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Agenda

- Overview of Cisco Reporting and Analytics Offerings
- Understanding CCE & CCX Stock Reports

- Intelligence Center Report Customization

- Roadmap

- Demonstrations, Materials & Resources

. Q&A
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“Just getting better
from current levels
feels good”

Chetan Bhagat

Cisco (l '/f;/ CCCCCC 20



Overview of CUIC
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Cisco Unified Intelligence Center

Platform for report development

Dashboard

Extend reporting
- Direct Export
- Scheduled delivery
- Click-to-report

Link reports using drill down

Cisco IV&
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Intelligence Center functionality

Finesse Dashboard Scheduler
Reports Report Definitions
Views/Permalinks Query Types
i d b
o Gauge - SOLCLEN An%r?g[:nkous Pr?)tcoergure S(\)Aéiets

Field :
o Value Lists

Parameters )
Collections

User Synchronization

Cisco l('/f:’ BRKCCT - 2056
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Pre-Defined Data Source Objects

UCCE cConfiguration changes required, allows standby configuration, needed for stock UCCE reports

Mame Connected Mode Standby Mode Type Datasource Host
o culc Informix HHOSTMNAME}
. i v . 7 _ i acton-livedatat.boston.com: 12008
i Live Data Streaming Data Source . Active . Active Streaming actor-livedata? boston com 12008
O LICCE Historical Microsoft SCL Server acton-p-cc.baston.com
i LICCE Realtime Microsoft SCL Server acton-p-cc.baston.com

cisco {'W’ BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 8



Pre-Defined Data Source Objects

PCCE cConfiguration for Live Data stock PCCE reports

Mame Connected Mode Standby Mode Type Datasource Host
O cuic Informix HHOSTMAME}
) ) 3 ) 7 , . acton-livedatal.boston.com: 12008
(3 Live Data Streaming Data Source . Active . Active Streaming acton-livedata? boston. com:12008
() PCCE Historical Microsoft 0L Server acton-p-cc.boston.com
() PCCE Realtime Microsoft 30L Server acton-p-cc.boston.com

cisco {'Ve’ BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 9



Pre-Defined Data Source Objects

UCCX Automatically configured in co-res deployments, needed for stock UCCX reports

Mame Connected Node Standby Node Type Datasource Host
() uccx Informix 10.78.91.52
) uCccx_JMs Java Message Sernvice (JMS) Broker URL

CUIC  Always in online state, no change required, needed for stock system reports (eg., Audit Report)

MName Connected Node Standby Node Type Database Host Database Name Charset
O Ccuc Informix H{HOSTNAME} H{CUIC_DBE_NAME} UTF-8

cisco ('Ve’ BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 10



Intelligence Center functionality

Finesse Dashboard Scheduler

Fields

Report Definitions Value Lists
Parameters .
Collections
Query Types
User Synchronization
) Anonymous Stored Web
SQL Query Block Procedure Sockets
Data Sources
UCCE UCCE : Social
e Real Time UCCX Live Data CVP Miner

el
cisco ('Ve’ BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 1




Report

Agent Team Total On Active States
Supervisor gNaMB Team #Logged On Media Mot Ready Active In Active Out Not Active Hold Wrap Up
AT11009 9 1 Cisco_Voice 0 0 ] 0 1 0
g 1 0 0 0 0 1 0
11001, Agent  AT11000 9 1 Cisco_Voice 0 0 0 0 0 0
AT11001 9 2 Cisco_Voice 1 0 ] 0 1 0
AT11002 g 1 Cisco_Voice 1 0 0 0 0 0
11001, Agent 27 4 2 0 0 0 1 0
11177, Agent  AT11003 g 1 Cisco_Voice 0 0 0 0 0 1
AT11004 g 1 Cisco_Voice 0 0 0 0 0 0
AT11008 g 1 Cisco_Voice 1 0 0 0 0 0
11177, Agent 27 3 1 0 0 0 0 1
11178, Agent  AT11006 g 1 Cisco_Voice 0 0 0 0 0 0
AT11007 9 1 Cisco_Voice 0 0 ] 0 0 0
AT11008 g 1 Cisco_Voice 0 0 0 0 0 0
11178, Agent 27 3 0 0 0 0 0 0
90 1" 3 0 0 0 2 1

Cisco ((pr/



This Is the same report

AT11002 AT11001
1.0 (9.09%) 2.0 (18.18%)

AT11003
1.0 {9.09%)
AT11000
1.0 (9.09%)
AT11004
1.0 (9.09%)
AT11009
1.0 (9.05%)
AT11005
1.0 (9.08%)

AT11008
1.0 (9.09%)
AT11006

Cisco{lv&/ HIRION)

ATI 1007 ublic
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This Is also the same report

Number of Agents

E active 1n
0o
4 [0 active OTHER
B
4 B active out
5 —
B Holg
4+ — O mot active
2 | [ mor Ready
0 — . . | . [ Reserved
AT11000 AT11001 AT11002 AT11003 AT11004 AT11005 AT11006 AT11007 AT11008 AT11009 m
- as Wranin

Cisco {l.l/f/



Number of Agents
o

Supervisor  AdSTtTeam  TolalOn o og0edon Media ot Roady

AT11009 g 1 Cisco_Voice 0

9 1 0

11001, Agent AT11000 9 1 Cisco_Woice 0
AT11001 2] 2 Cisco_Voice 1

AT11002 g 1 Cisco_Woice 1

11001, Agent 27 4 2
11177, Agent AT11003 9 1 Cisco_Voice 0
AT11004 g 1 Cisco_Voice 0

AT11005 g 1 Cisco_Woice 1

11177, Agent 27 3 1
11178, Agent AT11006 2] 1 Cisco_Voice 0
AT1007 g 1 Cisco_Voice 0

AT11008 g 1 Cisco_Voice 0

11178, Agent 27 3 0

Cisco {l.l/f/

B Active In

== One report,

=]
=
=
=

== multiple views

Wranun

AT11002 AT11001
1.0 (9.05%) 2.0 (18.18%)

AT11003
1.0 {9.09%)

AT11000
1.0 (9.09%)

AT11004
1.0 (9.06%)

AT11008
1.0 (9.05%)

AT11005
1.0 {9.08%)

AT11008
1.0 (9.05%)
AT11006

1.0 (9.06%)

AT11007
1.0 {9.09%)




Multiple Views

Associate multiple report views with the same report data definition

<< A% Edit t-.? Print %’ Fiter || SQL 4 Refresh PopOut =i Export [ ChatAgent Detail Report >>

o e At Ty g o e
[&] Ve, T Time ent 2
CSR Name Agent ID Chat Type chatcgnnutad Chat Skills 4_ Accept
Chat Start Time Chat End Time Duration  Active Time Time

ccxagts Incoming Chat_Sales Sales 6/26/12 T:58:37 AM 6/26/12 8:01:03 AM 00:01:26 00:01:20 00:00:05
coxagts Incoming Chat Sales  Sales 6/26/12 2:30:00 AM  6/26/12 2:30:41 AM 00:00:41 00:00:36  00:00:04
Claudia Schiffer coxagls Incoming Chat_Sales  Sales 6/26/12 9:51:53 AM  6/26/12 9:52:26 AM 00:00:33 00:00:27  00:00:05
coxagts Incoming Chat_Sales  Sales 6/26/12 3:52:16 AM  B/26/12 3:54:53 AM oo:02:37 [GOEESE)  oo:00:03
coxagts Incoming Chat Sales  Sales 6/26/12 11:45:17 AM  6/26/12 11:45:44 AM 00:00:27 00:00:23  00:00:02
Claudia Schiffer 00:05:18  00:00:19
elena Chstengen “7@9% Incoming Chat_Support  Support 6/6/12 4:52:49 PM 6/6112 4:56:40 PM 00:02:51 [JNO0EEE  oo:00.06
coxagt3 Incoming Chat_Support ~ Support 6/6/12 3:52:59 PM 6/6/12 3:54:20 PM 00:01:21 00:01:19  00:00:02
Helena Christensen 00:04:03 00:00:08
00:09:21  00:00:27

Cisco ((pr/
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Scheduling Reports

- Distribute via .pdf, .xIs or
embedded in emalill

- Publish to a .csv file for flat file
Integration

Cisco (fo/

Unified Intellige

CISCO
Overview Overview ' | Security * |sSchedulens>s
Dashboards
> k) save K Cancel ¥ Refresn
» Report Definitions .
# = Required fields
»Repors ' General Settings | Email | Save To Remote Location |
Data Sources
Value Lists *Note: Add an email for entering other details. Email configuration settings must be configured in the
Administration console for email to work properly.
» Security
; Email Distribution I i
[P Ty T ———1] calogue(@cisco.com
Scheduler e
"Delete |
% Email View [ E]]
#  Email Subject
< Email File Type INLINE HTML %
| INLINE HTML
XLS (Zipped)
PDF

Copyright 2010 Cisco Systems Inc.
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Scheduled Reports: Best Practices

Schedule reports during non-
production hours

Scheduled report
execution adds

load to system Don’t Schedule at 00:00 Hours

Stagger the scheduled reports
Cisco(l.l/f/



Intelligence Center functionality
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Dashboards

Consolidate reports and other content
[Lacd [f sme 4% Refesh L Slideshow (3] Popout D ren

Type - Queue Now

Sf2215 1:58:11 AM EDT (118 Records)

Duration a0 30 6o
agert_rame skt e end_timne extersion hcl ol e d
start time talkiime
Eren Ergen 5 10234 21 10/23M4 1002 0
R e p O rts Eren Ergen 5 10234 s 10/23M4 1002 i
Eren Ergen ) 1002314 14 1002314 1002 o
ErenFigen 7Y 5 1012314 18 102314 1002 0
Eren Ergen 5 10234 5 10/23M4 1002 0
Eren Ergen ) 1002314 15 1002314 1002 o
Eren Ergen 5 1012314 20 10/23M4 1002 0
Eren Ergen 5 10234 5 10/23M4 1002 i
Eren Ergen 2 1002314 12 1002314 1002 o
B Egam 5 AOrzEMa 7 iOfzEMd 002 0 Generated on Cctober 12, 2010 11:11:08 PM EDT by CUICeui
Eren Ergen 5 10234 a0 10/23M4 1002 0
Eren Ergen ) 1002314 72 1002314 1002 o
Eren Ergen 5 12/7114 89 124 1002 0
Eren Ergen 5 127114 170 12014 1002 0 -

Sticky
Notes

[t

L J
Happy birthday eren |l

B E News  Sport Weather Earth Future  Shop

WEATHER

7:42:45 am

Widget

Web
Pages

Cisco {l’l/fp
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Dashboards

[ 4 Refrash

ServiceType With_Agents_Now Queue_Now Offered_Today Handled_Today 4
NLL 2 123 99
PLAYER 6 476 268
RETAIL 10 492 489

| _% .

Ganaiated on Nevemder 20, 3012 42851 P GMT by BXKYOTUGaeh (3 resorte)

o

" Chacking reportenscuson 2] Auto Resresh
100655 4y 50 P

* Checking report execution [ Auto Refresh

[ autn Retresh

pY
-

~
v Senurated sn Novenber 30, 2012 12929 PM OMT
[SLTm Y

Sunarated o Nevemdes 30, 2012 138 P NT

I BACMATE AR 1 1o il

L

O P

VENTER R RN

Cisco (l.l/f/
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Dashboard: Best Practices

Do’s and Don’ts

- Use ‘https’ based widgets in Dashboard while using ‘https’ enabled CUIC Login

- Do not add permalinks URLSs from subscriber node into the primary Dashboard
& Vice Versa

Cisco (l.l/f/



Intelligence Center functionality

Finesse Dashboard Scheduler

Fields

Report Definitions Value Lists
Parameters Collections
Query Types
User Synchronization
) Anonymous Stored Web
SQL Query Block Procedure Sockets
Data Sources
UCCE UCCE . Social
Eiee= Real Time UCCX Live Data CVP Miner

/4
cisco llve’ BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 23



Permanent Web Link

- Simplify distribution of reports and
dashboards

- Distribute for internal mobile users

- Provide one-click access to reports
- Optional Authentication

- Enable Digital Signage or large
screen monitors

Cisco Ill/t’./

Agent Name
11001, Agent
11002, Agent
11003, Agent
11004, Agent
11005, Agent
11006, Agent
11007, Agent
11008, Agent

State Time

]
(o]
0
(o]
0o
(o]
0o
]
0o
]
(o]
]
o]
(V]
(o]
0

00:00:42
00:00:34
00:01:20
00:00:48
00:00:54
00:00:26
00:00:08
00:00:48

AN=ZOowRowaaapNnOO!

24



Types of Permalinks

HTML

= Direct http type of
link to the report

view

= Enables report
access through

various devices

Agent Name
11001, Agent
11002, Agent
11003, Agent
11004, Agent ¢
11005, Agent Hold
11006, Agent
11007, Agent
11008, Agent

State

State Time
00:00:42
00:00:34
00:01:20
00:00:48
00:00:54
00:00:26
00:00:08
00:00:48

= Provides a link to
an XML structure

= The XML can be
used to create
custom formatting

o
o
2
a
1
1
1
3
o

29
3
o

o

ana

Excel

= Show the report in

Excel

= Enables to use
Excel filter &

format

functionalities

Event Time User Operation Entity Type Entity Name

5/19/2015 15:36 CUICYadministratar LOGIN
5/19/2015 15:36 CUICNadministrator CREATE
5/26/2015 12:00 CUICadministratar LOGIN
5/26/2015 12:02 CUICYadministrator LOGIN
5/26/2015 16:57 CUlChadministrator LOGIN
5/26/2015 16:58 CUIC\administrator CREATE
5/26/2015 16:58 CUIC\administrator CREATE
5/26/2015 16:58 CUIChadministrator SAWE

5/26/2015 16:59 CUICNadministrator S&WE

5/26/2015 16:59 CUICNadministrator CREATE
5/26/2015 16:59 CUICNadministrator S&WE

5/26/2015 17:15 CUICadministratar LOGIN
5/26/2015 17:16 CUICNadministrator CREATE

USER
DASHEOARD dsl

USER

USER

USER

DATASOURCE TestDS__FF_88761
REPORTOEFIMITION TestRD__FF_50444
REPORTOEFIMITION TestRD__FF_50444
REPORTDEFINITION TestRD__FF_50444
REFORT TestRep_ FF_36382
REFORT TestRep_ FF_36382
USER

DATASOURCE TestDS__FF_92407

Status

SUCCESS
SUCCESS
SUCCESS
SUCCESS
SUCCESS
SUCCESS
SUCCESS
SUCCESS
SUCCESS
SUCCESS
SUCCESS
SUCCESS
SUCCESS

Cisco I(pr/



Where to get Permalinks?
<eccrs | Views Of Ag Histoncal Custom Report |

Overview

» Dashboards

¢ Report Definitions

» Reports

» || Cisco Live Demo
| Ag Historical Custom R

» || Configuration Reports

¥ || Personal

+ [ PQ Reports
| | Agent Queues Interval
|0 | Call Type Queue Interval
|| Call Type Skill Group M
|© | PQ - Agent PQ Mem
| PQ - Interval All Fields
' PQ Real Time All Fields
' PQ Step Real Time
|| Precision Q Efficiency

» || SocialMiner

Cisco (l.l/f/

- e}
Overview &

E Create ~ / Edit [ﬁ Delete Dﬁ Links ‘@' Refresh

Name contains | | Fitter | Clear |

View Mame
) Agent Historical Al Fields

Edit| Deleiz | Links | Refresh

[ | Enable Unauthenticated Access

Excel Link |rrtlps:ﬂ1 0.35.140.83:8444/cuic/permalink/PermalinkNiewer. hime Pviewld=9ES11BFF 100001 4DUDEIUDEED[|

Html Link |rrtlp5:ﬂ1[].BE.14[].83:8444Icuic!permalinkJ'F'enﬂaIinl-Mewer.htrm?viewld:EIEB11EFF1£I[JDD14DUDIII[JEIEED[|

XML Link |rrttps:ﬂ1D.BE.HD.BE:BMM{:uicj'permalinkrF'enﬂalinl-c\ﬂewer.htrm?viewld:EIEEH1EIFF1EI[JDEI1 4DUDDUDEED[|




Overview of Live Data

Cisco (lvc' CCCCCC - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 27



Live Data

- Publication of real-time data so that
Intelligence Center can subscribe for
UCCX and CCE (PCCE & UCCE)

. Updated in real-time: Alice Wonderland m 2010
subscription versus “refresh rates” .
Casino
Royale

+ Newin Release 11.0 Peter pan  Neverland m 2003
« Live Data in CCE 11.0

- Common approach in UCCX and CCE
(PCCE & UCCE)

Cisco Il'l/fp/



Live Data Strategy

_ v' Live Data on Live Data
v" Failover support for PCCE UCCE V_Isuallzatlon
v’ Skill group and Precision ' gealable Live Y Live Data
Queue Live Data reports in ion APls
v Live Data v' Chat & Outbound Live Data

reporting report for UCCX
gadget in .
Finesse .

Cisco (fo/



Live Data Benefits

UCCX CCE

« Consolidated historical
and real-time reporting

- Intelligence Center Live
data reports super fast

- Real-time data for
Finesse agents and
supervisors via Reporting
gadgets

- Real-time reports in
Finesse for Agents

- Gadgets as part of default
gadget layout

- Gadgets are added to the
default gadget layout, no
manual configuration

Single source of Data/Reports: Reporting Users, Agents, Supervisors

Cisco ((Vf/



Live Data for CCE 11.0

- - - Agent Name State Last State Change Direction Reason Code Precision Queue / Skill Attributes
- Lightweight access to reporting
None 110005, Agent WORK_READY 81271332118 PM 1 0 PG1_CCM1P1B01S0000
None110006, Agent WORK_READY 8127113 3:21:41PM 1 0 PG1_CCM1P1B01S0000
None110003, Agent 8127113 321:15 PM 1 0 SPQO00T
° Ag e nt R e p O rtS None110004, Agent 812711332124 PM 1 0 SPQO00T
None110001, Agent 8127113 3:21:41PM 1 0 PG1_CCM1P1B01S0000
° Ag e nt None110002, Agent WORK_READY 8127113 3:21:42PM 1 0 SPQ00D1
None110000, Agent READY 8127113 3:21:40 PM 0 0
. None112700, Agent OT_READY 8126113 6:4357 PM 0 50002
° Ag e nt S kl I I G rou p None110008, Agent WORK_READY 8127113 3:21:19 P 1 0 PG1_CCH1P1B01S0000
None 110007, Agent R ;713 32050 Pu 1 0 PG1_CCM1.P1B01S0000

- Skill Group
- Precision Queue

«1]1a1]1. Agent AutoTest Agent1 (1001) - Extension 1001
cisco v 0106

- Today & To-Interval Statistics [ TEEE
added for SG & PQ

Sign Out

[ Threshalds only

Reason Duration Domain Direction i Attributes Reason Code
Agent1, AutoTest 00:04:10 Cisca_Voice Not Applicable

| Agent Skill Group - Agé | - | u || Threshalds only Q

Precision Queu...| Agent Name Reason Duration Domain Direction Logged On Destination Attributes
bos_CCM.Cisco_... Agentl, AutaTest NotR 00:04:10 Cisco_Voice Not Applicable 5/8/15 1200113 pm  Not Applicable ~
CCM.Cisco_Voice. .. Agent, AutaTest Not Ready 00:04:10 Cisco_Voice Not Applicable 5/3M5 12:00.-13pm Mot Applicable

Cisco {l.l/f: .



Live Data for Unified CCX

25 ~ | # Cisco Unified Intelligen... X i Cisco Finesse %2 v B) v I @ v Pagev Ssfetyv Took~ QvL

- Su p ervisor Re p orts e’ Unified Inteligenugtimm — A —

Agent Team Summary Repot ® | Agent Statistics Report ® | Agent State Log Report © |yagent@saistatistes Report:al

- Team State

Agent CSQ Statistics Report  ssentcsQ Statistics F ~ 4 © Auto Refresh A\ Show Threshold Alerts Only
- Team Summary o | (e e o
- Voice CSQ Agent Detail o B S —
- Voice CSQ Summary e v

Main_CSQ

- Agent Outbound Team = e
Summary

- Chat Agent Statistics

- Chat CSQ Summary

G'@- [IE) hitps.//196.18.133.19:8444/cuic/Main Ftm ~ & [B]4]x]|[= eing » -
i Faverites | s [ Cisco Finesse Desktop 2] Cisco Finesse Admin (si] MediaSense Search & Play

22 - | 4 Cisco Unified Inteigen... X £l Cisco Finesse | Tt~ B v ) @ v Page~ Safety~ Tooks~ @+

i Ag ent Re poO rts ‘s’ Unified Inteligenseieum

- Agent State Log : B e
. . Agent Team Summary Report | sgeniTeam Summary - L S Auto Refresh A Show Threshold Alerts Only
- Agent Statistics e [ = [ommcs
- Agent CSQ statistics R . s
- Agent Team Summary | nommcan
= :;o;ofxcnmmmrscso

cisco {lve' BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 32



CUIC Reporting Gadgets

Cisco ((l/f'/



Intelligence Center functionality

Cisco ll'l/f:’

BRKCCT - 2056




Reporting Gadgets on Cisco Finesse

(L) = [ tps.7196.18.133.195045 desitop/ containe ocale=en U5 - & B[4 x][ sing o~
S Favorites. ‘ g £ Cisco Fi Desktop g Cisco Fi Adi Ej h &Play
25+ | @ Cisco Unified Intelligence ... % Cisco Finesse o f v B) v 1 @ v Pagev Safety~ Tookv @
wtl1a1]1s Supervisor Shannelle Macks (smacks) - Extension 1081 Sign Out v
cisco  © Talking ¥
Manage Team  Team Data [OUSUEDEEN Manage R
 Live Data Reports as B
Name: Joe Smith IVR Option Selected:
Address: 1717 N Akard St Code: 2143436633
G ad g etS City, State: Dallas.TX Account Number: 11502
Work
Sales_CSQ 2 1 1 o 00:00:00
Main_CsQ 2 1 00:00:00
- . OutboundCampaign_CSQ 2 1 00:00:00
* Live Data Gadgets in CCE as |z . 1
well
e 2 [ |
° L ive D at a Sales_CSQ Croften Hegarly chegarty NotReady 000347 32758 dl m
Baselinshlenu_CSQ Croflen Hegarly chegarty NotReady 0003:47 32758
OutboundCampaign_CSQ Groften Hegarly chegarty NotReady 00:03:47 22758 F
Gadget Enhancements - - -
Sales_CsSQ Shannelle Macks smacks Talking 00:00:22 0
Rasalinallenu CSO Shannalle Macks smacks Talkina 000022 n ad

Cisco {l.l/f /




Reporting Gadgets

- Out — of — Box gadgets
- Live Data
- Authorized data view

- Looks similar to all Finesse
gadgets

Cisco (l.l/f/

URL Gadget

- Need custom gadget creation
- Historical Reporting
- See all data

- No styling



URL Gadget

«t]1s1]1: Agent 110000 110000 (110000) - Extension 1001

cisco Not Ready ¥ 02:51:58

Home = Manage Call

Sign Out

4/23/16 11:19:01 am IST (3708 Records| il

Completed Tasks

Agent State Times

Handlad AHT

Avg Hold

Aban Rings

ROMA

Absan Hold

Trans In

Log OnDu... %Activa

%HulAcM‘ wnuny| u.nunmd| %Wrap Up | %Busy Ot...

L] 00:00:56

o

00:00:00 0.03%

0.61% 0.20% 0.00%

0.00%

0.39%

o 00:00:56

o

00:00:00 0.19%

0.61% 0.20% 0.00%

0.00%

0.38%

May 2, 2011 12:00 am
May 2, 2011 12:00 am
May 2, 2011 12:00 am
May 2, 2011 12:00 am

Maw 2 2049 12:00 2m

00:00:00

00:00:00

00:00:00

00:00:00

aneon-nn

00:14:47 0.00%

00:30:00

00:30:00

00:30:00

an-an-nn

0.00% 0.00%

0.00%

0.00%

0.00%

0.00%

n nno.

0.00%

@ 2010-2015 Cisco Systems, Inc. All rights reserved. Cisco Finesse v11.0(1)

Cisco {l.l/f /
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Permalink URL Gadget (Historical Reports)

A - ™ -

- Copy « CUIC
CUIC sample certificate Finesse
HTML code and in layout
Permalink save in a Finesse add as
Web Tomcat URL
server trust store gadget
- J \_ J . J

[ <iframe src=“CUIC HTML Permalink" style="height:100%; width:100%"></iframe> ]

Cisco {l.l/f/



URL Based Gadget: Sample code

=Faml wersion="1.0" encoding="UTF-8" =
=Module=
=MaodulePrafs title="Azent Historical Beport" height="0" =
=Fequire feature="pubah-2" =
=Requre feature="settitle" i=
=Faqure faature="satprafs" 1=
=Requre feature="dynaruic-height" /=
=Fequire featare="views" /=

=ModulePrefs=
=Content type="html" view="defalt canvas"=
2I[COATA[
=IDOCTFPE himl=
=head~
=fhead=
=seript=

gadgets mandorar. adpstHeizht( "S00px "),

=feript=

hody=

=ifyame sre="https:#10.78 90.142:8444/cuic/permalink/Penmalink Viewer htme?
viewld=E49E7E7E1000014C000000CE044ESABELlink Type=htmlTypediviewType=GriddrefreshRate=300" height="290px" vadth="100%"=</iframe=

ihody=
1=

=fContent=
=Mlodnle=

Cisco (l.l/f/



Live Data Reporting Gadget

Uncomment Gadget in Update Report
Desktop Layout View ID

Cisco (lve’ BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public



Reporting Gadget

Sian Out »

mith (supcole) - Extension 27530

tl1ar]ry Supervisor Cole §
ISCO lot Raady 15

Emall Dashboard rnawiedas Library

Liva Data 3 Taam Susle a3 late) 3 3

Threshalds only
After Call Work Time

Nikola Teem Summary- | = "
Hold Time

15742 000000 000000 000000 -
000000 0000:00 00:0000

000131 000251 000518 025914 115442
00:0000 000000 000000 OO:16:51

00:.0000 000000 000000 000000

0 00:.0000 000000 000000
0000:00 000000 00:0000  DOO0O00

00:0000 000000 0000:00 | 00:00:00

sgent2 agent2 120300 ©O
0000:00

supcala 00:1651 O a

BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 41
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Live Data Demo

Cisco {l.l/f/



Cisco Finesse x \+

(- 8 httpsi/fec-uccxcolbsys.com:§445/desktop/container/7locale=en_US C || Q Search * E ‘ H 9 | =

B hMost Visited ‘ Getting Started ‘ Web Slice Gallery { : Rock Coast Riders page

stltst]1s Supervisor Cole Smith (supcole) - Extension 27530
cisco ¢

"Live Data | ge Tes Q & Cs Wanage Chat and Email Email Dashhoard Knd\'v'l?dée

- -

Nikola Team State - Tea u | Thresholds only Q Nikola Chat Agent Stati u || Thresholds only Q

Agent Name Agent ID Login Duration (... | Current State Duration Agent Name | Current St...| Duration Active Presented Handled Abandoned
Cole Smith supcole 00:18:51 00:18:51 - Cole Smith Nat Ready 00:00:00 [u] i} 0 1] -
a 1 1 1]

00:16:05

00:06:47 00:00:00

Yuan Lee ylee Yuan Lee Ready

-

Nikola Yoice CSQ Sumt 1] || Thresholds only e

N

CSQ Name Waiting Calls| Longest C... | Agents Lo... Agents Tal...| Agents Re... | Agents No...
Billing-Yoice 0 00:00:00 2 1] 0 2 -

Nikola Team Summary -

| Thresholds only

Agent Name Calls Hand...| Calls Offer...| Hold Not Ready Ready Talk
Cole Smith a 0 00:00:00 00:18:51 00:00:00 00:00:00 -

General-Yoice 00:00:00

Sales-Yoice 00:00:00

Yuan Lee

00:00:00 00:15:45 00:00:19 00:00:00
Service-Voice 00:00:00

@ € N 200




Agenda

- Understanding CCE & CCX Stock Reports

Cisco ((l/f'/ CCCCCC i
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Traditional Contact Center Measurements

- Agent and Agent Team Measurements
- Time Card (Logon and Logoff)
« Number of Calls Handled, AHT
- Not Ready State Breakdown

- Incoming Call and Task Measurements
- Incoming, Answered, Abandoned
- Average Delay, Average Handled Time, Service level

- Outgoing Call Measurements
- Breakdown of Attempted, Connected

Cisco (l.l/f/



Scripting Drives Reporting

SKILL
M® = @
UCCX DNIS APPLICATION M

Cisco (l.l/f/




Making Sense of Contact Center Enterprise Data

All activity for monitored peripherals is tracked and summarized at

different intervals and in different categories across all contact types

Agent

Call & Task

Cisco (fo/

~

= Skill Group
= Precision Queue
= Agent

Live Data



Making Sense of Contact Center Enterprise Data

All activity for monitored peripherals is tracked and summarized at

different intervals and in different categories across all contact types

N |
Live Data = Skill Group
= Precision Queue
Agent _ = Agent
Real-Time « Call Type

.

Call & Task

Cisco (fo/



Making Sense of Contact Center Enterprise Data

All activity for monitored peripherals is tracked and summarized at

different intervals and in different categories across all contact types

Agent

Call & Task

Cisco (fVC’/

~

Live Data

Real-Time

> Historical

= Skill Group

» Precision Queue

= Agent

= Call Type

= Agent Team

= Call Type Skill Group
= Campaigns

= Peripherals

" [VR Ports



Making Sense of Contact Center Enterprise Data

All activity for monitored peripherals is tracked and summarized at

different intervals and in different categories across all contact types

Agent

Call & Task

Cisco (fVC’/

~

Live Data

Real-Time

Historical

Detail Records

= Skill Group

» Precision Queue
= Agent

= Call Type

= Agent Team

= Call Type Skill Group
= Campaigns

= Peripherals

" [VR Ports

= TCD, RCD

= Agent State



Change

Call Tyne Call Type Reporting

CallOffered to Sales
Call Type SG1 to SG2
VR Qto Qto
J)S Sec. l 20 sec. lg Sec. 2 Sec. 37 sec. 20 sec.

Redy
Answer Drop Ready
00:00:00 1 00:00:00
Sales 00:00:31 1 1 00:00:31 0 0

cisco {'Ve’ BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserve



Call Types: Best Practice

- If there is IVR treatment before call is queued, best practice is to change the Call
Type just before Queue node

- Changing the Call Type will reset the Service Level Timer and not include the
IVR time

[#5f|Run Ext. Sc 8 | Queue to Skill Group

SKill Group No.

Cisco (fo/



Change

Call Type Skill Group/Precision Queue

CallOffered to Sales
Call Type
IVR

J)S Sec. l 20 sec,| 9 sec.

Qto SG1 Q to SG2

Drop Ready

Re[dy Aaner T
SG1

SkillGroup | Calls Average Handled Average Dequeued
Queued Speed Calls Handle Calls
Answer Time
SG1 1 00:00:31 1 00:00:57 0
SG2 1 00:00:00 1 00:00:00 1

Cisco {l.l/f/



Intelligence Center Report Packages

- Template zip file:
- XML that represents the report and report definition
- Report Online Help(OLH)
- Localization files to support localization of report and OLH

- Stock Report Packages are
- Media Shipped with Intelligence Center
- Cisco.com software download area for Cisco Stock reports

- Developer.cisco.com for beta, customer and partner developed reports

Cisco (l.l/f/
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Importing Reports from cisco.com

Downloads Home > Products > Customer Collaboration > Options for Contact Center Solutions > Unified Intelligence Center > Intelligence Center Reports-10.5(1)

Unified Intelligence Center

2
Expand All | Collapse All

* Latest
9.1.2
8.5.4
+ All Releases
»10
»9
»8

Cisco (fo/

Release 10.5(1)

File Information

PCCE 10.5 Live Data
CUIC_10_5_1_Templates PCCE_10.5_LD_10.5.2.zip

CCE 10.5 Historical All Fields
Templates_ CCE_10.5_HT_AF_10.5.1.zip

CCE 10.5 Historical Outbound
Templates_ CCE_10.5_HT_OB_10.5.1.zip

Release Date

11-AUG-2014

04-JUN-2014

04-JUN-2014

Release Notes for 10.5(1)

Size

0.70 MB

3.49 MB

1.76 MB

P8

Download

Add to cart

Download

Add to cart

Download

{2 L

Add to cart



Contact Center Enterprise Report Packages
- CUIC Admin Security

- SocialMiner Historical

- EIM/WIM Historical

- CCE Historical All Fields
- CCE Realtime All Fields
- CCE Historical Outbound
- CCE Realtime Outbound
- CCE Historical Transition
- CCE Realtime Transition
- CCE Live Data
Cisco((l/f/



Making Sense of Contact Center Express Data

All activity for CSQs, agents, calls and tasks is captured in detail records and
summarized in reports.

Agent
Calls
Tasks

Cisco (fVC’/

~

Live Data

Historical

=CSQ

"Agent Events
sAgent States
*Chat

*Email
=Outbound



Contact Service Queue Rep

Contact Service

orting

Avg Max avg Max AvgTime  Max Time Avg Max AvgTme  MaxTme  Calls

csaName  CSQID Skills h:"’ Queue CH) :Lss:: Handle Handle ':"’Mﬂ T T Abandon  Abandon El3 T To Handied
. . sered e Time fandled Time Tme  Abar Mbandon  Abandon  PerDay  PerDay  Deaueued By Other
Q u e u e A C t I V I ty R e p 0 rt . Atlants CSQ (Atlanta Skl 5 000023 000108 5 000021 000320  DO:11:08 D 000000 000000 00 0 0 ooooo0 000000 [
.

g:._""’“" g:;““" 22 0000:38 000314 18 DR:003 000305 DG:18:20 7 oogo47  ooora2 022 2 o oponoo  00:00:00 o

S u m m a ry StatS S u C h aS ?;0’"“” gf)”'ﬁ'” 1 000020 000020 0 00DOO0 000000  0O:00:00 1 o0z 000020 003 1 0 000000 00.0000 0
Chicsge €5Q Eg"'l;'“" 5 000028 00:0033 1 DoO027  0000:56 DO:00:88 4 oogo2s  ooopad 013 3 o oponoo  00:00:00 o
[ ©

ave rag e an d l I I aX q u e u e cren 5] 23 00002 000241 6 000030 000338  DO:11:43 7 00w 000040 022 3 0 000000 00.0000 [}
Odanda C3Q (Orando Sil) 2 00005¢  0OO14E 2 00DOS4 009231 001820 0 oooooo  cogooD o0 0 0 000000  00.0000 [}

tl me ASA M’m" msm" 000208 000803 000208 002385  D027:20 00000 000000 o0 000000  0200:00

)

Detailed Call CSQ -
Agent Report: Call

Level Detail by CSQ
and Agent

54013

54011

54004

54002

54001

Cisco {(‘/60

I
10

Number of Calls

T
1z

14

16

18 20 22

W Total calls



Agent Reporting

321114 10.04:55 AM CDT (62 Records) [ g%

Loggedn
Duration

Agent Login Logout: =

Status of each cumulative m— =

log in time by agent - =

Agent Not Ready Reason

Code: Time agent spent in

each not ready reason code

Agent Call Sum mary: e e e )
Summary of calls received i I R I
and calls made per agent e EETEEENEEREENEEE R

Cisco {l.l/f/



Outbound Reporting

Preview Outbound Agent
Detail Performance:
Outbound Campaign Calls
handled per agent

IVR Outbound Campaign
Summary: Outbound
Campaign Calls attempted
and disposition summary

Cisco {l.'/f!

Campaign Neme

(Charlestan VR

Charleston IVR

‘Outound IVR

Rock Coast
‘South OBIVR
Rock Coast
‘South OBIVR

BRKCCT - 2056

© 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Chat and Email Reporting

Email or Chat Traffic B Gees ©0 G P |l Qrn Drot 3 e Do

Analysis: Summary of D
incoming chat requests B R e e e s e
including peak hour —-———————

Email or Chat CSQ Activity:
Chat handling per CSQ
including average wait and
handling times

Email or Chat Agent
Activity: Chat handling per
CSQ mcludlng average wait




Contact Center Express Bundled Reports

- CUIC Admin Security
- CCX Chat

- CCX Emaill

- CCX Inbound Agent
- CCX Inbound CSQ

- CCX Inbound Other

- CCX Outbound

- CCX System

- Live Data

Cisco (l.l/f/



Agenda

- Intelligence Center Report Customization

Cisco (lvc' BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 63



Customizing Reports

Unified Contact Center Enterprise

Standard ($3$) Lab/NFR ($)

Premium ($$3$)

* Allows visual  Create new reports from  Create new reports from
customization scratch scratch in Production
System
* Does not allow report * Create drill-downs,
definition customization change refresh intervals * Create drill-downs,
change refresh intervals
* Included for WebView * Export & Imported into
upgrade (no charge) Production » Custom reporting on

multiple Data sources
* Limited to 5 users

Cisco [l'l/fpl ot



Customizing Reports

Unified Contact Center Express New in 11.0
Standard Lab/NFR (%) Premium ($%)

* Out-of-the-box Co-res at  Create new reports from « Off box CUIC Standalone
no extra cost scratch system

* Allows visual * Create drill-downs,  Create new reports from
customization change refresh intervals scratch

* Does not allow report » Export & Imported into * Create drill-downs,
definition customization Production change refresh intervals

« Standalone lab setup « Custom reporting on
(limited to 5 Users) multiple Data sources

Cisco ll.l/fol .



Customization using
CUIC Standard

Cisco ((l/f'/



Visual Customization

Create New Views

- Choose the right format what you want to display
- Gauges for single values, charts for multiple

549113 12:35.02 AM POT (1950 Records) 4 §

B eactve {peractiveTime)

Percentage
100
F - [ stolg (peroleTime}
Create ~ o © [h & « éRefmsh
Q 1 B anot Actve (periotactive)
SR Y PSS
7 deer

E cunot Ready (perNotReady)

[ seReserve (perResen ved)

— aailacca ] sswWrapup (perWrapup)
Name contains | | ( Filter ) ( Clear )
View Name Type Description
() Agent State Percentages Chart [
() Agent Team Historical All Fields  Grid
()  Breakdown of Agent States Chart |
() Not Ready Percentage Gauge @
7 \ AT
'(Create ~ ). Edit )[ Delete || Links )( Refresh ) i
[om ]
- Gauge ‘
Griax:

CiscollVU/ o



Visual Customization

Rearrange Column fields, Rename fields

- Group items together logically

T Grouging Q}Aﬂdl-hadar | save [ savess x

@ = Required fields

z Name Call Type Histarical - Daily
Description

o Font Size 43
Available Fields Curi
“alban (per_aban) m = B

ent field order in the grid

FaQuaued (per_gueued)
Aban {TatalCallsAband) =
Aban within 5L (ServiceLavelAband) @
Abandintervall {Abandintervall) @
Abandinterval10 (Abandintereal1d)

Abandintervalz {Abandinterval2)

Abandintervald {Abandintervald) n

GridHeadars
Call Type Name (Enterpris
CateTime {CateTime)
’.E Tasks
mmmhﬂ

with headers

- Right-click on the field:
___+ Properties
- Thresholds

-« Name columns to match

company conventions

o _EI Thmshuqu

ASAL % Remove Selected
Max imTTeErsersereme =

Max Dialay (MaxCallWaitTi v

[ Add Header | ( Remove Selected |

4

Cisco (fo/
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Visual Customization

Add thresholds to identify compliance violations

- Change colors or font or images based on values

- Stack up multiple thresholds
() Greater Than:60

() Greater Than:120

(Add ) ( Edit ) ( Delete ) ( OK )

Chat Routed Chat Timing

SR Name S S csa Chat Sklls Chat Start Time Chat End Time Duration Active Time Accept Time
cexagts Incoming Chat_Sales Sales 6126112 7:59:37 AM 6/26/128:01:03AM | 00:01:26 00:01:20 00:00:05

cexagts Incoming Chat_Sales Sales B/26/12 2:30:00 AM 6/26/122:30:41 AM | 00:00:41 00:00:36 00:00:04

Claudia Schiffer cexagts Incoming Chat_Sales Sales 6/26/12 9:51:53 AM 6/26(129:5226 AM | 00:00:33 00:00:27 00:00:05
cexagts Incoming Chat_Sales Sales 6/26/12 3:52:16 AM 62611235453 am | oo:oza7 [NGEGEEE) 00:00:03

coxagts Incoming Chat_Sales Sales 6/26/12 11:45:17 AM 6/26/12 11:45:44 AM 00:00:27 00:00:23 00:00:02

Claudia Schiffer 00:05:18 00:00:19

Helona Christe coxagt3 Incoming Chat_Support  Support 616112 4:52:49 PM eeizassdo P | oozt [INGGREEE 00:00:06
elend sen coxagtd Incoming Chat_Support Support 6/6/12 3:52:59 PM 6/6/123:54:20PM | 00:01:21 00:01:19 00:00:02
Helena Christensen 00:04:03 00:00:08

»
cisco {'Ve’ BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 69



Visual Customization

Provide additional groupings, summarizations and sorting

- Daily, Weekly, Monthly Groupings

Numbar Of Groups. Qo 01 Oz (O]
Unique Value Vertical Nignment @ Top (0 Middle O Bottom
< = Required fields
¥ Show Summary Ogly
Groupt
o Grouped By [ Skill Group Name (SkilGrouphame) =l
' Show Summard
Group2
o Grouped By Agent Name [FullName) E[ [
1+ Show Summary
Group3
o Grouped By [DateTime finterval) (=l
© Onong @ Daily O Weekly O Montnly

Cisco {lpr/

Skill Group Name Agent Name ° Tasks
Handled AHT Held Avg Hold Aban Rings RONA

#Agent_PIM Cisco_Voice.defa 68603 Amy, Roberge 05062013 o 00:00:00 o 00:00:00 o o
0&/0872013 o 00:00:00 1] 00:00:00 o o

Amy, Robarge o D0:00:00 [} 00:00:00 o o

Caole, Brian 0&/0872013 o 00:00:00 1] 00:00:00 o o

Cole, Brian o 00:00:00 [} 00:00:00 [ o

Rioberge, Amy 0&/01/2013 o 00-00:00 1] 00-00:00 ] o

0§/0372013 o 00-00:00 1] 00-00:00 ] o

05/06/2013 o 00:00:00 5} 00:00:00 o o

05082013 o 00:00:00 5} 00:00:00 o o

Roberge, Amy o 00:00:00 o 00:00:00 L] o

‘Washington, George 05082013 o 00:00:00 o 00:00:00 o o

Washington, George ] 00:00:00 0 00:00:00 0 ]

‘Agent_PIM.Cisco_Voice.defa.66603 o Do:00:00 o 00:00:00 o o
sales_credit_cards ‘Washington, George 05082013 0 00:00:00 o 00:00:00 V] 0
Washington, George 0 00:00:00 0 00:00:00 0 0

sales_credit_cards o Do:00:00 o 00:00:00 o o
sales_insurance ‘Washington, George 050872013 o 00:00:00 o 00:00:00 0 o
Washington, George 0 00:00:00 0 00:00:00 (] 0

sales_insurance '] 00:00:00 [} 00:00:00 L] ']
sales_personal_loans ‘Washington, George 050872013 o 00:00:00 o 00:00:00 0 o
Washington, George 0 00:00:00 0 00:00:00 (] 0

70




Visual Customization: Best Practices

Gauge for
Choose S ‘Execute’ single,
- Save As : for access Charts for
right stock Easy to find :
report only multiple
values

cisco ('Ve’ BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 71



Customization using
CUIC Premium

Cisco ((l/f'/



Intelligence Center functionality

Finesse Dashboard Scheduler

Fields -
Reports | Value Lists
Parameters :
) } Collections
Views/Permalinks
User Synchronization
Data Sources
UCCE UCCE ) Social
B Real Time UCCX Live Data CVP Miner

1Y/44
Cisco llve’ BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 73




New Report Development

Pre — requisites

- Premium / NFR / Lab License
- Ensure you have correct permissions

- Understanding of SQL, Schema is a must

Cisco (l.l/f/



Customize SQL query

Choose the right Stock report

‘Save As’ a custom report

Click on Report Definitions

Go to Data Sources

Customize SQL query

Cisco (fVC’/

J Data Source H Fields H Parameters H Properties l

# = Required fields

|Database Query

&)

« Query Type

|UCCE Historical

©

2 Data Source

Data Source Type | Microsoft SQL Server |

Data Source Status o4 Online

£ Query

@ | SELECT DateTime, NewCallTo5, LateCallsTos, TimeoutCallsTos FROM Routing_Client_Five_Minute

Create Fields | The query validated successfully, and the field(s) were created.




Custom reporting: Best Practices

“Give me” “All of the dat% “From the Routing_Client_Five_Minute table”

CUIC needs to know which fields you want. “All” isn’t specific enough.

Cisco (l.l/f/



Add a formula

» Choose the right Stock report

‘Save As’ a custom report

Click on Report Definitions
Go to fields

Total Abandon Calls Formula

_‘ Create ~ | Edit Properties || Edit Formatting || Drilldowns || Delete |

DECIMAL

Edit Field Properties
/ 2 Click Update Field to keep changes.

# = Required fields

Create a New Formula field —

Cisco (l.l/f/

Name |Fonooo1 |

#¢ Display Name [Total Abandon Calls |
Description ‘ ‘

34 Data Type |DECIMAL 8|

Allow to show if invisible
Available in Filter

Available Fields

|AbandRingCalls (AbandRingCalls) [=]| Insert Fiela

Formula (Refer o online help for valid syntax.) | granandonHoldGalls} + ${AbandRingCalls}

| Update Field |Cance||




Add more calculations

- Choose the right Stock report

‘Save As’ a custom report

Click on Report Definitions
Go to fields
Click Edit Formatting

Create -][ Edit Properties ] ,_EditFDrmatting ] [ Drilldowns | | Delete

Field Formatting

H ~ Click Update Field to

eep changes.

Farmat |Custc|m Forma

=

Zustom Format

Footer |Custum Formu

2 =

Default Custom Footer Formula

SUMS Delay@abandTimeirsUnisAbanciueueh

Cisco {l'l/fp/

Group 1 Custom Foaoter Formula

Group 2 Custom Footer Formula

Group 3 Custom Footer Formula

Update Field | | Cancel |




Report Development from scratch

Know the
Database Schema

|dentify the
Data (Data
Source)

Cisco {l. 7

SQL query
Anonymous Block
Stored Procedure

» Select Report definition
 Run & Validate

Develop a

Report
Definition

« Create a Report *
 Give Permissions *

Report

Report Definitions
Localization file
Template Help file

[ J [ J
Customize Export
the Report Report

Views Package

BRKCCT - 2056

Here you go!

\

Import into
Production
System

© 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public



Getting 8000+ Rows

> 8000 not
displayed

8000 Rows

l_‘_\

. Resultset

Reporting - (8000+ Rows)
User

Cisco (fo/




Getting 8000+ Rows: Customization

- Use the latest Monthly Summary Reports in CCE Transitional Historical
Reports package from CCO

- Create custom reports to use Anonymous block

- White paper on Getting more than 8000 rows -
https://communities.cisco.com/docs/DOC-56930

Cisco (l.l/f/


https://communities.cisco.com/docs/DOC-56930

Getting 8000+ Rows: Customization
‘Paging’ Result set Approach

e Report Definition

T-SQL Scripting

+ Split and numerate
rows returned

* Deploy ‘paging’
logic

DECLARE @i INT

DECLARE @pageMax INT
DECLARE @pageMin INT
DECLARE @start DATETIME
DECLARE (@end DATETIME

SET @pageMax @i*8000
SET @pageMin = (@i-1)*8000 + 1

Cisco {lpr/

T-SQL in Anonymous
Block

Create Parameters -
include Page No

“ Anonymous Block

BEGIN
IF OBJECT_ID(tempdb. #SGI') IS NOT NULL
BEGIN

DROP TABLE #SGI

END

DECLARE @i INT
DECLARE @pageMax INT
DECLARE @pageMin INT
DECLARE @start DATETIME
DECLARE @end DATETIME

SET @i = :pageno
SET @start= :start
SET @end=end

\ Data Source FlehB Pnrameters Propeftes
Display Name  Data Type
DECIMAL

DATETIME

DATETIME

Build the Report
Use Filter to change
page numbers at run
time

Records 1-8000

“ @pageno (@pageno)

Value (DECIMAL): |1.0

Records 8001-16000

“ (@pageno (@pageno)

Value (DECIMAL): [2

o"‘°“

Schedule Report (x
Page No)

* Merge by Batch

scripting, Windows
Task Scheduler)

et

Wemeowans| e | e |

‘Schadie Name: < = NetScheduedRen  ScheduedBy  Frequengy
Lt LastStas Tpe Resit
€ s RemaisLocaion

C osaz2 RemaizLocaon

MIUB0 CUCicadmin Once
13512 CUCaicadmin Once
Remgis Location 316181 CUCaicadmin Once

Merge_CEVs
EL) my-new-file
L] $61.1.11,13.14 6.10_PM
L) $61.2.11.13.14 6.12_PM
(L] $61.3.11.13.14_6.14_PM



Demo of CUIC Customization

Cisco {l.l/f/
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() Cisco Unified Intelligence .. % | = |NE| fall | 2

& | A\ htps//10.78.9L2448 044/ cuic/Main bt eorch wB ¥ #® —

sl : —"
Cisco Un ed LG R =) Signed on as: CUIC\admin  Documentation Search  Synchronize Cluster  Log Out  About

SN English (US.) - English (US.)

Overyiew Reports
» Dashboards -
ad o
Import Report ¥ Refresh Help
 Report | L& € ?
i Custom Reports Available Reports:
v _ Stock g i o
v [ Intelligence Center Admin§ -~ { 2 pC T
Audit Tral = s:: km €RO
- ; - C
Unified CCX Historical
: e Iy + _ Intelligence Center Admin
; = [ Unifled CCX Histoncal
s] [ Chat
+] [ Email
=1 [ Inbound - |

Apandoned Call Detail Activity Report

Aborted Rejected Call Detail Report

Agent Call Summary Report

Agent Detail Regort

Agent Login Logttit Activity Report

Agent Not Ready Reason Code Summary Report
Agent State Detail Report

Agent State Summary by Agent Report

Agent State Summary by Interval Report

Agent Summary Report

Agent Wrap Up Data Summary Report

Agent Wrap-Up Data Detail Report

Call Custom Variables Report

Called Number Summary Activity Report
Comman Skill CSQ Activity Report

Value Lists Contact Service Queue Activity by CSQ Report
Contact Service Queue Activity Report

Contact Service Queue Activity Repart by Intenval
Contact Service Queue Call Distribution Summary 4

Data Sources

» Security

Scheduler

Cop ht 2015 Cisc

—~ . S4IPM |
3% 5/29/2015



. — ———
i’/m Cisco Unified Intelligence .. % | ==

- al

€ B A rvps/10.789114484040

cisco Unified Inte

Overview

» Dashboards

L AR

v . Custom Reports
Agent Inbound Custom R
Detailed Call CSQ Agent g
- _ Stock
» [ Intelligence Center Admin
» | Unified CCX Historical
» [ Unifled CCX Live Data
AAAL

‘ " »

Data Sources

walue Lists
» Security

Scheduler

Aain.htrr

A~
Reports
'_2} Import Report ¥ Refresh

Available Reports:
-1 | Reports
- | Custom Reports
Agent Inbound Custom Report
Detailed Call CSQ Agent Custom
Stock fk
__ Inteligence Center Admin
" Unified CCX Historical
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Analytics Partners and
Connected Analytics for
Contact Center
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Cisco Contact Center Partner Ecosystem for Analytics

“Pure Play” Analytics

* Providers deliver platforms
for developing predictive
and predictive models
around big data sets

ERP and Business Process
Analytics

* Focus on linkage between
front / back office
interactions

* Impact of processes on
customer satisfaction

Cisco (l.l/f/

FICO

splunk
Spotfire’

&= PitneyBowes
Software

ORACLE"

CRM and Marketing
Analytics

* Providers leverage customer
& interaction data stores
within their own systems

» Derive trends & patterns
leading best action

Operational Analytics

* Focus on balance between
efficiency & effectiveness in
the Contact Center

» Extend Contact Center
reporting to: trending analysis,
speech/text analytics, agent
performance, & customer
satisfaction



Cisco Connected Analytics Framework

UCCE Operational Service Vertical Omni-Channel
Analytics Management Analytics Analysis
Cisco Connected Analytics for Contact Center

@ @) Structured & Data CACC
,. 9 II Analytics

Unstructured Extract,
UCCE Transform Software

Enterprise Data Data Integration m
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Use Case: Reduce Customer Effort

Customer Effort

Had a chat earlier inj Called this morning
the week. Reason and waited on hold
code shows no too long with an
resolution agent. Hung up.

Sent an email
but it’s still in

queue.

3 days of unresolved issue A
Y

HDS Data

» Disposition * Handle Time
* Queue Time * ANI/ Variable5

Descriptive Analytics

Cisco (l.l/f/

Predictive Analytics

* How does this customer experience
compare to others in his peer group?

» Did other customers in his situation leave?

» Did other customers complain about effort
to get service?

» Did we put this customer at risk?

Does it matter if we retain this customer? If so..
What has worked in the population?

Prescriptive Analytics

Personalized, Special
Care Agent
(Preferred Channel)

Proactive Retention
Contact Offer




DEMO:

Customer Effort Profile e
L > = 2 =
hhhhhhh = :; - -
T 2 1
Customer Effort History: .

» Overview of calls by call type.
Plotted by customer effort
score

How hard was it to resolve
issues? The lower the effort,
more loyal customers are

Customer Effort Evaluation:

ol

Catmpe It
B & &8 8 8 ¥

 Identifies repeat call chains,

attributes that lead to repeat calls y | : -
 Attributes can be used for agent e e SR S e
improvement to reduce repeat S = = —




Use Case: Agent Experience

Identify Experience Agent left to another position
Patterns / Outliers

What is the Customer Satisfaction Issues
population
trend?

Agent Behaviors

Training Issue

Problem Agent

» Short/Long Talk Time

* Agent Abandonment . .

+ Hold Count Predictive Analytics
» Excessive Transfers

+ Reason Codes

HDS

Descriptive Analytics

Cisco (l.l/f/



DEMO: Agent
Performance

Performance Profile:

* Enables supervisors to monitor
agent efficiency to pinpoint
effective agents through
benchmarking

Performance profile allows for
proactive actions by providing
correlation between agent skill
level to repeat call

Cisco (fo/
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Connected Analytics

Demo
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Agenda

- Overview of Cisco Reporting and Analytics Offerings
- Understanding CCE & CCX Stock Reports

- Intelligence Center Report Customization

- Roadmap

- Demonstrations, Materials & Resources

- Q&A

Cisco (’Vc' BRKCCT - 2056 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 9;‘



What's new in CUIC Release 11.0
- Live Data for CCE

- Live Data Gadget Enhancements
- New Toolbar
- Multi view Gadgets

- New features added to Historical Reports
- Dynamic Column Selector
- Dynamic Re-sizing
- Dynamic Sorting
- Expand — Collapse of Groups
- IPv6 Support

- VOS 10.5 Support
Cisco((l/f/



Reporting Gadget in Release 11.0
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Reporting Gadget in Release 11.0

Play / Pause Thresholds
only

Nikola Chat Agent Stati - = Py — [ Threshalds onle o

Agent Name CumrentSt... '+ ation \ Active Presented Handled Abandoned

agent2 _ 00.00.00 1 3 1 0 .

Cols Smith Not Ready 000000 D Q 0 D
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CUIC 11.0

i ] ,
cisco Unified Intelligen
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CUIC 11.0
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Summary >

Intelligence Center features &
customizations

Understanding reporting data &
stock reports for both CCX &
CCE -

New offerings

Looking ahead into Intelligence
Center features

Demonstrations, Materials &
Resources

Cisco (fo/



Videos, Materials &
Resource
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Resources

- Cisco.com — cisco.com/go/ccreports

- Developer services area for partners and customers:
http://developer.cisco.com/web/ccr

- Developer site for creating gadgets in Finesse (Intelligence Center URL gadget):
https://developer.cisco.com/site/finesse/

- Cisco Partner Community Resource Guide (Partner login required):
https://communities.cisco.com/docs/DOC-26456

- White paper on 8000 row strategy (Partner login required):
https://communities.cisco.com/docs/DOC-56930

- Videos:
- Partner Education Connection - http://cisco.partnerelearning.com/Saba/\Web/Main
« YouTube channel: CiscoCC

Cisco {l.l/f/



http://developer.cisco.com/web/ccr
https://developer.cisco.com/site/finesse/
https://communities.cisco.com/docs/DOC-26456
https://communities.cisco.com/docs/DOC-56930
http://cisco.partnerelearning.com/Saba/Web/Main

CiscoCC channel

'::ll's'::'c;' Unified Intelligence Center on Contact Center Express (...

by CiscoCC + 1/3 videos

CUIC on CCX Video Training: Getting Starting with
CUIC on CCX

CUIC on CCX Video Training: Customizing Stock

Using UCCX Unified Intelligence Center (v10.5) © . Rerots

Getting Started with CUIC X CUIC on CCX Video Training: Creating and Managing

Dashboards
Presented by:

Marty Griffin
Sunset Learning Institute

S ——

CUIC on CCX Video Training: Getting Starting with CUIC B """ 10 ClscO Finesse Supervisor and Agent

i hv Warkflaw Concents
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Contact Center Sessions Week at a Glance

8:00-9:30 (90)
BRKCCT- 1011
Cisco Unified Contact Center

Express Update and Roadmap
(G.Variyath)

9:30-10:30 (60)
PSOCCT-1008

Omnichannel Customer Care -
Preparing for the Mobile
Customer

(K.McPartlan,K.Gouda))
10:00-11:30 (90)

BRKCCT- 1051

Cisco Unified Contact Center
Enterprise and CVP Overview

and Roadmap
(J.Lundy/S.Vashist)

12:00-1:00 Table Topics
UCCX (G.Variyath)
Finesse(T.Phipps)

Color Coding
UCCE

UCCX
Omnichannel

8:00-9:30 (90)

BRKCCT-1041

CCE Security Best Practice Guide
Overview

(C. Gonzales)

11:30-12:30 Table Topic

Reporting and Analytics
(C.Logue/V.Gururaj)

1:00-2:00 (60)

CCSCOL-1400

Case Study: Providing a Total Customer
Experience (C.Botting, M.Voornhout)
1:00-2:30 (90)

BRKCCT-1006

Omnichannel Contact Center Solutions
Overview (W.E.Nijenhuis)

1:00-3:00 (2 hr)

BRKCCT-3005

Solution Troubleshooting for Unified
Contact Center Enterprise (C.Palau)
3:30-5:00 (90)

BRKCCT-1031 Cisco Finesse - The Next
Generation Agent Collaboration
Experience (T.Phipps)

4:00-5:00 (60)

CCSCCT-1405

Case Study: American Century
Investments (N.Westvold)

8:00-10:00 (2hr)
BRKCCT-2007
Cisco Unified Contact Center

Enterprise Planning and Design
(M. Berenjian,M.Eady)

8:00-10:00 (2hr)

BRKCCT-2019

Cisco Unified Contact Center
Express Planning and Design and
Support (G.Burton,M.Turnbow)
11:30-12:30 Table Topic

UCCE(PCCE,HCS) & CVP
(J.Lundy, C.Logue)

1:00-3:00 (2hr)

BRKCCT-2050

Building recording and monitoring
applications with the MediaSense
API (K.Rehor)

1:00-3:00 (2hr)

BRKCCT-2056 Contact Center
Reporting & Analytics: Unified
Intelligence Center (V.Gururaj,C.Logue)
3:00-5:00 (2hr)

BRKCCT-2027 UCCE Solution
Service Creation (including CCE
and CVP Scripting) (S.Vashist)

8:00-9:30 (90)
BRKCCT-1002
Hosted Collaboration Service

Contact Center Update
(A.Mermel,M.Varghese)

10:00-12:00 (2hr)
BRKCCT-2080

Deliver omnichannel Customer
Experience with Remote Expert
Mobile

(R-Gupta,Y.Fedotov)

10:00-11:30 (90)
BRKCCT-1005 Context Service:
the new cloud-based
omnichannel solution for Contact
Center Enterprise and Express
(V.Chhabra)

1:00-2:30 (90)

BRKCCT-1009

Cisco Customer Collaboration
Architectural Vision and Cloud

Evolution
(M.Lepore,T.Famous)



Participate in the "My Favorite Speaker” Contest

Promote Your Favorite Speaker and You Could Be a Winner

- Promote your favorite speaker through Twitter and you could win $200 of Cisco
Press products (@CiscoPress)

- Send a tweet and include
- Your favorite speaker’s Twitter handle @carmenlogue @gururajvikram
- Two hashtags: #CLUS #MyFavoriteSpeaker

- You can submit an entry for more than one of your “favorite” speakers
- Don’t forget to follow @CiscoLive and @CiscoPress

« View the official rules at http://bit.ly/CLUSwin

Cisco (l.l/f/


http://bit.ly/CLUSwin

“To ensure good health:

Eat light, breath deep, live
moderately, cultivate cheerfulness
and maintain an interest in life”

Willem Londen

Cisco {l.l/f/



Complete Your Online Session Evaluation

- Give us your feedback to be
entered into a Daily Survey
Drawing. A daily winner
will receive a $750 Amazon
gift card.

- Complete your session surveys
though the Cisco Live mobile
app or your computer on
Cisco Live Connect.

Don’t forget: Cisco Live sessions will be available
for viewing on-demand after the event at
CiscoLive.com/Online

Cisco ((pr/



Continue Your Education

- Demos in the Cisco campus

- Walk-in Self-Paced Labs

- Table Topics

- Meet the Engineer 1:1 meetings

- Related sessions

Cisco (l.l/f/



Thank you
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