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Introduction

Audience

This document is written for administrators and users of NICE Uptivity Performance
Management. Readers should have a high level of familiarity with usage of a PC and
its peripherals, the Windows operating system, their organization's ACD/PBX, and
the business rules that affect both how NICE Uptivity will be initially set up and how
it will be used on a daily basis.

Goals

The goal of this document is to provide knowledge, reference, and how-to
information necessary to configure and use the dashboards and reports in NICE
Uptivity Performance Management.

This document is NOT intended as a specific system or network design document. If
further clarification is needed, consult your NICE Uptivity installation or project
team.

Assumptions

This document assumes the NICE Uptivity team has:

e Installed NICE Uptivity correctly and configured the software for your
environment

e Obtained information regarding any other data sources to be used with
Performance Management

Need-to-Knows

NICE Uptivity Performance Management was previously branded as VPI Business
Intelligence. Screenshots, images, and names of some components referred to in
this manual may reflect that branding.

This guide covers only those reports and dashboards generated in the Performance
Management web portal. For information regarding other NICE Uptivity reports,
click Reporting in the top-level menu of online help for NICE Uptivity.

The NICE Uptivity Performance Management Guide may also prove helpful as an
overview of the Performance Management feature.
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Introducing Dashboards

Performance Management Dashboards make it easy to broadcast and share data
and information in visually-rich and impactful ways across your contact center.

m [

Dashboards provide everything you need to socialize data throughout your contact center

By delivering and sharing updates and information across your organization,
dashboards can help you drive real change in your contact center.

¢ Deliver timely updates at any level, enhance engagement, and drive
accountability — Dashboards can empower everyone with the information they
need to be successful. With their KPIs, reports, and data in front of them, people
stay on top of virtually any statistic they need to perform and excel.

® | @

Senior

Administrators
Management

Evaluators Supervisors

Personalized dashboards double as a workspace to provide what you need to
work more effectively - whether it is evaluating calls, following up on flagged
items, accessing reports, or working through a task list.
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¢ Mix KPIs from different data sources on the same dashboard

7 - %
5 ﬁ QA '-ﬁ Surveying n%! ACD

Speech
Analytics

WFM

e Configure any KPI for trending — Share progress at any level by setting
target goals on agent and group KPIs. Metric widget gauges light up when a KPI
drops below your defined target — similar to the gauges on a car dashboard.

Frst Contact Reswlution Servene Lewel

89% <

ADOVE GOAL!

57/20 o

BELOW GOAL

Indicator Metric widgets

¢ Take it with you — Dashboards are mobile-ready - responsive to touch-screen
operations and automatically resized for any mobile device

Performance Management Dashboards and Reports Guide 9



Introducing Dashboards

Getting Started with Dashboards

To get started with dashboards, Uptivity Performance Management features at least
one starter dashboard template configured to track a selection of metrics using
basic widgets.

All Performance Management users have access to the tab featuring dashboards
and consolidated reports. This page displays when you click the Performance
Management tab in the NICE Uptivity Web Portal, and displays one dashboard at a
time.

You may have multiple dashboards listed as numbers along the left side of the
screen. Hover over the list to see names of any other dashboards published to your
group. You can click any dashboard to view it, and make any available dashboard
your favorite so that it is displayed on the page by default.

=22 Commercial Supervisor Remove As Favorite
sud Hover to see the name |
)ofother Dashboards. Duration n
Click to view any
» Dashboard. B Dinss
QB Mark Lucete 0:12:50
Q, (B Zach Abernathy 2/5/2015 2:12 PM 0:00:02
Q (' Eric Walker 2/5/2015 10:54 AM 0:07:22
Q (B No Agent 2/3/2015 4:06 PM 0:26:43
Q B Sara Villagomez 2/3/2015 822 AM 0:05:48 g

If multiple dashboards are available to you, but you do not want to see all of them
as numbered choices, you can select which ones to hide or show. Dashboards are
available to you if they were published to group(s) to which you belong. If you have
permissions to create dashboards, then the list will also include dashboards you
have created, but may not have published.

Each dashboard displays one or more widgets with information about metrics
tracked in your contact center. To display basic details about the data presented in
a metric widget, hover over the information icon.

Evaluations In Review

details about the
data displayed

Hover over for

aday, April 10, 2015
Evaluator
Amy Hampton

10
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Some widgets allow you to drill down for additional data. For example, when data is
presented per month, you can drill to per week, per day, and per hour, based on
the availability of metrics for these keys. If a widget allows drill-down, the mouse
pointer changes to a hand when you hover over the widget data.

181.00

Al GOAL

Numbaor of Inbound literactions (Week)

O

For more information on the metrics, measures, and KPIs that are used in
dashboard widgets, see the NICE Uptivity Performance Management Guide.

HOW TO: Customize the List of Available Dashboards

You must have appropriate permissions to perform this task. For more information,
see your system administrator. You cannot hide the dashboard designated as
number one in your list.

1. Click the lock icon above the numbered list to unlock the Dashboard page.

2. Click Manage Dashboards.

Performance Management Dashboards and Reports Guide 11
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3. Click view dashboards available to you.

Manage dashboard

Would you like to create a new dashboard or view dashboards available 1o you?

4. In the list of Available Templates, click the icon in the Action column to show
dashboards in, or hide dashboards from, your numbered list.

Manage dashboard ,

Would you like to create a new dashboard or view dashboards available to you?

Available Templates

Sefect & template from The Tollowing ISt 10 make & copy anG save 11 10 youl dashboand
Neerw | = Dmcrption : Croated By = Abon
Premary Dashooard Omhbosed May A115
Puslic Safety 9-1-1 Comm Carter Management Deshboard Patriek Botz n
Page ol

HOW TO: Hide a Single Dashboard

You must have appropriate permissions to perform this task. For more information,
see your system administrator. You cannot hide the dashboard designated as
number one in your list.

1. Click the lock icon above the numbered list to unlock the Dashboard page.
2. Click Hide.

=2 Public Safety 4 Rename @ Hide D Revert to Published <4 Save as Template 3¢ Favorite This Dashboard
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Desighing Dashboards

Dashboards offer a way to deliver information and broadcast data to your groups.
Using a variety of widgets (charts, lists, and gauges), lists, and reports, you can
designh a dashboard for any person or group to support any objective or goal.

Agents know exactly where they stand (and how they are
doing compared to the team) with their KPIs for call stats in Agents
S

front of them
Supervisors can use dashboards to monitor performance
KPIs across their group —m

Executives value dashboards that provide a view of
performance across your entire customer contact

Evaluators can stay on top of their evaluations by phase,
task list, average score (this month vs. last), and number of
auto-fails this month

¢

Administrators can use dashboards to find and fix issues
fast using user administration and troubleshooting reports

Z Rename Q@ Hide O Revertto Published <« Save as Templats

As a Dashboard Designer, you can rename a Dashboard, hide

it, revert to published (if you made changes to a Template
published by someone eise), and Save as a Template (when
you want to publish as 'new’)

Each dashboard consists of one or more panels, and the panels in turn have a one-
column or two-column layout. Each panel contains content, such as widgets, lists,
or reports. This section discusses how to design dashboards; the following section
deals with how to manage the dashboard content.

Performance Management Dashboards and Reports Guide 13
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Using the Starter Dashboards

Uptivity Performance Management features at least one starter dashboard, set up
with some basic widget features. You can personally use this dashboard as is, or
choose from the following options:

e Publish the starter dashboard as is — When you select one or more groups
as part of publishing, members of those groups can access the dashboard from
their Dashboards tab.

¢ Customize it for yourself — Save time by leveraging a starter dashboard to
create a new one. Make it your own by modifying the widgets, changing the
layout, and configuring the data and information you need. Only you can see the
changes you make.

e Customize it for other designers to see/use — Publish the dashboard as a
template and do not select any groups

e Customize it for groups —Modify the starter dashboard to create a new one,
and then publish it to one or more groups

Tips for Developing Effective Dashboards

Dashboard development is easier when you give some initial thought to what you
want the workspace to become. For more information on the types of widgets you
can use in dashboards, see Managing Dashboard Content. For more information on
metrics, measures, and KPIs, see the NICE Uptivity Performance Management
Guide.

The following tips will help you be more efficient in developing and designing
dashboards to meet your organization’s needs.

e Before you begin, consider why you are building the dashboard and who your
audience will be. Is the dashboard for you, or will you publish it for others to
use?

e Studies show that people actually perform better when they know how and
when they are being measured. For example, group dashboards can include
statistical metrics that show people how they are performing, how they
“measure up” to their group, and any other unique ways you measure success in
your contact center.

e Does your audience need regular access to specific reports or lists? Consider
adding the appropriate report widgets to the dashboard.
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Once you have specific KPIs in mind, consider how you might want to present
them on the dashboard. It is good to be aware of your presentation options up
front. Some designers find it helpful to make a rough mockup of the dashboard.

After you have decided on potential KPIs and a basic layout, start building the
dashboard in Uptivity Performance Management. The Widget Designer guides
you through data metric selection, configuration, and presentation options.

Remember that it is okay to experiment as you design. For example, you can
create a metric widget and then decide you want to a different presentation
style. To change the widget configuration, you simply edit the widget. At any
time, you can change how information is presented by switching widgets and
panels around for a different layout.

You can capture any number in a gauge or indicator. These widgets display a
single data point (such as a score, count, duration, or percentage) for a specific
(or relative) point in time for a specific group, agent, or other key value. Gauges
work best when presenting a metric that has a natural or expected range to it
(such as, a quality score that may range from 0% to 100%). Metrics without a
predefined range may be better suited to an indicator widget.

You can use multiple data-point widgets to display a metric over time or to view
metric values for many agents or other key values. Line charts are useful for
presenting data over time (day, week, month, quarter, and so on). Bar charts
can be used to compare metrics across different agents, groups, skills, and so
forth.

To save time, you can copy (or clone) widgets (see HOW TO: Copy (Clone) a
Widget).

a2 Commercial Supervisor & Edit 1 Delete 4 Edit Template

When the Dashboard is
O unlocked, you can
Duplicate Widget to make
a copy.

v
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Editing Dashboards

With appropriate permissions, you can edit dashboards published by template
designers. These changes do not affect the published template. Only you can see
the changes you make, unless you publish the edited dashboard as a template to
one or more groups.

When a dashboard template is updated or changed by its owner, Uptivity
Performance Management prompts you with the following options:

e Override Current Dashboard — Select this to accept the updated template,
but be aware that this will override any changes you have made to the
dashboard

¢ Add as New Dashboard — Select this to accept the updated template as a
new dashboard. This will retain the previous dashboard along with any changes
you have made.

HOW TO: Customize the Starter Dashboard

You must have appropriate permissions to perform this task. For more information,
see your system administrator. This task assumes only the starter dashboard is
available in your system and is displayed on the Dashboard page.

Click the lock icon above the numbered list to unlock the Dashboard page.
Optional: Modify the widgets.

Optional: Modify the layout.

Click Publish/Modify Template.

Name the dashboard.

Select the groups who should have access to the dashboard.

Click Save.

N oA WD

If you make changes to widgets on a published dashboard, and then change your
mind, you can restore the original dashboard by unlocking the dashboard and
clicking Revert to Published.
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HOW TO: Create a New Dashboard from a Published Template

You must have appropriate permissions to perform this task. For more information,
see your system administrator.

1. Click the lock icon above the numbered list to unlock the Dashboard page.

2. Click Manage Dashboards.

3. Click new dashboard.

Manage dashboard

Would you like to create a new dashboard or view dashboards available to you?

4. To select from a list of published dashboards available for your group, click
Manage Templates.

Create dashboard/Creste layout ¥
Would you like to create a 1 a | orfnansge templated?

Avarlable Templates

Chck Managoe Templates to add a
| dashboard avaRable for your group

rIrEiate ST the folirasg bt 40 mases & capy 3 Seee of AT yTrr dashscard

m Interacton Data I ::

Monage the dashboards listed
Neports Admin DB m an your My V2 page by clicking

Hide or Show

Select the template you want to use as the basis for your dashboard.
Optional: Modify the widgets.

Optional: Modify the layout.

Save the dashboard.

©® N o u

You can make changes to the dashboard with no impact on the published template.
When a template is updated or republished, you are prompted to choose whether
you want to save your changes as a new (separate) dashboard or to override your
changes with the updated template.

Performance Management Dashboards and Reports Guide 17
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HOW TO: Create a New Dashboard without a Template

You must have appropriate permissions to perform this task. For more information,
see your system administrator.

1. Click the lock icon above the numbered list to unlock the Dashboard page.

2. Click Manage Dashboards.

3. Click new dashboard.

Manage dashboard

Would you like to create a new dashboard or view dashboards available to you?

4. Enter a Dashboard Name.

5. Click on a layout to select it for the first panel on the dashboard.

Crnate deshboard (Create layout

Weould you e 10 create & new dachiboard o select from a s

x
‘fou uze Faneds tu hoid and amange
vomet on Pe Dastboard

6. Add content to the dashboard (for more information, see the next section).

Dashboard options

Dwemboms Name Namu of yoor Dritmosa

Select layout
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HOW TO: Add Panels to a Dashboard

You must have appropriate permissions to perform this task. For more information,
see your system administrator. This task assumes that the dashboard you want to
modify is already displayed.

1. Click the lock icon above the numbered list to unlock the Dashboard page.

2. Click the area designated with a plus sign at the bottom of the dashboard.

% # o 44 4 0] — Py Abemnanan

O
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Managing Dashboard Content

NICE Uptivity Performance Management offers a wide variety of content items that
can be used to customize your dashboards, including:

e Metric Widgets — Metric widgets capture metric data from any measure
collected in your NICE Uptivity implementation. You use widgets to present this
information on a dashboard in a variety of ways. Wizards guide you through
data metric selection, configuration, and presentation options.

¢ Report Widgets — Report widgets include a variety of useful lists and reports
you can post to dashboards, including access to your favorite reports, scheduled
reports, and the Performance Management Reports Library (based on your
assigned reporting tasks and security roles). NICE Uptivity reports accessed
from the Reporting tab (such as QA and Call Recording reports) are not
available for use with report widgets.

e Scorecard Widget — Scorecard widgets allow you to include scorecard
information in dashboards. For more information on scorecards, see the NICE
Uptivity Performance Management Guide.

e Metric View Widget — Metric view widgets let you add metric views to a
dashboard, including views generated when you create a scorecard. A wizard
walks you through the selection of a view and parameters for the data
presentation. For more information on metric view widgets, see the NICE
Uptivity Performance Management Guide.

You can add different types of widgets to the same dashboard. You can also move,
resize, rename, and edit widgets to create a custom dashboard appearance. For
example, you can stack widgets in a column, line up indicators in a row, or enlarge
a gauge to make it more prominent.

When the Dashboard page is unlocked, you can drag any widget to the bottom of
your screen to pop open the tray; that is, a temporary location where you can
“park” widgets when needed. For example, you might want to park a widget in the
tray if you are not sure where you want to put it, or if you want to add it to a
different dashboard. You can park up to three widgets at a time.
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HOW TO: Move or Resize Dashboard Content

1. Click the lock icon above the numbered list to unlock the Dashboard page.

2. Click and hold the Move icon on a widget or panel.

2 -
] =\'10
Drag widget

82.94 %

) BELOW GOAL!

3. Drag and drop the widget or panel to the location on the dashboard where you
want it to appear.

HOW TO: Move Widgets between Dashboards
1. Click the lock icon above the numbered list to unlock the Dashboard page.
2. Click and hold the Move icon on a widget or panel.

3. Drag the widget to the bottom of the screen and drop it in the open tray.

8 Tamen 2 Edit @ Defels  of Create Tempiste % Urdavoate Thin Dashocant

f.v B age Inbound Interaction Duration

00h 24m 36s

T ——— cpen to drop and 'park’ the
User Profile widget,

User Prodie - identifers from Cals with No User Profle

Drag widget to the bottom of _ &
ki) ""‘7" the screen - the Drawer pops

o o= SN Veriien 6 User Profile - identifier Group Lsage

oar Mondls  Wocl o Bala tins

4. When ready, hover on the tray to open it.

5. Drag the widget to a different location or another dashboard.
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HOW TO: Copy (Clone) a Widget

Cloning can save time when creating or editing dashboards. Cloned widgets can be
changed without impact to the original widget.
1. Click the lock icon above the numbered list to unlock the Dashboard page.

2. Click the Clone icon for the widget that you want to copy.

r

Avg, fﬂ QA Score

Clone widget

82.94 %

) BELOW GOAL!

3. Optional: Drag and drop the cloned widget to a different pane or another
dashboard.

4. Optional: Click the Edit icon to change the widget’s metrics, appearance, or
both (see HOW TO: Edit a Widget).

HOW TO: Change the Name of a Widget

O You can name Gauges and Indicators. Not all widgets have a title or name.

1. Click the lock icon above the numbered list to unlock the Dashboard page.

2. Click the Edit icon to launch the Configure Metric Widget wizard.

r

Avry VS fh— Score

UL
Edit widget

82.94 %

3 BELOW GOAL!

3. Enter a Widget Name.
4. Click Save.
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HOW TO: Edit a Widget

1. Click the lock icon above the numbered list to unlock the Dashboard page.
2. Click the Edit icon to launch the Configure Metric Widget wizard.

3. Modify the widget as needed, using the Back and Next buttons to move
through the wizard screens (see HOW TO: Add a Metric Widget to a Dashboard).

4. Click Save.

Metric Widgets

O You can configure a metric widget to display data for any KPI and deploy the
widget on a dashboard to any group. Deployed dashboards can broadcast data
beyond what people have access to through their assigned Uptivity Groups and
roles. In other words, users will see any data configured in a metric widget even
if they would not otherwise have permission to see that information.

Metric widgets capture data from KPIs or metrics and present it in a variety of
ways. You can use these widgets for a single value, or compare multiple values for
two different metrics in a chart. Measures used in metrics are tagged with
descriptive keywords (tags) in the system so you can find them. For more
information, see the NICE Uptivity Performance Management Guide.

Single data-point widgets present a metric as a single number (such as a score,
duration, percentage, number of minutes, and so forth), at a specific (or relative)
point in time, for a specific group, agent, or other key.

I vhatons I Rovew Today

3.00 (

AT GOAL! =

Examples of single data-point metric widgets
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Multiple data-point widgets are useful for plotting multiple numbers in a chart,
either to compare many values for one metric (for example, over a period of time)
or to compare values for two different metrics (for example, the same data point
for different agents). You can optionally display a line or bar chart with the widget
(the metrics must share the same keys).

e/ Qs ot
||

Examples of metric widgets with multiple data-points and optional charts
Configuring Metric Keys

Keys are an important component of a metric. They determine the what (agent,
group, company, queue, evaluator, category, and so forth) and when (the time
period or duration) of what is being measured. For a more comprehensive
explanation of metric keys, see the NICE Uptivity Performance Management Guide.

When you configure keys in a metric widget, you can present either specific or
relative data. To present data for specific agent(s) or group(s), use the agent or
group picker in the wizard to make specific selections. This also provides a specific
name for the widget.

To present dashboard data that is relative (that is, personalized to the agent or
group using it), you can use relative value shortcuts (such as or )
in the agent and group pickers. When you publish the dashboard, it automatically
presents data relative to the logged-in agent or their primary group with no further
configuration. This allows you to create a single widget for multiple agents, rather
than having to create a widget of each.

You can use relative value shortcuts to save time when you are creating a widget
with aggregate group data or group data by agent:

e Use in the agent picker to auto-select all the agents in the
primary group of the dashboard agent/user

e Use in the group picker to auto-reference the primary group of
the dashboard user.
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You can also use relative or specific values when configuring the when key for a
metric widget. Relative periods (such as or ) are
presented in pickers and dynamically change based on the current date or time.

s = TS

Qi

To present data for a specifically-defined time period (such as 1/1/2015 -
4/15/2015), use a custom range.

o vt Wow De
I Mooy, Muarch G2, 2015

The options available to configure the when key of a metric widget vary depending
on the period of the metric you have selected for the widget.

Metric Widget Presentation Options

The presentation options available for a metric widget vary based on whether the
widget contains one value (single data-point) or a series of values (multiple data-
points).

Single data-point widgets can be presented as either a gauge or an indicator.
Gauges work best when presenting a metric that has a natural or expected range
to it (such as, a quality score that may range from 0% to 100%). They can be
configured to display differently if the metric drops below a specified value. Metrics
without a predefined range are usually better suited to presentation as indicators.

Multiple data-point widgets usually display a single metric over time or display
metric values for many agents or other key values. Multiple data-point widgets can
incorporate graphical elements to enhance their usefulness. Line charts are well-
suited to present data over time (such as days, weeks, months, and so on). Bar
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charts are helpful for comparing metrics across different agents, groups, skills or
other key types.

With appropriate permissions, you can edit widgets after they have been added to a
dashboard. When you unlock any dashboard, controls appear at the top of each
widget that allow you to edit, move, resize, copy or delete the widget.

0
Uniock Dashboard to display
these widget controls.

HOW TO: Add a Metric Widget to a Dashboard

1. Click the lock icon above the numbered list to unlock the Dashboard page.
2. Click Add Content.

3. Click Add Metric Widget and drag onto the dashboard.

4

. Select Single data point or Multiple data points or compare data.

What type of Metnic Widget would you like to create?
Single data point

Multiple data points or compare data

| : Mabple dats 1 WP aow il for phetting the mustsle mumbens o & chat! - el to comparne sany s §or e )
o cx o (1 splups 158 TAT TWnes
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5. Specify the metric(s) or measure(s) you want to include in the widget. You do
not have to know the tags of measure beforehand (clicking in the field will

reveal some suggested tags). For more guidance, you can click the Hint button
to display suggestions.

Speaty Measure
B TG T PHTE Prsesrs W] GHHE § PATY B 119 Sagpeiies 9 VLG (v b 00 gemmmt () phad SapRard B8 frencry wier T4 lrwe) Codk Pe (LOP
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 revianas ] e o] Mesuiires by

Tovryserad tay 3

i,‘ "
Comgheten

Glick Hint to pick Fom
Melng Resuts uggested Meesure tags

----------

6. Click Next.

7. Configure the keys for the specified metrics. This screen of the wizard looks
different depending on the keys associated with the metric you are configuring.
For more information, see Configuring Metric Keys.

Presiéw datasource Tvoo Grousin) 10 tre Prckee har
Evauati ot o
e Wee 23 * o ®
'

000 M dls

If the metric has a defined goal or trend, you will see Show Available Goals
and Show Trend options for the widget.

8. Optional: To preview the data for your selection(s), click Preview Results.
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9. Click Next.

10. Select the presentation options for the widget. For more information, see Metric
Widget Presentation Options, the sections on configuring radial gauges, linear
gauges, or charts, or any combination of these.

11. Click Save.

Radial Gauge Widget Options

¢ Widget Name — Title displayed for the widget on a dashboard. The name
should describe what you configured for the metric. Not all widgets have a
configurable title.

e Start Angle — Defines the bottom range of the gauge. Dragging the slider
changes the angle of the gauge.

¢ End Angle — Defines the top range of the gauge. Dragging the slider changes
the angle of the gauge.

e Start Value — Defines the first numeric label on the gauge
e End Value — Defines the last numeric label on the gauge

e Major Tick and Minor Tick — These settings work together to determine the
direction and shape of the gauge. The following images provide examples of how
these settings can affect gauge appearance.

- ( "‘ [ ————
-~ //‘ N ~
” g ) \
[ o | =3
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Linear Gauge Widget Options

Evaluations In Review ]CM_J-_‘:‘,"

e Widget Name — Title displayed for the widget on a dashboard. The name
should describe what you configured for the metric. Not all widgets have a
configurable title.

e Start Value — Defines the first numeric label on the gauge
e End Value — Defines the last numeric label on the gauge

e Major Tick — Defines the points on the gauge at which a value is displayed (in
the preceding example, Major Tick is defined as 1)

e Minor Tick — Defines incremental points at which the gauge may show tick
marks but not a numeric value
e Orientation - Defines whether the gauge runs vertically or horizontally

Select options

ns [n Review
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Chart Widget Options

¢ Widget Name — Title displayed for the widget on a dashboard. The name
should describe what you configured for the metric.

e X-Axis — Defines the scale and labels used for the x-axis of the chart

¢ Range Selector — Allows you to select a checkbox that enables users viewing
the widget to dynamically drill down from the dashboard to view all or a subset
of the date range specified in the widget configuration

Interactions, by Agent Today

n a
(=4 @

Basic Line Chart Widget
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Y 08 |
' il
Group Interaction Trend
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/® -
*~—o =—2 v S |
o a -9 o
]
n
@
] Line Chian
watt _.‘_]r,.m
Picker
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S SSHP
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Line Chart with Range Selector option displayed
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Report Widgets

You can add the following reports and lists to a dashboard using report widgets:

¢ About My Dashboards — Provides dashboard access to the About My
Dashboards report (see About My Dashboards Report)

e My Reports - Provides dashboard access to specific reports you have
bookmarked, made favorite, or both; to your scheduled reports; and to the
Report Library (see My Reports Widget)

2 v Ny Dattowns

T Mame Last Upilated Ramerl On Torrpdate Saved As Twnpione

(3 Bockensnss oot lovnios Mputi wowiiind bunts in e

e Cisco UCCX Agent Status Widget Report — For customers using this data
collector, provides real-time agent status information from the Cisco UCCX
system (see UCCX Current Status Reports)

e Cisco UCCX Queue Status Widget Report — For customers using this data
collector, provides real-time queue status information from the Cisco UCCX
system (see UCCX Current Status Reports)
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HOW TO: Add a Report Widget to a Dashboard

1. Click the lock icon above the numbered list to unlock the Dashboard page.
2. Click Add Content.

3. Click Add Report Widget and drag onto the dashboard.

4

. In Find a Report, enter the type of report you want to add. Values will begin to
auto-fill as you type. Available report types are , ,
, and

5. Click the Add icon (designated by a plus sign) to select the specific report.
6. Click Next.
7. Click Save.

My Reports Widget

The My Reports widget has three tabs. Users can access the widget tabs and
functionality without unlocking the Dashboard page.

The widget displays the Bookmarked and Favorited Reports tab by default. This
tab shows reports that the logged-in user has bookmarked, has marked as
favorites, or both. If the user has not designated any reports in this way, the tab
states this and provides access to the Report Library.

The Scheduled Reports tab shows reports that you have scheduled to run
automatically. The tab includes the following information for each report:

e Whether the scheduled report is currently enabled

e The original report name

e The bookmark name

e When the report will next run

e The current status of the report

The Report Library tab allows you to access the reports available to you (based on

your role and permissions). Selecting a report from the library launches the Report
Viewer and allows you to view and run the report.
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Publishing Dashboards

Publishing dashboards makes them available to other users. All dashboards are
published as templates because users with the appropriate permissions can modify
them for local use.

When you publish a dashboard template, you have the option of selecting groups to
receive the published dashboard. Members of these groups will see the dashboard
as an option on their Uptivity Performance Management home screen.

To facilitate collaboration on dashboard design, you can publish with no groups
selected. When you do this, the template is visible only to administrative users.

The recommended approach is to create or identify a group that can be designated
for dashboard designers and others to publish “test” dashboards. Include a keyword
in the dashboard name to identify versions and “test” templates. This makes it
easier to periodically locate them and remove.

Dashboard templates are owned by the person who created them. If the owner
does not want a dashboard to be available any longer, they can choose from the
following options:

e Unpublish — Unpublishing a dashboard leaves a copy of it in the system, but
removes it from the groups that had access to it. Best practice is to review test
dashboards periodically and unpublish those that are no longer needed.

e Delete — Deleting a dashboard both removes it from the groups that had
access to it and removes it from the Performance Management system

Users with appropriate permissions are notified when dashboard templates are
deleted or unpublished, and are given the option of keeping the dashboard.

The template ~ has been updated
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Suggested Collaboration Workflow

34

Andy creates a dashboard and publishes it as Template 1 to the
collaboration group: Template 1.

eTemplate Publisher/Owner: Andy
*Who can see Dashboard: Template 1 group
*\Who can change the Template: Andy

*\Who can change their own copy of published Template: Dashboard designers can modify
for themselves. Template designers can modify and publish a new Template.

Bobby is a template designer. He starts with the dashboard published by
Andy and modifies it to create something even better. To get some
feedback from other dashboard designers, Bobby publishes Template 2
to the Template 1 group.

e Template Publisher/Owner: Bobby
* Who can see dashboard: Template 1 group

e Corey has been using Template 1 (published by Andy) for a week now. She tweaks
the widgets to capture data about her group, but she does not publish it because
it’s just for her use. A few weeks later, Andy gathers some feedback on Template 1.
He adds some new widgets and a report. When he republishes it, he selects all
groups, so that everyone can start using it.

All groups receive silent update of Andy’s Template, including the
Template 1 group.

¢ Corey logs in and clicks her dashboard. Because she had her own version of the
Dashboard that changed, the system notifies her that an update is available. She
can choose whether to overwrite her current dashboard, or keep her existing
dashboard and add the updated template as a new dashboard.
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HOW TO: Publish a Dashboard Template

This task assumes you have navigated to the dashboard you want to publish.
Click the lock icon above the numbered list to unlock the Dashboard page.
Click Save as Template.

Enter a Name for the dashboard. This field is required.

Enter a Description for the dashboard. This field is required.

Click Next.

o kA wWwn e

Select one or more groups who should have access to the dashboard.

Carer Aititiient “Bas Dusbibusrd Tutarial™ 1 lereiie .

You have the option of typing the
Group name(s), searching groups
and selecting multiple groups,

You can publish a tempilate without
selecting a group. This saves the
Templote. but no one can see L

You can always change the recipient
groups later by repubBishing,

e = ="
o e ===

7. Click Save and Publish.

HOW TO: Modify Published Dashboard Templates

You can only modify published dashboard templates that you created. You can
modify dashboards created by others for your own use, as long as you have
appropriate permissions.

1. Click the lock icon above the numbered list to unlock the Dashboard page.
2. Click Modify Template.

3. Make your changes.

4. Click Save and Publish to republish the dashboard to the selected groups.
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Performance Management Reporting

The Report Library lists all of the Uptivity Performance Management reports
available to you, subject to your permissions. The reports are organized by area.
You can access the library from the Performance Management home page, or from
a dashboard widget (see My Reports Widget). This library does not include reports
related to call recording and QM; to access these, click the Reporting tab in the
NICE Uptivity Web Portal.

My V. o interactioms 0 night t! Quality L Canching - JST— L R - 3 Admibeists ethom T rew

,
o [ ) [

L]

Admunistration

Call Work Coden

Service Level Pencds o

Spias From the Report Library, o
Call Work Code g ek -l e

integrated dota sources in
your aystem

Call Work Code Time

o 0

Call Work Code Tame Trena
Current Status
Agent Status

Avaya CMS Agent Status Widget Report

D 0 9

Auays TMS Split Status Widget Report

SOl Ezpecind Waat Times

= N - 2

Solt Bapecied Wat Times (Grouped

You can favorite a report by clicking the star icon on the line for that report. This
adds it to the Bookmarked and Favorite Reports tab.
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HOW TO: Generate a Report

1. From the Report Library or My Reports widget, click the report you want to

run.

2. Click the Filter icon (designated by a funnel).

/ Each report has its own set of
Fiiters. Remember to click

VP Empower Reports: Evaluation Origin Trend 2 <
D e b T I N i e R
Click to expand the
Report Filter panel.
Date Filter: Date Filtes Type: Evaluation Data: Eval >
Thvs Quarter v Last Status Dute v ve Form Results v Al v
Fact Finder Event Filter: Evaluator Filter: Form Filter:
1/1/2006
2
Select Eventy, Select Evaluators... Select Forma
3/31/2016
Group Filtes: Group Rollup: Summarize By

v Week v

Apply. p
’ You can click to toggle the e
filter panel. /

3. Configure filtering selections. Each report offers its own set of filter options so

you can customize the content of the report.

4. Click Apply to generate the report.
HOW TO: Bookmark a Report

Bookmarking adds the filtered report to your list of Bookmarked and Favorited

Reports.
1. Perform the task to generate a report (see HOW TO: Generate a Report).

2. Click the Bookmark icon.

azr%:

Bookmark to save report with your
filters. Bookmarked reports are
added to your favorites list.

To set an optional schedule and
R Bcokminrhed asd Fuvew aud R ort Jasnsens Ao delivery options, go to your

favorites list, \ !
ASEULLIOn - Form Lage - Lase You Se
Evahustor - Evabuanor Produdtivity - Do s P1oductivity ae
Evaluanor « Evahuance Produciviy « Shetie | evaluations st yea 2e

Evabuation - Evalhuanor SLAta - evebadia) sLIba Tes quavier Se
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3. For Save Report Bookmark As, enter a name for the bookmarked report.

Save Report Bookmark
Sawving a report bookmark adds a link to thes report with its current filters to your My Reports page

Save Report Bookmark As

Optional Description

4. Option: Enter an Optional Description. For example, you might want to
include information about your filtering selections for this report.

5. Click Bookmark Report.

If the report can be scheduled, and you want to do so, see the topic on scheduling
reports later in this section.

HOW TO: Export a Report

1. Perform the task to generate a report (see HOW TO: Generate a Report).

2. Click the Export icon for the format you want use. You can export reports in
Microsoft Excel (designated by a paper with an X) or Adobe PDF (designated by
a paper with the Acrobat symbol).

3. Save the exported report file as directed by your browser.
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HOW TO: Schedule a Report

You can schedule bookmarked reports to be run and emailed to you automatically.
Available reports may vary depending on your system.

“ Schedule Report
Scheduing 8 report sutomates crestion and delwvery of the repart via emall or to 8 Séder on your V-Portsl server

Forman: o PO csv Exced oL

Hchedigle Repornt Cancel

1. For the Bookmarked and Favorited Reports list, click the Schedule icon
(designated by a calendar) for a bookmarked report.

2. Select the Format for the report from these options: , , , or

3. For Email to, enter the email address to which the report should be sent. You
can enter multiple addresses separated by commas. If you leave this field blank,
you can access the report from the Scheduled Report File Explorer.

4. For Deliver, select an option from the drop-down list.

7 T
Schedule Report

SChaziing 3 reparT JUNOMATES CrEaTIoN 3nd delvery of the /eport via emad of 10 2 42008y an pour V-Porme sener

Foeman: . FIF LY Eaced oL

Emadl to o Bype-corp. cond

L po— ] |
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5.

40

Select values for the From and To fields to establish a range of time during
which the report should be run. These fields are disabled if you select in
the Deliver field.

For At, select the time when the report should be generated.

. Click Schedule Report.

Performance Management Dashboards and Reports Guide



Administration Reports

Administration Reports

This section describes the reports available in the Administration Reports area of
the Report Library. The reports you see are limited by your permissions and
system configuration.

Database Space Report

This report lists the tables in a selected database with the number of rows and
estimated disk space.

VPI Empower Reports: Database Space

Space
Used
Table MNumber of Rows (MB)
You can bookmark and
schedule this report.
vpAuditEntries . 1,914,096 712
i Export it to PDF or
vpAuditEntryTypes 113 0

Excel

2 tables in vpiAuditl

vpiCaptureCollections

vpCollectionCategories \ 799,647 72

vpCollectionCategoryPositio 0 0
vpCollectionMemberChild Iglee ifezrzg::bt:sbée;&; :lhe 398,022 37
vpCollectionMembers number of rows and 369,549 30
vpCollectionObjects estimated disk space 229,728 63
vpCollectionObjectsText 80,212 741
vpCollectionStatus 3 0
vpCollectionTypes 3 0
vpEventTypes 88 0
vplnsightQueuelnteractionCategorization 0 0
vplnsightQueuelnteractionTranscriptAssembly 0 0
inmmm'&vpl' Version 6.0 Log Off: tdollin | Change Password | About VPI EMPOWER

Copyright [ 2009 - 20116 Voice Print International, Inc. All rights reserved.
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Scheduled Report Monitor Report

This report displays a list of all scheduled reports for all users.

VPI Empower Reports: Scheduled Report Monitor
Originat
Schoduled Report
(% Erabied Book=artod Report Mame Report Ares  Emailed To
v et burm usaye Ty ol o W0l - ’ @
yeoge Export to POF g
Export to Excel M Run or delete report
v & Ade 2 b Q Bookmark Report - I wilf apgear on w 2 s »e
Lursme vour Favonls Repors st 000 3ATALAM
and Treved Refresh data AM
v Wietrcs Lint T8 funt Monday uf the Metnes List  Irtwing T/3016 MNewm »o
[y Admery ~ 0000
' ' @ m m L AM
v don tent feat tent 'A:".' - Quakty Neww Ran suecessfully
andt 1 v'\'1 AM

Sync Services Monitor Report

This report displays the status of the queues used to sync data between a source

and target server.

v e VPI Empower Reports: Sync Services Monitor

Click to sort by column i

Service
Broker Activation Recelve  Engueue Queue n
Enabled Enabled Enabled State

Queue Name Enabled Queve
vpSyncSeryvicesAdminQueus Yes Yes Yes Yes INACTIVE

vpSynciervicesipplicationOueue Yes Yes Yes Yes INACTIVE o
vpSyncServicesColiectionQueue Yes Yes Yes Yes INACTIVE c
veSyneServicesVideoHastQueue Yes Yes Yes Yes INACTIWVE [
vpSyneServicesVoiceQueus Yes Yes Yes Yes INACTIVE (¢

v 2472015 10:50:42 AM

Tasks

Last

Messages in

Waiting  Activated On Transmission

L

(=]

=

2 101301
2f20/201

]
1148222 PM

) 2j20/I015

114222 P
2f20/2015
114222 PM
2/20/2015
114222 PM
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Intelligence Administration Reports

This section describes the reports available in the Intelligence Administration
section of the Reports Library.

About My Dashboards Report

This report contains information about the dashboards displayed on your
Performance Management home page.

3 Last Updated Based On Template Saved As Template
1 Commercal Suparvisor V32016 22541 PM If the Dashboard Commencal Supervsar-1
Basic Dashboard Tuto! iS4l PM was basedona Agent Dashboard
W , Name of r Template, then it :
=\ Dashboard as it sadibi P -
= is listed here. If the Dashboard is
3 et SRpRarT N your /7 ) published, the Template
eport screen - LaialBlte name is listed here.
* 7 Tamsn [ Hover over originating Created by. ca Rubenstein
> Template for the Publigher- Description: iois of reparts A
{ OwnerandtheDashboard 25t Ypdated: J/16/2005 ZILATPN
“~., description ':_
B '__.‘\\_ ..«"/\\-, e _/"“V B
Measures List Report

This report contains information about the defined measures used to group related
metrics in your system. For more information on measures and metrics, see the
NICE Uptivity Performance Management Guide.

Tagn
Cisco UCC '4 s 1 Cante Percontage of ACD collz that rang at an agent’s phone  Statistic Percentage ACD, Answer, Answerod 10
Express Vite that were answered Calls, Percent, UCCX
VY Auca
Cisco UCC ACD Calls 1 31 1oseligence Porcantage of ACD calls that rang at an agant's phone — Statistic Porcantage ACD. Answered. Cails, 1
Dxpresms V-Forte that were not answored. HNoAnswer. Fercont. RNA
(Usa 8
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Intelligence Administration Reports

Metrics List Report

This report contains information about the defined metrics in your system. You can
filter the report to display metrics for a selected resource, period, or tag. For more
information on metrics, see the NICE Uptivity Performance Management Guide.

s the FILTERS
garch tw Renource T
121, el

View By: Metric Period Types Resource Type Filter: Tag Fiter: -

Resource Type  Messure Pariod  Aggregats Type Frequency Keys

Metrics Usage Report

This report can be used to track where metrics are used in the system, such as
through dashboards, metric widgets, scorecards, and metric views. For more
information on metrics, see the NICE Uptivity Performance Management Guide.

VP| Empower Reports: Metrics Usage RARYRS

LIME TR0 P 10 ik [he s g Uil O WA, S0000uie i, ol view i
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Intelligence Administration Reports

Ticker Usage Report

This report lists tickers, the users and groups assigned to them, and when they
were last used. For more information on tickers, see the NICE Uptivity Performance
Management Guide.

VPl Empower Reports: Ticker Usage BRS-

Lists Tickers, what users and groups they are assigned to, and when they were last used.

Assigned To Last Access By Users

Ticker Users Groups Today Last 7 Days Last 14 Days Last 30 Days Over 30 Days |=

Agent Metrics

Agent Ticker

Agent Ticker Customer Service

AR Agent

Cisco UCCX Agent 1
Cisco UCCX Manager

Cisco UCCX Supervisor

Commercial Agent Ticker

Commercial Evaluator Ticker 2
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ACD Reports

ACD Reports

By connecting Uptivity Performance Management to your contact center phone
system, you can generate reports that deliver vital performance information and
highlight where adjustments need to be made on an agent or group basis.
Managers can use these reports for views of performance across groups, while IT
administrators can use them for managing the effectiveness of their telephony
infrastructure.

This section describes the reports available for these standard data source
integrations with Uptivity Performance Management:

e Avaya CMS

e Avaya Proactive Contact Dialer

e Cisco UCC Express (UCCX)

e Cisco UCC Enterprise (UCCE)

e Workforce Management

For historical reports, you can select the period and time interval (half hour, day,
week, month). You can also use the drop-down list to the right of the Go button to
choose from a selection of common periods.

Y myvey % mteractionsv @ insight v Qualityv (%] cooching v ¥4 intelligence v €§ Messagesv - Administrationv ]| Help v
Export and set ==
Options »
VPI Empower Reports: Avaya CMS Agent Call Breakdown

Datefilter: From{6ze0ls | Tolesenons | a |
[ Click 1 ct from a list of common date ranges a"ﬂrl
refresh the o
Group Name # Days Agents No Answer Redir - : wor oY roxout Aux Out Off DAACW In DA ACW Out DA Off DA Other
Last 10 Days
Report Generated: 6/26/2015 7:30:40 PM
Click for a list of
common periods
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These reports share the following common features:

e Sort a report by clicking any column heading

e Click any underlined data to drill down for additional detail

e Print and export to different formats

Customization of ACD Reports may be available, including additional intervals, data,

columns, headers, and so forth. Contact your NICE Uptivity representative for
details.

Avaya CMS and Cisco UCCE Report Options

You can configure additional report options for Avaya CMS and Cisco UCCE by
clicking the Gear icon in the top-right corner of one of these reports.

Yoy LN mtensctions - e tnuight -~ Clunbry L\ Conching - . ntelligrnce - " Messages - a Adminietration

Report Options

VPI Empower Repopte-bvava-EMS-EatkiWork Codes @ a
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Global Options

Primvary Geoup Only
Direct Growp Memters Only
Shorw Chart Some reports have
o Che
) 8 A
Always Show Tame siteceal Fier options thatyou set
through the Gear icon
Report Options
Liaoh e e
Agto Refress
Agceut M Questions
15 Altichars

= QPVIPT vermon 55 Lo OfF; Vol | Conas Exgzeend | ABOULVPLEMPOWER
& vnan From veeird
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As noted below, some settings are saved for the next time you log in, even from a
different computer.

¢ Primary Groups Only — By default, group-based views include agent data for
each group an agent is in. To roll-up agent data for primary groups only, select
this option. Agents not assigned a primary group are excluded from the report.
Performance Management saves this setting for you.

e Direct Group Members Only — By default, group data includes the group and
its subgroups (rolled up) (group hierarchy). To include data from direct group
members only (no sub-group numbers rolled up), use

. This applies to all reports displaying group data. Performance
Management saves this setting for you.
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Show Chart (Analysis Grid) — Click to display report data in the analysis grid.
This setting impacts all reports capable of displaying the analysis chart.
Performance Management saves this setting for you.

Always Show Time Interval Filter — Click to display and use the time filter
on reports that support filtering by time of day

Date Filter: From:|1/7/2016 l@ To:|11/22/2016 = -
t-a:ocﬂ‘ To: 23:3Cﬂ|v

Summarize By: Time Interval Day of Week

Auto Refresh — Select this option to automatically refresh data in the table to
reflect real-time automatically. You must select this each time a report is
displayed, when changing report dates, or when adding or removing report
filters. Auto-refresh applies to the data in the table display (vs. charts).

Interval Filter: From:

Cisco UCCX Report Options

Cisco UCCX reports offer the ability to add charts for graphical representation of the
data. These reports also support the following filter options (options vary by specific
report):
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Date Range — Allows you to specify the first and last dates of a date range for
the report, or to select a common range from a drop-down list

Time Interval Range — Allows you to specify the beginning and end of the
time range for the report

Days of Week — Allows you to limit the report to one or more days of the week

Chart Display — Allows you to determine when charts should be included with
a report; select one of the following from a drop-down list: ,
, or

UCCX Resources — Allows you to limit the report by one or more UCCX
resources

Group Membership —Allows you to limit the report to one or more Uptivity
groups
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Group Rollup — Allows you to choose one of the following options from a drop-
down list:

. — Includes data from group members and its subgroups
in group totals (rolling up)

. — Includes data only from members of a
group; sub-groups are not rolled up and counted in group totals

Group Membership Type — Allows you to choose one of the following options
from a drop-down list: or

Agents — Allows you to limit the report to one or more agents
Data Aggregation — Accepts the following values: or
Queues - Allows you to limit the report to one or more UCCX queues

Queue Assignments - Allows you to specify a subset of queues, based on the

mapping of queues to teams and agents in UCCX, then further limit by how

agents are grouped in Uptivity. Select one of the following options: ,
, or

Agent State Type — Allows you to limit the report based on one or more agent
states

HOW TO: Add a Chart to a UCCX Report
1. From the Report Library or My Reports widget, click the report you want to

run.

2. Click the Filter icon (designated by a funnel) to open the Filters Panel.

T — -
| i
) ; Ftars pansl

Select 2 Chan
option

Chan sppeirs Bare - atove he j
@ view of the repont

3. Select a Chart Display option.
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Avaya CMS Reports

CMS Administration Reports
e Call Work Codes — Lists the call work codes defined in the CMS

e Service Level Periods — Displays the service level periods for each split/skill
for the starting date of the reporting period

e Splits — Lists the splits defined in the CMS

CMS Call Work Code Reports

e Call Work — Reports on time spent in call work codes for each call work code in
use on your CMS

e Call Work Code Time Trend — Reports on time spent in call work codes for
each call work code in use on your CMS

CMS Current Status Reports

e Agent Status — Presents current status of CMS agents

¢ Avaya CMS Agent Status Widget Report — Presents real-time Avaya CMS
agent status information

¢ Avaya CMS Split Status Widget Report — Presents real-time Avaya CMS split
status information

e Split Expected Wait Times — Presents the current expected wait times of CMS
splits

e Split Expected Wait Times (Grouped) — Presents the current expected wait
times of CMS splits summarized by Performance Management telephony groups

e Split Status — Presents the current status of CMS splits

¢ Split Status (Grouped) — Presents the current status of CMS splits
summarized by Performance Management telephony groups

CMS Group & Agent Reports

¢ Attendance — Presents the staff time with agent login and logout date/times

e Attendance Trend — Presents the staff time with agent login and logout
date/times

e Aux Detail — Reports on time spent in aux mode, detailed by aux code

e Aux Detail Trend — Reports on time spent in aux mode, detailed by aux code
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Call Time Breakdown — Presents call activity and call durations by group and
agent for the types of calls tracked by your CMS

Call Time Breakdown Trend — Presents call activity and call durations by
group and agent for the types of calls tracked by your CMS

Performance Summary — Presents common agent-based performance
metrics based on their CMS activity

Performance Summary Trend — Presents common agent-based performance
metrics based on their CMS activity

CMS Split - Skill Reports

Call Breakdown — Reports on quantity and duration of calls by call type
Call Breakdown Trend — Reports on quantity and duration of calls by call type

Inbound Call Handling — Reports on quantity and time spend handling
inbound calls

Inbound Call Handling Trend — Reports on quantity and time spend handling
inbound calls

Inbound Call Times — Reports on quantity and time spend handling inbound
calls

Inbound Call Times Trend — Reports on quantity and time spend handling
inbound calls

Performance Summary — Reports on quantity and time spend handling
inbound calls

Performance Summary Trend — Reports on quantity and time spend
handling inbound calls

Service Level: Abandoned Calls — Reports on abandon calls by each split's
service level period

Service Level - Abandoned Calls Trend — Reports on abandon calls by each
split's service level period

Service Level - Answered Calls — Reports on answered calls by each split's
service level period

Service Level - Answered Calls Trend — Reports on answered calls by each
split's service level period
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CMS Split - Skill (Grouped) Reports

Call Breakdown — Reports on quantity and duration of calls by call type,
summarized by Uptivity-defined groups of CMS split/skills

Call Breakdown Trend — Reports on quantity and duration of calls by call
type, summarized by Uptivity-defined groups of CMS split/skills

Inbound Call Handling — Reports on quantity and time spend handling
inbound calls, summarized by Uptivity-defined groups of CMS split/skills

Inbound Call Handling Trend — Reports on quantity and time spend handling
inbound calls, summarized by Uptivity-defined groups of CMS split/skills

Inbound Call Times — Reports on quantity and time spend handling inbound
calls, summarized by Uptivity-defined groups of CMS split/skills

Inbound Call Times Trend — Reports on quantity and time spend handling
inbound calls, summarized by Uptivity-defined groups of CMS split/skills

Performance Summary — Reports on quantity and time spend handling
inbound calls, summarized by Uptivity-defined groups of CMS split/skills

Performance Summary Trend — Reports on quantity and time spend
handling inbound calls, summarized by Uptivity-defined groups of CMS
split/skills

Service Level - Abandoned Calls — Reports on abandon calls by each split's
service level period, summarized by Uptivity-defined groups of CMS split/skills

Service Level - Abandoned Calls Trend — Reports on abandon calls by each
split's service level period, summarized by Uptivity-defined groups of CMS
split/skills

Service Level - Answered Calls — Reports on answered calls by each split's
service level period, summarized by Uptivity-defined groups of CMS split/skills

Service Level - Answered Calls Trend — Reports on answered calls by each
split's service level period, summarized by Uptivity-defined groups of CMS
split/skills

Cisco UCC Enterprise (UCCE) Reports

UCCE Call Type Reports
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Activity Summary — Presents per call type activity analysis
Call Type List — Allows you to view a list of all active UCCE call types

Service Level — Presents per service level and abandonment analysis for call
types
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UCCE Current Status Reports

Agent Status — Summarizes the current state of users
Call Type Status — Lists real-time call type status
Service Status — This report lists real-time service status

Skill Group Agent Status — Allows you to view a list of all active UCCE
Services

Skill Group Call Status — Allows you to view a list of all active UCCE Services

Skill Group Status — Lists real-time service status

UCCE Group & Agent Reports

ACD Call Performance — Summarizes agent ACD call performance metrics

Agent Performance — Provides common call center agent performance
metrics

Call Summary — Summarizes call activity and handle times by call type

State Summary — Summarizes time spent in logged in, not ready, ready,
reserved, talk and work states

UCCE Services Reports

Activity Summary — This report presents per service call activity analysis

Service Groups Activity Summary — Presents service call activity analysis
grouped by Uptivity Groups

Service Groups Service Level — Presents per service level and abandonment
analysis for services organized by Uptivity Groupsl

Service Level — Presents per service level and abandonment analysis for
services

Service List — Allows you to view a list of all active UCCE Services

UCCE Skill Group Report

Skill Group List — Allows you to view a list of all active UCCE Skill Groups

UCCE Trend Reports

ACD Call Performance — Presents agent ACD call data summarized by time
interval, day, week, and month

Call Summary — Summarizes call activity and handle times summarized by
time interval, day, week, and month
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Service Activity Summary — Presents call activity analysis by time interval,
day, week, and month

Service Level — Presents service level and abandonment analysis by time
interval, day, week, and month

State Summary — Presents agent state data summarized by time interval,
day, week, and month

Cisco UCC Express (UCCX) Reports

UCCX Administration Reports

Application List — Lists the applications present in the source UCC Express
systems providing data to Uptivity

Queue List — Lists the queues present in the source UCC Express systems
providing data to Uptivity

Application Call Handling — Displays details and analysis on the volume of
calls arriving and leaving UCC Express, summarized by application, with
drilldowns to per-application trend views

Application Call Handling Trend — Displays details and analysis on the
volume of calls arriving and leaving UCC Express, summarized by time, with
drilldowns to application views

Application Call Time — Displays details and analysis on the duration of calls
arriving and leaving UCC Express

Application Call Time Trend — Displays details and analysis on the volume of
calls arriving and leaving UCC Express, summarized by time, with drilldowns to
application views

UCCX Current Status Reports
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Agent Status Report — Lists current status of agents; refreshes every 5
seconds

Cisco UCCX Agent Status Widget Report — Presents dashboard view of real-
time Cisco UCCX agent status information

Cisco UCCX Queue Status Widget Report — Presents dashboard view of real-
time Cisco UCCX queue status information

Group Status Report — Displays the number of agents in each UCCX state,
summarized by group, with drilldown to Agent Status Report

Queue Status Report — Lists real-time queue status; refreshes every 5
seconds
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UCCX Group & Agent Reports

ACD Call Handling — Presents metrics on the quantity of ACD calls and the
time spent handling them

ACD Call Handling Trend — Presents trended metrics on the quantity of ACD
calls and the time spent handling them

Activity Summary — Presents common group and agent activity metrics

Activity Summary Trend — Presents trended common group and agent
activity metrics

Call Type — Summarizes call activity and handle times by call type

Call Type Trend — Summarizes trended call activity and handle times by call
type

Not Ready Reason — Summarizes time spent in Not Ready state by reason
code

Not Ready Reason Trend — Summarizes trends for time spent in Not Ready
state by reason code

Performance Summary — Presents common group and agent productivity
metrics

Performance Summary Trend — Presents trended common group and agent
productivity metrics

State Summary — Summarizes time spent in logged in, not ready, ready,
reserved, talk and work states

State Summary Trend — Summarizes the trend for time spent in logged in,
not ready, ready, reserved, talk and work states

UCCX Queue Reports

Activity Summary — Displays an overview of queue activity showing calls
presented, handled, abandoned, handle time, and service level

Activity Summary (Grouped) — Displays overview of queue activity showing
calls presented, handled, abandoned, handle time, and service level by group

Call Handling — Displays details and analysis on queue calls and how the calls
were dispositioned

Call Handling (Grouped) — Displays grouped details and analysis on queue
calls and how the calls were dispositioned with queue data grouped by telephony
groups
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e Call Time — Displays details and analysis of time queue calls spent between
arrival in queue and termination

e Call Time (Grouped) — Based on the Call Time report, displays data for
Uptivity-defined groups of queues instead of individual queues

e Calls Abandoned Distribution — Allows you to monitor the number of calls
offered that abandon within each time interval (time intervals are defined in the
UCCX data collector configuration)

e Calls Abandoned Distribution (Grouped) — Displays call abandoned and de-
gueued metrics segmented by pre-defined time intervals

e Calls Handled Distribution — Allows you to monitor the number of offered
calls that are handled within each time interval (time intervals are defined in the
UCCX data collector configuration)

¢ Calls Handled Distribution (Grouped) — Displays call handled metrics
segmented by pre-defined time intervals and groups

e Service Level — Displays several service level calculations and the measures
used to compute service level

e Service Level (Grouped) — Based on the Service Level report, displays data
for Uptivity-defined groups of queues instead of individual queues
UCCX Queue Trend Reports

e Activity Summary Trend — Displays an overview of queue activity showing
calls presented, handled, abandoned, handle time, and service level

e Activity Summary Trend (Grouped) — Displays grouped overview of queue
activity showing calls presented, handled, abandoned, handle time, and service
level

e Call Handling Trend — Displays details and analysis on queue calls and how
the calls were dispositioned

e Call Handling Trend (Grouped) — Based on the Call Handling Trend report,
displays data for Uptivity-defined groups of queues instead of individual queues

e Call Time Trend — Displays details and analysis of time queue calls spent
between arrival in queue and termination

e Call Time Trend (Grouped) — Based on the Call Time Trend report, displays
data for Uptivity-defined groups of queues instead of individual queues

e Calls Abandoned Distribution Trend — Monitor the number of calls offered
that abandon within each time interval; (time intervals are defined in the UCCX
data collector configuration)
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¢ Calls Abandoned Distribution Trend (Grouped) — Displays call abandon
metrics segmented by pre-defined time intervals and groups

e Calls Handled Distribution Trend — Allows you to monitor the number of
calls offered that are handled within each time interval; (time intervals are
defined in the UCCX data collector configuration)

e Calls Handled Distribution Trend (Grouped) — Displays call answered
metrics segmented by pre-defined time intervals and groups

e Service Level Trend — Displays several service level calculations and the
measures used to compute service level

e Service Level Trend (Grouped) — Based on the Queue Service Level Trend
report, displays data for Uptivity-defined groups of queues instead of individual
queues
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