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e Administrator

e Supervisor

Analyze activity in contact centers that use iWD Data Mart.

Related documentation:

RSS:

e For private edition

This page describes reports in the CX Insights for iWD project, which is separate from the regular
CX Insights project.

The CX Insights for iWD project Shared Reports folder contains just two folders: Custom and CX
Insights for iWD. The CX Insights for iWD folder contains reports you can use to learn more about
contact center interactions involving Genesys Info Mart and intelligent Workload Distribution (iwD).

Reports in the CX Insights for iWD folder are ready-to-use, but as always, can be modified to suit
your specific business needs.

Historical reporting reports only on the two highest levels of the Cloud iWD Category
structure, which correspond to Departments and Processes. These are added to
historical reporting when the first interaction arrives. Subsequent Category name
changes are not reported. Levels three and below do not appear in historical reports.

Genesys recommends that when you create or customize reports, observe the
following rules, to minimize problems:
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* In any report, employ metrics and attributes from a single subfolder. Do not mix data
from different subfolders.

e Select one or more Time attributes in every report.

Access

For more information about how to access historical reports, see Generate and use historical reports.

About IWD reports

Create

@) Recents
Shared Reports
My Reports
My Objects
History List
My Subscriptions

MicroStrategy Library

Email

Owner: Admiristrator
Hodi
3/2s/21 7:37:54 AM

This folder contains reports you can use t learn more abaut email interactions.

Capture Point Dashboard

Owner: Administrator

Modified:

32521 7:38:06 AN

Combined capture Point dashboard provides insights into the business value driven through capture points and the volume of
work that is being processed through the capture point.

Customer Segment Service Level Dashboard
Qwmer: Administrator
ed:

This dashboard provides insights nto the parcentage of tasksEhat ware complete during the interval. Showing the-volumes by
customer segment and business lowing you with 3 focus

ETL Audit Dashboard

= Administrator
@ 3/25/21 7:38:08 AN
WD ETL process can now be efficiently audited|analyzed using the ETL Audit dossier to instantly get an overview of jobs
execution statistics including duration, status, and cther information stored in ETL_AUDTT table

Intraday Process Report

Owner: Admiristrator

Podified:

3/25/21 7:38:20 AW

This raport provides a count of the compieted IWD tasks that wers overdue and the counts, percentages, and averages of
complated IWD tasks by business process and describes tacks backiogs, and to nderstand how often tacks bacome overdue.
This tab al

Resource Performance Report
Owner: Administrator
d:

32521 7:38:21 AM
‘This reprt summarizes 3 resource's handiing of tasks by process aver 2 spacifid bme interval. It providas the total numbar of
tasks that the resource accepted 25 well 35 the shortest, longest, and average amount of time that it took the resource t

Task Age Report
Boministator

3/25/21 7:38:21 A
T rort o des detaled inforation st the ol of ek tat are handied it the defind Service Levl v
and the volume of tasks tha breach the Service Level Agreement for departments and processes.

Task Work Detail Report
Owner: Administrator

8
This report ensbles business users to understand the employees who helped soive a task here the task imvohved more than
one emplayee, the names of the queues that distributed the tasks to the employees and more.

Capture Point Business Value Report
Owner: Administrator

Mod
325/21 7:38:21 AM

This report shaves the distribution of tasks by process and point of entry inta the WD system. Each record displays the business
value range into which the tasks fall a5 well as the average time it took ko complete the tasks. For each capture point.

caplure Point Task Duration Report

This report breaks down the overall average durstion expended ko complete tasks (from inception within the pre-source system
o termination within WD) into average task durations at defined milestones along a task's routed path for each capture poin

Gnslomer Segment Service Level Report

e report prawdes the count and percentage of tasks that were mmpkkzd during the reporting interval by customer segment
and business u ko you might have preset uith 2 focus on diffe

Inlm day Process Dashboard
+ hdministrator

/ 6 AM
Use this dashboard to essily review detailed information about agent activity in the contact center, including information abaut
handie time, interaction volume, and relative ranking compared to other agents.

Resource Performance Dashboard

3(25/21 7:38:06 AM
‘The resource performance dashboard provides insights into the duration and effort resources are spending in resalving work
items. Quickly identify which day of the month, department and process is consuming resources time.

Task Age Dashboard
Ouner: Administrator
Hod
3(25/21 7438108 Al

LUse this dashboard to sl review detaled information abovt agent actviy in the contact canter, including information about
handle bme, interaction volume, and relative ranking compared to other agents.

Task Detail Report
Administrator

3/25/21 7:38:23 AN
This report displays most of the record-level, raw detais that are recorded by the TASK_FACT tables and views to describe
each individual work item from the customer's perspactive. Lots of filters are built in to this report to faciltate troublesho

The following reports are available in the CX Insights for iWD folder:

e Capture Point Business Value Report

¢ Capture Point Dashboard

e Capture Point Task Duration Report
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¢ Customer Segment Service Level Dashboard
¢ Customer Segment Service Level Report
e ETL Audit Dashboard

¢ Inbound Intraday Email Process Report

e Intraday Process Dashboard

e Intraday Process Report

¢ Outbound Email Report

* Resource Performance Dashboard

e Resource Performance Report

e Task Age Dashboard

e Task Age Report

e Task Detail Report

¢ Task Work Detail Report

General comments about the IWD reports

The information in this section can help you understand the CX Insights for iWD reports.

Averages

Averages in the reports that report 0 (zero) values indicate either 0 duration or @ count. For example,
Average Hold Time is calculated as: AverageHoldTime = Activity(HoldTime)/Activity(Hold) =
0. An average hold time of 0 could signify either that interactions were placed on hold for 0 seconds,
or that no interactions were placed on hold at all during the reporting interval.

Comments on queues

The terms Queue, QueueType, and QueueTargetName appear in some reports but
you can ignore them for activity related to iWD in Genesys Multicloud CX. Other terms
that appear in reporting but that you can ignore are mentioned in the relevant report

topic.

Viewing the day's activities

The accuracy of the reports for viewing the current day’s activities depends on when transformation
and aggregation complete throughout a day and how soon you run the reports.
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Other reports

Genesys Info Mart Queue reports are not supported in Genesys CX Insights for iWD.

Related topics

Go back to the complete list of available reports.
e Learn how to generate historical reports.
e Learn how to read and understand reports.
e Learn how to create or customize reports.
To view more detailed information about the metrics and attributes used in the reports, and about

other metrics and attributes that you can use to customize reports, see the Genesys CX Insights
Multicloud Projects Reference Guide.
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