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e SOVOOOOOOOY KPI 000000
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e DOVOOOOVODOVODOVDOVODOOOOOQ
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& Genesys Pulse OO OODQQQOOOODOOOORGenesys Pulse @OOODOODQQODOODDOOR
Genesys OO DDOOODRDDOODODRDOOOOVODOOODDODOOOODOOOOOOOOOY

OO

add a widget

Sales Service Level : Queue Overflow Re.. £ Queue Activity - An. 2 Queue Overflow-E.

# Rename Tab
Agent Supervision urations Add a Widget
Add a Widget

© Reset tof Agd a Widget i

gin Time + I '
£. r I
() Set as Default Dashboard y Smith, Judy

) q WM Delete - 01-36:11 Davis, John
= 4\.

Wilson, Daniel 01:35:39 - : Blach, Joshua
\ Agent Performance by Busmess Type I
c 5 Wilson, Danie

Calls Intern

Lee, Andrew 01:35:37
A Edisson, Tomas 7328 Transfers Sales
B Gates, Mike 7318 Gates, Mike 01:35:3 Mattew, Jim
C Clark, Artur 7309 B o
D Others 21813 C‘.’-

Fisher, Ja |11eq

—
Lee, Andrew
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° SOOI OOOOOOOOOOY
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Genesys Pulse Q0000000000000
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OO

£ Pulse

Blank Dashboard ¢ Add Widget H Dashboard : Copy of Dashboard .. §

Add Widget (Blank Dashboard)

Select Widget v] =

select widget

Details
Widget Template Type Modified
~ W Pulse = === Agent Group Status
& Agent Group Status Agent Group, Place Group
Select Widget
& Agent KPIs Agent, Agent Group, Plac. 11/03/2015
& Agent KPls Agent, Agent Group, Plac. Description:

Agents are provided logins or devices and
are assigned to media that match their

£ Pulse

Blank Dashboard ~ } Add Widget : Dashboard H Copy of Dashboard .. §

Add Widget (Blank Dashboard) > Agent Group Status Template

Objects/Statistics Display Options

y‘ev{ew a” tabs Widget Summary
Objects -
Objects (23) -
x -
Agent Group - o i
»
N
= lame .
~ W Environment » i
-
=] ~ I Agent Groups L3 +13 More
> m Statistics (18) -
% Intemal
> m -
x Hinging
I > m OA * Logged Out
x % Ready
GSYS_Client_Logging % Net Raady
x % Inbound -
v Show first 10

Statistics

Genesys Pulse OO0 O0OODODOODOOODODOOOOOOOODODOOOOOOOOOO
QOOOOOOODOODOOOOOOO
QOOOOOOOOOOY
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e SOVOOOOOOOOODOOOOOOOOOOOOOO 1000
¢ DOVOVDOVDOOOOQ
° COVDOOVOOOOVOOOY

templates.xls@ @& &S Genesys Pulse &0
OODODDODOVODOOOOOOOOOOY

QOO

£ Pulse

Blank Dashboard H Add Widget H Dashboard H Copy of Dashboard .. &
Add Widget (Blank Dashboard) = Agent Group Status Template
Objects/Statistics Display Options

Widget Title Preview

Agent Group Status

Widget Type: List Widget Agent Group Status

= € = m

qm

Logged In

Size
=
GSYS_S0QA_Groupl 59

- GSYS_S0A_test_EZPulse 160

(]

SYS_Inb_sg00 200

GSYS_skill_1 212

GSYS_GX_VG

QOOOOODOOOODOODODODODOOOODOODODODOOOOOY

° COOOOOOOOY
e SOOIV VOOOOOOY
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QOOOOOOOO
QOOOOOOOODOODOVODOOOOOY

QRORORVOVODOOOOOOOOOOO Y CurrentStatus & ExtendedCurrentStatus@@ o QOO OO
&> Deploying RabbitMQ for Quick Widget Updates®

QOOODOOOVOOVOOOOOOOO 1 O 3 0¥

Important

QOOOOOOOOOOOODODODODOOOOOOOODOOOOOD CPUSOOOOOOOOOD
N2

OOOOOOOOOOY

QOOOOOOOOROODOOOOOOY

° OO

° OOOOOY

* OO IFRAME Q0000000
¢ OOO®

° OOOY

* OOV
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Genesys Pulse OO0 QODODOOOODODODODOOOODODODODOOOODODODODOOOOO
QOOOOOOVOOOOOOOODODOOOVOOOODODODOOOODODODOOOOOODODODOOOOO
O

Donut <&
Agent Group Current Status
o Quese A tivity
o Calls Answered
50 c
/7 -
B

A Agents Logged In 23 580 B

B Agents Mot Ready ] A

C Agents ACW 4

D Agents Waiting 15
A Sales_Platinum a3z @
B Sales_Gold 190 4
C Sales_Silver 0o

Donut QOO DOOOOOOOOOODODOOOOY
Donut OO OOOOOOY

¢ DOVOVVOODOOOOOV
° COVDOOVOVOVODODODOOOOOOC
° SOVDOOOOOOOOOOO

QRO OO"OVOOOOOOOODODODODOOOOOOOOOOD
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KPI &&&
dashboard KPIl widgets

Queuwe Overflow - East Coast

East Coast
Queue@Switch

Calls Overflov ~

Day

1766

CT - EWM Resource

Work Items Processed

. 5w 1 A

wallboard KPI widgets

Silwer Calls Gold calls Platinium calls Sales Ready Sales Mot Aeady  Sales Working

34 49 39 8 0 1
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SO KPI 0@

QOO KPI QOOOOOOOO0OODODODOOOOOODODOOOOOOOOD OO OOOODOOOOOY
QOOOOODOVOOOOODO OO VOO

&& KPI @@

O& KPI 0000000 KPI OO OOOD KPI QOO0 OODOOOOOODODODOOOOOOOODODOOY
QOO Sparkline QOO OOOOY

QOOOOVOOOOOOODOOOOOOOOOOOOOOY

OO

Journeys by Type

Loan Application

D:oo 4:00 gaoo 12:.00 16:00 20:00 24:00
@ 93 started ® 87 completad & 12.7% % comple
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Important
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SO Genesys Pulse &&0@&Q IFRAME &0 0Q0 @@ URL @000 OOOO O Genesys Pulse
OORDOOOOVODOOOOOROOOYGenesys Pulse & QOY iFrame OO0 OOODDOOOOOOOO
DOROOROOORROY

OO IFRAME Q00000000

£ Pulse

@ New Dashboard (... § GWE Dashboard

»

Categories Distribution Hotleads Engagement Attempts

Legend ©
@ system

1933 1659
@ webstore-goods-buy

@ webstore-goods-phones Count Count
® webstore-feedback

@ pageExit r’s A
@ acceptChat
@ timeout

@ cancel Ignored Accepted Declined

@ acceptCallback

519 319 91

Count Count Count

QOOOOOOOOY IFRAME OO ©

&& IFRAME 000000000000 URL © Web 0000000000000 URL 0000 Web
QOOOOODODOOVODODODODOOVOOOODODODODOODODOOOOY

[+] IFRAME ©&00&
IFRAME @000 0000000000000

° SOVOO— OOVODODODODODOOOOOOOOOOOOOC
¢ OO— OOV
° SOVOVO— OOVODODOOOOOOC
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OOV O—Genesys Pulse QOO OOOOOOOOOOOOROOD
QOO PY URL—OOO0000000000 Web &&&

SOV —Y Genesys Pulse &R OOOOD
SOOOOY URL—OO 00000000000 Web &0
SOOO—O® Genesys Pulse @OOOODDQOOOOOOOOOOR

Important
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QODOOODOOVOVODODODODOOVODODODODOOVODODODOOOODODODODOOOOOC
QOOOOODOOOOOOY

OO

Dashboard

settings

& Pulse

Blank Dashboard 3 Widget Template M.. § Dashboard

Widget Template Management

New Template o

Details
149 Template(s) (0 Selected)
Widget Ti i T Ma
i n = Agent Group Status

~ | Fulse =
Bl -

& Agent Group Status

& Agent KPls Ag 11 Description:
Agents are prowided logins or devices and
are a S‘Slgl'l-:‘ﬂ to media that match ther

w Agent KPls Ag
skills. With this report, the supervisor can
ensure the agents are logged in where

m Agent Login Ag they should be and managing the media

QOOOOODOODOOOOOOOO

QOOOOODOOOOOOOOY Genesys Pulse OO0 OOOOOGenesys Pulse QOO0 DOOOOOOY
OOV Genesys COVODOOODOOVOODODODODOOOODODOOODOOOODOOOOOOOOOR

QOOOOODODOOOOOOOOY

e SOV
e DOVOOOOOY
° COVDODODOVOVOOVOVOVOOOOOQ
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QORDODDDOODODODOODOOODOODODROD OV DOVRDOOODOOOOORD
Pulse @000 OODDRDDOODDODDOODOODDOD GAX SO ®
[pulse] &&&<@ install templates &OOOOOQ falsed

QOOOOOOOOO

Save Dashboard

Dashboard Nama *

Mew namel

Dascription

v Save to Genesys Conftkuraliurl Server

Dashboard Name Modified

> W Environment

Saveil Location fEnvironment/Scripts/Mew namel

Cancel

QOOOOODOOOOOOOODODOOOOOOOOOOY

Save

Details

New namel
Muodified February 19 2016 by pulse

Crescription:

Access Groups:
Permissions are set via GAX Configuration

Man
Link to Configuration Manager
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QOOOOOOOOOOVOOOOOOOOD GAX &0V Configmanagerdo oo OO/
QOO

OOOOOOOOOO OO Genesys Configuration Serverd
QOOODOOROROODROOOOOOOOY Configuration Manager®
DORDOOODOOODODOOOOOOOY

Statistics * Add

Hit ... .
Display Name

Esti._ 2 @ Hit Ratio
Description

il=s e u The percentage of successful dialing attempts initiated by a Campaign
Manager with a call result of Answer (DialAnswer)-that is, a call is

Dial... 2 @ answered by a human veice-relative to the number of all dialing attempts
made (DiallMade) during the same time period.

i Ahas Display Format

Dial... 2 @ . , .
Campaign_Hit_Ratio Integer

Ans... [ | Motification Mode Motification Frequency (seconds)
Time-Based 60

Atte... 2 §
Statistic Type

Atte . 2 @ CampHitRatio

Atte... 2 @

DoM... 2 @

& Pulse QOOQOODOOOODOODOOOODOODOOOODOOOOOY StatServer QOO OOOOOQ
&< StatServer OO OOOO Y Pulse & StatServer QOO OOOOOOODODODOOOOOOOOOOOY
QOOOOOOOOY

Pulse Help 42



QOO

OO
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QOOOOOOOOOOOOOOOOOOtemplates.xls OOOO O Pulse QOO OOOOOOOOOOOOOOOD

OO

QOOOOOOOOOOPUIse COOOOODOOOOOOOOY StatType COOODOOOODOOOOOOOOY
Pulse &&<¢® StatServer Q0O DOOOOOOOOOOOOOOOD Pulse OOOOOOOOD

OOOOOOOOOY

Widget Template Management = Agent Login Template

Objects/Statistics Display Options
Object Type * Statistics*
B Select All Cument Status
Time in Status
& Agent

Login Time

Agent Group
Continuous Legin T...

Place
Reason

Place Group
Employee Id

2 Place

DN/Queue Group Switch

Queue Login Id

Routing Point Giension

Calling List Pasition

Campaign Current Status KVP

Campaign Calling List Service Type

Campaign Group Service Sub Type
Customer Segment

Routing Strategy

Rusiness Result

Current_Status

Formula

Notification Mode *

Changes-Based

Time Profile

Time Range

Hide Statistic

Filter Out LoggedOut Agents

Additional Data

[¥ Hardware Reason Codes
User D
i Group by Columns

QOOOOY Stat Server &S StatType & GroupBy & GroupByColumns<®

String v

Statistic Type *

ExtendedCurrentStatus

Insensitivity

Filter

¥ Show Agent State Icon

¥ Software Reason Codes

QOOOOODOVOOOOODVODOODOVODOOOODOVOOOO OOV OO GroupBy®

QOOOOODODOOOOOOOOO
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£ Pulse

Blank Dashboard ¢ Widget Template M...: Dashboard H Copy of Dashboard .. ¢

Widget Template Management > Campaign Activity Template
Objects/Statistics Display Options

Template Name Preview

Campaign Activity

Description Campaign Activity
IMenitor the activity associated with outbound - . .
. ! Hit Ratio s
campaigns.
P
) o u

Widget Type: List Widget Example 2 34
= € =2 m —

Example 3 296
Size —

Example 1 402

= Example 4 936

Example 5 996

Headline Statistic

Hit Ratio v
Sort
Low to high v

QOOOOODOVOVOOODOODODOVDOOOODOVDOOOODOODODOODOOOOOOOOOY

° DOVDOOOOOOOOOOO
¢ POVOOOVOOOOR
e SOV

DOOOOOOOD KPI QOO0 OODODOOOODOOODOOOOOOOODODODOOOOOOOOOOOY
QOOOOOOOOY

° COVDOOVOOVOVOVOVODODORY
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¢ DOVOVOORVOOOOOOOOOOO O CurrentStatus & ExtendedCurrentStatus@ @O QOO QOO OO
QOO COOOOOOOOY RabbitMQ®

° COVDOOVOOVOVOVODOVOOOO 1 © 30

Important

QOOOOODOVDODOODOVDOOOOOOODOOOOOOODY CPUDOOOOOOOOOY
OO

OOOOOOOOOOY

QOOOOOOOOOOOOOOOOOY

° OOV

° DOOOOY
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° OOO®
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Important
2

&

QOOOOODOVOOOOODOOOOOOVOOOOOOOY ASCI 0O &

OO

QOOOOOOOOOOOOY

&

QODOOOOODOOOOY

OO
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SOOOOOOOR
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OO

& GAX Configuration

Home = Applications = Applications = Stat_Server Properties

General
Application Options

Connections

Key
Ports
¥ Filters
Tenants
Bronze
Options
Bronze_Call

Permissions

Bronze_Chat
Dependencies

Bronze_Email
Application Options

Bronze_fax

Bronze_sms
Bronze_webcallback

QOOOOVODOVOOOOODOVDVOOOODOVDOOOOOOODOOOO OO Framework Stat Server
User's Guide 0" 0"OOOOODOOOOOOOOOOD

& GAX QOO OOOOOOOODOOOOOY Genesys Pulse ®®&& Stat Server @000 Q QOO
DOOOOODROODOOOOOOOD
& GAX QOO0 DODODODOOOOY

QOO OOV ODRODOOODDOORODDOODDOROODDODDDOOVORDODDVR OO
&O&® PairExists UserData @&&&&&&“Language/Spanish”@oo00000000¢

&“Stat Server QQ"OCOR GO OOOOODOOD [OOV] OO OO SpanishLanguage SO Q"OO"S
DIOOOO"ODODODOOO

OO OO OOOOY SpanishLanguage &&“&"&&& & PairExists("Language”,"Spanish")<&
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OO OOOY "Spanish/Language” OO0 OODODOOOODODOOODOOOOOOOOOOY

OO

Statistics * Add
Hit Ratio B i3
v = |
Estimated Time 2 W Display Name *
Records Completed I ] HEEE
. Description
Dialed Abandoned I ]
The total number of dialing attempts initiated by a Campaign Manager with a call result of Answer -
Dialed Answering Ma... 2 & (when a call is answered by a human voice). In some contact centers, the call result can also mean Right
Answers v B2 0 Alias * Display Format *
Attempt Busies 2 @ Campaign_Answers Integer =
Attempts Cancelled B @\
™ Formula
Attempts made 2 @
DoNotCall Results B @\ P
Dropped Results 2 @
Hide Statistic Show Agent State lcon
Fax Modem Results B §
No Answer Result B §

QOOOOODOVOVDOVDOOOVDOOOODOOOOOOY

OOV Javascript QOO OOOOOOOOOOOOODODOOOOOOOOYD Genesys GOOOOOOOD
QOOOOODOVOODOODOVDOOOODOVDOOOODOVDOOOODOVDOOOOOOOVOOY

Genesys Pulse 00000000 OOORROOOORODRODOOORRODOOOOOROOOORRY
DOOOOROOROD Result OO DOOOOROOOOOOOOOOOOOO®Data.<Statistic-Alias>.Value
QOOOOVDOVDOOOVDOVOODO=) VOOV DOODOOOOOOOY

QOROOOOOOOY G.GetAgentNonVoiceStatus() & &

Result = G.GetAgentNonVoiceStatus(Data.Current Status.Value, email);
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GroupBy

L}

Callinternal {group by language and segment)
Hame Callinternal Segment Lamnguage
«  Green, Anna 9
Grgen, Anna 1
Green, Anna 1 Silver
Green, Anna 3 English
Grean, Anna 1 Bronze English
Grean, Anna 2 Gold English
pment
Green, Anna 1 Silver English
Gréen, Anna 1 Russian
»  Owerty, Mary i1
Fer
Green, Anna
Green, Anna Bronze
Green, Anna Gaold
Green, Anna Silver
Green, Anna
v  Owerty, Mary
Orweerty, hany
Orwverty, Mary Silver

English
English
English
English

Russian
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* GroupBy &&&&&® 8.5.103 &&&® StatServer @O OOOOO O StatServer User
Guide®

° POVORODOVOOOOOOOOOOOOOOY GroupByd<® Pulse &0

e OO GroupBy OO OOOOODODODODODODODOOOOOOOODODOOOOOOOY
SOOOOOOOOOOY TotalNumber SOV OOODOODOOOODOOOOOOOOOOOOOY
QOOOOOOR

GroupByColumns &&QOO OO Pulse QOO OOOOODOODOOOODOODOOD " OO"OOOOOO
OOOOOOGroupBy OO

GroupBy @000 OOOOOOOY
& GroupBy 00000 StatType QOO OOOOY

* GroupBy— &30 0000RR®
* GroupByColumns— &30 OO DOOOD

SO®

DOOVOODOOVOODODOOODODOODODOOODODOODOOOOOOOOOOY Stat Server &&
StatType ¢<® GroupBy & GroupByColumns®

[Total Calls Grouped]

Category=TotalNumber

GroupBy=GetString(UserData, "Language"), GetString(UserData, "Segment")
GroupByColumns=Language, Segment

MainMask=CallInternal

Objects=Agent

Subject=DNAction

QOOOOOOOOOOY StatType OOOOOOOO O “Language, Segment” SO OOOOOOOODOY

Important

StatType GroupByColumns @& @O0 QOROOOOOOOOOOOOOOOOOROD
GroupBy @000

QOOOOODODOOOOOOOOO
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OO0

SOOOOOROY Stat Server SOV DDOODODDDOODDODODDOODOODDOOODOOOOOODOOOOOR
QOVOOODOOOOOOOOOOROOY Stat Server OQPOODOODOODDOOODOODOOODOOROY
Stat Server®

QOOOOODOVOVOOODOVDOODODOVDOOOODOODODOODOVOOOOOODOOOOOOOOOY
QOOOOODOOOODOOOOODOOOOOOOOOOOOY Stat Server OOOOOOOOOO

QODOOOOOOOODODOOODODOOOOOOOOOOOOY Stat Server QOO OOOOOOOOOOOOY
QOOOOOOOOOOOOY 50O Stat Server QOO OOOOOOOODOOOOOOOODODOOOOOOOC
5000000000

OO

QOO Stat Server QOO OOOOOOOOOOOOOOO

¢ OOV O—OOOOOOOROOY Stat Server S'ORORD"ORORDRDDODDDORDDRDOODODOOOOOORR
QOOOOOROOOOOOODStat Server @& Genesys Pulse &&&0@

¢ OOVOVOO—OOOOOOOOOY Stat Server ®&® Genesys Pulse 0O SOOOOQ

¢ OOO— OOV OOORD Stat Server SRRV OOOOOOOROROOOOOOD

¢ OOVVO—OOOOOROOOOY Stat Server && Genesys Pulse QOO (0) QOOODDOOROR"OOOOR”
QOO OY CurrentState Q&

OO

QOOOOOOOOY Stat Server COVOOOOOOOOOOOOOOOOOY Genesys Pulse QOO0
QOOOOODOOOOOOOODODODOOOOOOVODODODOOOOOOOODOOOOOY
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Configuration

Home > Applications > Applications > Stat_Server Properties

General
Application Options
Connections
Key %
Ports
¥ AbandCallsPercentage
Tenants

¥ AbandonedFromRinging
Application Options

¥ AbandTime

¥ ACW_Time_Inbound

¥ ACW_Time_Other

¥ ACW_Time_Outbound

¥ AgentLoginTime

v AgentReadyTime

¥ Agents_CurrentNumber

QOOOOOOOOOOOOOY Stat Server QOOOOOOOOOY

QOROOOOOOOOOOOOOOOY Genesys Administrator Extension (GAX) @“&"Q0Q0OOOOOOR
Genesys Pulse @&&<& Stat Server @O 0OQQQOOOOOOOOR

QOOOOOOOOOO OO OOOOOY
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O GAX QDO OOOODOOOOY
OOOOOY Genesys Pulse QOO OODODOOOOOOOOOOY

@& Stat Type @@ O OOOO® Framework Stat Server User's Guide®

OOOOOR

Configuration

Home = Applications = Applications = Stat_Server Properties

General
Application Options

Connections

Key
Ports 7 OneDay,Growing
Tenants v OneHour
Options v OneHour,Growing
Permissions 7 OneHourSlide, Sliding
Dependencies 7 OneMinute
Application Options - OneMinute,Growing

v SinceLogin

" SinceLogin,SinceLogin

QOROOODDOODORRROODOODODOOOROOOOOOOOOOO Y Genesys Configuration ¢ Stat
Server QPO DOOODDOODDODDDODDOODDODDOODDODDOODDOODOODOOOOOD
Framework Stat Server User’s Guide®

QOO GAX @ OR"ORRODOOODOOROOOOOOOOOO YR Genesys Pulse &&&<& Stat Server &
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QOOOOOOOY
QODOOODODOOOOOOOY

& GAX QOO0 DOOOODOOOOOOOOQ
QOOOOODOOOOOOOY

e OO
° OO
e OO

e Sincelogin

SOVOOOO®

* Default,Growing— @@ 00000000 QOO OOOOODRDOROOORORRD (0)O> O 00:00¢
¢ LastHour,Sliding—LastHour @@ Q00O DOOODOOROOOOODOD 15 OO ODOOOOOD

3600:15¢

* Sincelogin,SinceLogin—SincelLogin & &0 O OO D (0)OOOOOOOOOOODNOOOOOOOOY

&dSincelLogin @QOOODOROODOOOOOOOOR

* Shifts,Growing—<& o 0@ 3 QOO 7 OO 11 OO 1 OO0 7 OO0 1 OO OOD Shifts OO

QOOOOOOOOOOOOOOOOOY 3:00 +4:004 13:00 +6:00¢
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QOO OO

OO

Home = Applications = Applications = Stat_Server Properties

General o ]
Application Options

Connections

Key
Ports
v T
Tenants TimeRanges
LA
Options EWT_Announce_TR
issi Less_3sec
Permissions
Dependencies Range0-10
. . 1
Application Options Range0-120
Range0-15
Range0-20
Range0-30

QOODODDOODDOODDODDDOODOOODOODOOOOOOOOOOOOOY® Framework Stat Server
User's Guide®

& GAX QOO0 OOOOOOOOOOY Genesys Pulse &OOOO OO Stat Server QOO0
OO

QOVOOOOOOOOOOOOOY
O GAX QOO0 OODOOOOOOO

QOOOOODODOOOOOOO
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¢ TotalNumberinTimeRange

¢ TotalNumberInTimeRangePercentage

e CurrentNumberinTimeRange

¢ CurrentNumberinTimeRangePercentage
* ServiceFactorl

» TotalTimelnTimeRange
QOO
OOROOY 30 OOV OOOOOOOODROOOOD OO SOV Y Rangel-30 & OO 0-30 &

QOOOOOOOOOOOOOY Pulse OOOOOOOOY "Rangel-30"S 00000 OOO OO 25 COOOQ
QOOOOOOOOOOVOOOOOOY 40 & 10 OO Stat Server QOO OOOOOOOOOOOY

OOOOOOOOOOY

QOOOOOOVOOOOOOOOOOOY

° OOV
° OO
° OOV
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OO

QODOOODOOVOVODODODODOOVODODODODOOVODODODOOOODODODODOOOOOC
QOOOOOOOY (KPI) OOOOOOOOOY

QOOOOODODOOVOODODODODOOVOOVODODODODODOODODODODOOOOOR
QOOOOOOOOVOOOOOOOOOOY Genesys Pulse QOO0

Important
oRoRotoRotetoRoRoRoRoRoRoRoRoRoRoR R R OROROR R RoRo OB ROt S

OO

Statistics * Add
Hit Ratio B
v a ]

Estimated Time 2 § Display Name *

Answers
Records Completed 2 @

. Description

Dialed Abandoned 2 @

The total number of dialing attempts initiated by a Campaign Manager with a call result of Answer -
Dialed Answering Ma... 2§ (when a call is answered by a human voice). In some contact centers, the call result can also mean Right
Answers v B i Alias * Display Format *
Attempt Busies e § Campaign_Answers Integer v
Attempts Cancelled 2 @

™ Formula

Attempts made 2 @
DoMotCall Results 2 @ P
Dropped Results 2 @

Hide Statistic Show Agent State Icon
Fax Modem Results 2 @
Mo Answer Result 2 @

QOOOOODOVOOOOODOVDOOOODOVODOODODOODOOOOOOOY
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OOV Javascript QOO OOOOOODOOVOOOOOOOODOOOOOOOO Y Genesys OOOOOOOOY
QOOOOODOOOOOODODODOOOOOODODODOOOOOODODOOOOOOOOOODOOY

OO

Statistics * Add
Hit Ratio B 8
v = |
Estimated Time 2w Display Name *
Records Completed = @\ e
. Description
Dialed Abandoned = @\
The total number of dialing attempts initiated by a Campaign Manager with a call result of Answer -
Dialed Answering Ma... 2 @ (when a call is answered by a human voice). In some contact centers, the call result can also mean Right
Answers v B 1 alias * Display Format *
Attempt Busies 2 @ Campaign_Answers Integer >
Attempts Cancelled B @
B Formula
Attempts made B @
DoMotCall Results 2 @ “
Dropped Results 2 @
Hide Statistic Show Agent State lcon
Fax Modem Results I ]
No Answer Result I ]

QOOODODOOOOOOOOOODODOOOOOODODODOOOOOOOC

[O2O2OTOROTOTTOTOTOTOTOTOTOTOTOTOTOLOTOTOLOTOTOTOLOTOTOTOLOTOTOLOTOTOLOLOTOTOLOTOTOLOTOLOTOLOTOTOLOROLOTOLORES
Data.Statistic-Alias.Valued oo o0 00000

QOOOOOOODVOVODODODODOODODODODOODOOOODOOOOY

Formula: Calculate a Percentage
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Result = 100 * Data.Outbound.Value / (Data.Outbound.Value + Data.Inbound.Value);
else Result = 0;

OOOOOS KP

Agent Login With Formula

Manne % Current Agent % Current Status %7 Timein Status %  Reason
State
- LoggedOut (1556:12:1.... 15561219
- . HetReadyForNextCall 17.46:27 Break
. : S LoggedOut (2232:12:3 223212:38

m LoggedOut (2232 12 212:38

QOOOOOOOOOOOY KPIOO OO Current_Status &0

[+] ®&&<® Current_Status ¢ &

Current Status ©&&<® Stat Server SO QRO OOOY
& ExtendedCurrentStatus OO QORROOOODODOOOOOOOOOOOOR
SO

[ExtendedCurrentStatus]
Category=CurrentState
MainMask=*
Objects=Agent
Subject=DNAction

QOOOOODODOOOOY

[+] COOOOOOOOOD
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SOOOOOY Current_Status OOOOOOOOOOOO

Formula: Get Status Duration

[+] OOOOOOOOOOOY

QOOOOOOOOOOOOO

Formula: Get Reason Code

QCOOODOVOOOOOODOOOOODODOODOOOODOOD OOV QOO
QOOOOOOOOOOOY resulting Current_Status SO QOOOOOOOOOOY
QOO

Formula: Filter only Reason Code

i var res = G.GetReasonCodes(Data.Current Status.Value); i
i var x = res.split(';"); i
i+ Result = ""; i
i for (var i = 0; i < x.length; i++) { !
i var s = x[i]; i
i if (s.indexOf("Break") > -1 || !
! s.index0f ("0ffline") > -1 || '
' s.index0f("Training") > -1 { Result = s; break; } :

[+] QOO OOOOOOOOC
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QOOOOODOOOOOOOOO

Formula - Get agent state by media type

i Result = G.GetAgentNonVoiceStatus(Data.Current Status.Value,
v 'email');

OO

Agent Login With D.. 2 Agent Login

Agent Login With DNIS
Name % LoginTime %  Functional £ Timein 4 AN 4 DNIS £ Customer
Status Status Segment
—— 16:01:42 Inbound 00:12:10 5115
- b 00:45:35 Inbound 00:42:19 5125 LB -
- 00:00:00 Logged Out 24811041
— — 00:00:00 Logged Out 2481041
00:00:00 Logged Out 248404

QOOOOOOOOOOOOOANI & DNIS QOO OOOOODODODODOOOOD

[+] OOOOOOOOQ

QOOOOOOOOOOOOOOOOY CustomerSegment COOOOOOOOOD

Formula: Get Customer Segment
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OO

[+] &3 ANI

QCOOODOVOOOOOOOOOOY ANI®

Formula: Get ANI

i [Result = G.GetANI(Data.Current Status.Value); :

[+] ©&&&® DNIS

QOOOOOOOOOOOOOO O DNISO

Formula: Get DNIS

OOOOOOOOOOO

QOOODOOVOOOOODOOOOY

° OOV
¢ OOO®
° OOV
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QOO OO

OO0

OOV DOOVODODODODOOOOVODODODOOOOY

& Genesys Pulse &&00QO QOO Genesys Pulse ©&<& 8.5.102.02 00000

GetAgentNonVoiceStatus(state, media) —» {string}
ORORORORORORORORGRORORORORORORGRON

OO
(o2 (o2 &
state AgentCurrentState DODODODOOOOOOOOOY
(020202
media string QOOOD
QOO

QOO state and media OO OOOOOOOOOOOODOOOOOOOOOOO
OO ONuUlICO state © null SOOOOOOOOO media & null COOOOOS
OO

Type = string

GetAgentVoiceStatus(state) — {string}

QOVOOOOOOOOOOY
QO

N OO OO

state AgentCurrentState 222®®®®®®®®®®®®®®
QO

QOO state OOOONUIIOO O state SOOOOOOOOOD
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Type = string

GetANlI(state, switchlD) = {string}
DOOOOOOOOOOOOOOO® ANl &0

OO
(o2 O SO O
QOROOOOOOOOROROR
state AgentCurrentState 19999994
switchID string <optional> gg®®®@®®®®®®®
OO

ANI QDO OD QOO0 OOOOONUIIOO state & null SOOOOOOY

Type = string

GetBusinessResult(state)
SO"ODOD"OODOOD

OO
&® &® &®
state AgentCurrentState GOODPPPOOODOPOOODD
&OO
OO

QOOVOVOOOODO OO OVODOOOOOOOOOOONUIIOO S state & null OO
OOOOOOY

GetCustomerSegment(state)
&& "CustomerSegment" & &Q OO
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QOO OO

OO
&® & &®
state AgentCurrentState BOVOOOPOOOPOOOOOD
SO
OO

CustomerSegment QDR OODDOOORODOODOOROOROOONUIICOY state
& nuUll SOOOOOORROR

GetDNIS(state, switchID) = {string}
QOO OVOVOOOOOOOOO® DNIS &

OO
O O 02020 foges
QOROOOOOOOROROR
state AgentCurrentState )9999994
switchID string <optional> gg@@@@@@@@@@@
OO

DNIS 0000000200 0000000 ONUIIOOO state & null SOOOOOOO

Type = string

GetEmployeeld(state) = {string}
DPOVOOODOOODOOODOD ID®

OO

O & &

state AgentCurrentState QOO RODOOOOOOOOOR
OO

QOO IDOOOOODOOOOOOOOODOOOOOOOOOOOY Ul state ©
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null OV OO

Type = string

GetExtension(state) —» {string}
XX ORORTGRGROROROTOROTOROROROROROS

OO

O@ O@ @

state AgentCurrentState QOO RVOOOOOOOROOOR
OO

OOV OD OOV OODOOOOOOOOOY nullO <& state & null
QOOOOOOOOO

Type = string

GetlLoginld(state) = {string}
BOOODOODOOOOOOOOD ID®

OO

2o & &

state AgentCurrentState fetetutuiatatatetetetotoiuiudatotodolol
OO

QOO IDOOOOOOOOOODDOODOOOOOOOOOOOOY nullO O state &
null OO OOOOY

Type = string

GetPlace(state) = {string}
RO OR RO RORRGROROTRORORORORORS
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OO
&® & &®
state AgentCurrentState BOVOOOPOOOPOOOOOD
SO
OO

QOOOOOOODOOOOOOOOVOOOOOOOOOOOOOOO NullOO & state &
null SO O OOV

Type = string

GetPosition(state) — {string}
SOOODOOOOOOOOOS ACD &

OO

O O OO

state AgentCurrentState fetetotuiatatatateietotoiotodatotodoleol
OO

QOO ACD SOV OODOOVOOVODOOOOOOOOOOOOOY nullOO & state
O null QOOOOOOOO

Type = string

GetReasonCodes(state) — {string}

OOOOOODDOOOOOOOODDDOOOOOODDDDOOOOOOOOOOOY
LoggedIin®AfterCallWork®NotReadyForNextCall®WaitForNextCall&

OO®
& O® O
state AgentCurrentState 222®®®®®®®®®®®®®®
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OO

QY TOVOOOVOOODOOODOOOOOOOOOOOOOOOOONUIIOO L state & null
QCOOOOOOOOO

Type = string

GetServiceSubType(state)
& "ServiceSubType" & OO

OO
&0 &® &0
state AgentCurrentState GOOOVOOOOOOOOOODD
SO0
OO

ServiceSubType SOOOOOODOOSOOOOODOOOOOOOOOONUIICOO state ©
null OV OOOOY

GetServicelype(state)
& "ServiceType" QOO QS

OO
&® & &®
state AgentCurrentState GOPOOOVOOOPOOOOOD
SO
OO

ServiceType QOQODOODODODOOOOOOOOOOOOOONUIIOROY state & null
SOOOOOOOOD

Pulse Help 68



QOO OO

GetStatusDuration(state) - {Number}

QCOVOOOOOODOOOOY
OO
OO OO
oetoteRerotele] NReRoteRoteRcroRcretcRotetotetoteRoles
state SO
OO

QOO0 OY state COOONUIIOOO state & nullOO

Type = Number

GetSwitches(state, sep)

OOOOOOVOOOOOOO
OO
&® ®® &®
state AgentCurrentState GOVOOOVOODPOOOOOD
SO
sep string GOVOOOPOOOOG" "D
OO

QOOVOVOOOOOOOOROVOOOOOOOOOOY nullOO ¢ state & null SO
QCOOOO®

GetUserDataValue(state, key)
R RO RO ORGRORRORORROROGRORORGRN

OO
& & O&
state AgentCurrentState QODOOOROROOOOOOOOR
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OO
key string QOO
OO

QOO OOD OOV OOOOOOOOOoNUIIOO & state & null &
OOOOOOOY key & nullo®
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