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Manage Workspaces

Workspaces in IC Business Manager

The workspace is the large area where views appear in the main window. A workspace hosts views, including views from different
application modules. This helps you organize views for tasks that you frequently perform. Views within a workspace can be docked
in a variety of ways.

IC Business Manager provides a default workspace. You can also create custom workspaces to organize a selection of different
views.
To add a custom workspace:

Click Workspace... on a Getting Started page, or select New > Workspace. The Create New Workspace dialog appears, prompting for
a workspace name and other information.

Enter a descriptive name for the workspace, and optionally a description and your preference of icon.

HE} Create New Workspace
Mame: My Wigws
Description: Favarte Supervisar Views
lcon: -
E K l [ Cancel

Click OK. The new workspace appears. If "Show Getting Started” on new workspaces was checked, the new workspace appears with
Getting Started instructions as shown below. Otherwise the new workspace is empty. Note also this page lists Built-in Workspaces,
which are application modules that appear by default in the Workspaces bar.
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W, IC Buginess Manager = &on

File Edit Yiew ‘Workipaces Tool: Window Help
PlNew = | § Ua @ X

§ B Getting Started - %
_E . :
: Getting Started
[@ Create Mews: Custom workspaces, such as this one, can contain a collection of different
i ) View wigws which you can organize by task, You can add views by selecting

¥ “Wiew.." from the "File->MNew" menu or by using the toolbar button, You
'I' B Workspace... can also create new custom warkspaces from the "File- >Mew" menu for
= Bult-h'i'-‘nrl:s additional areas to add views, You can organize the wiews inko 3 custom
= i layout by dicking and dragging the view's takb.
|24 4 Interaction Feedback

a : The Workspaces menu prowides 2 detailed list of all available custom and
== a8 Interaction Recorder

built-in workspaces. In addition, custom workspaces can be edited and

7 Interaction Optimizer deleted from the Workspaces menu. You can also change the order which

= : the workspaces are listed by selecting "Reorder Workspaces..." from the

= Interaction Reporter .
“Warkspaces® menu.

i, Interaction Recorder Extrerne Query

Built-in workspaces can nat be deleted or renarmed and may have a

different set of views to choose from and are tailored to specific tasks. The

available built-in waorkspaces are shown ta the left.

[ Shenar "Getting Started" on new waorkspaces. ||

@ QVs-smbeast | F 0

Next, add a view to the workspace. See Add any view to a workspace for instructions.
To switch between workspaces, select a workspace from the Workspaces menu, or click a workspace icon in the vertically-oriented
Workspaces tab.

File Edit WView Workspaces Tools Wi

EiNew ~ % G2 @ X

5 | i Getting Started|

=1

E L

: | Getting Starte

@ Create Mew: Custo

£ ] vi views

) g works

¢ [H Workspace... clickin

& | Built-In Workspaces: -
My Views (Ctrl+5) imizer be edi
Favorite Supervisor Views "Reor
1

For more information about Workspaces and adding views, select Getting Started from the Help menu to open the IC Business
Manager User Interface Help.
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Manage Views

About Views

Displays of information in IC Business Manager are called views. Supervisor views display statistics, graphs, queues, the status of
alerts, and in some cases, reports using a common set of visual controls. Views track the connection state of the application, and
maintain alert watches when connections are available. Views update information in real-time, along with the status of any alerts
that have been set.

Views are added to a workspace. Workspaces organize views, including views from different application modules. Views in a
workspace may be docked relative to other views any way you like. Views must be configured to select a subset of available data.
For example, to view details about an agent, you must specify which agent. These selection criterions are called view parameters.

Licensing and station rights determine the views available. Contact your CIC System Administrator if a needed product or category
is unavailable after you log on. Once rights are assigned, views will become visible the next time you log on to IC Business
Manager.

1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

3. Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Categories
may differ from those shown below, since the availability of views is subject to licenses, security rights, and access control
rights. See Licenses, Security and Access Control Rights.

| Cateqonies =

Wiews: I - ' | Seqrch E2

AN vizwes
& Agents and Warkgroups
4 Feedback Status
74 Inkeraction Optirmizer
= Reporting h Agent Graph
3 Syitern Status interoction Supendsar

Statistics of several agents in one or more workgroups
preserted in a graph,

m_ p.gm Details

s Infzrection Supenasar

== Agent or Workgroup Queus
ﬂ Intermction Supendsor
Zhows an agent’s ar a warkgroup's interaction queue,

Agent Overview
Interoction Supenisor
Seatistics of zeveral sgents in one or more warkgroups,

Feedback statistics

dmbzppmmtimn Domeinmeds

Since a comprehensive assortment of views is available, IC Business Manager organizes views by category or product, to make
the selection of views easier. Select Categories from the Group By drop list.

4. Click in the list on the left to select a view category. A list of views for that category will appear in the list on the right. Subject
to access restrictions, the view categories are:
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View Description
Category

Agents and |Views that report the activity of Agents, Workgroups and Workgroup Directories.
Workgroups

You can view or graph the activity of a single agent for a single workgroup, or for all workgroups that the agent has
membership in. You can monitor activity in agent or workgroup interaction queues, filtering by interaction type, or
monitor statistics for many agents in multiple workgroups.

You can examine details and statistics about a particular workgroup, display member agents of a workgroup in a
directory, graph workgroup statistics, and compare activity across multiple workgroups.

Dialer Interaction Dialer views display statistics about Dialer agents, outbound campaigns, skills, stages, wrap-up codes
Statistics |and categories, the overall status of multiple running campaigns, and the health of Dialer servers.

Interaction [Views that display statistics about Interaction Feedback surveys in progress.
Feedback
Status

Interaction [Views that compare actual agent activity and presence to schedules.
Optimizer

Interaction [Provides the ability to display statistics that help determine the state of configured Remote Content Servers and
Recorder [Recorder Server.

System Views that monitor the health and performance of CIC server to display license statistics, activity in line, station,
Status workgroup, and user queues, session managers and session activity, CIC system performance, memory usage, and
subsystem activity.

Tracker Provides ability to search for an interaction and examine its details. The search features in this view query for
interactions that are no longer in queue by searching for any combination of: Interaction ID, Media Type,
Date/Time, Direction, Last User, Last Workgroup, DNIS, Remote Number, or Remote Address.

A particular interaction can then be displayed with details indicating everything known about the interaction.
Details about an interaction include: the segments within the interaction, and an overview of workgroups, local
parties, and conference parties involved.

Interaction [These views display service level, abandon and queue statistics about an enterprise group, or routes on a
Director monitored server which are used to place inter-server calls between CIC servers.

. Select which view to add by clicking an item in the Views list.
. Click OK.

If the view requires parameters to be set, dialogs appear at this time to prompt for view preferences. Most views prompt for
parameter information. For example, an Agent Details view prompts to select an agent, and then opens a second dialog to ask
whether to select activity for that agent in a single workgroup or all workgroups. Only with these parameters can the view show
statistics for the selected agent and workgroup.

l Optionally press F1 for help with parameter selection dialogs. '

When you finish selecting parameters, the view will appear in the workspace.

Views are automatically disabled if the connection with CIC server goes down for any reason. A 'spinner' cursor is shown in all
Supervisor views, indicating that no data is being received. Views are automatically enabled once the connection is restored.

Agents and Workgroups category

Summary

Views in the Agents and Workgroups category manage agents, teams, and workgroups. If this category does not appear when you
dd a view, contact your CIC System Administrator. See Licenses, Security and Access Control Rights.

17



Icon View Details IAppearance
m Agent Details T R
g o q g i & .
& Summarizes the activity of a single agent, | === == rE R -
. gy 3
for a single workgroup, or for all workgroups| " e
that the agent has membership in. R ; i . itk
g q o A —nf st wasiH i ] I Ha
This view displays Agent Statistics for the ke ot . . . s
current period, previous period, current shift | isssemmms s e wa e wa
and prev'ous Shift Lemgarinh fve A [ 28] i Tt 1) ik
B ] Lt ek W Pk HA
By il Ty it (R 1] LT
b - B D wdinia b ] (] ] HAS
Bsrn wgart gt v Empesced ik [T P Hh
Burrage el em iy beymead e oL H [y HAE
s e pei i bigsasd won rad a ek HAS
Beracyn 1w regn brpaed v Al W L) Ha
IAgent Graph Ty P — s
Shows statistics of several agents in one or | *ereme % &t engases
more workgroups presented in a graph. grap
. . . . . Irtnruchony rece ved [Curre e Shaf)
This view displays Agent Statistics for the Irdsracs s psarvd [Prasiosis Sht]
current period, previous period, current shift || meessess stz s
. . Iater pctionn aramared [Frevious Shit)
land previous shift. B
Irteracions coreplieing | Prosgas Shait)
i £ E] ] 0 ) L ] 3
Ui aL
Wi termc e v |Cunre S 17 [irterastions s [P e R
.I.nnbclm e e [ Camawi Shilk] Lk} ::ruwl:wmmmlbd Predas 3f] LTy
ll-lr-q_lq,m iarghe b [ pwenl Gul 1w .hnq.lummpﬂulﬁ-‘-\n-:iﬂll LTy

)Agent or Workgroup Queue

Shows current activity in an agent's or a
workgroup's interaction queue.

The view can be filtered by interaction type,
to show calls, callbacks, chats, emails,
generic queue objects, and workflow items,
or all interaction types.
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Agent Overview

Statistics of several agents in one or more
workgroups.

Statistics for each agent can be expanded to
show activity in workgroup queues.

dl degmmi Trrmrvira
Wedgreap 33 jam
o M e e
A Wy g o Tl
& F Jecbaca Wankall rd
2 ww 7
a e Fasdime r
Wl =
L 1]

Trdsncticn | wishmd It wrmors womtg
1Prevman i [ Cmrerit S

r2 L

rd =

41 T

n F-y

13 m

Erarnciara narewsd

P

;Eﬁf'ii

]

18




Workgroup Details

Shows details about a selected workgroup.
This view includes the directory, the
statistics and the queue (if applicable).

wr T

E Ll "]
Ml B
[]

H

A

Laggadin  Tews Irfisan dptwlas

o]

;
v
L
e Ll
L b ne R Ll .
Pl [ =0 15, | T et "
b a = *
m Workgroup Directory — = ==
\_,) Shows member agents of a workgroup in @ || warkgusp: fa sdmnatiatien
directory.
Lact Mpra [ dmnn

WWehraas Higd L) . sl u o
Faio  Bise HED | T ® ¥ |
[rahiingm Crmg 2E0R v F w |
s g T sl u w |
Wik [rre] =) [ . " o |
B s Froiare: 254D ol E ] + |
S Jaareed 373 Avslabis I "7 |
[T I T [ T ] «r
Gigp din = R ol E W |
Durkam War Foag) Avalabia ] - |
Wil Frpps 418 vslaie = v |
Betan Sheetn e | T ® v |
Workgroup Graph by Sorbmg e =
0 Col
Rolled-up statistics on selected workgroups | S
presented in a graph. .
L
1
1 ]
Ewrper rope ke
Toaud ngasta Lagged
o s T [} Cormpary TR ]
e Ty Lk ot Tegms L
Workgroup Overview z
.. . — . Sarptabis by AT o et b 1 .
& Compares activity of multiple i s = e
workgroups. This view rolls up statistics for a i ? 3
selected workgroups, displaying workgroups . i i . s
selected by the user as rows, and selected : - 3 = =5
workgroup statistics as columns. - ; : - o
- : : 3 =
o ; ; :
- : - =
e I H - 2
= n n = -
[ [} L A
¥ 1 1 2 %




ey B Meiieyg

! : Workgroup Statistics (o=

Statistics for a selected workgroup. This e B g
view does not show the workgroup queue or| === M e 8
the directory. g T ———— "

s, i patmr T gy s
(] L SR P ™
= e a i ampes e

R bt 5 W T it e T P T | ] s
(=T R 11

S 1 Lo Corr b sorm [Pl Sare]

i E

oo s Dv e oo [Pl Samy

Agent Details view
Summary

The Agent Details view summarizes the activity of a single agent, for a single workgroup, or for all workgroups that the agent has
membership in. This view displays Agent Statistics for the current period, previous period, current shift and previous shift, in a

single expander control.

o Agent Details ol
i Agent: @& Userl00nl ‘Workgroup: 53 [A1] - }
Agent Statistics :
Current Penod Current Shift Prewious Period Prewious Shift

Interachions recenved 2 1z 2 hih
Interactions answered ! 17 ) [ fFL%
Interactions completed 1 11 ! L
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Statistics pertain to time in a workgroup or a user interaction, and not overall time in the system. The time an interaction was in IVR
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for example, is not counted. Once the view is created, you can select a different agent, or other workgroups that the selected agent
is participating in.

Add this view
1. If necessary, start IC Business Manager and log on.
2. InIC Business Manager, select a workspace from the Workspaces menu, or create a new workspace to host the view.
3. Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.
4. Select Categories from the Group By drop list.
5. Inthe Categories list, select Agents and Workgroups.
6. Select Agent Details in the list of views on the right.
7. Click OK. The Select Agent page of the Agent Details Wizard appears.
8. Select the name of an agent. You may need to type a name in the Filter box. When more than 20 agents exist in the system, only
s,
the first 20 are shown, and an indicator (") informs that more agent names are available.
BE) Agent Detail Wizard - Select Agent
4. | This symbaol indicates that more agent names
| == | are available, Type a name in the Filter box,
2 Qperator #| This filter wielded more results than the ones shown,
2 Userl0001
& sertnnn:
In that case, typing an agent's name in the Filter box locates the agent. When fewer than 20 agents exist in the system, the filter
box is not displayed. Only agents that are members of at least one workgroup appear in this list.
Once you select an agent, his or her name appears in the Agent box under Selected Parameters. This helps verify the current
selection. Note that Workgroup appears in that section as read-only text. Workgroups are selected on the next wizard page.
9. Click Next to Proceed. The Select Workgroup page of the Agent Details Wizard appears.

10. The Select Workgroup page prompts whether to select statistics for a single workgroup, or for the agent's activity in all
workgroups. Click to select a workgroup by name, or select [All] for all workgroups the agent is a member of. Optionally use
the Filter box to locate specific workgroups by typing all or part of a workgroup name.

Once you make a selection, the workgroup name (or [All]) appears in the Workgroup box under Selected Parameters. This helps
verify your selection.

11. Click Finish. The view appears, showing statistics for the selected agent and workgroup.

Change statistics in this view

Right-click anywhere in the view to open a shortcut menu.

Select Add/Remove Statistics... from the menu. The Interval and Queue Statistic Selection dialog appears. This dialog selects
which time intervals and statistics will appear in the view.

Options in the Interval frame manage time periods reported in the view. The list on the left contains items that are not currently
included in the view. The list on the right contains items to include in the view.

Select periods in the list on the left. Then click Add to move them to the other list. Add All selects all items for inclusion.
Use Move Up and Move Down buttons to optionally change the display order of columns in the view.

To exclude periods from the view, select items in the list on the right. Then click Remove. The Remove All button excludes all
time periods from the view, but at least one must be included.

Options in the Queue Statistics frame manage statistics reported in the view. The list on the left contains items that are not
currently included in the view. The list on the right contains items to include in the view.

Select statistics in the list on the left. Then click Add to move them to the other list. Add All selects all items for inclusion.
Use Move Up and Move Down buttons to optionally change the display order of rows in the view.
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e To exclude statistics from the view, select items in the list on the right. Then click Remove. The Remove All button excludes all
statistics from the view, but at least one must be included.

5. Click OK when you are finished.
Shortcut Menu Commands
Right-click any statistic in the view to display shortcut menu commands. The menu options are:

Edit Alerts...

Opens dialog for adding or changing the parameters of alerts. This menu option is enabled when the shortcut menu is opened by
right-clicking on a statistic.

Add/Remove statistics...

Opens the Interval and Queue Statistic Selection dialog is presented, so that the user can pick and choose statistics to display in
the view.

Remove > column

Removes a column from the view.
Remove > entire row

Removes a row from the view.
Display Help for a statistic

1. Right-click the statistic to display the shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

Set Alerts
See Manage Alerts.

Summary

The Agent Graph view shows statistics of several agents in one or more workgroups presented in a graph. This view charts Agent
Statistics for your choice of intervals (current period, previous period, current shift and previous shift).
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ki Agent Graph | T

Workgroup: 53 40001

Bar graph
Interactions received [Current Shift]
Interactions received [Pravious Shift]
Interactions answarad [ Current Shift]
Interactions answered [Previous Shift]
Interactions completed [Current Shift]
Interactions completed [Previous Shift]
n] 10 n g1 4 S0 L] K] EQ
Userl0iDl
.Irrtera chions received [Current Shift] I .Intera ctions received [Previous Shift] RN
lIntera ctioni answered [Current Shift] 71 |m]Intera ctions answered [Previaus Shift] MSA
. Interaction: completed [Current Shift] Th . Interactiani completed [Previaus Shift] M

Statistics pertain to time in a workgroup interaction, and not overall time in the system. The time an interaction was in IVR for
example, is not counted. Once the view is created, you can select a different workgroup that the selected agents participate in.

Add this view
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11.

12.

Logon to IC Business Manager if you have not done so already.
Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

Select Categories from the Group By drop list.

Click the Agents and Workgroups view category.

Select Agent Graph from the list of views. Click OK.

Select a workgroup. Click Next. The Agent Selection dialog appears. (In this context, the dialog title is Agent Graph.)
Choose agents to graph by selecting names in the Available Items list on the left. Then press Add.

Add All selects all agents for inclusion. You can change the display order of agents in the view using Move Up and Move Down
buttons. To exclude agents from the view, select items in the list on the right. Then click Remove. The Remove All button
excludes all agents from the view, but at least one has to be included.

Click Next. The Interval and Queue Statistic Selection dialog prompts for time intervals to select, and which statistics to chart.
In the Interval list, select time intervals to select data for. Then click Add.

Options in the Interval frame manage time periods to select data for. The list on the left contains items that are not currently
included in the view. The list on the right contains items selected to include in the view. Select items in the list on the left. Then
click Add to move them to the other list, to include them in the view. Add All selects all items for inclusion. You can change the
display order of columns in the view using Move Up and Move Down buttons. To exclude periods from the view, select items in
the list on the right. Then click Remove. The Remove All button excludes all time periods from the view, but at least one has to
be included.

Select statistics that you want to chart. Then click Add.

Options in the Queue Statistics frame manage statistics to report in the view. The list on the left contains items that are not
currently included in the view. The list on the right contains items selected to include in the view. Select items in the list on the
left. Then click Add to move them to the other list, to include them in the view. Add All selects all items for inclusion. You can
change the display order of rows in the view using Move Up and Move Down buttons. To exclude statistics from the view,
select items in the list on the right. Then click Remove. The Remove All button excludes all statistics from the view, but at
least one has to be included.

Click Finish. The Agent Graph view appears.
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Change statistics in this view

1. Right-click in the view to open its shortcut menu.
2. Select Add/Remove Statistics...

3. Use the Interval and Queue Statistic Selection dialog to modify which Agent Statistics are graphed. It prompts for time intervals
to select, and which statistics to chart.

Add or remove Agents from this view

1. Right-click in the view to open its shortcut menu.
2. Select Add/Remove Agents...
3. Use the Agent Selection dialog to add or remove agents from the view.

Customize the Graph
See Chart Control.

Set Alerts

See Manage Alerts.

Display Help for a statistic

1. Right-click a statistic in the Legend below the graph to display a shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

Agent or Workgroup Queue view
Summary

The Agent or Workgroup Queue view displays current activity in a workgroup or user queue. The view can be filtered by interaction
type, to show calls, callbacks, chats, emails, generic queue objects, and IPA work items, or all interaction types.

Add this view

1. If necessary, start IC Business Manager and log on.
2. InIC Business Manager, select a workspace from the Workspaces menu, or create a new workspace to host the view.

3. Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

4. Select Categories from the Group By drop list.
In the Categories list, select Agents and Workgroups.
6. Select Agent or Workgroup Queue in the list of views on the right. Click OK. This view does not require parameters to be set.

o

Customize this view to display Workgroup or User Queue data
Select from the drop lists in left to right order:

1. Use the Queue Type drop list to select Workgroup Queue or User Queue.

2. Select a specific queue in the middle drop list. It contains user or workgroup queue names based on the Queue Type selection
made.

To narrow down the number of items displayed, type part of a queue name in queue drop lists. This filters the list of
queue names to match that string, making it much easier to find the queue you are looking for.

3. Select the type of queue interaction to display (calls, chats, etc.) from the Interaction Type list, or select All Types.

To add or remove columns from this view
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1. Right-click any column heading to display the shortcut menu. See Queue Columns for a description of each column that can
appear in this view.

2. Select a column to include. If you select a checked column name, it will be removed from the view.

3. To select columns and also set their display order in the view, select More... from the shortcut menu. This opens the Queue

Columns Selection dialog.
Perform Call Actions on queue objects

If you right click a row in the queue control, you can select call action commands from the shortcut menu:
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Pick Up

Answers the current interaction, or takes the interaction off hold.

Disconnect

Disconnects the selected interactions. You can select multiple calls to disconnect at once.

Join

IAdds the Supervisor user to a call on any user or station queue that the manager has permission to monitor. Both the
agent and the customer can hear the manager's side of the conversation. When the Join feature is used, Interaction
Supervisor creates a conference call between the agent, the connected party, and the Supervisor user.

Listen

Listens in on a call. For example, you can listen to a caller leaving a voice mail message, to a conversation between two
parties, or to a conference call. The parties being listened to may not be aware that someone is listening to the call.

Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions regarding
Record or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or licensee
will use the product in compliance with any federal or state law.

Transfer

Transfers the interaction to another user.

Coach

IAdds yourself to an agent's call on any user or station queue you have permission to monitor. This enables you to
provide advice to the agent without the customer knowing that you are assisting on the call. The agent can hear your
side of the conversation, but the customer cannot.

This feature is especially helpful to supervisors who are training new agents, monitoring employee customer service
performance, or simply providing assistance with a customer call.

If the agent presses the Mute button while you are coaching the agent, the customer no longer hears the agent but the
agent can continue to converse with you. The Mute button does not affect the audio between the agent and the coach.

You must have permission to use the Coach feature and you must have permission to monitor queues. If you have
questions about your rights and permissions, see your Interaction Center administrator.

The Coach option is disabled if the call is not in a state in which this action can be performed.

Record

Records the currently selected call. This recording is saved as a .wav file. Selecting Record the first time starts the
recording session for a call. Selecting Record again stops the recording session for a call.

If you select Record more than once to stop or continue recording a call, each part of the recorded conversation is
stored in separate .wav files, and sent to you in e-mail message attachments after you end the call.

[The Record option is unavailable if the call is not in a state in which this action can be performed or if you do not have
rights to record calls. Contact your CIC administrator if you need security rights to use this feature.

Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions regarding
Record or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or licensee
will use the product in compliance with any federal or state law.

Pause

Pauses recording. Select Pause again to resume recording.

Snip

Creates a recording snippet. To have snip capabilities, your administrator must configure your user account with the
appropriate rights and licenses in Interaction Administrator. For more information, see the Interaction Recorder and
Interaction Quality Manager Technical Reference in the PureConnect Documentation Library and the Interaction
Administrator Help.

Private

Prevents other users from recording or listening to a conversation. Use of the Private feature may be subject to your
company's policies and should only be used in accordance with those policies. CIC handler customization can be used
to track the use of the Private feature to ensure compliance with such policies.

Properties

Opens the Directory Properties dialog to display information about the selected user.

Copy value
of

Copies the value of the selected row at the intersection of the selected column, to the clipboard.

Copy
Interaction

Copies interaction details to the clipboard.

Agent Overview view

Summary
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The Agent Overview summarizes Agent Statistics of several agents in one or more workgroups. Statistics can be expanded to
show activity in each workgroup the agent participates in.
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Add this view

1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

3. Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

4. Select Categories from the Group By drop list.

5. Select the Agents and Workgroups view category.

6. Select Agent Overview from the list of views. Click OK. Select one workgroup, or select [All] to include all workgroups.

7. Click Next. Use the Agent Selection dialog to select agents to include in the view.

8. Click Next. Use the Interval and Queue Statistic Selection dialog to select time intervals and statistics to include in the view.

9. Click Finish.

Add or remove Agents from view

1. Right-click in the view to display its shortcut menu.
2. Choose Add/Remove agents...
3. Use the Agent Selection dialog to select agents to include in the view. Click OK.

Add or remove Statistics from view

1. Right-click in the view to display its shortcut menu.
2. Choose Add/Remove statistics...
3. Use the Interval and Queue Statistic Selection dialog to select which time intervals and statistics appear in the view. Click OK.

Remove a single Agent

1. Right-click the row corresponding to the agent.
2. Choose Remove > Remove agent row from the shortcut menu.

Remove a single Statistic

1. Right-click the column corresponding to the statistic.
2. Choose Remove > Remove statistic from the shortcut menu.

Display Help for a statistic

1. Right-click the statistic to display the shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

Set Alerts
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See Manage Alerts.

Workgroup Details view
Summary

A Workgroup Details view displays details about a selected workgroup. It displays the status of individual workgroup members,
including the length of time in status and their logged in state. It shows workgroup statistics, members of the workgroup directory,
and if applicable, interactions in the workgroup queue.
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The ability to filter skills is not always visible in this view. Skill filtering is unavailable if:
e You are connected to an older server that does not support skill filtering.
e No Statistic Parameter Group has been assigned to the workgroup.
e No Skill Categories have been assigned to the Statistic Parameter Group with which the workgroup is associated.
e When any of these factors apply, the skills filter section is not visible to maintain backwards compatibility.

Add this view

1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.
3. Select New > View from the File menu.

The Create New View dialog appears, listing views by category or product. Licensing and station rights determine the
availability of selections.

4. Select Categories from the Group By drop list.
5. Select the Agents and Workgroups view category.

6. Select Workgroup Details from the list of views. Click OK. Select one workgroup, if necessary after typing in the text box to
filter by name.

7. Click Finish.
Change the layout of this view

The Layout drop list (top right) changes the orientation of controls in the view. The layout options are Classic View, Interactions
queue at the top, Interactions queue at the bottom, and 3 column view.
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Classic view

The default "Classic View" positions expanders for statistical
categories above a list of workgroup members. Note that there
are two tabs: the Queue tab shows objects in the interactions
queue, (if the workgroup has a queue) with call action controls
so that the user can select a queue object, and then listen,
coach the agent, record the conversation, join a conference, or
perform basic telephony operations. The Members tab lists
members in a queue control.
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Interactions queue at the top

When "Interactions queue at the top" is selected, the list of
interactions appears above workgroup statistics and member
lists.
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Interactions queue at the bottom

When "Interactions queue at the bottom" is selected, the list of
interactions appears below workgroup statistics and member
lists.
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3 column view

The 3 column view maximizes vertical space by arranging lists
horizontally adjacent to one another.

Shortcut commands in this view

The table below shows shortcut commands available when you right-click each list.

Shortcut
Command

List

Description

Workgroup | Edit alerts...

See Manage Alerts.

Statistics
Remove >
Remove
entire
statistic

group

Removes an entire category of statistics from the view at once.
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Remove >

Removes a single statistic.

Remove

statistic

Add/Remove | See Change statistics in the view.

Statistics

Help Displays description of the statistic in the Statistic Help dialog.

Workgroup | Edit alerts... | See Manage Alerts.
Members

Manage Opens the Manage Workgroup Activations dialog, used to activate or deactivate workgroup agents.

Workgroup

activations

Manage Opens the Manage User activations dialog, used to activate a single agent on multiple workgroups.

User

activations

Logout If your CIC administrator has granted you the right, you can log off another user. For more

[user] information, see Force User Logouts.

Formatting | Opens the Workgroup Directory Options dialog, used to format rows for a list of members in a

Options workgroup directory.

Properties Opens properties of the selected user in the Directory Properties dialog.

Change If your CIC administrator has granted you the right, you can set another user's status. Opens the

Status for Change User Status dialog.

Workgroup | Pick Up Answers the current interaction, or takes the interaction off hold.
Interactions

Disconnect | Disconnects the selected interactions. You can select multiple calls to disconnect at once.

Transfer Transfers the interaction to another user.

Join Adds the Supervisor user to a call on any user or station queue that the manager has permission to
monitor. Both the agent and the customer can hear the manager's side of the conversation. When the
Join feature is used, Interaction Supervisor creates a conference call between the agent, the
connected party, and the Supervisor user.

Listen Listens in on a call. For example, you can listen to a caller leaving a voice mail message, to a
conversation between two parties, or to a conference call. The parties being listened to may not be
aware that someone is listening to the call.

Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law
restrictions regarding Record or Listen capabilities of CIC software. The licensee hereby warrants
and represents that the end-user or licensee will use the product in compliance with any federal or
state law.

Coach Adds yourself to an agent's call on any user or station queue you have permission to monitor. This

enables you to provide advice to the agent without the customer knowing that you are assisting on
the call. The agent can hear your side of the conversation, but the customer cannot.

This feature is especially helpful to supervisors who are training new agents, monitoring employee
customer service performance, or simply providing assistance with a customer call.

If the agent presses the Mute button while you are coaching the agent, the customer no longer hears
the agent but the agent can continue to converse with you. The Mute button does not affect the
audio between the agent and the coach.

You must have permission to use the Coach feature and you must have permission to monitor
queues. If you have questions about your rights and permissions, see your Interaction Center
administrator.

The Coach option is disabled if the call is not in a state in which this action can be performed.
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Record

Records the currently selected call. This recording is saved as a .wav file. Selecting Record the first
time starts the recording session for a call. Selecting Record again stops the recording session for a
call.

If you select Record more than once to stop or continue recording a call, each part of the recorded
conversation is stored in separate . wav files, and sent to you in e-mail message attachments after
you end the call.

The Record option is unavailable if the call is not in a state in which this action can be performed or
if you do not have rights to record calls. Contact your CIC administrator if you need security rights to
use this feature.

Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law
restrictions regarding Record or Listen capabilities of CIC software. The licensee hereby warrants
and represents that the end-user or licensee will use the product in compliance with any federal or
state law.

Pause Pauses recording. Select Pause again to resume recording.

Private Prevents other users from recording or listening to a conversation. Use of the Private feature may be
subject to your company's policies and should only be used in accordance with those policies. CIC
handler customization can be used to track the use of the Private feature to ensure compliance with
such policies.

Properties Opens properties of the selected user in the Directory Properties dialog.

Copy value Copies the value of the selected row at the intersection of the selected column, to the clipboard.

of

Copy Copies details to the clipboard.

Interaction
Example:

Name: "From:Cblade2"

Duration: "00:01:57"

State: "ACD - Assigned: user2673"
Queue: "WG14"

Line: "DataVlan"

User: "Thompson, Kenith"
Station: "Station32673"

Agent Displays list of keywords in the Agent Score queue column. See Interaction Analyzer Columns in

Keywords Queue Controls.

Customer Displays list of keywords in the Customer Score queue column. See Interaction Analyzer Columns in

Keywords Queue Controls.

Change statistics in this view

1. Right-click in the view to display the shortcut menu.
2. Choose Add/Remove statistics...
3. Use the Workgroup Statistics dialog to select which time intervals and statistics appear in the view. Click OK.

Select cumulative vs. Partial Sum histogram for Service Level or Abandon Rate statistics

o

Curmulative

v Partial Sum
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Click Options on the right side of the expander to select histogram type.

Think of cumulative distribution as an accumulative bucket for the workgroup, interaction type, and time interval including current
period, current shift, and so on. An accumulative bucket means that each bucket includes the count for all of the preceding buckets.
In a partial sum distribution, each bucket count is exclusive of any other bucket.

e Cumulative alters the reporting interval to summarize interactions in the first n seconds. For example:
o 0-10 seconds - Interactions abandoned/serviced in the first 10 seconds.
o 0-20 seconds - Interactions abandoned/serviced in the first 20 seconds.
o 0-30 seconds - Interactions abandoned/serviced in the first 30 seconds.
o 0-40 seconds - Interactions abandoned/serviced in the first 40 seconds.
and so on.
e Partial Sum summarizes interactions abandoned or serviced in particular intervals. For example:
o 0-10 seconds - Interactions abandoned/serviced in the first 10 seconds.
o 10-20 seconds - Interactions abandoned/serviced between 10 and 20 seconds.
o 20-30 seconds - Interactions abandoned/serviced between 20 and 30 seconds.
o 30-40 seconds - Interactions abandoned/serviced between 30 and 40 seconds.
and so on.

Display Help for a statistic

1. Right-click the statistic to display the shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

Set Alerts

See Manage Alerts.
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Manage Workgroup Activations

l Note: Interaction Supervisor tracks user activations only for ACD and Custom Queue type workgroups.

The Manage Workgroup Activations dialog activates or deactivates workgroup agents.
To activate or deactivate agents in a workgroup:

Right click any user name in the Members list of a Workgroup Details view. Then select Manage Workgroup Activations from the
shortcut menu that appears. This opens the Manage Workgroup Activations dialog:

“'5 Manage Workgroup Activations E

I 1 workgroupl j
Available agents: Selected agents:
Fitar agents b 4 ausurl
guserl
e duserd
Juser3
dusers
o gusert
M—;' guser?
dusersd
.M guserd
£ Remove
& rRemove all
@ O Chose Apphy

Manage Workgroup Activations dialog.

Select a workgroup from the drop list at the top of the dialog. This populates lists of active and inactive agents.

To activate agents, select names in the Available agents list. You can Ctrl-click to select multiple entries. Then click Add. To
deactivate an agent, select a name in the Selected Agents list. Then click Remove.

Click Apply to apply changes, leaving the dialog open. Or click OK to apply changes and dismiss the dialog. If you click Close, the
dialog is closed without applying changes.
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Manage User Activations

l Note: Interaction Supervisor tracks user activations only for ACD and Custom Queue type workgroups. '

Use the Manage User Activations dialog to activate a single agent on multiple workgroups.

The "Master Administrator" role was previously required in order for a Supervisor user to manage user activations. Starting
with CCIC SU3, users who have the "Activate Others" and "Activate Self" permissions can manage user activations. In
Interaction Administrator, these permissions are located at Access Control > Workgroup Queue > Advanced Access Details.

To change a user's workgroup activation:

Right click any user name in the Members list of a Workgroup Details view. Then select Manage User Activations from the shortcut
menu that appears. This opens the Manage User Activations dialog:

“E Manage User Activations - userd

Available: workgroups: Selected workoroups:
b4 S workgroupl
Aickd >
Add & »
& Remove |
i Remove al |
L] | ok | Close fippty

Manage User Activations dialog.

Optionally filter the list of workgroups by typing all or part of a workgroup name in the Available Workgroups box. This displays a list
of matching workgroups.

To activate the user's participation in a workgroup, select workgroup(s) in the Available workgroups list. You can Ctrl-click to select
multiple entries. Then Click Add. You can optionally click Add All to activate the user on all available workgroups.

To deactivate a user's workgroup participation, select workgroups(s) in the Selected workgroups list. Then click Remove or Remove
All (to cancel participation in all workgroups).

Click Apply to apply changes, leaving the dialog open. Or click OK to apply changes and dismiss the dialog. If you click Close, the
dialog is closed without applying changes.

Manage Workgroup Membership

The Manage Workgroup Activations dialog adds or removes agents in a workgroup.




Note: The preferred method of adding members to a workgroup is to add them in Interaction Administrator and to then use
Interaction Supervisor to activate them. This is because when a member is added to a workgroup, there are numerous related
changes that automatically occur. For example, the new member immediately inherits all of the security permissions and roles
that are assigned to the workgroup.

When large numbers of members are added to a workgroup, the potential exists for a decline in server performance. To mitigate
this potential, ICBM only allows you to make a total of 25 membership transactions simultaneously. For example, you can add
20 members to a workgroup and remove 5 because that equals a total of 25 transactions. You cannot, however, add 20
members and remove 10 because that would equal a total of 30 transactions. Also, because there were improvements made in
CIC 2016 R2 that allow for these transactions to be made more safely, the feature will not be available when connecting ICBM
to a previous version of IC server.

This feature was successfully tested on a CIC Server with five Session Managers (four off-server) and 5000 agents handling
calls. In the test, 250 simulated supervisors each performed a workgroup membership change every 30 minutes. Higher loads
than this could potentially cause server scalability problems.

To add or remove agents in a workgroup:
1. Open either a Workgroup Directory or Workgroup Details view.
2. Do either of the following to open the Manage Workgroup Membership dialog:

e Within the Workgroup directory control, right-click any agent name and select Manage Workgroup membership from the
shortcut menu that appears.
e From the Workgroup Directory menu or the Workgroup Details menu, select Manage Workgroup membership.

".'5 Manage Workgroup Membership | x| |

Marketing x v
Available agents: Selecked agents:
Fitar agants x Fitar Fams x
LOperator gdevlal:u_user
Add >
Add all »
( Remaove
& Remove all

0 of 25 allowed updates have been made.

(] 4 Close apply

Manage Workgroup Membership dialog.

To select a workgroup other than the one initially displayed, use the list at the top of the dialog. This populates lists of agents for
the workgroup. If the workgroup you want is not visible, filter the list by typing the first few letters of the workgroup name in the list.
To add agents, select names in the Available agents list. You can Ctrl-click to select multiple entries. To find an agent who is not
listed, type the first few letters of the agent's name in the Filter list. Then click Add.

To remove an agent, select a name in the Selected Agents list. You can Ctrl-click to select multiple entries. To find an agent who is
not listed, type the first few letters of the agent's name in the Filter list. Then click Remove.

Click Apply to apply changes, leaving the dialog open. Or click OK to apply changes and dismiss the dialog. If you click Close, the
dialog is closed without applying changes.
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Force User Logouts

l Note: This feature is available in PureConnect 2017 R3 and later versions. '

From the Workgroup Details view or the Workgroup Directory view, you can log off another user from all CIC applications except for
Interaction Administrator, Interaction Recorder Screen Capture Client, and Interaction Recorder Policy Editor. For example, if a user
left for the day and forgot to log off, a supervisor can log off the user and release the licenses the user was consuming.

The logoff occurs even if the user is on an interaction. If the user is on a call in Interaction Connect, the user is logged off
Interaction Connect but the call remains connected so that the user can complete the call.

The CIC application displays the following message to notify the user:
Your session has been logged out by the supervisor (Name).

Using User Configuration in Interaction Administrator, your CIC administrator can set the Force User Logout security right to grant
you the ability to log off another user.

Log off another user

1. Right-click a user name in the Members list in the Workgroup Directory view or the Workgroup Details view.

2. Select Logout [user] from the shortcut menu.

Related Topics

Workgroup Details view
Workgroup Directory view

Workgroup Directory view
Summary

A Workgroup Directory view displays the status of individual workgroup members, including the length of time in status and their
logged in state. You can filter for specific values by typing in text boxes above each column.

£ Workgroup Directory 13 Workgroup Details
IWark:gmup: 83 workgroup! -

| Last Hame Frat Name Edenson Depiartmert Sl Set (Desetouse) Skl Set (Proficiency) Status Logged On Teee b Status  Activated
user] user 10001 Sl 1, 5l 2 Skl 1, 5kl 2 @ duwnilable. For M 38 Days 574 o
wsarll wser 1l 10010 ) fvsitsble ® 41 Days 4:45: x
| user2 ier2 10002 Sl 1,542 Skl 158 2 R Oucithe0s X 34 Days 627 o

SHlSE1z7 Sl SA? | 41 Days 2236

userd — 10004 Sl 1, 5l 2 Sdtsaz | Edtalets. 41 Days 2236 o
ars s 10005 ol 1. Sl 2 Skl 1Skl 2 Mansge Workgroup acthations &1 Days 22%._ v
umerh wmerh 10006 Sl 1, 5 2 Skl 15kl 2 Manage Workgroup membership 41 Days 2236 o
woerT wer7 10007 Sl 1, Sl 2 Shil 1, 5kl 2 Manage User activations 41 Days 2236 o
Lmerd Lmerd 10008 Sl 1, Sl 2 Sl 1, Skil 2 Directory formatting options 41 Days 2236 o
wserd e 10009 Sl 1, Sl 2 Skil 1, 5l 2 Logout userd 41 Days 2236 o
wakigl_uzver wakigl_user 10000 Sd1Sd2 Sl 1.5 2 Properties 41 Days 230 v

Change Status for userd...

Display skl set

Add this view

1. If necessary, start IC Business Manager and log on.
2. InIC Business Manager, select a workspace from the Workspaces menu, or create a new workspace to host the view.
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3. Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

Select Categories from the Group By drop list.

In the Categories list, select Agents and Workgroups.

Select Workgroup Directory in the list of views on the right. Click OK.

Select a workgroup. You may need to type a name in the Filter box. When more than 20 workgroups exist in the system, only

N o g M

the first 20 are shown, and an indicator (") informs that more are available. If you select more than 20 workgroups, an

s,
indicator (") informs that you need to remove some to continue. Click Finish.
Columns in this view

You can modify the selection of columns displayed in the view, by right-clicking a column heading to open its shortcut menu.

Standard [The standard columns are Name, First Name, Last Name, Company, Department, Extension, Business Phone, Home
columns |Phone, and Mobile.

Status  [Status-related columns in the Status Columns submenu are: Status, Status Notes, Until, Forward Number, On Phone,
columns |Logged In, Time in Status, Status Summary or Activated.

Other The Other Columns submenu adds columns for properties of a member entry, such as Business Address, Business City,
columns |Assistant, Skill Set (Desire to use), and Skill Set (Proficiency). See also: Directory Properties dialog.

Edit alerts...

See Manage Alerts.

Manage Workgroup activations

Opens the Manage Workgroup Activations dialog, used to activate or deactivate workgroup agents.

Manage Workgroup memberships

Opens the Manage Workgroup Membership dialog, used to add or remove workgroup agents.

Manage User activations

Opens the Manage User activations dialog, used to activate a single agent on multiple workgroups.

Directory Formatting Options

Opens the Workgroup Directory Options dialog, used to format rows for a list of members in a workgroup directory.
Logout [user]

If your CC administrator has granted you the right, you can log off another user. For more information, see Force User Logouts.
Properties

Opens properties of the selected user in the Directory Properties dialog.

Change Status for [user]

If your CIC administrator has granted you the right, you can set another user's status. Selecting this command opens the Change
User Status dialog.

Display skill set
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Displays the entire list of skills for the user, with proficiency and the desire to use metrics. If a user has the same skill in two
different workgroups with different proficiency and desire to use, they will both appear in the user skills dialog box.

Note: To ensure that you see the most recent skill data for an agent, do either of the following things before you attempt to view the
skill set for an agent:

*In a paged directory, change to a different page or enter a filter.
*In an unpaged directory, recreate the view or select a different workgroup from the Workgroup list.

Then return to the page, workgroup, or filter settings that you originally wanted. When you select the agent the next time, the most
recently updated skill information will appear.

Set Alerts

See Manage Alerts.
Related Topics

Workgroup Directory control

Workgroup Graph view
Summary

A Workgroup Graph view displays rolled-up statistics on selected workgroups presented in a graph.

k. Workgroup Graph - X
Column graph |
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Add this view

1. If necessary, start IC Business Manager and log on.
2. InIC Business Manager, select a workspace from the Workspaces menu, or create a new workspace to host the view.

3. Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

4. Select Categories from the Group By drop list.
5. Inthe Categories list, select Agents and Workgroups.
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6. Select Workgroup Directory in the list of views on the right. Click OK.
7. Use the Workgroups Selection dialog to select one or more workgroups. You may need to type a name in the Filter box. When

more than 20 workgroups exist in the system, only the first 20 are shown, and an indicator (") informs that more are

A b
available. If you select more than 20 workgroups, an indicator () informs that you need to remove some to continue. Click
Next.

8. Use the Workgroup Statistics Selection dialog to select workgroup statistics to include in the view. Workgroup statistics
summarize ACD interactions, such as the number of agents logged in, and other particulars that are common to the workgroup
as a whole.

9. Select queue statistics and intervals using the Interval and Queue Statistic Selection dialog. Click Finish.
Customize the Graph

See Chart Control.

Change statistics in this view

1. Right-click in the view to open its shortcut menu.
2. Select Add/Remove Statistics...

3. Use the Workgroup Statistics and Queue Statistics Selection dialog to modify statistic selections. Click OK.
Add or remove Workgroups from this view
1. Right-click in the view to open its shortcut menu.

2. Select Add/Remove workgroups...
3. Use the Workgroups Selection dialog to add or remove groups from the view.

Set Alerts
See Manage Alerts.
Display Help for a statistic

1. Right-click a statistic in the Legend below the graph to display a shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

Workgroup Overview view
Summary

A Workgroup Overview compares activity of multiple workgroups. This view rolls up statistics for selected workgroups, displaying

workgroups selected by the user as rows, and selected workgroup statistics as columns. Clicking on a column header sorts by that
column. Columns can be re-ordered, except for the first column. The column order that you select will remain the same, even if you
add or remove workgroups to this view.
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Add this view

1. If necessary, start IC Business Manager and log on.

2. InIC Business Manager, select a workspace from the Workspaces menu, or create a new workspace to host the view.

3. Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

4. Select Categories from the Group By drop list.

5. Inthe Categories list, select Agents and Workgroups.

6. Select Workgroup Overview in the list of views on the right. Click OK.

7. Use the Workgroups Selection dialog to select workgroups to report in the view. You may need to type a workgroup name in
the Filter box. When more than 20 workgroups exist in the system, only the first 20 are shown, and an indicator (" ! \') informs
that more are available. If you select more than 20 workgroups, an indicator (r' ! x') informs that you need to remove some to
continue. Click Next.

8. Use the Workgroup Statistics Selection dialog to specify which workgroup statistics appear in the view.

9. Use the Interval and Queue Statistic Selection dialog to select time intervals and queue statistics.

10. Click Finish.

Change statistics displayed in this view

1.
2.
3.

Right-click in the view to display its shortcut menu.
Choose Add/Remove statistics...

Use the Workgroup Statistics and Queue Statistics dialog to change the selection of statistics. Click OK.

Change workgroups displayed in this view

1.
2.
3.

Right-click in the view to display its shortcut menu.
Choose Add/Remove workgroups...
Use the Workaroups Selection dialog to select other workgroups to report in the view.
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Remove a workgroup

Right-click on the workgroup to display its shortcut menu. Choose Remove > Remove workgroup row.
Remove a statistic (column)

Right-click on a column to display its shortcut menu. Choose Remove > Remove statistic.

Display Help for a statistic

1. Right-click a statistic in the Legend below the graph to display a shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

Set Alerts

See Manage Alerts.

Workgroup Statistics view
Summary

A Workgroup Statistics view displays workgroup statistics for a selected workgroup. If the workgroup has a queue, the view also
displays gueue statistics, service level and abandon rate distributions. This view does not show the queue or members of the
directory. If you need to see those, use the Workgroup Details view instead.

1 W kogr oup Statistics e |
‘Workgrowp: 83 Marketing .

Workgroup Stabshcs &
Tetnl agents LT Logged in L0
Beilable for ACD enterachens A Mot weialable for MCD inferachon: MA
Peacent wvinlabile T Longe it wvaalable HA
O snbound ACD mtersctions I Oin inbeund ACW M
Longe st indigund ACTH isteracton BA Sin cutbourd ALD interechion: (1Y
O oathidand AW fi Lowrpe st daitbound ACD interadton A,
O mon-8C0 mbersctons MU Longait non-A0D interaction LS
[ rnchans wetifiog BLA Irferacksnms pnrwreted A
Longe interachion waiting il Lomgest talk temee HAA
Agents logged i gr el wark group Mok Agents wenilable MAa
‘Warst{rrnirmum) scise sgent begwerd scors ik Wesitirmenimum) scinee customar beyewoed 10 ore Bl

Quee Stabshcs

Serace Level Distnbutions [Parnal Sum) Cgtigns
Abandon Rate Dustributions [Partal Swm) Cptian

The workgroup selection control changes view parameters by switching workgroups. If a server has 20 workgroups or less, this
functions as a drop down selection list, otherwise it is a type-ahead lookup control. Workgroups in the selection list can have 2
different icons, to indicate whether the workgroup has a queue or not.

Selecting a different workgroup stops all statistic watches for the previously selected workgroup, and starts watches for the new
workgroup. If the selected workgroup has no queue, expanders for Queue Statistics, Service Level and Abandon Rate do not appear.
This view always contains an expander for workgroup statistics.

Add this view
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1. If necessary, start IC Business Manager and log on.
2. InIC Business Manager, select a workspace from the Workspaces menu, or create a new workspace to host the view.

Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

Select Categories from the Group By drop list.

In the Categories list, select Agents and Workgroups.

Select Workgroup Statistics in the list of views on the right. Click OK.

Use the Workgroup Statistics dialog to select one workgroup to report in the view. You may need to type a workgroup name in

w

N o g M

s,
the Filter box. When more than 20 workgroups exist in the system, only the first 20 are shown, and an indicator (") informs

A b
that more are available. If you select more than 20 workgroups, an indicator (") informs that you need to remove some to
continue. Click Finish.

Examine a different workgroup
Select another workgroup from the Workgroup drop list.
Change statistics displayed in this view
1. Right-click in the view to display its shortcut menu.
2. Choose Add/Remove statistics...
3. Use the Workgroup Statistics dialog to select which time intervals and statistics appear in the view. Click OK.
Select cumulative vs. Partial Sum histogram for Service Level or Abandon Rate statistics

Curmulative

o

v Partial Sum
TTT

Click Options on the right side of the expander to select histogram type.

Think of cumulative distribution as an accumulative bucket for the workgroup, interaction type and time interval (current period,
current shift, etc.). An accumulative bucket means that each bucket includes the count for all of the preceding buckets. In a partial
sum distribution, each bucket count is exclusive of any other bucket.

e Cumulative alters the reporting interval to summarize interactions in the first n seconds. For example:

0-10 seconds - Interactions abandoned/serviced in the first 10 seconds.
0-20 seconds - Interactions abandoned/serviced in the first 20 seconds.
0-30 seconds - Interactions abandoned/serviced in the first 30 seconds.
0-40 seconds - Interactions abandoned/serviced in the first 40 seconds.
Etc.

e Partial sum summarizes interactions abandoned or serviced in particular intervals. For example:

0-10 seconds - Interactions abandoned/serviced in the first 10 seconds.
10-20 seconds - Interactions abandoned/serviced between 10 and 20 seconds.
20-30 seconds - Interactions abandoned/serviced between 20 and 30 seconds.
30-40 seconds - Interactions abandoned/serviced between 30 and 40 seconds.
Etc.

Remove all statistics in a statistic group from the view.

1. Right-click in the view to display its shortcut menu.
2. Select Remove > Remove entire statistic group.

Remove a statistic from the view.
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1. Right-click in the view to display its shortcut menu.
2. Select Remove > Remove statistic.

Display Help for a statistic

1. Right-click the statistic to display the shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

Skills Filtering

The ability to filter skills is not always visible in this view. Skill filtering is unavailable if:
e You are connected to an older server that does not support skill filtering.
e No Statistic Parameter Group has been assigned to the workgroup.
e No Skill Categories have been assigned to the the Statistic Parameter Group with which the workgroup is associated.

When any of these factors apply, the skills filter section is not visible to maintain backwards compatibility.
Set Alerts

See Manage Alerts.

Interaction Feedback Status category

Summary

Interaction Feedback is an IC Business Manager module that creates automated, post-call customer satisfaction surveys that ask
your customers discerning questions about your company's products and services.

Icon View Details /Appearance

- The Interaction Feedback Statistics view
% displays real-time statistics for surveys that

customers are in the process of taking. Pt
reey cifered today:

Real-time monitoring helps you understand
what your company is doing well and what
immediate actions might need to be taken
to meet customer expectations.

e

If this view category does not appear when you add a view, contact your CIC System Administrator. See Licenses, Security and
Access Control Rights.

For Interaction Feedback statistics, "today" is relative to component start time, not server time

When viewing the Feedback statistics page, all statistics pertain to "today", and statistic times are relative to the local date for the
CIC server where the Feedback sub-system is installed. All "last hour" statistics are relative to the last 60 minutes in time and
updated continually. For example, if a survey is completed at 2:30 PM, it will register between 2:30 PM and 3:29 PM. Likewise, if a
survey is completed at 11:45 PM on Monday, the event will count in "last hour" statistics between Monday 11:45 PM and Tuesday
12:44 AM.

Related Statistics
Feedback Statistics

Interaction Feedback Statistics view
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Summary

The Interaction Feedback Statistics view displays real-time statistics for surveys that customers are in the process of taking. Real-
time monitoring helps you understand what your company is doing well and what immediate actions might need to be taken to
meet customer expectations.
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Agent n argwer today 0 I surveys Cot-outs today 1
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Suarwveyi aluiconesd today 1]
Baker e a .ﬁw'h'. nex areeer today 1]
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Feedback Statistics are displayed for the last hour (relative to the present time) or for the current day since midnight. Daily
statistics reset at midnight.

Add this view

1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

Select Categories from the Group By drop list.

Select the Interaction Feedback view category.

Select Interaction Feedback Statistics from the list of views. Click OK. The Interaction Feedback Wizard appears.
Select a Survey group name.

Click Next.

Select the name of the Survey whose statistics you want to view.

Click Finish.

w
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Change statistics in this view

Interaction Feedback statistics inform about a named Interaction Feedback survey or survey group.
1. Right-click a statistic in the view to open its shortcut menu.

2. Select Add/Remove Statistics... from the menu. The Interaction Feedback Statistics dialog appears. Use this dialog to manage
which statistics will appear in the view.

To add statistics to the view, select statistics in the list on the left. Then click Add to move them to the list on the right. Add
All selects all items for inclusion.

Use Move Up and Move Down buttons to optionally change the display order of columns in the view.

To exclude statistics from the view, select items in the list on the right. Then click Remove. The Remove All button excludes
all time periods from the view, but at least one must be included.

3. Click OK when finished.




Display Help for a statistic

1. Right-click the statistic to display a shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

Change Chart options

1. Right-click the chart control to display a shortcut menu.

2. Select a command from the Legend menu.

Show Legend toggles display of the legend on or off.

Show Values toggles display of statistics values in the legend.
Legend Left displays the legend to the left of the pie chart.
Legend Right displays the legend to the right of the pie chart.

Set Alerts

Using Supervisor alerting mechanism, you can receive immediate notifications when surveys fail to meet a minimum acceptable
score. See Manage Alerts.
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Interaction Feedback Wizard

The Interaction Feedback Wizard appears when an Interaction Feedback Statistics view is added. The first page of the wizard
prompts to select a survey group. The second page prompts to select the name of a survey.

Survey group name aﬁ;w Suresy group name ﬁw
e |survername L5 s
Beot " t Canced J@ Previous | Mgt B Finish Cancel

A limited number of entries is shown by default. If you entry you wish to select is not shown, type all or part of a survey group or
survey name in Filter text box at the top of the dialog. This displays only those records that contain a matching search string.

To complete this dialog:
1. Select a Survey group name.
2. Click Next.

3. Select the name of the Survey whose statistics you want to view.
4. Click Finish.

Related Topics

Interaction Feedback Statistics view
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Interaction Feedback Statistics dialog

#3 Interaction Feedback statistics
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The Interaction Feedback Statistics dialog appears when users of an Interaction Feedback Statistics view right-click a statistic to
display the shortcut menu, and then select Add/Remove statistics. This dialog modifies the selection of statistics displayed in the
view.

e The list on the left displays statistics that are not currently included in the view. Click Add or Add All to move them to the list
on the right, which displays statistics selected for inclusion in the view.

e To exclude a statistic from the view, select it in the list on the right. Then click Remove or Remove All.

e The Move Up and Move Down buttons manage the display order of statistics in the view.

When you are finished, click OK to dismiss the dialog.
Related Topics

Interaction Feedback Statistics view
Interaction Optimizer category

Summary

Interaction Optimizer is a workforce management module in IC Business Manager which manages shift schedules that account for
multiple interaction types, agent skill sets and the typical peaks and valleys in customer volume. Interaction Optimizer provides
intelligent forecasting, scheduling and real-time adherence information.
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Icon View Details /Appearance
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To use the Real Time Adherence view, a combination of license and ACL rights must be assigned to you. No security rights are
required to use this view. If this view category does not appear when you add a view, contact your CIC Administrator. License and
ACL requirements are summarized below.

Required Licenses

Interaction Optimizer's view category icon is visible only when the user has been assigned the Optimizer Supervisor Plug-in license
in Interaction Administrator. Your CIC Administrator manages these license assignments for you. The Display Optimizer Real-Time
Adherence Statistics license should also be assigned to agents to allow Supervisor to monitor their adherence. See Licenses for
the procedure used to assign licenses to users.

Required ACL Right

Your CIC Administrator must enable the selection of Scheduling Units in order for you to add the Real Time Adherence view. In
Interaction Administrator, ACL rights are assigned from the Security tab of a configuration record, after clicking the Access Control
button.

Under Application rights, for the "Optimizer Scheduling Units" group, check the View column. This grants view only access to
Interaction Optimizer Scheduling Units.

I3_ATTR_RIGHT_VIEW_SCHEDULING_UNIT_LIST
If access to a scheduling unit is removed from a supervisor user when that person is looking at a Real Time Adherence view, a
message will appear to advise that access rights were modified.

¥%, Access rights modified | x|

|o| Your access to the optimizer data hawe been modified, closing the wiews,

oK |

When this message is dismissed, the view will close. This message is also displayed if IC Business Manager is opened with an
Optimizer view with scheduling unit access removed.

See also Licenses, Security and Access Control Rights.

Related Statistics

Agents Real-Time Adherence Details

Real-time Adherence view
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Summary

The Real-time Adherence (RTA) view monitors agents’ adherence to schedule at all times. It provides instant feedback and helps
call centers maintain proactive control over agent schedules.

Select different
Select different Adherence Status or
Scheduling Unit or Exception Type
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This view identifies users who are in or out of adherence based on a variety of factors. It allows a call center manager to track
current agent activity and presence, by comparing actual agent activity with the published schedule.

The display combines overview and agent details in one view. The top section of the view (RTA Overview) indicates how many users
are in or out of adherence with the current schedule. This information is also presented in a chart control. The bottom section of
the view (Agent Details) provides details about each individual agent's adherence to schedule.

Drop lists make it easy to choose a different Scheduling Unit or Workgroup. Selecting a different Adherence status or Exception
type affects Agent Details only.

RTA statistics inform about agents who are currently scheduled. RTA statistics report scheduling unit, workgroup, status, scheduled
activity, actual activity (based on status), adherence status, exception type, and adherence time for an agent.

Note: If a workgroup is added to or removed from a scheduling unit in Interaction Optimizer, the change will be reflected
immediately in this view.

Add this view

1. If necessary, start IC Business Manager and log on.
2. InIC Business Manager, select a workspace from the Workspaces menu, or create a new workspace to host the view.

Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

Select Categories from the Group By drop list.

In the Categories list, select Interaction Optimizer.

Select Real Time Adherence in the list of views on the right.

Click OK. The Optimizer Scheduling Unit page of the Real-time Adherence wizard appears.

Select the name of a scheduling unit. If many are defined, you can type all or part of the name in the Filter box. When more than

w
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20 schedules exist in the system, only the first 20 are shown, and an indicator (") informs that more agent names are
available. Once you click to select a unit, its name appears in the Scheduling Unit box. This helps verify your selection.

9. Click Next to Proceed. The Workgroup selection page appears.
10. Click to select a workgroup by name. Optionally use the Filter box to locate specific workgroups by typing all or part of a
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workgroup name. Once you make a selection, the workgroup name appears in the Workgroup box. This helps verify your
selection.

Note that Adherence Status is set to Out of Adherence by default, and that Exception Type is <**All**> by default. These are the
most frequently used selections. To accept them, click Finish now to display the view. Otherwise click Next. The Adherence
Status page appears.

11. Select a status from the list of available statuses. Then click Next. The Exception Type page appears, listing all possible
exception conditions. Select a condition, or <**All**> to select all conditions. Click Finish.

Change statistics in this view

1. Right-click any statistic to open a shortcut menu.

2. Choose Select Statistics... from the menu. The Interaction Optimizer Statistic Selection dialog appears. Use this dialog to
select which statistics appear in the view.

3. The list on the left contains items that are not currently included in the view. The list on the right contains items selected for
inclusion in the view.

Select statistics in the list on the left. Then click Add to move them to the other list. Add All selects all items for inclusion.
Use Move Up and Move Down buttons to optionally change the display order of columns in the view.

To exclude statistics from the view, select items in the list on the right. Then click Remove. The Remove All button excludes
all statistics from the view, but at least one must be included.

4. Click OK when finished.
Customize the Chart

The chart can be customized by:
e Right-clicking the chart control and selecting a new chart type (Pie, Column, or Bar).

Graph Twpe  » [EPRET-RE R
Calurnn Chark
Bar Chart

Legend

e Right-clicking the chart control and selecting a new position for the legend relative to the chart. Show Legend toggles the
legend itself on or off. Show values toggles display of current values next to each statistic in the legend.

100 +-
araph Type F |
Legend v Show Legend
v Show Values
v Legend Bottom
Legend Left
Legend Right
Remove category

To remove a category column from the Agent Details section of the view, right click a column and select Remove Category from
the shortcut menu.

Add category
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To add a category column to the Agent Details section of the view, right click a column and select Add Category from the shortcut
menu. This opens the Interaction Optimizer Statistic Selection dialog, so that you can choose categories to appear in the view.

Display Help for a statistic

1. Right-click the statistic to display the shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

Set Alerts
See Manage Alerts.
Real-time Adherence Wizard

The Real-time Adherence wizard appears a Real-time Adherence view is added. Pages in this wizard prompt for Interaction
Optimizer Scheduling Unit, Workgroup, Adherence Status, and Exception Type.

Optimizer Scheduling Unit page

“?_1 Real-time Adherence Wizard - Dptinszer Scheduling Uik Ei

i Mext  wp Enish Canel

Use this wizard page to select an Interaction Optimizer Scheduling Unit. A scheduling unit is a collection of workgroups that are
scheduled together.

1. Select the name of a scheduling unit. If many are defined, you can type all or part of the name in the Filter box.

LI
2. When more than 20 schedules exist in the system, only the first 20 are shown, and an indicator (") informs that more agent
names are available. Once you click to select a unit, its name appears in the Scheduling Unit box. This helps verify your
selection.

3. Click Next.
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Workgroup selection page

Administration

Schedulingunit 50

Warkgroup Adminigtratian

#cherence status  Out of Adherence
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Use this wizard page to select a Workgroup.
1. Select the name of a workgroup. If many are defined, you can type all or part of the name in the Filter box.

LI
2. When more than 20 schedules exist in the system, only the first 20 are shown, and an indicator (") informs that more agent
names are available. Once you click to select a unit, its name appears in the Workgroup box. This helps verify your selection.
3. Click Next.

Adherence Status page
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Use this page to select whether to display agents who are in or out of adherence.

1. Select either In Adherence (with schedules) or Out of Adherence.

2. Click Next.

Exception Type page
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"% real-time Adherence Wizard - Exception Type
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Use this page to select exception type to use as selection criteria. Possible values are Unknown, Early, Late, Unscheduled, Logged
Out, or <**All**>. This requires a bit of explanation. An exception occurs whenever an agent's actual activity does not match their
scheduled activity. An agent can have an exception in 1 of 2 ways:

e Case 1: When the scheduled activity changes but the agent's actual activity doesn't change.

e (Case 2: When the agent's status and actual activity changes but the scheduled activity doesn't change.

In theory, it is possible for both an agent's scheduled and actual activity to change at the same time; but in practice, that will rarely
happen.

Optimizer statistics track the "before" and "after" actual activity. For case 1, the actual activity before and after the scheduled
activity change would be the same. For case 2, the "before" actual activity would be the actual activity before the status/activity
change and the "after" actual activity would be the actual activity after the status/activity change.

The "before" and "after" actual activities are relevant to the exception type. When an exception occurs, the before and after actual
activities are examined and compared to not only the scheduled activity but also the previous and next scheduled activities:
e If the before actual activity is the same as the previous scheduled activity, the exception is Late. The thought is that the agent
is still doing what they were last scheduled to do and are late in changing to the new scheduled activity.
o [f the after actual activity is the same as the next scheduled activity, the exception is Early. The thought is that the agent
started doing what they are next scheduled to do before they are scheduled to do it.
e Itis possible for both conditions to be true. In that case, the exception would be Late.
o [f the before actual activity doesn't match the previous scheduled activity and the after actual activity doesn't match the next
scheduled activity, then the exception is Unscheduled.
e |[f there is no exception (the scheduled activity and actual activity match), then the exception type is Unknown.

Related Topics

Real-time Adherence view




Interaction Optimizer Statistics Selection dialog
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Use this dialog to change the selection of statistics displayed in the Real Time Adherence view.

1. Right-click any statistic to open a shortcut menu.
2. Choose Select Statistics... to display this dialog.

3. The list on the left contains items that are not currently included in the view. The list on the right contains items selected for

inclusion in the view.
Select statistics in the list on the left. Then click Add

Use Move Up and Move Down buttons to optionally ¢

to move them to the other list. Add All selects all items for inclusion.

hange the display order of columns in the view.

To exclude statistics from the view, select items in the list on the right. Then click Remove. The Remove All button excludes

all statistics from the view, but at least one must be i
4. Click OK when finished.

Interaction Recorder category

If this category does not appear when you
Control.

ncluded.

add a view, contact your CIC System Administrator. See Licenses, Security and Access

Icon \View Details

IAppearance
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Server.
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Content Servers view

This view displays content servers statistics that help determine the state of configured Remote Content Servers and Recorder
Server.
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Add this view

1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

3. Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

4. Select Categories from the Group By drop list.
Select the Interaction Recorder view category.
6. Select Content Servers from the list of views. Click OK. This view does not require parameters to be set.

o

Change statistics in this view

1. Right-click in the view to open its shortcut menu.
2. Select Add/Remove Statistics...
3. Use the Content Server statistics dialog to change columns displayed in the view.

Available HTTP Client Con

Failed transfers

Total CPU usage
Memory usage
Recordings successfully pro
Recordings played back last
Add all 2 Available local disk space |i" Move Up |
Free disk space logs
Recorder Server is connecte
Remove all | Available share disk space

Add >

4. Click OK.
Display Help for a statistic

1. Right-click the statistic to display the shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.
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Set Alerts

See manage alerts.

System Status category

Summary

System Status views monitor the health and performance of CIC servers. If this category does not appear when you add a view

contact your CIC System Administrator. See Licenses, Security and Access Control Rights for details.

Icon View Details /Appearance
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Session Managers i
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Call Activity view

Summary

The Call Activity view displays activity in all line or station queues that the user has ACL rights to see. Disconnected interactions
are immediately removed. Each row in this view displays a configurable set of queue columns.
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License Requirement

The "System Status Supervisor Plug-in" license is required, since the Call Activity view is part of the System Statistics module. If
that license is revoked or never assigned, all views in the System Status category are unavailable.

Add this view

1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

Select Categories from the Group By drop list.

Select the System Status view category.

Select Call Activity from the list of views. Click OK. This view does not require parameters to be set.
Select Line Queues or Station Queues from the Queue Type box.
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Display Line or Station activity

Select Line Queues or Station Queues from the Queue Type box. For either case, the view displays all lines or stations activity for
which the user has ACL rights.

Call Action Control

Buttons in Call Action Control toolbar perform telephony actions on selections in the currently displayed queue. If an action cannot
be performed, its button appears shaded. See Call Action Control for details.

Sort columns

To change the sort order, click on a column heading to sort by that column. The last two previously sorted columns are used as
sub sorts. Sorting is available on all displayed queue columns. Clicking on the header will select the queue column to sort

and additional click on the same queue column header will toggle between ascending and descending order. Once the user selects
a sort order, the interactions are sorted once every second in the requested order. It is therefore possible that an interaction
appears in the wrong order for a maximum of 1 second before being sorted back in its proper place. This one second delay is built
into all queues displayed by supervisor to handle thousands of interactions displayed.
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Resize column width

To resize a column, drag the edge of a column heading left or right to narrow or widen the column.

Change columns displayed

To change the selection of queue columns displayed, right-click any column heading. This opens a shortcut menu that lists
frequently-used columns. Checkboxes indicate whether a column is currently displayed in the view.

Rlare I

¥ Mame

v Duration

v State

v (ueue

W Line

v User

v Station
Account Code
ACD Wait Reason
Agent Score
Associated Process
Attachments
Interaction Id
Chat Response Time
Customer Score
Details
Importance
Lstns
Mumber
Process Id
Recs
Security
Subject

Waork Item Category

Wark Itam Due Date
Work Itam Error

Wrapup Code

More ...

Time in Workgroup Queus

Work Ttem Description

Work Itam Created On

Murakinn

/At this point, you may optionally select a column to include or exclude from the view.
However, not all columns are listed in the shortcut menu.

To select from all available columns. Click More... The Queue Columns Selection dialog

appears.

Use the dialog to select statistics to display, and their order of appearance in the
Queues view.

Check or uncheck boxes to include or exclude items from the view. You can also press
Show or Hide buttons to include or exclude items.

Optionally use the Move Up and Move Down buttons to modify the display order of
iqueue columns. The higher a statistic is in the Columns list, the more leftmost that
column will be in the view.

When you are finished, Click OK to apply your new column selections.

Set Alerts

See Manage Alerts.

License statistics view

Summary

The License statistics view shows how many licenses an CIC system has, and how many of those have been consumed. This
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allows the supervisor user to see how many licenses are currently in use and be alerted before a shortage of available licenses
occurs.
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Add this view

1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

Select Categories from the Group By drop list.

Select the System Status view category.

Select License Statistics from the list of views. Click OK. This view does not require parameters to be set.
Select Assigned or Concurrent from the License Type box.

w
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Columns in this view
See Licenses for a list of CIC license and utilization statistics.
Change statistics in this view

1. Right-click in the view to open its shortcut menu.

2. Select Add/Remove Statistics...
3. Use the License Statistics dialog to change columns displayed in the view.
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The License Statistics dialog.
4. Click OK.

' To remove a single column from the view: right-click a column, then select Remove Statistic from the shortcut menu.

Display Help for a statistic

1. Right-click the statistic to display the shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

Set Alerts

See Manage Alerts.

Queues view
Summary

A queue is collection of interactions related to a user, station or workgroup. The Queues view allows a supervisor or manager to
examine activity in line, station, user and workgroup queues. Interactions can be picked up, disconnected, placed on hold, joined,
listened to, coached, recorded, or tagged as private. From this view, Agents can be given assistance with interactions in the
different queues.
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The main sections of this view are the Queue Selection Bar, Information display section with its list of objects belonging to the
selected queue type, and Call Action Control.

Add this view

1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

3. Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

4. Select Categories from the Group By drop list.
Select the System Status view category.
6. Select Queues from the list of views. Click OK.

o

Queue Selection Bar
The Queue Selection Bar at the top of the view selects the type of queue and type of queue object to display.

Queue Type drop list

Use the Queue Type drop list to select interactions associated with a line, station, user, or workgroup queue. Interactions from that
queue will appear in the Information display section of the view, along with interaction counts for each queue. The figure below
shows examples of each queue type.
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If line, station, user, or workgroup queues are added, removed, or renamed while you are using Interaction Supervisor to view them,
the Queues view must be closed and reopened to display the modifications.

Interaction Type drop list

The Interaction Type drop list filters the list of interactions to display a single type of queue objects, or objects of all interaction
types.
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All Types | Display queue objects of all types in the Information display section.

Call Display only telephone calls currently in the selected queue.

Callback | Display only callback interactions that are currently in the selected queue. Callback interactions occur when agents
call a customer in accordance with a callback request.

Chat Display only chat interactions that are currently in the selected queue. Chat interactions allow users to interact by
sending and receiving text, files, or URLs.

Email Display only email interactions that are currently in the selected queue.

Instant Display only instant question interactions that are currently in the selected queue. Instant Questions are an Interaction

Question | Web Tools interaction type that lets a Web site visitor open a single round-trip question and answer session with an
agent.

Generic | Display only generic interaction objects that are currently in the selected queue.

Web Display only web interactions that are currently in the selected queue.

Workflow | Display only workflow items that are currently in the selected queue.
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The Information Display section of the view has three panes:

1. The list control in the left pane displays the objects corresponding to the Queue Type combo box selection. For example, if you
select Station Queues from the Queue Type drop list, a list of station queues will appear.

2. Theright pane lists interactions currently in that queue.

3. Once you select an interaction, you can press Interaction buttons in the bottom pane to pick up, join, listen to, record, and
perform other actions that you have been assigned rights to perform.

Call Action Control

Buttons in Call Action Control toolbar perform telephony actions on selections in the currently displayed queue. If an action cannot
be performed, its button appears shaded. See Call Action Control for details.

Sort columns

To change the sort order, click on a column heading to sort by that column. The last two previously sorted columns are used as sub
sorts.

Resize column width

To resize a column, drag the edge of a column heading left or right to narrow or widen the column.
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Change the columns displayed

To modify columns in the Queues view, right-click any column heading. This opens a shortcut menu that lists frequently-used
columns. Checkboxes indicate whether a column is currently displayed in the view.

Rlame I Murakinn

¥ Mame

v Duration

v State

v (ueue

W Line

v User

v Station
Account Code
ACD Wait Reason
Agent Score
Associated Process
Attachments
Interaction Id
Chat Response Time
Customer Score
Details
Importance
Lstns
Mumber
Process Id
Recs
Security
Subject
Time in Workgroup Queus
Work Itam Category
Work Ttem Description
Work Ttem Dus Date
Work Ttem Error
Work Item Created On
Wrapup Code

More ...

At this point, you may optionally select a column to include or exclude from the view.
However, not all columns are listed in the shortcut menu.

To select from all available columns. Click More... The Queue Columns Selection
dialog appears.

Use the dialog to select statistics to display, and their order of appearance in the
Queues view.

Check or uncheck boxes to include or exclude items from the view. You can also press
Show or Hide buttons to include or exclude items.

Optionally use the Move Up and Move Down buttons to modify the display order of
gueue columns. The higher a statistic is in the Columns list, the more leftmost that
column will be in the view.

When you are finished, Click OK to apply your new column selections.

Set Alerts

See Manage Alerts.

Session Managers view

Summary

The Session Managers view displays statistics collected by CIC session managers. Each session manager is a server-side
subsystem that handles CIC work for a client application. Client apps do not use CIC components directly. Instead they connect
via a Thin Bridge to a session manager that offloads the actual CIC work. Session managers cache data and provide other
optimizations for thin clients. Generally speaking, session managers maintain the state and operation of CIC client applications.
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Application products such as Interaction Client connect to the Interaction Center by way of server-side session managers. As the
name implies, a session manager keeps track of all client-side sessions and is responsible for authentication, encryption, and other
services. In particular, Session Manager allows for extremely low bandwidth utilization between client applications and the CIC
server.

CIC Server

Session Manager

......

Interaction Client

VolP Gateway

For example, the CIC clients and Session Manager work together in a variety of ways to keep network usage low. For example, the
first time a user runs a CIC client; it downloads all the directory entries (people, phone numbers, etc.) configured for that user and
creates an encrypted local cache. Thereafter, only updates are downloaded. Similarly, Session Manager transmits real time
presence information to the CIC client so it can display the current status of users in the directory pages. The Session Manager
architecture allows users to run CIC client even over extremely slow dialup connections.

Ordinarily, a single instance of Session Manager runs on the main Interaction Center Platform server (e.g. the one running CIC).
Such a configuration is generally suitable for up to one thousand or so concurrent connections of the CIC clients. In larger
environments, Session Manager can be placed on its own server for extreme scalability and reliability.

Add this view
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1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

3. Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

4. Select Categories from the Group By drop list.
Select the System Status view category.
6. Select Session Managers from the list of views. Click OK. This view does not require parameters to be set.

o

Details of this view

Since the Session Managers view displays status statistics collected by Session Managers, totals are provided for each Session
Manager instance. Counts are maintained for each application connected to a session manager. The names of products (client
applications) vary depending upon the method used to connect and other factors.

ﬁgenrer S The view displays servers, session manager IDs, and products hierarchically. To use this view,
- E expand the server, session manager, and product you want to examine. Products expand to
e Session manager display a list of current users. This makes it possible to see who is using the CIC clients or IC
= Product Business Manager, for example, at any point in time.
Iy = To display user sessions under a product, click the down arrow on the right side of the session
o 1 ;}1% count control. A pop-up window will appear to display the current sessions.
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The Session count window is displayed until you click outside of it or change the focus to another window. To sort columns, click
on column headers. An up or down arrow in the header indicates the ascending or descending order of the sort.

Session Count ColumnDescription

Session ID Unique session ID.

User ID CIC user account.

User name Windows login name.

Icelib version \Version of the user IceLib library.

User extension Phone number extension of the user.

Login time Time the user was logged in, express as yyyymmddhhmmss.
Client ID CIC client ID used.

Station ID CIC station ID.

Phone number Identifies type of CIC phone number registered to the station ID.

Session Count context menu
Right-clicking a row in the session count displays a context menu. Menu options include:

Copy line to clipboard

Copies the current row to the clipboard.

Copy every line to clipboard
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Copies all rows to the clipboard.

Second sort column

Permits the user to select a secondary sort column and a secondary sort direction.
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Set Alerts

See Manage Alerts.

System Graph view
Summary

System Graph views present the relation between different system statistics selected by the user for comparison. When a System
Graph view is added, the System Statistics Selection dialog is presented, so that the user can pick and choose statistics from any
of the available statistical categories.
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Users are not required to select compatible statistics. For instance, a user can compare values displayed in gigabytes to values
displayed as time and percentage. For this reason, graph views are most useful for comparing similar statistics of the same data
type, or for watching real-time values of different data types.

Add this view

1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

Select Categories from the Group By drop list.

Select the System Status view category.

Select System Graph from the list of views. Click OK. The System Statistics Selection dialog appears.
Choose statistics from any of the available statistical categories by:

a. Select a category in the leftmost list.

b. Select items in the middle list. Then click Add. If you are not sure which statistics to select, briefly rest the mouse pointer
over a statistic to display its description.

c. Repeat steps a-c to add statistics from a different category.

w
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8. 8. When you are finished, click OK to apply selections to the view.
Change statistics in this view
1. Right-click in the view to open its shortcut menu.

2. Select Add/Remove Statistics...
3. Use the System Statistics Selection dialog to modify which statistics are graphed.

Customize the Graph

See Chart Control.

Set Alerts

See Manage Alerts.

Display Help for a statistic

1. Right-click a statistic in the Legend below the graph to display a shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

System Statistics view
Summary

The System Statistics view reports activity in CIC subsystems and queues. System administrators use this view to monitor the
health of an CIC server. Call Center administrators us it to monitor high-level accumulators of call center activity—calls, recordings,
emails, and other interactions ranging from speech recognition to Fax transmissions.
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This view uses expander controls to group statistics by category. To view statistics, click the label of an expander control. Clicking
a second time collapses the region to conserve screen space. The statistical categories displayed in this view are summarized in
the table below.

Add this view

1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

3. Select New > View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing
and station rights determine the availability of selections.

4. Select Categories from the Group By drop list.
Select the System Status view category.
6. Select System Statistics from the list of views. Click OK. This view does not require any parameters.

o

Statistical Categories in this view

Expanders grouped various metrics using the statistical categories in the table below.
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Statistical Category

Type of information in Statistical Category

Client Services Resources

Number of resources that Client Services has available.

Email

Electronic mail routing activity in CIC.

Fax

Faxing operations in the CIC system.

Interaction Statistics

Current number of interactions by object type on the CIC system, and the currently longest
interaction.

IC Memory Usage

IAmount of memory that CIC subsystems are consuming.

IC Performance

Current health of the system in performance terms.

PMQ Summary of activity in persistent message queues.
Recording IActivity in the voice recording sub-system.

Speech Recognition

/Activity in the speech recognition subsystem.

IC System Status

General status of CIC, in terms of number of executing handlers, threads, errors, available
text-to-speech sessions, and switchover events.

Tracker Server

/Activity in the Tracker subsystem over the last 10 minute period.

Transaction Server

IActivity in the Transaction Server subsystem over the last 10 minute period.

Change statistics in this view

1. Right-click in the view to open its shortcut menu.

2. Select Add/Remove Statistics...

3. Use the System Statistics Selection dialog to modify which statistics are graphed.

Display Help for a statistic

1. Right-click the statistic to display the shortcut menu.
2. Select Help. The description of the statistic appears in the Statistic Help dialog.

Set Alerts

See Manage Alerts.

Interaction Tracker category

Summary

Interaction Tracker is an installed feature in Interaction Desktop, used to add, search and identify information about a customer.
Information includes the customer’s organization, department, and location. When a call comes arrives in the CIC client, a Reverse
White Pages (RWP) lookup is automatically performed against the incoming Caller ID. If one or more matches are found, the call is
then resolved to one unique Interaction Tracker contact.

The Interaction Details view provides the ability to search for an interaction and examine its details in IC Business Manager. This
view makes it possible to see everything that happened during the lifetime of an interaction, without having to run a report. Users
can drill-down into an interaction to examine its data, to view details about a specific call segment, or to examine all parties

involved.
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Icon View Details IAppearance

Interaction Details [
i@ Provides ability to search for an interaction | o biesas

and examine its details.

Query for interactions that are no longer in
queue. Then drill down to display everything
known about the interaction.

Search features in this view query for interactions that are no longer in queue by: Interaction ID, Media Type, Date/Time, Direction,
Last User, Last Workgroup, DNIS, Remote Number, or Remote Address. Once you have a query result, you can view details about an
interaction, the segments within the interaction, and a brief overview of workgroups, local parties, and conference parties involved.

Required Access Right

The Tracker category icon is visible only when the user has been assigned the View Interaction Details security right in Interaction
Administrator. Your CIC Administrator manages these rights to you.

1. InInteraction Administrator, select the Users container.
Open configuration entry for a user.

Select the Security tab.

Click the Security Rights button.

Select User from the Category drop list.

Scroll down to the User Rights section.

Check the Has Right box for View Interaction Details.
Click Close to dismiss the Security Rights dialog.

Click OK to dismiss the User Configuration dialog.

© O N ook WD

Data that the user can view

The Interaction Details view queries the site that the IC Business Manager user is logged in to. That is also the site where the user's
permission to view the Interaction is configured. Users can view all interactions relating to that site, so long as they are logged into
IC Business Manager and have the View Interaction Details security right.

If the user is allowed to log on across multiple sites in a multisite environment, and the View Interaction Details right is assigned on
all sites, the user can view an interaction on each site he is logged in.

Interaction Details view

Summary

This topic explains how to use the Interaction Details view to search for an interaction and examine its details. You can search by
Interaction ID, which is a number that uniquely identifies an object of any media type, such as a telephone call, fax, callback, chat,
etc.

You can also locate records using Search Criteria. Simple search criteria find matches for a specific time zone, media type, and
date/time range. For example, you can pull up a list of callbacks placed in the Indiana East time zone that occurred yesterday
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between 4:30 and 5:00 PM.

Clicking the Advanced expander control reveals additional search parameters. You can look for durations longer than or shorter
than a specified range, last workgroup the object was on, last user interaction, call direction, and even the address of the remote
user. These options are discussed later in this topic.

Master page

The Interaction Details view uses a master/detail format, implemented in two screens:

When you add this view, its master page appears, offering search options and a grid for displaying search results. Tabs at the top of
the master page allow searching by criteria or Interaction ID. You can control the number of records returned by selecting a
maximum number in the Maximum Rows box. The grid can display up to 1000 records at one time. Your query may not return that
many, however. Clicking on a column heading sorts the list of results by that column. To execute a query, specify search
parameters or an Interaction ID. Then click the Search button.
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Interaction Details dialog

To display everything known about a particular interaction, double-click a row in the search results.

This opens the Interaction Details dialog, which offers a simple way to drill-down and examine data. By clicking items in the tree
control, you can view specific interaction details, ranging from details of the entire interaction, to details about specific segments
or parties involved.

A color-coded timeline at the top of the dialog provides “at a glance” information, such as the media type (call, e-mail, fax, etc.),
whether the call was recorded or surveyed, and counts for the number of times the interaction was in IVR, in queue, held, or
transferred. These details can be printed. This makes it easy to analyze everything that happened during the lifetime of an
interaction, without having to run a report.
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Add this view

1. Logon to IC Business Manager if you have not done so already.
2. Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

3. Select New View from the File menu. The Create New View dialog appears, listing views by category or product. Licensing and
station rights determine the availability of selections.

4. Select Categories from the Group By drop list.
Select the Interaction Tracker view category.
6. Select Interaction Details from the list of views. Click OK.

o

Master Page (Query options and search results)

Let's examine the master page in detail. When you add the view, this screen allows you to query and view results. You can Search by
Interaction ID or use Search Criteria. Once you have a query result, you can drill down into an interaction's data.

To search by Interaction ID

1. Click the By Interaction ID tab.

i Interaction Details il
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S001B05220  1Zf10/2014 12:24:22 P Inbound  Cal 13177158321 Inberactive Inteligsnce  Prabsher Ignstis  spiETo3@eg-cley 1 6:5060

2. Type an Interaction ID in the text box.
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3. Click Search. The search result will appear in the grid. Double-click a row to view details of the Interaction. See Details Page
below.

To use Search Criteria

1. Click the By Search Criteria tab.

- mwﬁi Dusplaing 1 oF 1 resuks,

F001B0G194 11725 2014 1:25:37 P Outbound  Call

2. Set any combination of search criteria:
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Search Description
Criterion
Timezone Selects time zone of interactions to find. The "From" and "To" search fields use time zone when selecting
records. For example, you might select Mountain Time if a customer in Denver called at 5 pm (his time), and
you are in a different time zone.
Media Type Filters to retrieve interactions of a particular media type. The default is "Any", but you can limit the search to
telephone calls, callbacks, chats, emails, fax, generic interactions, Monitored Object, SMS (Simple Message
Service) messages, social conversation, social direct message, workflow objects, and interactions where the
media type could not be determined (Unknown).
From/To Use From and To time selection controls to query for interactions that occurred between specific dates and
times of day. To set a date, click the calendar icon. Then choose a day of the month.
62072011 e, omsiman &
4 TN June, 2011 3
Su Mo Tu Ve Th Fr Sa
= 0 1 1 2 E 4
Fil = J_, T 7_‘
To set a time, click the clock icon. Then set the time of day by choosing the hour, minute, second, and
AM/PM designator.
q9:05:00 Akg
E Hours
1 2 E} 4
T 8 = 10
Minutes
[ " 1 S R N B
o 3/ 40 45 B0 EBR
Seconds
oo o, 1 15 A 25
o 3/ 40 45 B0 EBR
Designator
Ahd Phd
Line Duration controls scope the search to an amount of time that the interaction consumed from start to finish.
Duration For example, you might query for calls longer than 30 minutes, or shorter than 1 minute. Duration is set in
Longer days, hours, minutes, and seconds. You can type values in each segment of the input field, or select a portion
Than/Shorter | and use up and down arrows to increment or decrement values.
Than
Last Selects only interactions that were most recently on a specified workgroup queue.
Workgroup
Last CIC Selects only interactions that were most recently processed by a specific user.
User
Direction Scopes the search to call direction (Inbound, Outbound, Intercom, Unknown, or Any). "Unknown" selects only
those interactions whose call direction could not be determined.
DNIS Scopes the search to the telephone number dialed. Wildcard text can be specified in this field using % as the
wildcard character.
Remote Scopes the search to the address of the remote party in a phone call or chat. This can be the telephone
Address number or IP address. Wildcard text can be specified in this field using % as the wildcard character.

Details Page

3. Optionally limit the number of rows returned by selecting from the Maximum Rows list box.
4. Click Search. Query results will appear in the grid below search options.

Once you have a query result, you can drill down into an interaction’s data. To do this, double-click any row of data returned by a
search. See Interaction Details dialog.
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Interaction Details dialog

Summary

The Interaction Details dialog appears when a search result is double-clicked in an Interaction Details view. This dialog summarizes
what happened during the lifetime of the interaction. This dialog is sometimes called the Interaction Detail Viewer.

—— Media Type indicator
— Was Recorded?
Was Surveyed?

Header IVR count
Queue count
Hold count
—Timeline Transfer count
":—,. Inker sction Details for 3001805232
Inbound Call 1202014 12:40 P4 v .l 7 L o )
Remote Party ————— imeraco iniegorce - (317) 7159321 do . L. ¢ 0l %J m
= Transfer |
TURT Em—————sSSSSS I E=D
0 I 113 205 113 I ;L' 25
—  F Ineeracton =
[=R- Ll -
QT!Z’S?“ Interaction Summary
I Caninect
e L‘x;;s‘g= Interaction 10 HOLEE 232
sg-claylé_user Type call
b Duration 00:00:37
Tree control ——— Time 12/10/2014 1240 P1 — Interaction details
Disposition Remate Disconnect during Queve
Direction Inkgund N
Remote Address +131 77158321
DNIS i BT93E a-clayl 6:5060
tecorded Tes |
- Surveyed Mo -
=
PreviousiNext buttons Previaus | et | Frr | Close |-— Print’/Close buttons

User Interface Elements
Header

The header at the top of the page displays general details such as direction, the date and time when the interaction occurred, and
the name of the remote party. Icons in the head provide "at a glance" information, such as the media type (call, e-mail, fax, etc.),
whether the call was recorded or surveyed, and counts for the number of times the interaction was in IVR, in queue, held, or
transferred.

The Media Type indicator displays a graphic for each media type:

Call interaction |_-:-“'J Email interaction » Blind Transfer

Callback interaction Instant Question interaction ‘ i Web interaction

Chat interaction Generic interaction, SMS interaction, or Fax interaction I:j Workflow interaction
|

Social Conversation Social Direct Message

LB

& €~

The Recording indicator includes a drop-down list control that enables you to playback stored recordings of this interaction in the
Recorded Media Viewer . Recordings include the following media types: phone calls, e-mail messages, chats, and screen
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recordings. For more information about interaction recordings and playback, see the Interaction Recorder Client help in the
PureConnect Documentation Library.

I, - O[]

L

Play Recording #1

Tree control

The tree control makes it possible to drill-down and examine data. When you select nodes in the tree control, the dialog displays
different details, ranging from details of the entire interaction, to details about specific segments or parties involved. When a node
in the tree is selected, the timeline displays the duration in seconds that corresponds to the selected segment.

The top-level Interaction node summarizes the entire interaction. It has three child nodes:
e The Segments node displays each segment of the Interaction in top-down chronological order. Segments identify each
processing passage of the interaction.
e The Local Parties node lists names of local parties who participated in the interaction, sorted alphabetically.
e The Workgroups node identifies each workgroup that the Interaction passed through, where applicable.

Print button

Generates hardcopy of interaction details.

Access Control

Category: |51-5m ﬂ Search: I Clear

I show only selected items and groups

Mame | Wiew | Inherited From =|

Interaction Reporter Reports

<

00000000

=al Adminigtrabor
Fay Detail

Fan Suimimary'
Interaction Detai
Lime Detail

Lire= Group Detail
Liree Group Summary
Lim= Summary
Queue Detal
Queue Summary

:.T:m:la' Sooring Detal

Alvarced fecess Detsls I

I3_ATTR_RIGHT_VIEW_HISTORICAL_REPORTS
Close button

Dismisses the Interaction Details dialog.
Interaction node

The table below summarizes data items displayed when the Interaction node is selected.
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Data ltem Description

Interaction | The number assigned by CIC that uniquely identifies this Interaction.
ID

Type The interaction type: call, callback, chat, email, fax, generic interaction, Instant Question, SMS message, web
collaboration, workflow object, or unknown interaction type.

Duration The total duration of the interaction.

Time The date and time of the interaction.

Disposition | The general outcome of the interaction. See How interactions are dispositioned using segment detail data.

Direction The call direction: Inbound, Outbound, Intercom, or Unknown if call direction could not be determined.

Remote The address of the remote party in a phone call or chat. This is a telephone number or IP address.
Address
DNIS Telephone number dialed.

Recorded Yes or No, to indicate whether this interaction was recorded.

Surveyed Yes or No, to indicate whether an Interaction Feedback survey was conducted.

Remote Name of the remote party, if it can be determined.

Party

Local Name(s) of local participants in the interaction.

Parties

Call Log Displays entries written to the call log during the lifetime of the interaction.
Expander

Advanced | This expander displays details from Interaction Tracker, intended for system integrators and developers who use the
IceLib API. This raw data should be ignored by Supervisor users. For more information about this view of the entire
Interaction Summary table, refer to "Interaction Summary table" in Appendix E of the CIC Data Dictionary. For your
convenience, portions of this appendix were reproduced in this document. See InteractionSummary table.

Segments node

The Segments node displays each segment of the Interaction in top-down chronological order. Segments identify each processing
passage of the interaction. The possible segments are:
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Segment Description
Name

System Used whenever the interaction is in system state, this segment indicates that the interaction is interacting with CIC
(for example, interacting with IVR). In some cases this is a transient event of the interaction as well. This segment
represents the duration of the event.

Queue Used whenever the interaction is added to the Workgroup queue, this segment represents the duration that the
interaction waited in the workgroup queue.

Alert Used whenever the interaction is alerting a CIC user or CIC station. This represents the duration—how long the
interaction is alerting the CIC user or CIC station.

Hold Used whenever the interaction state changes to Hold. This represents the duration of the interaction in a Hold state.

Connect Used when there is a two connected participants in the interaction. This represents how long the interaction is in
Connected state. The participants can be CIC users, CIC stations or remote persons.

ACW Used when After Call Work (ACW) is done by the Agent who handled an ACD-routed interaction. This represents the
duration—how long the agent is in follow up state after the ACD interaction. This pertains to the very first follow up
work handled by the ACD Agent. If the agent follows up multiple times after the ACD interaction, the other follow up
intervals are not included. Also note that this is not an interaction state. It merely ties the initial Follow Up work
completed by the agent for his last ACD interaction

Messaging | Used whenever the interaction is in Messaging/Voicemail state. This represents the duration (how long the
interaction is in messaging state). Messaging can happen before or after the interaction is connected the CIC user
or CIC station.

IVR This represents how long the interaction is in an IVR application. By default this measurement is not captured.
Handler customization is required to capture IVR duration. The CIC administrator or a handler developer must
modify the IVR application to indicate when the interaction is entering the IVR.

Dialing Represents how long the telephone call is in dialing/proceeding state. This segment is only applicable to
external/outbound telephone calls.

External Represents how long two remote parties communicated using CIC system. This happens when an inbound

Transfer interaction is transferred to the remote person.

Conference | Represents how long a participant (CIC user or external User) participated in a conference. This is only applicable
for telephone calls.

Consult Not currently used, but may be added in a future release, to indicate a consulting telephone call between the two
entities in the system. One entity will be Agent and another one is an Agent or remote person (non-IC user).

Suspend Not currently used.

Unknown Used when the system fails to group any segment of the interaction.

When the Segments node is selected, it displays the total number of segments associated with the interaction, and duration
information. When an individual segment is selected, the following information is displayed:
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Data Item Description

Segment | Name of the segment.

Name

Server The time of the interaction in the time zone of the server you're connected to in IC Business Manager.

Time

Duration Duration of the segment in HH:MM:SS format.

Local List of all local parties involved in this segment.

Parties

Workgroup | Workgroup involved in this segment.

End Code | A code that indicates how this segment ended, leading to an understanding of how it transitioned to the next
segment type.

Wrap-up Wrap-up code (if any) set by the agent, shown on Connect segments only.

Advanced | This expander displays details from Interaction Tracker, intended for system integrators and developers who use the
IceLib API. This raw data should be ignored by Supervisor users. For more information about this view of the entire
Interaction Summary table, refer to the CIC Data Dictionary /InteractionSummary table.

Local Parties node

The "Local Parties" node lists names of local parties who participated in the interaction, sorted alphabetically. When the node for a
participant is selected, information about that participant is displayed:

Data ltem Description

Participant Name | Name of the local party.

Total Duration Total amount of time this participant was involved in the interaction.

Segment Count | Number of segments this participant was involved in.

Segments

Names of segments this party participated in.

Workgroups node

The "Workgroups" node identifies each workgroup that the Interaction passed through, where applicable. When the Workgroups
node is selected, it displays the count of workgroups associated with the interaction, and their names.

When an individual workgroup is selected, information about that workgroup is displayed:

Data Item

Description

Name

The name of the workgroup selected in the tree control.

Total Duration | Total amount of time this interaction involved this workgroup queue.

Segment Count | Number of segments associated with this workgroup.

Segments

Names of segments associated with this workgroup for the interaction.

Related Topics

Interaction Details view
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Single Party Interaction Example

The Interaction Details dialog groups major segments of data acquired while the interaction was processed in CIC. It displays
information about single party, two-party, multi-part interactions, and transfers.

For example, an abandoned Single Party interaction looks like this:

83

In this single-party example, the interaction was abandoned at the IVR or Workgroup Queue before it connected to the Agent or an
IVR interaction. This interaction corresponds to one record per Interaction ID in the Interaction Details view.

Two Party Interaction Example

Two Party interactions involve two Interaction IDs, and two separate detail records. Two party interactions can be intercom,
inbound or outbound. Consider an intercom call for example. The CIC user who initiates the record will have direction set as
outbound. The CIC User who answered or received the interaction will have interaction as outbound. The following image shows the
example Intercom interaction:

4 e P b

EFEFRFPAREREFEARERRERERF
i
|

Multi-Part Interaction Example

Multi-part interactions involve more than two participants. The most common scenario is a conference call. In a multiparty
interaction, each conference participant is represented by a single summary and detail record.

For example, a conference with three participants might be created as follows:

An external party calls the CIC system.

An agent answers the call.

The agent consults another agent, creating the conference. In this scenario, three records can be displayed by about the
conference.

Here is the master record for such a conference:

10OFESEIET  FJTSINNG 1O PA0N MM bbennd

§ OSSN TITIB0] § 100 L4 05 A Cafbored

Detail records for each party are opened by clicking on rows in the master summary. The first participant is shown below.
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First Party:

nbound Call 772011 10:13 am
Irkeligence - sipr3i 7715832 @idomain, inin, com: 5060

0s ; ; 10s i 205
= Inkeraction
= sagments a
1 System Interaction Summary
 Connect
I Conferance
B Locd Parties
Ajay.Ehargava Interaction 1D 1001 EB6264
Prabahar Ignatius Type call
= wWarkgroups
Markating Duration Q00123
Time AL 1013 AW
Disposition Unknown
Direction Inbaund
Remote Address s 31771583218 i 3domazin. inin. com: 5060
DNIS sip: 3@ 5g-cay5:5060
Recorded Ha
Surveyed Na
Remote Party Interactive Intelligence |
Loval Parties Ajay Bhargava
Prabahar,lgnatius

Second Party:

4 Interaction Details for 1001656266
Outbound Call 772011 1024 am
| &3y Bhargava - 8451
m..... ..........................................................................................................................
I T
s 108
| Interaction
= Segmerts -
] et Interaction Summary
M Connect
1 Conferarce
E Loca Parties
Ay, Ehargava Interaction 1D 1001 EBE266
Prabahar. Ignatius Type Ccall
Duration Q0040
Time T2 4014 AN
Disposition Unknown
Direction Custhound
Remote Address /5451
DNIS
Recorded Ma
Surveyed No
Remote Party Ajay Bhargava
Local Parties Ajay.Bhargava
Prabahar. lgnatius
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Third Party:

¥4 Interaction Detalls for LO0D165626T

Inbound Call 772011 10:14 2
| Prabahar Ignatius - B321

= Inkeraction
=l Segments

M Conferance
Bl Local Parties

Interaction Summary

Ajay Bhargavs
Prabahar Tgnatius

Interaction |0 1001 EBE267

Type Call

Duration OO0 LE

Time TIAA01] 10014 Al

Disposition Unknown

Direclion Inbound

Remote address /5491

DNIS 32l

Recorded Mo

Surveyed Mo

Remote Party Prabahar Ignatius

Local Parties Alay Bhargava
Prabahar. Ignatius
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Transferred Interaction Example

The system also stores interaction details for Call Transfers. Local and remote transfers can be examined in the Interaction Details
dialog.

Local Transfer

A Local Transfer indicates when the interaction is transferred within CIC. This is also applicable when more than one CIC servers is
involved, for example, when agents are connected between different CIC servers. A local transfer is represented below. Notice that
the Transfer icon has a count (callout 1) and also that there is an End Code (callout 2) for the segment which initiated the transfer.

In this case the connect segment is transferred. The TransferCount includes only the Local Transfer happening in the system.

See Data Collection Relationship to learn how data collection in Interaction Detail Viewer co-relates with legacy summary data
collection.

LT ARG
-1

Conmpct L2 ]

\ End Code Local Transter |

Remote Transfer

When an interaction is remotely transferred outside the CIC system, a similar transfer icon will appear, but the End Code will be
Remote Transfer, and a segment named External Transfer represents the external transfer segment.

73 Intersction Detals for IDOIESES 10
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| eyt
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How interactions are dispositioned using segment detail data

The system derives an Interaction disposition from segment detail data. The default, minimum dispositions are most accurate with
two party interactions. For example, less data is available to evaluate when an interaction becomes part of conference. When an
interaction is transferred to IVR, the disposition is not meaningful.

DB Value
Logged

Scenario

1

Interaction never connected to a user or station. If the interaction is never connected to the user or station, it
receives a disposition value of 1 in the database. Tracker receives the connect segment only the interaction state
goes to connected.

The special cases excluded are:

a. Ifitis waited in the queue or delay segment and remotely disconnected it is dispositioned as 'Remote
Disconnect when Waiting in Queue'.

b. If it waited in the queue or delay segment and disconnected by user/system or internal disconnect then it is
dispositioned as 'Local Disconnect when waiting in Queue'

c. If it alerted the user/station and remotely disconnected it is dispositioned as 'Remote Disconnect when alerting
user/station'.

d. If it alerted the user/station and disconnected by user/system it is dispositioned as 'Local Disconnect when
alerting user/station'.

Remote Disconnect when waiting in Workgroup Queue. This is irrespective of interaction is connected or not, so
long as the last segment is delay segment/waiting in the Workgroup queue and it is remotely disconnected.

Local Disconnect when waiting in Workgroup Queue. This is irrespective of interaction is connected or not. As long
as the last segment is delay segment/waiting in the Workgroup queue and it is remotely disconnected, we
disposition as this.

Remote Disconnect when alerting user/station. This is irrespective of interaction is connected or not, so long as the
last segment is alert segment and it is remotely disconnected.

Local Disconnect when alerting user/station. This is irrespective of interaction is connected or not, so long as the
last segment is alert segment and it is locally disconnected by user or system.

Connected — Remote Disconnected. This disposition is assigned if final connect segment is disconnected by the
remote party. The connect segments considered for this dispositions are connect, held, suspend and consult.
("Consult" is the consult call's segment type, not the connect that was logged as consult segment type).

Connected- Local Disconnected. If final connect/Held segment is disconnected by the local user, it is dispositioned
as this. The connect segments considered for this dispositions are connect, held, suspend and consult. ("Consult" is
the consult call's segment type, not the connect logged as consult segment type).

Unknown. This disposition is assigned if the interaction did not match any one of the above disposition conditions.

If the interaction terminated in a conference, the disposition is also logged as Unknown.

Related Topics

Interaction Details dialog
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Data Collection Relationship
The diagram below explains how data collection in Interaction Detail Viewer correlates with legacy summary data collection.

& Simple ACD Interaction in the systam

Interaction Detail “dewer representation

[1 [2 13 14 '[5 [G ﬁr [E EE'QI'HEHH diﬂﬂm}\&d
| Bystem ]| MR | Quewe | Alet | Coonect | Hold | Connect [amercailwon] 0 detad Viewer
1 1 1 | 1 | |
1 ] ] | ] 1 |
1 I I | i
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I 1 1 | 1 i |
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I 1 | | | i |
I I tAlertedacd | I fTalkacd | | REW
1 L ,._. I i :,__ ',-|
I I 1 I i I
i I I T = Summary Row
I tAnswersdécd . | tHoldacd_ |1
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Notes

The IWrkgrpQueueStats table has the summary of interactions. In the example above, we are assuming only one interaction is
received, answered and completed with follow up work within the interval in question.

When there are multiple interactions, then the stats related to them are summarized according to their workgroup, media type, and
report group. To co-relate them, it would be necessary to find corresponding Interaction Detail Viewer segments. The purpose of
the above diagram is not to compare the Interaction detail viewer segment with IWrkGroup Queue statistics. Instead, it is to explain
how the statistic collection is mapped between the two data collection modules.

Interaction Detail Viewer gives the snap shot of the interaction state changes in the CIC system. It does not consider agent
activities other than the follow up event that happened as a result of an ACD interaction it tracked.

Also the duration in the Detail Viewer is linear and not overlapped with each other, whereas IWrkGrpQueueStats are overlapped with
each other. When there are multiple interactions with complex interaction scenarios such as transfers and conferences involved,
breaking the summary statistics into detail segments is not intuitive.

Related Topics

Interaction Details dialog

Transferred Interaction Example

InteractionSummary Table

The following information is from the "InteractionSummary Table" in "Appendix E: Interaction Tables" of the PureConnect Data
Dictionary Technical Reference. It is included here for convenience. For the most current information, see the PureConnect Data
Dictionary Technical Reference in the PureConnect Documentation Library.

This table summarizes key attributes of the interaction. In general, only one row for an interaction will be logged here. If the
interaction is persisted and recreated with the same InteractionlDKey, the system increments sequence numbers in two rows. This
is the table which replaces the legacy Calldetail table. It has all the columns used in the Calldetail table plus some new columns to
track additional attributes. Here is the mapping between Interaction Summary and Calldetail view.

Column Name Type N [ D | Description CallDetail_viw
ule
|f
a
u
It
InteractionIDKey Char(18) N Interaction Key Callld
o}
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SitelD Integer N SitelD of the Interaction where it SitelD
o} disconnected.
SeqNo TinyInt N SeqNo is only used when the Not Included
o} interaction is persisted and recreated
with the same InteractionIDKey.
InteractionID bigint N CalllD/Interaction ID of the interaction. | Not Included
o} This is displayed in the CIC client.
StartDateTimeUTC DateTime2(3) |N StartDateTime (UTC) for the Not Included
Timestamp(3) |o Interaction ID
StartDTOffset Integer N Offset to Server local time [in Not Included
o seconds] for the UTC StartDateTime
Direction tinyint N Interaction Direction (1-inbound, 2- CallDirection
0 Outbound, 3-Intercom 0-Unknown)
ConnectionType tinyint N Unknown(0), External(1), Intercom(2), CallType
o
MediaType tinyint N Unknown(255), calls(0), chat(1), InteractionType
o) SMS(2), GenericObject(4), Email(5),
Callback(6), InstantQuestion(7),
WebCollabration(8), Fax(21),
Workltem(22)
RemotelD nVarchar(50) N Remote ID RemoteNumber
U
L
L
DNIS_LocallD nVarchar(50) N Number dialed DNIS
U
L
L
tDialing Integer N How long interaction is in dialing state | tDialing
U
L
L
tIVRWait Integer N Total IVR Time for the interaction tIVRWait
U
L
L
tQueueWait Integer N Total time the interactions waited in tQueueWait
U one or more Queues
L
L
tAlert Integer N Total time the interaction alerted a tAlert
U different user/station
L
L

88




tConnected

Numeric(19)

r-rCcCZzZ

Total connected time for an
Interaction. If the same interaction is
handled by multiple agents, this is the
sum of all talk time.

Captures the duration of how long the
interaction is in the connected state
with two participants. The participants
can be a remote person, local CIC
User, or standalone station.

CAST(ROUND(I.tConnected/1000.,
0) as INTEGER) as
CallDurationSeconds

tHeld

Numeric(19)

r-rCcCZzZ

Total held time for the interaction. If
the interaction transition to held state
is by multiple agents, this value
includes all held durations.

Captures the duration of how long the
interaction is in a held state.

CAST(ROUND(I.tHeld/1000., 0) as
INTEGER) as
HoldDurationSeconds

tSuspend

Numeric(19)

r-rCcCZzZ

Not currently supported, for use in a
future CIC release.

tSuspend

tConference

Numeric(19)

r-rCcCZzZ

Total time the interaction actively
participated in a conference

tConference

tExternal

Numeric(19)

r-rCcCZzZ

Total time the interaction was
connected after an external transfer

tExternal

tACW

Integer

r-rCZzZ

Total wrap up time for the interaction

tACW

tSecuredIVR

Numeric(19)

r—rCcCZzZ

Total duration of the secured session
for the particular interaction id. For
example, if the interaction went to
multiple sessions of secured session,
this column will accumulate all the
individual sessions and log the total
duration.

Not Included

nlVR

Small Int

r-rCcCZzZ

Number of times the interaction
entered any IVR, as determined by call
attribute set by Interaction Attendant or
a handler.

nlVR

nQueueWait

Small Int

r-rCcCZzZ

Number of times the interaction waited
in any ACD queue, even the same
queue multiple times.

nQueueWait

nTalk

Small Int

r-rCcCZzZ

Number of times this interaction was
actively connected to any agent, even
the same agent multiple times.

nTalk

nConference

Small Int

r-rCcCZzZ

Number of times this interaction was
actively connected to any conference,
even the same conference multiple
times.

nConference
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nHeld

Small Int

r-CcCZzZ

Number of times the interaction was in
held state after connected

nHeld

nTransfer

Small Int

rrcCcz

Number of times the interaction was
transferred

nTransfer

nExternal

Small Int

r-CcCZzZ

Number of times the interaction was
transferred externally

nExternal

nSecuredlVR

Small Int

Number of times the call went to
secured session during its entire life.

Not Included

Disposition

Small Int

cozZ mMrcCcZz

The values that get logged are 0 to 7.

For details, see the "Interaction Detail
View in IC Business Manager" section
of the Interaction Tracker Help.

Not Included

DispositionCode

Small Int

r—rcCcz

This is how the Telephony Services
(TS) server dispositioned the
interaction.

DispositionCode

WrapUpCode

nVarchar(200)

r-rCZzZ

Not used in the current CIC release.
Exists for legacy reasons.

WrapUpCode

AccountCode

nVarchar(50)

r—rcCcz

Account code tied to the Interaction

AccountCode

IsRecorded

Bit

r—rcz—-Ho0zZz

Oor 1. Itis set if the interaction is
recorded. It is set if at least one leg of
this interaction is recorded.

For example, this value is set if an
interaction is recorded then transferred
blind to the second agent and not
recorded for the second leg of the
interaction.

Not Included

IsSurveyed

Bit

rrcz—-H02Z

0 or 1. If the interaction is surveyed, it
is set

Not Included

MediaServerlD

nVarchar(200)

r-rCcCZzZ

The Media Server that handles the
interaction audio.

Not Included

IndiviD

Char(22)

r—rcCcz

The remote Party IndivID if resolved by
Tracker. This value is NULL if not
resolved

Not Included
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OrgID Char(22) N Remote Party's OrgID if it is resolved Not Included
u by Tracker. This value is NULL if not
L resolved.
L
LinelD nvarchar(50) N The line interaction received LinelD
U
L
L
LastStationID nvarchar(50) N The last connected station to the StationID
u interaction
L
L
LastLocalUserlD nvarchar(50) N Local User ID associated with the last | LocalUserlD
U connected interaction
L
L
LastAssignedWorkgrouplD [ nvarchar(100) | N The last routed workgroup for that AssignedWorkGroup
u interaction
L
L
LastLocalNumber varchar(200) N Local number associated with the last | LocalNumber
U connected user, for an email it is
L mailbox ID, for chat it is the user's
L display name or arbitrary name given
by the chat initiator.
LastLocalName nvarchar(50) N LocalName associated with the last LocalName
U connected user
L
L
RemotelCUserlD nvarchar(50) N The respondent's CIC User ID, will be Not Included
V] populated only for Intercom interaction
L
L
RemoteNumberCountry smallint N The country code associated with the | RemoteNumberCountry
U remote number
L
L
RemoteNumberLoComp1 [ varchar(10) N Lower component of the remote RemoteNumberLoComp1
U number
L
L
RemoteNumberLoComp2 [ varchar(10) N Lower component of the remote RemoteNumberLoComp2
U number
L
L
RemoteNumberFmt varchar(50) N Remote number format RemoteNumberFmt
U
L
L
RemoteNumberCallld varchar(50) N CalllD of the remote number RemoteNumberCallld
U
L
L
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RemoteName nvarchar(50) N Remote Name RemoteName
U
L
L
InitiatedDateTime datetime2(3) N Interaction Initiated date and time with | InitiatedDate
TIMESTAMP(3) | O millisecond granularity
T
N
U
L
L
ConnectedDateTime datetime2(3) N [ 1 | Interaction connected date and time ConnectedDate
TIMESTAMP(3) | O | 9 | with millisecond granularity
T|7
N|[O
U -
L0
L1
0
1
TerminatedDateTime datetime2(3) N | 1 [ Interaction Terminated date and time TerminatedDate
TIMESTAMP(3) | O | 9 | with millisecond granularity
T|7
N[O
U -
L0
L1
0
1
LineDuration Numeric(19) N Duration of the line in milliseconds CAST(ROUND(I.LineDuration/1000.,
U 0) as INTEGER) as
L LineDurationSeconds
L
CallEventLog nvarchar(2000 | N Call Event log CallEventLog
(0]
T
N
U
L
L
PurposeCode int N | 0 | Purpose code set for the interaction PurposeCode
U
L
L
CallNote nvarchar(1024) | N Text description related to call Not Included
U
L
L
FirstAssignedAcdSkillSet | nvarchar(100) N First ACD Skillset value assigned to an | Not Included
U interaction
L
L

INDEXES

Primary Key : InteractionIDKey , SitelD, SeqNo
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Clustered Index : InitiatedDateTime, SitelD

Additional Indexes : StartDateTimeUTC and LastLocalUserID

Copying Tracker information to the Clipboard

There are three ways to copy Tracker information from an Interaction Details view to the clipboard, for pasting into other
applications:

From the search results screen, when a single row is selected, three copy options appear when you right-click to reveal the context
menu: Copy Interaction Id, Copy Row, and Copy Row(s) as CSV.

ﬂ:ﬂl‘lttrﬂlbl‘l Details - 3

| By Search Criteria By Interaction I |

Temezone: | (UTC-05:00) Indhana (East) =] Meda Type: [ery
From: 12/30/2012 5] 1z:00 co0am © (&) T® 1/7j2014 5] 12:00 100 aM ©
Advanced -

Saarch I hh:mmﬂmm Diisplaying 7 of 7 resuks.

Interaction I0 | Tine | Direction | Media Type | Remote Address | Remote Party | Lasticuser | OIS
1001000008  1/Ef2014 11:48:24 AM  Inbownd Call +13 a7 I0E] clavsShit? _user - sipchay:
PRI100a001  1f8f2014 11:47:05 AM  Outbound  Emad claysuShit2_user®dev2000.com  claysuSbit? user  claysuShit2_user
1001000000  1f6f2014 11:46:32 AM  Inbound  Emaid clavsuShitZ_user@dev2000.com  clavsuShit?_user  claysuShit2_user
1111000006  1f6f2014 11:44:03 &AM Inbound Call +13TE571051 Lapsley, Joff sip 7100
LIUL000004  1fEf2004 11:42:07 AW Inbound  Call 13 TEETI051 Lapsley, Jaff claysuBbRt? user  sipT10:
1001000002 1f6f2014 11:40:38 AM  Inbound Call +1317957105]1 Lapskey, Jeff claysuShits_wser  sipi100c
Lileanenn _dleianiaisanas ol Inbound  Call +13179571051 Lapshey, Jaff claysuShFt? user  sip 3@
Copry Row
Copy Row(s) &5 C5V
i | 3|

Copy Interaction ID

Copies the ID of the selected interaction to the clipboard. For example:
1111000000

Copy Row

Copies data from each column to the clipboard. For example:

Interaction ID: 1111000000
Time: 1/6/2014 11:38:25 AM
Direction: Inbound

Media Type: Call

Remote Address: +13179571051
Remote Party: Lapsley, Jeff
Last CIC User: claysu5bft2_user
DNIS: sip:3@claysu5bft2:5060
Last Workgroup: Marketing
Connected Duration: 00:00:03
Line Duration: 00:00:49
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Copy Row(s) as CSV

Copies data from each column to the clipboard as a series of comma separated values. The first paragraph contains column
heading names. The second paragraph contains the value of each column. For example:

Interaction ID, Time, Direction, Media Type, Remote Address, Remote Party, Last CIC User, DNIS, Last Workgroup, Connected
Duration, Line Duration

1111000000, 1/6/2014 11:38:25 AM, Inbound, Call, +13179571051, Lapsley, Jeff, claysu5bft2_user, sip:3@claysu5bft2:5060,
Marketing, 00:00:03, 00:00:492. From the search results screen, when multiple rows are selected, one option: "Copy Row(s) as
CcsVv"

From the search results screen when multiple rows are selected, the context menu option is "Copy Row(s) as CSV"

Irkeraction 10 | Time | birection | Media Type | Remote Address | Remote Party  |Lasticuser | DNIS
1111000008 162014 11:48:24 AM  Inbound  Cal +13179571051 claysuShftZ_user - sipzclay:
1111001001 162014 11:47:05 AM Cutbourd  Emad claysuShitZ_useri@dev2000.com  claysusbft?_user  daysuSbit? _user
111001000 1/6f2004 11:46:32 &M Inbound  Emal claysuShit?_user@dev2000.com  claysuShit?_user  claysuShRtE_user
1111000006  1/6f2004 11:44:03 &M Inbound  Cal +13179571051 Lapshey, Jeff sip:710¢
1111000004  1/62004 11;42:07 &M Inbound  Cal +13179571051 Lapsley, Jeff chavsuShite_user  sip:7100
111 1000002 ua,-‘muu-m :ﬂm Inbound  Cal +13179571051 Lapshey, Jeff clavsuShit?_user  sip:1010
Inbourd  Cal +1 3179571051 Lapsley, Joff claysuShftZ user  sip:3@c

This places on the clipboard a line of comma separated column headings, followed by column data for each row that was selected.

For example:

Interaction ID, Time, Direction, Media Type, Remote Address, Remote Party, Last CIC User, DNIS, Last Workgroup,
Connected Duration, Line Duration

1111000000, 1/6/2014 11:38:25 AM, Inbound, Call, +13179571051, Lapsley, Jeff, claysu5bft2_user, sip:3@claysu5bft2:5060,

Marketing, 00:00:03, 00:00:49

1111000002, 1/6/2014 11:40:38 AM, Inbound, Call, +13179571051, Lapsley, Jeff, claysu5bft2_user, sip:101@claysu5bft2:5060,

,00:00:22, 00:01:01

If you double-click a row in the search result to open the Interaction Details window, all sections and fields in the summary panel

(right hand side) can be copied. For any given item, two options: "Copy [name of field]" and "Copy Section"

"'I'_| ol & gt Dt aals s 11 1 1 D000
Inbound Call 1014 319 s do @ : "{ -
Lacnley, Jedf - (337) 9871051 NN ___j
[ 57007 N —
i e T on a0n & 4
= Inkew achin -
= Segmants =
B Sk Interaction Summary
Fi i;:‘tt
m -
= Imteraction ID tl.]ﬂfl":
S el Parins Type call oy Sackion
= Warkgroups. . Duration el kTR
Puteing Tine L/6/2004 1.1: 38 AW
Dirypoaibion Liskrowm
Direction Inbing
Remote Address LA THTLIE]
DN ap W0 dwynSbit 25060
Recorded Mo 1l
surreyed Mo
Remote Party Lapiey, heff
Lol Pt claynsbe s e =
Praeins I b | Prini. I Close l
Copy [name of field]




Copies the value of the field that was right-clicked. For example if you right-click Interaction ID and select Copy 'Interaction ID' the
value copied to the clipboard is 1111000000.

Copy Section

Copies all fields in the section to the clipboard. For example:
Interaction ID: 1111000000

Type: Call

Duration: 00:00:49

Time: 1/6/2014 11:38 AM

Disposition: Unknown

Interaction Dialer category

Summary

Interaction Dialer is a client/server extension that adds automated dialing and campaign management features to CIC

servers. Interaction Dialer conducts campaigns by contacting a list of people according to a prescribed list of rules. Interaction
Dialer places outbound telephone calls for campaigns, plays .wav files to answering machines, sends faxes to fax machines, and
routes calls answered by a live person to an Interaction Attendant profile or directly to Dialer agents.

Interaction Dialer views display statistics about Dialer agents, outbound campaigns, skills, stages, wrap-up codes and categories,
the overall status of multiple running campaigns, and the health of Dialer servers. If the Dialer Statistics category does not appear
when you add a view, contact your CIC System Administrator. See Licenses, Security and Access Control Rights for details.
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Icon View Details /Appearance
m Dialer Campaign Details M —
\.“ Shows detailed statistics about a campaign. ' :
. Dialer Health view AT —
% Shows the health and status of campaigns |l ==~ """ ="
and Interaction Dialer in general. == - T e
— Dialer Overview e
‘ﬁ Shows statistics and an overview of the |1 il e ——
Dialer campaigns and their agents. = : : =
-
m Agent Overview -x
l“, Statistical information for Dialer Agents == ;
broken down by Dialer campaigns. P P}
i ™
This view is available in Dialer 4.0 Service e EEE
Update 1 and later. A ———.
mreed Ga [
- i et ipmanis T p—
m Skill Overview -
I : el CET el e
\“. Statistics broken down by skill per each ....I.. |I.=....-u...= “T = i T | -
Dialer campaign. H : o e = =
This view is available in Dialer 4.0 Service ||, ‘ o
Update 1 and later. ' '

Dialer Statistics
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Dialer agent statistics summarize the activity of a specific Dialer agent.

Dialer campaign statistics provide totals that pertain to a campaign or site.

Dialer overall statistics summarize Dialer's performance as a whole.

Dialer phone number detail statistics summarize the details of a specific phone number.

Dialer skill statistics summarize the details of a specific skill.

Dialer stage statistics summarize the activity for a specific Dialer stage.

Dialer wrap up statistics summarize the dispositions of Dialer calls.

Add a Dialer view in IC Business Manager

Start IC Business Manager and log on.

Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.

Select New > View from the File menu. The Create New View dialog appears, listing views by category or product.

Select Categories from the Group By drop list. Then click Dialer Statistics. A list of Dialer views appears in the list on the right.

"FE Create New Yiew E
Group by ICategDries "I Yiews:

DN~

A igmer
2 Agents and Workgroups

B Dialer Statistics

] Historical Reparts

8 Interaction Feedback Status [/ Dialer Health Yiew
=4 Interaction Cptimizer B Inferaction Draler

Gives feedback on the skatus of the Dialer campaigns as well as the
& System Skatus system,

=%~ Dialer Dverview
b fnfarackion Draler
Statiskics and an overview of the Dialer Campaigns with their agents,

(84 I Zancel

Tip—if Product is selected in the Group By list, click Interaction Dialer to display views you can add.

5. Select a view to add by clicking an item in the Views list. The Dialer views are:

View Name Description

Dialer Campaign Details viewDisplays detailed statistics about a campaign.

Dialer Health view Displays the health and status of campaigns and Interaction Dialer in general.
Dialer Overview Displays statistics and an overview of the Dialer campaigns and their agents.
6. Click OK.

7. If the view requires parameters to be set, other dialogs appear at this time to prompt for view settings.
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As on Dialer 4 GA, no Dialer views require additional parameters to be set. However, additional views may become
available after service updates are applied. Future Dialer views may require parameters to be selected. Optionally press
F1 for help with parameter selection dialogs.

8. When you finish selecting parameters, the view will appear in the workspace.

Views are automatically disabled if the connection with CIC server goes down for any reason. A 'spinner' cursor is shown in all
Supervisor views, indicating that no data is being received. Views are automatically enabled once the connection is restored.

The Interaction Supervisor Help for IC Business Manager explains how to work with views and alerts. To open this help
system in IC Business Manager, select Interaction Supervisor from the Help menu.

Dialer Campaign Details view
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This view displays operational statistics about any single campaign, a configurable graph of campaign details, and live information
about agents by period, shift, recycle and campaign.

Campaign Performance Statistics

Statistics at the top of the view are updated in real-time to indicate the overall performance of the campaign. See Dialer Campaign
statistics for information about these statistics. Site and Campaign drop lists work together to allow selection of a single
campaign to report on. A set of campaign execution controls make it easy to change the state of a campaign. For example, you can
Start, Stop, or pause a campaign from this view, without having to open a campaign configuration in Interaction Dialer Manager.

Campaign Details Graph

The graph displays Dialer stage statistics once you select a statistic (total time, total calls, percent calls, average time, or percent
time) and interval (period, shift, recycle, or campaign).

Agent Statistics

The bottom right section part of the view displays Dialer agent statistics for all agents. You cannot display statistics for a single
agent, since the view is scoped to summarize the overall status of the campaign and site.

Campaign Execution Controls
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Campaigns have execution states that are selectable in Interaction Dialer Manager and from within Supervisor views in IC Business

Manager.
Command |Campaign Execution State
No calls are placed for a campaign until that campaign is turned on. Outbound calling begins once agents change to
’ available status. When a campaign is turned on, he contact list will be processed from the top.
Turn
Campaign On
/A campaign can be on for scheduled calls only. In this execution state, Dialer places only calls that were rescheduled
{3 by agents. Priority dials are still made, but no regular calls are placed. This mode ignores the campaign schedule, if
one is assigned. Auto-scheduled calls are not placed in this mode.
Turn
Campaign On
for scheduled
calls only
/A running campaign can be paused. This suspends outbound dialing for the campaign. The campaign will continue to
ll run until agents complete active calls. No new calls will be placed. The record cache is preserved so that the system
can resume processing the contact list.
Eause/Un- /A campaign can be un-paused by clicking the Pause button a second time. This will resume outbound dialing from
LS the point the campaign was paused. Agents will not need to log on again when the campaign resumes.
/A campaign can be off. This stops outbound dialing once the cache is empty. This execution mode ignores the
! campaign schedule. If you stop a campaign instead of pausing it, agents must log in when the campaign is turned
back on. Outbound calling will resume once agents change to available status.
Turn
Campaign Off
I l.| /A campaign can be recycled. Recycle refers to the process of restarting the call selection process at the beginning
L of the contact list. This happens automatically after all records are processed, or manually in response to a
R | campaign reset command. A recycle period is the time that Interaction Dialer needs to process all records in a
ecyc ? contact list.
Campaign
; /A campaign can be reset. The contact list will be processed from the top to reach parties that were not contacted in
_ a previous pass. If major settings have been changed (DSN, Sorting or Filters, etc.), the campaign is reset and
Reset restarted with the new configuration. This command also sets the count of recycles back to zero.
Campaign

Managing the execution state of campaigns from IC Business Manager

When a call center supervisor is monitoring Dialer views in IC Business Manager, the supervisor can control campaign execution in

three ways:

e By using campaign execution controls on the Dialer Campaign Details view:
BicousinessManoger ___________________________________________________________REE=E
Fio Edt Vow Wakspces Tods _Actons Wedom_Hob |
Divew = % G2 & X |

:Dlﬂttfﬂhﬂlhrl Details

She:

- X

=] Compson: [rones ] Actors: (B (3| 8| B8] :Recyde Cavpan | dReset Campon

[CET]
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e By using shortcut menu commands in IC Business Manager's Dialer Overview view:

"3 IC Business Manager

File Edit %iew ‘Workspaces Tools Actions Window Help
Mtew + | % 23 @& X

ﬁ Didler Campaign Details ' &4 Dialer Dverview

Site: I[.ﬁ.ll Sites] "’I

Zampaign I Proceeding Calls
AGREroken

DanCampaign

Fob Campaign

W Edit alerts...

ﬂulti Phane [ AddfRemove statistics... J
Turm Campaign On
Campaign C Turn Campaign On for scheduled calls only

o Pause Campaign i
Statistic: I Unpause Campaign [

[ e | || & |53Rds1om

Turn Campaign Off B
1 Recycle Campaign I

049 Reset Campaign 1

e By selecting Dialer Campaign Actions from the Actions menu:

""‘a IC Business Manager
File Edit “iew “Woarkspaces Tools |.ﬁ.|:ti|:|n5 Wiindow  Help

E Mew * 23 I.ﬂ }( Dialer Campaign Actions i—

::‘ Dialer Campaign Details =~ &3 Dialer Overview | 81 Dialer Health vie

d= 100

Selecting Dialer Campaign Actions opens the Dialer Campaign Actions dialog. It offers the same execution controls that appear on
the Campaigns page in Interaction Dialer Manager.

l Note: the Actions menu only appears if the view is added to the default workspace in IC Business Manager.

"',‘a Dialer Campaign Actions

Campaign: ll i Actions: aRecycle Campaign | BLResat Campaign

| TestCampaign |

Close
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Interval Definitions

In several of the Dialer views in IC Business Manager, you can select an Interval, which specifies the length of time for the
collection of statistics. An interval can be measured as Period, Shift, Recycle, or Campaign.

Period

Any user-defined interval delimited by specific start and stop times.

Shift

An interval defined in Interaction Administrator to represent a standard work day.

Recycle t

An interval defined by the amount of time that has elapsed between when the Contact List was last recycled and the present.

Campaign

An interval defined by the amount of time that has elapsed between when the active campaign began running and the present.

T While Recycle can be designated as an Interval, it actually refers to the process of restarting the call selection process at the
beginning of the contact list. This can happen automatically after all records are processed, or manually in response to a Reset
Campaign command. A Recycle period is the time that Interaction Dialer needs to process all records in a contact list.

Dialer Health view
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The Dialer Health view displays the health and status of campaigns and Interaction Dialer in general. Use this view to troubleshoot
issues. It presents two panes of information:

e The top pane displays Dialer Status Messages—diagnostic information about the current condition of campaigns and
workflows. This pane dynamically updates itself to display new messages and to remove messages that no longer apply.

e The bottom pane chronicles Dialer History Messages. It lists event and status messages that were logged by the Central
Campaign Server, Outbound Dialer Servers, and by internal processes such as DialerTran. The user must refresh to retrieve the
most recent messages posted to the history pane.

e The top and bottom panes are not related. The top pane displays diagnostic information about current conditions. The bottom
pane is a historical log of past events. You can sort a column alphabetically in either pane by clicking on the column heading.
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Dialer Status Messages pane

Messages in the Dialer Status (top) pane are derived from heuristics that indicate adverse situations. The columns displayed are:
Severity column

The column indicates the seriousness of the event condition (Warning, Information, etc.)

Time column

Timestamp that indicates when an event occurred.

Process Name

Name of the server process that sent the status message.
Machine Name

Name of the ODS server.

Campaign

Campaign associated with the event, if known.
Message

Brief description of the event that occurred. To display the entire text, double-click the event to open the Message Details dialog.

3 Message Details =] E

Detal Walue

Campaign  DanCampaign

Machine hame DIALERS

Frocess Name Dislerllexe

Sanweriby Information

Message Campaign <DanCampaign > ts recycling its contact ist. Dialng performance may be affected untll the recycle operation completes.
Tirmea 7I0f2002 3:12:05 P

':"WI Cln-ml

Messages are added to this list when:

Max Calls per Agent has been hit.

Global Maximum calls have been hit.

Line group with little or no lines.

Running campaigns in predictive mode with < 5 agents.

The Line group specified does not exist.

Current abandon rate has been exceeded (10% over for target, absolute threshold for strict).

Dialer isn't dialing because it is waiting for something: (waiting on dialerTranU / recycle / get contacts, etc.)
The Pace is manually adjusted.

See Messages that can appear in a Dialer Health view for additional information.

Dialer History Messages pane

The bottom pane (Dialer History) lists event and status messages that were logged by the Central Campaign Server, Outbound
Dialer Servers, and by internal processes such as DialerTran. Since Dialer consolidates messages in its own message history, it is
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convenient to examine this repository for Dialer-related entries. When the view is scoped to view multiple workflows, the messages
for each workflow are grouped together (in other words, messages for workflow A and workflow B are not intermixed). When the
dialog is scoped to monitor a single workflow, only messages from that workflow appear in the list.

Type column

This column identifies the type of message. Error indicates a significant problem, such as loss of data or loss of
functionality. Warning indicates an event that is not necessarily significant, but may indicate a possible future problem. For
example, when disk space is low, a Warning will be logged. An Information event describes the successful operation of an
application or subsystem.

Time column

The date and time when the message was logged.

Site column

Name of the Outbound Dialer that this message pertains to.
Campaign column

Name of the campaign that this message pertains to.

Agent column

Name of the call center that this message pertains to, if applicable.
Message column

Text of the message entry.

Messages that can appear in a Dialer Health view

Status Messages History Messages

The calculated calls per connect value for a campaign is greater|Campaign could not be found in the dialer cache.

than the configured maximum calls per agent. ) ) ) . . .
9 perag Failure to register Dialer site with central campaign server.

Configured line group is invalid or contains no lines. . . ) . .
9 grotp A memory allocation failed while trying to create a new object.

Campaign has fewer than six active agents, potentially

decreasing agent utilization and increasing abandon rate. Agent automatically logged out because the connection between

the agent's scripter application and Dialer was lost.

Current abandonment rate exceeds the configured target rate. ) . . .
Configured line group is not active on the server.

Contact cache has been depleted. . .
P Call ID attribute not present among contact attributes.

Configured Zone Set is blocked all callable contacts. . .
9 Campaign ID not found among contact attributes.

Dialing is being restricted because the configured line capacity

An unknown exception occurred.
has been reached. P

History updates (campaign stats, agent stats, call history) are AinSZexceptioniocelimect

accumulating in queue. Dialer Transaction Server failed to start.

Contact list updates are accumulating in queue. Dialer Transaction Server is restarting because of too many hung
Current abandonment rate exceeds the configured strict threads.

abandonment rate. A COM exception occurred.

Dialer Transaction Server is not responding. An exception occurred.

No callable contacts left. A Notifier request failed.
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History updates (campaign stats, agent stats, call history) are
accumulating in queue.

Contact list updates are accumulating in queue.

The database provider in use is not recommended for use with
Dialer.

Default database is not specified or UDL file is not compatible
with Dialer.

Default database is not specified or the UDL file is invalid.

Campaign is paused because TS API calls are failing, likely due
to TS Server not running.

DNC scrubbing failed.

Policy set contains one or more behaviors referencing contact
columns not used by the campaign.

IAgent has none of the required skills for the campaign, so no
calls will be placed for the agent.

IAutomatic time zone mapping is unavailable because the time
zone source data could not be initialized.

IAutomatic time zone mapping source data file is not accessible
because no CCS dial plan is available for phone number
standardization.

IAutomatic time zone mapping source data file is not accessible
because the map data set file is missing.

IAutomatic time zone mapping is unavailable for all campaigns
because no automatic time zone mappings are present.

IAutomatic time zone mapping is unavailable because no time
zone map data sets are configured for automatic time zone

mapping.
IAn agent has been placed on break because a TS API call failed.

/A campaign is reserving a high percentage of active agents for
non-Dialer calls.

/A campaign is recycling its contact list.

IAn agent logged into a campaign with a persistent connection,
but no persistent connection wav file is configured.

Dialing is being restricted by the configured maximum call rate
setting.

IA problem occurred while attempting to load the configuration
XML file.

Insert or update operation was aborted because there was no data
to process.

Data passed in as a date value could not be parsed.

Warnings were generated while processing a database update.
The ACD workgroup is not active on the server.

An error occurred while validating a database table.

A policy set could not be loaded by the campaign server.

A query for the number of remaining contacts failed.

A policy reported an error.

A connection to the database could not be established.

A SQL operation failed to complete.

A behavior failed to run properly.

An event interface object was not found in the global interface
table.

An error occurred while attempting to evaluate a rule item

The campaign server was unable to read/write the xml
configuration file.

The campaign server management interface pointer could not be
obtained

An operation failed because the requested object identifier was
not found

The campaign server's request for statistical data failed

The campaign server was unable to commit table properties to the
configuration file.

The campaign server has reached the maximum number of threads
allowed, typically because all processing threads are hung.

Unable to retrieve the number of contacts left in the current
recycle.

An error was reported by a rule action.

An error occurred while trying to load a property.

An error occurred while looking up the active station for an agent.
Campaign initialization failed while processing related properties.
A database table could not be initialized or validated.

An error status message was deactivated.

A contact list updated was in an incorrect format.

A campaign was paused because it exceeded the maximum
number of errors.

A campaign was paused because it could not load the contact
columns.

An error occurred while attempting to enable workgroup period
stats.

A requested action was ignored because the associated agent is
not logged into the campaign.

A requested action was ignored because the associated agent is
not active in the campaign.

A campaign has been manually paused.

An interaction could not be found in the dialer cache.
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The scheduled date passed in from the script was invalid.
A call was placed and routed to an agent, but not completed.

The campaign will not be started because it is not configured as
active.

A contact does not have a callable phone number.
No lines available in the line group.

All campaigns are paused until CPU utilization drops below the
configured point.

An agent could not be found in the dialer cache.

A campaign has stopped because it has completed the maximum
number of recycles.

A campaign has entered forced power dialing mode because its
abandon rate exceeded the maximum rate.

Predictions made for a campaign are paused because the number
of inbound calls is greater than the configured maximum for the
workgroup.

A policy reported a warning.
A rule action reported a warning.

A reset or recycle operation for a campaign was ignored because
the campaign has already completed.

An agent attempted to disposition an interaction that he/she does
not own.

A campaign's pace was manually adjusted.

An agent changed to an available status prior to call disposition.
A warning status message was deactivated.

A campaign has started.

Dialer Transaction Server has started.

A campaign has been manually un-paused.

All campaign dialing has resumed because CPU utilization dropped
below the configured maximum.

A campaign has stopped.
A contact list has recycled.

A campaign has exited forced power mode due to the abandon rate
dropping below the configured maximum.

A campaign has resumed making predictions due to the number of
inbound calls dropping below the configured maximum for the
workgroup.

A campaign has been manually restarted.

A policy reported an informational message.

A rule action reported an informational message.

One or more database tables were created for a campaign.
/A campaign was restarted by a rule.

A campaign was restarted by a user.

A campaign was recycled by a rule.

A campaign was recycled by a user.

A campaign has stopped because it reached the maximum recycle
count due to zone blocking.
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An informational status message was deactivated.

Dialer Overview
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The Dialer overview displays important campaign statistics at
the top of the screen.

'You can control campaign execution directly from this pane in
the Dialer Overview.

Select a row in the top pane for a campaign. Then right-click to
display a context menu.

See Campaign Execution Control for more information.

The graph pane displays Dialer stage statistics for a time
interval (period, shift, cycle, campaign) and agent(s) selected.

'The pane in the lower right displays Dialer agent statistics, such
as the call stage each agent is currently in.

Use it compares the performance of multiple agents across
sites and campaigns in a workflow. It can display the current
activity of agents, such as each agent's current status, current
stage, time in status, and time in stage.

The Interaction Supervisor Help for IC Business Manager
explains how to work with views and alerts. To open this help
system in IC Business Manager, select Interaction Supervisor
from the Help menu.

"'.";. IC Business Manager
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Turn Campaign Off -
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Agent Overview
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The Agent Overview compares the performance of multiple agents across sites and campaigns. This view displays the current
activity of agents, such as each agent's current status, current stage, time in status, and other Dialer Agent Statistics, such as time
in stage. As with most views, you can click a column header to sort by that column.

View Options
Site

This control allows you to select agents from a single ODS server, or all sites. The view is automatically updated when you make a
selection.

Campaign

This control changes the currently monitored campaign. When clicked, it displays a drop list of campaigns to choose from. The
view is automatically updated when you make a selection.

Shortcut Menu Commands

Shortcut menu items appear if you right-click a data row in the grid.

Edit alerts...

Adds or edits an alert. An alert notifies when a statistic is in or out of a chosen range, based on statistical items or values on the
CIC Server. An active alert can change the color of the display, play a wave file, display an icon in your system tray, send electronic
mail, or invoke a handler.

Selecting this shortcut command opens the Edit Alerts dialog, which is customized for the type and combination of statistics
currently selected.
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3 Edit Alerts ]|
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Add/Remove statistics...

Opens a dialog allowing the selection of statistics in the current view to be changed.
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The Skills Overview displays skill summary statistics. This view helps supervisors manage skills-based dialing in predictive, power,
and preview modes. It displays contacts by Skill Set to indicate which agent skills are needed. As with most views, you can click a
column header to sort by that column.

View Options
Site

This control allows you to select agents from a single ODS server, or all sites. The view is automatically updated when you make a
selection.
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Campaign

This control changes the currently monitored campaign. When clicked, it displays a drop list of campaigns to choose from. The
view is automatically updated when you make a selection.

Shortcut Menu Commands

Shortcut menu items appear if you right-click a data row in the grid.

Edit alerts...

Adds or edits an alert. An alert notifies when a statistic is in or out of a chosen range, based on statistical items or values on the
CIC Server. An active alert can change the color of the display, play a wave file, display an icon in your system tray, send electronic
mail, or invoke a handler.

Selecting this shortcut command opens the Edit Alerts dialog, which is customized for the type and combination of statistics
currently selected.

3 Edit Alerts ]|

Sl=EEs I Tokal Conkacts j
Skatistic parameters:  Campaign CRA-Campaignd -
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Skill : T
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Defined alerts:
A Add... [ Edi... | M Remove
@l 4 | Cancel

Add/Remove statistics...

Opens a dialog allowing the selection of statistics in the current view to be changed.
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Dialer Real-time Agent Management

| o Dialer Resl-time Agent Mansgenent -
Campasgn: | Mty | |

| Agent Hame [ Campasgrs active | cuor| | | Agert ase | compaigns actne |

Call Center Supervisors can use this view to move agents between campaigns in order to optimize the use of available agents.
Supervisors can select a campaign, see what agents are logged into the campaign, see what agents are available and then log
Agents into or out of a campaign. This gives Supervisors the ability to alter the agent pool participating in a campaign.

It is important to keep in mind that if a Supervisor wants to be able to log agents in and out of campaigns, the agents themselves
cannot have the Logon Campaign right.

l Note: For more information on the Logon Campaign right, see the Security Rights topic in the Interaction Administrator help
system.

Campaign

Selects the campaign whose agent participation you want to manage.

Available Agents

Lists names of agents and the active campaigns they are currently receiving calls for.
Logged On Agents

Lists the names of agents participating in the currently selected campaign.

Log On

Logs any agents selected in the Available Agents list into the campaign.

Log Off

Logs off any agents selected in the Logged On Agents list out the campaign.

Penetration Rate view
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The Penetration Rate view provides details about Dialer penetration rates.

View Options

Contact List

This control allows you to select a contact list to view data about.
Phone Number column

Use this control to select a single column in the contact list that contains phone numbers. You may optionally select [All Phone
Number Columns] to select all columns designated as storing phone numbers.

Uploads

Allows selection of penetration rate data for records uploaded to the contact list. If you uploaded records to the contact list, you
can select from this list.

Penetration Criteria

Click Select to open the Penetration Criteria dialog. This dialog allows you to filter the selection of penetration rate records based
on wrap-up codes, calling modes, and campaign, or report any attempt to dial contact records. When you finish making selections,
click OK to dismiss the dialog.
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Start Date

Sets a date and time used to select penetration rate records. The drop list down arrow displays a calendar. The up and down
buttons increment or decrement the day, month, day of month, year, hour, minute, or second selected.

Frequency
Scopes the frequency of data to hourly, weekly, daily, or monthly intervals.
Calculation Mode

Selects the method used to calculate penetration. Selections include Call List Penetration, Phone Number Penetration, Call List
Saturation, and Phone Number Saturation.
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Penetration

Calculation |[Use Case Formula
Mode
Call List Ensure all records in a given list have been attempted at least once. Count of Unique Attempts /

Count of Call List Records

Maximum Value = 100%

Phone Number
Penetration

Ensure at least 1 dialing attempt for every phone number on every record.

Count of Unique Phone Attempts
count of Phone Numbers

Maximum Value = 100%

Call List
Saturation

Show average penetration level of records. 500% would indicate that each
account had been attempted 5 times on average.

Count of Total Call Attempts /
Count of Call List Records

Maximum Value = None.

Phone Number
Saturation

Show average penetration level of phone numbers. 500% would indicate that
each phone number had been attempted 5 times on average.

Count of Total Call Attempts /
Count of Phone Numbers

Maximum Value = None.

Penetration Rate (result)

Displays penetration data returned by the query. Columns include Time, Penetration count, Total Records, and Percentage.

Related Topics

Penetration Rate Report Data.
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Phone Number Type Overview

i Phone Number Type Overview -X
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This view displays Phone Number Type summary statistics for the site, campaign and interval selected.

Site

Selects the name of the Outbound Dialer server or [All sites].
Campaign

Selects the name of a Campaign.

Interval

Selects a statistic collection interval.

Phone Number Type

A customer-defined phone number type (home, cell, work, etc.).

Contacts

The total number of contacts that have been made to this phone number type.
Attempts

The total number of times this phone number type has been attempted.
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Stage Overview
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This view displays overview statistics for Stages for a specific Dialer campaign, site and agent. See Dialer stage statistics.

Site

Selects the name of the Outbound Dialer server or [All sites].
Campaign

Selects the name of a Campaign.

Interval

Selects a statistic collection interval.

Agent

Selects a single agent or [All Agents]
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Wrap-up Category Chart View
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This view shows wrap-up category statistics in a chart. Wrap-up categories classify the result of a contact attempt. Unlike wrap-up
codes, which are user-defined, the same standard wrap-up category codes are mapped to all campaigns.

Site

Selects the name of the Outbound Dialer server or [All sites].
Campaign

Selects the name of a Campaign.

Statistic

Selects a Dialer wrap-up statistic.

Interval

Selects a statistic collection interval.

118



Wrap-up Code Chart View
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This view shows wrap-up code statistics in a chart. Wrap-up codes are strings that indicate the completion status of a call step.
Wrap-up codes are the disposition options that agents see in a script.

Site

Selects the name of the Outbound Dialer server or [All sites].
Campaign

Selects the name of a Campaign.

Statistic

Selects a Dialer wrap-up statistic.

Interval

Selects a statistic collection interval.

Wrap-up Category

Wrap-up Category Chart View
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How Call Analysis detections affect Abandon Rate

This topic provides supplemental information about Call Analysis Detections as they affect calculation of the Abandon Rate
statistics. The method used to calculate Abandon Rate can directly affect agent idle time and the speed of outbound dialing. The
Detections option calculates abandon rate in a way that plans for less-than-perfect Call Analysis. The best way to understand this
option is to consider a real-world scenario.

Suppose that 250 numbers are dialed, and that 150 of those calls are auto-dispositioned. The remaining 100 calls are classified as
live people by Call Analysis. Dialer routes those 100 calls to agents, but 3 of those 100 calls are abandoned because there are no
available agents to take the call. Of those 3 abandoned calls, 2 were actually live people and 1 was really an answering machine.

The other 97 calls are dispositioned by agents. Of the 97 dispositioned by agents, 78 calls were actually live people and 19 are not
live people and are marked as such by agents (17 answering machines, 2 SITs). Agents almost always correctly identify a live
person versus an answering machine, so their "call analysis" is very accurate.

Using the standard mapping of what is a contact and what is not (as configured in Interaction Administrator), the number of
contacts is 81 (78 plus the 3 abandoned calls, since System HangUp is a WrapUp Category). In this case the abandoned rate as
calculated by Dialer is (3 / 81) * 100 = 3.7%.

This is not the actual abandon rate, since Call Analysis is not perfect. If it were perfect, no answering machines would go to agents
or get abandoned. So, the actual abandon rate is (actual live people abandoned / actual live people detected) or (2/78) * 100 =
2.6%.

Poor call analysis at a Dialer site affects abandon rate, since the number of contacts decreases while the possibility of an
abandoned call from calls routed stays the same. This can cause contact rate to decrease and abandon rate to increase, leading to
slower dialing and more agent idle time.

To alleviate this situation, use the "Based on Detections" option to make the "best effort" calculation possible with current
technology. This approach considers that the system thought that 100 calls were live people, and 3 of those system-detected live
people were abandoned. It recognizes that the system has no way to know that 1 of those 3 system-detected live people that were
abandoned was really an answering machine. Therefore, due to a computer's less-than-perfect ability to detect live people, the best
calculation of abandon rate in Dialer would be:

(system-calculated abandons / system-detected live people) * 100
or
(3/100) * 100 = 3%.

The Detections calculation returns a value (3%) that is lower than the abandon rate that would normally be calculated by Dialer
(3.7%), and which is closer to a perfectly calculated abandon rate (2.6%) which cannot be determined, due to less-than-perfect ability
to detect live people.
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Interaction Director category

Interaction Director is a CIC application that allows multi-site contact centers to become a single virtual operation. Interaction
Director communicates with registered CIC server in real-time, to gather data that is relevant to queues, users, workgroups, skills,
and so on. Director uses this data to make routing decisions. It balances loads by intelligently routing multimedia interactions
between CIC servers.
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Related Topics

Select Enterprise Group dialog

Select Enterprise Group Statistics dialog
Interserver Routes — Select Server dialog

Enterprise Group Details view
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Interaction Director makes intelligent routing decisions that helps balance loads across CIC sites, meet service goals, and increase
customer satisfaction. This view displays service level, abandon and queue statistics about an Enterprise Group. Enterprise
Groups are logically related queues that conceptually represent the target destination of a routed call.

Each group is a collection of queues from one or more CIC sites where calls could be routed. For example, an Enterprise Group
named "Corporate Sales EG" might be comprised of a Sales queue on server CIC_Chicago and a Sales queue on server CIC_Atlanta.

Add this view to the workspace

Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.
Select New > View. The Create New View dialog appears, listing views by category or product.
Select Categories from the Group By drop list. Then click Interaction Director.

Select Enterprise Group Details View.

Click OK. The Select Enterprise Group dialog appears.
Select an Enterprise Group. Click Finish.

Expanders in this view
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Enterprise  [Enterprise Group statistics summarize ACD interactions, such as the number of agents logged in, and other
Group particulars that are common to the Enterprise Group as a whole.
statistics

Combined |Displays Director agent statistics for interval periods. These statistics summarize the activity of call center agents,
Queue by reporting the count of interactions received, answered, completed, and abandoned, along with average wait time
Statistics  [and average talk time.

Service Display time and histogram intervals for the service level statistic. The range of service level histogram intervals
Level are cumulated downwards by default. You can include or exclude histogram ranges.
Parameters

/Abandoned [Displays time and histogram intervals for the abandoned rate statistic. The range of abandon rate histogram
Rate intervals are cumulated downwards by default. You can include or exclude histogram ranges.
Parameters

Change statistics in this view

1. Right-click in the view to display its shortcut menu.

2. Choose Add/Remove statistics...

3. Use the Select Enterprise Group Statistics dialog to select statistics to display in the view. Click OK.
Select cumulative vs. Partial Sum histogram for Service Level or Abandon Rate statistics

Curmulative

o

v Partial Sum
TTT

Click Options on the right side of the expander to select histogram type.

Think of cumulative distribution as an accumulative bucket for the enterprise group, interaction type and time interval (current
period, current shift, etc.). An accumulative bucket means that each bucket includes the count for all of the preceding buckets. In a
partial sum distribution, each bucket count is exclusive of any other bucket.

Set Alerts

See Manage Alerts.
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Interserver Routes view

L Interserver Routes View
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This view shows routes on a monitored server used to place inter-server calls between CIC servers.

Add this view to the workspace

Select Categories from the Group By drop list. Then click Interaction Director.
Select Interserver Routes view.

Click OK. The Interserver Routes - Select Server dialog appears.
Select a server. Click Finish.

ok wpnd =

Change statistics in this view

1. Right-click in the view to display its shortcut menu.
2. Choose Add/Remove statistics...

Select an existing workspace from the Workspaces tab, or create a new workspace to host the view.
Select New > View. The Create New View dialog appears, listing views by category or product.

3. Use the Select Statistics for Interserver Routes dialog to select statistics to display in the view. Click OK.

Set Alerts

See Manage Alerts.
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Visual controls in Supervisor views

The visual controls commonly used in Interaction Supervisor views are listed in the table below.

Control Example

The Expander control opens or closes a region within a view to

display or hide information. Expander Control
Statistic Controls display statistics and automatically update the| )

view when the value of a statistic changes, when alerts are gents logged in 0 1
triggered, or when the value of the statistic no longer triggers an

alert.

Queue controls appear in views that display information about
lines or queues, to provide details about interactions. Queue
controls may also allow supervisory call actions to be
performed on a selected item.

Where applicable, Call Action Controls allow a supervisor to

listen, coach the agent, record an interaction, join a conference, x - - |t:| < @ “ -] e
and perform basic telephony operations. Pick Up Discannect Transfer Join Listen Coach Recosd Pause  Private Properties
Chart controls are used in graph views to render statistics as Agents by Location

column, bar, or line graphs. Toka sgers

Dee-Incy Q0 208
D = Indy

Derrees O 18

Logged i

[ew = Erigy 1id
Darven: Ofea d

Canvar Qs

\Workgroup Directory controls display the status of individual

e
workgroup members, such as each person's name, time in i
status, logged in state, skills, and so on. —

ddearcad Prokcianay, D Pricimncy. W vsdatia W Vo Y ¥

[t
- s

4] | |
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Expander control

‘wuSystem Statistics| B, Getting Started - X
I -
_ IC performance
Fage faults - 110 System latency =
Free disk space nestem 2E00 /80,00 o Free disk space waork L4 | +
Total disk space systerm 2000 |GGE Tatal disk spacework Click here to mﬂ“d
Total disk space lags 29297 gp Tatsl disk space recardings or collapse a section
Free disk space recordings 04773703 g2 IPCPUusage
Hotifier CPL usage 15.0 0 m=
| Auailable CPU MiA atal CPL usage Mis
Free disk space logs 24842 729297 g8 TECPU usage L0 %
| TFS CPU usage NA | 8
PMQ
Speech recognition i

Expander controls expose or collapse regions of a view. Expanders are often used to categorize statistics, which are in turn
displayed by statistic controls. The title bar of the control acts as a toggle to expand or collapse a screen region.

126



Statistic Control

The value of each statistic, and any alerts that have been set, is displayed in its own Statistic Control. In the case of charts, statistic
controls appear in the legend. Icons for alerts appear in statistic controls too, if an alert has been triggered. Statistic controls
update when the value of a statistic changes, when alerts are triggered, and when the value of the statistic no longer triggers an
alert.

’— Statistic Names ’— Current value of Statistic

Interactions waiting Sratistic Control
atistlc Controls

Agents logged in on this workg.., 1
Alert t Special Text Attnbutes

Icon
. Set by Alert

Statistic controls display alerts using color coded icons and conspicuous text attributes. Alerts can be configured to send e-mail
notifications, to play sounds, invoke a handler, or to perform all of those actions.

Suppose that a view has two statistics for which alert conditions have been set. Values would appear on statistic controls as
shown below:

Interactions waiting 1

Agents logged in on this warkg.., ° 1

e Suppose that for Interactions Waiting, an alert was set to notify when 5 or more interactions are waiting. This statistic does
not have an alert icon, since the number of Interactions waiting is currently zero.

e Suppose that two alert conditions have been set for Agents logged in on this workgroup. The first triggers when the value is
less than 3. The second triggers the alert when the value is between 0 and 7. Since both conditions are true, the statistic
control displays icons for both. As you can see, an active alert is indicated by a color coded severity icon, and custom text
attributes. Both of these properties are specified when alert are set.

An alert condition specifies how the alert is triggered (between two values, exceeds a value, etc.). The severity of the alert
determines the color of the alert icon. You can select actions to take when the alert is triggered, ranging from displaying an icon
only, to sending email, or invoking a handler. See Manage Alerts.

Procedures

View alerts set for a statistic

Display shortcut menu for a statistic control
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View alerts set for a statistic

To view alerts set for a statistic
1. Click an alert icon.

2. 2. A window will appear showing each alert and its threshold settings. The red bar indicates the current value of the statistic.

Agents logged in on this warkq... G 1
Agents logged in on this workgroup

o 1 2 3 4 5 [ 7 L]
n I (] 1
LT
/N | LEC
o : ; ' : ' |

Sy oML S— -
";‘—foigg-:r alertwhien value iz bebween the minimum and the madmum |

Related Procedures

Manage Alerts

Manage All Alerts at once
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Display shortcut menu for a statistic control

Each statistic control offers quick access to menu of frequently used commands. To display this shortcut menu:
1. Right-click the statistic control. The shortcut menu appears.

¥ Edit alerts... i

m 4i| Remove entire statistic group

_? Add/Femove statistics... @ Remove statistic

7] Help

2. Select a command from the menu. The commands are:

Edit alerts...

Opens the Add/Edit Alert dialog so that you can manage alert conditions for the statistic. See Manage Alerts.

Remove > Remove entire statistic group

Removes all statistics in that statistic group from the view.

Remove > Remove statistic

Removes the selected statistic from the view.

Add/Remove statistics...

Opens a dialog that manages which statistics appear in the view, for the type of statistics supported by the view.

Help

Displays a help definition of the statistic. Click Close to dismiss this dialog when you finish reading the help text. You can also
display help for a statistic by holding the mouse pointer over the statistic control until pop-up text is displayed. The help text is the
same, regardless of method used to display it.

€ Sestistic Help x|

Agents available

The percent of logged in agents that are available for ACDJ
interactions. See definitions for Logged In and Awvailable to
take ACD interactions. This is caloulated as: (Available to

take ACD interactions f Logged inj * 100

_ Clase |

Queue Control
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Marme Duratian State Queus Line
¢ From: Caller :02:09 TACD - Assigned:  ACDO1 SIP-UpP

@ From:Caller 00:02:07 ACD - Assigned:  ACDO1 | Queue Control

_K L/ + @j ﬁ '. ll d 6 Call Action Control

l-"--clc Up Disconnect Transfer Jmn Listen Coach Record Pause | Private Properiies

About Queue Controls

Queue controls appear in views that display information about lines or queues. Queue controls provide details about current
interactions and may allow supervisory actions to be performed on a selected item.

If there are no current interactions in the queue, "This queue is currently empty" is displayed in the first row.

For descriptions of each column in a queue control, see Queue Columns. Security settings apply to Queue controls. Security rights

determine which buttons are shown. ACL rights control which buttons in the queue control toolbar are enabled. See Licenses

Security and Access Control Rights for details.

Look up an employee photo and office location

Your CIC administrator can enable a queue control shortcut menu option that will display an employee's photo and office location.

If your CIC administrator chose to implement this feature, you do not need any additional licensing or user rights to use it.

To view a person's photo and office location:

1. Right-click any contact in an Agent Overview, Queues, Workgroup Details, or Workgroup Directory view. The photo of the person

appears in the context menu:

Office Location...

2. Select Office Location from the context menu to display a map or diagram indicating office location. This menu option does

not appear unless your administrator configured CIC to support this feature.

Office Location E

EHI:I' FLEDR I-465 BioeE) NORTH ————— -

(VEPSRAPARERARE A}
o = =—F




The graphic for Office Location can be anything your administrator draws to indicate a locale. In most cases an office floor plan is
displayed.

Sort Columns
To change the sort order, click on a column heading to sort by that column.
Resize Column Width

To resize a column, drag the edge of a column heading left or right to narrow or widen the column. Column headers remain visible,
even when there are no interactions to display. Customers can still adjust columns for personal preferences.

Rearrange Columns
To change the order of columns, drag and drop a column heading to a new location.
Call Action Controls

Where applicable, a Call Action control below the queue control allows a supervisor to select a queue object, and then listen, coach
the agent, record the conversation, join a conference, or perform basic telephony operations.

Related Topics
Interaction Analyzer Columns in Queue Controls

Interaction Analyzer Columns in Queue Controls

If the CIC server has feature licenses for Interaction Analyzer and Interaction Recorder present, two additional columns appear in
Supervisor views that contain Queue Controls (such as a Workgroup Details view, for example). These columns tally the number of
keywords spotted by Interaction Analyzer, as it independently scores agent and customer channels during a conversation recorded
by Interaction Recorder. If the mouse pointer is held briefly over a column, column details for that channel appear in a popup.

e | Hame | owration | st | oueve | User | agertSoe | customerscoe | Recs | snberacton1d]
g | 5 From:GoodWesther 00:01:27  ACD-Assgned: € Maketng  GoodWestherddmn | 9 12 (words) e .34 (3 words) @ 101153
Interaction Analyzer columns — e e
2 s s
s ki
f column details — [t
il e caling
e calling

e - B AR IR,

mae | Priv Fropertes

Supervisor differentiates between unanalyzed interactions and analyzed interactions with zero score, for Analyzer keyword score
aggregate statistics. No score indicates that the interaction is not being analyzed and a score of 0 indicates that the interaction is
being analyzed but has not accumulated a score at this time.

e The Agent Score column displays positive and negative totals for the agent channel of the conversation. Positive totals
indicate that one or more positively scored Keywords were detected. Negative totals indicate that the agent spoke undesirable
keywords that were negatively scored.

e The Customer Score column displays similar totals, but for the customer channel of the conversation.

These columns display the number of recognized keywords and the combined positive and negative score for all words recognized.
They also display an icon representing positive/negative/neutral combined score. The tooltip on each column displays the last
positive/negative/keyword spotted during the current interaction. The column values are updated as keywords are recognized.

How Interaction Analyzer Scoring is set up

1. Interaction Analyzer Keywords Sets are defined in Interaction Administrator to define words and phrases that Interaction
Analyzer should listen for. At this time, keywords are weighted with positive or negative values for each channel—the agent or
customer side of the conversation.
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2. Next, Keyword Sets are assigned to a Workgroup configuration in Interaction Administrator. Keyword Sets can be assigned to
the customer channel, agent channel, or both.

Workgroup Configuration - Marketing

Configration | Fles | Members Roles/Supervsors | WrapupCodes | ACD
Phonetic Spelings  Analvzer Keyward Sets | opsons | Secuity | Custom Attibutes | History

Mo alable Kapword Sets: Salached Keyword Sebs:
Lirshapny CLstamer Mgt - Firat Call Resol ity (Agednt ¢
Customer - First Call Resolution {Cus
Customer Chum (Customer Channed
Customer Channel <> I hegative Agent (Agent Channed)
Positive Agent (Agent Channel)
Agent Channel -= I
Both Charcls -> |
<-Remove I
EE | i
il }?E [+ Confirm auto-save a4 Cancel I Apply |

3. When recorded conversations are replayed, Interaction Analyzer keyword hits appear as markers below the waveform. Clicking
on a marker plays back that portion of the clip, so that Administrators can easy review what was said at detected points in the

conversation.
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| ;I Add Save Changes I

For more information about Interaction Analyzer configuration, see the discussion of the Interaction Analyzer container in
Interaction Administrator Help.

Call Action Control

)X 2 P e e % = O

EF‘iEkJ_ID Disconmect Transfer | Join Lisken Coach | Record Fause Snip | Privake Propetties

The Call Action control often appears below a queue control so that the supervisor can select a queue object, and then listen,
coach the agent, record the conversation, join a conference, or perform basic telephony operations.

Each button in the Call Action Control toolbar performs a telephony action on selections in the currently displayed queue. If an
action cannot be performed, its button appears shaded. Whether or not a toolbar action is available is controlled by the Security and
ACL rights configured in Interaction Administrator.
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Pickup

IAnswers the current interaction, or takes the interaction off hold.

Disconnect

Disconnects the selected interactions.

Transfer

Transfers the interaction to another user.

Join

IAdds the Supervisor user to a call on any user or station queue that the manager has permission to monitor. Both the
agent and the customer can hear the manager's side of the conversation. When the Join feature is used, Interaction
Supervisor creates a conference call between the agent, the connected party, and the Supervisor user.

Listen

Listens in on a call. For example, you can listen to a caller leaving a voice mail message, to a conversation between
two parties, or to a conference call. The parties being listened to may not be aware that someone is listening to the
call.

Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user
or licensee will use the product in compliance with any federal or state law.

Coach

IAdds yourself to an agent's call on any user or station queue you have permission to monitor. This enables you to
provide advice to the agent without the customer knowing that you are assisting on the call. The agent can hear your
side of the conversation, but the customer cannot.

This feature is especially helpful to supervisors who are training new agents, monitoring employee customer service
performance, or simply providing assistance with a customer call.

If the agent presses the Mute button while you are coaching the agent, the customer no longer hears the agent but the
agent can continue to converse with you. The Mute button does not affect the audio between the agent and the coach.

'You must have permission to use the Coach feature and you must have permission to monitor queues. If you have
questions about your rights and permissions, see your Interaction Center administrator.

The Coach button is shaded if the call is not in a state in which this action can be performed.

Record

Records the currently selected call. This recording is saved as a .wav file. Clicking Record the first time starts the
recording session for a call. Clicking Record again stops the recording session for a call.

'You can press the Record button more than once to stop or continue recording your call. The CIC client stores each
part of the recorded conversation in separate .wav files, and sends them to you in e-mail message attachments after
you end the call.

The Record button appears shaded if the call is not in a state in which this action can be performed or if you do not
have rights to record calls. Contact your CIC administrator if you need security rights to use this feature.

Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user
or licensee will use the product in compliance with any federal or state law.

Pause

Pauses recording. Click Pause again to resume recording.

Snip

Creates a recording snippet. To have snip capabilities, your administrator must configure your user account with the
appropriate rights and licenses in Interaction Administrator. For more information, see the Interaction Recorder and
Interaction Quality Manager Technical Reference in the PureConnect Documentation Library and the Interaction
IAdministrator Help.

Private

Prevents other users from recording or listening to a conversation. Use of the Private feature may be subject to your
company's policies and should only be used in accordance with those policies. CIC handler customization can be
used to track the use of the Private feature to ensure compliance with such policies.

IAssistance

The assistance request feature allows a CIC client user to request help for an interaction from an Interaction
Supervisor user monitoring a queue. The Supervisor user can view information about each request, such as the
problem description. The Supervisors can then accept or ignore the assistance request. See Manage Assistance
Requests for more information.

Note: Both Interaction Connect and Interaction Desktop support assistance requests.
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Note

Workgroup supervisors are configured in Interaction Administrator. Also, supervisors receive assistance requests only if they
are running Interaction Supervisor. They do not receive assistance requests if they are running only a CIC client.

In order for the request assistance process to work properly, at least one supervisor must be configured for your workgroup in
Interaction Administrator on the Roles/Supervisor tab and at least one supervisor for your workgroup must be logged in.

Chart Control
Summary

Chart controls are used by graph views to render statistics as column, bar, or line graphs. The graph portion of the chart presents
the relation between different system statistics selected by the user for comparison. The optional legend displays statistic values
and active alerts.

Agents by Location | chart Title
Tokal agents Bidiiains
Dev-In 208 Contraol
Drev = Jndy v 9 with Alert
Denver Office 16
s o
|| B Dev - Indy 104 optionally
i displayed
Derver Office 4 in Legend

Denver Office

Graph Legend

Customize a Chart

Right-click the chart control to display a shortcut menu of customization commands:
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Edit Alerts... Opens the Edit Alert dialog so that you can change the parameters of alerts. This menu option is only enabled
when the shortcut menu is opened by right-clicking on a statistic in the legend.
Add/Remove... | Opens statistic and parameter selection dialogs used by the view.
Chart Opens the Chart Options dialog, so that you can change the general appearance of the graph. The items you can
options... modify include the graph title, legend, and axis range information in the graph.
Show Labels | Toggles display of labels in the graph section.
Graph type Displays a sub menu with the following options:
e Column graph: Displays a vertically oriented graph
o Bar graph: Displays a horizontally oriented graph
o Line graph (5 minutes): Displays a marquee type line graph which spans 5 minutes
o Line graph (30 minutes): Displays a marquee type line graph which spans 30 minutes
o Line graph (4 hours): Displays a marquee type line graph which spans 4 hours
e Line graph (8 hours): Displays a marquee type line graph which spans 8 hours
o Line graph (24 hours): Displays a marquee type line graph which spans 24 hours
Group By Changes the axis used to display the chart. For example, a System Graph view allows grouping by workgroup or
statistic. When grouped by statistic, the example chart looks like this:
Agents by Location
Dl - Irey
Tatul wgants le e q e
Lagged n 1
Diervees Difice
‘an wganks 1%
Logged in [l
Lo in
] ] 1] ] T
Legend Opens a submenu for setting options relating to the Legend section of the view:
o Show legend: Display/hide the legend
o Show values in legend: Show/hide the values in the legend
e Bottom: Position the legend on the bottom of the graph
e Left: Position the legend on the left of the graph
e Right: Position the legend on the right of graph

For more information about Chart control customization options, see Chart Options dialog.

Chart Options dialog
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The Chart Options dialog customizes the appearance of a chart control. To open this dialog from a graph view, select Chart
Options... after right-clicking a chart control to display its shortcut menu.

The Chart Options dialog has three tab pages:

136




1. General options set graph type, axis range, time interval for line graphs, background color, and the color of both the grid and

labels.

2. Title options manage the title displayed on the graph. The title can be set to a custom value, and the font, size and color of the
text can be changed. These settings are not persisted if the user closes and re-opens a new graph view.

3. Legend options determine whether or not the legend section appears below the graph. The position of the legend relative to the
graph can also be changed, with the option to show or hide statistic values in the legend. These settings are not persisted if the
user closes and re-opens a new graph view.

Important!

Changes to chart settings are displayed immediately in the view, but do not become permanent until you close the Chart Options
dialog by clicking OK.

Chart Options Dialog - General page

Options on the General page sets graph type, time interval for line graphs, background color, and the color of both the grid and
labels. The customizations you can apply on this page are:

Change the | Click the Line graph, Column graph, or Bar graph button.
Graph type To make zero values easier to distinguish, bar and column charts have a 3D effect applied.
: -- T | | Column graphs display values as a vertical column of color. Column graphs are updated
l I I | | every time a value changes on the server.
==l
:—- — | | Bar graphs display values as a horizontal column. Bar graphs are updated every time a value
— | | changes on the server.
_— |
; i
|
! - i i | Line graphs display the values across time in a marquee type rolling display. Line graph are
| updated regularly depending on the total time displayed in the graph. If the user changes a
| | | line graph to a column or bar graph, the graph continues to accumulate and display values.
| This offers the opportunity to return to the line graph later to see its line history.
I=
= =
Change the | Select a period from the Line graph period drop list. This option is available for line graphs only. Periods range
time interval | from 5 minutes to 24 hours.
for a line
graph
Change For column and bar graphs, axis range changes the maximum value displayed on the axis. These settings are not
maximum persisted if the user closes and re-opens a new graph view. Select Auto scale to use the default range, or enter and
value maximum axis value.
displayed on
the Axis
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Change Click Background color control to open a menu of default colors.

background
color Default calors

EEEEEEEN
EEEEREEE
EEEEEEEE
BOCREENC
BO0OO0CONED

Select a default color or click More colors... to select custom colors from a secondary Colors dialog that allows
selection of Standard Windows colors, or any combination selected using a slider control. To apply a custom
color selection, click OK.
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Change grid | Click the Grid and label color control. Its color selection options work identically to the Background color control.

and label
color

Hide Labels | To hide labels in the graph section, uncheck the Show labels check box.

Group by Changes the axis used to display the chart. For example, a System Graph view allows grouping by workgroup or
statistic.

Chart Options dialog - Title page

Title options manage the title displayed on the graph. The title can be set to a custom value, and the font, size and color of the text
can be changed. These settings are not persisted if the user closes and re-opens a new graph view. The customizations you can

apply on this page are:
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Show or | To show or hide the title, check or uncheck the Show Title box. Checking this box enables other title options on this
hide page.
graph title

Change When Title Type is Default, the chart title is based on its type, and the text is Column Graph, Bar Graph, or Line Graph.
the graph | If you select Custom you can type your own title text in the Custom Title box.
title

Change Select a new font from the Font drop list.
title font

Change Select a new font size from the Size drop list.
title size

Change Click the Color control to open a menu of default colors.
title color

[efault colors

EEEEEEEN
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._,:;“._j Wore colops .

Select a default color or click More colors... to select custom colors from a secondary Colors dialog that allows
selection of Standard Windows colors, or any combination selected using a slider control. To apply a custom color
selection, click OK.

Chart Options dialog - Legend page

The Legend page determines whether or not the legend section appears below the graph. The position of the legend relative to the
graph can also be changed, with the option to show or hide statistic values in the legend. These settings re not persisted if the user
closes and re-opens a new graph view. The customizations you can apply on this page are:

Show or hide the Legend Legends are displayed by default. To hide the entire legend section of the graph, check the
Show legend box.

Show or hide statistic values The value of each statistic is shown in the legend by default. To remove values from the
legend, uncheck the Show values in legend box.

Reposition the Legend left, below, or | Three Placement buttons determine where the legend appears relative to the graph. Click
to the right of the chart the button that is left, below, or right of the chart graphic.

Related Views

Agent Graph view
System Graph view

Workgroup Graph view

Workgroup Directory control
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Workgroup Directory controls display the status of individual workgroup members, such as each person's name, time in status,
logged in state, and skill set.

Add or Remove Columns

You can modify the selection of columns displayed by right-clicking a column heading to open a shortcut menu.

Standard [The standard columns are Name, First Name, Last Name, Company, Department, Extension, Business Phone, Home
columns |Phone, and Mobile.

Status  [Status-related columns in the Status Columns submenu are: Status, Status Notes, Until, Forward Number, On Phone,
columns |Logged In, Time in Status, Status Summary or Activated.

Other The Other Columns submenu adds columns for properties of a member entry, such as Business Address, Business City,
columns |Assistant, Skill Set (Desire to use), and Skill Set (Proficiency). See also: Directory Properties dialog.

Filter Columns

To filter for specific values, text in boxes above each column.

Sort Columns

To change sort order, click on a column heading to sort by that column.
Resize Column Width

To resize a column, drag the edge of a column heading left or right to narrow or widen the column. Column headers remain visible,
even when there are no interactions to display. Customers can still adjust columns for personal preferences.

Rearrange Columns
To change the order of columns, drag and drop a column heading to a new location.
View Skills

You can view skills for an agent by using the:
o Skill Set (Proficiency) column and the Skill Set (Desire to use) column.
e Display Skill list dialog box.

Skill Set (Proficiency) column and Skill Set (Desire to use) column

The Skill Set (Proficiency) column and the Skill Set (Desire to use) column makes it easy to identify agents who have a specific
skill.
o The Skill Set (Proficiency) column displays skills associated with each agent. Point to the Skill Set (Proficiency) column for an
agent to view the proficiency level for each skill.
e The Skill Set (Desire to use) column displays the agent’s desire to use their associated skills. Point to the Skill Set (Desire to
use) column for an agent to view the desire-to-use level for each skill.

Multiple skills are delimited by commas. Skills belonging to the user's workgroups appear first, followed by the skills of the user. If
sorting by skills, standard alphabetical order on the entire content of the skill field is used.

If the Skill Set (Desire to use) column or Skill Set (Proficiency) column does not appear in the view, right-click a column heading and
select the columns from Other Columns shortcut menu.

You can filter a skill column for a specific skill. If you type a skill at the top of the column, only the agents with that skill appear in
the column. The filter is case independent. When the directory is paged, the filtering is done by the server, otherwise it is done
locally.

Skills display as dynamic in the contact directory list and static in the user list skills dialog box.
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Display Skill list dialog box

A right-click context menu item (Display Skill Set) displays the entire list of skills, their proficiency, and the desire to use them. If a
user has the same skill in two different workgroups with different proficiency and desire to use, they both appear in the user skills
dialog box.

""3 Skills list for claysusbftZ_user

Proficiency Desire ko use
(100 mazimurm) | (100 masimum)

1 1

lose |

To view a person's skills, desire to use and proficiency:

| First Mame | Skills + | Extenzion
Hvanced Proficiency, Basic Proficiency ava3

azic Proficiency 4300

B azic Proficierss

Basic Proficiey 01 Edit alerts...
Charles B azic Praficie Manage Workgroup activations
Chrig Bazic Proficien Manage User ackivations
oS s= eliiohieel Directory formatting opkions
Joe Bazic Proficie
Jan .
K.evin
M ark,
Ron B azic Praficiency 2\y Jndy

1. Right-click a user row in the directory.
2. Then select Display skill set. Information about the users' skills is displayed in the Skills List dialog.
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Skills List dialog

3 Skills list for a_user [ ]

Proficiency Desire to use

Skill

(100 masxirmunnd | (100 masimun )
Adwvanced Proficiency 1 1
Basic Praficiency 1 1

Close |

The Skills List dialog displays skills associated with a workgroup user, along with the proficiency and desire to use each skill. To
display this dialog, right click a user row in a Workgroup Directory control. Then select Display skill set.

If a user has the same skill in 2 different workgroups with different proficiency and desire to use, they will both appear in this dialog.
Skill

A skill defines an ability that individual agents may or may not have, such as special training or certification, expertise with a
particular product, or the ability to speak a foreign language. Skills are defined in Interaction Administrator, by expanding the People

container and then selecting the Skills view. See Interaction Administrator Help for more details.

Proficiency

Proficiency indicates overall ability to apply the skill, expressed as a number between 1 and 100. Higher numbers indicate greater
proficiency.

Desire to use

Desire to Use is also a number between 0 and 100, that indicates how willing the user or workgroup is to use the skill. For example,
all agents may have a high level of proficiency with a particular skill (such as technical support) but may have very little desire to
use that skill in an ACD environment. Higher numbers indicate greater desire to use a skill.

Close

Dismisses the dialog.
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Full Screen and Slide Show Modes

IC Business Manager provides two View menu commands that work well with Supervisor views:

View > Full Screen Mode maximizes the application window while hiding menus and toolbars unless the mouse pointer is
positioned over the area of the screen where menus are normally displayed. To exit Full Screen Mode, position the mouse pointer at
the top of the window to reveal menus. Then click the Full Screen button.

View > Show Slide Show cycles between views in the current workspace every 8 seconds. This marquee mode is useful for
monitoring multiple views without docking them adjacent to one another. To exit Slide Show mode, position the mouse pointer at
the top of the window to reveal menus. Then click the Show Slide Show button.

Using the Listen to Queue feature

The Listen to Queue feature provides the means to continuously listen to a line, station, user or workgroup queue. When you begin
listening, Supervisor initiates a queue watch that automatically picks up the next longest call in the queue.

The "Listen to Queue" feature is also called "Queue Monitor". Hence an 'active queue monitor' means "a queue that is currently
being listened to by this feature".

To invoke this feature, select Listen to queue from the Tools menu, or choose Listen to queue from the context menu associated
with a list of queues.

.

‘v Queunes
Queue Type: d‘P Line Queues = Interaction T
<5Stations-TCP= (0] Mame

«Stations-TLS=> (0]
«Stations-UDP= (0]
SIPLinel (0]

SIPLing2 tid
Wy Edit alerts...

Itj} Listen to queue

=

| Listen to queue

0 e 5 = L | B | @ sacedsylop :

You may also invoke this feature by clicking the status bar at the bottom right of a queue view:

| #5 Mot liskening | =

The Listen to Queue dialog appears when invoked using any of these methods.

The Listen to Queue dialog
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i

-
ﬂ:, Listen to queue

Select queue
Queue Type: #L Line Queues

Queue; ; 1"‘ SIPLine?

[m Start listening ]

Selecting the Listen to Queue command opens a dialog that allows for selection of Queue Type and Queue name. By default, no
listening takes place until selections are made, and the Start Listening button is pressed.

When this dialog is invoked from the status bar, and the active view is a queue view, that view's queue type and name are pre-
selected.

Queue Type

Selects a collection of interactions related to a line, user, station or workgroup queue.

Queue

Displays names of queues of the selected type.

Start Listening button

Initiates a queue watch that automatically picks up the next longest call in the queue.

e If there are no calls in a queue, the algorithm exits without starting a listen, but new interactions in the queue will be picked up

automatically. The Listen to queue dialog displays this informative text:
e There are currently no calls on this queue. Listen will start when calls appear on the queue.
e If the queue contains more than one connected interaction, the oldest interaction that had not been listened to is selected.

e To prevent one supervisor listening to the same interaction more than once, those supervisors that listened to an interaction
are stored in a custom attribute.

Once listening begins, the Listen to queue dialog offers additional functionality. It displays which queue is being monitored and

which call is currently listened to. You can copy these details to the clipboard, display additional information (properties about the

interaction), or skip to the next call to listen to.
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r e
&) Listen to queue o | 2

Queue Type: o Line Queues

Queue: : + SIPLine2
Listening to:
Agent: Carolyn Wampler
Direction: Qutbound
Rermote party: Indianapolis IN
Duration: 00:00:09
Interaction ID: 3001215345
[} Listen to next call l [J Copy to clipboard ] [B Properties ]

[ﬂ Stop listening ]
o

Here's how the Listen to queue dialog appears when listening to a call. As you can seg, it is used to start and stop listening to a
queue, including the selection of the queue.

L
U @ Dionysus | ﬂ Listening to interaction Id 3001218348 in SIPLine2 | &

When listening in in effect, the status shown in the status bar shows:

The queue being monitored

The call being listened to (if any)

The state of the monitoring (not monitoring, monitoring, paused because of call on user's queue)
The status bar can be clicked open the Listen to queue dialog
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Manage Alerts

Alerts enhance Interaction Supervisor's ability to report real-time information. An alert notifies when a statistic enters a user-
defined threshold, is within bounds, or is no longer within a range of values.

Alerts for telephone calls can be based on calls longer than a specific duration, average hold time greater than a given value, and
many other metrics. Moreover, alerts can be set for any statistic in Supervisor. For example, an IT administrator can set an alert
that notifies when server disk space falls below a minimum threshold.

Interactions received 0 2433 I

Alerts can be displayed in Supervisor using color coded icons and text attributes to highlight a metric. Alerts can optionally send
email notifications, play sounds, or invoke a handler.

A statistic can have multiple alert conditions, each with its own alert action and notification options. For example, an alert can
have a condition that warns when a non-critical threshold is reached, and another that sends email notifications when critical
conditions exist.

/Alert-Related Procedures  |Alert-Related Dialogs

Add an Alert Add/Edit Alert dialog
Edit an Alert Add/Edit Alert Condition dialog

Add/Edit Alert Action dialog
Edit Alert Font Color dialog
Play a sound on Alert dialog
Send an Email on Alert dialog
Current Active Alerts dialog
Manage Alerts dialog

Delete an Alert

\View Active Alerts command

Manage all alerts at once

Add an Alert

Configuring Interaction Supervisor to set an alert provides notification when a particular metric enters, is within bounds, or is no
longer within a user-defined range of values. Alerts can be displayed in Supervisor using color coded icons and text attributes to
highlight a metric. Alerts can optionally send email notifications, play sounds, or invoke a handler.

To set an alert for any statistic:

1. Right-click a statistic control in the view. Then select Edit Alerts... from the shortcut menu. The Add/Edit Alert dialog
appears. The dialog allows you to choose a statistic and any parameters that apply to it.
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Stavtistic:

|Lungusthlktimt =|

Statistic paremeters: Workgroup : | 83 [All]
Agert: ﬂ Userldnol

Interval : Current Zhift

g bid... = Edit. ¥ Rernove

DK I Cancel |

Optionally select a different statistic to base the alert on, by selecting from the Statistic drop list.

Fill in statistic parameters as needed. The appearance of the Add/Edit Alert dialog varies, since statistics use parameters to
quantify what the statistic displays information about. For example, a statistic for Longest Talk Time has three parameters:
workgroup, agent, and period interval (such as current shift). In this case, parameters scope the Longest Talk Time statistic to a
particular agent, workgroup queue, and time frame. Other statistics require different parameters.

Since the dialog prompts for parameters relating to the statistic selected, so you will see different parameters listed under
Statistic Parameters. These should be self-explanatory. You may be prompted to select a workgroup, for example.

Click Add to establish the alert.
The Add/Edit Alert Condition dialog appears. The appearance of this dialog, available alert conditions, and criteria you must
supply to quantify the condition, is based on the data type of the statistic. Therefore options on the dialog vary.

a. Select an Alert Condition to evaluate the statistic against. The Alert Conditions column in the table below lists alert
conditions by statistic data type. The Criteria you must supply column lists criteria you must supply to configure an alert
for each possible condition.
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Type of Statistic /Alert Conditions Criteria you must supply

Boolean statistics The value is "True', 'Yes', '1' or similar No criteria are required by Boolean alert conditions

The value is 'False’, 'No', '0' or similar

Has a value

Not set

Numerical statistics Trigger alert when value is less than the [Maximum value
maximum

(integer, double and percent)

Trigger alert when value is between the  [Minimum and Maximum values
minimum and the maximum

Trigger alert when value is larger than the [Minimum value

minimum
Has a value No criteria are required by this alert condition
Not Set No criteria are required by this alert condition
Timespan statistics The value must be less than the maximum|Maximum time value, expressed in days, hours,
. . . hours, and minutes (ddd:hh:mm:ss
(Duration, Time Duration, Future ( )
Duration, Finite Duration) The value must fall between a minimum  [Minimum time value, expressed in hours, minutes
and a maximum and seconds (hh:mm:ss)
Maximum time value, expressed in days, hours,
hours, and minutes (ddd:hh:mm:ss)
The value is larger than the minimum Minimum time value, expressed in hours, minutes
and seconds (hh:mm:ss)
Has a value No criteria are required by this alert condition
Not Set No criteria are required by this alert condition
String statistics The value is equal to a string Character string
The value is not equal to a string Character string
The value contains a substring Character string

The value does not contain a substring  [Character string

[The value matches a prefix Character string

The value does not match a regular IAny regular expression.

expression

Has a value No criteria are required by this alert condition
Not Set No criteria are required by this alert condition

b. Specify criteria required by the alert condition (see Criteria column in above table). Icons next to input fields indicate
acceptable ranges and invalid conditions.

Mexirmumi RSN qﬁ? [ The value for this statistic has to be between 00:00:00 and 930d 23:58:50 |
e

T

When clicked, the blue icon displays the acceptable range of criterion. If you supply a value that is out of range, a red icon is
shown. Click on it to find out what is invalid. The dialog's "OK" button is disabled when values are out of range.

c. Optionally select an Alert severity level. This setting colorizes an icon to match predefined severity levels. This icon
appears in statistic controls when the alert is triggered. No icon is shown by default. The severity levels are:

The maximum value of this range must be larger than the minimum valkse
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Normal Minor Major Warning Critical

Q 00 © O

6. Click Add. The Add/Edit Alert Action dialog appears. Use it to define actions the alert will execute when the alert condition is
triggered.

iy Alerts (=
]

{o Sefect an ciert action from this drop down to proceed =/

il s 4 4

-‘i- Shows the statistic with a different fort and color
‘} Plays a sound on the computer that runs Supervisor

% Sends an email to one or more recipients

f.'.s_ Ececutes a custom handler

0K Cancel l < Zends a client memo to selected recipients

The actions you can select are:

e Show the statistic with a different font and colors. When this action is selected, the Edit Alert Font Color dialog prompts for text
color, background color, and font weight. The statistic control's value field will change to the selected font color, background
color and font weight when the alert is triggered.

¢ Play a sound on the computer that runs Supervisor. When this action is selected, the Play a sound on Alert dialog prompts for
sounds to play when the statistic enters the alert condition, when its value changes within the condition, and when the value
exits the condition. You can select sounds by clicking a folder icon, or preview sounds by clicking a speaker icon.

e Send an email to one or more recipients. When this action is selected, the Send an Email on Alert dialog prompts for the names
of email recipients, and whether to send emails when the statistic enters the alert condition, or exits the condition, or when its
value changes within the condition.

e Execute a custom hander. When this action is selected, the Execute a Custom Handler on Alert dialog prompts to initiate a
handler when the statistic enters or exits the alert condition.

e Send a client memo to selected recipients. Use this alert action to send an informational message, called a client memo, to CIC
client users or workgroups. It opens the Client Memo dialog, so that you can configure the message, for example to appear in
the CIC client as a notification along the bottom edge of the client window, or as a desktop alert (toast pop-up). For example, a
Supervisor user might configure an alert to send a client memo when there are too many calls in queue, or when a queue's wait
time is too long. Note that client memos can be sent directly without configuring an alert—for details, see Manage Client
Memos.

l Note: Both Interaction Connect and Interaction Desktop support client memos. '

7. Configure options for the selected action type.

8. Click OK to dismiss the Edit Alert Action dialog. If the OK button is not enabled, you have not completed all required elements
in the current dialog.

9. Optionally repeat steps 5-8 to add additional alert conditions and actions. This makes it possible to create an alert that
performs more than one action. Actions are listed in the Alert actions pane of the Edit Alerts dialog.
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10.
11.

"t] Alerts @

Slert candition: | Trigger alertwhen walue is larger than the minirmum vl

Minimurm:  0d 00 : 1 : 00 O

Alert actions:

[o kdinor -

2| Sends an email to one or more recipients when the alert condition is met

ok Add T Edit... K Rermove

0] 4 ] [ Cancel

e To modify actions, double click any existing alert action to reopen the Edit Alert Action dialog with the action pre-selected.
The only alert action for which this is not true is the Alert severity action. To change that selection, you must use the Alert
Severity drop down.

e To edit the selected action, click Edit or double-click a condition in the Alert actions list.
e To remove an action, select it. Then click Remove. You are asked to confirm this operation.

& =

Fermowe &lert Condition 23

Do you really want to remowve the selected alert condition?

e | ’ o

Click OK to close the Edit Alert Condition dialog.

Click OK again to dismiss the Edit Alert dialog. In the view, an icon for the alert will appear next to the statistic. You can click
the icon next to the stat to display a window listing all alert conditions and actions you have set. To edit these settings, right-
click the statistic and select Edit Alerts.
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Edit an Alert

There are several ways to edit an alert. Editing an alert when you want to change alert parameters, actions, or the statistic the alert
is based on. Once an alert is opened for editing, the Add/Edit Alert dialog will appear. See Add an Alert for procedural instructions.

Note: If you have the Master Administrator right, then you can edit the alerts for another user.

Shortcut Method

Most views provide a shortcut menu. Right-click the statistic whose alert you wish to edit. Then choose Edit Alerts... from the
shortcut menu. In graph views, you must right click the statistic control that appears in the legend for the chart. The Add/Edit Alerts
dialog will appear.

Interactions recepved 0 Jr——
' My Edit alerts...

Remove 1} 3

[# Add/Remove statistics...

€& Help

Edit Alert from the Current Active Alerts dialog

Alerts can be edited from the Current Active Alerts dialog, which appears when the View Active Alerts command is invoked.

Q Cumentachve alerts R

Current izt of alerts

Marne Pararrieters Ladt received Alert walue

Intersctions received Werkgroup: ™AIM: Agert: AsranLerch, Interval: © 402572011 11:42:11 Abd

4| M 13

T Edit the current alert |

T—

Select an alert. Then click Edit the current alert. The Add/Edit Alert dialog will appear.

Edit Alert from the Manage Alerts dialog

If you are managing all alerts at once, the Manage Alerts dialog is displayed. If necessary, expand an alert set. Select the alert. Then
click Edit.

Delete an Alert

There are several ways to delete an alert. You can use a shortcut menu, delete an alert when the Current Active Alerts dialog is
open, or delete an alert when the Manage Alerts dialog is open.

Note:
If you have the Master Administrator right, then you can delete the alerts for another user.

Shortcut Method
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1. Most views provide a shortcut menu. Right-click the statistic whose alert you wish to edit. In graph views, you must right click
the statistic control that appears in the legend for the chart.

2. Choose Edit Alerts... from the shortcut menu. The Add/Edit Alerts dialog appears.
Wm0 N

Statistic group: I"-ll'urlcgrﬂup itatiskics j
=

Statistic IP.g:nts Iogged in an this workgroup

Stotistic perameters: ‘Workgroup 1| 83 Marketing

o 1 z 3 4 H L] k) B
1 1 1 i 1 1 1 B 1

-

= Edit. ¥ Rernove

DK ] Cancel

3. Select the alert to remove by clicking a row below Static Parameters. The click Remove. You are asked to confirm removal of
the selected alert condition:

Do you reslly want to remove the selected alert condition?

| —rr— ——

When all alert conditions are removed using this method, the alert is deleted.

Delete Alert from the Current Active Alerts dialog

Alerts can be removed using the Current Active Alerts dialog, which appears when the View Active Alerts command is invoked.

Current list of alerts

Marne Pararrieters Ladt received Alert walue

Interactiang receed Werkgroup: <A Agert: Aaranlerch, Interval: © 472573011 11:42:11 Abt

4 ] ] »

......................

1. Select an alert. Then click Edit the current alert. The Add/Edit Alert dialog will appear.

2. Select the alert to remove by clicking a row below Static Parameters. The click Remove. You are asked to confirm removal of
the selected alert condition:
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Da you r::||||'g||I wwant to remove the selected alert candition?

I ;as l | Ho ]

Once all alert conditions are removed using this method, the alert is deleted.

Delete Alert from the Manage Alerts dialog

If you are managing all alerts at once, the Manage Alerts dialog is displayed.

If necessary, expand an alert set to display the alert.
1. Right-click the Alert. Then choose Remove Alert from the shortcut menu, or select the Alert and then click the Remove button.
2. Click Yes to confirm removal of the Alert.

Da you l\call}r weank to remons the selected ttem(s)?

E !es i Mo |

View Active Alerts command

To view alerts you have set that are currently active:
1. Select View Active Alerts from the Tools menu. The Current Active Alerts dialog appears. It displays the statistic each
currently active alert is based on, parameters used to set the alert, date and time when the alert was received, and the current
value of the statistic when the alert triggered.

Current list of alerts

Marne Pararrieters Ladt received Alert walue

Interactiang receed Werkgroup: <A Agert: Aaranlerch, Interval: © 472573011 11:42:11 Abt

4 ] ] »

......................

2. To edit an alert from this dialog, select an active alert. Then click Edit the current alert. The Add/Edit Alert dialog will appear.
See also: Edit an Alert.

3. When you are finished, click Close to dismiss the dialog.
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Manage all alerts at once
Interaction Supervisor provides a command that helps users administer all of their alerts in one dialog. The user can view alerts
they have set up, edit, and remove alerts. Users can optionally see all alerts in the system, including alerts set by other users.

To manage all alerts at once:
1. Select Manage Alerts from the Tools menu. The Manage Alerts dialog appears.
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Alerts are organized by alert set. Text entry boxes at the top of the dialog filter the result set, allowing alerts in all categories to
be filtered down to only those containing a matching search string.

2. To see all alerts in the system, select the Show all alerts in the system check box.

Note: This option appears only if you have the Master Administrator right, which is configured in Interaction
Administrator. For more information about security rights, see the Interaction Administrator help.

3. To manage any alert in the list, expand an alert set and select the alert. Then click Add, Edit, or Remove.

Note: You can edit and delete an alert for another user only if you have the Master Administrator right. For more
information about security rights, see the Interaction Administrator help.

4. When you are finished, click Close to dismiss the dialog.
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Alert-related dialogs

The following dialogs appear when an alert is added, opened for editing, when active alerts are viewed, or when all alerts are

managed from one dialog.

Dialog

Usage

Add/Edit Alert dialog

Manages multiple alert conditions for a statistic.

IAdd/Edit Alert Condition dialog

Sets a single alert condition, icon display, and parameters.

Add/Add an Alert Action dialog

Selects the action performed when the alert condition is met

Edit Alert Font Color dialog

Configures text attributes of the alert.

Play a sound on Alert dialog

Configures audio to play for an alert.

Send an Email on Alert dialog

Configures email notifications sent by an alert.

Execute a Custom Handler on Alert dialog

Configures invocation of custom handler by an alert.

Current Active Alerts dialog

Displays list of active alerts set by the current user.

Manage Alerts dialog

Displays all alerts set by the user and optionally all alerts set on the

system.

Add/Edit Alert dialog

¥3 My Default Alert Set - Edit Alert E |

Statistic: IInteral:I:i-:nns answered j
Statistic parameters: ‘Workgroup: | 83 Marketing -
Agent: 2’
Inkerval: Previous Period -

Alert conditions
Defined alerts;

[+ Edit... | M remove

oo add.., |

o

Cancel

(9]:4 |

This dialog allows alert conditions to be added for a statistic. The Add/Edit alerts dialog appears when an alert is added or edited.
The example above shows a statistic that has two alert conditions set. Clicking the row for an alert condition enables the Edit
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button.

Statistic group

Selects the statistic group used to categorize similar types of statistics.

Statistic

Selects a statistic within the selected group to base an alert upon.

Statistic Parameters

Statistics have parameters that quantify what the statistics displays information about. For example, a statistic for Longest Talk
Time has three parameters: workgroup, agent, and period interval (such as current shift). This configures the statistic to a particular
agent, workgroup queue, and time frame.

Supervisor prompts for parameters that apply to the type of statistic selected. For this reason, you will see different parameter
prompts in this section of the dialog.

Alerts list

Rows in this list correspond to previously set alert conditions. An alert condition specifies how the alert is triggered (between two
values, exceeds a value, etc.), the severity of the alert, which determines the color of the alert icon, and actions to take when the
alert is triggered.

To edit an alert, click on its row to enable the Edit... button. Pressing that button opens the Add/Edit Alert Condition dialog.

Add button

Opens the Add/Edit Alert Condition dialog to create a new alert condition.

Edit button

Opens the Add/Edit Alert Condition dialog to edit a selected alert condition.

Remove button

Removes the selected alert condition.

OK button

Saves changes and dismisses the dialog.

Cancel button

Closes the dialog without saving changes.

Add/Edit Alert Condition dialog

The Add/Edit Alert Condition dialog manages an alert condition when an alert is added or edited. The appearance of this dialog,
available alert conditions, and criteria you must supply to quantify the condition, is based on the data type of the statistic.

Use this dialog box to:
e Select a condition to evaluate the statistic against.
e Prompt for criteria required by the condition, such as a maximum value.
e Assign a severity level to the alert: Normal, Minor, Major, Warning, or Critical.
e Prompt to define actions the alert will execute when it is triggered.
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""3. Alerts Ed |

Alert condition: I Trigger alert when value is more than j

Walue: 2 B

Blert actions, like font, sound, email and handler:

B e

| F] Sends an email bo one or more recipients when the alert condition is et e

[ Edit...E’l b 4 Remuv‘:‘l

'ﬁ' (] 4 | Cancel |

1|Selects an Alert Condition which affects the criteria you are asked to supply.

2[Sets Severity of the alert to Normal, Minor, Major, Warning, or Critical

3lLists Actions this alert will perform when triggered

4Adds an Action the alert will perform when triggered.

5|Edits selected Action.

6|Deletes selected Action.

To complete this dialog

1. Select an Alert Condition. The table below lists alert conditions by statistic data type, and criteria you must supply to configure
an alert for each possible condition.
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Type of Statistic

Alert Conditions

Criteria you must supply

Boolean statistics

The value is 'True', 'Yes', '1' or similar

No criteria are required by Boolean alert conditions

The value is 'False’, 'No', '0' or similar

Has a value

Not set

Numerical statistics

(integer, double and
percent)

Trigger alert when value is less than
the maximum

Maximum value

Trigger alert when value is between
the minimum and the maximum

Minimum and Maximum values

ITrigger alert when value is larger than|
the minimum

Minimum value

Has a value

No criteria are required by this alert condition

Not Set

No criteria are required by this alert condition

Timespan statistics

(Duration, Time Duration,
Future Duration, Finite
Duration)

The value must be less than the
maximum

Maximum time value, expressed in days, hours, hours, and
minutes (ddd:hh:mm:ss)

The value must fall between a
minimum and a maximum

Minimum time value, expressed in hours, minutes and
seconds (hh:mm:ss)

Maximum time value, expressed in days, hours, hours, and
minutes (ddd:hh:mm:ss)

The value is larger than the minimum

Minimum time value, expressed in hours, minutes and
seconds (hh:mm:ss)

Has a value

No criteria are required by this alert condition

Not Set

No criteria are required by this alert condition

String statistics

The value is equal to a string

Character string

The value is not equal to a string

Character string

The value contains a substring

Character string

The value does not contain a
substring

Character string

The value matches a prefix

Character string

The value does not match a regular
expression

Any regular expression.

Has a value No criteria are required by this alert condition
Not Set No criteria are required by this alert condition
2. Specify criteria required by the alert condition (see table). Icons next to input fields indicate acceptable ranges and invalid
conditions.
Maximurm: 000 d 00 : 00 : 00 gﬂ' [ The value fir this statistic has to be between, 00:00:00 and 939d 23:58:50 |
:::h. | The maximum value of this range must be larger than the minimum vakse

When clicked, the blue icon displays the acceptable range of criterion. If you supply a value that is out of range, a red icon is shown.

Click on it to find out what is invalid. The dialog's "OK" button is disabled when values are out of range.

3. Select an Alert severity level. This setting colorizes an icon to match predefined severity levels. This icon appears in statistic
controls when the alert is triggered. No icon is shown by default. The severity levels are:
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NormaI|MinorMajorWarning|CriticaI

© 00 Q

Buttons on this dialog
Add...

Optionally adds an action for the alert to perform when triggered. This opens the Add/Edit Alert Action dialog.

Edit...

Opens appropriate dialog for editing the selected alert action (font color, play sound, send email, execute custom handler, etc.)

Remove

Removes the selected alert action. You are prompted to confirm this operation.

[ Rerneae Aert Action s ]

(o you really want to remove the selected alert achon?

Yos . [/ls]

OK

Saves changes and closes the dialog.

Cancel

Closes the dialog without saving changes.
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Add/Edit Alert Action dialog

"tl Alerts

‘ o Belzct an alert action from this drop down to procesd =

(]9 | Cancel

This dialog selects the action performed when the alert condition is met.

Select an alert action from this drop down to proceed

This drop down selects and alert action, and opens a configuration dialog for that type of action.

Shows the statistic with a different font and color. When this action is selected, the Edit Alert Font Color dialog prompts for text
color, background color, and font weight. The statistic control's value field will change to the selected font color, background
color and font weight when the alert is triggered.

Play a sound on the computer that runs Supervisor. When this action is selected, the Play a sound on Alert dialog prompts for
sounds to play when the statistic enters the alert condition, when its value changes within the condition, and when the value
exits the condition. You can select sounds by clicking a folder icon, or preview sounds by clicking a speaker icon.

Send an email to one or more recipients. When this action is selected, the Send an Email on Alert dialog prompts for the names
of email recipients, and whether to send emails when the statistic enters the alert condition, or exits the condition, or when its
value changes within the condition.

Run a custom hander. When this action is selected, the Execute a Custom Hander on Alert dialog prompts to initiate a hander
when the statistic enters the alert condition, exits the condition, when the alert changes, and optionally when its value changes
within the condition range. Custom handler parameters can be entered in a text box. Depending on the programmed action
behavior, the handler will be invoked when the condition is met, the value changes while the condition is met, or the condition
becomes false.

Send a client memo to selected recipients. Use this alert action to send an informational message, called a client memo, to
CIC client users or workgroups. It opens the Client Memo dialog, so that you can configure the message, for example to appear
in the CIC client as a notification along the bottom edge of the client window, or as a desktop alert (toast pop-up). For example,
a Supervisor user might configure an alert to send a client memo when there are too many calls in queue, or when a queue's
wait time is too long. Note that client memos can be sent directly without configuring an alert—for details, see Manage Client
Memos.

Note: Both Interaction Connect and Interaction Desktop support client memos.

OK button

Closes the configuration dialog for the selected alert action.

Cancel button

Closes this dialog without configuring an alert action.
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Edit Alert Font Color dialog

T Alerts @

ARC
]-;-I.{ Showes the statistic weith a different font and color o
Text color: | NG -
Background color “ ||'|
Font weight: [Buld vJ

Sample: | Shows the statistic like this text

R | ——

Options on this dialog control the appearance of statistic text when the alert is active. The Sample field indicates what the text will
look like when the alert is triggered.

Text Color

Sets the foreground color to display when the alert is active.

Background Color

Sets the background color to display when the alert is active.

Font Weight

Sets the font weight to Bold, Default, or Normal, to control the appearance of text when the alert is active.

OK button

Closes the dialog, saving text attributes.

Cancel button

Closes the dialog without saving text attributes.

Play a sound on Alert dialog
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"‘3 Alerts

—[ Plays a sound when entering the condition

| o | 9
—I" Play a sound while alert condition is within range ————————
| o | 9

—I Plays sound when exiting the condition

| Rl

'ﬁ' Ik, | Cancel |

Use this dialog to play sounds when the value of the statistic enters the range of a condition, changes within the condition, or exits
the range of a condition. For each option, you can type or select the full path to a recording, or listen to the sound file.

Icon Description
0 Indicates that a playback option is not checked and no validation of the audio file was performed.
0 Indicates that the path or filename is invalid.
0 Indicates that the audio file is valid.
R Opens a File selection dialog. Use to navigate to an audio file instead of typing its full path
- manually.
E Plays the selected audio file.

Plays a sound when entering the condition

Check to play a wave audio file when the value of the statistic enters the range defined for the alert.

Play a sound while alert condition is within range

Check to play a sound when the alert is within range of the condition, and its value changes within that range.
Plays sound when exiting the condition

Check to play audio when the value of the statistic exits the range defined for the alert.

OK button

Closes the dialog and puts alert properties into effect.

Cancel button
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Closes the dialog without setting alert properties.
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Send an Email on Alert dialog

Baens |

E Sends an email ko one or more recipients

™ Send an email on entering the condition
™ Send an email on exiting the condition
[~ Send an email when the statistic value changes within the condition range

Email recipients:

'ﬁ' Ik Zancel

This dialog configures an alert to send Email messages. Messages can be sent when the value of the statistic enters or exits the
range of the alert condition, or when parameters of the alert are changed by someone else. Here's an example e-mail message sent
by an alert.

Event : Range Exited
Statistic : Time in status
Statistic Parameters:

e Workgroup = Development
e Status = At Lunch

Value : N/A

Lower Range : Os

Upper Range : Tm 55.0s

Server: INDYDEVIC2

Owned By: John Doe

Alert ID: 27015460-5018-456e-a68d-e7¢16426d18f

Send an email on entering the condition

Sends an Email when the value of the statistic enters the condition defined for the alert.
Send an email on exiting the condition
Sends an Email when the value of the statistic exits the condition defined for the alert.

Send an email when the statistic value changes within the condition range

Sends an Email every time that a value within the range of the alert changes. Use this option carefully, since it can potentially
generate many messages.

Email recipients

Type one or more or more email addresses in this field, separated by semicolons.

OK button

Closes the dialog and puts alert properties into effect.

Cancel button

Closes the dialog without setting alert properties.
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Execute a Custom Handler on Alert dialog

i Alerts x]

1.,5 Runs a custom handler -

[ ] Initiate handler on entering the condition
[] Initiate handler on exiting the condition

Handler name:

User data passed to handler:

I@ QK Cancel

This dialog configures an alert to execute a handler when the alert condition is entered, exited, when statistics change within the
range of the condition, or when someone reconfigures the alert itself. Use the StatAlertServer initiator to define the custom
handler. For more information about the StatAlertServer initiator, see Designer help in the PureConnect Documentation Library.

Initiate handler on entering the condition

Initiates a handler when the statistic enters the range specified by the alert condition. "Entering" the condition is independent from
which direction it approaches the alert range.

Initiate handler on exiting the condition

Initiates a handler when the alert condition is no longer met. "Exiting" the condition is independent from which direction the statistic
leaves the alert range.

User data passed to handler

An optional string passed as a parameter to the handler.

OK button

Closes the dialog and puts alert properties into effect.

Cancel button

Closes the dialog without setting alert properties.

Client Memo dialog

The Client Memo dialog composes a message to send from Interaction Supervisor to CIC client users. Messages can be addressed
to any combination of workgroups or agents. A Client Memo is not an email message. A client memo appears in a CIC client as a
notification along the bottom edge of the client window, or as a desktop alert (toast pop-up). See Manage Client Memos for more
information.

Note: Both Interaction Connect and Interaction Desktop support client memos.

Supervisor users can send client memos in two ways:
e By creating an alert with a client memo action. The memo is sent when the alert is in range. .
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e Using the Client Memo Management dialog, opened using the Tools > Client Memos command. Once the memo is added, it is
sent immediately. See Manually create Client Memo.
e The appearance of the Client Memo dialog varies depending upon the method used to configure the message:

fﬁxﬁ:ﬂx;;mmxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxﬁ W
- Sendy a client memo ba selected recipients . Memo narme:
T ] |
Merno name: |
Memo details
[ Sy~ |
Memio detail:
""" Expires st
Options Options :
Send As: | Motifiestion Aeea Message 'i Send As: | Motification Ares Message T
] Sound: - £ Sound: &
R Tean:
] URL: I URL
e — 0k | Cancel
o Cancel
/Appearance when client memo is configured as an alert IAppearance when composed from the Client Memo Management
action. dialog.
Controls

Alert Action drop list (Client Memo Alerts only)

When client memos are configured as alert actions, the dialog offers a drop list that allows the user to select a different action:

'J:-‘J Sends a client mermo to selected recipients -

[1i8 !
".5; Shovwes the statistic with a different font and calor

l}, Playz 2 sound on the computer that mins Superasar

_'_ Sends an ernail to one or more recipients

1‘ Bxeeutes a custorn handler

ﬁ sends 3 chent memo bo selected pecipients

Memo Name

Text field used to name this memo. The description typed here is listed in the Client Memo Management dialog to help identify the
memo when it is listed with other memos.

To...
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Click this button to address the memo to any combination of Users and Workgroups. It opens the Select Client Memo Recipients
dialog.

Memo details

The text typed here will be displayed to recipients in the CIC clients.

Expires at

Expiration options appear in the dialog only if the memo is composed from the Client Memo Management dialog. When checked,
users can set a date and time when the message will automatically expire, meaning that it is automatically removed from the CIC
clients.

Send As drop list

Selects the manner in which the message will be displayed in the CIC clients; either as a desktop alert (pop-up) or as a scrolling
notification along the bottom edge of the client window.

e [f the memo is sent as a natification, it is displayed at the bottom of the CIC client window. Messages move into the
notification area by rotating in from the bottom while the current message rotates out the top. To allow time for the user to
read the message, there is a pause of several seconds between the time the message is fully rotated in and the time it begins
cycling to the next message.

9 Devicl | steveSIP | _i_'l | Hurry up and finish vour calls, The quewe iz backing upl

e |f the memo is sent as a desktop alert, it appears in the CIC client as a pop-up window (sometimes called toast) in the lower
right—hand corner of the Windows desktop. Desktop alerts remain on screen until the user closes them or the Supervisor
removes them.

Interaction Client

i ] Center elevator iz out of order.

Sound

When checked, allows selection of warning, information, or error sounds to play when the memo is displayed in the CIC clients. You
can optionally click the speaker icon to preview the selected sound.

Ilcon

Selects an icon to display with a desktop alert message. When this option is checked, you can browse the Resources folder on the
CIC server for icon files.

URL

Check this box when you want the message to send a URL to the recipient. It enables the URL field so that a URL may be typed in.

OK button

When composing an alert, this button closes the dialog, returning control to the Add/Edit Alert Condition dialog. The message will
not be sent until the alert triggers. When composing a memo using the Client Memo Management dialog, the message is sent
immediately.

Cancel Button
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Closes the Client Memo dialog, discarding changes.

Current Active Alerts dialog

Current active aberts

Current list of alerts

Marne Pararrieters Ladt received Alert walue

4 | ] r

" Editthe cumentalert |
Close

The Current Active Alerts dialog displays a list of your active alerts. It displays the statistic each currently active alert is based on,
parameters used to set the alert, date and time when the alert was received, and the current value of the statistic when the alert
triggered.

Open this dialog

Pull down the Tools menu. Then select View Active Alerts. See also View Active Alerts command.

Edit an alert
Select an alert. Then click Edit the current alert. The Add/Edit Alert dialog will appear.
Dismiss the dialog

Click Close to dismiss the dialog.

Manage Alerts dialog

Use the Manage Alerts dialog to manage all of your alerts at once. To open this dialog, choose Manage Alerts from the Tools
menu. It lists alerts you have set up, and optionally, all alerts in the system set by other users. You can add a new alert for any
statistic, and optionally edit and remove your alerts. When the Manage Alerts dialog opens, alerts are displayed in a collapsed tree
fashion instead of an expanded tree initially.

Filter options

Alerts are organized by alert set. The columns in the list are sortable, but are not configurable. You cannot add or remove columns.
To sort a column, click on its column name.

To filter the result set, type in text boxes at the top of the dialog. This filters down alerts in all categories to only those containing a
matching search string.

Add New Alert
To add a new alert, click Add. See Add an Alert for procedural help.
Edit an Alert

If necessary, expand an alert set. Then select the alert. Click Edit. See Edit an Alert for procedural help.
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Delete an Alert

1. If necessary, expand an alert set before selecting an alert. Click Remove.

b sty ety = |

Do you really want to remove the selected tem(s)?

Yes i i [o]

2. Click Yes to confirm the operation. The alert is removed.

Users cannot remove their default alert set. If you select your owner default alert set and click Remove, it has no noticeable effect.

Show all alerts in the system

Note: Only CIC master administrators can see all alerts in the system. If you are not a master administrator, then the Show all alerts
in the system check box does not appear.

To display all alerts in the system, including alerts set by other users:
1. Check Show all alerts in the system. You are asked to confirm this operation, because it introduces performance overhead.

[ Show All Alerts 5 |

Do you really want to showr all alerts in the systern? Doing 5o could
£ h irpact syster pesformance due to the armount of tirme it can take to
dowmload all of the alerts.

Yes [ Ho
Note: The Show all alerts in the system check box is only available when the user is configured as a master
administrator in Interaction Administrator.

2. Click Yes to proceed. Alerts for all users are displayed. Note that the Edit and Remove buttons are disabled. You cannot modify
or remove alerts set by other users.
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Dismiss the dialog

When you are finished, click Close to dismiss the Manage Alerts dialog.
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Manage Assistance Requests

The Assistance Request feature in Interaction Supervisor and the CIC clients is used by agents to contact a Supervisor for help on
an interaction. Assistance requests initiate a chat between an ACD agent and one or more supervisors with regard to a particular
interaction on the agent's queue.

Note: Both Interaction Connect and Interaction Desktop support assistance requests.

New requests generate notifications displayed to persons who are currently running Interaction Supervisor and who are supervisors
of the workgroup that the interaction is on. Each workgroup supervisor can choose whether to respond to individual requests. When
a supervisor responds to a chat, the supervisor can exchange textual messages with the agent, and optionally use call action
controls to listen, coach, join, record, pause, pickup, or disconnect interactions.
e There can only be one assistance request for an interaction at any given time.
e The user may request assistance multiple times for the same interaction as long as any prior requests are completed prior to
beginning a new request.

Supervisors receive assistance notifications only if they are running Interaction Supervisor in IC Business Manager. They do not
receive assistance notifications if they are running only a CIC client. In order for the request assistance process to work properly, at
least one supervisor must be configured for a workgroup in Interaction Administrator, and at least one supervisor for the workgroup
must be logged in.

Assistance requests from an agent's perspective

In a CIC Client, an agent requests assistance as follows:
1. The agent selects a call or web chat in the CIC client's My Interactions list, and then clicks the Assistance button. Alternately,
the agent can right-click the interaction and choose Request Assistance from a shortcut menu. The Request Assistance dialog
appears.

-

¥ Reguest Assistance a— lmct|@|mr

v Complete & %

Puias’

Subrmit an Assistance Request

The Assistance button may or may not be available in Interaction Client, depending on security rights assigned in
Interaction Administrator. To see this button, the Assistance Interaction Command right must be selected for the
agent's workgroup, role, or user record. To enable this button, the Request Assistance from Supervisors right must also
be assigned. Even with these rights, the Assistance button is enabled only for ACD-routed interactions. The button
appears shaded if the interaction is not in a state in which the action can be performed.

2. The agent types a brief explanation of why he needs assistance from a supervisor.

The caller iz getting upzed
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The agent clicks Send. Afterward the agent can monitor the status of the request in the Request Assistance dialog to see if a
workgroup supervisor will assist with the interaction.

P S
¥ Request Assistance l:' | E*l“l
v Complete L %
Jarmod Stormo 11:26 AM .
» Does the customer have a valid discount code?
+» From what I see in the history they do. Hill
il » Canyou confirm?
Evan Byl 11:27 AM
» They do: #143245 =
» | can proceed?
f| Jamod Stormo 11:27 AM | §
il o»Yes it
L%

Assistance Requests from a supervisor's perspective

1.

When an agent initiates an assistance request, the workgroup supervisor receives a toast notification in Interaction Supervisor.
The toast notification closes automatically if another supervisor responds to the request.

P R R

| = | This custermer wants a...
% From: Ewvan Byl

%" BRespond
@ lgnore

Manage Assistance Reguests

At this time, the status bar is also updated to show the current number of assistance requests for all workgroup queues this
Supervisor supervises.

& Indypdewic | steve | T 1|

Supervisors should check the number of assistance requests in the status bar immediately after logging in. If there are active
requests, the supervisor can select View Assistance Requests from the Tools menu to manage requests using the Agent
Assistance dialog. Toast notifications are not displayed for requests sent while the supervisor was logged out, to prevent a
supervisor from receiving an undesirable number of toast notifications. There is also a 30 second time out on the toast
notifications. If a supervisor does not respond within that time frame, the toast notification will be removed and the supervisor
will need to use the View Assistance Requests option from the Tools menu.

The supervisor responds to the notification by clicking a link:

Respond opens the Respond to Assistance Request dialog, to give immediate assistance and feedback to the user. The
supervisor can text chat with the agent, and use call action controls to listen, coach, join, record, pause, pickup, or disconnect

the interaction.
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e Ignore disregards the message and dismisses the assistant request toast.

e Manage Assistance Requests opens the Agent Assistance dialog, which displays all assistance requests for workgroups the
supervisor has responsibility for. The supervisor can select a request to answer, and assist multiple agents at the same time.

Respond to Assistance Request dialog

The Agent Assistance dialog is used when supervisors are assisting an agent.

i T i 5
¥ Agent Assistance E@ﬂ

Evan Byl Ay
» This custemer wants a discount. Can I apply it?

Jarrod Stormo 11:26 AM
» Does the customer have a valid discount code?
» From what I see in the history they do.

Can you confirm?

Oer ol o X !

Listen Ceoach Join | Record Pause | Pickup Disconnect

Has

@ |

e

The top pane displays a list of message between the agent and the supervisor. Supervisors can send text messages to the agent by
typing into a text box and clicking Send. Call action controls allow the supervisor to listen, coach, join, record, pause, pickup, or
disconnect the interaction.
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Listen

Listens in on a call. For example, you can listen to a caller leaving a voice mail message, to a conversation between two
parties, or to a conference call. The parties being listened to may not be aware that someone is listening to the call.

Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions regarding
Record or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or licensee
will use the product in compliance with any federal or state law.

Coach

IAdds yourself to an agent's call on any user or station queue you have permission to monitor. This enables you to
provide advice to the agent without the customer knowing that you are assisting on the call. The agent can hear your
side of the conversation, but the customer cannot.

This feature is especially helpful to supervisors who are training new agents, monitoring employee customer service
performance, or simply providing assistance with a customer call.

If the agent presses the Mute button while you are coaching the agent, the customer no longer hears the agent but the
agent can continue to converse with you. The Mute button does not affect the audio between the agent and the coach.

'You must have permission to use the Coach feature and you must have permission to monitor queues. If you have
questions about your rights and permissions, see your Interaction Center administrator.

The Coach button is shaded if the call is not in a state in which this action can be performed.

Join

IAdds the supervisor user to a call on any user or station queue that the manager has permission to monitor. Both the
agent and the customer can hear the manager's side of the conversation. When the Join feature is used, Interaction
Supervisor creates a conference call between the agent, the connected party, and the Supervisor user.

Record

Records the currently selected call. This recording is saved as a .wav file. Clicking Record the first time starts the
recording session for a call. Clicking Record again stops the recording session for a call.

'You can press the Record button more than once to stop or continue recording your call. The CIC client stores each part
of the recorded conversation in separate .wav files, and sends them to you in e-mail message attachments after you end
the call.

The Record button appears shaded if the call is not in a state in which this action can be performed or if you do not have
rights to record calls. Contact your CIC administrator if you need security rights to use this feature.

Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions regarding
Record or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or licensee
will use the product in compliance with any federal or state law.

Record

Records the currently selected call. This recording is saved as a .wav file. Clicking Record the first time starts the
recording session for a call. Clicking Record again stops the recording session for a call.

'You can press the Record button more than once to stop or continue recording your call. The system stores each part
of the recorded conversation in separate .wav files, and sends them to you in e-mail message attachments after you end
the call.

The Record button appears shaded if the call is not in a state in which this action can be performed or if you do not have
rights to record calls. Contact your CIC administrator if you need security rights to use this feature.

Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions regarding
Record or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or licensee
will use the product in compliance with any federal or state law.

Pause

Pauses recording. Click Pause again to resume recording.

Pickup

IAnswers the current interaction, or takes the interaction off hold.

Disconnect|Disconnects the selected interaction.

Note: Both Interaction Connect and Interaction Desktop support client memos.

Agent Assistance dialog

The Agent Assistance dialog manages assistance requests in one place. It displays assistance requests from agents in
workgroups that the supervisor is responsible for, along with the name of the agent, interaction details, problem description, and if
it is being answered.
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i T |"|

E| Agent Assistance | = B3| 28

Group By: | Mone v]

Dale Brubaker - 0:00:41
8609 - Aaron Lerch

¥ Urgent support case from our customer! T need help,

Evan Byl - 0:00:10
8609 - Aaron Lerch

I" Customer wants a discount? Can i apply it?

[a Ignore l [f Respond l

o

b, A

This dialog is displayed when a supervisor selects View Assistant Requests from the Tools menu. It also appears when a
supervisor responds to an assistance request toast notification, by clicking the Manage Assistance Requests link.

Group By

When multiple requests are in queue, this drop list organizes items by Workgroup or by Responses. When organized by Workgroup,
requests from the same workgroup appear share expander.

F ™
¥ Agent Assistance E@g

Group By: | Werkgroup v]
Support (1) s
Dale Brubaker - 0:00:29
4087 - Eric Angleton
¥ Urgent support case. I need backup.
Marketing (1} *‘*

Evan Byl - 0:00:15
8609 - Aaron Lerch

I" Can apply the customer discount?

[a Ignore l [f Respond l

o

When grouped by Responses, the expander organizes request by the number of responses. In the example below, there are two
requests when a supervisor has not responded to.

b
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i ™
% Agent Assistance E@ﬁ

Group By | Responses v]

Dale Brubaker - 0:01:15
4087 - Eric Angleton

o Urgent support case. I need backup.

Ewvan Byl - 0:01:01
8609 - Aaron Lerch

1" Can apply the customer discount?

[@ Ignore l ['f Respond l

o

Ignore button

Ignores an assistance request. If another supervisor is available, the request remains open until all available Supervisors have
ignored or responded.

Respond button

Opens the Respond to Assistance Request dialog, allowing the Supervisor to chat with the agent, or perform operations on the
interaction, such as coaching or recording.

Help button

The help button opens this help topic.
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Manage Client Memos

A Client Memo is a message sent from Interaction Supervisor to CIC client users. When Client Memos are sent, the Supervisor user
can control the manner in which a message is displayed in the CIC clients; either as a desktop alert (pop-up) or as a scrolling
notification along the bottom edge of the client window.

Note: Both Interaction Connect and Interaction Desktop support client memos.
Client memos are client messaging features that help Supervisor users keep agents and workgroups informed.
For example, a Supervisor user might configure an alert to send a client memo when there are too many calls in queue, or when a

queue's wait time is too long. Such a message might tell agents: "Hurry up and finish your calls. The queue is backing up!"

o [f the memo is sent as a notification, it is displayed at the bottom of the Interaction Client window. Messages move into the
notification area by rotating in from the bottom while the current message rotates out the top. To allow time for the user to
read the message, there is a pause of several seconds between the time the message is fully rotated in and the time it begins
cycling to the next message.

‘3 Devicl | steveS|P | ‘il | Hury up and finizh your callz. The quewe iz backing upl

o |f the memo is sent as a desktop alert, it appears in the CIC client as a pop-up window (sometimes called toast) in the lower
right—hand corner of the Windows desktop. Desktop alerts remain on screen until the user closes them or the Supervisor
removes them.

Interaction Client

i ] Center elewatar iz out of onder.

How Client Memos are configured and sent

Supervisor users can send client memos in two ways:
e By creating an alert with a client memo action. The memo is sent when the alert is in range. See Add an Alert.

e Using the Client Memo Management dialog, opened using the Tools > Client Memos command. Once the memo is added, it is
sent immediately. See Manually create and send a Client Memo.

Procedures

Manually create and send a Client Memo

Edit a Client Memo

Remove a Client Memo not set to expire

Manually create and send a Client Memo

Note: Both Interaction Connect and Interaction Desktop support client memos.

To manually create and send a client memo:

Select View client memos from the Tools menu. The Client Memo Management dialog appears, listing all client memos.
Click Add. The Client Memo dialog appears. Use it to compose a message to CIC client users.

Click OK. The message is sent immediately.
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Edit a Client Memo

To edit a memo listed in the Client Memo Management dialog:

1. Select Client Memos from the Tools menu. The Client Memo Management dialog appears. This menu option is visible only
when the default or a custom workspace is active.

2. Select a client memo.

Client raernas:

Harne fessage Text Expiration Crvner

Ezarnple Berno Thiz i3 & client mema. Mewer Expires Draltas Adrmin

(el (s ] (3 e

=

3. Click Edit. The memo is opened for editing in the Client Memo dialog.

Mermo narme:  Example Memo

[ - 2 Berardine Rader

Memo details
This is a test client rmermo.

o Expires st &/26/2011 G5 6:00 PM &

Options
Send As: | Motification Area Message -i

: Sound: 'r I“.
| Teon:

S

] URL:

ok ]| Cancel

4. Modify options as needed. Click OK when finished.
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Remove a Client Memo not set to expire

Once a client memo is manually created, it will either expire or will remain in the list of client memos until the supervisor removes
it.

Note: You cannot remove a client memo that is associated with an alert set.
To remove a client memo:

1. Select View client memos from the Tools menu. The Client Memo Management dialog appears.

2. Select anitem in the list.

3. Click Remove.

4. Click Yes to confirm the operation.

[ Remove Chent Memo 2 ]

|9 Do you really want to remone thes client memo?

Yes ' i

Client Memo Management dialog

. Client Memo

m=n |

Client rmernos:

Marne flessage Test Expiration Chamer
Test et Mewer Expires Drzllas Adrnin
Ezarnple 2 This 15 an example. 4726/ 2011 209 F1 Dallas Admin

This management dialog allows Supervisor users to add, edit, or remove any client memo. When creating a memo, the supervisor
adds recipients to that it will be sent to. The memo is given a name and message to send. The memo can optionally contain an
expiration, URL, icon, and/or play a sound.

Once added, the memo is sent immediately to each member of the recipient list. It will either expire or will remain until the
supervisor removes the memo.

This dialog appears when the Tools > Client Memos command is selected.

Controls

The dialog lists client memos that have been created. The columns are:
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Name

Descriptive name assigned to the memo.

Message Text

Body text of the message.

Expiration

Indicates the date and time when the memo will automatically expire, or "Never Expires" if automatic expiration was not used.
Owner

Name of the person who created the memao.

Add button

Manually creates and sends a new client memo.

Edit button

Opens the selected memo for editing in the Client Memo dialoag.

Remove
Removes the selected client memo.
Close

Dismisses this dialog.

Select Client Memo Recipients dialog
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2 Superliond
2 Superl00g
2 Superld00T
Z Superling
& SuperliDog
2 Superll0i0
2 Superl00ll
& Superll0iz
2 SuperllDiz
2 Superlinld
2 Superl0015
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| @ More recipients available
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Add >
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<

(o] 9

Cancel

This dialog selects recipients who will receive a client memo.

Users tab

Displays list of persons who can be added to the Selected Recipients list.

Workgroup tab

Displays workgroups that can be added to the Selected Recipients list.

Add button

Adds selected persons or workgroups to the Selected Recipients list.

Add all button

Adds all users or workgroups to the Selected Recipients list.

Remove button

Removes Selected Recipients so that they will not receive this client memo message.

Remove all button

Clears all entries from the Selected Recipients list.

OK button
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Saves selections and dismisses the dialog.

Cancel button

Closes the dialog without saving selections.

Related Topics

Manage Client Memos

Add an Alert

Add/Edit Alert Action dialog

Client Memo Dialog

Client Memo Management dialog
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Manage Notifications

Application modules in IC Business Manager can display notifications to the user. To view notifications, pull down the Tools menu,
and then select Notifications. The Notifications dialog appears. This feature is documented elsewhere. See Understanding

Notifications in the IC Business Manager Getting Started Help.

Title Deseription Ackion

WEL0: user453: CurrentShift:

Interactions completed

The Notifications dialog.
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Dialogs

This reference section describes commonly used wizards and dialogs in Interaction Supervisor. Elsewhere in the documentation,
procedures link to topics here, to provide reference information about elements of the user interface that Supervisor displays in
multiple contexts. If you press F1 for help, control may be passed to a topic in this section.

For example, you can set many types of alert conditions in Interaction Supervisor, but the dialog that configures an Alert Action is
the same for all alert types. Rather than re-describe that dialog in every procedure that explains how to set an alert, a single
reference topic is provided. When you follow a link to a reference topic, you can return to your point of origin by clicking the Back
button.

Please note that modules in IC Business Manager have limited awareness of procedural context when help is called. The
application framework can associate a help topic with each dialog or control, but it does not know the circumstance in which you
are using that control, or the data displayed by it. For this reason some help topics are generic by necessity.

Where possible, we have linked reference topics to procedures, to make it easier to locate help for tasks associated with GUI
elements.

Controls used in Views

See Visual controls in Supervisor views.

See Using the Listen to Queue feature.

Dialogs used when setting Alerts

See Alert-Related Dialogs.

Activation Dialogs

Manage Workgroup Activations
Manage User Activations

Assistance Requests

Agent Assistance dialog

Manage Assistance Requests

Respond to Assistance Request dialog

Details about an interaction

Interaction Details dialog
Interaction Properties dialog

Parameter Selection Wizards and Dialogs

Agent Details Wizard

Agent Selection dialog

Change User Status dialog

Directory Properties dialog

Interaction Feedback Statistics

Interaction Feedback Wizard

Interval and Queue Statistic Selection dialog
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Module Management dialog

Queue Columns Selection dialog

Real Time Adherence Wizard

Statistic Help dialog

System Statistics Selection dialog
Transfer dialog

Workgroup Directory Options dialog
Workgroup Statistics and Queue Statistics dialog
Workgroup Statistics dialog
Workgroup Statistics Selection dialog
Workgroups Selection dialog

Interaction Director

Select Enterprise Group dialog

Select Enterprise Group Statistics dialog

Interserver Routes - Select Server dialog

Select Statistics for Interserver Routes dialog

Agent Details Wizard

The Agent Details wizard appears when an Agent Details view is added. This wizard prompts to select an agent and workgroup to
summarize details for.

Select Agent page
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Filter *,

2 Dperator '
2 smbesstadmin

UserlOol
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=
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=
=
=
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S usertones

Q usertonng

S usertonar £

2 User10008

S usertnong

Q@ Usernonn

S usertont

L T N

Agent S usertnon
Workgroup 83 (a0)

| Net  ® || Finish | Cancel

Use the first page of the Agent Details wizard to select the agent whose statistics will appear in the view. Only agents that are
members of at least one workgroup are shown in this list.

To complete this page of the wizard:

Select the name of an agent. You may need to type the name in the Filter box. When more than 20 agents exist in the system, only

ra
the first 20 are shown, and an indicator (") informs that more agent names are available. In that case, typing part of an agent's
name in the Filter box locates the correct agent. When 20 or less agents exist in the system, the filter is not shown.

; This symbol indicates that more agent names
| = | are available. Type a name in the Filter box.

2 Qperator #| This filter wielded more results than the ones shown,

Once you select an agent, his or her name appears in the Agent box under Selected Parameters. This helps verify the current
selection. Note that Workgroup appears in that section. Workgroups are selected on the next wizard page.

2. Click Next to Proceed. The Select Workgroup page appears.

Select Workgroup page

The second page of the Agent Details wizard prompts whether to select statistics for a single workgroup, or for the agent's activity
in all workgroups.
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1. Click to select a workgroup by name, or select [All] for all workgroups this agent is a member of. Optionally use the Filter box
to locate specific workgroups by typing starting characters of the name.

[* Previous l | Mext ﬁ*| l Finizh ] [ Cancel l

2. The workgroup name (or [All]) appears in the Workgroup box under Selected Parameters. This helps verify your selection.
3. Click Finish to Proceed. The Agent Details view appears.

Agent Selection dialog

Logailable dems Seleched iterns:
; Filter teme Hl 2 Theress Harshman
2 Emmie Cavalet

2 Hebe Stahl 2 Jeffrey Patkerson
2 Booker Wiggins 2 Kormey Brinigh
2 Blanche Moffat 2 Laurene Lafortune
2 Lesleigh Eckhardstein 2 Imogens Micholas
2 Ariane Read 2 Fulk Cypret

2 Cadisa Siegrist
2 Darrell Huston
2 Tawmy Hatfield
2 Tarmrrry Baker
2 Wenda Gettermy

2 Pacey Surrency Addall ¥ | &
& Lsabel Walker
2 Laurissa Gongaaare £

K Rermave all |

) More iterns available

@ [Previcus | | [T — Firish Cancel

This dialog selects agents to include as criterion for a view. The list on the left shows available agents. The list on the right
displays agents selected for inclusion in the view.
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Add button

Adds available agents to the list of selected agents.
Add all button

Adds all available agents to the list of selected agents.
Remove button

Removes selected agent names from the list on the right.
Remove all button

Clears the list of selected agents.

Move up button

Modifies the display order of agents in the view. Higher items in the list the more leftmost in the view.
Move down button

Modifies the display order of agents in the view. Lower position in the list is more rightmost in the view.
Related Topics

Agent Overview view

Agent Graph view

Change User Status dialog

) Change Status for User: userl31T @

Status: [%ﬂuailahle ,l

Status MNotes:

Fornard Mumber:

rtil Date:
Unitil Tirme: Rd
0]4 |[ Cancel H Spply
Summary

This dialog is used to modify a user's status from the workgroup view, by right clicking on the agents name and selecting Change
Status for {User Name} from the shortcut menu. To use this dialog, the Supervisor user must have the "Change Status” access
control right for the selected user.

Required Rights
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This feature is subject to access restrictions. In order for a Supervisor user to set another user's status, the Supervisor user must
have one of the following permission assigned in Interaction Administrator:

e Modify Workgroup Queue permissions. This allows the user to modify any user status within the Workgroup Details View.
e Modify User Queue permissions. This option restricts access on a per-user queue basis.

Controls

Status selector

Displays a list of user status identifiers. If you select an unavailable status condition, the Until Date and Until Time options are
enabled, allowing you to control precisely the agent will become available again.

The Status Filtering feature in CIC 3.0 (and later) allows system administrators to create custom statuses for select groups of
users. This means that persons with different roles can have different status selections to choose from.

For example, a company can provide its business users with one set of statuses, and assign a different set to workgroup agents.
Statuses are defined and assigned to Workgroups and Roles in Interaction Administrator.

Consequently, the statuses that appear in Interaction Supervisor are scoped to each user. This means that different status choices
may appear when Supervisor is used to change a user's status, or to set "Time in Status" alerts.

Status Notes

Text field used to collect supplemental information about the status condition. If a Supervisor user does not have the "Status
Notes" security right configured in Interaction Administrator, the "Status Notes" text box is hidden.

Forward Number

Prompts for a telephone number when status is set to Available, Forward.
Until Date

Date when user will be returned to Available status.

Until Time

Time when user will be returned to Available status.
Related Topics

Workgroup Details view

Workgroup Directory view
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Directory Properties dialog

B Properties for Hicks, Keely = = ||iE-

General | Business | Mare Busingess I Home I Motes |

First Mame: keely Last Mame: Hicks

Display Mame:  Hicks, Keely

Cormparny

Horme Phone: Ext:
Business Phone: Ext:
Mabile Phone: Ext:

] | [ Cancel

This dialog displays personal information about directory member. The several tabs of the Properties dialog box can contain:
o Name, title, department and company

Home, business, cell phone, pager and fax numbers

Home and business street addresses

Home and business e-mail addresses

Business web site address

Assistant's name and phone number

Notes

Related Topics

Workgroup Details view (See Formatting Options command)

Interaction Properties dialog

The Interaction Properties dialog is often used to add notes to an interaction or to view an interaction's log. It is also used to assign
account codes and wrap-up codes to interactions.

When a user drills down into a statistic that has one or more interactions, the Attributes tab displays all attributes for which the
user has rights. For example, users can drill down into longest interactions statistics in a System Status view to examine the
interactions responsible for the longest interaction statistic. The drill down feature not only works for the 'Longest' statistics, but
for all statistics that have one or more interactions as drill down information.

This dialog is opened from the Agent or Workgroup Queue view by selecting Properties from the context menu for an interaction.
Subject to access rights and license restrictions, this dialog offers call control buttons (pickup, hold, etc.)

Notes tab
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= Tom Jones - PAN.DEYZ000.com - Properties !El E

s A B3 » +¢@ e i

Pickup Haold Mute | Yoicemall Disconneck | Join Listen | Record Padse -

Motes | Log | Attributes I

)

R

&dd Maote

—accounk Code

=
H

—'Wrap Up Code

1001868032 | 5 Days 1:35:19 “:‘:i D - Assigned: pan_User,

Use the Notes tab to add notes to an interaction, or to assign account codes and wrap-up codes to an interaction.

e Account codes organize interactions by customer. You may find this feature useful for customer billing purposes, or if you
process interactions through Interaction Center for more than one company. CIC can generate reports to categorize call details
by account codes.

e Wrap-up codes indicate the nature of an interaction; for example, a billing problem, a new order, or a service request. CIC can
generate reports that categorize call details by wrap-up codes. Your CIC administrator can associate wrap-up codes with any
workgroup queue. You must be a member of a workgroup for which wrap-up codes are configured in order to assign a wrap-up
code. If you have questions about your wrap-up code permissions, contact your CIC system administrator.

Log tab
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= Tom Jones - PAN.DEYZ000.com - Properties !El E

Pickup Hold Mute | Yoicemail Disconnect | Join - Listen | Record Pause | -
Mokes Log | Attributes I

16:00: 12; Offering ;I
16:00;12; Entered Workgroup Marketing

16:00:12; Internal Transfer: Marketing

16:00;13: Interaction assigned ko pan_Lser,

16:00:13; ACD - Alerting: pan_Lser,

16:00:13: Alerting

16:00: 13 Sent to user pan_ser

16:00:19: Connected

16:00:19; ACD - Assigned: pan_llser.

16:00:19; ACD - Assigned: pan_Lser,

—accounk Code

—'Wrap Up Code

1001568032 | 5 Days 1:360:22 “j:" ACD - Assigned: pan_Lser,

Use the Log tab to view an interaction's log, or to assign account codes and wrap-up codes to an interaction.

Attributes tab
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# Tom Jones - PAN.DEYZ000.com - Properties

s3A 3 ¥ DO @ i

Pickup Hold Mute | Voicemail Disconnect | Join  Listen | Record Pause | B

Mokes I Log Attributes |

Attribuke Walue

Duration 01:40:43 =
Eir_fccountCode

Eic_acdwaitR.eason

Eir_fssignedWworkgroup Marketing

Eic_CallDirection I

Eic_tCallld 10018680352
Eic_CallStatestring ACD - Assigned: pan_User,
Eir_Details

Eic_DueDate

Eic_FEmailsubject

Eic_InitiationTime TIZ6/201Z 4:00:13 PM
Eic_Kwshgentkeywords

Eir_kwsagentLastkeyword ;I

=
e

—accounk Code

—'Wrap Up Code

1001868052 | 5 Days 1:40:45 "'_'2'; ACD - Assigned: pan_LUser,

When the user has drilled down into a statistic that has associated interactions, the Attributes tab displays all attributes for which
the user has rights to view.
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Interserver Routes - Select Server dialog

Eol
i'y Interserver Routes - Select Server E |

I Filter

Ll
Q3-Amsterdam
)5-Beijing
3-Chicago
3-Dubai
3-London
Q5-MSClay

53-3anFran

J5-5ao0Paulo

Server (S-SanFran

'ﬁ' Finish Cancel

This dialog selects an CIC to display routes for when an Interserver Routes view is added.

Filter box

Selects a subset of server names in the list based on user input of a partial or full server name.

Server list

Names of servers in the Enterprise Group.

Help button

Opens this help topic.

Finish button

Displays view for the server selected.

Cancel button

Closes the dialog and cancels the new view.
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Interval and Queue Statistic Selection dialog

T T T
83 Lgent Statistics
Interval
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|| Merage agent pasitiee keywvord score

This dialog selects which time intervals and queue statistics appear in a view.

Interval frame

Options in this frame manage time periods to report in the view. The list on the left contains items that are not currently included in
the view. The list on the right contains items selected to include in the view. Select items in the list on the left. Then click Add to
move them to the other list, to include them in the view. Add All selects all items for inclusion. You can change the display order of
columns in the view using Move Up and Move Down buttons. To exclude periods from the view, select items in the list on the right.
Then click Remove. The Remove All button excludes all time periods from the view, but at least one has to be included.

Queue Statistics frame

Options in this frame manage statistics to report in the view. The list on the left contains items that are not currently included in the
view. The list on the right contains items selected to include in the view. Select items in the list on the left. Then click Add to move
them to the other list, to include them in the view. Add All selects all items for inclusion. You can change the display order of rows
in the view using Move Up and Move Down buttons. To exclude statistics from the view, select items in the list on the right. Then
click Remove. The Remove All button excludes all statistics from the view, but at least one has to be included.

Related Topics
Agent Details view
Agent Graph view
Agent Overview

Workgroup Overview view
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Module Management dialog
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The Module Management dialog appears when Module Management is selected from this Tools menu. This dialog lists installed
application modules, whether they are enabled, and whether a license has been acquired allowing usage. See Licenses, Security and
Access Control Rights for more information.

Module

Name of application module.

Status

Indicates whether or not the module is enabled by Access Control Right.
License

Indicates whether or not a license to use the module was acquired.
Description

Provides a general indication of module functionality.

OK button

Dismisses the dialog.

Queue Columns Selection dialog
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Use the Queue Columns Selection dialog to select gueue columns to display in a view, and to optionally set their order of
appearance in a view.

Columns list

Columns selected for inclusion in the view appear at the top (above a dividing line) with check marks next to column name. The list
below the dividing line contains columns that can be included in the view by checking boxes. When a column is checked, it is moved
to the top section, and vice versa.

To change column order, select a checked item. Then click Move Up or Move Down. The higher an item is in the list, the more left
most it will appear in the view.

Move Up button

Moves a selected column up in the list, so that appears more left most in the view.

Move Down button

Moves a selected column down in the list, so that appears more right most in the view.

Show button

Moves a selected column to the top list, checking it for inclusion in the view.
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Hide button

Moves a selected column to the bottom list, unchecking it for exclusion from the view.

OK button

Applies changes made to column selection and order before dismissing the dialog.

Cancel button

Dismisses the dialog without applying changes to column selection or display order.

Queue Columns

Queue Columns are columns that appear in views that display information about lines or queues. The table below shows available
Queue columns sorted alphabetically:

Queue

Column Description

Account The account code assigned to the interaction based on the Eic_AccountCode attribute, if your organization uses
Code account codes.

IACD Wait [This column gives the reason a call is waiting in queue, which is useful information for contact center managers. The
Reason following reasons can be given by the system:

No Available Agent

No Agent with necessary Utilization (so already too busy)
No Agent with the correct Media Type

No Agent with correct ACD Category

No Agent with required Skills

No Agent with required Proficiency Level

No Agent with required Desire to Use

IAgent Score

The Agent Score column displays positive and negative totals for the agent channel of the conversation. Positive
totals indicate that one or more positively scored Keywords were detected. Negative totals indicate that the agent
spoke undesirable keywords that were negatively scored.

IAssociated [The name of the process with which this interaction is associated. This is a feature of Interaction Process

Process Automation.

IAttachments|Details of attachments associated with the interaction, where applicable. The attachments column shows an icon
indicating that an attachment exists on an email interaction, or blank if no attachments exist. This information is
available in the Details column but is included here to enable sorting, should the user desire that.

Chat This column shows a counter that shows how much time has elapsed since the last time the chat had text entered

Response |into it by anybody involved in the chat.

Time

Customer [The Customer Score column displays similar totals, but for the customer channel of the conversation.

Score

Details Details about the interaction, if the interaction type provides details. For example, a call interaction might display "To:
Genesys". This column displays context-specific information based on the interaction type. For calls, it shows the
Remote Address (phone number). For callbacks, it shows the subject of the callback. For e-mails it shows the e-mail
subject. For chats, it shows the name of the user who last typed, and the text they entered.

Duration Length of time that the interaction has been in effect, based on Eic_InitiationTime and Eic_DeallocationTime

attributes.
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Importance [The importance column shows an icon indicating whether an email is high or low importance, and is blank for
"normal” importance. This information is available in the Details column but is included here to enable sorting, should
the user desire that.

Interaction |A system-assigned number that uniquely identifies the interaction object, based on the Eic_Callld attribute.

Id

Line Name of the line that this interaction is on, based on the Eic_LineName attribute. In some views the name is prefixed
by an icon that indicates the state of the object (see below).

Lstns Lstns is an abbreviation for "Listens". Displays a speaker icon in this column if Supervisor is monitoring the
interaction, based on analysis of Eic_Monitors and Eic_MonitorsSupv attributes.

Name Descriptive name of the interaction, based on Eic_CallDirection and Eic_RemoteName attributes.

Number Telephone number of an interaction member based on Eic_Remoteld.

Process Id [ldentifer of the process with which this interaction is associated. This is a feature of Interaction Process Automation.

Queue The icon in this column indicates the general state of the queue object, based on the Eic_AssignedDistributionQueue
attribute. See Queue States for information about icons that appear in this column.

Recs Recs is an abbreviation for "Recording". Displays a red icon in this column if Supervisor is recording the
Interaction. Note that when screen activity is being recorded, the Recs column does not display a red circle to
indicate that a recording is in progress, since screen activity is not technically an interaction. When an interaction
(such as a call) is recorded, the icon is displayed.

Security This column indicates whether a call is secure; specifically, whether or not TLS/SRTP is implemented on the line.
Interaction Center call security prevents others from listening in on a call or even determining which internal parties
are involved in a conversation. This applies to station-to-station calls, IVR sessions, or for ACD routed calls. It
provides flexibility and confidentiality for security-sensitive organizations. For background information, the help for the
CIC clients.

State This column indicates the state of the interaction. The current condition of an interaction in a queue is based on the
Eic_State attribute. See Interaction States for information about states that appear by default in the State column.

Station The station queue where the interaction is currently located based on the Eic_StationName attribute.

Subject The subject of the interaction, if the interaction type provides it. For calls, chats, generic objects, and workflows, this
is based on the Eic_Callld attribute. For Emails, the Eic_Subject attribute is used. For Callback objects, subject is
derived from the Eic_CallBack attribute.

Time in The amount of time an interaction has been in a workgroup queue. When the interaction is not in a workgroup, the

Workgroup |value is an empty string.

Queue

User Name of the user who initiated the interaction, based on the Eic_LocalUserld attribute.

Work Item [This column is available when the user has appropriate licenses and rights to use Interaction Process

Category  |Automation (IPA ) in Interaction Supervisor. It is based on the Eic_WorkltemCategory attribute. It applies to a work
item in the queue; specifically the Work Item Category, which categorizes work items of a particular type. For example,
a Work Item Category might be "Loan Request". For more information about IPA, refer to the Interaction Process
IAutomation Technical Reference in the PureConnect Documentation Library on your CIC server.

Work Item |Date when work item was initiated.

Created On

Work Item [Short description of the work item, based on the Eic_WorkltemDescription attribute. This usually indicates what must

Description |be done to complete.

Work Item |Date when the work item must be completed, based on the Eic_DueDate attribute.

Due Date

Work Item  [Error condition, if any, associated with work items.

Error
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Wrapup The wrap-up code assigned to this interaction, based on the Eic_WrapUpCode attribute.
Code
Related Topics

Queue Columns Selection dialog

Interaction States

Queue States

Interaction States

The current condition of an interaction in a queue is called its interaction state. Interaction State is based on the Eic_State attribute.
The table below describes each state an interaction may be in during the life of the interaction. Your CIC administrator or
application developer can modify or customize these state strings if desired. States are listed in alphabetical order.

Interaction Description
State
IACD — Alerting:/[Seen for inbound calls. CIC places the call into a queue, and sends it to an available agent.

[Agent's Name]

IACD —
IAssigned:
[Agent's Name]

Seen for inbound calls. CIC placed a call into a queue, sent it to an available agent, and the agent picked up the call.

[Agent's Name]

IACD - Wait Seen for inbound calls. CIC placed a call into a queue, but all agents were busy and CIC was unable to alert an
Agent agent.

IACD - Wait Seen for inbound calls. CIC placed a call into a queue, sent it to an available agent, but the agent did not pick up the
IAgent -> Last |call and CIC placed it back into the queue.

Attempted:

Alerting Seen for inbound interactions. A CIC client user is notified that he or she has an incoming interaction.

Connected Seen for both outbound calls and inbound interactions. The interaction is connected to a user or a station. If call
analysis is not enabled, Connected means the same as Proceeding.

Dialing Seen for outbound calls. CIC dials the outbound proceeding interaction.

Disconnected

Seen for both outbound calls and inbound interactions. The interaction is no longer active.

Disconnected
(Local
Disconnect)

Seen for both outbound and inbound interactions. The interaction was disconnected locally and is no longer active.

Disconnected
(Remote
Disconnect)

Seen for both outbound and inbound interactions. The interaction was disconnected by the remote party and is no
longer active.

Generic Object
Waiting

Seen for inbound interactions. CIC sends a generic object to a user queue, but the user is unavailable or not logged
in.

Held

Seen for both outbound and inbound interactions. The interaction is on hold.

Manual Dialing

Seen for outbound calls. A telephone handset has been picked up and a dial tone is being generated. Calling from
the handset will act the same as calling from a CIC client when call analysis has not been enabled in the CIC
clients. Calling from the handset when call analysis has been enabled, will show outgoing calls as Connected and
will continue to ring until the call is answered.

Multi-Site Seen on the Lines page for inbound calls. The call is in a multi-site state.

Offering Seen for inbound interactions. CIC places the interaction in a queue, but the interaction is not alerting. CIC
determines if the called party is available to take the interaction.

One Number [CIC sends an interaction to a user whose status is set to Follow Me, and CIC is routing the interaction based on the

Follow-Me user's Follow Me settings.
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[Agent's Name]

Operator The user presses zero to reach an operator from any queue.

Escape

Parked The interaction is waiting on a User, Workgroup, or Station queue.

Pending If the system administrator or application developer modifies or customizes a Disconnected state strings, this

Disconnect state will appear before the Disconnected state. For example, an administrator or developer may modify a handler
to direct CIC to send a caller to an IVR survey before disconnecting.

Proceeding Seen for outbound calls. The interaction proceeds through the outside telephone network and is waiting to be
answered. Proceeding is used if a CIC client user has enabled call analysis. Calls Proceeding eventually time out if
the call is not answered.

Queue Email [Seen for inbound email interactions. CIC places the email into a queue, and sends it to an available agent.

Alerting:

Queue Email
Connected:
[Agent's Name]

Seen for inbound email interactions. CIC placed an email into a queue, sent it to an available agent, and the agent
picked up the email.

Queue Email
Not Answered:
[Agent's Name]

Seen for inbound email interactions. CIC placed an email into a queue, sent it to an available agent, but the agent
did not pick up the call and CIC placed it back into the queue.

Queue Timeout

Seen for inbound calls. The call waits in a timeout queue and times out. The caller is being presented with prompts
to determine how he or she wants the CIC client to proceed with the call (send to voicemail, try another extension,
etc.).

Remote CIC sends an interaction to a user whose status is set to Available, Forward, and CIC is forwarding the interaction

Transfer based on the user's call coverage settings.

Ring No Seen for inbound calls. The call was sent to an agent who did not pick up the call. The call timed out, and the caller

IAnswer is being presented with prompts to determine how he or she wants the CIC client to proceed with the call (send to
voicemail, try another extension, etc.).

System The interaction is interacting with handlers or other components of the CIC system.

\Voice Mail The caller is leaving a voicemail message.

Related Topics

Queue Columns Selection dialog
Queue Columns

Queue States
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Queue States

Queues have a state condition, which is similar to an interaction's state. Queue state indicates the general state of the queue
object. In queue controls, icons in the Queue column indicate the state of the queue object, based on the
Eic_AssignedDistributionQueue attribute.

NormalConnectedHeldDisconnected
Call L,,ga ﬁ @ gp
Callback @ H E @
B G &, &y 15

Email =

P
=

Generic Object "5

2 | £

Instant Question?

Related Topics
Queue Columns

Interaction States

Select Enterprise Group dialog
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"‘3 Interaction Director Yizard - Select Enterprise Group

Filter £y

DirectarEal
DirectarEa1n
DirectarEG100
DireckarEG1000
DirectorEa1001
DirectorEG1002
DirectarEG1003
DirectarEG1004
DirectarEG1003
DirectarEG1006
DirectarEG1007
DirectaorEG1005
DirectaorEG1009
DirectorEa10l
DireckarEG1010
DirectorEG1011
DireckorEG1012
DirectarEG1013
DirectarEG1014
DirectarEG1015

Enterprise group

'ﬁ' Finish Zancel

This dialog selects an Interaction Director Enterprise Group to display when an Enterprise Group Details view is added.

Filter box
Selects a subset of names in the list based on user input of a partial or full Enterprise Group name.
Enterprise Groups list

Names of Enterprise Groups. Enterprise Groups are logically related queues that conceptually represent the target destination of a
routed call.

Help button

Opens this help topic.

Finish button

Displays the Enterprise Group Details view for the group selected.
Cancel button

Closes the dialog and cancels the new view.
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Select Enterprise Group Statistics dialog

This dialog has multiple tabs used to select statistics, periods, and histogram intervals for service level and abandonment rate. The
Add and Remove buttons move a selection from one list to another. Add All and Remove All move all items from one list to
another. OK applies changes and dismisses the dialog. Cancel dismisses the dialog without applying changes.

Description

Tab

Options on the Workgroup Statistics tab are used to select
Enterprise Group statistics to include in the view.

Enterprise Group statistics summarize ACD interactions, such

common to the Enterprise Group as a whole.

as the number of agents logged in, and other particulars that are

Enberprize Group Statiics

Longes: avalacle

Lisrigeest Directin interaction
frsbeer of calls currantly snswered
hrsber of acthve queuss

hrsbar o corfigued cumes.

Entecpeise Group Stabstics | Conbined Cueve Stattsics | Servioe Livel Farameters | Mbanconed Rate Pacaneters |

Logged m

fuailabie ko take Director inberaction
S Arralable

O ACH

O non<Dir et o iiteractions
tiumber of calls in Drechor vesk

% | |Longest wakting Deector mzaraction
A B ¥ :
£ Femars § mover
4 Remave sl
@ [ s

Options on the Combined Queue Statistics tab select agent
statistics for interval periods.

and other particulars that are common to a group of agents.

These statistics summarize the activity of call center agents, by
reporting average talk time, longest talk time, average wait time,

Combined Queus Satitics
Enterpriae Group Statistics Combined Quews Statictics

| Service Level Parameters | Sbunconed Rate Parsneters |

Trkerval
[ETRNS 1 | Elbtivhg
o] [ o |
€ Femove § MoveD
4K Poserarvn 41

1 Combined Cuee Statistics
PRI | e
I inagoons s
£ Frmavs :.:::rx B Mowe Dowr
A Rosrrarvn Al

° [T ]| sy

Options on the Service Level Parameters tab select time and
histogram intervals for the service level statistic.

The range of service level histogram intervals are cumulated
downwards by default.

You can include or exclude any of the histogram ranges below:
0-10s
0-20s
0-30s
0-40s
0-50s
0-60s

Serekee Level Farameters
Erterpreise Group Sakistics | Cobined Cuee Statistics

Servioe Level Paranetees | Manconed Rate Parsneters |

Irkerval
[Cuarent Perind

3 [on
T e o |
R B MoweD
B Fosrrarn A

1 Acouniulative histogram
5 ﬂ:l[s
e M R
addl W i Move U
T R
G Rervarn 2l

S = e=
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Options on the Abandoned Rate Parameters tab select time and % select statistics. R |
histogram intervals for the abandoned rate statistic. sbandinsd R Parameters
Erturprise Group tokistics | Conbined Cueue Statistics | Service Level Parameters  Abanconed Rate Parameters |
IThe range of abandon rate histogram intervals are cumulated Tterva
downwards by default. JYORMNR - | Poirng
i - . TR | St prew |
'You can include or exclude any of the histogram ranges below: i "
0-10s A R
0'203 1 Eoouniulative histooram
i Bl
0-30s o 0- 05 SHE
addad W [0 o it Mowve Lp
0'403 F J — :x B tove Oowr
G Rervara 21
0-50s
0-60s [7] |II Cancel
Related Topics
Enterprise Group Details view
Interaction Director category
Select Statistics for Interserver Routes dialog
M3 select Statistics
Interserver Routes |
DTHF wait Status
DTMF code From server
Caling address To server
Called address
Successes
Failires
Uirique ID
Lire group
ID methiod
Add >
addal ¥ @ Move Up
£ Remove B Mowe Down
€€ Remove All
Ok Cancel

This dialog selects columns for an Interserver Routes view to di

splay. Available statistics include:
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Statistic

Description

DTMF Wait  [DTMF Wait interval.

DTMF Code |DTMF digits played to navigate an IVR.

Calling Calling number of the T1/E1 or ISDN tie line that connects the servers, where applicable.
)Address

Status Status of the monitored server: OK, Destination Down, and so forth.

From Server

Name of originating Director-monitored server.

To Server Name of destination Director-monitored server.

Called Called number of the T1/E1 or ISDN tie line that connects the servers, where applicable.

)Address

Successes [Total successes.

Failures Total failures.

Unique ID Unique enterprise group identifier.

Line Group ([The Line Group that Director should use when it routes calls from this monitored server to the server specified in the
To Server field.

ID Method  |Summarizes signaling sent when a call is routed to the server (Called Address, DTMF, Calling Address, and so on).

Server Unique server identifer.

Controls on this dialog

Available Statistics list | The left list contains statistics that can be added to the view.

Selected Statistics list The right list shows statistics selected to include in the view.

/Add button Adds selected items to include in the view.

/Add All button Adds all available items to the list of items to include in the view.

Remove button Removes items from the rightmost list, so that they are not included in the view.
Remove All button Removes all items from the view.

Move Up button Moves the selected statistic up one row, to change its column order in the view.
Move Down button Moves the selected statistic down one row, to change its column order in the view.
Related Topics

Interserver Routes view

Interaction Director category
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Statistic Help dialog

' 0 Statistic Help [t 1
Interactions com pleted [Current Shift]

Mumber of interactions completed (that went from a state
of ACD - Assigned to ACD — Disconnected).

&

——

This dialog describes a statistic. To display help for a statistic:
1. Right-click the statistic to display a shortcut menu.
2. Select Help. The description of the statistic appears.
3. When you are finished, click Close to dismiss the dialog.

System Statistics Selection dialog

el System Satestics =]
e
Clignt Sarvices raseurce IC Memory Usage statiztics report the amournt of memony that IC subsystem: are consuming {in kilobytes), These statistics
are updated every 5 minutes.
Emiall
Fax
‘Web Processar o Recorder Senser
Interaction statistics VPIM recziver TS Server
Pl.lq_ Thin IF bridge= Sassion hManager
. Statistics Server Post Office Sereer
Recording
Reca Optimnizer Server
Spesach recognition Telephommy Service: : Motifier
Tracker sarver Swstchoroer Add | Ciut OF Prac
T atlan & Mail Account Monitor 0 | || ——————— Traniaction Stnser
ransaction Jerver Comprassion Manager Add Al » Tracker Server T Mo
IC system status Clisster Conpector F Y
DS server %
IC perfarmance PP
Dats Mariages K Rerngue Al | prege Al |
Clhert Seraces
Bed Sepser
Bee SErver
Blert Server

Ldmin Senser
L -

Cancel

The System Statistic Selection dialog determines which system statistics appear in a System Graph or System Statistics views.
The dialog appears when these views are added or when the Add/Remove Statistics command is used to modify the selection of
statistics in an existing view.
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Statistical Categories

System Statistics are grouped by these statistical categories:

IC Memory Usage |JAmount of memory that CIC subsystems are consuming.

Client Services Number of resources that Client Services has available.
Resources

Email Electronic mail routing activity in CIC.

IFax Faxing operations in the CIC system.

Interaction Statistics|Current number of interactions by object type on the CIC system, and the currently longest interaction.

Recording Activity in the voice recording sub-system.

Speech Recognition [Activity in the speech recognition subsystem.

Tracker Server Activity in the Tracker subsystem over the last 10 minute period.

Transaction Server [Activity in the Transaction Server subsystem over the last 10 minute period.

IC System Status General status of CIC, in terms of number of executing handlers, threads, errors, available text-to-speech
sessions, and switchover events.

IC Performance Current health of the system in performance terms.

Controls on this dialog

Statistic The leftmost list displays general categories of System Statistics, followed by the number of statistics within each
Category list |category that are selected for inclusion in the view.

IAvailable The middle list contains statistics that can be added to the view.
Statistics list

Selected The rightmost list shows statistics for the currently selected category.
Statistics list

IAdd button Adds selected items to include in the view.

IAdd All button |Adds all available items for the category to the list of items to include in the view.

Remove button [Removes items from the rightmost list, so that they are not included in the view.

Remove All Removes all items in the selected category from the view.
button

Move Up buttonMoves the selected statistic up one row, to change its order in the view.

Move Down Moves the selected statistic down one row, to change its order in the view.
button

General Procedure

To determine which statistics appear in a view:
1. Select a category in the leftmost list.

2. Select items in the middle list. Then click Add. If you are not sure which statistics to select, briefly rest the mouse pointer over
a statistic to display its description.

3. Optionally modify the display order of selections by clicking the Move Up and Move Down buttons.
4. Repeat steps 1-3 to select statistics from a different category.
5. When you are finished, click OK to apply selections to the view.

208




Transfer dialog

The Transfer dialog is used to locate and select the recipient of a transferred interaction, using search criteria. Once a user is
selected, you can easily initiate the transfer by clicking a button.

Transfer: Indianapolis IN B I

Caller Hame |Dave Deems

Transfer Tao ||E| Options

% Dial le' as Digits (53
;;. faron Lee [statata]
& Timothy Leman (77770

™ Ovenide Call Fonwarding

» | 4| M

Transter PBark: Woice b ail

LCancel

Caller Name

You can modify the information in the Caller Name text box to correct the name of the caller or to provide additional information
such as an account number or a description of the caller's problem. If you then transfer the call to another CIC client user, the newly
entered information appears in the recipient's My Interactions or other queue list view.

Use only alphanumeric characters (A-Z, a-z, or 0-9) in the Caller Name text box. Do not use special characters such as comma (),
colon (;), at sign (@), ampersand (&), etc. Special characters can cause the call transfer to fail or prevent the recipient from picking
up the call. Also, do not enter more than 78 characters in this text box.

Transfer To

As you type the recipient's name or number in the Transfer To text box, a drop-down list of choices appears.

e Selecting "Dial 'your entry' as Digits" enables you to convert a text entry into numbers. In the example shown, if you type le and
select "Dial [your entry] as Digits," the CIC client dials the number "53."

e Selecting the contact name from the drop-down list enables you to dial the associated extension or phone number. For example
if you select "Aaron Lee," the CIC client dials the number "8888."

Options drop list
You control the types of information used to find a match. Use the Options drop-down list to filter the contact search. You can
choose to search any combination of Users, Workgroups, Standalone Phones, Stations, Station Groups, or Attendant Profiles.

As you type in the Transfer to text box, the selections you made in the Options drop down list determine which information is used
to find a match.

After you select the transfer recipient, the Transfer dialog displays the status information for your recipient, if he or she is a CIC
client user. This can help you decide what kind of call transfer to use.
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Transfer: Indianapolis IN B I

Caller Harne |Dave Deems

Transfer Ta  |Lea'wsll Options ~
ﬁ
! Lea Well
o
Extenzion 8555 ﬂ Arailable, Mo ACD
Department Development w LEAWELLSIP

™ Owvenide Call Forwarding

+)

Iraﬁ-sfer Park. Waine b ail

LCancel

Override Call Forwarding

Interaction Client users can set Call Coverage options that forward their calls to another CIC user. CIC client users can also set
status details that forward their calls to an alternate phone number. Select the Override Call Forwarding check box to ignore these
settings and transfer the current call directly to the selected number or voicemail box or to park the call on the selected number.

Related Topics

Transfer a Work Item
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Transfer a Work Item

A work item is a form presented to a user to gather information. Work items may appear in user or workgroup queues that you are
monitoring. You can transfer a work item to another user or workgroup queue. Supervisor users can transfer work items that are
not on Hold, if necessary to continue a process. If a supervisor transfers a work item while an agent has that work item open, then
any data changed or entered by the agent since the work item was picked up may be lost.

Licenses and Other Conditions

You do not need an IPA license to transfer a work item. You can transfer a work item to another user or workgroup under certain
conditions:

e You need the right to modify the queue in which the work item appears. Your CIC administrator assigns user rights in
Interaction Administrator. Contract your CIC administrator if you have a question about user rights.

e You can transfer work items only to other IPA-licensed users or to a workgroup with at least one IPA-licensed user.

e If you transfer a work item to a workgroup, the target workgroup must have an associated queue.

e You can transfer only work items that are in a New, ACD - Wait Agent, or Held state. You cannot transfer a completed work item
or a work item you are viewing or revising (In Progress state).

Work Item Transfer Dialog Box

Transferring a Work Item uses the same Transfer dialog as transferring an interaction, with some minor differences.
e The Options drop-down list limits your search for a transfer recipient to either users or workgroups or both. You cannot transfer
a work item to a phone, station, station group or attendant profile, so these search criteria do not appear.
e The Override Call Forwarding check box does not appear as it applies only to transferred calls, not work items.
e The Park and Voice Mail are disabled as they apply only to transferred calls, not work items.

Transfer a work item

1. Select a work item that is in a New, ACD - Wait Agent, or Held state.

2. Click the Transfer button or right-click the work item and choose Transfer from the context menu. The Transfer dialog box
appears.

3. Inthe Transfer To: text box, type all of part of the recipient's name. A drop-down list of choices appears. If the drop-down list
does not contain the recipient you expected, check the search criteria selected in the Options drop-down list and adjust them if
necessary. You can search by user or workgroup name or both.

4. From the drop-down list, select the appropriate recipient. Status information appears for the selected user or workgroup,
including whether a selected user is logged into a CIC client and is available to accept the transferred work item. If the selected
recipient is a workgroup, it shows how many interactions are in the workgroup queue, how many agents are logged in and how
many agents are available.

5. Click the Transfer button. The work item is removed from your My Work Items page or other queue where you selected it and is
routed to the selected agent or workgroup. If you are transferring a work item from another user's queue or workgroup queue,
you may see this warning: "You do not own this interaction, are you sure you want to perform this action?" Click Yes to
continue the Transfer.

Important: Certain work item settings are no longer in effect after a transfer. For example, work items can have a
timeout setting that controls how much time an CIC user has to pick up an alerting work item before it is routed to
another user. This pickup time limit no longer applies to the transferred work item because the transfer signals the
work item is "being handled" or "under an agent's control."

Workgroup Directory Options dialog
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"'3. Workgroup Directory Options

[ Fawar "On Phone" agents when sorting by status

[~ Show logged-in agents in bold

[ Text color For agents who are on the phane: ’:IH

[ Text color For agents who are in an ACD available skatus, logged-in, activated, and off the phone: ’[:IH

'ﬁ' 2K | Cancel | Apply |

Options on this dialog format rows for a list of members in a workgroup directory. The directory options are specified per-directory-
view in IC Business Manager. This option appears when a workgroup directory is right-clicked and the Formatting Options shortcut
command is selected.

Favor "On Phone" agents when sorting by status

Favor "On Phone" agents when sorting by status will group all agents who are on the phone together at the top (or bottom) of the
directory when the "Status" column is used to sort. If the directory is sorted by any other column, this option will have no effect.

Show logged-in agents in bold

Shows the names of logged-in agents in bold text.

Text color for agents who are on the phone

Enables text color selection applied to names of agents who are currently handling a call.

Text color for agents who are in an ACD available status, logged-in, activated, and off the phone

Enables text color selection applied to names of agents who are currently available to take ACD calls. An agent is considered to be
available to take ACD calls if all of the following criteria are met:

e Agent is in a status that is "ACD Available"
e Agentisloggedin

e Agent is activated on the workgroup

e Agentis not "On Phone"

Utilization is taken into account by the calculation of the Available to take ACD Interactions statistic, but not by the calculation
used to set the color of agent rows. For a row to be formatted, the user has to be activated on the queue, logged-in, not on the
phone (per client services) and in an ACD available status.

OK button

Applies changes to the member list and dismisses the dialog.
Cancel button

Dismisses the dialog without applying changes to the member list.
Apply button

Applies changes but does not close the dialog.
Related Topics

Workaroup Details view
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Workgroup Statistics and Queue Statistics dialog

B Workgroup Cherview
select the stabisbics you wantto see in the workgrowp ovennew list,

Workgroup Batistics ‘.Qutut Statistics |

Percent available

Lnngest awalable

O inbownd ACD interactions
Cinimbownd SCW

Longest inbound ACD interaction
On authaund ACD interactions | Add Al B
Cir autbawnd ACW € Remove
Lomgeit outbound HCD intersction

On non-ACD interactions |¢ Flennge £l

Longest non-2C0 interaction

Add >

m

[nteractions waiting

Interackions answered

Longest interaction waiting
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Sospilable For ACD interactiond = Tatal agents
Mot zezilable for ACD inkeractions Logged in

..& blee Lin
"G Move Dowr

Ok | | Cancel

This dialog selects workgroup or queue statistics to include in a view, similar to the workgroup statistics dialog, but with fewer

tabs shown.

Related Topics

Workgroup Graph view
Workgroup Overview view

Workgroup Statistics dialog

This dialog has multiple tabs used to select statistics, periods, and histogram intervals for service level and abandonment rate. The
Add and Remove buttons move a selection from one list to another. Add All and Remove All move all items from one list to
another. OK applies changes and dismisses the dialog. Cancel dismisses the dialog without applying changes.

Longest inbound B0 interaction
On outbowsnd ACD interctions
On guthiound ACW

| | Longest outbound ACD inkeraction

On noen-AC0 interaction:
Lemgest non-ACD inkeraction
Fteraitan ; waking
Irteractions anovwered

Longeit steraction waking

Description Tab
Options on the _Wc_:rkgroqp Statls_tlcs tal_a are used to select o o P
workgroup statistics to include in the view. Selecttre staisbies you wont 0 s i the warkgroup sttt viea
- . . . Workgroup Siatistics | Queeus Batitics | Service Leval Paameten | dbandoned Rate Parsmeters
Workgroup statistics summarize ACD interactions, such as the | = 1 e
number of agents logged in, and other particulars that are Auatablefor ACD interactars
Hot aveilsble for 800 interactions
common to the workgroup as a whole. o
Longest available
On inbownd ACD inberactiond
O inbnd ACW E
. vl

Cancel
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Options on the Queue Statistics tab select agent statistics for
interval periods.

These statistics summarize the activity of call center agents, by
reporting average talk time, longest talk time, average wait time,
and other particulars that are common to a group of agents.

B Workgroup Satistics

[nkereal

Gueus Stistics

Salect the queus satistics and intereal:

44 >
ada W
£ Bernow

4 Rerngue Al
g

Workgroup Setistics | Queus Tatitics | Servis Leval Piewmeten | Abandoned Rate Parsmsttars

Curenit Peod
Curert St
Frevious Pesind
Previous Shift

Iriteractions recened
Fteractian arsred
Irteractions cornpleted
rterackions abandaned
Tatal wai tire:

Total tak fime

s E"-W

Options on the Service Level Parameters tab select time and
histogram intervals for the service level statistic.

The range of service level histogram intervals are cumulated
downwards by default.

You can include or exclude any of the ranges below for call,

%0 Workgroup Statistics

[nkeral

Select the intznals and histogram inkervals For the senice bevel statishc

Workgroup Seetistics | Queus Statitics | Service Level Parzmeters | Abandon ed Rate Paramsbers

i ¥
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—r—
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«
0 020 o
Accumulative histogram
1 0-30 > [
» |2 J

2 040 Cooon 1, |
3 0-60 e
4 0-120 — —
5 0-240
6 Total
Options on the Abandoned Rate Parameters tab select time and =

. . L 0 Workgroup Statistics E=nen |
histogram intervals for the abandoned rate statistic. Selec the interals an histogram intervals For the abandoned rate statsic

. . ‘orkgroy| istics | Qarue itd | Sarvics Level Parnenetens | Abandoned Rate Parmeters
The range of abandon rate histogram intervals are cumulated wn.::.,. M —
downwards by default. w3 [Curen bedaa
Curert Bhift
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0 0-20 e
Accumulative histogram
1 0-30 s _
d » |2 gl [# Move Up
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4 0-120 ———
5 0-240
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Related Topics

Workgroup Details view

Workgroup Statistics view
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Workgroup Statistics Selection dialog

83 Warkgroup Graph ||

select the stabisbcs youwant to see in the workgroup ovennew list,

Longest available

On inbound ACD interactions Logged in

O inbound ACW Huszilable for ACD inkeractions
Longest inbound &C0 interaction Mot available for 20 interactions
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48 Previous | | et #| | Finish | | Cancel

Use this dialog to specify which workgroup statistics appear in a view. Workgroup statistics summarize ACD interactions, such as
the number of agents logged in, and other particulars that are common to the workgroup as a whole.

The Add and Remove buttons move a selection from one list to another. Add All and Remove All move all items from one list to
another. Move Up and Move Down reorder selections so that they appear more or less prominently in the view.

Related Topics
Workgroup Graph view

Workgroup Overview view

Workgroups Selection dialog
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B Warkgroup Graph %=

Lyailable item s Selected iterns

Filter items =

B3 Admministration

53 CompanyOperator
3 Marketing

B3 Support

53 _SyestermPoutingHub_

Add ¥

(addan M i
< 3
«

[t B Finisk Cancel

This dialog selects one or more workgroups for a view. You can filter the list of workgroup names by typing in the Filter box above
the list of available items. To display additional items, you may need to type part of a workgroup name in the Filter box. When more

A b
than 20 workgroups exist in the system, only the first 20 are shown, and an indicator (") informs that more are available. If you

select more than 20 workgroups, an indicator ('-!-.") informs that you need to remove some to continue.
Available items list

Iltems not selected for inclusion appear in this list.

Selected items list

Items selected for view inclusion appear in this list.

Add

Moves selected available items to the list of selected items.

Add all

Moves all items from the Available items list to the Selected items list.

Remove

Move a Selected Items entry to the Available items list.
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Remove All

Removes all items from the Selected items list.

Move up

Modifies the display order items in the view to make the selection more prominent.
Move down

Modifies the display order of items in the view to make the selection less prominent.
Related Topics

Workgroup Graph view
Workgroup Overview view
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Supervisor Statistics

This section

describes statistics displayed in Interaction Supervisor views. You may also view statistics descriptions in the

software by holding the mouse pointer over a statistic until its description is displayed in a tool tip.

Statistic Description

Category

Agent Agent statistics summarize the activity of call center agents. These statistics report average talk time, longest talk

Statistics  [time, average wait time, non-ACD interactions, interactions entered, interactions answered, interactions offered, or
interactions completed for the current shift, previous shift, current period, or previous period. Averages are calculated
when the interaction completes (disconnects).

Client Client Services statistics report the number of resources that CIC's Client Services subsystem has available at a given

Services point. These statistics are updated at the regular statistics interval. Client Services keeps track of logged-in users,

Resources [their status, and their rights based on security configurations.

Content The statistics in this category help determine the state of configured Remote Content Servers and Recorder Server.

Servers

Statistics

Email The statistics in this category summarize Email routing activity in CIC. These statistics are updated at the regular
statistics interval.

Fax This category provides information about Faxing operations in the CIC system. These statistics are updated at the
regular statistics interval.

Feedback |Interaction Feedback statistics inform about a named Interaction Feedback survey or survey group. Feedback views

Statistics  |display real-time statistics for the last hour (relative to the present time) or statistics for the current day, since
midnight. Daily statistics reset at midnight.

Interaction [This category provides counts or durations for general object types in CIC.

Statistics

Licenses  [This category summarizes CIC license availability and utilization.

IC Memory [IC Memory Usage statistics report the amount of memory that CIC subsystems are consuming (in kilobytes). These

Usage statistics are updated every 5 minutes.

Agents Real-|Interaction Optimizer Real Time Adherence (RTA) statistics inform about agents who are currently scheduled. RTA

Time statistics report scheduling unit, workgroup, status, scheduled activity, actual activity (based on status), adherence

Adherence |status, exception type, current adherence time, cumulative shift in adherence and shift out of adherence duration for an|

Details agent.

Ic This category provides information about performance of CIC server. These statistics are updated at the regular

Performancelstatistics interval.

PMQ The statistics in this category summarize activity in persistent message queues.

Queue This category contains counts of active interactions in a queue

Statistics

Recording [The statistics in this category describe activity in Interaction Recorder. These statistics are updated at the regular
statistics interval.

Session Statistics for each running Session Manager are given both as a total and broken down by device type.

Manager

Statistics

Speech The statistics in this category describe speech recognition activity in CIC.

Recognition

IC System [The statistics in this category indicate general system status in terms of number of executing handlers, host and

Status database tool errors, and available text-to-speech sessions. These statistics are updated at the regular statistics
interval.

Tracker These performance statistics indicate the overall health of Interaction Tracker Server in the previous ten minute

Server interval.
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Transaction [Transaction Server statistics indicate the overall health of Transaction Server-a generic transaction server for
Server recording, logging, etc. These performance statistics indicate the overall health of Transaction Server in the previous
ten minute interval.

Workgroup |Workgroup statistics summarize ACD interactions, number of agents logged in, and other particulars that are common
Statistics  [to the workgroup as a whole. The workgroup may or may not have associated queues.

Agent Statistics

Agent statistics summarize the activity of call center agents. These statistics report average talk time, longest talk time, average
wait time, non-ACD interactions, interactions entered, interactions answered, interactions offered, or interactions completed for the
current shift, previous shift, current period, or previous period. Averages are calculated when the interaction completes
(disconnects).

Note: The memory footprint (RAM Utilization) of StatServerAgent.exe increased by 14% (~ 0.4 GB) with the addition of the
following statistics:

- Agent Keyword Spotted

- Average Agent Negative Score

- Average Agent Positive Score

- Average Customer Negative Score
- Average Customer Positive Score
- Customer Keyword Spotted

- Total Agent Positive Score

- Total Agent Negative Score

- Total Customer Positive Score

- Total Customer Negative Score

Customer Keyword Spotted

This statistic represents the last customer keyword spotted during the last interaction handled by this agent.
Agent Keyword Spotted

This statistic represents the last agent keyword spotted during the last interaction handled by this agent.
Interactions received

Total number of interactions that entered the queue.

Interactions answered

Number of interactions answered, calculated as the number of ACD interactions from the specified workgroup that went to a
Connected state in the agent's queue.

Interactions completed

Number of interactions completed (that went from a state of ACD - Assigned to ACD - Disconnected).
Interactions held

Number of interactions held.

Average wait time

Average wait time in queue of all interactions. In other words, the average time an interaction from the specified workgroup has
alerted the agent in the current period. This is the average time all interactions have been in the ACD - Alerting state on the agents
queue for the specified workgroup.
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Average talk time

The average time the agent has spent on interactions for the specified workgroup. In technical terms, this is the average time all
interactions on the agents queue for the specified workgroup have been in the ACD - Assigned state.

Average hold time

The average hold time in queue of all ACD interactions. In technical terms, this is the average time all ACD interactions on the
agents queue for the specified workgroup have been in Hold state.

Longest interaction waiting

Time of the longest currently waiting interaction. This interaction has been in the ACD - Wait Agent state the longest. Its duration is
the amount of time that the interaction has waited to be picked up by an available agent, based on time in queue only. Supervisor
workflow statistics always pertain to time in a workgroup or user interaction. Overall time in the system (such as time in IVR) is not
counted.

Longest talk time
The total talk time of the longest currently connected interaction. .
Non-ACD interactions

The number of interactions answered by an agent that were not routed to the agent by ACD. These are interoffice interactions,
transfers, and other person-to-person interactions.

Average agent positive score

Sum up agent positive score divided by the total number of calls in the current/previous period or shift
Average agent negative score

Sum up agent negative score divided by the total number of calls in the current/previous period or shift
Average customer positive score

Sum up customer positive score divided by the total number of calls in the current/previous period or shift
Average customer negative score

Sum up customer negative score divided by the total number of calls in the current/previous period or shift
Time in status

This statistic is evaluated by time-in-status alerts. It appears in Workgroup Detail views to report the amount of time that an agent
has been in a particular status condition.

Total Agent Positive Score

This statistic represents the total positive score that this agent has accumulated in all interactions. This cumulative score does not
include negative scores that occurred during the interactions.

Total Agent Negative Score

This statistic represents the total negative score that this agent has accumulated in all interactions. This cumulative score does
not include positive scores that occurred during the interactions.
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Total Customer Positive Score

This statistic represents the total positive cumulative score for customer interactions handled by this agent. This cumulative score
does not include negative scores that occurred during the interactions.

Total Customer Negative Score

This statistic represents the average negative cumulative score for customer interactions handled by this agent. This cumulative
score does not include positive scores that occurred during the interactions.

Service Level Distributions

The interactions that connected callers to agents within a specified time interval.
Abandon Rate Distributions

Abandon Rate Distributions

Feedback Statistics

Interaction Feedback statistics inform about a named Interaction Feedback survey or survey group. Feedback views display real-
time statistics for the last hour (relative to the present time) or statistics for the current day, since midnight. Daily statistics reset
at midnight.

Total licenses

Total licenses

Available licenses

Available licenses

Surveys offered last hour

Number of surveys selected and offered to customers within the past hour.
Surveys offered today

Number of surveys selected and offered to customers since midnight.
Active surveys

Number of calls in a Connected state where the customer has agreed to take a survey at the end of the call. This number reflects
customers that have not started the survey as well as customers currently taking the survey who are still Connected to the CIC
system.

Surveys completed today

Number of calls since midnight where a Survey was completed by obtaining answers to all of the questions. This count does not
include Active Surveys or Abandoned Surveys.

Surveys abandoned today

Number of calls who agreed to take a survey (at one point considered an Active Survey) but did not complete the survey. This
reflects calls where the customer disconnected before taking the survey as well as those that disconnected while taking the survey

221



before completing it. Abandoned survey data is not used in survey reports.
Surveys bypassed (no license) today

Number of calls since midnight where the customer took a survey but the agent who dealt with the caller did not have an Interaction
Feedback Access license. In this case, the customer completed the survey and the data was captured, but it will not be included in
the survey data in Interaction Feedback Reports. In the case where multiple agents handled a call, if at least one of the agents has
an Interaction Feedback Access license, the survey data will be included in the reports.

Survey opt-outs today

Number of calls since midnight where the customer did not agree to take the survey. This includes calls in the Connected state as
well as previously disconnected calls.

Surveys in error today

Number of system errors generated by the CIC server since midnight. These errors could be any system error that could affect the
performance of the CIC server, and which are reflected in either the CIC server's Windows event logs or CIC subsystem logs.

Below minimum score

This column is used only if a survey definition specified a value (other than 0) in the Minimum Acceptable Score field. If a survey
specifies a minimum value, indicating the lowest acceptable score on a survey, then each survey completed since midnight that
scored below that minimum value is counted in this column.

Caller disconnects today

This column is used to indicate surveys that have been opted into for which the caller has disconnected before the survey was
presented, for today.

Agent no answer today

This column is used to indicate surveys that have been opted into for which no agent have answered, for today.
Survey average score last hour

This column displays the average score of selected surveys within the past hour.

Survey average score today

This column displays the average score selected surveys since midnight.
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Licenses

This category summarizes CIC license availability and utilization.

Allowed

The total number of licenses on this system for the given license type.

Available

The number of licenses on this system for the given license type that are not yet used.
Inuse

The number of licenses on this system for the given license type that are in use.
Available in percent

The percentage of licenses on this system for the given license type that are not yet used.
Used in percent

The percentage of licenses on this system for the given license type that are in use.
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Agents Real-Time Adherence Details

Interaction Optimizer Real Time Adherence (RTA) statistics inform about agents who are currently scheduled. RTA statistics report
scheduling unit, workgroup, status, scheduled activity, actual activity (based on status), adherence status, exception type, current
adherence time, cumulative shift in adherence and shift out of adherence duration for an agent.

Agent

Display name of scheduled agent.

Status

Current logged in status of agent

Adherence status

Agent adherence status indicating In Adherence or Out of Adherence with the schedule.
Scheduled activity

The activity scheduled by Interaction Optimizer for this agent at this point in time.

Actual activity

Current actual activity of agent based on logged in status.

Current adherence duration

Duration for which agent is in the current adherence state after last adherence status change.
Shift time in adherence

The cumulative amount of time that an agent has been in adherence, accumulated for the entire shift.
Shift time out of adherence

The cumulative amount of time that an agent has been out of adherence, accumulated for the entire shift.
Number of agents in adherence

The count of users in adherence with the current schedule.

Number of agents out of adherence

The count of users not in adherence with the current schedule.

Percent of agents in adherence

The percentage of users in adherence with the current schedule.

Percent of agents out of adherence

The percentage of users not in adherence with the current schedule.

Queue Statistics
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This category contains counts of active interactions in a queue.
Interaction received

Total number of interactions that entered the queue.
Interaction answered

Number of interactions answered, calculated as the number of ACD interactions from the specified workgroup that went to a
Connected state in the agent’s queue.

Interaction completed
Number of interactions completed (that went from a state of ACD -Assigned to ACD — Disconnected).
Interaction abandoned

Number of interactions that were externally disconnected by the remote party before they could be client connected (picked up by
an agent). Tip: the CIC data dictionary provides supplemental information about abandoned calls.

Interactions held

Number of interactions held.

Total wait time

The total time that different ACD interactions waited in the Workgroup Queue before they were ACD assigned.
Total hold time

Total amount of hold time that on different ACD interactions.

Total talk time

Total amount of time that All Agents spent on different ACD interactions.

Average wait time

The total time that different ACD interactions waited in the Workgroup Queue before they were ACD assigned, divided by number of
ACD interactions for the period reported.

Average hold time
Total amount of hold time that on different ACD interactions, divided by number of ACD interactions handled by All Agents.
Average talk time

Total amount of time that All Agents spent on different ACD interactions, divided by number of ACD interactions handled by All
Agents.

Interactions flowed-out

Number of interactions flowed-out.
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Service level Target

The number of calls answered that within the service level target configuration (inclusive) for the given workgroup queue,
interaction type and interval (current period, shift, etc). The number of answered calls for each bucket is divided by the number of
calls answered for the workgroup queue to represent this value in percentage.

Service Level Missed target

The number of calls answered that did not make the service level target. The number of those calls is divided by the number of calls
answered for the workgroup queue to represent this value in percentage.

Abandon Rate Target

This statistic represents abandoned calls that happened within the service level target configuration. In addition, the number of
those calls is divided by the number of calls that entered into the workgroup queue to represent this value in percentage.

Abandon Rate Missed Target

The number of calls that are abandoned outside of the service level target. It divides that number with the number of calls that
entered into the workgroup queue to get this value in percentage.

Average agent positive score

Sum up agent positive score divided by the total number of calls in the current/previous period or shift.
Average agent negative score

Sum up agent negative score divided by the total number of calls in the current/previous period or shift.
Average customer positive score

Sum up customer positive score divided by the total number of calls in the current/previous period or shift.
Average customer negative score

Sum up customer negative score divided by the total number of calls in the current/previous period or shift.
Total Agent Positive Score

This statistic represents the total positive cumulative score for agent interactions in this workgroup. This cumulative score does
not include negative scores that occurred during the interactions.

Total Agent Negative Score

This statistic represents the total negative cumulative score for agent interactions in this workgroup. This cumulative score does
not include positive scores that occurred during the interactions.

Total Customer Positive Score

This statistic represents the total positive cumulative score for customer interactions in this workgroup. This cumulative score
does not include negative scores that occurred during the interactions.

Total Customer Negative Score

This statistic represents the total negative cumulative score for customer interactions handled by this workgroup. This cumulative
score does not include positive scores that occurred during the interactions.
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Session Manager Statistics

Statistics for each running Session Manager are given both as a total and broken down by device type.

Session count

The number of active sessions that are currently running on the given Session Manager.

Client Services Resources

Client Services statistics report the number of resources that CIC's Client Services subsystem has available at a given point. These
statistics are updated at the regular statistics interval. Client Services keeps track of logged-in users, their status, and their rights
based on security configurations.

Status of the aggregator connection

This Boolean indicator (Yes or No) indicates whether a connection with Interaction Aggregator server is active.
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Content Servers Statistics

Content Servers statistics include statistics that help determine the state of configured Remote Content Servers and Recorder
Server.

Available HTTP Client Connections

HTTP client threads available for accepting recordings.
Available local disk space

Free disk space for recordings on the local machine in gigabytes.
Available log disk space

Free disk space for logs in gigabytes.

Available share disk space

Free disk space for recordings on network shares in gigabytes.
Configured for Amazon S3

Indicates whether or not Recorder Server is connected to Amazon'’s Simple Storage Service.
Failed transfers last hour

Number of recordings failed to transfer last hour.

Memory usage

The amount of paged physical memory (working set) that a content server is using, expressed in kilobytes.
Recordings played back last hour

Recordings played back in the last hour.

Recordings successfully processed last hour

Number of recordings successfully processed last hour.

Total CPU usage

The value is the sum of CPU utilization reported by Windows across all cores present in the machine. A value of 100% on a four
core machine would indicate that all cores are complete used.
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Email

The statistics in this category summarize Email routing activity in CIC. These statistics are updated at the regular statistics
interval.

Emails waiting to be delivered

Number of Email messages that have been left, which CIC has not started processing.
Emails in pre-delivery processing.

Number of Email messages that CIC is in process of delivering.

Emails that cannot be delivered

Number of Email messages that could not be delivered, either because the number of retry attempts on the message has been
exceeded, or because something about the message makes it undeliverable (e.g. there are no recipients, a voicemail that is missing
an audio file, etc.)

Emails scheduled to be retried

Number of Email messages that have had at least one failed attempt at delivery, but because that failed attempt might have been
due to a momentary problem (e.g. network outage, unavailable server, etc.), at least one more delivery attempt will be made.
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Fax

This category provides information about Faxing operations in the CIC system. These statistics are updated at the regular
statistics interval.

Faxes sent successfully
The total number of Faxes sent successfully today, this value is reset to zero every day at midnight.
Faxes send connection failures

The total number of Faxes that failed due to invalid Fax numbers or connection problems (no available lines, or other telephony
failure) since the server was restarted.

Fax sends aborted

The number of Faxes sends that failed due to a faxing protocol error (too much line noise, too many errors, failure to negotiate baud
rate, etc.)

Faxes received successfully
The total number of Faxes received today, this value is reset to zero every day at midnight.
Fax receptions failed (connection failure)

Total number of Faxes received which failed due to no Fax resources available. This error indicates that additional hardware Fax
resources are required.

Fax receptions failed (aborted)

Total number of Faxes received which failed due to line noise or faxing protocol error.
Total fax licenses

Total number of fax licenses.

Fax licenses available

Number of active Fax stations that are currently available to send or receive Faxes. A low number indicates that additional active
Fax resources should be added or configured. The display indicates the total number available out of total.

Interaction Statistics

This category provides counts or durations for general object types in CIC.
Longest call

Duration of the longest call currently in the system.

Longest chat

Duration of the longest chat currently in the system.

Longest email
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Duration of the longest Email currently in the system.
Longest workflow

Duration of the longest workflow currently in the system.
Longest social direct message

Duration of the longest direct message currently in the system.
Longest social conversation

Duration of the longest social conversation currently in the system.
Longest generic object

Duration of the longest generic object currently in the system.
Active calls

Total number of active call objects in the system, including SIP calls. See SIP Station Calls for a count of active SIP calls only.
Active social conversations

Number of active social conversations in the system.

Active chats

Number of active chat objects in the system.

Active emails

Number of active Email objects in the system.

Active social direct messages

Number of active direct messages in the system.

Active workflows

Number of active workflows in the system.

Active generic objects

Number of active generic objects in the system. A generic object is an integration object that can be placed on a queue, and routed
throughout CIC. Each generic object represents a third-party software construct of some sort, such as an external ticketing system,
video conference, or other software that was defined by a third party.

SIP Station Calls

The number of active calls that are SIP station calls. For example, if Active Calls equals 10, and there are 5 SIP station calls at the
same time, then the total call count is 10, with 5 of those calls being SIP Station Calls.

IC Memory Usage
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IC Memory Usage statistics report the amount of memory that CIC subsystems are consuming (in kilobytes). These statistics are
updated every 5 minutes.

Acc Server

The amount of paged physical memory (working set) that Accumulator (Acc) server is using, expressed in kilobytes. Accumulators,
similar to system registers, count events as they occur in the CIC's Interaction Processor. Instances of these events are stored in
variables and are accessible in report logs or other handlers using the Accumulator tools in Interaction Designer.

Acd Server

The amount of paged physical memory (working set) that ACD Server is using, expressed in kilobytes. ACD Server determines which
agent a call should be routed to, based upon skill and other factors.

Admin Server

The amount of paged physical memory (working set) that Admin Server is using, expressed in kilobytes. Admin Server provides ACL
management and licensing on top of the data managed by Directory Services. It maintains a very large cache of data with a size
proportional to the amount of configuration information

Stat Alert Server

The amount of paged physical memory (working set) that Alert Server is using, expressed in kilobytes. Alert Services allows users
and supervisors to define specific circumstances (e.g., average hold time > 10 minutes) under which they are to be alerted and the
means by which the alert is to occur (e.g., e-mail, pager, phone call, etc.).

Client Services

The amount of paged physical memory (working set) that Client Services is using, expressed in kilobytes. Client Services keeps
track of logged-in users, their status, and their rights based on security configurations.

Cluster Connector
The amount of paged physical memory (working set) that the Cluster Connector is using, expressed in kilobytes.
Compression Manager

The amount of paged physical memory (working set) that Compression Manager is using, expressed in kilobytes. Compression
Services compress audio recordings (such as voice mail messages) using the TrueSpeech compression algorithm.

Data Manager

The amount of paged physical memory (working set) that Data Manager is using, expressed in kilobytes. Data Manager is the CIC
subsystem that services Reverse White Page (RWP) lookup requests, as well as contact directory requests. Data Manager keeps
track of data sources used to display Contact Directory and Speed Dial notebook pages in the CIC clients.

DS server

The amount of paged physical memory (working set) that Directory Services is using, expressed in kilobytes. Directory Services
provides the interface to the proprietary data store (configuration repository) that CIC uses to store system configuration
information.

DS sink
The amount of paged physical memory (working set) that DSSink is using, expressed in kilobytes.

EMS Server
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The amount of paged physical memory (working set) that Multi-Site Client is using on a peer CIC site, expressed in kilobytes.
Fax Server

The amount of paged physical memory (working set) that Fax Services is using, expressed in kilobytes. The Fax subsystem allows
the PureConnect Platform to send and receive faxes.

File Monitor

The amount of paged physical memory (working set) that File Monitor is using, expressed in kilobytes. File Monitor keeps track of
file usage.

File Router
The amount of paged physical memory (working set) that the File Router is using, expressed in kilobytes.
Host Server

The amount of paged physical memory (working set) that Host Server is using, expressed in kilobytes. Host Services allows
Interaction Center Platform to communicate with mainframes and IBM AS/400 systems using the 3270 and 5250 terminal emulation
protocols.

IP

The amount of paged physical memory (working set) that Interaction Processor (IP) is using, expressed in kilobytes. Interaction
Processor (IP) is the CIC subsystem that processes low-level subsystem events in order to implement higher-level business
logic. For example, Interaction Processor starts an instance of a handler in response to an event.

IP Server

The amount of paged physical memory (working set) that IP Server is using, expressed in kilobytes. IP Server manages several
helper tasks for Interaction Processor and Report Logging. Specifically it logs line activity, and manages part of the Message
waiting light processing.

IPDB Server

The amount of paged physical memory (working set) that IPDB Server is using, expressed in kilobytes. IPDB Server connects
Interaction Processor to a specified database when Database tools are used.

Mail Account Monitor

The amount of paged physical memory (working set) that Mail Account Monitor is using, expressed in kilobytes. Mail Account
Monitor is responsible for syncing external user attributes from Mail accounts or LDAP to Directory Services.

Notifier

The amount of paged physical memory (working set) that Notifier is using, expressed in kilobytes.
Optimizer Server

The amount of paged physical memory (working set) that Optimizer Server is using, expressed in kilobytes.
Out Of Proc

The amount of paged physical memory (working set) consumed by OutOfProc server, expressed in kilobytes. OutOfProc server is a
service used to execute DLLs for Interaction Processor without risking the integrity of the IP process. Its size will be a function of
any custom activities that might be added by the customer or VAR via these customization interfaces.
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Post Office Server

The amount of paged physical memory (working set) that Post Office Server is using, expressed in kilobytes. Post Office Server
(POS) is the CIC subsystem that provides platform independent access to Email services such as message store access and
message delivery. POS also provides support for Email routing, and will initiate an Reverse White Page (RWP) lookup request
before queuing an incoming email interaction.

Reco

The amount of paged physical memory (working set) that Speech Recognition (ASR) is using, expressed in kilobytes. Speech
recognition services recognize spoken commands and phrases for applications such as speech-enabled IVR (interactive voice
response).

Recorder Server

The amount of paged physical memory (working set) that Interaction Recorder Server is using, expressed in kilobytes. Interaction
Recorder is an application for managing phone calls, Emails, Faxes, screen recordings, and Web chats recorded within the CIC
platform. Interaction Recorder identifies interactions to record and manages the compression, archiving, and storing of the
attributes for each type of media recording. Using Interaction Recorder, you can quickly sort and manage large numbers of
recordings. Interaction Recorder also includes features for scoring agent interactions and quality monitoring.

Session Manager
The amount of paged physical memory (working set) that Session Manager is using, expressed in kilobytes.
SMS Server

The amount of paged physical memory (working set) that Simple Message Services Server is using, expressed in kilobytes. CIC
provides tools that allow SMS messages to be sent or received.

Statistics Server

The amount of paged physical memory (working set) that Statistics Server (StatServer) is using, expressed in kilobytes. Statistics
Server tracks important statistical information for real-time views.

Switchover

The amount of paged physical memory (working set) that the CIC's automated switchover system is using, expressed in kilobytes.
If an CIC server ever fails, in less than 30 seconds the server can switch control to another mirror image CIC server with minimal

phone disruption. In addition, the switchover scheme allows administrators to manually switch the 'active’ CIC server with no phone
disruption.

Tracker Server

The amount of paged physical memory (working set) that Tracker Server is using, expressed in kilobytes. Interaction Tracker is
composed of two server-side subsystems: Tracker Server and Tracker Tran Server (also called Transaction Server). Tracker Server
listens for specific events from Queue Manager and inserts and updates interaction records. Tracker Tran Server processes insert
and update requests from Tracker Server and insert, update, and query requests from Interaction Tracker Clients.

Transaction Server

The amount of paged physical memory (working set) that Transaction Server is using, expressed in kilobytes. Transaction Server is
a generic processor of database transactions related transactions for several different subsystems including Tracker and Recorder.

Telephony Services

The amount of paged physical memory (working set) that Telephony Services is using, expressed in kilobytes.
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VPIM receiver

The amount of paged physical memory (working set) that Voice Profile for Internet Mail (VPIM) Receiver is using, expressed in
kilobytes. VPIM a mechanism for identifying body parts that a sender deems critical in a multi-part Internet mail message.

Web Processor

Amount of paged physical memory that Web Processor is using, expressed in kilobytes. Web Processor is the CIC subsystem that
handles all incoming web interactions and internal intercom chats. It operates in conjunction with servlet process on a web server
and acts as web interface into the CIC system.

IC Performance

This category provides information about performance of CIC server. These statistics are updated at the regular statistics interval.
System latency

Measures round trip time of a message through the Notifier subsystem. This indicates the general latency of the PureConnect
platform. A high latency value indicates that the server is busy and may require additional hardware resources. On a system that is
not under load, this value is typically zero. On a moderately tasked system, a typical value might be 50-100 ms. A system under
heavy load might be higher. Values over 300 milliseconds may cause noticeable delays and could indicate that a hardware upgrade
or handler optimization is needed.

Average latency

The average Notifier/Queue Manager latency in milliseconds. This statistic is computed by sending no-op requests from Remoco
to Queue Manager and then measuring the latency in the response from Queue Manager.

Page faults

Page faults are the number of times that the operating system has to use the hard disk as a memory resource. A consistently large
number of page faults may indicate that more main memory may be required.

Free disk space recordings

The free disk space recordings currently consume on this system in gigabytes.
Free disk space logs

The free disk space logs currently consume on this system in gigabytes.

Free disk space system

The free disk space of this system in gigabytes.

Free disk space work

The free disk space work in gigabytes.

Total disk space system

The value indicates the amount of free space that is available on the drive where the operating system resides.
Total disk space work

The value indicates the amount of free space that is available on the drive that contains the CIC work directory.
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Total disk space recordings

The value indicates the amount of free space that is available on the drive where recordings are saved.
Total disk space logs

The value indicates the amount of free space that is available on the drive where logs are saved.
Total CPU usage

The value is the sum of CPU utilization reported by Windows across all cores present in the machine. A value of 100% on a four
core machine would indicate that all cores are completely used.

Available CPU

Available CPU in percent.

Notifier CPU usage

The value is the percentage of total CPU used by the Notifier subsystem across all cores present in the machine.

IP CPU usage

The value is the percentage of total CPU used by the Interaction Processor subsystem across all cores present in the machine.
TTS CPU usage

The value is the percentage of total CPU used by the text to speech subsystem across all cores present in the machine.

TS CPU usage

The value is the percentage of total CPU used by the Telephony Services subsystem across all cores present in the machine.

PMQ

The statistics in this category summarize activity in persistent message queues.

Note: Starting with CIC 2017 R1, the "PMQ is persisted to disk" and the "oldest message on disk" statistics now report the
actual number of PMQ files present in the filesystem. These statistics are updated every 60 seconds.

IP is connected to DB

Indicates whether or not Interaction Processor's PMQ object currently has a connection to the database. Not having a connection
only indicates an error if items are also being persisted to disk.

IP Server is connected to DB

Indicates whether or not IP Server's PMQ object currently has a connection to the database. Not having a connection only indicates
an error if items are also being persisted to disk.

Admin Server is connected to DB

Indicates whether or not Admin Server's PMQ object currently has a connection to the database. Not having a connection only
indicates an error if items are also being persisted to disk.
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Stat Server is connected to DB

Indicates whether or not Stat Server's PMQ object currently has a connection to the database. Not having a connection only
indicates an error if items are also being persisted to disk.

Recorder server is connected to DB

Indicates whether or not Recorder Server's PMQ object currently has a connection to the database. Not having a connection only
indicates an error if items are also being persisted to disk.

IP's PMQ s persisted to disk

Indicates that PMQ is currently buffering Interaction Processor messages to disk. This is a common occurrence for Stat Server
since it periodically sends large amounts of data to the database. If the subsystem is connected to the database, and it has
messages persisting to disk then you should examine the 'oldest message on disk' statistic to find out whether messages are
flowing smoothly or are backed up.

IP Server's PMQ s persisted to disk

Indicates that PMQ is currently buffering IP Server messages to disk. This is a common occurrence for Stat Server since it
periodically sends large amounts of data to the database. If the subsystem is connected to the database, and it has messages
persisting to disk then you should examine the 'oldest message on disk’ statistic to find out whether messages are flowing
smoothly or are backed up.

Admin Server's PMQ is persisted to disk

Indicates that PMQ is currently buffering Admin Server messages to disk. This is a common occurrence for Stat Server since it
periodically sends large amounts of data to the database. If the subsystem is connected to the database, and it has messages
persisting to disk then you should examine the 'oldest message on disk' statistic to find out whether messages are flowing
smoothly or are backed up.

Stat Server's PMQ is persisted to disk

Number of Stat Server PMQ objects that are currently persisted to disk.
Recorder Server's PMQ is persisted to disk

Number of Recorder Server PMQ objects that are currently persisted to disk.
IP's oldest message on disk

This statistic indicates the age of the oldest message that PMQ is currently storing to disk for Interaction Processor server. This
operation is common for Interaction Processor server, and should be a concern only if the time lag is larger than the default
reporting period (30 minutes).

IP Server's oldest message on disk

Age of the oldest message that PMQ is currently storing to disk for Interaction Processor server. This operation is common for
Interaction Processor server, and should be a concern only if the time lag is larger than the default reporting period (30 minutes).

Admin Server's oldest message on disk

Age of the oldest message that PMQ is currently storing to disk for Admin Server. This operation is common for Admin Server, and
should be a concern only if the time lag is larger than the default reporting period (30 minutes).

Stat Server's oldest message on disk
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Age of the oldest message that PMQ is currently storing to disk for Stat Server. This operation is common for Stat Server, and
should be a concern only if the time lag is larger than the default reporting period (30 minutes).

Recorder Server's oldest message on disk

Age of oldest message that PMQ is currently storing to disk for Recorder Server. This operation is common for Recorder Server,
and should be a concern only if the time lag is larger than the default reporting period (30 minutes).

Recorder Server errors persisted to disk
Number of Recorder Server error objects that are currently persisted to disk.
Recorder Server's oldest error on disk

Age of the oldest error that Record Server is currently storing to disk.
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Recording

The statistics in this category describe activity in Interaction Recorder. These statistics are updated at the regular statistics
interval.

Recorder is processing recordings

Indicates whether the Interaction Recorder system is currently processing recordings.

Note: If you see the status False, it probably means that the system is idle. It does not necessarily mean there is a problem.
Recorder database is available

Indicates whether the Interaction Recorder system can connect to its database.
Recordings in progress

Number of recordings that Interaction Recorder is conducting.

Successful recordings (last hour)

Number of successful recordings that occurred in the last sixty minutes.
Successful recordings (today)

Number of successful recordings that occurred since midnight.

Recording lag time

The oldest recording currently in the Recorder cache.

Encumbered recordings (today)

Number of recordings since midnight where one or more of the internal participants does not have an Interaction Recorder
workstation license.

Encumbered recordings (last hour)

Number of recordings in the previous 60-minute interval where one or more of the internal participants does not have an Interaction
Recorder workstation license.

Unsuccessful recordings (last hour)

The number of failed recordings that occurred in the last sixty minutes.
Unsuccessful recordings (today)

The number of unsuccessful recordings that occurred since midnight.
Recording storage locations low on space

The number of recording storage locations that have 5 GB or less free space.
Recording storage locations

The number of recording storage locations.
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Speech Recognition

The statistics in this category describe speech recognition activity in CIC.
Current speech recognition sessions
Number of speech recognition sessions currently occurring in the system.
Peak number of recognition sessions

The peak number of concurrent speech recognition sessions since the system was started.

IC System Status

The statistics in this category indicate general system status in terms of number of executing handlers, host and database tool
errors, and available text-to-speech sessions. These statistics are updated at the regular statistics interval.

Maximum executing handlers
Maximum number of handlers that can be executed in the system at any time.
Currently executing handlers

The value indicates the total number of handlers that are currently executing in the system. If this number continually trends up, this
could indicate that handlers are not completing execution due to design flaws, or tool defects.

Queued handler threads

Number of handlers that are queued in the system right now.
Current handlers in the thread pool

Number of handlers in the thread pool.

IP is running

Indicates whether Interaction Processor is running.

Available remote licenses

The number of available remote licenses, updated every 10 minutes.
Host tool connection errors

Total errors for the 'Host Connect' Host Interface tool for the last ten minutes. These are failed attempts to connect to the host
system. Errors of this type typically indicate host/communications problems or an incorrectly configured host profile.

Host tool other errors

Total errors for the other Host Interface tool for the last ten minutes. Typically these are minor errors, caused by timeouts,
unrecognized screens, and handler programming errors.

Total TTS sessions

Maximum number of concurrent TTS sessions allowed. This statistic is valid for SAPI and does not include I3TTS and MRCP.
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Available TTS sessions

This value indicates the total number of text-to-speech sessions that are currently available. This statistic is valid for SAPI and does
not include I3TTS and MRCP. If the available number is approaching zero, you may need to purchase additional TTS sessions.

Ts ping time
The amount of time in milliseconds to ping the CIC's Telephony Services subsystem.
Switchover UDP heartbeat interval

Heartbeats are a series of signals emitted at regular intervals, by CIC servers on the network. This stat indicates the transmission
rate for UDP heartbeats on the Switchover server, expressed in milliseconds.

Backup Server ready

Indicates the health of the backup (Switchover) server. Displays Yes if the backup server is ready, or No if the backup server is
known to be in a bad state or is no longer processing properly.

Backup Server name

The Notifier name of the backup server, or N/A if no backup server is configured.

Time since last switchover

The amount of time that has passed since the last known switchover occurred, or 'N/A" if no backup server is configured.
Indicates if a switchover was performed

Indicates if a switchover was performed.

Tracker Server

These performance statistics indicate the overall health of Interaction Tracker Server in the previous ten minute interval.
Interaction segment notifications

Number of update notifications sent by Queue Manager to Interaction Tracker. This indicates how busy the server is, after having
processed state changes of objects in the system (e.g. hold to voice mail, etc.).

Posted tracker transactions
Number of transactions sent to Tracker Transaction Server for processing in the last ten minute period.
Failed tracker transactions

Number of transactions sent to Tracker Transaction Server in the last ten minute period that failed. A high value indicates that
Tracker Transaction Server may be down.

241



Transaction Server

Transaction Server statistics indicate the overall health of Transaction Server-a generic transaction server for recording, logging,
etc. These performance statistics indicate the overall health of Transaction Server in the previous ten minute interval.

Executed transactions
Number of transactions that Transaction Server successfully executed in the previous ten minute interval.
Failed transactions

Number of transactions that Transaction Server failed to execute in the previous ten minute interval. A high value could indicate
that database errors are occurring.

Average successful transaction time

Average amount of time that Transaction Server needed to process a transaction in the previous ten minute interval.

Workgroup Statistics

Workgroup statistics summarize ACD interactions, number of agents logged in, and other particulars that are common to the
workgroup as a whole. The workgroup may or may not have associated queues.

Total agents

Total number of agents in the specified workgroups. This is typically the number of users that are members of the specified
workgroup on the current server. This statistic does not take into account members of the same workgroup on peer servers.

Logged on

The number of agents logged on for the specified workgroup. This is also the number of agents who are logged on the current
server. This count does not include agents who are logged on peer servers for the same workgroup.

Available for ACD interactions
The number of agents available to take ACD interactions. An agent is considered to be available to take ACD interactions if all of
the following apply:
a. The agent is not on another interaction.
. The agent has an available status.

b
c. The agent is logged on.
d. The agent is activated on the specified workgroup.

Not available for ACD interactions

Number of agents not available to take ACD interactions. The number of logged in and active agents minus the agents available for
any interaction.

Percent available

Percent of logged in agents that are available for ACD interactions.

((available to take ACD interactions / logged in) * 100)

Longest available
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Longest period of time an agent is available. In other words, the duration of the longest available agent to take an ACD interaction
for the specified workgroups. See Available to take ACD interactions.

On inbound ACD interactions

Number of agents on inbound ACD interactions.

On inbound ACW

Number of agents performing after call wrap-up work after receiving an ACD interaction.
Longest inbound ACD interaction

Duration of the longest of the currently active inbound ACD interactions, or 0 if there is no inbound ACD interaction active. The
duration does not include wait time or answer time. It is the time it takes for an interaction to be handled by an agent in a queue
(excluding wrap time), from first connect to queue removal/disconnect.

On outbound ACD interactions

Number of agents on outbound ACD interactions.

On outbound ACW

Number of agents performing after call wrap-up work to conclude an outbound ACD interaction.

Longest outbound ACD interaction

Duration of the longest active outbound ACD interaction, or 0 if there is no active outbound ACD interaction.

On non-ACD interactions

Number of agents on non-ACD interactions.

Longest non-ACD interaction

Duration of the longest of the currently active non-ACD interactions, or 0 if there is not an active non-ACD interaction.
Interactions waiting

Number of interactions waiting to be connected to an agent. These interactions are currently in the ACD - Wait Agent state.
Interactions On Hold

Number of interactions currently on hold.

Interactions answered

Number of interactions answered, calculated as the number of ACD interactions from the specified workgroup that went to a
Connected state in the agent's queue.

Longest interaction waiting

Time of the longest currently waiting interaction. This interaction has been in the ACD - Wait Agent state the longest. Its duration is
the amount of time that the interaction has waited to be picked up by an available agent, based on time in queue only. Supervisor
workflow statistics always pertain to time in a workgroup or user interaction. Overall time in the system (such as time in IVR) is not
counted.
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Longest talk time

The total talk time of the longest currently connected interaction.

Longest hold time

Time of the longest currently on hold interaction. This interaction has been in a Hold state the longest.
Logged on agents in this workgroup

Number of agents logged in on this workgroup.

Logged on + Activated

The number of activated agents logged on for the specified workgroup.

Agents available

The Available Agent Count of logged on agents that are available for ACD interactions. See definitions for Logged On and Available
to take ACD interactions.

Lowest active agent negative score
Lowest agent negative score for active calls.
Lowest active customer negative score
Lowest customer negative score for active calls.
Highest active agent positive score

This statistic represents the highest positive score that an agent has accumulated in an active interaction in this workgroup. This
cumulative score does not include negative scores that occurred during the interaction.

Highest active customer positive score

This statistic represents the highest positive score that a customer has accumulated in an active interaction in this workgroup.
This cumulative score does not include negative scores that occurred during the interaction.
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Dialer Statistics

Dialer agent statistics Summarize the activity of a specific Dialer agent.
Dialer campaign statistics Totals that pertain to a campaign or site.
Dialer overall statistics Summarize Dialer's performance as a whole.

Dialer phone number detail statisticsifSummarize the details of a specific phone number.

Dialer skill statistics Summarize the details of a specific skill.
Dialer stage statistics Summarize the activity for a specific Dialer stage.
Dialer wrap up statistics Summarize the dispositions of Dialer calls

Dialer agent statistics

These statistics summarize the activity of a specific Dialer agent.

Abandon Rate (by calls)

The percentage of total Dialer calls handled by this agent which were classified as abandons.

Abandon Rate (by contacts)

The percentage of total Dialer calls handled by this agent which were contacts and were classified as abandons.

Abandon Rate (by detections)

The percentage of Dialer calls handled by this agent which reached a live party and were classified as abandons.

Average Break Time

The average amount of time this agent spends on break.

Average Dialer Talk Time

The average amount of time this agent spends on each Dialer call.

Average Idle Time

The average amount of time this agent spends idle.

Average Non-Dialer Talk Time

The average amount of time this agent has spends on each non-Dialer call.

Average Talk Time

The average amount of time this agent has spent on each call.
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Contact Rate

The percentage of total Dialer calls handled by this agent which were classified as contacts.

Contacts Per Hour

The number of Dialer calls resulting in a contact which this agent handles per hour.

Dialer Calls

The number of Dialer calls this agent has completed.

Idle Periods

The number of times this agent has been idle.

Logged In Time

How long the agent has been logged into the campaign.

Non-Dialer Calls

The number of non-Dialer calls this agent has completed.

Percent Break Time

The percentage of this agent's time which has been spent on break.

Percent Dialer Talk Time

The percentage of this agent's time which has been spent on Dialer calls.

Percent Idle Time

The percentage of this agent's time which has been spent idle.

Percent non-Dialer Talk Time

The percentage of this agent's time which has been spent on non-Dialer calls.

Stage

The stage the agent is currently in.

Station

The station this agent is logged into.

Status
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The agent's current status.

Successes Per Hour

The number of successful Dialer calls this agent handles per hour.

Successes Rate (by calls)

The percentage of total Dialer calls handled by this agent which were classified as successes.

Successes Rate (by contacts)

The percentage of Dialer calls handled by this agent which were contacts and were classified as successes.

Time in Stage

How long the agent has been in the current stage.

Time in Status

How long the agent has been in the current status.

Total Abandons

The number of calls this agent has completed that were classified as abandons.

Total Break Time

The total amount of time this agent has spent on break.

Total Breaks

The number of times this agent has been on break.

Total Contacts

The number of calls this agent has completed that were classified as contacts.

Total Detections

The number of calls this agent has completed that were detected as a live speaker.

Total Dialer Talk Time

The total amount of time this agent has spent on connected Dialer calls.

Total Idle Time

The total amount of time this agent has spent idle.
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Total Non-Dialer Talk Time

The total amount of time this agent has spent on connected non-Dialer calls.

Total Successes

The number of calls this agent has completed that were classified as successes.

Total Talk Time

The total amount of time this agent has spent on Dialer and non-Dialer calls.

Dialer campaign statistics

Campaign statistics pertain to a campaign or site. These statistics are sometimes special values which represent "roll up"
statistics across all entries of a type. When a campaign is reset, Dialer campaign statistics are reset to 0. Afterwards, its statistics
reflect data collected in the duration of time since that reset occurred.

Abandon Rate

The current abandon rate for this campaign. This is the ratio of system-identified abandons to system-detected live persons, as was
determined by call analysis, for the period. The formula is (system-calculated abandons / system-detected live people) * 100. For
more information, see How Call Analysis detections affect Abandon Rate.

Active Agents

The number of agents currently active in this campaign. This number corresponds to the number of agents that are logged in and
not on break.

Active Calls

The number of calls active within Dialer. This includes pending calls, outstanding calls, and connected calls.
Adjusted Calls Per Agent

The number of calls Dialer needs to place on average, at this moment, to get a connection, adjusted by the pace.
Agents on Break

The number of agents logged into this campaign that are currently on break.

Cached Contacts

The number of contacts currently in Dialer's cache.

Calls Per Agent

The number of calls Dialer needs to place on average, at this moment, to get a connection.

Calls Per Hour

The number of calls this campaign will place in an hour.

Connected Calls
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The number of calls currently connected in this campaign. This statistic includes calls that are connected and calls that are
disconnected but are awaiting completion information to be sent by agents who are currently in a follow-up state.

Current Pace

This value reports the current pace of a campaign. The aggression level (pace) determines the speed with which the predictive
algorithm tells the server to place outbound calls. The faster the pace, the more rapidly the Outbound Dialer server places
calls. For example, if the pace level is high, the predictive algorithm tells the server to place calls very quickly.

This value may have been adjusted in response to "Max Abandon Rate" settings, and other criteria, such as Contact List

quality. Pace ranges from -100 (not aggressive) to +100 (very aggressive). When the pace setting is 0, the pace is entirely
determined by the predictive algorithm's statistical averaging. The Outbound Dialer server may change this pace setting at any time,
if a maximum abandon rate is not set.

Effective Idle Agents

The portion of the idle agents that are dedicated to this campaign.

Estimated Completion

The estimated length of time left it will take this campaign to complete the current recycle.
Filter

The SQL Filter configured for a campaign, specifying which Contact List records should be dialed.
Filter Size

The number of callable contacts in the contact list for this campaign. Specifically, the number of records in the Contact List that are
callable after application of a Filter, but ignoring the Zone Set settings. This is used to diagnose the effect the Filter has on the
number of callable records. This statistic is also used to determine how effectively the list has been penetrated (regardless of
recycle) left in the list. Once this number becomes small, the list has been sufficiently penetrated and a new filter should be
applied, or a different campaign should be started.

Idle Agents

The number of agents logged into this campaign that are currently idle.
Last Error

The most recent error associated with this campaign.

Last Warning

The most recent warning associated with this campaign.

Non-Dialer Agents

The number of agents in this campaign that are currently on non-Dialer calls.
Priority

The configured priority of this campaign.

Proceeding Calls

The number of calls currently proceeding in this campaign. These are calls that are currently being dialed or in the process of call
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analysis. Once a live speaker has been found (based on whether call analysis and answering machine detection has been enabled)
the call will be routed to an agent via ACD. A Proceeding call will be considered Connected once an agent is physically connected
to the call.

Recycle Blocked

The number of contacts that will not be dialed because they are currently zone blocked. This can be used to diagnose the effect the
Zone Set is having on the number of callable records. Once a time zone becomes active (calls can be placed to this zone) the
count of records in this zone will be subtracted from this value and added to the Recycle Size (no recycle is required in order for the
newly active records to be picked up).

Recycle Size

The number of contacts left in the current recycle for this campaign. This value indicates the number of records in the Contact List
that must be processed before the list is recycled. In other words, this is the number of phone calls that must be placed before the
next recycle of the Contact List can occur. This number will decrease as the numbers of calls placed for the current recycle
increases. This includes only records that are callable when considering both the active Filter and the Zone Set associated with the
campaign.

Recycles Remaining

The number of recycles that need to be executed in order for the campaign to complete. The maximum number of recycles is
configured for each campaign and dictates how many times the dialer will go through the list before completing or moving on to the
next campaign. If a campaign is configured to recycle indefinitely then the remaining recycles statistic is not used; the dialer will
continually reprocess contacts from the list and will not complete or transition to the next campaign. A transition may occur in this
circumstance if the a transition rule has been configured for use with the campaign.

Sort

The sort order used by a campaign. Specifically, the SQL sort criteria configured for a campaign that specifies the sort order in
which Contact List records should be dialed. Sort Criteria contains comma-separated values that indicate the current sort order of
the Contact List and works exactly like the ORDER BY clause of an SQL selection statement. An example might be: 'PhoneNumber,
Name DESC'.

Status

The running status of a campaign.

Total Agents

The number of agents currently logged into this campaign.
Workgroup

The workgroup used by this campaign.
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Dialer overall statistics

These high-level statistics summarize Dialer's performance as a whole.

Active Agents

The number of agents currently active in Dialer, across all campaigns.

Calls Per Agent

The number of calls Dialer needs to place on average, at this moment, to get a connect.
Calls Per Hour

The number of calls Dialer will place in an hour.

Connected Calls

The number of calls currently connected in Dialer, across all campaigns.

Non-Dialer Calls

The number of non-Dialer calls currently connected to Dialer agents, across all campaigns.
Proceeding Calls

The number of calls currently proceeding in Dialer, across all campaigns.

Total Agents

The number of agents currently logged into Dialer, across all campaigns.
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Dialer phone number detail statistics

Statistics summarizing the details of a specific phone number.

Attempts

The total number of times this phone number type has been attempted.

Attempts Abandoned

The total number of attempts to this phone number type which have been classified as abandons.
Attempts Answering Machine

The total number of attempts to this phone number type which have been classified as answering machines.
Attempts Busy

The total number of attempts to this phone number type which have been classified as busy.
Attempts Fax

The total number of attempts to this phone number type which have been classified as fax.

Attempts No Answer

The total number of attempts to this phone number type which have been classified as no answer.
Attempts Remote Hangup

The total number of attempts to this phone number type which have been classified as remote hangups.
Attempts Rescheduled

The total number of attempts to this phone number type which have been rescheduled.

Attempts System Hangup

The total number of attempts to this phone number type which have been classified as system hangups.
Contact Rate

The contact rate for this phone number type. The rate is calculated using the number of contacts and the total number of attempts.
Contacts

The total number of contacts that have been made to this phone number type.
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Dialer skill statistics

These statistics summarize the details of a specific skill. Skill statistics help supervisors manage skills-based dialing in predictive,
power, and preview modes.

Finishing Agents
The number of finishing agents active in the campaign with this skill combination.
Cached Contacts

The number of contacts requiring this skill combination which are currently in Dialer's cache. This is an assortment of records that
were pulled from the schedule table or standard campaign calls that have been pulled to dial.

Callable Contacts

The number of contacts requiring this skill combination which are callable. These records in the call list have a "C" (callable) or
blank Status column.

Idle Agents

The number of idle agents active in the campaign with this skill combination.

Total Agents

The number of agents active in the campaign with this skill combination.

Outstanding Contacts

The number of contacts requiring this skill combination which are currently being called. These calls are proceeding (i.e. dialing).
Scheduled Contacts

The number of contacts requiring this skill combination which are scheduled. These calls will be placed according to call schedule

times. The status for these records is "S", "0", "R", or "T".
Total Contacts

The total number of contacts requiring this skill combination. This is a sum of callable, scheduled, and cached records.
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Dialer stage statistics

Statistics summarizing the activity for a specific Dialer stage.

Average Time

The average time a call spends in this stage.

Completed Calls

The number of calls that were completed while in this stage.

Percent Completed

The percentage of the calls that enter this stage that are completed in this stage.
Total Calls

The number of calls that entered this stage.

Total Time

The total time calls have spent in this stage.

Dialer wrap up statistics

Statistics summarizing the dispositions of Dialer calls.

Average Time

The average amount of time this agent spends on Dialer calls with this wrap-up category and code.

Percent Calls

The percentage of the total calls this agent has completed which they completed with this wrap-up category and code.
Percent Time

The percentage of the time this agent has spent on calls for this wrap-up category and code to the total time the agent has spend
on calls.

Total Calls
The number of calls this agent has completed with a specific wrap-up category and code.
Total Time

The total time this agent has spent on Dialer calls with a specific wrap-up category and code.
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Supervisor-related server parameters

The following server parameters can be set on the CIC server to affect the behavior of Supervisor in IC Business Manager.

Server Parameter

Values

Description

MaximumAgentsinAgentOverviewView

maximum as
integer

Maximum number of agents that the Agent
Overview can show. Defaults to 20.

MaximumAgentsinAgentGraphView

maximum as
integer

Maximum number of agents that the Agent Graph
can show. Defaults to 20.

MaximumWorkgroupsinWorkgroupOverviewView

maximum as
integer

Maximum number of workgroups that the
Workgroup Overview can show. Defaults to 20.

MaximumStatisticsInWorkgroupOverviewView

maximum as
integer

Limits the overall number of statistics that can be
shown in the Workgroup Overview. Defaults to 180.

MaximumWorkgroupsInWorkgroupGraphView

maximum as
integer

Maximum number of workgroups that the
Workgroup Graph can show. Defaults to 20.

MaximumStatisticsInSystemGraphView

maximum as
integer

Maximum number of statistics that can be shown
in the system status graph. Defaults to 40.

MaximumStatisticsInAgentGraph

maximum as
integer

Maximum number of statistics that can be shown
in the Agent's graph. Defaults to 40.

MaximumStatisticsInWorkgroupGraph

maximum as
integer

Maximum number of statistics that can be shown
in the workgroups graph. Defaults to 40.
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Licenses, Security and Access Control Rights

This section discusses licenses and rights that affect Interaction Supervisor users. When a user logs in to IC Business Manager, it
enables all views for which that user has access. Access is governed by server license allocation and by the assignment of
security and access control rights in Interaction Administrator. The total number of licenses available is enforced by CIC. If a
needed view is unavailable after you log on, contact your CIC System Administrator for assistance.

Administrative Rights manage who can grant access—what objects are shown and can be changed in Interaction Administrator.
Your CIC Administrator has administrative rights. Most CIC users do not have administrative rights, so those are not discussed
here. See Interaction Administrator Help for details.

Please note that:
e Licenses determine whether or not a view category appears when adding a Supervisor view.

e Security Rights manage access to client application features (listen, record, etc.)

e Access Control Rights (ACLs) restrict access to objects (queues, users, etc.) and determine whether the Supervisor user can
view or modify those objects.

Rights must sometimes be assigned in pairs to control whether or not an option is visible or disabled. Interaction Command Rights
restrict the visibility of buttons in client applications. For example, if the Interaction Command Right for Pick-Up is not assigned,
the user won't see a Pick Up button in the toolbar. This works with corresponding “My Interaction Rights” that control whether or
not users can execute the button action.

You may be wondering why it is possible to display a button but not enable its action. The reasoning behind this is that different
customers want their clients to behave in different ways. Some customers want to hide the buttons and others do not. Therefore
rights are granular so that customers can configure the system in the manner that they want.

Module Management Feature

Supervisor provides a command that displays application modules installed, and whether each license is enabled or acquired. Pull
down the Tools menu and select Module Management. For more details, see Module Management dialog. For more information
about licensing and activation file management, see Activation File Management Tool in the PureConnect Licensing Technical
Reference.

Supervisor Related Licenses

Licenses determine whether or not a view category appears when adding a Supervisor view. If a view category is not visible, an
administrator can assign licenses as follows:
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\View Category

License assigned on User Configuration - Licensing tab

IAgents and Workgroups

Workgroup Supervisor Plug-in

I3_ACCESS_WORKGROUP_SUPERVISOR_PLUGIN

Interaction Feedback
Status

Views in the Interaction Feedback Status category are automatically enabled if the Feedback feature
license is present on the server. This feature license is not allocated to users on the licensing tab of a
user configuration.

I3_FEATURE_BASE_FEEDBACK

Interaction Optimizer

Optimizer Supervisor Plug-in: Interaction Optimizer view category is not visible unless this license is
assigned to a user.

I3_ACCESS_OPTIMIZER_RTA

Display Optimizer Real-Time Adherence Statistics: assign to agents to allow Supervisor to monitor their
adherence.

I3_OPTIMIZER_SHOWRTA

System Status

System Status Supervisor Plug-in
I3_ACCESS_SYSTEM_STATUS_SUPERVISOR_PLUGIN

Interaction Tracker

IAccess to Interaction Tracker module. This license is not required by the Interaction Details Supervisor
view.

I3_ACCESS_TRACKER

Optional Interaction
Analyzer columns in

Queue Controls

Two feature licenses control whether or not Interaction Analyzer columns appear in gueue controls.
I3_FEATURE_ANALYZER
I3_FEATURE_RECORDER_ADVANCED

Interaction Conference

This feature license is
not used by Supervisor
views.

Interaction Conference requires a feature license on the main Interaction Center license. The required
license key is

I3_FEATURE_INTERACTION_CONFERENCE.

If the feature license is not present, Interaction Conference is fully functional, but all PIN numbers will be
rejected when invitees attempt to call into a conference. When the license is not present, all callers are

told "Your PIN is invalid. Goodbye."

Interaction Supervisor uses the licensing model introduced in CIC. A license is assigned to a user, or it may be concurrent. A user
can be configured in Interaction Administrator to have an assignable or concurrent license, but not both.
e An assignable license is one allocated to a specific user or station.
e A concurrent license supports a number of simultaneous users accessing an application or feature. It allows users to acquire
available licenses dynamically, or as needed, via a network connection. A centralized service maintains a list of users and
licenses available and in use, much like a library loans limited copies of resources to authorized patrons.

To assign a feature license in Interaction Administrator, your CIC Administrator must:
1. Select the Users container in Interaction Administrator.
2. Double-click a user name in the right pane. The User Configuration dialog is displayed.
3. Select the Licensing tab page.
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4. Select a license allocation method to use (assignable or concurrent).

In the Additional Licenses list, check boxes for licenses that the user needs (see table above). For more information on
configuring the Licensing page, press F1 to open the Interaction Administrator Help.

IC Security Rights

Security rights manage the functionality offered by client applications, such as buttons for recording, listening, and coaching.

1. InInteraction Administrator, security rights are assigned from the Security tab of a configuration record, after clicking the
Security Rights button.

Configuration I Licensing I Personal Info | W'orkgroups I Roles I Password Policies I ACD I MNT
Client Configuration | Phonetic Spelings | Cptions | Security

Arcess Rights
r{g Change the settings for Access Rights,

| Cuskomn Atkributes | Hiskary

Master Administrator Administrator Access
Allow Adrministrative Access editing
- [ Access Control ]
Allow Access Conkrol editing
Security Rights

3 “hange the settings Faor Securiky Rights,

| & [ Security Rights ]

The Security Rights dialog appears. Security rights can be viewed by two categories: Application and User. Categories are
subdivided into groups of related settings.

By default, <All> categories is selected to display security rights in both categories. You can optionally locate rights by typing
in the Search box.
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3. After referring to the table below, check the box for each security right you wish to assign. Rights that apply to Interaction

Supervisor users are marked with a star ().

Application category
Group Name Description
Interaction | Create and Modify Permits the user to create conferences and modify all conferences.
Conference | All Conferences I3 ATTR RIGHT INTERACTION CONFERENCE ALL
Polic ) o — — -
y Create and Modify Permit the user to create conferences, and modify conferences he or she has created.
Conferences I3 ATTR RIGHT INTERACTION CONFERENCE OWNED
Optimizer Allow Agent Governs whether agents can set their schedule preferences in Interaction Desktop. See
Preferences "Working with Schedule Preferences" in the help for that application.
I3 ATTR RIGHT OPTIMIZER AGENT PREFERENCES
Recorder Create/Delete Grant this right to users who administer Interaction Recorder Questionnaires. It allows
Policy Questionnaire the user to create or delete questionnaire directories and also to create, change, or
Directories and delete rankings.
Modify Rankings I3 ATTR IR CAN CREATE QDIRECTORIES
Interaction Recorder | Allow the user to use the Interaction Recorder Policy Editor in the Interaction Recorder
Policy Editor Client.
I3 ATTR IR CAN USE IRSELECTOR
Override Finished This right allows the user to modify finished scorecards for questionnaires in
Scorecards guestionnaire directories that the user has at least the View right for.
Once the scoring user clicks "Finish" on the scoring dialog, a scorecard is considered
to be finished. Once a scorecard is finished, it cannot normally be changed, since that
could affect reports that use the scorecard.
This right provides the capability to change a Finished scorecard, potentially affecting
reports.
I3 ATTR IR CAN OVERRIDE FINISHED QFORM
Tracker Add Individuals User rights to add individuals in the Tracker Client.
Policy I3 ATTR INTX ADD INDIVIDUALS
Add Organizations User rights to add organizations in the Tracker Client.
I3 ATTR INTX ADD ORGANIZATIONS
Delete Individuals User rights to delete individuals in the Tracker Client.
I3 ATTR INTX DELETE INDIVIDUALS
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Delete Organizations

User rights to delete Organizations in the Tracker Client.
I3 ATTR INTX DELETE ORGANIZATIONS

Execute long-running
queries

User rights to execute long-running queries in the Tracker Client.
I3 ATTR INTX EXECUTE LONG RUNNING QUERIES

Have Private
Contacts

User rights to create private contacts in the Tracker Client.
I3 ATTR INTX ADD PRIVATE INDIVIDUALS

Modify Individuals

User rights to modify individuals in the Tracker Client.
I3 ATTR INTX MODIFY INDIVIDUALS

Modify
Organizations

User rights to modify organizations in the Tracker Client.
I3 ATTR INTX MODIFY ORGANIZATIONS

Related Interactions
Page

User access to "Related Interactions" in the Interaction Tracker Client.
I3 ATTR INTX ALLOW RELATED INTERACTIONS PAGE

Tracker
Administrator

User administrator rights in the Tracker Client.
I3 ATTR INTX TRACKER ADMIN

View Other People's
Private Interactions

User rights to view other people's private interactions in the Tracker Client.
I3 ATTR INTX VIEW PRIVATE INTERACTIONS

User category

Group

Name

Description

Alerting
Rights

E-mail Alerts

When this right and the Alert Programming user right are assigned, the user can set up
an e-mail action in response to the alert.

Users who have the Alert Programming right but no Alerting rights can display a special
font or set colored LED alerts. If an Alerting right is revoked after the user has defined
an alert, all currently existing alerts will not be modified by the system.

I3 ATTR RIGHT ALERT EMAIL

Handler Alerts

When this right and the Alert Programming user right are assigned, the user can invoke
a handler in response to the alert.

Users who have the Alert Programming right but no Alerting rights can display a special
font or set colored LED alerts. If an Alerting right is revoked after the user has defined
an alert, all currently existing alerts will not be modified by the system.

I3 ATTR RIGHT ALERT HANDLERS

Memo Alerts

When this right and the Alert Programming user right are assigned, the user can send a
client memo in response to the alert.

Users who have the Alert Programming right but no Alerting rights can display a special
font or set colored LED alerts. If an Alerting right is revoked after the user has defined
an alert, all currently existing alerts will not be modified by the system.

I3 ATTR RIGHT ALERT MEMO

Client
Rights

Account Code

Verification

Allows user access to account codes and assign them to incoming and outgoing calls.
I3 ATTR ACCT CODE REQUIRED

Conference Calls

Allows user to create a conference call.
I3 ATTR RIGHT CONFERNCE CALLS

Customize Client

Allow users to customize the settings in their CIC clients.
I3 ATTR RIGHT CUSTOMIZE CLIENT

Force User Logout

Allows a user to log off another user. From the Workgroup Details view or the
Workgroup Directory view in IC Business Manager/Interaction Supervisor, a user with
this security right can log off another user from all CIC applications except for
Interaction Administrator, Interaction Recorder Screen Capture Client, and Interaction
Recorder Policy Editor. For example, if a user left for the day and forgot to log off, a
supervisor with this security right can log off another user to release the licenses the
user was consuming.

Monitor Columns

Allows a user to view the "Lstns" column, and the "Recs" column.
I3 ATTR OPTION SHOW MONITOR COLS
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Multiple Calls

This right determines whether or not handlers will present a new call to a user who is
already on a call. This behavior only occurs on calls into lines that are marked "Allow
Deferred Answer". The right applies to any call to a user in the following situation:

If a user is already on a call, the user does not have call coverage set to forward calls
when busy, and the right "Allow Multiple Calls" is not set, the call will not alert the user
and the call will roll to voicemail.

This setting does not actually prevent multiple calls from being on the user's queue at
the same time. It merely controls if the call alerts the user or not in the above situation.
Also, it applies to call on the user queue only, not calls to a logged-in station or default
workstation.

I3 ATTR RIGHT ALLOW MULTIPLE CALLS

Orbit Queue

Allows a user to place objects in Orbit Queue. This places the call on hold and removes
it from the user's station. Depending on the hold behavior the CIC administrator
configures, callers "in orbit" hear a combination of music and messages. To a caller,
there is no difference between being on hold or in orbit.

I3 ATTR RIGHT ORBIT QUEUE

Persistent
Connections

Gives a user the right to start a remote CIC client with the persistent option.
I3 ATTR RIGHT PERSISTENT CONNECTION

Personal Rules

Allows access to Personal Rules from the CIC clients.
I3 ATTR RIGHT AGENT RULES

Receive Voicemail

Allows callers to record voicemail messages for this user.

If you have this right, callers are sent to voicemail when you are in a DND status (Gone
Home, Out of the Office, or some other "not available" status) or when you do not
answer your phone.

If you do not have this right, callers are returned to the Interaction Attendant main
menu.

I3 ATTR RIGHT ALLOW CALLER VOICE MAIL RECORDING

Response Permits use of the Response Management feature in the client applications, allowing
the user to respond to chats, e-mails, and callbacks using stored responses instead of
Management having to type the same information repeatedly.
Note:
Both Interaction Connect and Interaction Desktop support Response Management.
I3 ATTR RIGHT RESPONSE MANAGEMENT
Speed Dials Allows user to create a Speed Dial page in the CIC clients.

I3 ATTR RIGHT SPEED DIALS

Status Notes

Allows user to set Status Notes (supplemental information on a user's status).
If a Supervisor user does not have this right, the "Status Notes" text box is hidden in the

Change User Status dialog.
I3 ATTR RIGHT STATUS NOTES

User-defined
Telephone Number
on Remote Login

Allow the remote user to enter a new number in the logon dialog box.
I3 ATTR RIGHT ALLOW TN CHANGE AT LOGIN

Workgroup Queue
Statistics

Allow access to the Workgroup Statistics view in Interaction Connect and Interaction
Desktop.

I3 ATTR RIGHT VIEW WORKGROUP QUEUE STATISTICS

Workgroups/Profiles
Tab

Allows user access to Workgroup and Profile tab in the CIC clients, from which
interactions can be transferred to workgroups or Interaction Attendant inbound profiles.

I3 ATTR RIGHT WORKGROUP PROFILES TAB

Handler
Rights

Debug Allow users to debug handlers published to the CIC Server.
I3 ATTR RIGHT DEBUG HANDLERS

Manage Allow users to add or remove handlers published to the CIC Server.
I3 ATTR RIGHT MANAGE HANDLERS

Publish Allow users to publish new or updated handlers on the CIC Server.

I3 ATTR RIGHT PUBLISH HANDLERS

261




Interaction Determines if Assistance action is visible.
Cpnunand Assistance I3 ATTR SHOW ACD HELP BUTTON
nghts. Determines if Coach action is visible.
(Re.St”CtS Coach I3 ATTR SHOW COACH BUTTON
which = = = =
commands Determines if Disconnect action is visible.
are visible | Disconnect I3 ATTR SHOW DISCONNECT BUTTON
I(?Ii?:t) Determines if Hold action is visible.
Hold I3 ATTR SHOW HOLD BUTTON
Determines if Join action is visible.
Join I3 ATTR SHOW JOIN BUTTON
Determines if Listen action is visible.
Listen I3 ATTR SHOW LISTEN BUTTON
Determines if Mute action is visible.
Mute I3 ATTR SHOW MUTE BUTTON
Determines if Park action is visible.
Park I3 ATTR RIGHT SHOW PARK BUTTON
Determines if Pause action is visible.
Pause I3 ATTR SHOW PAUSE BUTTON
Determines if Pickup action is visible.
Pickup I3 ATTR SHOW PICKUP BUTTON
Determines if Private action is visible.
Private I3 ATTR SHOW PRIVATE BUTTON
Determines if Record action is visible.
Record I3 ATTR SHOW RECORD BUTTON
Secure Recording Determines if the Secure Record action is visible. With this security right, a user can
use Secure Pause to avoid recording sensitive information, such as a Social Security
Pause number or credit card number, when connected to a call interaction.
I3 ATTR SHOW SECURE RECORDING BUTTON
Determines if Transfer action is visible.
Transfer I3 ATTR SHOW TRANSFER BUTTON
Determines if Voicemail action is visible.
Voice Mail I3 ATTR SHOW VOICE MAIL BUTTON
My Coach Interactions Allows user to monitor interactions and coach someone by adding themselves to
Interaction another agent's call on any user or station queue they have permission to monitor.
Rights I3 ATTR RIGHT COACH INTERACTIONS

Disconnect

Interactions

Allows user to disconnect the current call.
I3 ATTR RIGHT DISCONNECT INTERACTIONS

Join Interactions

Allows users who are Supervisors to join in on an interaction between other agents.
I3 ATTR RIGHT JOIN INTERACTIONS

Listenin on

Interactions

Allows users to listen to a caller leaving a message in their voicemail account, or to a
conversation between two parties.

I3 ATTR RIGHT LISTEN IN

Mute Interactions

Allows users to disable the mouthpiece on their telephones so that the other party or
parties cannot hear what is being said.

I3 ATTR RIGHT MUTE INTERACTIONS

Park Interactions

Allows user to park an interaction on another queue.
I3 ATTR RIGHT PARK INTERACTIONS

Pause Interactions

Allows users to control a recording session by stopping the session.
I3 ATTR RIGHT PAUSE INTERACTIONS

Pickup Interactions

Allows user to pick up interactions on a user queue. The user can answer the current
call, or take the current call off hold.

I3 ATTR RIGHT PICKUP INTERACTIONS

262




Private Interactions

Access to have private interactions.
I3 ATTR RIGHT PRIVATE

Put Interactions on

Hold

Allows users to place the selected call on hold.
I3 ATTR RIGHT HOLD INTERACTIONS

Record Interactions

Allows user to record the currently selected call.
I3 ATTR RIGHT RECORD

Request Assistance
from Supervisors

Allows Users who are members of a Distribution Queue to request assistance from a
supervisor.

I3 ATTR RIGHT ACD HELP INTERACTIONS

Secure Recording
Pause Interactions

Allows user to perform a secure recording of the currently selected call.
I3 ATTR RIGHT SECURE RECORDING PAUSE INTERACTIONS

Transfer

Interactions

Allows users to open the Transfer window where they can select a transfer recipient
and the type of transfer operation they want to perform.

I3 ATTR RIGHT TRANSFER INTERACTIONS

Transfer
Interactions to

Allows users to transfer a call to their voicemail account.
I3 ATTR RIGHT VOICEMAIL INTERACTIONS

Voice Mail
Remote E-mail access via Allow the user to participate in e-mail interactions through the Telephone User Interface
Access TUI (Tul.
Rights I3 ATTR ALLOW EMAIL MSGTYPE
Fax access via TUI Allow the user to participate in fax interactions through the Telephone User Interface
(Tul).
I3 ATTR ALLOW FAX MSGTYPE
Mobile Office User Allow the user access to the Mobile Office feature.
I3 ATTR USER MOBILE OFFICE
Outlook TUI User User access to Microsoft Outlook through the Telephone User Interface (TUI).
(Requires Mobile I3 _ATTR_USER_OUTLOOK TUT
Office User)
Voice Mail access Allow the user to participate in voicemail interactions through the Telephone User
via TUI Interface (TUI).
I3 ATTR ALLOW VM MSGTYPE
User Rights | Alert programming This right controls whether or not the user can add, edit and remove alerts. When this

right is assigned, context menus over statistic-based values in Supervisor provide the
ability to add, edit and remove alerts. Without this right, the user can only view alerts.

I3 ATTR RIGHT ALLOW ALERT PROGRAMMING

Directory

Administrator

Rights to edit public directories that were created by another user.
I3 ATTR RIGHT DIRECTORY ADMIN

Follow Me

Allow users to call-forward multiple numbers, long distance numbers, and international
numbers.

I3 ATTR RIGHT FOLLOW ME

Intercom Chat

Allow the user to have intercom chats between other users on the same CIC server.
I3 ATTR RIGHT ALLOW INTERCOM CHAT

IP Phone
Provisioning
Administrator

Rights to provision IP phones in the Managed IP Phones container.
I3 ATTR RIGHT IP PHONE PROVISIONING ADMIN

Remote Control

Allow the user to remotely run applications and utilities that are Notifier clients, for
example, CIC System Manager and Switchover Control Panel.

I3 ATTR RIGHT REMOTE CONTROL
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Authorization Code numbers to be dialed without an authorization code.
I3 ATTR REQUIRE FORCED AUTHORIZATION CODE

Require Forced Select this option so the station phone that the user is logged into will not allow toll

TIFF faxes Right to use TIFF (Tag Image File Format) for faxes.
I3 ATTR OPTION FAX USE TIFF

I3 ATTR RIGHT TRACE CONFIG

Trace Configuration | Allow the user to configure tracing using CIC System Manager or CIC Trace utility.

Video Reserved for future use.
I3 ATTR RIGHT ALLOW VIDEO

Details details.
I3 ATTR RIGHT VIEW INTERACTION DETAILS

View Interaction Grants right to use the Interaction Details view in the Interaction Tracker category. This
view allows an Interaction Supervisor user to search for an interaction and examine its

4. Click Close to dismiss the Security Rights dialog.
5. Click Apply to save changes to the configuration.
6. Click OK to dismiss the configuration dialog.

CIC Access Control Rights

Access Control Rights (ACLs) manage access to objects (queues, users, etc.) and determine whether the user can view or modify

those objects.

Note:

Rights that apply to Interaction Supervisor users are marked with a star ()

1. InInteraction Administrator, ACL rights are assigned from the Security tab of a configuration record, after clicking the Access

Control button.

Configuration I Licensing I Personal Info | W'orkgroups I Roles I Password Policies I ACD I MNT
Client Configuration | Phonetic Spelings | Cptions | Security | Custam Aktributes | History
QEEESS nghts .......................................................................................................................
r(g Change the settings for Access Rights,
Master Administrator Administrator Access
Allov Adrninistrative Access editing
[ Access Conkrol

Allow Access Conkrol editing

Security Rights

f} “hange the settings Faor Securiky Rights,

[ Security Rights

2. The Access Control dialog appears. ACL rights can be viewed across the following categories:

Application People System
Attendant Profiles Queues User
Interaction Conference Server

Interaction Process Automation | Station Logon

3. Categories are subdivided into groups of related settings. By default, <All> categories is selected to display access control

rights in all categories. You can optionally locate rights by typing in the Search box.
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4. After referring to the table below, check each access control right you wish to assign. Rights that can be assigned to

Interaction Supervisor users are marked with a star ().

Application
Group Name Description
Feedback View View only access to Feedback Surveys.
Surveys column I3 ATTR RIGHT VIEW CSSURVEY LIST
Modify Modify access to Feedback Surveys.
column I3 ATTR RIGHT MODIFY CSSURVEY LIST
Optimizer View View only access to Interaction Optimizer Scheduling Units. Required to allow selection of
Scheduling column scheduling units when Real Time Adherence view is added.
Units I3 ATTR RIGHT VIEW SCHEDULING UNIT LIST
Recorder View This right grants view-only access to Interaction Recorder Questionnaires. In Interaction
Questionnaires | column Recorder, questionnaires are gathered under "Questionnaire Directories", and rights are
associated with Questionnaire Directories. A user can see any questionnaire and score any
published questionnaire in Questionnaire Directories that the user has the View right for. With
this right the user can modify unpublished questionnaires and delete un-scored questionnaires
in the Questionnaire Directories they have the Modify right for (see Modify right below).
I3 ATTR RIGHT VIEW IR QUESTIONNAIRES LIST
Modify Allows user to modify recorder questionnaires, as well as delete them. If a questionnaire has
column been published, however, it cannot be modified, only deleted; and if there are scorecards
against a published questionnaire, it can't be deleted either.
I3 ATTR ADMIN RIGHT IR QUESTIONNAIRES LIST
View/Modify View This right affects all Interaction Optimizer functionality in IC Business Manager, by toggling edit
Interaction column access on or off. It should be assigned to administrators who generate Optimizer schedules.
Optimizer In order for users to have access to Interaction Optimizer module functionality in IC Business
Manager, the new "View/Modify Interaction Optimizer: [*All] access control category must be
assigned in Interaction Administrator.
This right is not required to use the Real Time Adherence view.
I3 ATTR RIGHT OPTIMIZER VIEW MODIFY ALL
Attendant Profiles
Group Name Description
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Applicable to View View only access to Attendant Configurations.
All Attendant | column | 13 ATTR RIGHT IAT VIEW CFG
Profile Types
Modify Modify access to Attendant Configurations.
column I3 ATTR RIGHT IAT MODIFY CFG
E-mail Profiles | Search Determines which Interaction Attendant e-mail profiles the user can see in Transfer dialog's
column "Transfer To" search.
I3 ATTR RIGHT VIEW ATTENDANT EMAIL PROFILES IN SEARCH
Inbound Search Determines which Interaction Attendant inbound profiles the user can see in Transfer dialog's
Profiles column "Transfer To" search.
I3 ATTR RIGHT VIEW ATTENDANT IN PROFILES IN SEARCH
Operator Search Determines which Interaction Attendant operator profiles the user can see in Transfer dialog's
Profiles column "Transfer To" search.
I3 ATTR RIGHT VIEW ATTENDANT OPERATOR PROFILES IN SEARCH
Outbound Search Determines which Interaction Attendant outbound profiles the user can see in Transfer dialog's
Profiles column "Transfer To" search.

I3 ATTR RIGHT VIEW ATTENDANT OUT PROFILES IN SEARCH

Interaction Conference

Group Name Description
Conference Restrict Conference rooms (defined telephone phone numbers/stations for use in Interaction
Rooms column Conference) can be restricted. By default, everyone who has access to Interaction Conference

can use every room defined in the system.

This right allows an administrator to prevent certain users from using certain rooms for
creating conferences. Restricted users can still call into the room if they have a pin but they
can't make conferences that use it.

I3 ATTR RIGHT INTERACTION CONFERENCE RESTRICT ROOMS

Interaction Process Automation

Group Name Description
Processes View Search for and view any IPA process.
column I3 ATTR RIGHT IPA VIEW PROCESS LIST
Manage Search for, manage, cancel, and retry IPA processes.
column I3 ATTR RIGHT IPA MANAGE PROCESS LIST
Launch Search for and launch user's own IPA processes.
column I3 ATTR RIGHT IPA LAUNCHABLE PROCESS LIST
People
Group Name Description
Account View View only access to individual Account Codes.
Codes column | 13 ATTR RIGHT ACCT CODES LIST
Client Buttons | Client View View only access to Client Button.
buttons column I3 ATTR RIGHT CLIENT BUTTONS LIST
Copy View This is a custom button that shows up in the Client Buttons list for which you can
Logs column grant view access to.
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Set View This is a custom button that shows up in the Client Buttons list for which you can
Client column grant view access to.
Side
Trace
Level
Directory View Allow user to view selected Status Columns (Activated, Forward Number, Logged In, Notes, On
Status column Phone, Status, Status Summary, Time in Status, Until, etc.)
Columns I3 ATTR RIGHT VIEW STATUS COLUMNS
Queue View Queue Columns are columns that appear in views that display information about lines or
Columns column queues. Checking the name of a queue column grants the right for the selected column to
appear in views. These are all of the default queue columns that are available on a new install.
I3 ATTR RIGHT VIEW QUEUE CONTROL COLUMNS
Skills View Grants the user, workgroup, or role the ability to search for skills.
column I3 ATTR RIGHT VIEW SKILL LIST
Workgroups View Check View box at intersection with workgroup name to allow selection of the workgroup when
column a view is added.
I3 ATTR USER_WORKGROUPS
Statistics | Check Statistics box at intersection with workgroup name to allow statistic selection when a
column view is added.
I3 ATTR RIGHT VIEW INDIVIDUAL STATS
Queue
Note:

When a line, station, user, or workgroup queue is selected, the Advanced Access Details button is enabled, allowing you
to set the user's queue monitoring and modification rights.

Group

Name

Description

Line Queues

Modify
column

Assigns a grouping of advanced access details.

By checking the intersection of the Modify column and a line queue, Pickup, Transfer, and
Disconnect rights are assigned, as if you had individually assigned these rights using the
Access Control Dialog, using the procedure in Set queue access rights using the Access
Control Details dialog. This checkbox grants all three at once.

I3 ATTR RIGHT PICKUP LINE QUEUE
I3 ATTR RIGHT TRANSFER LINE QUEUE
I3 ATTR RIGHT DISCONNECT LINE QUEUE

Monitor
column

Assigns a grouping of advanced access details.
By checking the intersection of the Monitor column and a line queue, Coach, Join, Listen, and
Record rights are assigned, as if you had individually assigned these rights using the Access

Control Dialog, using the procedure in Set queue access rights using the Access Control
Details dialog. The Monitor checkbox grants all four at once.

I3 ATTR RIGHT RECORD LINE QUEUE
I3 ATTR RIGHT LISTEN LINE QUEUE
I3_ATTR RIGHT JOIN LINE QUEUE
I3 ATTR RIGHT COACH LINE QUEUE

View
column

View access to line queue.
I3 ATTR RIGHT VIEW LINE QUEUE LIST
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Station
Queues

Modify
column

Assigns a grouping of advanced access details.

By checking the intersection of the Modify column and a station queue, Pickup, Transfer, and
Disconnect rights are assigned, as if you had individually assigned these rights using the
Access Control Dialog, using the procedure in Set queue access rights using the Access
Control Details dialog. This checkbox grants three all at once.

I3 ATTR RIGHT PICKUP STATION QUEUE
I3 ATTR RIGHT TRANSFER STATION QUEUE
I3 ATTR RIGHT DISCONNECT STATION QUEUE

Monitor
column

Assigns a grouping of advanced access details.

By checking the intersection of the Monitor column and a station queue, Coach, Join, Listen,
and Record rights are assigned, as if you had individually assigned these rights using the
Access Control Dialog, using the procedure in Set queue access rights using the Access
Control Details dialog. The Monitor checkbox grants all four at once.

I3 ATTR RIGHT RECORD STATION QUEUE
I3_ATTR RIGHT LISTEN STATION QUEUE
I3 ATTR RIGHT JOIN STATION QUEUE

I3_ATTR RIGHT COACH STATION QUEUE

View
column

Which station queues a Supervisor user can view.
I3 ATTR RIGHT VIEW STATION QUEUE LIST

User Queues

Modify
column

Assigns a grouping of advanced access details.

By checking the intersection of the Modify column and a user queue, Pickup, Transfer,
Disconnect, Mute, and Hold rights are assigned, as if you had individually assigned these rights
using the Access Control Dialog, using the procedure in Set queue access rights using the
Access Control Details dialog. This checkbox grants all five rights at once.

I3 ATTR RIGHT PICKUP USER QUEUE

I3 ATTR RIGHT TRANSFER USER QUEUE
I3 ATTR RIGHT DISCONNECT USER QUEUE
I3_ATTR RIGHT MUTE USER QUEUE

I3 ATTR RIGHT HOLD USER QUEUE

Monitor
column

Assigns a grouping of advanced access details.
By checking the intersection of the Monitor column and a user queue, Coach, Join, Listen, and
Record rights are assigned, as if you had individually assigned these rights using the Access

Control Dialog, using the procedure in Set queue access rights using the Access Control
Details dialog. The Monitor checkbox grants all four at once.

I3 ATTR RIGHT COACH USER QUEUE
I3 ATTR RIGHT JOIN USER_QUEUE

I3 ATTR RIGHT LISTEN USER QUEUE
I3 ATTR RIGHT RECORD USER QUEUE

View
column

Which user queues a Supervisor user can view.
I3 _ATTR RIGHT VIEW USER QUEUE LIST

Statistics
column

View access to user queue statistics.
I3 ATTR RIGHT VIEW INDIVIDUAL STATS
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Workgroup Modify Assigns a grouping of advanced access details.

Queues column By checking the intersection of the Modify column and a workgroup queue, Pickup, Transfer,
and Disconnect, Activate Self, and Activate Others rights are assigned, as if you had individually
assigned these rights using the Access Control Dialog, using the procedure in Set queue
access rights using the Access Control Details dialog. This checkbox grants three five at once.
I3 ATTR RIGHT PICKUP WORKGROUP QUEUE
I3 ATTR RIGHT TRANSFER WORKGROUP QUEUE
I3 ATTR RIGHT DISCONNECT WORKGROUP QUEUE
I3 ATTR RIGHT ACTIVATE SELF
I3 ATTR RIGHT ACTIVATE OTHERS

Monitor | Assigns a grouping of advanced access details.
column By checking the intersection of the Monitor column and a workgroup queue, Coach, Join,
Listen, and Record rights are assigned, as if you had individually assigned these rights using the
Access Control Dialog, using the procedure in Set queue access rights using the Access
Control Details dialog. The Monitor checkbox grants all four at once.
I3 ATTR RIGHT RECORD WORKGROUP QUEUE
I3 ATTR RIGHT LISTEN WORKGROUP_ QUEUE
I3 _ATTR RIGHT JOIN WORKGROUP QUEUE
I3 ATTR RIGHT COACH WORKGROUP QUEUE
View View access to Workgroup queue.
column I3 ATTR RIGHT VIEW WORKGROUP QUEUE LIST
Search Access to view a Workgroup Queue in a search.
column I3 ATTR RIGHT VIEW IN SEARCH WORKGROUP QUEUE
Server
Group Name Description
Station Groups | View View only access to Station Groups.
column I3 ATTR RIGHT VIEW STATION GROUPS
Search Access to which stations a user can see in Transfer dialog's "Transfer To" search.
column I3 ATTR RIGHT VIEW IN SEARCH STATION QUEUE

Station Logon

Group Name Description

Stations View Access to which stations a user can logon to.

column I3 ATTR RIGHT LOGIN STATION

System

Group Name Description
Chat Files View View only access to Interaction Files.
column I3 ATTR OPTION CHAT FILES

Chat View View only access to Interaction Messages.

Messages column I3 ATTR OPTION CHAT MESSAGES

Chat URL's View View only access to Interaction URLs.

column

I3 ATTR OPTION CHAT URLS
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General View View only access to General Directories (I3TextRwp, I3Tracker Private Reverse Whitepaper,
Directories column I3Tracker Public Reverse Whitepaper, CIC Private Contacts, CIC Public Contacts, etc.)

I3 ATTR RIGHT VIEW GENERAL DIRECTORIES

Interaction View View only access to Interaction Reporter Reports (Fax Detail, Fax summary, Line Detail, Line
Reporter column Group Detail, etc.) To print using the Interaction Details dialog, the "Interaction Detail" box
Reports much be checked.
I3 ATTR RIGHT VIEW HISTORICAL REPORTS

Layouts View View only access to list of layouts.

Column
Misc ltems Proxy Checking the Proxy Logins right allows a user to log in on behalf of other CIC users.

Logins I3 ATTR RIGHT MISC
Phone Number | View View only access to Phone Number-Classifications.

- column I3 ATTR RIGHT CLASSIFICATION LIST
Classifications

Plugins List of View only access to Plugins chosen for this ACL.
Plugins I3 ATTR RIGHT PLUGINS LIST
Response View View only access to Response Management.
Management column I3 ATTR RIGHT RESPONSE MANAGEMENT LIST
Status View View only access to Status Messages.
Messages column I3 ATTR RIGHT STATUS MESSAGE LIST
e-FAQ's View View only access to e-FAQ's.
column I3 ATTR RIGHT EFAQS LIST
User
Group Name Description
Users View View access to user interaction history.
History I3 ATTR RIGHT VIEW USER INTERACTION HISTORY
column
Change Access to change a user's status.
Status I3 ATTR RIGHT CHANGE USER_STATUS
column

5. Click Close to dismiss the Access Control dialog.
6. Click Apply to save changes to the configuration.
7. Click OK to dismiss the configuration dialog.

Related Topics
Set queue access rights using the Access Control Details dialog

Set queue access rights using the Access Control Details dialog

This topic explains how to assign granular access control rights to queues. When a line, station, user, or workgroup queue is
selected, the Advanced Access Details button is enabled. Click it to open the Advanced Access Details dialog to set the user's
queue monitoring and queue modification rights. These rights differ depending upon the type of queue selected.

IAny Queue Access right listed in this topic can be assigned to an Interaction Supervisor
user.

To set monitoring and modification rights for a queue:

1. In Interaction Administrator, ACL rights are assigned from the Security tab of a configuration record, after clicking the Access
Control button.

2. Select Queue Access Rights from the Category drop list.
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3. Select a queue by name, or select *[All] to affect all queues of the type (user, station, workgroup, or line).

4. Click Advanced Access Details. The Access Control Details dialog appears. The options on this dialog differ depending upon
the type of queue selected. The table below summarizes options for each type of queue.

| Moy Moddy
Fidup | Hek] 0 Actreahe Saf O
Transfor .| Mte [l Diszonneat O
[ — Py u LT L
e 0 Travafer O Tesrafer O
o 0 Manior Mondor
Liten O Coach O Caach O
Lisbens O Lsen |
R 0 Reord 0
Line Queus User or Station Queue Workgroup Queus
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Queue Type

Queue Modification Rights

Queue Monitoring Rights

User Queue

Disconnect—permits user to disconnect calls on user queue.
I3_ATTR_RIGHT_DISCONNECT_USER_QUEUE

Hold—grants access to hold interactions on a user queue.
I3_ATTR_RIGHT_HOLD_USER_QUEUE

Mute—grants access to mute interactions on a user queue.
I3_ATTR_RIGHT_MUTE_USER_QUEUE

Pickup—grants access to pickup interactions on a user queue.
I3_ATTR_RIGHT_PICKUP_USER_QUEUE

Transfer—permits user to transfer to a user queue.

I3_ATTR_RIGHT_TRANSFER_USER_QUEUE

Coach—access to coach on a user queue.
I3_ATTR_RIGHT_COACH_USER_QUEUE
Join—access to join on a user queue.
I3_ATTR_RIGHT_JOIN_USER_QUEUE
Listen—access to listen on a user queue.
I3_ATTR_RIGHT_LISTEN_USER_QUEUE

Record—permits recording of interactions on a
user queue.

I3_ATTR_RIGHT_RECORD_USER_QUEUE

I3_ATTR_RIGHT_DISCONNECT_LINE_QUEUE
Pickup—access to pickup on a line queue.
I3_ATTR_RIGHT_PICKUP_LINE_QUEUE
Transfer—access to transfer to a line queue.

I3_ATTR_RIGHT_TRANSFER_LINE_QUEUE

Station Disconnect—permits user to disconnect calls on station queue. |Coach—access to coach on a Station queue.

Queue I3_ATTR_RIGHT_DISCONNECT_STATION_QUEUE I3_ATTR_RIGHT_COACH_STATION_QUEUE
Hold—grants access to hold interactions on a station queue. Join—access to join on a Station queue.
I3_ATTR_HOLD_STATION_QUEUE I3_ATTR_RIGHT_JOIN_STATION_QUEUE
Mute—grants access to mute interactions on a user queue. Listen—access to listen on a Station queue.
I3_ATTR_RIGHT_MUTE_USER_QUEUE I3_ATTR_RIGHT_LISTEN_STATION_QUEUE
Pickup—access to pickup interactions on a Station queue. Record—access to record on a Station queue.
I3_ATTR_RIGHT_PICKUP_STATION_QUEUE I3_ATTR_RIGHT_RECORD_STATION_QUEUE
Transfer—access to transfer to a Station queue.
I3_ATTR_RIGHT_TRANSFER_STATION_QUEUE

Workgroup |Activate Others—Access to activate a user on any Distribution =~ |[Coach—Access to coach on a Workgroup

Queue Queue that they are a member of. queue.
I3_LATTR_RIGHT_ACTIVATE_USER I3_ATTR_RIGHT_COACH_WORKGROUP_QUEUE
IActivate Self—Access to activate self on a workgroup queue. Join—Access to join on a Workgroup queue.
I3_ATTR_RIGHT_ACTIVATE_SELF I3_ATTR_RIGHT_JOIN_WORKGROUP_QUEUE
Disconnect—Access to disconnect on a Workgroup queue. Listen—Access to listen on a Workgroup queue.
I3_ATTR_RIGHT_DISCONNECT_WORKGROUP_QUEUE I3_ATTR_RIGHT_LISTEN_WORKGROUP_QUEUE
Pickup—Access to pickup on a Workgroup queue. Record—Access to record on a Workgroup
I3_ATTR_RIGHT_PICKUP_WORKGROUP_QUEUE =
Transfer—Access to transfer to a Workgroup queue. s RIS RO DR RO =0 LELE
I3_ATTR_RIGHT_TRANSFER_WORKGROUP_QUEUE

Line Queue [Disconnect—access to disconnect on a line queue. Coach—access to coach on a line queue.

I3_ATTR_RIGHT_COACH_LINE_QUEUE
Join—access to join on a line queue.
I3_ATTR_RIGHT_JOIN_LINE_QUEUE
Listen—access to listen on a line queue.
I3_ATTR_RIGHT_LISTEN_LINE_QUEUE

Record—access to record on a line queue.

I3_ATTR_RIGHT_RECORD_LINE_QUEUE

5. Check boxes for rights you wish to assign. Then click Close.

Related Topics
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Miscellaneous topics
Penetration Rate Report Data

Feature Overview

Customers can develop penetration rate reports to show the number of contacts that were contacted (the numerator) contrasted
with a number of records in a contact list (the denominator). The penetration rate calculation is simple but input criteria must be
carefully considered.

For instance, there are several ways to define what a "penetrated” contact is. This could mean one of a contact's phone numbers
had been dialed, the contact was reached, and Dialer obtained a final disposition (Success or Failure) or the call was dispositioned
with a given wrap up code or category or a set of them. That's for the numerator. Likewise, the denominator might be more
complicated than the number of contacts. Some customers may desire to use the number of entries in a given contact column, the
number or unique entries in a given contact column, or even a range of values in an arbitrary contact list column.

Requirements

It is necessary to uniquely identify each contact list upload to group contacts that were uploaded together. This establishes a
correspondence between the state of a contact list at a certain point in time and call completion data. This identifier, called
Uploadid hereafter, is a sequential number stored in the contact list. A new Uploadld is created each time new contact columns are
assigned to a contact list. Each contact in a contact list is assigned an Uploadld. Contact lists are scanned regularly to ensure that
all contacts have an UploadID. This covers contacts that were added manually or by priority dialing; the Just In Time (JIT) stored
procedure.

The denominator can be:
e The number of contacts in a contact list table.
e The number of non-null, non-empty phone numbers in a given contact column of a contact list table.
e The number of non-null, non-empty and unique phone numbers in a given contact column of a contact list table.
e Ranges of values in an arbitrary column of the contact list, combined with any of the above (to be implemented in a future SU)

The numerator can be the number of contacts that:
e Had been dialed
e Had been dialed by a given campaign or set of campaigns
Had been dialed by a given site or set of sites
Had been dialed and calls were completed with a given set of wrap up categories
Had been dialed and calls were completed with a given set of wrap up category/code pairs
Any combination of the above

Example Reports

The example below uses "pseudo-SQL" to illustrate a simple report that calculates penetration rate by comparing the number of
dialed contacts to all contacts:

SELECT count (1) FROM numerator WHERE UploadId = @N / SELECT NumItems FROM I3PenetrationData WHERE
UploadId = @N AND PenetrationType = 'Contacts'

Another report might compare the number of successes to all contacts:

SELECT count (1) FROM numerator WHERE UploadId = @N AND WrapUpCategory = 'Success' / SELECT
NumItems FROM I3PenetrationData WHERE UploadId = @N AND PenetrationType = 'Contacts'

A more complicated report could be created for an administrator who wants to know how many unique contact home phone
numbers had penetrated with wrap up categories 'Success' or 'Failure' assuming that the column name of the home phone number
is 'PHONENUMBER':

SELECT count (1) FROM numerator WHERE UploadId = @N AND WrapUpCategory IN ('Success', 'Failure')
AND PhoneNumberColumn = 'PHONENUMBER' /

SELECT NumItems FROM I3PenetrationData WHERE UploadId = @N AND PenetrationType = 'Unique Phone
Number' AND PenetreationSubType = 'PHONENUMBER'
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Upload Identifier (Uploadid)

The upload identifier (Uploadld) is a sequential number created every time a new contact list is uploaded or contacts are added to
an existing contact list using the Import Contact List wizard. Upload ID is then assigned to the new contacts. This assignment is
performed using a column named "i3_upload_id" in the contact list. In parallel, a new row is added in the Upload table. Whenever a
new contact column is added using the contact list configuration, it is associated with all existing upload IDs associated with the
current table name/contact list ID pair. The numerator and the denominator data must reside in the same DBMS. See Penetration
Rate Tables ERD.

DialerTranServer is responsible for storing call results and for managing penetration data tables using the same database
connection as the one used for the contact list. The call results are stored in a new table called I3 <ContactList> PEN. This
table resides in the same database as the contact list. It contains a subset of the current CallHistory table. A new row is added in
this table for every call completion. This makes it possible to base reports on actual observation or experimental data.

Penetration Rate Tables ERD

The Entity Relationship Diagram (ERD) below shows all tables involved with penetration rate and their relationship.

i3PenetrationData

PK,FK1 | Uploadid

]

|ZPenetrationRange

PK,FKL | Uploadid

Bold = Character Fields. Required columns cannot be NULL.

I5_<ContactlistName=_PEN P Legend:
> PK  |i3_identity PK = Primary Key
Fid | Uploadid FK1 |i% uploadid FK = Foreign Key
FK2 |i3_identity
ContactStatus =
PhoneNumber Column
PhoneNumberStatus
CampaignName
calid 13Penetrationl pload
WrapupCategory
WrapupCode PK | Uploadid
CallingMode
CallPMaced TimeUTC Contactlistid
SuccessResult ContactlisiTable
Upload DateUTC

PH,FK1 | RangelD PK RangelD

PK PenetrationType >

PK PenetrationSubType Rangevalue
RangeMame

PenetrationMame ColurnnMarme

Humiltems

Penetration Rate Table Description

Contact List table

The contact list is listed to show its relationship with the other tables and the existence of the new
columnnamed i3 upload id. Most contact list columns are not shown for brevity sake.

table table.

I3 <ContactList> PEN | This is the numerator. It contains one row for each completed call of the corresponding contact list

I3PenetrationUpload table
when contacts added to a contact list.

An integer value in this table is incremented every time a new row is added in this table. That occurs

I3PenetrationRange table | This table is reserved for future use.

I3PenetrationData table

This table contains the actual penetration data, specifically two rows per contact column (one for all
values and one for unique values) plus one row per contact list to account for all contacts. The
fields are:

To ensure the integrity of penetration data, Dialer polls Contact list tables every 5 minutes. If any Upload IDs are null, new Upload
IDs are created and assigned to those contacts. This helps ensure that priority calls have Upload IDs.
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Change log

Date

Changes

11-November-2011

Interaction Center 4.0 GA

The Win32 edition of Interaction Supervisor has reached the end of its product lifecycle, and is no longer
supported in IC 4.0. It is replaced by a new Interaction Supervisor that was completely rewritten to run inside
IC Business Manager. In a nutshell, the major changes are:

Interaction Supervisor takes advantage of multiple workspaces in IC Business Manager, to mix Supervisor
views in one application with Interaction Recorder, Interaction Feedback, Interaction Optimizer, and other
modules.

Interaction Supervisor's user interface was modernized, and important new features were added.

A new License Statistics view indicates how many concurrent licenses are in use, so that administrators can
be alerted when license availability drops below user-defined thresholds. Other views have been enhanced to
filter by interaction type, or to drill down selected statistics.

Assistance Response features allow Supervisor users to chat with an agent while listening to a call.

Interaction Analyzer columns in queue controls display keywords spotted in real-time along with call scores
for the agent and customer, so that the Supervisor user better knows when to listen, coach, or record
questionable calls.

APIs were added for statistics, alerts, and other supervisory features, making it easier for IC subsystems to
provide real-time statistics and alert notifications. Alerts can be shared among multiple users.

Support for Session Manager was added, so that supervisor users can view session counts for IC
applications.

Supervisor uses less bandwidth than before. It is more scalable, since it makes effective use of IceLib and
Session Manager. For example, there is no increased load when multiple users subscribe to the same alert.

Interaction Supervisor was completely rewritten in .NET.

The IC Business Manager framework offers many advantages to Supervisor users. Users can, for example,
create a custom workspace that displays Supervisor views alongside data from other IC Business Manager
applications. Interaction Supervisor inherits all features of the framework, including its consistent user
interface, advanced window docking, and common controls.

The notion of mixing Supervisor views is so inherent and useful; Interaction Supervisor doesn't have its own
application icon in IC Business Manager. User's don't "switch" to Supervisor. They simply add Supervisor
views to the workspace they are in, mixing views any way they like. Views are added by choosing New >
View from the File menu—see Manage Views for details.

The availability of views is controlled by IC server license and assignment of user rights. When a user logs in
to IC Business Manager, it loads all views for which that user has rights. Users see only those views that
they are authorized to use. Within views, other restrictions can apply. A user can be permitted to view a
subset of workgroups, for example.

The visual controls that display information in Interaction Supervisor were enhanced to put more
information in each view, and to ease configuration of alerts. For example, a new statistic control displays
metrics and alerts together. Alert icons appear next to statistic values, even in graph views. Statistics are
grouped in expandable panels (called expanders) that allow sections of a view to be hidden or displayed at
will. Queue controls were rewritten to make selection of parameters easier. The result is an overall user
interface that is more powerful, more elegant, and consistent in all respects.

In this edition of Interaction Supervisor, interaction counts for Queue Statistics always include all interaction
types, regardless of the filter selection. Counts apply to all connected interactions, except alerting
interactions, disconnected interactions, and SIP Connection calls.

Interaction Supervisor's online help was rewritten to document all views in a single help file. The
organization of help topics mirrors the categorization of views in Interaction Supervisor. This makes the
help more intuitive to use than before.

You can look up the description of each statistic directly in Supervisor, and display it in a pop-up, by holding
the mouse pointer over a statistic. It is no longer necessary to open help files to view this information. Help
text is built-in for every metric. Additionally, descriptions are summarized in the online help and printable
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PDF version of the help, for persons who want to read a categorized explanation of statistics without
interacting with the application.

A Help menu in IC Business Manager offers user assistance for every application module, including help for
Interaction Supervisor. You can open help for any application that runs in IC Business Manager, such as
Interaction Optimizer, Interaction Feedback, Interaction Recorder, Process Monitor, and Interaction Reporter,
for example. New help selections will appear in this menu as future applications are added to IC Business
Manager.

Interaction Supervisor in IC 4.0 is a careful, deliberate redesign of the original Win32 application. Supervisor
retains its former functionality, recast with new features that optimize performance, scalability, and ease of
use. The enhancements are too extensive to list individually in this topic, but they are addressed throughout
the online help.

Persons familiar with the Win32 edition of Supervisor will be productive immediately with this version.
Persons using Supervisor for the first time will master its many features with a minimal learning curve,
particularly if they have used other IC Business Manager applications in the past.

18-April-2012

Interaction Center 4.0 SU1

1. A Details column was added to queue views to display context-specific information based on the
interaction type. For example, a call interaction might display To: Interactive Intelligence. This column
displays context-specific information based on the interaction type. For calls, it shows the Remote
Address (phone number). For callbacks, it shows the subject of the callback. For emails, it shows the
email subject. For chats, it shows the name of the user who last typed, and the text they entered. (IC-
69807, IC-70036, IC-83793).

2. Added two email columns to Supervisor queue views: Importance and Attachments. The importance
column shows an icon indicating whether an email is high or low importance, and is blank for normal
importance. The Attachments column shows an icon indicating that an attachment exists on an email
interaction, or blank if no attachments exist (IC-83800).

3. Added a Chat Response Time column to queue views. This column shows a counter that shows how
much time has elapsed since the last time the chat had text entered into it by anybody involved in the

chat. See Queue Columns (IC-83796).

06-September-2012

Interaction Center 4.0 SU 2

1. Resolved an issue that could cause IC Business Manager to crash if a user had a Workgroup Details,
System Queue or a Workgroup/Agent view opened in Supervisor, then closed IC Business Manager and
removed all rights to the Supervisor account, IC Business Manager could crash while reloading and
trying to restart the watch on those workgroups (IC-98919).

2. Users can now disconnect multiple calls at once. To use this feature, select calls in a workgroup queue.
Right-click to display a context menu. Then select the Disconnect command. In previous releases only
the first selected call was disconnected (IC-85306).

3. Fixed a bug that prevented generic object interactions from appearing in Interaction Detail Viewer (IC-
93717).

4. Fixed a bug that prevented the Queue and Alert segments from appearing in the Interaction Details
dialog, when the details of a Generic object interaction were viewed (IC-83821).

5. Views in IC Business Manager and IC Server Manager can be pulled into separate floating windows.
Clicking a view in Interaction Center Business Manager or Interaction Center Server Manager and
dragging it out of the main window will create a new floating window that contains that view. Other
views can be docked within the floating windows in the same manner as in the main window. Views can
be positioned anywhere on the screen and are not constrained to the application window. You can click
and drag any tab off of the application so that it becomes its own separate window and remains on top
of the main window. If you close or minimize IC Business Manager or IC Server Manager, the floating
window will automatically close or minimize (IC-95619).

6. Updated the topic titled "Supervisor Related Licenses" to note a license name change. The name of the
license required to use Report Assistant changed from "Interaction Report Assistant Supervisor Plug-In"
to "Interaction Supervisor Plug-In: Reporting Assistant" (IC-96065).

7. In previous releases, some statistic lists could not be sorted by clicking on column headings. For
example, users could not sort the Session Managers view or an Agent Overview by clicking on column
headings. These views now have sorting capability. Sorting occurs when a column header is clicked.
The sort order is not updated when statistic values change, to avoid jumping of rows (IC-68593).
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10.

11.

12.

In the Workgroup Statistics view, a tooltip is now displayed on the header of every row in the
histograms. In earlier releases, users had to request help in the histogram sub view to see the values of
the different time intervals per interaction type (1C-92889).

New menu options offer commands associated with the active view. For example, a Workgroup Details
menu is available on the Supervisor Workgroup Directory view and the Supervisor Workgroup Details
view. This menu contains a Directory formatting options option that opens the Workgroup Directory
Options dialog (IC-84549, IC-77247, and IC-77249).

Two options on the Workgroup Directory Options dialog were renamed:

"Show agents who are available to take ACD calls in" was renamed to "Text color for agents who are in
an ACD available status, logged-in, activated, and off the phone".

"Show On Phone agents in" was renamed to "Text color for agents who are on the phone".

Several Supervisor views can look up an employee's photo and office location. The graphic displayed
for Office Location can be anything your IC administrator draws to indicate a locale. In most cases an
office floor plan is displayed. See Look up an employee photo and office location for details (IC-91991).

Office Location =]

3RD FLOOR

{1-465 Si0E) NORTH —————

E;f\TITITﬂ' TITH_[Z;!HT]T

Fixed an exception in IC Business Manager caused by leaving an Interaction Detail report view open and
exiting IC Business Manager. Please note that any reports that are left open when IC Business Manager
is closed will not be restored. Reports can take significant time to execute, so they are not
automatically restored when a ICBM is started (IC-91464).

Users can now drill down into longest interactions statistics in System Status views to view the
interactions responsible for the longest interaction statistic (IC-85591). To support this feature a tab
was added to the Interaction Properties dialog that shows all attributes to which the user has rights (IC-
87900). The drill down feature not only works for the 'Longest’ statistics, but for all statistics that have
one or more interactions as drill down information.
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13. The License Statistics view now offers a selection control that displays only concurrent or assigned
licenses. By displaying one license type at a time, the number of statistic watches can be reduced by
approximately fifty percent, which decreases overhead significantly. In previously releases it was
possible to view concurrently licenses only (IC-78286).

14. A new Listen to Queue feature provides the means to continuously listen to a line, station, user or
workgroup queue. When you begin listening, Supervisor initiates a queue watch that automatically picks
up the next longest call in the queue. See Using the Listen to Queue feature (IC-75213, IC-76709).

-

- ra I
&) Listen to queue e

Queue Type: o Line Queues

Queue: : " SIPLine2
Listening to:
Agent: Carolyn Wampler
Direction: Outbound

Remaote party: Indianapolis IN
Duration: 00:00:09
Interaction ID: 3001218348

[) Listen to next call l [}] Copy to clipboard l [ﬂ Properties ]

#}_ Stop listening

15. Additional queue columns were added to support Interaction Process Automation (IC-76709). The
following columns are now available in Supervisor queue views:

Process ID
Work Item Created On

b

279




16.

17.

Work Item Error
Associated Process

Another queue column, Time in Workgroup Queue was added to display the amount of time an
interaction has been in a workgroup queue (IC-77312).

IC Business Manager now honors licensing restrictions immediately when changed. If a user's license is
revoked, all associated views close automatically. In previous releases an IC Business Manager restart
was required to accommodate license changes (IC-84837).

28-February-2013

Interaction Center 4.0 SU 3

1.

10.

11.

12.

13.

Added statistics for interactions held in workgroup queues. The new statistics are:
Longest Hold Time

Interactions Held

Interactions On Hold

Average Hold Time

Total Hold Time

Added a workgroup statistic titled "Logged in + Activated" to show logged in agents, excluding
deactivated users.

Added topics for Interaction Dialer views. Interaction Dialer is a client/server extension that adds
automated dialing and campaign management features to CIC servers. Interaction Dialer conducts
campaigns by contacting a list of people according to a prescribed list of rules. Interaction Dialer
places outbound telephone calls for campaigns, plays .wav files to answering machines, sends faxes to
fax machines, and routes calls answered by a live person to an Interaction Attendant profile or directly
to Dialer agents. For information about Dialer views, see Interaction Dialer category and Dialer
Statistics.

In previous releases, when an alert was configured to play a sound when the statistic value changes
within the condition, the sound played once instead of playing continuously while the value was in
range. This now works correctly for all statistics. Time interval statistics that "tick" (duration, future
duration, finite duration, and time duration) play the alert sound every second. Statistics that do not
"tick" play the alert sound every time the statistic value changes.

The Queues and Agent or Workgroup Queue views now display the user's display name instead of the
user name. This makes it easier to identify the person because user names often do not correspond
with a person's actual name.

In a Workgroup Details view, the Display Keyword Analyzer information context menu option is disabled
until Interaction Analyzer keywords have actually been recognized. In previous releases this option was
always enabled.

Double right-clicking a view or dialog can no longer invoke any action other than a shortcut menu.
Previously, some dialogs and views captured the double click of any mouse button instead of the left
button exclusively.

The Real Time Adherence view will automatically close if access to an Interaction Optimizer scheduling
unit is removed. See "Required ACL Right" in the topic titled Interaction Optimizer category.

ACL changes that affect the list of available gueue columns in the Queue Columns Selection dialog are
now applied dynamically to the list. It is no longer necessary to close and reopen views that use gueue

controls to pick up ACL changes that affect column selection.

Corrected a defect that made it accidentally possible to clear the contents of a Workgroup filter field,
merely by moving the mouse away from the drop down list. Workgroup filtering is available in
Workgroup Details, Workgroup Directory, and Workgroup Statistics views. It is no longer possible to
accidentally clear the field.

Interaction Supervisor no longer terminates with an unhandled exception if a user who does not have a
"System Status" license attempts to edit an alert. An error message is displayed instead. The alert
message reads: "The statistic definition for [statistic name] is blank. The appropriate license to view
this content might be unavailable". The application framework hosting Supervisor no longer crashes
when this situation occurs.

The StatServer sub-system (StatServerU.exe) was split into two binaries:

StatServerAgent [U|UD] .exe handles agent related statistics.

StatServerWorkgroup [U|UD] .exe handles workgroup related statistics. The split enhances
processing power and allows for statistics gathering in larger environments with higher call rates. This
enhancement did not affect Supervisor in terms of usability or user interface.

Documented the control used to display information about workgroup members in a new topic titled
Workgroup Directory control.
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15.

16.

17.

18.

19.

20.

Supervisors can now view the skills associated with each workgroup member in a new Skills column.
The Skills column displays skills owned by each user and his or her workgroup skills. The Skills column
makes it easy to identify persons who have a specific skill. Supervisors can use this feature to identify
the most capable agent to handle a waiting interaction. In the event that an interaction is waiting in
queue because of a lack of available skills, the supervisor monitoring a workgroup queue can:

Find any agent with Skill X, activate, or contact them to handle an interaction waiting in queue.

Find any agent with Skill X and identify what their proficiency and desire to use are. This will help
determine why interactions are not being routed to them and/or if they are a good fit for the waiting
interaction.

The term skills refers to all skills that an agent has assigned to him. These skills can be inherited or be
assigned directly to him. See Workgroup Directory control for details.

It is now possible to display a workgroup member's skills, desire to use, and proficiency. See Skills List
dialog.

Added a Call Activity view to the System Status category of views. The purpose of the Call Activity view

is to provide an aggregate view of all calls going through IC. This view displays activity in all line or
station queues that the user has ACL rights to see.

Added two views for Interaction Director, the CIC application that allows multi-site contact centers to
become a single virtual operation. Interaction Director communicates with registered CIC server in real-
time, to gather data that is relevant to queues, users, workgroups, skills, and so on. Director uses this
data to make routing decisions. It balances loads by intelligently routing multimedia interactions
between CIC servers. See Interaction Director category for more information.

The Master Administrator role was previously required in order for a Supervisor user to manage user
activations. Starting with CIC 4.0 SU3, users who have the Activate Others and Activate Self
permissions can manage user activations. In Interaction Administrator, these permissions are located
at Access Control > Workgroup Queue > Advanced Access Details.

The Formatting Options command, which opens the dialog used to format rows for a list of members in
a workgroup directory, is now available from a pull-down menu. Previously, this command could only be
invoked by right-clicking a row in the Workgroup Directory view.

To better describe the Advanced expander on Tracker's Interaction Details dialog, information from the
IC Data Dictionary was reproduced in this document for convenience. See InteractionSummary table.
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27-November-2013

Interaction Center 4.0 SU4

10.

11.

Updated the topic titled Interaction Analyzer Columns in Queue Controls to note that Supervisor
differentiates between unanalyzed interactions and analyzed interactions with zero score, for Analyzer
keyword score aggregate statistics. "No score" indicates that the interaction is not being analyzed and a
score of "0" indicates that the interaction is being analyzed but has not accumulated a score at this
time.

Updated Workgroup Directory Options dialog to describe the difference between how the Available to
take ACD Interactions statistic is calculated compared to the calculation which colorizes agents' rows.
The former takes utilization into account while the latter does not.

Fixed a problem that incorrectly displayed a value of zero for calls that went to a workgroup queue and
abandoned. The CallDetail.Call Duration Seconds statistic now works as intended. The duration for the
interaction is computed using Interaction initiatedtime and Disconnected (terminated) time. The
duration is the time difference between the interaction's initiation time and terminated time.

Supervisor now indicates which channels have keyword spotting. Previously users had no way to
distinguish between a call that has no keyword spotting and a call that has keyword spotting which
hasn't spotted any keywords.

Since keyword spotting may not be enabled for all calls in a particular queue, Supervisor queues now
display a column which indicates whether keyword spotting is enabled on the customer channel, agent
channel, or both channels.

Corrected a bug which caused Supervisor to display conference call parties incorrectly. Previously,
when one party of a conference disconnected, the Station Queues Call Activity View removed the entire
conference from the list of interactions. Since other parties are still in an active call, they are now
displayed as intended.

In the Workgroup Detail View, the user queue column has been changed to display nothing when an
interaction has not been assigned to an agent. The Name column no longer displays To: or From: for
interactions that are part of a conference.

The Manage Alert dialog now loads alert sets faster.

Fixed an issue which could cause the Workgroup Details view to appear blank when reopening IC
Business Manager if the selected workgroup is not in the first unfiltered 20 workgroups returned by the
server.

Modified several views to correct a display problem that could occur when columns are resized.
Previously, it was possible to make columns so narrow that statistic values disappeared. The views
now enforce minimum column widths.

Filtering of skills in a Workgroup Directory view now works differently. Filtering previously performed a
substring search starting at the beginning of the target text. For example, ac would find "acceptance” but
not "inner peace". Filtering now selects substrings anywhere within the target text. As a result, ac will
now find "inner peace".

Supervisor no longer displays Agent/Customer score columns to users who have insufficient access
rights. Specifically, the Keyword Analyzer dialog, accessible from the 'Agent Score' and 'Customer
Score' columns in queue views, now shows Agent and/or Customer information based on the user
rights. This is also discussed in Interaction Analyzer Technical Reference. See the topics titled "View
Interaction Analyzer current workgroup queue" and "Enable display of Interaction Analyzer columns for a
user".

27-March-2014

Interaction Center 4.0 SU5

A change was made to modify the way intercom calls are logged in Tracker Server. Previously Tracker
server duplicated the segment data it received on initiator Call ID on to respondent Call ID. This created
challenges in collecting segment data specific to either the initiator or the respondent party's Call ID.

Tracker server was modified to track segment data for both Call ID's independently of one another. This
improved the segment data collection for intercom call scenarios such as simple two party calls, blind
transfer and consult transfers.

In addition, a new feature was added for blind transfer scenarios. Customers need a way to tell which
party did the transfer, what was the Call ID, which party and Call ID was transferred and similar details.
Tracker server now includes these transfer details in the pre-Transfer segment in Detail Viewer under
the Advanced->Details key. Information is be stored in the Interaction segment details table so that
customers can query these details if needed.
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11.

Similarly, external to external blind transfer now has this information in a pre-transfer segment and also
has an extra 'external transfer segment' that displays details like 'the other Interaction ID'; the new Call
ID created when inbound external call is transferred to another external party' and 'Remote Number
transferred to'. This information is stored in Interaction Segment details table and can be queried from
there as well.

Interaction Supervisor now displays a tooltip if it is unable to receive a statistic update, such as when a
server is too busy. The tooltip summarizes the error condition. The possible error conditions include:

The statistic key is malformed.

The statistic key could not be recognized.

The statistic provider is currently too busy to process the request.
An unknown error occurred.

Revised the Manage Workgroup Activations and Manage User Activations topics. The commands for
opening these dialogs were removed from the Tools menu and are now available from context menus.

Manage User Activation is available from a context menu when right clicking on a user in a directory.
Manage Workgroup Activation is available via the right click menu on a user in a directory and is also
under the Workgroup Directory and Workgroup Details menus.

A new topic, Copying Tracker information to the Clipboard explains how to copy Tracker information
from an Interaction Details view to the clipboard, for pasting into other applications.

Labels on the Play a sound on Alert dialog were revised for clarity. "Plays a sound when the statistic
value changes within the condition" was changed to "Play a sound while alert condition is within range".

Corrected a problem that caused Interaction Detail Viewer to display a transfer icon adjacent to the
Interaction Id doing the transfer instead of next to the Interaction Id being transferred. This issue
affected call scenarios that involved an intercom party doing the transfer, such as an intercom call
transferred to external party or an intercom call transferred to another intercom party (or IC user).

Previously, for some languages, the IC Business Manager Chart options dialog, Title tab, font drop down
box did not list fonts installed on the system. The font selection combo box now displays the entire list
of fonts available in the system.

Previously, when changing the Queue columns ACL on the server, the list of available columns in the
queue view was not updated until the queue view was closed and reopened. ACL access to queue
columns is now updated while the queue view is open. It is no longer necessary to close and reopen the
view.

A new Skills column is available in views that contain a directory control, such as the Workgroup
Directory view. The Skills column displays skills associated with each agent. Multiple skills are
delimited by commas. Skills belonging to the user's workgroups appear first, followed by the skills of
the user. If sorting by skills, standard alphabetical order on the entire content of the skill field is used.
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13.

14.

15.

16.

17.

18.

19.

~E—— A right click context menu item (Display Skill Set)
u
3 Skills list for claysuSbft2_user 3 displays the entire list of skills, their proficiency and

Proficiency Desire to Lse the dgsire to use them. If a !Jser.has the same skill in
: : two different workgroups with different proficiency
(100 maxdimum;) | {100 maximum, and desire to use, they will both appear in the user
1

1 skills dialog box.

Filter capability is provided. If you type a filter string at
the top of the column, only the agents with the filtered
skill will appear. The filter is case independent. When
the directory is paged, the filtering is done by the
server, otherwise it is done locally.

Skills display is dynamic in the contact directory list
and static in the user list skills dialog box.

Close |

Updated the topic titled Manage Alerts dialog. The Show all alerts in the system check box is now only
available when the user is configured as a master administrator in Interaction Administrator.

As a best practice, the recommended size of user photos is 128 x 128 pixels. Starting with CIC 4.0 SUS5,
larger user photos will be scaled to 128 x 128. User location images will be scaled to fit within the
bounds of the active monitor's working space.

In the License Statistics view, the Concurrent License column was renamed to License. This reduced
overhead by alleviating the need to rename the column heading dynamically when the License type field
is used to display assigned or concurrent licenses.

A menu option named Second sort column was added to the statistic drill down menu in Session
Manager views, to allow the user to select a secondary sort column and a secondary sort direction.

£ Sevsiom Hanagers

The Workgroup Selection dialog was eliminated from Interaction Supervisor. This wizard for selecting a
workgroup is no longer needed since views now default to the first workgroup listed. Users can
optionally change the workgroup by selecting or filtering a workgroup.

Interaction Supervisor grays out statistics that do not apply to a real time skills filter. Statistics that are
unaffected by the skill filter are still shown but the label text is grayed out, the value border is inactive
and all other controls are hidden.

Noted in Workgroup Details and Workgroup Statistics topics that skills filtering may be hidden in order
for Supervisor to remain backwardly compatible with older versions of IC.

Filter text boxes now appear above workgroup columns in some views. A limited number of workgroup
rows are displayed by default Ta list specific workgroup entries, users should type in the filter box all or

20.

part of workgroup names they wish to match.
Interaction Supervisor is now available in Interaction Desktop, in addition to IC Business Manager.
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04-November-2014

CIC 2015 R1

Updated documentation to reflect changes required in the transition from version 4.0 SU# to CIC 2015 R1,
such as updates to product version numbers, system requirements, installation procedures, references to
Interactive Intelligence Product Information site URLs, and copyright and trademark information.

10-February-2015

CIC 2015 R2

Several improvements were made to the Interaction Details dialog.

e New Previous/Next buttons which enable you to navigate to the previous and next interaction records
found in the Interaction Details view search results.

e The Recording indicator now includes a control that enables you to playback interaction records.

e A Secure Input icon can appear which indicates how many time the agent transferred the interaction to
the IVR for secured input from the caller.

05-May-2015

CIC 2015R3

Updated the Copyright and Trademark Information.

Updated documentation to reflect the addition of two CIC client applications, Interaction Desktop and
Interaction Connect.

09-February-2016

CIC 2016 R2

Added the ability to Manage Workgroup Membership from IC Business Manager.

You can now restrict the number of records that appear in the IC Business Manager Statistics view by
configuring server parameters in Interaction Administrator. For more information, see the Interaction
Administrator help.

03-May-2016

CIC 2016 R3

Added the ability to create snippet recordings from Supervisor views.

09-August-2016

CIC 2016 R4

Renamed Unlicensed recordings (today) statistic to Encumbered recordings (today) and renamed Unlicensed
recording (last hour) statistic to Encumbered recordings (last hour).

01-November-2016

CIC 2017 R1

Added Content Servers view, Interaction Recorder category, Content Servers Statistics, and added new
statistics to PMQ statistics.

Updated descriptions of cumulative and partial sum in Workgroup Details view and Workgroup Statistics
view.

Updated PMQ statistics topic.
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07-February-2017

CIC 2017 R2

Updated descriptions for Longest Talk Time and Longest Inbound ACD Interaction statistics.

02-May-2017

CIC 2017 R3

Added Force User Logouts subtopic under Workgroup Details view. Added Force User logout security right.

08-August-2017

CIC 2017 R4

Updated Workgroup Statistics and Queue statistics topics.

Removed references to Interaction Client .NET Edition and Interaction Client Web Edition.

31-October-2017

CIC 2018 R1

Rebranding content of Supervisor help.

Added note to Force User Logouts topic to clarify the feature is available in 2017 R3 and later.

20-February-2018

CIC 2018 R2

Updated Execute a custom handler on alert dialog topic.

21-August-2018

CIC 2018 R4

Updated Interaction Details view to include Social Conversation as a Media Type. Updated Interaction
Details dialog to include Social conversation icon. Updated Interaction Statistics to include Longest social

28-February-2019

conversation and Active social conversation statistics.
Created this change log.

19-March-2019

Updated description of Agents available statistic in WorkGroup Statistics topic.

02-May-2019 Updated Total TTS sessions and Available TTS sessions statistics in IC System Status topic.

03-June-2019 Updated Manage User Activations topic and Manage Workgroup Activations topic to note Supervisor tracks
user activations only for ACD and Custom Queue type workgroups.

07-June-2019 Updated Agent Statistics, Workgroup Statistics, and Queue Statistics to include these new statistics:
Customer Keyword Spotted, Agent Keyword Spotted, Total Agent Positive Score, Total Agent Negative
Score, Total Customer Positive Score, Total Customer Negative Score, Highest Active Agent Positive Score,
Highest Active Customer Positive Score.

28-June-2019 Updated Workgroup Details view and the Workgroup Directory view to include the Skill Set (Proficiency)
column and the Skill Set (Desire to use) column.

17-September-2019 | Removed Current Period statistics topic that contained incomplete information that wasn't required

22-January-2020 Updated "Licenses, Security and Access Control Rights" topic to replace license.inin.com with link to

"Activation File Management Tool" in Licensing TR.
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