Configurar o formato de Data e Hora no
Visualizagao do Analisador
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Introduction

Este documento descreve como configurar e personalizar o formato de Data e Hora no Cisco
Webex Contact Center Analyzer Visualization.

Prerequisites

Requirements

A Cisco recomenda que vocé conhega os seguintes tépicos:

. Cisco Webex Contact Center
. Analisador

Componentes Utilizados

. Analisador

Note: Este documento destina-se a clientes e parceiros que implantaram o Webex Contact
Center em sua infraestrutura de rede.

Passo 1: Faga login no Portal via https://portal.ccone.net/ e clique na guia "Analisador"


https://portal.ccone.net/
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Passo 2: Clique em Visualizagdo >> Relatérios padréo >> Relatérios de histdrico >> Relatérios de agentes >> Agente

Loy +lc]s]

|~ ' Ankit Khanna

X D Name + Type Last Modified Created By
W ashwin - "
| 3 1 1 10012 BB Agent | Visualization  01/30/2020 01:16:49
| W Avinash
| W Chandra § 102313 BB Agent -AAR Visualization 01/30/2020 01:16:49
|~ 0 ChandraMouli 1102314 BB Agent-Chart Visualization  01/30/2020 01:16:49
| ® Jeevan P BB Cisco-Test-AAR-Idle Visualization  08/31/2013 00:16:44 Mykola Danylchuk
- JoeW ) o
L a Joshz i 102315 BB site Visualization  01/30/2020 01:16:49
L Kuladeep 1 102316 BB Site-Chart Visualization  01/30/2020 01:16:49
— W Prakash 102317 BB Team visualization  01/30/2020 01:16:49
§ 102318 8 Team-Chart Visualization 01/30/2020 01:16:49

| m abhishek
[Slomep]
| 8 Agent Trace Repor
‘-~ I Auxiliary Reports
|- call Reports

L m Multimedia Report
— I Real-Time Reports

. Test

1

Copyright © 2018 Cisco Systems Inc. All rights reserved.

Passo 3: Executar o relatério do agente (Na chamada acima, a ID do relatério é 102312)

Passo 4: Nas colunas - "Hora de inicio de sessao" e "Hora final de encerramento de sessao", entradas diferentes sao refletidas ( diferente da data e hora
normais )



Uiy CEA

& Export -

Agant Hama - Channel Type = Interval = LoginCount Calls Handled Staff Hours | Initial Login Time Final Logout Time |Occupancy Idls Count Totalldis Time Average ldls Time
Ankit Kunwar telaphony o7/17[2009 3 o 05!lmrmm]_wﬂ]riwmﬂjiul .00 a 03:83:20 03:04:28
Chandramoull valthiyanathan telephony o717 2019 4 o 03:39:58 | 03/02/68 18:58:31 || 03/02/58 22:38:30 0.00 & 0248253 004143
Jally Pang telephony o717 2009 3 o 00:35:33 081618 07:10:57 OB/16/18 OT:46:31 0,00 3 0m02:29 0000245
Joseph Whittlesey telephony o717 2019 3 1 OT:32:43  OS[16/18 T1132:55  08/17/18 06:05:38 0.00 8 024736 00128227
Jeshus Iuke telaphony O7/1T X008 2z i 07:51!111 OL/30/69 17:51:38 I 13166 01:42:50 2,00 5 00a:32 QoiE2:54
Kuldeap Ch hy ¥ phony oT[1T2009 1 ] 08:44:37  OT/15/19 11:23:02  OT/18{19 15:07:40 .00 2 Q00006 00:00:03
Manivannan Sallappan txlaphony oT/17/2009 1 o 084739 OT/18/19 08:55:51  OT/18/19 15:43:31 .00 2 00:00:03 020001
Myhola Danylchuk telephony o717 2019 3 a 0%:3%9:44 OE/1T/1E 103T:55  OB/L1T/18 1:17:39 0.01 11 00:24:24 00:02:13
Rehit Harsh telephony OT[AT E0AD 3 -] 01028 OB[1T/18 14:35:13  Q8JAT[18 18:24:39 .00 1 0028 003828
Shaszha Ni telephony OT[AT 200D 1 i 08:25:3%  OT/18/19 06:02:53  OT/L6/19 14: 2832 0,00 1 00:00:04 000004
Tyler Babbith telaphony o7/1T X008 1 L] OLAT3S OT/AT/A9 AT OT/ATILS 1901351 .00 1 0010003 0010003
Vishal Goyal telephony oT[1T2009 3 ] 10:14:39%  OE/17/18 05:18:04  OB/LT(18 15:30:43 .00 5 00:00:045 QO:00:01
Summary FL] T THIT05  03/0357 T1:20T:24  0306/5T 22:54:30 .00 48 13:09:11 02:23:58

Passo 5: Clique na entrada de data e hora selecionada >> Um simbolo microscépico é exibido >> clique nele e algumas entradas serao vistas em " Carimbo
de data e hora de inicio da chamada "

€€ Settings

& Export =

Channel Type = Interval ~ Login Count Calls Handled StaffHours

i’ 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
07f17/2019
07f17/2019
0Tf17/2019
0T[17/2019
0Tf17/2019
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
0T:32:43
0T:51:14
06:44:3T7
08:47:39
08:39:44
01:49:26
08:25:39
01:27:39
10:14:39
T3:37:05

Initial Login Time Final Logout Time

08/18/18 12:48:12

07[18/1911:23:02
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

08[18/18 22:36:21
03/02/68 22:38:30
08[16/18 07:46:31
08/17/18 06:05:38
01f31/69 01:42:50
OT[18/19 18:07:40
07[18/19 15:43:31
08[17/18 19:17:39
08f17/18 16:24:39
07/18/19 14:28:32
07/17/19 19:01:51
08[17/18 15:30:43
030657 22:54:30

Passo 6: Use qualquer entrada para converter o tempo de EPOCH em dados legiveis por humanos. No exemplo acima, vamos ver 1563467317392

[v]



Drill Down & Ex

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

casures

1 ‘Chardramouli waithiyanathan telephony

r ] Chandramauli vaithiyanathan telephorry 1563390558031

3 Chandramouli vaithiyanathan telephony 1563357197033

4 Chardramouli waithiyanathan telephony 1553397398800

5 Chandramouli vaithiyanathan telephory ISEIAZTARTTTE

Showing 110 5ol 5 entries Previous - Nt

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

Motivo da discrepancia

O analisador processa os dados como a soma de todo o tempo de logon de um agente

Solugéo

Alterar visualizagéo

Nao deve ser feita nenhuma alteragao nos Relatérios Padrdo (Recomendacgéo de BU), portanto, crie um novo relatério para qualquer modificagao.
Criar um novo relatério

Passo 1: Va para Visualizagado >> Relatérios Padrdo >> Relatoérios Historicos >> Relatérios de Agentes >> Agente >> Editar >> Salvar Visualizagao (
Salvando como nome de relatério Teste11)




Agent

e EEEESETN ¢ gt

Start Time VYesterday ¥ Click to add title
Date Range n Profile Variables: [E Login Count 7 |[# Calls Handled [ || Staff Hours [ || Initial Login Time g|'||55+im:l[u;;uut Time [ |[3 Occupancy [ || Occupancy 1 |:|] i Idle Count ¢
IF run today: :'Iab\c v-_ Inbound Total CTQ Answer Tima Outdial CTQ Request Count 7] || i Outdial CTQ Total Request Time \ £ Outdial CTQ Answer Count [ utdial CTQ) Total Answer Time ||
: [ Hide Summary 3 : Ty
= ave Visualization
Start Date: 2020-02-05 B column segments n

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

n Row/Series  Agent Name - Channel Type L m Call Reports

jalLogin Time FinallogoutTime Occupancy IdleCount TotalldleTime Averagel
Including

Segments: Channel Type 1 | L 4/01/7005:30:35  01/01/7005:31:35 3.11 15000 00:00:23

—rr Agent Name 1 Channel Type : | = MulimediaRepons 1f01/7005:30:27  01/01/70 05:30:26 1.48 28000 00:00:18
gent Name gent Name annel Type © L & ReslTi :30:: 230z g :00:;

: Channel Type : T Real-Time Reports 1/01/7005:31:08  01/01/70 05:30:25 421 75000 00:00:24

Compute hannel Type Channel Type ! - Test 1/01/T005:30:15 ©1/01/7005:31:28 1.73 40000 00:01:02

_ Agent Name 2 Channel Type © |- M tost123 If01/T005:30:26 01/01/7005:31:28 2.82 18000 00:00:25

Channel Type ¢ L - Ty /0170 05:30:04 01/01/7005:30:17 6.64 43000 00:00:44

Channel Type 1 . New Folder v W017005:30:48 01/01/7005:30:43 3.00 72000 00:00:56

AgentName 3 ChannelType: oo [faerin) | |01/T005:30:44 010170 05:30:41 10.50 51000 00:00:40

Channel Type : 1/01/T005:31:34  01/01/70 05:30:59 2.59 62000 00:00:06

Summary New Folder P8 cConcel  M01/7005:30:7  01/01/7005:30:23 3.37 76000 00:00:52

Passo 2: Clique com o botdo direito do mouse em Variaveis de perfil, ou seja, Hora inicial de login e Hora final de login

Passo 3: Por padrdo, o Tempo de logon inicial é representado no formato EPOCH. Para alterar o formato, clique com o bot&o direito do mouse em "Hora
inicial de login" >> Formato do nimero >> Data e hora

Escolha "dd/mm/aa" e os dados serdo apresentados neste formato.
Agent

DTN Agzent Session Record [

Details Formatting

L4 Agent &
[ new s o] ¢ preien [ - |

Start Time Yesterday ¥ Click to add title

Staff Hours Laain Tima_=a 13 final Logout Time

s Calls Handled

Date Range B3 profie variables: E Oceupancy 1 [ [i tdle Count [

dit.
IF run today: _I‘Ehlle_riv Inbound Total CTQ Answer Time E|_== Outdial CTQ Request Count @]|§§Uuldial New Profile Varable.. i i Outdial CTQ Answer Count 2 Outdial CTQ) Total Answer Time H_
Hide Summary _
5 Intege -
Start Date: 2020-02-05 n Column Segments: EREEIEAETEREY ger

Text Al )
End Date: 2020-02-05 ext.'dlg.n * | Number [
udi n RowfSeries  Agent Name ~ Channel Type = Interval = Login Count CallsHandled Staff Ho Formatting Currency » | |Occupancy  Idle Count  Totalldle Time Average |
Incl nj
el Segments: Channel Type 1 02/05/2020 3425 140000  go:(53VE : is 341 15000 00:00:23
All Days Agent Name 1 Channel Type 2 02/05/2020 6272 143000 00:01:28 mmfddfyy  (01/25/12) > 00:00:18
3 Channel Type 3 02f05/2020 7362 120000 00:00:52 midlyy  (125/12) »| o0:00:24
o Channel Type 1 02f05/2020 4026 98000 00:01:31 01/01/7¢ C o) T = 00:01:02
AgentName 2 Channel Type2 02/05/2020 307 21000 00:00:50 0”0”70[;15{01;’70171 S 25112 . 00:00:25
2012 djm) £
Channel Type 3 02/05/2020 T492 83000  00:00:33 otfor/7d ks ) 00:00:44
o -~ (25/01/12 4:35:15) yyyy/mmfdd {2012/01/25) 2 —y
T AddFilter annel Type 1 02/05/2020 348 91000 00:01:08 010170 {25/ 12 0126215} 00:00:56
Agent Name 3 Channel Type 2 02/05/2020 2596 47000 00:00:20  01f01/7d . yyyy-mm-dd (2012-01-25) " 00:00:40
Channel Type 3 02f05/2020 1446 124000  00:01:28 01/01/70 (25/01/2012 04:35:15) 9 2,59 62000 00:00:06
| (25/01/12 4:35:15 AM) 3
Summary 2352 165000  00:00:35 01/04/7 25/0 5:L5 AM) 23 3.37 76000 00:00:52
(25/01/2012 04:35:15 AM)

Passo 4: Tome o "Tempo de logon inicial", clique com o botdo direito do mouse em Editar, uma nova janela sera exibida, onde a Férmula é " Soma do
carimbo de data e hora de inicio da chamada", altere-a para "Carimbo de data e hora de inicio da chamada minima" e Salve o relatério

Note: {Timestamp de inicio minimo de chamada refletira a primeira instancia/hora de logon
do agente para a(s) data(s)}



Agent

Type < -
e Agent #*
Details Formatting
[+ [Bom -]

Start Time Yesterday ¥ Click to add title

Date Range Profile ogin Count Calls Handled Staff Hours (7 | Final Logout Time () | (& Occupancy (=) | (£ Oceupancy 1 (7] (i Idle Count &
Wruntoday: |1ah|.e -‘ [ Inbound Total CTQ Answer Time [ Jutdial CTQ Request Count Outdial ‘New Profile Vanable.. Outdial CTQ Answer Count g][ Outdial CTQ Total Answer Time :
Start Date: 2020-02-05 O Hide Summary Number Format >
Text Align »
End Date: 2020-02-05
) EJ Row/Series  AgentName ~ Channel Type ~| Interval ~ Login Count  Calls Handled Staff Ho|Fo™atting Final Logout Time Occupancy Idle Count Totalldle Time Averagel
Including Channel Type 1 02/05/2020 3425 190000 o0:ore 01/01/70 05:31:35 311 15000 00:00:23
AgentName 1 Channel Type 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
Channel Type 3 02/05/2020 7362 12000 01/01/70 05:30:25 4.27 75000 00:00:24
Compute Channel Type 1 02/05/2020 4026 98000 01/04/70 05:31:28 1.73 40000 00:01:02
AgentName 2 Channel Type 2 02/05/2020 307 21000 01/01/70 05:31:28 2.82 18000 00:00:25
Channel Type 3 02/05/2020 7492 83000 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 01/01/7005: 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
v
Agent

Type <
il Agent &

Details Formatting

Edit Profile Variable: Initial Login Time

w l Fields ~  Name: Initial Login Time |
StartTime Yesterday ¥ >+ [ACD] Agent DN Formula; Sum start Timestamp [~]
Date Range [+ 2+ [ACD) Agent Extermal M SN <y of Call Start Timestamp 3 Occupancy 1 [ [ idie Count £
f run today: Table - 3 [ACD] Agent ID Drag an Average of Call Start Timestamp for measure(s) Outdial CTQ Total Answer Time
ctart bate: 2020.00.05 [ Hide Summary [, > (AColAgentiogin Count of Call Start Timestamp
End Date: 2020-02-05 2 [ACD] Agent Name Minimum Call Start Timestamp
) n RowfSeries  Agem ¥ [ACD] Agent Session Id Maximum Call Start Timestamp Time Occupancy |IdleCount Totalldle Time Averagel
Including Segments: 3 [ACD) Agent System Id 5:31:35 311 15000 00:00:23
3% [ACD] Call Session Id 5:30:26 1.48 28000 00:00:13
2 [ACD] Channel Id 5:30:25 427 75000 00:00:24
Compute 3 (ACD] Channel Type E:s:.:zs 173 40000 00:01:02
5:31:28 2.82 18000 00:00:25
3 [ACD] Current State 5:30:17 6.64 43000 00:00:44
3 [ACD] DNIS 5:30:13 3.00 72000 00:00:56
Agen M [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
Sum; & [ACD] Queue ID .5:30:23 3.37 76000 00:00:52
3 [ACD] Queue Name W

Passo 5: Selecione Hora final de logoff em Variavel de perfil, clique em Editar >> Selecione "Carimbo de data/hora maximo de término da chamada" e Salvar

NOte: O carimbo de data/hora maxima de término da chamada refletira a instancia final de logoff do agente para a(s) data(s)
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Edit Profile Variable: Final Logout Time

Fields

& [ACD] Agent DN

3 [ACD] Agent External d
3+ [ACD] Agent ID

&+ [ACD] Agent Login

& [ACD] Agent Name

3+ [ACD] Agent Session |d
3% [ACD] Agent System Id
>+ [ACD] Call Session Id
& [ACD] Channel 1d

&+ [ACD] Channel Type
&4 [ACD] Current State

3 [ACD] DNIS

& [ACD] Enterprise Id

& [ACD] Last Modified Timestz
& [ACD] Queue ID

3+ [ACD] Queue Name

*  Name:

Formula:

Filters:

EnEn: Average of Call End Timestamp

Final Logout Time

Maximum Call End Timestamp

Sum of Call End Timestamp

Count of Call End Timestamp
Minimum Call End Timestamp

Maximurn Call End Timestamp

for measure(s)

Passo 6: Executar o relatério para o resultado desejado

Agent Name - Channel Type - Interval - Login Count  Calls Handled  Staff Hours
Ankit Kurmawar telephony BT/1T 201 1 o [REER
Ch ithiy phomy OT/1T[201% + o EEECL S
Jally Pang telephony oT(17/2015 3 o 00:35:33
Joseph Whittlesey telephony oT{17/2009 3 1 07:31:43
Joshua Tuke telephony oT(17/2015 2 1 oT:51:14
Kuldeep C ¥ ¥ telephony oTj17/2019 1 o 0843 7]
Mani Sail telephony BT/1T 2018 i o LE TR
Mykela Dany phomy OT/1T[201% 1 4 ELECL RS
Rehit Harsh telephony BT/1T 2018 1 o 014526
Shasha Hi telephony OT/AT/2019 i i ELEFL
Tyler Bobbitt telephony o7/17/2018 1 o 01:27:39
Vishal Goyal telephony o7j17/2019 3 o 10:14:39
Summary FL T TA:AT:08

Initial Login Time
OT/18/19 05:32:28
OT[1T/19 25:43:17
07/17/19 13:54:01
OT[17/19 18:38:16
07/17/19 21:35:56
O7[18/19 11:23:02
OT/18/19 085551
OT[1T/19 20:28:57
OT/AT1S 234314
OT[18/19 06:02:53
O7/17/19 1T:34:11
OT[17/19 13:07:44
07/17/19 13:07:44

Final Logout Time
QTL8/19 18:08:54
aTI18{19 10:19:59
071719 14:37:40
O7[L8{19 02:29:36
O7/18/139 05:40:48
07/18/19 18:07:40
aT18/19 15:43:31
OTI18/19 05:29:18
GT[18/19 01:50:14
OT1619 14:28:32
aT/17/19 19:01:51
071818 17:40:17
AT[18/19 18:07:40

Fcupancy
0.00
0.00
.00
0.00
.00
0.00
0.00
0.01
0,00
0.00
o.00

0.00

Idie Count  Totalldle Time Averageldle Time Aw

-
gvuuwuwwu-whw

GiE1kin
024853
00:02:2%
03:47:36
01:04:32
000008
0000103
00:24:24
Q1428
000004
00=00:03
000008
19:0%:11

0304028
004143
00z004S
0028127
00z12:54
00:00:03
Q00001
00=02:13
Q03828
000004
00=00:03
0000101
002334



Sobre esta tradugao

A Cisco traduziu este documento com a ajuda de tecnologias de tradugéo automatica e
humana para oferecer conteudo de suporte aos seus usuarios no seu proprio idioma,
independentemente da localizagao.

Observe que mesmo a melhor tradugao automatica nao sera tao precisa quanto as realizadas
por um tradutor profissional.

A Cisco Systems, Inc. ndo se responsabiliza pela precisdo destas tradugdes e recomenda
que o documento original em inglés (link fornecido) seja sempre consultado.



