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Unified Intelligence Center O 12 7' 4> =L, T 7 4/ O v r— L& LT [HFECKE) (English
(U.S) JTERREINET, ZT7AFNOTXTO /) — RIZFiE Ny 7 %A A /L LT, Unified
Intelligence Center THAR— F SN TWNELTRXTORT—VEAENITHIENTEET, Sy
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. Internet Explorer 10 5 & U 11 75 U HFDHHR—

7 1% Cisco Optional Package (COP) & L THEHT 2 Z L8 ATRE T, Z 4L Cisco.com 7256 Z 7 or
n— NTEET,

A\
(¥)  Unified Intelligence Center #7 v 77 L — R$T5& T7 4/ hOorr—LTrTF L R—T
MERINET, MOFFELZYR— T L5508y 7 &2 A A=V LET, 72& xIE, Unified
Intelligence Center % 10X 205 11x ~7 v 77 L— RKL7EHET, COPZEA A M—/L LET,

Internet Explorer 10 5 & U 11 75 OB DY R— K

Unified Intelligence Center |3, A5 ~RE— RO Internet Explorer 10 33 X OV 11 ZH AR — K LT E
—éﬂo

Internet Explorer 10 36 L TN 11 CHMERE— FOREZANCT HI2IE, WOFIEEZFITLET,

1 Internet Explorer % #2&) L £ 7,

2 [Y—J (Tools) ]>[H#FERZE (Compatibility View Settings) 1227V v 7 LE T,

3 [BN3 %5 Web¥ A b (Add this website) ] 7 « —/L KIZ, Unified Intelligence Center H—/3¢ IP
FTIIARAMEADLTEEM (Add) 1227V v 7 LET,

A

GH) ‘(MUY b A NEREFRR TR SR TS (Display intranet sites in Compatibility View) ]
L O [Microsoft A #: U 2 kA (Use Microsoft compatibility lists) | DF = v 7 R
I AWK NIz o TND Z & w B LET,

* Internet Explorer C7 A 7 7 —X O LR — MIT 7EATHITIE, TREM KA A 4
(FQDN) DOHZAEH 204880 D £,

* Internet Explorer 10 8 X OV 11 OF A 7 5T—4% LiKR— bOEAIE, [V—/v (Tools) ]>
[(Ry 77 v 77 ay 7 OFE (Pop-up Blocker Settings) 1> [#F 79" 5 Web¥ 1 hdT KL
2 (Address of website to allow) ] CT7A 7 T—XZBML TRy T T v 7 U4 KUk
FFATLET,

CTIAT TR VIR— e TA T F—% HY = v h%, Internet Explorer D[R UA > A X
VATHS Z LI TEERA,

[ B

EZE  Unified Intelligence Center DJ X TD /) — FZHHERY 2 MIEBEMT HHLENH Y 7,

Abvyy LiRk—F

X ® Cisco Unified Intelligence Center L' 7K — ~ /32 K/LIE, Ciscocom 22 H X 7 a— K& L TA
FT&X 7 (http://software.cisco.com/download/type.html?mdfid=282163829&catid=null) , AFT=X
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Li—rFrFL—tronzs314ZX ||}

BWDIN RV T _CHEKRT B2, [Intelligence Center Reports] V> 7 &7 U » 7 LTLEE
Uy,
CUTNEALBIOBERBITT T L— b H LW —HFmiFOBEBAT 1L —F, Z0D
DOF L FL—hMI, 27 4=V KT T L — " OEENRR—T g 0T, oo 27 Ky
Z— VY a—Ta rTHERMRERT 7 L— MIEITHhET,
TN LBLIOBREE7 4=V T L—k : T—HRXR—=ZADTXTDT f—/L KD
F—2 T AT L— N, TNHEDOT T L — KNI AAZLLER—F TS L —
FEERRT BT D_— 2 L L THICA R T,
CSATF—HEFT L — A BT N RE—DT T 4 BT 4 DEFIOT— & Bt
T57 7 L— 1k,
CUTNEALBIONERET Y NV R T UL —h T MR R T a DT
FTAET AICETALR— 2B T 5T 7L —h, BERICT O "N T U RAE TS g5 MR
GEENTVWAEE, ZOTF L FL— a2 R—FLET,
* YT IHE A LE I OVER Cisco SocialMiner 7> 7 L — | : SocialMiner 7 7 7 4 ©F 1 24
THT T — b, BIZSocialMiner B EENTWAEESE., ZOT7 7L — oA AR—1
[_/i'a‘o

* Cisco Unified Intelligence Center Admin Security 7 > 7" L— b : Cisco Unified Intelligence Server
BiATRERS, FFrl, 727 L — hOFAMICET O WMEEZ T LT T L— b,

T, PUTNDHAK L LViIR— K T 7 L— R, Cisco Developer Network (http:/
developer.cisco.com/web/ccr/documentation) 225 AFRRET, IRDOT ' L— b BREENET,

* Cisco Unified E-Mail Interaction Manager (Unified EIM)

* Cisco Unified Web Interaction Manager (Unified WIM)

* Cisco Unified Customer Voice Portal (Unified CVP)
VR—=FT T U—= DR FLeFyrn— R 55803 ZHfoary2 7 by —2E
ASNTWVWDHEY T YT N—=Ta Oy RVERRLET,

LiR— F N2 KD A R— b OFEMIZ OV, http://www.cisco.com/c/en/us/support/
customer-collaboration/packaged-contact-center-enterprise/tsd-products-support-install-and-upgrade.html @
[ Cisco Packaged Contact Center Enterprise Installation and Upgrade Guide] %2 L T 72 &0,

Lii—hk T2 —FDAREZTA X
ARy VR—K T 7= R LR—  D=— X% I 0SB SN 56, BEfFO L
R Fo L — R EEF LY, HAXALER— T — NERTXET, =& 203,
FDOEHFADINEDAT Y27 NCTINEAERTHZ LY., HAOT 7T 4T 4 RT3 —
VU ABERTETEODOFEOLVR—F T L — e B AR A RTHILE L TEET,
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B .5 tr7o7L—t0orzre<aX

ViR— b T o7 b= hDOI AR <A ZFEITOWTIL, http://www.cisco.com/en/US/products/ps9755/
tsd_products_support_series_home.html @ [ Cisco Unified Intelligence Center Report Customization Guide ]
ZMRL T30,
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%ZE

LR—FOERRSLUVEE

* Report Manager, 7 ~X\—3
* LAR— hOFT, 10 X—
* LAR—h Ea—7, 10 =¥

* LAR— ROERIT, 13 X—V

Report Manager

Unified Intelligence Center Report Manager Z i/ L T, LAR— bDGATE LAR— SBMEET D 7 +
NEDWEEER R LET, REeFATTEET,

CHILWTANT LY T IANT (22— A o X —T 2 A ATEITIVEBIOY T HF Y
EMEEID) BAAER L TCLAR— M2 X F3,

CHIRFEEINTVDLITRTOLER—=FTE, 7AW EE2RET I AR— 5L TEE
7,

% 3: Report Manager 3 X

B1E Bl

LiR— h LUL o

9217 (Run) LAR—MEFATLET,

ALY a—)b [LAR— KA Y 2—7 (Report Scheduler) | X—JIZFE LT, LA—

(Schedule) R a— L0, B CERFEYMICETLEY LET (LFR—
FDOATF Y 22—V DERR, (24 X—) )
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. Report Manager

1B1E

Bl

fmeE (Edit)

ViR— b =7 4 I RFRSNET,

LiR— bk =F 4 X OFEMIZ DUV T, http:/www.cisco.com/en/US/products/
ps9755/products_user guide listhtml T [ Cisco Unified Intelligence Center
Report Customization Guidell Z#ZHL T 72E0,

L H & AT TR TF
(Save As)

BIOLEIZT T, LAR—bhDavr—a2RELET,

GE) LAR— bk =—HX, Cisco Unified Intelligence Center T [ L 7K —
L (Reports) | 7 FTVDTOY T BT Y ZAERRT HHEIR %
T 7N F TR TWER A, HRZIUGT 21213, BEEIC
HRE LTSN,

GE) LR— R E2RAFT 2581, LA— FoGBICT vy =3 () .
MEya () , AT va () BRI/ (2) 728 DRk
SRR, JavaScript 72 EOFATRIRER 7 U 7 M EE T <
EEW, I HESIA/ () EEHE-SIUHMF () 24T
RNTLIZENY,

v = —OfRE (Edit
Views)

EAARER E 2 —NFRSNET, FHRE 2 —DEREIFFOE 2 —
DIREIPITAE T
GE) FHZIADMERZF; > TODLEITDAH, B 2 — DOV E 213
ENRTEET,
E o2 — O IEIZ OV T, http://www.cisco.com/en/US/

products/ps9755/products_user_guide_listhtml C [ Cisco Unified
Intelligence Center Report Customization Guidell %M1 T 72

S,

T AR— |
(Export)

ViR— R earba—XZmZ AR - LET, ZHITITFTA 0~
Nren—a)¥—var7rAVbEENET, ZOMEITX, £
AT BINDEBE S AT K70 LR — k&R O Intelligence Center System
WA U AR— M D MEN B D555 IR T,
HEIADMERZFFO LR — MERE X, W AZ L VR— 2T AR —
FTEET,
GE) T AN T AR— FTLERE. T ANVINOTNTO L
NPT AR—FENET, A by 7 LAR—KMNIZT X
R—FTEEHEA,

HIBR (Delete)

THNZELITLVR—FEHIBRLET,
GE) ANy 7 THFNAEERITA Ry 7 LiR— MIYIBRTE £
Ao

BT HT Y LoILOEE
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Report Manager .

B1E SiBA
YT HT IV OERM | VT T T B ER L E T,
(Create GE) J— b LU 7 B bl S
Sub-category) -
HIB® (Delete) TN FELITLAR— AL ET,
GE) ARy THNVEEEITA Y7 LR— MIHIBRETE £
AJO
PA Y N TANEEEIFIVR— FOL4FIEET LET,
(Rename) GE)  Rbvs ZHAXEFEFA MY S LE— FOARTIIET T
FH A,
(GE) =k LD 7 F A HEA SN E
T,
LR — N D1ERK BIRL7Z7 4V ETHIR VAR — M EERR L E9,
(Create Report) AR LE—FEF, VAR R— T ALR— T, ARy
LAR—RMIabt—LT, #0Oabt— L=V a Vv a2RETHZENT
xFET,

FEARIZ DU T, http://www.cisco.com/en/US/products/ps9755/products_user
guide list.html C [Cisco Unified Intelligence Center Report Customization
Guidell %#ZM L T7ZE W,

G¥) J—F LD 7 A SN E
KR

#EFR  (Permissions) T AN TDHEITBLOEZIAAMHEREZRELET,

HERRDFHMIZ DU TIL,  http:/www.cisco.com/en/US/products/ps9755/products
user_guide listhtml C [ Cisco Unified Intelligence Center Report Customization
Guidell #ZHL T ZEW,

T AR— b THNFELFIVR— b2 a s Ba—H oy AR—FLET,
(Export) T AR— S OFEMIZOWTIL, http://www.cisco.com/en/US/products/
ps9755/products user guide listhtml C [Cisco Unified Intelligence Center

Report Customization Guidel] @ [Export reports, report definitions, and
categories| DIHAZZH L T LIV,

EXIAHLMHEREZFFO LR — MERE X, DAX L LVHR— &2 AKR—
rCEFET,
G¥) THANF ) AR— T DHHEF. 74NV NOTXTOL
R—FIRT I AR—FrENET,

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1) [ ]


http://www.cisco.com/en/US/products/ps9755/products_user_guide_list.html
http://www.cisco.com/en/US/products/ps9755/products_user_guide_list.html
http://www.cisco.com/en/US/products/ps9755/products_user_guide_list.html
http://www.cisco.com/en/US/products/ps9755/products_user_guide_list.html
http://www.cisco.com/en/US/products/ps9755/products_user_guide_list.html
http://www.cisco.com/en/US/products/ps9755/products_user_guide_list.html

L

L

LR— bDOET

1R EBA
LAR— hDA »AR— | BEfF® Unified Intelligence Center L' /K — K% A > 7"— K L, Unified
I (Import Report) Intelligence Center D Z DA > AKX U ABRAF L ET,

FEFRDFERIIZ DUV TIE, http:/www.cisco.com/en/US/products/ps9755/products
user _guide listhtml T [ Cisco Unified Intelligence Center Report Customization
Guidell ZZML T 7ZE0,
GE) FTRTDT7HNAE Lk b— b, BT HT7TV | BIUL
A—) ICEHShET,
H3#r (Refresh) Report Manager % 8 #1 L 797,

G¥) FTRTOTHLE YL Jb—h, BT H53Y . BIOL
A—F) ICEHSET,

R— FDEFT
FIR

ATv 1 [LAR—b (Reports) | ¥ 7 CTlE, FT7T 5L R—FEBBRLET,
ATFYT2 LVER—=bDT 4 VEEFIRLET,
G¥) LAR— K THA TN [LAR— K =F 4% (Report Editor) [ X—Y TT7 4 V¥ XA T 1
ThNARATH LSRR L= BA1E, LAR— FRERENET, LE— FHA
FIRTANE FAT T e RAT 55D ITBIR L2 o 2B A%, #RT 5 L8 —
NEBIRT B L. ZOLE—FD[7 4 A4 (Filters) | ~2— U Bx £,
ATFvFT3  [FT Run) 1227V v LET,
EREINTZLAR— IR LAR—F Ba—TIZRREINET, LA—FbEa—7, (10—) %
ZHL TN,

_r— bk Ea—7

LAR—hEFETTHE, ZOLAR— MI[LA—RFE=2—7 (Report Viewer) | IZFRRINET,

TV R, 97, F23F5—0b, LA—bDOEDOE2— (T—FDT VLB T—3))

PR LIENCEY, Z2oar T o3l Ed, ZON—VTLR—F Ea—%2EHTEE
j—o

LAR— ME, BRI TLZA L LR—F (SQLR—ZADLR—}F) L5347 F—% L
R—FO2HN DY £,
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Lik—rea—7 I}

BESEIVCYTILEAL LER—Fk

Unified Intelligence Center DJEEIS LN 7 L4 A A LAR— M EEHTIIE, IROBIELEITTE
ij‘o

CLIR—FMNDOT —H~DT ()L 5 H
TV KRBT I T7ERIFIN T T T A~DLR—F BEa—0DEH
A

GH  WANCERSNES U v K. 7T TELEF— b Ca— 0N PR EER
THIERTEET,

cHIEDE 2 —OHHtE  (Edit the current view)

)

() BUEOE2—ZMmELEZY. LA FMHCHLVWE 2 —%{ERLIZY 3212
X, http://www.cisco.com/c/en/us/support/customer-collaboration/
unified-intelligence-center/products-user-guide-list.html @ [ Cisco Unified Intelligence
Center Report Customization Guide] %2 L T X0,

*LAR— hOFEH

* LA— kO

*LAR—FDOZT AFR— |k

* LAR— PO S SQL 7 = U —DFIR

* LIR— FD~ILT DR

CEI T 4 — L ROBIR, FIOY A RAEHT, W~EEx, JV—T FT—ZDOREREITY =7-H
(IO DOREIFRFSNLETEA)

BEEHROT A 2 DO TFICHWET A 2 NRRINET, TNEFEHL THLERT 1 — /L RE2 5
ITRRFICEIICRINTE ST, WET A 25227 Vv 7358 Rry XU URRRINL, 2TIh
HBLR—bFDT7 4 — )V REERT L ENTEET,

WHET A 3D Ry P, A=y X =L P Ty X=PNEGEN TR, [—A
DFEH (Server Details) > [?—/34 (Server Name) | D FTOXRD K HIZFRENFET, A—r1—
~y X —ZEICHIBRT 2121, A==y X T N TV LT T~y X —%F
THIBR L, ZOHTA— =~y X —ZHIFRLE T,

A

G¥) BIRTDH7 44—V RIFEDE Y a V TOHREHNTHY ., RSN EFA, 71— bIZEH
INDT 4=V R, @RI LT ERS T,
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B .f-rca-7

kO, BEBIORY T LZ AL LR— bOBlZRLET,

1 BEELVYTILEAL LR—F

Displays the

Displays the filters Template Help
Displays the Print | | for the report. Yot Displays the - i Enable or disable
Al Git) | Preview and Print can cof.’ﬁgu,e ! | | sQL query used | | Displays the st (report-specific Auto Refresh for
lows you fo edit options. S e togeneratethe || reportina || Exports the ists the help) and General data displayed in
the current view ety report from the | | new window. | report to Excel, |available views | | Help(application this window.
of the report. report again. database. for the report. help) options.
Saes g;gggg;t R T S e e e e —
the report. B 02 Recents) of grid columns
= e Ooeaten e Evwnine Sorer D
Ees Sarver
Saveasa 2 2 P
new report. + user 28 Displays the filter
e criteria currently
applied for the
= report.
o o ” — s0zs
Expandable icon S
oamasouncs
uuuuuu o YR — .
Collapsible icon Teabgetlon |1
e
e
e
e
+ vect Hutaen,. 1
Status + UCCE Realtime,, 1

ock>stock 1

393036

S47 F—4 Lii—t
TAT T—Z VIR—NITA T T—% T—% V—ANLOI RPA X b A R —AIZESN
T, VTV EA LTHEGINET,
Unified Intelligence Center 7 4 7 7 — 4 LR — M &fEHTIUL, ROBIEEZFEITTEET,
*RICLAR—=FE2EEDI ) v FE2a—TRRTEET, SOV A XEEHTHILHTEE
ﬁ—o
A\

G¥) TAT T—=H LR=FTIE, 7V vy FEa—0LRR—rahEd,

*HUED E 2 — Dk

*[HEIEH (Auto-Refresh) |: [HENEH (Auto-Refresh) | F = v 7 R v 7 ANRA A>T
DAL, BHOSRAFREIC/RD E, LR—MNOT—EREH INET, 20T = v
RNy I ANFE 7o TWDIGEICLAR— N TH LW — 2 BRI 5 & “FIH AT6E
IRFTLWEH A H Y £ (New Updates Available) ” A v —URERSNET, 7741 b
T, TR TCOLR—=FTIDOF =y 7Ry 7 R34 TT,

*[LEVWMEDHFR (Show Thresholds Only) ] : [L U MED AR (Show Thresholds Only) ]
F v IRy 7 ANF L DHEIE, LEWEE BT 77208 LR— MR RSNET,
TI7HNETIHEH, TRXRTOLR—= N TCIOF v IRy 7 AIAF 7> THNET,

*[Ry 777k (PopOut) 1: HLWT T UV, LR—FRRy T T v 7 TERINET,
RNy 77T MTE, [HE1Y 7L v 2 (Autorefresh) ] & [LEUVMEDIHE R (Show Thresholds
Only) | A7 > a U EIFRFRRINET,
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vk—roEHnT

A

GE) [BEEH (Auto-Refresh) 147 a v BIO[LEWEDALE R (Show
Thresholds Only) | A7 a 2>\, 7 7 4/ MR EDHERF S NLE T,

CHWHET AL EMFEHLT, 7V vy RIHEEBMERITHIRT S22 En Tt Ed,

®2: 547 T7—4% LR—F

il Stie Ak Al o b Pl Ml yeu ba el
At you 10 £ the S of displiy the non the titer fos thee Diisglays e report Displays the Templale
i Foslirssh for date theeshokd vakaes ity Hep (repot-speciic
cuaent view of the displayed in this 5 L it 1 e v hblilar\d General
repan WA - Hedp {apphc ation heig)
nplions:
Name of the repert
L T — Ny - A S———— Y E g
o .p-:-m.- e n  apeecil ok ek M mpeeti 1 rvsiane [ ——— ] @ - o
e | [ o ' et i ageechE s T,
] [ - s
i E = i - : - - - o Lex's you add or
Lists the = _ = = _ PRI COLITINS
avadable wews of : = - O B Seseciad
the regon - [ _— =
naw o |mawm e -

A

G¥) TAT T—H LAR— NI, VAT ARLOEEICK L CHBISE LEEA, b F
137 947 FORFMNER IR INGEE. 7 0 —L FOEDNEMICE RSN
HEDCVR— b EEHTOMENDY £, 7ol x X, ZER# (DST) OEHEHIX, 77
TATRTA T T—H LiRk— FMZiE, Il 7 4 — L FICELWERERENEERA, 7147
F—H LR— 2V 7Ly a2 LTEHTAILERSD £,

LiR— b DERT

ZLDOVR=MIF ITULEOY =) —TBHV EF, ZhbDoY~V—iE, 7y =744
D [Z7 —71{t (Grouping) | ~—Y THMMNITEET, ¥~V =TT 4 — L RDOT v Z —fHNR
FTREINFET, [LA— FEFK (Report Definition) | DKL AR—F BT LDT v X —TIiLhDfE
ERELET,
7o B —EIZIIROLDOR B £7,
*72L (None) (F727)
ZE, U —0A N vy REHENRWGEER, FFEOI—L XA T LEAR— DA
VH—NLE LTCRESNTEN ANV T —F THHOIEDY~ ) —%25HET 5 Z &5
B TRWGER EICEY LET,
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B LA roEHns

Y (Avg) (BT 2ANOTXTOIHEHE OV-HE)
7T KRR IN T DEICEEM T 6T D —t v 7 — U0 E R 72 & T,
*&it (Sum) (BT 2NOEOAFHE)
* AUk (Count) (7 LANOEEE DA
* &/ Min) (7 2RO FME)
K Max) (7 LANOHRKIHE)
*HAK L (Custom) (7 v ¥ —fEIZHH STV D I A X DA TOFHFERE)
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LIR—FRADT—EADT 4 JLZEH

LR RO T AR, 15 R
* T4 NE DX AT (Types of Filters) , 16 ~<—

© HATHEIPH 7 4 v Z ORGE, 16 R—

S T==g

* HUARNERIZaLV a3y T4 EORE, 18 _X—Y

Ean=—4

* FEM T 4 NV ZORE, 19 N—Y

LR—FRDT 4 )LA

Unified Intelligence Center D L'AR— ~ 7 4 L Z 2 LT, BR-THT7—FZRINLET, LAR—
MIFEAHRIATe T — X Z# EFRPB LUOHIRT D121, [7 4 4% (Filter) | _X—Y%FEHLET,

[7 4% (Filter) | —T%KRRTHHET2OH0 £,
* LARR— NAERKAET : [LAR—F (Reports) |27 v a> T, ViR—hah2 U vr L, [F4T
(Run) 1%27 Vv 7 LET, LAR— MEEKENZ, ZOFETT 74V DT 4 VZEERKD
ABET,

A

G¥) UAR— MERE D [LVAR— K =7 ¢ % (Report Editor) | X—Y T [7 4 VF %
s (BypassFilter) |Z@IRL72GEIT. 74 0 F X—=VITRRINEE A,
7 4 NV F OFERIZ- OV TI, http://www.cisco.com/en/US/products/ps9755/products
user_guide_listhtml @ [Cisco Unified Intelligence Center Report Customization
Guidel]] #ZML T2V,

*LAR— MR - LAR—h BEa—7 T, RSN VR =D [7 4% (Filter) | RNHZ
7V w7 LET, ARENIZUA— M LTI 4 VX OEEFFET DT, Z0X5I

LET,
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[ | T4ILEDAR AT (Types of Filters)

T4 ILADA A T (Types of Filters)

FARTZANEEFMT ANED2ODT 4 NVE A TINLBBRT D LN TEET,

HEXKI74L43

[FEART 4 v % (BasicFilters) | % 7 & HT L, LAR— MHICERS N X —EHET +—
WVRIZESNWTCVUVR—= T =2 %27 4 VAT L2 LN TEEd, BT 1 V42,
BV A NEIZaL sy gy 740 ZOREDFHEMIONTIL, LTFTOR—V 2SR T
<TEEW,

* HAFEFH 7 4 V2 OFRE, (16 _—2)

EYV AR MEIZaL I gy T4 NVEDORE, (18 —)

HMTOaLE

[FE#~ ¢ /L4 (AdvancedFilters) [ ¥ 7 TliX, VAR — MNTHRIHTE ST XCTHOT 41—/ K
DUR— N TF—EHTANETEILERTEET, FL—rFTFAMNELITI08ERT 1 —
VDT 4 NVEERET D HIEOFMIONTIL, 7 4 V& OF%E, (19 3—V) %
ZHLTIIZEN,

CE)  EBIO=—XZ T LT LT A A Z DT ¢V Z AL D RO SN T
X, http://www.cisco.com/c/en/us/support/customer-collaboration/unified-intelligence-center/

products-user-guide-listhtml @ [ Cisco Unified Intelligence Center Report Customization Guide)] %
ZRL TSN,

BEEE T 1 L3 DERE

HATHEPH 7 ¢ L Z 258 E T DITIL, [FEART 4V % (Basic Filters) | # 7 & L £7,
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BAHEE 7 1 LE DR [ |

A

G¥) A7 4 V213, VT AZA DBROTA T 72O L R— MIT#EH SN EEA,

X 3: BfEEE 7 1 L2

#: Run XCancel

| BasicFilters || Advanced Filters

EventTime (EventTime)

@ Relative Date Range ) Absolute Date Range

Relative Date Range: |T0d3‘f E]

[ only show results that are within a specific time period

FIE

ATY T [7a4nF (Filter) | =Y E2FRTDHICE, VER—b 27V 07 LET,

ATvy7T2  ARHHAOX A TEERLES, ROFT v a v afATEET,
[FHxA972 H 14  (Relative Date Rage) ] :

C I CERAERER A T Y g I FERIER STV E T, [FExAY72 B AFELPH  (Relative Date
Rage) | Fmy ¥ VA MMM LT, [4H (Today) 1. [AiH (Yesterday) ], [4

(This Week) ]. [Ai# (Last Week) ]. [4H (This Month) ], [AiiH (Last Month) ], [4F/%
BE (Yearto Date) ], F72I[Ai4E (Last Year) ] DWW @R LE T,

* [FFERFRN ORGSR D I %27~ (Only show results that are within a specific time period) ] F = v
IRy A A A LT, A ZBIREITRIMR L £, 774/ b T, $XTORE
HONBIRESNET, ZOF =y 7Ry 7 ANRERINDOIEL, [FERHI72 B AP (Relative
Date Range) | Ru v X7 A=a—/rb, [4 (This Week) 1. [Aif#E (Last Week) 1.
[4 A (ThisMonth) ], [A1HA (LastMonth) ], [FFEERFt (YeartoDate) ], FE /=i [Aii4E (Last
Year) | DWTNNEBIRLZGAETIET T, ZORY 7 A2 F I Langs, VAR— |
(ZiE, #FHOM A OFET 12 K00 537> HEIFA DR A O 11 1 59 43 £ TOFT X TOHEN
KRENET,

[ty 72 B f146PH (Absolute Date Range) ] :

L —TAarxr )y LT, [BthH (StartDate) | & [T H (EndDate) | %R
LET,

* [FEERFMN OFE R D Zr & F7x (Only show results that are within a specific time period) ] 7 = v
IRy I R A AT LT, B ER TIRZ AN LET, ZORy 7 A%F A L7zn
Bt LAR— MO #PEOYH ORI 12 1 00 5320 HEIFHO KM B DT 111 59 53 £ T
DTN TOMENPERRSNET,
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B EvxtrErEFaLsvay T LE0ETE

* [HOFFERE H OfE R DA% F7”  (Only show results that are on certain days of the week) ] = »
Ry 7 AEF AL T, BHEZERIBEIFERLET, 7740 b TiE, T TOREH 2 E
RENET,

CEEDORFBNTHIATE 27— 4 2 &R T 25818, [FERBNORREO L EFRR] F =
IRy 7 A% d A UET, ZORREES ETRBIR LA AfMICESNET., T4
k OBFEIRIFEIL. ZFAT 12:00 2> 5% 11:59 T,

(6= FrE OWEH 2RS4 72 a IRHEEME2 2 B EICK SSAICORENTE £
B

FlIoFTvait EAT vy 72 ) — F AT X=ADLR— MIbHEHTE
FHA, 72V —F A TOFEMIZOWTIL, http://www.cisco.com/en/US/products/ps9755/
products user guide listhtml C [ Cisco Unified Intelligence Center Report Customization
Guide] Z#ZH LT IZ30,

ATy 73 [E1T Run) 1227V v27 LET,

EYURFEEIFOALIL3Y T4IL2DEETE

AP 7 4 VAEY A N EiFa L7 v a VERET HITE, [FEART 414 (Basic Filters) |
AT EMERLET, aLrarbid, FRREINTMED 7 NV—7TT,

HM4:aL9>3arTqiLi
| Basic Filters || Advanced Filters |
name (name}

Search:

TestColl__FF_18391

Choose Collection:

Available: 16 Selected:
Search: Search:

CCBUZOODODZ -
CCBUA3D0DDDA
CCBUD01
CCBUvag1
CCBUicisco123
CCBUlogin3
CCBUWsup1001 h> S
CCBU\sup1005 D
CCBU\supi1007

CUIC\administrator b

Refresh List

m
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BT (LA DR [ |

FiE
ATvT1  [74% (Filter) | X—VEFRTHITIE, VAR— 227V w7 LET,
ATv T2 [aL 7y a DR (Choose Collection) ] £721% [V A kDR (Choose Value List) ] 7  —
VRIS, aLlZva CERIEEERLET,
Er bk [ (Search) | 74—/ FEMEALT, MELIFaL s va v R LE
TO
a7 yarERIHMEY A OB N, [BINATHE (Available) | U X MIERRINET,
ATv T3 [RIRFEE (Available) 1V A M OIEHE 2RI L, [BIRFE A (Selected) 1V A MIBEIL £,
ATy T4 BFEBOVELT, BRLEZEEOY A MUBMTEET, #oar s va UOMERIRT S
b TEET,
ATy FE  [EfT Run) 1227V v 7 LET,
=3 )
SEHl T 4 ILRA DERTE

[FEf~ ¢ L% (Advanced Filters) | # 7 &AL, LAR— FNNOTLEDT 4 —/L RK&ET 4 VHT
XFEF, TN REAT (B BT, 3T ICESW T, R TE A IR R
DET, &2 Fa—NO2H5E2BRa— Va7 4 NVE LY, EITREREDOT T
D=z "7 4NV LTEY LT, HEVEETRWVEREERRLRNVELSICTEET,
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T ILIDEE

A

G¥) CEEMI T 4 N H BMEHTELDOK, SQL 7 =Y — 2SS LIR— FDOBRTT,
CTEMI T A NVZIT, 74—V R EAFIZESNT T L —r TR R NELIT 10 EE T ¢ —
N RET A NS HTEDIEHTEET,
5. T LA
' _‘3- Run x Cancel
Basic Filters “ Advanced Filters
Name Display Name |
Description Description o
EntityName EntityName N
EntityType EntityType
Operation Operation ‘
RunAslser RunAslUser | =
Serverlp Serverlp 1
ServerMame ServerMame
|
FE
ATYT1 LR—=RFEERL, [Z744F (Filter) 1=V %2 FRTHICE[7 4% (Filter) 1227 U v7 L
FT, M7 AV EERRT DI, GEHT 0 VX2 2T EIRIRLET,
ATFwT2 T4V FRERRLET,
ATvF3  [MWE] EBdit) 227V v 7 LT, EEOEEIET A VN EEROEEZRLET,
RTvT4  [ROFKMTT 44 (Filter according to the following criteria) ] Z %R L £,

TUNBEEMET 4=V FDE AT (BfF, 1088, EY A h, XFH, 7—H) Ik -oTA
AN e

*[Bff (Date) ] OFAIL, [fWE (Bdit) 1227V v 7 L HEBDOEERET 55, [FHXHI72
H{I4GPH (Relative Date Range) | % 721X [#axiA972 HfF#iJH (Absolute Date Range) | % 3R
LT & LET, MR L Ot 72 B G oM 5 ¢, FrEOMIR, 8L UOFFED
MEHZRTZENTEET,

*[101% (DECIMAL) 1054, [t (Edit) 1227V v 7 L HEEDOEEZIEET 20, [IRO
BEZE LYY (EqualTo) J. [IROMEEZEL <72V (NotEqualTo) ]. [ROE LV /Sy (Less
Than) ]. [ROMELLT (Less Thanor Equal To) ]. F£7213 [IROME L U KE VW (Greater Than) ]
NHFEAFEZEIRLC, HEANLET, HExE, HES [ROMEE Y KEW (Greater
Than) ] Z3&R LT, fEIZ [16.5) ZANLET,
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ATy 75

ATvT6

ATy T17

BT 4 LEDER [ |

*[XFH] (String) ] Ti. [ (Edit) 1227V v 7 LTWTNODEEEET D, £720E

[ROMEEZE LV (Equal To) ], [IROEEZEL < 72V (NotEqual To) |, /i [NF—r—
% (Matches Pattern) 7> O i#EFE 72 RN L TLFHNOMEE AT LET, =& 20E, HE T[S
% ——3% (Matches Pattern) ] TfE %4 Team Green (Z L 7,

[ 1 (Operator) ] & LC[/3%—> (Pattern) ] %R LA, L7417 4 —L RiZ—
T 5 SQL ANY — U HHETHHLENH Y £F, LFHOEHE KRR, VAV R I—R
XF % BHBPIA NS ES, XFFIOMTSQL DU ANV — R A_Z— %2 fEAT 25
b TEET,

*[7—% (BOOLEAN) (D&, [fRE (Edit) 127V v L THHEEDHEEIRET DD,

WA AR L, [TV (True) JE2E WV (False) | 2BIRL T 4 L% LET,

CFEM T AN HZ DT 4= KB MEY A b (Value List) ] OF&1E. [fRE (Edit) 1227V v 7

LCWFNODEEIEET D0, UARND 1D, T, £2E3W L ONOIEH % [ER
# A (Selected) | W T L~BEIL T 4 V2 LET,

[EH 7 (Operator) | Ry 7 X7 URARNEFEHLT, FEE2RIRLET,

[(RDO/NE— b= HREFZEIR L7256, W@ Microsoft SQL ¥ A /L K 77—
RS —V B A LT, T—F &7 A NVHXRBTEET, ULV RKD— RLFD %N,
T—=H DT 4 VH B SN DT R TOXFH O IHEE RRIBMS L ET,

[ME (Value) 1 7 4 —/V RiZ, 74—V RNDT—Z DT 4 NVAIIROFENEL 72 HHE AT L F

[321T (Run) ] %727 Vv 27 LET,
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Pl

fi

LIR—FDRS 21— )LERTE

* LAR— b AHFVa—T OB, 23 X—

c B L AV 2 — VERLR— |k, 24 NX—

* LR— FDORFT Y 2 — LOERK, 24 R—

C ATV a—ER LR RO A= LEFEORE, 25 N—V

* UE—h B r— g ~DLUR— MEEDORTE, 27 _—

LIR— b AT V1 —5DBE

LAR—RDRF Y 2 —VZRE, R, BIOEFA—AREEIC[A7 Y 2—F (Scheduler) | %1
HALEI,

K6: LR—kRHTTa1—5

Q Save x Cancel {S) Refresh B) Help
# = Required fields
General Settings | Email | Save To Remote Location

= Gchedule Name Duration
“ Report Star Date (mmiddiyyyy): 05/24/2013 B @ NoEnd Date

r -

. End Date (mmiddfyyyy): =

v

g Recurrence Pattern
Audit Trail
dsad @ Once

Sample report _ Daily

Weekly
~) Monthly

Frequency

= Occurs onceat 12 ~ 00 = AM ~
_| BetFilter (*Note: Ifthis checkbox is leff biank, the default filter will be used)

AT a—/VREINIZLVR— FOFRR, e, FITIC[AT7 Y 2—/ U A (Schedule List) ]
EHEALET,
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390047



B =smexsrsa—ugEaLKi—+

KONTNIPOFETLR— MRV a— VRETEET,
*H v aR— RICERTDHAT Y a— LRESNT LAR— FOIERK
*HENWIC LA — M EE T A — /L TEE
CVE— | Bhr— 3~ LFE— FORTE

BEREERTVa—ILEALKR—

ARFIEA T Y 2 —VRE SN VAR— MIRO LD ICBEL G2 F T,

1 G HEEORIICIITT 2 X9 Ay P a—ARESNT LA— ME, BRAEICED BT
Fo7EnET (EREICEDLLEERE) . &R, BAFH% 1030 ICETINDL L9 A
U a— L EN TS LR— T, KA 1A T A, 1% 1030 1I2FE (795 X 9 R
TV a— IR TNDHLAR— ML, ZOHIEIAXF Yy FINET,

2 | [EFETEITTREI AT 2— B ESNEZLR— ME, BB ESHRICEITS NS 5E
I, LWL ADbETCHETSNET, & 21, FHRI10EREC I RIETTH L) A7
Da—VRESNTLVR—IRZH Y BEN1RFEEAESAIX. A7 Ya—RESN- L
R— N OFATRELNT 4 1 Rl R S nE 4,

LIR—EFDRT D 1a—ILDERK

VAR= NI, FyvaB®—FNTHEMICETT 2L IRy YVa—TEEd, Lexid ¥
FILAR—F&2305 Z&ICFET L, BIEOHHMETOZORDT 77 4 T 0 ZBSFT5Z LR T
EET

A

GE) TAT T—=HTIFATVa—NVEHELEYAR—FLTWERA,

FIE

ATvT1 A7V a—77T, (fEk (Create) 127 Vv LET,

ATw T2 [Ef%#E (GeneralSettings) 1% 7 C. ATV a— iR ETHLR— FD[AF Y 2—/L4 (Schedule
Name) | Z AN LET,

ATv T3 [LAR—bF (Report) |HEIKT, [LAR—F (Reports) | ZINL, LiR— &L ET,

AT T4 [T4NVZOFRE (SetFilter) | F = v 7Ry 7 A HF AL T, 74 NEEZRELET, T 74V
N 74N ZEFERTHICE, ZOF =2y IRy 7 A F 7L TLIEEN,
TANE TNV R— N A 2a— ViR ETHZ EIXTEEEA,

ATV TS [T A NVFEMEORE (Setfiltering criteria) (V> 27 %227 U w7 L, 74 VEREX—JICBEIL
i—a‘o
GE) FEZOWTIE, T4V H DX AT (Types of Filters) , (16 —3) &L TLE
Sy,
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ATvT6

ATy T17

ATvT8

R T a—LEHLR— b DA —LEEDR [ |

(iR (Duration) 1827 v a>vThL o —T7Aar%27 Vv 7 LT, [B#tH (StartDate) | %%
WL, THZL (NoEndDate) | T = IRy I AEA L NIT DN, FlREhL X —T A2
VT TH (EndDate) | ZER L £,

[ /3% —> (RecurrencePattern) |27 > a T, A7V a—/LiRET D LHR— NOHEZRE
LET, ROWTINILDOFT v a v EEIRLET,
*[1E] (Once) ]: 1 MI7ZTFATT DA ZHEE L E T,
*[fH (Daily) 1:4 BT &RE, MAZEICETTONERELET,
‘[l (Weekly) ]: A7V a— NI biR— NeFTT 2K EMAZEELET,

*[#H Monthly) |: A7 YV a— L ENbAR— &1 HIZ-EETTHHE, ZREERY
BT AREHELET,
GE) [Bef& (Last) 1 &2MHATHE, HRAZBECTEE
7

[#E (Frequency) |27 a T, A7V a—RELEZHICLR— N 23T 5RIEEZIEE L
£,

GE)  LHR—bERT Va2 VBRETE DREABEILS I 1ET
TO
[Save] #27 U v 7 LET,

ATV 21— )LEHLR—FDA—ILEEDNETE

&

AP a—FO[A =) (Email) [¥7 %27 Vv 7 LT, A7V a—NiEHALAR— e A—/L Tk
ETHDDAr Va— L EBRELET,

[F L& BHIZ
BRI Y — LT AL = NERELET, RSN TR IF KT 50, http/

WWwWw.cisco.com/c/en/us/support/customer-collaboration/unified-intelligence-center/
tsd-products-support-series-home.html® [ Cisco Unified Intelligence Center Administration Guidel % %
LTS IZEN,

FIE

[A—/VOF(E (Email Distribution) ] 7 4 —/L KT, B (Add) 1227V v7 L, ZEHEDA—

VT RLAEATILET,

Evhd  HEOZEEZENTHIZE, A7y 71 E2&VIKLE
R

GE) [A—/LOFEME (Email Distribution) | 7 4 —/V RKIZA—/V T KL RAZANTHE, A—
IV R—=TORREENITONET, [A—/LDRE{E (Email Distribution) | 7 4 —/L FIZ A —
JVID AT ST, REEIFIThNER A,
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B 7o nuFsaLk—tror—LEENR

ATy T2 [A—/L Ezax— (EmailView) | Fuy 747 A= —%A LT, BFA—NLEZEXETHL
R—brDOE2—Z@RLET,
G¥) AT a—)VRETELDI7 V) v K Ea—7EiFT
ﬁ‘o

AT9 73 [ A—ADOM4 (Email Subject) | 7 4 —/L RiZ, HAITOTFA AN LET,

ATy T8 [77ANVOFEE (FileTypes) | KRy 7 XUy A=a—%H LT, 77 A VOREARIRL £
o ROWTNNPEFATLET,

*[f>F 4 >HTML (INLINEHTML) ]: HTML X CL A — 2 XE L E T,
o JEIE L AR — M2, 8000170 LR B £,
C YT AL LAR— MIIE, 3000170 ER2ZH Y ET,

* [XLS] : Microsoft Excel Diffft 7 7 A /L& L TCLUR—FEXEL LT,
o JEEEL AR — RTIE, 80001TD FIEARH Y F9,
o YT A A L LAR— MK, 3000 17D E[RE2RH Y E 4,

*[PDF] : PDF OIRfF 7 7 A v E LTCLAR— M EXEFELET,
PDF Ot 7 7 A WIZITIROHIRD B 0 F 97,

° Rk L7z PDF 3B E M & DO EBH BT 0 £, MEAENT 74V FORET
T

CAMR I N PDF TIIEE T+ b A ABEHEINET, IR E CiZlor s &
JU, MEMETIE8E /L TY, PDFCIE., /Uy R a—2F 4 X CREINZ 7+
VR YA AN ERESH, T HICHE LT v MR S E T,

GE) PDF Tl%. HITP EX COLBMBEN YR — F I E
—a—o

° AR S 72 PDF Tl BIRS N E OR—VNICIE 21T RFFSNE T, ~—
PIZILE S0 FNEE D THENET,

°PDF OWAT 7 7 A L Tl, 100047E THR—bFENET, ATV 2 —LFEHLLKR—F
N 1000 1TEBRZAEEITIL. A=V A vb—UREEINET,

c R ENTZ PDF TlIH DT — RT v 7RI FR—FENTWEFA, LDV KERTHR
rDFE, BEERBTDEOICT) Y R T A XZDODTLDIEEH AT~ A XA TEE
T, 7272 L., PDFRIZEREIND I T LDOEBP DL B[Rl d 5 2 LIZiERE LTS
f;éb\o

c AR ENTZPDF L~ /L F AL FUFEYR—FLTWETA, £/, & 6. 07REDR
L XAEF ST & LRI R— P EnER A,

ATy TE  [Savel 7 Vv LET,
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JE—+r osr—vavAnLf—rEEoRE I

JE—FO5—3ADLER— MREDOERTE

ATy I
ATy T2
ATvT3

ATvT4

ATy TH
ATvT6
ATy T17

ATvT8

DY

A a—7 T, [VE—bIrlr—3 3 VIZR(F (Save to Remote Location) | ¥ 7% 27V v 27 LT
LiR— b fRfFLET,

FIE

[7w k= (Protocol) | Kmy &7 ARG, [SFTP] R RLCYE—F v — g
DY X 2 TR S L E T,

[LAR—hE=2— (ReportView) | K v 7 Z o UA NS, RETHLHR— FDOE 2—%8R
L/i—a—o

[FA N (Host) ] 74—/ Rz, VE—h s —2aDIPT7 RLAEASTLET,

[R—1F (Port) 11T, SFTP ODAKR— FESEZ AN LET,
G¥) T 74N hOR— hEFIL22 T
‘j‘o

[—%4 (Username) ]2, FNA MD—FHEASLET,
[/SAT— K (Password) ]IZ, ™A FD/NRT—KE AT LFET,

[7 4 L2 b UsXZ (DirectoryPath) ]7 4 —/L RIZ, .csv 7 7 A NVERGFT HHEA N EDOARZEA
HLET,

[Save] #7 U v 27 LET,

G¥)

CSV # A 7OEMLUAR— MO HKRERIZRD &Y TJ, Day of week Month Date_of Month
HH:MM:SS SERVER TIMEZONE YYYY7= & %X, Fri Oct 24 01:00:00 EDT 2014,
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AyoaR—Kk

* Xy vaR— FOKRE, 29 N—v
* Xy vaR— FORR, 29 N—¥
* Xy ah— FOMER, 30 _—
* HyvaR— F~OEBOEM, 30 ~—
* ATA Ry a—mET, 32 A—Y

* HyvaR—RR—=<V 7 DOFR, 33 X—

Ay aRh— FDBERE

FovaB—RiE, Web "=V FFEDY 4V =y b, LR—= M EOBEBDOAT V=7 b &t
A INTZE 2 —IZFRK/RTE %, Cisco Unified Intelligence Center O [H A OFEEE T,

Q“yi/JJi——bHD§§ﬁ%

)

HovarR—ReRRTHIUE, FoviarR—FKer7 073560 Fyuiarh—ReA7 U v
7 LT, [Fr (View) 2R LE T,

G¥)

ATy T

EITHIRA DD B0, ¥ v v 2= FONT TV ICHT BMRCE SN TH v v afi— FE#R
FCEETEE, AT IV ERFTERVHAL, ¥ v af— RISk 2 FATHER & 7= 13 &
FABMEREF - TN LTh, ¥y vaf— FEROI5 2 LETE £,

FIE

CEM (Add) 1227V v 27 LT, FyiaRh—REBZENLET, F7 4/ T, HiHFL
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B 7yaf—ro#m

ATy T2

ATvT3

ATvT4

ATy TH

ATvT6
ATy T17

GE) FZRABHERPI2NE v a W — FERF L, HAZ X vy a R — FZBMTEET
. BMUZHBA Z2RGET 528 T EEA,

[HEEHT (AutoRefresh) |27 Vw7 LT, UTNAEALTT—HERH LET, 7 74/ K
T, [HEIEH (Auto Refresh) ]I A 272> TV ET,

[E# (Refresh) 1227 Vw2 LT, VAT AUy RUNOT—4ETHLET, ZOEHT
I, [BEHEH (Auto Refresh) | F = v 7 KRy 7 AOREITEN L EH A,

[AF A K =2 — (Slideshow) | ZBHRL T, ¥ v aR—REHHEZATA R¥a—& L THRRL
F9, ZNE FyvaRh— NCHEAZBMT 2 ETEIZZR>TWET,

[Ry 777k (PopOut) [#27 Vw7 LT, ¥vyvah— K=< T7%2H LWT T 7 CH
TET,

[~V (Help) 17 Vw27 LT, Fy¥ah—RONNT X—=U k& ET,

[Save] 227 U v 7 LET,

Ay aiRh— FOERK

ATy T
ATy T2

ATv73
ATvT4

[T L& BHIIC
v al—REERTDHIAT v 7 I1E, ko LBY T,

FIE

[# >3 2R — K (Dashboards) | ¥ 7 ZiER L £ 7,

[# v =R — R (Dashboards) | ¥ 7 CTH v adr— Re@ATHIH v adrR—FKEE7Y 7L
T[# v aR— FDOVERL (Create Dashboard) ] Z iR L F 7,

[# > ¥ 2R — ROIERL (Create Dashboard) |V 4 > RU T, ¥ v afh— NZARTEMTET,
2—PICHERRZFI D T, [OK] %227V v 7 LET,

Ty aR— KADIEBDEN

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)

Hyvaf— RICROEAZEMNT 5 ZENTEET,
*[LA—hF (Report) |: BEFOLAR— a2 v ar—KEICERLET,
*[A7 ¥ a—/b (Schedule) |: AT ¥ a—/VFEHLLR— aX vy alR—RNECRRFLET,
*[URL] : Web X—T % & v aR— R EICRRLET,
* [f128 (Sticky Note) ]: fI5% & v v 2 R— RITBEML £,



AT
ATv T2

ATvT3
ATv74
ATvTH
ATvT6

ATy 71

ATvT8

gysak—r~oEE0En [l

[(HAXLT 4V b (CustomWidgets) |: DAX L U4V xy baEX vy aR—RITA
muE9,

7:FyvaRk—FDo4ozy b

oveniew ® I Dashboards & I

@Add (5 save ¥ Refesn [ Siideshow Pap Out

Report # o

5/24/13 1:53:45 PM IST (94 Records) z

. .

sl
CIsco

Status EntityType Descriptior ~
User =1
CUIC\admini
saved as rept
SUCCESS REFORT Sample repa
Thu May 02
16:27:67 IST
2013
User
Ll admini

Products & Services

& i 3

\_

FIE

[# v =2AR— K (Dashboards) | kKeU% 27 U v LET,

HEAEBNMTAF v arR—FKE2 0 v 7 LET,

GE) Koy aRlR—REBMLTEIICHBZENTAZELTEET, FyiaRh—ROE
B, (B0=—) ZZRLTIIEEN,

Xy vaR—RT, B (Add) 1227V v7 LET,

[#4 kv (Title) 1A > 7 A2, HEDOARIZATILET,

[#4 7] (Type) Fuv 7 XU UREMG, BT HHEOXY A 7E2EIRLET,

[V 4 X Size) ]EZ v ar T, HADELHESZE 7LV TERLET, (ZOFIEIA TV =

TP .

[iziE (Position) |EZ ¥ a T, Xy ¥alh— RFOE[MBIO LN ORERBEZERL ET,

(ZoFNEFA T a T |

[# vy aR— RHEH= 7Y (Dashboard Item Content) | &7 > a > Cld, A7 v/ 5 Ti#ER

LimXyvaR—REABZERLET,

LAR— M EFRRTHITE, ROFIEEZFEITLET,

a) KEZ 27V w7 LT, #yvaR—RNIERTILVR—FOT VA IIBENLET,

b) LAR—hEBIRLET,

0) MEARLR—FDOE2—%2RINLET,
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B <3 rra—o=m

d [OK] %27V vr LET,

ATV a— VREINTVR— MR RTDHITIE, ROFIRZFATLET,

a) [A ¥ a—/L (Schedule) ] Ry 7 ANBAT Y a— )L EBRLET,
G¥) [AF Y 2—/L Ok (Search Schedules) | AR > 7 AZMH LT, A7 ¥a—L&H

KTEET,

b) [OK] %727V v 7 LT,

URL &7 DI, ROFIEEZIATLET,

a) [URL] A v 7 A, v ¥ aR— RIIRRTDH Web X—TYDT7 RLAZ AT LET,

b) [OK] %27V v7 LET,

HABZL T 4V xy NeRRTHIZE, ROFIEEZFITLETS,

a) [27 Y (Content) | ARy 7 AL, v aR—RIIERTDHU VY FOD Java 32— R
EASLET,

b) [OK] %27V v7 LET,

MEEERRT DI, WOFIEEZFETLET,

a) [ 7Y (Content) 7R w7 AT, MEONEEATTHN, Ry 7 AEZEAOELICILE
-é‘O

b) [OK] %27 VU v7 LET,

A543 —nDEIT
MLNWT 4 RUZENLIEY v v aRi— REHAZERRT 511X, [A T4 K a2 — (Slideshow) ]
BEREA A L X7,

FIE

ATY Tl V= )R—=D[ATA K a— (Slideshow) %7V w27 LEd, ZhiZkv, FriLnww g Ky
TATA RN a—nEELET,
G) Koy aR—RIZEANIDOLDRWEAETHLATA Ry a—2F47 &34, HiE
WCELIEH Y FH A,

RTYT2  ROBIEZFEITL T, AT7A Ny a—0EMZRLG, #1k, —FEER, BXORELET,
*[FF4E (Play) 1: A7 A Fva—%#BBELET,
*[—WHE1lE (Pause) ]: —BFIIIC AT A Ry g —&2—sEik Lk,
*HEL (Stop) 1: AT A Ryra—%4FkL, ¥y vah—RIRY £T,

*[FFEORE (Setlnterval) 1: AT A R a—DEMEDEMOMRCHRE T4 4TS
RNy 7 ANREET,

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)



gyiaf—ri—<urongkr Il

GE) BNBEMNT 1, &KX 900 T
j—o

By aRlR—RKIR—< YUY DERFE

MY

GE)

ATy
ATvT2
ATvT3
ATvT4

ATvTH

IKIGHINA N—=T T IEWeb 7T UM DOAHRT 7 ATEFEJ, Microsoft Excel D L 9 727
TV lr—2aTTI7®AL, =XV L0, XovarR—REERTHILITITEFE
A,

K v ah— RDKFEINA R —=V 7 G T 51213, IROFIEZFATLET,

[T L& BHIIC
B 2 R— RADKFEHINA R—= o 7135 v ¥ 2R — ROVERERICERR S E T,

FIE

AT, [# vy =2AR— R (Dashboards) | # 7 %27V v 27 LET,

FEDK v aRh—RIZBE LET,

HZyvaRh—F&eti7 )y 7 L, [HmlY 2 (HtmlLink) ] Z%RLET,

[Html U 7 (HtmlLink) ]Z =3 —LEd, OB v ¥ adi— KOkl = 7T

D

GE) AR L TNAANR=Y U JIT 7 BATEDL L IICTHITIEL, [REGET 7 B A2 A%
{29 % (Enable Unauthenticated Access) | T = v 7Ry 7 A&A AT LET,

GH) NANR=Y 7 E, ZOF 2y IRy 7 ANRF AT TH0E I MICERZRL W10
TT 7B ALEE EICRIENERSINET,

GE) TAT T—=H LAR— R EELHX vy v aR— ROBEIE, (KRBT 7 A2 60T
(Enable Unauthenticated Access) | F = v 7Ry 7 A& F A LBRNTLIZE W,

[OK]Z7 Vv 7 LET,
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%6%

IN—T) D

* N—=lr, 35 _N—=
* HyvaR—ROR—=<Y 7, 36 X—

* LR— D= T 36 _X—

IN— Yy

Cisco Unified Intelligence Center /X\—~ U 7 [3UKfEHI 72N A 73—V 7 T,

Unified Intelligence Center CiE, L 7AR— MIXf L CROFFHDO/ \—~ VY > 7 ZHhHR— KL THET,
*[Excel V7 (ExcelLink) ]1: ZD/%—<U 737V v K Ea—IZX LTORERINE
R
*[Html V> 7 (HtmlLink) |: 2ONRX—~ V2737 Vv Rbta— =Y Ea— FT77

Ea—ck LCAERESNET,

*[XML V>7Z (XMLLink) ]: Z2OX—=<VU 2737V v K Ea—Zd L ToORERSNE
T, T —H# B XML B CTHERGEICEASNET,

Y

GE) FAT T —H% LiR— MZiZ, Hml X—<V 772008304, 947 T—% LAIR— D
Html X—~ U U 7 13 EICRAEE L EE LET,

Y

GE) X2 VU7 4 LOBHENG, D Unified Intelligence Center O /3N—~ Y 7 %, B/? Unified
Intelligence Center f > AKX L ADHK v 2R — RIZIFR R TEEH A,
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B 7ok

By aR—

A

NOIASESY /)

NOYACESY Ly

GE)

ATvT1
ATvT2
ATvT3
ATvT4

ATy TH

H oy alR— R~D/R—< 1 71X Web 77 TN DRT 7 ATEFE T, Microsoft Excel
®;9ﬁ77)7 YaryTTIRBAL, T—HETNVLEY, Xy afR—ReERTHT
LiIXTEEEA,

5y aR— RRAOS—~ Y 23S v afi— REERT 5 L S IERENET, ¥ vy ak—
R rS—~ U o7 B 5100, KOFIICREN T,

FIE

A D [H v 2R —FR (Dashboards) | %7 VU v/ LET,

Xy vah— RNIIBELET,

Ay aR—R&4H27 U7 L, [Hml U7 (HtmlLink) ] 28R L %7,

[Html V >7 (HtmlLink) | Z =2t —LFEd, ZHiFEF v aBR— PA®N~vJV&TT
(6=3)) RAE7e L CNN—< U 7 IZT 7 BEATZ D5 X912 51213, [RBFET 7 B A& H I

9% (Enable Unauthenticated Access) ] T = v 7R > 7 & ’&21“ SlZLET,
GE) [ilipm FET 7B A&EH%ZT D (Enable Unauthenticated Access) | = v 7 R w7 AN %
2T 5L, RX—=<VU 7 IRFHEET— FTHELET,
G¥) 3/1)7\‘?\‘—5 LiR— MG v ah— ROGEIX, REIET 7 B RXA 2 G201
(Enable Unauthenticated Access) | T = v 7R 7 A 75_’7]‘/ L72WTL 720,

[OK] %7 Vw7 LET,

LR— bAD/IN—T1) 2%
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LAR— M o=~V v 7 2853 21213, ROFIEEZFEITLET,

[T L& BHIIC
LAR—=FDOE 2—%Z1EkT 5 &, LAR— MIHTEH/N—~U 7B EkESNET,



RATvT1
ATvT2
ATvT3
ATv74
RATvTH

ATvT6

LiR— kAD/A—T 24 .

FIE

XA T[LAR—F (Reports) | K U—%227 U v 7 LET,
BEDOLR— NMIBEILET,

LR—+ 245270 v 7 L, [Ea—0OfE (Edit Views) | ZRIRL E7,
Ea—%Z@RL, [Vr2 (Links) 122Uy 7 LET,

FRER L TR—=V 7T 7B ATE B L 2ICT DI, [RRFET 7 B A2 H 295 (Enable
Unauthenticated Access) | F = v 7 Ry 7 A% A4 0Z Li‘ﬁ“o

GE) *[RFBAET 7 B A Z A2 5 (Enable Unauthenticated Access) | F = v 7 R > 7 A
WeAANTT DL, N=v D U7 IIRBIET— FTHIEL £

*TAT T —H LAR— FTIL, [KiiET 7 B AZH223 % (Enable Unauthenticated
Access) |7 = /71:/72 TR T, TRTDOTIA T T—HX LER— D
IN—= DT nuuﬁ%gkbij*

BRIDOT Z OB M o=~ v 7 ar—LFET,
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NILTNDSHEE

* Cisco Unified Intelligence Center [ZBH3 5~V 7 DFIR, 39 ~N—

* LAR— MBI~ VT DOER, 39 =

Cisco Unified Intelligence Center [ZE83 AL TD R

Cisco Unified Intelligence Center TlX, 2 FIHDO~/LV 7 2FIHAIEE T,

TV =T aEEDO~INVT L Z O~V 37 21X Unified Intelligence Center D — %
Y72l B OW TRl L £ 97,

*LAR—FMEFDO~VT  ZOANT T oV TV — b BEROHEHTECOW T L E
o ST TR, T4 =V ROBH, 7 4 —v FEOBEOFEM, LAR— DT —F DR
FEZOWTHBI LET, LAR— MEAEO~VTIE, VAR — MNICER S L5812 T fE
HATEET, LAR— MV TZIRMT 5 HEOFERICOWTIL, [ Cisco Unified Intelligence
Center Report Customization Guidel] % Z M L T< 72X\, Z AU http://www.cisco.com/en/US/
products/ps9755/products_user guide listhtml CAFTE F9,

Cisco Unified Intelligence Center D~V 7 & FKm$ 5121, ~VT PR Z 7 2 @R L E7, R
DURTF~V TR 4 R OA EBIZH Y £, ar T UV EAOFMERRT HI12i%, BEHFF

7 Vw7 LTLTZE,

LAR— FZET BAANILTOERT

LiR— MIBET 5~ T 2 FRT 5121E, ROFNEIZHENFE T,
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B LR rcETIALToRE

FIE

ATY Tl UAR—FEERLET, LAR—FOFET, (103—) 22 LTSN,
ATvFT2  HEMWO[~VT Help) 127V v7 LET,

ATYvFT3 FKav7Xyr VAL, [T 7 L—RMIBET5~L7 (Template Help) ] 28R L E,
LAR— MR RV ENTWENLT avr T o307 708 740 v RulicFRsSnEzd,
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PackagedContactCenterEnterprise L 7R— 7 «
>

* VA= TSI, 43 N

* TV hEA—NR—RNAFDOLE— |, 49 ~—
* AF )N T N—T LiR—]k, Tl =

s v Vary Fa— LiR—§, 75 X—V

C A=V EBAT VR=T 4T, T =Y

* AN I BT DHHZ AT, 81 R—V

* Cisco Unified CVP Reporting, 87 ~—3°

* WERT—H, 91 =V

C HAE A LE—R, 93 L—






Lik—

" UTALA DT

T—RUNE

Z O, 43 ~—v

C TAT THUE, 44 N
© BEET -5, 45 eV
* T A—HOFRA, 46 NX—

DT ILEA L T—32DIE

VT VA A LT —%% Unified CCE 77— & S — NIZRIFES L, 472 3 T AW-HDS-DDS (%
FENET, HTWITAEA LT —XITEZHF L) TAX A L T—HTLEEXINET, B

JEIIRAF SN E R A

YT NEA DT —=RIT—F 74— )L FITRESN, ROFEO L H124D

DIFRE T R S E T,

R4 VTFILEALT—

2 DEFEES

YTPIEA LT—AR
D RS 5

Bl

Half

FHalfJ DAELZI fﬁﬁt@ 30 FEDEPEMENET, VT AEA LD
Sy EOfEIE, F'EFJBm DRBEZ T EEA, 2F0, BELVR— MR
75: 1543 Laﬁffbtxﬁm U T NEA LT —7 00 Half {E13 xx:00:00 ~
xx:29:59 F 77 1% xx:30:00 ~ xx:59:59 DT AN A DEIED 30 4y %
L9,

7o & 20X, BUEOREZIN 09:18:33 Th H %54, Call Type Real Time 7 —

7 V@ [CallsOfferedHalf] 7 7 AMZIZFFE D 30 /3T DA D 18 43 &
330 % BT DM S AU E T, 09:00:00 F 7213 09:30:00 DFREZIZHT L
W30 N RED & TN RBRITIERIC By FEVET,
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47 T2

JFILE A LT—5 | EiBA
DEFHEIE 5

Now Now] (ZI%, HEOWME (REOTF v 7) TBFLTI/TA4ET 4D
A T gy PSRN ET,

7= & 21X, Packaged CCE ¥ 7 b7 =7 Tld CallsQNow 23 N 7 v F o 7 X
WET, ZAUE, — FOF 2 —ICBIEEM SN TWND a2 —LDETT,
A= PINEIND L TR F a—ZEiN D720, CallsQNow D71 7
MIFTTITIDR<RVET, ZOEHL, ZOEE7 ) —F 5L R—
RRAREIY T NVEA LT v 7T —hENDHEZIIRRFINET,

To5 [To5) DfEIZIE, ELED SIS R T v 7 ENT-T — X PN In
4, HiLDSSEOFT =22, SHBO (AT A45 4007 740K
UNMERSET,

Today FAEDOFRT 0 B LIBED I w7 v h S E L E T,

247 T—53&E
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LAR— k7 —# H Unified CCE 7 — % #— \|ZFEXJAE I, Unified Intelligence Center T & HIHIZ
Fa—ATENDYTNEA LT —=ZOWELITHBIT (VT2 A L T—2 O, (43
N=V) BBR) | FATTHIEFMEL TN T eI U A BV Z b DT —
Yz hEa— ARy FEQE L, Unified Intelligence Center (27 — X Z EHH/37 ) v 2 LE
To TAT T—2F T—ERXN—ZA~DEZIAR, T—FX—ANDL ORI ZIRIES D 2 L
B BRENTT =S DHBEVR=T 427 7747 ML TF vy 2 LEY, =—
T NOREESR Sl 2 OARFEDOMEIL, RENFAELZ L ZICEH INETH, Fa—KHNOa—
VI EOMOMEIX, F3BTLICEGINET,

TAT T—=2 VR— DT T L—NMNIX, 947 77— —EXZFHLET,

UTNEA DT =4 Ta—%, MOEEEN AL L LR— e R— 570l E
j‘o

FTAT T—=HIFA M) —LNDOA XY b EERNB IO L, FRENT) v adTHAMN)—
LDILBEEY A7 A5CF, Unified Intelligence Center (X U 7 /L& A L A X2 N &2 FED . 5l X#i
FTAT T—=H VR—= b EHEHTIEDIA =Y AN =L BV TRAITAT LEST, T4
7 F—H LAR—F Y=L RE, VOSH—ERELTCUIC DLR—T 4 7 H— N ETHAFL
\ijqo

AT T—5DOHFMAMEIZ OV TIE, http://www.cisco.com/c/en/us/support/customer-collaboration/
unified-contact-center-enterprise/products-installation-and-configuration-guides-list.html @ [ Serviceability
Guide for Cisco Unified ICM/Contact Center Enterprise] %#ZM 1L T 7E3W,

EErEYY

TV N TAT T—4, (318§ X—)
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BET—4

gE7—42 |}

TV N ARV ITN—T TAT F—H%, (326 3—)
Ly Var Fa—, (331 L—2)
23X ) TA—TF, (343 =—3)

JBIET — 213 Interval 7— 7 WRAES IV, 7D MU U R AT v a v 7 — 2% Half-Hour 7 —
TIVRIEESNVE T, Half-Hour 7— 7 /L & Interval 7— 7 VDl 5T, 527 LI=MBORKKIZE
T — 2N T — A _R—= 2| ZEEIAENE T, Interval T — 7 /U1, RESN TWABERIZ T T
I55FEFIT30 00~ —NEENTWET,

30 S ORIEOEE. 52T LIZBIRIE xx:00:00 ~ xx:29:59 F 7213 xx:30:00 ~ xx:59:59 O#iH T,
15 IR OBE. 587 LR 1% 00:00 ~ xx:14:59. xx:15:00 ~ xx:29:59. xx:30:00 ~ xx:44:59.
F 7713 xx:45:00 ~ xx:59:59 O#IPH T,

30 S DIIFRIZOWT, ZOflE#E X TAHET, BIE, 15:50:00 TT, 15:47:00 IZ= T —MFAEL
FE L7, HEETLUR=FEN5 30 M ORMREIE. 15:00:00 ~ 15:29:59 O#IFAN T, 15:47:00
WA LT T —1F, 16:00:00 (7 —F _X—RA|ZEZAENET, 4L 15:30:00 ~ 15:59:59 D
30 Sy OMRAE T3 2 RT3,

BT —2 1313 5 AlRGFEINE T, SOOIl L R — M2 REETOHLERND DGE1F, 47
varDT—Z_X—Z H—X (AW/HDS/DDS) ZiBMLET,

# 5: Interval T— T )L & Half-Hour +— 7 )L

BET—% aiBA

A % —s3L (Interval) | Interval 7 — 7 /VIZIXROEA RN H Y 7,

* Agent_Interval

* Agent Skill Group Interval

« Skill Group_Interval

* Call_Type Interval

 Call Type Skill Group Interval

* Campaign_Query Rule Interval (30 53D — X% DH)
* Dialer Interval (30 %37 — % D)

* Router Queue Interval
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BET—% Bl

Half-Hour (7 7 b3t |Half-Hour 7— 7 /VIZIZROEE R H Y £,
K AT ar D)

» Campaign_Half Hour

* Campaign_Query Rule Half Hour
* Dialer Half Hour

* Dialer_Skill Group Half Hour

T—32AFA—HDRRH
UTNEZA L LR—FEBELR— FNEOBA LB L-0 , BROSERAZ B2 THE2 T 55
B2, LIR—F T—=ZDR—FIZZ3 LR’ H Y £,

VT NEA LT =2 IXHRERIKED D DL ICBRET =2 _XR—=A I SN0, UTVHEA A
T —4# D77~ (CallsHandledTo5 72 &) [ZEREREL =— RO 7 >~ (CallsHandled 72 &)
LlIF—HLEEA,

8551 a— AN E I hEBUVA—ICERELT, ==V FRIRET L0 EE 2 £7,
* CallsAnswered DY TV H A L B MI T T O28MLUET (+1) .
*8:55 ~9:00 DIIZ, VT NHEA L T—HFISEINTZa—LERLET,

A X7 2 — T 8:00 ~ 8:59:59 DA T T DL, 9:00(2725F TT — X EHtHriAL
FH A,

[CallsOffered] <° [CallsHandled] 72 £ DA 7 o M X 1 H BN Trloms —E L 928, FFEOMMRE Tk
T LT 2L ENEVETA, ZOXIBRA—HL, —HBOT—FEROH T FREESR
AELWTHEIML TWASEERHDHT-OIZHAELET,

RO ZHFI LT TEE N, 855 (Ca—ARNar X7 kv FA—|ZERFEL, ==Yy FRNE
Lzt LET, ==V MI0SIZa—LE2ETLELE,

CJRIET — 2 N—2 T, 203 —/113 8:30:00 ~ 8:59:59 DRfE TR S hizb DL LTH Y
FEET,

* F72. 9:00:00 ~ 9:29:59 ORI I N=bDE L ThHU Y FENET,
*9:00:00 ~ 9:29:59 OFFIZKHET D LA — hEFEITTBH L. TOMBORIZAE I & R
I EANTEZ AT LERA,

Fo. TOMBORICIREE ST Z A 7D, BEESNIZZ A7 LB I NI Z A7 DEEFHIE
—HLARWEAELH Y E4, RSN F 71T, Z0A = LDORIIZE—Y = MR
INTca— N X 27 OPDBRRINETD, LEINTZF A7 BLOBEINTZZ A 7I120F
EHIOA V2=V TR ENTZ DA VX — NV TET LEa— A NEEN55BE08H 0 £1,
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—fRIZIE, FRBOERMEIL., BRAER TR EINET, =720, a7 hkr2—Nn
24 FRREF OBF4A . 11:30:00 ~ 11:59:59 <2 12:00:00 ~ 12:29:59 OEMEZ & TIXKR E L TAR—
NAEUDAREMENDH D 77,
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* =—Vx MNREE, 49 N—

=Yz horsTy MHa— R, 56 N—Y
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C TV DX AT, 60 R—

C TV NOBEE . T X A LEES LOBEE, 66 X—

C AR NAYFTIT 4T 4, 67 N—

v MIRRE
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AFHZEeMTEET, o, =— Yz MREOBEAIZRET 2 72OICBEDO R T +—< X
TAERFTHIELTEET, L& E BELVAR—-MEEHTHE, ==Y MR RT
Va— L ESFoOTNENE I NERT, TV = FOARZEIRRETH - -2 &Rt 5 2
ERTEET,

BAXNN TN—T1F, 1 DDAT 4T =T 47 RAAL2 (MRD) (2B L TWEJ, MRD i
BENGFa—L, EF AN, Ty by valREoz—xr b EOBEICHEAT S

F¥prNERLET, =T—Y = MIBEHDO MRD 25 0ERAZLETE £, 2L xiF, =—
Ty MIBEFA—NVEREZ WIS 5 AF )L T —F LEEO 3 — VRS 5 A% S —TF
WET52ZEbH0 FT,

=V MREEBIZ VA — MOE ((FF=5 1 (NotReady) ) &FIE ([% FF=f5 1k (% Not
Ready) ]) Tt ET, ROKXT, FREIZOVWTHHL, =—V = FRFRETESL
TR D=t T =V ERET DO SN HEERLET,
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L= CRtA L, ¥ A7 DU SN A TR T LE
9, Z OEEEIE [AgentOutCallsTime] 7 4 —/V RIZARE &
nEd,

SERIEIS 2 A7

SRR

INHIEFET—Y 2 FREHSORBENS A Z T kB
2 —NOBIONBIZHET 52—/ TF, BEWNHZ A
TIXHICE R A7 T,

AP NET 4T a—) SEREa—L, BRI OMEE
FlEa—L, FN60Oa—LREIOCVPIZHE S NT-
BE. BRENHa—LELTHIY Y FERET,

T—Yxr MEka—/UE, a - ERGT IV
Y ML TUIRENE=— L 2D £,

INHOa—nO7—4%, Agent Skill Group Interval
J@E T — 2 _— A 7 —7 LD [InternalCalls] 7 1 —/L I
RIFSINLET,

INHDE AT DOEIL, =—Y = hinZ A7 & Btk
L7zHER TG L, ¥ A7 BRI SNz TR TLE
¥, Z ORI [InternalCallsTime] 7 1 — /L RIZRE S
E3r

NG X 2 7
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I—CzrbDERYLE

RRIDRAT | EHA LR— SN EE
=]
Packaged CCE/L— | T—Y =¥ h~Jb—F 4 VT EINDHTRTOa—/L T, |JLHEZ 27

T4 T a—)

77 kX R A7y 3 v 32—/ Packaged CCE /L—
T4 TIREaA =NV ERRINET,

INHOa—LOT—4 %, Agent Skill Group Interval
JBFET — 4% _—A 7 —7 )LD [CallsHandled] 7 4 —/L §
ICRAFSIVET,

INHOX AT ORMIE, =—T v FRX AT ITRE
LR TRt L, ==Y = MR T v T T v 75T
L7z TR T LET, Z OFEfEIE [HandledCallsTime]
74—V RIRESNET,

RLER 2 2 7120,
xS a—L
BRLOEFESHEIC
eHa—n, BX
16\ = Vo P
7 a— L EkETrT
RCOIA—LRNE
EFNET, WX
27 DIE % FI
UL =T+«
VITENTEH AR
DG 2R T
TET, [z
{§ (Transfer In) ]
B [=#ERE
(ConfOut) ] 72
EOMO LR —
BT NZiE, #A
JRED X DI
HIninzmrd
FEAE R R R S
nET,

I ADTZT—xy MBI =z P SEEE SIS
a—LTYT, =TT DD ADT—V x|k
MHCVP T T A v PR S D 2 —/vid, TS DH
N—T 4T ENTa—VEZETDHITZ—V o MIA
v RINET,

INHOR AT ORFIX, =— Y= FBREREI N X
ATIVIEE LR CRIBR L, & A 7 3B S 37 IRE A
THT LET, Z OWHEIE [TransferrednCallsTime] 7 « —
VRICREENET,

INbDa—o7 —H L, Agent Skill Group Interval
JgWET — # N— R F—T7 /LD [TransferredIn] 7 4 —/L K
RS ET,

kAR

(Transfer In)
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B -z roszonm

Dy FNEFIFA—R— A WPIZHHE LT a— L,

INHOa—nO7—4#%, Agent Skill Group Interval
J@JE T — % ~_— R 7 —7 )LD [ConsultativeCalls] 7 1 — /L
FICRFENET,

INEDOFZ A7 ORfHIF, =—Y =2 FBIRER Y %
TIT 4TI LR RTRRMGL, =7y b 2=V =
FISE L TREF O X 27 e stz (230 b
A—ANRryFENZ) L&, EliFardr MED
BEEE D R ey 7 LR TR T LET, ORI
[ConsultativeCallsTime] 7 « —/V RIZERE SNV E T,

BRYDBAAT | HHA LR— kSN BIE
=]
LSRR T—Vxr b EEINTZa—L, ==V ME, | EBERE
FlEa— L EREa— DOl FEIEETEE T, (Transfer Out)
N0 a—nO7—421%, Agent Skill Group Interval
J@IE T — 2 _— A T —7 )LD [TransferredOut] 7 4 —/L K
(CRAFSNET,
NGO A7 ORI, =— V=2 MPIRERY V%
TIT 4TI LT R TR L, BRiED5E T L72RER T
BT LET, Z OB [TransferredOutCallsTime] 7 4 —
U RICRE S ET,
aYPNET 4T | 2=V EPRIO 3=V EREREBIZ LT, Blox=— | 290 MEE

IR LR —L.,
N a—nO7—42%, Agent Skill Group Interval
JEIET — % ~_— R 7 — 7 )LD [ConferencedInCalls] 7 4 —
IV RICRIFSNETS

INHDZ A7 ORIL, ==Y = FIRF ATITNE
L7-Fp S CRtE L, # 27 NI SN -FRR TR T L E
T, Z DB [ConferencelnCallsTime] 7 o — /b KIZ{%
BINnET,
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A

—vzriroszsnE

BRIDBAT | B LR—bEhBIE
=]
e S 5 LIcaig=—/b, e 2

INHOa—nO7—4%, Agent Skill Group Interval
JEET— % ~— A 7 —7)L®D [ConferencedOutCalls] 7 1 —
IV RICRIFENET,

INHOX A7 OREIE, =T—Y =2 RS ERY &
TOT 4 7 LIERER TR L, =V = MRS —
M BEIR S, A== A FRa—nb Fa vy
LR CTHRT LET, ZokRHIT
[ConferenceOutCallsTime] 7 « —/b RIZIRE SV ET,

XESFERFATOa—NLO, FEHIZBETHLAR— T2 REBAL TND Z LR HAEN
&J@iﬁ‘o ZhuE, =—Y = MOEHER(E &5 Packaged CCE-routed # A 7 8 L N — L7z X

ZEFA AL, BERELSEZEICIRVBLZOICEZV T, =—Y = ML VIiThh
k%EZ“Witi%ﬁ —UEm T &b, %ﬁ%h&xm%h (R GET, ZEa—VFER
FHAE T — L OBFHRFRICIL, XL SBORFM G EENTVET,

G¥)

TV NI, AR TR LT, ZEERBEOMAMICER EREEIATTESET,
2L, BEA—VOBEICT—V =y FRERE L ZHEFITTE o013, BELHMIETTT,
ZOENE, ==V MRAREX AV EHOT—T > NMIHRET D56, £OX A7 135]
SREREF AT LRREND ZEEERLET,

EErEYY
TV b AXNTN—T - BREET 4 —L K, (114 X—2)
TV F—L-BEET LR, (119 X—Y)
TV N T Vary Fa—-BEE7 =LK, (104 X—Y)
TVl b Fa—DA =L, (109 RX—)
T—Vxr b F—L-BEET =L, (119 <—Y)
TV Fa—-UTNHFA L (163 2—)
TV h - UTNAHEA L, (168 2X—)
AFN TN—T =T N AT —=HA-UTNHA L (248 X—7)
AXN AT —HAZ—=Vx b= UTNEA L, (2523—7)
TV h F—L-UTNAEA L, (176 2—)
T—yx v FBAERE, (203 X—)
T— b AXVERE, (206 X—)
==Yz b —EE, (208 X—)
T—Yx N F—LERE, (211 =)
T—Y =y b F—LBNERE, (214 <—)
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B -z oBBE: JL8(LRESLUEDE

T—Vx b T LA IERE, (234 N—)

AF)VIEE, (220 ~—2)

T—T 2 b UTNHEA L, (237 =)
T—Vx2r b F=h-UTNHEA L, (239 =)

AX)N IN—T 2=V N AT —H A - YT NHA L, (248 X—Y)
AFXN AT —HA L=V h-UTNHEA L, (252 %—)
T—Vxr N TAT T4, (318 X—7)

TV N AFNITN—T TAT FT—%, (326 X—)

AX) T—T, (343 ~—2)

I—Czr bOBEER: JIL2A(4 LBRESIUREE

TV MIEEDOAT 4 TOBEDAX N TNA—TTIEETE B2, &RifflE 1 DO R %
N T N—TDH AT DEIZERT Z LITEFEH Y FHA, ANV TINV—T L AT 0 7 CTIEE
THE—Vxy NEREHEL U THERAY v T ERHRDEDHELWVGERNH Y £7,

LR—= 77— TClE=—V = FOB@IERE | FFEDAX L J N —7 T—EBRINIZIAT
SNDHEEDOWNBIINE IR T NVE A DEHHEOT—T 2 FO N EZRHICHER TE 5, 22504
A T OFFHPHBE SN THET,

B ORFE, ko LB T,
* % B
*FTE (74 A LHE)

N—t Y FEEBEE (LA FO%BEBFE) X, AXFNVITN—TNT=—T =y MR EORRERE
AN TWanERLET, ZOXA M) v 27iE, AFXNV T N—T7To—Vx ha—/LALEIZ
BLLIEAREZ T —Y 2 RRX R ZUELTE DIREETH > TG RHRE CRRE 95 Z & T,
LAR—FMNTRIEENET, =V = MR Tho M Z R N T 256, VAT A%,
TVl "R a A LW GRHR D DR AR LRRE T H - 72 2305 L TR S E
T, T2 E, A0 B — VOB NRARETH oo — T = M, EEEO a3 — L OAERIT 20
DNhEBDLLEEAS., FOT—Uxr NOBEIERIL 50% 12780 9,

TILAALEBE (LA— NTIX[FTED X, Z2O—EHMNICZD ATV ZT L —T7 TR ST
VEEEFATTHIEDITMELE D, TVEALEEOZ—V 2 NOANBERLET, VAT A
TIXFTE ZH T 572012, 1EENRFATIN AR ZZORIBOAFRMCTRELET, -
EZE, === MR 30 MO X A7 OWMERIZEFH 3R 2 & LI2GA. OB
DH AT O FTEIL3BFMOSKEHTHY . ZAE A LEHEOT— = 6 NITHYE LET,
DFEYN, TRTOT—V = bR TINHFALTHERY BB LT2E. TOEEITANDTZ—T =
Y NCRECE = LTy £,

GE)  SEFRMIRIEOMIEZ L AR — M TRIRL7ZGE, MROMEITTHRI VIR £5,
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2—n—n15 757474 |}

BMELEYY
T Vary Fa—DAH =)L - 2T 4 —)L K, (150 X—)
T Vary Fa—-UTNAEALET 4—/L K, (190 X—)
Peripheral 2%/ 7 L—7 - U TV Z A LT 4 —/L R, (185 _—)

RAR—IN—NAY T7I9T4ET~«

T2V hTF—LEDA—R=NNA W, TAT by T T, A== AHPF TR BEAT
Z b, EHYAR, BEORITZEREDA— = PHEEZ R T £+, =— V= MY
A= FEHR LGS, A=A FREID AL L OMATZEMREZ M L2 e
SRMMoOTEHEAICLR— MR LET,

GE)

THBDA—S— N FHEREIL, BFEUSNAOMRD AL TWA=— = FTIIFIHTX
FH A,

EErEYY
T—Vxr b F—A-BEET =L, (119 X—)
TV h F—L-UTNAEA L, (176 =)
T—V b T AT ILERE, (234 X—)
T—Vx v b AXVERE, (206 2—)
AX VIR, (220 X—Y)
TV h F—L-UTNHA L, (239 _X—)

BEEDOI—IZHT HER—IN—NA T FLRMNBLUVREZIE

Tz ME, FAZEVETCONTWAET T~ A= R—=AHFEiFh XY X—
PN XA IS DRI T VAR AP IS T A Ny EO[SV T A K (supervisor
assist) | E/2IL AT A b (emergency assist) | RZ 52T 7T 4TI TEET,

WDOHA RTANHED &, ELL TRICS DT — X 52 20 OBERENLIETX $97,
CA—R=NAYF T VANV ZRANBIORET VAR U7 A MEUEET H A—/ 3=
AVDIZODAF )N TN—T%FETHEIICHELET, mExE 1 20—V =2 b
F—LDFTRTDA—/N—= NP LTI DODAF N IN—ToBRETDH LN TEE
T, ZOXITTDHE, INLDAXFAITN—TFIZ) VT A MNHRETE, ZNHDAF L

TN—=TDA—=IR= R P TR MNBIVBAT VA MDa— LTI 4T 2 IZEALT
LAR— hEERTE £,

ca— L ZATEERL, B ENa— L AL T~y TENDIZAYILESEHRELE
R

¢ A= RN Y AF )N TN—TCHEHREEETDHEIICAZ VT M ERELET,
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A== AFFTITF1ET«

A= IR=NRAYP T VA PNELRBRATREICH LT, ==V 2V MDOTRAY by TERETEH V1
VELTarPL hEBRTEE T, =V PR A—R— A TR NFHIEREZED
TR Ny THEET 7T 4 7T DX o=V bR a— DA, CTIY 7 b7 =T
T —Y 2 FOBEDONRDOVICEFEXF—RT 7T 4712 L, A== A P TR MEHITE
BEBEORI VT ML CA—RN=AFEra— L LET, ZOHITIE, BET AL
FA=NR= AP TR NDRAZ YT ML, A== P EHHT L7200 — = Mgk
J—=FRRHDHEMELTNET, A== E, a— &L, =— V=2 b EEBNSHT
bHabE T, Agent Skill Group 7 — 7 /L & Skill Group 7 — 7 /LINT, IRD 7 4 —/L R3HIANL
£,

K10 BEOI—I)L: aVHYILETaT

A—ILDIL—TAVTEDI—DT U FRFI
JI—FILTENTET4s—IL K

A== A DT IAILEDRAFILTIL—T
2L TEmTd71—ILE

CallsHandled. InternalCall,

InternalCallsRcvd

SupervisorAssistCalls/EmergencyAssist

TV MIOWTIHE, I—/ViF LB X X7 (TasksHandled) ] VA AR— bk 7 4 —/L K, BILO
[SVT A~ (SupAssist) ] E72F A (Emergency) | VAR— K 7 4 —/L RKOWT NI L HR—
FERET, A== FDOELE, a—/ LT [ F 27 (Tasks Handled) | LAR— K 7 4 —/b
RlzvAR—hShET,

GE) a YT — g A= N— A PFL, A== A FDF AT ;v 7O AEEEL A
LT, 2= ~DNAZRETEET,
2| L) JAH

A== NAYPFNT AT Ny T ~DEINIAPWEEE T VT4 71T HE, =—T 2 NDOT A
by FIEARA—=R= A PADOEHEETT L, A== PR a— IR TEL LI LET,
T—x b AFN TA—TBEIRRAXIL T —T DT — T )L TEY IABLERENT 7 T 4 7T
SN E, ==Yz hE RN RS FOWFORD 7 4 —/v RBREEINL E7,

=1 : A—/S—N\1FDMHA

A—ILDIL—TFT 4 VTEDI—C TV R AT
JIL—FIzdLTENT270—ILK

A—IN—NAFDTIHILEDAFILTINL—TF
2L TEMTEI70—IL KR

CallsHandled. InternalCall, BargeInCalls BargelnCalls, InternalCallsRcvd

T—Txy MIOWTIK, I—/UX LB ¥ X~ (Tasks Handled) ] LAA— K 7 4 — /L KRB LW
[#]VD3AZ (Barge-In) ]V AR—hk 74—V RIZLAR—bhERET, A== o FIZONTIL,
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X
i

2—n—n15 757474 |}

T— VT [JLE % 27 (TasksHandled) | LVAN—F 7 4 —/L REBXU[HIV A% (Barge-In) | L7R—
N 74— RIZVAR—RENET,

A== A P L a— L E2RITZE BIEHME) 728546, (YT7%E (ntercept) 17 A2 kv
REZEAMILET, ZORITZEICLY, ==V PREENDUIM SN 720, A—r3—
NAPZ T = VA EM T ENAMREICZZR Y £7°, RIT(E OEEFIZIX. Agent Skill Group 7 —
7'V & Skill Group 7 — 7 VDRI LT, IRDT 4 —/L R L £,

£ 12: R—/S— A FORITRIE

O—ILDIL—TF 4 VTEDI—CT O R R | R—IS—NNAFDTIHILFDREIL T IL—T
GL—FIcLTEMNTS74—IL K [ZxLTEMTEIT4—ILE

InterceptCalls InterceptCalls

T—Vx v hOBE, a— ML IT%E (ntercept) JLAR—h 74—/ RIZLAR—bFENFET,
A== A YPFOGE, a—iE [ 7%/F (Intercept) | VA— K~ 74— /L RIZLAFAR— S E
—éAo

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1) [ ]



B xS 1¥7074E74

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)



-10.

AXILTIL—T LiR— bk

CAXNIN—T TITAET 4, TI X—=T

* LAR—RMIBIFAET 74NV DAFN TIN—TF F—R 72 _X—

AEXILVIN—T F7OT14ET«
T—x2 N AXNV ITA—TF LR—=FBLIOAFL IV —F LIR— 2L T, A%V T
N—FIZONT L R— N TXxFET,
I—CzV b REXLTL—=TF LiR—b, 1 2LUEDAFIL TA—TOFRCOTZ—V = b
LAR—=FLET, HHOAFNL ITNV—TIRTH—V 2 MZOWTIE, ZhHDLAR— MZ
LoT, INBTRTOAFN IN—THTEDT—V 2 FEE=XTEET,
AXILTI—T LR—b, E=F OB T —< A, 2L 21T, BEORXL T L—TD
NI F—< U AL, V=T 47 ZA7 VT FBLORETCa—ANBEITiSEN T
HINE I MMEEETEET,

BMELEYY
AR, (81 X—2)
AXN TN—TL T Vay Fa—DF—ER L~UL, (853—)
Ny ERE  (Bucket Intervals) , (86 ~X—70)
RY T 2T AX)V T N—T BREET —/L K, (139 <—)
Peripheral A ¥/ ZL—"7"- U T NVHZ A L4274 —/L K, (185 X—7)
T—Vxr kAR T N—T JERERET 0 — LR, (114 =)
AFXNIN—T T—=V 2 h AT —=HA-UTNHA L (248 X—)
TV b Fa—DA X =L, (109 RX—)
TV Fa—-UTNAHA L (163 —)
T2 b UTNE AL, (168 2—)
AF)N IN—T - UTNEA D AT —H A, (249 _X—)
T—Vx v b AXVERE, (206 2—)
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LR—FZBFEZ3TIHILEDAFIL TIL—TF FT—4

a—)L AT AX)N TA—TBEE, (217 X—)

AF)VIEE, (220 ~—2)

A¥ )V Y= U —JERE, (225 X—)

AR TN—THFZAEIGFE - U T A H A L, (245 3%—2)

AX N TN—TREFZEL - VT NF A L, (246 X—2)

T—x b UTIRA L, (237 =)

AXNIN—T T—=V 2 h AT —=HA-UTNHEA L (248 X—7)
AXN TN—T AT —=HATZT7 4T -UTINHAL (251 =)
AX ) AT —HAT—=Vx h-UTIHA DL (252 3—)

AX N AT —=HA YT NHEA L, (254 =)

TV N ARV TN—T T4 T FT—4, (326 X—)

23X TI—TF, (343 _X—)

LIR—RMZEBFBA3TIHILEDRFILTIL—T 7—4

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)

T FNVINDAFN TN—T1F, BELEZSAT AT V=T 407 RAAL VHIERENET,
T TN NDAX ) T —T1E, IRORTEF a—/L & EFRLSNO X 27 BT D 1EW &2 S
THENy FELTHRELET,

* 22—/ L% Packaged CCE /V—7 4 7 A7 U T MIXoT—T 4 7 3NE A,

CAXN TN—TPRN—T 4 7 AT YT NTHRE SR WIES

‘[=—v = MiEE (AgenttoAgent) |/ — R =—V = MNEAXA YV ITHA—T 47
A7 VT R THAEN TS 5EE

‘[m—VxzrbhFaz—A27 (QueuetoAgent) | /— KN T—V = MIF AT HFa—A
YL, 2=V RBRED ) = FTHRESNIZAF I T —FlZu 74 Sianigs

VIR—RMNIT 74NV NDAFN TN—T oG5 T LI12X - T, Packaged CCE T/L—7 ¢ 7 &
nNia—npspoa—nz2c—yzr FBIXOAF L I 0—7 LR— FTHLET, 23—
X A 7 LR— MZid Packaged CCE V—T (4 7 a—)VDIHENEEND D, =—T = NER
ZAFN TN—F LR— " Ra— )L ZALTF LR—FE AT X LET,

FTITFWVEDAFNN TN—TDAR) w7, SFSERFIASATDa— FHiHa—n, =—
vz MO AYI T EBka—L R, BEABIOPARA— =AY TR MM
FoTEEBEZITET,

HMOREI—IIEBEZFEI—INITIT 7NV IDAFAL ITA—TDORXA MY v 71285 LTHRD &
ML £9,

* HNER3EAE 22— 1 D [AgentOutCalls]



Lik— s 2TF 740 b2 FL I —TF =4 IR

A

GE) T—x MBI AT T a—LO—EE L TCa— L ERETIEE.
a— VT 7NV FNDAF ) TA—TDRENFRESINEE A, TTOa—
NDOaALYINT 4T 2=V FOAFL T —TDRMENHREINE

_3‘0

* N¥LF&(E 22— /L O [InternalCalls]
HEAE1E 2 — /L O [InternalCallRcvd]

GE) FTITFIVEDAFIL T)—TIXEDRAT )R THERENZWE=H, T 74/ FDAF L
7 v—7"® [CallsHandled] (¥ 0 L F8 A,

27V T NTZ—V Mk /) — REFALEZI—Czy FEDEANYY D00, T 741
FDOAFN TN—TDAX RN w72k L TRO L HIZHEEMLFT,

* OutgoingExternal ¥ 721 Outgoinglnternal 1%, =— = > MHOa— L ZBBLImT—2 =
FOF T 4L D AR Z—FICkE L TR L £,

* InternalCallsReceived X, =— = " Oa— LV EZHBE LTI —V 2 FOTFT 74V FD A
X T N—FICR L CHEMLET,

BEEBLIUVEEIT. 774NV FDAFNL T —TDA R w7 I L TR X SN L £,

*T—Y = kAN, Packaged CCE TV—T 4 V7 ENTca— ik, A7 V)7 MaefEd
CE#ET—Y > FBICEEET D0 S E EIT LSS, —— Y = M A® OutgoingExternal
¥ 72 1% Outgoinglnternal I, Packaged CCE T= “—/1/7%/1/*—7 ST ENTZAFIL T —TIT
LTHEMLEST, =—Y =2k BOHE, IncomingDirect (37 7 4 /L D AF )L 7 )L—7F
WXL THIIML £9,

*xT—Y = FAM, PackagedCCE CL—T7 4 V7 ENfma— L& [T—Y = Mgk (Agent

toAgent) 1/ —REFUEEEAT7 VT MERBRHEAZ VT MCT 78 2T 5720 DEEE

FIHRET DI EEE FAT LT E . =— Y = b A @ OutgoingExternal & 7213 OutgoingInternal

(=R mw@mamf:—wﬂw~74/yéMKx%wﬁw—fKﬁLT%mLi#oi—
vz b B DA, IncomingDirect 1£7 7 AV RO AF )L F)L— 15 LTHIML £97,

RET7VRAFA—LULEBLUR—IN—NAHF TRk a—)LiZ, A== AHFDFT 74/ FD
A %)L J)L—7 2% LT InternalCallsRevd Z 3800 L £ -,
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- 1T,

JLooarxa—LihkR—Fk
s L VaryXa—T I T 4T 4, T5 RX—¥

JLioarvxa—7974ET+«

T—Vxr T VaryFa— LR MBI LUV ar Fa— LARA—FEHEHLTT L
PVa vy Fa—hlETEET,
I—SzobTLiParvFa—LiR—t, 1DUEOTL I Var Fa—DFRTOT—Vx
YhELVR—FNLET, BHOT LI Var Fa—llBTH—V o MIOWTIE, ZhHD
LAR—PMZEoT, 24 RTOT LI Vary Fa—lTFO—cr NE2E=XTEXFE
7
JLiParvFa—Lik—b, T=XOUHART r—< A, 2L 2E BEOT LYY a v
Fa—DNRT =< AZRB LT, V=T 47 A7 V7 B IORETa— L% iy
ENTVENE I D EHERETEET,
EErEYY

PR SE R, (81 X—2)

AXN TN—TL T Vary Fa—Dh—ER LUL, (853—Y)

N MRS (Bucket Intervals) , (86 ~<—3°)

TV a ¥ a—ENSE A - B, (145 X—2)

Ty Vary Fa—0ME (148 X—)

Ly Vary Fa—hRORI L E T, (149 X—)

TLiVary Xa—DA L H =N -7 40—V R, (150 =)

TV N Vary Xa—-BEET7 —L R, (104 X—)

TV h Ty Var Fa—DANRN— T (161 =)

TVl bk Fa—DA X =3, (109 _X—)

TLvVary Fa—-UTNAALET =LK, (190 X—)

T Vary Xa— ATy UT LA L (194 =)

TV b Fa—-UTNHEA L (163 2—)
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T —HR=ABMDOI I EDV AT A =T —|ZHoT, ML TEALT —ER T
FYr—a VCREEREET A0 TR, =V r MokoTEXSNS L)
2722 TedE D
* Unified CVP Z1EHMINEIH T 256, IROA M) v 7 2R T 2580350 £7,
c TV —a kil L a— LD
KA VR T TV r— 3 o CREE S LT REH
cT—Vxy MIV—T 4 T SNHRNCEIW S LD a— /L D%
e —Vx MRV —T 4 v 7 SR a—L DK
CH I HEHIE 2 BT PIC e — Y = MIEBRE SN REE DK

O F e R ZBIDOR I ED VAT AT T — |2 o T, BIEZNWHICLV—T (7
INDHTEOOEFFNED T T N EFITETICE—Y = MIERE I =R IEEH

I BRF 22— ANDNAENI LT h—ERXRETIIERNET 7V r—a v E=FEHT
B, Fa—ArV ) —FROEROa—LVIATEERLET, a—NV A TEEFTHZ LI
X, =2 L Ff~v—RNEy hEnET, L7 b= RAEITERIET 7V
= a VNTERLEREIZ 2 BB D a—L A4 TOHP—E R LYULORFEIZITE TN E
No Fa—AL7 J—RAlZa— ) A TEELBLRWEE, B 7 h—EREITERIE
ORI —E R LRVOHEIZEENH D, —ER LIV A T AOEELZ KT LE
To WO EZIRL T TEEW,

K9: AXILITIN—T /) —FADXa1—AV5DFIDA—IL BA4 TOEE

a2 Queue to Skill Group
Skill Group | He.

o If 28] Call Type
CIS_Finance_Tier_1_CG
» » )] 2

WOKTIL, a—ANEDOLIITHFRINET 7V r—rarnbdra— A I 77 )V r— g
~BENT AR LET,

344521
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ZOPITIEH, ASAEZFREL, —E R L EBIRET HT20DIZ,

20 MER S ET,

Cisco Unified CVP 7 71y —> 3 > LiR— b+

B10: 23— 84 THAEBSNERICKESNDI—LOIA—L 84T T—4

Call starts *

Call Type
Call Type X
30 seconds
Information gathering IVR
Application
Requalify nods \ u""‘yb?‘”d“”
or Call Type ait
Call Type Y -SiL
" -ASA
20 seconds ” : e
Queuing IVR Application
3
8

Call Answered —»

G

Fao—A T HMEBTEa—)L XA FIKTDHAZ VT NEFEEITO NI —ANHEEIN
LA, a— VREESEEMITY By PENERTA, LER- T, [HRINEa—L X4 7D
TEERERR T, RO TRT LI, I—ARNEIIOT— )L X A FIT A>T TRRE L,

D= LR BEEES N E TR T LET,

M: =)L 34 THERSNBRIIRESNZI—ILODaA—IILEAT

Call starts *

Call Type X

Information gathering IVR

Call Abandons —» Application
Requalify node
or Call Type
Call Type ™ -SiIL
-ASA

Queuing IVR Application

Call Type

Abandon
Wait

1o3rds

508 (30+208) Tix/e<,

WDOFIL, —HOEARA N v I Na— L B A T AXFN TN —TTEDLITERENDI NS

AL TVWET,

RIS CILIY—ER 7TV 5= 3 v BLVERIRET7 7)) y—2 a3 Vv DIER

LiR—k A RYws a—ILEA4T

AFXILITNL—T

JUSERFFEIE FE]

a— VNN T — v B AT
[CAS TR CRItA L, BEES
TR TR T LET,

N/A
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FSUOBEV RSV TL—T

LR—F ARYwYD a—ILEAT

AXILITNL—T

LA RS (ASA) N—F 4 AT YT RAD
BHIDAX N T )—TF F 2 —

A7 J—FTHRIBLET,

—F 4T 27T NHND
W DAX )T —T F 22—
A>T J— TR LET,

P—E R LUL P—E R LR EFZSINT |[NA
WhHa—)L Z A FITa— RN
Ao TR CRRIE L E 7,
EErEYY
NRY T 2T AF)V TN—T - JBERT —L R, (139 <—)
TVl bk Fa—DA X =, (109 2—)
D=V EAT Fa—DA L E =T 4 —L R, (133 X—2)
T—Vxr b Fa—-UTNAEA L, (163 X—)
A=) AT YT NNEA L, (183 =)
Peripheral A/ 7 )—7 - U T NH AL LAET 4 —/L K, (185 —)
Fvvary Xa— AT v - UTNEA L, (194 X—)
a—)L BA T AF ) TA—TREEE, (217 =2—)
T—= )V HAAT VTNEA L Ea—, (241 3—=2)
a— ) AT (KA) UTAEA L Ea— (243 3—3)
AF) IN—T - YT NEA D AT —H A, (249 _X—)
AXN AT —=HA-UTNHEA L, (254 =)

FSUOBLUV NIV TIL—T

FTRTORY 7= FWZiE, 1 DU EOBEN T ORI N T 7 T—=TRH0, ZhEho b

T TN=TE 1 DU EOYEL N T 7 G ERTOET,

Y= RTDRNT I, TA RKVIRED N T 78, BLXO NI 7 FTA—THNOTRTO K
T MERFIZE D=2 > TWERIE (B T o 2MAh) EOF—ZIZBLTLAR— M

HTEMTEET,
EENEYD

IVR F— ~ X7 p—< o A - JBIE, (138 2—)
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HERT—5

s —EFRICHAL LT —#, 91 N—
* KEERIICHE LT — 4, 91 ~—

—RBIERLET—4

Y

REIHHESHDS BNEEND25EG. v —D U ) ZPakv AP LR— M TCHELZLVa—F
NHDHZ LKL GENRDY £7°,

SN HDS IZHEe ST\ D e H—RNAT7 T4 272> Th, IMB HDS 2350 v 7 — |28 S
HZEEHY ERA, 2L X HDS 3 H— A ICHER SN TWAEA. Z0u— A ML
%#é&mmimﬁ Bl SNEtA, v /- AFEETLIEa N —B 6T —% [

. BEORBBEEHROBSZBLET, o T—ARTH—BnbLDTXTOTFT—F 2EET S
&\ﬂéMms IZOT—HEERLET,

A= ANET 7T DEE, HHINNEn =BT —2oREFEZIIER R O L Xz, 204
HRHDS Z ] L TROEDORIRDO LR — & RITT 256, TNOORIROT — X3 LR— Mk
IRENIRNT k#%@iﬁo_ﬂ%@v:—k L — I RIE L CTWATET T, LaAl— M TEH
THT—TNVOERIEENET T DL, T—XIXFERINET,

G¥)

SNEHDS VEAICEEFNTWRWIES, e T —ART T T B L, Dﬁ A75‘x‘r17f~
B 75— %BIET5ET, al— A#ﬁ774/$@ﬁ%@ﬁivf N F— 23 FR
ShEHA,

KEERIHR LT —4

Packaged CCE & ' — DRFHERT — X X—ZADY A XL, T—X I+ — & ~— REk
EHRTHOLIDICREINET, e l—0F =X X—2AN IR B0, HELZLIVHEYA
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KEHIEHRLI=T—4

RNCBET D E Vo TziE & A ERAE LR A X b TiL, Packaged CCE [XEIET — % X— R 7 —
TNDBEENR—=VEFATL T, T—FRX—AOKBEMRHMLET,

BEOR—U TR, FERET -7 AP EIIERSNIIETF T 1 OT OBRGES L, 1 S OT —#
MT—=TNNENRN=VINET, BET =T NANOT =N R—=U N5 L&, ZEEEI /N
LEWELD bREWVNE I DABEES L ET, BULREENAEIRT S & B —UFIETE
1ELET,

HAZIIINBHDS X ENTELT, T—F A ML —vicun—7E02EHT 5546, BE/—
VIR o TKFRIR T — X HEDFAEL 7, BAIIMNT HDS B E E TV 554, ST HDS
WBRFENTELT, BT e /—It@8lE SN TOARWEET — 2 REE -2k - THIRE
nodE&, TORBET —ZITKAIKDONDAREMERH Y F97,
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HRARAL LiR—

* LAR—FT U L= DO RAEZ<A R, 93 N—=

* HABL LR—FDa—LEERT —Z, 93 ~—

LR—b+bT2oTL—bDAREZTAX

ARy Z7 VIR—h 707 L= R LR — hO=— X% S0 S S n =548, BFEo v
R—=F T T VL= eEE LY, DAFZLAVR— T 7 — B Cc&E 9, L2,
ZOHPADIINS DA TV N THEEERTHZ LIk, HAOT 7T 4 €T 4 X7 4 —
VU ABRERTHEOOEGFDOLR— K T L — e WAL A AT HZ LB TEET,

ViR— b T o7 b—bDOHRAE <A X FEITOWTIL, http://www.cisco.com/en/US/products/ps9755/
tsd_products_support_series_home.html @ [ Cisco Unified Intelligence Center Report Customization Guide ]
EZML T EE,

HRA L LR— O a— LT —

a2 —/LOFER L 22— RiX, Route Call Detail 77— /L & Termination Call Detail 7 — 7 /LT &N <
NETH, "7 4=~ ALOHEBENG, 7 (A7) LA T T L—RE, 2025
DT —TINBIET — 577%@?%[/?’@/1/ LAR— R TCa—VoiEllr — & 2 HT512%, B A
BINT—=HR=ANLERENDEI AL L VIR—F T b— FEERT 20 ERH D 77,

N—Zx, T ET_XTCOa— NV —T 4 VTERIZOWVWT, a—LEBIORZEOa—ARED
X 912 Peripheral (Z/V—T7 4 7 ST ICBET 25 ey — X 2Rk LET, ZDI—b a—
ILDEMT—4 (RCD) (. Route Call Detail 7— 7 /WIS N E S, RCDF—Z %, A7V
T IETRICT = RXR—R I CEERAENE T, BEEX A VL, Bk SFREoV—T 407X
n7puna— ik, RCD L a— RiEdH Y £8 A, Route Call Detail 77— 7 VINDOT —F ZHH L
T, a— VORMREHBECTEET, & xX, BEEZ#HS (AND) BIXOMTbh-ZERo ¥
A T HEMERTE ET, &AL Route Call Detail L = — K{Zi%, Unified CVP TH(E I hi/-a—
by BETN9785551000 &) ANI BAEENTWHHEANH Y £3, £/, b— b a— LOFEM
T—=HIZED, T ARF 2 — IR IN TV Y 97,
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B x84 LF—troa—LEET—%

PR T O— LT —4 (TCD) X, NV 7= 7 MIERT LTI TOa— LIk L TE
TRAENETTCDL a2 — RiE, a— LB A bOKRTH, BLOBLHORE THIZCEZAEN
F9, 72 & 2. %97 Termination Call Detail 77— (21X, 22—/ 23 >3 2 KD ACD =1 —
NThHBHIE, FOA—LANHEEDAFNL TL—FICLoTRBEINT-Z L, FEODTZ— 2 v
MREDIA—VERBE LT Z L7 ENRSIVET, Termination Call_Detail 22— RiZ$H 22—/ D
BASHIIRRER (& 21X, a— O THIE (Fy N —7WTHEE, #iy/ Fe v 7 B X
OHEERIE) itskSnE T, R¥EOA R T U R a—ilix, 272<Es 220 TCD b Y
EFT, 1 DFCVP IZholca— Dt 7 A M, 9 12F=—Y =z MRk oTREINT
a—O&' 7 A NHTT, Termination Call Detail 7 — 7 /UIZIX, 2 — /L ZA 7 LAR—hK, 33—
NEALT T Vary Fa—Lii—h BLORa— A7 2%V T —7 LiR— FOERK
WHEHA SN TCD R d La— RBREENET,

ZD2OOFMT —7 T, SHEBICHINET, SHIZEMLa— RO LR— sNBLERE
Hlx. AT —F X— 2 (AW/HDS/DDS) ZREIZEMTALERH Y F7,
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Packaged Contact Center Enterprise L 7R—
TUTL— DS

JBIEEA T 4 —/L K LR—F T FL—F, 97 ~—

VT NEA BT 4 =LK L=k FoFL—k, 161 _"—
JBEEOBATLAR— K 77 L—h, 203 <=
UTNEALBITLR— R~ 707 L— kK, 237 _X—=¥

JBEET 7 RO R AT gy LiR—F T L— b, 257 ~—
UTNVHEALT UMY R AT vay LAR—K 707 L—h, 303 X—

FTAT F—H LiIR—hK T 7 L—}, 317 =






o

BEE£J4—ILF LIR—+FTFT2TL—F

C =V h-JBEEET 4 — VR, 97 X—

* T —Vxr MEEIREEM, 101 R—

C XVl Ny Var Xa—JBEET 40—/ K, 104 X—V
C TV Fa—DAUH L, 109 R—Y

* T~V h AR N T N—TBHEET 4 —L K, 114 X—T
* T~V N TF—L-BEET 4 —L K, 119 X—V

* =)V A A TIREENSE AT - B, 123 N—Y

C a— NV HAT - BRET 44—V, 127 X—¥

C AN HA T X2 —DA U E—IET —L R, 133 =T
C ANV BT ARV TN—T S BERT 4 —L R, 136 X—T
* IVRA— K X7 p—v X -JBEE, 138 ~X—

* NXY T2 TN AR TN BEET 4 —/L R, 139 X—T
C TV ay X a—WEENNEA - B, 145 X—

s L Valr Fa—DRER, 148 RX—

s L Valr Fa—hRKORNI N XL, 149 X—

s LI Vg Fa—DAUE =N RT 4 —L R, 150 X—

* ARV T N—TIEE NGB AR - BE, 156 ~X—

I—oxz o bh-BEE74—I)LF

T—x M- BRET 40—V R, BR L=V 2 N DT VT 4 BT A DR 2 — %
R, FEXT—V 2V MDOAFNV I NAN—T BT LEX AT, =Tz MRERBZ R LET,
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B oz r-BE27—LF

JI)—: ZOVHE=LOT =2, EAT Ry 72 ) —pbfERShET,
Ea—: ZOVR—-MUEHATELZDIZZY v F E2—7EIF T,
=T ZoVvHA—MIZL—Tbsh, ET2— =0 MAT, RICAFNL ZV—=T4T
V—hrEOET,
BYRF: ==Yz b
T=H BT HT—ER—RA RF—T T—T L

» Agent

» Agent_Skill Group Interval

« Skill_Group

* Person

* Media_Routing Domain

» Agent Interval

* Precision_Queue

I—Vz b-BEE274—)LET )y FEa—DOFARTEGZT 4 —ILF
ZOVAR—=MTHRRRER T 4 —/L FIZiE, BUEOT 4=V FE LTT 74 /L h TERREND
T4V RREERET,
BUED T 4=/ L LTT 74/ P TERSNDBOITMAT, ZOLR— M THMARERT 4 —
JVRDIFE A EIE, Agent Interval 35 X OY Agent Skill Group Interval D7 — 7 /L7y bE M S U E
j‘o
[4LEE (Handled) ] 7 « —/V RiX, Agent Skill Group Interval 7 —=7 /L™ CallsHandled 7> %3 [ <
WET,

[4LE (Handled) ]i%., 4 > X — SV OBICAF L T —T D —T 2y Mo TUnE S, #%
PR FE T D £ TOHERE I —VOHESL SN RFOEF T,

[# ALEERFRT (Wrap Time) |1 7 o« —/V RId®H 7 4 —/v R T, EH G
Agent_Skill Group Interval. WorkNotReadyTime + Agent Skill Group_Interval. WorkReadyTime

BAHRBERNL, A v — LD — 2 b RZEF Z T BLIOREX A7 OBLEIZERR
L7 A& 2 HH:MM:SS IER R TE L= b D TT,

I—Czob-BEED4—ILVFE Ty RFEaA—DRED I 4 —ILK
BEDODTZ 4=V KX, Abv 7 T L= bEREINALE—MIT 74V N TEREIND
74—V RTT, DT 41— REEFECTXET,

Abw I TUoTL—RIT 74NV FTRESNTWAIEE (Enbh) \CHREDT 4 — RER
L/\i‘a_(]
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z—szvt-BE274—1LF |}

HhSL (T4—ILEK)

Bl

T—Y x4 (AgentName)

—yxr hOMAL,
ZIUIEH T 4 —/L R CTY, EHIFIE : Person.LastName + ", " + Person.FirstName

A X 7 N—T74 (Skill Group
Name)

TV b AFNV IN—T D H =TT X4,
EH 59 ¢ Skill Group.EnterpriseName

A (DateTime)

BIRLZITOT—Z O HEE (MM/DD/YYYY B X O'HHMM:SS ) .
775 Agent Interval.DateTime

5 T2 X% (COMPLETED TASKS)

LR (Handled)

A B = VORICE =Y = FAISE L, RN TET SNDETORFT—LD
ﬁo

I 55 - Agent Skill Group Interval.CallsHandled

AHT

FOALEZ—rIVDOIce— 2 RRZ A7 1 D51 0 ICER LT A AL R
(HH:MM:SS =)

ZHUFEE T =V RTY, BTG
Agent_Skill Group_ Interval.HandledCallsTime/Agent Skill Group Interval.CallsHandled.

RE A% (Held)

AE—NVDOIZZOZ—V 2 RZELTZa— D55, 1R ERE SN
a— LD,

EH VS - Agent Skill Group Interval.IncomingCallsOnHold

STHEERRER (Avg Hold)

REEZELTRTOHEFEa—/MZEALT, 4% — LI a— LM RERBIC
7o o TV R (HH:MM:SS B .

ZHUTREIHT = P T,
Agent Skill Group Interval.IncomingCallsOnHoldTime/Agent Skill Group Interval.IncomingCallsOnHold.

FRH % %E  (Aban Rings)

FREOSE, ==Y FOBFEPIFOH STV 2 B OHEERF O FHL
HEEUNDOGE, =V MZEID Y TonNe—T = FNET DRI IEE
Ent=& 27 DEEHL,

L 59« Agent Skill Group Interval. AbandonRingCalls

RONA

A=V DOMIZE—Y = FOEGEE I3 AR ST, ISENR»- T
72O DHE A XY NVEFIZVFA LT NI H AT D,

B 5 - Agent Skill Group Interval RedirectNoAnsCalls
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B oz r-BE27—LF

HhSL (T4—ILEK)

Bl

REPHIE (Aban Hold)

A H—VVDRIE 32— D 5 B REPRIED & S ITEES NIz a— 8 (BXTY
A B =V DIZE =Y = KT ST —FHFIRZ 27 DR

5L - Agent Skill Group Interval. AbandonHoldCalls

#3755 1% (Trans In)

bR
it

A E—=NVDOMICZELIca—nDo 5, [T 727 VADRIOTE—Y = K
MHEZDT— 2y MIEBEEN, IVRICFa—A v TSN hol-a—1Lok, =
DOEIE, =—Vxr MR a— L AR TTHEEHINET,

Unified CCE System PG #4if Unified CCE ® 7 7 A » R#zk CTlX, IVRIZT 74  Kiig
rInca— /Mo —TYcr MIEEE, 2O —Y Y PRI —/VIZRET
LHE, ZOT 4=V EBREHENET, ZDOa—)L U FOHA, Unified CCE
System PG FEf£# D Unified CCE TlZZ D7 4 — /L RRFEH I N EH A,

B - Agent Skill Group Interval. TransferredInCalls

#55%815 (Trans Out)

AU BZ—=ILDBIC, ZO—Y 2y RO —V 2 b, Vg Fa—,
FTAFN TN—TFITEEE LT a— VO, ZOERENRT T4 RTRWEET
(ZHPNET 4 TOEET) | avPAET 7 a— b EENET, ZOfEiE,
TV MR A VOEREETE T T HEHHINET,

ZHUTEM T 4 —/v KT, 5L Agent Skill Group Interval. TransferredOutCalls
+ Agent_Skill Group Interval.NetTransferredOutCalls

sy
ok
=
B
—
il

Z (Ext Out)

AVE—=NVDRIC, ==V = PRRE LT U bR T R a— L 0¥,
1% - Agent Skill Group_ Interval. AgentOutCalls

I—2 1Y MREERER (AGENT STATE TIMES)

1277 i (Log On

Duration)

FOALH—=NNVDOIICE—T 2 bR T A REETH - - A FHERE (HH:MM:SS
B

71 @ Agent Interval.LoggedOnTime

% fIHH (Y%Active)

TV PRI )LOEEEICERL LIZRE O, =—Y x> boa A RISk
HR—E L T—,

ZHUTEH T 4 —v R TF, EHGIE © (Agent Skill Group_Interval. TalkInTime +
Agent Skill Group Interval. TalkOutTime + Agent Skill Group Interval. TalkOtherTime +
Agent_Skill Group_ Interval TalkAutoOutTime + Agent Skill Group Interval. TalkPreviewTime
+ Agent_Skill Group Interval. TalkReserveTime) / Agent Interval.LoggedOnTime

% PR+ (%Hold)

TV bR —)VE TS R REIRAE 7o 13— RFF R ABIZ U T U7 R[]
D, BT F R ETTA o F =L DWNTIRDENTICRT o= T —
ZHUFEE T o — v T, BTG

Agent Skill Group Interval.HoldTime/Agent Interval.LoggedOnTimeTime
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—vzo iz

HhSL (T4—ILEK)

Bl

% Kthis# A7 72 L (% Not
Active)

TV IWET T 4 TIREE TSR ATREIRIE T o 7o D, 1 77 (]
WX T o=k T =Y, TRTOAFNL IN—TBIOT LY a s ¥a—(Ti
M £,

CHIERHT = R T, TG

Agent Interval. AvailTime/Agent Interval.LoggedOnTime

% #2151k (% Not Ready)

TV MPZEARTRETH S TZRH O, v 74 VR E A v 2 =D
TOUPENTIHT o=t T =V, $RTOAFIL TA—=TBLUT L Va
Y F¥a—lCHEHShET,

ZHIFEM T 0 — RTY, EHJE ¢« Agent Interval NotReadyTime /
Agent_Interval.LoggedOnTime

% THIE (%Reserved)

T2 M, ZOAFNL TA—TERFTT LIV Fa—DF AT T
LN TRIFBAIRIE L 72 TV O, v 7 VERICKHT B /8—8 7 —,

ZAUFEE T 0 —V R TF, EH 55 - Agent Skill Group Interval.ReservedStateTime
/Agent Interval.LoggedOnTime

% FRALER (% Wrap Up)

DALV ITN—TETT VLoV ar Fa—liTir%Ea—N, FRIIREa—
NDBIZ, ==V FPBRUIRRRE TH o T2RFB O, v 74 RIS 5 3 —F
YT=

[LAR— FhDH~<VU— (Report Summary) ]47COHOT— = MRERF O/ S—1
TV, 2RV FOTRTORAF N JA—TETT Vs v
Fa—ZBRLIGEDOH, 100%IC720 T, ==V = FPOARFL T —TF T
7L vary Fa—0h 7y haFoR LIt EEITIE, 20— T —URE
DEDRWEENRDH D £,

ZIUTEHT 4 — v R TY, EHIFIE : (Agent Skill Group Interval. WorkReadyTime +
Agent Skill Group Interval. WorkNotReadyTime)/Agent Interval.LoggedOnTime

LR—FHIU—: ZOLR= ML, TXTOT—ZDEHI LR —ERHY £7,

I—oxr hMFRIFLFH

TV IR a I FELBE LTV RNWE XS, ==V ERED L ) IR AR I LTV
HEHAT HITIE, ZOVAR—FEEHLET, KB (Break) ], [ L—=27" (Training) ].
[Z7+v—7 7 (Followup) |72 E%##T 57200 Ea— R2H LT, fF2ElEEa—
Fro—xr MOEHT 22 ENTEET, ZOLVR—FE2EHLT, =—V 2 PR EDF
ZEEREODT— 2 FEFHLTWD N, BIORZ—V 2 FRZORETED LS 5O
MERE L TWEraHliTsZ N TEET,

HIY—: ZOLR—IDOFT—ZT, BLT v 7 O ERENET,
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I—Jxr MERFILFEN

Y

Ea—: ZOLR—-MEHTELZDIEZY v N Ea—7IFTT,
TL—TM: ZOVFR—MIZV—7LEh, $TT2—Y=2 M T, RICu 74 HEETY —
FENET,
BYURF: ==Y b
T=H BT HT—ER—RA RF—T T—T L

» Agent

» Agent Event Detail

* Media_Routing Domain

* Person

* Reason_Code
VAR— NI, v 7oA CBRBNCREEZ ZER L E T, WEPLED D - NTEx DITHEREND D
TR, T—Vxr hDOBRIA vy a L ARICONTO L fTRRRSHBEENRH Y &
B

(6=3))
I—oxTY
I—>zx

T—Vx v bOZERTEHEA T — RIZOWT L AR— F$35i21%,. ICM Configuration Manager 5
FO—=V 2 TR hy T VYT Ny 2T TREAREEa—-FERELET,

Unified CCE B&5iTlE, XU 7 = F /LT [Agent Event Detail] = v 7 AR v 7 AREFII /2> TN 5
Z L &S L E 7, ICM Configuration Manager 7 7 4 /L b Tld, Unified CCE XU 7 = 7 )LIZ[R
DN 22> TWET,

M- FZELFERSY Y F Ea—DF BG4 —IL R
ZDOVAR— NTRIHFREZRR 7 4 — /v FIZiX, BITEO 7 4 — LV RELTT 74V N TERSND
T4V EREENET, ZOLR—FTIE, KROBEMT —V RERATE £,

*[#4TH (EndDate) ]:SQL 7 = VU —bEHENLHE T 4 —/L K TY,

*[BBEHI— F (ReasonCode) ] : [ 57k : Reason Code.ReasonCodeName (FEF =1— RDTF ¥
A MREE SN TNDHEE) 3 LT Agent_Event_Detail.ReasonCode

*[R¥FIL Z—4y L ID (Skill Target ID) ] : # [ J57k : Agent Event Detail skilltargetid
* (B4 H (StartDate) ]: SQL 7 =V = BEH SN AR T 4 —/L KT,

* [BFFZAE AR TEER] (Total Time Not Ready) ]: SQL 7 =V —MmHEH I HHEH 7 4 —L R
<9,

VMNESZELEHES) Y F EA—DRAED I —IL K

HEDTZ7 40—V KX, Abv 7 707 L= BEREINDVER—MIT 74V N TEREND
74—V RTE,
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—vzo iz

Abw I TUoTL—RIT 74N FTRESNTWAIEE (Ebh) \CBHEDT 4 — RER
L/\i‘a—(]

AL (T4—ILE) At B

T —x 44 (Agent Name) T—T x> O,

i H J77E : Person.LastName "," Person.FirstName

v 7 4 HEE (Log On Date Time) =Yz a7 F LTV HEE (MM/DD/YYYY
B LU HH:MM:SS )

ZHREHT = R T, B
Agent Event Detail.LoginDateTime

r 7 4 ] (Log On Duration) TV e s A LTWEREOEFT
(HH:MM:SS JE)

CHUTHEE T ¢ =L R T, EHI5E : (

Agent Event Detail.LoginDuration)

Bl 2 — K (Reason Code) NY T2 INANLRELE, ==Y = hOHIEIOR
BEFOHMZ R a— FBINTF A (REIN
TWSHE) o« TNRERSNTWRWEAIE, BH
a—RELTONRRINET,
ZHUTHRH T = BT, HHTE

Reason Code.ReasonCodeName (BEfH=— RDF ¥ R k
DREINTWBEHE) BLOY

Agent Event Detail.ReasonCode

FFR  (Duration) BEOBET, =—Vxr MAZERTIRETH T
B (HH:MM:SS JEX)

B 55 - Agent Event Detail Duration

% 1 7 A (% Log On Duration) | fFEDHHET=— = v M [f$5%421E (Not Ready) ]
REIZ 2> TV AWM D, &Fte 4y By a il
®THNN—k T,

#5715  Agent Event Detail Duration /

Agent Event Detail.LoginDuration

% 1F52 451k (% Not Ready) fDZAE AR PRRBIZ X 2 B2 E R rMRRBO IR 00 73—
v T—,

ZHUTEH T 0 — RT3, EHE

(Agent_Event Detail.Duration / (3T D525 A [ H
Z1— K@ Agent_Event Detail. Duration D5 #t))
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B oz rTLisavxa—BEEI—LF

LAR—h P~ —: ZOLFR—HMNIF, =—V =z MO~ ) —1TBLOETFT—ZDLR—
Y= —NH0 FT, FMIZOVTIE, LAR— FOFEHNTT, (133—) 2L TLIEEN,

I—xo TV Xa—-BEL274—ILFK

FLiVara—Roa—LoERE, LI VarFa—Tt0xz—V ) MREEDR—F
VI VUEFRFTHITE, COVE—FEEALET, ZOLHE—MI, ==Yz b RAFAY
N—TBREL AR — MY LET,

Ea—: ZOVR—NMNFEHTELDIEZY v R Ea—721FTT,
=T ZOLR—R I, EFT Lo Var Fa—4TLiIC, RKiILo—V=r MIEIZS
=B LY —FESNET,
EYURL: Lo yay Fa—
T=A PRI T IR AF—~ T—=T )b
+ Agent
+ Agent Interval
» Agent Skill Group Interval
* Attribute
* Person

* Precision_Queue

I-YrivhFLiParFa—-BELRI4—LRTUy K E1—OFAHE
H724—ILEF
ZOLAR— NTHHAREZ: 7 4 — /L RIZIE, BITEO 7 4 — LV RELTT 74/ N TRIRSIND
74—V K EENET,

BUEDT 4 — /L RELTT 74/ P TRREND BDOITMA T, ZOLR— M CHMAEER T 4 —
JVROIEE A ETE, Agent Interval 35 KUY Agent Skill Group Interval O 7 — 7 /L) B8 H XU
j‘o

[#LFE (Handled) ]!%. Agent Skill Group Interval 7 —= /L' ® CallsHandled 7> 5 3E H S L E 7,

WHENDDIF, A =SV Fa—A T SNET VI Vary Fa—HNOZ—T = bR
BRI L TISE LT BT LR 2 — L 0T,

1 DZBRSTRTOT 4= Rlid, T—FXN—ANLEEELZIG L ET,

I—CzobhTLoParvxa—-BREE2I«4—ILF Ty FEL—DRED
J4—JLF

BEDODTZ 4=V KiZ, Abv 7 707 VL— I bEREINDLE—MIT 74V N TEREIND
7 4 —)L R T1,
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I-YrzvhFLyvarFa—EE27s—LE |}

HIEDOK 74—V RiZ, Ay 7 T —MITF 74V FTERENDIEFT (ENDAITIH

MoT) ZZICVANENET,

HhSL (T4—ILEK)

Bl

7L Y ar Fa— (Precision Queue)

TV N LI Vary Fa—DT K —
7T A X4,
I J7{% © Precision_Queue.EnterpriseName

T—Y =z b4 (Agent Name)

IP‘:‘/\‘I\/ I\O)ﬁigo
ZHUFREE T o — v BT, G

Person.LastName+","+Person.Firstname

HiF (DateTime)

HR L2707 — 2 D HIEE,
HI 5 - Agent Skill Group Interval DateTime

J&ME (Attributes)

T VaryFda—ERNTHERINS B
LiR— MZiE, RSN TWBBIEDOBR DN FER
EhExd,

5ET4 X4 (COMPLETED TASKS)

WL (Handled)

AV B— VIR a— A TSN T LY
VarFa—NOT—Vzr EBRIRELTHD
56 T LICHEE a2 — v O,

BT

Agent Skill Group IntervalCallsHandled

AHT

IR T o —V FCY, B
Agent_Skill Group_Interval.HandledCallsTime /
Agent_Skill Group_Interval.CallsHandled

ZOA B =NV DOMICE—Y 2 MRS AT
1 2B 7 DI U AR (HH:MM:SS
ﬁgﬁ) o

PR R (Held)

A UB =V OIZZ D=V = RBRZIEL
fea—=nosb, 1TRUEREShZ= =10
%,

BHITE

Agent Skill Group Interval.IncomingCallsOnHold
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B oz rTLisavxa—BEEI—LF

HhSL (T4—ILEK)

BLL

PRI (Avg Hold)

RN LR EESna— gL T, 4
Z =7V DRI 23—V MRRIREBIZ 72 > TV
R (HH:MM:SS JER)
ZDOT7 44—V RIFRET 4 —/ KT, B
% : (Agent_Skill Group_Interval.

IncomingCallsOnHoldTime /
Agent_Skill Group Interval.IncomingCallsOnHold)

FRH P %%E  (Aban Rings)

BEHEOYE, =—Vxr NOBENFRH I
TWVD NS SNz 2 — L DG FEL

SR OGE, =—Vz MZEID ETHR
T =z FRINET DENCRFE S iz #
27 DE L,

BT

Agent Skill Group Interval.AbandonRingCalls

RONA

A Z =NV OIZT—Y = NOEFEE I
UANZ AR ML SALTZ AN IRE DRI o T2 T2 IR
DHEAXNFEZIZY XA VT NINTZH AT D
#,

BHITE

Agent Skill Group Interval.RedirectNoAnsCalls

REEHHjEE (Aban Hold)

A H = VDRICT—Y = MR LT a—
DG RERIED & EITHEES Lz a—L
B (BLO, A 2= VDIce—Y = b
DRET ST —HHEI 2 27 DX

BT

Agent Skill Group_Interval. AbandonHoldCalls
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I-YrzvhFLyvarFa—EE27s—LE |}

HhS5L (T4—ILEK) SR BA

fr%5 {5 (Trans In) AUE—VOMIZZELTIa—DH b, [FH
LY 72 FVADRIOT—2 2 DB IO
Tz MIEE S, VRUIZF 2—A 7
INZhoTea—LoH, ZOHEIF, =—Y =
VIR EETTLEERSNET,

Unified CCE System PG #4#{ Unified CCE ®~7
A ¥ RERETIX, VRUIZT T4 » Rigk Sz
=MD —Y = MIHERE S, £ O
TV bR VIRETDHE, 2D
T4 IREFINET, Zoa—LFY
4 D4 . Unified CCE System PG FE## D
Unified CCE TIZZ D7 ¢ —/L RBEH I FE
A,

T

Agent Skill Group Interval. TransferredInCalls

#5335 %%1% (Trans Out) A B =V DIZ, ZO=— = FRBID
T—Ux hEREBT LUV g ol
Lica—noO8, ZOWENTTA 2 RTRY
el (2o g s 7ona13) o ary
NET 47 a—LbICEENET, ZOHE
i, ==Y PRI LDORREETE T T 5 &
B EINET,
ZAUFEH T 0 — v R TF, A
Agent Skill Group Interval. TransferredOutCalls +
Agent Skill Group Interval.NetTransferredOutCalls

NELF1E  (Ext Out) A H—=VLOMIZ, T—T = MREE LT
T RNRT R a— LD,
BHJTE

Agent Skill Group Interval.AgentOutCalls

I—2 x> MKREFFRAE (Agent State Times)

v 7' 4 W] (Log On Time) ZDAUH—NVOMIcE—Y = MRr S A
IREETH o T BRI (HH:MM:SS 20

795 - Agent Interval.LoggedOnTime
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B oz rTLisavxa—BEEI—LF

HhSL (T4—ILEK)

BLL

% R (% Active)

TV PRIV g Fa—TCa—
JVDBEFEICE S0 LICRe 0, v 7 A RIS f
THIR—FT—,

TR T = RTY, EIHGE
(Agent_Skill Group_Interval. TalkInTime +
Agent Skill Group Interval. TalkOutTime +
Agent Skill Group Interval. TalkOtherTime +
Agent Skill Group Interval. TalkAutoOutTime +
Agent Skill Group Interval. TalkPreviewTime +
Agent Skill Group Interval. TalkReserveTime) /
Agent Interval. LoggedOnTime

% PREEH (% Hold)

T—V ez MRV E T H AT HARRDRRE
FF—REIRRBIC LW R o, v oA
VEEM E T A =S O TIEN S
P o= T =,

THUFR T = R T, EH G
Agent_Skill Group_ Interval.HoldTime /
Agent_Interval.LoggedOnTimeTime

% *thia ¥ A7 72 L (% Not Active)

TV "NRET T T ¢ TIRBEE T2 AT
REIRIETH S TR D, v 7 A RIS %
Nk T =V, ZO7 4=V NETRTOY
Ly var Fa—l@ElshET,
ZHUTHEH T = BT, B
Agent Interval.AvailTime /

Agent Interval.LoggedOnTime

% f2 151k (% Not Ready)

T—Vx Yy NPFRFZAFEIREE T o T2 D |
=7 L b= S el e O G VA VIR 1N i g WiRS <31
WHIZHTH A=kt T—Y, ZDOT7 4 —)L K
T _RCoOT Ly vYary Fa— @i snE
D

ZHIUFEM T =V RTY, B
Agent_Interval.NotReadyTime /
Agent_Interval.LoggedOnTime
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EE S EIEEEPOTEN |

hSL (T4—ILE) B

% THIF (% Reserved) B2 DTy Va s Xa—hbRkT 5
ez —Y = MR TFRIBAIRRE L 72> TUV
B oD, v 7 A BRI A = T —
:/\\O

THUFRH T = R T, G
Agent Skill Group Interval. ReservedStateTime /
Agent Interval.LoggedOnTime

% BALEE (% Wrap Up) IOV arFa—~DZEa—LEIT
IOFLTV g Fa—bDORET— LD
12, === ¥ MBBRAERIRRE T H o 7o REH
D, BT F KRR o=k T —,

[LA— hDHY~1Y— (Report Summary) |17 T
DxT—T x v MREERH O N—8 > 7 — U1,
Z2—PNRT—V 2 bOT LTV Fa—%
FTRTERLEEDOA, 100% 12720 £,
TV DTV arFa—0h Ty
FERRLESHE, =T =13 100% 1
0 EHE A
ZHUEEM T 4= R T, EHIE
(Agent_Skill Group Interval.WorkReadyTime +

Agent Skill Group Interval. WorkNotReadyTime)
/ Agent Interval.LoggedOnTime

LR—brHTY—: L3 Var X240~ —BIORET—FDLR—K <=1 —»Nh
DET, LAR—FOERT, (133—) Z2HLTEEN,

I—VzobhFa—nA420%—N)L
I—)VLBRE | AF LTIV ary Fa—DWFERHIV Y ToON— 2 PO a— LALE
LIREERFRI DO NR—E T — VR TITE, ZOVR— MR LET,
JITV—: ZOLR— b OT—XL, BT oy 7 nblERIShET,
Ea—: ZOLVR—MIEHTELZDIEZY v K Ea—72107TT,

HIL—TF: 2oF o FL— I, FTo—V 2 T, RICAFL I N—FLEIT T L
Var Fa—4ToNA—TbEnET,

EYARL: ==V = b
T BT T8 R—R RAF—T 7T
» Agent
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[ | I—CzobFa-—DL2E—N)L

» Agent Interval

» Agent_Skill Group_Interval
* Attribute

* Media_Routing Domain

* Person

* Precision Queue

+ Skill Group

I—Czo b Xa—DAE—NNILT) Yy RFEA—DRENDI4—ILK
BHEDOTZ7 4 — IV RIX, AT 7L — M 0AEMREND T Y v RE2—|ZF 7 /L b THER
XNB7 44—V T,

BEDE T 4=V R, A by T 7L —hMIT 74V N TERENDIEFT (ESHIZNH
MNoT) ZZICVANERET,

AL (T4—ILE) BLL]

T—Y = b4 (AgentName) | =— = D4,

ZIUIEH T 4 — R T, EHIJF¥E : Person.LastName+ ","
+Person.FirstName

LY gy Fa— (Precision | AFX/) FN—TF I~V LV Fa—DT
Queue) FTHIIAFN IN—T | LV H =TT XL, T ¥arFa—4ORIIHDRIEER
4, (Skill Group Name) IZE-oT, Lo var Fa—alcExd,

M J51% : Skill_Group.EnterpriseName 72 1%
Precision_Queue.EnterpriseName

JE M (Attributes) FLvVarFa—ERNTHERINDEME, LAEAR— MO,
FEREN T BHEOARNERENET,

A Ff (DateTime) BN L7-ITOTF—2 O A (MM/DD/YYYY B L O"HH:MM:SS
R .

9%« Agent Skill Group Interval DateTime

5ET 2 X% (COMPLETED TASKS)

W3R (Handled) A BZ—=INVDBINCAXR L TN —T Do —T = FRISE L.
BN T T ENDETOERE a—LOR,

BHI 5V - Agent Skill Group Interval 77— /L' ® CallsHandled
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EE S EIEEEPOTEN |

HhSL (T4—ILEK)

BLL]

AHT

ZDA A=V DOMICTE = 2 NRZ AT 1 DHTZ0 ICH
0 L7 PR ] (HH:MMESS J250)

IR T o — A RTY, HHE
(Agent_Skill Group Interval.HandledCallsTime /

Agent Skill Group_ Interval.CallsHandled)

PR R (Held)

A E—=NLDOBICZ D=2 N LT —LD D
H, 1 EY ERE SN a—104,

M 515 - Agent Skill Group_Interval.IncomingCallsOnHold

TIIRERIEH (Avg Hold)

RN 1R EShizca— LT, 42— VLo
=V DREREEIZ 72 > TO7FEEFHR] (HH:MMESSTER)
ZOT7 4= RIFEET =V R T, EHTGE
(Agent_Skill Group_Interval. IncomingCallsOnHoldTime /
Agent_Skill Group_Interval. IncomingCallsOnHold)

FEHHAEE (Aban Rings)

HEOSGE, ==Y = FOEFENFFOH SN TW 5 R O
FEDAFHL
HEREUSNOGE, ==Y =2 MBIV A TONERT—T =
FSNET HHENCHEES L2 Z A7 DEFHL

EHI 5 - Agent Skill Group Interval. AbandonRingCalls

RONA

A B =D — 2 OB I ERICIRE S
P23, ISER IR T e DI D F A Y AFRIZY XA L2 b
ENT=H AT D,

)77 - Agent Skill Group_Interval.RedirectNoAnsCalls

PREEHJ%EE (Aban Hold)

A LEZ— VORI =D 5 b, RRERED & XITHESN
Fa—n¥ (BLO, 42— LB —Ycr FBKT
SR —EER X 27 D)

B - Agent Skill Group Interval. AbandonHoldCalls
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I—YzobFa—nA5—N)L

HhSL (T4—ILEK)

BLL]

(85 (Trans In)

K
T

A E =L DOICZELTZa—LD 5L, FE_Y 7 xT)0
HNORDT— = b b 2D —Y v Mgk S, IVR
WX a—A T ENEhoT-a—Lok, ZOMiE, =— =
VIRV EETTLEERINET,

Unified CCE System PG #4# Unified CCE ®~7 7 A » R#zE T

I%. Interactive Voice Response (IVR) 27 7 A ¥ R#RE S L7z
A= APIDOTE—T = MERESH, £OT—T = FR

A—UTIEET DL, ZOT =V RBEHENET, Z0

a—)L v U FOH4A . Unified CCE System PG FE#5# 0 Unified
CCETIXZDT7 4 —/V RAEHINFEEA,

B - Agent Skill Group Interval TransferredInCalls

#5638/ (Trans Out)

AU BZ—=)LDBIZ, ZOx— 2 IR OZ—Y 2 b E
T AR N T N—FIThiEk LT a— LD, ZOERENT T A
YRTRWESE (22T 4 T O8REE) | artas
TAT7 A= NbEENET, ZOMHEIE, ==Y FRa—
DR ZETET T D L HHINET,
SIVEEM T 4 — L KT, T

Agent Skill Group Interval. TransferredOutCalls +

Agent Skill Group Interval.NetTransferredOutCalls

N 781E  (Ext Out)

AR — LD, ==V NRRELET Y R UR
a— )LD,

EH ¥ - Agent Skill Group Interval. AgentOutCalls

I—o 1Y MREEFRR (AGENT STATE TIMES)

7 7 A Hif#E (Log On

Duration)

FOA LB —IADORIIcE— 2y MRS IREETH -T2
AEERRE] (HH:MM:SS TER)

7L - Agent Interval.LoggedOnTime

% XIS (% Active)

TV NRZIDAX L T A—FTa— LOFEHERC LT
B oo, =—Y x> hoa A U EECwdT 58—k 7 —
:/\\O

ZHUFRM T o —v RTY, G
(Agent_Skill Group_Interval. TalkInTime +
Agent Skill Group Interval. TalkOutTime +
Agent Skill Group Interval. TalkOtherTime +
Agent Skill Group Interval. TalkAutoOutTime +
Agent Skill Group Interval. TalkPreviewTime +
Agent Skill Group Interval. TalkReserveTime) /
Agent Interval.LoggedOnTime

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)




EE S EIEEEPOTEN |

HhSL (T4—ILEK)

BLL]

% PR+ (% Hold)

TV MR VETIE AT B REIREEE 23— s 1k
WEBIZ LTV RO, v 74 VR E 723 A v #— o
THOENFICHT D~k T =,

AR T o — v RTY, EIHGE

Agent Skill Group Interval.HoldTime /

Agent Interval.LoggedOnTimeTime

% *his# A7 72 L (% Not
Active)

E—Va T VT 4 TREE TS TRERETH 5 7
B0, 77 A RIS 58— T — Y, TRTDOAF
I N— TR S NET,

ZAUFEM T ¢ —L T, H 1L (Agent_Interval. AvailTime
/Agent_Interval.LoggedOnTime)

% 152451k (% Not Ready)

T—Vx FRZERTRETH TR D, v 7 A R
ToIA =S DOWNT NG 58—k T —
FTRTOAXL I A—FICHEAShET,
CHURRH T = R T, EH G
(Agent_Interval.NotReadyTime / Agent Interval.LoggedOnTime)

% THIFE (% Reserved)

TV MNIDAXN T N—=TINDDE AT Rk L
(CTHRIFEIRIRIE & 72> TWIER O, 1 7 A RISk %
W=t T—,

TR T ¢ — FTY, HHGE

(Agent_Skill Group_Interval.ReservedStateTime /

Agent Interval.LoggedOnTime)

% 1R ALPE (% Wrap Up)

TDAXN T N—T~DZET—LFEFFTIDAFN T —
TNEDFEEa—NDHBIZ, =—T = FRBLEIRETH -
W oo, v 74 BRI T A= T —

[LAR— hDOH¥~< U — (Report Summary) ] 7 CHOT=— = |
WO R— 7=, 22— R—T =2 PO AT
TN—T % RTRRLIZGEDH, 100% (2700 £9, =—
Vx NDAXN T N—T DY Ty MEERR LT E T,
ZONR—t T =UBRHVEDRVWEERH Y £,
CHIEREE T o —V R CF, B
(Agent_Skill Group Interval.WorkReadyTime

+Agent Skill Group Interval. WorkNotReadyTime) /
Agent Interval.LoggedOnTime

LR—kHIY—: T RTCOT—=F DY~V —=0b0 £9, LAR—FOEKHT, (132—) %

ZRLTIZSN,
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B oz rxFLIL—TFT-BEL2T4—LEK

I—Cx b RFLTL—T-BEEL£T4—ILF
T—Yxr b AFN TN—T BEET =L RIX, FTAFL, RICZ—V = N T/~
ftsniza— ol Es e —Y 2y MREOAR— T =V 2R R LET,
DT)—: ZOVR—=—bOT—=2F, [EAT 0y 72 —hbiERSLET,
Ea—: ZOLR—=NMUEATELIDEFZ Y v R E2—7EF T,

HIL—T : 2OV R —FME, ETRAFATA—TFL4 L2, WI—T 2y M T LI —
FBLIORY—FENET,

YR AXL T —TF
T—HERET LT —AR—R RA¥x—T T—TL:
» Agent
* Agent Interval
» Agent_Skill Group Interval
« Skill_Group
* Person

* Media Routing Domain

I— VbRV TLN—T-BEL274—ILK T )y K Ea1—OFEREEL
J4—JLF

ZOVAR— NTHRIHFREZR 7 4 —/V FIZIX, BITEO 7 4 —/V RELTT 74/ N TRRSIND
T 4=V KR EENFE T,

BUEDTZ 4 —/V RELTT 74/ P TCERREND BDITIMA T, ZOLR— M THHARER T 1 —
LV RDIFE A ETX, Agent Interval 35 X OY Agent Skill Group Interval D7 — 7 /L7 b HH X i
T

[4LFL (Handled) ]i%. Agent Skill Group 7— 7 /L-® CallsHandled 75 H S F 4,

[4LEE (Handled) 11E, A > #—VLOMIZAF N IV —TDT—Vxr MIEoTRESN, #
MEENTE T EN D ETOER a—VOKESLSNERROAFH T,

1 DZBRSTRTOT 4= FliE, T—F_N—ANLEEELZRG LT,

ME—DBIST [PRALBERER] (Wrap Time) ] C. Z OfElE Agent Skill Group Interval WorkNotReadyTime
+ Agent_Skill Group Interval. WorkReadyTime Z 715 L CTEH I E 7,

BRI, A v X — DB —V 2 R ZIEZ AT BIOFIESX A7 OBNFRIZ TR
L7 B2 HEMM:SS B CTE L= b D TY,
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I—CxvbxFLIL—F-BE2T—LE |

CIVMRARFILIGIL—T-BELEIT4—ILKT)YRFEL—DBREDT 4 —

7.

T
L
BAEDTZ7 4=V RiE, Abv 7 TUoFL— bbb AERENDLLR—MIT 74/ hTEREND
74—V RTE,

BEDK 74—V RiZ, Ay T 7L —hMNIT 74V TERRENBIEFT (ENHAEIZH
MoT) ZZICVANENET,

ASL (T14—ILE) &R
AFx )V 7 )—"T74 (Skill Group Name) TV N AN T N—T D H—TF
A X4,

HH 7% ¢ Skill Group.EnterpriseName

T—Y =z b4 (Agent Name) T— O,
TIVUTRH T =V R T,

Person.LastName + ", " + Person.FirstName

HH#: (DateTime) BIRLIZATOTFT—Z O HKE (MM/DD/YYYY B
L OVHH:MM:SS =)

HH 5%« Agent Skill Group Interval.DateTime

5E T4 X% (COMPLETED TASKS)

fLEE (Handled) ALH =NV AF NV T N—T DT—T =
VENIRE L, BABENE TSNS ETOERE
a— LD,
EHOHE
Agent Skill Group IntervalCallsHandled

AHT FOA LB —IVOIZZ— 2 RRE RS
12872 D IZERC U7 EE U] (HH:MM:SS
B .

THUTREIHT 4= R T, G
(Agent_Skill Group_Interval. HandledCallsTime /
Agent Skill Group Interval.CallsHandled)

PRE A% (Held) A E—r DRI DT — 2 RIS E L
fea—noob, 1ELEREISNZa—10
.

BHGE

Agent_Skill Group Interval.IncomingCallsOnHold
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B oz rxFLIL—TFT-BEL2T4—LEK

HhSL (T4—ILEK)

B

THEERRER (Avg Hold)

R ZLT N TOBEFET—/LZELT, A~
Z =V ORI 2 — L HMRBIRRBIZ 22 > TNz
IR (HH:MM:SS 20
CHUTEE T ¢ =V RTY, T
(Agent_Skill Group Interval.

IncomingCallsOnHoldTime /
Agent_Skill Group_Interval.IncomingCallsOnHold)

FEHI /55 (Aban Rings)

BEEOEES., =—Vx NOBEERFERH SN
TWA OO AR,
BHEUSNDELES, =—2xr MZEID Y TEHR
R —V = RSB T HENCHEES N
A7 DAEFH

BT
Agent_Skill Group_ Interval. AbandonRingCalls

RONA

A Z =D —Y = OB E 2L
U AR AR SIVTZD . JSE DR o T2 T2 DI
DEAXNVEZNZIFA VLT FSNF AT D
%,

B

Agent Skill Group Interval.RedirectNoAnsCalls

REE T j%EE (Aban Hold)

A Z—=7IVDRIZ 23— D5 b REIRED
EERIHEES N2 — T (BRON A 04—
SIVDORIZT—T = FET SET-—RFE IR
B AT DE)

B
Agent_Skill Group_ Interval. AbandonHoldCalls
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I—CxvbxFLIL—F-BE2T—LE |

HhS5L (T4—ILEK) Bz

H555 (5 (Trans In) AH =NV OMIZZELTZa—LD o5, [FH
CRY 72T VANOROT—Y 2 b IO
T—Vx )y MIEEEIIL, IVRICF 2 —A 7
Shigholza— Lok, ZofEix, =—Y =
VEBRAa— L EETTHEEHINET,

Unified CCE System PG #4# Unified CCE ®~7 7
A ¥ REEETIX, IVRIZT 74 v RiRE STz
a— LMD T — = MIEES L, T D
TV BRI VIRETDHE, 2D
T4 RREHENET, Z0oa—niF Y
D54 . Unified CCE System PG FEFE#H D
Unified CCE TIXZ D7 ¢ —/L RBEH I E
TA,

HH G

Agent Skill Group Interval. TransferredInCalls

#5165 %8(5  (Trans Out) A Z—VVDORIZ, ZOT—Y = RAIO
TV FERIIAFN T N—TTHEE LT
A=, ZOWENRT TA V FTROEE
T (Fr VA ET 4 TOHREF) . arus
T4 7 A bBcEENRE . ZOMEE,
TV NI VO ESE T 5 & T
SNET,
CHFEHT 4= R T, HHTGE
Agent_Skill Group_Interval. TransferredOutCalls +
Agent Skill Group Interval NetTransferredOutCalls

NELF1E  (Ext Out) AHE—=NNVORINZ, === MREE LT
T RNRT R a—LOH,
T

Agent Skill Group Interval. AgentOutCalls

I—2 12 MREERR] (AGENT STATE TIMES)

1 7 4 K] (Log On Time) ZDALHE—INVDRIICE—Y 2 hida F A
MRETH o T AEHRH (HHEMMESSER)

L 57 ¢« Agent Interval.LoggedOnTime
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B oz rxFLIL—TFT-BEL2T4—LEK

HhSL (T4—ILEK)

B

% R (% Active)

T—V 2V MR ZDARAF) T )—TTa—Ld
BWEHICEC LMo, =—Y v hoa s A
VEFRENCH T A= T,

TR T = R T, BTG
(Agent_Skill Group_Interval. TalkInTime +
Agent Skill Group Interval. TalkOutTime +
Agent Skill Group Interval.TalkOtherTime +
Agent Skill Group Interval. TalkAutoOutTime +
Agent Skill Group Interval. TalkPreviewTime +
Agent Skill Group Interval. TalkReserveTime) /
Agent Interval.LoggedOnTime

% PR+ (% Hold)

T—Vxr NI VET X R T BRI
F T —FHEIRRIEIZ L TR o, v 74
VM E A o F =S DTN T
KT H =T,
ZHUTEE T =V R T, EH TGk
Agent_Skill Group_Interval.HoldTime /
Agent_Interval.LoggedOnTimeTime

% *thia ¥ A7 72 L (% Not Active)

T—Vx MRIET 7T ¢ TIRAEE TSR AT
RERRE Ch o Tl D, v 7 A4 RIS K32
Nt T =, TRTOARAF)L T —T T
Manx7d,
THEREHT = FTE, B
(Agent_Interval.

AvailTime/Agent Interval.LoggedOnTime)

% f2 151k (% Not Ready)

T—V = FPZERTRETH > TR D,
=7 N 5 E Y B G RV Y A v g WY 3]
WHIZXIT 8=k T =Y, TRTDORFL
IN—TITHH S ET,
ZHUTREM T o —V FTY, B
(Agent_Interval.NotReadyTime /

Agent Interval.LoggedOnTime)

% TR (% Reserved)

TV FIRAFI T N—=TINED R AT %
TR 2 IS TR ARAE & 72 o T2 BEfH]
D, a7 F RIS o=k T,
CAUTEM T ¢ = T, T
(Agent_Skill Group Interval.ReservedStateTime /
Agent Interval.LoggedOnTime)
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—vzv b F—L-BE274—LE |

HhSL (T4—ILEK)

B

% 1% ALEE (% Wrap Up)

ZDAFIN T N—T ~DZEa—/)LETIT D
AX ) T N—T 5 DFEa—/L DRI, =—
Vv MIRUERIREECTH o TR D, v A
VIR 8= T =

[LAR— kDY~ U — (Report Summary) ]17T
Dx— = MREEFFH O/ X—8 7 — V1%,
2—PPRE—T 2 FOAF N T N—T 5T
TERLIZGEE DA, 100% 12720 £, =—
VeV FDAXN T N—=T DY Ty b ERRR
L7z & xIZiE, ZoR—k o 7—URB8En &b
NG ERHY T,
AT 4= R, B
(Agent_Skill Group Interval. WorkReadyTime

+Agent Skill Group Interval. WorkNotReadyTime)
/ Agent Interval.LoggedOnTime

LR—bhHT)— AXL TN—THOY <) —BLORT—FDOLAR— ks ¥=V—=03bh E

T, FEACOWTIE, LR — b OFERITT,

I—x b F—L-BEEE2714—ILF

(13 =) 2L TLTES0N,

F—2BlDa—nNghill t—Y 2 PREONN— T =V H2FIRT DR, ==V b F—

b JERELVR— L ET,

Ea—: ZOLR—-MUMEATELIDIZZ Y v F E2—7EIF T,
DIVY—: ZOLVR— b OT—XL, BAHTay 7 b lERSTET,
BIL—F: 2oOF > FL— R NI A—F LS, =—Tx v h F—AL, A—s3—31

T—Vxy FADIEIZY — FENET,
YR : =2—V b F—A

TS RS B F— B R—R RF—T F—T )L :

+ Agent

» Agent Interval

» Agent_Skill Group_Interval

» Agent Team

* Agent Team Member

* Media Routing Domain

* Person
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B oz rF—L-BE27—LF

* Precision_Queue

« Skill_Group

I—Czo b F—L-BEE£74—ILETYY F Ea—OFARIEGT 1 —ILF
ZOVR—= TR T =L FIZiZ, BUEDT7 4 — L FE LTT 74/ b TRREND
74—V EREENET, ZOLAR— b THMHAREZEMZ ¢ —/v FIE, Agent_Skill_Group_Interval
DT —TNANHESET —ZNBADENET, =& 2E, [FFOH L EE 2 — LR (Aban Calls
Ring Time) ]1%. Agent Skill Group Interval. AbandRingTime 7> &3 H XU E T,

BT (2 ALERRER] (Wrap Time) ] C. Z OfEIX Agent Skill Group_ Interval. WorkNotReadyTime +
Agent_Skill Group Interval. WorkReadyTime % #+%5 L CEH I E T,

ZOVAR—FORMMARER T 4 —/ FTIE, ZOMIZROT =7 ABERShET,
* Agent_Team
o Agent Team.AgentTeamID

* Agent_Interval
° A FTHERERT (Avail Time) ] : 3EH{ 575 : Agent Interval AvailTime

* Media_Routing Domain
°[AT 47 (Media) ] 7 « —/V FiX Media_Routing Domain.EnterpriseName 7> &3 H X 71
e

I— b F—L-BEEID4—ILFFTY)YRFEaA—QRENDI4—ILFK
BEOT 4=V RiE, Aby 7 TUoFL— M bARENELR—MIT 74/ hTEREND
74—V KT,
HEDOK T 4 —NV R, A by 7 T —RMIF 740 M TERREINDIEFT (ENSEICH
MmoT) ZZICVANERET,

HhSL (T4—ILF) SR BA
T—Y =z b F—2Lb4 (Agent Team Name) T—Vx2 N F—LDOZ L E—T T XL,

EH 5V - Agent Team.EnterpriseName

A — =31 % (Supervisor) T2 N F—LADTTA 7Y A== X
EH J77% ¢ Person.LastName + "' + Person.FirstName

T —Y x4, (Agent Name) =Yz NOWA,
i H J71 - Person.LastName "," Person.FirstName
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—vzv b F—L-BE274—LE |

HhSL (T4—ILEK)

BLL]

H Y (DateTime)

BIRL72ATOT —2 O HFE (MM/DD/YYYY 35 & OV HH:MM:SS
2 .
HH{ 5 - Agent Skill Group Interval DateTime

5ET4 X% (COMPLETED TASKS)

WL (Handled)

ZOT—V =y FTRESNZ, TY—T 4 TSN F AT DI,
7% - Agent Skill Group Interval.CallsHandled

AHT

T—Vx 2 NRZ AT 1DOHTVITEH LT RSP (HH:MM:SS
) .

THUFRM T o — v FTY, G
(Agent_Skill Group_ Interval.HandledCallsTime /

Agent Skill Group Interval.CallsHandled)

%% (Held Tasks)

TV PR LTEZE 2= DR,

EHHVE - Agent Skill Group Interval.IncomingCallsOnHold

PRI (Avg Hold)

TRERE 2 B A (E 2 — /LT RTIZHOWT, £ a— 3 RiikiE
(2725 TV PR (HH:MMESS 220

TR T o — v RTY, EHE

Agent Skill Group Interval.IncomingCallsOnHoldTime /

Agent Skill Group_ Interval.IncomingCallsOnHold

FRH T (Aban Rings)

BEREOEA, ©T— Y x  NOEFEDEOH ST 2 [ O HBEEREO
Bt
BREUASNOGE, ==Y MZEID S ToNER=—V = bR
ISET DENIHFE S NI Z X7 DA,

EHHVE - Agent Skill Group Interval. AbandonRingCalls

RONA

T— = FOBEFELITIRNZE L2, IWENRINo 12728
ZRDEA Y NFEZIZ) ZA VT FINTF AT DI,

BV - Agent Skill Group Interval RedirectNoAnsCalls

PREE P 5EE (Aban Hold)

AUE—=VORIZa—LDH 6, REFIRIEED & X ICHEES - a—
M (BEIO, A ¥ — VORI =—Y = PR T S —R
Eikx 27 O |

HEH 1%« Agent Skill Group Interval. AbandonHoldCalls
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B oz rF—L-BE27—LF

HhSL (T4—ILEK)

BLL]

1515525 (Trans In) IVRIZH a—A T ENhoiz, FILRY 72T VADR]OT—
VU IPH IO =Yy MIEmESNEZFEI—LOK, Z0
X, =V "R a— L ERETTHEREHTINET,
B 55 - Agent Skill Group Interval. TransferredInCalls

H#25%815  (Trans Out) IOx—V 2 "PRIOT—V = NETIIAF I T — T ITERE

Lica—no¥, ZOERT 742 FTRWERIE (v
TATOEHET) AP AET 47 a b BICEERET, 2
DX, ==Y = FBEERZTE T T2 EEHINET,
THUTRM T ¢ — FTF, G
Agent_Skill Group Interval.TransferredOutCalls +

Agent Skill Group Interval.NetTransferredOutCalls

N 71E  (Ext Out)

A=V DOIE, TV 2 MRRELTZT U RN a—
LDOEL,

55 - Agent Skill Group Interval. AgentOutCalls

I—o Y MREERR (AGENT STATE TIMES)

v 7 4 #if# (Log On Duration)

FOA =LA DRICT— = b3 a I A U RBETH - - AR
B[ (HH:MM:SS B0

W75« Agent Interval.LoggedOnTime

% R (% Active)

TV y NAZDOAF L F—F T a— L DIBEE T L=
D, v T F BRI T =,

THUFRI T = R T, G
(Agent_Skill Group_ Interval. TalkInTime +
Agent Skill Group Interval.TalkOutTime +
Agent Skill Group_ Interval.TalkOtherTime +
Agent Skill Group Interval. TalkAutoOutTime +
Agent_Skill Group Interval.TalkPreviewTime +
Agent Skill Group Interval.TalkReserveTime) /
Agent Interval.LoggedOnTime

% PR+ (% Hold)

T—V = PRI NVERTF R ZRERRE E 73— R R
(ZLTWelH O, 1 7 A CHRFEETEA o F =S DN
WHIZHT B /8—k T —,

ZHFEMT 0 — v FTY, BHGE

Agent Skill Group Interval.HoldTime / Agent Interval.LoggedOnTimeTime
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a—L a1 IBEEESG-BE |

HhSL (T4—ILEK)

BLL]

% Xt # A 7 72 L (% Not Active)

Tz "RIET T 4 TAREEE IR AT REIREE T - 72 K5
O, vl F UK T A= T —, TRTDOAF)L F)L—
AP S ET,

ZHIEREM T 0 —L R CF, 5L - Agent Interval. AvailTime /
Agent Interval. LoggedOnTime

% #2151k (% Not Ready)

T—Vx v MRZERFRETH S T2RE# O, 7 74 R E 721X
A L=V DT NPT o8~k T =, TTO
AX)N TN—T A ESNET,

ZHUFEM T ¢ —v RTY, EHITEE - Agent_Interval.NotReadyTime
/ Agent Interval.LoggedOnTime

% THIE (% Reserved)

TV MRZDAFNN TN—TINE0 ST AT RS 5
FHS THRIE ARIRRE & 22 o TWEBFH O, 1 7 A CHRFRIS 3 5 25—
v T—,

ZHUFEM T 0 — v RTY, BHGE
Agent_Skill Group Interval.ReservedStateTime /
Agent_Interval.LoggedOnTime

% % ALEE (% Wrap Up)

TDARFN T T A~DZE T — L ETL I DAXI T I—T
DFET—NLDOHRIZ, T—V x> FBBFREETH - - D,
0 74 ISR N T,

[LAR—FDH~ U — (Report Summary) [T CHOT— = MRHERF
HONR—Er T =V, 2—PR=—V 2 DTV Fa—
ETRGERLEGAEDOR, 100%I12720 3, =—Y = b7 L
YVarda—o¥ 7ty FEFRRLESES. SS—tr T —U13100
% 700 FH A,

ZHUFEM T 0 — v RTY, BHGE
((Agent_Skill Group Interval. WorkReadyTime +

Agent_Skill Group Interval. WorkNotReadyTime) /
Agent_Interval.LoggedOnTime)

LR—bkHT)—:

T—Vxy b FobAOY Y —FRBLOTRCOF—F O LH— | F

V=20V £9, FFMICOVTIE, bAR—FOET, (13—) Z2ZRLTIZEN,

O—I)L 34 THREILED T - BE
a— )L X A TIRENSESA WA LT, v—T 4 V7 TRIEEDEET D510, BIEH D%
BRI 2 R L 9,
HIY—: ZDOLHR—FDT—HE, T—FZ_X—Z 72— lEREhEd,
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B - 51 TSN -BE

Ea—: ZOLR—-MEHTELZDIEZY v N Ea—7IFTT,
TW—T: ZOVR—ME, a— Vv I THTI =TS TY—FSET,
BVARL: 23— 247
T—REBRETET—IR—RRAFX—T 7—T)L:
* Bucket_Intervals
* Call Type
* Call Type Interval

A—LE A TRELER T -BET )Y F E2—OFARRELEI 1 —ILE
ZOVR—= M THMMRER Y =V N2, BUEDT 4 =V FE LTT 740 FTERREND
T4V ENEENET, ZOVFR— bOZOMOFMFRER T 4 —/V NiE, ROT =T Linb
T NN INET,

IO ORI FREZR 7 ¢ —/V RIX, Call Type Interval 7 — 7 A HESF SV ET,
* PR (Ans Wait Time) ] : EHJ7¢ @ Call_Type_Interval. AnswerWaitTime
*NT v b A Z—s9LID (BucketlntervallD) ] : EH{ 4% : Call_Type Interval.BucketntervallD
* [A¥z—/ v (Calls Handled) ] : 3 J7i% @ Call_Type_Interval.CallsHandled
*[m—n %A 7 ID (CallTypelD) ] : EHiJ5V% : Call_Type_Interval.CallsTypelD
*[F 2 —WNHEEEE (DelayQAban) | : 347k @ Call_Type Interval.CallDelayAbandTime
*[v—# a2—/LjifFE (Router Calls Aban) | : ¥ HiJ57% : Call Type Interval. TotalCallsAband

INHDT 4 —/b RiX, http://www.cisco.com/c/en/us/support/customer-collaboration/
unified-contact-center-enterprise/products-technical-reference-list.html @ [Database Schema Handbook
for Cisco Unified Contact Center Enterprise] (ZiiH] STV 5 X 9 12 Bucket Intervals 7— 7 /L7 5
BfFashnxd,

[f > %=1 (ntl) ]~[A4 % —73L9 (int9) ]:BEHFE:
Bucket Intervals.IntervalUpperBound] - IntervalUpperBound9

O—IL3A TRENEELT-BEJVYFE2—DRED I+ —ILF
REDE 7 4 —NV Rt Ay 7 T b— MO ARENTZLVR— M)y RE2—IZF 7+
IV RTERINDT 4 —/L KT,
HIEDODK 74—V RiZ, Ay 7 T L —MITF 74V FTERENDIEFT (ENDAICH
MoT) ZZICYARENET,
A B =) T 44— /)L FORH LITEIN A~y ¥ —TF, ERLTA X — L EaRRLET,

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)
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a—L a1 IBEEESG-BE |

HhSL (T4—ILEK)

BLL

a—/L & A 74 (Call Type Name)

A=V EA T DT B =TT A4 X4,
M J79% ¢ Call_Type.EnterpriseName

HEF (Date Time)

O— L AT A E—N)L T —ENEREN
7-HEf (MM/DD/YYYY ¥ £ OV HH:MM:SS &
) .

IR LIZHANOA 2 — LT bz, IR L
28— XA TOY< ) —fTHRFERINE
—a—o

5% ¢ Call Type Interval.DateTime

ASA

EESER, 2 — AR DA F N T —T
F¥ao—A T EIXLAA BRIR ) — R T X
T H, Z2Oa— RN EE I ETITHhH
Mol FRHRER R, BRI, 2 — 08
AH T DL VST T HOMTH AT
Hiz, ZOMEIFY—EAREOEERRE L
Y ET,

SAURBE T ¢ — b KO, ST
Call_Type Interval. AnswerWaitTime/

Call _Type Interval.CallsHandled

SRR FERFE] (Avg Aban Delay)

BUEDA » Z—/VORIZ, ZOa—L 2 A7
TR T LTe 3 T OREERED IR IERE, =
DIEIZIE. F 2 — DK, IVRIZH LMD
IR (a7 MERITELT =B R) |
T—Vx NOEEPIFRS N TWD I EIX
T—Vxr NOBEFHRIL—T 4 T ENTWD
WD BEEREDZ EILE T,

SRS T £ — b BT, ST -

Call Type Interval.CallDelayAbandTime /
Call_Type Interval.TotalCallsAband

[f > =31 1]- I EE (Int 1 Ans and
Aban)

FHEBRLGET 5 L O ICRESINRERND A
2 =31 1 £ TOMDISECE T 13 FERE
¥, SATAT IV EIDA L H—r 0 1138
F¢d, i : 00:00 - 00:08

5% ¢ Call_Type Interval. Anslnterval(1) 35 &
O® Call_Type_Interval. AbandInterval(1)
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- B4 TRERED - BE

HhSL (T4—ILEK)

BLL

[f > =30 2] IR ZE (Int 2 Ans and
Aban)

AUHE =L 1IN A U H =L 2 EFTORO
BN E T2 I THEEM R, AT 5T 7 AL B
DA 2 F—rL 213308 T3, 1 : 00:08-00:38

7L © Call Type Interval. AnsInterval(2) and
Call Type Interval. AbandInterval(2)

[ > & —730 3]- B/ EE (Int 3 Ans and
Aban)

A B =NN2BA U E =)L 3 ETORD
IEWEEL FE T FEE S, AT AT T Ak
DA HZ—r31360% (14) T, #:
00:38 - 01:38

M J51E ¢ Call Type Interval. AnsInterval(3) and
Call_Type Interval.AbandInterval(3)

[f > =31 4]- B EE  (Int 4 Ans and
Aban)

A B =N IINEA U H =L 4 FTORD
BN E T HEEMNER, VAT AT 7 40 b
DA H—=r 413908 (1453308) T,
%1 : 01:38 - 03:08

M 7% ¢ Call_Type Interval. Anslnterval(4) 35 &
O® Call_Type Interval. AbandInterval(4)

[f > &% —73)0 5]- IG5 ZE (Int 5 Ans and
Aban)

AU B =4I A o HZ =L 5 ETOMO
I E T IS HEENR, VAT AT 740 b
DAL Z—rL 51X 1208 (24y) T, #i:
03:08 - 05:08

M 71k ¢ Call Type Interval. AnsInterval(5) 33 &
OF Call Type Interval. AbandInterval(5)

[ > & —/3)V 6]- I #E (Int 6 Ans and
Aban)

A UBE=INISINEA U HE =N 6 ETORD
IEEMEECE TN, AT AT 7 4L R
DA A=,V 61180 F0 (374y) T, #:
05:08 - 08:08

59 ¢ Call Type Interval. Anslnterval(6) 35 &
OF Call_Type_Interval. AbandInterval(6)

[ > & —r3 )0 T]- B HE (Int 7 Ans and
Aban)

ALBE =N 6 A FE =L T ETOMD
JEBEPEE T IR, AT LT 7 40 b
DA Z =V TIE300F (547) T, #:
08:08 - 13:08

H{ 575 ¢ Call Type Interval. Anslnterval(7) 35 &
U* Call_Type_Interval.AbandInterval(7)
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a—ns17-BE274—Lr

HhSL (T4—ILEK)

BLL

[ > & —73)0 8- B /HE (Int 8 Ans and
Aban)

AUH =NV TINDA U H =L 8 ETORD
ISEMEICE T TN, S AT AT 7 4L K
DA H—rL81X600F (104y) TI, #:
13:08 - 23:08

EHIJ5VE ¢ Call Type Interval.Anslnterval(8) 35 &
OF Call Type Interval. AbandInterval(8)

[ v & =30 9] 2 EE (Int 9 Ans and
Aban)

A B =NN M AU H— L9 FETORD
ISEMEHCE T IR, AT AT T 4L R
DA H—9L91F 120080 (204y) T, #i -
23:08 - 43:08

7Y% ¢ Call Type Interval. Anslnterval(9) 35 &
X Call_Type_Interval. AbandInterval(9)

>[A =L 9]- A/ rEE (> Int9 Ans and
Aban)

LR — F I 7% 0 RN O B 72 1T
M (B LU oRA) , i >43:08

5V ¢ Call Type Interval.AnsInterval(10) 33
JOF Call_Type_Interval. AbandInterval(10)

R a—/L% = — (MaxCallsQueued)

ZORROMDOZDa— Z AL TDF 2 —HND

BRa—H,

5 - Call Type Intervalfig K = —/L 3 = —
(MaxCallsQueued)

MaxCallWaitTime

ZOMMNIZ 2 — MR (EE E 721300
SHLD F TITFRFOMEEN & o T Fe ke,

E 515 ¢ Call Type Intervalfx & = — VL& IF
fi] (MaxCallWaitTime)

LiR— bk B )—: ¥~ U —1T2iX, VRINERR D 7 5L BEEEERIE D 7 LD, A v
H—)L 71T ADEF, MaxCallsQueued 35 1 O MaxCallWaitTime 7 7 A D KB E RSN E T,

FEZ OV T, LR — R BT,

A—I)LAAT-BEET4—IL K

(13 =) 2L TS,

S o — VABHR AL SRRSO — B X LUV O TERFEMER., B — Lo
BRAEFRTHIE, a—V AT - BREET 4 — LV REMFHLE T,

JgT—:

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1)
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B - L43147-BE27—0F

Ea—: ZOLR—=MNIIEA, . BXOEBHDIZ )y FEa—LtA7 77 a—0H0 %
T, HZZ71003%, Fa—nN AT TIREINTZa—NLDOR— o T—URERINET,

TI—T : ZOVLR— MIFRPNC 2 —L XA 7T, RICAFK T/ V—TLEh 7,
BIVARK: 23— 2147
T—REBRETET—IR—RRAFX—T 7—T)L:

* Call Type

* Call_Type Interval

A—ILE3AT-BREID4—ILEKE Ty K EaA—DFBREEL T+ —IL K

ZOLR—=FDZY v R Ea—TRHTGERT 4 —/L Rk, BIEO7 4 — 1V RELTT 740
R CEREND T A — IV BT RTEENET, ZOLR— L OZFOMOFIAFEERT 4 —L K
I%. Call Type Interval D7 — 7 /L6 EERS SILET,

A—IILA3AT-BEEID4—ILEKET)Yy FE2L—DREDIT«—IL K
RED 7 41—V FiE, ZOLR—bDT Yy RE2—ZTF 74V s TERENDE T 4 —L KT
j—o

BIEDE 74—V R, Ay 7 T FL—MITF 740 FTHERINDIEFT (ELAITH
MoT) ZZICVANENET,

AL (T4—ILE) BLL

a— % A 74 (Call Type Name) A=) AT DT E—T T A XL,

51k ¢ Call Type.EnterpriseName.

H A (DateTime) La— KAk S HEF (MM/DD/YYYY B
LS OVHH:MM:SS =) &

BV ¢ Call Type_Interval.DateTime

SL LDOA L F =D —ER LV
AEnz4—rv2 L~y 247,

HIJ5VE ¢ Call _Type_Interval.ServiceLevel

SL N1#%# (Aban Within SL) A H— VORI, F—E R LoD L X W
ENTHEEESNT -, ZDOa—LZATFDa—L
DA FHL, UnifiedCC &, T AL— 3>
No— N T DD ACD ¥ —% v F O
FIZHNTT,

79 ¢ Call Type Interval.ServiceLevel Aband
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a-n4aq47-BE274—1LF |

HhS5L (T4—ILEK) SR BA

ASA EHRER R, L BRAID AR T —
Fa—A T ELITLAAER ) — R CAUE X
nNTmb, ZOa—LRIEEIND ETII,
Mol FHRERRH, ZOMiE, a—Lr0&E
RALZ 7D LIS LT HOMTHZE
FTHLOT, Y—EAMEOEELRRE LR £
D

SRR T ¢ = KTF, S
Call_Type Interval. AnswerWaitTime /

Call_Type Interval.CallsAnswered

2 X% (TASKS)

Zigar 7 b (Offered) FOA LB —IVORINC, ZOa— XA TR
ZIE LA AT,

595 ¢ Call Type Interval.CallsOffered

Xa—nHOEY YT (Assigned from Q) A B =L DMICF 22— BED B THNT
N—T 4 VTG T ol, DAV E AT
DE AT DI,

)5k ¢ Call_Type Interval. RouterQueueCalls

% (Answered) A B — LDz —Y 2 PR E LT,
ZDa—)v XA TDa—)LOEFE,

515 Call Type Interval.CallsAnswered

JEREH (AWT) ISEFREIRE, A X — Lo, Zoa—
IVEA T TR ENTZ, T_XTOa—/LDYY
ISR (D)

BV ¢ Call Type Interval. AnswerWaitTime

5 T2 X% (COMPLETED TASKS)

AL (Handled) FDAHE—NVDORIC, ZOa—) XA TT
W ENTET Lz Z 27 O,

M )7k ¢ Call_Type_Interval.CallsHandled
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B - L43147-BE27—0F

HhSL (T4—ILEK)

BLL

HHE (Aban)

VRUNIZH LM (2FED, EFA=a—F7
varoZur MERIIEEERY ) Okt
FWE, AX )N T N—TF 2 —A VT HOREE
M, BRO=—V = b T R7 by 7T CTORMFE
FEO G, ZOMEIZIE, F 2 — TR W HEERE
BbEEnEd, 22X VRUZR U T A&
TV & X ICREENEF U -T2 5E
BENET, FOLD, Xa—A T INDHI
® VRU DFFFEM4LI1L, TotalCallsAband 7> 5
RouterCallsAbandToAgent & RouterCallsAbandQ
EGINBIZR 0 EF, va— b a—EEE
WEHE A

5V ¢ Call Type Interval TotalCallsAband

Uy % —> (Return)

A 2= ORI B[V Z—2 (Return) ]
J—=RnN—74 7L, ZOa—LiAL4~7
DE AT DI,
THUFRM T = R T, G

Call Type Interval.ReturnBusy +

Call Type Interval.ReturnRing +
Call Type Interval.ReturnRelease

57 %)L FMLEE (Default Treatment)

A H =SV DBINZT 7 Vv b O F 721X
[#4T (end) 1/ — RIZBEH L=z, ZDa—
HATDH AT D,

)79 ¢ Call Type Interval ICRDefaultRouted

F v hU—2 —F 42 (Network Routed)

A B = SVDRNZ XX VT HNV—T 47 L
Too TOA—N BATDEAT O, FRlZ
N—T 4 T EFHOIT—)UE, F¥ VT HRa—
NDN—T 4 T HemRELET,

BT

Call Type Interval.NetworkDefaultRouted

Z7wu— 77 & (Flow Out)

A=V DORNZRID 2 — ) X A TS ~T e —
TIORNLE, ZOa—)LEZATDE AT D,

5% ¢ Call_Type_Interval.OverflowOut
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a—nsq17-BE27—1F ||}

HhSL (T4—ILEK)

BLL

T Z— (Calls Error)

A=V ORNZZ T =0 LT, £72
FETLTWRhole, ZOa— LI 7Da—
LD

THUFRE T ¢ = FTY, T

Call Type Interval ErrorCount +

Call _Type Interval.IncompleteCalls +
Call Type Interval.AgentErrorCount

% DAt (Other)

AHE—=NVDOICE—Y = NS D H —
Ty hos—T 4 T E R0, VAL LT b
Shiz, ZOa— NV EATDa—k ZRT
DI,
TIUFEM T 0 — v RTY, B

Call Type Interval.CallsRONA +

Call_Type Interval.CallsRoutedNonAgent +
Call _Type Interval.ShortCalls

% ¥ = — (% Queued)

ZDA B —rSIVDRICF 2 —A 7 ST,
ZDA— N EA T DT X CONIRFE IS AT D
W=t T—,
THUREH T = RO, EH I
(Call_Type Interval.CallsQHandled /

Call Type Interval.CallsHandled)

% I3 (% Aban)

A U H =V DOBNCZ D a—)v H A FIEE
L, BEESNTZTRTOH AT D/~ T —
THUFRM T = R T, G
(Call_Type Interval.TotalCallsAband /
(Call_Type Interval.CallsHandled+

Call Type Interval.TotalCallsAband +

Call Type Interval.IncompleteCalls +

Call Type Interval.ReturnBusy +

Call Type Interval.ReturnRing +

Call Type Interval.ICRDefaultRouted +

Call Type Interval.NetworkDefaultRouted +

Call Type Interval.OverflowOut +

Call Type Interval.CallsRONA +

Call Type Interval.ReturnRelease +

Call Type Interval.CallsRoutedNonAgent +

Call Type Interval.ShortCalls+

Call Type Interval ErrorCount +

Call Type Interval.AgentErrorCount)
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B - 51 7-BE27—LE

HhSL (T4—ILEK)

BLL

SRR FERFA] (Avg Aban Delay)

BUEDA » Z—/NVORIC, ZOoa—L 2 A7
THT LTe 3 T OREERED IR IERFE, =
DIEIZIE. F 2 —N DKM, IVRIZH DD
WEN (a7 NERITELT =B R) |
T—Vx NOEBPIFRS N TS EIX
TV NOBEFHRIV—T 4 T ENTWD
M OMFEMEN S I ET,
ZHITEH T o —L RT3, EH I

Call Type Interval.CallDelayAbandTime /
Call_Type Interval.TotalCallsAband

23— k22— L (Short Calls)

Call_Type Abandon Call Wait Time 71 O JAFENT4%,
Z OB OB OBIEEL, v a—F 2—/LTiX
R HOEREE RS ET,

595 ¢ Call Type Interval.ShortCalls

K3 —/L% = — (MaxCallsQueued)

ZOMBEORDZDa—v H A T DOF 2 —HND

RKa—H,

B D5V ¢ Call Type Intervallg K T — /L& = —
(MaxCallsQueued)

MaxCallWaitTime

Z OB 2 — V0B (BEEE 72138
IND ETIFRFOREN & o To i KR,
5 - Call Type Intervalfig e = — VG HE
ff (MaxCallWaitTime)

LiR—kDH<)—

*a—JL A A 7 H<T1)— (Call Type Summary)

LR—=MNIHDLEa—NV XA TDT7 40—V REF, 7272L, SL (F—E R L~L) 74—
NV REREET, SL 70—/ ROHEIZ A—k L T—TTT,

* LAR— k < 1)— (Report Summary)

LIR—MZHDBTRTCOa— XA TFDT7 —)L KEE, 72720, SL (I —E R L)L)
74—V REBREET, SL7 4 —)L FOfEIFR— T — T, P~V —2i. mka—
L% 22— (MaxCallsQueued) & fxf = —/ LR (MaxCallWaitTime) Dfx Kb FER S

£7,
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a—Ls14Fxa—n1v8— 27— r Il

A=W BAALATX2—DA2F3—N\)LET 14—l F

ZOT T = hpBAERSNIZVAR— MIE, 2= ZA4 T IDNDOAF NV T L—TEBLOT
LV ary Xa—0Y <) —iEBAERRENET, ZOFRIE U Y —ANDF 2 —DOfFER,
TR L OAT Y 2=V OIERUTE T % L ER] T,

3¥ : Unified CCE Clif, BHEDOT —X DODHFE L, =X —TF3A4A XA Xa—A L TOFERHE NT
Al =gy =T 4 VT NEEINTWENEINTELRY £,

D9TY)—: ZOVR= DT —=2E, ELAT Ry 7 72 —pbERShET,
Ea—: ZOLR—MUEMTEL20137Y v F E2—7EF T,
TW—F: ZOLVR— MIBEMNZT—/L XA 7T, RICHRE T A—TLENET,
BEURE: 23— 2147
T—RERERET DT —EAR—RRX—T T—TL:

* Call Type

* Precision_Queue

* Call Type SG Interval

* Attribute

* Router Queue Interval

« Skill_Group

* Media_Routing Domain

A=) B34 T XFa—DAUE—NILET4—)LFE Ty F Ea—DFAAREL

J4—ILF

ZOVAR— NTHRIHFREZR 7 4 —/V FIZiX, BITEOZ7 4 —/V RELTT 74V N TRREIND
T 4=V R EENET,

ZDOVR— FOZOMOFHARE?R 7 4 —/L KiZ, Call Type Skill Interval D7 — 7 /L7 5 H Y
BIhET,

A= B3ATHFa1a—DAVE—NILET—)LE T Y FE2—DREDT 14—

JLF

REDE 74—V RiE, Ay T L— ML ERENIZLVR— Yy REa2a—ITF 7
IR TERREND T =L RTT,

HIEDOHK 74—V R, Ay 7 T L—RMITF 740 FTEREINLIEFET (ENDEIZN
MoT) ZZICVAMERET,

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1) [ ]



A—NLEBALATFa—DA0E2—ILETa—ILEK

HhSL (T4—ILEK)

BLL

a—/L & A 74 (Call Type Name)

A=)V B AT DT E =TT A4 X4,
M J79% ¢ Call_Type.EnterpriseName

TV ar Fa— (Precision Queue) F7=i%
A %)L 7 )V—"7% (Skill Group Name)

AXN T N—TF o=V PV
VX a— DU E—TTA XL, TV a s
X a—HDORIZH D BIERRICE T, Ly
Valry Xa—ZHAlTEET,

B HHVE ¢ Skill Group.Enterprise ¥ 7213
Precision_Queue.EnterpriseName

H Y (DateTime)

BIRLTATOT —Z O HE,
EH 5V ¢ Call Type SG Interval.DateTime

B (Attributes)

Ty VaryFa—ERNTHERAINS B
LaR— MZiE, A I TW B RO R F IR
SNFET,

ALFE  (Handled)

FOAHE—NVORIZ, ZOa— )2 AT T
M IN TR T LIEZ A7 OFFHE

)5k ¢ Call Type SG_Interval.CallsHandled.

AHT

FOA U H—=NNVDOBIIE—T 2 PR F AT
12&H 72 0 IZHe LI AR E] (HH:MM:SS
B .
ZHUFRH T = R T,

Call Type SG_Interval.Handle

Time/Call Type SG_Interval.CallsHandled

% ¥ = — (%Queued)

ZDA =SV DRICF 2 —A > 7 STz,
ZDA—=NEATOFTRTOWNIFEHZ AT D
W=k T—,
THUREH T 4 = R T, B

Call Type SG IntervalCallsQHandled

/Call_Type Skill Group Interval.CallsHandled

SL

ZTDAH = DP—E A LYLDFEIAE
HEnr-t—bvx LylL ¥4 7,

BHIJ5VE ¢ Call Type SG Interval.ServiceLevel
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a—Ls14Fxa—n1v8— 27— r Il

HhSL (T4—ILEK)

BLL

ASA

FERPGERH, T — AR D A F N T )—T
Xa—A T FELITLAAER ) — R CAE X
nNTmb, ZOa—LRIEEIND ETII,
Mol FHRERRH, ZOMiE, a—Lr0&E
RALZ 7D LIS LT HOMTHZE
FTHLOT, Y—EAMEOEELRRE LR £
D

SRR T ¢ = KT, S -

Call Type SG_Interval. AnswerWaitTime /

Call Type SG_Interval.CallsAnswered

SL MNJi%ZE (Aban Within SL)

A HZ—=LDOIZ, —ER LD LEN
BN THIESNEZ, Z0a—L ¥4 FDa—L
DOEFHL, UnifiedCC &, FT7 U AL—v gy
Jo— N M AT DHEARED ACD 4 —47 v F Ol
FIZHEZTT,

B H 5V, ¢ Call Type Interval.ServiceLevelAband

X = —WNFEE (Aban in Queue)

FDA B =L ORICI—F X 2 — N THEE
INTma—v XA T~Da— LD,

5% ¢ Call Type SG_Interval RouterCalls
AbandQ.

MaxCallWaitTime

D UNIRNE, BEEE I3 T 5 T
VN B o TR Reff]l, ZOfEICIE, v b

U—7 ¥a—TCOFHE, vn—H/V F2—TD
B, BE O — = v b TOREOH LA
HEENET,

WA

Router Queue Interval. MaxCallWaitTime

K3 —/L% = — (MaxCallsQueued)

ZOMEOBICZDAF IV T—TIT% LT
Xo—A 7 INTHRRIT—NVE, BEOAX
N IN—=TIH L TCHRa—A T ENTZa—L
X, =B Fa—A U TENTZEAXL T
N—TDH Ty MBS IET,

#7775 : Router Queue Interval. MaxCallsQueued

LR—bDY<—

= U —1TI2lE, KT —/F 22— (MaxCallsQueued) & fxF o —/VIGEHE  (MaxCallWaitTime)

DIRRPFETRENET,
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B 547 2%050—TF-BEE 74— LK

A=W AAT-AF LV ITIN—T-BEEL£T1+—ILF
A= VBT -AXN TN—TBEET 4 — )L R LAR— NI, A F =V OBOFKa—L X
A FICBF D= ZAT L AXN ZA—TOMEHER (BER) 2rRLET,
JTV—: ZOLR—bDOT—=FE, T—FX=R 7 ) —nolERENET,
Ea—: ZOLR—=NMUEATELIDEFZ Y v R E2—7EF T,

GWN—: 2OV R—ME, TTa—NE A TEZTITNV—TLEN, RICAFIVITN—T4 &
AT/ L—bEanE7d,

BYRE o= 247

F— 4 ERET BT —H R A AR—~ F—T
* Call_Type SG Interval
* Call _Type
+ Skill Group

A— )L B3AT-AXIVITIN—T-BELIT4—ILKEST )y K Ea—OF BARREL
J4—ILF

ZDOVR— N TRIAMRER 7 4 —/V FIZiE, BEDO 7 4 — /L RELTT 740 FTEREND
T 4=V KR EENFET,

ZDOLR— FOZOMOF)HFEER 7 ¢ —/L RiL, Call Type Skill Interval 7 — 7 /L7 5 EHEEL
BFEINET,

A=W AL T-RXLVITIWN—T-BEEIT4—ILEKET)Y FE2L—DBREDT 14—
ILE
BEDHT 4=/ RiE, Ay 7 707 b= pbAERENIEVR=F )y RE2—IZT7 7+
VR TEREND 74—V RTT, ZNHDT 4 — L REEETEET,

HEDE T 4 —IL R, Ay T 7L —hMIT 74V N TEREINDIEFT (EnSHIZNH
HoT) ZZICYVARINET,

HASL (T14—ILF) BLL]

a—NH A T4 (CallType | 23—V XA T DU H—T T A X4,

Name) 715 ¢ Call_Type SG_Interval.EnterpriseName

AF ) T —T 4 (Skill AX)N TN—T DI H—T T A X4,
Group Name) M 51 - Skill_Group.Enterprise
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AL a4 7-2¥L—TF-BEL7—LE |

HhS5L (T4—ILEK) i BA

A (DateTime) BRL7ATOT — 4 O A,
5V ¢ Call Type SG_ Interval.DateTime

JLEE (Handled) ZDOA B —=SVORINT, ZOa—)L XA T TUHEINTRET L
=8 27 DA,
)5k ¢ Call Type SG_Interval.CallsHandled.

AHT FDAUHE—NVDORICE—Y 2 RRZ AT 1 DT DITER
L7 E AL BRE (HH:MMESS TERY)
ZHFEM T = RTY, EHGE

Call _Type SG_Interval.Handle

Time/Call Type SG_Interval.CallsHandled

% F = — (%Queued) FOA LA =NV DORINZX2—A T EINTZ, ZOa— LA
DT XTCOMEF L AT D= T —,
ZHUFEE T o — v BT, G

Call Type SG_Interval.CallsQHandled

/Call_Type SG_Interval.CallsHandled

SL LDA =N DOY—EA LYV ORI S — A
LUL Z AT,

5% ¢ Call Type SG_Interval.ServiceLevel

ASA SRR, 2 — A DNEPID AT TN—T X a— A T F T
IZLAAEI ) — FCAE I N ThD, TOa—LBIEEIND E
T o To, EHIRERER, T, a—L0ERCAZ v 7D
LAULZIS LTI HOMTHE(LT 5720, ZOMEIF—E R
BHOBEBERREL D T,

ZHUFEM T 0 — v RTY, EHGE
Call Type SG_Interval. AnswerWaitTime/Call Type SG_Interval.CallsAnswered.

SL NHEE (Aban WithinSL) | A > Z— ORIz, —ERX LD L X \MENTHIESH
7oy ZOa— ) AT Oa—OEFHL, UnifiedCC &, FT v
AlL— gy b— F T HEERED ACD Z —4 v ORI
T,

5V, ¢ Call Type SG Interval.ServiceLevelAband

X = —WHEE (Abanin FDALH =IO —F X2 —NTHEIN-Za—/L 7 A
Queue) T D aA— )L DI,

)57k ¢ Call Type SG_Interval. RouterCallsAbandQ
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B Wt Ror—< 2 -BE

HhS5L (T4—ILEK) i BA
BRa—L % 2— ZORBOBICZDOAF )L T NL—FIT L CHxa—a v T ENT
(MaxCallsQueued) Ra—EH, BEOAXZL IL—TICH L TxRa—A I EN

Tra—d, a—ABFa—A T ENTZEATNL T IV—TDh
7 MIEMENET,

5% ¢ Call Type SG_Interval. MaxCallsQueued

MaxCallWaitTime T AWNIEE, MEEIIR T T 5 E TICEONERD - - F
BEE, ZOOfEICIE. Xy NT—27 Fa—TORRE], ve—hLFa—
TOFM, BLXOT—Y =2 FTOMNOH LEN G £,

795 ¢ Call Type SG_Interval. MaxCallWaitTime

LiR— kDY) —: %~ U —47I2i1F, AHT, ASA, BLU[% F=— (%Queued) ] 75D
Y], BLO[E (Handled) ] D&FF, [SL NHEE (Aban Within SL) ], [F = —WN/&3E (Aban in
Queue) | BERINET,

WRAR—FNTA—T R -EFE
Cisco VR DE VR AZREL, IVR X ¥ /XU T 4 T T =0 T Dblcey—0/_"—k 7 —
Ui EOERETIT 512X, 2OV R—MEEHLET,
JTV—: ZOLVR—=bIDOT—=FL, T—F_X=RX 7 ) —nblElRENET,
Ea—: ZOLR—-RMUEHATELIDIZZ Y v F E2—7EF T,
GIL—Tk : ZOLHR— NI, IVR LAR— T/ r—7fbanEd,
EYRbL: b7
T—RERERT DT—FN—RX XFX—7 7—7T )L : Trunk Group 33 & O Trunk_Group_Half Hour,

IWVRAR—k NNT+—< 2 REBEREST )y K Ea—OFAREEL T« —IL K

ZOTUTL— N TBIMTHHATE 57 ¢ —/L KL, http//www.cisco.com/c/en/us/support/
customer-collaboration/unified-contact-center-enterprise/products-technical-reference-listhtml @ [ Database
Schema Handbook for Cisco Unified Contact Center Enterprisel]] ZFL# S 41TV 2 X 9 I Trunk Group
L O Trunk_Group Half Hour 7 — 7 V)b HG S IVE T,

WRAR—ENTAH—TUR-BEJ) Y FE2—DHEED I 4—ILF

RED7 =1V KiZ, Abv 7 7oL =" ARENE 7y R Ea— LR—=RMNIT 7+
VR TERREND T =L RTT,
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~Y7zs5L2FLTL—T-BELT—LE |}

HhS5L (T4—ILEK) AR
IVR "— bk (IVR Ports) NZ v T—T MER L2 IVR AR— s D4 i,

I J71% © Trunk_Group.EnterpriseName

HH#; (DateTime) BIRLIZITOTFT—Z DO HEE (MM/DD/YYYY BXL O
HH:MM:SS B .

)79 - Trunk Group Half Hour.DateTime

~— Tk (Ports) A B =NV OE TR TD, TL—THNOH—E R
HOR— kDKL,

EH 5V - Trunk Group Half Hour.TrunksInService

% fEMH (% Busy) A BZ =L DICY—E2HD T T T —T )
AP CTHoEEHORR—F T —2 (ST R
@%L) [e]

EHH

Trurk Group Helf HoudnUselnbound Time'Tiurk. Group Half HourdriServiesTime:

7R — MEAF (All Ports Busy) A= VOB, ZOTN—T DT _XTOR— K
WA TH - - ARHER (HHMM:SS E)

HH 51 : Trunk_Group Half Hour.AllTrunksBusy

LAR— bk #<1)— (Report Summary)

TOULR—RMIL, KA HA— NV TOKEIVRA— DT NV—T < —RNEaFENnTCWET,
NTOIVRABA—FDTRTCHOT 4 — IV REFRTULFE—F = —bEFENTWET, FELIZHON
TiE, LAR— FOEKTT, (133—) 2L TLEEN,

RYFISILAXILIIIN—T-BELIT4—ILF

Peripheral A /L 7 /L —7" LaR— M, FRHIRERRH, L2 — LR EDAF N T —T bl
D OEERFEEFRL., AF NV TN —TH-)Dx—2 = MR Z R LES, 2AFL 7
N—=T DR =< ZAEFMETHIZE, ZOLVFR—FEEHALET,

ERETHEBLOH AT L, (LER— FOITIZ) FRENTWAREBHOBICE T L2 To
FAYTT, ThUCiE, RSN TOLRMEL D bANCHI S NS 27 bEERET, 727
L., 2=/ ACD F 2 —|IBWTHEENHE L X A7 X5 FnEHA,

TOLR—RFIF, A —TTA XA NI N—T BRELR— N ERILTF— 2 NEREINF
T, 7272, AFNN TNA—TBI TR AT 4 THICE LD BN TN ENELRY 47,

HIY—: ZDOVLHR—=F DT —HE, T—HX—=R 7 —nOEREINET,
Ea—: ZOLAR—=NMNUIZVy FREa—LtBAETEII 7 Ba—02H0 £4,
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B ~V7zSLRELIL—T-BELT4—LE

TI—T : ZOVLR— I, AFV TA—TLH T —TbshET,
BYRE: 2AFxL 7 —7
T—REBRERETET—IR—RRAFX—3T 7—T)L:

* Media_Routing Domain

« Skill_Group

« Skill_Group Interval

NYTISWRAFRLITV—T-BEIT )y F E2—DFAMRERZT 1 —ILF
ZOVR—= M THMMRER Y 4 —/V FIZiE, BUED T 4 =L FE LTT 740 FTEREND
TA—IVRBREENET, £/, ZTOVR—FTHEHATESIEEAEDT +—/V RiX, http:/
WWW.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-enterprise/
products-technical-reference-listhtml @ [ Database Schema Handbook for Cisco Unified Contact Center
Enterprise] TR T\ 5 X 512, Skill Group Interval 7— 7 /L HEGF SV E T,

[ToR—TF54 X X% J)L—T (Enterprise Skill Group) ] %I4T,
Enterprise_Skill Group.EnterpriseName 7> 53 H XU E

1 OZBRIFEAEDT 4 — )V RIZT —Z R—=2ANLEEMEE TS L ET,

BIPMIFTEZ—Y = FORET 4 — /L R TH, ZHBIEA ¥ — UL LR— b OREFIEICHE
SWTEHESNET, 2L 21E, [FTEZ—Y =2 F 7275 47 (FTE Agents Active) ]I,
(Skill_Group_Interval. TalkTime/1800) & 7= 1% (Skill_Group_Interval. TalkTime/900) 7> 5 & H S AU E 7,

RYFzSILAXILINLN—T-BEIT) Y FE2—DBREDI4+—ILK
HED 7 4 — L FE Ay 7 T L— MO AERENALR—MNMIT 74V N THEREND

74—/ T,
ANy Y FUTL—=MIT 74V P CTRESNTOWDIEE (b)) [CBIED T 4 —/L RER
L/ \32 —a—O
AZL (T14—ILEK) SiEA
A %)L 7 )V—"74% (Skill Group Name) AXNV IN—T DT E—T T4 ALEBLV
1D,
)59 ¢ Skill Group.EnterpriseName
(Skill_Group.SkillTargetID)
HIEF (DateTime) BRL72ATOT — 2 O HEE (MM/DD/YYYY 35
FO'HH:MM:SS )
7% ¢ Skill_Group_Interval.DateTime
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~Y7zs5L2FLTL—T-BELT—LE |}

HhS5L (T4—ILEK) SR BA

T H—T7F 4 X ¥ 22— (Ent Queued) A HE =NV DORINZZDAF IV T —T 1T
Xoa—A T INTH AT D,

B H 515 « Skill Group Interval.RouterQueueCalls
+ Skill Group_Interval.CallsQueued

ASA A X)L T —TF O EERR] (HH:MM:SS
) 1E, XA BISEIND ETICHEEN
Fao—CRE LI E=—Y 2 N TR
hy TR L CWEREROAE 2, WA S
NIZH A7 OETHRRELEZL O,

)79 ¢ Skill Group Interval. AnswerWaitTime
/ Skill_Group_Interval.CallsAnswered

#—EX LAl (SERVICE LEVEL)

SL &% (SL Ans) EHDA > 2 —/SV DT, A% T —TT
V=T 4 T ERTE ARV TN—TD
Fa—IllAoTca—LD¥H,

EHI 515 « Skill Group Interval.ServiceLevelCalls

SL WK% (SL Aban) ELRTDA » Z—7 VDRI, ZAF )V Z)V—T'D
P—E A L ULD L EVEN THIEES iz = —
VDI

BT

Skill Group_Interval.ServiceLevelCallsAband

5ET 2 X% (COMPLETED TASKS)

A5F (Total) A =N ILDPIZZ D AF )L T I—TINE T
L7=& 27 OEE,

7% ¢ Skill_Group_Interval.CallsHandled +
Skill Group_Interval.RouterCallsAbandQ +
Skill Group_Interval. AbandonRingCalls +

Skill Group_Interval.RedirectNoAnswer

%3 (Aban) BHEOEES, =—V ) NOBENERHEN
TV DB OMEERFOEFHE, BERUSIOHE .
TV MNIEDYTHNTERZ—T b
DINET DENBEI N Z A7 DEFHL
G

Skill Group_Interval.RouterCallsAbandQ +

Skill Group_Interval. AbandonCallsRing
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B ~V7zSLRELIL—T-BELT4—LE

HhSL (T4—ILEK)

BLL

RONA

BERIDOA 2 —7LDRIZ, AF VT —T D
P—ER LD LEVWERNTIRE S eno
TeleDIZ Y H A LT FE3NToa—L D,
BT

Skill Group_Interval.RedirectNoAnsCalls

L (Handled)

A B = LDNZ Z DA F )L T — TN TR
BN, V=T T ENT-F 2T DO,

M )79k ¢ Skill_Group_Interval.CallsHandled

AHT

ZDARFN T N—TIRE SNIZH AT DNE)
JLEREER (HH:MM:SS 20

I J575 ¢« Skill Group_ Interval. HandledCallsTime
/ Skill Group_Interval.CallsHandled

ST 2T 4 THER (AAT)

ZDAXN T N—TITEE ST Z 27 D
70T 4 7HEH (HH:MM:SS 30

BT

Skill Group_Interval.HandledCallsTalkTime /
Skill Group_Interval.CallsHandled

REPHIE (Aban Hold)

AN TN—TRNZGELIH AT DL, =—
T FMRERIREF ST —RHE IR RBEIZ L T
WAHMICEESNIZ 2 A7 0¥, Z OfEIE.
a—/LRYIEr SN & XITHEMLET,

7Y% ¢« Skill Group_Interval. AbandonHoldCalls

ETRARIDTIL—TIED#T (End of Completed Tasks Grouping)

i33%5218 (Trans In)

A B =N )LD Z D AF ) T I)—T|ITHEE
SNT=H AT DE, T—HN—AD T DIEIL,
O—VNETTHEEHFINET,

BV ¢ Skill Group Interval. TransferInCalls

#515%815  (Trans Out)

FDOA L H—=NLOIZ, ZOZ—T 2 kR
MOT— v NETITAF L T V—T\THRE
LIZZ A7 O, ZoliE, 2P vF7 4
T a—ARNEENET, T—HX—ADZOfE
. A=V OERENTE T T I INET,
G

Skill Group_Interval. TransferredOutCalls +

Skill Group_Interval .NetTransferredOutCalls
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~Y7zs5L2FLTL—T-BELT—LE |}

HhS5L (T4—ILEK) SR BA

HERSE1E (Ext Out) FIHIVRDAXN TN—TDRPE  ZDA
Z— )LD, =— 2 NINT T RN
N a— &Rt L7cEE, Vv—T 17 A%
VT N—T" DG FDA X —S VORI,

T—Vx NPT A ATk L THRE E 7
A B L7z B

)79k ¢ Skill_Group_Interval. AgentOutCalls

I—2 1Y MREERR (AGENT STATE TIME)

777 4 7K (Active Time) FDA L —NVDOBIIZ, AFV TI—TD
TV NIAT I T 4 TARTETH o 1= HFH
(HH:MM:SS B .

EH Y ¢ Skill Group Interval. TalkTime

LREFEERT  (Hold Time) TDAFN T A—THNTZ—T = hHBMRER
ReE 721 —IpE IRRE T h - 7= B FHRFMH
(HH:MM:SSTER) , ZEEHEa—/LB LU
FERMa—1rbEENET (a—nHiTzor
R— MIFERENERFA)

M )79k ¢ Skill_Group_Interval.HoldTime

% xthix # 2 27 72 L (% Not Active) AFX NI N—TNOT—V x> hDH B, BIfE
ZATEATHoTELT, a—LVERITF AT &
T AN R TETVWDLT—V = b D
N—t T —

EH Y ¢ Skill Group Interval. AvailTime /

Skill Group_Interval.LoggedOnTime

% £z {1k (% Not Ready) T—Ux ) NRZERARIETH - IZHFF D,
=0/ a5 T = e o G VAV LN g WY 1
WHIZKT 8 —t T —,

7% ¢ Skill_Group_Interval.NotReadyTime /
Skill Group_Interval.LoggedOnTime
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B ~V7zSLRELIL—T-BELT4—LE

HhSL (T4—ILEK)

BLL

% R (% Active)

AX N T N—TNOTZ—Vxr hDH L, Z[E
B AT THEEEIT > TWAD, WTERO@EE
FREECH DT — )y FONR—F T —,

BT

(Skill Group_Skill Group_Interval. TalkingInTime
+ Skill Group_Skill Group Interval. TalkingOutTime
+

Skill Group Skill Group Interval. TalkingOtherTime
+

Skill Group.Skill Group Interval. TalkingAutoOutTime
+

Skill Group.Skill Group Interval TalkingPreviewTime
+

Skill Group.Skill Group Interval. TalkingReserveTime)
/Skill Group_Skill Group_Interval.LoggedOnTime

% PR+ (% Hold)

T—V = FAREIREEE T —FHF RAE T
boTe KD, v 7 A UM E 23 A o Z—
DN T PN TFIZRT B8 — T —
M 515 - (Skill_Group Interval. HoldTime /

Skill Group_Interval.LoggedOnTime)

% THIE (% Reserved)

T—V = PR TRIEHARFE TEEZ LT
WFfE D, v 7 A R £ 723 A v =D
THNPENTIIH T o =T =
BT
(Skill_Group_Interval.ReservedStateTime /

Skill Group_Interval.LoggedOnTime).

% 1% ALEE (% Wrap Up)

TV MRZEFEa—VEITRET LD
% OBNBREETH > 72 O, v 74 5
FIIA L F =N OWT NN TR S
N—t o T7—,

M 51k ¢ (Skill_Group_Interval. WorkReady Time

+ Skill_Group_Interval. WorkNotReadyTime) /
Skill Group_Interval.LoggedOnTime

®ARF 2 — (Max Queued)

ZOMBOMOZDa—NZ AT DX 2—HND
R =

BT

Skill Group_Interval.RouterMaxCallsQueued
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Jrivarxa—wEEsh-BE ||

HhSL (T4—ILEK)

BLL

e = — (Longest Queued)

Z OB a— D (FEE, W& L)
SND FE TITHFFOMEDN B > T e R RFH,
WG

Skill Group_Interval.RouterMaxCallWaitTime

AbandonRingCalls

Tz N ONETIFOH LT 2 RIS
ENTZAXIL T )—TF~D ACD 22— /LD 4G
B, O, I ARG SR L X ITHN
LET,

575 + Skill Group_Interval. AbandonRingCalls

CallsAnswered

LAR—h A Z— LI ZDAF )L T —
FICHEEMT bR —Y = Mk > TR
Shlca—, ZoOfEIE PGIZL > TRE
SINFET, INEFEINTZa—LOITIE., L
=)L EZEELDONBRET—VIZIT N E ENE
T, ZOEX. I ADINE I & ZITEm
LET,

HI 55 ¢ Skill Group_Interval.CallsAnswered

LR— Y —  FAXN I N—THOI~ ) = REDOLR— DY~ —R3d0 3, +
~ U —4TIZ1X. RouterMaxCallsQueued & RouterQueueCalls D KN F R SVE T, FEMIZ DN T
X, LAR— FOERTT, (135—Y) Z2ZRLTEIN,

LT AL 2 —BEIEES - BE

TV ay X a—HEENISE SR EER LT,

V=T 4 > 7T) BIFEDBIES D50, —K

7SR, BREZFOHFRMELZHBELET, 20T FL— O AEREINS LER— NI,
£ Vary Fa—ZoO0WT, LiR— MIFRNOE % DA 2 Z— BT BRSNS L O
RS, A v 2 — LT 0= —TCHFRREINET,

JITV)—: ZOLVHR— b OT—XE, T—FX—RA 7 —nblEkSNET,
Ea—: ZOVLR—=FMEATEZ2DEEZY v K 2= T,

BYRF: Ly Pay Fa—

T—RERRT DT —EIR—RRFX—T T7—TL:

* Attribute
* Bucket_Intervals

* Precision_Queue
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TLiary Xa—KELELM-BE

* Router Queue Interval

« Skill_Group_Interval

TLooay xa—ME/MEIT-BET)Y K Ea—OFARRELET 4 —ILF
ZOVR—= N THM AR T 4 =/ RIZiL, BUED T 4 —/L RE LTT 7 40 F TR END
T4 EREENET, ZOT T L— FOXOMOFIM TR 7 —/L FIE, http://
WWW.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-enterprise/
products-technical-reference-listhtml @ [ Database Schema Handbook for Cisco Unified Contact Center
Enterprise] \ZFHI ST 5 X 512 Skill Group Interval 7— 7 /L & Bucket Intervals 7 — 7 /L'7)»

BATIIET,
WD 7 4 —/v KX Skill_Group Interval 7— 7 /L HEGF SV E T,

* DEREHE (Ans Wait Time) ] @ 38575 © Skill_Group_Interval. AnswerWaitTime

Ny b A FZ—sLID (BucketntervallD) ] : 3 7% : Skill Group_Interval BucketIntervallD

* [AL#f = —/L (Calls Handled) ] : 38 HJ5¢ @ Skill_Group_Interval.CallsHandled

*[AF Z—4w N ID (Skill Target ID) ] : EH 1% @ Skill_Group_Interval.Skill TargetID

*[F = —WNHEERIE (DelayQAban) ] : 51k @ Skill Group Interval.RouterDelayQAbandTime

*[v—# a—jEE (Router Calls Aban) ] : EH J7¥s ¢

Skill Group_Interval.RouterCallsAbandToAgent +Skill Group Interval.RouterCallsAbandQ

WOFIFHAIEE” ¢ —/L RiX Bucket_Intervals 7 — 7 /LSS L £ 77,

[-f > % —7311 (Interval 1) ]~ [f % —23L10 (Interval 10) ] : EH FH¥%: -
Bucket_Intervals.IntervalUpperBound1 - IntervalUpperBound9 (UpperBound9 X ¥ K&\ 1 > &% — 31
T10FHDOA 2 —r U0 £7)

TPy Xa—WENMNERT-BEIT )Y FEL—DBREND I 4—ILK
RED7 =1V KiZ, Abv 7 T07 b= bAERENALVER—MIT 74V N TEREND

74— RETY,

ARy Y T —RMNIT 74/ b TREINTWDIEE (E0b4) WCBIED T 4 —/L KER
LET,

AL (T4—ILEK) iER

7LV ay % a— (Precision Queue) T VarFa—DT A —T T4 AL LT

LyYay ®a—ID,

I J77k : Precision_Queue.EnterpriseName 33 2
X Precision_Queue.PrecisionQueuelD
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Jrivarxa—wEEsh-BE ||

HhSL (T4—ILEK)

BLL

Bt (Attributes)

T VarF¥Fa—ERNTHERAINS B
LAR— M2, RSN TV BIEO RN
SNFET,

HBEF (DateTime)

LR— b A v & —r L OBRGE A,
7% Router Queue Interval.DateTime

ASA

HATININEIND ETICRIEZ DT 2 —CFHF
ML=V T A7 by 7 THORHLE
Tol-KM %, IRESNIZ A7 OB THRE L
THEH SN FHISEREE (HH:MM:SS 2
X) .

W

Skl Group Trkerval AnswerWaitTimeSkil Group Tnerval CallsAnswered

A4 >3 —/\)L1 (Intervall) ~ 4 >4 —/\)L 10 (Interval 10)

A > Z—3L (Interval)

e R U RSP N SR ST B

M 515 Bucket Interval.UpperBoundl (~
9) o

2 (Answered)

ZDA Z =NV DOMINE S —rd
.

i H J5%: : RouterQueuelnterval. AnsIntervall (~
10) .

Jiz3#E (Abandoned)

DA U E—VLOMICRES N —LD
.

L J79% © RouterQueuelnterval. AbandInterval l
(~10) .

WK 2—/LF 2 — (MaxCallsQueued)

ZOMMBEOBDZDAFIN T I—FDF 2—HN
DK a— ¥,

BT
Skill Group_Interval.RouterMaxCallsQueued

MaxCallWaitTime

ZOHBNIC T — AR RFEETIIEEIND F
TIZHRIE U 7 i R RE L,

BT

Skill Group_Interval.RouterMaxCallWaitTime
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B Jevavra—onx

T3y Xa—0HE=E

JLo o3

AV A

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)

Ty Vary XFa—0@RE, FIEIEOa 2 hOWEEHNT L LIk T LYY
Y Ra—nYy I OMREGRERE LE T,
TLvVay Fa—0OFEIX, A X — UL LIR— M TT,
TV ary Fa—DHMRVR— MI, BEOA L F— WD P LY RERTOTHDY
BEDA VB = SVNOBEEHFEST L2 L2 E LTIV ER A,
I — VT DA o Z— ST E TR D T ERTFRER TS, T — VA HIOA X — SV TEEL
T, I BRISET D2 L B AEETT,
JITV—: ZOLR—bOT—FE, T—FX=R 7 ) —nolERENET,
Ea—: ZOVFR—MIEHTELZDIZ7 Y v K Ea—7107TT,
TIL—Tt : ZOLVER—ME, L Vary Fa—4 T/ A—FbENnET,
EYREL: Lo vay Fa—
T—AERERT BT IRN—RXRFX—T 7—TL:
* Attribute
* Precision_Queue

* Router Queue Interval

X A—DHE-£ET4—ILET)y FEL—OFARGELZI4—ILEF

ZOVAR—=MTHMARER T =L FIZiZ, BHEOT7 4=V FE LTT 74/ b TRREND
T4V RBREENET, ZOLFR— FDOZOMOFIHAEER T ¢ —/L KX, http://www.cisco.com/
c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-technical-reference-list.html
® [Database Schema Handbook for Cisco Unified Contact Center Enterprise] Tl Ei T % XK 9
1Z. Router Queue Interval 7 —7 /L HEH I E T,

XA —DHE-£T4—ILET)Y FE2L—DEREDIT 4 —IL K
HEDTZ7 40—V KX, Abv 7 707 — I BERENDLVER—MIT 74V N TEREND
74—V RTT,

AN T L —=NMNMIT 7/ N TRHRBINTHAIE (EnbE) 12, BED 7 4 —/L K&LL
TR LET,

[A—/3—7 11— (Overflow) |EBILO[AFx v 7 (Skipped) ]IZKD FIEIZEET 572D, AT v
Z10 TIHEAENT @S ATy 7RhVERTA) . FORED, LAR—FDRT v 710 1213 FE
RENFEHR A,


http://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-technical-reference-list.html
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Jryvavxa-sEorursyy I}

HhSL (T4—ILEK)

BLL

7L Y ay ¥ a— (Precision Queue)

TLiVarXa—DT B =T T4 XL
LvYay Fa—ID,

I J577k : Precision_Queue.EnterpriseName 33
X Precision_Queue.PrecisionQueuelD

JBIE (Attributes)

FLvVara—ERENTHERIND BN,
LaR— MZiZ, HEHINTWBEMEDO AR NER
INFET,

HH# (DateTime)

VAR— bk A 2 —r L DOBRLE A IF,
59 - Router Queue Interval DateTime

FIE1 (Step1) ~FIE 10 (Step 10)

Zfgar %7 kb (Offered)

ZOFIHETZE I NIz a—LOH,
715 Router Queue Interval OfferedStep(n)

2 (Answered)

IOV arFa—TREINZTITO
A—=DHH, ZOFIETIEE SN —LO

INZ
= pBlo

575 Router_Queue Interval. AnsStep(n)

PrecisionQueueChart

ZHETLv Y ar Fa—DORO R F
Ty LiR— b ~DY 7 TT, GOV T
X, Ly Var Fa—EORI L E T,
(149 ~—2) ML TIZEW,

TJLooarxa—EQORYILEFDY

T Vary XFa—PRORI L FTL LiR— NI, 7Ly Par Fa—4 Lty B
T4 NZ) T ENET, IS ELITIONTEDOA o Z—r LT 0IZ, Ly yaryXa—
DEFETIEINT-a—NDONN—2 T =0, B THES S 7R RENET,

Y gk s nizA—t o5y —o XM E R LE T,

A B =V EDREDTZD, 1 ODOFNETIEE SN/~ T =0 100% % @i 556
NHVET, Tt BDEIA U F— LTI BN —VICHT D IRERB DA X —30 T

RHZELHDHNETT,

HEOT L Vay Fa—%BINTH L, IREINT/NN— T =R 200% FTREL 7258

BbbHY ET,
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B Lvivavxai—oro8—nL-274—0LFK

Ly VarFa—NRORINLE T LR— ME, BEOA X — VT2 b Ly RETR
TOTHY, FFEDA X —VNOBEZRESTHZ L2 HE LTIV ERA,

JITV—: ZOLR—bDOT—FE, T—FX=R 7 ) —nolERENET,
Ea—: ZOLVFR— ML, HAETEZZ 7 Ba—Lrdbo £HA,
EYRE: Ly Vg Fa—
T—AERERT DT IR—RXRFX—T 7—TL:

* Precision_Queue

* Router Queue Interval

JLrilarxa—0AVE—nNIL-28T74—J)LF

Ty Vary Fa—ORT =< ABIOAY v 7 EFHET 5I2F. ZOLFR—MEEHLE
T, FLeParFa—DArZ— LT, T Vgl Fa—T L O SEHE, QLR
DarHy b, BEOT—Y = MRRERMZ EOEERBFHERZRMELEST, L Ua v
Xa—DA U HE—rL LR— NIRRT 7250 ZAF /N T A—FREEICHEY LET,

JIT)—: ZOVHR—=FOT—=HF, T—FR_X=A 72 ) —=)pofFR S ET,
Ea—: ZOVR—MUEMTEL20I7Y v R E2—7EF T,
TL—T: ZOLVER—FE, Lo Par Fa—4To/A—FLEnET,
BURE: 7Ly vay Fa—
T—REBRRT BT —IN—RRF—T T—T)L:

* Attribute

* Precision_Queue

* Router Queue Interval

+ Skill_Group Interval

TJLooarxa—mDA 3 —NIL-274—)ILKJ)Yy RFEL—DBED D 41—
JLF

HEDTZ7 40—V KX, Abv 7 707 — I BEREINDLVER—MIT 74V N TEREND
74—V RTE,

ARy TUTL—RIT 74V FTRESNLTWSIE (b)) I8, BEDOT 1 —V RaL
TR LET,
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JLivavxa-—nrsvs—nL-274—LF |}

HhSL (T4—ILEK)

BLL

7L Y ay ¥ a— (Precision Queue)

T—x LV g R a—DT R —
TIA X4,

I J77k : Precision_Queue.EnterpriseName

JBIE (Attributes)

T Varda—ERNTERINS B,
LaR— M2, BRI TW D EEO RN
ShEd,

A B (Date Time)

BIRL7ATOT —Z O HIE,
595 - Router Queue Interval DateTime

Fa—A 7 a—% (Calls Queued)

)79 - Router Queue Interval.QueueCalls

ASA

AT PINEESND ETICREENF 2 — CfF
ML=V T A7 by P THORHLE
1T %, IREESNZZ A7 OB THRE L
THHEND T LIV a v % a—DFH gy
M (HH:MM:SS £

HI Y% ¢ Skill Group Interval. AnswerWaitTime
/Skill_Group_Interval.CallsAnswered

H—ERX LA

H—E R L~L (Service Level)

FDALUHE =D —E R LYV DR
HanrEzH—rvx LyL 2 A7,

)79 - Router Queue Interval.ServiceLevel

SL N2 (SL Ans)

ERIOA 2=V LY Fa—
WX a—A T ENT, Ty yaryFa—
=T 4 T ENTa— Lo,

L TYE

Router Queue Interval.ServiceLevelCallsOffered

SL W43 (SL Aban)

BERIDOA 2 — )LDz, Ly
Fa2—DYP—EZXAL~YULD L X VMENTHIES
Nz a—Lrof,

HH T

Router Queue_Interval.ServiceLevelCallsAband

5T 4 X% (Completed Tasks)
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B Lvivavxai—oro8—nL-274—0LFK

HhSL (T4—ILEK)

BLL

&5t (Total)

A UE—=IN)VDEICZ DT LY g Fa—|Z
Lo TRHET LIEH AT DOEF,

7Y% ¢ (Skill_Group_Interval.CallsHandled +
Skill Group_Interval.RouterCallsAbandQ

+Skill Group Interval. AbandonRingCalls

+Skill Group Interval.RedirectNoAnswer)

HFE (Aban)

EEOLEES., =—xr NOBIEDIEORH &N
TWAMICHEE N a— L OAEHE,
TR OSGAE, ==V MZEID ETHR
ERT— MRINATARNCHE SN
AT DEFHR,

595 - Router Queue Interval.CallsAbandQ +
Skill Group_Interval. AbandonRingCalls

RONA

ERIOA H— VORI, Ly Yay
Fa—DP—ERA LD LEVVENTIHE S
Nieholeledlc ) XAV T FERza—1o
%,

B

Skill Group_Interval.RedirectNoAnsCalls

L (Handled)

A B =2V a— A T EINTE T
VarFa—NHNOZ—r RSELTHD
SET LIEERa— V0K,

M J71% ¢ Skill_Group_Interval.CallsHandled

AHT

AUE—=NVDOMIZ, Ty VarFa—DH
AT HENZ BN T 2=V = RREC LY
I

TR T 0 — v FTY, EHGE
(Skill_Group_Interval.HandledCallsTime /

Skill Group_Interval.CallsHandled)

VT T 4 TR (AAT)

IO LIV arFa—lXEESNZE AT D
LT 0T 4 TR (HH:MM:SS 2
BT

Skill Group_Interval.HandledCallsTalkTime /
Skill Group_Interval.CallsHandled
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JLivavxa-—nrsvs—nL-274—LF |}

HhSL (T4—ILEK)

BLL

REPHIE (Aban Hold)

Ty Vay Fa—~BEniF AT D)
H, ==V FOREIRIE E 71T R R
BIZLTWAMICHESINTF A7 D, ZD
fEIX, =AD& ITEmL £7,

5% ¢« Skill Group_Interval. AbandonHoldCalls

#i33%521% (Trans In)

A HE—=VLDOMIZ, ZOT Ly Var Fa—
(ZHAIE ST 3 — /L DALPRIZ =0 S U7 IRgfH]
(HH:MM:SS B30

BT

Skill Group_Interval. TransferInCallsTime

#535%15  (Trans Out)

A BE—=LDORINT, 2O —T = FRBID
TV hERRT LUV a v Fa—iiRk
LIeZ A7 O, ZOITIE, 2> dT 4
TA—ARNFTERNET, THN—ADZOH
. A=V OEEENTE T T EEHINET,
BT

Skill Group Interval. TransferredOutCalls +

Skill Group_Interval NetTransferredOutCalls

Fi%1E  (Ext Out)

FTIFN DT LTV arXa—DBE  FD
AU E—=INLORNZ, == = R DS
Wa—nzm L7EE, v—T7 1T o7
VarXxa—DE  FOA L H =L DM
12, ==V =2 RBMIRT A ATk L CHisE
F IS A B Lz EE,

)79 ¢ Skill Group Interval. AgentOutCalls

I—2 x> MKRERFRE (Agent State Time)

777 4 7 W5 (Active Time)

FOAE—INVORIZ, T VarFa—
DT—T x> NIRT I T 4 TIRRETH - 725
(HH:MM:SS E=0)

7% ¢ Skill Group_Interval. TalkTime

{2 (Hold Time)

IOV arFa—NTT—V=r MR
BORAE £ 7 13— B IR EE T H - 72 A EHIERE
(HH:MM:SSTER) , S 5 EEE 2 —/1 3 LU
EREa—LbEENET (- Uz oL
R— MIERRENEREA)

L J79% ¢ Skill_Group_Interval.HoldTime
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B Lvivavxai—oro8—nL-274—0LFK

HhSL (T4—ILEK)

BLL

7 7 4 i (Log On Duration)

TV MR ZDAFN T N—TZa A
LT Toiikfelsi] (HH:MM:SS 50)
7% ¢ Skill Group_Interval.LoggedOnTime

% kIhsZ A 7 72 L (% Not Active)

T =V MRFET T 4 TR T TSR AT
RERRE CTH o T, v 7 VI35
N—t T =V, ZOT7 4=V NIZTXTDT
Ly Yary Fa—lCHAINET,
SAUEH T ¢ = RO, ST

Skill Group_Interval.AvailTime /

Skill Group_Interval.LoggedOnTime

% 152451k (% Not Ready)

T—V = FRZERAIRETH > TRFH D,
=00 A 1 = el e (I eV VIR N I g WABY 552
WHIZRT A=k T =Y, ZO7 4 —L K
I R_RToF Ly var Fa—lclmfang
R

IR T o —V RT3, S

Skill Group_Interval.NotReadyTime /

Skill Group Interval.LoggedOnTime

% I (% Active)

T ROV g Fa—Ca—
JVOEFZER LT oo, v 7 A R st
TEHEIR—FT—,

THUFRM T = R T, T
(Skill Group_Interval. TalkInTime +

Skill Group_Interval. TalkOutTime +

Skill Group_Interval. TalkOtherTime +
Skill Group_Interval. TalkAutoOutTime +
Skill Group_Interval. TalkPreviewTime +
Skill Group_Interval. TalkReserveTime) /
Skill Group_Interval.LoggedOnTime

% PR H (% Hold)

T—V ez MRV ETT X AT HARRDRRE
FlAT—FHEILREBIC L TR o, v oA
VM ETIEA v H =L OWT AN TTIC
Mt H =T,

CHUFR T 0 = R T, EH G

Skill Group_Interval.HoldTime /

Skill Group_Interval.LoggedOnTimeTime
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JLivavxa-—nrsvs—nL-274—LF |}

HhSL (T4—ILEK)

BLL

% THIF (% Reserved)

BAT B Z DT Ly VaryFa—nbRigT s
Mle=—Y = FRTRIFAIRIEL 725 TV
REI D, 1 7 A VRIS RE T B 8=k T —
¥,

ZAUTRH T = BT,

Skill Group_Interval.ReservedStateTime /

Skill Group_Interval.LoggedOnTime

% %P (% Wrap Up)

IOFVvVarFa—~OZfEa—EX
DTV arXa—nbDREEa—LDY
2, ==Y = FRIAEIREE T & o T IRFH]
D, v T FERICKT o= T =,
ZAUFEH T o — v R T, EIHAE
(Skill_Group Interval. WorkReadyTime +

Skill Group_Interval. WorkNotReadyTime) /
Skill Group_Interval.LoggedOnTime

% B2 (% Utilization)

BHirsomic, Ly yaryFa—Dz—Tx
v RBREFEE IV OERICERS LT, &
FEARETH - TeRH O — T =Y, Th
F. ==V = PRIV DOIERIZE LT
D, === MBI ANRAE T H - 72 RffH
WK o X—k T =TT,

BHTE

Skill Group_ Real Time.PercentUtilizationTo5

& a— L (Calls Ans)

FT_XTCORY 727V, 2O L
Vary Xa—TInEINT-a—1DH,

M J715 - Router_ Queue Interval.CallsAnswered

PRt cE  (Aban Ring)

BHEOEE, =—x NOBELERH S
TWAMICHEE S NIz a2 — L OEF,
HELANAOEE, =—V =2 MZEID Y THR
T — =z NBINET DENIHEES N
27 DEEEL,

AL - Skill Group_Interval. AbandonRingCalls
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AXI T N—TRENESf - BE

HhS5L (T4—ILEK) SR BA

MaxCallWaitTime I—VNRE, MEE IR T T E TS
VBN Do Tk RRM, Zidid, xy hU—
7 X2 —TORE., v—hL ¥ 2 —CORHE.
BLO=—U 2 FTOROH LEEMNE
F7,

I

Router Queue Interval. MaxCallWaitTime

AR a—/L% 2 — (MaxCallsQueued) O E—SADOMIZ DTV g
Fa—lZH L THRa—a 7 ENikKa—n
B, BEOFLVarFa— I L THRa—
Ao ENZa—=ME, IRl Fa—A T
ENEETLYVaryFa—nh vy MBI
ShET,

EH 5T - Router Queue Interval MaxCallsQueued

30X a—DAVE—NILET4—ILE Ty K Ea—DOFAREEL
24—ILF

ZOVAR—= MTHHREER T 4 —/L FIZiE, BUEDOT 4 — /L FE LTT 74 /L h TERREND
T4V EREENET, Flo, TOVR—FCHEHATEDIEEAED T ¢+ —/L NiX, http://
WWwWw.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-enterprise/
products-technical-reference-listhtml @ [ Database Schema Handbook for Cisco Unified Contact Center
Enterprise] T#BIZiL TV % KL 912, Router Queue Interval 35 & U8 Skill_Group_Interval 7 — 7 /L
MO ENET,

AXIL TIV—THREMNED T - BFE

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)

A T N— T RFENE A - JBIE VAR — ME, AF L ZL— TN THAEE DHEE S 357,
BROREE ORISR A2 FrE LE T,
JITV—: ZOLR—bOT—FE, T—FX—=R 7 ) —nolERENET,
Ea—: ZOLAR—MUEATELIDEZ Y v R E2a—7F T,
TI—T : ZOLHR— NI, AFL I A—THTTL—FlbEnTY— FShET,
BEURE: AXL T —F
T—AERERTBIT—IRN—RXAR{X—T 7—TL:
* Bucket Intervals

« Skill_Group
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zx L Fn—TnEmEsh-BE |

+ Skill_Group Interval

AXIILTIL—TRENNEST-BEJ )Y F Ea—OFBERRELI—ILE
ZDOVAR—NTRIHRER T 4 — /N RiIZiX, BIEO 7 4 — WV RELTT 74V hTEREIND
TA—IVEBREENET, ZOLER— bDOZDMOFAHAREEZR T « —IL RiZ, ROT—T D
FT—=ENANENET,

NS OFHAIRE/R 7 4 —/b RiZ, Skill Group Interval 7— 7 L HEE S E T,
* DR (Ans Wait Time) ] : 3575 : Skill Group Interval. AnswerWaitTime
[Ny b Z—sLID (BucketlntervallD) ] : % HiJ57% @ Skill_ Group_Interval.BucketIntervallD
* (B = —/v ¥ (Calls Handled) ] : 37775 : Skill Group Interval.CallsHandled
*[AF¥/NZ— > NID (Skill Target ID) ] : #HJ57% : Skill Group Interval.Skill TargetID
* [BIEX = —/4F#E (DelayQAban) ] : Skill Group Interval.CallDelayAbandTime
* [v—# 2—/VjixdE (Router Calls Aban) ] : Skill Group Interval TotalCallsAband

INBDOT 4 —/L N, http://www.cisco.com/en/US/products/sw/custcosw/ps1844/tsd products support

series_home.html (23 % [Database Schema Guide for Cisco Unified Contact Center Enterprise] |Z7t#
@ Bucket_Intervals 7— 7 /L) HEH I v E T,

[f > Z =201 1 (ntl) ]~[A > Z—23L9 (int9) ]:EHIFE:
Bucket Intervals.IntervalUpperBound] - IntervalUpperBound9

AXILITIN—THRENMNRESH-BREJ)YRFE2L—DRED I 4 —ILK
BEDE 74—V RE, ANy 7T 7L — 00 AERINTZLEAR—N Yy REa2—IZTF 7+
IR TEREND T L=V RTT, 2NHEDT 4 — L REEBETEET,

HAEDK T 4 —NV R, Ay 7 T —RMIF 740 N TERREINDIEFT (ENBEICH
MNoT) TV ANERET,

A B =) 74— /)L FORH LITEIN A~y ¥ —TF, ERLIEA L FX— L EFRRLET,

ATL (T14—ILEK) EBA
A XV T —74 (Skill Group Name) AX )N TN—T DT HE—T T X4,
M 51k ¢ Skill_Group.EnterpriseName
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B AL IL—TRERES % - BE

HhSL (T4—ILEK)

BLL

H B (Date Time)

a— )L BT A B =)L TF—ENEREN
7-HE; (MM/DD/YYYY 3 L& O HH:MM:SS 7%
) .
IR L7-HIBNO A o2 —r 28T, EIR L
& a—n 2L TOh< ) —ITRERINFE
T,

51k ¢ Skill_Group_ Interval DateTime

ASA

SEWSERER], a— VN HID AXIL T —T
Fa—o T FEITLAA IR ) — R CULE X
nNTHH, ZOa—ANNEIND ETITH
Moz, ERISERR, ZORRIL, =2 —10
BRAL v 7DOL~YLEC T HOMTHE
tF 20T, Y—EAREOEELRRE LR
£

SHUEBLI T ¢ — b T, S

Skill Group_Interval. AnswerWaitTime/

Skill Group_Interval.CallsAnswered

[ v & =30 1] G2 EE (Int 1 Ans and
Aban)

FHAZ BT 2 K O ITRE SNTRERND A
Z =30 1 F T OMOIERECE 72 13T
B, VAT AT T AN DA =01 (L8
w4, %l :00:00 - 00:08

EH 5% ¢ Skill Group Interval. AnsInterval(1) and
Skill Group_Interval. AbandInterval(1).

[ & =730 2)- B/ HUEE (Int 2 Ans and
Aban)

A E—=) T INDA U H =L 2 FTORO
B E T2 T HEE L, VAT AT 7 AL R
DA HF—rL 213308 T, # : 00:08-00:38

EHI A5 - Skill Group Interval. AnsInterval(2) and
Skill Group Interval. AbandInterval(2).

[f > &% — 30 3]- I/ ZE (Int 3 Ans and
Aban)

AU =N 2 N A =NV 3 FETOHD
IR E T IS HEENR, VAT AT 7 40 b
DA HZ—=rL31F60F (14y) T, #:
00:38 - 01:38

M 7Y% ¢ Skill Group_ Interval. Anslnterval(3) and
Skill Group_Interval. AbandInterval(3).
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zx L Fn—TnEmEsh-BE |

HhSL (T4—ILEK)

BLL

[f > =731 4]- IS ZE  (Int 4 Ans and
Aban)

AH =B IPEA L H =3 4 ETOROD
IEERCE T BN, Y AT LT 7 40 b
DA Z—=rUv 41908 (14730%) T,
%l : 01:38 - 03:08

M 51 - Skill_Group_Interval. Anslnterval(4) and
Skill Group_Interval. AbandInterval(4).

[ v & =30 5]- 52 EE (Int 5 Ans and
Aban)

A B =NN AP A HE =)L 5 EFTORO
IR E T IS HEENER, VAT AT 7 40 b
DA A=,V 5L 12080 (24y) T, #:
03:08 - 05:08

795 ¢« Skill Group Interval. AnsInterval(5) and
Skill Group_Interval. AbandInterval(5).

[f > =731 6]- I RZEE (Int 6 Ans and
Aban)

AR —=INISINHA =N 6 ETORD
IS MERCE TN, AT AT 7 AL R
DAL HE—rL 61180 (34y) T, #i:
05:08 - 08:08

M 775 ¢« Skill Group_Interval. Anslnterval(6) and
Skill Group_Interval. AbandInterval(6).

[f > =70 7]- I ZE  (Int 7 Ans and
Aban)

AU B—=r L6 InbA =L T ETOMD
ISR E T IS HEENR, VAT AT 74V b
DA HZ =L TIE300F0 (54%) T,
08:08 - 13:08

M 5% ¢ Skill_Group_Interval. Anslnterval(7) and
Skill Group_Interval. AbandInterval(7).

[ v & =30 8] I/ EE (Int 8 Ans and
Aban)

A B —=NNTINEA L H =L 8 ETORD
IR E T IS HEENER, VAT AT 7 40 b
DA H—r3L81L 6008 (104y) T, B :
13:08 - 23:08

795 ¢« Skill Group Interval. AnsInterval(8) and
Skill Group_Interval. AbandInterval(8).

[f > % — 31 9]- I/ EE (Int 9 Ans and
Aban)

A= MNHA A=) 9 FETORD
IS MERCE TN, S AT AT 7 4L R
DA L H—r3191312008 (204y) T, i :
23:08 - 43:08

M 775 ¢« Skill_Group_Interval. Anslnterval(9) and
Skill Group_Interval. AbandInterval(9).
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AXI T N—TRENESf - BE

HhSL (T4—ILEK)

BLL

>[A »Z =L 9]- INE/RFHE (> Int9 Ans and
Aban)

LR — N 0F% V BRI N OIS B E T2 13
EME (OB IO , #: >43:08

BHIJ5VE ¢ Skill Group_ Interval. AnsInterval(10)
and Skill Group Interval. AbandInterval(10).

AR —/L% 22— (MaxCallsQueued)

ZOBBOMDOZDa—nL 2 AL T DX 2 —HND
R ==

i HJ715 « Skill Group Interval fig K =t — /L% = —
(MaxCallsQueued)

MaxCallWaitTime

Z ORI 2 — U B (R & 72 1308
AL D F TITFRFOMEEN & o T Fe R R,
EH ¥ ¢ Skill Group Intervalix F 2 — /VIGE
R (MaxCallWaitTime)

Lik— bk H<)—: P~ U —F72ik, FRINER D 7 L LSRR  7 LD, A
B =)V BT ADOEF, MaxCallsQueued 35 2 O MaxCallWaitTime 7 7 A D K3FR RS ET,
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JPINEZALETA—ILKELER—T2T
L— k

VxRN Var Fa—DANRN—=V T 161 =Y
TVl Fa—-UTNEA L, 163 X—

* VxR UTNEA L, 168 NX—T

* TV FNAFNTI—T - U T VA A L (Agent Skill Group Real Time) , 171 ~X—
C TV MNREEVTAEA L TTT, 175 X—

C TV N TF—L-UTNEA L, 176 =

* TV b TR - VTS A L, 179 N

C a— ) HAT YT NEA L, 183 NX—

* Peripheral A¥ /)L Z)L—7 - U T )VH A LT 4 —)L R, 185 ~—
Ty Vary Xa—-UTNEALET —LR, 190 R—

C LI Var Fa— ATy - UT LA L, 194 N

C VAT LARE-VTIEA DL, 196 N—

NS

I—xo b Ty xa—nron—ov7

T—V2 L Var Fa—DAUNR= I, T Vary X a—NOZ—V = b
DT VT ATIRANN—= T, ZNoDOT Ly VaryFa—0BMNEEEBICERLET, =
DAL=y FITEIR T, ZOFRIZV TAEA L TOLFRINDLZ LICEELTLE
él/\o

HIY—: ZDOVLR—=F DT =L, T—F_X—R 72 —MolERSNET,
Ea—: ZOVR-MUMEHTELZDIEZ Y v F Ea—7EFTT,
GIN—T1: ZOLR—MI, =—V = MATI L= bENET,
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B oz rdLesavra—orvn—vv7

EYVRbF: == b

T—RERRT DT —EAIR—RRFX—T 7—TL:

» Agent

» Agent_Skill Group Real Time

* Attribute
¢ Person

* Precision Queue

I—Cxzo b T3y Xa—DAN—9yT 5 Yy R Ea—OFRBRRER

J4—ILF

ZDOVER— FOZEOMOFIAFHRE 7 « —/b RliE, http://www.cisco.com/c/en/us/support/
customer-collaboration/unified-contact-center-enterprise/products-technical-reference-listhtml @ [ Database
Schema Handbook for Cisco Unified Contact Center Enterprise] Tl ZILTW\5 L 91z,
Agent_Skill Group Real Time 7—7 /LD 7 4 —/L KinbLHESINET,

WRORIZHERELTLLIEEN,

[PV ar Fa— (Precision Queue) ]I, Precision Queue.EnterpriseName 7> 53 H X1

i‘@‘o

* JEME [1-n] 1% Attribute.EnterpriseName 7> 5 & H S v E 97,

I—CzohTLolavFa—DAUN—9T5 )y RKE2—QBED T 4 —

JLE

BEDT7 4 —/V KX, Ay T L— bbb AERENELER—MIT 74/ hTEREND

74—V R TT,

Abw 7 T —RMITF 74/ N TRHESNTWSLIEE (ENSA) ICBIED T 4 —/IL RaiR

L/ij‘o

HhS5L (T4—ILF)

Bl

T —Y = b4, (Agent Name)

=Tz DS,
& H 515 : Person.LastName "," Person.FirstName

7LV a ¥ =2— (Precision
Queue)

=Yy MREEMT N T LYV ay Fa—,
HH 51k : Precision_Queue.EnterpriseName

JB M (Attributes)

Lo VarFa—ERNTHERHEINSEME, LAR—
Wi, RSN TW D RHEDOANRRRSINET,

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)
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—SxzvirFa—-y7rs1ss |}

I—SxobhFa—-Y7ILEA L

T2 b Fa—-UTNAEA NI, AL TN—TF LTV ar Fa—EHatbEf
WMERELET, BHOAFARLT LIV ary Fa—%FHon—Yz 0 ME, ZOLR—FTE
NEFIZOWTOITHEANH S Z EICEBELTLEE, AFAITNL—TLTL v VarFfa—
DT I T4 ET A BIXORY v 7HEMZHEMET HI21E, ZOVAR—FEHHLET,

Ea—: ZOVR—-MMEMTEL20137Y v F E2—7F T,
JI)—: ZOVHR—=FOT—=ZF, T—FRX=Z 72 ) —=blElsnEd,
=T : ZOLVE— I, AFX N =T/ T —FbanET,
EYRF: === b
T—REBRRT BT —IN—RRF—T T—T)L:

» Agent

* Agent Real Time

» Agent Skill Group Real Time

* Attribute

* Controller Time

* Media_Routing Domain

* Person

* Precision Queue

* Reason_Code

* Service

« Skill Group

+ Skill Group Real Time

I—CzobhXa—-YTFILEALT) Yy FEA—DFBRREL T4 —IL K

ZOVAR—= MTHRREER T 4 —/L FIZiE, BUEOT 4 — /L FE LTT 74 /L h TERREND
T4V EBREERET,

ZDVER— NOZEOMOFHFHEZR 7 « —/L RIE, http://www.cisco.com/c/en/us/support/
customer-collaboration/unified-contact-center-enterprise/products-technical-reference-list. html @ [ Database
Schema Handbook for Cisco Unified Contact Center Enterprise] Tt ST\ 5 L 91,

Agent Real Time 7—7 /D7 — /L KL E&G SN E T,

RORUCHERE L T ZEN,
*[AT 47 (Media) ]i%. Media Routing Domain.EnterprisesName 7> 5 3&EH X v 7,

*[—t A4 (Service Name) ]I, Service.EnterpriseName 7> 53 H v E T,

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1)
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B = trxa—u7rsqsL

‘[T2A—T54 X4 (Enterprise Name) ]/%. Agent.EnterpriseName 7> 5 H X E 7,

I—xz b Xa—-YTFLEALT)Y FEA—DBEDI 4 —ILF
BED7 4=V KX, Abv7 T L—b0bAERENELER—MIT 74/ hTEREND

74—V K TT,

ANy T L—=RIT 74 N THREINTWAIE (EhbhA) I8, BEDOT 4 —V FE R

L/i‘j‘o

ASL (T14—ILF)

558

LY a v % a— (Precision Queue)
F71T AL ZL—F4 (Skill Group
Name)

TP ay Fa— (Precision Queue) F/oiEAF /L
7 )Vv—74%, (Skill Group Name)

[V Y ar Fa— (Precision Queue) ]Id,
Precision_Queue.EnterpriseName 7> 5 & H S v E 7,

TV FRBIEEEL TV DX A7 IZBEAT S
NTWA7LyYar b—h, =— = MIEHED
T vary—hMNirns A TEARRED, T—Vx
VRMIEZRIREIDSETCTHENDET, TOT7 44—/ K
T —HERRENEEA,

[A %)L 7 —"74% (Skill Group Name) ] i,
Skill_Group.EnterpriseName 7> &3 H S v E 5,

T—Vx Y "RBEEEL TV DX A7 ZREAT 5
NTNDRAXNL TNV—T, ==V = MIEHDAX
IV ITN—TIa A TEDHED, =— YV X
ATNREIN LB THNDET, TOT7 4 — )L RIZT—H
BFERRINEE A,

J&M (Attributes)

T vVary Fa—ERNTHERHINSEBME, LiR—
M2, FHEN TS EHEOAENERENET,

T—Y =z b4 (Agent Name)

T—y =z FOWL,

i H J7¥E : Person.LastName + ", " + Person.FirstName

TUH—TFTA X Fa— (BIfE) (Ent
Queued Now)

BEZDAXNL TV —TFERT 1L Vay Fa—IT
SLTFa—A 7T ENTNDEZ ZT DK,

HHI 55 ¢ Skill Group Real Time.RouterCallsQNow

RS (Extension)

TV hRu s A LT D NRERE S,
775 © Agent_Real Time.Extension

Jll Cisco Packaged Contact Center Enterprise L' /R— b 21—+ 774 F
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—SxzvirFa—-y7rs1ss |}

HhSL (T4—ILEK)

BLL

T— =z MIRBE (Agent State)

CDAXN TN—TFHITT L Vay Fa—HNOD
T—Vxr FOBREDORE, =—T 2 MNRE] %
ZH,

715 © Agent Skill Group Real Time.AgentState

v 74 HEE (Log On DateTime)

TV hRAFL ITA—TELET LTV
F¥a—lZnr /A Lz A, XX MM/DD/YYYY 5
L OVHH:MM:SS (. 43, #)

)75 - Agent Skill Group Real Time.DateTimeLogin

HAEDIREDO AR (Duration In Current
State)

T— = v PRBUTEDIRBEIC A2 > T Hiffats L 72 ket
(HH:MM:SS Z0)

ZAUFEH T o — v RTF, B A

DATEDIFF(seconds,

Agent Real Time.DateTimeLastStateChange, getdate())

ENRA )L =—V x> FF—F (Mobile
Agent Mode)

= MR SN TWASE— K (Unified CCE T
DHFRIINET)

C0=FNA VTR (e—A L —TV 2 kK,
1B > ACD/Unified CCE Eih £ 72135 = LSt &
A7)

Cl=a— ¢ (ERANV =V FNOEFEN
HBlEa—LZLicERENET)

2=[EERR (EAXAf NV =T RV ST A
BELTRIAST5HE, HHEOa—LORM, b
MR ESN-E TR F9)

B H1E © Agent_Real Time.PhoneType

ENRA )N ==V NEEE T
(Mobile Agent Phone#)

EANAf N 2=V b (VE-PFTEET LIV
> ) OHAEDEZEFK S, Unified CCE (2% L THOHA
HENET,

)71 - Agent Real Time.RemotePhoneNumber

il =— K (Reason Code)

NNV T2 INANBEE L, =—Y = FOFIEOR
BAROHMZ Ry a—F, ZOoa—FRERINT
WRWEEE, 0 EFRENET,

595 - Agent Skill Group Real Time.ReasonCode
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B oz rxa—u7Ls1L

HhSL (T4—ILEK)

BLL

SV7 AR~ U7X (Supv Assist
Regstd)

TV N A—IR—=RNA DT VAR AR T
TR RLEME I NE, [T (Yes) V[V z (No) ]
TRLULET,

BHI 75 - Agent Real Time.RequestedSupervisorAssist

N

BEkise (Destination)

TV MRBEEEEL TCWABT U RN H R
TDHEAT,

)77k o Agent Real Time.Destination

J518] (Direction)

T—Yxr MBI T O 23— LD I,
*NULL=72L
*0=72L
*1=71E
*2=%1F
*3=ZDOMOERE
*4=ZDMDORE/ TV AT R EL LT T

P
*5=T U MUY TR

*6=T7 UM UURF T Ea2—

T=T IR R FLTF 4T 4T /Tl Ly
7

M 75 © Agent_Real Time.Direction
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—SxzvirFa—-y7rs1ss |}

HhSL (T4—ILEK)

BLL

MRD T3A{Z7 (Avail In MRD)

T—C2 MR IZDAT AT NA—T 4 RAAL T
HAT BT ANLNDENE I DERLET,

*NO (ESHASFTHE

*YES ICM (AT 4T NV—T 47 KAAL LT
Unified ICM 23 )i 5%} AT BE

*YES APP (AF AT N—F 4T RALLTTF
U or—3 3 VDGR TRE

AT AT N—T 47 KAAL> (MRD) TOT—Y =
v N ORENFEZAZ LA L XL, ==Y R
ZDOMRD O ERZ A7 ¥12#E L THE 5T, Bl MRD
2B D EN0IAHRARAIREI X A LB L TV eV S
I, ==Y MEZED MRD DX A7 TG T& £
9, T— = b Unified ICM ZF|H fTRE72 54

Unified ICM 32 Dx—V = MIEIDW Y TEHZ ENT
EET, ==Y FAYES APPOSE, 77U r—
VarNIDT—Vxy MIFX AT EZEID S TET,

Unified ICM % F|H AT 6272555 . Unified ICM D #4753 = —
Vxl MIFATEEDYTHIENTEET,

YES APP D5, 77V r—va v ORPE—T x
MIZ AT EEHD LB THZ ENTEET,

I J57% © Agent Real Time.AvailablelnMRD

TIT 47 #AZ (Active Tasks)

T—Y 2 MOMEELTWS, ZTOARFL T L—TIT
BREAT T DI TWB X R 7 DL

B J7% o Agent Real Time.CalllnProgress

AgentSkillTargetID =— = @ SkillTargetID, SkillGroupSkillTargetID
LEBIZAFN TN—T A N—ZGHRI L ET,
M 7Y% © Agent Real Time.SkillTargetID

SkillTargetID TENOTXTOAF)L X—5y NET—EDID T

R
i )5 + Skill_Group.SkillTargetID
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B ——ozor-u7nsqs

I—x 2 b-)TFILEAL

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)

ZOLR—NME, BRLE2—V 2 NOTF— I A ERRLET, 2 —Vxr NOBEDT
FATRAFI IA—T WRiE, BLXOa—LoFaR, === MRa s A LTS R
TAT N—T 47 RAL LT EICFERENET, ==V N UTAEA DT, ==V
NG CTH AR, ==V IRFFEZIET v v hORVEY ZBIEL TWAH )7
ELBEOEA DTV 2 NOT 7T 4 BT 4 ICETAERERME L ET,

JI)—: ZOVR=FOT=ZF, T—FR_X=Z 72 ) —=pblElsnET,
Ea—: ZOLR—=RMUMEATELIDIZZ Y v R E2a—7EF T,
W=7 : ZoLFR— NI, ==V = MT/r—bshTY— SR ET,
EUVARL: ==Y =k
T—REBRRT DT —ER—RRF—I T—TL:

» Agent

* Agent Real Time

» Agent Skill Group Real Time

* Controller Time

* Media Routing Domain

* Person

* Precision_Queue

* Reason_Code

* Service

« Skill_Group

T R-YTPZILEBALA LTy KFE2L—DFARBRELZ I —ILK

ZOVR—= M THMMRER Y 4 —/L N2, BUED T 4 =L FE LTT 740 FTEREND
T4V RBREENET, ZOLER—FOZOMOFIHAEER T ¢ —/L KX, http://www.cisco.com/
c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-technical-reference-list.html
® [Database Schema Handbook for Cisco Unified Contact Center Enterprise] TS T\% XL 9
2. Agent Real Time 7—7 VD7 —)L KinH &GS E T,

ROFITEBE LT IZS W,
*[A7 47 (Media) ]i%. Media Routing Domain.EnterpriseName 7> 53 H S #1FE 97,
*[h—UE x4 (Service Name) ]I&. Service.EnterpriseName 7> 53EH I E T,

‘[T X —TF A4 X% (Enterprise Name) ]I, Skill Group.EnterpriseName 2> 5 3EH XivE 9,
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—vzobr-uyrnsqsia

I—xzb-YFZILWEZALT Y)Y RFE2A—DREDI4—ILK
WED7 4 —VRIE, Ay 7 T 7L — M BARENALVEAR—RMNIT 74V N TEREIND

74—/ T,

ALy TUT L= MIT 74V FTRESNUTODIE (o) (2, BUED 7 4 —/L KR
LET,

ASL (T14—ILF) B

T—Y = 44 (Agent Name) =V b4,

i H J77% : Person.LastName "," Person.FirstName

Ly ay Fa— (Precision Queue) F7/2iE [ LY ay Fa— (Precision Queue) | 7=
A XV T N—7 4 (Skill Group Name) X [AF¥Vv 7 v—7"4 (Skill Group Name) | &
72X [ %72 L (Not Applicable) ],

[V ¥ ar ¥ a— (Precision Queue) ]I,
Precision_Queue.EnterpriseName 7> &3 | S 41
j‘o

T—Vx MRBTEEE L TWD ¥ X 7 |2
FronTnsd Ly yvari—h, ==Y
VEMAT AT N—=T 4T RAAL L DED
A2ZATIZHEBIMUTWRWNES, 207 1 —/b
RIZ[R%% 7 L (NotApplicable) |1 & #ERSFE
T, =—Yxzr MIEEOT LV a r — b
Zn A TEDLED, ==V MNIF RS
NEDVHYTHNDLET, ZOT 4=V RIZT—
ZIIRRSNERE A,

[AX )L 7 )v—T74 (Skill Group Name) ] Id,

Skill_Group.EnterpriseName 7> 5 & H S v E 7,

TV MRBUEEEL T D X R 7 (2B
FFenTnWEAF AL I N—F =— = b
MAT 4T N—T 4T RALLDEDZ R
ZIZHEBMLTWRWESE, 207 4 —/L R
[#%%72 L (NotApplicable) ] &FE &N FET,
T—Yxr MIEEO ATV TN—TFZa T A
VTCEDLIED, ==V MIH AT NE Y
THNAET, 207 4 —)V RIZTF—&Z3Fr

ShEHEA,

JEME (Attributes) T Var¥a—ERNTERHINS B,
LaR— M, EHESN TV RO NER
ShET,

)79 ¢ Attribute. EnterpriseName
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I—Jxobh-UTLEAL

HhSL (T4—ILEK)

BLL

T—Yx ) MIRFE (AgentState)

T—Y = FOBIEDIREE,
EHI 5V - Agent Real Time.AgentState

B st (Destination)

TV NBRBEEELTCWNBET Y R
RZRIZDHEAT,

)57 - Agent Real Time.Destination

J718 (Direction)

TIT 4TI AT DI,
AN (In) Ao RTURHR
7 BREUSNDE AT IS R R
<)
*TURNRTUR (Out) CGHENERHF A7)

* Z DO (Other) GEIEHX A7 £7-13%(E
WEEZ A7)

* 7472 L (NotApplicable) (224 > LT
WAHT—Vxr R AF ) T N—TFNT
T T 4 TG E

575 © Agent Real Time.Direction

HEfE  (Duration)

T—Vx NRBITEDIRREIZ /e > ThHH %0 L
7-H5E (HH:MM:SS 1)

R T 0 — v KT, L
DATEDIFF(seconds,

Agent Real Time.DateTimeLastStateChange,
getdate())

= — K (Reason Code)

NY T =2FGNVINBRAE LT, ==Y = O]
BIOREEE OB 2R 2— R, ZOa—F
DERSNTORWERIE, 0L FRESNET,
LAR— MIBEH 2 — FE2RRT2121E, =—
Tx Y FOCTIOS T AV FRIE L CTIOS LT A
FIRELZRETDVLERHY £T, ZORE
%47 9 1Z1%. Unified ICM Configuration Manager
? Agent Desk Settings List >/ —/L & ] L £,

I 51k Agent Real Time.ReasonCode
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I—Sz Y hFRFILYIL—TF -1 F7ILRA L (AgentSkill Group Real Time) B

I—2x Y bRFILTIL—T-1) T I3 A L (Agent Skill Group Real

Time)
I_
LK

N

v

T—Vx M AR ITN—T - UTNNHEA L LER— I, BRLEAFL =T DT —Tx
YROT=TNERRFLET, TOT—T7 WL, BUEOIREE, BEDIRIED kG L T2 B,
FERA N =Tz N E—R, 2=V MRS AT AEAT AT A—TF 47 RAAL Y
WO a— V7 ED, ZEx— 2 NOBIEDOT 77 4 €7 4 ICBAT A ERBFRINET,

JI)—: ZOLR=bOT=XF, T—F_X=R 72 =blERSnET,
Ea—: ZOVFR—NMNFEHTELDIEZY v R Ea—721FTT,
GIL—T: ZOLVER—MNEI, AFNV I N—T T/ N—FbEn, =—Y= MM TY/— &N
=7,
BYRE: 2L T —F
TR ERETHT—ER—RRF—T 7—T)L:

* Agent

* Agent Real Time

» Agent Skill Group Real Time

* Controller_Time

* Media_Routing Domain

* Person

* Reason_Code

» Service

« Skill_Group

* Skill_ Group Real Time

SRRAXILIGN—T-JTFLEAL T )Yy KEL—QFAERRER T 1 —

ZOVR—= M THMMRER Y 4 —/V FIZiE, BUED T 4 =V FE LTT 740 FTERREND
TA—IVEIBEENET, TOLHR— hOZDOMOFIHAEELR T ¢ —/L RIE, http://www.cisco.com/
en/US/products/sw/custcosw/ps1844/tsd_products_support_series_home.html (23 % [ Database Schema
Guide for Cisco Unified Contact Center Enterprisel] Tl ST\ % L 912, Agent Real Time 35 &
Y Skill_Group Real Time 7—7 /L2 H A& vET,

I—CIz VbR RXLITGL—=T-YTFNLEALT)Y R EL—DBRENDI4—ILK

BED 74—V FE, Abhy 7 707 Lb— 0B AERINDLR—MIT 74 N TERREND
74—/ FTY,

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1) [ ]


http://www.cisco.com/en/US/products/sw/custcosw/ps1844/tsd_products_support_series_home.html
http://www.cisco.com/en/US/products/sw/custcosw/ps1844/tsd_products_support_series_home.html

B >z rRFLTL—TF-UTIL% A L (AgentSkill Group Real Time)

ARy T L—RIT 74V P TRHBENTWAIE (E6h) I8, BEDT 4 —/L KER

L/\i‘é—(]

HhSL (T4—ILEK)

Bl

A X)L T —74 (Skill Group Name)

BIRLIZAXIL TV —TDAX) T )—TF =
VHE—=T T A X4,
)59 ¢ Skill Group.EnterpriseName

T—Y x> b4 (Agent Name)

==V hOWEA,

B H 5V : Person.LastName +", " +
Person.FirstName

TR —T T4 X F¥a— (BFE) (EntQueued
Now)

BIEZDAFN T N—IZH L THRa—A 7
SNTNDHZ AT DE,

B TE

Skill Group Real Time.RouterCallsQNow

W5 (Extension)

T—Vxr hRr S A 2 LTV B NERETEE
%O

)75 o Agent Real Time.Extension

T—Y = MRAE (Agent State)

TDOARXN I N—TDT— x FOBIEDR

BT
Agent Skill Group Real Time.AgentState

v 7 4 HEF (Log On DateTime)

ZDAXN T N—TNTZ— = MRBITED
WRBIZ 72 o T bkl L7 I (HH:MM:SSTE
2 .

EHI 5 - Agent Real Time.DateTimeLogin

WAEDIRBEDHAM (Duration In Current State)

T—V = FRBHEDIREBIZZ > T b L
foef] (HH:MM:SS )
CHITRM T 0 —V R CF, B
DATEDIFF(seconds,

Agent Skill Group Real Time DateTimeLastStateChange,
getdate())
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I—CJz Y bRFLYTIL—TF-1) 7S A L (Agent Skill Group Real Time)

HhSL (T4—ILEK)

BLL

ENA ) =T = b EF— K (Mobile Agent
Mode)

T— 2 R L TWASE— RIIRD & B
DT (CCERVFITEAESNET) .

0=F A LTIV (B—h L o—T <
v b, BH D ACD/CCEEFE-I1TT AL
s B 2 7))

Cl=a—nT¢ (EXAf L=V bD
BEFENEE LT IS NET)

2=[EERR (EAAf L ==V bR
WolZARELTe A v T5 &, BHD
a—/)LOf, BRI SN EFI12720
F9)

M 75 Agent_Real Time.PhoneType

ENA)N == = MEFEE S (Mobile Agent
Phone#)

EFAfN 2=V b (VE—FTHEET D
T—V b)) OBREOELEE S, CCETZITIZ
FRENET,

55 © Agent Real Time RemotePhoneNumber

il = — K (Reason Code)

RY T2 I ADEEF L, =—Y =2 FOH]
FIOWREEEOHEZ/RTa— K, a2— FKQBE
HINTWRWEAIE, B Ha—FELTOR
BRINET,

HBa— Nz LAR— MIRRT DR, =—
T hOCTIOS 7 A7 REFR L CTIOS
VAMIREZ, BAa—F2RRTLHEOI
RETHMLERDHY £, ZOREZEITIIZ
¥, Unified ICM Configuration Manager @ Agent
Desk Settings List * —/L 2 L 9,

M Bk Agent Real Time.ReasonCode

SVF7 YA K~ UZ =L (Supv Assist Regstd)

TV FPRA=R=NRA P DT VAKX A
VI ZARLEENE I DA, (1T (Yes) Y[V
Wz (No) ] TRLET,

BT

Agent Real Time.RequestedSupervisorAssist

Bt (Destination)

TV NBRBEEELTCWNBET Y R
REZRIDEAT,

)77k o Agent Real Time.Destination
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B >z rRFLTL—TF-UTIL% A L (AgentSkill Group Real Time)

AL (T14—ILEK) BLL
J51f (Direction) T—Yx v MRBIEREF O 2 — /L D F A,
*NULL=72L
*0=72L
*1=1E
*2=JfE

3=FDMDERE

4=FDMDIEF/T T NRT L REAL LY
M 7L Ea2—

*5=T U RNTYRTH
=TT IR T Ea—
*T=T 0 Ty RTHIAER

EHHVE © Agent Real Time.Direction
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-y kU7 LE1L557 I}

HhS5L (T4—ILEK) SR BA

MRD T3A{Z7 (Avail In MRD) TV MRIDAT AT =T 4T K
AAUTEARAT BT ANOGNENE D DER
]\/ij—o

*NO (SHATHE)

*YES_ICM (A7 47 V=T 4 7 RAA
> C Unified ICM 235t AT BE)

*YES APP (AT AT N—T 47 RAA
YT TV = a UANERATRE)

AF 4T V=T 47 KAA> (MRD) TOD
T—Vx  FOIRRENFFZE LS D & X I1T,
T—V =z FRZED MRD O LR A7 HE
LTHEST, Bl MRD (285 5 E| VD AR A HE
IRH AT FMFLL CWRWERIE, =— Y=
MEZD MRD DX A7 IZjGxt & £9, =—
Yz MR YES ICM DA UnifiedICM 28 &
DT—Tx MIERTZEEV Y TES, =—
Y= MISYES APP DA, 7Y r— 3
VIRIDIT =Tz NMIF AT EEID Y TE
7. YES_ICM O34, Unified ICM D #73 =—
Vx MIFATEHVYBTHZENTEE
. YES APP O35, 77U r—a Dk
MNT—Txy MIFZ AT EEVETCHI LENT
xFET,

77T 47 # A7 (Active Tasks) TV IIMEEL TS, ZTOAFXNL T
=TT B TWD 2 27 DR,
HHITE
Agent_Skill Group Real Time.CallsInProgress

I—Vx 2V bREBUTILEAL TS
ZOUVR—RME, SESERT—V =y MREOT—V =2 FOBHEDORKERTHZ 7 7T,
Ea—: ZOLR— MAERTELOIEIMZ T 77210 T,
JT)—: ZOLR—-FOT—=FF, BEAT Yy 7nbERSNET,
EYVAEF: ===
T—REWMH/T BT —FIR—RADAFX—T T—T )L : Agent Real Time.AgentState
TV MREE- VT AEA LT T 7120F, ROT—ERERENET,
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B oz rF—Ln-u7LE1L

R16: T—Cc U MRE-UYTILEALATST

J4—ILF

BLl]

%451k (NotReady)

TV MIF AT HEEID Y CHZ EIETEERA,

525 (Ready)

TV MI, 2=V = N TRY by Y — TR ARIEICE
ELTWET,

Active

=V MIZ AT FlF 2= BB T,

%AEE (Wrap Up)

=Y M, a— VOB LT TWVET,

THIF (Reserved)

T—Vxr ML, I ERIFF A BRRESNTOET,

FHRa—LOEAIT. ==V FOBFENFFRHENTWS & X
FHRIFERIRIEIZ 720 F97,

T (Interrupted)

==V ME, TSN A7 O P, TS — L E
TI3X R B fE LET,

B (Unknown)

=Tz FORBIIARH T,

¥ (Hold)

TYRYYRAT vy a- VBT TV FOBE, (R
¥ (Hold) JWREEIZ—=—Y = R —/LICK L THEREND Z & &R
LET, ZhiE. 7Y MRTU U REA Y TR a—LOERPIC=—Y =
Y NERBIZT 50T,

I—Cx Vb F—L-VT7ILEA L

ZOVAR—RMIE, BRLEZ—V 2 N F—AOBEOAT—H A, BIOER Lo —V =
VR F—ANOZZ—Txr NOBEOT—Vxy NREERFERINET, =— V= FF—A
SUTNEANT, =T MIRBEY TV H A NP OFREZRAE L 928, F—LBNIER
S, IN—AEinET,

Ea—: ZOLVKR—PMNEHTELZ20DE 7Y v K Ea—710TT,
HDIY—: ZDOVLR—F DT =L, T—FZ_X—Z 72— lEREhEd,
GL—T: 2oL R—MITZA—TbEn, T2V b F—LL4 T, RIZA—/3—34

FTY—bSNET,

EYURF: ==V b F—A
TFT—RERETEHIT—ER—RARAXF—T T—TIL:

» Agent
* Agent Real Time
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I—CIV R F—L-YTILEA L .

» Agent_Skill Group Real Time
* Agent Team

» Agent_Team Member

* Media_Routing Domain

* Person

* Precision Queue

* Service

« Skill_Group

N

I—xz Vb F—L-VTLEALT)Yy K EL—OFBAREHL T4 —ILF

ZOVAR—=MTHMAEER T 4 —/L FIZiZ, BUEOT7 4=V FE LTT 74/ h TERREND
T A=V EBREENET, ZOVLER— bOZOMOFIHFTEEZR 7 4 —/L RiX, http://www.cisco.com/
c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-technical-reference-list.html
® [ Database Schema Handbook for Cisco Unified Contact Center Enterprise] TitHlZiT\5 L9

\Z. Agent Real Time 7 — 7 /L bEH I N ET,
ZOMICIRDT =T APMEH S ET,
* Agent_Team

c[Z—Y x> b F—24 (Agent Team) | 7 « —/b RiZ, Agent Team.AgentTeamID 7> 5 &
HEES,

[T TA Y A== NP ZF )L X —4 > N ID (PriSupervisor Skill TargetID) |7 4 —
JL RiX Agent_Team.PriSupervisorSkill TargetID 7> 5 & H S v E 7,

* Person
°[4 (First Name) ] I Person.FirstName 75 E H S E T,
°[# (Last Name) ]I Person.LastName 75 & H S E T,

* Media_Routing Domain

°[AT 47 (Media) ] 7 « —/V Ki% Media_Routing Domain.EnterpriseName 7> & & | X 41
£7

CH—ER
°[Y—Et A4 (Service Name) ]I%. Service.EnterpriseName 7> 5 H i FE 7,

I—Cx Vb F—L-UTFLWEALT) Y FEa—DREDI 4+ —ILF

BED 7 A=V R, Ay 7 T 7L — ML AERENDLR—MIT 74V FTEREND
74—/ T,
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B = rF—n-uy7rsqsL

ALy T L—RITF 74V N THBINTWAIEE (ENHEA) ICEHEDT 4 —/L RER
L/\i‘a—(]

AL (T4—ILE) BL)]

T—Yx b F—24 (Agent Team TV N T H—T T XL,

Name) B H 57« Agent Team.EnterpriseName

A —/3—/3A W (Supervisor) T2 N F DT TA Y 2NN W

i H J77E ¢ Person.LastName ", " Person.FirstName

T—Y =z b4 (Agent Name) =V hOWEL,

& 5515 : Person.LastName ", " Person.FirstName

7LV a s Fa— (PrecisionQueue) | LTV a v Fa—F T ARN T —T M FEITEL
FRIT AT T —T4 (Skill Group | 472 L,

Name) [V Y ar F=— (Precision Queue) ]I,

Agent Team.EnterpriseName 7> 5 & H SV E T,

T—Vxy FBRBUEEEL TV D X A7 [ ZBEA T 5
NTNWBETLarb—h, &=V NRAT 4
TN—T 4T RALLDEDHATITHEBIML T
WS, ZDO7 4 —)b RIZIE [#47%2 L (Not
Applicable) | L ERRENET, =—T = MIEKED
T vary h—hMNlul A TELRED, =TTV
VRMIEATREID B THENDET, ZOT7 44—V K
T — X IIRREINERA,

[AF )L F—T74% (Skill Group Name) ] 13,
Skill_Group.EnterpriseName 7> &3 H X9,

T—Yxy FABEEELTWD X 27 (ST 5
NTWBEAFNL IV —F, ==y NRATF AT
N—T 4T RAALLDEDHAZIZHBEIML T
WG, ZO7 4L RIS [EH2 L (Not
Applicable) ] & RRSNET, =—T = MIEKED
AFN ST BT A L TEHIW, BT |
WX AT WEN DB THNDET, 2O 44—V RIZT—
SEEFRSNEE A,

J&M: (Attributes) Ly Vary Fa—EENTHEHIND B, LR—
M2, FEHISNTWDREOHLBFERSINET,

515 Attribute. EnterpriseName

State T—x N OBIEDIRNAE,

51 - Agent Real Time.AgentState
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P X'yt SN L PN |

HhS5L (T4—ILEK) SRBA
FERT  (Duration) T—Vx FORENFEBZICEE I THO D ORI
] (HH:MM:SS E=X) .

E 515 DATEDIFF(second,
Agent Real Time.DateTimeLastStateChange, getdate())

il = — K (Reason Code) R T2IFGANLZELE, =—Y 2 FORIEIOR
BEFOHMBZ T a—F, HHa—FRAEHRERINT
WRWEEA, ZOfEiFo (o) (27220 9,

71 © Agent Real Time.ReasonCode

B st (Destination) TV PRBEFELTCVWAT Y AR R Z A
TDOEAT,

W HL 57 © Agent Real Time.Destination

7714 (Direction) T—xr MRBUELE T O 22— LD S5,
*NULL=72L

*0=72L1

*1={a

*2=%({a

*3=Z0fth

EH 5 : Agent Real Time.Direction

LR—bkHIY— 2Ty N F— AL, HA—I— A FDOH~< 1 —{T. BEOET—HD
LiR— =0 =050 F3, Mo VT, LAR— OB, (133—) 25BLTL
72 &0,

I—Cx Vb F—LREBH-UTILEA L
TV b F—LRERE, FoA T 0TV MREEOS AR L ET, BIEOT—
LTHATELZ =V = FOAKERET DITIE, ZOVAR—- 2L ET,
Ea—: ZOVKR—-PMNEATELZ20EF7Y v K Ea—715TT,
JTV—: ZOLR—=bOTFT—=FE, T—F_X=ZX 7 ) —=nblERENET,
TL—T1 : ZOVFR— MUIIA—TiEdH ) FHA, =—V = b F—ATY—FENE
kR
EYVRbF: ==V b F—A
T—RERERT DT —IRN—RXR{X—T 7—TL:
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B oo F—LREH-UTLEAL

« Agent

» Agent Real Time

* Agent Team

* Agent Team Member

* Media_Routing Domain

¢ Person

I—2z b F—LREBH-VTILEAL LR— FOFRARREL I 1 —IL K
ZOVAR—=MTHRAREER T 4 —/L FIZid, BUEDOT 4 — /L FE LTT 74/ h TERREND
T4V RBTRTEHEENET, BUED T 4 — /L RO/RMTIE, Bndh (R E) BERRE
WET, FIHFTREZR 7 4 — /L ROSRFVZIE, T —F =24 (hold_state’s &) DERRINET,
INHDOT 4 —)v ROT—ZEAFIElE, Person, Agent Team, Agent Team Member, 3O
Agent Real Time 7—7 /L C9,
COLR—FTIE. ROEBMT 4 —ILFZEFATEFES,
*[=—Y =2 b F—ALID (Agent Team ID) ] : EHi /7% : Agent Team Member.AgentTeamID
*[AT 47 (Media) ]: 3 H 1k : Media Routing Domain.EnterpriseName

*[# A7 %15 (Eligible for Task) ] : 3 J5ik : Agent Real Time.AvailablelnMRD 73 0 T& %
T—V = DN

BEDAT AT V=T 4T RAAL LT, FRATEZITRAERNHIH=—2 FOA
ﬁ@

AF AT N—F 4T RAAL LTI, ==V "BIET 7T 4 TREE (17 AN D U
MTETWAHIREE) THADIZ, X AZTHEK] RIRETITRWZ ER”H D £9,

ZhIE, ROE S R THRAELET,

CEHELNDATFT AT N—FT 4T RAAL Yy ==V "NRBESE R Z A7 OIS
1T TWBEE,

CEERATFT 4T N—F 4T FAL Y =Ty NBRBIE, A— DX A7 PUSND~
T AT 4T HATOEEEIT> TV DBEA,

A

GE) AT AT =T 4T RAAL U TIE, ==V =2 MIX¥ AT OIEENARET
b (T2 T 4 7ZIEREE) | X A0k RIREETHDZ 08B £,
it ATy varFyv b (MSC) AT AT N—T 4T RAAL
TRAETHAREERHY £, =— = FWBIEMSC ¥ 27 DVEEE1T -
TWBEHE, VAT ATHRESN TS ERZ 27 $ICET HE TlE, =—
Dy MIZ AT OZRICTHEETT,
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P X'yt SN L PN |

I—Vxo b F—LRKREH-)VTILFIALLR—FDOBRED 74 —ILEK
BEDOT 4=V, Aby 7 TUoFL— M bARENELR—MIT 74/ b TEREND

74—V RTT,

ALy T L= RIT 73V FTRHEBINTWAIEE (ENDE) ICHED T 4 —)L RER

L/ij‘o

HhSL (T4—ILF)

Bl

T—Yxr hF—214 (AgentTeam
Name)

TV b F—LDTU =TT AR,
5V - Agent Team.EnterpriseName

Z—78—/31 # (Supervisor)

F—LDTT A=Y A—r3—=3A

& H 577 : Person.LastName + ' ' + Person.FirstName

F— L6 EF (Total On Team)

fHx DF—LIREINTNDHT—V = FDOAKL,
M J71% - Count(Agent Team Member.Skill TargetID)

T—Yxr b rrA L (Agent
Logged On)

BEa 74 LTnho—2xr hd A,

575 - Agent Real Time.AgentState =0 T/ T— =
¥ FDOAE

WES - B1E (Active In)

BIEZEZ AT OEELZIToTWnWbHT—V 2 O A,

EH Y © Agent Real Time.AgentState 28 11 F721% 4 T,
Agent_Real Time.Direction 31 THHT— = b D AHL,

WEL - B (Active Out)

BUET ¥ b R4 A OfFEEEIT> TN T— Y=
NI 3

BHI 5 - Agent Real Time.AgentState 2% 11 £ 7213 4 T,
Agent Real Time.Direction32 T b — = FDAEL,

\EE - = ofth (Active Other)

BENHZ AT (AU RTHLT U MU RTH 2
WHE A7) ODEEEITHOTVWEZ—V 2 bO NS, £D
oz 27 L LTlE, =— = MEOERER A —/3—
AW ZR7RENHY FT,

)75 © Agent Real Time.AgentState 73 11 £7213 4 T,
Agent_Real Time.Direction=3 THDHT— = b DAL,
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B oo F—LREH-UTLEAL

HhSL (T4—ILEK)

BLL

(034

TRCDOT IT 47 B AT wRIRIEE 713 —REE (IR AE
L TWb=—Y = O, 1 DOX A7 R IREE
IZLTWThH, BloZR7 (arvH 2T 47 a—nk
Y)Y THFEL WA — s ME, RERETIEHY
Hh, ZOREODT—Vxr M, T_TOT 7T 474
A7 HRRIREEIC L TV ET,

515 - Agent Real Time.AgentState 73 10 £721% 12 T
bHT—V = hONK,

sthia 2 A7 72 L (Not Active)

T TF 4 TRETHLIZ— 2 PO AN, ZOWEED
T—Vxy NI, ARV EZTANDERRITETTED,
BEX AT EEEITH> TOER A,

BV - Agent Real Time.AgentState 783 £721% 14 TH
6:E"—:/\\I :/ ]\ O))\i&o

% (Wrap Up)

BAESZE R RER X OB S ZE T IREETH D
T—Vxr bONE, BB ZEARIREE X, =—
Vx MIRZRTRBROEEEITHTEY, FERETLT
BRAGH AT HZIT ANDERR TE TV RN D L L
SNTWDIRAE T, BB ZAZ IR L 1L, =— V=
VNBERATBHOEEEIToTEY, ZOEERET L
EEIRE N EZZTANLEFENATETNDLHD LR
7R ENTODHARRETT,

EH HE © Agent Real Time.AgentState 725 5 £7213 6 TH
HT—Tx FDOANE,

451l (Not Ready)

ZERTRETHLIZ—T = FOAE, ZOREDT—
Tz hE, B AL TWA DD, X RATUELT S
TAET 4 Z{ToTELT, BREBNOX AT BN TX 7
VVIRREIZH D F 9,

HHI5E - Agent Real Time.AgentState 732 THDHT=—T =
FELI2UN &

THI%  (Reserved)

BUETRIEZIREE (X 27 220 WD KL O IT@ERsh T
LIRME) THLT—V = FDOANE, ZAZIUNETLHE
T, ==V = MITPRIFAREOE ETY,

795 - Agent Real Time.AgentState 788 THHT— =
v b DANEL

L— b4 Y= AR LR — Mo~ ) —(728% 0 25, FEMICOL T LF— OB,

(13 =) Z2ZRL TSN,
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a—ns47-u7ns445 A

OA—)LBAALT-)TFILEA L

=N EA T U TNEA LT T = PBAERINTZVR— NI, 23—V XA TOEIED A
T—=HAER LET, TOLHR—FE, Fa—HNOaI—L, Fa—HNOREIT—/L, @BES M
DREERR L. BEDT I/ T A ET A DEIKDOE 2a—% a— )L X 4 THIF R LET,

JI)—: ZOVR=FOT—=ZF, T—FRX=ZX 72 ) —=blElsnE T,
Ea—: ZOLAR—RMNIEIZVy R Ea—LF =Y Ea—RbHbhET, /=Y Ea—id, BE
Fa—OHIZHDHY AT OFERLET,
BUVRbL: 2= 2 AT
T—2ERRT DT —ER—RRFx—T T—T)L:
* Call_Type
* Call_Type Real Time

A=W ABAAT-YFILEALT)Yy K EL—DFAERIRERZ T4 —IL F

ZOVR— FTHMMRER Y 4 —/L FIZIE, BUED Y 4 =V FE LTT 740 ETERREND
T A=V EBREENET, ZOLR— bOZOMOFIHFIEEZR 7 4 —/L RiX, http://www.cisco.com/
c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-technical-reference-list. html
@ [ Database Schema Handbook for Cisco Unified Contact Center Enterprise] (ZFi S TW\5 X9
IZ Call_Type Real Time 7 — 7 /Wb ASTSVET,

O—NWEAT-UTFILEIALT)Y FE2L—DRED I 4 —ILF
BEDE 74—V RiX, Abv 7T 7L — " bAERENZLVEAR—F Yy RE2—ITF 7 %
VR TRREIND T 4 —/V RTT,

BAEDE T 4 — LRI, A by T 7L —hMIT 74V N TERENDIEFT (ELSHIZNH
MHoT) ZZICYARINET,

HhIL (Z14—ILF) 5 BA
a— /L& A 74 (Call Type Name) a— )V XA TDT =TT R,
7Y% ¢ Call_Type.EnterpriseName.

W SERER (597)  (ASAS) [ELUT 5 3[R DRI RS ], BIAED 553D A
H—rVDROD, ZDa— ) H A TDOFTXTO
Z 2T DISERMOGE %, ZDOZA TDISE
WS A7 DB THRELET,
ZAUTEH T 0 — v KT, G
(Call_Type Real Time.AnswerWaitTimeTo5 /

Call Type Real Time.CallsAnsweredToS5)

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1)
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B 5147 u70814

HhSL (T4—ILEK)

BLL

VRU (FEF¥=—) (BIfE) (VRU(notQ)Now)

VRU 27 U 7" N ST E I IIFHEIRIED 2 2 7
¥, VRU (Fmr 7 FERITELT F—ER)
(ZHD I AT DEDPRRSNET,

THURRE T = R T, T

Call Type Real Time.CallsAtVRUNow -

Call Type Real Time.RouterCallsQNow

F=— (BfE)  (Queue Now)

BEX2—IZH DX AT D,
M 51k Call Type Real Time.RouterCallsQNow

T—Y = bxbinH (CCE Agent Now)

Unified CCE =— = > MIV—T 1 7 &4,
EFERTLTOWARWE A7 0¥, ZOh T A
T APINEIND LML, 2= RKT
(BILDFET ) T2 &, 4T 555, M
LLET,

EH 5 ¢ Call Type Real Time.CallsAtAgentNow

% = — (Longest Queued)

BEERLELFa—A L T ENTNBEZ R IR
X o —|ZHFE LR (HH:MM:SS 1220 .

TR T 4 — L R TE, 2ok, BUE
DA G, Z AT PF¥ 2 —|Z Ao TR
(Call_Type Real Time.RouterLongestCallQ 7> %>

Hans) aEAELTRERESET,

SL

BT 5 Mo h—ex L,
)75 ¢ Call_Type_Interval.ServiceLevelTo5

MR (547)  (HandledS)

EES5HRICHRT L, 20— %A 7 THL
SN, Zoa—i 2 A TOa— LD,

M )71 ¢ Call_Type Real Time.CallsHandledTo5

%3 (547) (Aband5)

TV EBRZELTVDLRE, BEO=—
Py MIV=T 4 TSN TWHRIC, EiT
53T IVR THEES Wiz Z 2 7 DI,
WG

Call Type Real Time.TotalCallsAbandTo5

SL MNA%EE (Aband Within SL)

BT S 3 IC—E R LV DX A < — D3R
YINIC R DRSS I 27 DL,
BHITE

Call Type Real Time.ServiceLevelAbandTo5
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Peripheral %)L S L—F -y7L816274—LF ||}

AFL (T4—ILE) A

P FE (Avg Aban) ELLSyHICEES Nz, ZOa—LZ AT D
WO (HHMMESS JE20)
TR T o — v RTY, EIHGE

Call Type Real Time.CallDelayAbandTimeToS5 /
Call Type Real Time.TotalCallsAbandTo5

LR—FHIY—: LR—FOTRTOTF—ZOHF~ U —0"H0 4, FEHIHOVNTIE, LR—
FDOEERTT, (13 —2) 2SR T ZEN,

Peripheral R X)L FIL—T - T7ILAALA LET4—IL F

Peripheral A ¥ /L 7 /L—7" D LR — MME, Fa—HNO I — LORRIBIER E, A%V I —7T
LDV TINE A LIRREHEREZFRLET, AFNVITN—TT 7T 4T ICZDLR— F&ff
HLET,

Y

G¥E) NHXX%WﬁW%°’ﬂbf7?47)2%»7”w7%ﬁﬁyﬁyX%WﬁW%fﬁ
BINTWAEEAITIE, I—A ZAF)L TV —FFFERENET A,

JTV—: ZOLR—=bDOTFT—=FE, T—F_X=RX 7 ) —nblERENET,
Ea—: ZOVFR—NMNUFEHTELDIEZ7Y v R Ea—721FTT,

TI—T : ZOLR—FE, AFL IA—FHZTTA—FbENET,
BYRE: 2L T —F

*fI59 % WebView 7> FL— b : perskg30 : IPCC XY 7 =T )b AF )L I N—T AT —H A Y
T, BEWperskg20 : ICM XU 7 =T )b AF ) T )—T RF—H X T )L

T—2EBRRT DT —AR—RRAFX—I T—TL:
* Media_Routing
« Skill_Group
* Skill_ Group Real Time

NRYTIFGLNRAFILITN—=T-VFINEALETA—ILET)y N Ea—DFA
AIRE/R 7 4 —IL K
ZOVAR—FTHMARRRR T 4 —V FiZiE, BHEDT7 4=V FE LTT 74/ hTERIRSND
T4 — LV RRREENET, ZOLFR— b@%@m@ﬂmﬁ%@74~wbi\mmwmwmmmm
c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-technical-reference-list.html
® [ Database Schema Handbook for Cisco Unified Contact Center Enterprise] Tt & T\5 L9

{Z. Skill Group Real Time 7— 7 /L7 biEH S E 9,
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RYFTSILAXILTIL—T -
DIT4—IL K

Peripheral X)L J)L—TF - Y TILAAL LET 4 —)L F

JTPILAALALET4—ILE S )y FEa—DEAE

RED7 =1V KiZ, Abv 7 707 b= bBAERENALVE—MIT 74V N TEREND
T4 —VRTT, ZNHD7 4 — )V RELEETXET,

AN T L —NIT 7/ N TRHREBINLTVD

LE7,

B (EnbH) ICREDT 41—/ RER

HhSL (T4—ILEK)

BLL]

A X )V 7 )v—"74 (Skill Group Name)

AX N T N—T DT B —T 7 ALEBLNA
X)L X —4 > b ID,

57 Skill_Group.EnterpriseName and
Skill Group.SkillTargetID

T =TT R Ha—
Now)

(Bi7E)  (EntQueued

BEF 2 —A L 7 INTNWD, ZOARF/NL T

=T D a— LD,
BT
Skill Group Real Time.RouterCallsQNow

Longest Task Q)

TR =TT R Fa—NEREX A7 (Ent

=T 4T ATF 4T TIHRbLELS Fa—lts ¥

FoTHH A7 (HHMM:SS JEX)
BT
Skill Group Real Time.RouterLongestCalllnQ

SRR (5)

(ASA 35)

BT 5 43D A F )V L —7 O A
(HH:MM:SS )

BHITE

Skill Group Real Time.AnswerWaitTimeTo5 /
Skill Group Real Time.CallsAnsweredTo5

SL N2 (Ans Within SL)

BT 5 3R D ATV 7 b—TF DG W
(HH:MM:SS )

HHITE

Skill Group Real Time.AnswerWaitTimeToS5 /
Skill Group Real Time.CallsAnsweredTo5

SL MNJi%ZE (Aban Within SL)

BT 5 BEINC AL Z NV —T DY —E A L
N LEWERTIRE Sz — L0,
BT

Skill Group Real Time.ServiceLevelCallsTo5
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Peripheral ¥ )L S L—F-y7Ls4L274—LF |

AFL (T4—ILE) A
ALBR ELT S I S e Z A 7 DL,
WG
Skill Group Real Time.CallsHandledTo5
AHT BT S 3D 5 A7 1 272 ) OF-H BRG]

(HH:MM:SS TE=R) .

BT
Skill Group Real Time.HandleCallsTimeTo5 /
Skill Group Real Time.CallsHandledTo5

n 74 (Log On)

BEAF L IA—FlcalFr LTnho—
v b, oI, =—V=zr b
THo BT N ATENCEFINE
KR

M 57k Skill_Group Real Time.LoggedOn

szt 1k (Not Ready)

AN T N—TDT—Tx DI L, ZER
ARECTHAT -V FOAKL, ZERANE
RBLX, ==Yz MR u A LTSN,
a— VBT 75 4 BT 4 BT THE LT,
I—VENBET L TERVREZRELE
7

M 51k ¢ Skill_Group Real Time.NotReady

X2 A7 72 L (Not Active)

AXNITNL—THRHOT—2 D5 EH, A%
L T N—TF I L= # R 7 DVEEE BT -
ThrWnwWT—y = DO,

575 ¢ Skill Group Real Time.Avail

I

WEL - B1E (Active In)

2XNITN—T DT~z DS L, BIEA
PN R BRI DEEEToTNDHT—T
NI &

B HHVE ¢ Skill Group Real Time.Talkingln

WEL - F(E (Active Out)

AR N T N—TDT—=2 bDILH, BET
RN Ra— L THEFOZ— 2 PO
}\i&o

7% ¢ Skill_ Group Real Time.TalkingOut
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Peripheral R )L S IL—T - Y7 NEAA LET4—LK

HhSL (T4—ILEK)

BLL

BEG - T (Active Other)

AX NI N—TDO— DY, BIEN
= (AR RTHET U AT KT
Higna—v) THGFEHFO=—Y = FDOA
.

M 57k ¢ Skill_Group Real Time.TalkingOther

WEL : HEIR{E (Active Auto Out)

AX N ITN—TFD— v DO H, BEH
BRGE (FLT 477 47) a— /L TlgEho
T—Yxr DA,

i J514 + Skill Group Real Time. TalkingAutoOut

JHEE . 1L ¥ a— (Active Preview)

AFXNITN—T DT —T x> hDH L, BIET
7R R F L a— a— L Tliah Oz —
\:/“I \‘/ ]\@)\ﬁo

AL« Skill Group Real Time.TalkingPreview

WEE 7 R REH (Active Reservation)

AX )N T N—TD—Txr DS L, BUE
T—Yx b YPR— g a— L TlEER
DT— = bDOANELL

M 1 J51% ¢ Skill Group Real Time.TalkingReserve

ST 25 ¢ TR (AAT)

BT 5 53 I O -2 @RI & 72 13 7 7 7 4
7HEH (HH:MM:SS JE)

BT

Skill Group Real Time.HandledCallsTalkTimeTo5
/ Skill_Group Real Time.CallsHandledTo5

#%AEr (Wrap Up)

TDAXNITN—TDT— 2 FDH L, B
EBIPRRRE TH D= —T = b D AEL, AL
BEIL, a—VOETHRIZZ—V = MRFELT
T 5, I IEET HEEDZ & TT, %L
HAEIToTWAT— = FOIREEIT, HALE
B FRIREEN BB B ZERTREO EH 5
MR F5,

7% ¢ Skill_ Group Real Time.WorkReady +
Skill Group Real Time.WorkNotReady
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Peripheral ¥ )L S L—F-y7Ls4L274—LF |

HhS5L (T4—ILEK) SR BA

R T_XTOT 7T 47 a— L E2RREEIC LT
Hr—Y b, FEEFAFNAL T L—TITH L
T—HEIRRRBIC2>TVnHZ—V 2 RO A
B, 1 >Oa— LA REREIZLTHTS, Jl
Da—) (2T 7 a—Lpy) Tl
L CWb—V = M, RERETIESHY
FHA, ZOREDTZ— 2 M, TRTO
TUOT 47 a—VEREIREBIZLTWET,

HH{ 515 ¢ Skill_Group_Real Time.Hold

THIWE (Reserved) ZXN I N—TDT—Lxr hD I, BIETF
FIBERIREETH D=V = FDO AL, TRIFE
R L X, ==V PRI L EHFSTE
D, ZEa—EZT RV IREZE L £
9, ZOIREEIE, Northern Meridian ACD D = —
Y MIOARBEHINET,

5T - Skill Group Real Time.ReservedAgents

ftt 2 % /L £ — (Busy Other) BfEE Y —Z2 oMk THL = —V = PO A
.

[fli A%/ B2 — (Busy Other) JIRREE X, A
UE—=LDORNC, DA F L T—TFITEY
BToHNTWDHa—LET—T = MOMLEEL
TWAHKEEZELET,

-EziE, HHr =2 MIL 1 ODOAFL
TN—TIZBNTA N7 Ra—/ L TiliRg L
N5, REHZHDO RS )L T —T\Za 74
LT, AT TI—T NS0 a— Vi30T
ANHENDEHIZLTHBEAERHY 7,
TV "NBRT 7T 4 TIREEIZ N D DI
(a—/LTCEFELIED, a3 — 2P LY T
X5D1%) . —EIT1IODAFN T N—TF D
TT, LEN->T, 20—V kN1 OD
AX )T N—TTT T 4 TIREEIZ > TV D
X, BIOAF L T —T TIIhAF )L B o—
REIZRoTND D LRI NET,

HH{J5VE ¢ Skill Group Real Time.BusyOther
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JLooay
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HhS5L (T4—ILEK) SR BA

% BfBR (% Utilization) ESES I, AF VLT N—TF D=V = b
DR E T — L OERICESC L., ZIEW
RETH- MO ANR— 7=, Zhit
T—V = bR a— L OIERITES LT K]
D, ==V = FPIZEAIREETH o 7RIS
T BHN—R T =TT,

HHITE

Skill Group Real Time.PercentUtilizationTo5

LR—bhHT)—: 2X LV I N—T2OY~ U —1THRHY £7, [%MAF/1L B2 — (% Busy
Other) JUSDTXTOT 4 — /N FICEATHE2EDOLR— DO~ —2RbH0 £,

Fa1—-UTFLNEALET4—ILE

T aryXa—-UTNAEA LA LR—NMI, BRLET LI Var Xa—DBEDAT—H
2ZERLET, ZTOLR—FI, Lo Var Fa—TL0OFa—NOa— VERRERIESR Y
DR EREL L ET,

JI)—: ZOVHE=LOT=2F, T—=F_X=Z 72 ) —=pofElRShET,
Ea—: ZOLAR—=MUEATELIDEZY v R E2a—IF T,
TW—F: ZOLVER—FE, Ly Var Fa—HTo/A—FLENET,
BURE: Lo vay Fa—
T—REREBT DT —IN—RRAF—T T—T)L:

* Attributes

* Precision_ Q Real Time

* Precision_Queue

X aA—1)TINEALET—ILES )y FEA—DFIATEERL T 4 —

ZOVR— FTHAMRER Y 4 —/L FIZIE, BUED Y 4 =V FE LTT 740 ETRREND
TA4—IVEREENET, TOLFR—FK @%@{ﬂ@%ljﬁﬁT 8727 4 —/V RiZ, http://www.cisco.com/
c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-technical-reference-list.html
® [Database Schema Handbook for Cisco Unified Contact Center Enterprise] Tl Ei T 5 XL 9
IZ, Precision Queue Real Time 7 — 7 /LD 7 4 —/L R LEN I ET,
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7. \4,

\\'/

4
\’

3z

JLivarvFxa—-yrisqsstr—nr ||

Xa—-YFNNEALETA—ILET Y Yy RFELA—DREND I 4 —IL

BAEDTZ7 4=V RiE, Abv 7 TUoFL— bbb AERENDLLR—MIT 74/ hTEREND

74—/ R TT,

AR T —RIT 74 P THEBEBEINTWAIE (L6 h) 18, BEDOT 1 —/L F&L

TR LET,

HhSL (T4—ILEF)

Bl

7L a ¥ 2— (Precision Queue)

FLiVar Fa—DTL A —TT4 X4,

L J7{k © Precision_Queue.EnterpriseName

Bt (Attributes)

T VarF¥Fa—ERNTHERAINS B
LaR— MZid, RS TWBEMED 2D FR
SNET,

7% ¢ Attribute. EnterpriseName

Fa2—A 27 (Queued Now)

BESL Y VarFa—llFa—Ar7INT
W5 o — L ¥,

M J51 : Precision_ Q Real Time.CallsQNow

KE¥=2—A 227 =2—/ (Longest Call In
Queue)

N—=T AT AT 4 T THRbEL Fa—IcL &
FoTWAz—/)L (HH:MM:SS TER) .

EH 7Y% : Precision Q Real Time.LongestCalllnQ

SENEER (5) (ASAS)

ETS M7 Ly a v % o —DOEIRE R
[Hl (HH:MM:SS F£30) .

BT
Precision_Q Real Time.AnswerWaitTimeTo5/
Precision_Q Real Time.CallsAnsweredTo5

SL M)t (Ans Within SL)

HL 55O Lviay Fa—DHh—ER
LoD LEVMERN TS S 1Lz a— L O,

BT

Precision_Q Real Time.ServiceLevelCallsAnsTo5

SL NA%ZE (Aban Within SL)

BB Ly Yary Fa—0h—E 2
LD LEWVERNTHE S N2 — v D¥,

BHITE
Precision_Q Real Time.ServiceLevelCallsAbandTo5
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TLilarvFa—-YTILEAALET—ILE

HhS5L (T4—ILEK) SR BA
4L (Handled) HT S B S =2 A7 DF,
Y

Precision Q Real Time.CallsHandledTo5

AHT

BT 5 53D 52 27 1 2d T ) OF-E BRI
(HH:MM:SS B

BT

Precision_Q_Real Time.HandleCallsTimeToS5 /

Precision_Q_Real Time.CallsHandledTo5

n 74 (Log On)

BEFLYYay Fa—iiur4r LT
T—Vxr NONE, ZoHF, =—Y = b
nartrBln 7y hTAHENCESS
WET,

)79« Precision Q Real Time.LoggedOn

szt 1k (Not Ready)

T VarFa—DT—Txr DO 5, £
ZERRETHIT—V 2 PO, [1F%E
I (NotReady) JIRHE& X, =— V= Fhdm
TAHLLTWBEN, a—WNET 7T s 7 4
EIToTELT, a— L A0HET A L T
RUREEZ R L E T,

M 51k : Precision Q Real Time.NotReady

Xhin 2 A7 72 L (Not Active)

Ly VarFa—HNOT -2 DG,
T Vg ra—llBELEX AT OIEES
B T» ThRVWT— = D A,

)75 : Precision Q Real Time.Avail

WEL - B1E (Active In)

I

L Var¥Fa—Dz—Vz D5, B
EA NG RERAT OEEEIToTNDHT—
\:/“I Ve ]\@)\ﬁzo

5« Precision Q Real Time.Talkingln

BEG - T O (Active Other)

FLiVarFa—nr—zr DL, B
FEEEEa—L (f N RTHT U T
FChina—n) CHEiFEHFO=— 2 FO
N

M 515« Precision Q Real Time.TalkingOther
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JLivarvFxa—-yrisqsstr—nr ||

HhSL (T4—ILEK)

BLL

WHT T 4 TR (AAT)

BT 5 43 W OO SRl st ) & 7138 7 7 7
7 (HH:MM:SS £

WL« (

Precision_Q Real Time.HandledCallsTalkTimeTo5
/ Precision_Q Real Time.CallsHandledToS5)

LB (Wrap Up)

IOTLIVary Fa—D—2 DD
b, BEBRLUHERECTCHLZ—V = FDOA
B, BAUF LI, a—LORETHRICD—Tx
FRFEITT D, a—VICBET HEEDZ LT
T, BUHEEZ{ToTWNDHZ—V 2 FOYREE
X, PRAVERTL 525 ARIRIE DL LER A4 52 (5 AR Ak
BOLL LN 7,

5% ¢ Precision Q Real Time.WorkReady +
Precision_Q Real Time.WorkNotReady

%8 (Hold)

TRCDOT 7T 47 a— LRI L TWn
Ho—T b, FRETLUTa a2
%L C—RpE IREEIZ /s> TNVD =— VY = > |
DN, 12D a3 —)LEREREEIZ LTV ThH,
BlOa— (2P ViT 47 a—Lipd) T
WHELTWAZ—U > NI, RERETIES
DNEFA, ZOREODT— 2 MI, TC
DT IT 47 A=)V EREIRIEIZ L TWET,

M J51k : Precision Q Real Time.Hold
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B L vavx1—279F-U7L81L4

ATL (T4—ILR) BLL
i A %)L £ — (Busy Other) BEEY—Z0MMRETHL=—V = FDA
5,

AL BEV—IREEL T, A4 X — LD
W2, o7 Ly Yar o —ZEY Y THNT
WhHa—LEm—x FOMLEL L TV A REE
ERLET,

-EziE HHrZ—T = MIL 12T LY
Tary Fa—llBWTA NN K a—T
WBaE LN, IO Ly Y a sy Fa—
e s A LT, ZOFLiVarFa—nd
DaA—NEZFANLND LI LTWEEGE
NV ET, =—Txr "RT 7T 4 TIREEIC
b0 (a— L TEELIED, a— L&Al
BLEEYVTELDIR) . —EIZT1>07 Ly
Valry¥a—0OKrTT, LR T, ZOx=—
Pz N1 oD T VLYV Fa—TT Y
T 4 TIRREIZ 72> TV B IE, BloTF Ly Y a
VX o =TI AT BV IRBEIZ Ao T
HHDOERBRINET,

595 ¢ Precision Q Real Time.BusyOther

% Bf# (% Utilization) ESTS I, AFX AN T N—T DT —T =k
DB E T A=V DIEEICES LT, ZEW
RETH - TR D N—8 T —V, T,
TV y FR A= LOMERITES L7 R
D, ==V = FPIZEAIREETH o 7RIS
R B A= T VT,

HHITE

Skill Group Real Time.PercentUtilizationTo5

Loy Fxa—XRTFYyT-YFILEA L

ZOT T L= FLERENLETL IV g Fa— AT - UTINEA L LR— ML, &
WLET Vo vay Xa—0BEORENEREINET, ZOLFR—ME, BIEX2—A 07X
NTCWDHAT T a—)VERTRTHIZD, AT T TILEA LOEREZIREL £,

HBIY—: ZDOLR—MI, T—EF_X—2 7 —"blEfEhE1,

Ea—: ZOVLKR—-MNEHATELZ2DE7Y v K Ea2—715TT,

OIN—TI : ZOLVLER—FI, FLiPary Fa—L4 T, RICATFIBEBTCIA—FbLENFE
—g—o
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Jryvavxa—z7v7-u7rsqs

BURL: Lo Vary Fa—
T—RERRT DT —EIR—RRFX—T T7—TL:
* Precision_Queue
* Precision_Queue_Step

* Precision_Q_Step Real Time

TJLilarv xa—RTYT-UFLEALT) Yy K Ea—DFATTREL T 4 —
LK
ZOVAR—=MTHHREER Y 4 —/L FIZiE, BUEDOT 4 — /L FE LTT 74/ h TRREND
T 4=V REBEENET, ZOLFR— FOZOMOFHREEL 7 « —/V Kid, http://www.cisco.com/
c/en/us/support/customer-collaboration/unified-contact-center-enterprise/products-technical-reference-list.html

® [ Database Schema Handbook for Cisco Unified Contact Center Enterprise] TitBH ST\ 5 L9
2. Precision_Q Step Real Time 7— 7 /LD 7 4 —/L R HEH I ET,

T3y Fa—RFYT-UFPILEALT)Y R EL—DREND I 4 —ILK
BIEOT7 4 —VRiE, Ay 7 T 7L — M BARENALVEAR—MNIT 74V N THEREIND
7 4 —)L R T1,

ANl T L —RIT 74V P THBEBENTWAIE (16 h) I8, BEDOT —/L RE&L
TR LET,

AL (T4—ILE) BLl]

7LV a ¥ a— (Precision Queue) T Var¥a—DT A —TTA AL ET
Lvvay ¥a—1ID,

M F1k : Precision_Queue.EnterpriseName 33 &
O Precision_Queue.PrecisionQueuelD

FIE (Step) Ly Vary Fa— ATy IR LT—ED
ITEERTIER, NI 7I74~) F—7C
_a—o
BHHE

Precision_Queue_Step.PrecisionQueueStepID

/Ao — b (AgentsLoggedln) |2 D7 Ly Vay Fa— ATy TRIF Y
LTWbH=—x FDOAEL

BHITE
Precision_Q_Step Real Time.AgentsLoggedIn
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B x7um8-U7LEML

HhSL (T4—ILEK)

BLL

fEFATRE/R=— = > | (Agents Available)

TOFLYVarXa— AT v THEL RS
TVt e e — = o h o AKL,

WG
Precision_ Q Step Real Time.AgentsAvailable

SIS AT =Y = > b ORISR (LAA

Time)

RICEREINL ==V = FBXISARETH 5
RFRI DR &

BHITE
Precision_Q_Step Real Time.NextAvailAgent

¥ 2 —WND = —/L (Call in Queue)

TOFLIVar Fa— ATy TDF 2 —WN
D a— )L DI,

BT
Precision_Q Step Real Time.CallsInQueue

PR 2—A 7 a— LEEH (Avg Calls in
Queue Time)

TOFLYVar Fa— AT v FOFHF 2 —
REfH,

BT
Precision_ Q Step Real Time.AvgCallsInQueueTime

¥ =2 —A 227 32—, (Longest Call In
Queue)

TOTLIVarFa— AT v TDOXa2—N
DEEa—NDOEA LAR T,

WG
Precision Q Step Real Time.LongestCalllnQueue

VATLBE-)TILEA L

VAT ARE-VTNEA L LR— NI, VAT LALEORE (BN 2FrLET, Z0F—
TN, VAT ADOF v VT | HEEETEH, KPI (EERT p—~v AEEE) 2R LET,

HIY—: ZDOVLHR—=F DT —HE, T—FX—=R 72 —MoERESNET,
Ea—: ZOLKR—-HMNEHATEZ2DEF3ISDDI ) vy KR Ea—E 1 O0F =Y Ea—7T1,
HIW—T : ZOLER—FMI ICM A LV AX LA T B —TF 54 R4 T L—FbEnE T,

fBEYR b :ICRAVAH A

F—AEREBETDET—AER—RARAXT—T T—TIL:

* System_Capacity Real Time
+ ICR_Instance

* Controller Time
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FEIN-T ML IW PN |

* Congestion_Control

VRATLBE-VTFNEALT )Y FEA—BLUVS =Y Ea—OFATRELZ T 4 —IL F
ZOVR=bDZY v KN Ea—THMAERY =L FIZiE, SHEOT 4=V FELTT 741
FCERSND T 4=V FRTRNTHENET, ZOLR— FOZOMOFIMATRER T 4 —/L F
IX. http://www.cisco.com/en/US/products/sw/custcosw/ps1844/tsd_products_support_series_home.html (Z
& % [Database Schema Guide for Cisco Unified Contact Center Enterprisel] Tt T\ 5 L 912,
System_Capacity Real time 7— 7 /L) HEFEA ST SIVET,

Z DL AR— MIIIFIHATEE 72 £ O 7 ¢+ —/L R ICRInstancelD 28 1 D& ) £9, Z D7 4 —/L R
I% System_Capacity Real Time.ICRInstancelD 753 H XL, A > A ¥ A [EHA ORI T7,

JUy RbEa—¢r—vY bva—%fiicExd, Uy FEa—I3ROD LB TT,
* [E#E{E#E (Congestion Information) ]: U 7 /L& A A CTHEEEOZEMEZ R R L ET,
C[FEENT g —~  AFHFERE  (Key Performance Indicators) ]: U 7 /L4 A A TEREDOF M %
FRLET,
C[VAT AEE- VT NHA L (System Capacity Real Time) ]: U 7 /L ¥ A A THEIER LV
AT LEEDOFHMER R LET,

= B a—|2 [BAEDIERG . (Current Rejection Percentage) | B2 —23% 1 | BIEDOHELGE %
FKRLET,

SRATFLBRELR—F Ea—0DREDITI4—ILK

BED7 4=V FiE, Ay 7 707 b — b bAERENDLR—MIT 74V N TERREND
74—V RTT, INHEDT7 44—V REERETEET, Abhy 7 To71L—NIT 74/ hTH
EINTWDIE (Enbf) I, BIfEO 7 4 — NV RERLET,

Hh5L (Z4—ILEF) |iREA
SIS R T LIER

ICMA Y AR AT | )= ROZ U E =TT X4, ZO/HRNTT 2 =TT A4 ZANOF T
=T T4 24 (ICM | D/ — FT-ETHLMLERDHY £,
Instance Enterprise M 575 ICR Instance.EnterpriseName

Name)
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B x7um8-U7LEML

HhSL (T4—I)LEF) |i=BH

BB S A 7 ICM/CCE BFR X A 7, ZD7 4 —/L ROMEIZIZLLF RS 0 £,
(Deployment Type) « eF5iE (Not Specified)

« UCCE 12000 Agents Router/Logger

* UCCE 8000 Agents Router/Logger

* UCCE 4000 Agents Rogger

* UCCE 450 Agents Progger

* HCS-CC 1000 Agents

* HCS-CC 500 Agents

* ICM Rogger

* ICM Router/Logger

* NAM

* NAM Rogger

« Contact Director

775 « Congestion_Control.DeploymentType

AEE (Date Time) BIRLIATOT—Z OAFE (YYYY/MM/DD 3 X O'HH:MM:SS )
5% ¢ System Capacity Real Time.DateTime

BRERIEH
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VATLBE-YTIEAL

HhSL (T4—ILEK)

BLL

BIAE DHEEE L ~L
(Current Congestion
Level)

VAT AOBIEDEEIEE— NIZiX, LTFAHY £,
* EEE72 L (No Congestion) = #EEEN 72 VIER REMEE— R,
*LoUL 1 (Level 1) =H#E#EE— RN L~UL 1 TT,
*LoUL 2 (Level 2) =HEHEE— R L~UL 2 TF,

* LUL 3 (Level 3) =HEEE— RN L1 3 T,

ZO7 4=/ RIZiE, LFOLEWERARESNET,

* [fE#%72 L (NoCongestion) ] D&, [
74—/ K3 [k (Green) 112720 £7,

(Background Color) ]

[LoUb 1 (Levell) 1OBE. [
VR [ (Yellow) 112720 £7,

(L2 (Level2) JO%BE. [
VR [ (Yellow) 112720 9,

[V 3 (Level3) 1OFA. [ (Background Color) |7 4 —
VR [IR (Red) 112720 £9,

(Background Color) |7 1 —

(Background Color) |7 1 —

B H{ 55 ¢ System Capacity Real Time.CurrentCongestionLevel

BIEDOHEL 3 (Current
Rejection Percentage)

AL, BUEOREEE L ~LIC S o — UIERE T,
* [ig#%72 L (No Congestion) ] DHA. HEERIZ0% TI,
‘[l (Level 1) JO%G, EHIT 10 T,
*[Lb2 (Level2) 1 OHE, EHHRIT30% T,
*[LUr 3 (Level 3) 1 D&E. HEEFRITER = — /RIS LT 30
% /15 100 % £ TEB L ET,

EHIHVE ¢ System Capacity Real Time.RejectionPercentage

BUE DR L~V OFf
foe 101 M (HH:MM:SS)

(Current Congestion
Level Duration In

LyL0 (lEiEZ L) AT, BAEOEEL VBTV AT LD
FrgebE], HH:MM:SS B CER SN FEzT,

ZAUTEH T 0 —v RTF, 7L © DATEDIFF(minutes,
System_Capacity Real Time.DateTimeCurrentLevel,

HH:MM:SS) Controller Time.NowTime)

TEIEERF R (HH:MM:SS) | TEIEIZ 72 > T B4 LR (HH:MM:SSTER) , BIfEOfFEE L~ L
(Congested Duration In | 25 L~)L 0 (§FiE72 L) OHA. ZOfEHIZ0 TI,

HH:MM:SS)

ZHUTEM T 0 —v KT, EH 7% © DATEDIFF(minutes,
System_Capacity Real Time.DateTimeCongested, Controller Time.NowTime)
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E-UTILEAL

HhSL (T4—ILEK)

BLL

Ll 1 Bk CPS
(Levell Onset CPS)

fEiE L~ 1 OBt — A BuEy (CPS) DIRE,
B H 5V ;- System Capacity Real Time.Levell Onset

L~ 1 #T CPS
(Levell Abatement
CPS)

HREE L ~UL 1 O T CPS OIRIE,

B HI 5V ¢ System Capacity Real Time.Levell Abatement

L~UL 1 Bl & T
(Levell Reduction)

B 2GR
B HI 5V ¢ System Capacity Real Time.LevellReduction

REE L ~UL 1 O a— LR

Ll 2 Bk CPS
(Level2 Onset CPS)

HEEE L ~UL 2 D4R CPS DIRIE,
M 51k System_Capacity Real Time.Level2Onset

LUL 2 #£°T CPS

HEEE L ~UL 2 DT CPS DHIE,

C;LSVGIZ Abatement M J51%  System Capacity Real Time.Level2Abatement
LL 2 gl &R BEEE L ~UL 2 D 2 — LRI T IR

(Level2 Reduction)

)77k System Capacity Real Time.Level2Reduction

L~L 3 BAfG CPS
(Level3 Onset CPS)

EE L ~UL 3 O BRA CPS DIRE,
)79 ¢ System Capacity Real Time.Level3Onset

UL 38T CPS
(Level3 Abatement
CPS)

FEE L ~UL 3 DT CPS DIRE,

)59 ¢ System Capacity Real Time.Level3Abatement

LoUL 3 & R
(Level3 Reduction)

B HHES
595 ¢ System Capacity Real Time.Level3Reduction

HREIE L ~L 3 O3 — LR

B2

/4t rHr—x
DA FEE (Total Agents
LoggedOn)

At
M J71% - System Capacity Real Time.TotalAgentsLoggedOn

VAT AT A PO —T 2 NOE

=Y BT D
AL (Average
Skills Per Agent)

T=Vxr bl O, BEMT B AN T—T DO,
M J715 - System Capacity Real Time.AverageSkillsPerAgent

CPS ISR E SN &
(Configured Capacity in
CPS)

VAT AIREINLTND

)79 ¢ System Capacity Real Time.ConfiguredCapacity

VIBBEYDa— VERE,
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FEIN-T ML IW PN |

HhSL (T4—ILEK)

BLL

CPS DFi#t% D75
(Adjusted Capacity In
CPS)

EATRERNC IR T DEH O | B2 Da— V&,
B HI 5V ¢ System Capacity Real Time.AdjustedCapacity

SEH) CPS  (Average
CPS)

EATER CEAT LT 1 B 0 O a— L,
7% ¢ System_Capacity Real Time.AverageCPS
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4
9

\

o

BEODHITLR—FTTL—F

C TV NBMNERE, 203 X—Y

* T—Yxr b AFVEE, 206 N—

* T —VxhYvU—EE, 208 X—

* T—Vx M FLERE 211 =V

* =—V x> b FLBERE, 214 X—T

s a—)L X AT Ax)N TI—TEEE, 217 _X—
© AFVIERE, 220 N—

* AX)L a—)L a7y A I)VERE, 223 X—

* AFX)L Y= ) —JBEE, 225 X—

s x—VxrhoulA/a s T T - JBRE, 227 X—
* T —Vxr MEEIRERE, 229 RX—¥

© T—Vx v MREBBBVERE, 232 X—v

* T —Vx N T LA IR, 234 N—

v FShERE

=V MBNEELVAR— MI, ==V AR A U LT R TOSEIE T A IR
T HIEEMENCONT, AZ v T WIEEE LT A FHRERH] ALERRERH], AR, FPsfst IRRER
FEONH L OARBEDIREFE], R AIREZ2REfH, —=— Y = RV L7 a — A AR LET,
TV BT T — R EERIRLT, 7—F¥ZHKRLVA—F (7408 BHRLFA—
b FREFARVA=MIFEFRTEET, BRVA—=F2RTRT556, (A=a— =01
A= RFOAEWIZH D) [VAR—K (report) | KRy XU A NT[=—V =y NEBBEREA
4 —/31) (Agent Attendance Interval Historical) ] 3R L C, IR = —%2F T DH I LN TE
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I—Yxv FBMERE

F79, MR 22—, RESNME (15 0F721E307) TBTFL2{/-—V=r b OT—4%
FEOTRRLET,

HJITV)—: ZOLVR— b OT—XE, BT oy hEERSET,
Ea—: ZOVLKR—-MNEHATELZ20DE7Y v K Ea—7215TT,

GL—Tk: 2OV FR—MI[=—Y = b4 (AgentName) ], [Aff (Date) ] (HK) . [HFEE
(Date Time) | (k&) . [ (Week) 1 GEK) . [H (Month) ] (HK) (2SS TrZr—71k
Eh, Y—hEhET,

EYVRAEL: ===
T—REBRRT BT —IN—RRF—T T—T)L:

» Agent

* Agent Interval

* Person

» Agent_Skill Group Interval

« Skill_Group

* Media Routing Domain

* Precision_Queue

I—CzV b SMBRLAR—FDODBRED I 4—ILK

WEDT7 =L FiE, Abhy 7 T 7L — M0 ERENDILVEAR—RIT 74V FTEREND
TA4—IV KT, Abv I TV —MIT 74V P TRESINTWAIEE (EnbhA) ICHE
D7 44—V FERLET,

HhoL (T4—I)LF) |i=BH

T—Vx MM (Agent| =—T = FOAL,
Name) EH J715 : Person.LastName «,” Person.FirstName

[Bf) (Date) J[AK; [BREINIZT—V v FBIMMLA—MILDAM, B, 8, H,
(Date Time) /[
(Week) 1/[H
(Month) ]

)79« Agent Skill Group Interval DateTime

H#. (Year) B L7217 T — X D4,

(HR LV A— Mz A | 515 © Agent Skill Group Interval.DateTime
KRINET) o

0 74 Wi (Logged | DA 2 — SV ORIIZTE—Y =2 b a 74 L AREETH - 1= & FHEEH
on Time) (HH:MM:SS Z) .

7L @ Agent Interval.LoggedOnTime




—szvismeEE

HhSL (T4—ILEK)

BLL

ALF (Handled)

A B = PHFNZAF IV T A—F I T IO — = F T
Ei 7. Unified ICM T/L—F 4 » ZENT-Z 27 D,

BHI VL - Agent Skill Group Interval.CallsHandled

JLERAER]  (Handle

Time)

AU E =SV DRICAF I T —TF Do — v M SE L, HRLE
METEINDETIERFEa—NICBDLINE-BE D5

)5 - Agent Skill Group Interval. HandledCallsTime

PAVERIRERE] (Wrap up

Time)

A HF =NV 2 FRZEZ AT BIORIEY AT DOHBUL
P ESL LA (HH:MM:SS TE0) T,

795 © Agent Skill Group Interval. WorkNotReadyTime +
Agent Skill Group Interval. WorkReadyTime

T—Txr MEOH L
¢ (Agent Ring
Time)

T—V = PR FRIFEHORIEBIZW TR/, 2, === Foik
BEEHL T PEnET,

5% - Agent Skill Group Interval.ReservedStateTime

iR (Internal)

AU BE—I)LHFIZAF )L TN —FICFE R T—V 2 BT &
BN 2 — D%k,

BHI 75 - Agent Skill Group Interval.InternalCalls

PNEREER  (Internal

Time)

=V MRV AR— K A F— LRI T LIENEI 22— (A%
NV T N—T ) SR LT AR

)77 o Agent Skill Group Interval.InternalCallsTime

b hEs AT REIRELH]
(Available Time)

LiR—h A H =NV HDAX)L T —T R Tm—T bR
Not_ Active IKEETZ S 7o DA FE, DOZ TRERFH] (Avail Time) | 1%
LoggedOnTime AvailTime OFHRIZE ENF T,

M )71 - Agent Interval. AvailTime

Fpz A5 IEREH (Not
Ready Time)

T—Vx r FRE SN OE) A % VT [F#52fF 1 (NotReady) ]
WETH - T2 BFHREM, 7 — 2 =20 b EHEIS L7,

HHFVE - Agent Interval NotReadyTime

LIR—kHIU—: ZOLKR— ML, TXTOT—XOFEHLHR— B HY £,
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I—Yzv b RAFIEE

I—x2 b AXIIERE
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FoRENET) |

BIRL72ATOT — 2 DI,
HI 7V - Agent Skill Group Interval DateTime

ALER I Fr 2 — LV H
(Handled Calls)

AU B =NV DIICAF IV TN —TF DO —2 v NS E L, B0
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LR—FHI)—: ZOLFR— NI, TRTCOT—HXOELHLE—FBHD 7,

I—>x2bYT)—ERE
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T—RERERTDT—IR—RRAF—IT 7—T)L:

» Agent

» Agent Interval

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)



¢ Person

I—CxU kYT —FERE

» Agent_Skill Group_Interval

« Skill_Group

* Media_Routing Domain

* Precision_Queue

I—CzY hNEHNERLR—FOREND T 4 —IL K

RED7 =NV KiZ, Abv 7 707 b= bAERENALVE—MIT 74V N TEREND
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HhSL (T4—ILEK)

BLL

iR (Internal)

AE =NV AF N TN—FICETER TV PR T S
HeNE 2 — L D%,

HHI 7 - Agent Skill Group Interval.InternalCalls

PNEREER  (Internal

Time)

T—V MR UAR— b A F— LSRR T LT-NEREEE (A% L
Th—T7[) 1B LAV,
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EYVRL: =—Vxr h F—A
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BRI 2—L LAR— MCX DM, B, H, H,
EHI 5V - Agent Skill Group Interval DateTime

& (Year)

(AR VAR— Mo I
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575 © Agent Interval NotReadyTime

LR—FHI—: ZOLAFAR— ML, TRXTOT—XOEHLR—FIFRHY £,

O—I)LAATRAXIL TIL—TERE
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M. &5 —EOHIMOEHZRAHK, —E R L~ HRRXR—=ZADH—E R L~LNTORL
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ca— )L BT ZFN I —TERE (HK)
A=V EA T AXN TN—TRELVFR— NaRRTHHEE., (A=a— —0OHmIIHDH) [V
R—1 (report) | K v FH 7 YR KNT[a—LE A TAX NI N—TBFE(A >4 —U1) (Call
Type Skill Group Interval Historical) | Z 3R L TR = — 2R R_"THZ ENTEES, MR =—

L RESIEME (59 EIE304) KB 3E=—Yx 2 hOF—F £ E LD TRALE
T

HDIY—: ZOLR—=bDTFT—ZIT, BLT v 7O ERENET,
Ea—: ZOLFA—RMNUEATELZDIEZ Y v K Ea—72TT,

GL—Tk : 2OV R— M [2—¥ A 74 (Call Type Name) ], [AF/V ZL—74 (Skill
GroupName) ], [Hf} (Date) ] (H¥&) . [HKF (DateTime) ] (FIB@) . [ (Week) ] GHWK) .
[H (Month) ] (A&) IS\ T/ A—AbE&h, Y—FahEd,
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B o517 2%V - TBE

BEYVRE: a—V 247
T—RERRT DT —EAIR—RRFX—T 7—TL:
« Skill_Group
* Call Type
* Call_Type SG Interval
* Media_Routing Domain

* Precision_Queue

A=W ABAATRFXILITIN—TEELR—LFOBRED T4 —IL K

REDT7 =V FRIE, Ay T L — MO ERENDILVEAR—RMNIT 74V FTEREND
74—V RTT, Abv I TUoFL—RIT 740 FTRESNTWAIEE (b)) ICHE
@7/]"—'/1/ F%ﬁ—\‘bij‘o

H3L (T4—ILF) |EREA
a—VEA T4 (Cal | 2=V FATDTLE—T T R4,
Type Name) M1 J51% ¢ Call Type.EnterpriseName

FLiVarFa—/RA | AR T N—T DL X —TF (4 X4,

XN TN—T i 5798 ¢ Skill Group.EnterpriseName
(Precision Queue/Skill

Group)

[BfF (Date) V[HFF |@ERSNIEa2—LLUR—MNILDHEL, MR, B, H.

(Date Time) /[3# 59 ¢ Call Type.DateTime
(Week) 1/[H

(Month) ]

. (Year) BN L 72ATDOT — X DA,

(HR VAR — MZD A | EH 55 @ Call Type SG_Interval.DateTime
TREINET) .

(Inbound) FDALE—SVORIZ, ZOa—V ZATRZF LIH R,
HH 715 ¢ sum(isnull(Call_Type SG_Interval.CallsOffered,0))

7

Tujf

PENSEEE  (Avg A= APRPDAX N TNV—T X2 —A T EIIZLAATEIR ) — FTRBE AT D, £
Speed of Answer) DA —)VRINE I D F T h o Tz, R SE R,

ZIUIEH T 4= R T, BEHFE

CASE WHEN sum(isnull(Call Type SG Interval.CallsAnswered,0)) = 0
THEN 0
ELSE sum(isnull (Call Type SG Interval.AnswerWaitTime,0)) * 1.0 /
sum(isnull (Call Type SG Interval.CallsAnswered,0))
END
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A= BA T RAFILITL—TEE

HhSL (T4—ILEK)

BLL

% ¥ = — (% Queued)

ZDA L E =SV DRICF a—A T ENTe, 2O =N Z A TOTXTOREF L AT
DIN—k T —,

THURRH T = R T, T

(Call_Type SG_Interval.CallsQHandled /

Call Type SG_Interval.CallsHandled)

¥ 2 —WNAEE (Abandon

in Queue)

VRUWIZH D] (0FV, FFA=a—FTvaroryar 7 MEmgMEmy ) o
R, AF ) TN—T N F 2—A LV THOBFE, BLOTZ—V = F TAZ hy 7T
DHFRFOEFE, ZOMEIZIE, F2—IlRWa—LOBELEENET, LD, Fa—
A 7 ENDHTO VRU OEFEMNEL L, TotalCallsAband 7> 5 RouterCallsAbandToAgent &

RouterCallsAbandQ # 51232720 £9, 20T, a— b a—AEEEnEtA,

EHIHYE ¢ sum(isnull(Call Type SG_Interval.RouterCallsAbandQ,0))

R REERER (Avg
Abandon Time)

TDa—) ZAFICH LU THESI N 2 —/LOEHER] (HH:MM:SS )
CHUFREET =V R TY, EH

CASE WHEN sum( isnull (Call Type SG_Interval.TotalCallsAband, 0)) = 0 THEN 0

ELSE isnull ((sum( isnull (Call Type SG Interval.DelayQAbandTime, O0)) / sum (isnull
(Call Type SG Interval.TotalCallsAband, 0))),0)

END

pUBZ

A= HATDOE—Vzr MEATRE S 2 — LD,
7% ¢ sum(isnull(Call_Type SG_Interval.CallsHandled,0))

SEHPILERRER] (Avg
Handle Time)

B A E PS5 o DI R L7 R (HH:MMESS B
sum(isnull(Call Type SG Interval.HandleTime,0)) / sum(isnull(CTSG.CallsHandled,0))

VI ALERRER (Avg
Wrap Time)

BAFREERIBIC 2 — L Z A T O— 2 N TESRL L ESER (HH:MM:SS R
IR T 4= R T, EHE

CASE WHEN (sum(isnull(Call Type SG_Interval.HandleTime,0))
- sum(isnull (Call Type SG Interval.TalkTime,O0))

- sum(isnull (Call Type SG Interval.HoldTime,0))) = 0

THEN 0

ELSE (sum(isnull(Call Type SG Interval.HandleTime,0))

- sum(isnull (Call Type SG Interval.TalkTime,0))

- sum(isnull(Call Type SG Interval.HoldTime,0))) /
sum(isnull (Call Type SG Interval.CallsHandled,0))
END

P—r 2 L~
(Service Level)

ZDA =L DH—E A LANLVORRICHE Sz —E X Lo Z A
)79 ¢ Call_Type Interval.ServiceLevel

Y—r 2 L-YULNEE
(Abandon with Service
Level)

A H—=SVORIZ, —EA LD LEVMENTHES N, ZOa— L F 47 Da—
LOAFE, UnifiedCC &, FT A L—vay b— &[T HELED ACD 4 —% v b
DR IFIZHETT,

)79k ¢ Call_Type Interval.ServiceLevelAband
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AXILERE
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LIR—kHIY—: ZOLKR— ML, TXTOT—XOFEHLFR— L BH Y £,

AXNVERE LR — M2, ABlEnza—n, ==V =2 M E X, AFALDOFT—T 2
FOEGE LN EREINET, ZOLAR— R, ZOREDAXF LT IN-F—V >
v MO ERRENE T,

AODAXNVERT L — 0 HEIRL T, T—FZHWK (T 744 0) | BRLAR—H, #H
WLUBR—br, FRIFARVER— N TERTEAZENTEET,

* AXVERE (BR)
* AXVEEE (M)
* AXVEE (ER)
* AXVERE (HR)
ML = —i%, RESHEME (155£7213305) CB2E-—V=r bOTF—4 %L 0
TERRLET,
JI)—: ZOLR— b OF—HL, BLHT v hOIERSLET,
Ea—: ZOLR—-MEHTELZDIEZY v N Ea—7IFTT,

GIL—T : ZOLVER— MNI[AF/ FV—T4% (SkillGroupName) ] & [T—Y = 4 (Agent
Name) | T/ /Vv—7{bsiv, [AfF (Date) 1 (H¥) . [HK: (DateTime) ] (fFE) . DE (Week) ]
(%) . [H (Month) 1 (HKR) IZHESWTY—FEhET,

BYRL: AFXN T —F
T—REBRETET—IR—RRAFX—T 7—T)L:
» Agent
» Agent Interval
* Person
» Agent_Skill Group_Interval
+ Skill Group

* Media_Routing Domain

[RFLIBEEL#R— bk (Skill Historical Report) 1DIRAED 7 4 —JL K

RED7 =1V KiZ, Abv 7 707 b= bAERENALVE—MIT 74V N TEREND
T 4=V KT, Abv I TV —MIT 74NV P TREESNTWAIE (EnbhA) &, BE
D7 4—I)VRERLET,



A X IVERE

HhSL (T4—ILEK)

BLL

AF)L T —T4
(Skill Group Name)

T =T TARAXN TN—T DI Z—T T4 X4,
M J51 ¢ Skill_Group.EnterpriseName

T—Y x4 (Agent
Name)

T—V =z O,

B H 7154 ¢ Person.LastName®, ” Person.FirstName

[Bf} (Date) 1/[H
(Date Time) /[
(Week) 1[H
(Month) ]

BRI UAR—NMC X2 A, MR, #, A,
59 - Agent Skill Group Interval DateTime

4 (Year)

(AR LR — MMz &
FrREINET)

BINLATOT — X DA,
BV - Agent Skill Group Interval DateTime

ALFR  (Handled)

AR —=2NVDORNCAFNL TA—F DT —xr FE L, S
MFET INDETICHESL SN OEER

BHI 75 - Agent Skill Group Interval.CallsHandled

JLERAER] (Handle

Time)

BAXNL TN—TICONWTCERa—NVERIREa—NDEB T—x
v R DBBAERRETH o T-BFE 0 (v 7 A RISk B) N—F
TF—,

)79« Agent Skill Group Interval.HandledCallsTime

TEPRERREH] (Avg
Handle Time)

TV RIS AT 1 OB T DITEL LI PR SLER R (HH:MM:SS
A .

ZHFEM T 0 — v RTY, EHGE
(Agent_Skill Group Interval.HandledCallsTime /

Agent Skill Group_ Interval.CallsHandled)

T ALERRER (Avg
Wrap Time)

T—x MR VBT AR AR e U7 R (HH:MM:SS
ﬁzit) o
ZHIEIEH T 40— KT, EHIE

Agent Skill Group Interval. WrapTime /
Agent Skill Group Interval.CallsHandled

% ALFLRF[A] (Wrap up

Time)

AHE—NVDOIC—V 2 EBZFEX AT BILOBES X7 DKL
PSS L= AR (HH:MM:SS B0 <,

)79 © Agent Skill Group Interval. WorkNotReadyTime +
Agent Skill Group Interval. WorkReadyTime
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A IVERE

HhSL (T4—ILEK)

BLL

T—Yxr MEOH L
[ (Agent Ring
Time)

T—V = 2 FRTRIFEHORIEIZWVIZR R, ZOEiE, =—Y =2 FD
WEHEH LTIy FEvET,

HHI 5 - Agent Skill Group Interval ReservedStateTime

Fiszfs IERERE] (Not

T—Vxr MREEINTZHME Z O A X TC [F52E 1L (Not Ready) |

Ready Time) WHETH ST BFHR . ZOMHIET — 2 X— AL EEIG SN ET,
775« Agent_Interval.NotReadyTime
S BT RE IR ZOAX NV T N—TICEBEfM T b= R LR — A —
(Available Time) FLHNZ Z DA KL 7 V—F B LT Not_Active {REETS - 7= D& 3,

[ ATREIRERA] (Avail Time) ] 13 LoggedOnTime AvailTime D FFH 25 %
NET,

EHHE © Agent Interval AvailTime

o 7 4 U WEHE (Logged
On Time)

FDOAL A=V OFIC—V 2 b a T A L REETH - - A FH IR
(HH:MM:SS B .

M 7L @ Agent Interval.LoggedOnTime

73 Ak (Assists)

VIR—h A 2=V = = bR LT A== 3
BIZE D a =1

ZHUFRM T = R T, G

Agent Skill Group Interval. Emergency Assists +

Agent Skill Group Interval.SupervAssistCalls

R IR A

(Transferred)

AU BZ=INVDBIC, ZTOT—Y 2 MRRIOZ—Y 2 P EZITAS
v TN—TIHRIE LT a3 — VD8, ZORRIENT T A RTRWGH
X (2P ET o TOEER) . avPET 07 a— Ly icE
EFNFET, ZOfEIE, TV MR IV OREETE T T 5 EEHS
nET,

CHUFR T = R T, EH G

Agent Skill Group Interval.TransferredOutCalls +
Agent Skill Group Interval.NetTransferredOutCalls

PR R (Held)

A B =L D=2 FRZELTa— D5 L, 1HEL
R I a—1 0%,

M 515 - Agent Skill Group_Interval.IncomingCallsOnHold
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zxLa—L7arr4LBE I}

HASL (Ta4—IL ) |EREA

THREEREE (Ave | REBEEDTRTOBEEFEI— ML T, 4 ¥ — LDz a— /LR
Hold Time) REIRABIZ 72 o TV (HH:MM:SS 220
ZAUTEH T 0 — v RTF, G

Agent Skill Group Inferval IncomingCallsOnHokd Time/Agent. Skill Group Inferval IncomingCallsOnHold

LAR—kHI—: ZOLFR— ML, TRTOT—HOEHLR—FIRHY £,

AX)La—)L TaJrAIERE

Ax N a—7a7y A NVERLR— I, BELEZBMFOHEIZOWTa—k' X —ZFH]
WEE LTV —ER L~YLEHEE LT, FEELIEAFNDONT p—< U AN EOREER SN
MWeERRLET,

3ODAF) a—)L Ta Ty ANEBRT VT L—FNBER LT, T—HF 2 HKR/MELR—k
(T7HF)  BRVAR—=F, FRIEFARVAR—-FTERTIZENTEET,

* 23X )L a—)L a7y A )VER

* 2% )L a—)L a7y A VERE GEK)

*AF¥ ) a—)L T a7y AVER (HR)
AXx )N a—nraT7 A )VERLVAR— FNERRTHHE. (Aoa—"—0fRIHD) [LF—
L (report) | Ky 7 & UARNT[AFLa— T a7 7 A VERE) (Skill Call Profile

Interval Historical) | #ERL T, MR 2—%2FKr"TH5Z N TEET, MR 22—, RES
W (150 F7213305) TR T8 —V = FOT—F 2 E LD TRRLET,

HJITV)—: ZOLVR— b OT—XT, BLT oy hEERENET,
Ea—: ZOLFR—=RMUEATEZ2DE7Y v K Ea—7EF T,

FIL—T . ZOLR— I [AFL ZL—F% (Skill Group Name) | TZ/L—F L& . [HAF
(Date) 1 (H¥&) . [HIF (Date Time) | ([EFE) . [ (Week) 1 GE%) . [H (Month) ] (H
) IZHEHESNWTY— b ENFET,

EYRL: A% T —F
T—RERET DT —ER—RRX—T T—TL:
+ Skill Group_Interval
* Bucket_Interval

+ Skill Group
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B xxra—-nLJorrqLEE

[RFIILa—)L TR T 74 ILEELAR— bk (Skill Call Profile Historical Report) ] DIRTED 7 1 —JL

K

RED7 =1V KiZ, Abv 7 707 Vb— 0 bBAERENALVE—MIT 74V N TEREND
T 4—)VRTT, Abv I TUoFL—hRIT 74 FTRESNTWAIEE (Enbh) ICHE
D7 4=V RFERLET,

HhS5L (T4—ILEF)

BLL

AXI T N—T 4,
(Skill Group Name)

TUH—TTARAXIN TN—T DT B—TTF A X4,
775 © Skill_Group.EnterpriseName (Skill_Group.EnterpriseSkillGroupID)

[Bf (Date) J/[H
(Date Time) |/[1&
(Week) 1/[H
(Month) ]

BIRSN7ZLAR— MC kD AA, FkE, H#, A,
M 51k ¢ Skill_Group_ Interval.DateTime

£ (Year)

(AR VAR — MDD
FRENET)

BRLATOT =208, (JIRVAR— M L TOAIEM)
51 ¢ Skill Group Interval DateTime

WLEE (Handled)

AV E—INIVDBICAFIV T —T D — = "PISE L., UL
Mo T SND E T SR DA,

59 ¢ Skill Group Interval.CallsHandled

RN EREE (Avg
Speed of Answer)

AF/VACD A —L3Fa—THEL, ==YV =2 MZE->TUSESH
D AN FFOMH U 72 S RER,

WG

Skill Group Interval. AnswerWaitTime/Skill Group Interval.CallsAnswered

%% (% Answer)

TDAF NI =V 2 M X o TUNEENTZAF NI a—A T X
Ni-a—nLoR—kor5—,

ZHUTEM T 4 —V R T, #EHJ5ik ¢ Skill Group Interval.CallsHandled
/Skill Group_Interval.CallsOffered

HE = — VK
(Abandon Calls)

B —E R LoULOESNTHEE L7 A% /L ACD 22— /LD,

M J51k ¢ Skill_Group_ Interval RouterCallsAbandQ +
Skill Group_Interval. AbandonCallsRing

I HEERE R (Avg
Abandon Time)

A% )L ACD 2 —/VNREES DENCF = — TR 20 IO L7
PJRETAL,

EH FVE ¢ Skill Group Interval. RouterDelayQAbandTime +
SGHH.AbandonRingTime/SGHH.RouterCallsAbandQ+SGHH.AbandonRingCal
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P EIIR =4

zxLozy—gE ||}

HASL (Ta4—IL ) |EREA
%hEE (Y%Abandon) MEINT-a—LOR—trF—,
CHERET o — L RTY, EH

(Skill Group_Interval.RouterCallsAbandQ +
Skill Group_Interval. AbandonCallsRing )/ Skill Group_Interval.CallsOffered

## (Abandon) . 0~ | % [N v MHIME (Bucket Interval) ] OREE =2 — /L DL,
? M )5k ¢ Skill_Group_Interval.RouterAbandInterval

% (Answered) , 0~ | % [N v MEFE (Bucket Interval) ] D2 2 —v 0¥,

9 . .
)5k ¢ Skill_Group_Interval.RouterAnslnterval

LR—bFHIY—: ZOLER—-MIE, TRXTCOT—XOELHLEA—IBHY 7,

B

AN Y= —BRLR— ML, EEOAXF VKT DT 7T 4 BT 4 ZEFRBNCER L £,
AXNVDERI I /NT —< U AZ W LT | EEOREDO A VAT HI2E, ZOLR—
cEfEHTE £,

3ODAFN Y Y —@ET L= ERLRIRLT, 7—FZHAR/MBLER—F (F7 41
B ERVA—=F EFRIFARLVA—FTRRTHIENTEET,

* AFx) Y U — g

* AF LY U —JE@E (ER)

* A% YU —J@E (AR)
AxNY~ ) @RV — RN 288, (Ama— =0 LR — FOARICH D) [LR—
k (report) | Fu vy 7FX o J A NT[AF NV~ —JEREA % — L) (Skill Summary Interval

Historical) ] Z#IR L C, MRE2—2 R -T2 LN TEET, MRE = —I%, BESNHR
(1553 F771330%) BT AFT—V =2 bOT—F 2O THERFLET,

DI)—: ZOVR— b DOT—2F, BALT 0y 7 DDAERESILET,
Ea—: ZOLR—-RMUMEATELIDIZZY v F E2a—7EF T,

GJIL—T : ZOLE— MI[AFV 7 —T (SkillGroup) | T/ A—Ffb S, [Bft (Date) ]
(H¥%&) . [BHEF (Date Time) ] (RIFE) . [ (Week) 1 GE%) . [H (Month) ] (AK) 2D
WTY—hSNET,

BYRE: AxL T —7F
T—REBRRT BT —IN—RRF—T T—T)L:
« Skill_Group
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B xxrv<xy—RBE

* Skill_Group Interval

* Media_Routing Domain

[RFIL BT ) —EELKR— b (Skill Summary Historical Report) 1DI|RAEND 7 1 —JL K

RED 7 =R, Ay 7 T 7L — b AERENDLR—MIT 74V FTERREND
T4—IVRTT, Abv I TV —MIT 74V P TREINTWAIEE (EnbhA) IHRE
D7 44—V RERLET,

HhSL (T4—ILEK)

BLL]

A X)L TI—T4
(Skill Group Name)

T H—TFGA R AN TN—T DL B —TFF7 4 XL INID,

I J77% ¢ Enterprise_Skill Group.EnterpriseName
(Enterprise_Skill_Group.EnterpriseSkillGroupID)

[Af} (Date) 1/[HR
(Date Time) ]/[1d
(Week) 1/[H
(Month) ]

BRENTZEa—L LAR— ML AM, HE H, A,
M F 1k ¢ Skill_Group Interval.DateTime

4 (Year)

(HR LR — MMz &
FoRENET) .

BINLTATOT — X DA,
IV ¢ Skill Group Interval DateTime

RSB RE (Avg
Speed of Answer)

AF/VACD A —/L3Fa—THHEL, =—YV=r MZE->TURESH
D AMZFEONM U 72 25 RE ],

B TE

Skill Group_Interval. AnswerWaitTime/Skill Group Interval.CallsAnswered

R REERRE (Avg
Abandon Time)

SENA XV ACD 2 — VP REET DAY =2 — CTHR% T 257, MOV L
f: Ilziéjﬁ%ﬁfﬁo

M 515 ¢ Skill_Group_Interval RouterDelayQAbandTime +
Skill Group_Interval. AbandonRingTime /

Skill Group_Interval.RouterCallsAbandQ +

Skill Group_Interval. AbandonRingCall

WLE (Handled)

ALV H— VDRI ARL =T D=V = MREE L, HIOE
MIET S & T SRR O AT

M 51k Skill Group Interval.CallsHandled

SEYJALERER (Avg
Handle Time)

TV Y NRZ AT 1 OB D ITEL LT PELEEE (HH:MM:SS
) .

TR T o — A RTY, EHGE

(Skill_Group Interval.HandledCallsTime / Skill Group_ Interval.CallsHandled)
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I—CzrtoadqomaygT o - BE

HhSL (T4—ILEK)

BLL

TR AERIER (Avg
Wrap Time)

T—Ux MR VBT BB U PR (HH:MM:SS
ﬁzit) o

THUFRM T = R T, T
Skill Group_Interval. WrapTime / Skill Group_Interval.CallsHandled

Ji#E (Abandon)

HTEOEE, =—V 2 FOBFENFFOH SN TV BB OBEEEOAE
B, SHEUNOEE, ==V MZE Y ToNENT—D 2 B
INETHENCHEES =2 A7 DA,

)79 ¢ Skill Group Interval.RouterCallsAbandQ +
Skill Group_Interval. AbandonCallsRing

B R IERF] (Max
Delay Time)

T UNSE, MEEE T T T 5 F TR OREN & o To i R FFH,
B H F¥E ¢ Skill Group Interval.RouterMaxCallsWaitTime

X o —fRERE Fx
(Dequeued)

ZDAFN TI—T D F a— RS, VAR— K A 22—Vl
DAXN TN—TIN—T 4 T ENT-a— LD,

5% ¢ Skill Group Interval.RouterCallsDequeued

% ALERFERT (% Handled
Time)

WL 20— L DB D — T — 3,
THUFRM T = R T, G
Skill Group Interval.HandledCallsTime /Skill Group Interval.LoggedOnTime

%I (% Answer)

BEINTFa—ALDONN—k T —,
ZHUFEM T 0 — v RTY, EHGE
Skill Group_Interval.CallsHandled /Skill Group_Interval.CallsOffered

LiR—kH<l)—:

ZOLR— NI, X TCTOT—XDOFEHLHR—InHY £,

I—oxzob0ATA42/ATT - BE

T—VzrbhouarsA4 /TR (AF)) BELEA— NI, ==Yz el rBLO

n 77y b LUERRE, v77 v MIEEMT OhBEHa—F (Hb558) |

T—Yxr k¥

TA T MLIEAF L ERLET,

JgT—:

Ea—:

ZOVLR— DT —HIX, BEAT oy 7 DOIERESNET,
ZOUVR—MEHATELZDIEZY v N Ea—EiFTT,

HIL—T: 2oL FE— M, FT=2—V =2 T, RIZ=—V =y MATTL—FLE .,
WICABFCY — FENFET,
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B oz ronsqums79r-BE

EYVRbF: == b

T—RERRT DT —EAIR—RRFX—T 7—TL:

» Agent Logout

» Agent_Skill Group Logout

« Skill_Group

+ Agent

* Person

* Reason_Code

+ Agent Attribute
* Attribute

I—xzvbhbad4 /g7y b LiRk— O ERAE (Current) 1 74 —JL K

BED7 4 —NVFE, Abhy 7 707 L— b AERENDLR—MIT 74V s TERREND
T 4—)VRTT, Abv I TUoFL—FIT 74 FTRESNTWAIEE (b)) ICHE
D7 4=V RERLET,

HhS5L (T4—ILEF)

BLL]

T—Vx ) b (Agent
Name)

T—Tx v hOWAL,
i H 77 : Person.LastName “,” Person.FirstName

=277 v A
(Logout Date Time)

TV MREESREAFL Yy b s Ty LA
(MM:DD:YYYY 3 L OVHH: MM:SS (FRfi. 45, B) oER) .

)77 - Agent Logout.LogoutDateTime

W% 5 (Extension)

TV ERR T A LT NRENE T, BT —7 05
ST,

M 575 Agent Logout.Extension

074> HEE (Log On
Date Time)

TV MREEESNTIZAXTL By Moue A Li- At
(MM:DD:YYYY & i (HH: MM:SS (R, 43, ) OER) .

EH VA - Agent Logon.LogonDateTime

0 7 4 Wi (Logged
On Time)

TV RDE AL THRE LRI LT A v (RZ
TINEEE) L OO EEERE (HH:MM:SS 120

7% - Agent Skill Group Interval.LoggedOnTime
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—vzoirgzerEE

HhSL (T4—I)LEF) |i2BH

777y A AU T2 IANLEE L, ==Y x> hOREOIRFEZE B OHH 2R
(Logout Reason) Ta—FBIOTFA N GREINTVWDIEHE) . ERINLTWRNG

B, ZOIT0 EERTENET,
7% © Agent Logout.Reason Code

e (Attribute) 1. 1 | =—Y = PR Z DY v g RICHARITHEE LTV 5 B,
~3

[AF/L (Skill) ], 1~ | ==Y =2 "R ZO0O® v g CHICEARICHZE L TS AF L,
3 . .
M 715 Agent Skill Group Logout.SkillGroupSkill TargetID

LR—kHI—: ZOLAFR— ML, TRXRTOT—XOEHLR—FRHY £,

I—VzV MFRELERE
T—Y Y NORFZAZIBEL R — MMZE, 1 20—V MIOWTEHE I~ ROAL v
TR R AR, LRI, FFRAF LR VR SN E T
JIY—: ZOLR—=b DOT—HX, BLT v 7 DOERSNET,
Ea—: ZOLR—-MUEATELZDIZZY v F E2a—7EIF T,

HI—T : ZOVLR— NI NL—FbE ., FTF—V 2 T, IRICA LV Z =L T D
HftELERZICY— R ENET,

BYURF: === b
T—RERET DT —ER—RRX—T T—T)L:
« Agent
* Person
* Agent Team Member
* Agent Team
* Agent Interval

* Agent Event Detail

I—CzV MEZELEERLAR—FORED I —IL K

BED7 =NV FE, Ay 7 707 L= I bAERENDLVR—MIT 74V FTERREND
74—V RTT, TNHEDT7 44—V REEFETEET, Aby 7 T 71— RMNIT 74V FTH
EINTWDIEE (o) ICBEDO7 4 — )V RERLET,
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[ | I—P1r MERBLERE

HhSL (T4—ILEK)

BLL

T—Y = My (Agent
Name)

==Yz hOML,
EH J71% : Person.LastName ©,” Person.FirstName

HEF (DateTime)

R LIATOT =X O HEF (MM/DD/YYYY B XU HHMM:SS )
#5795 © Agent Skill Group Interval.DateTime

v 74 W] (Logged
On Time)

== PRSE AR VTHE LRSS L Te A (RZ Y
TWNTEE) LW R (HH:MM:SS TER)

59 - Agent Skill Group Interval. LoggedOnTime

Rz As IIFH (Not
Ready Time)

T— = MBEE SN HIM O EN A XL C [F#5245 1k (NotReady) ]
WHETH - T2 BFHREM, 7 — % =05 EHEIS L7,

BHI 5V, - Agent Interval NotReadyTime

e EIRE  (Time in)

RCO ~ RC9

T—V = MR 0~ 9 OFFH 3 — N TREAFIIREE T H - 7 IFH,
1% Agent Event Detail

RC50002

50002 Tk L7z [£552 45 1IEFERE (Not Ready Time) ], CTIOS =2 > 7R —
Xy MIEENBELIZTEDIC, ==V MArZ 7 U RS L
oo 2T, ==V 2 NTRI My T TV = a Dy a—X,
N—FE—=FDZA LT T, CTIOS H—D[EE, £721L CTIOS D
FEEOWT I OANRE TH 5 etk s £3,

RC50003

50003 “Ciffkfr L 72 [FF52fs ILIRERE] (Not Ready Time) ], Unified CM |2 &
NZ—V 2V FOTNAANT Y N AT —ERATHLELFAR— LS
Nz, ==y vp3ars77v hShE L,

RC50004

50004 THkfse L7 455245 IEFER] (Not Ready Time) ], =—Y =¥ k7
AVBRETERSINTNDET == DT V7 4 TIREERFAE LT
-, =y MIns Ty rEhE L

RC50010

50010 Tk L 7= [F55 4% IEIFHE] (Not Ready Time) ], =— =¥ hA
BV —T 4 v T a&N-E850oa— L 28R L T2 ELEFATL
oo ==V NMZa—ANINUEL—T 4 T EN72NE 5T, v
AT MIT—V MR HBRICRZERICLET, 7740 F T,
a—VEER L C2ZE LenE, 20—V NRFRAEIRICR
HEINTHEESNTHET,
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z—vrorazErEE ]

HhSL (T4—ILEK)

BLL

RC50020

50020 Tkt L7z [15525 1L (NotReady Time) 1. 77 7 4 7 /7axm—
Yy FTORMIEEBREORE, =—Y = PADAF )L b —
TOEN Y TONBEMIEEBEIC L VARSI, ==Y = MIn s T
7 hENFE LR, ZOHEH=— NiE, Agent Event Detail L' 2 — R &
Agent_Skill Group Logout L' 2 — RTCEH Z, =—T = FRHIRE
NI AN TN—T %30 UET (EMEE LBEDRA)

RC50030

50030 Tkt L 7= [£#5 15 [LB5[E] (Not Ready Time) ], PG FfiT /31 A
2 —77y NERILEERES (DN) AL TWLENINT SA 2 X —
Fy Mim—Yxy bu s v Lz, ==Yy MEr s 7 b
ShFE LT,

RC50040

50040 THlkfe L 7= [F55242 IERFfE] (Not Ready Time) ], = —/LIZRKL
RN =V I u T NERE L,

RC50041

50041 CHkfe L 7= [#552 /=1L (Not Ready Time) ], =—Y = > kD
EAGERN B — T Lz s Zica—nn K/ Lz, =— V=
> N OARRED [R5 1 (Not Ready) ] ICAHE EivE L,

RC50042

50042 THAOE L7 fFAE IR, FREERT— RE2EH L TV a5451C
BRI R SN2 DIC, EAA L =—Vxr e s Ty R X
nE L7,

RC32767

32767 Tk L7z [F55 42 IERFfE] (Not Ready Time) ], =— = > hA
a—VIREET, a—ANoT—Y 2 MEREFATLY T—T
WU EA LT RERT), ==V = NOWRED [F#%1#1E (Not
Ready) JIZEHE SE LT,

RC20001

20001 CHkfe L 7= [FF5245 1EBF[ (Not Ready Time) ], —— = hik
RED [R5 1521k (Not Ready) JIZAH I, =— Y = hA5EHIMIC 2
7T RENE LR,

RC20002

20002 THkfe L7- [fF2 45 (LR (Not Ready Time) |, [fF5f51E (Not
Ready) | 22LOi@EFOa 77 v MBEH 22— MREETT,

RC20003

20003 CHlkfse L 7= [FF5245 IERFf# (Not Ready Time) ], =— = > bk
[FF52 1521k (Not Ready) [IRREICIZH YV FH A, ERIZEIDV Z—V =
k% #5521k (NotReady) JMRREICL., v/ 7 v hERICEDV =—V =
YhEuZT U NLET,

LIR—kHIU—: ZOLKR— ML, TXTOT—XOFEHLFR— L BHY £,
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B o rREERERE

~ ~ \ s Ll S
I—> 1y MREBIER
Ty MREEBWWEREL R— T, 2=V FOT VT4 ET A BLORT VT4 BT
NIAEL-EMEZRLET,
HJITV)—: ZOLVR— b OT—XT, BLT oy hOERSNET,
Ea—: ZOLFR—FMUEATEZ2DE7Y v K Ea—7EF T,

TIW—T : ZOVR—=MITZA—=TEh, T2 —V =2 M T, RICAFFEREZ (FR)
TY—hSNET,

BYUREL: =—Yx b
T—REREBET DT —EAR—RRX—T T—TL:
» Agent State Trace
» Agent
* Person
« Skill_Group

* Media_Routing Domain

I—Jxzy MREEBHOERLKR—FOBED I 4 —IL K

REDT7 (— 1V KRiZ, Abv 7 T 7L — M bAERENDLVER—MIT 74V N TEREND
T4 =N RTT, Abhv 7 TUoFL—MIT 74/ TRESNTWAIEE (Erbh) ICHE
D7 4=V RERLET,

WL (Z4—ILF) |EREH
T—Vx M (Agent| =—T = FOBA,
Name) i H J77% « Person.LastName “,” Person.FirstName

FLyVarFa—/A | AXN TIA—TFDT LR —T T R4

T 7 /,I/% 7 | J71E - Skill_Group.EnterpriseName
(Precision Queue/Skill
Group)
H&f (DateTime) BIRL7ATOT—HZ O HERE (MM/DD/YYYY 8 X O'HH:MM:SSTER)

5V - Agent Skill Group Interval DateTime
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I—Y 1 v MREBEIERE

NIL (T4—ILE) |FREA
T—Y > MR T— > hOIREE,
(Agent State) 4

CASE Agent_ State Trace.AgentState
WHEN O THEN 'Logged Out'

WHEN THEN 'Busy Other'

WHEN THEN 'Reserved'

WHEN 9 THEN 'Unknown'

WHEN 10 THEN 'Hold'

WHEN 11 THEN 'Active'

WHEN 12 THEN 'Paused'

WHEN 13 THEN 'Interrupted'

WHEN 14 THEN 'Not Active'

ELSE CONVERT (VARCHAR, Agent State Trace.AgentState)
END

WHEN 1 THEN 'Logged On'
WHEN 2 THEN 'Not Ready'
WHEN 3 THEN 'Ready'
WHEN 4 THEN 'Talking'
WHEN 5 THEN 'Work Not Ready'
WHEN 6 THEN 'Work Ready'
7
8

v 77w N
(Logout Reason)

T—yzr a7 o b LT-EH,
BHHE

CASE WHEN Agent State Trace.EventName=2 THEN
(SELECT ReasonText FROM Reason Code WHERE Deleted='N'
and ReasonCode=Agent State Trace.ReasonCode)
ELSE 'None' B B
END

Rz A5 IR BEE . (Not
Ready Reason)

T—Txr MO [FFEIE (Not Ready) [UIRFEIZZ2 > TV 5 BEH,
W

CASE WHEN Agent State Trace.EventName=3 THEN

SELECT ReasonText FROM Reason Code WHERE Deleted='N' and
ReasonCode=Agent State Trace.ReasonCode)

ELSE 'None'
END

AT 47 (Media)

RAAL DU =TT X4,
715 - MediaRouting Domain.EnterpriseName

J71A (Direction)

RGO I,
B

CASE WHEN Agent State Trace.Direction=1 THEN 'In'

WHEN Agent State Trace.Direction=2 THEN 'Out'

WHEN Agent State Trace.Direction=3 THEN 'Other'
ELSE 'None'

END

R 72T a—)b
% — (Peripheral Call
Key)

A Ry FCHEEMT N — IR 72T ko TEID Y THR

=% —
595 - ISNULL(Agent State Trace.PeripheralCallKey,0)
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B ozt FLEBELRR

NIL (T4—ILE) |FREA
J—H a—)L F— ZOT 44— FiE, a—LICIERESNER AL
(Router Call Key) 7% © ISNULL(Agent_State Trace.RouterCallKey,0)

ouh

N—F a—)L F—H | ZO7 44—V NI, a—NVMZERESNEEA,

(Router Call KeyDay) | su14 545 - 1 oggedOnTime 71510 ISNULL
(Agent_State Trace.RouterCallKeyDay, 0) .

N—=FDa—LF— | ZOT 44—V NF, a—VIEFERESNEEA,
V= U AE

(Router Call Key

Sequence Number)

M J71E  ISNULL (Agent State Tra ce.RouterCallKeySequenceNumber,
0)

I—Vx b F—LFZELERE
T—Vxr N F—AFEZELBRELAR— NIZ—V 2 =T DT RTCOT—V = IO
WTC, FHBa— RORZ v 7EERR GG, ZERTEFHRH, ZEARRMEZRLET,
DITV—: ZOLR—bOT—XL, BLHT7ay 7 pblERShET,
Ea—: ZOVKR—-PMNEHATELZDEZY v K Ea—71FTT,

GI—TF: ZOLR—MI, F—24, =—V 2 M, A2 — 02 O AR EFERIONE
T/ N—FhEanTYy—rENET,

BEUVRbL: ==Yz h F—4
T—REBRRT BT —IN—RRF—T T—T)L:
» Agent
* Person
* Agent Team Member
* Agent Team
» Agent Interval

» Agent Event Detail

I—Czr b F—LBZELIEEOREN 74 —IL K

RED7 4=V KX, Abv 7 T VL= bEREINALE—MIT 74V N TEREIND
T4—IVRTT, Abv I TV —MIT 74V P TRESNTWAIEE (EnbhA) IZHE
D7 44—V FERLET,
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-yt F—riszErEE ||

HhSL (T4—ILEK)

BLL

(Agent Team Name)

=V N F—LADZU R =TT XL,

)77 o Agent Team, EnterpriseName

T—Y x4 (Agent
Name)

T—V =z O,

EH 514 : Person.” "LastName. Person. FirstName

A (DateTime)

BIR L7 TOTFT—Z DO AR (MM/DD/YYYY B L OHH:MM:SSTER)
EHFE - Agent Skill Group Interval. H Ef (DateTime)

o 7 4 W (Logged
On Time)

TV v FRYEAF L THE LIS L Tr 7 A v (R F
TNEE) L WA EERE (HHMM:SS )

BHIHVE - Agent Skill Group Interval.LoggedOnTime

Rz is IIEH (Not
Ready Time)

T—Vx  MRE SN O3 E A ¥ LT [F521% 1 (NotReady) ]
WHETH - T2 BFHREM, 7 — % =205 EHEIS L7,

55 o Agent IntervalNotReadyTime

HFEERE (Time in)

RCO ~ RC9

T—Vx b0~ 9 DFBH 2 — R CREZEILIRIE T H - 72 IRFH,
M 515 Agent Event Detail

RC50002

50002 THkfe L 7= [F75245 IERFfE (Not Ready Time) ], CTIOS =2 > 7R —
Ry MIEERFEAELLEDIL, ==V = bBr 7y hEEL
oo THUX, 2=V NTRZ Ny T TV = arnra—X,
N=hE—= R DHA LT T K, CTIOS h— "DfEE, £721LCTIOS ®
FEEDNTIRIRE TH D ATREMER H VD £7,

RC50003

50003 Tk L 7= [F55 42 IERFR] (Not Ready Time) ], Unified CM (2 &
NT—V 2V NOTNRAANT U N AT —ERATHDLHELAR—FE
Niefed, =—vzr el 7 ranELE,

RC50004

50004 Thkfe L7z [fF2fE IERFH (Not Ready Time) |, =—Y = k7
AVBECTERINTVET—T x>y NOET 7T 4 TIRBERIAE LT
72, ==Yz MIiel Ty hEnE L,

RC50010

50010 CHkee L 7= [F552 /= 1ERFE]  (Not Ready Time) ], =— = > kA
BN —TF 4 v T ENEERO 2 — L A58 L CZELEHEATL
72o T—Vzr MTa—ARINUELV—T 4o 7SN E 51T, v
AT AFT—Vzr NEHBICHZERICLET, 7740 KT
a— L EERE L C2HZE LRNWE, O —Y oy MRFEZEIRICR
HEITHRESNTVET,
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B ozt FLEBELRR

HhSL (T4—ILEK)

BLL

RC50020

50020 Tkt L 7z [ 5 1L (NotReady Time) 1. 77 7 4 7 72— —
Yy FTORMIEEBEORE, =—Y = FADAF )L b —
T OEN Y THNBEMIEEBEIC L VARSI, ==Y = MIn s T
7 hENFE L, ZOHEH=— RNiE, Agent Event Detail L' 2 — R &
Agent_Skill Group Logout L' 2 — RTCEH Z, =—T = FRHIRE
NI AN TN—T %30 UET (EMEE CBIEDRA)

RC50030

50030 Tkt L 7= [£#52 1% [LB5[E]  (Not Ready Time) ], PG #7731 A
2 —7y NERILEEES (DN) AL TWLENINT A 2 X —
Fy Miz—Yxy bn A v Lz, ==Yy MEr s 7 b
ShFE LT,

RC50040

50040 THlkfe L 7= [F5542 IERFfE] (Not Ready Time) ], = —/LIZRKL
RN =V I u T NERE L,

RC50041

50041 Tk L 7= [#552 /=1L (Not Ready Time) ], =—Y = > kD
A ERN B — TR Lz Zica—nn K/ Lz, =— V=
v N OARRED [R5 1 (Not Ready) ] ICAHE EivE LT,

RC50042

50042 CTHAE L7 fFAE IR, FREERT— RE2EH L TV A54EIC
BEERRN R SN2 DIC, EAA L =—Vxr el Ty kX
nE L=,

RC32767

32767 Tkt L7z [F55 42 IERFHE] (Not Ready Time) ], =—3 = > hA
a—VIREET, a—ANOoT—Y 2 MEREFATL T—T
VXA LT RERFT), ==Y = NOWRED [F#%1#1E (Not
Ready) JIZEHE SVE LT,

RC20001

20001 CHkfe L 7= [FF5245 (L5 (Not Ready Time) ], —— = ¥ hik
RED [FF2 1521k (NotReady) JIZAH I, =— Y = hA5EHIMIC 2
7T REnE LR,

RC20002

20002 THkfe L7- [fF2 45 (LR (Not Ready Time) |, [fF5f%1E (Not
Ready) | /2LOi@EF OO0 77 v MBEH 22— MREETT,

RC20003

20003 CHlkfse L 7= [FF5245 IEBFf# (Not Ready Time) ], —=— = > bk
[FF52 151k (Not Ready) [IRREICIZH YV FH A, ERIZIDVZ—V =
k% #5521k (NotReady) JMRREICL., v/ 7 v hERICIDV =—V =
YheEuZT U NLET,

LIR—kHIU—: ZOLKR— ML, TXTOT—XOFEHLFR— B H £,
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- 20.

JT7ILE A LBITLAR—FT2TL—F

TVl h-UTIH AL, 237 RX—
TV N TF—A-UTNNEA L, 239 X—Y
C aA— NV H AT DT NHEA DN, 24] NX—

* AX) T N—TREAELR, 245 N—

C AXL TN—T RTF—H A 248 N—

¢ AFX ) RT—H A, 252 N—

I—ox o h-)7ILEA L
TV N UTNAEA L LR— NI, AFMZE DY ToNcm—V 2y NOBIEDT 7
TAET A BPERINET,
HIY—: ZDOLR—FDOF—H|F, T—H_R—2 7 —BlERSNET,
Ea—: ZOLR—MEHTELZDEZ Y v N Ea—IFTT,

IN—T:ZDOLR—bMI, AFNVITN—TZTINL—FEN, =—V 2 M TY—FENE
j—O

BYRE: 2L 70—
T—RERRT DT —ER—RARF—T T—TL:

* Person

» Agent

* Agent Real Time

» Agent Skill Group Real Time

* Skill_ Group Real Time

* Service

« Skill_Group
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I—Jxobh-UTLEAL

* Media Routing Domain

I—Szob-YFPZLEALLIR— Ty R Ea—DBRED I 4 —ILK

WEDT7 =L FIE, Abhy 7 T L — M0 ERENDLEAR—RIT 74V FTEREIND
TA4—IVRTT, Abv 7 TV —MIT 74/ b TREINTWAIEE (EnbA) IHE
DT 4=V RERLET,

HhSL (T4—ILEK)

BLl]

AFX) T I—T 4
(Skill Group Name)

TR =T TARAXRN TN—T DT B —TF A X4,
51k Skill_Group.EnterpriseName

T—Y x> b (Agent
Name)

=V OB,
i H J77E « Person.LastName “,” Person.FirstName

£ 8 (Name)

T—Yxr hOuTA A,
15 Agent.LoginName

Wi 5 (Extension)

T—Vx v hp3a A LT DNBREGE .
715 @ Agent Real Time.Extension

Peripheral %7
(Peripheral Number)

j:*—i;j:>/}‘0)[15f4)>/ID0
ZOMEIFT = _N—= AL EERE SN E T,
)75 o Agent.PeripheralNumber

P2 (Reason)

NY T2 ANLZELE, =—Y 2 FOFIBIOREELE T OB %K
Ta—RFBIOTFA N RESNTWHEES) . R a— FNER
NTHRWEA, ZOfEIK0 (Ba) (2780 9,
ZHERET 0 — L RTY,

CASE WHEN Agent Skill Group Reat Time.ReasonCode = 0

THEN NONE

ELSE (select ReasonText from Reason Code where ReasonCode =
Agent Skill Group Real Time.Reason Code)

State

T—Vxr FOBEDIREE,

M 575 Agent Real Time.AgentState

%) (Time)

T—Vx  FARBIEOREBIZ 2o THHEE L= (HH:MM:SS &
=) .

ZHUFEH T 0 —v KT, E 7L« DATEDIFF(seconds,
Agent Real Time.DateTimeLastStateChange, Select NowTime From
Controller Time)




I—Cx N F—L-YTILEAL .

NIL (T4—ILE) |FREA

J51] (Direction) A= BA NI R T MY R EFEZEONTTH 20D
ERLET,

ZOMHIET = R AL EEIG S E T,

M 75 Agent_Real Time.Direction

A5 47 (Media) BIE L ERE, Ty v b, FRIFETA—IL,
ZOMEIET —Z RN AL EERG S NET,
EHHVE : Media Routing Domain

LR—FHT—: ZOLR—= ML, TXTOTFT—=ZOELLVR— FRHY £,

I—Cxz b F—L-UTLEAL
TV M F=A UTNEA L VR ML, T=V 2y N F—LOBHEDT 7T A €T 4 &
FKRLET,
DT)—: ZOVR= DT =ZE, T—FN—A 72V =L lERENET,
Ea—: ZOLR—MEHATELDEFZY v K Ea—7IFTT,
=T ZOVR=MIF =LA LTI/ A—=TfbEh, ==Y =2 M TY—hEhE
R
EVRF: =—P=z kT4
T—REBRRT BT —IN—RRF—T T—T)L:
» Agent
* Person
* Media Routing Domain
* Agent Real Time
* Service
» Agent_ Team Member
* Agent Team
« Skill_Group

I—Cz Vb F—L-YFILEALLER—FTY Y FEA—DBREDITI4—ILF

REDT7 4=V FRIE, Ay T L — M0 AERENDILVEAR—RMNIT 74V FTEREND
74—V RTT, Abv I TUoFL—hIT 74/ FTRESNTWAIEE (b)) ICHE
D7 4=V RERLET,

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1) [ ]



I—CxzbF—L-YTILEA L

HhSL (T4—ILEK)

BLL

(Agent Team Name)

T—Yx 2 b F—LEDLHI,

75 Agent_Team.EnterpriseName

T—Y =z b (Agent
Name)

T—V =z O,

EH J71£ © Person.LastName «,” Person.FirstName

487 (Name)

TV hOurs A 4,

595 o Agent.LoginName

W5 (Extension)

T—Vxrhnrs A LT DNBRESRE S,
M J77% - Agent Real Time.Extension

Peripheral %7
(Peripheral Number)

T—xr ou A ID,
COMEIZT —H R_R—=AN S EERS SN E T,
)57 o Agent PeripheralNumber

i (Reason)

AU T2 INNHEE Lz, ==Y = N ORFEIOREEE ORH % /R
Ta—FBLIORTHFA N EESNTWDLEE) . BHa— FBNER
NTWRWES, ZoEiZo (Bu) (280 9,

THUFR T = R T, EH G

CASE WHEN Agent Skill Group Real Time.ReasonCode=0

THEN NONE

ELSE (Reason Code 7> ReasonText Z 3%, Z Z Tixk
ReasonCode=Agent Skill Group Real Time.ReasonCode C7)

State

T—Vx Y hOBHEDIREE,
M 715 Agent Real Time.AgentState

TLvvarFa—/A
X IT—7
(Precision Queue/Skill

Group)

T—Vxy FRBIEEE L TV D Z A7 BT b Tnd S Ly
Vary Fa—FREAFIAIN—T, 2=V 2V NRAT 4T —
TAYT RAALLDEDZAZIZHEBIMLTWRWGEE, 207 14—
JURIX [R% %72 L (Not Applicable) | & £RINET, =—T = M
BEDOAF N I N—TFIlcu (o T&EHD, ==V MIF RS
DEYYBTHENDET, ZO7 44—V RIZT—XIFFRRINERA,

EHI 5V, ¢ Skill Group.EnterpriseName
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a—ns47-u7ns445 A

HhSL (T4—ILEK)

BLL

5% (Time)

TV =y FRBUEDIRIBIZ 2 o TH H % L72W5fE (HH:MM:SS ¥
Et) o

IR T ¢ — B TY, EHTTIE - DATEDIFF (7,

Agent Real Time.DateTimeLastStateChange, Controller Time 7> 5 NowTime
A IEIR)

J718 (Direction)

D= ANA RN R, T MR, FRIEFOWTIRLTH RN
PERLET,

ZOMEIET — 2 RX—= A0 5 HHERSG S ET,
M J7{% - Agent Real Time.Direction

A5 47 (Media)

WETE B, Ty v by ERITETF A,
ZOMEIET —ZR—AP L EERG S NET,
715 © Media Routing Domain

LAR—kHI—: ZOLFR— ML, TRTOT—HOEHLR—FIFRHY 5,

OA—ILRAAT-)TFILEA L

A=)V AT - VTNEAL LT T L—MNUL, a—V F AT T—=HZD2OO 2a—0nHEX

nNTnET,

ANV HAT - VTNAEA L LR— NI, BEOA X — VOO K 3 —)v XA 72D
WC—T 4 T ORGEHEREFR R LET,

ca—NZAT7 (KREH) VFAZA L LAR— NI, BBEOE L XA TIZOWTIHERE

FRLET,

A=a— N—0 (Al

D) Fry7HZyr JA ML, RRTLHE2—2RRLET,

A—ILBRATYFPILEA L E2L—

A= BAT -V TIEA L VA= ML, BEOA U Z—SVDRIZ, ZO3—L XA TRE
DEINHBEEIN DOV TOERNPTRRSNET,

HDIY—: ZDOLR—=FDT =L, T—EZ_X—Z 7 —mlEkEhEd,

Ea—: ZoOLHR—hIZ

T

370y FEa— @GN LOMEICHTE7) vy FE2—=0H0 %

GN—T: ZoT7 07—, a—nL XA TLET)—FENET,

fEY) X |k : CallTypeld
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B 5147 u70814

T—RERBT DT —IN—RRAF—T T—T)L:
* Call Type
* Call Type Real Time

A—NWBRAT-UTFLEALALLR—FTYY FE2—DREDT 4 —IL K

BED7 4=V R, Ay 7 707 b= bnbAERENDLR—MIT 74V TERREND
T4 —I)VRTYT, Abv 7 T —hMIT 74/ TRHEINTWSIEE (EhbhE) ICHRIE
DT 4=V RERLET,

h5L (F4—ILEF) |iRBA

a— )2 AT (Call | a—)L Z A TDT LB —TF (4 X4,
Type Name)

M F 1k ¢ Call Type.EnterpriseName

= —/v (Calls BUEF 2 —IZH D X AT DR,
Waiting) 7Y% ¢ Call Type Real Time.RouterCallsQNow

E¥a— (Longest |BIEROELS Fa—A 7 INTWNDEH AT NF 2 —|T(F7E LT=KEH
Queued) (HH:MM:SS ) .

ZHIEREM T ¢+ —V RT3, 7L © DATEDIFF(ss,

Call Type Real Time.RouterLongestCallQ, (SELECT NowTime from
Controller_Time))

SRR HE (Avg T 5 2y M OIS E R R, BAED 555D A X — VDD, 2D
Speed of Answer) =)L BAT DT XTDOH AT DIVERRIOREZ, ZDOFA T DR
BB AT DA LET,

ZHUFEM T 0 — v RTY, EHGE
Call Type Real Time.AnswerWaitTimeTo5/Call Type Real Time.CallsAnsweredTo5

J#ZE (Abandon) TV MRZELTWLH, BV MOIV—TFT 4 T X
NTWABIZ, B 55 TIVR THRIEESHT-Z A7 D,

595 ¢ Call Type Real Time.TotalCallsAbandTo5

R REERER] (Avg | IEIT S RIS BEES T, O3 —/b Z A T OIRIERFO IR
Abandon Time) (HH:MM:SS E=0)

THUREH T 4 — v R T, B

Call Type Real Time.CallDelayAbandTimeToS5 /

Call Type Real Time.TotalCallsAbandTo5

sl EIE SR TL, 20a—L AL T TR ENTZ, Z0a—L X
A D a— ok,

)5k ¢ Call Type Real Time.CallsHandledToS
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a—ns47-u7ns445 A

HhSL (T4—I)LEF) |i2BH

SRR (Avg BT 5 o2 A7 1 28720 OFEEEREH (HH:MM:SS EX)

Handle Time) SHUREH T ¢ = FTF, S
Call Type Real Time.HandleTimeTo5/Call Type Real Time.CallsHandledTo5

7 —A > (FlowIN) ELS SHEOMISERHZ Y XA LY b EanT-a—Ek, V—4Fs T
—HEREA M L CHAL—T 4 v &N a— 3 EEN TR A,

)% ¢ Call Type Real Time.CallsRONATOS

7ua— 77~ (Flow |HEHITSHHIZ, [AZ7 V7 MEE (Requalify) |/ — RELIZ[Z—1 ¥
Out) A7 (CallType) 1 / —F&FETL, foa—n 24 l27n— L7
AT DL,

79 ¢ Call Type Real Time.OverflowOutToS

Active HiT 5 ot —n 24 7o a—nHk,
ZAUTEM T 4 —/V BT, EHHE © CallsAtAgentNow+CallsAtVRUNow

LiR—bkHI—: ZOLFR— ML, TRXRTOT—HOEHLR—F0nHY £,

O—)L 347 (KBA) YF7ILEALEa—

A= ZAT (KH) UTNEA L Ea—IliE, 3= ZATRBUEDA Z— L TED K
INTHBLEIN DD ONWTOERERRLET,

DTV —: ZOLR—=bOTFT—=FE, T—F_X=X 7 ) —=nblERESNET,
Ea—: ZOLAR—MUEATELIDEZY v R Ea—7EIF T,
TL—71t : ZOVER— NI, a—Lv 24 THT/—FERET,
BURb: a—n 247
T—AEBRETEHIT—EIN—RRFX—T 7—T)L:
* Call Type
* Call Type Real Time

A—IWEAT-SBYTFILEALLR—F T )Y FELA—DBRED I 4 —ILK

BED 7 A=V FiE, Ay 7 707 b= bnbAERENDLR—=MIT 74V TERREND
T4 =NV RTT, Abhv 7 TUoFL—MIT 74/ TRESNTWSIEE (L6 h) ICHAE
D7 44—V RERLET,
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a—LAAF-

7R A L

HhSL (T4—ILEK)

BLL

a—/L 2 A 74 (Call
Type Name)

DV XA TP B —T T A R,
M J79% ¢ Call_Type.EnterpriseName

i a2 —/1 (Calls
Waiting)

BEX 2 —IZhH D H AT D,
#5795 ¢ Call Type Real Time.RouterCallsQNow

e % = — (Longest
Queued)

BERLELS Fa—A VT ENTWEHX R T INF 2 —|Z(F71E L2 K

(HH:MM:SS B .

ZHUTEM T 0 —L R T, EH 515 DATEDIFF(ss,
Call Type Real Time.RouterLongestCallQ, (SELECT NowTime from
Controller Time))

SEENSEHRIE (Avg
Speed of Answer)

BT 5 53 [ D SR S I ]
IV B A TDOTRTOZ AT DIEERHROE
BHEHZ AT ODBTHRELET,

TR T = RTY, EHGE

Call Type Real Time.AnswerWaitTimeTo5/Call Type Real Time.CallsAnsweredTo5

BED S 53DA B —r VOO, 20
HEL ZOXATDONNE

J##E (Abandon)

TV IBRZELTVLH, BIUPz—Y = MILV—=T 47 &
NTWARIC, T 5 42T IVR THRIES NI X 27 OH,
M J51% ¢ Call Type Real Time.TotalCallsAbandTo5

T-HIRIERFH] (Avg
Abandon Time)

BT S yICEES L2, S D a—v XA 7O REERED -]
(HH:MM:SS B30

IR T o —V BT, B

Call Type Real Time.CallDelayAbandTimeToS5 /

Call Type Real Time.TotalCallsAbandTo5

SLER

EE S5 oM T L, Z0oa—L 247 TR Iz, Z0oa—L ¥

A FDa— DR,
& )75 © Call Type Real Time.CallsHandledTo5

S ALER RE

SO H AT 125720 ONHMBFER (HH:MM:SS )

ZHUTHEH T = BT, I
Call Type Real Time.HandleCallsTimeToS5 /
Call Type Real Time.CallsHandledTo5

Z7u—A > (FlowIN)

S DMIGERHCY XA Vo FENTZa— VL, ok
— U35 ?Ezh

HiT 5 %)
N—HHI ) —EAFEHL CHL—T 7 SNiza
FH A,

)79k ¢ Call_Type Real Time.CallsSRONATO0S5
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PES I -t |

HhSL (T4—I)LEF) |i2BH

7r— 7wk (Flow |HEHISHMIZ, [A27 U7 FEE (Requalify) |/ — RE-IZ[2—1 %
Out) A7 (CallType) ]/ — RZFEITL, flo=a—V ZA S I1co7n—L1H
27 DI,

BHIJ5E ¢ Call Type Real Time.OverflowOutTo5

TIT 4T a—)u HIT 5 S oRfta—n 2 4 70 a— 4,

(Active Calls) ZAUTEH T 0 —v KT, HHGE @ CallsAtAgentNow +
CallsAtVRUNow

LR—FHI)—: ZOLFE= ML, TXTOT=FOEHI LR = R3H Y £,

AXILTIL—TEFZEL

AXILTIL—TE2ELFR-)TILEA L

AR TN —TIHEZE I - U T VA A L LR— NI, BEShZ 12U EDRX L T —TF
R LT RN ED = — Y = OB EF R LET,

STV —:EH Ty
Ea—: ZOLR—-MIEATELZDEZY v F E2—TT,
=T : ZOVR—R I, AFV F—5 v FID T/ A—FbshTY—FSNET,
EYRL: AL T—T
T—REBRETET—IR—RRAFX—T 7—T)L:
« Skill_Group
* Skill_Group Real Time
» Agent_Skill Group Real Time

AXINTN—TEHZEFER- U TILEA L LIR— b

REDT7 =V FRIE, Ay T L — M0 ERENDILVEAR—RMNIT 74V FTEREND
T 4—)VRTT, Abv I TUoFL—hIT 740 FTRESNTWAIEE (b)) ICHE
D7 4=V RERLET,
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X)L TIIL—TESEL

HhSL (T4—ILEK)

Bl

A X)L TI—T4
(Skill Group Name)

TV FRBEEEL T DX A7 CHEfTF O TWnE T LYy
Var ¥a—FHEAFNV IN—T, 2=V 2 MRAT 4T L—
T4 RAALLDEDZAZIZHEBIMLTWARWEES, 207 4 —
U RIX %% 72 L (Not Applicable) | ERRENET, =—V = MI
HEDOAX L TN—T1Za 7 TEHdh, ==V MIXRY
DEYETHNDET, TO7 44— /L RIZT—HITERINFEF A,

HH 7% ¢ Skill Group.EnterpriseName

i = — /L (Calls
Waiting)

BUES 2 —1d B A 7 DXL,

5% ¢ Skill Group Real Time.RouterCallsQNow '+
Skill Group Real Time.CallsQueuedNow'

r7F L TnHT—
Yz~ (Agents
Logged On)

HIEAR L S —TlcalFr LTnbdo—r hOAE, 20
X, ==Yz bR e s rBlte s 7y hTAE-NNCEH SN E
—a‘o

i J51% - Skill_Group Real Time.LoggedOn

(Not Ready Agents)

AXN TN—T DT~ bDHIL, ZERRETHITZ—V =
U RDOANEL, ZEARAKRELIE, ==Yz MR F L TNDHD,
a—)VIVBRT 7T 4 BT 4 2{THoTCELT, a—EUHTAHZ LD
TERVRIEEEZR L £,

B H 57 ¢ Skill Group Real Time.NotReady

Fif = — K RCO ~ RC9

RNV 72 INANBEELE, =—Y = FORIEIOREBEE O E %
A a— R, Bl o— RRERINTWARWES, Zofitae (0)
2720 £7,

Z AU, E#E Agent Skill Group Real Time 2> HE MM SVE T,

LIR—kHI—: ZOLKR— ML, TRXTOT—XOEHLFR— B HY £7,

AFXINITN—THEZEL-UTILEA L

AR TN—TRHFZAEIE - VTN Z A L LiR— MI, FBEINZ 12U ED ATV T —7 0%
LCHZELORETHIZ—V 2 FEBELET,

JTV—: ZOLR—=bDOT—=FL, T—FX=R 7 ) —nolElRENET,
Ea—: ZOLAR—RMNIIZT IV vy R E2—LMTZTT7RHD £,

TI—T1 : ZOLVHR—ME, AFL TN —THTTL—FlbEnTY— FShET,
EYRE: 2% L T —F



PES I -t |

T—REBRRT BT —IN—RRF—T T—T)L:
* Person
» Agent
» Agent Real Time
» Agent_Skill Group Real Time
* Service
« Skill_Group
* Media_Routing Domain

+ Skill Group Real Time

[RFIL T I —TEZE LR LAR— ~  (Skill Group Not Ready Time Report) 141 v K E2—®DI
HEDT14—IL K

RBED 7 =R, Ay 7 707 b= b AERENDLR—MIT 74V FTEREND
TA4—IVKRTT, Abv I TV —MIT 74V b TRESINTWAIEE (EnbhA) IHE
D7 44—V RERLET,

WL (T4—I)LEF) |
AL T I— T4 TR =T TARXAFI) TN—T DL B —TF 4 R4,
(Skill Group Name) i )79 ¢ Skill Group.EnterpriseName

T—Vx MM (Agent| =—T = FNOBAL,

Name) i H J77% « Person.LastName “,” Person.FirstName
471 (Name) TV hoa s A,

EH HVE : Person.LoginName
Peripheral %= T—yxr ou A ID,

(Peripheral Number) 7% @ Agent.PeripheralNumber

HH  (Reason) N T2 INPHRE L, ==Y = FOFIEIOREE EOHH 2 7R
T a— R, Bl a— RRERSNTORVES, 20T (Er) (2
U S
BT
CASE WHEN Agent Real Time.ReasonCode = 0
THEN 'NONE'

ELSE (select ReasonText from Reason Code where ReasonCode
= Agent Real Time.ReasonCode) END
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AFILITN—T RAF—E2 R

HhSL (T4—I)LEF) |i=BH

BFfE  (Duration) T—T ) PARRBICEE I TH L ORERE (HHE:MM:SSTER) .

ZHUEEH T 4 —v KT, EH 5% : DATEDIFF(seconds,
Agent Real Time.DateTimeLastStateChange , Select Nowtime From
Controller Time)

LIR—kHIU—: ZOLKR— ML, TRXTOT—FOEHLFR— B HY £7,

AXILTIL—TRF—E2 R

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)

AXINNITN—T ISz b RT—ERX-YTILEA L

AFXNIN—T T — 2 N AT =R A -V TILHEA L LVR—F NI, =—V 2 NDOAT—X
2 VTIVEALLATHERLET,

JIT)—: ZOVHR=FOT—=2F, T—F_X=A 72 ) —=pbfFlShET,
Ea—: ZOLR=MMEHTEL20E 7Y v F Ea—T7,
TGI—TE : ZOLVHE— R I, AFNV I A—T4TY— hERET,
BURL: 2%V T —F
T—REBRETEIT—IR—RRX—T 7—T)L:

* Person

» Agent

* Agent Real Time

» Agent Skill Group Real Time

* Service

« Skill_Group

* Skill_ Group Real Time

* Media_Routing Domain

[RELITGL—=T-YFILEALLIT—2x 0 b RT—4 X (Skill Group Real Time Agent Status) ] D
WEDIT1—ILF

RED7 =1V KiZ, Abv 7 707 — I BEREINDLVER—MIT 74V N TEREND
T 4=V KT, Abv I TV —hMIT 74V P TREENTWAIEE (EnbhA) ICHE
D7 4=V FERLET,




z2xLs—725—452 |}

HhSL (T4—I)LEF) |i2BH

AX )L TI—T4 TR —TFGA R AN TN —T DT B —T 54 X4,

(Skill Group Name) M J51 ¢ Skill_Group.EnterpriseName

T—Yx b (Agent | T—V = > N OREA,

Name) B H J572% : Person.LastName «,” Person.FirstName
State T— v N OBIEDIRTE,

M 51k Agent Real Time.AgentState

i (Duration) T—Y v FRBIEDIRREIZ 22 - TH B L7-#5#  (HH:MM:SS
) o
ZAUTEH T 0 —v RTF, 7L DATEDIFF(seconds,

Agent Real Time.DateTimeLastStateChange , Select Nowtime From
Controller Time)

LIR—kHIY—: ZOLKR— ML, TRXTOT—XOEHLFR— B HY £,

AFXILITGN—=T-JFILEALRT—E R

AXN TN —TF ZAF—FZZ-YTAEAL L LR—FMI, F—ER LLbpa—L, FEa—1
B EEAE T o —) L EY SRR AU o — U SRR . faEo— 8, BBESh
TAXRN TA—T0n 7 A UM EFR R LET,

DJI)—: ZOVR—F DT —ZF, T—F_X—=Z 7 ) —DbAEREILET,
Ea—: ZOVFAR—MIEHTELZD1Z7Y v K E2—T7,
T—T : ZOLR— M, ZAFN INA—FLTTA—FhENTY—FEnET,
EYRL: XL TL—TF
T—AERERT DT —IRN—RXRFX—T 7—TL:

* Skill Group Real Time

« Skill_Group

* Media Routing Domain

[RFIILTIL—T-JFIILAA L RXT—42 X (Skill Group Real Time Status) ] DIRED T 4 —JL K

BED7 4=V KX, Abv7 T L—bbAERENELER—MIT 74/ hTEREND
T4 =NV FRTT, Abhv 7 TUoFL—=MIT 74/ b TRESNTWSIEE (Erbh) ICHE
D7 4— IV RERLET,
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AEXLTN—T RAF—E R

HhSL (T4—ILEK)

BLL

i = — /1 (Calls
Waiting)

IR A AL TV A B a— L £ 7213 A%/ ACD 22—/ 0%, =
NZE, Fa2a—IZbsra—NBLR—Txcr FOFEFRIHATHREORH L
FoOa—AREENET, 22, ==Yy FOEE—MVIEE
nEEA,

i )59 ¢ Skill Group Real Time.RouterCallsQNow

& F = — (Longest
Queued)

BERbLELS Fa—A U 7ENTWDEHZ AT 3% 2 —|T(FE L2
(HH:MM:SS B .

AR T 4=/ RTE, ZORFMIL. # A7 83% 2 —IZ Ao 7o RffH
% BAEDOREM 2 5 L CHEH S 3L, DATEDIFF(ss,

Skill Group Real Time.RouterLongestCallQ, (SELECT NowTime from
Controller_Time)),0) & 0 #EH i E 7,

B E R (Avg
Speed of Answer)

T—Vx  MPIRET DRI 2 — VN F o — TR 220>, MO L7z
YRR, BT 5 43[R 00 PRI R
THUFRM T = R T, G

(Skill Group_ Real Time.AnswerWaitTimeToS5 /

Skill Group Real Time.CallsAnsweredToS5)

AP

BT S5OMICRT L, 20— ¥4 X TREINF, Z0a—L 4
A 7D a—L DO,

i )79 ¢ Skill Group Real Time.CallsHandledTo5

SEEJALERIRE (Avg
Handle Time)

FDA A= NVDRI =T 2 "R EZ AT 1 OB ITER LT
PIALERRERT (HH:MM:SS TR

ZAUTEM T 0 —v R T, EHi 55 ¢ Skill_ Group Real Time.Handle
Time / Skill Group Real Time.CallsHandled

Ji%3E (Abandon)

AR T N—=T DA L H—r LD —HF F 2 —NTHIEINT-a—
VL

EHI 5V ¢ Skill Group Real Time.RouterCalls AbandQTo5

1 74> (Logged On)

BEAXL ZS—FlcalFr LTWbs—xr O N, T
X, ==Yz el rBloa s 7y hTAZNIEFESNE
j‘o

M J51k - Skill_Group Real Time.LoggedOn

LR—kHIU—: ZOLAFAR— ML, TRXTOT—XOEHLR—FIFRHY £,
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z2xLs—725—452 |}

AXINITN—T RATF—RRGZT4HhIL-1)TILEA L

AXN TN—T AT —BATF T - UT)NEALLLVER— NI, BBEENZ 12U EOXF L 7
N—TIH L CEAT—HADT— ) NOKEERLET,

JIT)—: ZDOVHR— DT —HX, T—F_X—=R 7 = blElRInET,
Ea—: ZOLAR—MNMEATELIOEFMNZ T 7T,
BEUVRK: A% I —7F
T—AERERTEHT—IRN—RXRFX—T 7—TL:

* Person

» Agent Real Time
» Agent

« Skill_Group

« Service

* Media_Routing Domain

+ Skill Group Real Time

AEINITN—TFTRAF—BRATS5T4AIL-UTILEA L

RED7 =1V KiZ, Abv 7 707 Vb— 0 BERENALVE—MIT 74V N TEREND
T4 —NVKRTT, A7 T —hIT 74V TCEHEBINTWSIESE (Ehbh) ICHIE
D7 4=V RERLET,

J4—IJLF

BLL]

2277 %~ (Logged
Out)

T—Vxr MIue sl FT7 L TVET,

v 74 (Logged On)

T—Vxr MIue st L TVET,

2121k (NotReady)

TV MIFRAZEZFVETHZLETEE A, ==V = bR
I DDAFXN TN—T THZFILEDOREE, ==Y = MIFRCAT 47
N—=T 4 7 FALHOTXTOAFR)L J—T TRZIFIRITR Y
£

525 (Ready)

TV MI, =V N TRY by Y — TR ARIEICER
ELTWET,

Talking

T—V 2 MIZDOAX)L T)—T T, XA E-iTa— ViU
<95,

AL P52 A 1L
(Work Not Ready)

T—Vxr MIL TOAFNL T —FDa— )L ORI EIT->TWVE
T, BUHENET T, ==V v MIFEZEIRIREEIZR Y £9,
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B xxrz7—4%=x

J4—ILF S BA
BAER% Y (Work | =—Y =y M, ZORAFNL T A—TOa— )LE X R 7 OB
Ready) EITo CTWVET,

T—Vx PREFa— LB L TWAEAIL. Ty 77 v I Kb
HEIET VT 4 AR Y £,

T—V ) RINFREUND X R BB L CWA5E1T. B &
Hlxm—Tx MRS H AT 7p UIRRE & T2 13545 IR IZ 72 D 5 A
NHY FET,

fih 2 %L £ — (Busy
Other)

ZOT—Yxr ME, BIOAFIV T —T TilgEh, BT ETZ.
FHRIFE I, F T ITRE ) — R (RBEIC 7o > TUWVE T,

T (Reserved)

TDAX) T N—TIZBEEMT N a— N E AR PR
VM Tz I TV ET,

BEEa—LOBAIL., =—Y 2 FOBIFFERIFURHINTWDS & XT
FHRIFAARREIZ 2D £,

RBH  (Unknown)

T—V = FOREITIAHA T,

%8 (Hold)

TN RATvarya—nEzBT5—Vx 2 NOEE, R
¥ (Hold) 1WEBIZ=—Y =0 PR a—/ Ik L THR S TS Z &
ZRLET, L. T MR REA IR a— ORI T —
Vv M EREICT 5720 TY,

Active

T—Vxr MIBREP E 22— VB T,

TV "R T I T 4 TREIZENEDIE, —EIZ1ODAXL T
N—TEF T, BOIAFININ—TTT 7T 4 TIREOH, =—V =
V ME O A F )L F—F Tl [ A F 0 BV — (Busy Other) ]IRRE
2o TNDHEBEZBIET,

AFXIVART—E2 R

AXIWNART—RRAI—xzb-)TILEA L
UTNEZALTo—Y 2 FORBERRT DI, ZOVR—FEFEITLET,
JIT—: ZOLR—bOT—FE, T—FX=R 7 ) —nolERENET,
Ea—: ZOLFR—RMNFEATEL0IEF7Y v F Ea—7T7,
GW—T: 20707 b— NI, AFXNV ITA—THZTT A=, BRETY—FEhET,
BURKL: AFL T —7
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zxLz27—42 |

F—REREBETDET—ER—RARAFT—T T—TIL:

* Person
» Agent
» Agent Real Time

» Agent_Skill Group Real Time

« Service

« Skill_Group

+ Skill Group Real Time

* Media_Routing Domain

[REILITLN—T-UF7ILAALIT—2x 2 b AFT—% X (Skill Group Real Time Agent Status) ] ®

BEDIT4—ILK

WEDT7 =L FIE, Abhy 7 T L — M0 AERENDILVEAR—RIT 74V ETEREND
TA4—IVKRTT, Abv I TV —MIT 74V b TRESINTWAIEE (EnbhA) IHE
D7 4 —)L RERLET,

ASL (T4—ILE)

BLL]

AF¥) T N—T4
(Skill Group Name)

TR =T TARAXRN TN—T DT B —TF A X4,
51 ¢ Skill_Group.EnterpriseName

T—Yx 2 b (Agent
Name)

=V NOBA,
i H J77% « Person.LastName “,” Person.FirstName

[4 i (Name) ]

T R A S B LT,
BHHE Person.LoginName

P (Reason)

RY T2 IR bERELE, ==Yy FORIEIOREZEEOBEH 2R
FTa—R, EELLRWGE, MbRESNEEA,

BT

CASE WHEN Agent Skill Group Real Time.ReasonCode = 0

THEN 'NONE'

ELSE (select ReasonText from Reason Code where ReasonCode =
Agent Skill Group Real Time.ReasonCode) END

T— ) MIREE
(Agent State)

T— = N OBTEDIREE,
EHIHVE - Agent Skill Group Real Time.AgentState
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B xxrz7—4%=x

HhSL (T4—I)LEF) |i=BH

IFf# (Duration) T—Y = FRBUIEDIRREIC 72 o T bkl L7 el (HH:MM:SS &
Et) o

IR T ¢ —v B TY, EHTTIE - DATEDIFF (7,

Agent Skill Group Real Time.DateTimeLastStateChange, Controller Time
75 NowTime % E4R)

LR— bk 47U — ZOLR— MIE, TRTOF—F OBERL R L 2ib 0 £,

AFIVAT—EBR-JTNLEA L

BESNTEAX N TN —TOFE o — )L & IR (Answer Wait Time) | 2R3 5121k, 2
DUVR—FEFEITLET,

JTV—: ZOLVR—=bDOT—=FL, T—F_X=RX 7 ) —nblERENET,
Ea—: ZOLR—MEHTELZDEZY v K E2a—T7,
GN—T: 207 FL—hME, AX)L IN—TH/TTL—FbEh, ATy —rahE7,
EYVRL: AL T —7F
T—REBRTEIT—IR—RRAFX—T 7—T)L:
* Skill Group Real Time
« Skill_Group

* Media Routing Domain

[RFILTIL—T-1JFIILEA L RT—45 X (Skill Group Real Time Status) ] DIEED T 4 —JL K

BED7 =1V FiE, Ay 7 707 — b bAERENDLVR—MIT 74V TERREND
T4 —I)VRTYT, Abv 7 T —hMIT 74/ THEINTWSIEE (EhbE) ITHRIE
D7 4— IV RERLET,

WL (Z4—ILF) |EREH

AF )V T N—T 4 TUH—TTARAXN TN—TDEL B —T T4 X4,
(Skill Group Name) i )59 ¢ Skill Group.EnterpriseName

it a2 — L (Calls B A L TWASE a— L E7- 13 A% /L ACD 2 —/L0¥, =

Waiting) NE, Fa—lldbba—LBLRT—V 2y FOFEFGEATHEOH L
HoOa—ARNEENET, ZHCE, =— Y= FOEEa—/VITEE
nNEEA,

HI 55 ¢ Skill Group Real Time.TotalQueuedNow
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zxLz27—42 |

HhSL (T4—ILEK)

BLL

¥ 2 — (Longest
Queued)

HERDELSFa— AT ENTWNDEHE AT NF o —I|T(FE LT- Y
(HH:MM:SS =) .
THIEH T 4= R TT, ZORIE, X A7 RF 2 — T Ao TR

% B DOEE 2 S L TR H &4, DATEDIFF(ss,
Skill Group Real Time.RouterLongestCallQ, (SELECT NowTime from

Controller_Time)),0) & YV #EH X E 7,

LAR—kHI—: ZOLFR— ML, TRTOT—HOEHLR—FFRHY £,
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2

BRETY RO RAT
>JL—Fk

3> LiR—bkT

\?

* HRF ¥ =2 T EORIT, 257 =V

* HRF ¥ UG, 262 RX—T

¢ F oy = UG 3057, 268 N—Y

* Xy =R 30 57, 274 N

* XAYT a— UEEROER 30 5y, 281 N—V

* HAXYT XFxUT 4 HIK, 283 ~X—

* XAYTX X/ T 43045, 285 N—

* A UR— T —)b, 287 N—

* HRF vy o _X—rHAO T =Y — )L—)b, 288 X—

* 30K = ND T Y — b—JL, 293 ~NX—

BRXEXv o R—2ZTEDOFRLT
HRF v o= T 0TV AR— MI, BIRLEZHBHOE Ty =0 DAT—X A (BB
L= F5—) | BIRLEHBOE X v o _X—r OF(TONR (S—F ) ZFERLE
bé‘o
Ea—: ZOLR—MIEX, F¥o=RRT5 (BR) LAR—FOERHE, Fv =)
BATH (HR) LAR—FOFEM (%) D200 2—nHY ET,

JTV)—: ZOLVER—= b OT—XE, BLAXAT 72 —MBERSNET,
fEUR R Fprtmy
F—RERETEHIT—ER—X XAXx—T T—TIL:

+ Campaign
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BRFx ¥ oR—0 T EDRT

* Campaign_Query Rule Interval

RITOEHOBRLAR—F (FroR—2H) Ea—DREND T4 —ILK

JUED 7

4= RiFE, Ay T =B AERINDLVER—MNMIT 740 hTEREIND

T 4= RTT, TNEDT 4 — I RELEETCXET,

HhSL (T4—ILEF)

Bl

¥ v o _—4 (Campaign
Name)

¥ L DA

51k Campaign.CampaignName

HAF (Date)

fTo7F—42O A (MM/DD/YYYY (H. H, F) OEX) .
E 5% - Campaign Query Rule Interval DateTime

TR EHE R - BRI X
55 (Key Statistics:
Customer Answered)

EOFFICRIE LIZRE 2 — v GUT)

HH J71% © Campaign Query Rule Interval. VoiceDetect +

Campaign Query Rule_Interval. WrongNumberCount +

Campaign Query Rule Interval.CustomerNotHomeCount +
Campaign_Query Rule Interval.CustomerAbandonDetect +

Campaign Query Rule_Interval.CallbackCount +

Campaign Query Rule Interval.PersonalCallbackCount +
Campaign_Query Rule Interval. AbandonDetect+ Campaign Query Rule Interval. AbandonTolVR

TR REHE R - IE LV
REE O (Key Statistics:
Right Party Connect)

TV IRTRAYZ by T EHEHALORTERY . EROBEENER SN, LEEXH
7 L x o a— LRfTEI,

I J71%  Campaign Query Rule Interval.VoiceDetect

TERREHE®R : S MY T
R L OVIVR ~0 3

(Key Statistics: Dialer Aband
& Aband to IVR)

TV NEREEIRD Z LN TERN ST, XAV TIZL > THFEE72IXIVR
ICHEEES N a— O, ¥¥ o _X—VREILL>TINEDa— LN A ¥ 7 THIE
FTIXIVRICEEE SN E D MR ED £,

W H 57 © Campaign Query Rule IntervalAbandonToIVR +
Campaign_Query Rule IntervalAbandonDetect

AATEH : 55T (Attempts:
Total)

BTSN RIE 2L DRFHE
EH 55 - Campaign Query Rule Interval.ContactsAttempted
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BRF v o R—0 T EDET

HhSL (T4—ILEK)

Bl

PATERL : RIS L DA
(Attempts: Customer
Answered)

EOEFICBZELZRITENZa—1D—k T —,

HH 7% - (Campaign_Query Rule_Interval. VoiceDetect +
Campaign_Query Rule Interval. WrongNumberCount +
Campaign Query Rule Interval.CustomerNotHomeCount +
Campaign Query Rule Interval.CustomerAbandonDetect +
Campaign Query Rule Interval.CallbackCount +
Campaign Query Rule Interval.PersonalCallbackCount +
Campaign Query Rule Interval.AbandonDetect +
Campaign Query Rule Interval. AbandonToIVR)/
Campaign Query Rule Interval.ContactsAttempted

AATEML - ISR L
(Attempts: Did not Answer)

FeBNEA X ILENTZEDDOEEIZEFERET, a— BB -8 72— 10
NR—trF7— ( FEOHLITNERL] ) &

#5715 © (Campaign_Query Rule Interval. AnsweringMachineDetect +
Campaign_Query Rule Interval.BusyDetect + Campaign_Query Rule Interval. NoAnswerDetect
+ Campaign_Query Rule Interval.CancelledDetect)/

Campaign Query Rule_Interval.ContactsAttempted

AATEML : R (Attempts:
Problem)

HHESEIZ S A Y L, IROWTHORIENFEE LT,

T—
* Ty 7 AR &
CHANT K= B AT7 7 v 7ol b EITH ALYV b= L
CHAXNADPRITEINTLEEITRY NV =IO LER L
cEERIIR Yy MUY= RIS
CHAX TR TR R LT — (F72i M) ) a— A3 S

* IRV —HDRITZIE (SIT h—2) BEA YILRITHICR Yy P =7 0 BiIREN
Yl

RITEINT-a— Lo —F

I J51% © (Campaign Query Rule Interval.FaxDetect +
Campaign Query Rule Interval.NoDialToneDetect +
Campaign Query Rule Interval.NoRingBackDetect +
Campaign Query Rule Interval.SITToneDetect)/
Campaign Query Rule_Interval.ContactsAttempted

HAXNIRL ==V e
MZ X 544 (Did Not Dial:
Agent Rejected)

TV MLl THERENES L Ea—/a— NNy 7 Oa— Lo (b DR
BICHERT AL OBITTAHERLY ET)

W H )57 © Campaign Query Rule Interval. AgentRejectedDetect
InbOa—E, RITEANa— L L LThHY Y FERE AL
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BRFx ¥ oR—0 T EDRT

HhSL (T4—ILEK)

B

ALl ===
Mz k527 v—X (Did Not
Dial: Agent Closed)

T—Vrr Mo THEBENE VL Ea—/a— ARy 7Oa— Lo (m—x
MIZNLDOFERICa—LLETFATLE) |

55 - Campaign Query Rule Interval. AgentClosedDetect
Insoa—E, dfranica— e LTy FERER A,

HITOARLR—F (FroR—=2F) Ea—0ORR

B/ED~

4= RiFE, Ay T L= BAERINDLR— MNMIT 740 hTEREIND

T 4=V RTT, TNEDT 4 — I RELEETCXET,

HhSL (T4—ILEF)

Bl

¥ v X — 4 (Campaign
Name)

Xy = DL,

M 7% - Campaign.CampaignName

HAr (Date)

H. ) DA ,
B H 5V - Campaign Query Rule Interval DateTime

TOF—420A (MM/DD/YYYY (H.

F v LY (Attempts)

AT ENT=RE 2 — VDA,
55 © Campaign Query Rule Interval.ContactsAttempted

BRI L DI« IE LVERR
F D4Rt (Customer
Answered: Right Party
Connect)

TV IR T AT by T EEALORTERY, EREOBEENER S, A S
Nt EoRITEINIZa—LDOR—k T —,

BHIGIE
Campaign_Query Rule IntervalVoiceDetect/Campaign Query Rule Interval.ContactsAttempted

FRICLDINE . XA Y Thk
ZE (Customer Answered: Dialer
Aband)

TV MBMERAARTHY VRO NEEIN TV WD, XA 77T
Ko THEEIN-EB L ORITO R~ T —,

i J79% © Campaign Query Rule IntervalAbandonDetect/
Campaign Query Rule Interval.ContactsAttempted

R X DINE  IVR~DJiK
= (Customer Answered:
Aband to IVR)

FATXTIZE o THEEFES LA, IVR IZHRE SN BE /AT XN—k T —Y, OF
0, HAYTREAELICERE L%, B ldT— Y = Mo TGH OB
IZOWT, IVR (E72ITRD X A YL ES) [ZEEINZITORR—8 7 —, BE
Da—LEYWrT R0, Av—YE2EAT D IVRIERENIREINE L,

{575 - Campaign Query Rule Interval. AbandonToIVR/
Campaign Query Rule Interval.ContactsAttempted
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BRF v o R—0 T EDET

HhSL (T4—ILEK)

BLL]

AN L DINE - a—v
X+ 7 (Customer Answered:
Call back)

Xy o R—UPR=YF N a— L Ny T ICRESNTORWNGEE, I — A Ny 7%
HRT DAL Z Y FLIZEED NN —k T —,

W

Campaign Query Rule IntervalCallbackCount/Campaign Query Rule Interval.ContactsAttempted

BRIZLDIE =V F v
21—/ 2N 7 (Customer
Answered: Personal Call back)

Fp LN VRS Y S T Sy 7 ICRE STV S B, BERST—L Sy
JEERL, ATVa—NENTALE T FONR—k T =Y,

ST -

Campaign Query Rule IntervalPersonalCallbackCount/Campaign Query Rule Interval ContactsAttempted

AN L BIE R RLE
(Customer Answered:
Customer Not Home)

Bl SE LT FERBE TR oo a s 27 hoR—k 77—,

EHITE
Campaign Query Rule IntervalCustomerNotHomeCount/Campaign Query Rule Interval.ContactsAttempted

BEIZ L DIE o TS
(Customer Answered: Wrong
Number)

BRI SE LTI, BENT ZIEA TV RN E EbN KD S —k T —
/
EHHE

Campaign_Query Rule IntervalWrongNumberCount/Campaign Query Rule Interval. ContactsAttempted

BRI L DISE - R

(Customer Answered:

T—Yxr MR INTE
WYL

LIZAE DU U E & e o R— T —

Customer Aband) Campaign Query Rule IntervalCustomerAbandonDetect/Campaign Query Rule Interval. ContactsAttempted
BEDISER L  BrEER | BEEmS i ahica sy 27 hoR—kr 57—,

(Customer Did Not Answer:
Answering Machine)

B TE
Campaign Query Rule IntervalAnsweringMachineDetectToHal/Campaign Query Rule Interval ContactsAttempted

B DINEIR L &R L
(Customer Did Not Answer:
No Answer)

WA SN hoTa BT hOR—k T —,

I
Campaign_Query Rule IntervalNoAnswerDetect/Campaign_Query Rule Interval.ContactsAttempted

BRDINER L BEV—
(Customer Did Not Answer:
Busy)

EY—ER R Lo 27 FOEIE,

BHGE
Campaign_Query Rule IntervalBusyDetect/Campaign Query Rule Interval.ContactsAttempted

BEDIGERL Ty
(Customer Did Not Answer:
Canceled)

FOHLSTOBEI— NV EZZAY TNy 2L Lizar 27 b=k T—,

EHITE
Campaign_Query Rule IntervalCanceledDetect/Campaign Query Rule Interval.ContactsAttempted

&8 : SIT b— (Problem:
SIT Tone)

el
59 © Campaign Query Rule Interval SITToneDetect

Special Information Tone (SIT) Zf&H L 72 8#& 5 DL,
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B exxvox—1pa

5L (T4—ILF) B

glull:l

I« A v =272l |30 0 DFICE A Fu b —U B S ds o T2ERR L DK,

(Problem: No Dial tone) EH{ 5V - Campaign Query Rule Interval.NoDialToneDetect

FIfE : 77 27 A (Problem: |30 DOFIZT 77 Az L= EKElLDH,

Fax) Campaign_Query Rule_Interval.FaxDetect

M : Xy NV —7 =T — [ ROWTIPNORBENREE LTca 27 FDH,

(Problem: Network Error) AR ARRIT S L X ISRy R T — 2 B OO LE R L
CEEERIC Ry b U — 2 RIS T

CHATXTIZL s TR R VX — (F70F EEF) ) a— ARz

B H 5V - Campaign Query Rule Interval NoRingBackDetect

E;k#"(' -y/\o_yl\%é

ZOLVAR—RMEL, BRUZHEIZOWT, BIRLEF Yy U RX—COHRKRT 7T 4 BT 4 BILONR
T =<V AEEDAF N T N—T%2RL, BIRLTEFy RN BLREDAF L 7 L—TC
DOWTER LM OEBEOBE 22—/ (EOEFRICEE LR E=—, BEa—L, Fx o
NR=VDAX ) TN—FITHEE I T a—v) O ERIE L E7,

Ea—: ZOULFR— ML, BIRFr o _X—UBAELR—FEBRF v o X— AL R —
FO2FEFEOE 2—0RH 0 97,

JI)—: ZOVHR=MOT=XF, EAZAT 72V = OERSNET,
BYRE: Fyr_—r
T—RERRT DT —EIR—RRFX—T T7—TL:

» Campaign

* Campaign_Query Rule Interval

« Skill_Group Interval

BRExv o R—UBELR—F E2Aa—DREDIT 4 —ILF

RED 74—V R, Ay 7 707 b= M0 bAERENDLR—MIT 74V N TEREND
74—V RTT, ZTHEDT 41— REEFETXET,

Hh5L (T4—I)LEF) |i2BH

Ty N— Xy U X— DA,

(Campaign) M J515  Campaign.CampaignName
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BR* vy oR—U#E

HhSL (T4—ILEK)

BLL

HAr (Date)

fTo7F—42o A (MM/DD/YYYY (B, H, ) OEX) .
EH 5V © Campaign Query Rule Interval DateTime

¥y N—LDIT—
Uz MR (Agent

Time In Campaign)
FTE

AL, Fr o _X—U BT HEAXANHD DO AF L T L—
TTHEEE L (720352 EIE) =—Y 2 PO FTEfE,
RCODZ—V 2y MRFYy o R_R—=U DAF VI T NVH A LNERLTHRE .
FTEIZ=—Y v FOBEFRLET,

M J71E ¢ (Skill_Group Interval. LoggedOnTime -

Skill Group_Interval.BusyOtherTime - Skill Group Interval.NotReadyTime)/
Skill Group_Interval.ReportingInterval

Fy o N—rDxT—
T x v MEFH (Agent
Time In Campaign)
i (Talk)

;|

T—Vxy ERWNTIRDOF ¥ = D AKX J—T Tl E
LLEEFEOX—t T —,
EHH¥E ¢ (Skill Group Interval TalkTime -

Skill Group Interval. TalkReserveTime)/ (Skill Group Interval.LoggedOnTime
- Skill Group_Interval.BusyOtherTime - Skill Group Interval.NotReadyTime)

FyoR—rDxT—
Uz M (Agent
Time In Campaign) : 1%
4R (Wrap Up)

Ty FARAWDTRLDOF v o R—C DAF N TN —FTCEEET
IR AE 2 — LV ORIZENBERREICE L LR O/ — T — 3,

7Y% ¢ (Skill_Group_Interval. WorkReady Time +

Skill Group_Interval.WorkNotReadyTime)/

(Skill_Group_ Interval.LoggedOnTime- Skill Group IntervalBusyOtherTime -
Skill Group Interval.NotReadyTime)

Xy R DT
Uz MEHE (Agent
Time In Campaign) : 7
A v (1dle)

T— 2 RN TRDDOF ¥ o X— D RAF)L )L — 7 CH AT EE
7Poloy, VEER TP O RR— T —,

5% ¢ (Skill_Group_Interval.ReservedStateTime +

Skill Group_Interval.TalkReserveTime + Skill Group Interval.AvailTime)/
(Skill_Group_Interval.LoggedOnTime- Skill Group_ Interval.BusyOtherTime
- Skill_Group_Interval.NotReadyTime)

T—x v MERHEH

(Agent Statistics) :
f9i/ FTE=— = o b ¥
il (Connects/ FTE
Agent Hour)

Xy L RX—=VDAXN T N—TIHKT D=2 D I—)VEDFTE
(1=

i J5 1% ¢ (Skill_Group_Interval. AutoOutCalls +

Skill Group_Interval.CallsHandled + Skill Group_Interval.PreviewCalls) *
Skill Group Interval.Reportinglnterval/ (Skill Group Interval.LoggedOnTime
- Skill_Group_Interval.BusyOtherTime - Skill Group Interval. NotReadyTime,
0)
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BR*vy o R—RE

HhSL (T4—ILEK)

BLL

T—Vx » MEHEH

(Agent Statistics)
T—Vx ¥ hEREO
R[] (Time between
Agent Connects)

B 2 — b= = MRIOBERZ 0% R (7)) .

7% ¢ (Skill_Group_Interval.ReservedStateTime +

Skill Group_Interval.TalkReserveTime + Skill Group Interval.AvailTime)/
(Skill_Group_Interval.AutoOutCalls + Skill Group Interval.CallsHandled +
Skill Group Interval.PreviewCalls)

T— 3  MERF ORI O BRI T, ROKXEFEHL GRS E
TR LEXF Y o R—r O =T A RVIKE/=—Y = N2

<3
L

SET Llza—n
(Completed Calls)

T—vx ) MR
(Agent Connects)

TV NTEIZMETAFy R DAFI T N—T D a—)L
B (REBLIUOERE) .

51 - (Skill Group Interval. AutoOutCalls +

Skill Group_Interval.CallsHandled + Skill Group Interval.PreviewCalls)

SET Liza—v
(Completed Calls)
PEfE STV 7RV (Not
Connected)

T—Vx NERET AL RATER SN TR VR 2 — V8, 2l
EXA YT Lo THES A, IVRICHESNT-a—/ (FlEa—
NERBa—NLEEGE) | Xa—FdN—T 4 T ATV T T —
THERENRE LT a— AR EENET,

7% ¢ Skill_Group_Interval.RouterCallsAbandQ +
Skill Group_Interval.RouterError +
Campaign_Query_ Rule Interval.CustomerAbandonDetect +
Campaign Query Rule Interval.AbandonDetect

¥ ZOH 7 A, Outbound Reservation Script 23— = > k& I L
720N & F T ReleaseCall Z ] L2 WGEITEE T, Zo/E, 20
BT BOMEEIER S L WMEARIg L — 2 =T — a—)L LAR— M54
LET,

[l Cisco Packaged Contact Center Enterprise LiR—ba—8¥ Ha K1Y 1J—Z11.0(1)




BR* vy oR—U#E

HhSL (T4—ILEK)

BLL

BT Liza—L [IVR ~DORZE ) REEIZRD . ZOF v =V DAF )L J—T|C
(Completed Calls) : |BHEfHT HNRWHIETET Lizca— Lok, ZOfEix, v ~—r
fhi~D XA ¥ T HEE | ICBEMN T SN AT =T RERICEH S0 F v o=
(Dialer Aband To WZOAHBEHINET
Other) M 51k - Campaign_ Query Rule Interval. AbandonToIVR -
(Skill_Group_Interval.RouterCallsAbandQ + Skill_Group Interval.CallsHandled
+ Skill_Group_Interval.RouterError)
ZDOHT MXIVR ~OREENR 12D 30 53 A X —/ )V THRAEL, 5T
THROA =7 IV TRET L0, BREMETT,
Z D71 Z A, Outbound Reservation Script A =— = > M & TR L7220
& Z T ReleaseCall Z i L22WGAIX, 2 DN T LOLRFEFREL D
2L 72 BT O TT,
ZDAT LIE, AXN T N—T PR TRk — LR ERE T —
Ve b XX RV EBMNUER SRS 5E . 20N T LD FEER
KO R DT OB TY,
DT ME IVRAZ U T FADFENR ZDOF ¥ o _— 2 DEHD A
XN ITN—=TCFa—A U TT D56, a—NRFa—A 7SN
# A X)L 7 )L—7"C RouterErrors 3 & O RouterCallsAbandQ 73 1 [B]h &7
YRS, ZOHT DOBMPEEREIY DR R0 TT,
FABHEREH FY ANV DAXN T N—TDRIRLToA F—7LDORIICT—Y =
(Outbound Y hMIkoTE SN D a—LOVHE (BREBIUERE) .
Statistics) : AHT 5% ¢ (Skill_Group_Interval. TalkTime -
Skill Group_Interval.TalkReserveTime + Skill Group Interval. WorkReadyTime
+ Skill_Group_Interval. WorkNotReadyTime)/
(Skill_Group_Interval. AutoOutCalls + Skill Group Interval.CallsHandled +
Skill Group_IntervalPreviewCalls)
FEIE TR EOFEFIZEFELLNS, AR —Y = FRRWZH XA YT
(Outbound SO THFEELITIVRIZHES N a— LD —kt T —,
Statistics) : 2FFD

JZEY% (% Abandon Of
All Voice)

M J51k - (Campaign Query Rule Interval. AbandonDetect +
Campaign Query Rule Interval. AbandonToIVR)/
(Campaign_Query Rule Interval.VoiceDetect +

Campaign Query Rule Interval. WrongNumberCount +
Campaign Query Rule Interval.CustomerNotHomeCount +
Campaign Query Rule Interval.CustomerAbandonDetect +
Campaign Query Rule Interval.CallbackCount +

Campaign Query Rule Interval.PersonalCallbackCount +
Campaign Query Rule Interval.AbandonDetect +

Campaign Query Rule Interval. AbandonTolVR)
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BR*vy o R—RE

HhSL (T4—ILEK)

BLL

FASHEHE
(Outbound

Statistics) : b v FE
(Hit Rate)

EOFEFIZENELIERE 22— GT) o—trT7—Y (%) .

7% (Campaign_Query Rule Interval. VoiceDetect +
Campaign_Query Rule Interval. WrongNumberCount +
Campaign Query_ Rule Interval.CustomerNotHomeCount +
Campaign Query Rule Interval.CustomerAbandonDetect +
Campaign Query Rule Interval.CallbackCount +
Campaign Query Rule Interval.PersonalCallbackCount +
Campaign Query Rule Interval.AbandonDetect +
Campaign Query Rule Interval.AbandonToIVR)/
Campaign Query Rule Interval.ContactsAttempted

FAGHEEHE
(Outbound

Statistics) : AT
(Attempts)

AT SN FE 2 — L DOEFHL
EHI 5, - Campaign_Query Rule Interval.ContactsAttempted

BREy OR—VBEHMLEA—F E2—DBED I+ —IL K

BIEOZ7 4 — WV KRIE, Ay 7 T =M AERSND LAR— MIT 74/ N TERRIND
74—V RTT, ZHHDT 44—V RIIAEFETx £,

HhSL (T4—ILF)

Bl

Fy o=
(Campaign)

F ¥ = DA,

7% © Campaign.CampaignName

HAT (Date)

To7F—2OHM (MM/DD/YYYY (B, H, 4) OFX)
M 1% . Campaign_ Query Rule Interval.DateTime

(Agent Connects) : HI
ISV ALV
(Outbound Immediate)

BENT—T = MRS S V2315 = — VB (3 = — TORFRE R
L/) o

i J5 1%+ Skill Group_Interval. AutoOutCalls +
Skill Group_Interval.PreviewCalls
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BR* vy oR—U#E

HhSL (T4—ILEK)

BLL

T—x MNER
(Agent Connects)

IVR ~DJEER L OGS

=1 (After Aband To

IVR & Inbound)

ZHIIIR D a— A nNEENET,

*IVR ~DEFERIZZDAF L I N—F D —T = NI X o T
HINnN-REa—n,

TV MIFa—A T HEEINT IVR ~DIREF v X —
UINBDREa—,

CIDAX NI N—T D NMIV—T 4 TSN EEa—
B L Einga—l,

5% ¢ Skill Group IntervalCallsHandled

Not Connected (B &
ATV IRER) -
ZHiEE (Customer
Aband)

AR DN TS % M- T2 B2 (KT L 72388 S DL,
W HIJ5E - Campaign Query Rule Interval.CustomerAbandonDetect

Not Connected (¥t &
ALTWZRVIREE) @ &
A ¥ 7K (Dialer
Aband)

A XTI F o THEEE S T EAE L D 2L,
M )57 © Campaign_Query Rule Interval. AbandonDetect

Not Connected (i S

LTV RV IREE)
¥ 2 — COREK I

(Customer Aband in
Queue)

RS 3 2 — N T U L 72388 S DL,
M J51k% ¢ Skill_Group_Interval RouterCallsAbandQ

Not Connected (5 &

a—V =T 4T AT )T N T T =IRENEE LT-a— 1D,

hfu:&b\:{%ﬁé) P Skill Group_ Interval.RouterError

IV =T—
(Script Error)

f~DFA Y THEE | FIHAFAERE—Y = SRR o 2o RIS IVR IZFE S, 20D
(Dialer Aband To XY o RX—VDAX N TN—FNFa—A TSP THRS, o F—N

Other) : % = —fFFRA | LHIZF 2 = HHIBR S 17z 73— L

7971 (Seript )59 ¢ Skill Group Interval.RouterCallsDequeued

Dequeued)
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B =r~x—paas

HhSL (T4—I)LEF) |i=BH
MA~DOE A Y THIE (D AF I TA—T IV —T 4 T ENT=D, AFIL T I—F |25 E

(Dialer Aband To Lo l-a—n8, Z0OH T MEIVR ~DOBEEN 1 2D 30 551 >
Other) : ZDfh H— )V THRAET HAEEMERH U | FEE TROA X — )L TRAET
(Other) D=6, WHEMETT,

M 51k . Campaign_ Query Rule Interval. AbandonToIVR -
(Skill_Group_Interval.RouterCallsAbandQ + Skill_Group Interval.CallsHandled
+ Skill_Group_Interval.RouterError +

Skill Group_Interval.RouterCallsDequeued)

ZDOHT KEIVR ~OFHEN 1 DDA 2 —r L THRAE L, FESETH
DA B —r IV TRAET DD, BREMETT,

T o R—E30 59
Xy R=E B0 L) LAR— NI, EINZa—AERO—E, Xy = flm—
Ty MERHER G0 ZL) BIXOET Lia—LoBfMiazE R LE T,
Ea—: ZOULFE— ML, T o—0E B040TL) LiR—RE, v o= RAEHEM
GOA’E)VT*F®ZO®E;~#%@iT

JI)—: ZOVR=rOT=2F, BEAZAT 72V = OERSNET,
BYRE: Fy—r
T—RERRT DT —FN—RRX—T T—TL:

» Campaign

* Campaign_Query Rule Interval

« Skill_Group Interval

FroR—UBREWHLHR—F E2—DBREEDT4—ILE

WEDT7 =L FIE, Abhy 7 T L— M0 ERENDLVEAR—RIT 74V FTEREND
74—V RTT, ZTHEDT 41— REEFETXET,

Hh5L (T4—I)LEF) |ixBH

Xy Lt ¥y L= DA,
(Campaign) B HIJ775 © Campaign.CampaignName
HEf (Date Time) TTOT—2D 304554 % — L OBRE AR (MM/DD/YYYY B8 X O

HH:MM:SS £X)
)79 © Campaign Query Rule Interval.DateTime
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FrR—URENS

HhSL (T4—ILEK)

BLL

Ty R—rDOxT—
Yz N (Agent
Time In Campaign)
FTE

300D/, al AL, F¥ o= EZ0HTEAZANRNLY
DAX)N T N—TTEEEZ LT (F0E%2EIE) =—Y
rDT7NVE A LA (FTE) fH, 30 0 OMICTXTOZ—Y = bR
Fy RNV DAV T VL A LERLTHE, FTIEIZT—Y 22 O
BaeRLET,

M 51k ¢ (Skill_Group Interval. LoggedOnTime -

Skill Group_Interval.BusyOtherTime - Skill Group Interval.NotReadyTime)/
Skill Group_Interval.ReportingInterval

Ty N—rDT—
¥ x v MEFH (Agent
Time In Campaign)
i (Talk)

i

T—Vxy ERWNTIDRDOF ¥ = DAF )L J—T Tl
RO N—F T —,
(Skill_Group_Interval.TalkTime - Skill Group_Interval. TalkReserveTime)/

(Skill_Group_Interval.LoggedOnTime - Skill Group_ Interval.BusyOtherTime
- Skill_Group_Interval. NotReadyTime)

¥y RN—rDxT—
P x v MEFE (Agent
Time In Campaign) : %
4L (Wrap Up)

T—Vxr hRWVNTNDLDOF ¥ L X— DAFN TN —FTEEE
VERAE 2 — LV DBITHLERREICE L LR o —k T — 3,

59 ¢ (Skill Group Interval. WorkReadyTime +

Skill Group_Interval. WorkNotReadyTime)/
(Skill_Group_Interval.LoggedOnTime- Skill Group IntervalBusyOtherTime -
Skill Group_Interval.NotReadyTime)

FyoN—rDT—
Vxr M (Agent
Time In Campaign) : 7
A Fv (Idle)

TV ey FRNTRROF ¥ R L DAL J L~ 7 TR AT
7Zoteid, VEEF TR oM=L 7 —,

7Y% ¢ (Skill_Group_Interval.ReservedStateTime +

Skill Group_Interval.TalkReserveTime + Skill Group Interval.AvailTime)/
(Skill_Group_Interval.LoggedOnTime- Skill Group_Interval.BusyOtherTime
- Skill Group Interval. NotReadyTime)

T— Tz MERHE#HR

(Agent Statistics) :
ot/ FTE=— = o R
fil (Connects/ FTE
Agent Hour)

AV B =PI FDOF L N— DAF I TN —F T H—T
r>=z— %D FTE (B,

HI 575 ¢ (Skill_Group_Interval. AutoOutCalls +

Skill Group_Interval.CallsHandled + Skill_Group_Interval.PreviewCalls) *
Skill Group Interval.ReportingInterval/ (Skill Group Interval.LoggedOnTime
- Skill_Group_Interval.BusyOtherTime - Skill Group_ Interval. NotReadyTime,
0)
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FrR—UBEIN S

HhSL (T4—ILEK)

BLL

T—Vx » MEHEH

(Agent Statistics)
T—Vx ¥ hEREO
R[] (Time between
Agent Connects)

B 2 — b= = MRIOBERZ 0% R (7)) .

7% ¢ (Skill_Group_Interval.ReservedStateTime +

Skill Group_Interval.TalkReserveTime + Skill Group Interval.AvailTime)/
(Skill_Group_Interval.AutoOutCalls + Skill Group Interval.CallsHandled +
Skill Group Interval.PreviewCalls)

T— 3  MERF ORI O BRI T, ROKXEFEHL GRS E
TR LEXF Y o R—r O =T A RVIKE/=—Y = N2

<3
L

SET Lica—u
(Completed Calls)

T—vx ) MR
(Agent Connects)

TV NTEIZMETAFy R DAFI T N—T D a—)L
B (REBLIUOERE) .

51 - (Skill Group Interval. AutoOutCalls +

Skill Group_Interval.CallsHandled + Skill Group Interval.PreviewCalls)

SET Liza—v
(Completed Calls)
PEfE STV 7RV (Not
Connected)

T—Vx NERET AL RATER SN TR VR 2 — V8, 2l
EXA YT Lo THES A, IVRICHESNT-a—/ (FlEa—
NERBa—NLEEGE) | Xa—FdN—T 4 T ATV T T —
THERENRE LT a— AR EENET,

7% ¢ Skill_Group_Interval.RouterCallsAbandQ +
Skill Group_Interval.RouterError +
Campaign_Query_ Rule Interval.CustomerAbandonDetect +
Campaign Query Rule Interval.AbandonDetect

HE ==Yy TR L TR0 & X2 Outbound Reservation Script 73
ReleaseCall Z ] L72WGEIE, 2007 MIEDNITRD 3, ZOX
IIRGET, BRI —F =T — a—)L LAR— FRERSH, 20
AT LDEPREL 72D T,
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FrR—URENS

HhSL (T4—ILEK)

BLL

SET Liza—i [TVR ~DOKFE ) RIEBIZARY, ZOF v o X—rDAF L FL—T (T
(Completed Calls) : |BHEfHT HNRWHIETET Lizca— Lok, ZOfEix, v ~—r
f~DOXA ¥ ZFE | ICEEMT ORI AF L =T REGIHER S0 F v ort—
(Dialer Aband To OB S ES
Other) M 51k - Campaign_ Query Rule Interval. AbandonToIVR -
(Skill_Group_Interval.RouterCallsAbandQ + Skill_Group Interval.CallsHandled
+ Skill_Group_Interval.RouterError)
ZDH T AL IVR ~OHEFEMN 1 DD 30 554 v 2 —r SV THRAEL, 5E
THRDA =V THRAET D20 MR T,
Z D71 Z A, Outbound Reservation Script A =— = > M & TR L7220
& Z(Z ReleaseCall Z M LAAWGEIX, ZDOW T LOBMBERELY D
2L IR DT DR T,
ZDOHTNE AFN T I—TPHEE ARk a — L BT —
Tz b Fy o= SNER S NS HE. DN T LOBINER
KO R DT OB TY,
ZDATHE IVRAZ U T FADEENR ZDF = DD A
XN ITN—=TCFa—A U TT D56, a—NRFa—A 7SN
# A X)L 7 )L—7"C RouterErrors 3 & O RouterCallsAbandQ 73 1 [B]h &7
Y hEN, ZOBT LOENEERLD DR D oS T,
FAEHFEH Fy N DAF N T N—TOBR LA o F— VORI E—T =
(Outbound YMCEo TSNS a—LOPHE (BFRBLORE) .
Statistics) : AHT HI 5% ¢ (Skill_Group_Interval TalkTime -
Skill Group_Interval.TalkReserveTime + Skill Group Interval. WorkReadyTime
+ Skill_Group_Interval. WorkNotReadyTime)/
(Skill_Group_Interval. AutoOutCalls + Skill Group Interval.CallsHandled +
Skill Group_IntervalPreviewCalls)
T HcRH EOTRICEE LI, MR — Vs v hRRWED S A XTI
(Outbound SO THFEELITIVRIZHES N a— LD —kt T —,
Statistics) : &2F A D

JHEEY% (% Aband OF All
Voice)

M J51k - (Campaign Query Rule Interval. AbandonDetect +
Campaign Query Rule Interval. AbandonToIVR)/
(Campaign_Query Rule Interval.VoiceDetect +

Campaign Query Rule Interval. WrongNumberCount +
Campaign Query Rule Interval.CustomerNotHomeCount +
Campaign Query Rule Interval.CustomerAbandonDetect +
Campaign Query Rule Interval.CallbackCount +

Campaign Query Rule Interval.PersonalCallbackCount +
Campaign Query Rule Interval.AbandonDetect +

Campaign Query Rule Interval. AbandonTolVR)
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FrR—UBEIN S

HhSL (T4—ILEK)

BLL

FASHEHE
(Outbound

Statistics) : B » hEF
(Hit Rate)

EOFEFIZENELIERE 22— GT) o—trT7—Y (%) .

7% (Campaign_Query Rule Interval. VoiceDetect +
Campaign_Query Rule Interval. WrongNumberCount +
Campaign Query_ Rule Interval.CustomerNotHomeCount +
Campaign Query Rule Interval.CustomerAbandonDetect +
Campaign Query Rule Interval.CallbackCount +
Campaign Query Rule Interval.PersonalCallbackCount +
Campaign Query Rule Interval.AbandonDetect +
Campaign Query Rule Interval.AbandonToIVR)/
Campaign Query Rule Interval.ContactsAttempted

FAGHEEHE
(Outbound

Statistics) : AT
(Attempts)

AT SN FE 2 — L DOEFHL
EHI 5, - Campaign_Query Rule Interval.ContactsAttempted

v UR—UIREHEMIFLAR—F E2—DREDT 1 —ILF

BED7 4=V R, Ay 7 707 — b bAERENDLR—MIT 74V TEREND
T 4=V RTT, TNEDT 4 — L RELEECTXFET,

HhSL (T4—ILEK)

Bl

Fy o=
(Campaign)

Fy = DL H,

7% © Campaign.CampaignName

HH (Date Time)

ITOF—ZD 3054 2 — LB (MM/DD/YYYY BL O
HH:MM:SS B .

EH Y © Campaign Query Rule Interval.DateTime

T —vx v MR
(Agent Connects) : HlI

W7D bANT R
(Outbound Immediate)

BN T—Y = MR SN2 31E 72—V (Ff 22— T O
]\/) o

HI 5V ¢ Skill Group Interval. AutoOutCalls +
Skill Group Interval.PreviewCalls
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FrR—URENS

HhSL (T4—ILEK)

BLL

T—x MNER
(Agent Connects)

IVR ~DJEER L OGS

=1 (After Aband To

IVR & Inbound)

ZHIIIR D a— A nNEENET,

*IVR ~DHEFES ZDAF N T N—TDx— = ML - CTULE
IR Ea—L,

CIDAXNITN—T DT —x NIA—T 4 T ENTEEEa—
VR X EtEga—,
TV MIFa—A T EIEINT IVR ~DIREF v X —
VNG DRI a—IL,

5% ¢ Skill Group IntervalCallsHandled

Not Connected (B &
ATV IRER) -
ZHiEE (Customer
Aband)

30 sy DRNCERE DN & - TZERIZHIM Lo o 2 7 R DR
W HIJ5E - Campaign Query Rule Interval.CustomerAbandonDetect

Not Connected (¥t &
ALTWZRVIREE) @ &
A ¥ 7K (Dialer
Aband)

30 DI HA YT Lo TSN ¥ 7 b,
M )57 © Campaign_Query Rule Interval. AbandonDetect

Not Connected (i S

LTV RV IREE)
¥ 2 — COREK I

(Customer Aband in
Queue)

BENF 2—NTHWr L7ica 27 hoK,
M J51k% ¢ Skill_Group_Interval RouterCallsAbandQ

Not Connected (5 &

a—V =T 4T AT )T N T T =IRENEE LT-a— 1D,

Ty :i’c © :bi'ﬁ“‘é‘) P Skill Group_ Interval.RouterError

7YV xT—
(Script Error)

f~DEA Y T HEE |30 5y OMICHIAAfEZR = — = > R ARy 72 72 D IS TVR (S REE
(Dialer Aband To S, ZOFF U RX—=VDAX N TNV —TIFa—A T ENTHY

Other) : F = —fiFRA | F 2 —OLHIBR Sz 2 —VE,

7 V7 F (Script )59 ¢ Skill Group Interval.RouterCallsDequeued

Dequeued)
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FroR—VEHIN S

HhSL (T4—I)LEF) |i=BH

~DEA ¥ FHRE | DORFI TN—FIN—TF 4 T ENT=D. AFx) FL—F|ZE5E
(Dialer Aband To Lo - a— L3,

Other)  : Z Ol M 715 © Campaign_Query Rule Interval. AbandonToIVR -

(Other) (Skill_Group_Interval.RouterCallsAbandQ + Skill_Group_Interval.CallsHandled
+ Skill Group_Interval.RouterError +
Skill Group_Interval.RouterCallsDequeued)

ZDH T AT IVR ~DIED 1 DD 30 501 > X — )L TIAET 5 AHE
PENH Y, FEETRINDA o Z— L TRAT DD, MEE T,

Xy oR—2ENIIS

o L VO30 LR — R RS RO ST D% L IR, RS R
BIMO% % > XL ORI ERBEUA—EY B | B X OBR SRIROE % v
YORITONR (=t r7—Y) &RFLET,

Ea—: ZoOLFAR—MIE, BITONR3I0GLFR—F (FroX—=F0)  BITOER 30 5L
A= (FrorX=H) | BILOa—AEOEHNI0SLE—F (¥ X=F) O350
Ea—NHY F9,
DITV)—: ZOVER— b OT—XE, BELZAT 72— lERESNET,
fEUR B Fy ot
F—RERFETDIT—ER—RRFX—7 T—T)L:

+ Campaign

* Campaign_Query_Rule Interval

HITORR (%) 3073 LHR—b Ea— (FroR—VE) OREDT 1 —ILF

BED 7 =NV FE, Ay 7 707 Lb— b AERENDLVR—MIT 74V hTERREND
T4 —VRTYT, ZhbD7 4 — IV REEETXET,

AL (T4—ILE) e

¥ v _X— (Campaign) | ¥ X— 2 D4,

L J7{% @ Campaign.CampaignName

HEF (Date Time)

TOT =2 D3055A > 2 =7 v ORG HEF (MM/DD/YYYY 3 KON HH:MMESS JE0)
HH 1% © Campaign_Query Rule Interval.DateTime

F ¥ LY (Attempts) RAT S NTHME 2 — VOB FHL

HH 57 : Campaign_Query Rule Interval.ContactsAttempted
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Y UR—VEHIN S

HhSL (T4—ILEK)

B

RN L BIGE - IELVVE
REE O (Customer
Answered: Right Party
Connect)

TV INTARZ My TEMERLORTERY, EBROBEN SRS, LFESh
e EORITSNca— o=k T—,

WL

Campaign Query Rule IntervalVoiceDetect/Campaign Query Rule Interval.ContactsAttempted

BRICLDINE . ¥ A4Y T
J#E (Customer Answered:
Dialer Aband)

TV bBMERARTTHY, [IVR ~DOFEE] NFRE I TWRWZD, 30 0D
BIZ XA Y T Lo THEESNT-ERFEITITORR— T —,

HH )57 © Campaign_Query Rule IntervalAbandonDetect/
Campaign Query Rule_Interval.ContactsAttempted

I L DIRE  IVR ~D
JixZE (Customer Answered:
Abandon to IVR)

T2 "R =V H B TE R o 727212, FERIZELE L 7-DIZ IVR ~REE X
nNi=#fToR—t o 7—,

i H 57 © Campaign Query Rule Interval. AbandonToIVR/
Campaign_Query Rule Interval.ContactsAttempted

BRICLDINE - a—b
/3w 77 (Customer Answered:
Call back)

Fy N PR=Y I A= Ny VITRE SN TWRWERIZ, BEICL>TH

RKENTZa— RNy T DONR—F T —,

B 5V - Campaign Query Rule Interval.CallbackCount/
Campaign Query Rule_Interval.ContactsAttempted

RIZ K DIRE - =Y
JL a—)L s3> 7 (Customer
Answered: Personal Call
back)

Fy L R—UPRR=VF I 3= Ry ZITREINN TV DLEEI., BEICL > TAY
Ca—BIOERINEI—I Ry IO T —

HHLJ71% © Campaign_Query Rule Interval. PersonalCallbackCount/
Campaign_Query Rule Interval.ContactsAttempted

R L DIRE . R ARTE
(Customer Answered:
Customer Not Home)

30 5y DRNCEERSE LIEHENEE CIE R holza 27 vo—k T —,

HH 5% © Campaign_Query Rule Interval.CustomerNotHomeCount/
Campaign Query Rule_Interval.ContactsAttempted

FRIZLDINE R
% (Customer Answered:
Wrong Number)

30 5y ORICEEISE LIZFFIC, BENZFZIEATH WL EbN -3 %7
DIN—F T —,

515  Campaign Query Rule Interval. WrongNumberCount/
Campaign Query Rule Interval.ContactsAttempted

RN X DINE - BEE
(Customer Answered:
Customer Aband)

30 DRI —Y = o M SN ERICEEN UM LI 27 hox—kt T —
BT
Campaign_Query Rule IntervalCustomerAbandonDetect/Campaign Query Rule Interval. ContactsAttempted

BEDOIGER L  BFEE
5% (Customer Did Not Answer:
Answering Machine)

30 OB SFREFE IR SN-a 27 b=k T —,

B A
Campaign Query Rule IntervalAnsweringMachineDetect/Campaign Query Rule Interval ContactsAttempted
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FroR—VEHIN S

No Answer)

HhS5L (T4—ILEK) SiBA
B DINETR L B 72 L |30 OIS E SNz holza 20 hOx—k 77—,
(Customer Did Not Answer: S

Campaign Query Rule IntervalNoAnswerDetect/Campaign Query Rule Interval.ContactsAttempted

BEDOINERL : BV —
(Customer Did Not Answer:
Busy)

30O —EERmE ENZa 27 roR—kv T —,

5% - Campaign Query Rule IntervalBusyDetect/
Campaign Query Rule_Interval.ContactsAttempted

BREDIGERL : ¥yt

Canceled)

/L (Customer Did Not Answer:

30 b DORNZFEOH LA OEE 2 — NV XA Y IRy B LIZarZ 7 hoR—k
T—,

HH 577 © Campaign_Query Rule Interval.CanceledDetect
Campaign Query Rule Interval.ContactsAttempted

SIT Tone)

f#E : SIT b—2 (Problem:

30 47 DFEIZ Special Information Tone (SIT) Z#& M L 7238 4& Se D E,
i H 57 © Campaign Query Rule Interval. SITToneDetect

R . ¥ A4 ¥Y )L h—27p2 L
(Problem: No Dial tone)

30 P DREITH A Y v b — 2 DR S 7270 o Tl e DEL,
EH 55 - Campaign Query Rule Interval NoDialToneDetect

fifE : 7 7 7 A (Problem:
Fax)

30 Sy DIC 7 7 7 A% fa ) U 7o #iig Je D,
EH 575 © Campaign Query Rule Interval FaxDetect

fIE: ry hU—F =5 —
(Problem: Network Error)

RONTIVINORERIAE LTz a 27 O,
CHATVADRRITINTZEZIIARY NT—I LD LERL
BRI Ry N = RIS
CHA XTI o TR I AFT— (Fid [EF) ) a—AMmHEhz

EH 57 Campaign Query Rule Interval NoRingBackDetect

HITOEHIINHLER—F (F¥oR—2R) Ea—ORED I+ —ILK

RED7 4 —1VKiZ, Abv 7 707 L= bBERENALVE—MIT 74V N TEREND
T4 —IVRTT, TNEDT 4 — N REEHETCXET,

ASL (T4—ILF)

BLL

oy N—
(Campaign)

¥ L= DA,

5% © Campaign.CampaignName
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Y UR—VEHIN S

HhSL (T4—ILEK)

BLL

H i (Date Time)

ITOF—ZD 3054 v Z— VOB HEKRE (MM/DD/YYYY BXL O
HH:MM:SS )

B HI 5 - Campaign Query Rule Interval DateTime

FERHEHER - BE
2R D5 (Key
Statistics: Customer
Answered)

EOEFICRIELEREa -1 GIT) .

M 515 Campaign_ Query Rule Interval.VoiceDetect +
Campaign_Query_Rule Interval. WrongNumberCount +
Campaign_Query_Rule Interval.CustomerNotHomeCount +
Campaign_Query_Rule Interval.CustomerAbandonDetect +
Campaign_Query_ Rule Interval.CallbackCount +
Campaign_Query_Rule Interval.PersonalCallbackCount +
Campaign_Query_ Rule Interval. AbandonDetect +
Campaign Query_ Rule Interval. AbandonToIlVR

FEMEHER : IEL
VWVEEEE O (Key
Statistics: Right Party
Connect)

TV IBRT R by T EHFEHLCORTERY ., EBEOBE B
Sh., WSz &0 a— ViR T,

M J515 - Campaign_Query Rule Interval.VoiceDetect

FERHEHE®R - & A
Y 7 HFER L ONTVR ~
DJEFE (Key Statistics:
Dialer Aband & Aband to

IVR)

TV NREREERD Z LN TERDP ST, XA Y7185 T
WIS N7z, FFIVRICHESNIa—L 08, F v —URE
ICE>TINDDI—NREA YT THIEETZITIVR IZHESND D
EOmBIRED £,

)59 © Campaign Query Rule IntervalAbandonTolVR +

Campaign Query Rule IntervalAbandonDetect

AATEH : B
(Attempts: Total)

RAIT SN RE a2 — L OAFHEL
EH VA © Campaign Query Rule Interval. ContactsAttempted

PATEH  ERICLD
& (Attempts:
Customer Answered)

AOEFICRELZRfTENZa— Lo —k T —,

7% (Campaign_Query Rule Interval. VoiceDetect +
Campaign Query Rule Interval. WrongNumberCount +
Campaign Query_ Rule Interval.CustomerNotHomeCount +
Campaign Query Rule Interval.CustomerAbandonDetect +
Campaign Query Rule Interval.CallbackCount +
Campaign Query Rule Interval.PersonalCallbackCount +
Campaign Query Rule Interval.AbandonDetect +
Campaign Query Rule Interval.AbandonToIVR)/
Campaign Query Rule Interval.ContactsAttempted
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FroR—VEHIN S

HhSL (T4—ILEK)

BLL

AT - INE e L
(Attempts: Did Not
Answer)

BENAA VL INTZLOOBFICEZEET, a—VIMEO -7
BATa—NoR—tr7— ( IFOHLISREZRL] ) &

715 (Campaign_Query Rule Interval. AnsweringMachineDetect +
Campaign Query Rule Interval.BusyDetect +

Campaign Query Rule Interval.NoAnswerDetect +

Campaign Query Rule Interval.CancelledDetect/

Campaign Query Rule Interval.ContactsAttempted

AT R
(Attempts: Problem)

WA AT L, ROWTNOORIENRE L, BIT&8N-a—
ILDIR—F T —,

* 777 AR S

CHANT K= IR AT T IR0tz b I A YL b= L
CHAXARRITENI L EITF Y FT— 7 DO LER L
s R Y b U — 7 SEI S T

CHAX T Lo TR R F— (F72iT THE] ) a— 23K
Nz

* AR —HDORATZIE (SIT b—2) BNEA YARITHICR > b
U— 7 MHiIRE T,

M 51 (Campaign Query Rule Interval. FaxDetect +
Campaign_Query_ Rule Interval.NoDialToneDetect +
Campaign_Query_ Rule Interval.NoRingBackDetect +
Campaign_Query_Rule Interval.SITToneDetect)/
Campaign_Query Rule Interval.ContactsAttempted

XA XNipL  =—
(Did Not Dial: Agent
Rejected)

30 DM T—Y 2z ML THEGREENZT L E 2 —/a—L Ny T
Da—0%, (INLOEEEOEREHRITTOLENHY ) ,

)77 © Campaign_Query Rule Interval. AgentRejectedDetect
H:Ihboa—nE, ffr&ni-a—nLeLThvr hanEthi,

XNzl s =—
Tz MNILb s a—
A (Did Not Dial: Agent
Closed)

TVl Mo THEBENEZT L E2—/a—)L Ry 7D a—LdD
B (ZNHDOFENIFA T LEINERAL)

EH 5V - Campaign Query Rule Interval. AgentClosedDetect
W Ihboa—nF, ffT&hica—reLThvr hanEtA,

FroR—VHDLER—F Ea—CEDI—ILBOEBEHDORED 74 —IL K

BED 74—V KX, Abv 7 TUoFL— bbb AERENELER—MIT 74/ hTEREND
T 4=V RTT, TNEDT 4 — L RELEECTXFET,
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Y UR—VEHIN S

HhSL (T4—ILEK)

BLL

FTyrN—r
(Campaign)

¥ ¥ = DA H,
)75 © Campaign.CampaignName

HEF (Date Time)

30 0 A VA — VOO NI a3y hr—F 0 H IR

i )79 © Campaign Query Rule Interval. DateTime

Fx LY
(Attempts)

30 A DORNCERIT EN Tz 2 — VA F O ER,
EH F¥E © Campaign Query Rule Interval. ContactsAttempted

gsRENnNZa—n Ry
7 (Requested Call
back)

A=y T A 2T SO,
595 - Campaign Query Rule Interval.CallBackCount

gk sz = Fr
a— LNy g

(Requested Personal
Call back)

AV a—E N =Ny s a2y NOR,
EH 5V - Campaign Query Rule Interval PersonalCallBackCount

=7 (Voice)

30 pOMICEERRIE S a2 7 ok,
HHI 5V, - Campaign Query Rule Interval VoiceDetect

'Y — (Busy)

30 pOMICEY—EERBIHINTar %7 O,
M 51k - Campaign Query Rule Interval. BusyDetect

ML (No Answer)

30 3 DOMITINE SN oTea & 7 DR,
)77 © Campaign_Query Rule Interval. NoAnswerDetect

FEOH L EZ2 L (No
Ringback)

30 DOMICHOHE LEIM B SN holma 27 K%, CallResults
4. 1T BIR28Da— LB DOH T MMIERINET,

EH H¥E . Campaign Query Rule Interval. NoRingBackDetect

FA XN b=l
(No Dialtone)

30 DN H A Yv b—riH S Tea 27 oK,
EHHVE © Campaign Query Rule Interval.NoDialToneDetect

777 A (Fax)

30 3DORICT 7 7 A Lizar 2 7 D%,
B H 5V © Campaign Query Rule Interval. FaxDetect

%> hU—7 IVR
(Network IVR)

30 pOMICRy FU—7 ORFEBESARL S 27 RO,
W HI 5V - Campaign Query Rule Interval NetworkAnsMachineDetect
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FroR—VEHIN S

HhSL (T4—ILEK)

BLL

Wy dEas (Answering
Machine)

30 OIS FEREF SR SN a2 7 F oK,
5V © Campaign Query Rule Interval. AnsweringMachineDetect

SIT k—2 (SIT Tone)

30 43 D[EIZ Special Information Tone (SIT) ZARH L7z =2 % 7 F ¥k,
W HIJ5E - Campaign Query Rule Interval. SITToneDetect

T—Vxr MIKDE
7 (Agent Rejected)

30 ORI E—Y 2 Mo T ER SN L Ea—ar ¥ 7 B
FOYTDIR L% 7 D3k,

M )57 © Campaign_Query Rule Interval. AgentRejectedDetect

T—Yxr MNMILDY
17— X (AgentClosed)

T—Vxzr Mo THEGEENET L a—/a—L Xy I DaL Ry
co¥ (ZNHDOFBE~NIZA T LVENEREAL)

EH H¥E : Campaign Query Rule Interval. AgentClosedDetect

BZEALE (Customer
Not Home)

30 sy DORNCERRICISE LI ERBEE Tl holocar 2 7 MO,
59 - Campaign Query Rule Interval.CustomerNotHomeCount

5 (Wrong

30 77 DFENCEREICSE LTS, BENE ZIFEATHRNWEED

Number) Niarz27 o,
5 - Campaign Query Rule Interval. WrongNumberCount
e GV e 30 DB LP OE a— LA XA Y TNy 2L LTzay
(Canceled) X7 hD#K,

M )77 © Campaign Query Rule Interval.CanceledDetect

A ¥ 73 (Dialer
Abandon)

30 DN HA XTI Lo THEES N2 v 2 7 S o¥k,
)77 - Campaign_Query Rule Interval. AbandonDetect

IVR ~DHEFE
(Abandon to IVR)

30 pORICHA XTI Lo TRIFES N2 27 FNo¥k, =120, #
HOa—LzHkT o001, AvyE—U%2FHAT S IVRICEEN
RS E L,

EHHVE © Campaign Query Rule Interval. AbandonTolVR

% %ZE (Customer
Abandon)

30 y DORNCBE N EaE L o T ERICTW Lica 2 7 o,
5V - Campaign Query Rule Interval. CustomerAbandonDetect

FERERH] (Talk Time)

30 DIz —Y = FANEREIZE S L2 AR (HH:MM:SS 12
X)) .

M 51k . Campaign Query Rule Interval. TalkTime
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s4v35a—LiERozEns W

HIL (T4—ILE) |FREA
PRALERER] (Wrapup | =— Y = > b MEALEIERICESC LR O &,

Time)

B 5V © Campaign Query Rule Interval. WrapupTime

FAXYZ A—ILERDODELN I

FAX T a—LORERER 305 Z&) LAR— ME, BIRSNZHHMOE XA ¥ T OREE R

LET,
Eoa—ZOLR—=MMII1 2D a2— (XA¥T7 a—/LOMBREL GB045T8) LR—F) 28
&) D i‘g‘o

JIV)—: ZOVHR—OTFT =2, BAZAT 72U —nbERSnET,
ERY IS S e
T—RERERT DT —IRN—RXRFX—T 7—TL:

* Dialer

* Dialer_Interval

FLYS I—ERDENIN D LAR—F E2a—DREDI—IL K

RED7 =1V KiZ, Abv 7 707 b= bAERENALVE—MIT 74V N TEREND
T 4—NLRTT, TNHDT 4 — N RELEETXET,

WL (Z4—I)LEF) |iREA
XA %74 (Dialer XA X T DLHI,
Name) i H J57% : Dialer.DialerName

HIKF (Date Time) 30 3 A A — SV OBEREOE L TV v hu—T O I,
)5k : Dialer Interval.DateTime

FrL oY 30 pDOMICH A FrEtzar 27 FOBEOEF OB,
(Attempts) M1 J71% : Dialer Interval.ContactsDialed

gj}zéhﬁ::‘—ﬂ//{y ﬂ—/l//\‘\w/y :(:/&y }‘O)ﬁlo

: k()R equested Call 79 « Dialer Interval.CallBackCount
ac
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FAXZ A—-LERDEXN S

HhSL (T4—ILEK)

BLL

R Sz 8= u
a— LNy g

(Requested Personal
Call back)

AV a—LE NI =Ny 7 a2y FOR,
EH 575 © Dialer Interval.PersonalCallBackCount

=7 (Voice)

30 pOMICEFRMRLESNTZa 27 RO,
7% © Dialer Interval. VoiceDetect

Y — (Busy)

30 pOMICEY— BRI ENT=a 27 F DX,
M J51% : Dialer Interval BusyDetect

L2 (No Answer)

30 pORNTIRE S g hrolca 2 7 S OH,
)77k ¢ Dialer Interval NoAnswerDetect

FFOH L EZ2 L (No
Ringback)

30 3 ORI LED R S g olca 2 7 F O,
L J579% « Dialer Interval NoRingBackDetect

HAX)L h—r72 L
(No Dialtone)

30 DN A Y v b— U R S e o TS S D%,
595« Dialer Interval NoDial ToneDetect

77 7 % (Fax)

30 DRI T 7 7 A& LT diE e D8,
7% © Dialer Interval. FaxDetect

* v hU—7 IVR
(Network IVR)

30 pOMICRy NU— 7 ORFEBESRL S 27 RO,
B HI 55 © Dialer Interval.NetworkAnsMachineDetect

Wy dERE (Answering
Machine)

30 pOMICHESFFREFEP RIS NTcar 27 SO,
M 515« Dialer Interval. AnsweringMachineDetect

SIT h—2~ (SIT Tone)

30 43 DfFIZ Special Information Tone (SIT) # R L 728 A&SE D 3K,
)77k ¢ Dialer Interval.SITToneDetect

75 (Agent Rejected)

30 DI —Y 2 Mk o THEESINZ7 L E2—/a—L Ny J
PI=WT /BN 'S

7% © Dialer Interval. AgentRejectedDetect

B N el 974
77— X (AgentClosed)

TV Mk o THERENET L Ea—/a— Ly T Dar Ry
FOH (=Y =2 MIZINHOEEICZ—VLETFATLE) |

M 51k Dialer Interval. AgentClosedDetect
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RS EXNOL -V |

HhSL (T4—ILEK)

BLL

ZEATE  (Customer
Not Home)

30 s OIS EFRISIGE LI TR ESE Tldlehrofca s 27 O,
EH 5% © Dialer Interval.CustomerNotHomeCount

5 (Wrong

30 4y DRICEFBIIGE LTS, BENE ZIEATHRNEED

Number) Nica 27 ~0H,
M 515 : Dialer Interval. WrongNumberCount
¥y kL 30 OISO LT OBE 2 — L2 XA Y T7RFx e Licay
(Canceled) 27 NDE,

)77k : Dialer Interval.CancelledDetect

KA X ZHEFE (Dialer
Abandon)

30 DI AA ¥ T Ik o TSN v 27 FO¥kL,
)79 ¢ Dialer Interval. AbandonDetect

IVR ~DHEHE
(Abandon to IVR)

HAAXTIZL > TSN, A vE—Y%FAT S IVR Nk S
0oz E T o,

EHHVE © Dialer Interval. AbandonToIVR

A FE (Customer
Abandon)

30 7y DN N ERE 2 o 7o RIS Lz = 2 7 b DXL,
EHI 5% : Dialer Interval.CustomerAbandonDetect

FANYS v\ T4BR

EAXTDxRY/"TT 4 (AR) LAR— NI, BRENTHHOZ LA ¥ T OREEFRLET,

Ea—:
7,

2T —:
EYRE: ¥AYT

IOLHE— R DO a— (XA Y TDF 2 0T 4 (HK) LE—F) Rbb %

ZDVR—= DT —ZX, BLHXAT 72V —0bERENET,

T—REBRETET—IR—RRAFX—T 7—T)L:

* Dialer

* Dialer Interval

FAYZ FvN\OTAHRLR—F E2a—DRED T4 —IL K

REDT7 4=V FRIE, Ay T L — M AERENDILVEAR—RIT 74V ETEREND
74—V RTT, ZTHEDT 41— REEFETXET,
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FAXZ Fv o T14HR

HhSL (T4—ILEK)

BLL

XA ¥4 (Dialer

Name)

XA X T DLHEI,
i H J77% - Dialer.DialerName

HAf (Date)

TO7F—42O A (MM/DD/YYYY (A, B, ) OEX)
)79 ¢ Dialer Interval DateTime

A=k AT —H X :
A— MEMEF (Port

Status: Ports in Service)

A B =V DICBRER SN LA T T R— b DT NH A LFRIFEDAH,
ZNRED B THNIZAR— FOTBEBHE IV /NS WS, R— FhR—
ERFE A7 T4 L2 ole v AT LAOBBICOWTHP L £,

M J7{% ¢ (Dialer Interval.IdlePortTime+Dialer Interval.ReservePortTime +
Dialer Interval.DialingTime)/ Dialer Interval.ReportingInterval

A— MR . 74 R
(Port Status: Idle)

BEDA L H =)L TE Y —TCTRWR— FDOX— T —,

B H{J5V5 © Dialer Interval.IdlePortTime/ (Dialer Interval.IdlePortTime +
Dialer Interval.ReservePortTime + Dialer Interval.DialingTime)

AN MR - B
(Port Status: Contacting
Customers)

BAEDA v 5 — SV TH AT T B BE & RO I e L
7R D S —t T — D,

M1 J51% : Dialer Interval.DialingTime /(Dialer Interval.IdlePortTime +
Dialer Interval.ReservePortTime + Dialer Interval.DialingTime)

H— MR ==Y
¥ bOFH (Port
Status: Reserving
Agents)

T—x2 b X o R—VDBEDA L H—IN)VTHEA YT A— R
TV NPT AEDICER LR O R— T =,

M J77% : Dialer Interval ReservePortTime/ (Dialer Interval.IdlePortTime +
Dialer_Interval.ReservePortTime + Dialer Interval.DialingTime)

A— FRWL : R— PR
J& (Port Status: Out of
Ports)

BUEDA 2 5 =SV OIIE S A ¥ 710 L > THIBICE LR/ S—t
LT,

7% © Dialer Interval FutureUselInt2/(Dialer_Interval.IdlePortTime +
Dialer_Interval.ReservePortTime + Dialer Interval.DialingTime)

XA Y TRE AT
(Dialer Statistics:
Attempts)

BUIEDA v 2 — SV ORI H A ¥ T BakAT LIk O e~ 21— )L
DL, THUTIE, BRICERZELTENE I I b bT ., T XToRTT
DEENET,

EHI 55 © Dialer Interval.ContactsDialed

YA T TR
1TFfH  (Dialer
Statistics: Average
Attempt Time)

BEIZL DTS RHOR S (B)
714 © Dialer Interval.DialingTime/Dialer Interval.ContactsDialed
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BAXSTHERYINOT 4305

HhSL (T4—ILEK)

BLL

XA X TR TR
21—/ (Dialer
Statistics: Reservation
Calls)

FlE SN TRa— L OGFHE, ZhiE, BATERZD—Y =0 b
FAEL R -T2 EOBBTL—T (7 27 ) 7 PTG &z o —
TVl METRTLRODEA T TERbEENET,

B HIJ5V5 © Dialer Interval. FutureUselnt1

FA X R  TT
#)=2—/ (Dialer
Statistics: Average
Reservation Call)

TR a—LOVPHORS (B)
H )74 © Dialer Interval ReservePortTime/ Dialer Interval FutureUselntl

EAXTDOXX /0T ¢
SET,

Ea—: ZOLHR—hIZ
nET,

HgxT)—

BEVRKS: XA4Y7

BANXSEv/INT 12309

(3043 Z°L) LAR— MTiE, BIRSNTHIM DK X A ¥ 7 OIRIERFR

120 a— (XA4XTDOX¥ X2 T 4 30437 L) LAR—F) 23b

ZDVR—= DT —XX, BELFXAT 72V —0bEREINET,

F—REREBETDET—ER—RARAFT—T T—TIL:

« Dialer

* Dialer Interval

FANXS TN\ T40RLR—FEa—DBREDT 4 —ILK
BED7 =1V FiEI, Ay 7 707 b= bnbAERENDLVR—MIT 74V N TERREND
T 4=V RTT, TNEDT 4 — L RELEECTXFET,

ASL (T14—ILF)

Bl

2 A X 74 (Dialer

Name)

XA X T DA,
EH J71£ « Dialer.DialerName

HH (Date Time)

ITOF =D 3054 2 —LOREHEE (MM/DD/YYYY BL O
HH:MM:SS E) .

7% © Dialer Interval.DateTime
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BAXSTHXXYINOT 4305

HhSL (T4—ILEK)

BLL

RN—h AT —H& & :
A— REEF (Port

Status: Ports in Service)

30 B ORICBEGEINTZZA YT R— DT NVHZ A LEEOHE, ZD
BERE D Y ToHNTEAR— FORBERKEHLV/NEWEE, A— DB —E
A7 A4 o3 AT AOMBEIZOWTHB LET,

715 ¢ (Dialer Interval.IdlePortTime+Dialer Interval.ReservePortTime +
Dialer_Interval.DialingTime)/ Dialer Interval.ReportingInterval

A— MKW . 74 R
(Port Status: Idle)

BAED 30 53 DA o H— /)L TR —TRWA— hOR—t T —,

)57k : Dialer Interval.IdlePortTime/ (Dialer Interval.IdlePortTime +
Dialer Interval.ReservePortTime + Dialer Interval.DialingTime)

N— MARUL - B
(Port Status: Contacting
Customers)

BUED 30 5y DA 2 5 —/SLTHA ¥ T Hom N SBE & ORI 72010
PR L ORR—2 T —,

HH{ 775 © Dialer_Interval.DialingTime /(Dialer_Interval.IdlePortTime +
Dialer_Interval.ReservePortTime + Dialer Interval.DialingTime)

A= RBL: ===
¥ EDOFH) (Port
Status: Reserving
Agents)

T—=Yxr b Xy N DBHED 30 pDA S F =SV THEA YT
A= IR E2—T 2 N TRTHDICER LR O —8 T —
7% © Dialer Interval ReservePortTime/ (Dialer Interval.IdlePortTime +
Dialer Interval.ReservePortTime + Dialer Interval.DialingTime)

A— MRPL . A— bR
& (Port Status: Out of
Ports)

BUED 30 53 DA > Z—7 VDRI E A ¥ T 1T & o THIFRIZE L 72 RFfE
DIN—F T —,

W HI 55 © Dialer Interval.FutureUseInt2/(Dialer Interval.IdlePortTime +
Dialer_Interval.ReservePortTime + Dialer Interval.DialingTime)

XA ¥ TRE BT
(Dialer Statistics:
Attempts)

BWED 305 DA X —rSVDORNZE A ¥ T 0T LIZR DO SE~
Da— L0, O, BRICEFELENE I DD LT, T
RCOBITNEENET,

M )77k : Dialer Interval.ContactsDialed

FA Y THeat R
1T (Dialer
Statistics: Average
Attempt Time)

BEIC K DT O RROR S (M) .
EH F¥E : Dialer Interval.DialingTime/Dialer Interval.ContactsDialed

XA X THEE T
z1—/L (Dialer
Statistics: Reservation
Calls)

BAED 30 53 DA B — SV ORIZHE SNTZ TR — L O&EFH, 2
OEIZIL, HHARE R —Y = MBFE LR o272 EOBR TL—
FU T AT Y RN TCHEEINTET—V 2y NPT AEDO XA
YI7ERLEENET,

B H 5V © Dialer Interval. FutureUselnt1
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1o—tr—1

HhSL (T4—I)LEF) |i2BH
A Y THEr BT | TRHa—LOEHORES (B)

ﬂ@:.lfﬂ/ (Dialer EH 5V © Dialer Interval ReservePortTime / Dialer Interval. FutureUselnt1
Statistics: Average - -

Reservation Call)

A4 R—kIIL—IL
AR — b b= UAR— NI BRSNS, AR —F b a— FORBEEZZRRLE
D
Ea—: ZOLFAR—RMUX1 2O 2— (fAR—h L= LE—F) BdHYET,
DJTY—: ZOVR—= DT —=HF, BELZAT 72 ) =0 bfFl SN ET,
BEURE: VAR —=FL—
T—RAEBRRT BT —HIR—RRAF—T 7—T)L:
* Import_Rule
* Import Rule History

AoR—FIL—IL LIR—F Ea—OBRED I 4 —IL K

BED7 4 — VR, ARy 7o 7= BAEREIND VAR — MIT 74/ N TERREND
T4 T, TNHDT 4 — L REERETXE T,

ASL (T4—ILE) |EREA
A4 > AR— b4 (Import | A > HR— bk V—/L4,
Name) M 515 Import_Rule.ImportRuleName

Pi4a H (Start Date) A VIR — N V=V DOBENR A ¥ 2 — /L STV 5 HEE,
M J71% - Import Rule History.StartDate Time

# T H (End Date) A A=k L= VAT LT B R,
HH{ 575 - Import_Rule History. EndDateTime

BEf  (Duration) WM O A FHREH,

51 DateDiff(ss,
Import_Rule History.StartDateTime,Import Rule History.EndDateTime)

La—PMREE: La— | La— ROGFEIEA A=K VR MIERENET,

RN
ROEEEL (Records 595 - Import Rule History. TotalRecords
Status: Total Records)
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BR¥vy oR—VADY ITY— )L—IL

HhSL (T4—ILEK)

BLL

La— RIRRE: £
AR— h#%H (Records
Status: Imported)

£k =—/L (DoNotCall) U & MIA »R—hENRDHLa— RoadE
%,
5% - Import Rule History.GoodRecords

L a— RIREE : RER
(Records Status:
Failed)

T x—~v O EMIZE R o7 A VIR— b La— FOEFHE
INHDLaA—REIA Vv FR—F 2T —T7ANTHRY T ¥ INET,

M J51%  Import_Rule History. BadRecords

XX NLT5HLa—F
(Records To Dial)

BEAED 7 ) — J— L Z SN THEA YL U R RMIA v R—FEN5
L a— FOEFHE,

)79 - Import Rule History.Imported ToDialingListCount

RHDT VT 47 A
FEoOLa— R
(Records With

Unknown Prefix)

W7V 7 4 VAT —=TNDT VT 4 v 7 A LIphoTz, Fy
VRV DF TN BAL =B TERTWA L I— D
ARtk

EH 5V - Import Rule History.UnmatchedRegionPrefixCount

HREXv o R—2AHAOIIT)— )L—IL

FroN—rorx)—— (AR) LAR— NI BRLEHHOX X v o= DRITON
R =k b)) | BRLULEBHOS X v o "= DRT =4 2 (HEREBLIUOAA—t T =)

ZFRRLET,

Ea—: ZoOlLAR— K

2290 2— (FyoX—rnrx Y — L—LRERTE (AKR) &7

T — L= VREITEORFEM (HR) ) Y £75,
JI)—: ZOVHR—=—LOT =23, BEAIAT 72— bERSNET,

EYRbF: Fyprr =

T—REBRERETET—IR—RRAFX—T 7—T)L:

» Campaign

» Campaign_Query Rule Interval

* Query_Rule

FwR—VAHADI I — L= EDRTOEHDARLF— +

RED 7 =R, Ay 7 T 7L — ML AERENDLR—MIT 74V FTEREND
T 4=V RTT, ZNEHDT 4 — )L REEETEET,
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BRE*yR—VADY T —IL—IL

HhSL (T4—ILEK)

BLL

Ty N—
(Campaign)

¥ L DAL

)75 © Campaign.CampaignName

7 — )L—)L
(Query Rule)

7 ) — )L— LD R,

HHI 575 © Query _Rule.QueryRuleName

Hf (Date)

A, ) O .
)59 © Campaign Query Rule Interval.DateTime

ToOTF—42 0B (MM/DD/YYYY (H.

FERGEHER A
IZEDINE (Key
Statistics: Customer
Answered)

EOTEFICERE LI RE 2 — 5 GUT)

EH 5V © Campaign Query Rule Interval VoiceDetect +
Campaign_Query Rule Interval. WrongNumberCount +
Campaign_Query_ Rule Interval.CustomerNotHomeCount +
Campaign Query Rule Interval.CustomerAbandonDetect +
Campaign Query Rule Interval.CallbackCount +
Campaign_Query Rule Interval.PersonalCallbackCount +
Campaign Query Rule Interval.AbandonDetect +
Campaign Query Rule Interval. AbandonTolVR

FEp R EHE®R : EL
VVEERE OHEE (Key
Statistics: Right Party
Connect)

TV IR T R by T EREMLTORT LY EEOBE I
Sh, REE STz & &0 a— LR,

HHI 5V © Campaign Query Rule Interval VoiceDetect

TR HEHE W . 2 A
Y 7 HEER L OIVR ~
DJFE (Key Statistics:
Dialer Aband & Aband to

IVR)

T—Vx MPEFEERD ZENTERNSTTD, XA Y TIZE-T
WEES ALz, ETIXIVRICHEES N a— L O, F v o R—URE
LR TINDDA—NABLA YT THEEZITIVR ITHES D)
EYDRREY 7,

XA ¥ T RFEDEH Ik © Campaign_Query Rule Interval. AbandonDetect
IVR ~DEFEDEH 515 : Campaign Query Rule Interval. AbandonToIVR

AATEE - &5
(Attempts: Total)

HITENTZRIE L DA,
EHHVE © Campaign Query Rule Interval. ContactsAttempted
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B exxror—rmoszyu—L—n

HhSL (T4—ILEK)

BLL

BATEIS - BRI LD
& (Attempts:
Customer Answered)

HEOEFICREL-RfTENZa— Lo —k 57—,

7% (Campaign_Query Rule Interval. VoiceDetect +
Campaign_Query Rule Interval. WrongNumberCount +
Campaign Query_ Rule Interval.CustomerNotHomeCount +
Campaign Query Rule Interval.CustomerAbandonDetect +
Campaign Query Rule Interval.CallbackCount +
Campaign Query Rule Interval.PersonalCallbackCount +
Campaign Query Rule Interval.AbandonDetect +
Campaign Query Rule Interval.AbandonToIVR)/
Campaign Query Rule Interval.ContactsAttempted

AATEML - ISR L
(Attempts: Did Not
Answer)

BENLA Y LENTZLO0%E (AOFER) ([ZE8EET., a—ich
HOehoT-RfTa—nNo—tr 75— (RO LISSER L] ) |

M 51 - (Campaign_Query Rule Interval. AnsweringMachineDetect +
Campaign_Query Rule Interval.BusyDetect +
Campaign_Query_ Rule Interval.NoAnswerDetect +
Campaign_Query_ Rule Interval.CancelledDetect)/
Campaign_Query_ Rule Interval.ContactsAttempted

AATEH : R
(Attempts: Problem)

HAENZ T AL L, ROWT N DORENEE L, RIT3 iz a—
INDONN—F T —,

* Ty AR ST

CHANYT K= DA T T v 7ol L EITH ALYV b= L
CHAYNANRITENTZLZIRY Y= b LERL
Gy N =7 R E ST

C AN =ZOMATEAE (SIT h—2) BRFA YLRITRHZ R v b
U— 7 hbiRS Iz,

M J51k - (Campaign Query Rule Interval. FaxDetect +
Campaign Query Rule Interval.NoDialToneDetect +
Campaign Query Rule Interval.NoRingBackDetect +
Campaign Query Rule Interval.SITToneDetect)/
Campaign Query Rule Interval.ContactsAttempted

ZAYXNLIp L =—
Ty MIEHIER
(Did Not Dial: Agent
Rejected)

TVl Mo THERENEZ T L E 2 —/a— LRy 7D a—)Ld
B A(INOLOEFICHERT L2 HIBITT20ERHY £7) .

)79« Campaign Query Rule Interval. AgentRejectedDetect
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BRE*yR—VADY T —IL—IL

HhSL (T4—ILEK)

BLL

A XL =—
YV MILL I r—
X (Did Not Dial: Agent
Closed)

TV MIEoTHEEENEZT L E2—/a— LNy I Da—LD
B (2= MIZTNLOEFICa— /L LERATLE) &

55 - Campaign Query Rule Interval. AgentClosedDetect
H:Inboa—ng, dfrshlca—nreLThv e rannEzt i,

FYIoR=—VHADIIT)— L—ILZEDRTORAR (%) OBXRLKR—F
RED7 =1V KiZ, Abv 7 707 L — I BEREINDLVER—MIT 74V N TEREND
T 4=V RTT, TNEDT 4 — I RELEETCXET,

HhSL (T4—ILEF)

Bl

Ty =
(Campaign)

X ¥ = DA,

7% © Campaign.CampaignName

7 — )L—)

7= — )L— )LDOLHI,

(Query Rule) L J57% © Query Rule.QueryRuleName

HAt (Date) To7F =20 A (MM/DD/YYYY (B, H, 4) OFR)
M 1% Campaign_ Query Rule Interval.DateTime

FyL Y RITENTRE L OAFE

(Attempts) M 515 - Campaign Query Rule Interval.ContactsAttempted
BEICEDINE IEL | 2=V MR TRY by 7TEREH L ORT EBY | EREOBE D H
WIEREE OB Eh, i shiztxoa— L@ T~k 77—,

§Customer Answered: | s 4yt Campaign_Query Rule Interval.VoiceDetect/
Right Party Connect) Campaign_Query Rule_Interval.ContactsAttempted

BEIZLDINE - XA
Y 7 %3 (Customer
Answered: Dialer
Aband)

T—Vx RMEAARTITHY [IVR~DREE] BRESIN TV
W, FAYXYTIL o THEINZERB L ORITOR— L T7—,

EHHVE © Campaign Query Rule Interval. AbandonDetect/
Campaign Query Rule Interval.ContactsAttempted

EIZ L DI - TVR
~DJEHE (Customer
Answered: Aband to
IVR)

HA Y TPERFECBE L%, Bl =—Y = bR o
BOWIIZONT, IVR (E7FRID T A Y LES) ITEE ST
DIN— T =,

B H 5 - Campaign Query Rule Interval. AbandonToIVR/

Campaign Query Rule Interval.ContactsAttempted
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BREvyR—VADY T —IL—IL

HhSL (T4—ILEK)

BLL

BEICLDINE - a—
Jv 237 (Customer
Answered: Call back)

Xy o R—=U MR —VF )L a—)L RNy ZITRESN TNV WEEIZ,
FEIZ LS THEREINTEZa—L Ny 7O —k T —,

HHIJ5E © Campaign Query Rule Interval.CallbackCount/
Campaign Query Rule Interval.ContactsAttempted

AR K DINE - 3 —

Vi =ty S
(Customer Answered:

Personal Call back)

Fx RPN =Y T T Ny T ITRE ST RWEEIT
BEICL > TAT YV a— VB LOERSNIca—L Ny T @/\—t N
F—,

M )77 © Campaign_Query Rule Interval.PersonalCallbackCount/
Campaign Query Rule Interval.ContactsAttempted

BEICLDINE B
ARFE (Customer
Answered: Customer Not

Home)

BIEICEE LFEHERBR TR Doy 27 hO— T —3,

)79 © Campaign Query Rule Interval.CustomerNotHomeCount/
Campaign Query Rule Interval.ContactsAttempted

EE%:G: iy ém%{ n/\’D
/2% (Customer
Answered: Wrong

Number)

BREZISE LTCAHTFIC, RN
DR —F T —,

ZIfFEATW W Ebiv a2 )

EH HVE © Campaign Query Rule Interval. WrongNumberCount/
Campaign Query Rule Interval.ContactsAttempted

BEIZKDINE R
Ji%ZE (Customer

Answered: Customer
Aband)

I**:/:r:/ MZBER ST E

LIRS EIT L@k e — o7 —

B 5V - Campaign Query Rule Interval.CustomerAbandonDetect/
Campaign Query Rule Interval.ContactsAttempted

BEOIEE R L L BT
&S (Customer Did
Not Answer: Answering

Machine)

BREZEN/ME Sy 27 hoA— T —,

W HIJ5VE - Campaign Query Rule Interval. AnsweringMachineDetect/
Campaign Query Rule Interval.ContactsAttempted

REDOINET L L A
72 L (Customer Did Not
Answer: No Answer)

A SN Nl ar BT oA=L T—,

W HIJ575 © Campaign Query Rule Interval NoAnswerDetect/
Campaign_Query Rule Interval.ContactsAttempted

BEDIGERL B
3— (Customer Did Not
Answer: Busy)

EY—ER R Lo 27 FOE A,

M J51% - Campaign Query Rule Interval BusyDetect/
Campaign Query Rule Interval.ContactsAttempted
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¥V OR—VADYIIT)— L—)L

HhSL (T4—ILEK)

BLL

BEDISERL - ¥
vtV (Customer Did
Not Answer: Canceled)

FEONE LHFOBEE I — NV EZA XY TRFY oL Lizars 2y hds8—
voT—,

B HI 54 - Campaign Query Rule Interval.CanceledDetect/
Campaign Query Rule Interval.ContactsAttempted

R : SIT h—>
(Problem: SIT Tone)

Special Information Tone (SIT) ZMHi L7z %7 hDO/\—k T —
:/\\O

)5 - Campaign_Query Rule Interval. SITToneDetect

i . #A YL b—r

tone)

72 L (Problem: No Dial | ;

BAYIL b= ZBHE LRS- a s Z 7 b=k T —,
)79 - Campaign_Query Rule Interval.NoDialToneDetect

FHRE . 77 7 &
(Problem: Fax)

Ty AR SN a 2T hO— T =,
)79 © Campaign Query Rule Interval. FaxDetect

B : xvy hU—7
< — (Problem: Network
Error)

WOWTIDORENEELTZar %7 o,
CHAXNARRITENTZLXIZR Y P DHONOHELER L,
LRy N — 7 NS

CHA XTI Lo TR R X — (F71T [HEF) )
=

a— /LA R

i )79 © Campaign Query Rule Interval.NoRingBackDetect

Fyro =D/ —)L—) (3
ITOWNR X—krT—) |
BIRENTZA LV E—NLDFy o R_R—VNOF 7 ) — L— LB FR LET,

N

Ea—: ZOlLAR— R
R—F BOHTL)

HgxT)—

L F e R—r DI Y — —AREITE LR — FOBEL (30
BIUOFyr o =00/ — L—ARIERITLR— NOEEM (30

WDF VY oAR—ADGI T — L—IL

043 Z8) Lik— M, BIRENWEHBOKF v o ~X—r 0k
BRI N MO F v o —r OREE (BB L OU—F 77—

X320t a— (XFyoX—=rDr7x))— )Lb—ARla—)L ho kL
HTE) .
FTED%) ) BB ET,

LOLE— L OF =L, BAIAT 7Y =D DIERINET,
fBYR Ry rt—y

T—RERRTEHIT—ER—RARAF—T T—TIL:

+ Campaign

* Campaign_Query Rule Interval
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B asxvox—rmmoszyu—n—n

* Query_Rule

T oR—VHADIIT)— L—IILTEDA—IILEDII N LER—F Ea—DRED T4 —IL K

BED 7 A=V FiE, Ay 7 707 — b0 bAERENDLR—MIT 74V FTEREND
74—V RTT, THEDT 41—V REEFETCXET,

Hh5L (F4—ILEF) |i2BH

F Loty ¥ ¥ = D4,

(Campaign) 5% © Campaign.CampaignName
7Tl — Jb—)L 7 ) — Jb— )L D4 i,

(Query Rule)

M 575 Query Rule.QueryRuleName

HEf (Date Time) 30 94 v E— VOO FTIL ay he—F @ K,

EH V5 Campaign Query Rule Interval.DateTime

Fx LY 30 Sy OBNCERIT E N7z o2 — VAR OB,

(Attempts) M 7% © Campaign_Query Rule Interval.ContactsAttempted

EREINF-a— RNy |a—)L Ny T arZ T NSO,

: k()R equested Call 7% © Campaign Query Rule Interval.CallBackCount
ac

BRENIZNA—Y T | R a— L ENT-a— LRy ar BT RO,
ARy T M J51% - Campaign_Query Rule Interval.PersonalCallBackCount
(Requested Personal

Call back)
7 (Voice) 30 yOMICERPRH Sz a2 7 PO,

M J5% © Campaign Query Rule Interval. VoiceDetect
v — (Busy) 30 pOMICEY—EENRBIHSNTar 27 N,

i )79 © Campaign Query Rule Interval. BusyDetect

52 (No Answer) |30 S ORBICISEA SN o T-a 27 DO,
)59 © Campaign Query Rule Interval. NoAnswerDetect

MO LEZRL (No  [300DICFOH LERBE INhoTza % 7 hO#, CallResults
Ringback) 4, 21T BELP28DA— NN DN T KIERINET,

B H 5V - Campaign Query Rule Interval NoRingBackDetect
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¥V OR—VADYIIT)— L—)L

HhSL (T4—ILEK)

BLL

HA¥L b=l
(No Dialtone)

30 Sy DFNSH A v b= 3 S e in o 7o SE D%,
EH 5V - Campaign Query Rule Interval.NoDialToneDetect

7 7 7 A (Fax)

30 3 DRIC 7 7 7 Xzt LTz #ifg e 0%,
W HI 55 - Campaign Query Rule Interval. FaxDetect

F v hU—2 IVR

30 3 DFIC R Y bY =7 ORSFREFES/RH SN2 2 7 DX,

(Network IVR) )5k © Campaign_Query Rule Interval Network AnsMachineDetect
572 7ERE (Answering | 30 7y DRI SFERBRE /MR SNz 2 7 FOHL,
Machine)

B H{ 775 © Campaign_Query_Rule Interval. AnsweringMachineDetect

SIT k—2 (SIT Tone)

30 43 DI#IZ Special Information Tone (SIT) % fH L 72 #A&Se DL,
#5795 © Campaign Query Rule Interval. SITToneDetect

z—Y 2 MZXkAHIE
75 (Agent Rejected)

30 DI E—Y 2 M ko THEESINZT L E2a—/a— Ly
DarEy O,

EH Y © Campaign Query Rule Interval. AgentRejectedDetect

T—Vxr MNMILDY
7 — A (AgentClosed)

TVl Mo THGEENET LV a—/a— LRy 7 DaL By
FoO# (=Y = MIZINOLOERIZZ—LVLERFATLE) &

BHI 5 - Campaign Query Rule Interval. AgentClosedDetect

B ALE (Customer
Not Home)

30 S DRNZEFRICISE LIZHFEDREE CTlERholca 27 MO,
M )5 © Campaign Query Rule Interval.CustomerNotHomeCount

a5 (Wrong

30 3y OFICERHIZIGE LT FIZ, BENE ZIfEATH WL S

Number) hiear 27 ho¥g,
575 Campaign Query Rule Interval. WrongNumberCount
A % 30 3 DORNCHERNHH L DE 2 — V244 Y T8 F vy oL Lizay
(Canceled) 27 O,

595 © Campaign Query Rule Interval.CanceledDetect

XA ¥ 73 (Dialer
Abandon)

30 3 OMNCH A ¥ ZIC ko THEEES Wiz % 7 b O,
BV © Campaign Query Rule Interval. AbandonDetect

IVR ~DREEE
(Abandon to IVR)

HAXYTICL > THRESN., AvE—Y2FH4AT 5 IVR ~EX IR~
305 o= 2T RO,

BHI 5 - Campaign Query Rule Interval. AbandonTolVR
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NHFYIAR—VADY T — L—IL

HhSL (T4—ILEK)

BLL

K FHE (Customer
Abandon)

30 sy ORNZBE DN ERG A - T ERICYIM LIz 2 7 F O
5V - Campaign Query Rule Interval.CustomerAbandonDetect

TAEEHFR  (Talk Time)

30 3 DRI —Y = > b ANEREICE S LA aHRH (HH:MM:SS &
X .
M 51k - Campaign_Query Rule Interval. TalkTime

AR (Wrapup

Time)

Tz P PRLEERICRC LIERROR &,
M J71% - Campaign Query Rule Interval. WrapupTime

FYIR—VHADITY— L—ILZEDRTOEHNDINDLR—F Ea—DBEED T4 —ILE

RED7 =1V KiZ, Abv 7 707 — I BEREINDLVER—MIT 74V N TEREND
T 4= RTT, TNHEDT 4 — I REEHETXET,

HhS53L (T4—ILF)

Bl

Fy N—
(Campaign)

X ¥ = DA,

7Y% © Campaign.CampaignName

Jxl)— )L—)
(Query Rule)

7Y — )L— )LD HI,

I J57% © Query Rule.QueryRuleName

HiF (Date Time)

1TOFT =2 D 3054 v % — VOB AR (MM/DD/YYYY BXL O
HH:MM:SS &) .

M J51% - Campaign Query Rule Interval.DateTime

FERHEHE®R - BE
IZ L DI (Key
Statistics: Customer
Answered)

EOEFICEFELIRE -V GRIT)

M J515 - Campaign Query Rule Interval.VoiceDetect +
Campaign_Query Rule Interval. WrongNumberCount +
Campaign_Query Rule Interval.CustomerNotHomeCount +
Campaign_Query Rule Interval.CustomerAbandonDetect +
Campaign Query Rule Interval.CallbackCount
+Campaign_Query Rule Interval.PersonalCallbackCount +
Campaign Query Rule Interval.AbandonDetect +
Campaign Query Rule Interval. AbandonToIVR

FEphtEHE S IEL
VEEGRE O (Key
Statistics: Right Party
Connect)

TV FRTAY by T EMHLTORT EEBY | FEEROBR D
Sh, RELE T & & O —)L TR,

)59 © Campaign Query Rule Interval. VoiceDetect
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wHxvo—ruoszy—i—L Il

HhSL (T4—I)LEF) |i2BH

FERFEER : ¥4 | ==V 2 MDREFEEMD Z N TERDP ST, ¥4V TIZL-T
Y IHFL LOIVR~ | FESNTZ, X IVRICHEES Nz a— 0%, Fv o= E
D (Key Statistics: | IZX > TINHDTA—VNH A ¥ T CTHIEETILIVR IZHEEI LD
Dialer Aband & Abandto | & 5 2373k V) £ 4,

IVR . — . .
) S A X T EEOE N )55 © Campaign Query Rule Interval. AbandonDetect
IVR ~DJRFEDE H J57% : Campaign_Query Rule Interval. AbandonTolVR
AT - A BTSN HAE 72—V OARFHL

(Attempts: Total) EH H¥E © Campaign Query Rule Interval. ContactsAttempted

RAITEE BRI D | AOBFEFICBZELEZRITSNZa— L= T —,

L= A%
Fo%E (Attempts: 5% - (Campaign Query Rule Interval. VoiceDetect +
Customer Answered) Campaign_Query Rule Interval. WrongNumberCount +
Campaign_Query Rule Interval.CustomerNotHomeCount +
Campaign_Query Rule Interval.CustomerAbandonDetect +
Campaign_Query Rule Interval.CallbackCount +
Campaign_Query Rule Interval.PersonalCallbackCount +
Campaign_Query Rule Interval.AbandonDetect +
Campaign_Query Rule Interval. AbandonToIVR)/
Campaign_Query Rule Interval.ContactsAttempted

AT ISER L | BERFA YL SN OOEE (EOFES) ([ZEEET. 3 —/1ichH
(Attempts: Did Not O iiTa— o N—r 77—y (O LISE R L] ) |

Answer) BHI 5V, ¢ (Campaign Query Rule Interval. AnsweringMachineDetect +

Campaign Query Rule Interval.BusyDetect +
Campaign Query Rule Interval.NoAnswerDetect +
Campaign Query Rule Interval.CancelledDetect)/
Campaign Query Rule Interval.ContactsAttempted
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NHFYIAR—VADY T — L—IL

HhSL (T4—ILEK)

BLL

AATEEL : R
(Attempts: Problem)

HAGIZEZA YL L, IROWT N ORER A L, ffrshiza—
NDIR—F T —,

* 77 I AR Sz

CHAXYT R— IR AFT T v I ol EEICHL A YL h—a L
CHAXNAPRITEINTZLEIIRY NT—I OO LERL,
CEERIC R Yy hU— I IS Tz

CHAXTICL o TR R AT — (F2id T35 ) a— Bk
iz

* F XL —H DORATEIE (SIT b—2) NEA YARITHIC R v b
U= hbiRE T,

7Y% ¢ (Campaign_Query Rule Interval.FaxDetect +
Campaign Query Rule Interval.NoDialToneDetect +
Campaign Query Rule Interval.NoRingBackDetect +
Campaign Query Rule Interval.SITToneDetect)/
Campaign Query Rule Interval.ContactsAttempted

HAXNIRL  =—
Y MILDESR

(Did Not Dial: Agent
Rejected)

30 DMiIcT—Y 2 M Lo THEGEENZT L Ea—/a—L Ny T
Da—L0¥, (INLOEEEOEGZHARITIA2MNERHY 7)) ,

)57 © Campaign_Query Rule Interval. AgentRejectedDetect
H:Znboa— i, dfrshiza— e LThvy hEnEtA,

ZAXNIR L =—
VNI Lb s a—
A (Did Not Dial: Agent
Closed)

TV Mo THEBENET L Ea—/a—L Ny 7 Da—Lo
B (INHOFE~NIFA T LVEINERAL) &

EH FVE © Campaign Query Rule Interval. AgentClosedDetect
H:Inboa—ut, f#franza— Lt L Thyr FEnEEA,

X R—VHDI T = L—ILZEDRTORNR (%) DVHFLKR—FEL—DREDT 1 —

L F

BEDZ7 4=V KX, Abv7 T L—b0bAERENELER—MIT 74/ hTEREND
T4 — IV RTT, TNEDT 4 — L RELEECTXFET,

AL (T4—ILE) BL)]

¥ ¢ »~—2 (Campaign) | ¥ v > ~— 2 D4R,

515 © Campaign.CampaignName
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¥V OR—VADYIIT)— L—)L

HhSL (T4—ILEK)

B

H Y (DateTime)

TTOT =2 D305 > 2 =7 IO A (MM/DD/YYYY 38 XUV HH:MM:SS JE0)
E 55 - Campaign Query Rule Interval DateTime

7 =Y — L—/L (Query
Rule)

7)) — JL— LD HI,

515 Query_Rule.QueryRuleName

F ¥ L (Attempts)

RITENTZRE =L OHHE
HH )57 : Campaign_Query Rule Interval.ContactsAttempted

BRICL DI  ELWVWE
REE OFEHGE (Customers
Answered: Right Party
Connect)

TV MRT A by T EEHLORTERY, EEOBEE S, LELS
e EDa— VB ITONR—k T —,

i H 57 © Campaign Query Rule Interval. VoiceDetect/
Campaign_Query Rule Interval.ContactsAttempted

BEIZLDINE . XA YT
##E (Customers Answered:
Dialer Aband)

FEHTED2=—V = b372<, [IVR ~OFE] BRE S TVRNTZHD, 30 500

I A VT I Lo THEES N HE B LUORITOR—8 T —,

BN

Campaign_Query Rule IntervalAbandonDetect/Campaign Query Rule Interval.ContactsAttempted

GE) ZDOATAHFE, B DT ARTOEFEFII— T =V TORIKRINDTZD,
FTRTCORMTONR—t L TF—=V L LTEHRSNET, ZhbDh T AFFEIC
100% (272 % & 93BN L £9°,

BRI L DIRE  IVR ~D
J%3E (Customers Answered:
Aband to IVR)

HA YT PERRSEICRIZE L7, Bai e iD= — Y = RS0 o OMLEIZ O
T. IVR (RB3HIOF A Y A3EE) ISR ShIZRITO =t T =,

WL

Campaign Query Rule IntervalAbandonTolVR/Campaign Query Rule Interval.ContactsAttempted

BEIZLDIE  a—y
7 (Call back)

FX N PR= YT TNy TR LTRES LTV RWERIC, BEICL -

THREXNT-a—N Ny T DO~ T—,

HH 5% © Campaign Query Rule Interval.CallbackCount/
Campaign Query Rule_ Interval.ContactsAttempted

BRI L DINE - /X—F
v a—/) Ny 7 (Customers
Answered: Personal Call
back)

Xy L R=UP= T T Ny TITREIN TV ZRWEEAIL, BRI > TA

Y a—VRBIVERIN =N Ny T DOR— o FT—,

i H 57 © Campaign Query Rule Interval.PersonalCallbackCount/
Campaign_Query Rule Interval.ContactsAttempted

BRI L DI - EAE
(Customers Answered:
Customers Not Home)

30 3 DRICEFHIINE LI FELBE TR olca s d 7 hoR—k 7 —,

EH 5 - Campaign Query Rule Interval. CustomersNotHomeCount/
Campaign Query Rule Interval.ContactsAttempted
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NHFYIAR—VADY T — L—IL

HhSL (T4—ILEK)

B

BEIZLDINE  RE T
(Customers Answered: Wrong
Number)

30 7 OFIZEREIZISE L2 T, HENE ZIFEATH RN EEbNTZa &7 b
D= T—,

55 - Campaign Query Rule Interval. WrongNumberCount/
Campaign_Query Rule Interval.ContactsAttempted

RN L DINE - R RGE
(Customers Answered:
Customer Aband)

30 DMICE—Y = MBS SN ERICEENYUIM LI %7 ho—k T —
‘\/“O

HH 5% © Campaign_Query Rule Interval.CustomerAbandonDetect/

Campaign Query Rule_Interval.ContactsAttempted

BEDINE TR L - W FEE
7% (Customers Did Not
Answer: Answering Machine)

30y OMICHESFEREFE PR SN a2 7 b=k T =,

571 © Campaign_Query Rule Interval. AnsweringMachineDetectToHal/
Campaign_Query Rule Interval.ContactsAttempted

BEDOINERL - B L
(Customers Did Not Answer:
No Answer)

30 OIS E SN olza 27 hD/R—k T —,

B HL 57 © Campaign Query Rule Interval. NoAnswerDetect/
Campaign Query Rule Interval.ContactsAttempted

BEDINERL : BV—
(Customers Did Not Answer:
Busy)

30 poMice —EERRtsn-ar ¥ 7 hoX—krT—,

W H 57 © Campaign Query Rule Interval.BusyDetect/
Campaign Query Rule_Interval.ContactsAttempted

BBISER L vk
(Customers Did Not Answer:
Canceled)

30 ORI LY DR 2 —NVEXA Y TINFYy oL Lzar X0 ho—k
T—,

5% - Campaign Query Rule Interval.CanceledDetect/
Campaign_Query Rule Interval.ContactsAttempted

f&E : SIT b—> (Problem:
SIT Tone)

30 43y DRHIZ Special Information Tone (SIT) % L 728& e D%,
5% - Campaign Query Rule Interval.SITToneDetect

i XAV b= L
(Problem: No Dialtone)

30 3 DEICH A Y v b=y shRinoleas 27 b3,
HH 5% © Campaign_Query Rule Interval.NoDialToneDetect

R -
Fax)

7 7 27 A (Problem:

30 53DFICT 7 7 Az Lizar 27 O,
i HL )57 © Campaign Query Rule Interval.FaxDetect
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HhS5L (T4—ILEK) SiBA

IR . Ry hU—2 =T — | ROWThOORBERSRA L35 7 F oK,

(Problem: Network Error) CHAYNANFRITEINTZEEIWIRY NI DEDORFOH LEZ L

cEELRIC R Y NT— 2 RISz

CHARTICE S TERT IR~ (£72F (5 ) a—A skl shs

EH 575 © Campaign Query Rule Interval NoRingBackDetect
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C Xy NV UTNEA LT LD a— ) VEDEXK), 303 X—
C HAXYT VT NEALLER—|K, 307 ==
C A VUR—=PMAT—=HZAVTNEA LLR—b, 310 X—

C Xy N—=r UTNHEALNDO T ) — b—)L, 311 L=

FroR=2VYTILEFALIEDI—IILHDER

Xy _X—hla—n < — IR UTNEA L LAR— ML, ¥y N—rHAO7 =
J— L= OREE, T RTDOF v = La— ROBEDRE, BEANRX Y =2 &
A VRN F R SN E T,

Ea—: ZOLE— ML, FvoX—2Rla—Ah oy hOBE - VT AEA L LE— A
IR v = A YNV - U T AZA L LR— R, Fx o X—2Ba—n<l —hm
F-UTNEALDIODE2—0NHY F9,

DIT)—: ZOVHR—-—OT =23, BEAT Ry 72 ) —=pbfERSET,
EYRE: Fyro—r
T—REBRRT BT —IN—RRF—T T—T)L:

+ Campaign

* Campaign_Query Rule Real Time

[FroR=D YFNLEA LT EDT—)LEFEL (Call Summary Count per Campaign Real Time) ] 0
BEDT 1 —IL K

BED 7 =R, Ay 7 707 b= InbAERENDLR—=MIT 74V FTERREND
T4 — IV RTT, 2D 74—V REEFETExET, A hvZ Fo7L— NIF 74/~ T
BEINTWBIEE (Erbh) \CHED7 4 —NV FERLET,
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FYOR—VYTILEALTEDI—ILEDEN

HhSL (T4—ILEK)

BLL

Ty N—
(Campaign)

¥ o DAL

7% © Campaign.CampaignName

L a— ROEFK
(Total Records)

L a— ROERHEL

)79 © Campaign Query Rule Real Time.TotalCount

Jt%T Al (Available)

i ATRE e L = — R

W
Conpm Qay Rk Rel Tkt Quay Rib Red TiveRiud &ECanpen Quay Rib Rel TiveChsedCart

T (Closed)

iTEnizar 7 o,
5% - Campaign Query Rule Real Time.ClosedCount

=7 (Voice)

TORIZIERIZHK T L@ OEHE fo~0 3 — L 08,
5V - Campaign Query Rule Real Time.FutureUselntl

[BEShEFxry o R—2 ZA LB 7ILS A4 L LAR— k (Valid Campaign Dialing Times Real Time
Report) lEA—DHRAED 7 1 —IL K

BED 74—V KX, Abv7 T L= b4 ENELER—MIT 74/ hTEREND
T 4=V RTT, TNHEDT7 4 — IV REERECTEET, Abv I T 7L —MIT 74/ TR
BEINTWBIEE (E1bh) WCBHED7 4 —NV RERLET,

HhS53L (T4—ILF)

Bl

Fy N—
(Campaign)

X ¥ = DA,

7Y% @ Campaign.CampaignName

V' — 1 BRI
(Start Zone 1 Time)

[V—> 1%y 2 —BAtARER] (Campaign Start Zone 1 Time) ] DK

(HH:MM (Kf, 43) OFRX) , F¥ o= —2 1 OFRFEIE,
AR — 2 1 TEIEEZ T 6D X927 paRZI T, YV —1
DR & — 2 2 OIFfEIFEHE T A,

7% © Campaign.HomeStartHours ;' Campaign.HomeStartMinutes

V= 1 TR
(End Zone 1 Time)

[V —> 1% % = f& T (Campaign End Zone 1 Time) ] D REf
(HHEMM (B, 73) o) | [V =2 1 F ¥ =& THEH
(Campaign End Zone 1 Time) ] DKL, KDY —2 1 TEREZ T

SR R HRZITT,

i J77% © Campaign.HomeEndHours "' Campaign.HomeEndMinutes




FYOR—VYTFILEALTEDI—ILEDEN

HhSL (T4—ILEK)

BLL

V' — 1 #ifdl (Zone 1
Duration)

V=1 OEFHEREL, [V —2 1 #1[H (Zone 1 Duration) |=[f&T Y —>
1 O (End Zone 1 Time) ]-[BA%A> — 2 1 ®OFER (Start Zone 1 Time) ]

575 © Campaign.HomeDuration

V) — 2 BABRIRERH
(Start Zone 2 Time)

V=2 % v =B (HHMM (B, 43) o) . [V—r
2 % ¥ X — U BAGRER]  (Campaign Start Zone 2 Time) | OFRFRE]IE, RS
(2 =2 CEIEE T OND K DI DML T, xRl —r
B, BRORMEIC ER b an T4, & 2F, HEERo 5%
3WEDD 6 REDICETEND F ¥ o — 2 Tlik, HERETH% 6 &
ZTCh, FEFHROFEIRS> TV RN I IO —WIZITEEEMNT D
ZENTEET,

EH ¥ © Campaign. WorkStartHours : Campaign. WorkStartMinutes

Y — 2 RE T IR
(End Zone 2 Time)

V= 2% ¥ AT (HEMM (R, )) o) |, [V—v
2 ¥ =& TR (Campaign End Zone 2 time) ] 1%, BARIZ Y —
¥ 2 CERE T bR IR DRI TY,

7% © Campaign. WorkEndHours : Campaign. WorkEndMinutes

V' — 2 #i] (Zone 2
Duration)

V=2 OEFHRER], [V — 2 #1 (Zone 2 Duration) |=[Y—Y 2 &
THEE] (End Zone 1 Time) ]-[Y — 2 BA#&HERHE] (Start Zone 2 Time) ]

)5 © Campaign. WorkDuration

Fo o R—VYFIEAAL LIR—F Ea—C,Da—ILBOEHOBRED 74 —IL K
BED7 =NV RE, Ay 7 707 Lb— M bAERINDLVER—MIT 74V N TERREIND
74—V RTT, INHEDT7 4 — )V REERTEET, Abhy 7 T —NIT 74/ hTH
EINTWDIEE (Erbh) ICBED T 4 — NV RERLET,

HhS53L (T4—ILF)

Bl

FyN—
(Campaign)

X ¥ = DA,

M 57k . Campaign.CampaignName

AT (Attempted)

RTENTZ =L OBEDEE,
EHI 57, - Campaign Query Rule Real Time.AttemptedCount

R INTo =Y F v
a— LNy g

(Requested Personal
Callback)

AV a—)VENTZa—NRNy T arBZ T O,
BHIJ57% - Campaign Query Rule Real Time.PersonalCallBackCount
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FYOR—VYTILEALTEDI—ILEDEN

HhSL (T4—ILEK)

BLL

ERINFma— Ry
7 (Requested

a— Ny ar By O,
EH 5V, © Campaign Query Rule Real Time.CallBackCount

Callback)

FHH TORIZIERICK T L@ OEE fo~0 32— 08,
B H{ 5V, - Campaign Query Rule Real Time.VoiceCount

BY— BBt L2 — 0¥,

M 51k - Campaign Query Rule Real Time.BusyCount

ML (No Answer)

ISE S IR Do T2 a— VDR,
M )59 - Campaign_Query Rule Real Time.NoAnswerDetectCount

FEOH L EZ2 L (No
Ringback)

MO LE 2R L7~ 72— 0%k, CallResults4, 273 L1028 D
I— NI DH T AIERINET,

EH H¥E © Campaign Query Rule Real Time.NoRingBackDetectCount

ALYV b=zl
(No Dialtone)

FA X b—rEB Lo loa—1 o,
EHHVE © Campaign Query Rule Real Time.NoDialToneDetectCount

77 7 % (Fax)

77 7 RAERH LTz a— o,
EH 5V © Campaign Query Rule Real Time.FaxDetectCount

* v hU—7 IVR
(Network IVR)

Xy BU— 7 BIFEEBES R S e 3 — L D%
W HI 5V - Campaign Query Rule Real Time.NetworkAnsMachinesCount

Wy dERE (Answering
Machine)

WP EE SR S a— 08,
M )5 - Campaign Query Rule Real Time.AnsweringMachineCount

SIT h—2~ (SIT Tone)

Special Information Tone (SIT) Z i L7z =2 —/1D¥K,
)77 - Campaign_Query Rule Real Time.SITToneDetectCount

75 (Agent Rejected)

TV Mo THESEINET L Ea2—a— LBIU0HYIRL 2 —
VDKL,

B H 5V © Campaign Query Rule Real Time.AgentRejectedCount

=Yz MNMILDY
77— X (AgentClosed)

T—Vxr ML THESEIN- T Ea—a— L BLUHFVIRL 2—
NoE, (—Yzr MIZNOLOEEIZa—LVLEFATLE) &

EH 5V © Campaign Query Rule Real Time.AgentClosedCount
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g4v¥3)7Ls1L0t—+ I}

HhSL (T4—ILEK)

BLL

ZEATE  (Customer
Not Home)

BN E LT FERBE Tlhnrolca 27 N,
EH 5V - Campaign Query Rule Real Time.CustomerNotHomeCount

5 (Wrong

Ban A LIEAFIZ, BENE ZIEATWRWEEDb a2 7

Number) ~ DE,
)57 - Campaign Query Rule Real Time.WrongNumberCount
¥y kL PO LR OBE a— L2 XA Y T7R3F vy L LIz a— Lo,
(Canceled)

M )57 - Campaign_Query Rule Real Time.CancelledDetectCount

A X ZHEFE (Dialer
Abandon)

FAXTIZE o THESNTIZa— LK,
)79 © Campaign Query Rule Real Time.AbandonDetectCount

IVR ~DHEHE
(Abandon to IVR)

HAXTIZL > THIEEN, A vbE—U%F41 5 IVR gk dhi-
a— )LD,

)59 - Campaign Query Rule Real Time.AbandonTolVRCount

B FHE (Customer
Abandon)

R DN EE G 22 B - T EAR (SO LT 2 — L DL,
515 © Campaign Query Rule Real Time.CustomerAbandonDetectCount

EERERH] (Talk Time)

TV MRS A BRI LIS AEHEH (HH:MM:SS 230
BHI 5 - Campaign Query Rule Real Time.TalkTimeCount

FAVERIFRE] (Wrapup

Time)

T—V = PR EREICESS LR O R S,
M )57 © Campaign Query Rule Real Time.WrapupTimeCount

FANXZ)TILEALLEKR—F

HAXT - VT NHA DL LER— NI, XA YT OBREDREEZRTRLET,

TDOLR—=FMI. T IRTU AT g BAYT (FEA YT OEBE, ©0—,

o == S
g, B

SFEERE. SIT b— i, J8&7R L, BEEa—1) 2X—XZLTWET,
Ea—: ZOVLKR—-MNEHTELZ0DE7Y v K Ea—7210TT,

oxT)—:

TOLR— I OF—XF. BLTuy s 72— ERISNET,

GL—T : ZOVvFR— I, ¥4 Y T4 T L—TbEnEzd,

BEIVRAK: XA4Y7

TFT—REREBETDET—ER—RRAF—T T—TIL:
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B s vsu7LEALLE—

* Dialer

* Dialer Real Time

FAXS YTFILEAL LIR—FDIBED T 4 —ILE

RED 7 =R, Ay 7 T 7L — b AERENDLR—MIT 74V FTERREND
74—V RTT, TNHEDT7 44—V REEFETEET, Abhy 7 T 71— RMNIT74/L Tl
EINTWDHIEE (Enbh) \[CHED 7 41—V RERLET,

Hh5L (T4—I)LF) |i2HH
A Y74 (Dialer A A X T DL,

Name) i H J77% « Dialer.DialerName
1T (Attempted) ASRAEAYNVENTZaLZ T FNOBDOEFDOER,

& 1775 : Dialer Real Time.ContactsDialedToday

BRENTEN—Y T | ATV a— L ENT-a— Ry ar BT SO,

AR EH 5V : Dialer Real Time. PersonalCallBackCount
(Requested Personal

Callback)

BRENCT— NNy | T—=N RNy T arF 7 FOK,
7 (Requested EH V% : Dialer Real Time.CallBackCount

Callback)

HiH (Voice) BEENS ARSI a2 7 o,
7% © Dialer Real Time.VoiceDetectToday

£’ — (Busy) EU—EERS AR ENT a7 7 N O

M 1515 : Dialer Real Time.BusyDetectToday

IS (No Answer) | A HISE SN olzar 27 MO,
775 - Dialer_Real TimeNoAnswerDetectToday

MEOHLERL No [MOHLEEZ45 AR LAagdol-a %7 Fd%k, CallResults 4, 27 B
Ringback) L2 — LR DT AIERENET,

57k ¢ Dialer Real Time.NoRingBackDetectHalf

ALY b=l | ZATYN b—rE5RBE Lholzar X7 ¥,

(No Dialtone) EHHVE : Dialer Real Time NoDialToneDetectHalf
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BAXNSYTILEALLKR—F

HhSL (T4—ILEK)

BLL

777 A (Fax)

Ty 7 AERSHBEH LI 27 O
EH5VE © Dialer Real Time FaxDetectHalf

%> hU—27 IVR
(Network IVR)

Xy NU—7 BSFREENS B s hvica 27 N
HIJ5V5 © Dialer Real Time NetworkAnsMachineDetectHalf

W 72 7ERS (Answering
Machine)

WrEEaEss AR Shica 27 Lo,
)57k ¢ Dialer Real Time.AnsweringMachineDetectToday

SIT k—2~ (SIT Tone)

Special Information Tone (SIT) %4 At L7z %7 D,
B 775 - Dialer_Real Time.SITToneDetectToday

T— = ML BE
75 (Agent Rejected)

TV Mk THERENET L Ea—/a—L Ny 7Dars Ry
ro¥, (=Y MIZALOBEFIZa—LLEHATLE) &

595« Dialer Real Time.AgentRejectedDetectHalf

B N Nl 974
77— X (AgentClosed)

T—Vxr MIEoT/n—XENT VEa—/a— A"y 7Day
27 FOE, (m—VzrMIZNHOEEIZZ—IVLEFATLE) &

5V, : Dialer Real Time.AgentClosedDetectHalf

I ALE  (Customer
Not Home)

BRI WA LTCHFERBE TIN5 D a2 7 SO,
B HI 5% © Dialer Real Time.CustomerNotHomeCount

s+ (Wrong

BAEIZINE LIHFIZ, BRITEF L TRV I EERADNISHD

Number) aH T SO,
M J51% - Dialer Real Time.WrongNumberCount
Fx PO LT OBEa— Va2 XA Y IRFr eV LSO 27 b
(Canceled) DI

)79« Dialer Real Time.CancelledDetectHalf

XA X ZiEFE (Dialer
Abandon)

30 3 DOMICHA ¥ I Ko TEES Nz a2 7 PO,
M 57k : Dialer Real Time.AbandonDetectToday

IVR ~DREE
(Abandon to IVR)

EAXTIZTLoTHHEIN, AvE—Y2FH4AT 5 IVR ~BEEINT-
HSHOaR T SO,

B H V% : Dialer Real Time.AbandonTolVRHalf

B EE  (Customer
Abandon)

RN R o T HRZRICEW Lo a % 7 F %,
W HIJ57% © Dialer Real Time.CustomerAbandonDetectHalf
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B AR FRFBRUTLEALLE—

A2R—FRT—RRYTZILEA LLKR—
AVR—F AT —=HFA_YTNEA L LVER—=NMNI, TUMIT U R AT arof s R —k L
O— RNDAT—HZ A& R LET,

ZOVR—=MIAHR—=F = (f R—= FELEITA VAR — FPED, IEH. RNE, &3
La— RoH) ICHES3EF %7,

Ea—: ZOVKR—-PMNFEATELZ20EF7Y v K Ea—7215TT,
JITV)—: ZOLVER— b OT—XE, BELTay 7 72 ) —nblElRSET,

JIL—T : ZOUVR— MV —71iEH 0 T A, LAR—FIA LV R—FELTY—FER
F7,

EYR L : AR —FL—L
T—RERFRTEHIT—EIR—RARAF—T T—T)L:
* Import_Rule

* Import Rule Real Time

AVR—FRF—ERAYFILEALLI—FE2—DREDI 4 —ILK

BED 7 A=V FiE, Ay 7 707 b= bnbAERENDLR—MIT 74V FTEREND
74—V RTT, ZTHEDT 41—V REEFETXET,

Hh5L (F4—ILEF) |i2BH

A R — 4 (Import | A R — k L—/L4,
Name)

M J515  ImportRule.ImportRuleName

BAtA A (Start Date) A U= R L=V DBIEIN A Y 22— )L STV AR,
)59 - Import Rule Real Time.DateTimeStart
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Fror—v Y71 LnnsT)—L—1L [}

HASL (Ta4—IL ) |EREA

Status A VR— K =L OREE, ZNHIEFRDOa— RTT,
380 = "IMPORT BEGIN"

385 ="IMPORT UPDATE"

390 = "BUILD BEGIN"

410 ="BUILD END"

420 = "IMPORT END"

430 ="DNC_BEGIN"

450 = "DNC_END"

455 = "IMPORT _FAILED"

Zh LSOl = "IDLE"
575  Import_Rule Real Time.Status

EF7Z2La—F (Good| A v AR— FEH, F2FA 0 AR— b FEDEF R L a— FOEEFK,

Records) )59 - Import Rule Real Time.GoodRecords

ARE/RLa—R (Bad |1 rAR— MELADORERL 23— R,
Records) M 575 Import_Rule Real Time.BadRecords

L a— ROEFHL A UR— MFER FEA VR B TEO L a— ROGFHL
(Total Records) 7% - Import_Rule Real Time.TotalRecords

T o R=2VTFILEZALADI ) — )L—IL
FyroRXR=r DI/ — b= - YT NEA DL LR—FMI, T X=HNOTRTOF ¥
A=y La— R, ALY, 72— =V DOBEDAT —H A FKRLET,

Ea—: ZOLAR—FMII3DDOFZ Y vy R Ea— (Fx o X—rD/x) — )b—LOa— Lk
b =Dz — = Da— LYV — Ik FZY— —L B A YL
BFfE) 2350 £97,

HDIY—: ZOLR—=bDOTFT—ZT, BLT v 7O ERENET,

JIL—T : ZOLR—=MIF v o= A4BLO0V ) — =LA L-> T V—bENFE
T, LR—MIFy o =4 TY—FENET,

EYRE: Fyro—r
T—RERRT DT —IR—RRAF—T T7—T)L:
» Campaign

* Query_Rule
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FroR=VYTPILEALADY T1)—)L—)L

* Campaign_Query Rule Real Time

» Campaign_Query Rule

FooR—VDHIITY— L—ILOA—=L A9 FOBED I 4 —IL K

RED 7 =R, Ay 7 T 7L — b AERENDLR—MIT 74V FTERREND
T 4=V KT, INHDT 4 — IV REERETEET, Abv 7 TUo7VL—MIT 74V TR
EINTWDHIEE (Enbh) \[CHED 7 41—V RERLET,

HhSL (T4—ILEK)

BLL]

Ty N—
(Campaign)

Xy L — DA,

EH 5 © Campaign.CampaignName

7l — )L—)L
(Query Rule)

7 — JL— )LD HI,

M 575 Query Rule.QueryRuleName

HH (Date Time)

MM/DD/YYYY (H. B. ) BLXOHHMM:SS (K, 4. #) o
TERILEND A,

B HVE © Campaign Query Rule Real Time.DateTime

1T (Attempted)

RITSn-a—roqiHE (EK)
EHI 5 - Campaign Query Rule Real Time.AttemptedCount

R INT =Y F v
a— LNy g

(Requested Personal
Callback)

AV a—LENTZa =Ny a7 NO#,
M1 )51 : Dialer Real Time.PersonalCallBackCount

FRENTma— Ry
7 (Requested
Callback)

a—NNy T a2y RO,
M J51% - Dialer Real Time.CallBackCount

R (Voice)

HEMS AR INT a2 7 PO,
775 - Dialer_Real Time.VoiceDetectToday

v’ — (Busy)

EU—EENS At ST 27 PO,
M 57k : Dialer Real Time.BusyDetectToday

HI% (No Answer)

ARISEENRhoTecar s 7 hok,
715 Dialer Real Time.NoAnswerDetectToday
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FroR=2DUYTPLEALADY T1)—)L—)L

HhSL (T4—ILEK)

BLL

FEOH LEZ2 L (No
Ringback)

MO LEEZS BB Lo l-ar 27 Fo¥, CallResults 4. 27 3
JOR28Da—NNZ DT MMIERENET,

B H{J5V5 © Dialer Real Time.NoRingBackDetectHalf

HAXIV b=
(No Dialtone)

HAYXNV =S5 HBH Lholca 27 N,
)57k : Dialer Real Time.NoDialToneDetectHalf

77 27 A (Fax)

Ty 7 AESHEBRM LI O,
M J51k% - Dialer Real Time.FaxDetectHalf

% hU—2 IVR
(Network TVR)

Ty U =7 JSPREENS RS hica 27 bk,
)79 ¢ Dialer Real Time.NetworkAnsMachineDetectHalf

W 7 ERE (Answering
Machine)

W rEdEmrSs At shizar 27 Lo,
1775 : Dialer Real Time.AnsweringMachineDetectToday

SIT k—2 (SIT Tone)

Special Information Tone (SIT) #4 HiRiL7z=2> %27 FO¥,
775 : Dialer Real Time.SITToneDetectToday

TV MZXk B
7 (Agent Rejected)

T—V 2 ML THESEENZSADT L E2—BIOYRL a2
27 O, (=Yl MIZNLOFEEICa—/LLETATLE) .

7% © Dialer Real Time.AgentRejectedDetectHalf

I N
7 — X (AgentClosed)

T—Vxr Mo T/u—XENET bEa—/a— LRy IDay
27 O, (==Y MIZNHLOBERIZT—VLETEATLE) &

)77k ¢ Dialer Real Time.AgentClosedDetectHalf

B ALE (Customer
Not Home)

BERIONE LT FENEE TR S T=25 A0 a2 7 O,
i )79« Dialer Real Time.CustomerNotHomeCount

s (Wrong

BERISE LRI, RN E AT RN, S-S Do

Number) VT S AN &
7Y% « Dialer Real Time.WrongNumberCount
vk FEONM L DR 2 — NV E XA XY TN F v BV LIS RO 27 b
(Canceled) DEL,

55 © Dialer Real Time.CancelledDetectHalf

XA ¥ Zi%3EE (Dialer
Abandon)

30 yDOMICEA ¥ I K> THFES a2 7 FoX,
715« Dialer_Real Time.AbandonDetectToday
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B - < UZLEALADITY— L—)

HhSL (T4—ILEK)

BLL

[VR ~Dfl3E
(Abandon to IVR)

FAXYTICL > THRESN, AvE—U2FH4AT 5 IVR ~EX IR~
HSHOa BT SOk,

715 © Dialer Real Time.AbandonTolVRHalf

B3 (Customer
Abandon)

ARNEEZ B - T2 EZICEW L2 %7 ho¥#,
)57k : Dialer Real Time.CustomerAbandonDetectHalf

AEEHFR  (Talk Time)

TV FEH, B CHEEEICES LI AR (HHMMSS (K,
. B o)

M )77 © Campaign_Query Rule Real Time.TalkTimeCount

AP FE] (Wrapup

Time)

T—Vxr PR RLBEEEICES LR OR S,
)79 © Campaign Query Rule Real Time.WrapupTimeCount

[Fv o R=2ADOY T — )L—I)LDO3—)LEXIZ (Call Counts of Query Rule within Campaign) ]
Ea—DREDT 4 —IL K

BED 7 =R, Ay 7 T 7 Lb— ML AERENDLR—MIT 74V FTEREND
74—V RTT, TNHEDT7 44—V REEFETEET, Abhy 7 T 71— RMNIT74/L Tl
EINTWDHIEE (Enbh) ([CHED 7 41—V RERLET,

HhSL (T4—ILEK)

BLL

Ty N—
(Campaign)

¥y = DAL
M J51%  Campaign.CampaignName

77— )L—)b
(Query Rule)

7 Y — JL— )LD HI,

M 575 Query Rule.QueryRuleName

L a— FOEEHK
(Total Records)

La— FORTHL

M 595 - Campaign Query Rule Real Time.TotalCount

Skt 7] (Available)

EHFREZR Lo — R,

5V - Campaign Query Rule Real Time.TotalCount -
Campaign Query Rule Real Time.FutureUselnt] -
Campaign Query Rule Real Time.ClosedCount

T (Closed)

RITShizar %7 ok,
BHI 5V © Campaign Query Rule Real Time.ClosedCount
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o=y y7rsq4smnszy—L—

L (Z4—ILF)

BLL

h3
=0

EENS BB SN2 7 ok,
EH5VE © Dialer Real Time.VoiceDetectToday

[V TY)—)L—)L Z A~ )LE5RE (Query Rule Dialing Times) | E2—DIWEDND 7 4 —IL K

BEDT7 4=V KX, Abv7 707 L—IbAERSNDLLER—MIT 740 b TEREIND
T4 =L RTT, TNHEDT7 4 — )V REEETCXFEST, A by T L —MIF 740 N TH
BEINTWBIEE (E1rbh) \CHED7 41—V RERLET,

HASL (T4—ILE)

BLL]

Fy o=
(Campaign)

¥y = DA,
HH{ 575 © Campaign.CampaignName

Jxl— )L—JL
(Query Rule)

7 ) — )L— LD R,

M 575 Query Rule.QueryRuleName

V' — 1 BRI
(Start Zone 1 Time)

[V—2 1%y o _—BAtAEER] (Campaign Start Zone 1 Time) ] DKfH
(HH:MM (g, 43) OER) o [V —r 1 F v o _—BRLARFH
(Campaign Start Zone 1 Time) | ORFRIL, BFIZY —> | TEIEE D
oD X ICR DGR TT, V— 2 1 DK & Y — 2 2 ORF#IE
HEHTXEEA,

M 51k Campaign.HomeStartHours ;' Campaign. HomeStartMinutes

V— 1 RT R
(End Zone 1 Time)

[V — 1% % = f& T (Campaign End Zone 1 Time) ] DR
(HH:MM (K, 43) OER) , [V —r 1 F ¥ =& TR
(Campaign End Zone 1 Time) ] DKL, BAED Y —2 1 TERELZ M

SRR R DRATT,

I J77% © Campaign. WorkEndHours ':' Campaign. WorkEndMinutes

V' — 1 Hil#] (Zone 1
Duration)

V= 1 OAFHER], [A— 2B (Home Duration) ]=[Av— A& TH
il (End Home Time) |- 7&~— A[BAAARER  (Start Home Time) ],

EH A ¢ (Campaign.HomeEndHours * 60) + (Campaign. HomeEndMinutes))
- ((Campaign.HomeStartHours * 60) + (Campaign.HomeStartMinutes)))
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FroR=VYTPILEALADY T1)—)L—)L

HhSL (T4—ILEK)

BLL

V' — 2 BRI
(Start Zone 2 Time)

[V—2 2 %y 2 X— U BAtAEER] (Campaign Start Zone 2 Time) ] D KFfH
(HH:MM (Ff, 43) OFERX) . [V —r 2 F v o X—BtAIER
(Campaign Start Zone 2 Time) ] DRFfIX, BFIZ Y —2 2 TEIEE N
T HND X DITRDBAMREZAITT, F ¥ o _— R, R ORI
WCIEH b SN E T, 72& 2T, R EROF% 3N D 6 FrDORMIZHE
TENDF v =Tk, RilpETTFR6 B TH, £LET#% 6K
27 o TN O —FIIEFHFENT L LN TEET,

5% © Campaign. WorkStartHours "' Campaign. WorkStartMinutes

Y — 2 2 KT IREH]
(End Zone 2 Time)

[ — 2 2 #& THEH (End Zone 2 Time) 137 ¥ X — U & T 5 RFf]
(HH:MM (K§, 53) OB .

I J7{% © Campaign. WorkEndHours ':' Campaign. WorkEndMinutes

V' — 2 #ifll (Zone 2
Duration)

V=2 OAFHEE, [MEEMIR (Work Duration) |=[1EZE#& THEZ] (End
Work Time) ] - [{E£BH46RFZ] (Start Work Time) ]

I 55 ¢ (((Campaign. WorkEndHours * 60) + (Campaign. Work EndMinutes))
- ((Campaign.WorkStartHours * 60) + (Campaign. WorkStartMinutes)))

7 ) — L— )L BH UG
il (Query Rule Start
Time)

7 Y — b— VBT 20 (HHEMM (Bg, 43) o) , 7=
U— b— LEERIE. BRI oy b —F OREEICESx $ 9,
WEIX, 7=V —%%{7+ % Administration 8 L O F — &% — Tt
FZ a3y hu—7 ORI > TWET,

M )5 © Campaign_Query Rule.StartHours “:”
Campaign Query Rule.StartMinutes

7 Y — ))& T IR
ffl (Query Rule End
Time)

7 — JL— LT T AR (HHEMM (BE, 4y) OER) .

)79 © Campaign Query Rule.EndHours "'
Campaign Query Rule.EndMinutes

7 = — jb— L
(Query Rule Duration)

7 ) — — /)L DOEEHER], [TEZHAM (Work Duration) |=[7 =V —

=L #& THFZ) (End Query Rule Time) ]-[7 =V — JL— LERLARZ]
(Start Query Rule Time) ]

5% ¢ (((Campaign Query Rule.EndHours * 60) +

(Campaign_Query Rule.EndMinutes)) - ((Campaign Query Rule.StartHours
* 60) + (Campaign_Query_Rule.StartMinutes)))
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3 -

O

54T T—2 Lik—hkTFT2TL—F

C IAT T—H LAR—F T T L— R, 317 NV

C TAT F—=HEADT z—)LF—"— 318 X—
TV TIAT TFT—H, 318 =¥

T =V M AXNITN—T T T F—H, 326 X—
s FLvVar Fa—, 331 XY

* AX) T)N—T 343 NX—

SATT—3 LiR— T2 TL—F

TAT T —H LiR— NI, ML R = DI TA TV MNET—H %7 v adTDHAN) —L4
WEL AT AN T — 2 2 GT 5720, A XV EREATLERILAR— hEEHTEET,
FGAT T—=HIE, RV 72NV F— vz BV —Z 50— P B —L o1
AR b ZAkGE L CALEE L, Unified Intelligence Center (27 — ¥ ZHE/ 7 ) v 2 LET, 747
T—HIL, T—HFR—=ANDEZIAR, T —F_X—=ANLOHHIY 2 BIETHZ L7, BFE
ENTeT —FDOHEVR—T 47 7747 M LT v a2 LET, =—V =2 FORR
Re7p Bl 2 OARFEDEIL, IRIENBAE L EXICEHINE T, F2—HNOa—Lx EOMOE
. 3BT LICERSNET,

FTAT F—=H LiR—ME, ROL IR VR— 2RI BIERENAE SINZIER LR —
Ea—TICbFRINET,

Ty IRy T ADOUIZERA LTV v K Ea—M05b0 T A% BINE-ITEIER

*[HEVEHT (Auto-Refresh) | NI L OVERMEL, BHETICV AT AT 7T 487 4
DAF v Tvay bELR

*[L&VMEDZF5R (Show Thresholds Only) |1 DHZMLAELAICT 2 &, LEWEICRE
SNTEF—HDOBNLE— MNIFERSNET,
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B s 775 3%07z—nt—n—

EENEY D
TFAT FT—=X% LiR—1b, (123=)

AT T—3DT T—I)LA—/\—

A7 7 —4 LAR— NI, CiscoFinesse D7 A7 | 7% J U Unified Intelligence Center D L 78—
FEa2—7THYzy hELTERRTHIENTEET, FA4AT7 T —FD7 = — /LA —"—[FTK
DWT IR L TG EITHELET,

* A7 T —4® Socket.]0 Y —E A

* Ry MU — T

* T4 T T —HD Web —E A

* Intelligence Center @ L 7R — FMERL Y —E &

*CCE 74 7 7—% NGINX }—E 2
Bz RBEXOVAR— K Ea—TRNT 74~V BIOEI L FVDTAT T =4 F— T8
BCEXRWGEAIL, 72—/ A —/N—H|Z“Live Data is not available after repeated

attempts. Retrying” WO A v bE—UNRRINET, H¥ = v k& Unified Intelligence
Center|X, WT DD — T8 L C LA — MIXIT 220G 25 £ THAITZ R £7,

I—Vxb547 T—4

TOLR—MI, BRIV FOT—TNEFRLET, B2 —V 2 FOBIEDT V7
FATRATIN IA—T WRiE, BLXOa—LoFRaR, =—Jzr MRa s A LTS R

TAT N—T 427 RAL T EICERINET,

FT—R Y—R: ZDOLER—MI, V 2Bz bRV T2 TNV F— b oA NED
AR FEME L CTHELT 274 7 T—H% LIR— b VAT ARAT Y viad b @BlEaFRoRL
FT, TATT—H VAT AT, A XV IBBETIHEZOIZLHR— MO~ DJEENRERH S
7,

Ea—: ZOVR—-MUMEATELDIFZY v F Ea—7EIFTT,
TN—T1 : I V—T1ET74 7 T —% LAR— FCldhAR— S EtA,

I—VIobF4TT=3DTI4IFEa—

FIAHIEREaA—ITiE, Ay T L — AR ENALVR—RMNIT 740 N TERSH
HT7 4=V EREENTVWET, A by 7 T —MIEBESHLTWAIE (Erbh) &, 7
THANV DT 4 — IV RERLET,
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-2z 34797—4 |

LR—FDT4—IL K Hil:]

T=—Yx b4 (Agent Name) T—V = D4R, [BE. 4 (Last Name, First Name) ]
CHERK

State T—V = FOBIEDIREE,

*1 777k (Logged Out)

*1 274 (Logged On)

* #5245 1. (Not Ready)

* R BiAf (Ready)

» Talking

* BAER% £ 42 11 (Work Not Ready)
* RALPR% A (Work Ready)
*flt A %L £ — (Busy Other)
* THIF (Reserved)

" R

* REE

* Active

© —W{EZ 1 (Paused)

* 1l (Interrupted)

* k2 22772 L (Not Active)

[ (Duration) T—Vxr FRBIEDIRIEIZ 72 > TH HARIE L 7= HFRE
(HH:MM:SS )

K %4 > (Domain) AF YT N—F 4T RAAL 4,

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1) [ ]



B oz r54757%

LR—bDT 4 —IL K BrLL]

J51f (Direction) T—Vx v MRBUELE T O 2 — L DI,
*1=51E
*2=%1F
*3= O

*4=ZDOMDORERE

5= FIETHY

C6=RET L Ea—

*T=T TG R TVT 4T 4T
CENLS DO =7EY e L

P (Reason)

T—Vx ¥ NRFZEIRRIEIC 2 o o B A R T L o —
FETHRX R,

Fooo—Vxzr PREREILDOLSE, =—V v MBS
BRIRIZ 2 o 12356, £ 3B OB 22— R L 9 Blofes
{EIRRREIZ A o T2 GBI DI, fFFiE OB a— R e
FAMBEHEINET, FFFILEOT—T = FHRHE
O—VEZIETHEE, FRIERE—LZ1T I EAIL.
BB a— N3 EREBEORFZEIELa— e TH A b
MFERINET,

TLiVary ¥Fa—/AF ) J—
7" (Precision Queue/Skill Group)

TV MRBEEEL TWDE X A7 IZEEMIT SN T
WALV arXa—FiEAX L I N—T DT K —
TIA XL, TV NRAT 4T V=T 4T KX
ALDEDEZATIZHEEMLTWRWESE, 207 4—)b
R %% 72 L (Not Applicable) | & RS ET, =—
Vv MIEBOAFNV I N—Tlia S A4 U TEDLTD,
TV MIFRAIRFO YR THENDET, ZDO7 1 —
IVRIZT—HIFFRRSNERA,

WHINRWEE, BT MIEAOEFITRY £,

J&M (Attributes)

TrvVary Fa—ERTHEMAINL TV D BIEDA R,
LAR— MZIE, SN TV REDOADFRSNET,
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I_

N~

v

—-vzvr3497-4%

IVbSAT T—2DOFAAREG I —ILE

FIRAIEEE 7 4 — L FEIE, BT 4 — LV R Ea—IlERENTWAHET 4 —/L RTT, T LDE
WHEPHOY —LE2FEH LT, LR—MNI T =L REEMLZY ., LAR— 07 4 —L F&H]
FRL7=0 CTxF£9,

LR—FDT4—ILF ieR

T=—Yx v b4 (Agent Name) T— =z D4R, [ME. %4 (Last Name, First Name) |
THERL

F— 214 (Team Name) T—x2 N F—LOZ U E—TF T XL,

State T—Y = FOBIEDIREE,

*1 777k (Logged Out)

*1 74 (Logged On)

* #5451k (Not Ready)

* 7% BAtE (Ready)

* Talking

* AR 245 1 (Work Not Ready)
* RALPR% T (Work Ready)

* i A%/ B — (Busy Other)
* K% (Reserved)

* A

S

* Active

* —[FFE 1L (Paused)

* 1 (Interrupted)

* X A7 72 L (Not Active)

B¢ (Duration) T—Vx » MNBAEDIRTEIZ 22 o TH B L 7= HFE
(HH:MM:SS ) .
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I-Urvh 547 F—4

LR—bDT14—IL K

Bl

Fh (Reason)

T—V = MG ZEIRRREIC 2 o T B A KT HE o —
FETERX b,

Fo U FBRRRELEORE. TV NS
BIRIZ e~ 2856, F23B0A 2 — FIZ L0 BloR
(FIRRRBIC AR o T2 B DB, FfF OB a— N7
FAINBEHINET, FFEIEO=—2 2 RHES
a—VEZIETHEE, FRIERE =L 21T I AL,
o — MBI &R BEORZELELa— TR b
DERSINFET,

FLvVay ¥a—/AX N IL—
7 (Precision Queue/Skill Group)

T—V v RBHEEE L TWAH X 27 (AT 5T
WAL VaryFa—FERIEAF LI N—T DT K —
TIA R, T2 NRAT AT =T 4T KA
ALDEDZATIZHEZIMLTW WS, 207 4—)b
RiX %472 L (Not Applicable) | & Fr&hET, =—
Vv MIEBDAFZ N I N—FIZa /A o TEH20,
TV MIFRAIDRFO R TOHENDLET, ZD7 14—
NVRICT—Zi3FrINnNERA,

BEXa2—A 7SN T0WHL—F
=—/,1 (Router Calls Queued Now)

N—B THEF 2 —A 7SN TWD a— L,

EX a2 —A 27 23—/ (Longest
Call In Queue)

N—=TFT 4T AT 4T THRbELFa—IttF¥EoT
%Aa— (HH:MM:SS =) .

R X A > (Domain)

AT 4T N—T 4T KAAL 4,

J71 (Direction)

T—x MBI O 3 — LD JT A,
« N/A

AR (In) Ao R_"TU R EXT FFU
DB AT VT A Ny RTT)

T RARTUE (Out) GEETZ A7)
* ZDfh (Other) FRIFX AT FTRITZENEHZ A7)

* 7472 L (Not Applicable) (w7 A v L TCWBHxT—
TV NRAXN I N—TNTIET 7T 1 785G E)
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—szob34797—%

LR—bDT14—IL R

Bl

et (Destination)

TV "BBEEELTWDET Y TV R Z R
DEAT,

«1=ACD

*2=[EHE

*3=HEHGE

*4=TH
‘5= L Ea—
CENLS DM =74Y e L

JV—7 1 > 7 A[EE (Routable)

a— kT — s MIV—T T TEET,
=T
* ENLSOME = v

JLERH 9D # A 77 (Tasks in Progress)

BAEZDOAXNL TN —FIZRH L Txa—agr7EhTn
HHR AT DO,

e KX A7 (Max Tasks)

T— ez MIEID Y CHRESR IR KN Z AT K,

FINA AH AT (Device Type)

A SN TWLEFD 7 A 7,

*0=m—H/L T— x> h, i#@H D ACD/Unified CCE
DEFEETIIIESTFOLX R,

*1=UF—EHFE a—NLT¢ (a—LBEETH
NCEAS L =—V 2 FOBF IR ESNET)

*2=VF— MEA, BEINER (F8A L =—

Tzl IRV oTEAREL AT B L, B
Oa—)LOM, BB SNT-EEIZR0 ET) ,
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B >z r354757-4%

LR—bDT14—IL K

Bl

MRD TH|HFHE (Available in
MRD)

T2V MR IDATF AT =T 4T RAAL L TH
AT BZTANLGNDEINE I NERLET,

*NO (&R ATHE)

*YES ICM (A7 4 7 V—7 4 7 K AA > CUnified
ICM 23X AT 6E

*YES APP (AF 4T N—FT 47 RAAL L TTFY
=33 UK AT RE

* TNLSROfE =

ATF 4T N—T 47 RAALY (MRD) TOZ—Y =
N OWRENFFZAZ LN D L X2, =—T = FBZED
MRD @ FREZ 2 730122 L TH 5T, Bl MRD 126 5
BV ABARAREIR X AT ZABE L TW e WGETE, ——
Vx MIFOMRD DA AZ I TEET, =—Vx
> k23 Unified ICM Z FI|FH FIRE72 %545, UnifiedICM 28, Z
DE—Vxy MIFAZEZEHVYTHZ LN TEET,

T—T = FAYES_ APP DGR, TV r—va iz
DT—Tx MIF AT ZENY ¥ TET, Unified ICM %
FIF AIRE72 54 . Unified ICM O BN T — = 2 MIH A
I HEEIDHBTHZEMTEET, YES APP D5, 77
Vo — g Ohpm—xy MIE A7 E2ED B TH
ENTEET,

A=A AR (Request

Supervisor Assist)

T—Vx R A=N= A FOZREZFR LT E D h
R LET,

*1=3IWv
RIS ORE = 2

Ty Yay Xa—0EME
(Precision Queue Attributes)

Ty Vary Fa—ERNTHEAENLEME, LAR—F
Wi, RSN TO L EEDOZN TSN ET,

Wiz 5 (Extension)

TV "B a s A LTV ANRETEE S

UE— K7 FLZ (Remote Address)

ZOMRD (ERA NNz —V = MIFEHRATHUE— N
W) OCEEMST SRV E— R T FL A,
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-2z 34797—4 |

LR—bDT14—IL R

Bl

HiEID L~ULZ8 8 (Last Level
Change)

IOMRD CZ— 2 hDH AT Lo HZ % ICEH X
7= B,

Fyy b= ML, =T Aoy FOKEKE
BHYET, EITHOa—NVEREDLDE, —T 1 R
oy NOENEEIN, A7 LV REREINET
(A= 2y M= KZ AT -#THDOa—
) .
FOMDOT_RTCHOZ—V = MIHLEAINETI, A
7 LeYLIEEIC 0 E1E 1 T,

AiElOE— K255 (Last Mode
Change)

ZOMRD T — 2y hDX AT B— RPNRZICER X
7= B R,

TV MU, ==Yz "R a A L TNEE A
TAT =T 47 RALICEETL2E—FRH 0 F
T, INHDE— NI, V—T 4 U AREREA L L—
T AT ARARRRGENRH D T,

E— RDV—T 4 V7 A[RER &1, Unified ICM 78 =—
Vxr hEHIEL, ==Yz MIX A7 BEID Y TE
9, T—T = FBMRDIZK L TL—T ¢ > J AR
Gy 77V r—var A AKX A (f 2 Unified ICM £
721% Unified WIM) T, Unified ICM 28 % A 7 % |1 4
THRWVWEY, ==Yy MNIX AT 2B TE FHA,
T RP—T VT RRERG AL, T ) r—vay
A v AHZ A (B : Unified EIM) 23— = > bk il
L, ==V MR ERHVYTES, Y7 =T
W, [t S D # A2 (Offer Task) 1. [BREAS LD & A
7 (Start Task) ]. BLOZ—Y =2 FIMEEL T D ¥
A HTRT DT IV r—a b DEDO/MD A v —
ChEE=FYV LT =V MBI LET,
Unified EIM & Unified WIM T=—Y = b £ — RALHE
SINHZEEHYEFA, F=—T = M, UnifiedEIM
& Unified WIM MRD {Zx%f L CHEIZ/V—T 4 > 7 AHETH
B0, FTEXEIIN—T 4 VT ARE[ERTI,

T—Vx b= RIE FF MRD IS LT EICV—
T4 VT AHETT,

AfE OIRAEZS BT (Last State Change)

ZOMRD Cz—V =z MREEDNERINCAT I vz 0,

a7 A > (Login)

T—V xR u S F LW HEE (MM/DD/YYYY B
L OVHH:MM:SS B .
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B o rRFLTL—T 54T T4

LR—bDT14—IL K

Bl

P (Reason)

XY T2 I ANBEE LT, =— Y = hORIEOKIEZ
FOMBZRTa— K, T LRWEGEE, [FEH (Reason) ]
IX[72 L (None) ],

I—SCzMRXLVITIN—T 54T T—4

IOLVR—=NME, ==V "B T AT DEAT AT N—T 4T RAAL L EKEAFIL T —
THOHZEZ— 2 FOAF )L T —7 REBLPa— Loz rd@RLTtz—Y =z |
DT RXRTCDAFN IN—TDT 7T 4T 42~ LET,

F—B Y—R: ZOLHR— NI, VA BIO—V 2 bR T 2T = T oA DD
AR ML TS 5747 T—H% LiR— ks VAT LANRT Y vy adhEEEFRRL
FT, TATT—H VAT AT, A XV IBBETIHEZOVZLERE— MO A~ DEENEH SN

i‘ﬂ—o

Ea—:

ZOLR—MERATEL0E7Y v F Ea—7E1FTT,

TGW—T : I V=TI T7A4 7 7—% LR— b TIEYR—bshEtA,

I—Cz Vb RXNLVITGN—=T 54T T—2DOTIAILF Ea—

FIAILEEaA—ITIE, Ay T o7 L— ML ERENDLR—MIT 74 /L N TEREN
DI 4= ENEENTVWET, A hvy T L— MIEBEINTWAIE (E0bh) 12, 5

THNV DT 4 — N RERLET,

LiR— kDT 4—ILK

e

Ty Vary Fa—/AF) F—
7 (Precision Queue/Skill Group)

TV MRBEEE L TWD X X7 IZEEMIT 5N T
WAL L VarXa—FEAF N I N—T DT X —
TIA R, T2 NBAT 4T =T 7 KA
AVDEDHEATITHEEMLTORWEE, D7 4 —)b
RIZ [#%% 72 L (Not Applicable) ] & #RrEn x4, =—
v MIEBOAXZ L I —TIca S o TEAD,
TV MIZRAITRFO Y THENDET, ZDO7 41—
NV RIZT—2IIEREINEEA,

HWHISNR2WGE, BT MIEADEEITRY £,

T—Y = 44 (Agent Name)

T— v FO4HI,

State

T—V = FOBIEDIREE,

HFf#  (Duration)

T— 2 RBIEDIRTEIZ 72 > T B FE L 7= K]
(HH:MM:SS TE=0) &
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—-vrvbz¥LIL—T547 7% |

LR—bDT14—IL R

Bl

KA A > (Domain)

AT AT V=T 47 KA 4,

J71 (Direction)

T— Tz v NBBELE T O a3 — D E,

*1=%1F
*2=%f5
*3=Z0fh

‘4= ZDOMOFRE

5 =F0ETHY

6=RET L Ea—

T=T IO RT VLT 4T 4T
CENLSNDIE =347 L

FH (Reason)

T—Vx Y NBFFAEIRREEIC e o T B 2 R TR o —
FE&TFHZ b,

o=V PBHREILOSGES, =Y = MR
BRIRIZ I o 2356, E73BI OB H 22— NIT L 0 Bl ofFs
FEIRRBIZ R o T2 B2 DB, i o a— N eT
FARNPEHINET, FFZIELEOT—T = RBWNE
A—NVEZETOHE. ERIERE—VEIT I LA
HHa— NI EREBEORHRFZEEa— TR b
DERRINET,

7274 > (Login)

TV NRRESNTAFL By TS LT
AEF (MM/DD/YYYY 3 L O'HH:MM:SS B .

BEedt  (Destination)

TV MRBIEEELTWAT Y MR R 2R
DEA T,

«1=ACD
*2=[HHE

*3=HERE

*4=TH
*5=7LEa—
CENLS DM =74 Y e L
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B o rRFLTL—T 54T T4

LR—bDT14—IL K

Bl

TLvvary ¥a—0RtE
(Precision Queue Attributes)

T vary Fa—ERZTHAINTWBELEOLE,
LAR— MZiE, HESNA T A BHEOLRERINET,

I—CzVbMRXLITGLN—T SAT T—2OFAAEEL T« —ILF

FIRAEEE 7 4 — N REIE, 27 4NV R Ea2—IlEREINTWDET 4 —/L RTT, 7T LD
WEFHOY — NV E2HEH LT, LAR— M7=V REZEMLIZYD, LR— 0BT 40—/ REH|

BRL7-bh TEx £,

LiR— kDT 4—ILK

Bl

TLvVay Fa—/AF) T—
7 (Precision Queue/Skill Group)

TV FBEEE L TWD X X7 IZEEMIT 5T
WALy VaryFa—FEIAFL I NN—T DT H—
TIA R, T2 NBAT 4T =T 47 KA
AVDEDHEATITHEEIMLTORNEE, D7 4—)b
RIZ [%%72 L (Not Applicable) ] £ F/r&ah 4, ——
Vv MIEBOAXV TN —TZu s A U TE DD,
TV MIZRAITREO Y THENDET, ZO7 41—
NV RIZT—2IIEREINEE A,

HWHINR2WGE, BT MIEADOEEITRY £,

T—Y = 44 (Agent Name)

T—Y = NOATHI, [, 4 (Last Name, First Name) |
CHERK

State

T—V = FOBIEDIREE,

i (Reason)

T—Vxr MRFEZEIRREIC ST EREAE R TEHA T —
Fessah,

o=V FAVEZELRORS, = —V = PR
BRI e o T2 E . E3B0HE a2 — RIZ LV BloR
(EIRIBIZ A S T2 GBI DI, FPZELLOEB a— e T
FARNPEHINET, FZELEOT—T = RBHNE
A=V EZETDHEE. TRITRIEa—VET O HAR.
HHa— NI EREBEORZEELa—RET R b
NFEREINET,

FFRE (Duration)

T—x BIEDIREIZ 72 > T Bkl L 7= R
(HH:MM:SS =) .

KA A4 > (Domain)

AT 4T =T 4T KAAL 4,
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—-vrvbz¥LIL—T547 7% |

LR—bDT14—IL R

Bl

J7181 (Direction)

T— V= hRBUELEL P O = — L D51,
- N/A

AN R (In) (Ao RNU R AAY HFFLL
NDHE AT IIMT A R R TT)

*T U RRTE (Out) GEEAMBZ Z7)
* ZOML (Other) (GEIEX A7 ETIFZAEHESF 2 2)

* M7 L (Not Applicable) (mZ7A > L TCW\W5HxT—
PV ERAFNV T N—TNTIET 7T 4 T72858)

v 7' A > (Login)

=V hRa st LTWE AR (MM/DD/YYYY B
JOYHH:MM:SS B o

B st (Destination)

Ty MRBIEEELTWAT Y R U R X R
DEA T,

«1=ACD

*2=HE

*3= HERE(E

*4=T%
*5=7Lta—

* TP OME = i%4E 7 L

W5 (Extension)

T—Vxr 3R A LTWHNREEE .
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B o rRFLTL—T 54T T4

LR—bDT14—IL K

Bl

MRD TH|HFHE (Available in
MRD)

T2V MR IDATF AT =T 4T RAAL L TH
AT BZTANLGNDEINE I NERLET,

*NO (&R ATHE)

*YES ICM (A5 4 7 /=T 4 > 2 KA A > T Unified
ICM 23X AT 6E

*YES APP (AF 4T N—FT 47 RAAL L TTFY
=3 SR ATRE

RIS OME =

ATF 4T N—T 47 RAALY (MRD) TOZ—Y =
N OWRENFFZAZ LN D L X2, =—T = FBZED
MRD @ FREZ 2 730122 L TH 5T, Bl MRD 126 5
BV ABARAREIR X AT ZABE L TW e WGETE, ——
Vx MIFOMRD DA AZ I TEET, =—Vx
> k23 Unified ICM Z FI| ] FIRE 725545, Unified ICM 28 Z D
TV MIEIVYTHIERTEES, =—V= b
MNYES APP DA, 77V r—varNZDT—T =z
MZH A7 ZEY B TEF, Unified ICM ZF]H ATREZ 5
4. Unified [CM BN T — = 0 MIH A7 Z2H0 24T
HZENTEET, YES APP DA, 7F U r—a v
DHINTE—T 2 NIH AT BE OB THENTEE
7T

FINA AH AT (Device Type)

EHESN TS EFERO X A7,
*0=n—H)NxT—T = b, B D ACD/Unified CCE
DEFEETIIEETFOX A,
*1=VF—MEHF, a—NVITL (a—ABEETH=
NZENRAS NV — = FOBEHEICER SN ET)
*2=VU%—  EIHF BEEINBRE (EA1L =—
Tzl IRV oTEAREL AT B L B
Oa—/LOM, BB SN EEIZR2D ET) ,

F— 24 (Team Name)

T—Vxr N F—LEDTUH—TF T A R,

TLvvary ¥a—0RtE
(Precision Queue Attributes)

FLvvary Fa—EENTHERAEINDEM, LAR— b
Wi, FHSN TV D RO ADRRRINET,

JLEREFR > % A 2 (Tasks in Progress)

HEZDAXNL TN—TIZHH L TCFa—A 7T
DR AT DI
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U

\\'1

-~

v 3

JLivarFa— .

LR—bDT14—IL R

Bl

K& A2 (Max Tasks)

T—V = MIEIY Y THRRER IR R 7 H,

fR% (On Hold)

REh T — xR
1=l
s ZNLISOfE = 2

A=A TR (Request

Supervisor Assist)

T—Vx Y FNIRA—=R= A PO ZER LT E D D
ZRLET,

*l=i3Tw
* ENUSADE =2

JL—F ¢ > 7 A[BE (Routable)

A= NET—Vxy MIV—T 4 TEET,
*1=EFw
* TNUSADOE =V

= — K (Reason Code)

XV T 2 IANLEAE LT, =— U = FORIEIOIREE
FOMBZRTa— K, T LRWEGEE, [FEH (Reason) ]
IX[72 L (None) ],

e

TOLR—MI, T yaryrFa—ilal AL TWNE3TRTCOT—T =2 MIDWT, T3
TOF VLY Vary ¥Fa—T T4 8T 4% R-LET,

F—RY—R . ZOLR—FI, MBI —V 2 bRV T2 IV F— T NHD
AR N L TR T 74T T —H LIR—h VAT AN T ) v aTh@lErRRL
T, FTATT—Z VAT LTI, AV IBRBETLHEZNNC LR — FOEA DEENTEFRIN

=75

Ea—: ZOLR—MIIIT 7+ BEa—,

Fea—#bh £T,

TV MOFEHEE 22—, BL®ET7 1 —

TGIW—T : I V—TET7A4 7 7—% LR— b TIEYR—bshEtA,

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1) [ ]



B Joivavxa-—

TJLioaryFa—0O7FI4ILEEa—

FIAHIEREaA—ITiE, Ay 7 T L — AR ENALVAR—RNIT 74/ N TERSH
HT7 4=V EREENTVET, A by 7 T 7 L— MIBEBINTWAIE (E2r6hE) 12, F
TNV Ea— 74—V FERLET,

HhIL (T14—ILF) &% EA

FL Y ay Fa— (Precision Queue) FLvVay Fa—Dr =T T4 X4,

X a—A 27 (Queued Now) BES L VarFa—llXxa—Ar 78T
WD H AT DI,

F a2 —IZ A>TV D EEF# (Longest In TLvYarXa—DOHTHAINE—V

Queue) MBS 5 O %R L T D e R IRef]

(HH:MM:SS E=0)

n 74 (Logged On) BESLYYVaryFa—iinlA4LT05
T—x MO, ZOIZ, =—C = MR
R7FBEOR T Y TS ENCER &N

i‘d‘o

REDKREDS

i B4s (Ready) TOFVLIV gy Fa—TCIEZERIGRETH D
IF‘?‘/\‘I VY }\ O)iﬁo

T % (Reserved) TOFLIV gy Fa—TCTRREIC-STE
V. ZEX A7 EHFEL NIV b O
#,

WG - 515 (Active In) DTV arFa—T, ZEF R BN
HoOxZ—V > O,

WEE 982 (Active Out) DTV VarFxa—T, EBEX AT BN
HOZ—V = hOR,

WEG © T O (Active Other) DTV arFa—T, (VR YURT

LT U AT RTHRW) WY A7 2 iLPt
FoOT— > O,
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JLivarFa— .

HhSL (T4—ILEK)

BLL

R (Hold)

TRTOT 7T 47 a— LRI L TW
Hr—T N0, FlLET Vv a s
o — 2% LT — R R RBEIZ A o TNV D T —
SR

12O a—)VERRREIZL TN TH, Jloa—
V(Y NET 4T a—Lp ) TEEELT
WHT—V =z M, fRERETIIHY 8
o ZOWREOTZ— = NI, T_XTOT 7
T4 7 A=V ERFREICL TV ET,

#%ALB (Wrap Up)

DLV ar Fa—7T, [BUEEKGZE
1 (Work Not Ready) ] {RAEIS I OF [#2 LB
% (Work Ready) JHKEEIZ2> TV H = —T =
v MO,

BB FFZIEIRE L1, =— V= RN
AT HBOVEEEIT>TEBY, EENETLTH
ZAGH AT BT ANDHEHD TE TORNG
D ERIZENTODHIREETT, BB
Relit, =— V= bR AT BDOVEEETT-
TR, ZOEENET LI EIZZEa—L
EZITANDIEFEN TETWDEDE RSN
TWAIRRETT,

#3241k (Not Ready)

DTV ay ¥a—7T[fFxfEl (Not
Ready) JIRFEIZR > TWHT—V = FOHL,
ZOREODT—Y 2 ME, v AT LT
B5H0D, AT T 77 4 €T 4 &{TH> T
BOHT. RBNOX AT BAELTE IRVIREEIC
HvET,

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1) [ ]



B J.2vavxa—

HhSL (T4—ILEK)

BLL

fti A %L £ — (Busy Other)

BTE [ A %L B — (Busy Other) ]IRRETH
Ho—Tx O, hAF L BO—kEEL
I, o7y YarFa—ZEDYTHNT
WhHa— L&A EZ— VDO Z—Y 2 b
DB L CWAIRIEZ R L £,

eziE, 120 Ly Vg Fa— BT
AN R a—) LTl LR b, [FIRFTH]
DTV Vara—linsFrL<C, 2D
LivaryFa—nbDa—LEZFANnbLR
HEHZLTWDHE—T = FOIRRETT,
TV NBT 7T 4 TIREEIZ RN D DT
(a— /L Ci@EE Lz, a—L&E0FH L= T
X5001F) . 1oLV ey Fa—
DHTT, LIEBR-T, 20—V bH 1
ODF VL Vary Xa—TT 7T 4 TIRRERIC
o TWARIX, BloFLyyar Fa—TF
[fli A %L B 2— (Busy Other) ]IRFEIZ7Z2 > C
WHHDE R EIET,

4 2% —\)L (TO INTERVAL)

WL (Handled)

BEDA o H—r VORI LYY a v Fa—
DT —Txr MNGE L., BAENZET IND
FTOEET—ILVDE,

SEYALERRRE (Average Handle Time)

FDAUHE—ILDOFIIC, LT a s Fa—
NOTZ—V 2y RRZ AT 1 OHTVITERL
77 PR AV EER] (HH:MM:SS JE=0) .

4 H (TODAY)

AP (Handled)

LHH, L VarFa—nz—Vxr MG
BL, BUBERZETEINDHETOERFI—LD
.

SEYJALERIER (Average Handle Time)

AH, 7Ly VarFa—HNOoZ—V=r bR
B2 1 D& 0ITER LT LRI ]
(HH:MM:SS £:0)
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JLivarFa— .

v Fa—0I—Yr MEREDOEa—

I—CzY bOFERAFEE L —IZIEEO 7 4 — LV EREENTEBY, A by 7 T 7 L— 05
EREINZLR—MIT 74V N TCRREINET, Aby 7 T 7L —MIT 74/ h THES
NTWABIE (Enbh) &, 74—V RKERrLET,

HhSL (T4—ILEK)

BLL

7LV ar ¥ a— (Precision Queue)

Ty Vary ¥Fa—DZ LU E—T T4 X4,

Fa—A 27 H (Queued Now)

BESLYVarFa—llFa—ArT7INT
WA X AT DI

Fa—IZ A>T D EMM (Longest In

Queue)

LV arFa—DHTHRINT—T 2
MIAEE SN D O %5 L T b R RER
(FE. 4. B (HH:MM:SS) DOER) .

= 274 (Logged On)

HES LY Vary Fa—iculf LTS
TVl O, ZTOHIT, ==Y bR
=R SR ON =2/ Ay N RV R ON N E TRV g
7,

REDKED

Rz Bilhs  (Ready)

IOV a X a—TCEZEBRETH S
:]:b—‘:/“:‘: v I\ 0)?&0

F#I% (Reserved)

IO LIV arFa—TTRREIC-TE
D, FAIRKDOEFHEL TV DTV x
INQY- &

WEs - A1E (Active In)

IOV arFxa——TC, ZEHF AT LI
FoT— 2 ho%k,

&S 3815 (Active Out)

IOFVLYVaryFa—T, LEX AT B
POz — = O,

W\EL . DM (Active Other)

TOFLvVarFa—7, (LT RT
HT T IR RTHRL) WY A7 ZALE
HFoOT—Y =2 O,
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B Joivavxa-—

HhSL (T4—ILEK)

BLL

(034

TRTOT 7T 47 a— LRI L TWn
Hr—Vxzr b, FRETLIVarFa—(C
% L C—HpEIbRBEEIC /> TV D ==V = |
DHL,

12D a3 — VEREIIRIEIC LTV T H, Blo=a—
V(A ET 4T a—p ) TR LT
WhHTE—Vxr ME, RERETIISY £H
o ZOWREODT— =2 M, T_TOT 7
T4 7 a—VEREIREEICL TOET,

#%ALB (Wrap Up)

TOFLTVay R a—T, BB EE
Rig, BLORUEZFZIREIZZ> TV D
IP‘:‘/\I Ve l\ O)iﬁo

BIBLZEARIRRE L (X, =— Y = P23 Y
AT OVEEEITH>TEY ., (EENETLTYH
ZAEH AT BT ANDHEHD TE TR G
DLEREINTWAHIRETT, BUBBEZ(E
REEL I, ==V IR X AT BOIEESR
1ToTHEY, TOEENET LE L XIZZE
TN EZTANDLEFNRTETWNLHD LR
RENTWBHIREETY,

752451k (Not Ready)

IO LTV v F a— T EIRREBIC 5
TWbz—yxr b, ZOREBOZ—T >
YMI, A LN E L X AT
IJT 4L ET 42T TEBLT, BRBhOX A
P TE2WIRIBIZH D 7,
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JLivarFa— .

HhSL (T4—ILEK)

BLL

LA %L B2 — (Busy Other)

R Y—ZOfMREETHIZ—V =2 FDOA
B, AF L ECREEIX, A7 —LD
Mz, o7y YarFa—C80YThh
TWba—LExT—2 = MPLE L THDIR
A LET,

ez BH =TI 1O LY
Tary Fa—llBWTA R K a—T
HEE LN, RO Ly Y a v Fa—
e 74 LT, 207y VaryFa—nb
DA—NEZTFANLND LI LTWDHEHEE
NHYFET, ==V NAT 7T 4 TIRREIC
TNBHOE (a—/LTCEaEL), a—L &
LY TEHDF) . —EIZ1207 Ly
VarFa—0DKrTT, LIzNRoT, ZDT—
xR 1oDT VLIV gy Fa—TCTJ
T4 TIRRBIC R > TV BRIE, BloFLyyg
V¥ a— Tl R F L B —REEIC R 5 TV
HHOERBRINET,

f5ifE@ (TO INTERVAL)

7 74 (Logged On)

BAEDA A — VDRI, ==Y = hv D
DTV VarFa—izual A4y LTV
DOEE (HH:MM:SS B

i B4E (Ready)

BIEDA o Z— VORI, ZOF Ly yay
Fa—|ZHEMf TN TV =V = T
LiPa s Fa— B LTSS A7 72 LOIR
RThooGetif (B) . DR rI6ek
(Avail Time) ] I% LoggedOnTime AvailTime @
FHRICEENET,

¥4 1k (Not Ready)

BEOA L H—/LT, T—V 2 FBRIZDA
XU LTI E IRIRIE T H - 1= B FHEE,
ZOEIE T — 2 N— AN S EHERG SN ET,

%52 1) (% Ready)

BAIEDA X — VDRI, =2—T = FNEF
S Thot-u A R ONR— T —,

45 H (TODAY)
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B Joivavxa-—

HhSL (T4—ILEK)

BLL

n 74 (Logged On)

AH, ==V PRI OTL Vg Fa—
iz 7 A v L TCW R oA 5 (HH:MM:SS T2
it) o

5Bt (Ready)

AR, ZOT VLYV arFa—CEMT O
TWAT—V =z "R T Ly VarFa—ICH
L T2 27 72 LOIREE Td - 7o B FHREH]
(F0) o B FTReERER]  (Avail Time) ] 1%
LoggedOnTime AvailTime DI E N E T,

#5121k (Not Ready)

HH, ==V FRZDOAX MK L TR
fEILRIETH - = AFH, ZofEixT —%
N—=Z2pbEEIESNVET,

%(F#3% ™) (% Ready)

HH, ==Yz "NRRPTholcua 74
o S—t 75—,

TLioay xa—0OFARRELZT 1 —ILE

FIAREEE 7 A — L FEZ, BT 4=V R Ea2—lERENTWVWDE T 4 —/L T, 7T ALDE
REHOY — NV EHFHL T, VAR—MITZ7 44—V REEBMLEZD, VEAR— 0BT 0 —L REH|

BrL7=bh T&E7,

HhSL (T4—ILEF)

BLL]

ZFL Y g % 2— (Precision Queue)

LI Vary Fa—DTLE—F5 4 XL,

X a—A 7% (Queued Now)

BHESLYarFa—llxa—A073NT
WD X AT DI,

X2 —IlZ A>TV BEEFRH (Longest In
Queue)

Ty YarFa—ORTHRAIRE—T =
MTABEE N D D Z 3 L T D A ]
(HH:MM:SS £0)

n 74 (Logged On)

BIAES LY Yary Fa—lza /L LTW5
T—x O, ZOIE, =—Y = MR
oA rRBIOn Ty MTAENCER SN
iﬂ‘o

BEQRKEDOD

i B4s (Ready)

IOV Vg X a—TCHZRIREETH D
IP‘:‘/\I v l\ O)iﬁo
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JLivarFa— .

HhSL (T4—ILEK)

BLL

TH1% (Reserved)

TOFLIVar X a—TCTHREIC S TR
., ZEF R EFRHELTNDZ—Y 2 hOD
.

WG &1 (Active In)

IOFVLYVaryFa—T, ZEX AT B
FOT—Y =2 O,

WEE 3812 (Active Out)

TOFLIVary Fa—TC, TR UR
HAY BMBEROT— ) DR,

WEE « T O (Active Other)

IOy VarF¥a—7T, AN\ULRT
LT U R RTHRW) WES A7 2 iLP
POT—T = FOK,

%8 (Hold)

TRTDOT 7T 47 a— LRI L TWn
HT—T N0, FET LY a s
o — 2% LT — B IR RBEIZ 7o TN D T —
SN

12D a—)LAARREEIZ L TWT L, Rloa—
WV (arPNET 4T a—LR ) TEsFLT
WhHT—Txr ME, RERETEHY £H
o ZOWREOTZ— 2 NI, TTOT 2
T4 7 A=V ERFREIC L TV ET,

#%ALEE (Wrap Up)

IOTFLYVar Fa—T, [BABSBGZE
1 (Work Not Ready) ]IRAEFS KO [ L% FF
% (Work Ready) J'IREEIZZ2>TWVWHT=—T =
v N D,

RIS ZE IR L X, =Y = P23 Y
AT % OIEEERIT-> TR, FERETLTH
ZAGH AT BT ANDHEHD TE TORNG
DERBREINTNDIRETT, BRAFEZEFZIR
Relld, =—V = PRZ RV BOIEEERTT-
T, TOEENTET LI I fEa—
EZITANDIEHENTETTWHELD LRI
TWBIREETT,

szt 1k (Not Ready)

ZOTLvVar Fa—T[HFZEIE (Not
Ready) JIREEIZ/Zz > TWHZ=—T = FD¥L,
ZOREDOT—V 2 ME, B A F LT
HH0D, ZATWERT 7T 4 €T 4 217> T
BOHT, RBNOX AT BUELTE IRVIREEIC
HET,
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B J.2vavxa—

HhSL (T4—ILEK)

BLL

LA %L B2 — (Busy Other)

BTE [ A %L B — (Busy Other) ]IRRETH
Ho—Tx O, hAF L BO—kEEL
I, o7y YarFa—ZEDYTHNT
WhHa— L&A EZ— VDO Z—Y 2 b
DB L CWAIRIEZ R L £,

eziE, 120 Ly Vg Fa— BT
AN R a—) LTl LR b, [FIRFTH]
DTV Vara—linsFrL<C, 2D
LivaryFa—nbDa—LEZFANnbLR
HEHZLTWDHE—T = FOIRRETT,
TV NBT 7T 4 TIREEIZ RN D DT
(a— /L Ci@EE Lz, a—L&E0FH L= T
X5001F) . 1oLV ey Fa—
DHTT, LIEBR-T, 20—V bH 1
ODF VL Vary Xa—TT 7T 4 TIRRERIC
o TWARIX, BloFLyyar Fa—TF
[fli A %L B 2— (Busy Other) ]IRFEIZ7Z2 > C
WHHDE R EIET,

TIORNOU R AT 3 miREE

@G TH (Active Reserve)

Ly Var Fa—D—U DO H,
T—Vx Y hOTFHI— LV THEGETOT—Y =
NN

J#EE . 1L ¥ a— (Active Preview)

Lo varyFa—D—T MDY L, T
7R Y U RS L a— a— L CHEEERT O —
T NOE,

EaG . HEE(E  (Active Auto Out)

T Var¥a—Dz—z 05, H
}EE (VT 4774 7) a— /L THEETO
I%:‘/\\I:/ }\O)iﬁo

(N E—H L)

ICM J&2& FTRE  (ICM Available)

Vg rFa—D—x OS5, B
. xR, FRIRBEORETCH D = —
‘,\/\\:F_ Vg ]\O)éko

k% (Eligible)

IOV VaryFa—DT—x L D9
B, [FHaF A7 7L (NotActive) ] ThHHT—
t\/\\:l::/ ]\O)iko
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JLivarFa— .

HhSL (T4—ILEK)

BLL

T—VxrhME, IOV Fa—D
I—VETINIF AT DB ELT > TOET,

TV MAERI—LVELF L CWAEES
1T, BRAUEEDD & [RIaF A7 721 (Not
Active) JIZ720 £9, =— = MRFHELS
DH AT B L TWAEEIL, BB KED
L=V MBS A7 72 L (Not
Active) ] 7213 [ 1EL (Not Ready) ]:IRHE
W7D AENH 0 9,

% ALVERT% 55212 1E (Work Not Ready)

T—YxrMI, 2O Var Fa—0D
I VDB AT > TWET, FRUBNET
ToHE, ==V MI[F%ELE (Not
Ready) ]IRAEEIZZ2 D £,

(NYF—75L)

TV = a R ATRE (Application
Available)

IOy VarFa—llgLTniz—vx
YEDHBL Fa—NEBELTWD MRD IZH L
THIE[T 7V r— a3 VIREATHE  (Application
Available) | ThHT=—T = FDE,

AT 4T N—T 47 KAAL>Y (MRD) TD
T—x v FNOWREN [FF%1E1E (NotReady) |
DA DExIC, ==V 2 FNEFD MRD @ |
[RH 27 HITZELTE LT, Bl MRD IZ&H %
BN IAAARAREZ 2 A 7 B ALEE L TV W6
1, =—Y x> MMEZED MRD DX A7 %
T&FEd, ==V IR [T TV r—va
I ATRE  (Application Available) ] D354, MRD
WNOT 7V r—ray (Fxy MMpl) OFZN
D=V MIE AT EEIN Y TEHZ LN
TEET,

A4 2% —/\)L (TO INTERVAL)

ALF (Handled)

BEDA 2=V T LY Fa—
DT—Txr FBNGE L, BUAENZET ILD
FTCOHEEFET—IVDI,
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JLivarxa—

HhSL (T4—ILEK)

BLL

SEHALERRER (Avg Handle Time)

FDA LB =NVl —V NRF RS
1 2H 7= ZH U= LR (HH:MM:SS
ﬂ%ﬁ) o

n 74 (Logged On)

BWIEDA 2 —SVDEIC, =—Y =2 b Z
DFLIVarFa—ical A L TW-RE
DEE (HH:MM:SS R

5% B (Ready)

BIEDA o Z—VDRII, ZOFbiya
Fa—lCMEffT O TS —Y e R
Ly Vay Fa—IxLTHIGZ A7 7L
(Not Active) ] DIRFET & - 7= 5 FHRFH]
(F) o [ rTRERFR] (Avail Time) ]I
LoggedOnTime AvailTime DFHEIZE L E T,

#5451k (Not Ready)

BIEDA v H =L T, 2=V = FBRZDA
FCK LT (AL ORETH A7
BEfEl, 2 OEIET —# X—2A L EERG SR
£

% Fz B (% Ready)

BIEDA v Z— VORI, =— Y = v D
ZHChot-u A O R—t T —,

4 H (TODAY)

AP (Handled)

LHH, L VarFa—nz—Vxr MG
BL, BUERETEINDETOERFI—LD
.

SEHALERRER (Avg Handle Time)

SR, m—VxV "R EZ AT 1 OHT-DITER
U 7= B (HH:MM:SS B0

n 74 (Logged On)

LHSH, 2=V MR ZOF LIV g Fa—
iz 7 A v LTCWERR oA 5 (HH:MM:SS B
X)) .

Rz Bihs  (Ready)

AR, ZOT VLYV arFa—ICBEMT O
TWAT—V 2 "R T LTV g Fa—IZxkt
LT[k Z A7 72 L (Not Active) | DIRRET
bolotatieil (B) o DR A6 (Avail
Time) ] 1% LoggedOnTime AvailTime D FH 25
EFNET,
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zxrsn—7 I}

HhS5L (T4—ILEK) SR BA

5121k (Not Ready) LHH, ==V PRI DAF K LT [#F
%151k (NotReady) ]IREETH o 7oA Rt
ZOEIET — A RN AL EEISG SN ET,

% ¥ B (% Ready) LH. T—Vxy NS Ch ot S
RO S—t T —,

AXILTIL—T

ZOLVR—=FMI, AFXAN T N—FI1Ca L LTWnETRTOT— 2 MIOWT, TTO
AXN ITN—T T IT 4T 4 2R LET,

FT—B Y—R: ZOLR—MI, V= EFBLO—V 2 bRV T 2T F—= oA D
AR Nl T BT 4 T T —H LiR— ks VAT ARNRT Y v adTiEMEERRL
FT, FTATT—H VAT ATIE, AV EPRBETHIZOICZ LR — FOfE 2 OJRENREH S

i‘j‘o
Ea—: ZOLER=MNIE, 75V, 2=V FOFHR, BIOET7 44—V FD 32D
Ea—2H0 E4,

TGIW—T : I V=TI T7A4 7 7—% LR— b TIEYR—bshEtA,

AXILITNL—TDTI+IL S Ea—
FIAILEEaA—ITIE, Ay T o7 L— ML ERENDLFR—MIT 74 /L N TEREN
BT 4= EREENTVET, Xy 7 T FL—MNIF 740 FTHREINTWAIE (EH
5H) I, 74—V RERLET,

HhIL (T4—=ILEK) B

A %)L 7 )v—7" (Skill Group) AXN TN—T DL B —T 54 XL,

Fa—A 7 (Queued Now) BAEZDAFNL I N—TITH L CHRa—A 7
ENTWBHH AT DH,

Fa—IC A>TV L iEMIH (Longest In AXNVITN—TDORTHEAIPT— > MT

Queue) IVBR X5 D 2R3 L T 2 i B IR H

(HH:MM:SS B .

7 274 (Logged On) BIEAX)L J—Flca 7+ LTnhT—
Vxy b0, ZOMIE, T—Yxy kpns
FrBLOn Ty M HNCERSNE
—g—o

Cisco Packaged Contact Center Enterprise L7R— b 11— 74 K 1) 1J—X 11.0(1) [ ]



B xxr50—7

HhSL (T4—ILEK)

BLL

BEQKEDD

52 BA5 (Ready)

ZDAF N T N—T TR BIRIRIETH D= —
v ]\@iﬂlo

THI% (Reserved)

ZDAF) T N—TTITHRIREIZ 2> TEY
HATMEDLDEFFHEL CNDT—V 2 bD
.,

#5E . H1F (Active In)

ZDAFN T N—T T, ZIEX AT ZBEFD
T—T = MO,

WES : 31E (Active Out)

ZDAFN T N—T T, EEX AT ZRBEFD
T—V = MO,

WEE © O (Active Other)

ZDAFNITN—T T, (ST RFTHT
7 RN RTHRL) N A7 LB o
:]:‘—‘\.‘/\‘I« Ve }\ miﬁo

R (Hold)

TR_RCOT 7T 47 a—LEERIREEIZL TV
HT—Vx b, FHEFEAFNL T NA—TI1ZR L
T—RHEIRRBIC 2> TV D=—T = DA
H

12O a—VERERREEIC LTV T, Bl a—
IV (arPNET 4T a—)ed) THEELT
WHT—xr ML, RERETIEHY £
o ZOWREODTZ—T = ME, TXTOT Y
T4 7 a— NV EREIREIC L TOET,

%AEE (Wrap Up)

ZDAX) TN—TT, BN K
e, BILORBRUEBFEFIRIEIZ > TN D= —
T DO,

RS ZE R AREEL 1, =— V= F 03X
AT OVEEEITH>TEBY, (EENETLTH
ZAEH AT 2T ANDER A TE TG
DL RARENTNDIRIETT, BAPZZIE A
RREEL X, =— V= PR X AT EROIEES
ToTERY, TOEENTET LIz L EIZ%E
=N EZTANDLERNTETWNDLHDE R
RENTVDIRETT,
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FEI I |

HhSL (T4—ILEK)

BLL

FF524# 1k (Not Ready)

ZDAX T N—T TREAS IIRAEIZ 72 5 T
Hr—Vxr O, ZTOWREOZ—Y b
L. r A LTI ELZ AT T 7
TAET 4 ETo>TELT, BREBMNDOXAT %
PR TE72WIREEIZH D £7,

fth 2 % /L £ — (Busy Other)

BfEE Y —Z2OMkETHL = —V = DA
¥, [AF/L B — (BusyOther) JHKEE &1,
A B =V DRIZ, D AF )L 7 —TIZE
DYPTHN TS a—LExT—T = FLE
LTCWHIREEAZFE L £,

7-exE. BH—V 2 M, 1 ODOAF L
TN—TIZBNTA AT K a—/LCilEh L
MG, BIERCHIO A X)L T —T1Ca T3
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