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C H A P T E R 1
Home

Å Customer Journey Analyzer, on page 1
Å Supported



Å Ensure the browser pop-ups are enabled.

Å Ensure to install Adobe Flash





Å To perform other tasks, in the Visualization or Dashboard page, click on a respective folder,
visualization, or a dashboard:





Step 3 After the visualization is rendered, click the navigation icon to see the Data





















Report Path: Stock Reports > Historical Reports > Agent Reports

Output Type: Table









FormulaDescriptionParameter

Sum of Consult Request DurationThe total amount of time agents
spent consulting other agents.

Consult Request Total Time

Sum of Consult Request Duration
/ Sum of Consult Request Count

The average length of time agents
spent consulting other agents.

Average Consult Request Time

Sum of Consult Answer CountThe number of times agents
answered consult requests plus the
number of times agents consulted
other agents.

Consult Count

Sum of Consult Answer DurationTotal Consult Answer Time plus
Total Consult Request Time.

TConsult





Report Path: Stock Reports > Historical Reports > Agent Reports

Output Type: Table





















This report represents the agent idle time.

Report Path: Stock Reports > Historical Reports > Auxiliary Reports > Idle Reports

Output Type: Table













FormulaDescriptionParameters

Count of Contact

















FormulaDescriptionParameter
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Report Path: Stock Reports > Real-Time Reports > Contact Center Overview

Output Type: Report

Team Details Real-Time

This report provides team details in real-time.

Report Path: Stock Reports > Real-Time Reports > Contact Center Overview

Output Type: Table



FormulaDescriptionParameter

Count of Contact Session ID
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FormulaDescriptionParameter

Count of Contact Session ID
(Connected





FormulaDescriptionParameter

Sum of Hold Duration + Sum
of Connected Duration

The time interval between when calls were









Step 2 To add a field or a profile variable, click an entry from the Fields orMeasur







Å Recurrence: Use Scheduler and define recurrence, such as daily at 9:00 AM.

Create a





Step 9 To combine multiple values of the segmentation variable into one group, you can create an enhanced field:
a) Right-click a value and select Create Enhanced Field.
b) Specify the settings for





Create a Visualization Displaying Actual Values
To display the actual values in the database without aggregation, the visualization cannot include a time
interval or segmentation, and all profile variables must be configured with



DescriptionSetting

Enter a name (for example, Other Entry Points) for
the group that will include all the variables



Å Cumulative: Whether or not the calculations are cumulative.

For example, suppose the total number of







Edit a Shared Formula
To edit a shared formula:

1. Click Add Profile Variables and then



DescriptionOption

Select a value from the drop-down list to specify the style of the border around the table
or select



1. Select Formatting > Chart.

2. Change any of the following options to customize the chart format:



C H A P T E R 3
Dashboard

Dashboard is a combination of reports that is used to visualize on a single screen.

You can perform the following tasks in the Dashboard:

Å Run a Dashboard, on page 89
Å View Stock Report Dashboard, on

pagʹ

ÅDashboar=







Step 2 Drag and drop a visualization on to the canvas area. You can add as many visualizations as you want the
dashboard to display.

Step 3 To reposition a visualization, drag it to a new



C H A P T E R 4
Variables

Å Create, Edit, View, and Delete Variables
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94

Variables
Create, Edit, View, and Delete Variables





ExamplesDescriptionRecord Type

Å Agent handles a service call
and logs an incident

Å Agent places an outbound call
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