where to route each
call.

= Send Home. Lets you report issues or submit orders directly to
GEOTEL Customer Support.

= Service Control. Letsyou stop and start ICR-related services.
= Setup. Letsyou modify ICR setup parameters.

= Trandation Route Wizard. Letsyou configure and manage
trandation routes.

=  Workforce Management Integration System. Lets you exchange
data between the ICR and an external workforce management
system. It also lets you define custom or periodic schedules.

Thesetools are covered in detail in the ICR product documentation.

N
>
Q.
3
o}
(]
=
=~
]
—
=
o
)

2.2. Distributor and Client Admin Workstations

One Admin Workstation at each site maintains a connection directly
with the Intelligent CallRouter central controller. The ICR central
controller contains the call routing logic for the system. It also acts as
historical and real-time data server for the system.

The connection between the ICR central controller and an AW is
referred to as the real-time feed. The real-time feed connection is used to
send real-time monitoring data to a Distributor AW. The Distributor
Admin Wor kstation receives the real-time data and acts as a data
distributor to all other AWSs at the site. Admin Workstations that do not
serve as data distributors are called Client Admin Workstations.
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2.2.1.

2.2.2.

2.2.3.

See also:

Each Distributor AW has its own local database that contains a copy of

data from the central database. The ICR’s Update AW background
process automatically keeps the local database synchronized with the
central database.

Real-Time and Historical Data

The ICR collects real-time and historical data from each call center to
determine where to route each call. Tha-time data provides current
information about specific skill groups, services, trunk groups, routes,
and scripts. Real-time data are stored in the Distributor AW’s local
database where it is constantly overwritten by new datahiBtogical

data are stored in the ICR central database in summary five-minute and
half-hour intervals. The ICR also saves call detail records in the central
database for each call routed.

Historical Database Server (HDS)

A Distributor AW may optionally serve as &fistorical Data Server

(HDS). In this configuration, the ICR Logger (the system’s database
server) automatically forwards historical data to the Distributor AW
where it is stored in a special HDS database. Other AWs at the site can
read historical data from the Distributor AW rather than from the central
database.

Monitor-Only AW

Some Intelligent Caltouter systems might incorporate a monitor-only
version of the Admin Workstation. This is a scaled-down client AW that
allows you to use the ICR’s reporting tools on desktop PCs running
Windows 95 or Windows NT. The monitor-only AW is used exclusively
for reporting and does nbave the tools necessary for changing call
routing and system configuration data, or scheduling reports for printing.

The monitor-only AW comes with on-line help that explains the
workstation’s features in more detail.
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2.2.4. Admin Workstation Users
Three kinds of people use the Admin Workstation:

= System Manager. Uses the Admin Workstation to update the ICR
system configuration, create and edit call routing scripts, and
download Admin Workstation configuration information from the
central database.

= Supervisor. Usesthe Admin Workstation to monitor call center,
agent, and agent group performance and produce real-time and
historical call center management reports. The tool of most
importance to the Supervisor is Monitor ICR.

=  Administrator. Usesthe Admin Workstation to maintain the ICR
databases, register new usersin Windows NT, and view system
event log files.

2.2.5. Open Database Architecture

The ICR employs an open database architecture. Monitor ICR isjust one
of many tools you can use to access the ICR central and loca databases.
Other third-party tools can be used to manage the datain these
databases.

Applications like Microsoft” Excel, Microsoft Visual Basic, and
Powersoft InfoMaker™ allow you to access the databases and create
reports. You are aso free to use other standard Windows toolsto access
data. For example, you can access data directly from the ICR databases
using Microsoft SQL Server and Open Database Connectivity (ODBC)
tools.

Note: Although you can read any data you want from the ICR databases,
GEOTEL recommends that you do not directly modify datain the central
database by using third-party tools. Modifying data with third-party
tools can cause disruptions in the system. Use the ICR tools when
modification is necessary.
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2.3. Monitor ICR Reporting

i Monitor ICR is the reporting and monitoring tool of the Admin
% Workstation. It is an integral part of the AW and is the main subject of
Monitor ICR this manual. Monitor ICR features an extensive set of predefined report

templates. The ICR report templates allow you to quickly generate
reports of the call center and agent performance data that are stored in
the ICR databases.

See also: Chapter 8, “Template Reference,” provides details on each report
template that comes with Monitor ICR.
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See also:

2.3.1.

MidTier enterprise
service

Y ou can change the predefined templates to suit your particular business
needs by using the optional ICR Custom Screen Builder. The Custom
Screen Builder is a client database access application that is based on
Powersoft” InfoMaker. The Custom Screen Builder also alows you to
create new report templates for use in Monitor ICR.

The Intelligent Call Router Custom Screen Builder Tutorial provides an
introduction to the ICR Custom Screen Builder tool.

Enterprise and Peripheral Reporting

The ICR’s reporting structure allows you to view organizational entities

independently or generally over the entire enterprise. For example, in

one report you can see how calls are being handled generally by using an

enterprise service. In a second report, you can see how calls are being

handled by individual agents, agent teams, peripheral services, or skill

groups. Figure 11 shows an example of two Monitor ICR reports:
Enterprise Service Report

[ calltrend.cmb

Enterprise Service Calls Trend Analysis
Over Last 5 minutes | For Current Half Hour

Enterprise Service Oifer | Answer| Aband | ServLev| Offer | [Answer| Aband | ServLev)

For the Day

MidTier peripheral
services

El 336, 336, o 1000% 328 328 0] 1000z 41047 41047 0| 1000%
[Newharkets 182 182 0 1000% w7 w7 0] 1000z 22326 22326 0| 100.0%
|F eaistration 144] 144] 0 1000% 141 141 0] 10007 17660 17660 0| 10007
[Service [ e o o[ [ 19 0[ 1o00% [ 17 [ 1nie o[ o0z
Summar) y: 803 803 0] 783| 783| [ 18209| 98209 0|
Peripheral Service Report
= Untitled (=[O x]
Calls Analysis of Peripheral Services (By Day) |
From [08 Jan 97 08:00 To [09 Jan 97 23:68
| Service Calls J
Peripheral Service Date || Level ASA_| [ AHT | [Delay Offer Handle | Aband |
- Frclcvue MidT et 0BJang7 | [ 10007 q 750 76726 [ 16729 [ 1000% G o
03Jan 97 | | 1000% g 150 5822 [ 9828 | 100.0% 0 oo
Service Summary:| 100,00, 0 150 25548 [ 25550 0
I otan. i et 06 Jan g7 | [ _100.0% ] 150 g [__gr0d [ 1000% 0 [_ooe
08 Jan g7 | | 100.0% ] T80 Gl66 | 606G | 100.0% 0 oo%
Service Summary:| T00.00%] 0 50 15774 [ 15775 0
A,
DenwerMidTier 0BJan g7 | [ 10002 q 750 71967 [ 11964 [1000% G o
03Jan 97 | | 1000% g 150 7894 [ 7495 | 1000% 0 oo
Service Summary:| 100.00%, [ 50 79451 [ 19459 ]

Figure 11: Enterprise and Peripheral Reporting

The first report contains data for several enterprise services. One of
these services is called MidTier. Like all enterprise services, the MidTier
enterprise service has several component peripheral services. The
enterprise service report provides data for the component peripheral
services on an enterprise-wide basis.

To see the data broken out by individual peripheral service, you would
generate a peripheral service report. Three components of the MidTier
enterprise service are the subject to the peripheral service report:
Bellevue.MidTier, Boston.MidTier, and Denver.MidTier.
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2.3.2. Agent Reporting

GEOTEL* Agent Reporting is an optional feature that can be licensed for
peripherals (ACDs, PBXS) in the call center enterprise. With this feature
enabled, you can generate reports of agent-level data through Monitor
ICR. (The Siemens 9751 CBX (9005) and Rockwell Galaxy ACDs do
not support agent reporting.)

Thetypes of reports you can generate vary in scope. For example, you
might want to report on the activity of specific agents within the
enterprise. Optionally, you might report on the activity of agents
associated with a particular skill group or agent team. Table 5
summarizes the types of agent reports you can generate.

Table 5: Agent Report Types

Report Type Scope

Peripheral agent Displays information about selected agents throughout
the enterprise regardless of peripheral associations.

Agent by Displays information about each agent currently logged

peripheral into one or more selected peripherals.

Agent by skill Displaysinformation about each agent currently logged

group into one or more selected skill groups.

Agent by team Displays information about each agent in one or more
selected agent teams.

The data that are displayed in these reports include real-time and
historical datathat cover:

= Agent status
= Agent activity
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= Agent performance

See also: Chapter 7 “Available Data,” provides an overview of the data available
for agent-level reporting. Chapter 8, “Template Reference,” provides
details on each agent-level Monitor ICR report template.

Enabling Agent Reporting

A call center enterprise can contain many agents whose states are
changing frequently. Consequently, while monitoring agent states the
ICR might generate and store a large amount of data. To limit the
amount of data generated and stored, the ICR provides two ways to
control the generation of agent data:

= Specify which peripherals in the enterprise provide agent data.

= Define the flow of data from a specific peripheral to a Distributor
AW site. This is called aagent distribution.
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See also:

Configure ICR

Configure ICR

See also:

The Intelligent CallRouter System Manager Guide provides specific
instructions for enabling agent-level reporting. Some general guidelines
are presented here.

To specify which peripherals provide agent data:

Run Configure ICR. In the Peripheral Configuration window, set the
Agent Reporting option for each peripheral you want to provide
agent-level data. Y ou can set this option on a peripheral -by-peripheral
basis.

To define an agent distribution:

Run Configure ICR. In the Agent_Distribution_Configuration window,
define which peripherals feed agent data to each Distributor AW site.

Y ou can enable or disable an agent distribution at any time. Disabling an
agent distribution alows you to stop the flow of al agent datato a
Distributor AW when you are not viewing rea -time agent reports.

Enabling Agent State Trace

Optionally, you can track every state an agent passes through and
display this datain Monitor ICR reports. Y ou can enable the agent state
trace feature for individual agents.

To enable agent statetrace:

Run Configure ICR. Enable the Agent State Trace option in the Agent
Configuration window.

Tracking every state of an agent puts an added load on the ICR.
Therefore, you should use this feature only for short-term tracking of
specific agents.

See the Intelligent CallRouter System Manager Guide for more
guidelines on using the agent state trace feature.

2.4. Monitor ICR Reporting Scenario

2.4.1.

In order to quickly detect changesin call volumes and service levels,
you need access to up-to-the-minute data. Y ou aso need historical data
in order to analyze trends and gauge resources across the call center
enterprise. Monitor ICR allows you to combine real-time and historical
datain asingle report. In addition, you can and have severa reports
displayed on the workstation screen at once.

Viewing Multiple Reports

By viewing multiple reports, you can get a clear picture of current and
past call center performance. For example, say you are viewing a report
that shows service levelsfor several enterprise services. Y ou notice that
the PremiumSal es enterprise service has had a sharp drop in its service
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level over the last half-hour. To further investigate the problem, you
open two additiona call analysis reports:

= One report provides real-time data such as calls offered, calls
abandoned, average speed of answer, and service levels for the
PremiumSal es enterprise service.

= The other report displays the same data for the PremiumSales
enterprise service, but historically over the last two weeks.

Y ou how have three reports on the screen, each displaying a different set

of datafor the PremiumSales enterprise service. Figure 12 shows an
example.

[ Monitor ICR

|__calls Analysis of Enterprise Services (By Half Hour)
From To

\ epise service | |_pate | _time

e 08 Jan 87 500

el 08 Jan 87 16:30 100
temiurSales 08 Jan 57 16:00 100.0%
5

PremiumSales

Enterprise Service Queue Delay Status

Real-Time
Call Statistics

Effect of Abandoned Calls on Enterprise Service Service Levels

Service Level 1

[
Calls Calls Calls Aband
Offered | |Handled| _Abandoned | |within SVL | | Without Abandoned With Abandoned
:

0 | 100.00% [ 100.00%]

|__calls Analysis of Enterprise Services (By Day) |
From To [09Jan 97 23:59
Calls

Service
Enterprise Service | ‘ Date | [ Hande | Aband
[FremumSales Gedanor | [oooZ [0 E E 0%
remumSales danor | [ o00Z [ 0 2 2546 25456 0%
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Figure 12: Sample Report

2.4.2. Analyzing the Data

Asyou analyze the historical data, atrend becomes obvious. between
3:00 and 5:00 P.M. each day, the number of calls offered to the
PremiumSal es enterprise service increases dramatically. Since agents
become increasingly busy during thistime, calls are being held longer
than necessary, which consequently causes the service level to drop.
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2.4.3. Correcting the Situation
To correct the situation, you consider two options:

Firgt, you find out if there is an excess of qualified agentsin other
skill groupsin the call center enterprise. Are these agents available
to handle PremiumSales calls between 3:00 and 5:00 P.M.? If they
are, you can add these skill groups to the search list of the ICR call
routing script currently in effect for the PremiumSal es enterprise
service. The routing script will activate the backup skill groups as
necessary to ensure that service levels remain high.

As a second option, you may decide to work with the appropriate
site personnel to determine if you can add more agents. For
example, you might have several call centersin the enterprise each
assign an agent to the PremiumSal es enterprise service.

2.4.4. Monitor ICR Reporting Terms

Before you begin using Monitor ICR, it may be helpful to review some
of the terms that are frequently used in this manual:

Template. Y ou use templatesto create reports. A template isafile
that specifies the types of datato be displayed in areport and how
the data will be displayed (for example, in agraph, achart, etc.). The
types of data and the display format are fixed in the template file.
However, you can specify that you want datafor a particular agent,
service, skill group, trunk group, route, etc. Y ou can also specify a
range of dates for which to retrieve data.

A number of predefined templates are provided with Monitor ICR.
Y ou can use the ICR Custom Screen Builder to modify these
templates or to create new ones.

Historical template. A historical template is atemplate that is
based on historical datafrom the ICR central database. Y ou can use
historical templates to create reports that contain half-hour and daily
summaries of agent and call center data.

Real-timetemplate. A real-time template is atemplate that is based
on real-time data from the Distributor AW local database tables.

Y ou use real-time templates to create reports that provide aview
into current agent and call center activity.

Report. A report isthe final presentation of data, titles, dates and
times, and graphic elements displayed on the AW screen or printed.
A single report can include components generated by one or more
templates. For example, one report can contain a real-time pie chart
and a higtorical grid, each generated with a different template. Once
the report is displayed on the screen, it can be saved as areport
definition.
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= Report definition. A report definition is afile that specifiesthe
templates the report uses to retrieve data. The report definition also
specifies other values that the report includes (for example, dates
and times, particular services, skill groups, etc.). Report definitions
are saved asfileswith .CMB extensions in the subdirectories of the
icr\aw\custname\custom directory. They can be displayed at any
time in Monitor ICR.

2.5. Web View

GEOTEL-Web View is the web-based reporting and script monitoring
tool of the ICR. You can install Web View on an Admin Workstation to
make it aweb server in your corporate intranet. Other computers with
access to the web can use the GEOTEL* Web View Server to generate
ICR reports and monitor call routing scriptsin real-time. Figure 13
shows an exampl e of the type of Web View report that can be displayed
in aweb browser:

»-« Netscape - [http://geoclabaw2/report...04_calls_tiend_analysis]
File Edit “iew Go Bookmarks Options Directory  ‘wWindow Help

&

Edit.

o

=
2] A
IEges, | Open

Reload EFit: Find

O |
St

anatinn'Ihtlp:#./‘geo\abawE!reporlinngiewwl.asp'?grid=true&businass=1 Bitems=3287%2C+326%2C+331 j

Enterprise Service Calls Trend Analysis N
>

Over Last § Namutes Fur Cumrend Half Hour For the Day =

Enderprise favive Offa Ansuer (Aband Savier |Offar incwer Aband |Sevler Offar |Answer dband |Savier 3
Stress] S
Updite CC_test é
(VRUPG]. Servicel 2
(VRUPGL. Service2 5
ok o o o 0% ) o o 0% 1] o ) 0% E;
ATt 1] a 1] 0% 1] 1] 1] 0% a o 1] 0% (=2
e 0 ] i 0 0 0 0 0 g

This report was updated at 12/8/97 11:07:42 AT

[ Avtomatic Update Enabled (every 20 seconds)

; i v
Hume oY Thresholds ' |DnlDown [_flave
¥ =

F@| [Document Done I =]

s R

Figure 13: Web View Report

The URL for the Web View internal web site address depends on the
name of the Distributor AW machine where the server component is
installed. See your network administrator for more information.
WebView currently supports Microsoft” Internet Explorer version 4.0 or
Netscape Navigator versions 3.0 or higher. The Web View on-line help
provides instructions on generating web-based reports.

See also: For details on using and installing Web View, refer to the GEOTELWeb
View Administrator Guide.
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3. Creating a Report

See also:

The Monitor ICR reporting tool allows you to report on call and agent
activity throughout the call center enterprise. Y ou can use real-time data,
historical data, or acombination of the two in asingle report. You can

a so display multiple reports on the screen, save reports, and print
reports.

This chapter provides atutorial that guides you through the process of
generating areport. In thistutorial, you will learn how to:

Start Monitor ICR.

Set up the Template Launcher.

Set thresholds in reports.

Add drill-downs to reports.

Save report definitions.

Display reports automatically at startup.

If you need details on the features and functions of Monitor ICR, see
Chapter 4, “Reporting Basics.”
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3.1. The Report Example

See also:

The report you will be creating includes areal-time bar graph that
displays call queue status data for selected peripheral services. This data
includes:

= Average Delay in Queue

= Expected Delay in Queue

= |Longest Call in Queue

= Average Speed of Answer (ASA)

The data for the real-time bar graph is taken from the
Service_Rea_Time table in the Admin Workstation local database.

For more information on the tables of the central and local databases, see
the Intelligent CallRouter Database Schema Handbook.

The report example aso includes a historical grid that displays half-hour
call analysisdatafor selected peripheral services. This dataincludes:

= Service Leve

= Average Speed of Answer (ASA)
= Average Handle Time (AHT)

= Average Delay in Queue

= (CadllsOffered

= CdlsHandled

= Calls Abandoned in Queue

The historical datais taken from the Service Half Hour tablein the ICR
central database. The historical grid displays datafor a specific range of
dates and times that you specify.
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The completed report looks similar to the following example:

[ Monitor ICR - [tut1.cmb]

Peripheral Service Queue Delay Status

Call Analysis for Bellevue. Denver. and
Omaha MidTier Services Bellevue MidTier

Denver MidTier

From 26 Apr1997 08:00 AM

To 28 Apr1997 11:59 PH 5 MidTier

8 1z
Seconds

Calls Analgsla of Periéheral :
From Avg Delay Expected D Longest Cal
Peripheral Service Date E E
25 At 97 0020 1w 1oy
[26 A7 | [0100  — —
2 2pro7] [oTa0 ]  — —
[Z2por] [(om ]  — —
76 Api 57 0230 | ] | —
76 Api 57 0300 | ] | —
(28657 o3 s —
EXTE s —
ErTE mE — —
[ 57| [500 |  — | —
76 Apr 97 0530 | I | —
76 Apr 97 0500 | I | —
% Ap 57 | [DEa0  — —
[Eaesr] [ 000 ] — —

Often when using Monitor ICR, you create reports that contain only one
report component (for example, areal-time graph showing the delay in
gueue). In some cases, you might want to display real-time and historical
datain asingle report. With Monitor ICR, you can launch several report
templates at the same time to create areport with multiple rea -time and
historical components.

Although the report generation processis basically the same whether

you use one or more templates, some Monitor ICR features are specific

to multiple-component reports. Therefore, it's worthwhile to learn how
to use Monitor ICR by creating a multiple-component report.
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3.2. Starting Monitor ICR

Monitor ICR

See also:

3.2.1.

To start Monitor ICR, click Start, then point to Programs. In the
Programs menu, point to GEOTEL Admin Workstation and click Monitor
ICR. The Monitor ICR main window appears:

Controller Time

=
19990121 143344 O
nis

The Monitor ICR toolbar provides buttons that allow you to quickly
activate the most common functions (for example, New, Open, and
Save).

The Monitor ICR buttons are described in more detail in the on-line help
and in Chapter 4, “Reporting Basics.”

Controller Time
The Controller Time window appears whenever the Monitor ICR

This window shows the current date and time at the Intelligent
CallRouter central controller. Theentral controller is the computer that

is routing calls and logging management data to the ICR databases. The
main central controller processes are theRoater and the Logger
(Database Server).
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3.3. Setting Up the Template Launcher

Category and
Scope Tab

Date and
Time Tab

ltems Tab

Templates
Tab

>

To generate the report, open the Template Launcher window.
To open the Template Launcher:

In the Monitor ICR window, click the New button. The Template
Launcher window appears:

[_[of]

1999-01-21 11:.08:42 |g

[Moritr [ERnstences fooct
The Template Launcher allows you to choose reporting options from
several tabs.

Choose the Category and Scope options:

1. Select Service asthe data Category. (By default, Serviceis dready
selected.)

2. Select Peripheral asthe Scope. (In thistutorial, you are reporting on
peripheral services rather than enterprise services. Peripheral
services are services that are tied to specific ACDs or VRUS))

The Category and Scope selections you make specify the general
subject of the report.

Choose a Business Entity:

If your ICR system has more than one business entity, choose one from
thislist. Otherwise, accept the default selection. The business entity
specifies which subset of the ICR enterprise you will be reporting on.
For example, a business entity may represent a division within alarge
corporation or a single customer within a service bureau.

Choose the Date and Time options:

1. Click onthe Date and Time tab and choose Absolute Dates (the
default). (Dates and times have no effect on the real-time portion of
the report, but you need them for the historical report component.)
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2.

In the From field, click on the down-arrow. A calendar appears:
=] =

SulMo|Tu|we Th| Fi [Sal

=

Double-click on aday (three or more days ago). A dateisentered in
the From field.

For thistutorial, do not change the To field. The default setting will
provide data up to the present day.

Enter 8:00 in the From time field by highlighting the first two digits
and incrementing the time using the up-arrow.

Leave the To time set to the default (11:59 PM). This provides data
up to the current time.

Click on the “Show a date and time label...” option to indicate that
you want to show the dates and times as a separate component in the
report. Your dates and times should appear similar to the following:

You can now choose the specific parts of the call center enterprise
that the report will cover.

» Choosethe specific Items on which to report:

In the Items tab, click on two or more peripheral services from the
selection list. This specifies that you want data for these specific
peripheral services.

To select more than one item, hold down@Tt&L key as you click
on each item.

To select a range of items, click the first item in the range, press
SHIFT, and click on the last item in the range.

To select and deselect all items in the list, click the Select All
button.
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Y ou can now choose the templates to use in the report.
Choose the Templates:

In the Templates tab, choose the following templates:
=  persvcOl queue delay status

= persvcl2 cals analysis half _hour

The Template Launcher is now set up to generate areport. Y our screen
should appear similar to the following example:

-~ Monitor ICR
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3.4. Launching the Report
To launch the report, click OK. An untitled report window appears:

Controller Time =

1993-01-21 14:39:44 (")

e
From [1999-01-18 08:00 AM
To |[1999-01-21 11:59 PM

» Todesign thereport:

1. Click on the Maximize button in the upper right corner of the
report window. The report window is maximized. Y ou may also
want to maximize the Monitor ICR window.

2. Dragthe graph, chart, and text objects and resize them. Try to lay
out the report so that you can see al the data and the graph and chart
titles. In tabular report components, like persvcl2, you can use the
scroll bar on the right side of the window to view more data.
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The following example shows the items in the report resized and
repositioned. Y ou may choose to use a different layout:

Peripheral Service Queue Delay Status

Bellewe Mid Tier

Denver MidTier

99-01-19 08:00 AM
Otriaha Mid Tier

8 1z
Seconds

| _calls Analysis of Peripheral |
From 26 Dec 96 08:00

I

0700
0130
1200
1230
0300
[EE]
0400
0430
0500
0530
27 Apr 7 06:00

530

SRR
Jeb A

T
T

3. Click inside thetitle box and enter atitle for the report (for example,
“Call Analysis for Bellevue, Denver, and Omaha MidTier
Services”). Resize the Title window, if necessary.

4. When you are satisfied with the appearance of the report, choose
Edit- Shuffle Mode from the Monitor ICR menu to deselect Shuffle
Mode. When you deselect Shuffle Mode, the window borders and
title bars of the individual report components are hidden.
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3.4.1.

See also:

Y our report should appear similar to the following example:

[ Monitor ICR - [tut1.cmb]

Peripheral Service Queue Delay Status

Call Analysis for Bellevue. Denver. and
Omaha MidTier Services Bellevue MidTier

Denver MidTier

From 26 Apr1997 08:00 AM

To 28 Apr1997 11:59 PH 5 MidTier

8 1z
Seconds

Calls Analgsla of Periéheral :
From Avg Delay Expected D Longest Cal
eigheratserice | _vae | _rime_| [f
25 At 97 0020 s 1oy
25 apr 57| [OT00 1 —
[ Ao | [0  — —
[ Ao | o200  — —
% ap o7 | [0z  — | —
7 ap o7 | [ D300  — | —
[ 2p o] [0 |  — | —
[7 57 [owm0 |  — —
[ g7 ] [oa30 |  — —
[5apar | [ om0 | [tz [0 | —
Zhp 7| [ 530  —  —
% Ap 57| [ 0800  — | —
% dp 57 | [ D630  — —
% bpie7 | [ 0r00  — —

What the Report Shows

The report you created contains a real-time bar graph that shows the
average delay in queue, expected delay in queue, length of the longest
call in queue, and the average speed of answer for each service. In this
example, the real-time monitoring datais displayed for three peripheral
services. Notice that the real-time data in the bar graph is continually
updated.

The historical section of the report displays several categories of
information related to call analysis for each of the periphera services.
Some categoriesin historical reports are displayed as counts, while
others such as Service Level are displayed as a percentage. Depending
on the type of data, the summary rows total, average, or perform another
calculation on the data for each column.

Chapter 7, “Available Data,” describes the common types of data
displayed in Monitor ICR reports. The Monitor ICR on-line help system
also provides information on how specific data is calculated.
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3.4.2. The Status Bar

If you click on abar in the graph, a message appears in the status bar at
the bottom of the Monitor ICR window. The status bar describes what
the bar represents and its current numerical value. For example:

||L|:ungest Call for Bellevue MidTier i 121,00 |

Y ou can use this feature to get a precise reading of avalue in the graph
or to differentiate the barsif you have trouble distinguishing their colors.

3.5. Retrieving the Latest Historical Data

Now that the report is displayed on the screen, you can retrieve the latest
half-hour summary data accumulated by the ICR while you were
creating the report.

> Toretrievethelatest historical data:

54 Click the Retrieve button. The historical grid is updated with new
Petrioue half-hour summary data that has been collected by the ICR.

3.6. Printing the Report

=) With the report displayed, choose File- Print, or click the Print button in
Frint the tool bar. The report is sent to the printer.

3.7. Saving the Report

At this point, it's a good idea to save the report. After you save the
report, you can open it again at any time without having to re-launch the
templates.

Within Monitor ICR, reports are saved as report definitions, which are
files that specify the templates to be used to retrieve data. Report

definitions also specify other items that the report includes, such as dg
and times or the particular subjects of the report (for example, specific
peripheral services or skill groups). Report definitions can be opened &
any time in Monitor ICR.
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>
il
Save
See also:
Note:

To savethereport definition:

1. Choose File- Save, or click the Save button. The Save Report
Definition dialog box appears.

Save Report Definition HE
File hame: Folders: -UK
[ awhcustompersvch?.cml cihicrhawtoustamipersye
Cancel
= e -
[ icr
= cusll
= aw
[ custom
B2 persve =
Save file as type: Drives:
IHepmtDefmit\on[* cmb]j I Hc j Metwork.

Since you created areport on periphera services, the Save Report
Definition dialog box defaults to the per svc directory. The “persvc”
directory is reserved for storing peripheral services report
definitions. Similarly, other subdirectories of the Admin
Workstation’s \custom directory exist to hold other types of report
definitions (for example, skill group, route, and trunk group reports).

2. Type TUTOR as the file name. The .CMB extension is retained.
3. Click OK. The report definition is saved.

4. At the Monitor ICR menu, choose FileClose. The report file is
closed, but the Monitor ICR window remains displayed.

The next time you open the TUTOR.CMB report, the real-time graph
component of the report displays real-time data. The historical grid
displays data for the range of dates you specified when your originally
created the report. Since you did not change the end date and end time,
the historical grid always displays data up to the present date and time.

You can change report definitions like TUTOR.CMB by using the
Monitor ICR Definition Editor. For example, you might want to change
the start dates and times in the historical component of the report.

The Definition Editor is described in Chapter 4, “Reporting Basics.”

The saved report definition (TUTOR.CMB) does not appear in the
Template Launcher list of templates. It is stored as a .CMB report
definition file, not as a template.

Now that you have created and saved a report definition, you can open
the report and make changes and improvements such as setting
thresholds and adding drill-downEhresholds allow you to set yellow

and red indicators on important fields of data in a rejitl-downs

allow you to launch additional reports from within the current report
window.
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3.8. Opening the Report

Y ou can open the TUTOR.CMB report by selecting the Open command
from the File menu or by clicking the Open button.

» Toopenthe TUTOR.CMB report:

1. Inthe Monitor ICR window, choose File - Open, or click the Open
n button. The Select Report Definition dialog box appears.

2. Scroll down in the Folderslist and double-click the persvc folder
(thisisthe subdirectory in which the TUTOR.CMB report was
saved). The TUTOR.CMB report definition appearsin thefile list:

Select Report Definition EHE

(]
T

File hame: Eolders: oK.

= emb cihhawhcustombpersve _
Cancel

TUTOR.CMB = o =)

[=rier

[E=r cus
= aw

(£ custom

|

Ligt fles of wpe: Drives;

IHepmtDehmt\on[* cmh]j I c: BROOK j Metwork.

3. Choose TUTOR.CMB from thelist.
4. Click OK. Thereport is opened and appears on the screen.

Now you are ready to set thresholdsin both the rea-time and historical
components of the report.

3.9. Setting Thresholds

Asyou examine data in the report, you might decide that you want
certain data categories to stand out, especialy if the values are out of an
expected performance range. For example, maybe you'd like the Service
Level column in a report to turn red when the service level drops too
low. You can set thresholds such as these to alert you when certain
values exceed or fall below expected levels.

In the real-time bar graph, the threshold alert notifies you immediately
of an unacceptable condition. In the historical grid, the threshold alert
highlights areas that were out of an expected performance range over
period of time.

» Toset thresholdsin thereal-time graph:

1. With the TUTOR.CMB report displayed, place the mouse pointer
over the real-time graph and hold down the right mouse button. A
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2. Choose Thresholds. The mouse pointer changesto across hair (+).
(Alternately, you can choose the Thresholds option from the Edit
menu.)

3. Click anywhereinside the real-time graph. The Threshold Editor
dialog box appears:

thleShD'd Editor - persvc01_queue_delay_status

Threshold BEUTEE G
=

Y ou can set thresholds for the four attributes displayed in the Queue
Delay Status bar graph (that is, Avg. Delay, Expected Delay,
Longest Call, and Average Speed of Answer (ASA)). These
thresholds can be set for all the peripheral services displayed in the
graph.

4. Thedefault Relation (>=) is appropriate for the Avg. Delay
thresholds you are about to set, so press TAB. (In the rea-time
graph, you want to highlight values that equal or exceed (>=) a
certain threshold.)

5. Enter 15 asthe yellow threshold and press TAB.
6. Enter 25 asthe red threshold and press TAB.

7. Tabdown to the Longest Call yellow threshold field. (Y ou do not
have to set athreshold for the Expected Delay attribute. The
Expected Delay is the ICR’s predicted delay for a new call added to
the service queue.)

8. Set the thresholds for Longest Call and Average Speed of Answer
(ASA) as you did for Avg. Delay. Enter the values as shown:

l._'lhleshold Editor - persvc01_queue_delay_status

Threshold [ITES TG
5

©

Click on Apply. (Don't close the Threshold Editor yet.)
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Thethresholds you just set will have the following effects, possibly
immediately, depending on the values in the graph:

=  When the Average Delay in Queue is greater than or equal to 15
seconds, the Avg. Delay bar in the real-time graph will turn yellow,
indicating afirst-level warning. The first-level warning (yellow) is
intended to inform you when a count or value is approaching an
unacceptable level.

= When the Average Delay in Queue is greater than or equal to 25
seconds, the bar in the graph will turn red, indicating a more serious
condition. Thisindicates that for the affected peripheral services, the
Average Delay in Queue has reached an unacceptable level.

=  When the Longest Call (Waiting in Queue) is greater than or equal
to 30 seconds but less than 45 seconds, the Longest Call bar in the
graph will turn yellow, indicating that the 30 second delay is
approaching an unacceptable level. If that number equals or goes
over 45 seconds, it means that an unacceptabl e performance level
has been reached or exceeded. The Longest Call bar will turn red to
indicate this more serious condition.

=  The Average Speed of Answer yellow and red thresholds will aso
be triggered when performance levels equal or exceed 15 and 20
seconds respectively.

Y ou can now set thresholds in the historical portion of the report.
To set thresholdsin the historical grid:

1. Within the Threshold Editor, click the Next button. The Threshold
Editor displays the data attributes for the historical Calls Analysis
grid.

2. Enter the threshold values as shown in the following example. (Note
that service level threshold values must be set in decimal format.)

w
Thleshuld Editor - pers¥c12_calls_analysis_half_hour O
Attribute | Relation a
—_—
calls_offered >= ~| 5 El Q
service_level - 08 0.75 Apply | g
asa >= | Q@
calls_handled >= Help Q
lavg_handle_time 3= | = -
calls_abandoned = | o)
- Next
2w delay_in_queue >= ~ _I _8
per_hand 2= hd Previous 3
]

3. (Important.) Be sureto change the Relation for service level to <=.
Y ou want the Service Level threshold to be triggered when the value
equals or falls below acertain value.

4. click Apply.

You just set the number of Calls Offered thresholds to highlight the
column if the number of calls equals or exceeds (>=) 50 and 60 in any
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half-hour interval. Y ou also set the Service Level thresholdsto <=to0 80
percent for the yellow warning and <= 75 percent for the red warning.

If the Service Level equals or falls below 80 percent, the Service Level
column in the chart will turn yellow to indicate that the Service Level
approached an unacceptable level. If the Service Level equalsor falls
below 75 percent, ared warning will indicate that a serious performance
problem existed.

Note: Setting thresholds on the service level can aert you to other potential
performance problems. A service level that is dropping indicates that
some type of performance problem exists. To find out what is causing
the service level to drop and to seeif the problem still exists, you can
launch an appropriate real-time template or open another report
definition.

» Toset theother attributes:

Choose relations and enter values that you feel set proper threshold
levelsfor the other attributes listed in the Threshold Editor.

When you are ready to close the Threshold Editor, click Apply and then
click Done.
» Topreservethethresholdsyou set:

Although you applied thresholds to the report, you must save the report
itself in order to keep the threshold settings. Save the report definition by
choosing File - Save from the menu bar, or by clicking the Save button.

[
Saw

&

3.10. Adding Drill-Downs

The DrillDown Editor lets you add another level of detail to the report.

For example, if you are looking at information about a periphera

service, you might want to see more information about the individual

routes associated with the service. Smilarly, if you have areport on an
enterprise service you might want to “drill-down” to see data for the
component peripheral services. The DrillDown Editor allows you to get
this kind of detail quickly and easily from within a report window.

» Toadddrill-downsto areport:
1. Open the TUTOR.CMB report definition.
2. Choose Edit; DrillDown. The report window is maximized.
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[ Monitor ICR - [tut]_cmb]

Contraller Time. ]

1999-01-21 14:39:44 |0

Peripheral Service Queue Delay Status

Call Analysis for Bellevue r. an
Omaha MidTier S Bellevue Mid Tier

Denver MidTier

Omaba Mid Tier

From 26 Apr1937 08:00 AM
To 28Apr1997 11:59 PM

Calls Analisls of Penéheral

Fiom Avg Delay Expected D Longest Cal

s 121
Seconds

Peripheral Service
[Belleve MidT for

!§

EEEEEREEE R Rl
=1 L L R S E L E
G B i
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T

I

i

xx!xa&

3. Click anywhere inside the “Peripheral Services Queue Delay Status”
report window. The DrillDown Editor appears. In this example, the
DrillDown Editor lists the corresponding real-time templates for
Routes:

rDliIIann Editor - persvc01_queue_delay_status

Monitor ICR has rules that specify the groups of drill-down
templates that can be used in particular types of reports. Chapter 4

“Reporting Basics,” provides a list of the drill-down rules and
defaults.

4. Click on the “routes02_call_status” template in the DrillDown
Editor. In this tutorial, you are setting a drill-down in order to view
additional call status data for the routes associated with a peripher
service.

5. Click Apply to assign the drill-down template to the “Peripheral
Services Queue Delay Status” real-time graph. (Don't close the
DrillDown Editor yet.)

You will be able to invoke the drill-down routes template for each
peripheral service in the graph. In other words, you can display a
separate drill-down report for each peripheral service listed in the graph.

uoday e buneal)d g
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Now that you have added drill-down capability to the real-time graph,
you can do the same with the historica grid.

To add drill-downsto the historical grid component:

1. Click on Next. The DrillDown Editor changes to reflect the route
templ ates that can be added to the historical grid.

calls_analysis_half_hour

2. Click the “routes12_calls_analysis_half _hour” template in the
DrillDown Editor.

3. Click Apply to assign the drill-down template to the Call Analysis
chart.

4. When you are finished, click Done. The DrillDown Editor is closed
and you are returned to the original report window.

You will also be able to invoke a drill-down report for each peripheral

service displayed in the historical grid.

You must save the changes you made to the report in order for the
drill-down capabilities to take effect. If you close the report without
saving it, the drill-down capabilities will be lost.

To savethedrill-down capabilities:

Choose File> Save or click the Save button. You can now invoke the
drill-downs you just set.

> Toinvokethedrill-downs:

1. With the report displayed, double-click on a bar in the “Peripheral
Services Queue Delay Status” real-time graph. A “Route Status”
drill-down report appears.
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2. Double-click on abar for another peripheral service to specify that
you want data for that peripheral service. A new “Routes Status”
drill-down report appears.

3. To close a drill-down report, make the window active and choose
File- Close.

For the historical portion of the report, follow this same procedure, but
invoke the drill-down by double-clicking onspecific name in the
Peripheral Service column of the grid:
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Once displayed, the drill-down reports can be saved as Monitor ICR
report definitions.

See also: Chapter 5, “Setting Thresholds and Drill-Downs,” provides more
information on saving drill-downs as report definitions.

You can now learn how to set up Monitor ICR to save your workspace
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3.11. Saving Your Workspace

You can have Monitor ICR display the screen as you left it each time
you start the application. This feature is useful in displaying your most
important and frequently used reports immediately upon startup.
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Creating a Report

Note:

(]
T

Note:

See also:

For example, say that the first thing you want to see at the start of the
workday is area-time report on call queue delays for a certain group of
peripheral services. You can easily set up Monitor ICR to display this
report at startup.

Only saved report definitions (.CMB files) can be displayed at startup.
To set up Monitor ICR for automatic report display:
1. Openthe TUTOR.CMB report.

2. Choose Edit - Shuffle Mode and adjust the report to appear the way
you want it displayed at startup. (For example, you may want to
enlarge the real-time graph in the report.)

3. When you are satisfied with the appearance of the report, choose
Edit - Shuffle Mode again to disable shuffle mode.

4. Choose Options - Save Settings Now. This saves the current screen
settings and component positions.

Make sure that Options - Save Settings on Exit is not selected when you
exit from Monitor ICR; otherwise, the settings you have saved will be
overwritten.

Totest the startup settings:

Choose File- Exit to end the current Monitor ICR session. Then
double-click on the Monitor ICR icon to restart the application. The
report is displayed automatically.

Toreturn to default display mode:

1. Start Monitor ICR.

2. Choose File- Closeto close the TUTOR.CMB report.
3. Choose Options— Save Settings Now.
4.

Ensure that Options - Save Settings on Exit is deselected when you
exit from Monitor ICR.

The report you created in this chapter used some of the major features of
Monitor ICR. However, Monitor ICR has other featuresthat can help
you manage your call center enterprise data.

Chapter 4, “Reporting Basics,” provides more details on the Monitor
ICR interface and several other reporting and monitoring features.
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4. Reporting Basics

This chapter describes the basics of creating reports with the Monitor
ICR tool. It provides details on using the toolbar, menu commands,
on-line help, and the Template Launcher. Several common reporting
tasks are covered in this chapter, including:

= Starting Monitor ICR.

= Working with templates and reports.

= Exporting report data.

= Printing reports.

This chapter also describes how to set Admin Workstation preferences

such as the real-time refresh rate and the background color used in
reports.
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4.1. The GEOTEL Admin Workstation Group

See also:

From the Windows NT desktop, open the GEOTEL Admin Workstation
group. The group contains several applications:

& GeoTel Admin Workstation =i=] B3
J File  Edit View Go Favoites Help

= o2 W B OM B A4 2

Lpplication o Select Bulk. Call Tracer Check Routes Configure ICR Custom Glozzam
Wizard Configuration Screen Builder

& £ G Y B B

Initislize Local Job Scheduler  Lock Admin - Monitar ICR Print Server  Route Explorer Router Log Scheduled
Databaze Wiewer Target

2 B B & & #

SchemaHelp  ScriptEditor  Send Home Service Setup Translation Workforce
Contral Route \Wizard  Management

Integration

Spstem

The following applications are used in reporting on and monitoring call
center activity:

= Job Scheduler. Lets you schedule reports to be generated and
printed at alater time.

= Monitor ICR. Letsyou view graphs and reports to monitor the
performance of the system as awhole or specific services and skill
groups within the system. Y ou can also generate new graphs and
reports using templates provided.

= Print Server. Works with the Job Scheduler to alow you to
automatically print reports at specific times.

See the Intelligent CallRouter System Manager Guide, Installation
Guide, and Administrator Guide for information on the other ICR
applications.
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4.2. Starting Monitor ICR

To start Monitor ICR, double-click the Monitor ICR icon in the GEOTEL
Admin Workstation group. The Monitor ICR main window appears:

Controller Time

=]
1999-01-21 14:39:44 ‘ o

See also: For information on starting Monitor ICR from the command prompt, see
“Command Prompt Startup Options,” later in this chapter. For
information on starting Monitor ICR from the Windows NT Explorer
see “File Association,” later in this chapter.
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4.2.1. Toolbar Options
Y ou can use the buttons on the Monitor ICR toolbar to quickly activate
the most common functions. Table 6 summarizes these buttons.
Table 6: Monitor ICR Toolbar
Button Action
0 Create a new report.
few
B Open areport that you have previously saved.
Open
] Save the current report to afile.
Save
=) Print the current report.
Frint
) Invoke the ICR Event Viewer.
Events
ol Pause the real-time refreshing of the Monitor ICR screen.
Fause
B Resume the real -time refreshing of the Monitor ICR screen.
Resume
B Retrieve the latest half-hour historical data from the central
Resume database.
@ Invoke on-line help.
Help
Y ou can aso invoke these actions by using menu commands. A few of
the commands also have keyboard shortcuts.
See also: The Monitor ICR on-line help provides more information about the

toolbar and keyboard shortcuts.

Y ou can toggle the Options— Show Text option from the Monitor ICR
menu to display the toolbar without text:

NEEEEREE|
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Monitor ICR provides a pop-up menu that allows you to display the
toolbar in severa different ways. Click the right mouse button in the
areato theright of the toolbar. A menu appears:

v FrameBar

Left

v Top
Right
Bottom
Floating

Show Text
v Show PowerTips
Toggle the Frame Bar option to hide the toolbar. To redisplay the
toolbar, choose Options— Toolbar from the Monitor ICR menu. The
other optionsin this window (except Show Text) allow you to display
the toolbar in different positions and toggle between displaying large
buttons with text (Show Text) or smaller buttons with no text.

Toolbars can appear “docked” to an edge of the window or floating as in
the following example:

O TE &=
Mew Open Save Frint
IR SCUES (B B B
Eventz P Fiotrieve Help

You can drag a floating toolbar anywhere within the window. If you
drag it to an edge of the window, it docks to that edge.

4.2.2. On-Line Help

The on-line help system provides information on the user interface and
menus of Monitor ICR. For details on the menu options and other
subjects, invoke the Monitor ICR on-line help.
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» Invokeon-line help by using one of these methods:

Help

" PressFl

The Help contents window is shown in the following example:

Help Topics: Monitor ICR Help

Provides a brief overview
of the application.

2| Indes | Find | GeaTel|

Click a baok, and then click Dpen. Or click another tab, such as [ndex.

2 * |nthe Monitor ICR window, click the Help button.
= Select Help from the Help menu.

Provides access to step-by-step
instructions for common tasks.

Contains details on the use/
interface of the application.
Provides in-depth template

2] whiatis Moritor ICR?
-’ Monitor ICR Tasks
r’ Monitor ICR Interface
Q Report Templates
Q ICR M aster Help

reference material.

Starts master help, which
gives you access to help for

each ICR tool

4.2.3.

Display I Print | Cancel |

Each Help system on the Admin Workstation works in the same way. If
you click the Master Help button in any of the ICR help systems,
another help window appears which lets you navigate to other help
systems via a Help Topics window.

Controller Time

The Controller Time window appears whenever the Monitor ICR
window is displayed. Y ou can position the Controller Time window
anywhere on the screen while you are working in Monitor ICR. It is part
of the Monitor ICR application and is closed and minimized along with
Monitor ICR:

[ 1999.02.15 11:53.45 |

The Controller Time window shows the current date and time at the ICR
Central Controller. The Central Controller isthe computer or computers
running the CallRouter and the Database Server. An up-to-date
controller time indicates that the real-time feed processis active and
providing real-time data to the Admin Workstation. Y ou can click on the
radio button (O) to display the time zone for the Central Controller.

By default, the controller time is updated approximately every 10 to 30
seconds, depending on the AW type. Y ou can change these valueson
some AWSs by using the Preferences dialog box.
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To change the refresh rate, change the value in the Refresh Rate field in
the Preferences dialog box. Thisfield also affects the rate at which
real-time datais updated in Monitor ICR real-time reports.

See also: See “Setting Workstation Preferences,” later in this chapter, for more
information on using the Preferences dialog box.

You may also want to see thaeal time at the Admin Workstation while
you run Monitor ICR. To display the local time, run the Clock task from
the Windows NT Run window.

4.2.4. Command Prompt Startup Options

You can start Monitor ICR and open existing reports from the DOS
command prompt. For example, in a DOS command prompt window
you can type:

C:\>monitor \icr\customenaw\custom\persvc\filename.cmb

This command starts Monitor ICR and opens the specified report
definition file. To open a specific report, you must provide the complete
path along with the filename.

If you want to start Monitor ICR without opening a specific report, you
can type the following command:

C:\>monitor

The monitor command can be entered in any DOS command prompt
window or in the Task List window. You can open the Task List
window by pressin€TRL + ESC.

Once Monitor ICR and the specified report are displayed on the screen,
you can open additional reports by issuing the command again. For
example, the following command opens a report from the “trkgrp”
directory:

C:\>monitor \icr\customenaw\custom\trkgrp\filename.cmb

Each time you enter the monitor command, the specified report is
opened and a new instance of Monitor ICR is started.

See also: For information on starting Monitor ICR and opening reports from the
Windows NT File Manager or the NT Explorer, see “File Association,”
later in this chapter.

4.3. Working with the Template Launcher

The Template Launcher allows you to generate a new report using the
predefined templates that come with Monitor ICR. You can also launc
any custom templates that were created with the ICR Custom Screen
Builder. Once you launch the selected templates, you can add feature
lay out the report components, and save the report as a report definitig
Report definitions can later be opened and modified.
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» Toinvokethetemplatelauncher:

In the Monitor ICR window, click the New button. The Template
Launcher window appears:

1399-01-22 14:26:44 ‘ ()

In the Template Launcher window, you choose the options that define
how areport will be generated. These options include:

= Category and Scope

= Dateand Time

= |tems

=  Templates

After you select optionsin each tab, you can click OK to launch the
report.

The Template Launcher window can be closed. To close the Template

Launcher, choose Close from the Template Launcher’s control panel or
click the Clos€X) button.
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4.3.1.

Category and Scope

Choose areport Category. Y ou can select only one category on which to
base the report.

i Select Category:

" Agent

" Application Gateway
" Call Type

" Peripheral

" Route

" Routing Clignt

= Scheduls

i+ Service

" Skill Group

" Trunk Group

Y ou can create reports on the following logical groups, or categories,
within the call center enterprise:

= Agent: Anagent isanyone who can answer incoming phone calls. A
peripheral agent is an agent who is associated with a particul ar
peripheral (ACD, PBX) in the call center enterprise. A periphera
agent can be a member of one or more skill groups. (Some
peripheral types limit each agent to one skill group assignment.)

= Application Gateway. Y ou can report on several types of data
related to the Application Gateways set up in the system. The
Application Gateway allows the ICR to query host systemsthat are
running other call center applications. The ICR can then base
routing decisions on the results obtained from the query. For
Application Gateways, you can report on data such as the number of
query requestsissued to a host system and the delay involved in
making queries.

= Call Type. You can report on statistics for the call types defined in
the ICR system. A call typeis acategory of incoming calls. Calls are
categorized based on dialed number (DN), caller-entered digits
(CED), and calling line ID (CLID). In reports, you might want to
display data such as the number of calls of acertain cal type that
used default routing during a specified interval.

=  Peripheral. You can use the Peripheral category to report on
switch-specific hardware and software status and some types of call
and agent information.

= Route. For routes, you can report on data such as the number of
callsin progress, calsin queue, or calls handled. A routeisvalue
that is returned by arouting script. This value maps to a service and
aspecific target at a peripheral (for example, a service, skill group,
agent, or trandation route).
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= Routing Client. You can report on statistics for the different routing
clients defined in the ICR system. A routing client is an entity that
sends routing requests to the ICR. Routing clients typically
correspond to a subsystem within the interexchange carrier (1XC) or
to aperipheral (ACD or PBX) that is performing Post-Routing.
Within Monitor ICR, you might want to report on the maximum
delay of route responses to the routing client for a specified interval.

= Schedule. You can generate reports that include staffing schedule
datathat has been imported from a third-party workforce
management system. The GEOTEL Workforce Management Import
System allows you to import schedule data and storeit in the ICR
database. The exact data that appearsin Monitor ICR reports
depends on the specific workforce management system you are
using with the ICR system.

= Service. You can report on many types of datafor services, such as
service level, number of calls abandoned, number of calls offered,
and average handle time. A serviceis a particular type of processing
that the caller requires. For example, in a software company’s call
center, callers having questions about installing software would be
directed to the Technical Support service.

= SKkill Group. A skill group isacollection of agents who share a
common set of skills, such as being able to handle Spanish-speaking
callers. For skill groups, you can generate reports that cover agent
activity (for example, the number of agentstaking, available, or in
wrap-up for a particular skill group).

=  Trunk Group. A trunk group is acollection of trunksthat are
associated with asingle peripheral. Often, the trunks in atrunk
group are used for acommon purpose. In Monitor ICR, you can
report on trunk group (and network trunk group) data, such asthe
number of trunksin service, number of trunksidle, and thetime
during which dl trunks in atrunk group were simultaneously busy
(All Trunks Busy).

Specify the Scope of the report. These options help you to further focus
your report on specific services, skill groups, routing clients, etc.

—Select Scope:

£ Base Wy
* Enterprize
5 et
" Peripheral
0 fray

) By Perifieral
) By E i Eup
L T 2
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The Scope options include:

=  BaseOnly. Thisoption isavailable only if you select Skill Group as
the Category. Base skill groups are used to organize related
subgroups on some types of ACDs. For example, you might have
skill groups called HelpDesk.pri and HelpDesk.sec to prioritize call
routing. In areport, you can reference the .pri and .sec skill groups
directly or you can refer to the base skill group.

=  Enterprise. Select Enterprise to report on enterprise services or
enterprise skill groups. Enterprise services and skill groups are
collections of services and skill groups that span call centers.

= Network. Thisoption is available only if you choose Trunk Group
as the Category. Select Network to report on Network Trunk
Groups.

= Peripheral. Thisoption allows you to report on Peripheral Agents,
Peripheral Services, Peripheral Skill Groups, or Peripheral Trunk
Groups.

= Array. Select Array to report on Service Arrays. A Service Array is
acollection of peripheral services across VRUSs that share acommon
network trunk group.

= By Peripheral. Thisoption is available only if you choose Agent as
the Category. It allows you to report on each agent currently logged
into one or more selected peripheras.

= By Skill Group. Thisoptionisavailable only if you choose Agent
as the Category. It allows you to report on each agent currently
logged into one or more selected skill groups.

= By Team. Thisoptionisavailable only if you choose Agent asthe
Category. It allows you to display information about each agent in
one or more selected agent teams.

See also: For moreinformation on call center entities such as Network Trunk
Groups and Service Arrays, see Chapter 1, “Overview.”

Specify the Business Entity. Business entity is a subset of the ICR
enterprise that contains its own scripts, enterprise services, enterprise
skill groups, enterprise agent groups, and schedules.
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4.3.2.

A business entity may represent a division within alarge corporation or
asingle customer within a service bureau. By default, the ICR enterprise
consists of only one business entity. If you enable partitioning, you can
define multiple business entities.

If you have only one entry under Select Business Entity, you need not
make a selection. Otherwise, select a business entity from the list.

Date and Time

For historical reports, choose the type of date and time you want to use
in the report:

Absolute Dates

Absolute dates allow you to enter an exact period of time with From and
To dates and times. Choose this option if you want the report to display

data from a specific time period (for example, from January 18, 1999 to
January 21, 1999).

The default From and To dates and times are from the present date at
12:00 AM (midnight) to 11:59 PM. These defaults provide data up to the
present time.
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If you select Absolute Dates, click the down arrow in the From and To
boxesto display a calendar:

1955-01-21 E 12:00:00 AW

4 January 1999 »

Su/Mo| Tu|We Th| Fr|Sa

1 2
34 858 B 7 8 39
1011 12 13 14 15 1B
17 18 19 20|21 22 23
24 25 26 27 28 23 30
31

Double-click on aday in the calendar to select it. Y ou can also click on
theleft and right arrowsin the calendar to display different months.

To enter times, highlight the time values and use the up and down
arrows to adjust them. Timeis shown in 24-hour format. For example,
8:00is8:00 A.M. and 17:00is5:00 P.M.

If you leave the To time field set to 23:59, the report displays data up to
the current time. (Optionally, you can type dates and times directly into
the From and To boxes.)

Relative Dates

Relative dates allow you to select a predefined period of time for the

report relative to today’s date. Choose this option if, for example, you
want the report to display data for the previous day, last week, or the
current month. For example, if you choose Relative, you can choose an
option such as “Last Week” as a Date Time. This would provide data for
the last full week (that is, Sunday through Saturday).

If you selectRelative Dates, click the down arrow in the From box to
display a drop-down list of relative date ranges:

Choose options such as Today, This Week, or Yesterday. Enter From
and To times by highlighting the values and using the up and down
arrows to adjust the times. If you leave the To time field set to 23:59, the
report will display data up to the current time. (Optionally, you can type
the dates and times directly into the From and To boxes.)
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The Relative options include:

Today. Provides data for the current day and the time period
entered. (The 00:00 to 23:59 defaults provide data from midnight of
the current day up to the current time.)

Y esterday. Provides data for the previous day and the time period
entered. (The 00:00 to 23:59 defaults provide data for the full day
(that is, midnight to 11:59 P.M.).

ThisWeek. Provides data for the current week beginning on Sunday
and ending on the current day. Y ou can specify a From time for the
first day in the week (Sunday) and a To time for the current day.
(The 00:00 to 23:59 defaults provide data from midnight on Sunday
to the current day and time.)

Last Week. Provides data for the last full week (Sunday through
Saturday). For example, if today is Sunday, the last full week would
be the previous Sunday through Saturday. Y ou can specify a From
time for Sunday and a To time for Saturday. For example, you might
only want to include data from 8:00 A.M. on Sunday to 5:00 P.M.
on Saturday. (The 00:00 to 23:59 defaults provide data from
midnight on Sunday to Saturday at 11:59 P.M.)

This Month. Provides data from the first of the month up to the

current day. For example, if today’s date is Feb. 22, data for this
month would be Feb. 1 to Feb. 22. You can specify a From time for
the first day in the month and a To time for the current day. (The
00:00 to 23:59 defaults provide data from midnight on the first day
of the month to the current day and time.)

Last Month. Provides data for the last full month. For example, if
the current date is Feb. 8., then the last full month of data would be
Jan 1. to Jan 31. You can specify a From time for the first day of the
month and a To time for the last day. (The 00:00 to 23:59 defaults
provide data from midnight on the first day of the month to the last
day at 11:59 P.M.)

ThisYear. Provides data for this year from 1 Jan. to the current day.
You can specify a From time for the first day in the year and a To
time for the current day. (The 00:00 to 23:59 defaults provide data
from midnight of the first day to the current day and time.)

Last Year. Provides data for the last full year. For example, if the
current month is April 1997, the last full year would be Jan. 1, 1996
to Dec. 31, 1996. (The 00:00 to 23:59 defaults provide data from
midnight on the first day of the year to the last day at 11:59 P.M.)
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4.3.3.

Advantages of Using Relative Dates

The Relative Dates option provides a unique advantage over entering
specific dates and times. When you use relative dates, you do not have to
edit the report definition to change the report dates and make them
current. Every time you bring up the report, you get datafor the
specified period of time relative to the present date.

For example, if you created a report and specified “Last Week” as the
relative date, you could open the report on any day and automatically see
data for last week. You could have other reports that displayed data for
yesterday or for the last month. By using reports with different relative
dates, you can see daily activity as well as activity on a weekly,

monthly, or even yearly basis.

Show Date and Time Option

Click the “Show a date and time...” check box to display the date and
time range as a label in the report.

Hourly Boundaries

When you indicate an hourly boundary such as 10:00 in a historical
report, you get data for the 9:30 to 10:00 half-hour summary interval,
not for the 10:00 to 10:30 interval. Also, the ICR central database
provides half-hour summary data only for complete intervals. Half-hour
summary data for the 10:00 to 10:30 half-hour interval is not available
until 10:30.

ltems

A selection list on the left side of Items tab displays specific names
based on the options you chose for Category and Scope. The header of
the selection list indicates the type of items in the list. The following
example shows an example of a Peripheral Skill Groups selection list:

Peripheral SkillGroups

Bellevue.HelpDesk. pri i
Bellevue.HelpDesk.sec

Bellevue.Info.pri

Bellzvue Info sec

Bellevue. Massh arkets. pri
Bellevus. Mazst arkets. sec
Bellevue. MidTier. pri
Bellevue. MidTier sec
Bellevue. NatlsectSery. pri
EBellevue NatlheotSery sec
Bellevue. Newharkets. pri
Ecllevue Newharkets sec
Bellevus. Premiums ales. pri
Eiellevue. PremiumS ales. sec
Bellevues. Proactive. pri

=l

Choose the specific names of the services, skill groups, peripherals,
trunk groups, etc., that are going to be the subject of the report. This li
is obtained from the ICR central database. It shows the items as they {
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4.3.4.

defined in the ICR system. Y ou can scroll down inthelist to view
additional items.

Y ou have several options for selecting items from thislist:
= Tosedectasingleitem, click onit.
= To select moreitems, pressthe CTRL key and click on theitems.

=  Toselect arange of items, click on the first itemin the range. Press
SHIFT and click on the last item in the range.

=  Toselect (or deselect) adl itemsin the list, click the Select All
button.

Templates

The Templates tab contains the predefined real-time and historical

templates and any templates you created with the ICR Custom Screen
Builder. The templates you select here specify the type of report and the
types of datayou want to view. For example, if you selected a peripheral
service as areport item, you could select the
“persvc0l_queue_delay_status” template to view the call queue status
for that peripheral service.

————————

persvell_queue delay status Bar graph of time (in

Click on a template name in the list to select it. If necessary, use the
scroll bar to view additional templates. To select multiple templates
from one list, hold th€TRL key as you click on each template.

If you select a&ingle template, such as a real-time graph, the report will
contain one real-time graph component. If you setedtiple

templates, for example, two real-time graphs and a historical grid, the
report will contain all three components.

Reports can have up to ten components. In other words, you can select
up to ten templates to use in a single report. This allows you to mix and
match real-time and historical templates to create a report that displays
exactly the data you want to view.
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The template lists provide the following information about each
template:

= Template name. The name of the template. Each template uses a
naming convention that includes a directory (for example, persvc,
routes, trkgrp), a number, and a brief descriptivetitle. Thisisa
GEOTEL naming convention. If you create your own templates using
the ICR Custom Screen Builder, be sure to use a different naming
convention. Otherwise, you may risk overwriting one of the GEOTEL
predefined report templates.

= Description. A description of the purpose of the template, including
the display style (for example, graph, pie chart, or grid) and the
types of datathe template displays.

4.3.5. Launching Templates

To launch the templates, click OK. An untitled report window appears
and the Template Launcher is closed.

Typicaly, you launch templates after you make your final selectionsin
the Templates tab. However, you can launch the templates from within
any of the other Template Launcher tabs. For example, if you needed to
go back to change your Item selections, you could click OK from within
the Items tab to launch the templates.

The following example shows the Template Launcher set up for
launching two real-time templates and a historical template:

To close the Template Launcher without launching the templates, click
Cancel.
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4.4. Working with Reports

When areport first appears on the screen, it is untitled. To keep the
report, you need to save it as areport definition file. This section
describes several common tasks you perform when working with
reports:

Saving report definitions

Working with multiple-component reports
Using shuffle mode

Printing reports

Opening reports you have saved
Displaying reports at startup

Modifying report definitions

Deleting report definitions

4.4.1. Saving Report Definitions

Once you save areport definition, you can open it at any time by using
the File Open command. Reports are saved as report definition files
with .CMB extensions.

» Tosavereport definitions:

i {

1. Choose File- Save, or click the Save button. The Save Report

Definition diaog box appears:

Save Report Definition FE
File hame:; FEolders: _DK
[ At "= cmb) o hawhcustomypersve
Cancel
bitest.cmb = | = ot = 4
TUTOR crb = icr
= custi
= aw
(= custom
B= persve =
= ™|
Save file as lupe: Drives:
IF!epmtDefmit\nn[‘ cmh]j I c: BROOK. j Metwork.

Notice that the Save Report Definition dialog box defaults to the
appropriate directory for the report. For example, if you create a
report on a peripheral service, the Report Definition dialog box
defaults to the persve directory. The persvc directory is reserved for
storing only reports on peripheral services. Similarly, other \custom
subdirectories on the AW exist to hold certain types of reports. See
Table 7 for alist of these subdirectories.

Type afile name. The .CMB extension is retained.
Click OK. The report definition is saved.
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Note:

If you have already saved thefile, you can choose File— Save Asto save
the report definition to anew file with anew name. The File— Save As
option also displays the Save Report Definition dialog box.

Saved reports do not show up in the Template Launcher list of
templates. Y ou must open report definitions by using the File - Open
command or clicking the Open button.

Table 7: Default ICR Subdirectories

Subdirectory Report Category
agteam Agent Teams

agtper Agents by Peripheral
agtskg Agents by Skill Group
apgate Application Gateways
caltyp Call Types

entagt Enterprise Agents®
entskg Enterprise Skill Groups
entsvc Enterprise Services
nettrk Network Trunk Groups
peragt Peripheral Agents
periph Peripherals

perskg Peripheral Skill Groups
persvc Peripheral Services
routes Routes

rtecli Routing Clients
schimp Schedules

trkarp Peripheral Trunk Groups

When you save areport definition, the saved version includes the
following:

=  The specific data elements (that is, the specific services, skill
groups, etc.) displayed in the report.

= Relative or absolute dates and times for historical data.

! Not currently implemented.
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= Any thresholds you have defined.
= Any drill-downs you have defined.

=  The names of the templates used in the report. The templates
themselves are not saved in the report. However, references to the
templates are saved. Any subsequent modifications to the templates
used by the report are reflected in the report.

The current data values are not stored in the report.

See also: For information on saving just report data, see “Exporting Report Data,”
later in this chapter.

4.4.2. Single- and Multiple-Component Reports

Each template you select in the Template Launcher becomes a
component in the report. A report with a single component is
straightforward. You generate a single-component report by using one
template. Therefore, the report definition file references only one
template.

For example, you might generate a report for several peripheral services
using a single Calls Offered template. In this report, you might enter
Last Week as a Relative date option. You could save this report and
display it at any time. Each time you displayed the report, you would be
able to see the number of calls offered over the last week for each
peripheral service. The following report provides an example:

EJ untitled [_ Ol =]
Peripheral Service Calls Offered

25000 -
20000 -
15000 -
10000 -

5000 -

[ | Bellevue.HelpDesk Bellevue MidTier Boston. MidTier

Single-component reports have standard window features and can be
resized, moved, minimized, and maximized.
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Report title
bar

Individual
component
title bars

Y ou might want to create a more complex report that uses more than one
template. For example, if you launch two real-time templates and a
historical template, the report contains three components. Y ou save the
report definition in the same way you save a single-component report
definition. However, the multiple-component report definition
references three templates instead of one. Y ou can use up to ten

templ ates to create a single report.

Multiple-component reports are useful in displaying different types of
datain the same report. Real-time components display current data and
historical components display data based on arange of dates and times
that you enter.

The following example shows areport that has four components:

Controller Time: =

Jan 10,1997 2.52:02 PH

From Wan 08 1997 08:00 AM
o

Title

Calls Analysis — Real-Time
and Historical

[ Effect of Abandoned Calls on Peripheral Service Service Levels |

alls ‘Aband L Service Level 1
Offered Handled within SVL Without Abandoned With Abandoned

[ wg =s[ o o oo [ oo

31a 100.00% 100.00%

100.00% 100.00% H

T00.00% 000, |

Calls Analysis of Peripheral Services (By Half Hour) |

From [08Jan 97 08:00 | To [10Jan 97 23:58 |

This exampleis one report, not four different reports. Y ou can
distinguish the difference by looking at the title bars of each component.
A report component displays atemplate name (for example,
persvc02_calls status). A report window displays a.CMB titlein itstitle
bar. Thisreport exampleis shown in Shuffle Mode, which is adisplay
mode that allows you to move and resize report components on the
screen.

A multiple-component report can be enclosed in one window or
expanded by clicking on the Maximize and Minimize buttons.
Expanding the report removes the window border and report title bar. In
addition, three optionsin the Window menu place awindow around a
multiple-component report: Tile, Layer, and Cascade. These options are
used in arranging reports on the Monitor ICR screen.
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See also: For more information on working with more than one report on the

4.4.3.

screen, see “Working with Several Reports,” later in this chapter.

Multiple-component reports can be useful in displaying different types

of data in a single report. Note, however, that each component can
display only one type of data (that is, real-time or historical). This is
because a single template can retrieve data from only one source: the
local database or the central database. A single template cannot retrieve
data from both databases.

A report created with several templates, on the other hand, can display
data from both the local and central databases.

Shuffle Mode

When you have a report that contains more than one component, you
need a way to move and resize the components within the report
window. Shuffle mode allows you to lay out and resize report
components on the screen. The following example shows how a report
with two components first appears after it is created through the
Template Launcher. When a multiple-component report first appears, it
is automatically displayed in Shuffle Mode.

=

DateTime
14:39:44 From 1339 0118 08:00 AM

To |1999-01-21 11:59 PM

persvcl2_calls_analysis__..

pelsvcl]Z calls_status persvcl3_effect_of_aban.._ petsvcl]ﬁ callz_offered...

Note: Shuffle Mode is not required in a single-component report.

When you lay out report components, it helps to click the Maximize
button so you have more screen area in which to work.

Download from Www.Somanuals.com. All Manuals Search And Download.



Working with Reports 91

» Tolay out and resize report components:
1. Select Edit - Shuffle Mode.

2. Dragthe graph, chart, and text objects and resize them. (Sometimes
agrid style report istoo long to display all the data it contains. In
this case, you can use the scroll bar on the right side of the grid
window to view more data.)

3. Click insidethe Title box and enter text for atitle. (You can also
resize the Title window if necessary.) Thetitle you type has nothing
to do with the report definition file name. Y ou enter a separate file
name when you save the report.

4. When you are satisfied with the appearance of the report, choose
Edit - Shuffle Mode from the Monitor ICR menu to deselect Shuffle
Mode. The following example shows a completed two-component
report:

[E= Monitor ICR - [tut1.cmb] Controller Time =]

1999.01-21 14:35:44 |C)

Peripheral Service Queue Delay Status

Bellevue Wid Tier

Call Analysis for Bellevue. Denver. and
Omaha MidTier Services

From 26 Apr1997 08:00 AM
To 28Apr1997 11:59 PM

Denver MidTier

Omaha MidTier

Calls Anali&;iﬁ of Periéheral

From Avg Delay Expected D Longest Cal
s

or 1wus u 1oy amy ) ew) e
[Zedpor| [ oto0 | [ oo [ o[ o[ |
26 Apr 97 I T —
oo I T —
[ZEApro7 | [0z | [Joo¢ [ o[ dso[ |
2 oo |  — — —
T i 1 S s —|
e o T T —
[eEporsr [oe0 | [ tood [ o[ w0 [
[ZEhps | [ | [t [ w[ s [
pr I T —
[ZEApro7 | [Oe00 | [Joo¢ [ o[ Jso[ |
X  — — —
[Z o]  — = —

Thisisthefinal presentation mode. Title bars and window frames do
not appear in this mode. To move and resize the components again,
reselect Shuffle Mode.
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4.4.4.

Working with Several Reports

Often, you will have more than one report displayed on the screen. You
can move between reports by clicking on awindow to make it active.
The following example shows a Monitor ICR screen with three reports
displayed (one of the reports, fourcmp.cmb, is a multiple-component
report).

Calls Analysis of Enterprise Services (By Day)
From [08Jan97 00:00 | To [09 Jan 87 2359

n 10 1997 11:59 PM

Calls Analysis — Real-Time
and Historical

evel
With Abandoned

700,00
T00.00% T00.00%
100.00% 100.00%

T00.00% T00.00%

Y ou can aso use the options of the Window menu to move between
report windows and arrange reports on the screen.

The Windows menu provides the following options for working with
more than one report on the screen:

= TileHorizontal. Arranges al currently open windows within
Monitor ICR horizontally on the screen. The windows are sized
evenly and fit within the Monitor ICR screen without overlapping.

= TileVertical. Arrangesdl currently open windows within Monitor
ICR vertically on the screen. The windows are sized evenly and fit
within the Monitor ICR screen without overlapping.
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4.4.5.

4.4.6.

=%

Retriewe

4.4.7.

= Layer. Stacks all windows within Monitor ICR on top of each other.

= Cascade. Arranges all windows within Monitor ICR so that they
overlap, but each is still partialy visible.

= 1, 2, 3.... Letsyou quickly change to a different report window.

The other options of the Window menu are described in the on-line help
system.

Status Bar

If you click on abar in agraph style report, a message appears a the
bottom left corner of the Monitor ICR window describing what the bar
represents and its current numerical value. For example:

|[Belivus Newarkats for Mar 11, 96 1s 7120.00 |

Y ou can use this feature to get a precise reading of avalue in the graph
or to differentiate the barsif you have trouble distinguishing their colors.

Retrieving Historical Data

Although Monitor ICR automatically updates real-time data while you
areviewing areport, it does not automatically update the historical
half-hour data that is displayed. While a historical report is displayed,
you can click the Retrieve button to update the report with new half-hour
datathat has been collected by the ICR.

For example, if you had a historical report displayed on the screen and
you left your desk for an hour or so, you would need to click the
Retrieve button when you returned in order to display the latest
half-hour data. Monitor ICR retrieves the latest half-hour data from the
ICR central database and updates the data displayed in the report.

Pausing the Screen Refresh

Y ou can pause the real-time refreshing of the Monitor ICR screen. The
Pause button allows you to prevent rea-time reports from being
continually refreshed while you are working in Monitor ICR. This
feature is useful in several ways. For example, say you are viewing a
real-time graph and you notice that an unusual number of calls are being
offered to a particular service. You might want to “freeze” the real-time
graph in its current state in order to print it, or you might want to simply
keep the graph displayed the way it is while you further investigate theg
condition.
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M

Fause

2

Resume

See also:

Y ou might also want to pause screen refreshing while you are working
with the Definition Editor, the Threshold Editor, or the DrillDown
Editor. This ensures that the function you are working with (for
example, the Definition Editor) is not interrupted by the real-time
refreshing of the screen.

To pause the real -time refreshing of the screen, click the Pause button in
the Monitor ICR tool bar. To enable the real-time refreshing of the
screen, click the Resume button.

For more information on the Threshold Editor and the DrillDown Editor,
see Chapter 4, “Setting Thresholds and Drill-Downs.”

4.5. Reconnecting to the Central Database

If the Admin Workstation loses its connection to the ICR central
database or the Distributor AW'’s local database, a dialog box appears on
the screen to inform you that the connection has been lost. If this
happens, choose FileReconnect to reestablish the Admin

Workstation’s connection to the ICR central or Distributor AW local
database. At all other times, the Reconnect option is not available.

The Admin Workstation can lose its connection to the central or local
database if there are problems with the network or with the central
controller CalRouter or Logger. The Reconnect option allows you to
quickly connect to the databases without having to restart Monitor ICR.

4.6. Printer Setup

Note:

Before you print reports with Monitor ICR, check to see which printer
you are using. You may want to use a special printer for Monitor ICR
reports such as a high-resolution or color printer.

In addition, you should set up the printer (through Monitor ICR) to use
landscape paper orientation rather than portrait orientation. Although
you can use portrait paper orientation to print reports, reports with
several columns of data may not fit properly on the pages.

When you use landscape printing, Monitor ICR repeats titles and dates
on each page and inserts page breaks where appropriate. Often, several
pages are required to print lengthy, grid-style historical reports.
Graph-style reports typically require only one page; however, you

should still use landscape orientation to print graphs. This ensures that
even wide graphs print properly. In general, landscape paper orientation
provides a more consistent and neater format than portrait orientation.

Once you make these changes to the printer setup, they are in effect for
every report generated in Monitor ICR (until you change the settings
again).
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» To specify thereport printer:
1. Choose File- Printer Setup. The Printer Setup dialog box appears.

Printer Setup

2. Click on aprinter to use for reports and perform one of the

following steps:
= Click on OK to save the printer settings and close the Printer
Setup dialog box.

= Click the Setup button to specify landscape printing for reports.

» Toset up reportsfor landscape printing:
1. Inthe Page Setup tab, select the Landscape option:

[ S\BILLWA\DocPrinter Document Properties [ 7] x]

EE-

Automatically S elect

2. Click OK to save your changes and dismiss the Document Properties
dialog box.

3. Click OK again to close the Printer Setup dialog box.

Y ou can aso use the Document Properties window to choose form type,

color, or black and white printing, and number of copies. To get more

information on printing options, click the Help button in the Document

Properties box.
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4.7. Printing Reports

=

Frink

Note:

4.7.1.

Y ou can print reports that are displayed on the Monitor ICR screen.
First, display the report and make it the active (current) window. Then
choose File - Print from the Monitor ICR menu or click the Print button
in the toolbar. The report is sent to the printer. A dialog box appearsto
inform you that the report is printing.

Print reports using landscape paper orientation to ensure that al data and
graphic elementsfit properly on the pages. See the previous section,

“Printer Setup,” for information on setting up reports for landscape
printing.

You can also print reports that you have not yet saved. For example,
when you create a report, it remains untitled until you save it as a report
definition file. You might have one or more untitled report windows
displayed on the screen. To print an untitled report, make it the active
window and choose FilePrint.

Printing Multiple-Component Reports

When you print a multiple-component report, Monitor ICR selects one
report component at a time and sends it to the printer. You can see the
order in which the components will print by displaying the report and
choosing Edit- Definition to view the report definition. The order of
printing follows the top down order of the templates selected in the
report definition.

To print reports with multiple components, follow the same procedure as
in the previous section, “Printing Reports.” A new printing dialog box
appears for each report component sent to the printer. Monitor ICR runs
through each component in the report until the entire report is printed.

4.8. Opening Saved Reports

Note:

After you have saved a report definition, you can invoke it at any time
by choosing the Open command from the File menu or by clicking on
the Open button.

You do not launch saved reports through the Template Launcher.
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» Toopenareport:

B 1. Inthe Monitor ICR window, choose File - Open, or click the Open
Open button. The Select Report Definition dialog box appears.
Select Report Definition FE
E:D\I:{i:w\custom
Cancel
= et =
= ier
= aw j
B= custom
(3 apgate H
5| 3 calyp =
List files of twpe: Drives:
IHepmtDehmt\on[* cmh]j I c: BROOK j Metwork.

Only report definition files appear in the Select Report Definition
dialog box. Y ou do not see the templates, although they are aso
stored in these directories. (To open templates, use the ICR Custom
Screen Builder.)

2. Inthe Folders (or Directories) list, double-click the directory where
you saved the report.

By default, reports are saved in subdirectories under icr\aw\custom.
The specific subdirectory depends on the datathat isincluded in the
report. See Table 7, earlier in this chapter, for alist of the custom
subdirectories and their contents.

3. Choosethe file name (for example, MY REPORT.CMB) from the
list on the left side of the dialog box.

4. Click OK. Thereport appearsin the Monitor ICR window.

4.9. File Association

The most common way to open report definition filesisto click the
Open button from within Monitor ICR and then choose a report file from
the Select Report Definition dialog box. However, you might want to
quickly open a specific report without having to start Monitor ICR and
go through the menu selections. It might be easier to simply double-click
on areport definition file name from within NT Explorer to start
Monitor ICR and open the report, especially when Monitor ICR is not
yet running.

File association makes it possible to associate a file's file name
extension with an application. For example, once you associate the
.CMB extension with the Monitor ICR application, you can double-click
any .CMB report file from within Windows NT Explorer to start
Monitor ICR and open the report. Once Monitor ICR is started you ca
double-click on other .CMB files to open those reports. Additional
reports are opened in the currently active Monitor ICR application.
Monitor ICR is not started again.
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>

To apply file association through NT Explorer:
1. Start the Windows NT Explorer program.
2. Change to the ICR’s \custom directory.

3. Open one of the custom subdirectories (for example, persvc), and
select (highlight) a .CMB report definition.

4. PressSHIFT and click the right mouse button. A pop-up menu
appears.

5. Choose Open With. The Open With dialog box appears with a list of
standard Windows NT executables.

6. Click Other. A secondary Open With dialog box appears, prompting
you to look in a directory for a specific executable to apply.

7. Change to the \icr\bin directory.
8. Within the \icr\bin directory, find “monitor.exe.”

9. Select monitor.exe and click Open. You are returned to the Open
With dialog box.

10. Check the option, “Always use this program to open this type of
file.”

11. Click OK to associate .CMB files with Monitor ICR. You can now
open reports by double-clicking on .CMB file names.

4.10. Saving Your Workspace

Note:
>

>

(]
T

To maintain continuity between Monitor ICR sessions, you might

choose to save your workspace automatically when you exit. This means
that the state of your workspace at the end of the session will be restored
when you next start Monitor ICR.

You can also set up Monitor ICR to always give you the same initial
workspace. For example, you might want to see a certain Calls Offered
pie chart each time you start Monitor ICR. To do this, you set up your
workspace once and save it manually. Monitor ICR displays the same
initial workspace until you change it again.

Only reports that have been saved can be displayed at startup.
To automatically save your workspace when you exit:

Choose Option. Save Settings on Exit from the main menu.

To manually save your wor kspace:

1. Set up your workspace. For example, you might open one or more
reports and arrange them on the screen.

2. When you are satisfied with the appearance of the screen, choose
Options- Save Settings Now. This saves the current workspace

settings.
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Note: Beforeyou exit from Monitor ICR, make sure that
Options— Save Settings on Exit is deselected. Otherwise, the
settings you have saved will be overwritten by the settingsin
place when you exit.

To test the settings, choose File - Exit to end the current Monitor ICR
session. Double-click on the Monitor ICR icon to restart the application.

Y ou can easily change the start-up display if you want to return to
default mode or if you want to display different reports.

Toreturn to default display at startup:
1. Start Monitor ICR.

2. Usethe File- Close command to close any open reports. (Y ou can
also close the template launcher window if it is displayed.)

3. Choose Options - Save Settings Now.
4. Make sure that Options - Save Settings on Exit is desel ected.

4.11. Modifying Report Definitions

Note:

Y ou can edit report definitions to choose additional itemsto include in
the report, to change dates and times, or to select different templates to
use in the report.

Thefields of the Definition Editor match those of the Template
Launcher. However, in the Definition Editor you are not alowed to
change the Category or Scope of areport. The Definition Editor is not
used to launch reports, but rather to change existing reports. If you need
to change the Category and Scope of areport, use the Template
Launcher to create a new report.

If you are modifying a rea-time report, you may want to click the Pause
button to pause the real-time refreshing of the screen. This ensures that
the continual refreshing does not interrupt your work with the Definition
Editor.
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» Tomodify areport definition:

1. With areport displayed, choose Edit - Definition. The Definition
Editor appears.

>

2. Make the changes you want, such as choosing different Items
(services, skill groups, etc.), or entering different dates and times.

Note: You cannot make changes to the Category and Scope of the
report. If you want to change the Category and Scope of a
report, you should generate a new report through the template
launcher.

3. Click OK to save your changes. The changes take effect
immediately. For example, if you chose another template to include
in the report, that template is launched and appears in the report.

Y ou must save the report in order to preserve the changes you made
to the report definition.

To save changesin thereport definition:

Choose File- Save to save the changes in the same report definition file.

Optionally, you can choose File— Save Asto save the report as anew
report definition file. You are required to enter a new file name.

4.12. Deleting Report Definitions

Warning:

If you want to delete a report definition, you need to know the report file
name and the directory in which it is stored. By default, reports are
stored in subdirectories under the \custom directory. The specific
subdirectory depends on the data elements included in the report. See
Table 7, earlier in this chapter, for more information on ICR custom
subdirectories.

Be sure that you want to delete the report definition file. The DEL
command isirreversible.
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» Todeeteareport definition:
1. Invoke the DOS Command Prompt from the Windows NT Program
Manager.
2. Change to the directory that contains the report definition. For
example:
cd \icr\customenaw\custom\persvc
3. Locatethefile you want to delete. Report files have the suffix
.CMB. For example, to locate afile named MY REPORT.CMB,
type:
dir MYREPORT.CMB

4. Deletethefile by using the DEL command with the file name. For
example, to delete the file MY REPORT.CMB, type:

del MYREPORT.CMB

4.13. Exporting Report Data

Monitor ICR provides an option that allows you to save just the data that
appearsin areport. The Export Data option lets you take datafrom a
Monitor ICR report and save it for use in another application such asa
spreadsheet or word processing program.

» Toexport report data:
1. Open areport.
2. Choose File- Export Data. The cursor changesto across hair.

3. Click inside the report component that contains the data you want to
save. The Save As dialog box appears:

Save As [ %]
Save jn I 23 entsve j il

[] jim TeT
=] jim2 THT
=] jimd. TXT
=] jimf. TXT
E srdlist kat

Save as ype: ITExt with headers j Cancel

4. Click onthe Save astype field down arrow and choose afile format
from the drop-down menu.

5. Some of these file formats allow you to include column headersin
the export file. Depending on the format you choose, the headings
are saved as either part of the table definition or as an additional row
of data. See Table 8 for descriptions of the file export options.
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6. Enter afile name. (Y ou do not have to enter an extension.) By
default, thefileis stored in a custom subdirectory based on the type
of report from which you are exporting data (for example, persvc,
trkarp, etc.).

7. Click OK to save the data.
Table 8: File Format Options

Format Description

csv Comma-separated values (.CSV). .CSV with headersisaso
available.

Dbase2 dBASE-II format (.DBF).

Dbase3 dBASE-III format (.DBF).

DIF Data interchange format (.DIF).

Excel Microsoft Excel format (.XLS). Excel with headersisalso
available.

HTML Hypertext Markup Language ((HTM).

Table

Powersoft Powersoft report format (.PSR).

Report

SQL Saves a SQL CREATE TABLE statement for the table and an
INSERT INTO statement for each row. The statements are saved
into atext file with the .SQL extension. The simple file nameis
used as the table name in the SQL statements.

SYLK Microsoft Multiplan format (.SLK). SYLK with headersisalso
available.

Text Text fileformat (.TXT). Values are tab-separated and each row
ends with a carriage return. Text with headersis also available.

WKS Lotus 1-2-3 format (WKS). WKS with headersis also available.

WK1 Lotus 1-2-3 format (WK1). WK1 with headersis also available.

WMF Windows Metafile (WMF).

4.14. Setting Workstation Preferences

The Preferences dialog box allows you to set several workstation
preferences related to report background color and the real-time data
refresh rate. The Preferences dialog box a so provides information on the
local and central databases and the directory in which the ICR software
isinstalled.
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» Tochangeworkstation preferences:
1. Choose Options-, Preferences. The Preferences dialog box appears:

.- Preferences

P
=
o
=
G
=

2. Change the workstation preferences using the following guidelines:
Note: These guidelines vary based on the type of AW.

= |CR Directory. Showsthe drive and directory where the ICR
software resides.

= |CR Instance AW Directory. Displaysthe ICR, customer, and
Admin Workstation directories for this AW.

= Refresh Rate. Letsyou set the rate in seconds at which the
Admin Workstation is updated with real-time data. Thisvalue
aso affects the rate at which the Controller Time is updated. For
Standard, Network, and Limited AWSs, the default valueis 15
seconds; the minimum value you can enter is 10. For monitor-
only AWSs, the default value and minimum value is 30 seconds.

= Background Color. Lets you set the background color of
Monitor ICR reports. Y ou can set the red, green, and blue values
to numbers between 1 and 255. Enter the numbers directly or
highlight the values and increment them by using the up and
down arrows. After you change a value, move the cursor to
another field to see the new color in the preview box on the
right.

= Real-Time Feed Failures Before Exit. Lets you set the number
of real-time feed failures that Monitor ICR must detect before it
requests arestart. Y ou can enter any value from 1 to 999 in this
field. The default valueis 20. This value is multiplied by the
Refresh Rate. For example:
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20 * 15 = 300 seconds (or five minutes)

In the previous example, Monitor ICR would display an Event

Feed Warning dialog box if it did not receive rea-time data for

five minutes. (See “Event Feed Warning,” later in this section
for instructions on what to do if the Event Feed Warning dialog
box appears.)

Show Event Traffic-Light On Startup. Select this option to
have the Event Monitor displayed each time you start Monitor
ICR.

The Preferences dialog box also provides information on the central
database or Historical Database Server (HDS) and the Distributor AW
database. You cannot modify the information in these fields:

=  Computer Name

Historical/Central Database. The name of the server on which
the ICR Logger and Database Manager reside (for example,
GEOABCLGRA). On some Admin Workstations, this may be
the name of the Historical Database Server (HDS).

L ocal Database. The name of the Distributor AW. For
monitor-only AWS, this is the name of the AW that is providing
the host AW database.

= Database Name

Historical/Central Database. The name of the central database
(either sideA or sideB), depending on which side of the
duplexed ICR system is active. Network AWs (NICR and CICR
AWSs) may have a customer-specific prefix.

L ocal Database. The name of the Distributor AW local
database (or host AW database). This name is typically awdb.
However, network AWs may have a customer-specific prefix.

= User Name

Central Database. The user name used by the ICR. This name
is typically sa.

Local Database. The logon ID of the Admin Workstation user
(also typically sa).

=  Password

= Central Database. The logon password used by the ICR.

= | ocal Database. The logon password of the Admin
Workstation user.
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4.14.1. Event Feed Warning

The Event Feed Warning dialog box appearsif there is a problem with
data connectivity to either the Central Controller or the rea-time
distributor Admin Workstation. Rather than allowing Monitor ICR to
continue running, in which case reports may display inaccurate real-time
data, the workstation displays the following warning message:

Event Feed Warning

X

S

» If thiswarning appears, follow these steps:

1. Click OK in the Event Feed Warning dialog box to exit from
Monitor ICR.

2. After ashort time, restart Monitor ICR.
3. Inthe Monitor ICR main window, check the Controller Time.

An up-to-date Controller Time indicates that the real-time feed is
active and providing real-time data to the Admin Workstation.

See also: You can set the number of real-time failures that Monitor ICR must
detect before it requests arestart. See the Real-Time Failures Before
Exit option, earlier in this section, for more instructions.

4.15. User Information

Y ou can display user information by choosing User Information from
the Help menu. The User Information dialog box appears:

|.— User Information [ ]

oeobctign || Sewerbame [

N o
_Holp | Close |

Click Close to dismiss the dialog box.
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The User Information dialog box provides information for the ICR
central database and the Admin Workstation local database, including:

Central database server name. The name of the server on which
the ICR Database Server (Logger) and database manager reside (for
example, GEOABCL GRA). On some AWSs, this might be the name
of the Historical Database Server (HDS).

L ocal database server name. The name of the local Admin
Workstation that is providing the local database. On a monitor-only
AW, thisisthe name of the workstation that is providing the real -
time host AW database.

Central database name. The name of the central database (either
sideA or sideB), depending on which side of the duplexed ICR
systemis active. NICR and CICR AWs may have a customer-
specific prefix.

L ocal database name. The name of the Admin Workstation |ocal

database. This nameistypically awdb. NICR and CICR AWs may
have a customer-specific prefix.

Central database user name. The user name used by the ICR
(typicdly sa).

L ocal database user name. Thelogon ID of the Admin
Workstation user (typically sa).
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5. Setting Thresholds and
Drill-Downs

Y ou can set up reportsto alert you when certain values exceed or fall
below expected levels. The Threshold Editor allows you to set
thresholds on one or more data attributes in areport. For example,
within areport you might set a threshold value of 70 percent on the
Service Level column. When the service level drops below 70 percent,
that column of the report will turn red.

Y ou can aso set up reports to allow you to launch new, related reports
from within the currently displayed report. By using the DrillDown

Editor, you can specify a report template to “drill-down” to, or launch,
from within a report.

This chapter describes how to add thresholds and drill-downs to repor
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5.1. Setting Thresholds in Reports

The Threshold Editor lets you set threshold alerts on certain datain a
report. A threshold alert might notify you of call centers where the delay
in queue is approaching an unacceptable level or where all agents are
currently busy. When a threshold is reached or exceeded, ared or yellow
threshold aert is displayed in the report.

In areal-time report, the threshold alert notifies you immediately of an
unacceptable condition. In a historical report, the threshold alert
highlights areas in the report that were out of an expected performance
range over a period of time.

» Tosetthresholdsin areport:

’T 1. Open areport definition ((CMB) file.
2. Choose Edit - Thresholds. Optionally, you can position the cursor

over areport component, hold down the right mouse button, and

The mouse pointer changes to a cross hair (1). The report window is
maximized.

3. Click anywhereinside areport component (for example, inside a
graph or agrid). The Threshold Editor dialog box appears:

rThreshuld Editor - ents¥c12_calls_analysis_half_hour

Thieshold [T o=

The Threshold Editor allows you to set thresholds for the data
attributes displayed in the report component (for example, Calls
Offered and Service Level). The Threshold Editor dialog box
displays the following information and options:

= Attribute. Thislist displays each data attribute in the report
component for which you are setting thresholds.

Download from Www.Somanuals.com. All Manuals Search And Download.



Setting Thresholds in Reports 109

= Relation. This option togglesto the >= or <= relations by
clicking on the down-arrows. These relations specify how the
data attribute will be evaluated against the threshold values. In
the Threshold Editor screen example, >= specifies that if the
daily count of Calls Offered equals or exceeds 600, then a
yellow threshold alert will appear in the report. A red threshold
aert will appear if the daily count of Calls Offered equals or
exceeds 700. The <= relation is used to trigger threshold aerts
when avalue equals or falls below the threshold value.

=  Threshold (yellow). Thisfield isfor thefirst level threshold
value. The value you place in thisfield will trigger afirst level
yellow threshold alert. Thefirst level warning isintended to
inform you that the value for that attribute is approaching an
unacceptable level.

=  Threshold (red). Thisfield isfor the second level threshold
value. The value you placein thisfield will trigger the second
level red threshold aert. This aert indicates a more serious
condition.

4. Set thresholdsfor the data attributes by toggling the relations and
entering threshold values. Y ou can press TAB to move from field to
field.

Note: Service Level thresholds must be entered in decimal format,
(for example, 0.80 to indicate 80 percent, 0.90 to indicate 90
percent).

5. Click Apply to apply the thresholds to the report component. The
thresholds are enabled as soon as you click on Apply.

6. Click Done when you are finished setting thresholds in the report.

The thresholds apply to al the subjectsin the report component. For
example, if you had a Queue Delay Status report for three peripheral
services, and you set thresholds on the Average Delay in Queue, those
thresholds would apply to al three peripheral servicesin the report.
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5.1.1. Setting Thresholds in Multiple-Component Reports

If you want to set thresholds in another component of the report, click
the Next button in the Threshold Editor dialog box. The dialog box
displays the data attributes for the currently selected report component.

Y ou can move through several report components in this manner, setting
thresholds for each as you continue. Similarly, you can return to the
previous report component by clicking on the Previous button.
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5.1.2.

[
Sav

&

Saving Threshold Settings

Y ou must save the report in order for the threshold settings to be saved
in the report definition. If you close the report without saving it, the
threshold settings will be lost.

To savethe threshold settings:

Choose File— Save in the Monitor ICR window or click on the Save
button. The next time you open the report, the thresholds will bein place
and enabled.

5.2. Using Drill-Downs in Reports

5.2.1.

The DrillDown Editor lets you add another level of detail to areport.
The details arein the form of an additional report template, which you
can launch from within the current report. For example, if you are
viewing areport about an enterprise service, you might want to “drill
down” to see more data from the enterprise service’s component

peripheral services. The DrillDown Editor allows you to get this kind of

detail quickly and easily from within a report window simply by
double-clicking on a data attribute in the report.

You can also save drill-downs as separate reports. Once a drill-down
report is displayed on the screen, it can be saved like other Monitor ICR
reports. In this way, you can create a new report from within the current
report without having to return to the Template Launcher and generate

the report from scratch.

A report that is generated through the DrillDown Editor retains the date
and time options of the report from which it was launched. However, the
drill-down report does not retain the original report’s category and scope
options. If you save the drill-down as a separate report, you can change
the category, scope, and date and time options by using the Definition

Editor.

Drill-Down Hierarchy

Table 9 summarizes the rules for assigning drill-downs to reports. The

hierarchy specifies which drill-down templates are available from

specific types of Monitor ICR reports. For example, from an enterprise

service real-time report, you can choose drill-downs from a list of
peripheral service real-time templates.
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Table 9: Drill-Down Hierarchy

Type of Report (or
report component) Drill-Downs available
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Base-only skill groups Peripheral skill group templates

Enterprise service Peripheral services templates
Enterprise skill group Peripheral skill group templates
Peripheral service Routes templates

Peripheral Peripheral service templates
Service array Peripheral service templates

If you are adding drill-downs to a historical report, only historical drill
down templates appear in the DrillDown Editor. Similarly, you can add
only real-time drill-downs to real-time reports.

Drill downs are not supported for the other report types.

5.2.2. Adding Drill-Downs

Y ou can add drill-downs to existing reports, or you can create areport,
add drill-downs, and save the report. In either case, you must save the
report in order for the drill-down assignments to be saved.

» Toadd drill-downsto areport:
1. Open an exigting report or create a new report.

2. With the report displayed on the screen, choose Edit — DrillDown.
Optionally, you can position the cursor over areport component,
hold down the right mouse button, and choose DrillDown from the
pop-up menu:

DinllD ovun Ctil+D

The report window is maximized and the mouse pointer changesto a
cross har (+).

3. Click anywhereinside areport component (for example, inside a
graph or grid). The DrillDown Editor dialog box appears.

Dril _analysis_hall_hour
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The DrillDown Editor dialog box lists the drill-down templates avail able
for the report component. Monitor ICR has rules that specify which
drill-down templates can be added to report components. Refer to
Table9, earlier in this section, for alist of the drill-down rules.

The DrillDown Editor dialog box provides the following information:

= TitleBar 1. Thefirst title bar identifies the report component to
which you are adding drill-downs.

= TitleBar 2. The second title bar identifies the types of drill-down
templates available for the report component. For example, an
enterprise service report component would display periphera
service templatesin the DrillDown Editor.

=  Template name. The names of the templates available for drill-
down. These are the same template names that appear in the
Template Launcher. The templates that appear in thislist depend on
therulesin Table 9.

= Description. Any comments that were entered when the template
was created to describe the purpose of the template.

Applying a Drill-Down Template

Be sure to choose atemplate from the DrillDown Editor that displays the
specific data you want to view. For example, if the report, or report
component, is a peripheral services Calls Status real-time graph, you
might want to set the drill-down template to be a Call Trend Analysis
graph. Thiswould provide you with additiona five-minute, half-hour,
and daily data for the routes associated with the peripheral service.

To select adrill-down template:
1. With the DrillDown Editor displayed, click on atemplatein thelist.

2. Click Apply to assign the new template to the selected report
component.

3. Click Done. The DrillDown Editor is closed and you are returned to
the report window.

Y ou can apply one drill-down template to each report component. The
drill-downs you assign to areport component are applied to al the
elements in the component. For example, if you apply adrill-down
template to a bar graph that displays data for three peripheral services,
you can invoke a separate instance of that drill-down report for each of
the three peripheral services.

If adrill-down template is already applied to areport component, the
currently applied drill-down template is highlighted when you open the
DrillDown Editor.
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5.2.3.

i [

5.2.4.

Moving Between Report Components

Y ou can assign drill-downs to other components in the same report by
using the Next and Previous buttons within the DrillDown Editor:

To assign adrill-down to another component in the report, click the Next
button. The DrillDown Editor dialog box is refreshed. Thetitle bar
changes to indicate the currently selected report component and a new
list of drill-down templates appears.

Y ou can move through several report componentsin this manner,
assigning drill-downs for each as you continue. Y ou can also return to
the previous report component by clicking on the Previous button.

Saving Drill-Down Assignments

Y ou must save the report in order for the drill-down capabilities to be
saved. If you close the report without saving it, the drill-down
capabilities are lost.

Tosavethedrill-downs:

Choose File- Save or click the Save button in the toolbar. (For new
reports, you will be prompted to enter afile name.)

Invoking Drill-Downs

The drill-down assignments are embedded in the report definition file.
This means that each time you open the report, you can invoke
drill-down reports. Y ou can invoke a drill-down for each of the data
elementsin areport component. For example, if the report contains data
for three enterprise skill groups, you can invoke a separate drill-down
for each enterprise skill group.
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> Toinvokedrill-downs:

With the report displayed, perform one of the following steps, depending
on the type of report component:

= |nagraph or chart report component, double-click on adata
attribute for aspecific entity. In the following example, you could
double-click on any of the barsin the graph to invoke a drill-down
template for the specific peripheral service.

= |nagrid style report component, double-click on the name of the
specific service or skill group. In the following example, you could
double-click on one of the peripheral service names.

[ entig.cmb

entsvc02_calls_status entsvc05_calls._offered_hall_pie

Enterprise Service Status Enterprise Service Calls Offered over Half Hour

Double-click
on a data
attribute
entsvG12_calls_analysis_half_hour
Calls Analysis of Enterprise Services (By Half Hour)
From
on

. nor| [1zm0 |
Double-click
on a name

A drill-down report window appears:
[E4 untitled =1
Peripheral Service Calls Handled

4000
3000

2000

10004

Bellevue Boston. Cincinn [l Denver. Hll  Omaha.

Y ou can double-click on another data attribute or name in the
original report component to invoke another drill-down.
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5.2.5.

2

il
Saw

See also:

Choose File- Closeto close the active drill-down window.
Optionally, you can save the drill-down window as a separate report.

Saving Drill-Downs as Separate Reports

Drill-down report windows can be saved just like reports generated
through the template launcher. The drill-down report, after it is saved,
has the same dates and timesin its report definition as those defined in
the report from which it was launched. However, the category, scope,
and the template used are different.

Drill-down reports are saved in the appropriate subdirectories of

icr\aw\custom. For example, a peripheral services drill-down report is

saved in the persvc directory. Although it is saved as a separate report,

the drill-down remains set in the origina report and can still be launched

from the origina report.

To savethedrill-down asareport definition:

1. Invoke the drill-down and make it the active window.

2. Choose File- Save or click the Save button. The Save Report
Definition dialog box appears.

3. Name and save the report just as you would name and save areport
generated with the template launcher.

For more information on saving report definitions, see “Saving Report
Definitions,” in Chapter 4, “Reporting Basics.”
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6. Scheduling Reports

Asyou build a collection of Monitor ICR reports, you might decide that
you'd like to have certain reports printed automatically. The Admin
Workstation has a Job Scheduler tool that allows you to schedule
Monitor ICR reports to print automatically on a regular basis, regardles
of whether Monitor ICR is running.

This chapter describes how to use the ICR Job Scheduler to schedule
reports to print automatically.
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Scheduling Reports

6.1.

iz

Print
Server

ICR Job Scheduler

6.1.1.

As asupervisor, your most common use of the ICR Job Scheduler will

be to print reports at specific dates and times. For example, say that you
created areport that uses arelative date to display data. Because you

used arelative date (for example, Today or Y esterday), the report always
displays data for the relative date specified. If the report used the relative
date Yesterday, you might schedule the report to be automatically

printed each morning. You could then have a report of yesterday’s call
center activity automatically printed at the start of each day.

In a similar scenario, you could schedule a report that contains data for
Last Week to print every Monday morning at 10:00 A.M. This would
allow you to review a printed report of data for the previous week

without even starting Monitor ICR. You can use the job scheduler to
schedule jobs on a daily, weekly, or monthly basis. In each case, you can
specify the exact time that the job will run.

The job scheduler works with both historical and real-time reports. As
described in the previous examples, the job scheduler is particularly
useful in printing historical reports that use relative dates. However, you
can also print real-time reports through the job scheduler. Real-time
reports printed in this manner contain a “snapshot” of the current data.

Job Scheduler Printing Requirements

Monitor ICR does not have to be running in order to print a scheduled
report. However, the AW services, as well as the ICR Print Server
process must be running. The necessary services and processes are
typically always active at the Admin Workstation. In addition, the ICR
Print Server may be started automatically when you log on to the AW.
Print Server startup options can be changed through the ICR Setup tool.

ICR Print Server

If the ICR Print Server is not running, any scheduled print jobs that
execute are saved in a queue. If you subsequently start the Print Server,
any queued jobs will then print.

Tostart the Print Server:

Double-click its icon in the 80TEL Admin Workstation group. You can
also use the Print Server to choose a specific printer on which to print
your scheduled reports.

To choose a printer and set printing options:

1. Once the Print Server is running, double-click its program icon to
restore the ICR Print Server window.

2. Choose File; Printer Setup. A Printer Setup dialog box appears.
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Note:

6.1.2.

Job
Scheduler

3. Click on aprinter to use for reports.

4. Optionally, you can click on the Setup button to display a Document
Properties dialog box and choose aform type to be used, the paper
orientation, and number of copies. (Click the Help button in the
Document Properties dialog box to find out more about these and
other standard Windows NT printer options.)

GEOTEL recommends that you use landscape paper orientation to print
Monitor ICR reports. See “Printer Setup” in Chapter 4, “Reporting
Basics,” for more information on landscape printing.

Scheduling Reports to Print

You can schedule as many reports to print as you like. Before you
schedule print jobs, make sure that you know the correct directory and
report file names. For example, you might schedule a print job for the
QSTAT.CMB report, which is in the Admin Workstation’s

\custom\persvc directory. The ICR Job Scheduler starts its search for the
report in the \custom directory, so you need only know the specific
custom report subdirectory (for example, persvc) and the report name.

To start the | CR Job Scheduler:

In the GEOTEL Admin Workstation group, double-click the Job
Scheduler icon. The ICR Job Scheduler window appears:
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The ICR Job Scheduler displays all jobs that are currently scheduled.
Some of these jobs may be non-ICR jobs; that is, jobs that were initiated
by users and processes other than the ICR Job Scheduler.
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Theinitial window displays several fields of data:

= Frequency. Specifies the frequency with which the job will be
executed. Possible entriesinclude Every, Next, Today, Tomorrow.
These options are described later in this section.

= Day. Specifiesthe day or days of the week on which the job will
run. Thisfield can aso contain a number, which represents a day of
the month.

= Time. Indicatesthetime, in A.M. or P.M., a which the job will run.
All times are based on the Admin Workstation clock.

=  Command. Provides the name of the command that will be
executed:

= PrintRpt. Prints a specified Monitor ICR report.

Other commands might also appear in the Job Scheduler, such as
jobs that were scheduled through the DOS Command Prompt by
using the “AT” command.

= Parameters. Shows the parameters to be passed to the command.
The parameters for a PrintRpt command are the directory and the
report name.

= Status. Indicates whether the job encountered problems while
executing. Possible values are OK and Error. Typically, you will not
see “Error” in this field for the PrintRpt command unless the
printrpt.exe command was not found. The printrpt.exe command is
in the Admin Workstation’s \bin directory. Other problems such as
invalid report names or invalid time and date specifications are
recorded in the ICRPRINT.LOG file.

= L og. Indicates whether information about the job is written to a log
file. You can open the ICRPRINT.LOG file within the ICR Job
Scheduler to see how jobs executed. In the event that a report fails to
print, entries in the ICRPRINT.LOG file will point to the cause of
the failure.
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» Toset up theprint job details:

1. InthelCR Job Scheduler window, click the New button. The Job
Details dialog box appears.
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2. Enter information in this window using the following guidelines:

= Time. Enter the time that you want the job to print. Highlight the
hours and the minutes and use the up and down arrows to increment
the numbers. The time is based on a 24-hour clock. For example,
15:00is3:00 P.M.; 8:00is8:00 A.M.

= Occurs. Choose how often you want the report to print:

= Every. Executesthe print job on the days indicated in the Day/Date
field. After the job executes, leave the job schedule unchanged so
that the job executes again each time the day or date occurs again.

= Next. Executes the print job once for each day indicated in the
Day/Date field. After the job executes, remove the current day or
date from the job schedule. When no more values remain for
Day/Date, remove the job from the schedule.

=  Today/Tomorrow. Executes the job the next time the indicated
Time occurs (which is either later today or tomorrow). If you choose
Today/Tomorrow, the Day/Date field isignored.

= Day/Date. Scroll through the list and choose the days (Monday
through Sunday) and dates (1 through 31) on which you want the
report to print. You can single-click on one or more items to select
and deselect them. The Day/Date option is not available when you
choose Today/Tomorrow.

= Command. Select PrintRpt.

= Parameters. Enter the directory and the report definition file name.
For example:

persvc\gstat.cmb
Y ou can aso enter astring of multiple reports to print:
persvc\gstat.cmb routes\calls.cmb perskg\trkstat.cmb
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Y ou must enter the directory name and the file name for each report.
Also, for multiple entries, be sure to include spaces between each
directory\filename combination.

Log. The Log check box is disabled for the PrintRpt command. All
print jobs submit log entriesto the ICRPRINT.LOG file. The print
job log entries chronicle the progress of each print job executed by
the job scheduler. The ICRPRINT.LOG fileis described later in this
section.

The following example shows a Job Details dialog box set up to
print areport every Monday at 8:00 A.M.

» Tosubmit aprint job schedule:

1

2.

Click the Apply button. Y ou are returned to the ICR Job Scheduler
window. The new entry appearsin the window.

(Optional.) At this point, if you decide that you do not want to
submit the print job, you can click Reset to return the ICR Job
Scheduler settingsto their original state (that is, to the settingsin
place when you opened the job scheduler).

Important. Click the Apply button in the ICR Job Scheduler
window. This submits thejob in the ICR Job Scheduler.

Notice that the value in the Time field changes from 24-hour format
to A.M. or P.M. You can use thisas an indicator that the job has
been successfully submitted.

The print job will execute on the specified date and time.

6.1.3. Changing Scheduled Jobs

Y ou can change a scheduled job at any time. For example, you might
want to print a different report, or change the frequency with which a
report is printed. Y ou can use the Job Scheduler to change only PrintRpt
jobs. Y ou cannot change jobs that were scheduled through the DOS AT
command.
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>

6.1.4.

6.1.5.

To change a scheduled job:

1. InthelICR Job Scheduler window, select ajob from the list of
scheduled jobs.

2. Click the Change button. The Job Details dialog box appears.

3. Change the fields as described in “Scheduling Reports to Print,”
earlier in this chapter.

4. When you are satisfied with the new job details, click Apply.

5. (Optional.) To reset the ICR Job Scheduler settings to their origing
state, click the Reset button.

6. Inthe ICR Job Scheduler window, click Apply to submit the
changes to the ICR Job Scheduler. The value in the Time field
changes from 24-hour format to A.M. or P.M. You can use this as an
indicator that the job has been successfully changed and submitted.
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Deleting Scheduled Jobs

When you no longer need to have a particular report scheduled to print,
you can remove it from the job scheduler. Print jobs scheduled using the
“Next” and “Today/Tomorrow” options are automatically deleted from
the scheduler after they have executed.

Todeleteajob:

1. Inthe ICR Job Scheduler window, select a job from the list of
scheduled jobs.

2. Click the Delete button. A dialog box appears to check if you are
sure you want to delete the job.

3. Click OK to delete the job. The scheduled job is removed from the
list.

4. (Optional.) If you unintentionally delete a job, click Reset. The ICR
Job Scheduler settings will return to their original state.

Inspecting the Job Scheduler Log

The ICR Job Scheduler allows you to view log files for the different
types of jobs that are scheduled. The log files contain information on
how a job executed, which database connections were made, and
whether a print job has finished printing. You can use this data as a
diagnostic tool in case you have a problem printing a report.
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» Toinspect alogfile:

1. InthelCR Job Scheduler window, click the Inspect Log button.
A Select Log dialog box appears:

Dpen Log File

Look jr: Ialngfi\es j £ E
iciprint.log

purgecmd. log

purgeold log

File name: I |&I
Files oftype: | iogfics (log] = Cancel

2. Select the ICRPRINT.LOG file from thelist of log files and click on
OK. A standard Windows NT Notepad window appears to display
thelog file.

The following example shows a sample ICRPRINT.LOG file. The
latest print job to be executed islogged at the bottom of the window.

print_log - Notepad
File Edit Search Help
11722796 at 16:u47:07 Unable to connect local database. |
11/25/96 at 89:38:19 Read the local database parameters from the initialization file
11/25/96 at 09:38:21 Succesfully connected to the central databasegeolablgra
11/25/96 at 09:41:57 Unable to connect local database.
11/25/96 at 15:18:34 Read the local database parameters from the initialization file
11/25/96 at 15:18:36 Succesfully connected to the central databasegeolablgra
11725796 at 15:11:57 Unable to connect local database.
1272796 at 11:2L4:45 Read the local database parameters from the initialization file
1272796 at 11:24:56 Succesfully connected to the central databasegeolablgra
12/2/96 at 12:84:88 Read the local database parameters from the initialization file
1272796 at 12:84:17 Succesfully connected to the central databasegeolablgra
12/2/96 at 12:85:21 Unable to connect local database.
12/2/96 at 13:26:19 Read the local database parameters from the initialization file
1272796 at 13:26:22 Succesfully connected to the central databasegeolablgra
12/2/96 at 13:43:45 Unable to connect local database.
176/97 at 10:25:43 Read the local database parameters from the initialization file
. 1/6/97 at 10:25:46 Succesfully connected to the central databasegeoccslgra
!—Og for latest print | 1/6/97 at 10:25:48 Succesfully connected to the local database
job to be executed 176/97 at 14:84:56 checking for the existence of file customyperskgiriétest.cmb
176797 at 14:84:56 customyperskgiri6test.cmb file exists
1/6/97 at 14:84:56 creating report For custom\perskg\riétest.cmb|
1/6/97 at 14:85:11 Printing data of custom\perskgiriétest.cmb J
Jat I ol

3. Usethe scroll barsto scrall through the log file.
4. Choose File- Exit to close the Notepad window.

6.1.6. Closing the ICR Job Scheduler
To close the ICR Job Scheduler, click the Cancel button.
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7.

See also:

Available Data

The Intelligent CallRouter databases collect historical and rea-time data
about agent activity and the calls being routed in the call center
enterprise. Within Monitor ICR, you can display datafor agents, skill
groups, services, trunk groups, routes, and peripherals. Y ou can also
display data for application gateways, call types, routing clients, and
workforce schedules.

The ICR can provide datafor peripheral skill groups and services or it
can combine data to provide an enterprise view of agent and call

activity. Datafrom individual peripheral services can be combined to
produce datafor an enterprise service. Similarly, data from several
peripheral skill groups can be combined to produce data for an enterprise
skill group.

This chapter provides an introduction to the most commonly used
real-time and historical ICR database tables.

For more detailed information on the data gathered by the ICR, see the
Intelligent CallRouter Database Schema Handbook. The on-line Schema
Help also provides data definitions and reference information on the ICR
database tables.
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7.1. Skill Group Data

The ICR tracksinformation about the skill groups at each peripheral. A
skill group is a collection of agents who share a common set of skills
and therefore can handle similar types of calls. A peripheral skill group
isaskill group that is associated with a specific peripheral (ACD). For
example, asingle peripheral might have one skill group defined for
agents who can handle sales calls, and another skill group defined for
agents who can speak Spanish.

Peripheral skill group data are stored in the Skill_Group_Real_Time and
Skill_Group Half Hour tables. To arrive a daily values, the ICR sums
the Skill_Group_Half Hour rows for each day.

7.1.1. Skill Group Agent Data

The ICR tracks data for the agentsin a skill group. Some exampl es of
Skill Group agent data tracked in the Skill Group tables include:

= Agentsidle. The number of agents who are in the Not Ready state
(that is, logged on, not involved in acall or after-call work, and not
availableto receive acall).

= Agentsavailable. The number of agentswho arein the Available
state (that is, not occupied with any call activity and ready to accept
cals).

= Agentsready. The number of agentswho are logged on and are
either talking on acall or performing after-call work, but are
presumed to be ready to accept calls when done.

= Agentstalking in. The number of agentstalking on inbound calls.

= Agentstalking out. The number of agents talking on outbound
cals.

= Agentstalking other. The number of agentswho are talking on
calls other than inbound and outbound calls (for example, internal
cals).

= Agentsin wrap-up. The number of agents who are involved in
after-call work. After-call work includes activities such as
completing paperwork or consultation work. An agent performing
after-call work isin either the Work Ready or Work Not Ready
state.

= Agentsin hold. The number of agentsin the skill group who arein
the Hold state (that is, agents who have all active calls on hold and
are performing no other activity).
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= Agentsreserved. The number of agents currently in the reserved
state. A reserved agent is awaiting an interflowed call and is
unavailable to receive any incoming calls. This state appliesto
agents on Northern Telecom Meridian and Aspect CallCenter ACDs
only.

= Agentsin busy other. The number of agents who are in the Busy
Other state (that is, busy in skill groups other than the one presently
being examined). An agent can be activein only one skill group at a
time. Therefore, while active in one skill group, the agent is
considered by the other skill groups to be in the Busy Other state.

In addition to the numbers of agentsin certain states within the skill
group, the ICR tracks the time that a skill group’s agents spend in these
states.

See also: The section “Agent State and Time Allocations,” later in this chapter,
provides more information on the types of agent state and time
allocation data tracked for skill groups.

7.1.2. Percent Utilization

The ICR reports a percent utilization for each skill group. The percent
utilization data are taken from the Skill_Group_Real_Time table, whic
contains agent time allocation data such as Handle Time, Logged On
Time, and Not Ready Time data for all agents in the skill group.

The percent utilization is computed by dividing the total time agents
spent handling calls by the total time agents were ready to handle calls.
The percent utilization is expressed as a percentage value for the
individual skill group. The formula used is as follows:
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(TalkTime + WorkReadyTime + WorkNotReadyTime) /
(LoggedOnTime - NotReadyTime)

Percent utilization is measured since the end of the last five-minute or
the last half-hour interval. Consequently, percent utilization data are
stored in the skill group five-minute and half-hour tables.

7.1.3. Call Handling

The ICR tracks categories of data related to the calls handled by each
skill group. A call is counted as handled when it is finished:

= Callshandled. The number of offered calls handled by the skill
group during an interval. A call is counted as handled when the call
is finished.

= Number of agent out calls. The number of outbound calls made by
the skill group’s agents.
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7.2. Agent Data

7.2.1.

With GEOTELe Agent Reporting enabled, the ICR tracks datafor the
agents within the call center enterprise. An agent is anyone who can
answer incoming phone calls. In amore precise way, a peripheral agent
isan agent who is associated with a particular peripheral (ACD, PBX) in
the call center enterprise. A peripheral agent can be amember of one or
more skill groups. (Some peripheral types limit each agent to one skill
group assignment.)

Optionally, peripheral agents can be grouped into agent teams. Agent
teams are groups of peripheral agents configured on the same peripheral.

The ICR allows you to report on three general categories of agent-level
data: agent status, agent activity, and agent performance. Y ou have
several options for defining the scope of agent-level reports:

=  Peripheral agents. Report on selected agents from throughout the
enterprise regardless of peripheral, skill group, and agent team
assignments.

= Agent by peripheral. Report on the agents logged on to one or
more selected peripherals.

= Agent by skill group. Report on the agents logged on to one or
more specific skill groups.

= Agent team. Report on the agents within one or more agent teams.

Agent Tables

Real-time agent data are stored in the Agent_Real_ Time and
Agent_Skill_Group_Real Time tables of the Distributor AW local
database. Historical agent data are stored in the following tables of the
ICR central database:

= Agent_Half Hour

= Agent_Skill_Group Haf Hour
= Agent_Logout

= Agent_State Trace

Agent state reports also use data from the Termination_Call_Detail
table.
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7.2.2. Agent Status

The ICR tracks agent status by position, skill group, and by agent name.
Specifically, the ICR records the following data on agent statusin ICR
real-time and half-hour tables:

= Postion. The current extension on which the agent is working.
= Agent name. Thefirst and last name of the agent.

= Skill group. The name of the skill group to which the agent is
logged on.

= L ogon date/time. The date and time that the agent logged on.

= Current state. The current state of the agent: logged off, logged on,
ready, not ready, work ready, work not ready, talking, busy other,
reserved, calls on hold, unknown.

= Direction. Thedirection of the call: inbound or outbound.
= Destination. Thetype of outbound call: ACD or direct.

= | ast state change. The date and time that the agent’s state last
changed.

= Reason. The reason for the agent’s last state change.
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= | ogon duration. The time that the agent spent logged on.
= | ogout date/time. The date and time that the agent logged out.
= Event name. The event caused by the agent’s last state change.

= Call duration. Duration of the call in seconds for a private network
call. This is the time that the switch is processing the call.

= ANI. The ANI value for the call. The ANI provides the billing
phone number of the phone from which the call originated. (These
data are taken from the Termination_Call_Detail table.)

= Digitsdialed. The digits dialed on an outbound call. (These data are
taken from the Termination_Call_Detail table.)

7.2.3. Agent Activity

The ICR tracks agent activity. To arrive at daily values for agent
activity, the ICR sums the Agent_Skill_Group_Half _Hour rows for each
day.

= Agent name. The first and last name of the agent.

= Duration. The total time in seconds that the agent was logged on
during the interval.
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7.2.4.

Incoming callstotal. The total number of inbound ACD calls
handled by the agent during the interval. This value isincremented
when the after-call work associated with the call is completed.

Incoming calls avg. length. The average length in seconds for
incoming calls handled by the agent during the interval.

Incoming calls percent. The percentage of al calls handled by the
agent for the period that were incoming calls.

Outgoing callstotal. Thetotal number of completed outbound ACD
calls made by the agent during the interval. The value isincremented
when the after-call work associated with the call is completed.

Outgoing calls aver age length. The average length in seconds for
outgoing calls made by the agent for the interval.

Outgoing calls per cent. The percentage of al calls handled by the
agent for the period that were outgoing calls.

Internal callstotal. Thetotal number of internal callsinitiated by
the agent during the interval. The value is incremented when the
after-call work associated with the call is completed.

Internal calls aver age length. The average length in seconds for
completed internal calls made by the agent for theinterval.

Internal calls percent. The percentage of al calls handled by the
agent for the period that were internal cals.

Callback messagetotal. Thetotal number of callback messages that
were processed by the agent during the interval.

Callback message aver age length. The average length in seconds
for callback messages processed by the agent during the interval.

Callback message percent. The percentage of al calls handled by
the agent for the period that were callback messages.

% Wrapup. The percentage of time that the agent spent in wrap-up
on al calls counted as handled during the interval. An agent
performing wrap-up is either in the Work Ready or Work Not Ready
state. This value is measured against the total time the agent was
logged on during the interval.

Agent Performance

The ICR tracks agent performance. To arrive at daily values, the ICR
sums the Agent_Skill_Group_Half_Hour rows for each day.

Agent name. The first and last name of the agent.

Abandoned callsring. The total number of ACD calls abandoned
while ringing at an agent’s position. The value is incremented at the

time the call disconnects.
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=  Abandoned calls hold. The total number of ACD callsthat were
abandoned while being held at an agent’s position. The value is
incremented at the time the call disconnects.

= Abandoned callsaverage. The average ring time in seconds
associated with ACD calls that were abandoned while ringing an
agent’s position.

=  Abandoned calls percent. The percentage of ring time associated
with ACD calls that were abandoned while ringing at an agent’'s
position. This value is measured against the total time the agent was
logged on during the interval.

= Hold callsin. The total number of completed inbound calls the
agent placed on hold. The value is incremented when the after-cal
work associated with the call is completed.

= Hold callsin average. The average on hold time in seconds
associated with inbound calls the agent placed on hold.

= Hold callsin percent. The percentage of hold time associated with
inbound calls the agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

= Hold callsout. The total number of completed outbound calls the
agent placed on hold at least once. The value is incremented when
the after-call work associated with the call is completed.

eleq s|qe|leny "L

= Hold callsout average. The average on hold time in seconds
associated with outbound calls the agent placed on hold.

= Hold callsout percent. The percentage of hold time associated with
outbound calls the agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

= Hold callsinternal. The total number of completed internal calls
the agent placed on hold for the interval. The value is incremented
when the after-call work associated with the call is completed.

= Hold callsinternal average. The average on hold time associated
with internal calls the agent placed on hold.

= Hold callsinternal percent. The percentage of hold time associated
with internal calls the agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

= Assistance callstotal. The total number of calls for which the agent
received supervisor assistance during the interval. The value is
incremented when the supervisor assistance call completes.

= Assistance callsaverage. The average time in seconds that the
agent received assistance for all supervisor-assisted calls during the
interval.
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Assistance calls percent. The percentage of time that the agent
spent during the interval on supervisor-assisted calls. Thisvaueis
measured against the total time the agent was logged on during the
interval.

Conference callsin. The number of incoming calls on which the
agent wasin conference. Incoming calls include ACD and non-ACD
calls. The valueisincremented with the agent drops off the call and
the call becomes a simple two-party call.

Conference calls average. The average time in seconds that the
agent spent in conference with calls during the interval. This value
includes hold time associated with the conference calls.

Conference calls per cent. The percentage of time that the agent
spent during theinterval on conference calls. The percentage
includes hold time associated with the conference calls. Thisvaueis
measured against the total time the agent was logged on during the
interval.

Conference calls out. The number conference cals the agent
initiated. Initiated callsinclude ACD and non-ACD calls. The value
isincremented with the agent drops off the call and the call becomes
asimple two-party call.

Conference calls out average. The average time in seconds that the
agent spent in conference on agent-initiated calls during the interval.
This value includes hold time associated with the conference calls.

Conference calls out percent. The percentage of time that the agent
spent during the half-hour interval on agent-initiated conference
calls. This percentage includes hold time associated with the
conference calls. This value is measured against the tota time the
agent was logged on during the interval.

7.3. Agent States and Time Allocations

See also:

The ICR tracks agent states and the time spent in these statesin both
Agent and Skill Group tables. The Agent_Skill_Group tables provide
data on an agent-by-agent basis for the agentsin a skill group. The
Skill_Group tables provide data for the agents as a group.

To display individual agent state and time allocation statistics, use the
Agent-Level report templates. To display group agent state and time
alocation statistics, use the Skill Group report templates.

See Chapter 8, “Template Reference,” for details on the data displayed
in Agent and Skill Group reports.
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See also:

Thefollowing ICR database tables store agent state and time allocation
data

Agent_Skill_Group_Real_Time. Stores real-time data on the
current state of each agent in askill group. For example, the
AgentState field provides the current state of the agent: Logged Off,
Logged On, Ready, Not Ready, Work Not Ready, Work Ready,
Talking In, Taking Out, Taking Other, Conference.

Agent_Skill Group_Half Hour. Stores historical data on the time
agents spent in any of the call handling states. For example, the
TakInTimeToHaf field records the number of seconds that each
agent in the skill group spent talking on inbound ACD calls during
the half-hour interval (that is, the time the agent spent in the Talking
In state). Thistable also provides other data such as
AbandonHoldCallsToHaf, which details the number of ACD calls
that were abandoned while being held at an agent’s position.

Skill_Group_Real_Time. Tracks the number of agents for a skill
group currently in any of several call handling states. For example
BusyOther provides the number of agents for the skill group who &
currently busy on calls assigned to other skill groups. This table als
provides current agent time allocations for the skill group as a
whole. For example, NotReadyTimeTo5 records the total seconds
that agents in the skill group have been in the Not Ready state for
the current five-minute interval.

Skill_Group_Five Minute. Tracks the number of agents for the

skill group and their call handling states at the end of each five-
minute interval. For example, Talkingln provides the number of
agents in the skill group talking on inbound calls at the end of the
five-minute interval. The Skill_Group_Five_Minute table also tracks
time allocations for the current five-minute interval. For example,
WorkNotReadyTimeTo5 provides the number of seconds agents in
the skill group were in the Work Not Ready state for the five-minute
interval.

Skill_Group_Half_Hour. Stores historical data on the time agents
for the skill group spent in any of several call handling states. For
example, TalkingInTimeToHalf provides the number of seconds
agents in the skill group spent talking on inbound calls during the
half-hour interval. This table also provides other call counts such as
InternalCallsToHalf, which is the number of internal calls to the

skill group during the half-hour interval.

For more information on these tables, sed @RDatabase Schema
Handbook or the on-lineSchema Help.
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Available Data

7.3.1.

ICR Agent State Terminology

The ICR tracks the following agent states. Tables 11-13, later in this
chapter, maps the ICR agent state terms to the terms used by the
peripheral vendors.

L ogged on. The number of agents who are logged on (that is, agents
who are known to the system, but may or may not be ready to
receive cals).

Ready. The number of agents who arein the Ready state (that is,
logged on and either available to handle a call, currently talking on a
call, or involved in after-call work and presumed to be available
when done).

Not ready. The number of agents who are in the Not Ready state
(that is, logged on, not involved in any call handling activity, but not
ready to accept cals).

Available. The number of agentswho are in the Available state (that
is, not occupied with any call activity and ready to accept calls).

Talking in. The number of agents who are talking on inbound calls.

Talking out. The number of agents who are talking on outbound
cals.

Talking other. The number of agents who are talking on internal
calls (neither inbound nor outbound).

Work ready. The number of agents who are in the Work Ready
state (that is, agents who are performing after-call work, but are
presumed to be ready to accept calls when done).

Busy other. The number of agents who are busy working in other
skill groups (that is, in skill groups other than the one presently
being examined). For example, an agent might be talking on an
inbound call in one skill group while simultaneously logged on to
and ready to accept calls from other skill groups. The agent can be
active (talking on or handling calls) in only one skill group at atime.
Therefore, while active in one skill group, the agent is considered by
the other skill groupsto bein the Busy Other state.

Work not ready. The number of agents who arein the Work Not
Ready state (that is, agents who are involved in after-call work and
are presumed not to be ready to accept incoming calls when done).

Reserved. The number of agents who are awaiting an interflowed or
interqueued call and are unavailable to receive any incoming calls.
This state applies to agents on Northern Meridian and Aspect
CallCenter ACDs.

Hold. The number of agents who have al active calls on hold.
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The ICR tracks the number of agentsin each state along with the time
agents spend in specific states. Table 10 shows how agent activity and
time spent in particular states are tracked by the ICR.

Table 10: Agent States and Time Allocations

Log On Ready Handle
State State Agent Time Allocation Specific State Time
Logged Ready Available Time Available
On
Reserved Time Reserved
Busy Other Time Busy Other
Talking Other | Talking Other
Time
Tak Talking Out Talking Out
Time* Time
Talking In Talking In Handle Time
Time
Hold Time Hold
Work Ready Time Work Ready
Work Not Work Not Ready Time Work Not Ready
Ready
Not Ready Not Ready Time Not Ready
(Idle)
Logged
Off

The ICR tracks the number of agentsin each state in Skill Group
real-time database records. To obtain historical counts of the number of
agentsin particular states, the ICR saves a snapshot of the real-time data
and stores the datain skill group five-minute records. These five-minute

summary records are stored in the ICR central database.

! Talk Timeisthe sum of Talking In Time, Talking Out Time, and Talking
Other Time.
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The ICR also tracks the total amount of time agentsin a skill group
spend in specific states. For each specific state, time is recorded to track
how long agents are in the particular state. In addition, time spent in
certain statesis tracked more generally in time allocation categories such
as Tak Time and Handle Time.

Thefollowing list further explains the agent time all ocations shown in
Table 10.

= Available Time. Thetime agents spend in the Logged On, Ready,
and Available states.

= Reserved Time. The time agents spend in the Reserved state.
=  Busy Other Time. The time agents spend in the Busy Other state.

=  Talk Time. Thetime agents spend in the Talking In, Talking Out,
and Talking Other states.

= Talking Other Time. The time agents spend in the Talking Other
state. (Also counted in the general category of Talk Time.)

= Talking Out Time. The time agents spend in the Talking Out state.
(Also counted in the general category of Talk Time.)

= Talking In Time. The time agents spend in the Taking In state.
(Also counted in the general categories of Talk Time and Handle
Time.)

= Hold Time. Thetime agents spend in the Hold state. (Also rolled
into the genera category of Handle Time.)

=  Work Ready Time. The time agents spend in the Work Ready state.
(Alsorolled into the general category of Handle Time.)

=  Work Not Ready Time. The time agents spend in the Work Not
Ready state. (Also rolled into the general category of Handle Time.)

= Not Ready Time. Thetime agents spend in the Not Ready state.

= Handle Time. The time agents spend in the Talking In, Hold, Work
Ready, and Work Not Ready states. Handle time does not include
the time agents spend in the Talking Out or Talking Other states.

= Logged On Time. Thetime that an agent was Logged On.

Note: Not Ready Time and Logged On Time are not explicitly displayed in
Monitor ICR reports. However, they are used in calculating other data
such as Percent Utilization of agents. See “Percent Utilization,” later in
this section, for an example of how Not Ready time and Logged On
Time are used to calculate overall agent utilization.
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7.3.2. ICR Agent State Mapping To Peripherals

The ICR uses certain terms to describe the work states that agents move
in and out of while handling customer calls. Peripheral vendors use
dlightly different terms to describe these same states.

Table 11 shows the ICR agent state terms and how they correspond to
the terms used by Aspect, Lucent, and Nortel.

Table 11: Agent State Terminology—Aspect, Lucent, and Nortel

GEOTEL Aspect
ICR CallCenter Lucent DEFINITY ECS Nortel Meridian
Logged On  Signed On Logged In' Manned
Logged Off*  Signed Off Logged Out* Spare
\l
Ready Ready All other states other than ~ Manned, but not in Walkaway® >
AUX and UNKNOWN S
)
Not Ready  Idle AUX, UNKNOWN Walkaway g
Available  Avail AVAIL Wait 5
DNOHOLD »
<ACD Ready>*
<ACD Ready>*
Talking In Taking ACD1 ACD-IN ACD
Talking ACD2 DACD ACD/DNOCH
Talking ACT1 ACD/DNIH
Talking ACT2 ACDHOLD
ACDH/DNIH®
ACDH/DNOH®
Taking Out  Talking Outl ACD-OUT N.A.
Talking Out2

(continued)

! Logged In and Logged Out are not CM S agent states.

2 Logged Off is not an agent state, but rather a necessary condition for being in
any state.

% Agents who are in Walkaway with a call on hold are counted as Ready.

* These states occur only if ACAA isset for the ACD DN in LD 23. (ACAA

allows new ACD callsto an agent who has an Individual DN (IDN) call on
hold).

® Agentsin these states are counted as Talking In if the ACD line was the last

line active.
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GEOTEL Aspect

ICR CallCenter Lucent DEFINITY ECS Nortel Meridian

Talking Talking Inside AUX IN/OUT DN IN

Other Supervisor Line ACW IN/OUT DNOUT

MSG! DNOHOLD
HELP* DNIHOLD

ACDH/DNO
ACDH/DNI
NRDY/DNO
NRDY/DNI
NRDY/DNOH
NRDY/DNIH
ACDH/DNOH?
ACDH/DNIH?

Work Ready  Wrap-up ACW Not Ready

DACW

Work Not N.A. N.A. N.A.

Ready

Busy Other ~ MSG® OTHER Not Avail

Reserved RSVD N.A. RESERVE

Hold HOLD N.A. N.A.

! On ACDs using the Aspect Event Link, these additional states map to Talking
Other.

2 Agents in these states are counted as Talking Other if the DN line was the last
line active.

% On ACDstthat are not using the Aspect Event Link, the MSG state maps to
Busy Other.
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Table 12 shows the ICR agent state terms and how they correspond to
the terms used by Rockwell and Siemens.

Table 12: Agent State Terminology—Rockwell and Siemens

GEOTEL Rockwell Rockwell Siemens Siemens Rolm
ICR Galaxy Spectrum HICOM 300E 9751 CBX
Logged On  Plugged N.A. Logged On Unavailable
Available
ACD In
Non-ACD Inc
Non-ACD Out
Non-ACD Int
Logged Off'  Unplugged Signed Off Logged Off Logged Off
Ready (Pugged In-Break) Any statein Logged On Available
which the
available console
lampislit.
Not Ready Break Any statein Unavailable Unavailable
which the
available console
lampisnot lit.
Available Available Available Available Available
Taking In Calscurrently in  Busy with ACD Incoming ACD Incoming
progress. inbound call on
ACD Line 1.
TakingOut  Out-Call Busy with Non-ACD Non-ACD
inbound call on  Outgoing Outgoing
ACD Line 1.
Taking N.A. Busy on position  Non-ACD Non-ACD
Other call or supervisor  Incoming, Non- Incoming, Non-
assist. ACD Internd ACD Internd
Work Ready  Call work. Call work and Work Available/Work
Overflow call available console
work. lamp lit.
(continued)

! Logged Off is not an agent state, but rather a necessary condition for being in

any state.
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GEOTEL Rockwell Rockwell Siemens Siemens Rolm
ICR Galaxy Spectrum HICOM 300E 9751 CBX
Work Not N.A. Call work and N.A. Unavailable/Work
Ready available console
lamp not lit.
Busy Oher Overflow calls Busy on either Other Other
currently in aninternal call
progress. or acal for an
Overflow call agent group
work. other than the
agent’s primary
group.
Reserved N.A. N.A. N.A. N.A.
Hold N.A. N.A. N.A. N.A.

Table 13 shows the ICR agent state terms and how they correspond to
the terms used by Alcatel, NEC, and Ericsson.

Table 13: Agent State Terminology—Alcatel, NEC, and Ericsson

GEOTEL
ICR Alcatel 4400 NEC NEAX 2400 Ericsson ACP100
LoggedOn  Agent Logged On  Logon Agent logged on, jacked-in
Logged Off'  Agent Logged Off  Logged Off Agent logged off, jacked-out
Ready Agent Ready Logged on minus not Idle, agent ready

ready
Not Ready Agent Not Ready  Break Agent not ready
Available Idle Ready Idle
Taking In Agent Busy ACD incoming Q_CONN
Talking Out  Agent Busy Non-ACD outgoing Q OUTDIAL, A_OUTDIAL
Talking Agent Busy Non-ACD incoming, A_CONN, Q_CONN
Other Non-ACD interna

(continued)

! Logged Off is not an agent state, but rather a necessary condition for being in

any state.
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GEOTEL
ICR Alcatel 4400 NEC NEAX 2400 Ericsson ACP100
Work Ready  Agent Working Work Agent not ready
After Call/Wrap-
up
Work Not Agent Work Not N.A. N.A.
Ready Ready
Busy Other  N.A. Supported (no NEC Other
term)
Reserved N.A. Alerting N.A.
Hold Busy All on hold N.A.

7.4. Service Data

See also:

7.4.1.

The Intelligent CallRouter tracks datafor each peripheral servicein the

call center enterprise. A serviceis a particular type of call processing the
caller requires. For example, in a retail sales company’s call center, a
caller might have a question about an account balance. This caller mig
be directed to the Customer Accounts service.

A peripheral serviceis a service that is tied to a specific peripheral

(ACD) in the call center enterprise. A single peripheral might have

several services defined such as Sales, Technical Support, and Customer
Accounts.

Chapter 1, “Overview” provides some examples of enterprise and
peripheral services.

Peripheral service data are stored in the Service_Real_Time and
Service_Half Hour tables. To arrive at daily values, the ICR sums the
Service_Half_Hour rows for each day.

eleq s|qejreny 'L

Call Counts

The ICR tracks calls routed to and handled by each peripheral service.
Specifically, the ICR records the following data on call counts, both in
real-time and for each half-hour interval:

= Callsin progress. The total number of calls in progress at the
peripheral.

= Callsrouted. The total number of calls routed to the service by the
ICR during an interval.

= Callsincoming. The total number of calls coming in to the service
from an external carrier. This includes handled, abandoned, and
currently queued calls.
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See also:

7.4.2.

= Callsoffered. Thetotal number of calls offered to the service during
an interval. Thisincludes both incoming and internal calls.

= Callsanswered. The number of callsto the service that were
answered during an interval. A call is counted as answered when it
reaches an agent or VRU.

=  Callshandled. The number of calls answered and finished for the
service during an interval.

= Qutgoing calls. The total number of outgoing calls made by agents
during an interval.

= Callsheld. The number of callsto the service currently queued for
longer than the service level threshold.

In handling call counts, typically you do not want to count acall as
abandoned in queue if the caller hangs up very quickly. Often in these

cases, calers hang up for reasons other than excessive queue times.

When configuring the peripheral, the System Manager can specify the
minimum amount of time a call must be in queue before it can be
considered an abandoned call. Thisis called the abandoned call wait

time. These “short calls” are subtracted from the count of calls offered.

For more information on configuring peripherals for abandoned call wait
time, see théntelligent CallRouterSystem Manager Guide.

Service Level

When a peripheral service is first configured, a service level threshold is
specified in seconds. Thervice level threshold is the number of

seconds set as the maximum time a caller should wait before being
connected with an agent. Calls answered within the service level
threshold are considered to have met the service level, while calls not
answered within the service level threshold are considered not to have
met the service level.

The service level is expressed as a percentage of calls that have met the
service level threshold requirement. For example, if you set a service
level threshold of 30 seconds, you want all calls to be answered within
30 seconds. Every call answered within 30 seconds improves the service
level. Every call that is not answered within 30 seconds reduces the
service level.
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Asasimple example, if you had 50 calls that were answered in under 30
seconds and 80 calls that took longer than 30 seconds to answer, the ICR
would calculate the service level asfollows:

50/(50+80) x 100 = Service Level %

In this example, the service level would be 38 percent.

ICR Service Level

The ICR tracks service level events to determine which calls to consider
when making its service level calculation. A service level event occurs
when:

= A call isanswered within the service level threshold.
= A call isabandoned within the service level threshold.

= A cal reaches the service level threshold without being answered or
abandoned.

Any call that has a service level event istreated asa service level call
offered, which meansthat it will be used in the service level calculation.

The ICR provides auniform calculation across all peripherals. The ICR
service level can be calculated in any of three ways:

= Abandoned callsignored. The number of calls answered within the
service level threshold divided by the number of calsthat had a
service level event minus the number of calls that were abandoned
before exceeding the service level threshold. Calls abandoned before
the service level threshold expired are removed from this
calculation.
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= Abandoned calls negatively impact service level. The number of
calls answered within the service level threshold divided by the
number of callsthat had a service level event. This treats abandoned
calls as though they had exceeded the service level threshold.

= Abandoned calls positively impact service level. The number of
calls answered within the service level threshold plus the number of
calls abandoned within the threshold, all divided by the number of
callsthat had a service level event. This treats abandoned calls as
though they were answered within the service level threshold.

The System Manager specifies which service level calculation to use
when the peripheral serviceis configured. Regardless of the ICR service
level calculation method being used, the ICR tracks the data needed to
calculate the service level using any of the three methods.

Peripheral Service Level

While the ICR calculates its own service level, it also tracks the service
level calculated by the peripheral. This servicelevel, caled the
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See also:

7.4.3.

peripheral servicelevel, is aproprietary service level as calculated by
the periphera. Some peripherals support more than one type of service
level calculation. The method of service level calculation used by the
peripheral is set by the System Manager when the peripheral serviceis
configured.

The Intelligent CallRouter System Manager Guide provides more
detailed information on service level calculation methods and options.

Queues and Delays

The ICR tracks the time calls spend queued for each periphera service

and the number of calls queued in real-time and for each half-hour

interval. Specifically, the ICR tracks the following data for queues and

delays:

= Callsin queue. The number of callsto the service that are in queue
at the peripheral.

= Callsabandoned in queue. The number of calls queued to the
service that were abandoned during an interval. An abandoned call
isacall in which the caller hangs up before the call is answered.

= Averagedelay in queue. The average delay timethat all callsfor
the service spent in the queue during an interval.

=  Averagedelay in queuefor abandoned calls. The average delay
time of all calls abandoned in queue for the service.

=  Answer wait time. The sum of thetime in seconds that all calls
offered to the service during an interval had to wait before being
answered.

= Average speed of answer. The average time that all cals offered to
the service during an interval waited before being answered.

= Servicelevel calls queue held. The number of callsto the service
that have been in queue longer than the service level threshold.

= Longest delay for an abandoned call. The longest time that a call
was in queue for the service before being abandoned.

= | ongest delay queuetime. Thelongest time that acall wasin
queue for the service before being answered.

=  Total delay queuetime. The sum of delay timein queue for al
callsto the service during an interval.
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7.4.4. Agent Time Allocations

The ICR tracks several data categories related to the time a peripheral
service’s agents spend handling calls. This data include:

= Handletime. The total seconds that agents for the service were in
the Talking In, Work Ready, and Work Not Ready states.

= Average handletime per call. The average handle time for calls
handled by agents for the service. Handle time includes time spent in
the Talking In, Work Ready, and Work Not Ready states.

= Talk time. The total seconds that agents for the service were in the
Talking In, Talking Out, or Talking Other states during an interval.

= Averagetalk time. The average talk time for calls handled by
agents for the service. Talk time includes time spent in the Talking
In, Talking Out, and Talking Other states.

= Other time. The sum of the time that agents spend in the Not Read
and Busy Other states.

7.5. Enterprise Data

An enterprise service is a collection of peripheral services that can span
several call centers. For example, an enterprise service called Technid®
Support may include peripheral services from several geographically
dispersed call centers. All the Technical Support peripheral services are
logically combined to make up a Technical Support enterprise service.

An enterprise skill group is a collection of skill groups that can span
several call centers. Enterprise skill groups can also include peripheral
skill groups from geographically dispersed call centers. Each of the
peripheral skill groups has a common set of skills, such as the ability to
handle sales calls. These skill groups are logically combined to form an
enterprise skill group.

Enterprise service and skill group data are stored in the following tables:

eleq s|qe|leny "L

= Service_Real_Time

= Service_Half Hour

= Skill_Group_Real_Time
= Skill_Group_Half_Hour

To compile data for enterprise services and skill groups, the ICR finds
the real-time or historical records for each member peripheral service. It
then sums or averages values from the individual records to produce a
value for the enterprise service or skill group. To arrive at daily values,
the ICR sums the half-hour rows for each day.
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7.5.1. Enterprise Calculations

The ICR can simply total some statistics to obtain enterprise-wide
values. For example, to obtain the number of agents available for an
enterprise skill group, the ICR adds the number of agents available for
each periphera skill group that is a member of the enterprise skill group.

If avalueisan average or a calculated value, such asthe Average
Handle Time or Expected Delay for an enterprise service, the ICR
cannot simply sum or average the values of the member peripheral
services. For example, in order to calculate the Average Handle Time for
an enterprise service, the ICR must total the handle time for the member
peripheral services and divide it by the total number of calls handled for
the member peripheral services.

In addition, because a call is usually routed to the peripheral service that
has the minimum expected delay within an enterprise service, the
Expected Delay for an enterprise serviceis equal to the minimum of the
expected delays for the member peripheral services.

Figure 14 shows some examples of calculations for an enterprise
service:

Calls in progress = sum(Calls in progress for all members)

Average handle time = sum(Handle time for all members) /
sum(Calls handled for all members)

Expected delay = min(Expected delay for all members)

Service level = sum(ServiceLevelCalls for all members) /
sum(ServiceLevelCallsOffered for all members)

Figure 14: Enterprise Service Calculation Examples

7.6. Trunk Group Data

The ICR tracks data for each trunk group coming in to aswitch. A trunk
group isacollection of telephone linesthat are associated with asingle
peripheral and used for a common purpose.

Trunk group data are stored in the Trunk_Group Rea Time and
Trunk_Group_Half_Hour tables. Trunk group datainclude data that are
related to trunk usage and availability, such as:

®=  Trunksin service. The number of trunksin the trunk group that are
functional.

= All trunksbusy. Thetotal time in seconds that the trunk group was
in a state when all trunks werein use.

=  Trunksidle. The number of trunksin the trunk group that are non-
busy, or idle.

Download from Www.Somanuals.com. All Manuals Search And Download.



Service Array Data 147

= Calls Abandoned. The number of callsto the trunk group that were
abandoned during a current or previous half-hour interval.

= Callsin. The number of incoming calls received on the trunk group
during a current or previous haf-hour interval.

= Callsout. The number of outbound calls sent on the trunk group
during a current or previous haf-hour interval.

= |n servicetime. The aggregate number of seconds that trunksin the
group were in service during a current or previous half-hour interval.

®= |nuseinbound time. The aggregate number of seconds that trunks
in the group were used for inbound calls during a current or previous
half-hour interval.

= |nuseoutbound time. The aggregate number of seconds that trunks
in the group were used for outbound calls during a current or
previous half-hour interval.

7.7. Network Trunk Group Data

A peripheral (ACD, PBX, or VRU) typically divides itstrunks into trunk
groups differently than the routing client. For example, the ACD might
view two T1 circuits coming into the switch astwo trunk groups. The
routing client (IXC, for example) might view the same T1's as a single
pool of 72 trunks. This type of network treatment of trunks is called a
network trunk group.

Network trunk group data are stored in the Network_Trunk_Group_
Real_Time and Network_Trunk_Group_Half_Hour tables. The types of
data you can view for network trunk groups are similar to those you can
view for trunk groups (for example, trunks idle, trunks in service, etc.).

See also: See the previous section, “Trunk Group Data,” for more information on
the data you can view for Network Trunk Groups. Chapter 1,
“Overview,” describes how network trunk groups are used in the call
center enterprise.
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7.8. Service Array Data

The data the ICR collects for service arrays are identical to the data
collected for serviceservice arrays are defined in instances where you
have similar peripheral services on multiple VRUs and the VRUs all
share the same network trunk group. By grouping the services of
multiple VRUSs into a service array, you can send calls to a single target
(the service array) and let the network deliver the call to any one of the
peripheral services that make up the service array.

The members of a service array are defined in the Service Array
Member table. Data for service arrays are stored in the
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See also:

Service Real Time and Service Half_Hour tables. To arrive at daily
values, the ICR sums the Service Half Hour rows for each day.

The ICR tracks the same types of datafor service arrays asit does for
services. For service arrays, the ICR tracks the following types of data:

= Call counts

= Servicelevels

= Queues and delays
= Cdl handling states
= Timealocations

For descriptions of the specific data tracked for service arrays, seethe
“Peripheral Services Data” section earlier in this chapter.

7.9. Route Data

See also:

The data that the ICR collects for routes are very similar to the data
collected for services. Poute is a value returned by a routing script that
maps to a skill target at a peripherald#l| target at a peripheral might

be a service, skill group, an agent, or a translation route. A route can be
thought of more simply as the final destination to which a call is directed
after the ICR has made its routing decisions.

Each skill target (for example, an agent) can have one or more routes. In
addition to pointing to a specific skill target, each route is also associated
with a service. This allows the ICR to account for each call under a
service. In this sense, you can think of a service as being a collection of
routes. (This is the reason you can drill down from services to routes in
peripheral and enterprise service reports.)

Route data are stored in the Route_Real_Time and Route_Half _Hour
tables. To arrive at daily values, Monitor ICR sums the
Route_Half_Hour rows for each day.

The ICR tracks the same types of data for routes as it does for services.
For routes, the ICR tracks the following types of data:

= (Call counts

= Service levels

= Queues and delays

= Agent call handling states
= Agent time allocations

For descriptions of the specific data tracked for routes, see the
“Peripheral Services Data” section earlier in this chapter.
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7.9.1. Service Level

The ICR tracks the service level for aroute based on the calculation
method that isin use for the peripheral service associated with the route.
There are three types of service level calculation methods, each of which
treat abandoned calls differently:

= Abandoned callsignored
= Abandoned calls negatively impact service level
= Abandoned calls positively impact service level

The ICR collects the data needed to make all three calculations. Service
levelsthat are calculated by the peripherd itself are not available for
individual routes.

See also: For more information on service level caculations and the treatment of
abandoned calls, see “Service Level,” in the “Peripheral Service Data”
section earlier in this chapter.

7.10. Peripheral Data

The peripheral data category is used to report on switch-specific
hardware and software status and some types of call count and servic
level data. Aperipheral is a switch, such as an ACD, PBX, or VRU, that
receives calls that have been routed by the ICR.
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Peripheral data are recorded only in the Peripheral_Real_Time table in
the Admin Workstation’s local database. Some typical peripheral data
categories include:

= Status. Indicates the current failure state of the peripheral.

= Online. Indicates the current on-line state of the peripheral as
determined by the Central Controller.

= Callsin progress. The total number of calls currently in progress at
the peripheral.

= Agentslogged on. The number of agents currently logged on to the
peripheral.

= Callsoffered. The total number of calls offered to the peripheral
during an interval. This includes both incoming and external calls.

= Servicelevel. The percentage of incoming calls that are answered
within a specified service level threshold. (See the earlier section,
“Service Level,” for more information.)

Other types of peripheral-specific hardware and software data may also
be tracked within the Peripheral_Real_Time database tables.
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7.11. Application Gateway Data

See also:

Y ou can report on several types of datarelated to application gateways.
The GEOTEL* Gateway feature alows the ICR to interface to a host
system that is running another call center application. The ICR uses the
application gateway to query the host system and application in order to
obtain information on which to base further routing decisions.

The Application Gateway isimplemented via anode in the Script Editor.
For example, you might create a routing script that contains an
Application Gateway node. For certain types of calls, the script might
follow a branch that leads to the Application Gateway node. The ICR
then queries the external application specified by the node to obtain
additional data on how to route the call. The ICR can then base any
subsequent routing decisions on the results obtained from the query.

Network ICR systems (NICRs) typically have scripts that use ICR
Gateway nodes. The ICR Gateway node is a special type of Application
Gateway. The NICR scripts uses the ICR Gateway node to communicate
with Customer ICRs (CICRs). For certain calls, the NICR script follows
abranch that leads to an ICR Gateway node. The ICR then queries the
CICR specified in the node to obtain data on how to route the call. The
NICR then bases subsequent routing decisions on the results obtained
from the query.

The Intelligent CallRouter System Manager Guide describes the Script
Editor Application and ICR Gateway nodes in more detail .

Application gateway data, including data on ICR Gateway activity, are
stored in the central database Application_Gateway Half Hour table.
The ICR does not track real-time data for application gateways. The
statistics you can report on for application gateways include:

= Reguests. The number of requests sent to the host system during the
half-hour interval.

=  Regects. The number of query requests that were rejected by the host
system during the half-hour interval.

=  Maximum delay. The longest response time, in milliseconds, for
any request to the host system during the half-hour interval.

= Average delay. The average response time, in milliseconds, for all
requests to the host system during the half-hour interval.

= Unavailable. The number of requests attempted while no host
system was available during the half-hour interval.

= Errors. The number of errorsthat occurred for requests to the host
system during the half-hour interval.

= Timeouts. The number of requeststo the host system that timed out
during the half-hour interval.
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7.12. Call Type Data

The ICR allows to report statistics for the call types defined in the
system. A call typeisacategory of incoming cals. Calls are categorized
based on dialed number (DN), caller-entered digits (CED), and calling
line ID (CLID). Each call type has a schedule that determines which
routing script or scripts are active for that call type at any time.

In Monitor ICR reports, you might want to display data such asthe
number of calls of acertain call type that used default routing during a
specified interval. The ICR generates a Call_Type Real_Time record for
each call type. These records include data such as:

= Callsrouted. The number of calls of thiscal type that have been
routed.

= Version. The version of the script that is currently available for use.

=  Master script. A name that identifies arouting script. The master
script might have severa versions. A new master script record is
created whenever you save a script with a new name.

= Default routing. The number of calls of thistype for which the ICR
used default routing.

= Network default routing. The number of cals of thistype for
which the IXC used default routing.

= Return busy. The number of cals of thistype that the ICR routed to
the Busy target.

= Return ring. The number of cals of thistype that the ICR routed to
the Ring target.

N
>
<
=R
)
=)
)
v}
]
>
i

7.13. Routing Client Data

A routing client is an entity that sends routing requests to the ICR.
Typicaly, arouting client corresponds to a subsystem within an
interexchange carrier or to a peripheral that is performing Post-Routing.

In Monitor ICR, you can report on statistics for the different routing
clients defined in the ICR system. For example, you might want to
report on the maximum delay of route responses to the routing client for
aspecified interval. The ICR generates Routing_Client_Five Minute
records for each routing client. These data are stored in the central
database and include:

= Routing client responses. The number of route responses to the
routing client during the five-minute interval.

= Mean routing client responses. The mean time, in milliseconds, for
the route responses to the routing client during the five-minute
interval.
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= Receivein error. The number or routing requests from the routing
client that produced errors during the five-minute interval.

= Timeout calls. The number of route responses to the routing client
that timed out during the five-minute interval.

= | atecalls. The number of route responses to the routing client that
exceeded the |ate threshold but did not time out.

= | atethreshold. Thetime limit imposed by the routing client (for
example, IXC) for receipt of arouting response.

=  Maximum delay. The maximum delay, in milliseconds, of route
responses to the routing client during the five-minute interval.

= Discarded calls. The number of routing requests from the routing
client that were discarded because of an internal constraint such as
buffering.

7.14. Schedule Import Data

See also:

Y ou can generate reports on staffing schedule data that has been
imported from third-party workforce management systems. The GEOTEL
Workforce Management Import System allows you to import schedules
and store them in Schedule_Import_Real_Timetablesin the Admin
Workstation’s local ICR database.

The exact data that appear in Monitor ICR reports depends on the
specific workforce management system you are using with the ICR
system. In general, the data are for the current time period and appear as
imported from the external source.

For more detailed information on the data gathered by the ICR, see the
Intelligent CallRouterDatabase Schema Handbook. The on-lineSchema

Help also provides data definitions and reference information on the ICR
database tables.
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8. Template Reference

The ICR comes with predefined templates that simplify the process of
generating reports. The predefined templates allow you to generate a
variety of reports without having to spend time devel oping queries or
designing report formats. Each template displays a specific set of
real-time or historical datain achart, graph, or grid format. Y ou can
generate reports from single templates or combine several templatesto
produce areport.

A consistent format is used across all templates to ensure that call center
data are presented in a uniform manner. Y ou can use the templates as
they are or copy and modify them to suit your particular business needs.

The ICR Custom Screen Builder allows you to modify the predefined

templates or create new templates. In addition, because the Intelligent o
CallRouter has an open database architecture, you can use other database p
query and reporting tools to access the databases. 3
See also:  For information on other database query and access tools, see Chapter 2, =
“The Admin Workstation.” 3
This chapter describes each predefined template and provides examp g
of the reports that can be generated by using the templates. Template i
are available for each call center entity in the ICR system: ®
= Agents
= Application gateways
= Call types

= Peripherals

= Routes

= Routing clients
= Schedules

= Services

= Service arrays
= Skill groups

= Trunk groups
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8.1. Real-Time and Historical Templates

See also:

The real-time templates generate reports that show the current state of
the call center enterprise. Real-time reports help you to keep track of
current call center resources and react quickly to any service delays.

The real-time templates draw data from the real-time tablesin the loca
database of the Distributor Admin Workstation. These tables are
constantly updated by the ICR real-time client process running on the
Distributor AW. Client AWSs read the real-time data from the Distributor
AW database.

Historical templates are used to produce reports on past enterprise call
center performance. Y ou can use the historical templates to generate
reports that help you to analyze trends and gauge resources across the
call center enterprise.

In contrast to the real-time templates, which display data from the
Distributor AW loca database, the historical templates draw data from
recordsin the ICR central database. These records are updated every
half-hour. As an aternative, AWs might draw data from an Historical
Database Server (HDS) rather than directly from the central database.
One Distributor AW can be set up at an Admin siteto serve asan HDS.

Y ou can run any of the predefined templates by using the Template
Launcher within Monitor ICR. Y ou can aso combine real-time
templates and historical templatesin asingle report.

The remainder of this chapter lists the predefined templates and
describes the kinds of data each template displays.

For mor e detailed information on how the datais calculated, see the
template reference in the Monitor ICR on-line help.
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agteamOl_agent_status_ by position

Description

Thistemplate generates areal-time grid report that shows the status of
each agent in an agent team by position.

Database Table

Agent_Real_Time

Data

Position. The current extension on which the agent is working.

Agent name. The first and last name of the agent.

L ogged on skill group. The name of the skill group to which the agent
is currently logged on.

L ogon date and time. The date and time that the agent logged on.

Current state. The current state of the agent: Logged Off, Logged On,
Ready, Not Ready, Work Ready, Work Not Ready, Talking, Busy
Other, Reserved, Unknown, Calls on Hold.

Direction. The direction of the call on which the agent is currently
working: In (Inbound), Out (Outbound), or Unknown.

(o]
Destination. The type of outbound call: ACD, direct, or Unknown. o
. , 3
Last state change. The date and time that the agent’s state last change S
Reason. A code received from the peripheral that indicates the reason g
for the agent’s last state change. @
]
Example o
=« Untitled [_[O]x] 8
[ Agent Status By Position | 1998-02-03 -l
Helpﬂe:k Page 2 of 4
IPosition IAHEH[ Name: lLogged On Skill Grouj Logon Date Time _J|Current State I[lilev:linn I e -ason J
192 Mohn  Curtis UNKNOWN 1999-02-03 09:12.02 TALKING IN 1999-02.03 135312 a
183 Hlohn  Ragers UMENDWN 1993-02-03 03:12:02 TALKING 1N 1993-02-03 135314 i)
194 Fobertt  Hartison UNENO W 1939-02-03 091202 TALKING IN 1939-02-03 135314 a
195 [Fobert  Smith UNENDOWN 1993-02-03 031202 TALKING IN 1933-02-03 135310 i)
196 J4lan  wWalker UMENDWN 1999-02-03 09:12:02 TALKING 1N 1999-02-03 135316 i)
197 Mary  Benson UNENOWN 1999-02-03 031202 TALKING 1N 1993-02-03 135316 a
4 | _'lii,

Download from Www.Somanuals.com. All Manuals Search And Download.



156 Template Reference

agteam02_agent_status_ by skillgroup

Description

This template generates areal-time grid report that shows the status of
each agent team member. The report aso shows which skill group the
agent is currently logged on to.

Database Table

Agent_Skill_Group_Real_Time

Data

Agent team. The name of the agent team.

Skill group. The skill group to which the agent islogged on.
Agent name. Thefirst and last name of the agent.

L ogon date and time. The date and time that the agent logged on.

Agent state. The current state of the agent: Logged Off, Logged On,
Ready, Not Ready, Work Ready, Work Not Ready, Taking, Busy
Other, Reserved, Unknown, Calls on Hold.

Last state change. The date and time that the agent’s state last changed.

Reason. A code received from the peripheral that indicates the reason
for the agent’s last state change.

Example
| Agent Skill Group Status | 1999-02-03 T}
[Agent Team:_JHelpDesk Page 1 of 2

imulatol_PG_l .TechExperts

Aaenl M ame ILOEO" Date Time Iagent State ISlale Last Chanae IHeason I
M ancy Lrnaold 1993-02-03 14:10:08 TALKING 1993-02-03 14:20:08 | [0

I ary EBenzon 1933-02-03 14:.09.56 TALKING 1933-02-03 141356 | [0

EET Chase 1933-02-03 14:10:06 TALKING 1933-02-03 1420006 | [0

obin Fogers 1993-02-03 14:09.54 TALKING 1933-02-03 141854 |0 |
L Fennel 1993-02-03 14:10:02 TALKING 1933-02-03 14:20:02 |0

Frank. Foss 1993-02-03 14:10:10 TALKING 1933-02-03 14:20:010 |0

ohn Curtiz 1933-02-03 14:09.52 TaLKING 1933-02-03 141352 | [0

Harold Laftan 1993-02-03 14:09.58 TALKIMG 1993-02-03 14:18:58 | [0

Lawrence el 1993-02-03 14:10:06 TALKING 1993-02-03 14:20:06 | [0

Fobert Harrizon 1333-02-03 14:03:54 TALKING 1933-02-03 141354 |0

Fobert S mith 1993-02-03 14:09.50 TALKING 1993-02-03 141350 |0

| | _’ILAL
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agteam03_logout_status by team

Description

This template generates a historical grid report that shows agent login
and logout history for one or more selected agent teams over a specified
time period.

Database Table

Agent_L ogout

Data

Agent enterprise name. The last name and first initial of the agent and
the ICR name of the peripheral with which the agent is associated.

L ogon duration. The number of seconds that the agent was logged on.

L ogout date and time. The ICR centra controller date and time when
the agent logged out.

Reason. A code received from the peripheral that indicates the reason
for the agent’s last state change.

Example
1
< Untitled [_ O[] ©
Agent Logout Status Bz Team l 1999-02-03 Al —
[1955-02-02 00.00.00 g
=]
AEenl Team: llHeIpDesk Page 10 of 10 Q_-)
—-
Robert Harrison (0]
Agent Enterprise Hame ||| Logon Duration Ji[ Logout Date Time |[Reason | o)
[Simulater_PG_1.Rober_H 2788 [1399-02-02 0%:.44:03 @
[Simulator_PG_1 Fobert_H 166 [1333.02-02 09.47-27 Q
[Simulator_PG_1 Robert_H 20162 [1939-02-02 15:24.01 )
[Simulator_PG_1.Fobert_H 9305 [1399-02-02 16:08:16 g
Summary: 31821 D
Robert Smith
Agent Enterprise Name l Logon Duration l Logout Date Time I Reasnnl
Sinulator_PG_1.Smith_R 2788 [1399-02-02 034403
[Simulator_PG_1 Smith_R 166 [T953.02-02 09:47-:27
[Sinulater_PG_1.Smith_R 20162 [1939-02-02 15:24:01
Sinulator_PG_1.5mith_R 9305 [1399-02-02 180816
Summary: s
J |

Download from Www.Somanuals.com. All Manuals Search And Download.



158
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agteam04 daily _agent_activity

Description

Thistemplate generates a historical grid report that shows daily agent
call handling activity over a specified time period. To arrive at daily
values, the ICR sumsthe Agent_Skill_Group_Half Hour rows for each

day.

Database Table

Agent_Skill_Group_Haf Hour

Data

Agent team. The name of the agent team.

Agent name. The first and last name of the agent.

Duration. Thetotal time in seconds that the agent was logged on during
theinterval.

Incoming callstotal. The total number of inbound ACD calls handled
by the agent during the interval. This value is incremented when the
after-call work associated with the call is completed.

Incoming calls avg. length. The average length in seconds for incoming
calls handled by the agent during the interval.

Incoming calls percent. The percentage of al calls handled by the
agent for the period that were incoming calls.

Outgoing callstotal. Thetotal number of completed outbound ACD
calls made by the agent during the interval. The value isincremented
when the after-call work associated with the call is completed.

Outgoing calls aver age length. The average length in seconds for
outgoing calls made by the agent for the interval.

Outgoing calls per cent. The percentage of al calls handled by the agent
for the period that were outgoing calls.

Internal callstotal. Thetotal number of internal callsinitiated by the
agent during the interval. The value is incremented when the
after-call work associated with the call is compl eted.

Internal calls aver age length. The average length in seconds for
completed internal calls made by the agent for theinterval.

Internal calls percent. The percentage of al calls handled by the agent
for the period that were internal calls.

Callback message total. The total number of callback messages that
were processed by the agent during the interval.
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Callback message aver age length. The average length in seconds for
callback messages that were processed by the agent during the
interval.

Callback message per cent. The percentage of al calls handled by the
agent for the period that were callback messages.

% Wrapup. The percentage of time that the agent spent in wrap-up on
al calls counted as handled during the interval. An agent performing
wrap-up is either in the Work Ready or Work Not Ready state. This
value is measured against the total time the agent was logged on

during the interval.

Example

= Untitled ===

Agent Call Detail Activity Report By Team l 1999-02-03
[Agent Team: |[HelpDesk Page 1 of 2
Tncoming Calls Dutgoing Calls Tnternal Calls Callback Message

Fgent Name |
[MNancy  [Purod Ts073[ 82  tosa| sod] o || oo of || o4 a] || o] 70
May [Eenson IENEIED T050[ s0g[ @ | [ [T 70
Mak. [Chase EEIEE T0s0[ sog[ o I [ 1 [E I

ahn [Frogers IEEIEL T050[ s0g[ @ | w0 [ i

[ [Fennel 5073 62 T050[ s04] @ ] G [ [ 70
Frank [Foss EEIEE T050[ s0g[ @ o[ o [ 0 [T 70
[John [Curts IEEED T0rd[ s0g[ @ o[ o [ 0 [T 70
Haroid [Cofion IENE{IED T050[ 504 @ o[ o [ 0 [T 70
Cawience el EEIEE T0s0[ sog[ @ o[ o [ [E I
Ficber [Hatison IEEIEL T050[ s0g[ @ | w0 [ i
Fiobert [Emith [EE|IEL 050 s0g[ @ | w0 [ 0

<l | _’IJﬂl

@
_|
®
3
j=1
2
@
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o
@
=
@
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o
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agteamO05_agent_daily perf

Description

This template generates a historical grid report of agent performance
over aspecified time period. To arrive at daily values, the ICR sums the
Agent_Skill_Group_Haf Hour rowsfor each day.

Database Table
Agent_Skill_Group_Half Hour

Data
Agent team. The name of the agent team.
Agent name. The first and last name of the agent.

Abandoned callsring. The total number of ACD calls abandoned while
ringing at an agent’s position. The value is incremented at the time
the call disconnects.

Abandoned callshold. The total number of ACD calls that were
abandoned while being held at an agent’s position. The value is
incremented at the time the call disconnects.

Abandoned callsaverage. The average ring time in seconds associated
with ACD calls that were abandoned while ringing an agent’'s
position.

Abandoned calls percent. The percentage of ring time associated with
ACD calls that were abandoned while ringing at an agent’s position.
This value is measured against the total time the agent was logged
on during the interval.

Hold callsin. The total number of completed inbound calls the agent
placed on hold. The value is incremented when the after-call work
associated with the call is completed.

Hold callsin average. The average on hold time in seconds associated
with inbound calls the agent placed on hold.

Hold callsin percent. The percentage of hold time associated with
inbound calls the agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

Hold calls out. The total number of completed outbound calls the agent
placed on hold at least once. The value is incremented when the
after-call work associated with the call is completed.

Hold calls out average. The average on hold time in seconds associated
with outbound calls the agent placed on hold.
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Hold calls out percent. The percentage of hold time associated with
outbound calls the agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

Hold callsinternal. Thetotal number of completed interna callsthe
agent placed on hold for theinterval. The value isincremented when
the after-call work associated with the call is completed.

Hold callsinter nal average. The average on hold time associated with
internal calls the agent placed on hold.

Hold callsinternal percent. The percentage of hold time associated
with internal callsthe agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

Assistance callstotal. The total number of calls for which the agent
received supervisor assistance during theinterval. Thevalueis
incremented when the supervisor assistance call compl etes.

Assistance calls aver age. The average time in seconds that the agent
received assistance for all supervisor-assisted calls during the
interval.

Assistance calls percent. The percentage of time that the agent spent
during the interval on supervisor-assisted calls. Thisvalueis
measured against the total time the agent was logged on during the
interval.

Conference callsin. The number of incoming calls on which the agent
was in conference. Incoming callsinclude ACD and non-ACD calls.
The value isincremented with the agent drops off the call and the
call becomes a simple two-party call.

Conference calls average. The average time in seconds that the agent
spent in conference with calls during the interval. This value
includes hold time associated with the conference calls.

Conference calls per cent. The percentage of time that the agent spent
during the interval on conference calls. The percentage includes hold
time associated with the conference calls. Thisvalue is measured
against the total time the agent was logged on during the interval.

Conference calls out. The number conference calls the agent initiated.
Initiated calls include ACD and non-ACD calls. Thevalueis
incremented with the agent drops off the call and the call becomes a
simple two-party call.

@
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Conference calls out average. The average time in seconds that the
agent spent in conference on agent-initiated calls during the interval.
This value includes hold time associated with the conference calls.

Conference calls out percent. The percentage of time that the agent
spent during the half-hour interval on agent-initiated conference
calls. This percentage includes hold time associated with the
conference calls. Thisvalue is measured againgt the total time the
agent was logged on during the interval.

Example
< Untitled [_ D]
Agent Call Detail Performance Report By Team | 1999-02-03 —}
o Tl o
[Agent Team: J[HelpDesk Page 1 of 2
Abandon Calls | Hold Calls Assistance Calls Conference Calls
Ag =0 % J0utlAve = Jint v |z JlotalJlave Jfe Jiin JAva i JoutJAve i
Hancy [rinois a4 o[ 0 a0 o[ oa[ 0 o0[ 0 | X
B [Berson i 5] 1 50 q 50 5a[ 0 5[ [ 50
S [Trae | [ 700 (| I S [ [ 0
N Foges i o[ 1 5a[ q I 5a[ o I | o
Jan Fernel i 5] 1 50 q 50 5a[ 0 5[ [ I
Frk = | [ 700 (| I S [ [ 0
o cuts i o[ 1 5a[ q I 5a[ o I | o
Faroid [Cofton i 5] 1 50 q 50 5a[ 0 5[ [ I
Comence [Meliel | [ 700 (| I S [ [ 0
Febet [Farion i o[ 1 5a[ q I 5a[ o I | o
Robet St i a o[ 1 oa[ q I I 50[ | d
4 | o
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agtperOl _agent_status by position
Description

This template generates a real-time grid report that shows agent status by
position for each agent logged on to the peripheral.

Database Table
Agent_Real Time
Data

Peripheral. The name of the periphera selected as the scope of the
report.

Position. The current extension on which the agent is working.
Agent name. Thefirst and last name of the agent.

Skill group. The name of the skill group to which thisislogged on.
L ogon date and time. The date and time that the agent logged on.

Current state. The current state of the agent: Logged Off, Logged On,
Ready, Not Ready, Work Ready, Work Not Ready, Taking, Busy
Other, Reserved, Unknown, Calls on Hold.

Direction. The direction of the call on which the agent is currently ®
working: In (Inbound), Out (Outbound), or Unknown. o
L . 3
Destination. The type of outbound call: ACD, direct, or Unknown. e
Last state change. The date and time that the agent’s state last change g
Reason. A code received from the peripheral that indicates the reason
for the agent’s last state change. ©
Q
Example ®
. Untitled [_[O] <]
[ Agent Status By Position | 1939.02.03 —
Perpheral_| [Simulator_PG_1 Page 33 of 70
[Position IAHenI Name JlLogon Date Time Jj[Cunent State IDilecliun Destination  [Last State Change J|[Reason |
75 [lon [t 5950203 091202 || _WORK_READY | [INENGwN | [INFNDWH | 1938 02.08 16 08.04 0
ER| = R | | 1 ONKNOWN 1959 02 03 TE.06.47 0
1| [Frank Foss 19980206 081202 || TALKING __|fjm | [UNKNOWN | [1999.02.03 16 0652 0
T [Jom Fogers (130 02 03 09 1202 || wORF_READY | [OTRNGw | [NKHw | 198902 02 16.08.02 7|
755 [Facd [Fofton 80203097202 || WORK_READY | [INENGwN | [JNFNDW | 1938 02 03 16.08.08 0
7 [ewmerce AEE] R | | ONRNGWH | (1930 02 03 150645 0
T | [Famek e [Tea 061202 | [ TALKING M| [ONKNOWN | [1593:02:03 160642 0
151 | [Robert [Famson 15560206 081202 | | WORK_RERDY | [UNRN O | [JNKNOWH | [T995-02-03 16:08:08 ]
D £ 30203091202 || WORK_REDY | [QNRNGwH | [JNFKNDWA | (199302 03 16:08:02 7
< I _'I;I
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agtper02_agent_status_ by skillgroup
Description

This template generates areal-time grid report that shows current status
of each agent by the skill groups defined for the peripheral.

Database Table
Agent_Skill_Group_Real Time
Data

Peripheral. The name of the periphera selected as the scope of the
report.

Skill group. The name of the ICR skill group.
Agent name. Thefirst and last name of the agent.
L ogon date and time. The date and time that the agent logged on.

Agent state. The current state of the agent: Logged Off, Logged On,
Ready, Not Ready, Work Ready, Work Not Ready, Talking, Busy
Other, Reserved, Unknown, Calls on Hold.

Last state change. The date and time that the agent’s state last changed.

Reason. A code received from the peripheral that indicates the reason
for the agent’s last state change.

Example
<. Untitled o e |
AI
[ Agent Skill Group Status | 1999.02.03
Peripheral: JiSimulator_PG_1 Page 47 of 101
Skill EmuE iAgent Hame Logon Date Time Aaenl State lStale Last Chanae lHea:on l
Simulator_PG_1.TechExpert| [Marw  Benson 1999-02-03 16:03:56 TALKING 1993-02-03 16:23:14 0
Simulator_PG_1.TechExpert| [Matk  Chasze 1999-02-03 16:10:10 TALKING 1993-02-03 16:23:28 0 o
Simulator_PG_1.TechExpert John  Curtis 1999-02-03 16:03:54 TALKING 1993-02-03 16:23:14 0
Simulator_PG_1.TechExpert| lann  Fennell 1999-02-03 16:10:04 TALKING 1993-02-03 16:23:24 0
Simulator_PG_1.TechExpert| [Frank  Foss 1999-02-03 16:10:12 READY 1393-02-03 16:21:58 0
Simulator_PG_1.TechExpert Hohn  Rogers 1993-02-03 16:03:52 TALKING 1993-02-03 16:23:12 0
Simulator_PG_1.TechExpert [Harold  Lafton 1999-02-03 16:03:58 TALKING 1393-02-03 16:23:20 0
Simulator_PG_1.TechExpert| [Lawrence  McMel 1999-02-03 16:10:06 TALKING 1393-02-03 16:23:26 0
Simulator PG_1.TechExpert| [Patrick  Marin 1999-02-03 16:10:02 TALKING 1999-02-03 16:23:22 0
-
al | _'l_‘_!,
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agtper03_logout_status by peripheral
Description

Thistemplate generates a historical grid report that details agent login
duration and logout activity over a specified period of time.

Database Table
Agent_L ogout
Data

Peripheral. The name of the periphera to which these agents were
associated and logged on.

Agent name. The first and last name of the agent.

Agent enterprise name. The last name and first initial of the agent and
the ICR name of the peripheral with which the agent is associated.

L ogon duration. The time in seconds that the agent spent logged on
during the specified period.

L ogout date and time. The date and time that the agent logged out.

Reason. A code received from the peripheral that indicates the reason
for the agent’s last state change.

©
—
Example o
- Untitled = | k=1
Agent Logout Status Bz Perieheral I 1999-02-03 B %
1395-02-02 12,0001 1933-02:03 15.00:01 o
PeriEhelaI B ||5imu|a|u,7p|371 Page 133 of 268 %
=
John Curtis @
>
Agenl EnlelErise Mame l Lngon Duration l Lngnul Date Time l Heasonl O
Simulator_PG_1.John_C 20162 [1999-02-02 15:24:01 @
ISimuIalnr_F'G_1 John_C 9305 |1 999-02-02 16:08:16 |
Summary: 29467 |
Harold Lofton =
Agent Enterprise Hame l Logon Duration l Logout Date Time l Heasonl
Simulator_PG_1.Lofton_H 2062 [1993-02-02 15:24:.01
|Simulalor_F'G_1 Lofton_H 9305 |1 999-02-02 16:08:16 |
Summary: 29467 |
Robert Harrison
Agent Enterprise Hame l Logon Duration l Logout Date Time l Reasnnl
Simulator_PG_1.Robert_H 2062 [1993-02-02 15:24:01
[Simulator_PG_1.Robert H 9305 [1993-02-02 18:08:16 ||
Summary: 29467 |
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agtper04 _daily agent_activity

Description

Thistemplate generates a historical grid report that details the call
handling activity of agents for a peripheral over a specified time period.
To arrive at daily values, the ICR sumsthe
Agent_Skill_Group_Haf Hour rowsfor each day.

Database Table
Agent_Skill_Group_Haf Hour
Data

Peripheral. The name of the peripheral to which these agents were
associated and logged on.

Agent name. Thefirst and last name of the agent.

Duration. Thetotal time in seconds that agent was logged on during the
interval.

Incoming callstotal. The total number of inbound ACD calls handled
by the agent during the interval. This value is incremented when the
after-call work associated with the call is completed.

Incoming calls avg. length. The average length in seconds for incoming
calls handled by the agent during the interval.

Incoming calls percent. The percentage of al calls handled by the
agent for the period that were incoming calls.

Outgoing callstotal. Thetotal number of completed outbound ACD
calls made by the agent during the interval. The value isincremented
when the after-call work associated with the call is completed.

Outgoing calls aver age length. The average length in seconds for
outgoing calls made by the agent for the interval.

Outgoing calls per cent. The percentage of al calls handled by the agent
for the period that were outgoing calls.

Internal callstotal. Thetotal number of internal callsinitiated by the
agent during the interval. The value is incremented when the
after-call work associated with the call is completed.

Internal callsaverage length. The average length in seconds for
completed internal calls made by the agent for theinterval.

Internal calls percent. The percentage of al calls handled by the agent
for the period that were internal calls.

Callback messagetotal. Thetotal number of callback messages that
were processed by the agent during the interval.
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Callback message aver age length. The average length in seconds for
callback messages that were processed by the agent during the
interval.

Callback message per cent. The percentage of al calls handled by the
agent for the period that were callback messages.

% Wrapup. The percentage of time that the agent spent in wrap-up on
al calls counted as handled during the interval. An agent performing
wrap-up is either in the Work Ready or Work Not Ready state. This
value is measured against the total time the agent was logged on

during the interval.
Example
Agent Call Detail Activity Report By Peripheral I 1999-02-03 =

[1555-02-02 12.00.0( [1955-02:03 155500

Incoming Calls Dutgoing Calls Internal Calls Callback Message
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agtper05 _agent_daily perf

Description

This template generates a historical grid report that shows agent
performance by peripheral over a specified time period. To arrive at
daily values, the ICR sumsthe Agent_Skill_Group_Half Hour rows for
each day.

Database Table

Agent_Skill_Group_Haf Hour

Data

Peripheral. The name of the peripheral associated with the agents.

Agent name. The first and last name of the agent.

Abandoned callsring. The total number of ACD calls abandoned while
ringing at the agent’s position.

Abandoned callshold. The total number of ACD calls abandoned while
being held at the agent’s position.

Abandoned callsaverage. The average ring time in seconds associated
with ACD calls that were abandoned while ringing at the agent’s
position.

Abandoned calls percent. The percentage of time associated with ACD
calls that were abandoned while ringing the agent’s position. This
value is measured against the total time the agent was logged on
during the interval.

Hold callsin. The total number of completed inbound calls the agent
placed on hold. The value is incremented when the after-call work
associated with the call is completed.

Hold callsin average. The average on hold time in seconds associated
with inbound calls the agent placed on hold.

Hold callsin percent. The percentage of hold time associated with
inbound calls the agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

Hold calls out. The total number of completed outbound calls the agent
placed on hold at least once. The value is incremented when the
after-call work associated with the call is completed.

Hold calls out average. The average on hold time in seconds associated
with outbound calls the agent placed on hold.

Hold calls out percent. The percentage of hold time associated with
outbound calls the agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

Download from Www.Somanuals.com. All Manuals Search And Download.



Real-Time and Historical Templates 169

Hold callsinternal. The total number of completed interna calls the
agent placed on hold for the interval. The value isincremented when
the after-call work associated with the call is completed.

Hold callsinter nal average. The average on hold time associated with
internal calls the agent placed on hold.

Hold callsinternal percent. The percentage of hold time associated
with internal callsthe agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

Assistance callstotal. The total number of callsfor which the agent
received supervisor assistance during theinterval. Thevalueis
incremented when the supervisor assistance call compl etes.

Assistance calls aver age. The average time in seconds that the agent
received assistance for all supervisor-assisted calls during the
interval.

Assistance calls percent. The percentage of time that the agent spent
during the interval on supervisor-assisted calls. Thisvalueis
measured against the total time the agent was logged on during the
interval.

Conference callsin. The number of incoming calls on which the agent
was in conference. Incoming callsinclude ACD and non-ACD calls.
The value isincremented with the agent drops off the call and the
call becomes a simple two-party call.

Conference calls average. The average time in seconds that the agent
spent in conference with calls during the interval. This value
includes hold time associated with the conference calls.

Conference calls per cent. The percentage of time that the agent spent
during the interval on conference calls. The percentage includes hold
time associated with the conference calls. Thisvalue is measured
against the total time the agent was logged on during the interval.

Conference calls out. The number conference calls the agent initiated.
Initiated calls include ACD and non-ACD calls. Thevalueis
incremented with the agent drops off the call and the call becomes a
simple two-party call.
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Conference calls out average. The average time in seconds that the
agent spent in conference on agent-initiated calls during the interval.
This value includes hold time associated with the conference calls.

Conference calls out percent. The percentage of time that the agent
spent during the half-hour interval on agent-initiated conference
calls. This percentage includes hold time associated with the
conference calls. Thisvalue is measured againgt the total time the
agent was logged on during the interval.

< Untitled Ol
Agent Call Detail Performance Report By Peripheral | 1999.0203 —
[1995-02-02 12:00.01 19660203 155300
[Peripheral |[Simulator_PG_1 Page 33 of 70
Abandon Calls [ Hold Calls Assistance Calls Conference Calls
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agtskg0l1l agent_status_by_ position
Description
This template generates areal-time grid report that shows agent statusin
selected skill groups by position.
Database Table
Agent_Real_Time
Data
Skill group. The name of the skill group to which the agents belong.
Position. The current extension on which the agent is working.
Agent name. Thefirst and last name of the agent.

Skill group. The name of the skill group to which this agent is logged
on.

L ogon date and time. The date and time that the agent logged in.

Current state. The current state of the agent: Logged Off, Logged On,
Ready, Not Ready, Work Ready, Work Not Ready, Taking, Busy
Other, Reserved, Unknown, Calls on Hold.

Direction. The direction of the call on which the agent is currently ®

working: In (Inbound), Out (Outbound), or Unknown. o
Destination. The type of outbound call: ACD, direct, or Unknown. Tf%
Last state change. The date and time that the agent’s state last change g
Reason. A code received from the peripheral that indicates the reason

for the agent’s last state change. o)
Example &

<. Untitled [_[O] =]
[ Agent Status By Position | 1999.02-03 =

Skill Group: _|fSimulator PG 1.TechExperts Page 33 of 70
[Position JAgent Name i ] [Los ime ) Cunent State ] Direction_J D estination J[Last Stale Change ] [Reason
53| ohn [Cutis [1955-02-05 06 1202 || WORK_READY | [INKHGwWH | [ONKNCWN_ [1935-02-03 150804
3 [ Fermel To55-02-05 06 1202 TARNE__([n | To55-02.03 16,0644

1333-02-03 091202
1995-02-03 031202
1995-02-03 031202
1995-02-03 031202

13330203 16:06:52
1995-02-03 16:06:42
1995-02-03 16:08:.08
1999-02-03 16:08:.02

11 [Frank Foss

1 IPatrick. Morin
194 [Fobert Harrison
195 [Fobert (Smith

TEKNG ([N | [JNRNOWN
TALKING W] [JNKNOWN
WORK_READY | [ONKNGWH | [JNENDWN
WORK_READY | [ONKHGW | [JNEKNOWN
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agtskg02_agent_status_by skillgroup
Description

Thistemplate generates areal-time grid report that details the current
status of each agent in askill group.

Database Table

Agent_Skill_Group_Real Time

Data

Skill group. The name of the skill group to which the agents belong.
Agent name. The first and last name of the agent.

L ogon date and time. The date and time that the agent logged on.

Current state. The current state of the agent: Logged Off, Logged On,
Ready, Not Ready, Work Ready, Work Not Ready, Talking, Busy
Other, Reserved, Unknown, Calls on Hold.

Last state change. The date and time that the agent’s state last changed.

Reason. A code received from the peripheral that indicates the reason
for the agent’s last state change.

Example
< Untitied = |
[ Agent Skill Group Status | ——
Skill ElouE: ISimuIatol_PE_].TechExpells Page 20 of 28
Aaenl Mame ILoEon Date Time Agent State Last State Change Reason
Mark  Chase 19595-02-04 09:03:36 TALKING 1993-02-04 091254 (@
ohn  Curtiz 19535-02-04 09:03:38 TALKING 1933-02-04 031342 0
thnn Fennel 1995-02-04 09:03:36 TALKING 1993-02-04 091262 (@
Frank  Foss 1333-02-04 03:03:36 TALKING 1333-02-04 03:14.00 (@
[John  FRogers 1955-02-04 05:03:36 TALKING 1933-02-04 051240 0
Harold  Lafton 1335-02-04 03:03:36 TALKING 1993-02-04 031348 (@ o
Lawrence  Mchell 1935-02-04 03:03:38 TALKING 1933-02-04 031256 0
Patrick  Morin 19535-02-04 09:03:36 TALKING 1933-02-04 051250 (@
Fiobert  Harrizon 1935-02-04 09:03:38 TALKING 1933-02-04 031342 0
Fobertt  Smith 19595-02-04 09:03:36 TALKING 1993-02-04 091244 (@
< | W)
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agtskg03 logout_status by _skillgroup
Description

Thistemplate generates a historical grid report that details logon and
logout status for the individual agentsin a particular skill group.

Database Table
Agent_L ogout
Data

Skill group. The name of the skill group to which these agents are
associated.

Agent name. The first and last name of the agent.

Agent enterprise name. The last name and first initial of the agent and
the peripheral with which the agent is associated.

L ogon duration. The time that the agent spent logged on.

Logout date and time. The ICR central controller date and time that the
agent logged out.

Reason. A code received from the peripheral that indicates the reason
for the agent’s last state change.

©

_|

Example o
Uit EEE| =l
Agent Logout Status By Skill Group Imaa-nz-m = %

[1995.02-03 09.00:01 [1995 0204 03:59:01 -

0]

Skill Group:|[Simulator_PG_1.TechExperts Page 101 of 203 o
Mary Benson a
>

(@}

(¢)

[&genl Enterprise Name lLognn Duration angoul Date Time lHea:on l
ISimulator_PG_1.Benson_M 30470 1999-02-03 17:39:49

Summary: 30470
John Curtis
[f_\genl Enlelglise Name lLognn Duration angoul Date Time lHeason l =
[Simulator_PG_1.Curtis_J 30470 1999-02-03 17:29:43

Summary: 30470

John Rogers

[Agent Enterprise Name JLLogon Duration_J[Logout Date Time J[Feason J

[Fruo_Po_T et | [p0i70 BT
Summary: 30470

Harold Lofton

[&Eenl Enterprise Name ILugun Duration ILngqu Date Time IReaxun I

[Simuiator PG_TLoan H | [30470 [emmTas ||

Summary- [30470
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agtskg04 daily _agent_activity

Description

This template generates a historical grid report that shows agent call
handling activity over a specified time period for one or more skill
groups. To arrive at daily values, the ICR sums the
Agent_Skill_Group_Haf Hour rowsfor each day.

Database Table
Agent_Skill_Group_Haf Hour
Data

Skill group. The name of the skill group with which these agents are
associated.

Agent name. The first and last name of the agent.

Duration. Thetotal time in seconds that agent was logged on during the
interval.

Incoming callstotal. The total number of inbound ACD calls handled
by the agent during the interval. This value is incremented when the
after-call work associated with the call is completed.

Incoming calls avg. length. The average length in seconds for incoming
calls handled by the agent during the interval.

Incoming calls percent. The percentage of al calls handled by the
agent for the period that were incoming calls.

Outgoing callstotal. The total number of completed outbound ACD
calls made by the agent during the interval. The value isincremented
when the after-call work associated with the call is completed.

Outgoing calls aver age length. The average length in seconds for
outgoing calls made by the agent for the interval.

Outgoing calls per cent. The percentage of al calls handled by the agent
for the period that were outgoing calls.

Internal callstotal. Thetotal number of internal callsinitiated by the
agent during the interval. The value is incremented when the
after-call work associated with the call is completed.

Internal callsaverage length. The average length in seconds for
completed internal calls made by the agent for theinterval.

Internal calls percent. The percentage of al calls handled by the agent
for the period that were internal calls.

Callback messagetotal. Thetotal number of callback messages that
were processed by the agent during the interval.

Download from Www.Somanuals.com. All Manuals Search And Download.



Real-Time and Historical Templates 175

Callback message aver age length. The average length in seconds for
callback messages that were processed by the agent during the
interval.

Callback message per cent. The percentage of al calls handled by the
agent for the period that were callback messages.

% Wrapup. The percentage of time that the agent spent in wrap-up on
al calls counted as handled during the interval. An agent performing
wrap-up is either in the Work Ready or Work Not Ready state. This
value is measured against the total time the agent was logged on

= Untitled [_[Of]
Agent Call Detail Activity Report By Skill Group | 1999-02-04
[1995-02-03 00,0001 [1995-02-03 235500
[Skill Group][Simulator_PG_1.TechExpert Page 25 of 26
Tncoming Calls Outgoing Calls Tnternal Calls Callback Message

Bgent Name JDuration JTotaljvg. Length]__J[TotalJlava. Lengthllz__|IT otalJAva. Lengthjlz__J[T otalJlava. Length % WrapUp ||
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agtskg05 agent_daily perf

Description

This template generates a historical grid report that shows agent
performance over a specified time period. To arrive at daily values, the
ICR sums the Agent_Skill_Group_ Half_Hour rows for each day.

Database Table
Agent_Skill_Group_Half Hour

Data

Skill group. The name of the skill group with which these agents are
associated.

Agent name. The first and last name of the agent.

Abandoned callsring. The total number of ACD calls abandoned while
ringing at the agent’s position.

Abandoned callshold. The total number of ACD calls abandoned while
being held at the agent’s position.

Abandoned callsaverage. The average ring time in seconds associated
with ACD calls that were abandoned while ringing at the agent’s
position.

Abandoned calls percent. The percentage of time associated with ACD
calls that were abandoned while ringing the agent’s position. This
value is measured against the total time the agent was logged on
during the interval.

Hold callsin. The total number of completed inbound calls the agent
placed on hold. The value is incremented when the after-call work
associated with the call is completed.

Hold callsin average. The average on hold time in seconds associated
with inbound calls the agent placed on hold.

Hold callsin percent. The percentage of hold time associated with
inbound calls the agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

Hold calls out. The total number of completed outbound calls the agent
placed on hold at least once. The value is incremented when the
after-call work associated with the call is completed.

Hold calls out average. The average on hold time in seconds associated
with outbound calls the agent placed on hold.

Hold calls out percent. The percentage of hold time associated with
outbound calls the agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.
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Hold callsinternal. The total number of completed interna calls the
agent placed on hold for the interval. The value isincremented when
the after-call work associated with the call is completed.

Hold callsinter nal average. The average on hold time associated with
internal calls the agent placed on hold.

Hold callsinternal percent. The percentage of hold time associated
with internal callsthe agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

Assistance callstotal. The total number of callsfor which the agent
received supervisor assistance during theinterval. Thevalueis
incremented when the supervisor assistance call compl etes.

Assistance calls aver age. The average time in seconds that the agent
received assistance for all supervisor-assisted calls during the
interval.

Assistance calls percent. The percentage of time that the agent spent
during the interval on supervisor-assisted calls. Thisvalueis
measured against the total time the agent was logged on during the
interval.

Conference callsin. The number of incoming calls on which the agent
was in conference. Incoming callsinclude ACD and non-ACD calls.
The value isincremented with the agent drops off the call and the
call becomes a simple two-party call.

Conference calls average. The average time in seconds that the agent
spent in conference with calls during the interval. This value
includes hold time associated with the conference calls.

Conference calls per cent. The percentage of time that the agent spent
during the interval on conference calls. The percentage includes hold
time associated with the conference calls. Thisvalue is measured
against the total time the agent was logged on during the interval.

Conference calls out. The number conference calls the agent initiated.
Initiated calls include ACD and non-ACD calls. Thevalueis
incremented with the agent drops off the call and the call becomes a
simple two-party call.
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Conference calls out average. The average time in seconds that the
agent spent in conference on agent-initiated calls during the interval.
This value includes hold time associated with the conference calls.

Conference calls out percent. The percentage of time that the agent
spent during the half-hour interval on agent-initiated conference
calls. This percentage includes hold time associated with the
conference calls. Thisvalue is measured againgt the total time the
agent was logged on during the interval.

-2 Untitled [_Ofx]
Agent Call Detail Performance Report By Skill Group | 1999.02.04 —
[1939-02.03 00.00:01 [1933.02.0% 23:53.0(
[SKill Group}fSimulator_PG_1.TechEpert: Page 31 of 32
Abandon Calls Assistance Calls Conference Calls
[igont Hame [Ring JHold Java_ iz Ji I F=_Jint Java Total JAva Av, =
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apgatell status by half hour

Description

This template generates a historical, tabular report that shows the
number of requests made through an application gateway to a host
system for particular half-hour intervals. Datais also provided on
rejected requests, maximum and average request delays, and any errors
involved with application gateway requests to host systems.

Database Table
Application Gateway Half Hour

Data

Requests. The number of query requests the CallRouter has sent to the
host system during the haf-hour interval.

Rejects. The number of query requests that were rejected by the host
system during the half-hour interval.

Max Delay. The longest response time, in milliseconds, for any request
to the host system during the half-hour interval.

Avg Delay. The average response time, in milliseconds, for all requests
to the host system during the half-hour interval.

Unavailable. The number of requests attempted while no host system
was available during the half-hour interval.

Errors. The number of errorsthat occurred for requests to the host
system during the half-hour interval.

Timeouts. The number of requeststo the host system that timed out
during the half-hour interval.
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caltypOl_status_grid

Description

This template generates areal -time grid that shows data on call typesin
the ICR system. Data shown includes the master script in effect for the
call type and the number of calls routed for the call type.

Database Table
Call_Type Rea_Time
Data

Call type. The name of the call type. A call typeis acategory of
incoming calls. Calls are categorized based on dialed number (DN),
caller-entered digits (CED), and calling line ID (CLID).

Master script. A name that identifies the routing script in effect for this
call type. The master script might have several versions. A new
master script record is created whenever you save a script with a
new name.

Version. The version of the script that is currently available for use.

Callsrouted. The number of cals of this call type that have been routed
(either during the current half-hour interval (Since Half) or since
midnight (Today)).

Error count. The number of errorsfor calls of thistype during the
current half-hour interval (either during the current half-hour
interval (Since Half) or since midnight (Today)).

Untitled I =] 3
Call Type Status |
Calls Routed | Error Count |
Call Type | Master Script | Version | Today | _ Since Half | Today | Since Half_|
HelpDesk DEMOHELFDESKDISTRIBUTE 2 [ ] 624 | 0 ] [ ‘
MidTier DEMOMIDTIERNETACD 2 7548 1305 0 [
v DEMONTLACCTNETACD 1 ] £ 0 [
DEMOPREMIUMSALESNETACD 1 43205 ‘ 778 | 0 ] [ ‘
DEMOPROACTIVENETACD 1 60258 1085 0 [
DEMOQUICKRESPCED 3

209165 5566 [i] 1]
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caltyp02_count_graph

Description

This template generates a real -time, stacked bar graph that keeps a
running total of call routing statistics for call types for the current day
(since midnight).

Database Table

Call_Type Rea_Time

Data
Call Types Default Routed (Today). The number of calls of thistype
for which the ICR used default routing. Measured since midnight.

Call Types Network Default Routed (Today). The number of calls of
this type for which the IXC used network default routing. Measured
since midnight.

Call Types Returning Busy (Today).The number of cals of thistype
that the ICR routed to the Busy target (since midnight).

Call Types Returning Ring (Today). The number of cals of thistype
that the ICR routed to the Ring target (since midnight).

Example
EJ untitled [=[O[x]

Call Type Counts
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entskgOl1l_status_# graph

Description

This template generates areal -time, stacked bar graph that shows the
number of active agents from selected enterprise skill groups who are
currently in any of four agent states.

Database Table
Skill_Group _Rea_Time
Data

Agents available. The number of agents who arein the Available state
(that is, not occupied with any call activity and ready to accept
cals).

Agentsidle. The number of agents who arelogged on, not involved in a
call or after-call work, and are not available to receive acall.

Agentstalking. The number of agentswho areinvolved in acall
(inbound, outbound, or interna).

Agentsin wrap-up. The number of agentswho areinvolved in
after-call work. After-call work includes activities such as
completing necessary paperwork or consulting work.

Example
[ untitled O] =]
Enterprise SkillGroup Status
Info.Sec
Info.Pri
Info
HelpDesk. Sec
HelpDesk Pri
0 5I0 ICIFD 15‘0 260 ZSIU 360 35IU
BN Available [ 1dle Talking Bl Viapup

Thetotal number of all agentsin these four states isthe number of
agents Logged On.
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entskg02_status_grid

Description

This template generates a real-time grid that shows the number of agents
from selected enterprise skill groups who are signed on, how these
agents break down numerically into nine states, and how they break
down on a percentage basisinto five states. A total row at the bottom of
the grid totals or averagesthe datafor all the enterprise skill groups
listed.

Database Table
Skill_Group _Rea_Time
Data

Agents signed on. The number of agents who are currently signed on to
the enterprise skill group (that is, agents who are known to the
system but may or may not be ready to accept cals).

Agentsidle. The number of agents who arelogged on, not involved in a
cal or after-call work, and are not available to receive acall.

Agents available. The number of agents who arein the Available state
(that is, not occupied with any call activity and ready to accept
cals).

Agentsready. The number of agents who are logged on and are either
talking on acall or performing after-call work, but are presumed to
be ready to accept calls when done.

Agentstalking in. The number of agents talking on inbound calls.
Agentstalking out. The number of agents talking on outbound calls.

Agentstalking other. The number of agents who are talking on calls
other than inbound and outbound calls (for example, internal calls).

Agentsin wrap-up. The number of agentsinvolved in after-call work.
After-call work includes activities such as completing necessary
paperwork or consulting work.

Callson hold. Number of calsto the skill group that are currently on
hold.

Agentsin reserve. The number of agents currently in the reserve state.
A reserved agent is awaiting an interflowed call and is unavailable
to receive any incoming calls. This state applies to agents on
Northern Telecom Meridian and Aspect CallCenter ACDs only.

Agentsin busy other. The number of agents who are in the Busy Other
state (that is, busy in skill groups other than the one presently being
examined). An agent can be active in only one skill group at atime.
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Therefore, while active in one skill group, the agent is considered by
the other skill groupsto bein the Busy Other state.

Per cent agentsidle. The percentage of all agents in the enterprise skill
group who are in the Not Ready state.

Per cent agentsavailable. The percentage of all agentsin the enterprise
skill group who are in the Available state.

Per cent agentstalking. The percentage of al agentsin the enterprise
skill group who are talking on inbound, outbound, or internal calls.

Percent agentsin wrap-up. The percentage of all agentsin the
enterprise skill group who are involved in after-call work.

Per cent agentsin busy other. The percentage of al agentsin the
enterprise skill group who arein the Busy Other state.

Example
[F2 Untitled [ [O1x]
Current Status of Enterprise Skill Groups

Enterprise Signed Talking | Talking |[Talking

Skill Group On Idle Avall Ready | _In Out_|| Other ||Wiapun || Hold |[Reserve|| Other | 1o Avall Talklng WlaEuE Dier
FelpDesk P 1&@ 7 a7 13§| EE| B 3] - -
FelpDesk See 142 I R | q 1274 z
ooy w =
fnfo P i i i | 007 ZEEE
] 3 S L L N L
I I N | w A I N e |

Totat|[ 1571 162 421 1403 817 o[ o 71 0 0 ‘||m||m||m||ﬁ"m|
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entskg03_status_% graph

Description

This template generates a red -time graph that shows the percentage of
agents from selected enterprise skill groups who are in any of four call
handling states.

Database Table
Skill_Group _Read_Time

Data

Agents available. The percentage of all agentsin the enterprise skill
group who are not occupied with any cal activity and are ready to
accept calls.

Agentsidle. The percentage of al agentsin the enterprise skill group
who areidle (that is, logged on, not involved in acall or after-call
work, and not availableto receive acall). Idleis aso referred to as
Not Ready.

Agentstalking. The percentage of all agentsin the enterprise skill group
who are involved in acall (inbound, outbound, or internal).

Agentsin wrap-up. The percentage of al agentsin the enterprise skill
group who are involved in after-call work.

Example

EZ untitled

Enterprise Skill Group Agent State Status
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Download from Www.Somanuals.com. All Manuals Search And Download.



186

Template Reference

entskg04 status_grid_to5

Description

This template generates arolling five-minute grid that shows the
full-time equivalent (FTE) values for agentsin the enterprise skill group.
FTE isthe number of full-time agents that would be required during a
period to perform the work done in that period. To calculate the FTE,
divide the number of seconds of work performed by the number of
seconds in the period. For example, if agents spent atotal of 1200
seconds handling calls during a five-minute (300-second) period, the
FTE for call handling would be as follows:

1200 person seconds / 300 seconds = 4 persons
This template uses cumulative, or rolling, five-minute data derived from
the real-time datato arrive at an FTE value. Datainthe grid is
continuously updated. This template also provides the percentage of

agents who are currently in any of four call handling states. A total row
totals or averages the data for all the enterprise skill groups listed.

Database Table
Skill_Group Read Time
Data

Full-time equivalent (FTE) logged on. The FTE value for the time
agents are logged on to the enterprise skill group. (Logged on is not
an agent state, but a necessary pre-condition for being in any state.)

FTE idle. The FTE value for the time agents are idle (Not Ready) in the
enterprise skill group (that is, agents who are logged on, not
involved in acall or after-call work, and are not available to receive
acdll).

FTE available. The FTE value for the time agents are in the Available
state (that is, not occupied with any call activity and ready to accept
cals).

FTE talking. The FTE value for the time agents areinvolved in a call
(inbound, outbound, or interna).

FTE in wrap-up. The FTE value for the time agents areinvolved in
after-call work.

FTE hold. The FTE value for the time agents spent on hold during the
current five-minute interval.
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FTE reserve. The FTE value for the time agents are in the Reserved
state. The Reserved state is a state in which the agent is awaiting an
interflowed call and is unavailable to receive any incoming calls.
This state applies to agents on Northern Telecom Meridian and
Aspect CallCenter ACDs only.

FTE in busy other. The FTE vaue for the time agents are in the Busy
Other state (that is, busy in skill groups other than the one presently
being examined). An agent can be activein only one skill group at a
time. Therefore, while active in one skill group, the agent is
considered by the other skill groups to be in the Busy Other state.

Per cent agentsidle. The percentage of time that al agentsin the
enterprise skill group were idle (that is, logged on, not involved in a
call or after-call work, and not availableto receive acall). Idleis
also called Not Ready.

Per cent agentsavailable. The percentage of time that all agentsin the
enterprise skill group were not occupied with any call activity and
were ready to accept calls.

Per cent agentstalking. The percentage of time that all agentsin the
enterprise skill group were involved in acall (inbound, outbound, or
interna).

Per cent agentsin wrap-up. The percentage of time that all agentsin
the enterprise skill group were involved in after-call work.

Per cent agentsin busy other. The percentage of time that all agentsin
the enterprise skill group were in the Busy Other state.

Example
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Rolling 5-minute Enterprise Skill Group Status |
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entskgO05_utilization_graph

Description

This template generates a real-time bar graph that shows a percentage
utilization of agentsin the selected enterprise skill groups. Percentage
utilization is the ratio between the time agents spend handling calls and
the time agents were ready to accept calls.

Database Table
Skill_Group _Rea_Time
Data

Per cent utilization. The percent utilization is computed by dividing the
total time agents spent handling calls by the total time agents were
Ready. (The Ready time is calculated by subtracting the Not Ready
time from the total time that agents were Logged On.)

Example
[ Untitled [_[O[x]

Enterprise Skill Group % Utilization of Ready Agents

Proactive.Sec
Proactive. Pri
Proactive
PremiumSales.Sec
PremiumSales.Pri

PremimmnSales

0% 2000% 4000% 6000% 8000% 10000%
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entskg06_halfhour_aht_grid

Description

This template generates a historical grid that shows call count and
handle time data per half-hour for selected enterprise skill groups. This
template also includes a summary row for each day of data, which
provides daily averages and totals; and a summary row for each skill
group, which provides averages and totals for individual skill groups.

Database Table
Skill_Group Half Hour

Data

Calls handled. The total number of calls handled to completion for the
enterprise skill group.

Agent calls out. The total number of outbound calls made by agentsin
the enterprise skill group.

Aver age handletime. The average handle time for calls handled by
agentsin the enterprise skill group. Handle time includes time that
agents spend in the Talking In, Work Ready, and Work Not Ready
states.

Averagetalk time. The average talk time for calls to the enterprise skill
group. Tak time includes time spent in the Talking In, Talking Out,
and Talking Other states.

Average wrap-up time. The average time that agentsin the enterprise
skill group spent in after-call work.
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See also:

FTE number of agents. The FTE number of logged on agents for the
enterprise skill group. FTE (full-time equivalent) is the number of
full-time agents that would be required during a period to perform
the work done in that period. To calculate the FTE, divide the
number of seconds of work performed by the number of secondsin
the period. In this case, the work performed is the time agents spent

logged on.

For information on how FTE vaues are calcul ated, see
“entskg04_status_grid_to5,” earlier in this chapter.

Example

[Enterprise SkillGroup Peiformance (By Half How 'll

From: 02/04/97 00:00 To: 02/04797 23:59

Enterprise Skill[imuEI lnfn Sec

A A A
Date Time | Calls Handled Calls Out Handle Time | | Talk Time | | Wrapup Time | | # Agents

[mas | [oza0 | [ g 4 [ asr [ w52 s [ 149
0300 [ 95 | 0 [ 458 | w54 303 | 149
03:30 [ 95 | 0 [ aa57 | w53 | EIE| 149
04:00 [ 96 | 0 [ 457 | FEE I | EER| 143
0430 | 97 | 0 | as7 | Hs4al | 04 | 149
05.00 [ 94 | 0 [ 457 | 453 | 04 149
0530 | 95 | 0 | as7 | Hs4al | 303 | 149
06:00 [ 96 | 0 [ 4457 | Hs4 | EER| 149
06:30 | 96 | 0 | 58 | #s3 | 04 | 149
07:00 [ 96 | il [ 4458 | 415 4 | 04 145
07:30 | 95 | 0 | w57 | #s3 | 04 | 149
03:00 [ 96 | 0 [ 4457 | EEER | 04 149
03:30 [ 95 | 0 [ 457 | w54 303 | 149
09:00 [ 97 | 0 [ FrT| 453 | ETE | 149
03:30 [ 96 | 0 [ 4458 [ w54 EFE| 149
10:00 [ 96 | o [ 4457 | w54 | EE| 149
10:30 [ a7 | 0 [ 4459 | w54 304 | 149
Daily Summary] [ 21089) [0 [4a572 [ 536 [ 303§
Skill Group Summalzl lw I—I] lﬁ lﬂ Iﬂ
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entskgO07_daily_aht _grid

Description

This template generates a historical grid that displays call count and
handle time data on a per-day basis for selected enterprise skill groups.
This template also includes a summary row that totals or averages the
datafor all skill groups listed.

Database Table
Skill_Group_Half_Hour

Data

Calls handled. The total number of calls handled to completion for &l
agents in the enterprise skill group.

Agent calls out. Thetotal number of outbound calls made by agentsin
the enterprise skill group.

Aver age handletime. The average handle time for calls handled by
agentsin the enterprise skill group. Handle time includes time spent
in the Talking In, Work Ready, and Work Not Ready states.

Averagetalk time. The average talk time for calls to the enterprise skill
group. Tak time includes time spent in any of the Talking states.

Average wrap-up time. The average time agents in the enterprise skill
group spent in after-call work. Agents performing after-call work are
in either the Work Ready or Work Not Ready state.
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FTE number of agents. The FTE value for the number of logged on
agents for the enterprise skill group. FTE (full-time equivalent) is
the number of full-time agents that would be required during a
period to perform the work done in that period. To calculate the
FTE, divide the number of seconds of work performed by the
number of secondsin the period. In this case, the work performed is
the time agents spent logged on.

See also:  For information on how FTE values are calculated, see
“entskg04_status_grid_to5,” earlier in this chapter.

Example
— ________________________________
EF untitled M=
[Enterprise SkillGroup Performance (By I)a}"}l
From [02/01/97 0000 | 7o [03/01/97 2353 |
Average Average Average FTE
Enterprise SkillGrou Date Calls Handled Calls Dut Handle Time | | Talk Time | | Wrapup Time | | # Agents
Proactive [nza01757 ] [ 78756 [ i [ 2760 | 2450 | 300 [ 430
Proactive |NEEELN| 37197 [ [} 2400 | | 300 | 201
Skill Group Summary | [ 115348 | o | 26525 235.02 30.23
Proactive Pri [ozao1rg7 ] | BE24 [ 0| 2400 | 2090 | 300 | 221
Proactive Pri |TEEN| 31469 [ [} 2400 | 2100 | 300 | 104
Skill Group Summary | [ 97715 | o | 24028 [ 210.03 30.25
Proactive Sec [o201757 ] | 12510 [ 0| 470 | a0 | 250 | 204
Proactive Sec |IECREIEN| 5723 | (R 2400] | ELTR| 300 | EE
Skill Group Summary 18233 0 39907 [ 368.95 30.12
[uickResponse 02/01/57 58640 1] 2200 [ 1880 | 500 | 261
JauickResponse | ICENIEES 27757 u 2200/ | 1800 | 300 | 122
Skill Group Summary 86397 0 220.24) [ 189.93 30.30
[evickResponse Fri 02/01/57 41024 1] 2200 [ 1890 | 300 | 137
[ruickResponse Fri [[oa/mss7 13467 i 2200 | 1900 | 300 | 64
Skill Group Summary | [ 60491 | o | 220.36) [ 190.02 30.34
[ouickRresponse Sec |ZEIEER| 17616 [ i | 2180 | 1890 | 300 | 124
[euickResponse.sec [oa/mes | | FEET| [} 2200 | 1900 | 300 | E
Skill Group Summary | [ 259086 | o | 21984 [ 18373 3021

Download from Www.Somanuals.com. All Manuals Search And Download.




Real-Time and Historical Templates 193

entskg08_halfhour_perform_grid

See also:

Description

Thistemplate generates a historical grid that shows half-hour, full-time
equivalent (FTE) values for agentsin selected enterprise skill groups.
FTE isthe number of full-time agents that would be required during a
period to perform the work done in that period. FTE values are derived
by taking the time that agents are in a particular state during an interval
and dividing that time by the number of secondsin theinterval.

For more information on how FTE values are calculated, see
“entskg04_status_grid_to5” earlier in this chapter.

This template has a date summary row, which totals the data for the day;
and a skill group summary row, which totals the data for individual skill
groups in the grid.

Database Table

Skill_Group_Half_Hour

Data

Full-time equivalent (FTE) sign-on. The FTE number of agents logged
on to the enterprise skill group.

FTE idle. The FTE number of idle agents (that is, agents who were
logged on, not involved in a call or after-call work, and were not
available to receive a call). Idle is also referred to as Not Ready.

FTE available. The FTE number of agents in the Available state (that
is, not occupied with any call activity and ready to accept calls).

FTE talking. The FTE number of agents involved in calls (inbound,
outbound, or internal).
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FTE wrap-up. The FTE number of agentsinvolved in after-call work.

FTE busy other. The FTE number of agentsin the Busy Other state
(that is, busy in skill groups other than the one presently being
examined). An agent can be active in only one skill group at atime.
Therefore, while active in one skill group, the agent is considered by
the other skill groupsto bein the Busy Other state.

Example
A Untitled I ] 3
FTE for Enterprise Skill Groups (By Half-Hour) | -
From: 03701797 00:00 To| 03701797 23:59
Enterpise Skl Group Date | [Time| _Signon | |__lde Avail | |_Toking | _ weapup J.LE,
[FidTier5ee o305 | [oean] | 220 | 00 [ 0 [ [EER| 77 [
[e30] [ 1220 | 00 [ EER| 154 | 7 | i}
ll]?Tl 122I]| 3EII]| 335' 455' ‘HEl [N}
[oman] | 220 | 00 [ T [ | 77 [ 00
[&on] [ 1220 | 300 [ B8 [ 155 | 7 | o0 o
lﬁl 122I]| 3EII]| 338' 455' ‘H?l [N}
[mm] | 220 | 00 [ T8 | 54 [ T8 [ 00
[0 [ 1220 | 300 [ A [ 155 | 7 | i}
l‘ll]Tl 122I]| 3EII]| 34I]| 453' ‘H?l [N}
a3 [ 220 | 00 [ 0 [ [EER| 77 [ 00
Half Hour Summary: [ 260800 [ 749.20 | 712.02 | 976.77 [ 24600 | 0.00
Skill Group Summary: [2682.00 | 743.20 | 71202 [ 97677 [ 24600 [ 000
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entskg09 normalized_agt_state

Description

Thistemplate generates a stacked bar graph that shows the percentage of
time that all agentsin the enterprise skill group were in specific states
during an interval. The normalized value is derived from the total time
that all agents were logged on during the interval.

Database Table

Skill_Group_Half_Hour

Data

% Available. The percentage of time that all agents werein the
Available state during the interval.

% ldle. The percentage of time that all agents were in the Idle state (that
is, Not Ready), during the interval.

% Talking. The percentage of time that all agents werein the Talking
In, Talking Out, or Talking Other states during the interval.

% Wrap-up. The percentage of time that all agents were in call wrap-up
(that is, performing after-call work) during the interval.

Example

Enterprise Skill Group Normalized Agent States

: [

MassMarkets MassMarkets. Pri MassMarkets. Sec MidTier
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entsvc0l _queue_delay_status

Description

This template generates a real -time bar graph that displays data on the
current status of call queues for selected enterprise services.
Database Table

Service Real _Time

Data

Average delay in queue. The average delay for calls currently in queue
for the enterprise service.

Expected delay in queue. The predicted delay for any new call added to
the queue for the enterprise service. Thisisvalid only if no agents
are available for the service.

Longest call in queue. The time that the longest call in queue for the
enterprise service has spent in the queue.

Average speed of answer (ASA). The average time that all cals offered
to the enterprise service during the current five-minute interval
waited before being answered.

Example
[ Untitled [_ O[]

Enterprise Service Queue Delay Status

MassMarkets

HelpDesk

86 114 143

[
\+]
w
n
b |

Seconds

Bl Avg Delay Expected Delll Longest Cal
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entsvc02_calls_status

Description

This template generates areal-time, stacked bar graph that displays the
number of calls on which agents are talking and the number of callsin
queue for selected enterprise services.

Database Table

Service Rea _Time

Data

Callstalking. The number of calls to the enterprise service on which
agents are currently talking.

Callsin queue. The number of callsto the enterprise servicethat arein
queue at each peripheral now.

Example
[Ed Untitled =0l

Enterprise Service Status

MidTier '
MassMarkets '

0 300

B cans Talking Bl Calls In Quene
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entsvc03 _effect_of aban_on_servicelevel

See also:

Description

This template generates a real-time grid that shows the effect of
abandoned calls on the service levels of selected enterprise services.
This grid also provides a summary row that totals or averages the data
for al peripheral serviceslisted.

Database Table
Service Rea _Time
Data

Callsoffered. Thetotal number of incoming calls and internal calls sent
to the enterprise service. Calls are counted as offered as soon as they
are sent to the enterprise service.

Calls handled. The number of calls answered and finished for the
enterprise service.

Callsabandoned. The number of callsin which the caller hung up
before being connected with an agent.

Callsabandoned within service level. The number of callsto the
enterprise service that were abandoned within the ICR service level
threshold.

Servicelevel without abandoned calls. The ICR service level for the
enterprise service without including abandoned callsin the
caculation.

For more information on service level calculations, see Chapter 7,
“Available Data.”

Service level with abandoned calls. The ICR service level for the
enterprise service including abandoned calls in the calculation.

Example
[ untitied =] B3
Effect of Abandoned Calls on Enterprise Service Service Levels |

ﬂ ﬁ Aband Service Level |

Handled Abandoned within SVL M‘ M‘

I D " 2 |

128 H 2 94.5% 94 5%

113 1 1 96.5% 96.5%]

354 5 5 35.0% 35.0%

228 2 2 95.6% 95.6%]

173 7 7 94.8% 94 8%

167 5 5 9974 947

265 6 [l 92.1% 92.1%

310 1 1 100.0% 100.0%

13§ 3 3 93.4% 93.4%

131 3 3 95.4% 95.4%

Summary: 2161 2161 4 4 85.61% 85.61%|
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entsvc04_calls_trend_analysis

Description

This template generates a real-time grid that shows call counts and
service levels for enterprise services since the end of the last five-minute
interval, for the current half-hour interval, and since midnight. This grid
aso provides a summary row that totals the call count datafor all
servicesin the grid.

Database Table
Service Real Time

Data
Calls offered. Thetotal number of incoming calls and internal calls sent

to the enterprise service during the interval. Calls are counted as
offered as soon as they are sent to the enterprise service.

Callsanswered. Thetotal number of calls to the enterprise service that
were answered during the interval. A call is counted as answered
when it reaches an agent.

Callsabandoned. The total number of calls during the interval in which
the caller hung up before being connected with an agent.

(o]

Servicelevel. The percentage of incoming callsto the service during the >

interval that were answered within a specified threshold. 3

2

Example ®

_ RS ——.—.mumm—————. Y

Untitled M =] E3 [0)

o}

Enterprise Service Calls Trend Analysis | a

>

Dver Last 5 minutes | For Current Half Hour | For the Day | (@]

Enterprise Service Offer | Answer | Aband | ServLev| _Offer | Answer| Aband | ServLev| _Offer | Answer| Aband | Servlev| @
hidTier 218 214 0 99.1%] 218 214 [i} 95.4% 11610 11831 4 47.0%
[Mewbarkets 119 119 0| 1000 119 119 [i} 96 6% 6259 6493 1} 98.5%
Registration a4 a4 0/ 100.0% 94 94 o 96.8% 4753 5172 1) 94.0%
Service Ell Ell 0| 10003 91 g1 1] 96.7%) 4618 4935 1] 98.5%

Summay:| 522 518 ] 522 51§ o 27240] _ 28591| 4|
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entsvc05_ calls_offered_half pie

Description

This template generates ared -time pie chart that shows the distribution
of calls offered to selected enterprise services for the current half-hour
interval. The Calls Offered value (for example 18.01%) is a percentage
of thetotal calls offered to the enterprise services listed in the chart
legend.

Database Table

Service Real _Time

Data

Calls offered. The percentage of the total of incoming and interna calls
sent to the enterprise services for the current half-hour interval. Calls
are counted as offered as soon as they are sent to the enterprise
service.

Example

4 Untitled =IOl

Enterprise Service Calls Offered over Half Hour

HelpDesk

Info
MidTier

NewhMarkets
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entsvc06_serv_level _monitor_graph

Description

This template generates a real-time bar graph that shows service levels
for selected enterprise services since the end of the last five-minute
interval, for the current half-hour interval, and since midnight.
Database Table

Service Rea _Time

Data

Service level. The percentage of incoming calls to the enterprise service
during the interval that were answered within a specified threshold.

Example
Fueited K|

Enterprise Service Service Levels

NewMarkets

MidTier _

0% 50% 100%
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entsvc07_now_to5 grid

Description

Thistemplate generates a grid that provides call counts, queue status,
and service level datain real-time and for the last five minutes for
selected enterprise services. A summary row totalsthe valuesin each
column for al the enterprise services listed.

Database Table
Service Rea _Time
Data

Callstalking. The number of calls on which agents for the enterprise
service are currently talking.

Callsin queue. The number of callsto the enterprise servicethat arein
queue at each peripheral now.

Average delay in queue. The average delay for calls currently in queue
for the enterprise service.

Longest call in queue. The time that the longest call in queue for the
enterprise service has spent in the queue.

Callsoffered. Thetotal number of incoming calls and internal calls sent
to the enterprise service since the end of the last five-minute
interval. Calls are counted as offered as soon asthey are sent to the
enterprise service.

Calls handled. The number of calls answered and finished for the
enterprise service since the end of the last five-minute interval.

Callsabandoned. The number of callsin which the caller hung up
before being connected with an agent. Measured since the end of the
last five-minute interval.

Average speed of answer (ASA). The average time that all cals offered
to the enterprise service waited before being answered. Measured
since the end of the last five-minute interval.

Average handletime (AHT). The average handle time for calls handled
by agentsin the enterprise service since the end of the last
five-minute interval. Handle time includes time that agents spend in
the Talking In, Work Ready, and Work Not Ready states.

Averagetalk time. The average time agents for the enterprise service
spent talking on calls handled by the enterprise service since the end
of the last five-minute interval. Tak time includes time spent in the
Talking In, Talking Out, and Taking Other states.
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Service level. The percentage of incoming calls to the enterprise service
that were answered within a specified threshold. (Shown since the
end of the last five-minute interval, for the current half-hour interval,
and since midnight.)

Example
[EZ Untitied (=100}
Enterprise Service Calls. Averages and Service Levels
Status Now | Status over last 5 minutes | Service Level |
Calls Calls Avg | Longest Average ]

Enterprise Service Talkng Queued| Delay Ingugue Offered Handled Aband ASA AHT Talk ﬂlmm_dau
El:un:lm — l—cuwmlmmm
Summaly 1124 139 133]  1653]  1639] 100%] 1 _uzl 230.2]  200.§] ﬂ ﬂ ﬁl
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entsvc08 gate realtime_status_grid

Description

Thistemplate generates a grid report that provides real-time, half-hour,
and daily status information for an enterprise service. In thisreport, an
enterprise serviceis considered to be a collection of gates. A gateisthe
Rockwell Galaxy term for a peripheral service.

Database Table
Service Red_Time
Data

Calls Offered — Real-Time, Half-Hour, Today (Nco) The number of
incoming calls or internal calls sent to a specific enterprise service
(collection of gates). In real-time data, acall is counted as offered as
soon asit is sent to agate.

Calls in Queue (Que) The number of callsto the enterprise service that
are in gueue now.

Calls Held (HId). The number of cals to the enterprise service that are
currently queued for longer than the service level threshold.

Primary Position Manned (Ppm). The number of agentsfor the
enterprise service who are logged on to their primary assignment
gate (also referred to as the agent’s primary position).

Available Agents (Aav). The number of agents for the enterprise
service who are ready to accept calls and are not currently involved
in call work.

Incoming Calls (In). The number of agents who are talking on
incoming calls.

Outgoing Calls (Out). The number of agents who are talking on
outgoing calls.

After-Call Work (Cw). The number of agents who are involved in
after-call work. After-call work includes post-call activities such as
completing paperwork or consulting with associates. Agents
performing after-call work are either in the Work Ready or Work
Not Ready state.

Other Time (Othr). The sum of the time that agents spend in the Not
Ready and Busy Other states.

Average Speed of Answer (Asa). The average time that all calls offered
to the enterprise service during the current five-minute interval
waited before being answered.
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CallsHandled — Half-Hour and Today (Nch). The total number of
calls handled to completion by an enterprise service’s agents.

Calls Abandoned — Half-Hour and Today (Nca) The number of calls
in which the caller hung up before being connected with an agent.

% Abandoned — Half-Hour and Today (%Abn). The percentage of
callsin which the caller hung up before being connected with an
agent.

Cumulative Service Level — Half-Hour and Today (Csl)The
percentage of incoming calls to the enterprise service during the
interval that were answered within a specified threshold.

% ICR Routed Calls — Half-Hour and Today (%ICR) . The number
or percentage of calls that were routed by the GEOTEL Intelligent
CdlRouter. The ICR tracks the number of ICR-routed callsin the
CallsRoutedHalf fields of the central and local databases.

Example

1/1/97

Now Agents | 5Min Cunent Half | Since Midnight |
Mco Que HId Ppm Aav In Out Cw Oti Asa  Nco Nch Nca %Abn Csl ZICR  Nco Nch Nca %Aban Csl %ICR
2 2= 0 0 0 0 126 1% 0 0 0 0

0
0 63 563 0 o 100 0
0 467 467 0 o 100 0

HCServices 0 a 0 0
BOSTOM_Spanish 0 a 0 48 20 o 0 0 i) 0
0 a 0 0

HelpDeskl 1212 o 0 0 0
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entsvc09 svc_array _now_to5 grid

Description

Thistemplate generates a grid that provides call counts, queue status,
and service level datain real-time and for the last five minutes for
selected service arrays. A summary row totals the valuesin each column
for al the service arrays listed.

Database Table
Service Rea _Time
Data

Callstalking. The number of calls on which resources for the service
array are currently talking.

Callsin queue. The number of callsto the service array that arein
queue at each peripheral now.

Average delay in queue. The average delay for calls currently in queue
for the service array.

Longest call in queue. The time that the longest call in queue for the
service array has spent in the queue.

Callsoffered. Thetotal number of incoming calls and internal calls sent
to the service array since the end of the last five-minute interval.
Calls are counted as offered as soon as they are sent to the service
array.

Calls handled. The number of calls answered and finished for the
service array since the end of the last five-minute interval.

Callsabandoned. The number of callsin which the caller hung up
before being connected. Measured since the end of the last five-
minute interval.

Average speed of answer (ASA). The average time that all cals offered
to the service array waited before being answered. Measured since
the end of the last five-minute interval.

Average handletime (AHT). The average handle time for calls handled
by resources in the service array since the end of the last five-minute
interval. Handle time includes time that resources spend in the
Taking In, Work Ready, and Work Not Ready states.

Averagetalk time. The average time resources for the service array
spent talking on calls handled by the service array since the end of
the last five-minute interval. Talk time includes time spent in the
Talking In, Talking Out, and Taking Other states.
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Service level. The percentage of incoming calls to the service array that
were answered within a specified threshold. (Shown since the end of
the last five-minute interval, for the current half-hour interval, and
since midnight.)

Example
|_Service Array Calls, Averages and Service Levels |
Status Now | Status over last 5 minutes || Semice Level
Call Call A A |
Service Arral Taﬁ(i:l Euiu‘ed De‘g il;:ms::: Offered Handled Aband ASA ;\Elﬁug Talk 5 min | 30 min| today
emoeme [ 0 8[| @[ [ a[ ][ _
[ Summanf| vss| @] [ ser|| 20ef d3|[oex[| o[ o%][ oof] 2822 261.6][ 100%]| 100 10u%|
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entsvcll calls_analysis_daywise

Description

Thistemplate generates a historical grid that provides daily totals on
callsand service levelsfor the selected enterprise services. Thisgrid also
provides a service summary row that averages and totals the datafor the
individual enterprise servicesin the grid.

Database Table
Service Haf Hour

Data

Service level. The percentage of incoming calls to the enterprise service
that were answered within a specified threshold (for the day).

Average speed of answer (ASA). The average time that all cals offered
to the enterprise service waited before being answered (for the day).

Average handletime (AHT). The average handle time for calls handled
by resources in the enterprise service for the day. Handle time
includes time that resources spend in the Talking In, Work Ready,
and Work Not Ready states.

Average delay in queue. The average delay for al callsthat werein
queue for the enterprise service for the day.

Calls offered. Thetotal number of incoming calls and internal calls sent
to the enterprise service for the day. Calls are counted as offered as
soon as they are sent to the enterprise service.

Calls handled. The number of calls answered and finished for the
enterprise service for the day. (Also provided as a percentage of the
total calls offered to the enterprise service during the half-hour
interval.)

Callsabandoned. The number of calls for the day in which the caller
hung up before being connected with an agent. (Also provided as a
percentage of the total calls offered to the enterprise service during
the half-hour interval.)

Example
E3 Untitled A=
Calls Analysis of Enterprise Services (By Day) |
From [15 Jan 97 00:00 To [17 Jan 97 23:59
Sorvi Calls |
eeeeee
Enterprise Service | Date Level ASA AHT | Delay DOffer I Handle Aband I

[FelDesk [Tedensz | [Toooe | Ef ] [#a573 [ 44574 [ 100w [ 0 o
[ReleDesk [(7dens7 | [Tooo% | o[ 3 | [ 22908 [_2z907 [ 100w | a_om

Seivice Summary 00.00% 1] 333 67878 | 67881 1]

[inta [16dang7 | [ 933% | 1 444 [ 137 [ 3mead [ 3995 [ 00w | i 0%
[inie [(7denar | 00z [ o a8 | [zoo0g [_zooos [ 1oow | i

" 99.51% 1 444 137 53300 | 59300 0
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entsvcl2 calls_analysis_half _hour

Description

Thistemplate generates a historical grid that provides half-hour call
counts, timein secondsfor ASA, AHT, and average delay in queue, and
service levels for selected enterprise services. This grid also provides a
service summary row that averages or totals the data for the individual
enterprise services listed.

Database Table
Service Haf Hour

Data

Service level. The percentage of incoming calls to the enterprise service
that were answered within a specified threshold during a half-hour
interval.

Average speed of answer (ASA). The average time that all cadls offered
to the enterprise service waited before being answered during a
half-hour interval.

Average handletime (AHT). The average handle time for calls handled
by agentsin the enterprise service for a haf-hour interval. Handle
time includes time that agents spend in the Talking In, Work Ready,
and Work Not Ready states.

Average delay in queue. The average delay for al callsthat werein
queue for the enterprise service for the half-hour interval.

Calls offered. Thetotal number of incoming calls and internal calls sent
to the enterprise service for the half-hour interval. Calls are counted
as offered as soon as they are sent to the enterprise service.

Calls handled. The number of calls answered and finished for the
enterprise service during the half-hour interval. (Also provided as a
percentage of the total calls offered to the enterprise service during
the half-hour interval.)

@
_|
®
3
j=1
2
@
Py
)
o
@
=
@
>
(@]
o

Download from Www.Somanuals.com. All Manuals Search And Download.



210

Template Reference

Callsabandoned. The number of calls during the half-hour interval in
which the caller hung up before being connected with an agent.
(Also provided as a percentage of the total calls offered to the
enterprise service during the haf-hour interval.)

ASA AHT Delaj

SLEE

[E2 untitled
Calls Analysis of Enterprise Services (By Half Hour)
From [17.Jan 97 08:00 To [17 Jan 97 12:00
| Service
Enterprise Service Date Time Level

AelpDesk 77 Jan o7 | [_0E00 T00.0%
HelpDesk: T7dan 57| [ @30 T00.0%
HelpDeck 17 Jan 57 | [_0500 T00.0%
HelpDesk: T7dan 57| [_03a0 T00.0%
HelpDeck 77 Jan 57 | [_10:00 T00.0%
HelpDesk. T7dansr | [ 1030 T00.0%
HelpDesk T7Jan g7 | 1100 T00.0%
[Aelpbiesk T7 Jan 37| [ 1130 T00.0%
Service Summary 00.00%

LTI
T

w
I
I

Calls

Difer Handle | Aband
[ oa s w6 0%
E w73 [ 1oow 0 0%
573 71 [_1oo% 0 0%
E 71 [0 0 0%
573 a7 [ 00w 0 0%
] 71 [_oow 0 %
573 71 [_1o0% a 0%
[ e[ e[ twow[ 6 0%
7364 [ 7384] | —}
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entsvcl3 calls_offered _daywise_graph

Description

Thistemplate generates a historica, overlapped bar graph that shows the
number of calls offered per day for selected enterprise services.

Database Table
Service Half Hour

Data

Calls offered. Thetotal number of incoming calls and internal calls sent
to the enterprise service for the day. Calls are counted as offered as
soon as they are sent to the enterprise service.

Example
[ Untitled M= B3

Enterprise Service Calls Offered
50000~

40000
30000
20000

10000
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entsvcl4 calls_handled_daywise_graph

Description

Thistemplate generates a historica, overlapped bar graph that shows the
number of calls handled per day for selected enterprise services.
Database Table

Service Half Hour

Data
Calls handled. The total number of calls handled to completion for al
agentsin the enterprise service for the day.
Example
[E2 Untitled O] =]
Enterprise Service Calls Handled

70000
60000
50000+
40000
30000
20000
10000+

|| HelpDesk MassMarketlll NatlAcctSer
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entsvcl5 calls_abandoned_daywise _graph

Description

Thistemplate generates a historica, overlapped bar graph that shows the
number of calls abandoned per day for selected enterprise services.
Database Table

Service Half Hour

Data

Callsabandoned. The number of calls for the day in which callers hung
up before being connected with an agent.

Example
[E Untitled =

Enterprise Service Calls Abandoned
250

200+

HelpDesk MidTier
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entsvcl6 calls_history _daywise_graph

Description

Thistemplate generates a historical line graph that shows the daily
history of callsfor asingle selected enterprise service. Thistemplate is
meant to be used with a single enterprise service only.

Database Table

Service Haf Hour

Data

Calls abandoned. The number of calls for the day in which the caller
hung up before being connected with an agent.

Calls handled. The number of callsfor the day that were answered and
finished for the enterprise service.

Calls offered. Thetotal number of incoming calls and internal calls sent
to the enterprise service for the day. Calls are counted as offered as
soon as they are sent to the enterprise service.

Example
[ Untitled [ =][E3
Enterprise Service History
30,000
25,000
20,000
15,000
10,000
5,000
02 B |
@ =t 10 I~
o o o o
o (] L] o
o o o =
L Lo o] L
(=2} @ [o7] (=2}
[e2] [o7] [o7] [e2]
Abandon Handle
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entsvcl7_calls_offered_half_hour

Description

Thistemplate generates a historica, overlapped bar graph that shows the
half-hour distribution of calls offered for selected enterprise services.
Database Table

Service Half Hour

Data

Calls offered. Thetotal number of incoming calls and internal calls sent
to the enterprise service for each half-hour interval. Calls are
counted as offered as soon as they are sent to the enterprise service.

Example
E3 untitled = B

Enterprise Service Calls Offered
1000-

800

G600

®

i =
400 P
2

200+ >
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entsvcl8 gate half hourly_ status_grid

Description

Thistemplate generates a grid report that provides half-hour status
information for an enterprise service. In this report, an enterprise service
is considered to be a collection of gates. A gate is the Rockwell Galaxy
term for a peripheral service.

Database Table
Service Haf Hour
Skill_Group_Half_Hour

Data

Calls Offered — Half-Hour, for All Calls (NCO). The number of
incoming calls or internal calls sent to a specific enterprise service
(collection of gates). A call is counted as offered as soon asit is sent
to a gate.

Cumulative Service Level — Half-Hour, for All Calls (CSL). The
percentage of incoming calls to the enterprise service during the
interval that were answered within a specified threshold.

% ICR Routed Calls — Half-Hour for All Calls (ICR%) . The number
or percentage of calls that were routed by the GEOTEL Intelligent
CallRouter. The ICR tracks the number of ICR-routed callsin the
CallsRoutedHalf fields of the central and local databases.

Calls Handled — Half-Hour (NCH). The total number of calls handled
to completion by an enterprise service’s agents. (Also shown as a
percentage.)

Average Speed of Answer (ASA). The average time that all calls

offered to the enterprise service waited before being answered
during the half-hour interval.

Average Talk Time (ATT). The average talk time for calls handled by
the enterprise service during the half-hour interval.

Answer Wait Time (AWT). Sum of answer wait time for all calls
offered to the enterprise service during the half-hour interval.

Average Handle Time (AHT). Average handle time for the enterprise
service for the half-hour interval. Handle time includes time agent
spend in the Talking In, Hold, Work Ready, and Work Not Ready
states.

Calls Abandoned — Half-Hour and Today (Nca) The number and
percentage of callsin which the caller hung up before being
connected with an agent.
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Average Secondsfor Abandoned Calls (ASB). The average seconds of
delay timefor al callsto the enterprise service that were abandoned
in queue during the half-hour interval.

Primary Position Manned (PPM). The number of agentsfor the
enterprise service who were logged on to their primary assignment
gate during the interval (also referred to as the agent’s primary
position).

Occupancy (OCC). Total time, in seconds, that agents for the enterprise
service were logged on during the half-hour interval.

Percentage (%) of available agents (AV1). The percentage of agents
for the enterprise service who were in the Available state at the end
of the half-hour interval.

Percentage (%) agentstalking (TLK). The percentage of agents for
the enterprise service who were in the Talking In state at the end of
the half-hour interval.

After-Call Work (CW). The number of agents who were involved in
after-call work during the interval. After-call work includes post-call
activities such as completing paperwork or consulting with
associates. Agents performing after-call work are either in the Work
Ready or Work Not Ready state.

Other Time (OTH). The sum of the time that agents spent in the Not o
Ready and Busy Other states for the interval. g
j=
Example 2
F uniitled 1ol=]| -
Half-Hourly Enterprise Gate Analysis @,
COVERING:  1/1/97 06:00 Produced: 17-Jan-97 2
]
>
HelpDesk o
(]

-ALL CALLS - v HANDLED -~ - ABANDONED - GATE PRIMARY AGENTS -

HCO CSL ICR HCH % ASA ATT AWT AHT NCA % ASB PPM OCC AVI TLK CW OTH

% % % % %

1197 6:0 573 100 100 971 100 o 303 30 334 [ 0 162 99 1 32 8 L]

1197 6:3 969 100 100 971 100 o 303 30 334 [] 0 162 99 1 32 8 9

1187 T:0 473 100 100 972 100 0 304 30 334 [ ) 162 99 1 32 8 )

MR 13 370 100 100 972 100 ¢ 303 30 334 L] 0 162 99 1 82 L] 9

1M/97 8:0 373 100 100 971 100 0 304 30 334 L] 0 162 99 1 82 8 9

1M/97 8:3 370 100 100 973 100 ¢ 303 30 334 L] 0 162 99 1 82 8 9

1197 9:0 573 100 100 971 100 0 304 30 334 [ 0 162 99 1 32 8 L]

1197 9:3 $70 100 100 971 100 0 304 30 334 [ 0 162 99 1 32 8 L]

1197 10: 573 100 100 971 100 o 304 30 334 [] 0 162 99 1 32 8 9

1187 10 969 100 100 971 100 0 303 30 334 [ ) 162 99 1 32 8 )

TOTAL 3713 100 100 9714 100 ¢ 303 30 334 L] 0 162 99 1 82 8 9
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nettrkO1_status_grid

Description

This template generates a real-time grid that shows the status of trunks
in selected network trunk groups.

Database Table

Network Trunk _Group Rea Time

Data

CallsIn Now. The number of inbound calls in progress on the network
trunk group (in real-time).

Calls Out Now. The number of outbound callsin progress on the
network trunk group (in real-time).

Trunksidle. The number of trunks in the network trunk group that are
non-busy, or idle.

Trunksin service. The number of trunks in the network trunk group
that arein service.

Example
Netwark Trunk Group Status
Network Trunk Group I Calls In Now I Calls Out Now I Trunks Idle I Trunks In Service
G3EAS_PG_1.TG 0 0 255 255
GIEAS_PG_1.TGZ 0 0 255 255
G3EAS_PG_1.TG3 0 0 2585 255
GIEAS_PG_1.TG4 0 0 255 255
GIEAS_PG_1.TGE 0 0 256 255
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nettrk02_grid_last_half _hour

Description

This template generates a real-time grid that shows the status of trunks
in selected network trunk groups for the current half-hour interval.
Database Table

Network Trunk _Group Rea Time

Data

All TrunksBusy. Thetotal time that all trunks in the network trunk
group were busy for the current half-hour interval.

Calls Abandoned. The number of callsto trunksin the network trunk
group that were abandoned during the current half-hour interval. An
abandoned call isa call in which the caller hangs up before the call
is answered.

CallsIn. The number of inbound callsin progress on the network trunk
group during the current half-hour interval.

Calls Out. The number of outbound callsin progress on the network
trunk group during the current half-hour interval.

In Service Time. The aggregate time that trunks in the network trunk
group have been in service during the current half-hour interval.

CallsIn Now. The number of inbound calls in progress on the network
trunk group (in real-time).

Calls Out Now. The number of outbound callsin progress on the
network trunk group (in real-time).
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Example

[E2 Untitied

Network Trunk Group Repont_|
Current Half Hour |
All Trunks Busy | _Calls Abandoned | _ Calls In_| _Calls Dut_| _In Service Time | Calls In How | Calls Out Now |
GIEAS_FG_1.THL 0 0 0 0 273105 0 0
GIEAS_PG_1.TGE 0 0 0 0 273105 0 0
GIEAS_PG_1.TGED 0 0 0 0 273105 0 0
G3Simbed ManTrkGmG 0 0 0 0 277%0 0 0

Metwork Trunk Group
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nettrk12_grid_half_hour

Description

Thistemplate generates a historica grid that shows half-hour data on the
status of trunks in selected network trunk groups.

Database Table
Network _Trunk_Group Half Hour

Data

All TrunksBusy. Thetota time that all trunks in the network trunk

group were busy for the half-hour interval.

Calls Abandoned. The number of calsto trunks in the network trunk
group that were abandoned during a half-hour interval. An

abandoned call isa call in which the caller hangs up before the call

is answered.
CallsIn. The number of inbound callsin progress on the network trunk

group during a half-hour interval.

Calls Out. The number of outbound callsin progress on the network

trunk group during a half-hour interval.

Example
Metwork Trunk Group Report (Half Hour) | -
Network Trunk Group | DateTime | All Trunks Busy | | Calls Abandoned | Calls In | Calls Dut |

(Cincinnati CincinnatiTurks 1/20/37 03:30.00 ] 2239 ]

[Cincinnati CincinnatTurks 142057 10000000 o 2200 o

[Cincinnati CincinnatTurks 1/20/57 10:30000 o 2184 o

[Cincinnati CincinnatTurks 1/20/57 110000 o 241 o

[Cincinnati CincinnatTurks 1/20/57 11:30:00 o 2163 o

[Cincinnati CincinnatTurks 1/20/57 1200000 o 213 o

[Cincinnati CincinnatTurks 1/20/57 123000 o 2249 o

[Cincinnati CincinnatTurks 1/20/57 1200000 o 2185 o

(Cincinnati CincinnatiT ks 1/20/97 13:30.00 0 2226 0

(Cincinnati CincinnatiT ks 1/20/97 140000 0 21 0

(Cincinnati CincinnatiT ks 1/20/97 143000 0 2226 0

(Cincinnati CincinnatiT ks 1/20/97 150000 0 2239 0
DenverDenvarTrurks 1720097 093000 0 2299 0 |
DenverDenvarTrurks 1720097 10:00:00 0 2330 0
DenverDenvarTrurks 1720097 10:3000 0 2306 0

Denver DenverTrurks 1720057 11.00.00 o 2300 o

Denver DenverTrurks 1720057 11:30.00 o 2356 o

Denver DenverTrurks 1720057 1220000 o 2302 o

Denver DenverTrurks 1720087 12:30.00 o 2367 o

[Derver DenverTrunks 1/20/57 1200000 o 2292 o

[Derver DenverTrunks 1/20/57 123000 o 2328 o
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peragtOl agent status by position
Description

Thistemplate generates areal-time grid report that shows the status of
selected agents by position.

Database Table

Agent_Rea time

Data

Position. The current extension on which the agent is working.
Agent name. The first and last name of the agent.

Skill group. The name of the skill group to which this agent is logged
on.

L ogon date and time. The date and time that the agent logged on.

Current state. The current state of the agent: Logged Off, Logged On,
Ready, Not Ready, Work Ready, Work Not Ready, Talking, Busy
Other, Reserved, Unknown, Calls on Hold.

Direction. The direction of the call on which the agent is currently
working: In (Inbound), Out (Outbound), or Unknown.

0]
Destination. The type of outbound call: ACD, direct, or Unknown. o
. 3
i
Last state change. The date and time that the agent’s state last change =2
Q
. - . . —
Reason. A code received from the peripheral that indicates the reason il
by
i
for the agent’s last state change. @
3
Example o
o
- Untitled [_ (o0 x] @D
[ Agent Status By Position | 1939-02-04
Page 10f 1
[Agent Name JE kil G roup JlLogon Date Time [Direction JID estination JlLast State Change
ancy  Amoald [UNKNOWN [i993.02.04 090334 |[READY [ONENDw/M |[OHKNDWN [
ar  Berson UNKNOWN 1933-02-04 050334 IREADY UNENOWN (JUNKNDWN ([1933-02-04 11:48:50 [i]
5 Mak  Chase UNKNOWN 1999-02-04 09.03:34 IREADY UNENOWN |JUNKRDWN - |[1995-02-04 11:45.00 o
|183 ohn  Cuitis UNENOWN 1333-02-04 030334 IREADY UNKNOWN |JUNKNDWN |[1333-02-04 11:48:48 [1]
3 farn Fennel UNKHOWN [1999-02-04 09.03:34 IREADY UMENDMWN | JUNKNDWN |[1995-02-04 11:48:56 o
EE) Harold  Lofton UNENOWN [1993-02-04 05.03:34 IREADY UNKNOWN |JUNKRNDWN |[1993-02-04 11:48:54 [1]
B [Lawrence  McMeil UNKHOWN [1999-02-04 09.03:34 IREADY UMENDMWN |JUNKNDWN |[1995-02-04 11:45.02 o
i [Fatrick,  Moin UNENOWN [1999-02-04 09.03:34 IREADY UNENOWN (JUNKRNDWN |[1999-02-04 11:48:56 0

| | »
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peragt02_agent_status_ by skillgroup
Description

Thistemplate generates areal-time grid report that details the current
status of selected agents.

Database Table

Agent_Skill_Group_Real Time

Data

Agent name. The first and last name of the agent.

Skill group. The name of the ICR skill group to which the agent
belongs.

L ogon date and time. The date and time that the agent logged on.

Current state. The current state of the agent: Logged Off, Logged On,
Ready, Not Ready, Work Ready, Work Not Ready, Taking, Busy
Other, Reserved, Unknown, Calls on Hold.

Last state change. The date and time that the agent’s state last changed.

Reason. A code received from the peripheral that indicates the reason
for the agent’s last state change.

- Untitled M= ES
[__Agent Skill Group Status | 1993-02-04
Page 1 of 1
Eaenl Name Ji5kill Grous JlLogin Date Time Eﬁant State ILasl State [Zhanae Iﬂeasnn |
MNancy  Amald [Simulator_PG_1.TechE xperts ITALKING 1999-02-04 11:30:40 o
bary  Benson [Simulator_PG_1.TechE xperts ITALKING 1999-02-04 11:30:26 o
bark  Chase [Simulator_PG_1.TechE xperts ITALKING 1999-02-04 11:30:36 o
ohn  Curtis jSimulator_PG_1.TechE xperts [1933-02-04 11:02:06 TALKING 1993-02-04 11:30:22 o
fnn  Fernell jSimulator_PG_1.TechExperts [1933-02-04 11:02.16 TALKING 1933-02-04 11:30:32 o
Frank  Foss [Simulator_PG_1.TechE xperts [1993-02-04 11:02.24 TALKING 1993-02-04 11:30:42 o
[Farold Lofton Simulaion FG_1.T echE sperts [1555 0204 11.0212 [TALKING 15550204 113028 |0
[Gwrence Mecei [Simulcion FG_1.T echE sperts [1555 0204 11.02.20 [TALKING EEEEE
< | »

Download from Www.Somanuals.com. All Manuals Search And Download.




Real-Time and Historical Templates 223

peragtO3_logout_status by agent

Description

Thistemplate generates a historical grid report that shows logon and
logout status on an agent-by-agent basis.

Database Table

Agent_L ogout

Data

Agent name. The first and last name of the agent.

Agent enterprise name. The last name and first initial of the agent and
the peripheral with which the agent is associated.

L ogon duration. The number of seconds that the agent was logged on
for the specified interval of the report.

L ogout date and time. ICR central controller date and time when the
agent logged out.

Reason. A code received from the peripheral that indicates the reason
for the agent’s last state change.

Example
[ Cunived AR

Agent Logout Status 1999-02-04 -~

[From: f1333.0203 00:00.00 [Tof1955-02.03 235501 Page 395 of 800

Mary Benson

Agent Enterprise Name I Logon Duration I Raasnnl Logout Date Time I
IS\muIalnr_F‘E_T Benson_M 30470 IT 933-02-0317:39:49

Summary: 30470
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peragtO4 daily agent_activity

Description

Thistemplate generates a historical grid that shows the daily activity of
selected agents over a specified time period. To arrive at daily values,
the ICR sums the Agent_Skill_Group_Half Hour rows for each day.
Database Table

Agent_Skill_Group_Half Hour

Data
Agent name. Thefirst and last name of the agent.
Duration. Thetotal time in seconds that the agent was logged on.

Incoming callstotal. The total number of inbound ACD calls handled
by the agent during the interval. This value is incremented when the
after-call work associated with the call is completed.

Incoming calls avg. length. The average length in seconds for incoming
calls handled by the agent during the interval.

Incoming calls per cent. The percentage of al calls handled by the
agent for the period that were incoming calls.

Outgoing callstotal. Thetotal number of completed outbound ACD
calls made by the agent during the interval. The value isincremented
when the after-call work associated with the call is completed.

Outgoing calls aver age length. The average length in seconds for
outgoing calls made by the agent for the interval.

Outgoing calls per cent. The percentage of al calls handled by the agent
for the period that were outgoing calls.

Internal callstotal. Thetotal number of internal callsinitiated by the
agent during the interval. The value is incremented when the
after-call work associated with the call is compl eted.

Internal calls aver age length. The average length in seconds for
completed internal calls made by the agent for theinterval.

Internal calls percent. The percentage of al calls handled by the agent
for the period that were internal calls.

Callback message total. The total number of callback messages that
were processed by the agent during the interval.

Callback message aver age length. The average length in seconds for
callback messages that were processed by the agent during the
interval.
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Callback message per cent. The percentage of al calls handled by the
agent for the period that were callback messages.

% Wrapup. The percentage of time that the agent spent in wrap-up on
al calls counted as handled during the interval. An agent performing
wrap-up is either in the Work Ready or Work Not Ready state. This
value is measured against the total time the agent was logged on

= Untitled =] B2
Agent Activity Report I 1999-02-04
[ From:] [1535.02.04 00,0000 [Toi3as.02-04 235600 Page 1of 1
Tncoming Calls Dutgoing Calls Tntemal Calls Callback Hessage

[Agent Name JiDuration JT otal|lAvg. Length][ Avg. Lengthjl% TotalJ/Ava. Length]z  JTotal JlAvg. Length]% % WrapUp |
Hancy [eerald I i e I 0 01 70
My [Eenson I e T040[ 600 0 o[ o | I [ 70
Mak [Chase i e 00| 51a] 0 o[ o o[ o 00 70
o [Curtis i T040[ s0d] 0 o[ o (| [ 70
frn [Fennel Trrea[ & Tog[ s g I x| [} 70
Frank [Fose | IS I [E| [} 70
Harcld [Lafon I T [ | 01 70
[Cawrence [Mchet I e 1040 510 0 o[ o o[ o 00 70
[Fatick [Morin i e I o[ o (| [ 70
[Fiobert [Emith I T040[ 500 0 | | I [} 70
ol | »
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peragtO5 agent daily perf

Description

Thistemplate generates a historica grid report of individual agent
performance over one or more days. To arrive a daily values, the ICR
sums the Agent_Skill_Group Half _Hour rows for each day.

Database Table
Agent_Skill_Group_Half Hour

Data
Agent name. Thefirst and last name of the agent.

Abandoned callsring. The total number of ACD calls abandoned while
ringing at the agent’s position.

Abandoned callshold. The total number of ACD calls abandoned while
being held at the agent’s position.

Abandoned callsaverage. The average ring time in seconds associated
with ACD calls that were abandoned while ringing at the agent’s
position.

Abandoned calls percent. The percentage of time associated with ACD
calls that were abandoned while ringing the agent’s position. This
value is measured against the total time the agent was logged on
during the interval.

Hold callsin. The total number of completed inbound calls the agent
placed on hold. The value is incremented when the after-call work
associated with the call is completed.

Hold callsin average. The average on hold time in seconds associated
with inbound calls the agent placed on hold.

Hold callsin percent. The percentage of hold time associated with
inbound calls the agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

Hold calls out. The total number of completed outbound calls the agent
placed on hold at least once. The value is incremented when the
after-call work associated with the call is completed.

Hold calls out average. The average on hold time in seconds associated
with outbound calls the agent placed on hold.

Hold calls out percent. The percentage of hold time associated with
outbound calls the agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.
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Hold callsinternal. The total number of completed interna calls the
agent placed on hold for the interval. The value isincremented when
the after-call work associated with the call is completed.

Hold callsinter nal average. The average on hold time associated with
internal calls the agent placed on hold.

Hold callsinternal percent. The percentage of hold time associated
with internal callsthe agent placed on hold. This value is measured
against the total time the agent was logged on during the interval.

Assistance callstotal. The total number of callsfor which the agent
received supervisor assistance during theinterval. Thevalueis
incremented when the supervisor assistance call compl etes.

Assistance calls aver age. The average time in seconds that the agent
received assistance for all supervisor-assisted calls during the
interval.

Assistance calls percent. The percentage of time that the agent spent
during the interval on supervisor-assisted calls. Thisvalueis
measured against the total time the agent was logged on during the
interval.

Conference callsin. The number of incoming calls on which the agent
was in conference. Incoming callsinclude ACD and non-ACD calls.
The value isincremented with the agent drops off the call and the
call becomes a simple two-party call.

Conference calls average. The average time in seconds that the agent
spent in conference with calls during the interval. This value
includes hold time associated with the conference calls.

Conference calls per cent. The percentage of time that the agent spent
during the interval on conference calls. The percentage includes hold
time associated with the conference calls. Thisvalue is measured
against the total time the agent was logged on during the interval.

Conference calls out. The number conference calls the agent initiated.
Initiated calls include ACD and non-ACD calls. Thevalueis
incremented with the agent drops off the call and the call becomes a
simple two-party call.
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Conference calls out average. The average time in seconds that the
agent spent in conference on agent-initiated calls during the interval.
This value includes hold time associated with the conference calls.

Conference calls out percent. The percentage of time that the agent
spent during the half-hour interval on agent-initiated conference
calls. This percentage includes hold time associated with the
conference calls. Thisvalue is measured againgt the total time the
agent was logged on during the interval.

- Untitled [_ O[]
Agent Performance Report | 1999-02-04
[ Erom:} [1355-02-04 00:00:0C [1558-02-04 23:55.00
(Fem) = Page 1 of
Abandon Calls I Hold Calls Assistance Calls Conference Calls

Ag g Jin Yy JOutaeg e Jint Jovg T Jioaifavg Ji i Javg iz Jjou vy |
[Hancy anold | ol o ol o 0 o odl 0 | I od 0 0.0
Mary Eenson | o[ o [ 0ol o | | od[ o 00
IEs Chase | od[ o [ 0ol 0 [ | o[ [
hn Curts | od[ o [ ol @ [ 1| odl a [
Jarn Fernel | | [ o[ o [ | I | I od[ o 00
Franic Foss | o[ o [ 0ol o | | od[ o 00
[Farod Cofton | o[ o [ o[ 0 | | od[ o 00
Cowence  [Heoel | od[ o [ 0ol 0 [ | o[ [
Patick Horin | od[ o [ o[ o | I | I odl 00
[Fbert Gmith a— od[ o [0 o [T | [ I od[ o [
«| | »
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peragtO6_daily agent_detail
Description

Thistemplate generates a historical grid that shows detailed agent state
and call detail datafor periphera agents.

Note: To generate this report, you need to have Agent State Trace enabled for
agent. See the Intelligent CallRouter System Manager Guide for
guidelines on using the Agent State Trace option.

Database Tables
Agent_State Trace
Termination_Call_Detail

Data

Agent name. The first and last name of the agent.

Event name. The event that caused the agent’s last state change.
Datetime. The date and time at which the state change occurred.

Duration. Duration of the call in seconds for a private network call.
This is the time that the switch is processing the call.

Skill group. The skill groups on which the agent has been active.

Agent state. The current state of the agent: Logged Off, Logged On,
Ready, Not Ready, Work Ready, Work Not Ready, Talking, Busy
Other, Reserved, Unknown, Calls on Hold.

Direction. The direction of the call on which the agent is currently
working: In (Inbound), Out (Outbound), or Unknown.

Reason. Code received from the peripheral indicating the reason for ths
state change.

ANI. The ANI value for the call. The ANl is a feature that provides the
billing phone number of the phone from which the call originated.

Digits dialed. Digits dialed on an outbound call.
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Example
"
< Untitled [_ O[]
Agent Detail Report By Events | 1999.0203
[From: Jf1555-02-02 00:00:00 [Toffi355-02:02 2353:00
Page 3of 7
Agent Name: |[Robeit Smith |
Event Name JDate Time JDusation 5kl Group ____JAgent State IDllecllun mANI JDigis Dialed | |
13330203 05.00.12 188 [Foston TechExpers  |[TALKING 0 |[orezsamel |
19930203 09,0302 16 [Boston T echEsperts || WORK_READY IN 0 ||sPeeazaed
8350203 091005 T62[Boston TechExperts  ||READY I 0 ||97e4525034
19990203 03.22:08 05 [Baston TechExperts  ||[TALKING I 0 |[517240852T
T995-02:03 03,3210 T0[Boston TechEsperts__|[WORF_READY [N 0 ||5084533821
Summary: 731 ﬁl
|
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periphOl1_peripheral _status_report

Description

This template generates a real-time grid that shows switch status, call
and agent status, and service levels. Y ou can use this template with any
peripheral supported by the ICR.

Database Table
Peripheral_Real Time
Data

Status. The current failure state of the peripheral: 0 =normal operation;
1 - 31 =failuresthat do not affect functionality; 32 - 63 = degraded
operation (call routing still possible); 64 - 127 = failures that prevent
call routing.

Online. The current on-line state of the peripheral as determined by the
Central Controller: 0 = off-line; 1 = on-line.

Callsin progress. The total number of calsto the periphera that are
currently in queue or being handled at the periphera now.

Agentslogged on. The number of agents who are logged on at the end
of the five-minute interval. Logged On is a state in which agents are
known to the system, but may or may not be ready to receive calls.
Logged Onisdso referred to as Signed On.

Mode. The current mode of the periphera as reported by the Peripheral
Gateway (PG): 0= off-ling; 1 = on-line.

Service level — Last Half-Hour and TodayThe percentage of
incoming calls to services related to this peripheral during the
interval that were answered within a specified threshold.

Example

[ Untitled [_[Olxi
Peripheral Real-Time Report

| Calls In Agents
Hame Datetime Status Online Progress | Logged On|_ Mode

Bellevue 142797 09:49:32
Boston 172797 09:49:32
Cincinnati 142797 09:49:32
D 142797 09:49:32
Dmaha 172797 09:49:32

416 792

100% 100%

7 7

1 422 BEEE 1 100% 100%
1 213 [ 664 | 1 100% 100%
1 227 673 1 100% 100%
1 [ 354 |[ 741 1 100% 100%
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periph02_galaxy software status

Description

This template generates areal -time grid that shows all trunks busy, calls
in progress, SWT TRMS, and DI Groups status. This templateisfor use
with Rockwell Galaxy ACDs only.

Database Table

Peripheral_Real Time

Data

ATB (All TrunksBusy). The state of atrunk group when al trunks are
in use. The trunk group cannot accept any new inbound or outbound
calsin this state. The ICR tracks the amount of time during which
all trunksin atrunk group are busy.

Callsin progress. The total number of callsto the periphera that are
currently in queue or being handled at the periphera now.

SWT TRM S Inactive (Terminations out of sync). Galaxy-specific
data

SWT TRMS (Terminationsimplemented). Galaxy-specific data.

DI GroupsInactive (Switch level out of sync). Galaxy-specific data.
DI GroupsActive (Switch level implemented). Galaxy-specific data.
Example
A Untitled = 3
172797 Real-Time Switch Node Software Status Display 09:59:56
Calls in SWT TRMS | DiGroups |
ModelName | Hodepline I | Progiess | | Inactive Active Inactive Active

[LOUISVILLE (EET Cl| 73 | 0 | 1153 | 0 | 28]

I = | Ch| 153 | Ch| %6
[WENTWORTH IEEEE 0 | 45 | 0 | 1325 | 0 | 5

| 45 0 | 1325 | 0 5
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periph03_galaxy hardware_status

Description

This template generates a real-time grid that shows processor, data
receive, control, and switch clock status. Thistemplateis for use with
Rockwell Galaxy ACDs only.

Database Table

Peripheral_Real Time

Data

Processor A Fnct Status. Galaxy-specific data.
Processor B Fnct Status. Galaxy-specific data.
Inter-Prcsr Link Status. Galaxy-specific data.
Data Rcv Status. Galaxy-specific data.
Control Status. Galaxy-specific data.

Switch Clock Status. Galaxy-specific data.
Example

[EA Untitled 1S [=] 3

142497 Real-Time Switch Node Hardware Status Display 10:07:29

Pi
Node Name

LOUISVILLE | CallProcssr | [ Fprt Procssr | [ Operational

[
WENTWORTH [ Call Procssr | | prt Pracssr | | Operational | |
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perskgOl_status_# graph

Description

This template generates a real -time, stacked bar graph that shows the
number of active agents from the selected peripheral skill groups who
are currently in any of four call handling states.

Database Table

Skill_Group _Read_Time

Data

Agents available. The number of agents who arein the Available state
(that is, not occupied with any call activity and ready to accept
cals).

Agentsidle. The number of agents who are in the Not Ready state (that
is, logged on, not involved in acal or after-call work, and not
availableto receive acall).

Agentstalking. The number of agentsinvolved in inbound, outbound,
or internal calls (that is, Talking In, Talking Out, or Talking Other).

Agentsin wrap-up. The number of agentswho areinvolved in

after-call work. Agents performing wrap-up are either in the Work
Ready or Work Not Ready state.

Example

[E2] Untitled M= B

Peripheral Skill Group Status
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Bellevue Proactive.sec{ | [ i

Bellevue Proactive. pri | |

Bellevue PremiumSales.sec —ﬁ

Bellevue PremimmSales. pri- |

Bellevue NewMarkets. sec

Bellevue NewMarkets. pri-

0 10 20 30 40 50 60

BN Available [ Idle B Talking B Wiapup

Thetota count of agentsin any of these four statesisthe number of
agents Logged On.
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perskg02 status_grid

Description

This template generates a real-time grid that shows the number of agents
from selected peripheral skill groups who are signed on (logged on),
how these agents break down numerically into nine states, and how they
break down on a percentage basis into five states. A total row at the
bottom of the grid totals or averages the data for al the periphera skill
groups listed.

Database Table
Skill_Group _Rea_Time
Data

Agents signed on. The number of agents who are currently signed on to
the periphera skill group (that is, agents who are known to the
system, but may or may not be ready to accept calls).

Agentsidle. The number of agents who are in the Not Ready state (that
is, logged on, not involved in acall or after-call work, and not
availableto receive acall).

Agents available. The number of agents who arein the Available state
(that is, not occupied with any call activity and ready to accept
cals).

Agentsready. The number of agents who are logged on and are either
talking on acall or performing after-call work, but are presumed to
be ready to accept calls when done.

Agentstalking in. The number of agents talking on inbound calls.
Agentstalking out. The number of agents talking on outbound calls.

Agentstalking other. The number of agents who are talking on calls
other than inbound and outbound calls (for example, internal cals).

Agentsin wrap-up. The number of agentswho areinvolved in
after-call work. After-call work includes activities such as
completing paperwork or consultation work. An agent performing
after-call work isin either the Work Ready or Work Not Ready
state.

Agentsin hold. The number of agentsin the skill group who arein the
Hold state (that is, agents who have dl active calls on hold and are
performing no other activity).
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Agentsreserved. The number of agents currently in the reserved state.
A reserved agent is awaiting an interflowed call and is unavailable
to receive any incoming calls. This state applies to agents on
Northern Telecom Meridian and Aspect CallCenter ACDs only.

Agentsin busy other. The number of agents who are in the Busy Other
state (that is, busy in skill groups other than the one presently being
examined). An agent can be active in only one skill group at atime.
Therefore, while active in one skill group, the agent is considered by
the other skill groupsto bein the Busy Other state.

Per cent agentsidle. The percentage of all agentsin the periphera skill
group who are in the Not Ready state.

Per cent agents available. The percentage of all agentsin the periphera
skill group who are in the Available state.

Per cent agentstalking. The percentage of al agentsin the peripheral
skill group who are talking on inbound, outbound, or internal calls.

Per cent agentsin wrap-up. The percentage of all agentsin the
peripheral skill group who are involved in after-call work.

Per cent agentsin busy other. The percentage of all agentsin the skill
group who are in the Busy Other state.

Example
[ untitied [_[ofx]

I
ThZ| eo0%| 925%| 007 [
007, 00z To00%|  00% [
I s
2 I
I [ 0%
3w 004 Gei%| 004  00%
868% | 3057% 5396%| 6.79%| 0.00%

ol ol ol ol ol ol ol 2
i)
&)
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perskg03 status % graph

Description

This template generates a real-time bar graph that shows the percentage
of agents from selected peripheral skill groups who are in any of four
call handling states.

Database Table

Skill_Group _Rea_Time

Data

Agents available. The percentage of all agentsin the peripheral skill
group who are not occupied with any call activity and are ready to
accept calls.

Agentsidle. The percentage of al agentsin the peripheral skill group
who areidle (that is, logged on, not involved in acall or after-call
work, and not availableto receive acall). Idleis aso referred to as
Not Ready.

Agentstalking. The percentage of al agentsin the peripheral skill
group who are talking on acall (inbound, outbound, or internal).

Agentsin wrap-up. The percentage of all agentsin the periphera skill
group who are involved in after-call work. An agent performing
after-call work isin either the Work Ready or Work Not Ready
state.

Example
[E untitled [_[O] =]

Peripheral Skill Group Agent State Status

Bellevue MassMarkets. pri
Bellevue. Info. sec
Bellevue. Info. pri

Bellevue HelpDesk sec

Bellevne HelpDesk pri

0% 50% 100%

Available [l TIdle Talking v apup
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perskg04 status _grid_to5

Description

This template generates arolling five-minute grid that shows full-time
equivalent (FTE) values for agentsin selected periphera skill groups.
FTE isthe number of full-time agents that would be required during a
period to perform the work done in that period. To calculate the FTE,
divide the number of seconds of work performed by the number of
seconds in the period. For example, if agents spent atotal of 1200
seconds handling calls during a five-minute (300-second) period, the
FTE for call handling would be as follows:

1200 person seconds / 300 seconds = 4 persons

This template uses cumulative, or rolling, five-minute data derived from
the real-time datato arrive at an FTE value. Datainthe grid is
continuously updated. This template also provides the percentage of
agents currently in any of four call handling states. A total row totals or
averages the datafor all the peripheral skill groups listed.

Database Table
Skill_Group Read Time
Data

Full-time equivalent (FTE) logged on. The FTE number of currently
logged on agents in the peripheral skill group. Logged onisnot an
agent state, but rather a necessary condition to being in any state.

FTE idle. The FTE number of currently idle agents in the peripheral
skill group (that is, agents who are logged on, not involved in a call
or after-call work, and are not available to receiveacall.) Idleisalso
called Not Ready.

FTE available. The FTE number of agents currently in the Available
state (that is, not occupied with any call activity and ready to accept
calls).

FTE talking. The FTE number of agents currently talking on a call
(inbound, outbound, or interna).

FTE in wrap-up. The FTE number of agents currently involved in
after-call work (that is, agents in the Work Ready or Work Not
Ready states).

FTE hold. The FTE value for the number of agentsin the Hold state
during an interval. The Hold state is a state in which an agent has all
active calls on hold and is performing no other activity.

FTE reserved. The FTE value for the number of agentsin the Reserved
state during an interval. The Reserved state is a state in which the
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agent is awaiting an interflowed call and is unavailable to receive
any incoming calls. This state applies to agents on Northern
Telecom Meridian and Aspect CallCenter ACDs only.

FTE busy other. The FTE number of agents who arein the Busy Other
state (that is, busy in skill groups other than the one presently being
examined). An agent can be active in only one skill group at atime.
Therefore, while active in one skill group, the agent is considered by
the other skill groupsto bein the Busy Other state.

Per cent agentsidle. The percentage of time that all agentsin the
peripheral skill group were in the idle state (that is, logged on, not
involved in acall or after-call work, and not available to receive a
cal). Idleisaso called Not Ready.

Per cent agents available. The percentage of time that all agentsin the
peripheral skill group were not occupied with any call activity and
were ready to accept calls.

Per cent agentstalking. The percentage of time that all agentsin the
peripheral skill group were talking on acall (inbound, outbound, or
interna).

Per cent agentsin wrap-up. The percentage of time that al agentsin
the periphera skill group were involved in after-call work (that is,
time spent in the Work Ready or Work Not Ready states).

Per cent agentsin busy other. The percentage of time that all agentsin
the skill group spent in the Busy Other state.

[ Untitled [_[O[ =]
Rolling 5-minute Peripheral Skill Grou
Peripheral FTE FTE FTE FTE FTE FTE FTE FTE % % % % %
Grouy Loggedn |__Idle Avail || Talking | Wiapup |__Hold _|Reserve d|_Other Idie _||Available| Talking | Wrapup ||_Other
o i 00 500 053 2431 16 q E oo 138% TE%[  erex| 1714 0.0%

2200 500 6] 813 277
75.00] 200 569 27,55 Bl

[
[
S500[ 100 4500 0.0 0.0 [
o[ 100] [EE 559 a0 [ [
[
0

000[  o27E[ snow[ srem awd[ 007
I L L EE: 747 0.0%,
000 teew| eiew| ook oo¢[  00%
oog[ #55% To%[ 449% B 00
| I | 34 00
000[ 1867%| #181%| 3229%[ 723%[ 000%

i
Bellevue MewMarkets sec 15, DDI 10.00 2.06 2. d3| 051 |

Total| 22500 42.00| 9408 72,55' 16.26 I

ol ol ol ol ol &
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perskg05 utilization_graph
Description
This template generates a real-time bar graph that shows a percentage
utilization of agentsin the selected peripheral skill groups. Percentage
utilization is the ratio between the time agents spend handling calls and
the time agents were logged on.
Database Table
Skill_Group_Read_Time
Data

Per cent utilization. The percent utilization is computed by dividing the
total time agents spent handling calls by the total time agents were
ready. (The Ready Time s calculated by subtracting the Not Ready
Time from the total time that agents were Logged On.)

Example
[ Untitled =100 %]

Peripheral Skill Group % Utilization of Ready Agents

Bellevue. PremiumSales. sec
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perskg06 halfhour_aht _grid

Description

This template generates a historical grid that displays call counts and
handle time data by the half-hour for selected peripheral skill groups.
This template also includes a summary row for each day of data, which
provides daily averages and totals; and a summary row for each skill
group, which provides averages and totals for the particular skill group.

Database Table
Skill_Group Half Hour

Data

Calls handled. The total number of calls handled to completion for the
peripheral skill group.

Agent calls out. The total number of outbound calls made by agentsin
the peripheral skill group.

Aver age handletime. The average handle time for calls handled by
agentsin the peripheral skill group. Handle time includes time that
agents spend in the Talking In, Work Ready, and Work Not Ready
states.

Averagetalk time. The average talk time for callsto the peripheral skill
group. Tak time includes time spent in the Talking In, Talking Out,
and Talking Other states.

Average wrap-up time. The average time agentsin the peripheral skill
group spent in after-call work (that is, in the Work Ready or Work
Not Ready states).

Full-time equivalent (FTE) number of agents. The FTE number of
logged on agents for the periphera skill group. Thisvalueisthe
total time agents were logged on during the interval divided by the
total number of secondsin the interval.

See also: For more information on FTE, see “perskg04_status_grid_to5,” earlier
in this chapter.
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Example
J[=1 3
- - =
[ Peripheral SkillGroup Performance (By Half Hour) |
From [02/01/97 00:00 |  To [02/01/97 23:59
Peripheral SkillGroup | |E ellevue Info. pri I
Averag| Averag Averag| FTE

Date Time _Calls Handled Calls Out Handle Time Talk Time | Wrapup Time | # Aaenls

02/01/97 00:3 140) i 446.5 4165 304 40.

[ otod 140) i 446.5 4161 301 40,

[ otad 140) 0 446.5 4164 302 40.

| I 140 0 446.4 4162 300 40

I 0z2:31 140 0 446.5) 416.4 301 40,

[ 0zod 140) 0 4468 4164 301 40,

[ 033 140) i 4464 4164 30.2 40.

[ o400 140) i 446.5 4164 303 40,

| D 141 i 446.5 416.3 301 40,

[ o500 141 i 446.4 416.3 302 40,

[ 0530 142) 0 446.4 4163 259 40

[ oeog 141 0 446.4 4162 301 40

[ oz 140) 0 4464 416.3 303 40.

[ o7od 142 0 4464 4164 239 40,

| D 141 i 4464 416.1 284 40,

| I 140) i 445.7 4165 302 40,

| D 140) i 446.5 416.3 301 40,

[ 0500 140) i 446.5 4164 30,0 40,

[ og3d 140 0 446.5 4164 301 40

[ 1ood 140 0 446.5 4164 307 40

| I 140) 0 446.5 4164 301 40,

Day Summary [ 2948 | 1] [ 44647 | #1633 | 30,10
Skill Group Summary | 2948 [ 1] [ 44647 [ #1633 [ 3040
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perskg07 daily aht grid

Description

This template generates a historical grid that displays call counts and
handle time data on a per-day basis for selected peripheral skill groups.
This template also includes a summary row that totals or averages the
datafor al skill groups listed.

Database Table
Skill_Group_Half_Hour

Data

Calls handled. The total number of calls handled to completion for &l
agentsin the peripheral skill group.

Agent calls out. Thetotal number of outbound calls made by agentsin
the peripheral skill group.

Aver age handletime. The average handle time for calls handled by
agentsin the peripheral skill group. Handle time includes time that
agents spend in the Talking In, Work Ready, and Work Not Ready
states.

Averagetalk time. The average talk time for calls to the peripheral skill
group. Tak time includes time spent in the Talking In, Talking Out,
and Talking Other states.

Average wrap-up time. The average time that agents in the peripheral
skill group spent in after-call work. Agents performing after-call
work arein either the Work Ready or Work Not Ready state.
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Full-time equivalent (FTE) number of agents. The FTE number of
logged on agents for the peripheral skill group. Thisvalue isthe
total time that agents were logged on during the interval divided by
the number of secondsin the interval. This provides the number of
full-time agents logged on for the interval.

See also: For more information on FTE, see “perskg04_status_grid_to5,” earlier
in this chapter.

Example
EH Untitled [ D[]
Peripheral SkillGroup Performance (By Day) |
From [02/01/97 00:00 | To [02/0V/97 2353 |
. ] Average Average Average FTE
Peripheral SkillGrou Date | |Calls Handled| | Calls Out Handle Time | | Talk Time | | Wrapup Time | |# Agents
[BelevweReiDeskpn | [ temar | [ @ [ a  wen [ swsn [ won [ g
Skill Group Summary| [ 1135 | 0 | 335,40 30530 [ 3010
[Eellevue HelpDesksec [eemrsEr | | EEl| ih| A ET| E| 4
Skill Group Summary| [ 330 | 0 | 33161 3m52 [ 3008
[Bellevue Infa.pri || 797 | [ 4450] [ 4150 [ 200 [ q
Skill Group Summary| | 797 [ 0 | 44580 [ 41547 [ 3033
[Fellevuetniose [Coermzar | | 7 | of| | EEI| EX| E
Skill Group Summary] [ 75 [ 0 445.93 41559 [ 30.24
[Bellevue MassMarkets.pii [Coemrar | | 260 | [ 2150 | 1850 [ 300 [ [l
Skill Group Summary] [ 860 [ [N 215.80 18553 [ 30.28
[Eellevue HassMarkets.see IR g iA| [ [ [ E
Skill Group Summary| [ [ 0 | I I
[Eelievue HidT o pri [ 67 [ il [E| 1200 | w00 | 4
Skill Group Summary| [ 1674 [ 0/ [ 15077 [ 1e054 [ 30273
[Bellevue MidTier sec [Coesmsar | | 561 | [ 1500 [ 1200 [ 200 [ 2
Skill Group Summary| [ 881 [ 0| 1o0es | 12046 [ 3019
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perskg08 halfhour_perform_grid

Description

Thistemplate generates a historical grid that shows half-hour, full-time
equivalent (FTE) values for agentsin selected periphera skill groups.
FTE isthe number of full-time agents that would be required during a
period to perform the work done in that period. FTE values are derived
by taking the time that agents are in a particular state during an interval
and dividing that time by the number of secondsin theinterval.

See also: For more information on FTE, see “perskg04_status_grid_to5,” earlier
in this chapter.

This grid has date and skill group summary rows that total the data for
the day and the individual skill group respectively.

Database Table
Skill_Group_Half Hour

Data

Full-time equivalent (FTE) sign-on. The FTE number agents logged
on to the peripheral skill group.

FTE idle. The FTE number of idle agents (that is, agents who were
logged on, not involved in a call or after-call work, and were not
available to receive a call). Idle is also referred to as Not Ready.

FTE available. The FTE number of agents in the Available state (that
is, not occupied with any call activity and ready to accept calls).

FTE talking. The FTE number of agents involved in calls (inbound,
outbound, or internal).

FTE wrap-up. The FTE number of agents involved in after-call work.
An agent performing after-call (wrap-up) work is in either the Work
Ready or the Work Not Ready state.

FTE hold. The FTE value for the number of agents in the Hold state
during an interval. The Hold state is a state in which an agent has all
active calls on hold and is performing no other activity.

FTE reserved. The FTE value for the number of agents in the Reserved
state during an interval. The Reserved state is state in which the
agent is awaiting an interflowed call and is unavailable to receive
any incoming calls. This state applies to agents on Northern
Telecom Meridian and Aspect CallCenter ACDs only.
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FTE busy other. The FTE number of agents who are in the Busy Other
state (that is, busy in skill groups other than the one presently being
examined). An agent can be active in only one skill group at atime.
Therefore, while active in one skill group, the agent is considered by
the other skill groupsto bein the Busy Other state.

Example
[ untitied 1 [=] S
FTE for Peripheral Skill Groups (By Half-Hour) =
From: 02/01/97 00:00 To:  02/01/97 23:59
St Group | e rine|_stnen || i | Sl | ol | wimm || e | netines |Gt
[FelevieNewMaketspn || ozoisr |[mean][ 220 || tea [ oz ][ 1o [ 18 |[ © [ © [ oo
[BelevueNewMaketspi || oz/o/e7 |[(000][ 220 [ oo [ 0z | 88 [ 18 [ _© [ o [ oo
[elevieNewMaketspn || ozonsr |[woa0][ 220 || tma [ o0z ][ too [ 18 |[ © [ © [ oo
[BelevueNewMaketspi || oz/o/e7 |[to0][ 220 [ w0 [ 0z | 83 [ 18 [ _© [ o [ oo
[elevue Newbaketopn || 0z0i77 |[11a0] 220 |[ 100 [ 6z [ a3 [ 18 [ © [ o [ oo
Date Summary [12674 |[ 561 || 223 || 5638 || 1052 |[ 0 | © || 000 |
Skill Group Summary| [z74 |[ 5761 |[ 223 |[ 5638 |[ 1052 |@ o [ oo0 | [
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perskg09 normalized_agt_state

Description

This template generates a stacked bar graph that shows the percentage of
thetime that all agentsin the peripheral skill group were in specific
states during an interval. The normalized value is derived from the total
time that al agents were logged on during the interval.

Database Table

Skill_Group_Half_Hour

Data

% Available. The percentage of time that all agents werein the
Available state during the interval.

% ldle. The percentage of time that all agents were in the Idle state (that
is, Not Ready), during the interval.

% Talking. The percentage of time that all agents werein the Talking
In, Talking Out, or Talking Other states during the interval.

% Wrap-up. The percentage of time that all agentswerein call wrap-up
(that is, performing after-call work) during the interval.

Example
[E3 Untitled IS = 3

Peripheral Skill Group Normalized Agent States
150%-

100%- i

50%-

0%

Bellevue NatlAcctBellevie NatlAcctBellevue NewMar Bellevue. NewMar

[ Avail B 1die B Tak 1 wrap
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perskgl0 forecast agents_status grid

Description

This template generates areal-time grid that shows the actual agents
signed on versus those forecasted. For the schedule import portion of
this report (scheduled and required agents), you need the optional
GEOTEL* Schedule Import feature.

Database Table
Skill_Group Read Time
Schedule_Import_ Real Time

Data

Agentslogged in. The number of agents currently logged in to the
peripheral skill group.

Required agents. The forecasted value for the number of agents needed
for this peripheral skill group (value isimported from athird-party
workforce management system).

Scheduled agents. The number of agents scheduled (value is imported
from athird-party workforce management system).

Example

Untitled ==

Agent Forecast Comparison |
Skill Group Enterprisename I Agents Logged In I Required Agents I Scheduled Agents I
brokerage_gqoutes ] ER 70
brokerage_sery 45 45 3
lease_wscreen 24 34 40

usa 65 &7 56
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persvc0Ol queue delay status

Description

This template generates a real-time bar graph that shows the current
status of call queuesfor selected peripheral services.

Database Table

Service Real Time

Data

Average delay in queue. The average delay for calls currently in queue
for the periphera service.

Expected delay in queue. The predicted delay for any new call added to
the queue for the periphera service. Thisisvalid only if no agents
are available for the peripheral service.

Longest call in queue. The time that the longest call in queue for the
peripheral service has spent in the queue.

Average speed of answer (ASA). The average time that all cadls offered
to the peripheral service during the current five-minute interval
waited before being answered.

Example
E3 Untitied I [=] B3

Peripheral Service Queue Delay Status

Denver. Proactive j

Denver.NatlAcctServ %

Denver. MidTier ' 3

0 B 12 14 2h 31

Seconds

Bl AvgDelay B Expected De Longest Cal HIll  ASA

Download from Www.Somanuals.com. All Manuals Search And Download.



Real-Time and Historical Templates 249

persvc02_calls_status

Description

This template generates areal-time, stacked bar graph that displays the
number of calls on which agents are talking and the number of callsin
queue for selected peripheral services.

Database Table

Service Rea _Time

Data

Callstalking. The number of calls to the peripheral service on which
agents are currently talking.

Callsin queue. The number of callsto the peripheral servicethat arein
gueue at the peripheral now.

Example

[E3 untitled =l

Peripheral Service Status

©

Bellevue Proactive - g

3

A

QD

Bellevue PremiumsSales [
Py
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@

Bellevue NewMarlkets g
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0 40

B Cans Talking Calls In Queue
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persvc03_effect _of aban_on_servicelevel

See also:

Description

This template generates a real-time grid that shows the effect of
abandoned calls on the service levels of selected peripheral services.
This grid also provides a summary row that totals or averagesthe datain
each column for all serviceslisted in the grid.

Database Table
Service Rea _Time
Data

Callsoffered. Thetotal number of incoming calls and internal calls sent
to the peripheral service. Calls are counted as offered as soon as they
are sent to the peripheral service.

Calls handled. The number of calls answered and finished for the
peripheral service.

Callsabandoned. The number of callsin which the caller hung up
before being connected with an agent.

Callsabandoned within service level. The number of callsto the
peripheral service that were abandoned within the ICR service level
threshold.

Service level without abandoned calls. The ICR service level for the
peripheral service without including abandoned callsin the
calculation.

For more information on service level calculations, see Chapter 7,

“Available Data.”

Service level with abandoned calls. The ICR service level for the
peripheral service including abandoned calls in the calculation.

Example
3 Untitied =1 E3
Effect of Abandoned Calls on Peripheral Service Service Levels
Calls Calls Calls Aband bervee Level I
Peripheral Service | _Dffered Handled Abandoned within SYL Without Abandoned With Abandoned
Bellevue MassMarkets s = 2 2 [ smsd [ o6x
Bellev 27 [ 7 7 94.6%] 94.6%
Bellew 2 =) g g 94.7% 94.7%
Bellzv iE] 26 6 6 9217 921%
Bellev ales 15 40 1 1 100.0% 100.0%
Bellevue Proactive 24 74 3 3 93.4% 93.4%
Bellevue QuickRespanse 14 40 3 3 95,47 95.4%
Summary: 122 323 a1 a1 8561 8561%
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persvc04 calls_trend_analysis

Description

This template generates a real-time grid that shows call counts and
service levels for selected peripheral services since the end of the last
five-minute interval, for the current half-hour interval, and since
midnight. A summary row totals the call count datafor all servicesin the
grid.

Database Table
Service Real Time
Data

Calls offered. Thetotal number of incoming calls and internal calls sent
to the peripheral service during the interval. Calls are counted as
offered as soon as they are sent to the periphera service.

Callsanswered. The total number of callsto the peripherd service that
were answered during the interval. A call is counted as answered
when it reaches an agent.

Callsabandoned. The total number of calls during the interval in which
the caller hung up before being connected with an agent.

(o]

Service level. The percentage of incoming calls to the service during the >

interval that were answered within a specified threshold. 3

Y

Example ®

[ Untitled |- [O[x (_?i

Peripheral Service Calls Trend Analysis I 2

. @

Over Last 5 minutes | For Current Half Hour | For the Day | S

Peripheral Service Offer_| | Answer Aband | ServLev| | Offer | [Answer Aband | ServLev| | Difer | [Answer Aband | ServLey| o

[ ellevue. QuickFespanse [ = = a[we[ w[ 1§ o[ imm[ e[ ems[ o[ 1000 @
[Bellevue. Regitration | I | ] L = ] | | = I | I
BelevueSerice [ 18| 18| o] iooo%[ 1o4[  1o4[  a[ toome[ Teos| teos| 0] 1000y
BostonHelpDesk. || 28| 28] | toos[ 7w  70[  af toome[ Tive| e 0] W%
Eostoninfo [ s a[ o[ tooog[  doq[ 09| o[ foadE [ feov [ dmoA[ o[ 1000%

Summary: 160)| 160)| [ 509|509 0 8757| [ 8757] [
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persvc05 calls_offered_half_pie

Description

This template generates ared -time pie chart that shows the distribution
of calls offered to selected peripheral servicesfor the current half-hour
interval. The cals offered value (for example 34.09%) is a percentage of
the total calls offered to the peripheral services listed in the chart legend.

Database Table
Service Rea _Time
Data

Calls offered. The percentage of the total of incoming and interna calls
sent to the periphera servicesfor the current half-hour interval.
Calls are counted as offered as soon as they are sent to the peripheral
service.

Example
[ Untitled [_[O] =]

Peripheral Service Calls Offered over Half Hour

boston. HelpDesk
Soston. Info
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persvc06_serv_level monitor_graph

Description

This template generates a real-time bar graph that shows service levels

for selected peripheral services since the end of the last five-minute

interval, for the current half-hour interval, and since midnight.

Database Table

Service Rea _Time

Data

Service level. The percentage of incoming callsto the peripheral service
during the interval that were answered within a specified threshold.

Example

[ Untitled [_ O[]

Peripheral Service Service Levels

Bellevue. Service

Bellevue. QuickR esponse

Bellevue. MassMarkets
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0% 5032 1002

Last S mins Bl Cwrent 30 mins For the Day
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persvc07_now_to5 grid

Description

Thistemplate generates a grid that provides call counts, queue status,
and service level datain real-time and since the end of the last

five-minute interval for selected periphera services. A summary row
totals the valuesin each column for all the peripheral serviceslisted.

Database Table
Service Rea _Time
Data

Callstalking. The number of calls on which agents for the peripheral
service are currently talking.

Callsin queue. The number of callsto the peripheral servicethat arein
queue at each peripheral now.

Average delay in queue. The average delay for calls currently in queue
for the periphera service.

Longest call in queue. The time that the longest call in queue for the
peripheral service has spent in the queue.

Callsoffered. Thetotal number of incoming calls and internal calls sent
to the peripheral service since the end of the last five-minute
interval. Calls are counted as offered as soon asthey are sent to the
peripheral service.

Calls handled. The number of calls answered and finished for the
peripheral service since the end of the last five-minute interval.

Calls abandoned. The number of calls since the end of the last
five-minute interval in which the caller hung up before being
connected with an agent.

Average speed of answer (ASA). The average time that all cals offered
to the peripheral service waited before being answered. Measured
since the end of the last five-minute interval

Average handletime (AHT). The average handle time for calls handled
by agentsin the peripheral service since the end of the last
five-minute interval. Handl e time includes time that agents spend
talking on inbound calls (Talking In) and performing after-call work
(Work Ready and Work Not Ready).
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Averagetalk time. The average time that agents for the peripheral
service spent talking on calls since the end of the last five-minute
interval. Talk time includestime spent in the Talking In, Talking
Out, and Talking Other states.

Service level. The percentage of incoming callsto the peripheral service
that were answered within a specified threshold (shown since the
end of the last five-minute interval, for the current half-hour interval,
and since midnight).

[ untitled I [=] ES
Peripheral Service Calls. Averages and Service Levels
Status How Status over last 5 minutes |[ Service Level

| |
Calls Calls Avg  |[Longest Averaqe |
Peripheral Service Talking | |Queued|| Delay |in oueue| | Offered Handled Aband ASA || AHT || Talk |5 min|[30 min[[toda

|Enslnr\ Newharkets 20 [i] 265299 Ell 33| 100% [i] 0% i) 1905 153.8 [ 100 | 100%[ 100%

[Boston Premiumg ales [ [ o[ [ @sesa[ 24 o&[ o[ 6§ 04 non] zioq| Tra§| toog| foog| 1oog
[EostenProactive [ o[ [ e[ #«[ e[ io=[ g o[ oo 2e05[ eiog[ towe[ fose[ 100z
[Boston GuickResponse [ [ o[ [ #5984  a[ o= 6 0% oo 27| 183g[ ioos[ 1oom[ 100%
[Bostor Registration [ @[ o[ [ @sesa[ sa[ sa[ oo [ 0] 04 00| 4m3[ sstg[ toom[ foog| 1oog
[EostenSenics [ o[ [ e[ #[ s o= g o[ oo w4 seag[ towe[ fose[ 100w
[Fostontest | | | =z | | o | | | | | |

Summary: 193 0| 265297 209 243 ﬂl 1| ;IXI 0.0 2922 2618 ﬂlﬂﬂ
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persvc08 gate realtime_status_grid

Description

Thistemplate generates a grid report that provides real-time, half-hour,
and daily status information for gates. A gate is the Rockwell Galaxy
term for aservice.

Database Table
Service Real Time
Data

Calls Offered — Real-Time, Half-Hour, Today (Nco) The number of
incoming calls or internal callsthat are sent to a specific gate. In
real-time data, acall is counted as offered as soon asiit is sent to the
gate.

Calls in Queue (Que) The number of callsto the gate that are in queue
now.

Calls Held (HId). The number of calsto the gate that are currently
queued for longer than the service level threshold.

Primary Position Manned (Ppm). The number of agents for the gate
who are logged on to their primary assignment gate (also referred to
as the agent’s primary position).

Available Agents (Aav). The number of agents for the gate who are
ready to accept calls and are not currently involved in call work.

Incoming Calls (In). The number of agents who are talking on
incoming calls.

Outgoing Calls (Out). The number of agents who are talking on
outgoing calls.

After-Call Work (Cw). The number of agents who are involved in
after-call work. After-call work includes post-call activities such as
completing paperwork or consulting with associates. Agents
performing after-call work are either in the Work Ready or Work
Not Ready state.

Other Time (Othr). The sum of the time that agents spend in the Not
Ready and Busy Other states.

Average Speed of Answer (Asa). The average time that all calls offered
to the gate during the current five-minute interval waited before
being answered.

Calls Handled — Half-Hour and Today (Nch) The total number of
calls handled to completion by a gate’s agents.
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Calls Abandoned — Half-Hour and Today (Nca) The number and
percentage of callsin which the caller hung up before being
connected with an agent.

Cumulative Service Level — Half-Hour and Today (Csl)The
percentage of incoming calls to the gate during the interva that were
answered within a specified threshold.

% ICR Routed Calls — Hour and Today (%ICR). The number or
percentage of calls that were routed by the GEOTEL Intelligent
CadllRouter. The ICR tracks the number of ICR-routed callsin the
CallsRoutedHalf fields of the central and local databases.

Example
[ untitied [_[O[x]
01702/97 13:44:35

i Now | Agents | [5Min] Cunent Half | Since Midnight |
| e sonee | Neo Quo WG Fpm Ay In Out Cw Ot Asa  Hoo Noh Noa Abn Gl IR Heo Hoh Noa Aban Cd ICR
Omaha. MassMarkets 20 0 0 25 0 2 ©0 0 5 00 40 40 0 0% 100x100% 1060 1040 0 0% 100% 100%
Omaha MidTier 6 0 0 4 1 2 0 10 10 00 123 128 0 0% 100%101% 4443 4402 0 0% 100% 100%
Omaha.NallAcctSery 2 0 0 72 5 2 0 13 4 00 70 M5 0 0% 100%101% 2994 2979 0 0% 100% 100%
Omaha.NewMarkets 29 0 0 4 0 2 0 1 5 00 91 90 0 0% 100¥101% 3392 33/ 0 0% 100% 100%
Omaha.PremiumS ales 41 0 o 40 o 40 i) o o oo 86 92 o 0% 100% 100 3344 3303 O 0z 1002 100z
Omaha_Proactive 36 0 o 55 o 37 i) 8 10 oo 84 91 o 0% 100% 100% 3326 3281 0 0z 100% 100%
Omaha. QuickResponse 7 0 0 2 1 12 0 4 5 00 55 60 0 0% 100¥102% 2034 2011 0 0% 100% 100%
Omaha. Registration 52 0 0 3 0 3 0 0 0 00 54 45 0 0% 100¥100% 1732 1673 0 0% 100% 100%
Omaha.Service 38 0 0 ¥ 0 3 0 0 O 00 50 4 0 0% 100¥100% 1571 1528 0 0% 100% 100%
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persvc09 forecast aht offer_grid

Description

This template generates a grid report that compares data on actual and
forecasted calls offered and average handle times. For the schedule
import portion of this report (the forecasted values), you need the
optional GEOTELe Schedule Import feature.

Database Table
Service Real Time
Schedule_Import Real Time

Data

Callsoffered last half hour. The number of incoming calls or internal
calls sent to the service during the current five-minute interval. The
actual number values are compared to the forecasted values.

Aver age handle time. The average handle time for callsto the service
during the current five-minute interval. Handle time includes time
agents spend in the Talking In, Hold, Work Ready, and Work Not
Ready states. The actual values are compared to the forecasted

values.
Example
Untitled _ [0l =]
Calls Offered and Forecast Adherence Report |

Calls Offered last Half Hour I Avg Handle Time I

Service Name | Actual I Forecast I Actual I Forecast I

Bellevue QuickResponse 52 52 136 136
Bellevue. Registration 17 17 99 93
Bellevue. Service 18 18 104 104
BostanHelpDesk 28 28 70 70
Eostan.Info 45 45 1an 100
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persvcll calls_analysis_daywise

Description

Thistemplate generates a historical grid that shows daily call totals and
service levels for selected peripheral services. Thisgrid also provides
service summary rows that total or average the data for the individua
peripheral servicesin the grid.

Database Table
Service Haf Hour

Data

Service level. The percentage of incoming callsto the peripheral service
that were answered within a specified threshold (for the day).

Average speed of answer (ASA). The average time that all cals offered
to the peripheral service waited before being answered (for the day).

Average handletime (AHT). The average handle time for calls handled
by agentsin the periphera service for the day. Handle time includes
time that agents spend talking on inbound calls (Taking In) and
performing after-call work (Work Ready and Work Not Ready).

Average delay in queue. The average delay for al callsthat werein
queue for the peripheral service for the day.

Calls offered. Thetotal number of incoming calls and internal calls sent
to the peripheral service for the day. Calls are counted as offered as
soon as they are sent to the peripherd service.
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Calls handled. The number of calls answered and finished for the
peripheral service for the day. (Also provided as a percentage of the
total calls offered to the service during the half-hour interval.)

Calls abandoned. The number of callsto the peripheral service for the
day in which the caller hung up before being connected with an
agent. (Also provided as a percentage of thetotal calls offered to the
service during the half-hour interval.)

IEN————————————————————————————————————————
[EA untitied [_[o] ]
Calls Analysis of Peripheral Services (By Day) |
From [19Jan97 00:00 | To [20Jan97 23:58 |
- Calls |
ervice
Peripheral Service | Date Level ASA | [AHT | Delay Offer Handle Aband I
[Crcmmnat HelgD ek [l I [ I ol 7 [ I 7 [
[Fienw | [ w2 | G w18 [ e [ 624 [ tonosm | o[ oo%
Service Summary:| [95.87% | o[ 3w [ 18 566 [ 1524 I i
[Cincinnatiinfa [18Jan57 | [ [ | [ [ 0 [ 0 [ [ 0 [
[Z0dansr | [ 100z | 0 am | [ 19 [ 1157 [ 1o00% [ 1 oo
Service Summary:| 100.00% | 0 [ 235 [ | 197 [ 1157 | 1]
[CincirnatiMassM arkets [13Jan a7 | | [ [ i [ [ [
[ [Tz | O 2. 1071 [_1o50 [ 1000w [ [ oo
Service Summary:| [100.00% 0 I 215 1071 1050 [1]
[CincinnatiMidTier [19dan57 | | [ | [ [ 0 | 0 [ 0 [
[deng | [ ooz | i = [ 285 [ 2210 [ ronow | [ oo%
Service Summary:| fl00.00% | o [ a5 [ [ 3246 [ 3zi0 I i
[Ernnan Hatee G ere [l I [ i | i [ i [
[20dansr | [ 10007 | o o [ [ 250 [ 299 [ o005 [ 1 oo
Service Summary:| [100.00% 0 | 2m 2150 2138 0
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persvcl2 calls_analysis_half_hour

Description

Thistemplate generates a historical grid that provides half-hour call
counts, timein secondsfor ASA, AHT, and average delay in queue, and
service levels for selected peripheral services. This grid also providesa
service summary row that averages or totals the data for the individual
peripheral serviceslisted.

Database Table
Service Haf Hour

Data

Service level. The percentage of incoming callsto the peripheral service
that were answered within a specified threshold during the half-hour
interval.

Average speed of answer (ASA). The average time that all cadls offered
to the peripheral service waited before being answered during the
half-hour interval.

Average handletime (AHT). The average handle time for calls handled
by agentsin the periphera service for the half-hour interval. Handle
time includes time that agents spend talking on inbound calls
(Talking In) and performing after-call work (Work Ready and Work
Not Ready).

Average delay in queue. The average delay for al callsthat werein
gueue for the peripheral service for the haf-hour interval.

Calls offered. Thetotal number of incoming calls and internal calls sent
to the peripheral service during the half-hour interval. Calls are
counted as offered as soon as they are sent to the peripheral service.
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Calls handled. The number of calls answered and finished for the

peripheral service during the half-hour interval. (Also provided as a
percentage of the total calls offered to the peripheral service during

theinterval.)

Callsabandoned. The number of calls during the half-hour interval in

which the caller hung up before being connected with an agent.

(Also provided as a percentage of the total calls offered to the

peripheral service during the interval.)

Example

Calls Analysis of Peripheral Services (By Half Hour]) |

Peripheral Service | Date Time
[Eelievue HelpDesk F0dandr | | 0mo0 |
Z00en 97| | 0530
Z0Jen 97| [_10.00
Z0Jen 97| [ 1030
Z0Jan 7| [0
20097 [_1ia
200en 97| [ 1200
200en 97| [ 1230
Jen 97| | 1300
Service Summary:
[Bellevue.nio Z0Jen 57| [ 0500
ZJen 97| | 0530
Z0Jen 97| [_10.00
Z0Jen 97| |00
Z0Jend7 | [0
Z0Jen 37| [0
200en 97| [ 1200
200en 97| [ 1230
200en 97| [ 1300
Service Summary:

Service
Level
100
100%
100%
1007
100
100
100%
100%
100z
100%]
100
100
100%
100%
100
100
100
100%
100%
100%]

i

;

;

From |20 Jan 37 09:00 To [20 Jan 97 14:00

ASA_ | [ AHT | [Delay
q =]
i =7
[ =
i e
[ EEE
q EE
q EE
q EE]
q = [
] EEL]
[ s [
] =l |
[ = |
[ = |
q 445
[ 445
q 45
q 45
q [TE
] 445

Calls |

Offer Handle Aband |
151 139 100%, i) 0%
314 304 100 i 0%
EE EE| i 0%
= 328 [ 100 i 0%
EE 344 [ 1o 0 0%
E EE| IR ] [
= 320 [_1oow ] [
ES 3% [ 10w ] [
327 EEl 100%, a 0%

2846 [ 2781 []
121 77 100%, i) 0%)
205 202 100%, i) 0%
% 785 100w i 0%
E 202 100 i 0%
T 206 | 100 0 0%
EE 203 | 100 0 0%
EE 790 [_1oo% ] [
e 797 [t ] [
Fi] 208 [ 100 ] A
711 [ 1666 []
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persvcl3 calls_offered_daywise _graph

Description

Thistemplate generates a historica, overlapped bar graph that shows the
number of calls offered per day for the selected peripheral services.

Database Table
Service Half Hour

Data

Calls offered. Thetotal number of incoming calls and internal calls sent
to the peripheral service for the day. Calls are counted as offered as
soon as they are sent to the peripherd service.

Example
EF Untitled [_[o[=]

Peripheral Service Calls Offered
5000-

4000
3000
2000

1000+

©
_1
®
E
=3
2
@
Py
@®
@,
®
=
®
=
I}
®

Bl BRBellevue.MidTier Bellevue.NatlAcet Bellevue. NewMark
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persvcl4 calls_handled_daywise _graph

Description

Thistemplate generates a historica, overlapped bar graph that shows the
number of calls handled per day for the selected peripheral services.
Database Table

Service Half Hour

Data

Calls handled. The total number of calls handled to completion for al
agentsin the peripheral service for the day.

Example
[T

Peripheral Service Calls Handled
2000-

15004
10004

5004

Bl Bellevue.Ser Boston.Help Boston.Info lll Boston.Mas

Download from Www.Somanuals.com. All Manuals Search And Download.



Real-Time and Historical Templates 265

persvcl5 calls_abandoned_daywise_graph

Description

Thistemplate generates a historica, overlapped bar graph that shows the
number of calls abandoned per day for the selected peripheral services.

Database Table
Service Half Hour

Data

Callsabandoned. The number of calls for the day in which callers hung
up before being connected with an agent.

Example
[ Untitled [_[o[=]

Peripheral Service Calls Abandoned
2000

15004
1000+

5004
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Bl Boston.Proa Boston.Quic Boston.Regi lll Boston.Serv
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persvcl6_calls_history _daywise _graph

Description

Thistemplate generates a historicd line graph that shows the history of
callsfor asingle selected peripheral service. Thistemplate is meant to
be used with asingle peripherd service only.

Database Table

Service Haf Hour

Data

Calls abandoned. The number of calls for the day in which callers hung
up before being connected with an agent.

Calls handled. The number of callsfor the day that were answered and
finished for the peripheral service.

Calls offered. Thetotal number of incoming calls and internal calls sent
to the peripheral service for the day. Calls are counted as offered as
soon as they are sent to the peripherd service.

Example
[E3 Untitled 1M [=] E3

Peripheral Service History

™

1997/01/02
1997/01/034
1997/01/04

Abandon ~ Handle
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persvcl7 calls_offered half _hour

Description

Thistemplate generates a historica, overlapped bar graph that shows the
number of calls offered across selected peripheral servicesin half-hour
samples.

Database Table
Service Haf Hour

Data

Callsoffered. Thetotal number of incoming calls and internal calls sent
to the peripheral service for each half-hour interval. Calls are
counted as offered as soon as they are sent to the peripheral service.

Example

[ Untitled O[]
Peripheral Service Calls Offered

350,
300
250
200 |
150
100
50

o
_1
(9]
3
o
QD
—
()
pY)
[¢]
o
@
©
@
>
(@]
(9]

Bl EBellevue HelpDesk Bellevue. Info Bellesvue MassMark
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persvcl8 gate half hourly status_grid

Description

Thistemplate generates a grid report that provides half-hour status
information for an peripheral service. In thisreport, a peripheral service
isconsidered to be agate. A gate isthe Rockwell Galaxy term for a
service.

Database Table

Service Haf Hour
Skill_Group_Half_Hour

Data

Calls Offered — Half-Hour, for All Calls (NCO). The number of
incoming calls or internal calls sent to a specific service (collection
of gates). A cal iscounted as offered as soon as it is sent to a gate.

Cumulative Service Level — Half-Hour, for All Calls (CSL). The
percentage of incoming calls to the service during the interval that
were answered within a specified threshold.

% ICR Routed Calls — Half-Hour for All Calls (ICR%) . The number
or percentage of calls that were routed by the GEOTEL Intelligent
CallRouter. The ICR tracks the number of ICR-routed callsin the
CallsRoutedHalf fields of the central and local databases.

Calls Handled — Half-Hour (NCH). The total number of calls handled
to completion by a service’s agents. (Also shown as a percentage.)

Average Speed of Answer (ASA). The average time that all calls
offered to the service waited before being answered during the half-
hour interval.

Average Talk Time (ATT). The average talk time for calls handled by
the service during the half-hour interval.

Answer Wait Time (AWT). Sum of answer wait time for all calls
offered to the service during the half-hour interval.

Average Handle Time (AHT). Average handle time for the service for
the half-hour interval. Handle time includes time agent spend in the
Talking In, Hold, Work Ready, and Work Not Ready states.

Calls Abandoned — Half-Hour and Today (Nca) The number and
percentage of callsin which the caller hung up before being
connected with an agent.

Average Seconds for Abandoned Calls (ASBT he average seconds of
delay timefor al callsto the service that were abandoned in queue
during the half-hour interval.
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Primary Position Manned (PPM). The number of agentsfor the
service who were logged on to their primary assignment gate during
the interval (also referred to as the agent’s primary position).

Occupancy (OCC). Total time, in seconds, that agents for the service
were logged on during the half-hour interval.

Per centage (%) of available agents (AV1). The percentage of agents
for the service who were in the Available state at the end of the
half-hour interval.

Per centage (%) agentstalking (TLK). The percentage of agents for
the service who were in the Talking In state at the end of the
half-hour interval.

After-Call Work (CW). The number of agents who were involved in
after-call work during the interval. After-call work includes post-call
activities such as completing paperwork or consulting with
associates. Agents performing after-call work are either in the Work
Ready or Work Not Ready state.

Other Time (OTH). The sum of the time that agents spent in the Not
Ready and Busy Other states for the interval.

Example

Half-Hourly Gate Analysis
COVERING: 01/02/97 09:00 Produced: 010297
Bellevue.MidTier

-ALL CALLS - e HANDLED - - ABANDONED - ——- GATE PRIMARY AGENTS -——
NCO CSL ICR HCH % ASA ATT AWT AHT HCA % ASB PP OCC  AVI TLK CW OTH
% % % Y Y
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0%:00 333100 100 285 86 o120 30 150 L} 271 ¥ 14 5% 13 14
09:30 493 100 100 508 102 ® 120 30 150 o0 3% %8 2 67T 17 14
10:00 473 1006 100 473 9% & 120 30 150 [} 3% 98 2 87 17 14
10:30 491 100 100 492 100 ¢ 120 30 150 LU ] 36 98 2 6 16 14
11:00 497 100 100 497 100 ¢ 120 30 150 L] EL . 1 87T 17 14
11:30 489 100 100 459 100 ® 120 30 150 o0 3% 99 1 87T 17 14
12:00 473 1006 100 478 100 & 120 30 150 [} 3% 98 2 68 17 14
12:30 495 100 100 495 100 ¢ 120 30 150 LU ] 3% 98 2 68 17 14
13:00 499 100 100 500 100 ® 120 30 150 o0 3% %8 2 67T 17 14
13:30 482 100 101 452 100 ® 120 30 150 o0 3% 99 1 68 17 14
TOTAL 4740 100 100 4699 9% ® 120 30 150 o0 3597 3 87T 17 14
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routesO1 _queue delay status

Description

This template generates a real-time bar graph that shows data on the
current status of call queues for the selected routes.

Database Table

Route Real Time

Data

Average delay in queue. The average delay for calls currently in queue
for the route.

Longest call in queue. The time that the longest call in queue for the
route has spent in the queue.

Average speed of answer (ASA). The average time that all cadls offered
to the route during the current five-minute interval waited before
being answered.

Example

[ Untitled =l

Route Queue Delay Status

Boston HelpDesk

Bellevue. Proactive

Bellevue. HelpDesk

Seconds

Bl AveDelay Longest Call
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routes02_calls_status

Description

This template generates a real-time bar graph that shows the number of
callsin progress versus the number of callsin queue for the selected
routes.

Database Table

Route_Real_Time

Data

Callstalking. The number of calls to the route on which agents are
currently talking.

Callsin queue. The number of callsto the route that are in queue now.

Example
[EA Untitled =10 %]

Route Status

Bellevue Service

4
#
0

Bellevue. QuickR esponse

60
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B Calls Talking Calls In Queue
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routes03_effect_of aban_on_servicelevel

See also:

Description

This template generates a real-time grid that shows the effect of
abandoned calls on the service levels of selected routes. A summary row
totals or averages the datafor all routeslisted in the grid.

Database Table

Route_Real_Time

Data

Callsoffered. Thetotal number of incoming calls and internal calls sent
to the route. Calls are counted as offered as soon as they are sent to
theroute.

Calls handled. The number of calls answered and finished for the route.

Calls abandoned. The number of callsin which the caller hung up
before being connected with an agent.

Callsabandoned within service level. The number of calls to the route
that were abandoned within the ICR service level threshold.

Service level without abandoned calls. The ICR service level for the
route without including abandoned calls in the calculation.

For more information on service level calculations, see Chapter 7,
“Available Data.”

Servicelevel with abandoned calls. The ICR service level for the route

including abandoned calls in the calculation.

Example
[ Untitled [-[0O] <
Effect of Abandoned Calls on Route Service Levels |
Calls Calls Calls Aband Serviee Lovel I
Route Offered Handled| Abandaned| _within SVL | _Without Abandoned With Abandoned
FelewerepDesk. | I El e |
Bellevue nfa 5 5 q i 700.00% 100.00%
Bellevue Massharkets X o q i T00.00% 700.00%
[Bollevue MidTier 205 203 IE q 0,004 0007
[Fellevue Natboctere T30 [E q q 700,007 700.00%
[Bellevue Newharkets 70 E q q 700,007 T00.00%
[Bellevus PremiumSales 5 5 q q 700,007 700,007
[Bellevue Praactive 764 [E q q 700,007 T00.00%
[Bellevue QuckRespanse ] ] q q T00.00% T00.00%
Summary| 1116 1099 12 0 79.51% 79.51%
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routes04 calls_trend_analysis

Description

This template generates a real-time grid that shows call counts and
service levels for routes since the end of the last five-minute interval, for
the current half-hour interval, and since midnight. This grid also
provides a summary row that totals the call count datafor al servicesin
the grid.

Database Table
Route Real Time

Data

Calls offered. Thetotal number of incoming calls and internal calls sent
to the route during the interval. Calls are counted as offered as soon
asthey are sent to the route.

Callsanswered. The total number of callsto the route that were
answered during the interval. A call is counted as answered when it
reaches an agent.

Callsabandoned. The total number of calls during the interval in which
the caller hung up before being connected with an agent.

oo

Service level. The percentage of incoming calls to the route during the >

interval that were answered within a specified threshold. 3

Y

Example ®

[E3 Untitled (=[O g

Route Calls Trend Analysis | 2

Over Last 5 minutes | For Cunent Half Hour For the Day | g

Route | Offer_| [Answer | [ Aband | Serviev] | Otfer | [Answer| [Aband | ServLev| [ Offer | [Answer| Aband | ServLev o

[Bellevue Proactive [ 7] 74 O foooy[ 154 159 o[ ooy 44 sssq[ O 1000y D
[Eellevue DuickResponse [ s = g[ imog[ 142 [ 0 [ o0 1225 = |
[Belevie Fegitaton [ ®[ = o woog| s & o wooo%| 26| zees| 0| 1000%
[Felevie Servce [ ®[ ®|[ o[ wod[ & & o] mog| mm[ w0 100
Foston HelpDesk [ #I[ @[ o[ = 5[ o mog| tes| ew| 4] o6
[Baston Info [ s s [ ioooE[  nwe[ ig[ o woog| 24| 4| [ 1000%
[Boston MassMarksts [ #[ = o[ ooog[  s8[  s3[ o[ 1onoy 8 [ = [ o[ 10007

Summary: 314 314 ] 748|748 ] 21279| [ 21279| 1]
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routes05_calls_offered_half_pie

Description

This template generates ared -time pie chart that shows the distribution
of calls offered to selected routes for the current half-hour interval. The
calls offered value (for example 4.07%) is a percentage of the total calls
offered to the routes listed in the chart legend.

Database Table
Route_Real_Time

Data

Calls offered. The percentage of the total of incoming and interna calls
sent to the route for the current half-hour interval. Calls are counted
as offered as soon as they are sent to the route.

Example
EZ untitled (O] x]

Route Calls Offered over Half Hour

23.94%
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routes06_serv_level _monitor_graph

Description

This template generates a real-time bar graph that shows service levels
for the selected routes since the end of the last five-minute interval, for
the current half-hour interval, and since midnight.

Database Table

Route_Real_Time

Data

Service level. The percentage of incoming callsto the route during the
interval that were answered within a specified threshold.

Example
E3 untitied [ 3

Route Service Levels

Boston MidTier

Boston.MassMarkets

Boston Info

Boston. HelpDesk

—‘ ]
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0% 50% 100%

Bl LastS mins BN Current 30 mins For the Day
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routesO7_now_to5 grid

Description

Thistemplate generates a grid that provides call counts, queue status,
and service level datain real-time and for the last five minutes for
selected routes. A summary row totals the values in each column for dl
the routes listed.

Database Table
Route_Real_Time

Data

Callstalking. The number of calls on which agentsfor the route are
currently talking.

Callsin queue. The number of callsto the route that are in queue at
each periphera now.

Average delay in queue. The average delay for calls currently in queue
for the route.

Longest call in queue. The time that the longest call in queue for the
route has spent in the queue.

Callsoffered. Thetotal number of incoming calls and internal calls sent
to the route since the end of the last five-minute interval. Calls are
counted as offered as soon as they are sent to the route.

Calls handled. The number of calls answered and finished for the route
since the end of the last five-minute interval. (Also provided asa
percentage of the total calls offered to the route during the half-hour
interval.)

Calls abandoned. The number of callsin which the caller hung up
before being connected with an agent. M easured since the end of the
last five-minute interval. (Also provided as a percentage of the total
calls offered to the route during the half-hour interval.)

Average speed of answer (ASA). The average time that all cals offered
to the route waited before being answered. Measured since the end
of the last five-minute interval.

Average handletime (AHT). The average handle time for calls handled
by agents for the route since the end of the last five-minute interval.
Handle time includes time that agents spend talking on inbound calls
(Talking In) and performing after call work (Work Ready and Work
Not Ready).
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Averagetalk time. The average time that agents for this route spent
talking on calls handled on the route since the end of the last
five-minute interval. Talk time includes time spent in the Talking In,
Talking Out, and Talking Other states.

Service level. The percentage of incoming callsto the route that were
answered within a specified threshold during the interval (shown
since the end of the last five-minute interval, for the current
half-hour interval, and since midnight).

Example
[E4 Untitled _ o x]
Route Calls, Averages and Service Levels
Status Now | Status over last § minutes | Service Level |
Calls | Calls Longest Average |

Routes 'lalkmg Queued Dela[ in Queue| Offered| __Handled Aband ASA_|_AHT | _Talk | 5 min | 30 min| today

[Eellemue MassHaets I |6 [ 9§ 3\ W[ wog[ 6] we[ ou| zi5q] Tees| foos| fooE| 1%
[EeflemseMidTier I |—|—|—3n|—75|—74|w |—|_n/ | ] ] I
[Belevue NatlootSare I El 55 53 [ 100% 0% 02 1ea4[ tead[ 1oo%[ 1004[ To0%
[Belvie Newhiarkals [ [ = 78 [ 100% [ 0d[ tead[ vead| 1oo%[ 1o04[ 100z
[Eeteve PremimGales [ [ EE| = [ 100 [ 2099 trad[ t00w| 1004 1007
[Eefevue Proactive I |_ l—l—ol—sol—m [00% |—0|_0/ hmmwmw
Summary| 156 130 285  279] 100%] of ox] 325 1966 167.3 73| 73Ix] 73y
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routesll calls_analysis_daywise

Description

Thistemplate generates a historical grid that provides daily totals on
service levels, queue status, and call counts for selected routes. A
summary row totals or averages the data for individual routes.

Database Table
Route Half Hour

Data

Service level. The percentage of incoming callsto the route that were
answered within a specified threshold (for the day).

Average speed of answer (ASA). The average time that all cals offered
to the route waited before being answered (for the day).

Average handletime (AHT). The average handle time for calls handled
by agents for the route (for the day). Handle time includes time that
agents spend talking on inbound calls (Taking In) and performing
after-call work (Work Ready and Work Not Ready).

Average delay in queue. The average delay for all callsthat werein
queue for the route for the day.

Callsoffered. Thetotal number of incoming calls and internal calls sent
to the route for the day. Calls are counted as offered as soon as they
are sent to the route.
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Calls handled. The number of calls answered and finished for the route
during the current five-minute interval. (Also provided asa
percentage of the total calls offered to the route during the half-hour
interval.)

Callsabandoned. The number of calls during the day in which the
caller hung up before being connected with an agent. (Also provided
as a percentage of the total calls offered to the route during the half-
hour interval.)

Example
3 untitied [_[olx]
Calls Analysis of Routes {By Day) |
From 02/01/97 00:00 | To 0401/97 2359
| Service Calls I
Route Date Level ASA | _AHT | Delay Offer Handle | Aband |
[Bellevue MassMarkets [oz/r/sr | [ 100.0% i 214 3096 3089 [ 100w i 0%
030177 | [1o007 0 215 9657 |__g65d | 100% i 0%
04/01/97 | [10007 0 215 9664 | 9664 | 100% i 0%
Route Summary | [100.00%] ] 26 0 22410] [ 22410 ]
[Belevue MidTier 02701737 24.4% % 148 | 7001 7000 [ 100w 7 0%
0301797 B.7% 100 Tag 107 21770 |_2tved [ 1o0% IS 0%
04701737 0.0% 133 Tag EEE] 21774 |_2tved [ 100% ] 0%
Route Summary 717%] 29 40 85 50543 [ 50487 56
[Bellevue Natcoten 02701737 59,47 1 iEE] E| 4520 4520 [ oo i 0%
a/i/a7 | [1o007 1 EE] q 14004 14004 [ 100% i 0%
04701737 | [ 10007 1 EEE] q 14019 [_14019 [_100% i 0%
Route Summary | [99.92%] ] 35 0 32543 [ 32543 ]
[Bellevue NewMarkels [oz/r/sr | [ 100.0% i iEE] 5 242 2423 [ oo i 0%
030177 | [1o007 0 750 E 7508 | 7509 | 1o0% i 0%
04/01/97 | [10007 0 750 E| 752 | 7523 | 100% i 0%
Route Summary | [100.00%] ] 18 0 17452 [ 17452 ]
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routes12 calls_analysis_half_hour

Description

Thistemplate generates a historical grid that provides half-hour call
counts, timein secondsfor ASA, AHT, and average delay in queue, and
service levels for selected routes. This grid also provides aroute
summary row that averages or totals the data for individual routes listed.

Database Table
Route Half Hour

Data

Service level. The percentage of incoming callsto the route that were
answered within a specified threshold during the half-hour interval.

Average speed of answer (ASA). The average time that all cals offered
to the route waited before being answered during the half-hour
interval.

Average handletime (AHT). The average handle time for calls handled
by agents for the route for the half-hour interval. Handle time
includes time that agents spend talking on inbound calls (Talking In)
and performing after-call work (Work Ready and Work Not Ready).

Average delay in queue. The average delay for all callsthat werein
queue for the route for the half-hour interval.

Calls offered. Thetotal number of incoming calls and internal calls sent
to the route during the half-hour interval. Calls are counted as
offered as soon as they are sent to the route.
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Calls handled. The number of calls answered and finished for the route
during the half-hour interval. (Also provided as a percentage of the
total calls offered to the route during the half-hour interval.)

Callsabandoned. The number of calls during the half-hour interval in
which the caller hung up before being connected with an agent.
(Also provided as a percentage of the total calls offered to the route
during the half-hour interval.)

Example
Calls Analysis of Routes (By Half Hour) | Wl
From [02/01/97 03:00 | To [02/01/87 15:00 |
| Service
Route Date Time Level | [ASA | [ AHT | [Delay | [ Offer | Handle
[Eelevus Service [Tl IER 100,07 i EEE iEil 7
0201737 | [ 0530 100.0% q EEE 174 159 5
(BT I 100,05 i 35 BE 215
0201737 | [ 1030 100.0% q EEE iEE 175
0201737 | [_1%00 100.0% q EEE 208 220
wisEr | [t 100,05 i EEE iEE 177
0201737 [ 1200 T00.0% q EEE 203 216
ot/ | [ 1zan 100,05 [ EEE EE 152
02/01/597 13:00 100.0% [i] 395 224 202
0201737 | [ 1330 100.0% q EEE 174 152
/01757 | [ 1400 100,05 i 35 BE 7
0201737 | [ 1430 T00.0% q EEE EEE] 177
Route Summary |  [[00.00%] 0 141 0 2308 [ 2254
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rteclill status_by five_minutes

Description

This template generates a historical grid that shows data on routing
client requests and responses during the current five minute interval.

Database Table
Routing_Client_Five Minute
Data

Responses. The number of route responses to the routing client during
the five-minute interval.

M ean responses. The mean time, in milliseconds, for the route
responses to the routing client during the five-minute interval.

Rcv in error. The number or routing requests from the routing client
that produced errors during the five-minute interval .

Timeout calls. The number of route responses to the routing client that
timed out during the five-minute interval.

Max delay. The maximum delay, in milliseconds, of route responses to
the routing client during the five-minute interval.

Late calls. The number of route responses to the routing client that
exceeded the |ate threshold but did not time out.

Discarded calls. The number of routing requests from the routing client
that were discarded because of an internal constraint such as

buffering.
Example

Routing Client Performance Report =
Physical Controller Datetime Responses Mean Response| _ Acy In Error Timeout Calls Max Delay Late Calls Discarded Calls

ICRP_MIC_1 03/04/57 00:06:00
ICRP_NIC_2 03/04797 00:05:00
ICRP_NIC_1 03/04797 00:10:00
ICRP_NIC_2 03/04797 00:10:00
ICRP_NIC_1 03/04797 00:15:.00
ICRP_NIC_2 03/04797 00:15:.00
ICRP_NIC_1 03/04/97 00:20:00
ICRP_NIC_2 03/04/97 00:20:00

ICRP_NIC_1 03/04/97 00:25:00

o o o o 2 9 8 o 2 o
o o o o 2 9 8 o 2 o
= o & 5 & o5 a o o o
o o o o 2 9 8 o 2 o
= o & 5 & o5 a o o o

ICRP_NIC_2 03/04/97 00:25:00
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schimp01 _name_time_numbers

Thistemplate is used mainly by GEOTEL support engineersto test the
dataimport functions of the Workforce Management Integration System.
The exact data that appear in this Monitor ICR report depend on the
specific workforce management system you are using with the ICR
system. In general, the data are for the current time period and appear as
imported from the external source.

Note: To usethisreport, you need the GEOTEL Schedule Link option.
Database Table
Schedule_Import Real Time
Data

Data shown depend on the data imported through the ICR Workforce
Management Integration System.

Example

Untitled =1 3

Schedule | | | | | |
Enterprisename Datetime Longl Long2 Long3 Long4 Longb
‘Wklan22 01/01/97 03:00:02

WKlan23 01/01/97 03:15:10
WkJan22 01/01/97 03:00:02
WKJan22 01/01/97 02:15:10
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trkgrpO1_alltrunkbusy_graph

Description

This template generates a real-time bar graph that shows the number of
seconds that all trunks in the selected trunk groups have been fully busy
for the current half-hour interval.

Database Table

Trunk_Group_Real_Time

Data

All trunks busy. Thetotal time that all trunksin the selected trunk
group were busy for the current half-hour interval.

Example
E Untitled I [=] B3
All Trunks Busy
10-
4
g 5
w2
0 — e :
2 5 2
8 i s
[=x v
:
g £
c 5
B
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trkgrp02_idle_inservice_status

Description

This template generates a real-time bar graph that shows the number of
trunksin selected trunk groups that are idle and the number of trunks
that arein service.

Database Table

Trunk_Group_Real_Time

Data

Trunksidle. The number of trunksin the trunk group that are non-busy,
oridle.

Trunksin service. The number of trunksin the trunk group that arein
service.

Example

E3 Untitled =[]

Trunks Idle & In Service

usa

©
_1
o
E
=3
2
@
Py
@
@,
o
=
o
=
0
o

brokerage serv
lease wscreen

brokerage qoutes

Trunks Idle Trunks In Service
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trkgrp03_trunkgroup_status_grid

Description

This template generates a real-time grid that shows the status of trunks
in selected trunk groups.

Database Table

Trunk_Group_Real _Time

Data

Trunksidle. The number of trunks in the trunk group that are non-busy,
oridle.

Trunksin service. The number of trunksin the trunk group that arein
service.

All trunks busy. Thetotal time that all trunks in the selected trunk
group were busy for the current half-hour interval.

Example
[EZ untitled M=l
Trunk Group Status |

Trunks Trunks All Trunks
Trunk Group | In Service |dle Bus

| brokerage_qoutes 24 24 i
| brokerage_sery 45 43 i

| | |

I lease_wscreen I 23 I 23 I a
| | |
| | |

2 1 15
94 1 15

I usa
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trkgrpll_trunkgroup_performance_grid

Description

Thistemplate generates a historica grid that shows half-hour trunk
performance data for selected trunk groups.

Database Table

Trunk_Group_Half Hour

Data

Trunksidle. The number of trunksin the trunk group that were
non-busy, or idle, during the half-hour interval.

Trunksin service. The number of trunksin the trunk group that were in
service during the half-hour interval.

All trunks busy. Thetotal time that all trunks in the selected trunk
group were busy during the half-hour interval.

Example
Untitled O] x]
Trunk Group Performance (By Half-Hour) | =
From:  02/01/97 10:00 To: 02/01/97 15:00
Trunks | Trunks | All Trunks | ®©
Trunk Group | Date/Time In Service Idle Bus —
IBBI\evue.BellevueTlunks 'm |—24 |—24 I—I] ®
IBal\evue.BeIIevueTlunks [ 02/01/97 10:30 I 24 I 24 I i B -g
|Ba|\evue.Be|IevueTlunks [ 02/01/97 11:00 I 24 I 24 I i B g
IBal\evue.BeIIevueTlunks [ 02/01/97 11:30 I 24 I 24 I i @
[Bellevue BellevueTunks | 020197 12:00 | 24 | 24 | [ g
[Bellevue BellevueTunks [ 02/01/37 1230 | 24 | 24 [ [ ('__Qh
IB ellevue. BellevueT unks [ 02/01/97 13:00 I 24 I 24 I i g
IB ellevue. BellevueT unks [ 02/01/97 13:30 I 24 I 24 I i 8
|B ellevue. BellevueT unks [ 02/01/97 1400 I 24 I 24 I i
IBal\evue BellevueT wnks | 02/01/97 1430 I 24 I 24 a
. Group Summal[:' I 240 I 240 o
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Abandoned call

A call in which the caller hangs up before the call is answered. Callsin
which the caller hangs up almost immediately do not have to be counted
as abandoned. When configuring each peripheral, you can specify the
minimum length of an abandoned call.

About box

A dialog box that displays general information about an application. The
About box usually contains copyright and version information. In most
applications, you can invoke it from the Help menu.

ABS. See Application Bridge Server.
ACD. See Automatic Call Distributor.

ACD Simulator

A GEOTEL software module that allows you to test applications within
the ICR by simulating ACDs. The ACD Simulator runs on a PC and can
simulate up to five ACDs.

Active script

A script that is scheduled for the current date and time. At any time, zero
or one routing script is active for each call type. If more than one routing
script is scheduled for a call type during a period of time, the ICR

choose the script with the most specific schedule. When the ICR
receives a call routing request, it invokes the active script for that call
type. If that script terminates without routing the call, the ICR uses the
default route associated with the dialed number.

Admin Workstation (AW)
A personal computer used to monitor the handling of calsin the ICR
system. The Admin Workstation can also be used to modify the system
configuration or scripts.

Administrative Script

A script that the ICR executes to perform background processing. For
example, an administrative script might set persistent variables or invoke
an application gateway. Use the Script Editor to create, modify, and
schedule administrative scripts.

Download from Www.Somanuals.com. All Manuals Search And Download.

0
o
]
n
Q
=
<




290

Glossary

Agent
Anyone who can answer incoming phone calls. A peripheral agent isan
agent who is associated with a particular peripheral (ACD, PBX) in the
call center enterprise. A peripheral agent can be a member of one or
more skill groups. (Some periphera types limit each agent to one skill
group assignment.) Optionally, you can group peripheral agentsinto
agent teams.

Agent distribution

The flow of agent data from a specific periphera to a specific
Distributor. Y ou can separately enable and disable each agent
distribution.

Agent out call

An outbound call made by an agent.
Agent Reporting. See GEOTEL*Agent Reporting.
Agent team

A group of peripheral agents configured on the same peripheral to meet
a business need. You can have an agent team that includes agents at the
call center and agents who work at home. Although these agents are at
different locations, they are associated with a particular ACD at the call
center. Members of an agent team can also be members of one or more
skill groups.

AHT. See Average Handle Time.
All TrunksBusy (ATB)

The state of a trunk group when all trunks are in use. The trunk group
cannot accept any new inbound or outbound calls in this state. The ICR
tracks the amount of time during which all trunks in a trunk group are
busy. You can view this information in real-time or historical reports.

ANI. See Automatic Number Identification.
Announcement

A recorded verbal message played to a caller.
Answer wait time

The elapsed time from when a call is offered at the peripheral to when it
is answered. Answer wait time is the sum of delay time, queue time, and
ring time.

Answered call

A call is counted as answered when it reaches an agent or VRU. For
example, the CallsAnsweredTo5 field in the Service_Five_Minute table
counts the number of calls that reached agents or VRUSs during the
five-minute interval. The calls might still be in progress when the
interval ends.
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By contrast, acall is not counted as handled until it is finished.
Therefore, the number of answered calls and handled calls during an
interval is not necessarily the same, but eventually each answered cal is
counted in both categories.
Application Bridge Server (ABS)
A GEOTEL software module that allows the ICR to share the Application
Bridge interface from an Aspect ACD with other applications.
Application Gateway

A construct that allows an ICR routing script to invoke an external
application. Y ou can configure a gateway in Configure ICR and
reference it through the Gateway node in a script. Application Gateways
are available only if you purchase the GEOTEL*Gateway product.

Area code

A three-digit prefix used to indicate the destination area for long
distance calls. Also known as Numbering Plan Area (NPA). You can use
the area code to classify calls into call types. You can also define a
region as a collection of area codes.

ASA. See Average Speed of Answer.
ATB. See All Trunks Busy.
Automatic Call Distributor (ACD)

A programmable device at a call center that routes incoming calls to
targets within that call center. After the Intelligent aliter

determines the target for a call, the call is sent to the ACD associated
with that target. The ACD must then complete the routing as determined
by the ICR.

Automatic Number Identification (ANI)

A feature that provides the billing phone number of the phone from
which a call originated or the phone number itself. When qualifying
calls, the ICR compares the ANI to the calling line ID value specified
for a call typeSee also Calling Line ID (CLID).

Available state

The state where the agent is ready to accept calls, but is not currently
involved in call work.

AverageHandle Time (AHT)

The average time it took for calls to a service or skill group to be
handled. Handle time includes talk time plus after-call work time.

Average Speed of Answer (ASA)
The average answer wait time for calls to a service or route.
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AW. See Admin Workstation.
Basic Rate I nterface (BRI)

One of two levels of ISDN service. The BRI provides two bearer
channelsfor voice and data and one channel for signaling (commonly
expressed as 2B+D). See also Primary Rate Interface (PRI).

Boolean expression

An expression that evaluates to TRUE or FALSE; for example:
* ExpectedDelay < 50

BRI. See Basic Rate Interface.
Business entity

A subset of the ICR enterprise that contains its own scripts, enterprise
services, enterprise skill groups, enterprise agent groups, and schedules.
A business entity may, for example, represent adivision within alarge
corporation or a single customer within a service bureau. Y ou can limit
the access of individua users and user groups to specific business
entities.

By default, the ICR enterprise consists of only one business entity. If
you enable partitioning, you can define multiple business entities.

Busy label

A routing label that causes the routing client to play a busy signal to the
caler.

Call-by-call routing

A strategy by which each incoming call is processed separately to
determine the optimum destination. The decision for each call can be
based on real-time information about the state of each call center as well
as historica data. By contrast, simple allocation routing statistically
distributes calls among call centers based on historical patterns.

Call center
A single site at which incoming phone calls are received and answered.

Typicaly, each call center can provide several services and is staffed by
agents from one or more skill groups.

Call control variables
A set of variables used by a peripheral to hold information related to a
call. For example, an Aspect ACD defines variables A through E. When
you define a routing client you can establish how the client’s call control

variables map to ICR variables such as dialed number, caller-entered
digits, and calling line ID.

Call details

Data saved by the ICR about every call it routes and calls that terminate
at each peripheral. Route call detail describes how the ICR processed the
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call. Termination call detail describes how acal was handled at a
peripheral. See also Route Details and Termination Call Details.

Call type
A category of incoming calls. Calls are categorized based on dialed
number (DN), caller-entered digits (CED), and caling line ID (CLID).
Each call type has a schedule that determines which routing script or
scripts are active for that call type at any time. Optionally, you can
define adefault call type for each routing client.

Caller-Entered Digits (CED)

Digits entered by a caller on atouch-tone phone in response to prompts.
Either a peripheral (ACD, PBX, or VRU) or the carrier network can
prompt for CEDs.

Calling LineID (CLID)

Information about the billing telephone number from which acall
originated. The CLID value might be the entire phone number, the area
code, or the area code pluslocal exchange.

CallRouter

The main part of the ICR system. The CallRouter receives call routing
requests and determines the best destination for each call. It also collects
information about the entire system.

Carrier
A company that provides telecommunications circuits. Carriersinclude
the local telephone company and companieslike AT&T, MCI, and
Sprint.

CCSSsy
Common Channel Signaling System 7. The protocol used by the AT&T

signaling network. The ICR’s NIC receives routing requests from the
CCSST7 network and returns a routing label to the CCSS7 network.

CED. See Caller-Entered Digits.
Central Controller

The computer or computers running the Raliter and the ICR

Database Manager. In addition to routing calls, the Central Controller
maintains a database of data collected by the Peripheral Gateways (P
and data that the Central Controller has accumulated about the calls it
has routed.

Central database

The relational database stored on the ICR Central Controller, which
stores historical five-minute and half-hour data, call detail records, ICR
configuration data, and call routing scripts.
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Central Office (CO)

The switching office of the local telephone company. The local central
office receives calls from within the local area and either routes them
locally or passes them to an interexchange carrier (IXC). On the
receiving end, the local central office receives calls that originated in
other areas from the IXC.

A Local CO trunk connectsacall center directly with the local phone
company’s central office.

Classes

A security class is a subset of the ICR configuration data. Some classes
support only Read access for all users. For other classes, you can assign
specific access levels (Read, Reference, or Maintenance) to individual
users or user groups.

The ICR supports the following classes: Call, Global, Network Interface,
Peripheral, and System.

CLID. SeeCalling Line ID.
Clipboard

A Windows NT system resource that holds text and graphics that have
been cut or copied from within an application. You can paste the
contents of the Clipboard into an application.

CMS

Call Management System. A reporting package used on ACDs and
PBXs made by Lucent.

CO. See Central Office.
Comment

An element within a script that documents the script or some part of it.
Comments are not executable.

Configuration data

The description of your enterprise call center system. This includes, for
example, the peripherals, agents, skill groups, services, call types, and
regions that you use. The ICR must have complete and up-to-date
configuration data in order to route calls properly.

Configuration registry

A repository of configuration data maintained by the Windows NT
operating system. All applications on a computer can access the registry
to store and retrieve configuration information. You can use the
Windows NT Registry Editor (regedt32.exe) to view or modify data in

the registry.
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Connection

Thelink between two nodesin a script or between anode and a routing
target set. Connections show the flow of control between objectsin the
script. Within the Script Editor, a connection is represented as aline
segment.

Control menu

A standard menu that allows you to manipulate a window or dialog box.
Y ou can invoke the control menu by clicking on the control menu box
located to the left of thetitle bar. Y ou can aso invoke the control menu
for the application or the current dialog box by pressing ALT+SPACEBAR.
Y ou can invoke the control menu for a document window by pressing
ALT+HYPHEN.

CRP. See Customer Routing Point.
CSFS. See Customer Support Forwarding Service.
CTI Gateway

The ICR process that acts a server for CTI clients to communicate with
the ICR. The CTI Gateway process may run on the same computer as
the Peripheral Gateway process or on a separate computer.

Current call

The call that the ICR (or a specific script) is currently processing. The
ICR receives arouting request for acall and locates atarget to which the
call can berouted.

Custom function

A function that you can definein the Script Editor. A custom function is
a shorthand for an expression. Optionally, the expression can reference
parameters that are passed to the function.

Custom Screen Builder

A client database access application that is part of the GEOTEL Admin
Workstation group of applications. The Custom Screen Builder is based
on Powersoft] InfoMaker. Y ou use the Custom Screen Builder to
change Monitor ICR predefined templates to suit a particular business
need. Y ou can aso develop your own report templates for use in
Monitor ICR.

Customer

The organization whose calls the ICR routes. A customer may have
several semi-autonomous units or business entities. Optionally, the ICR
can be partitioned so that business entities can operate independently.
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In the standard configuration, the ICR routes calls for a single customer.
In a service bureau configuration, asingle ICR system may service
multiple customers.
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Customer Routing Point (CRP)

AT&T's terminology for third-party processors that accept routing
requests from the CCSS7 network. Within the IntelligentRoater, the
Network Interface Controller (NIC) acts as a CRP.

Customer Support Forwarding Service (CSFS)

The facility within the ICR Logger that receives events from all parts of
the ICR, filters them, and saves appropriate messages. The Data Transfer
Process (DTP) sends these messages to GeoTel Customer Support.

Database M anager

The part of the ICR system that stores information about the entire
system in the central database. The Database Manager maintains the data
that is used in reporting and making routing decisions.

Database schema
The organization of information within a database. The schema consists
of table, field, and index definitions.

DDSN. See Distributed Diagnostics and Service Network.

DDSN Transfer Protocol (DTP)

The process on the ICR Logger that connects to GeoTel Customer
Support and delivers any messages saved by the Customer Support
Forwarding Service (CSFS). The DTP is part of the Distributed
Diagnostics and Service Network (DDSN) which ensures that GeoTel
Customer Support is informed promptly of any unexpected behavior
within the ICR.

Default call type

The call type the ICR uses if a call’'s qualifiers do not map to any
specific call type definition. You can specify a default call type for each
routing client and a general default.
Delay in queue
The sum of time calls spent in the queue for a route or service. Delay in
gqueue can also take into consideration abandoned calls. For example, the
DelayQAbandTimeToHalf is the sum of time spent in queue for all calls
to a route or service abandoned in queue during a half-hour interval.
Delay time

The time spent processing a call after it arrives at a peripheral, but
before it is either queued or presented to an agent.
Deleted field

Many tables include a Deleted field. This field marks rows that have
been deleted but that still have active dependencies. For example, if a
script references Agent X and you delete Agent X, the ICR does not
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actually delete that Agent record; it marks the agent as deleted. The
record is actually deleted when the dependency is removed.

Device M anagement Protocol (DM P)

The session-layer communications protocol used within the Intelligent
CallRouter. Different application level protocols might be running
beneath DMP.

Dialed Number (DN)

The number that acaler dialed toinitiate a call; for example, 800-555-
1212.

Dialed Number Identification Service (DNIS)™

A string (usually four, seven, or ten characters long) indicating the
number dialed by a caller and how the call should be handled by the
ACD, PBX, or VRU. The ICR usesthe DNIS and trunk group to
indicate the destination for acall.

DID. See Direct Inward Diding/Dialed Number Identification Service.

Direct Inward Dialing/Dialed Number Identification Service
(DID/DNIS)

When acdl arrives at an ACD or PBX, the carrier sends adigital code
on the trunk line. The switch can read this code to determine how it
should dispatch the call. Typically, this value is the specific number
diaed by the user. By mapping each possible code with an internal
extension, the switch can provide direct inward dialing (DID).

The ICR uses the DID/DNIS value to specify the service, skill group, or
specific agent to whom the switch should route the call. The switch
reads the value from the trunk line when the call arrives and dispatches
the call appropriately.

Distribute

To divide calls among a series of targets based on a numerical formula.
Y ou can use a Distribute node to do this within a script. To distribute
callson adtrict percentage basis (rather than aformula basis), you can
use a Percent Allocation node.

Distributed Diagnostics and Service Network (DDSN)

Thefacilities that gather events within the ICR and automatically report
any unexpected behavior to GeoTe Customer Support. The DDSN
includes the Customer Support Forwarding Service (CSFS) and DDSN
Transfer Process (DTP).
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Distributor. See Real-time distributor.

DM P. See Device Management Protocol.

DN. See Dialed Number.

DNI S. See Dialed Number Identification Service.
DNIS Override label

A routing label that is sent to the routing client along with a DNIS value.
The routing client passes that DNIS value with the call to the destination
indicated by the label.

DTP. See DDSN Transfer Protocol.
Duplexed

An arrangement in which two duplicate physical devicesact asasingle
logical device. If one of the physical devicesfails, the system continues
to run normally by using the remaining physical device. See also
Simplexed.

EAS. See Expert Agent Selection.
EMS. See Event Management Service.
Enterprise

An entire company or agency, possibly spanning many call centers.
Enterprise refers to the set of call centers served by an ICR.

Enterprise Agent. See GEOTEL*Enterprise Agent.
Enterprise name

A character-string name commonly used to identify an object in the ICR
database. An enterprise name must be unique among all objects of a
specific type. For example, each service must have an enterprise name
that is unique among all services.

An enterprise hame can be up to 32 characters. The valid characters are
upper-case and lower-case letters, digits, periods (.) and underlines ().
The first character of the name must be a letter or digit.

Enterprise service

A collection of services, typically from several call centers. While each
individual service is tied to a specific peripheral, an enterprise service
can span peripherals.

Enterprise skill group

A collection of skill groups, typically from several call centers. While
each individual skill group is tied to a specific peripheral, an enterprise
skill group can span peripherals.

Enterprise-wide call distribution

A strategy for allocating calls among several call centers or other
answering locations based on real-time information about activity at
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each |ocation. The ICR implements enterprise-wide call distribution and
alows calls to be sent to any network-addressable |ocation within, or
outside of, an enterprise.

Entity. See Business entity.
Event Management Service (EMS)

A software module within the Intelligent Call Router that processes use
to report events to other processes within the system.

Event Viewer

A feature of Monitor ICR that lets you view messages (events) generated
by processes within the ICR system.

Expected delay

The ICR’s predicted delay for any new call added to a service or route
queue. The expected delay value is valid only if no agents are available
for the route or service.

Expert Agent Selection (EAS)

A mode for the Lucent Definity ECS ACD. In this mode, agents are
automatically added to pre-assigned skill groups at login. Calls can be
routed either to the agent’s physical extension or to the agent’s login ID.
In non-EAS mode, agents must manually add themselves to hunt groups
and calls can be routed only to physical extensions.

Fault-tolerant architecture

A design that allows a system to continue running after a component of
the system has failed. The ICR includes several levels of fault tolerance
that minimize time when the system is non-responsive to call routing
requests. The ICR fault-tolerant architecture eliminates single points of
failure and provides disaster protection by allowing system components
to be geographically separated.

Five-minuteinterval

Certain statistics within the ICR database are updated at five-minute
intervals. The first such interval for each day begins at 12:00 midnight
and ends at 12:05 A.M. The date and time at the start of the five-minu
interval is saved with the data. This allows you to look back at data fro
previous five-minute intervals.

During a five-minute interval, statistics accumulate in real-time tables
(for example, Service_Real_Time). At the end of the interval, the
statistics are written to five-minute tables (for example,
Service_Five_Minute).

Foreign exchange (FX)
A trunk type that connects a call center with a central office in a remote

exchange. This allows callers in that remote exchange to directly access

the call center without using an interexchange carrier.
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Gateway. See Application Gateway and ICR Gateway.
Geographical region. See Region.
GEOTEL*Agent Reporting
An optional ICR feature that allows you to monitor real-time and
historical data about individual agents, rather than groups of agents.
GEOTEL *Enterprise Agent
An optional ICR feature that provides CTl, call distribution, and
reporting capabilities for agents that are not connected to an ACD.
GEOTELEnterprise CTlI

An optional ICR feature that allows a Computer Telephone Interface
(CTI) connection to an external device.

GEOTEL *Gateway

An optional ICR feature that allows arouting script to invoke an
external application. The script can pass arguments to the application
and receive datain return.

GEOTEL *Gateway SQL

An optional ICR feature that allows arouting script to query datafrom
an external database. The script can then use the data to determine the
target for acall.

GEOTEL<Monitor ICR
A GeoTéd product that allows read-only accessto ICR data.
GEOTEL*Network ICR

An optional feature that allows a carrier to set up two levels of ICRs.
Thefirst (network) level ICR receives routing requests from the carrier
network. It then either makes a simple routing decision or passes the
request on to a second (customer) level ICR for further processing.

GEOTEL ePartition

An optional ICR feature that allows you to restrict access to specific ICR
datato selected users or user groups within the enterprise. For example,
the ICR database may contain data from several different divisions
within a corporation. Y ou can define each division as a business entity.

Y ou may then prevent users within each division from accessing data
associated with other divisions.

GEOTEL*Schedule Link

An optional ICR feature that allows you to import and export data
between the ICR and an external force management system. Y ou can use
imported information in routing scripts and reports.
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GEOTEL*Web View
An optional ICR feature that allows you to use a Web browser for
monitor-only accessto rea-time and historical ICR reports and ICR
script monitoring.

GMT . See Greenwich Mean Time.
Greenwich Mean Time (GMT)

Thetime zone at the meridian at Greenwich, England. Thistime zoneis
used as an international standard.

Grid
A feature of the Script Editor that establishes a series of vertica and
horizontal lines at fixed intervals. Y ou can use the Placement Grid
command from the View menu to view or hide the grid for awindow
and adjust the grid spacing.

Grid point
Within the Script Editor, agrid point is the intersection of avertical and
horizontal linein agrid. Y ou can force objects to position to grid points
by choosing the Snap To Grid option from the Layout Grid command of
the View menu.

Half-hour interval

Half-hour statistics within the ICR database are updated at 30-minute
intervals. Thefirst such interval for each day begins at 12:00 midnight
and ends at 12:30 A.M. The date and time at the start of the 30-minute
interval is saved with the data. This alows you to look back at data from
previous 30-minute intervals.

During a 30-minute interval, statistics accumulate in real-time tables (for
example, Service_Real Time). At the end of the interval, the statistics
are written to half-hour tables (for example, Service Haf_ Hour).

Handle time

The time an agent spends talking on an inbound call and performing
after-call work.

Handled calls

A call is counted as handled when the call isfinished. For example, the
CallsHandledTo5 field in the Service Five Minute table counts the
number of callsthat finished during the five-minute interval. The calls
might have been answered before the interval began.

By contrast, acall is counted as answered as soon as it reaches an agent
or VRU. Therefore, the number of handled calls and answered calls
during an interval is not necessarily the same, but eventually each
answered call is counted in both categories.

Download from Www.Somanuals.com. All Manuals Search And Download.

0
o
]
n
Q
=
<



302

Glossary

HDS. See Historical Data Server.
Historical data

Data collected at five-minute and half-hour intervals and stored in the
|CR central database or an HDS database.

Historical Data Server (HDS)

An Admin Workstation with a special database that holds ICR historical
data. In anormal configuration, historical datais stored only in the
central database. When you use the HDS option, the historica datais
also stored on the HDS machine (which must be areal-time distributor).
Other Admin Workstations at the site can read historical datafrom the
HDS rather than accessing the central database.

| CP. SeeIntelligent Call Processing.
ICR. SeeIntelligent CallRouter.
ICR gateway

A construct that allows one ICR system to forward a request to another
ICR. You can configure an ICR gateway in Configure ICR and reference
in the ICR Gateway node in arouting script. Service bureaus may use
ICR gateways to implement a multi-tier architecture.

ICR Protocol (ICRP)

The communication protocol used by ICR gateways to pass a routing
request and response between two ICRs. The ICR sending the request
must be set up for remote network routing and the ICR receiving the
request must be running an ICRP Network Interface Controller.

Idle
Another name for the Not Ready state. See Not Ready state.
Incoming call

A call offered to aroute or service from an external carrier. See also
Offered calls.

I ndex

A database construct that alows for quick access to data, sorting of
rows, and can be used to prevent the creation of duplicate data. Anindex
is associated with atable and contains an entry, or key, for each row in
the table. The key is composed of one or more column values from the
row. The database manager can quickly locate data by searching the
index rather than the actual rows. Similarly, the database manager can
sort the index faster than it can sort the rows. If theindex is defined as
unique, no two key values can be identical.

Initialize L ocal Database

A tool on the Admin Workstation that copies the latest configuration
data and scripts from the central database to the local database.
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Instance

A singleinstallation of the ICR. An instance consists of several
components (CallRouter, Logger, Peripheral Gateways, Admin
Workstations), some of which might be duplexed. An instance can be
dedicated to a single customer or, in some environments, shared among
several customers.

Integrated Services Digital Network (I SDN)

An international standard for telephone transmission. ISDN provides an
end-to-end digital network and provides a standard for out-of -band
signaling. It also provides greater bandwidth than older telephone
services. Thetwo standard levels of ISDN are the Basic Rate Interface
(BRI) and the Primary Rate Interface (PRI).

Intelligent Call Processing (I1CP)

AT&T's name for the facility that allows third-party products such as
the Intelligent CaRouter to pre-route calls.

Intelligent CallRouter (ICR)

The GEOTEL system that implements enterprise-wide call distribution
across call centers. The ICR provides Roeting”, PostRouting”, and
performance monitoring capabilities.

Interactive Voice Response. See Voice Response Unit.
Interexchange Carrier (I1XC)

A long-distance telephone company such as AT&T, MCI, or Sprint.
I nterflow

The ability of a switch to forward calls to another location within the
switch or to another switch. Interflow between switches requires a
dedicated trunk line.

Internet Protocol (1P)

The connectionless-mode network service protocol of TCP/IP. IP
enables the entities in a network to communicate by providing IP
addresses and by numbering and sending TCP data packets over the
network. NICs, PGs, and Admin Workstations in the ICR system use |
to communicate over a wide area netw@de also Transmission

Control Protocol (TCP).

I P router. See Router (IP).

| SDN. See Integrated Services Digital Network.
IVR. See Voice Response Unit.

IXC. See Interexchange Carrier.
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Job Scheduler

A tool that allows you to set up specific commands to be executed
automatically at given dates and times. Y ou can schedule a command to
execute once, on several specific days, or regularly on aweekly or
monthly schedule.

Key
An entry in adatabase index. Each key in the index correspondsto a
table row and is composed of specific column values from that row.

LAA. See Longest Available Agent.

L abel

A value that the ICR returns to arouting client. The routing client maps
the label to either an announcement or atrunk group and DNIS value.
The routing client then either plays the announcement or delivers the call
to the specified trunk group along with the DNIS value.

LAN. See Loca Area Network.
LEC. See Loca Exchange Carrier.
Local Area Network (LAN)

The connection of several computers within a building, usually using
dedicated lines.

Local Central Office

The switching office of the local telephone company. The local central
office receives calls from within the local area and either routes them
locally or passes them to an interexchange carrier (IXC). On the
receiving end, the local central office receives calls that originated in
other areas from the IXC.

A Local CO trunk type connects a call center directly with the local
phone company’s central office.

L ocal database

A database on the Admin Workstation that contains information copied
from the central database. The local database also contains real-time data
on the status of the call center enterprise.

Local Exchange Carrier (LEC)

The local phone company responsible for delivering calls within a local
area.

Logfile

A file used to store messages from processes within the ICR system. The
ICR process-related log files are stored in the logfiles subdirectory under
the component directory.
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Logged On

A state in which agents have made their presence known to the system,
but may or may not be ready to receive cdls.

L ogger

The process within the ICR that manages the central database. Each side
of aduplexed Central Controller includes a Logger. The Logger may run
on the same machine as the CallRouter process or on a separate
machine.

Logical deletion

If atableincludes a Deleted field, then records deleted from the table are
not removed from the database. Instead, the Deleted field isset to Y
(yes) to indicate that the record islogicaly deleted. The ICR toolstreat
the record as though it were deleted. After an object islogically deleted,
you can choose to physically delete it (destroy permanently).

Logical interface controller

An entity that represents a single smplexed or apair of duplexed
physical interface controllers. A physical interface controller is either a
Network Interface Controller (NIC) or a Peripheral Gateway (PG).

Longest Available Agent™ (LAA)

The agent that has been continuoudly in the Available state for the
longest time. The ICR can examine services or skill groups from
different peripherals and route a call to the service or group with the
longest available agent. (This feature is not supported on Rockwel
ACDs))

Message Delivery Service (MDS)

Thefacilities used by ICR nodes to communicate with each other. The
MDS plays akey rolein keeping duplexed components synchronized.
Mirroring
An arrangement by which changesto one storage device are
automatically written to a similar device. For example, you can set up a
disk asamirror of another disk so that all writesto one disk are aso
automatically written to the other. This allows for recovery from media
failure. Mirrored disks are an aternative to a RAID configuration.

Monitor ICR

A tool that allows you to monitor real-time and historical activity within
your enterprise. Monitor ICR allows you to build reports from templates
or view reports you have saved previoudly. Y ou can aso view events
generated by ICR processes.
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Monitor mode

A Script Editor mode in which the number of routing requests that pass
through each connection of a script is shown on the screen. Y ou can use
this mode to determine whether a script is behaving as expected.

NAA. See Next Available Agent.
Name. See Enterprise name.
NCP. See Network Control Point.
Network Control Point (NCP)

The process withinthe AT& T signaling network that sends routing
requests to a Customer Routing Point (CRP) such as the network
interface controller (NIC) within the Intelligent CallRouter.

Network ICR (NICR)

In atwo-tier service bureau architecture, the ICR that receives route
reguests from the carrier network and forward them to a Customer ICR
(CICR). A NICR usually contains only a small configuration that alows
it to directly route a subset of calls and dispatch the other requests to the
appropriate CICR. The NICR receives route responses from the CICRs
and forward them to the carrier network.

Network Interface Controller (NIC)

The computer and process within the ICR system that communicates
directly with the IXC'’s signaling network. The NIC reads call routing
requests from the network and transfers them to the ICR’s Central
Controller. Subsequently, the NIC passes a routing label from the
Central Controller to the IXC signaling network.

Network trunk group

A group of trunks to which a routing client can direct calls. A peripheral
may divide its trunks into trunk groups differently than the routing client
does. Simple trunk groups describe the peripheral’s view of the trunks;
network trunk groups describe the routing client’s view of the trunks.

A network trunk group maps to one or more peripheral trunk groups.
Next Available Agent

A strategy for selecting an agent to handle a call. The strategy seeks to
maintain an equal load across skill groups or services.

NIC. See Network Interface Controller.
Node

An executable element within a script. A script consists of nodes,
connections, routing targets, and comments.

Also, a single computer within a network.
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Node M anager

A process that runs on each physical node (computer) in the ICR system
and manages other ICR processes on that system. The Node Manager is
responsible for initializing nodes and for restarting failed processes. The
Node Manager is guided by a configuration file that is stored on each
node. The file describes, among other things, which processes must be
started, and if necessary, restarted on the node.

Not Ready state

A state in which agents are logged on but are neither involved in any call
handling activity nor available to handle acall.

Numbering Plan Area (NPA). See Area code.
Object palette

A Script Editor subwindow that contains template nodes and targets.

Y ou can drag a copy of an object from the palette into your script. You
can use the Palette command on the View menu to toggle between
viewing and hiding the object palette.

Offered call

Anincoming call or internal call sent to a specific route or service. In
real-time data, acall is counted as offered as soon asit is sent to the
route or service. However, if the caller hangs up before the abandoned
call wait time has elapsed, that call is not counted as offered in the
historical (five-minute and half-hour) data. This ensures that the number
of cals offered is the same as the number answered plus the number
abandoned.

Open Database Connectivity (ODBC)

A standard application programming interface (API) that adlowsasingle
client application to access any of several databases. Because the ICR’s
databases support ODBC, you can query them from any third-party
client tool that also supports ODBC.

Open Peripheral Interface (OPI)

The GEOTEL proprietary interface between Peripheral Gateways (PGs)
and the ICR’s Central Controller.

Partitioning. See GEOTELePartition.
PBX. See Private Branch Exchange.
Per cent utilization

The percent utilization is computed by dividing the total time agents
spent handling calls by the total time agents were ready. (The ready time
is calculated by subtracting the Not Ready time from the total time that
agents were logged on.) The value is expressed as a percentage.
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Peripheral

A switch, such asan ACD, PBX, or VRU, that receives calls that have
been routed by the ICR.

Peripheral Gateway (PG)

The computer and process within the ICR system that communicates
directly with the ACD, PBX, or VRU at the call center. The Peripheral
Gateway reads status information from the peripheral and sendsit to the
Central Controller. In a private network configuration, the Peripheral
Gateway sends routing requests to the Central Controller and receives
routing information in return.

Peripheral Interface Manager (PIM)

The GEOTEL proprietary interface between a peripheral and the
Peripheral Gateway (PG).

Peripheral service

A servicethat istied to a specific peripheral (ACD, PBX, or VRU) in
the call center enterprise. Peripheral servicestypically identify atype of
processing that the caller requires. For example, a peripheral might have
services defined for Sales, Technical Support, or New Accounts. See
also Service.

Peripheral skill group

A skill group that is associated with a specific periphera (ACD, PBX, or
VRU) in the cdl center enterprise. For example, asingle peripheral
might have skill groups defined for agents who can handle technical
questions or who can speak Spanish. See also Skill group.

Peripheral target

A combination of atrunk group and a DNIS value. A periphera target is
associated with a service, skill group, or agent at a peripheral. Each
peripheral target is aso associated with aroute that can be returned by a
routing script.

Note that peripheral target refersto atrunk group and DNIS value.
Skill tar get refersto the entity at the periphera to which thecall is
dispatched.

PG. See Peripheral Gateway.
Physical interface controller

A single Network Interface Controller (NIC) or Peripheral Gateway
(PG). A logical interface controller represents either asingle physical
interface controller or apair of duplexed physical interface controllers.
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PIM. See Periphera Interface Manager.
Post-query label

A routing label that causes the routing client to re-enter its call routing
plan at a specific point.

Post-Routing”

The GEOTEL routing concept that allows the ICR to make secondary
routing decisions after a call has been initially processed at acall center.
Post-Routing enables the ICR to process calls when an ACD, VRU, or
PBX generates aroute request. The ICR executes scripts to process the
route request and return a destination address. This directsthe ACD to
send the call to an agent, skill group, or servicein the same call center or
at adifferent call center. In making a Post-Routing decision, the ICR can
use al the same information and scripts used in Pre-Routing.

Pre-Routing”

The GEOTEL routing concept that enables the ICR to execute routing
decisions before acall terminates at a call center. With Pre-Routing, the
Network Interface Controller (NIC) receives the route request from the
IXC and passes the call information along to the ICR. The ICR isthen
able to process the I X C route request through a call routing script, which
defines how calls should be routed. In making its Pre-Routing decisions,
the ICR uses real-time data on the status of call centers. Thisdatais
gathered by Peripheral Gateways at different call center sites and passed
back to the ICR.

Prefix
The leading digits of atelephone number. When defining acall type,
you can specify a prefix of any length to match caling line ID values.
Y ou can also define aregion that is a collection of prefixes. If acaling
line ID value matches multiple prefixes, the longest matching prefix
prevails.

PRI. See Primary Rate Interface.
Primary Rate I nterface (PRI)

One of two levels of ISDN service. In the United States, the PRI
typically provides 23 bearer channels for voice and data and one channel
for signaling information (commonly expressed as 23B+D). In Europe,
PRI typically provides 30 bearer lines (30B+D).

Private Branch Exchange (PBX)

A device located at a customer’s site that switches incoming calls to
extensions within that site. A PBX can be used to implement direct
inward dialing.
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Private networ k

A network made up of circuits for the exclusive use of one customer.
Private networks can be nationwide in scope. They typically serve large
corporations or government agencies.

Private network routing

A configuration in which the ACD sends routing requests to the ICR
through the Peripheral Gateway. Thisis atype of Post-Routing.

PSN. See Public Switched Network.
Public Switched Network (PSN)

The public telephone network. The PSN provides the capability of
interconnecting any home or office in the country with any other.

Query
The act of requesting information from a database, or the statement used
to request that information. See also Structured Query Language (SQL).

Queuetime

Thetime acall spends queued at a peripheral waiting for an agent to
become available. Queue time occurs after delay time and before ring
time.

Queued call

A call that has arrived at a peripheral, but that is being held until an
agent or other resource becomes available to handle the call.

RAID. See Redundant Array of Inexpensive Disks.
Ready state

A state in which an agent is logged on to the system and is currently
availableto handle acall, istalking on a call, or isinvolved in after-call
work and presumed to be available to handle another call when done.

Real-time data

Real-time information about certain entities within the ICR systemis
updated continuously. Real-time data includes data accumulated since
the end of the last five-minute interval (ServicelLevel To5, for example)
and since the last half-hour interval (ServicelL evelHalf). Real-time
records themselves do not accumulate in the database as historical
records do; each update overwrites the existing record. Real-time
records are stored in the local database on the Admin Workstation.

Real-timedistributor

An Admin Workstation that receives real-time monitoring data directly
from the Central Controller. The real-time distributor then passes those
data on to other Admin Workstations at the same site. For each site,
typically two Admin Workstations are set up as distributors, but only
oneisactive a any time.
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Redundant Array of I nexpensive Disks (RAID)

A storage device that provides fault-tolerance through redundant
physical disks. A RAID systemis an dternative to mirrored disks.

Region
A collection of prefixesfor incoming telephone calls. If the leading
digits of acaling line ID value match any of the prefixes, the call is

from the region. Y ou use aregion in defining call types or branch within
a script based on the call’s region.

Registry. See Configurationregistry.
Relational database

The database model used in the ICR central and local databases. The
relational database model portrays data as being stored in tables (or
relations). The associations between pieces of data are implicit in the
data themselves rather than being stored externally.

Report

The final presentation of data, titles, dates and times, and graphic
elements either printed or displayed in a Monitor ICR window. A single
report can include components generated by one or more templates. For
example, one report can contain a real-time pie chart and a historical
grid, each generated with a different template. Report definition files are
saved in the custom subdirectories under the aw direGeel so

Report definition.

Reserved field
A reserved database field contains information that might be used
internally by GEOTEL. You mustnot modify the contents of a reserved
field.

Reserved state

A state in which an agent is awaiting an interflowed call and is
unavailable to receive any incoming calls. This state applies to agents
Northern Meridian ACDs only.

Ring label
A routing label that causes the routing client to play an unanswered ri
to the caller.

Ring time
The time elapsed from when a call is presented to an agent until the
agent answers it. This occurs after any delay time and queue time. This

value is stored in the Termination Call Detail table in the ICR central
database.

Some peripherals do not track ring time. For those peripherals, ring time
is included within the queue time or delay time.
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Route

A value returned by arouting script that maps to a service and a specific
target at a peripheral; that is, a service, skill group, agent, or translation
route. The ICR convertsthe route to alabel that is returned to the routing
client. The routing client then delivers the call to a specific trunk group
with a specific DNIS. The peripherd is responsible for recognizing the
trunk group and DNIS and delivering the call to the appropriate target.

Route call details

Data about routing requests received by the ICR and how calls were
routed (that is, the route chosen for each call). Thisdatais stored in the
Route Call Detail tablein the ICR central database.

Router (IP)

A device that dispatches messages to their appropriate destinations
within or between IP networks. See also Internet Protocol (1P).

Routing client

An entity that sends routing requests to the ICR. Each logical interface
controller can be mapped to one or more routing clients. A routing client
typically correspondsto a subsystem within an interexchange carrier or
to a peripheral performing Post-Routing.

Routing script
A script that the ICR executes to find the destination for acall. A routing
script might examine information about several possible targets before
choosing the best destination. Y ou can schedule different scriptsto
execute for different types of calls and at different times and dates. Use
the Script Editor to create, modify, and schedule routing scripts.

Routing server

The ICR acts as the routing server. For example, when a caller dials your
800 number, the IXC subsystem (routing client) passes a route reguest to
the ICR. Asthe routing server, the ICR processes the route request,
determines where to route the call, and passes arouting label back to the
IXC.

Routing tar get

An entity to which the ICR can route acall. A routing target can be an
agent, skill group, service, enterprise skill group, or enterprise service.

Schema Help

A Windows NT help file that provides information about the
organization of data within the ICR databases.
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SCP. See Service Control Point.
Script

A defined procedure that the ICR can execute. The ICR supports two
types of scripts: routing scripts to determine where to route a call and
administrative scripts that perform background processing. A script
consists of executable nodes, connections, routing targets, and
comments.

Script Editor

A tool that lets you create, modify, view, or monitor routing scripts and
administrative scripts. A routing script is adefined procedure that is
executed by the ICR to determine how acall is routed. An administrative
script is a defined procedure that is executed as specific times to perform
background processing.

Security classes. See Classes.
Service

A particular type of processing that the caller requires. For example, in a
software company’s call center, a caller might have a question about
installing software. This caller would be directed to the Technical
Support service. A service is associated with a peripheral (and is
therefore sometimes called a peripheral servig®)also Enterprise
service.

Service array

A collection of service which might be associated with different VRUs,
but are all associated with the same Peripheral Gateway (PG). You can
route calls to a service array and let the PG choose among the member
services.

Service Control Point (SCP)

A node (computer) in the IXC signaling network. The ICR connects to
an SCP within the IXC’s network.

Serviceleve

The percentage of incoming calls that are answered within a specified
threshold. Several slightly different calculations can be used for the
service level; specifically, abandoned calls can be accounted in differ
ways. The ICR keeps track of two different service levels: the
peripheral service level is the service level as calculated by the
peripheral; the CR servicelevel is the service level as calculated by the
ICR.

Servicelevel event

A service level event for a call occurs when the service level time
expires while the call is in queue or the call is either answered or
abandoned before the service level time expires. When performing
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service level calculations for atime period, the ICR considersonly cals
that had a service level event during that period. This ensures that each
call is counted only once and during the appropriate time period.

Serviceleve threshold

The number of seconds you set as the maximum time a caller should
wait before being connected with an agent for a specific service. When
you set up a peripheral, you specify a default service level threshold for
all services associated with that peripheral. For example, if you set a
service level threshold of 30 seconds, you want calls to be answered
within 30 seconds. Every call answered within 30 seconds improves the
service level. Calls not answered within the 30 seconds reduce the
service level. See also Service level event.

Simplexed
An arrangement in which a physical device does not have a duplicate,

paired device. If asimplexed devicefails, a part of the system might stop
functioning. See also Duplexed.

Simulator. See ACD Simulator.

Skill group
A collection of agents that share a common set of skills, such as being
ableto handle customer complaints. A skill group is associated with a

peripheral. An agent can be a member of zero, one, or more skill groups
(depending on the peripheral). See also Enterprise skill group.

Skill target

A target at a peripheral to which acall can be routed. A skill target can
be a service, skill group, agent, or trandation route.

Note that peripheral target refersto atrunk group and DNIS value.
Skill tar get refersto the entity at the peripheral to which the call is
dispatched.

Skills-based routing

A concept whereby calls are routed to agents based on the skills those
agents have. Y ou can construct skill groups that contain agents who
share acommon set of skills. You can also assign prioritiesto the skills
in each agent profile. For example, an agent might have a priority 1
assignment for handling calls from Spanish-speaking callers; however,
that same agent might have a priority 3 assignment for handling Sales
calls. Calls can then be routed to the skill group that has the appropriate
level of expertise to handle the call. The ICR implements skills-based
routing at the network level rather than just within a peripheral. This
alowsthe ICR to examine skill groups on all peripherals before
deciding where to route the call.
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SQL . See Structured Query Language.
SQL Server

The Microsoft® relational database product used for the ICR’s local and
central databases.

Status bar

The set of fields that appear, by default, at the bottom of an application’s
main window.

Structured Query Language (SQL)
A standard database query language in which you can formulate
statements that will manipulate data in a database. The statements
include SELECT, for data retrieval; UPDATE, for data modification;
DELETE, for data deletion; and INSERT, for data insertion. You can
access the ICR databases using SQL and any client tool that supports
ODBC.

System time

The time as used consistently throughout an ICR system. Although parts
of the ICR system can be in different time zones, they all use the same
clock time. The system time is typically the local time for Side A of the
ICR Central Controller.

Talk time

The total seconds that agents in a skill group are in the Talking In,
Talking Out, and Talking Other states.

Talking In state
A state in which an agent is talking on an inbound call.
Talking Other state

A state in which an agent is talking on an internal (neither inbound nor
outbound) call.

Talking Out state
A state in which an agent is talking on an outbound call.
Talking state

A state in which an agent is talking on a call. This includes the Talking
In, Talking Out, and Talking Other states.

TCP/IP. See Transmission Control Protocol/Internet Protocol.
Termination call detail

Data that contains information about how each call was handled at a
peripheral. This data includes items such as the identifiers for the agent
and the peripheral that handled the call, ring time, after-call work time,
and the identifier for the route where the call was sent. Termination call
details are stored in the central database.
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Tieline
A private trunk line that connects two ACDs or PBXs across awide
area.

Toolbar

The row of buttons that appears, by default, at the top of a tool's main
window. You can execute specific commands quickly by clicking a
button on the toolbar.

Trandation route

A target at a Peripheral Gateway that does not map to a specific service,
skill group, or agent. When a call arrives at a translation route, the
Peripheral Gateway (PG) is responsible for determining the ultimate
target. When the ICR routes a call to a translation route, it sends a
message to the PG. This message contains the ultimate target and further
instructions for the PG. For example, the PG might be instructed to
coordinate with a host computer so that the caller’'s account number is
displayed on the teleset of the agent who picks up the call.

Trandation RouteWizard

An ICR tool that makes it easier to configure translation routes and their
associated targets. You can also use the Translation Route Wizard to
report on or delete translation routes.

Transmission Control Protocol (TCP)

A connection-based Internet protocol that is responsible for packaging
data into packets for transmission over the network by the IP protocol.
TCP provides a reliable flow control mechanism for data in a network.

Transmission Control Protocol/l nternet Protocol (TCP/IP)

The Internet suite of protocols used to connect a world-wide

internetwork of universities, organizations, and corporations. TCP/IP is
the protocol used to communicate between the Central Controller and
devices in the Intelligent C&tbuter system. TCP/IP is based primarily

on a connection-oriented transport service, the Transmission Control
Protocol (TCP); and a connectionless-mode network service, the Internet
Protocol (IP). TCP/IP provides standards for how computers and
networks with different technologies communicate with each ofiser.

also Transmission Control Protocol and Internet Protocol.

Trunk

A telephone line connected to a call center and used for incoming or
outgoing calls.

Trunk Group

A collection of trunks associated with a single peripheral and usually
used for a common purpose.

See also Network trunk group.
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Variable
A named object that can hold avalue.
Virtual call center

An approach to enterprise-wide call center management that treats
several geographically dispersed call centers asif they were asingle cal
center. The virtua call center expands skills-based routing from the
ACD to the network level. See also Skills-based routing.

Voice Response Unit (VRU)

A telecommunications computer, also called an Interactive Voice
Response unit (IVR), that responds to caller entered touch-tone digits.
The VRU respondsto caller entered digits in much the same way that a
conventional computer responds to keystrokes or aclick of the mouse.
The VRU uses a digitized voice to read menu selectionsto the caller.
The caler then enters the touch-tone digits that correspond to the desired
menu selection. The caller entered digits can invoke options as varied as
looking up account balances, moving the call within or to another ACD,
or playing a pre-recorded announcement for the caller.

WAN. See Wide Area Network.

WATS. See Wide Area Telecommunications Service.
Web View. See GEOTEL*Web View.

Wide Area Network (WAN)

The connection of several computers across a wide area, normally using
telephone lines.

Wide Area Telecommunications Service (WATS)

A special service provided by an interexchange carrier that allows a
customer to use a specific trunk to make calls to specific geographic
zones or to receive calls at a specified number at a discounted price.

Work Not Ready state

A state in which an agent is involved in after-call work and is assumed
not to be ready to accept incoming calls when done.

Work Ready state

A state in which an agent is involved in after-call work and is assumed
to be ready to accept incoming calls when done.

Workspace

The state of a tool at a given time. Some tools let you save your
workspace either automatically when you exit or manually at any time.

For example, when you save workspace, the Script Editor saves the
following information:

State, size, and position of the Script Editor main window.
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Names and versions of scripts that are currently open.
Mode of each open script.
State, size, and position of each script window or icon.
Current use of grids.
State of the object pa ette, toolbar, and status bar.
The next time you start the Script Editor, it restores the saved state.
Wrap-up
Call-related work performed by an agent after the call is over. An agent

performing wrap-up isin either the Work Ready or Work Not Ready
state.

Zoom
To shrink or enlarge the appearance of objects on the screen.
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—Symbols—

.CMB files
extensions, 86

.CSV. See Comma-separated values
dataformat

—Numbers—

1, 2, 3... option, 93
800 number(s)
ICR routing of, 20

—A—

Abandoned calls
enterprise service, 198, 199, 202,
205, 208, 210, 213, 214, 216,
268
peripheral service, 268
peripheral service, 250, 251, 254,
257, 260, 262, 265, 266
route, 272, 273, 276, 279, 281
service array, 206
within service level
enterprise service, 198
peripheral service, 250
route, 272
Absolute time, 80
ACD. See Automatic Call Distributor
ACD CDN, 33
ACD DN, 33
Admin Workstation
client, 39
distributor, 39
monitor-only, 40
overview, 32-36
Administrator, 41
Agent(s)
activity, 22, 129

activity reports, 158, 166, 174, 225
distribution, 43
logout status, 157, 165, 173, 223
out calls
enterprise skill group, 189, 191
peripheral skill group, 240, 242
performance, 130
performance reports, 160, 168, 176,
227
peripheral-specific terminology, 33,
34
relation to skill groups, 25
reporting, 43, 128
enabling, 43
state mapping
Alcatel 4400, 140
Aspect CallCenter, 137
DEFINITY ECS, 137
Ericsson ACP1000, 140
NEC NEAX 2400, 140
Nortel Meridian, 137
Rockwell Galaxy, 139
Rockwell Spectrum, 139
Siemens Hicom 300E, 139
Siemens Rolm 9751 CBX, 139
state trace, 44
state trace report, 224
states, 132
status, 129
status reports, 155, 156, 163, 164,
171, 172, 221, 222
tables, 128
team, 27
time allocations, 132
tracking, 44
agteam01_agent_status_by_position,
155
agteam02_agent_status_by_skillgroup,
156
agteam03_logout_status_by_team, 157
agteam04_daily_agent_activity, 158
agteam05_agent_daily_perf, 160
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agtper01_agent_status by position,
163

agtper02_agent_status by _skillgroup,
164

agtper03_logout_status by peripheral,

165
agtper04_daily_agent_activity, 166
agtper05_agent_daily_perf, 168
agtskgO01_agent_status by position,

171
agtskg02_agent_status by skillgroup,

172

agtskg03_logout_status by skillgroup,

173
agtskg04_daily agent_activity, 174
agtskg05_agent_daily_perf, 176
Alcatel 4400, 32
terminology, 34
Alerts (threshold), 108
All trunks busy
Galaxy software status report, 231
network trunk group, 219
trunk group, 284, 286, 287
Answered calls
enterprise service, 199
peripheral service, 251
route, 273
apgatell status by haf hour, 179
Application (Aspect CallCenter), 33
Application gateway, 30
templates, 155, 156, 157, 158, 160,
163, 164, 165, 166, 168, 171,
172,173, 174, 176, 179, 221,
222, 223, 224, 225, 227
Aspect CallCenter, 32
limitations, 35
terminology, 33
Association
file, 97
AT command (DOS), 120
Attribute field
in Threshold Editor, 108
Automatic Call Distributor (ACD)
and call center enterprise, 24
limitations, 35
types supported, 32, 33, 34
Available state
count of agentsin
enterprise service, 204
enterprise skill group, 182, 183
peripheral service, 256
peripheral skill group, 233, 234
percent of agentsin
enterprise skill group, 184, 185,
187

peripheral skill group, 235, 236,
238
percent of timein
enterprise skill group, 195
peripheral skill group, 246
time spent in, 136
Average
delay in queue
enterprise service, 196, 202, 208,
209
peripheral service, 248, 254, 259,
261
peripheral skill group, 247
route, 270, 276, 278, 280
service array, 206
handle time
enterprise service, 202, 208, 209
enterprise skill group, 189, 191
peripheral service, 254, 259, 261
peripheral skill group, 240, 242
route, 276, 278, 280
service array, 206
speed of answer
enterprise service, 196, 202, 204,
208, 209, 216
peripheral service, 268
peripheral service, 248, 254, 256,
259, 261
route, 270, 276, 278, 280
service array, 206
talk time
enterprise service, 202
enterprise skill group, 189, 191
peripheral service, 255
peripheral skill group, 240, 242
route, 277
service array, 206
wrap-up time
enterprise skill group, 189, 191
peripheral skill group, 240, 242

—B—

Background report color, 103
Base skill groups, 26, 32, 79
Business entities, 80
Busy other state
number of agentsin
enterprise service, 204, 217
enterprise skill group, 183
peripheral service, 269
peripheral skill group, 235
percent of agentsin
enterprise skill group, 184
peripheral skill group, 235
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percent of time spent in
enterprise skill group, 187
peripheral skill group, 238
time spent in, 136
peripheral service, 256
Buttons (toolbar), 72

—C—

Cal
activity, 22
detail records, 40
flow, 20
internal, 21
routing script, 22
transfers, 21
Call type, 31, 180
error count, 180
templates, 180, 181
Calling LineID (CLID), 21
Calls
held
enterprise service, 204
peripheral service, 256
in progress
Galaxy-specific report, 231
in queue
enterprise service, 197, 202, 204,
256, 258
peripheral service, 249, 254, 256
route, 271, 276
service array, 206
talking
enterprise service, 197, 202
peripheral service, 249, 254
route, 271, 276
service array, 206
Callsin progress
peripheral report, 230
Callsrouted, 180
caltypOl_status grid, 180
caltyp02_count_graph, 181
Cascade option, 93
Category options, 77
Central Controller, 74
Central database, 40-41
and historical templates, 154
CICR, 23
CLID. See Calling Line ID
Command line, 75

Comma-separated values (.CSV) data

format, 102
Components
report, 88
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Computer Telephony Integration
(CTI, 21

Controller time, 52, 74

Custom
report subdirectories, 87

— D—

Data
connections, 19
exporting from reports, 101
retrieving historical, 93
Datainterchange (.DIF) data format,
102
Database
access viathird party tools, 41
architecture, 41
central, 40
local, 40
Dates and times
defaults for reports, 80
specifying options, 80
dBASE-II (.DBF) dataformat, 102
Definition Editor, 99
Delay in queue
enterprise service, 196, 202, 208,
209
expected
enterprise service, 196
peripheral service, 248
peripheral service, 248, 254, 259,
261
route, 270, 276, 278, 280
service array, 206
Deleting reports, 100
Details (adding to reports), 110
DI Groups, 231
Directories (storing reports in), 86—88
Distributor AW, 39
Document Properties dialog box, 95
DrillDown Editor, 64, 110, 111, 112
Drill-downs, 110-16
adding, 111
applying, 112
in multiple-component reports, 113
invoking, 113
invoking multiple, 112
saving as reports, 115
saving assignments, 113
template hierarchy, 110
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—E—
Enterprise
peripheral services relationship, 25,
26
defined, 23

Enterprise CTI, 19, 21
Enterprise service templates, 196-215
Enterprise skill group templates,
160-95
entskg01_status_# graph, 182
entskg02_status_grid, 183
entskg03_status_%_graph, 185
entskg04_status_grid_to5, 186
entskg05_utilization_graph, 188
entskg06_halfhour_aht_grid, 189
entskg07_daily_aht_grid, 191
entskg08_halfhour_perform_grid, 193
entskg09_normalized_agt_state, 195
entsvc01_queue_delay_status, 196
entsvc02_calls_status, 197
entsvc03_effect _of aban_on_
servicelevel, 198
entsvc04_calls_trend_analysis, 199
entsvc05_calls_offered_half_pie, 200
entsvc06_serv_level_monitor_graph,
201
entsvc07_now_to5_grid, 202
entsvc08_gate_realtime_status_grid,
204
entsvc09_svc_array_now_to5_grid,
206
entsvcll_calls_analysis_daywise, 208
entsvcl2_calls_analysis_half_hour,
209
entsvcl3 calls_offered_daywise
graph, 211
entsvcl4d calls_handled_daywise
graph, 212
entsvcl5_calls_abandoned_daywise_
graph, 213
entsvcl6_calls_history _daywise
graph, 214
entsvcl7_calls_offered_half_hour, 215
entsvcl8 gate half hourly status
grid, 216
Ericsson ACP1000, 32
terminology, 34
Event Feed Warning dialog box, 105
Event Viewer
button, 72
Excel data format, 102
Expected delay in queue, 62
enterprise service, 196
peripheral service, 248

peripheral skill group, 247
Export

files, storing, 101

options, 101-2

report data, 101-2
Export Data option, 101

— F—

Files
.CMB, 86
association, 97
formats of, 102
renaming, 87
saving, 86
Frame Bar option, 73
Freezing real-time screens. See Pause
button
FTE. See Full-time equivalent
Full-time equivaent (FTE), 186, 193,
237,244
available, 186, 193, 237, 244
busy other, 194, 238, 245
idle, 193, 237, 244
idle, 186
in wrap-up, 186, 237
logged on, 237
logged on, 186
number of agents, 190, 192, 240,
242
signed on, 193, 244
talking, 186, 193, 237, 244
wrap-up, 194, 244

—G—

Galaxy terminology, 34
Galaxy-specific data, 231, 232
Gate (Rockwell Galaxy), 34
Groups (Rockwell Galaxy)
primary, secondary, and tertiary, 34

—H—

Handle time, 136
average
enterprise service, 202, 208, 209
enterprise skill group, 189, 191
peripheral service, 254, 259, 261
peripheral skill group, 240, 242
route, 276, 278, 280
service array, 206
Handled calls
enterprise service, 198, 202, 205,
208, 209, 212, 214, 216
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enterprise skill group, 189, 191

peripheral service, 268

peripheral service, 250, 254, 256,
260, 262, 264, 266

peripheral skill group, 240, 242

route, 272, 276, 279, 281

service array, 206

Help

button, 72

contents of, 74

invoking, 73
Hierarchy

drill-down, 110

service and skill group, 24
Historical

data, 40-41

templates, 46
Historical Data Server (HDS), 40
Hourly boundaries
and data intervals, 83
Hunt group (Lucent DEFINITY ECS),
33

ICR
controller time, 74
databases, 40-41
documentation, 39
integration with networks, 19
Master Help, 74
ICR Print Server, 118
ICR-routed calls
enterprise service, 205, 216
peripheral service, 257, 268
Idle (Not Ready state)
count of agents in
enterprise skill group, 182, 183
peripheral skill group, 233, 234
percent of agents in
enterprise skill group, 184, 185,
187, 235
peripheral skill group, 236, 238
percent of time in
enterprise skill group, 195
peripheral skill group, 246
Idle trunks, 218, 285, 286, 287
InfoMaker, 42
Integration of call center and IXC, 19
Intelligent CalRouter
central controller, 39
overview of, 18-23
Internal calls, 21
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Job Scheduler, 118-24
fields, 119
inspecting log files, 123
starting, 119

—K—
Keyboard shortcuts, 72

——

Landscape printing, 94
setting up for, 95
Last
Month time option, 82
Week time option, 82
Y ear time option, 82
Layer option, 93
Levels
of detail (drill-down), 64
threshold, 109
Limitations of ACDs, 35
Local database rea -time templ ates,
154
Local time, 75
Log files (inspecting), 124
Logged on state
number of agentsin, 230
time spent in, 136
Longest
cal in queue
enterprise service, 196, 202
peripheral service, 248, 254
peripheral skill group, 247
route, 270, 276
service array, 206
Longest Available Agent
Rockwell Galaxy, 35
Lotus 1-2-3 ((WKYS) data format, 102
Lucent DEFINITY ECS, 32
terminology, 33

— M—

Management data, 23
Master Help, 74
Master script, 180
Maximize button, 56
Microsoft

Excel, 41

Internet Explorer, 47

Visual Basic, 41
Modifying areport, 99
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Monitor ICR
main window, 71
overview, 41
Multiplan dataformat (.SLK)., 102
Multiple
component reports, 88
example, 89
printing, 96
print jobs
scheduling, 122

—N—

NEC NEAX 2400
terminology, 34
Netscape Navigator, 47
nettrkO1_status grid, 218
nettrk02_grid_last_half_hour, 219
nettrk12_grid_half_hour, 220
Network ICR, 23
Network trunk group, 28
templates, 219, 220
Network trunk groups
templates, 218
New button, 72
NICR, 23
Nortel DMS-100, SL-100, 32
Nortel Meridian, 32
Northern Telecom Meridian, 32
limitations, 35
terminology, 33
Not ready state
time spent in, 136

—O—

Offered calls
enterprise service, 198, 199, 200,
202, 204, 208, 209, 211, 214,
215, 216, 250, 256, 258
peripheral service, 251, 252, 254,
259, 261, 263, 266, 267, 268
route, 272, 273, 274, 276, 278, 280
service array, 206
On-line help
invoking, 73
Open button, 72, 96

Open Database Connectivity (ODBC),

41

Open databases, 41

Opening reports, 96

Out cdlls
enterprise skill group, 189, 191
peripheral skill group, 240, 242

—p—

Pause button, 72, 93
PBX. See Private Branch Exchange
peragtOl_agent_status by position,
221
peragt02_agent_status by skillgroup,
222
peragtO3_|logout_status by agent, 223
peragtO4_daily _agent_activity, 224
peragtO5_agent_daily_perf, 226
peragtO6_daily _agent_detail, 229
Percent
agentsin busy other
enterprise skill group, 184
peripheral skill group, 235
agents in wrap-up
enterprise skill group, 184, 185
peripheral skill group, 235, 238
available agents
enterprise skill group, 184, 185
peripheral skill group, 235, 236,
238
available time
enterprise skill group, 195
peripheral skill group, 246
calls abandoned
peripheral service, 262
route, 281
callshandled
route, 281
calls offered
enterprise service, 200
peripheral service, 252, 262
route, 274
idle agents
enterprise skill group, 184, 185
peripheral skill group, 235, 236,
238
idletime
enterprise skill group, 195
peripheral skill group, 246
talking agents
enterprise skill group, 184, 185
peripheral skill group, 235, 236,
238
talking time
enterprise skill group, 195
peripheral skill group, 246
time spent in busy other
enterprise skill group, 187
peripheral skill group, 238
utilization
defined, 188
enterprise skill group, 188
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peripheral skill group, 239
wrap-up time
enterprise skill group, 195
peripheral skill group, 246
periphO1_periphera_status report, 230
periph02_galaxy software status, 231
periph03_galaxy_hardware_status, 232
Peripheral
ACD specifics, 32-36
agents, 27
defined, 19, 24
mode, 230
on-line state, 230
status, 230
target, 30
terminology, 32
Peripheral service
templates, 248-67
Peripheral skill group, 25
templates, 231-46
perskg0l1_status_# graph, 233
perskg02_status_grid, 234
perskg03_status_%_graph, 236
perskg04_status_grid_to5, 237
perskgO5_utilization_graph, 239
perskg06_halfhour_aht_grid, 240
perskg07_daily_aht_grid, 242
perskg08_halfhour_perform_grid, 244
perskg09 normalized_agt_state, 246
perskgl0_foecast_agents_status_grid,
247
persvcOl_queue_delay_status, 248
persvc02_calls_status, 249
persvc03_effect_of aband_on_
servicelevel, 250
persvc04_calls_trend_analysis, 251
persvc05_calls_offered_half pie, 252
persvc06_serv_level_monitor_graph,
253
persvc07_now_to5_grid, 254
persvc08_gate_realtime_status_grid,
256, 258
persvcll calls_analysis_daywise, 259
persvcl2_calls_analysis_half_hour,
261
persvcl3_calls_offered_daywise_
graph, 263
persvcl4_calls_handled_daywise_
graph, 264
persvcl5_ calls_abandoned_daywise_
graph, 265
persvcl6_calls_history daywise_
graph, 266
persvcl7_calls_offered_half_hour, 267
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persvcl8_gate_half_hourly_status_
grid, 268
PostRouting, 21-22
Preferences dialog box, 102
PreRouting, 21
Primary Position Manned
enterprise service, 204, 217
peripheral service, 269
Print
button, 72
job
changing, 122
deleting, 123
details, 121
interpreting log files, 124
log file, 123
multiple, 121
scheduling, 118, 119
submitting, 122
orientation, 94
Print Server
for ICR, 118
Printer
changing settings, 94
setup, 94, 95
Printer setup, 119
Printing
reports, 94-96
automatically, 117
specifying dates and times, 121
specifying file names, 121
Printrpt command, 120, 121
PRINTRPT.LOG file, 120, 122
example, 124
Private Branch Exchange (PBX), 19
PSN.See Public Switched Network
Public Switched Network (PSN), 19

— R—

Ready state
count of agentsin
enterprise skill group, 183
peripheral skill group, 234
Real-time data, 40
feed
and controller time, 74
failure setting, 103
templates
overview, 46
Real-time feed, 39
Refresh rate, 103
Relations field
in Threshold Editor, 109
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Relative routes06_serv_level_monitor_graph,
date option, 88 275
time, 81 routesO7_now_to5_grid, 276
advantages of, 82 routes11_calls_analysis_daywise, 278
options, 81 routes12_calls_analysis_half_hour,
Report(s), 86-101 280
arranging on screen, 92 Routing
changing background color, 103 client, 30
components of, 88, 89 label, 20, 30
data and PosRouting, 21
saving for export, 101 request, 20, 21
definition, 47, 59 scripts, 22, 41
deleting, 100 server, 21
file contents, 87 Routing client, 21, 31
modifying, 99 templates, 282
saving, 86 rteclill_status_by five_minutes, 282
saving changes to, 100
examples, 44, 50-51 —S—
generation of, 75-85
layout, 56 Save
number of components, 89 Settings
overview, 46 now option, 98
presentation mode, 91 on exit option, 99
printing, 96 Workspace on Exit, 98
resizing components, 91 button, 72
single vs. multiple-component, 51 Save Rows As dialog box, 101
title box, 91 Saving
updating with data, 93 drill-down reports, 115
working with, 86 reports, 86
several, 92 Schedule Link, 31
Resizing report components, 90 Scheduled jobs
Resume button, 72, 94 changing, 122
Retrieve button, 59, 72 deleting, 123
Retrieving historical data, 93 Scheduling
Rockwell print jobs, 118-22, 119
Galaxy ACD, 32 schimp01_name_time_numbers, 283
Spectrum ACD, 32 Scope options (for reports), 78
Rockwell Galaxy Screen refresh
gate status report, 204, 216, 256, enabling, 94
268 pausing, 93
hardware status report, 232 Secondary routing decisions, 21
limitations, 35 Select Report dialog box, 96
software status report, 231 Service, 24
terminology, 34 peripheral terminology, 33, 34
Rockwell Spectrum Service level
terminology, 34 enterprise service, 199, 201, 203,
Routes, 29 208, 209
and peripheral targets, 30 peripheral service, 251, 253, 255,
templates, 268-81 257, 259, 261
routes01_queue_delay_status, 270 route, 273, 275, 277, 278, 280
routes02_calls_status, 271 service array, 207
routes03_effect_of _aban_on_ with abandoned calls
servicelevel, 272 enterprise service, 198
routes04_calls_trend_analysis, 273 peripheral service, 250
routes05_calls_offered_half_pie, 274 route, 272
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without abandoned calls
enterprise service, 198
peripheral service, 250
route, 272
Service Level
enterprise service, 205, 216
peripheral service, 268
Service_Haf_Hour table, 50
Service_Red_Timetable, 50
Setting thresholds, 107-10
Show Text option, 72
Shuffle Mode, 90
Siemens 9751 ACD, 32
Siemens Hicom 300E, 32
terminology, 34
Siemens Rolm 9751 CBX
terminology, 34
Signaling network, 19
Signed on agents
enterprise skill group, 183
peripheral skill group, 234
Single-component reports, 88
example, 88
Skill group, 24
DEFINITY ECS, 33
peripheral terminology, 33, 34
Spectrum terminology, 34
Speed of answer
average
peripheral service, 248, 254, 259,
261
route, 270, 276, 278, 280
SQL, 41
syntax data format, 102
Staffing schedule data, 31
Status bar, 59
in report windows, 93
Subdirectories
and report storage, 87
Supervisor, 41
SWT TRMS, 231
System configuration, 37
System Manager, 41

S

Talk time, 136
average

enterprise service, 202
enterprise skill group, 189, 191
peripheral service, 255
peripheral skill group, 240, 242
route, 277
service array, 206
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Taking
count of agents
enterprise skill group, 182
peripheral skill group, 233
percent of agents
enterprise skill group, 184, 185,
187
peripheral skill group, 235, 236,
238
percent of time
enterprise skill group, 195
peripheral skill group, 246
Taking in state
count of agentsin
enterprise service, 204
enterprise skill group, 183
peripheral service, 256
peripheral skill group, 234
Taking other state
count of agentsin
enterprise skill group, 183
peripheral skill group, 234
Taking out state
count of agentsin
enterprise service, 204
enterprise skill group, 183
peripheral service, 256
peripheral skill group, 234
Template Launcher, 53, 75-85
invoking, 76
setting up, 85
window, 76
Templates, 46
application gateway, 155, 156, 157,
158, 160, 163, 164, 165, 166,
168, 171, 172, 173, 174, 176,
179, 221, 222, 223, 224, 225,
227
call type, 180, 181
choosing, 84
enterprise
service, 196-215
skill group, 160-95
historical, 154
naming conventions, 85
network trunk group, 218, 219, 220
peripheral
service, 247-67
skill group, 216-46
real-time, 154
relationships with database, 90
route, 268-81
routing client, 282
selecting multiple, 84
trunk group, 282-87
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using multiple, 84
Terminology

Monitor ICR, 46

peripheral -specific, 32
This

Month time option, 82

Week time option, 82

Y ear time option, 82
Threshold Editor, 108
Threshold(s)

alerts, 61, 108, 109

and service level, 109

examples of, 61-64

in multiple-component reports, 109

saving, 110

setting

examples, 63
in reports, 108

warning examples, 63
Tile option, 92
Time

format in Monitor ICR, 81

options in Template Launcher, 81
Today time option, 81
Toolbar, 71-73, 72

display options, 73
trkgrp01_alltrunkbusy_graph, 284
trkgrp02_idle_inservice_status, 285
trkgrp03_trunkgroup_status_grid, 286
trkgrp11_trunkgroup_performance_

grid, 287
Trunk group, 27

network, 27

templates, 282-88
Trunks

idle, 285-87, 285-87

in service, 285-87, 285-87

peripheral terminology, 33, 34
Tutorial

creating reports, 49

—U—

UpdateAW process, 40
User Information
dialog box, 105

—\V—

VDN. See Vector Directory Number
Vector Directory Number (VDN), 33
Voice path (maintaining), 21

Voice Response Unit (VRU), 19
VRU. See Voice Response Unit
VRU support, 32

—W—

Warnings (threshold), 109
Web View, 47
Window menu, 92
Windows NT, 37
Work not ready state
time spent in, 136
Work ready state
time spent in, 136
Workforce management systems, 31
Workspace, 98
Wrap-up state
count of agentsin
enterprise service, 204, 217
enterprise skill group, 182, 183,
185
peripheral service, 256, 269
peripheral skill group, 233, 234
percent of agentsin
enterprise skill group, 184, 187
peripheral skill group, 235, 236,
238
time agents spend in
enterprise skill group, 189, 191,
195
peripheral skill group, 240, 242,
246

—Y—
Y esterday time option, 82
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