Configure DateTime format in Analyzer
Visualization
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Introduction

This document describes how to configure and customize Date Time format in the Cisco Webex
Contact Center Analyzer Visualization.

Prerequisites

Requirements

Cisco recommends that you have knowledge of the following topics:

. Cisco Webex Contact Center
- Analyzer

Components Used

- Analyzer

Note: This document is targeted towards customers and partners who have deployed
Webex Contact Center to their network infrastructure.

Step 1: Login to Portal via https://portal.ccone.net/ and click on the "Analyzer" tab
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Step 2: Click on Visualization >> Standard Reports >> Historical Reports >> Agent Reports >> Agent
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Step 3: Run the Agent report (In the above call, the report ID is 102312)

Step 4: Under the columns - " Initial Login Time" and "Final Logout Time", Different entries are reflected ( different from normal date and time )
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o Settings

& Export -

Agant Hama - Channel Type = Interval = Login Count
Ankit Kunwar telephony aT{aT 2019 3
Chandramoull vaithiyanathan telephomy O7/17[2009 4
Jelly Peng telephony OT/L7/2005 3
Joseph Whittlesey telephony O7/17j2009 3
Jeshus Iuke telephany O7/1T X008 2z
Kuldeap Ch hy ¥ Ty oT[1T2009 1
Manivannan Sallappan telaphony OTJLTII089 1
Myhola Danylchuk telephony o717 2019 3
Rehit Harsh telephony OT[AT E0AD 3
Shaszha Ni telephony OT[AT 200D 1
Tyler Bobbitt telephany o7/1T X008 1
Vishal Goyal telephony oT[1T2009 3
Summary L]

Calls Handled  Staff Hours

LR -2 L - NE- R RN - - -

Initial Login Time  Final Logout Time | Occupancy

03:48:09 B t1H .00
03:39:58 | 03/02/68 18:58:31 | 03/02(s8 z:::m:«:l 0.00
00:35:33  08/16/18 07:10:57  0B/16/18 07:48:31 0.00
07:32:43  08[16/18 22:32:55  08/17/18 06:05:38 0.00
OTi51:14) 04/30/69 17:51:38 1/31 /80 01 42:50 .00
06:44:37 OT/18/19 11:23:02  OT/168/19 15:07:40 .00
O5:4T:39 OT/15/13 08:535:51 0O7T/18/19 15:43:31 .00
0%:39:44 03/17/18 10:37:55 OB/1T/18 19:17:33 0.01
OL40:28  OB[1T/18 14:35:13  OB/AT/18 18:24:39 [-8-1]
08:15:3% OT/18/19 08:00:53  OT/16/19 14:28:32 Q.00
OLAT:39 OT/AT/19AT:34:11 OT/AT/LS 18:01:51 .00
10:34:39 OS/17/18 05:16:04  0B/1T/18 15:30:43 .00
TRIT05 030357 11:1T:24  03/08/5T 22:54:30 0.00
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Step 5: Click on the selected date and time entry >> A microscopic symbol appears >> click on it and few entries would be seen under " Call Start Timestamp

» €5 Settings

Channel Type = Interval ~ Login Count Calls Handled Staff Hours

s’ CEA

Agent Name ~
Ankit Kunwar telephony
Chandramouli vaithiyanathan telephony
Jelly Peng telephony
Joseph Whittlesey telephony
Joshua Zuke telephony
Kuldeep Chowdyshetty telephony
Manivannan Sailappan telephony
Mykola Danylchuk telephony
Rohit Harsh telephony
Shasha Ni telephony
Tyler Bobbitt telephony
Vishal Goyal telephony
Summary

0T[17/2019
07172019
07f17/2019
0Tf17/2019
0Tf17/2019
07/17/2019
07f17/2019
0T[17/2019
0Tf17/2019
07/17/2019
07f17/2019
0Tf17/2019
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09:48:09
03:39:58
00:35:33
07:32:43
0T:51:14
06:44:37
06:47:39
08:39:44
01:49:26
08:25:39
01:27:39
10:14:39
T3:37:05

08/18/18 12:48:12
03/02/68 18:58:31
08/16/18 0T:40:5T
08/16/18

01/30/69 17:51:36
07/18/19 11:23:02
07/18/19 08:55:51
08/17/18 10:37:55
08/17/18 14:35:13
07[18/19 06:02:53
07/17/19 17:34:11
08/17/18 05:16:04
03/03/57 21:17:24

Initial Login Time  Final Logout Time

08[18/18 22:36:21
030268 22:38:30
0816/18 07:46:31
08[17/18 06:05:38
01f31/69 01:42:50
07/18/19 18:07:40
07f18/19 15:43:31
08[17/18 19:17:39
08[17/18 16:24:39
0T/18/19 14:28:32
07/17/19 19:01:51
08[17/18 15:30:43
03[06/57 22:54:30

Step 6: Use any one entry to convert the EPOCH time to human-readable data. In the above example, Let's take 1563467317392

(4]



Drill Down & Ex

Ficids Show 10 - | eniliies Search:
. i 12 Agent Hame Channel Type Call Start Timestamp
casures

1 ‘Chardramouli waithiyanathan telephony

7 Chandrameuli vaithiyanathan telephony 156330558031

3 Chandramouli vaithiyanathan telephony 1563357197033

4 Chardramouli waithiyanathan telephony 1553397398800

5 Chandramouli vaithiyanathan telephory ISEIAZTARTTTE

Showang 110 5 of 5 entries Previous n Mt

Convert epoch to human-readable date and vice versa

1563467317392 Timestamp to Human date | [batch convert]

Supperts Unix timestamps in seconds, milliseconds and micreseconds.

Assuming that this timestamp is in milliseconds:

GMT : Thursday, 18 July 2019 16:28:37.392
Your time zone : Thursday, 18 July 2019 21:58:37.392 GMT+05:30
Relative 1B hours ago

Reason for the discrepancy

Analyzer process the data as the sum of all the logins time for an agent
Solution

Change Visualization
No changes must be made to the Standard Reports (BU Recommendation), therefore create a new report for any modifications.
Create a new report

Step 1: Go to Visualization >> Standard Reports >> Historical Reports >> Agent Reports >> Agent >> Edit >> Save Visualization ( Saving as report name
Test11)
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Type <
= Agent#®

Details Formatting

+ New | B Save ~
Start Time Yesterday ¥ Click to add title
Date Range B3 Profile Variables: [ Login Count [ |[E Calls Handled [ | [ Staff Hours 5 [ nitial Login Time (] |[& Final Logout Time [ |[& Occupancy & | [ Oceupaney 1 [ i Idle Count L E
| Table vl bound Total CTQ Answer Time Outdial CTQ Request Count [ | Outdial CTQ Total Request Time H Outdial CTQ Answer Count 2 Outdial CTQ Total Answer Time ||

IFrun today:

[ Hide Summary s e
ave Visualization
Start Date: 2020-02-05 Column Segments: n

End Date: 2020-02-05 {— B Awiliary Reports

B3 row/Series  AgentName + Channel Type jalLogin Time FinalLogout Time Occupancy Idle Count TotalldleTime Averagel

Including ) L can Reports
Segments: Channel Type ! | . . Y01/T005:30:35 01/01/7005:31:35 311 15000 00:00:23
e e Agent Name 1 Channel Type : | = = Nilismediakieports |/01/T005:30:27  01/01/70 05:30:26 1.48 28000 00:00:18
Channel Type : 1= 88 Real-Time Reports 1/01/7005:31:08  01/01/70 05:30:25 427 75000 00:00:24
Compute i Channel Type Channel Type - Test |/04/T005:30:45  01/01/70 05:31:28 173 40000 00:01:02
_ Agent Name 2 Channel Type © - I test12z 1f01/T005:30:26 01/01/7005:31:28 2.82 18000 00:00:25
Channel Type : w1y 1/01/70 05:30:04  01/01/70 05:30:17 6.64 43000 00:00:44
Channel Type 1 . B8 New Folder v W017005:30:48 01/01/7005:30:43 3.00 72000 00:00:56
AgentName 3 Channel Type: o0 a1 | |01/T005:30:44 010170 05:30:41 10.50 51000 00:00:40
Channel Type : 1/01/7005:31:34  01/01/70 05:30:59 2.59 62000 00:00:06
Summary New Folder Cancel  M01/7005:30:47 01/01/7005:30:23 3.37 76000 00:00:52

Step 2: Right Click on Profile Variables, namely Initial Login Time and Final Login Time

Step 3: By default, the Initial Login Time is represented in the EPOCH format. To change the format, right-click on "Initial Login Time" >> Number Format >>
Date Time

Choose "dd//mm/lyy" and the data will be presented in this format.

Agent
Type Agent Session Record .

Details Formatting

€ Agentg®
e

Start Time Yesterday ¥ Click to add title

itial Losin Tima 2 1[

inal Logout Time
i Outdial CTQ Answer Count

Date Range n Profile Variables:

Occupancy 1 [ [if dle Count |
Table | [ Inbound Total CTQ Answer Time g| i

 Dutdial CTQ Total Answer Time 5] |[#.

IF run today:

O Hide Summary

Start Date: 2020-02-05 n Column Segments:  EREMIEAEIEES = Integer s
End Date: 2020-02-05 Text .M:g_n * | Number »
udi n RowfSeries  Agent Name ~ Channel Type = Interval = Login Count CallsHandled Staff Ho Formatting Currency » | Occupancy Idle Count Totalldle Time Averagel
Ineludiny
L3 Segments: Channel Type 1 02/05/2020 3425 140000  oox 52VE : is 311 15000 00:00:23
All Days [ | AgentName1 Channel Type2 02/05/2020 6272 143000 00:01:28 mmfdd/fyy  (01/25/12) 3 00:00:18
- Channel Type 3 02/05/2020 T362 12000  00:00:52 midlyy  (1/25/12) » | 00:00:24
Conm Channel Type 1 02/05/2020 4026 98000 00:01:31 0101/7¢ orn) i — =) 00:01:02
Agent Name 2 Channel Type2 02/05/2020 307 21000 00:00:50 01f01/70 B 00:00:25
(25/01/2012) dimfyy (25/1/12) >
Channel Type 3 02/05/2020 T492 83000 00:00:33 otferfTa o 00:00:44
o X (25/01/12 4:35:15) yyyy/mmfdd (2012/01/25) 3 vy
annel Type 1 02/05/2020 344 91000  00:01:08 01/01/70 (25/01/12 04:35:15) 00:00:56
Agent Name 3 Channel Type 2 02/05/2020 2596 47000 00:00:20 01/01/70 S .2‘.:15 yyyy-mm-dd (2012-01-25) g 00:00:40
Channel Type 3 02/05/2020 1446 124000  00:01:28 om:-u'm[ 5/01/2012 04:35:15) 9] 2.59 62000 00:00:06
1 35015 E
Summary 4452 165000 00:00:35  01/01/TH (25/01/12 4:35:15 AM) 33 3.37 T6000 00:00:52
I[zs,{mfzmz 04:35:15 AM)

Step 4: Take "Initial Login Time", Right Click on Edit, a new window appears where the Formula is " Sum of Call Start Timestamp", change it to "Minimum
Call Start Timestamp" and Save the report

Note: {Minimum Call Start Timestamp will reflect the first instance/time of agent login for the
date(s)}



Agent

Type <
= Agent #*
Details Formatting
[+ vor [[E] ] - |

Start Time Yesterday ¥ Click to add title

.

bl Profile Calls Handled Staff Hours - inal Logout Time ccupancy Occupancy 1 i Idle Count |
Date Range Edit
Fem— |1gle ] [& Inbound Total CTQ Answer Time [ | [ Outdial CTQ Request Count Outdial Ty e o Outdial CTQ Answer Count ) |[ Outdial CTQ Total Answer Time ]
Hide Summary Number Format >
Start Date: 2020-02-05 -
n Column Segments: Text Align .
End Date: 2020-02-05
b EJ Row/Series  AgentName ~ Channel Type ~| Interval ~ Login Count  Calls Handled Staff Ho|Fo™atting Final Logout Time Occupancy Idle Count Totalldle Time Averagel
Includin;
e Channel Type 1 02/05/2020 3425 190000 00 01/01/70 05:31:35 311 15000 00:00:23
ent Name 1 Channel 2 02/05/2020 6272 143000 00:01:28 01/01/7005:30:27  01/01/T0 05:30:26 1.48 28000 00:00:18
pe
Channel Type 3 02/05/2020 7362 12000  00:00:52 01/01/70 05:30:25 4.27 75000 00:00:24
Compute Channel Type 1 02/05/2020 4026 98000 00:01:31 01/04/70 05:31:28 1.73 40000 00:01:02
AgentName 2 Channel Type 2 02/05/2020 307 21000  00:00:50 01/01/70 05:31:28 2.82 18000 00:00:25
Channel Type 3 02/05/2020 7492 83000 00:00:33 01/04/70 05:30:17 6.64 43000 00:00:44
Channel Type 1 02/05/2020 344 91000  00:01:08 01/01/70 05 01/01/70 05:30:13 3.00 T2000 00:00:56
Agent Name 3 Channel Type 2 02/05/2020 2596 47000  00:00:20 01/01/7005: 01/01/70 05:30:41 10.50 51000 00:00:40
Channel Type 3 02/05/2020 1446 124000 00:01:28  01/041/70 05; 01/01/70 05:30:59 2.59 62000 00:00:06
Summary 4452 165000  00:00:35 01/01/7005: 01/01/70 05:30:23 3.37 T6000 00:00:52
Agent
ISl Agent Session Record [
= | < Agent, Edit Profile Variable: Initial Login Time
Details Formatting
wl Ficlds “ Name: | Initial Login Time |
Start Time Yesterday ¥ >+ [ACD] Agent DN Formula: Sum start Timestamp H
Ml sum of Call Start Ti i 2 i i =
Date Range [+ 2+ [ACD) Agent Extermal M SN <y of Call Start Timestamp me fOccupncy Occupancy 1 m) | die Gount &
If run today: P 3 [ACD] Agent ID WEEEN Average of Gall Start Timestamp TQ Answer Count Outdial CTQ Total Answer Time
Hide Summar R C - .
Start Dake: 3ika0-a-05 ¥ n | 2 [ACD] Agent Login Count of Call Start Timestamp
. Mi Call S =
End Date: 2020-02-05 2 [ACD] Agent Name Mlnu.'nurnl all Start Timestamp
. Ed row/seiies Agen v (aco) Agent Sessionld Maximum Call Start Timestamp Time Occupancy IdleCount Totalldle Time |Averagel
Includin,
& Segments: & [ACD] Agent System Id 5:31:35 3.11 15000 00:00:23
All Days 3% [ACD] Call Session Id 5:30:26 1.48 28000 00:00:18
2 [ACD] Channel Id 5:30:25 427 75000 00:00:24
Compute 3 [ACD] Channel Type 5:31:28 173 40000 00:01:02
e FalD] Cabraak 5:31:28 2.82 18000 00:00:25
IAED] Cunot Staie 5:30:17 6.64 43000 00:00:44
Agen 3 [ACD] Enterprise Id 5:30:41 10.50 51000 00:00:40
| 3 [ACD] Last Modified Timesta 5:30:59 2.59 62000 00:00:06
Sumi 3 [ACD] QueueID 5:30:23 3.37 76000 00:00:52
3% [ACD] Queue Name v

Step 5: Select Final Logout Time under Profile Variable, click on Edit >> Select " Maximum Call End Timestamp" and Save

Note: maximum call End Timestamp will reflect the final instance of agent log out for the date(s)



Edit Profile Variable: Final Logout Time

= Falds "~ Name: Final Logout Time | -

bl 3 [ACD] AgentDN Formula: Maximum Call End Timestamp B

Al 3% [ACD] Agent External Id LU Sum of Call End Timestamp 5
3+ [ACD] Agent ID WEER! Average of Call End Timestamp for measure(s)

M 3+ [ACD] Agent Login r Count of Call End Timestamp

he O [ACD] Agent Name Minimum Call End Timestamp g

- | 3+ [ACD] Agent Session |d Maximurm Call End Timestamp

he o [ACD] Agent System Id
hi 9 [ACD] Call Session Id
hi 3= [ACD] Channel Id

hi 3 [ACD] Channel Type

M 3+ [ACD] Current State
:‘ 3+ [ACD] DNIS
hj & [ACD] Enterprise Id

& [ACD] Last Modified Timestz
3 [ACD] Queue 1D
3+ [ACD] Queue Name )

Step 6: Run the report for the desired result

& Expart =

Agent Hame ~ Channel Type = Interval - Login Count Calls Handled StaffHowrs |Initial Login Time [Final Logout Time Okcupancy Idle Count  Totalldle Time Averageldle Time Aw
Ankit Kurvear telephony OT/1T/2019 1 ] obamoi OT/18/1905:32:38 | OT/16/19 16:08:54 0,00 1 o0 03:04:26
Ch Y phomny 07j17/2019 4 o 03:39:58 O7/17/19 23:43:17 | 07/18/19 10:19:59 0.00 4 02:48:53 00241143
Jelly Peng telephony 07/17/2019 3 o 00:35:33 07/17/19 13:54:01 | 07/LT/15 14:37:40 0.00 3 00:02:29 00:00:43
Joseph Whittlesey telephony 07/17/2019 3 1 07:32:43 07/17/19 18:38:16 | 07/18/19 02:29:36 0.00 ] 03:47:36 00:28:27
Joshua Zuke talephony 07/17/2019 2 1 07:50:04 07/17/19 21:35:56 | 07/18/19 05:40:48 0.00 5 01:04:32 00:12:54
Kuldeep C| y y telephony o7[1T/2019 1 o 06:44:37| OT/18/19 11:23:02 | O7[18/19 18:07:40 0.00 z 00200106 00z00:03
Mani Sail telephony 0T/17/2018 1 o OB:AT:IW O7/18/19 08:55:51 | 07/18/19 15:43:31 0.00 2 000003 00:00:01
Mykola Damy phomny 07j17/2019 3 4 08:39:a  O7/17/19 20:28:57 | 07/18/19 05:29:18 0.01 11 00z24:24 00:02:13
Rohit Hareh telephony 0T/17/2018 1 o Ol:a%0 OF/17/19 23:43:04 | OT/16/19 01:50:14 0,00 1 o1:43:20 00:34:28
Shasha Ni talaphony 07j17/2019 1 1 08:25:39 07/18/19 06:02:53 | 07/18/19 14:28:32 0.00 1 00=00:04 00=00:04
Tylar Bobbitt telaphony o7/17/201% 1 o 01:27:39 07/17/19 1T:34:31 | O7/1T/19 19:01:51 0.00 1 00:00:03 00:00:03
Vishal Goyal tolephony o7[1T/2009 3 o 10:14:390  OT/17/19 13:07:44 | O7[18/19 17:40:17 0.00 5 000008 00z00:01
Sumnmary % T, TRAT:0N OT/17/19 13:07:44 | 07/18/19 18:07:40 0.00 a8 18:0%:11 00:23:30
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