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Notice
While reasonable efforts have been made to ensure that the 
information in this document is complete and accurate at the time 
of printing, Avaya assumes no liability for any errors. Avaya reserves 
the right to make changes and corrections to the information in this 
document without the obligation to notify any person or organization 
of such changes.
Documentation disclaimer
“Documentation” means information published in varying media 
which may include product information, subscription or service 
descriptions, operating instructions and performance specifications 
that are generally made available to users of products. 
Documentation does not include marketing materials. Avaya shall 
not be responsible for any modifications, additions, or deletions 
to the original published version of Documentation unless such 
modifications, additions, or deletions were performed by or on the 
express behalf of Avaya. End user agrees to indemnify and hold 
harmless Avaya, Avaya's agents, servants and employees against 
all claims, lawsuits, demands and judgments arising out of, or in 
connection with, subsequent modifications, additions or deletions to 
this documentation, to the extent made by End user.
Link disclaimer
Avaya is not responsible for the contents or reliability of any linked 
websites referenced within this site or Documentation provided by 
Avaya. Avaya is not responsible for the accuracy of any information, 
statement or content provided on these sites and does not 
necessarily endorse the products, services, or information described 
or offered within them. Avaya does not guarantee that these links will 
work all the time and has no control over the availability of the linked 
pages.
Warranty
Avaya provides a limited warranty on Avaya hardware and software. 
Please refer to your agreement with Avaya to establish the terms of 
the limited warranty. In addition, Avaya’s standard warranty language 
as well as information regarding support for this product while under 
warranty is available to Avaya customers and other parties through 
the Avaya Support website: https://support.avaya.com/helpcenter/
getGenericDetails?detailId=C20091120112456651010 under the link 
“Warranty & Product Lifecycle” or such successor site as designated 
by Avaya. Please note that if the product(s) was purchased from an 
authorized Avaya channel partner outside of the United States and 
Canada, the warranty is provided by said Avaya Channel Partner and 
not by Avaya.
“Hosted Service” means an Avaya hosted service subscription that 
You acquire from either Avaya or an authorized Avaya Channel 
Partner (as applicable) and which is described further in Hosted SAS 
or other service description documentation regarding the applicable 
hosted service. If You purchase a Hosted Service subscription, 
the foregoing limited warranty may not apply but You may be 
entitled to support services in connection with the Hosted Service 
as described further in your service description documents for the 
applicable Hosted Service. Contact Avaya or Avaya Channel Partner 
(as applicable) for more information.
Hosted Service
THE FOLLOWING APPLIES ONLY IF YOU PURCHASE AN 
AVAYA HOSTED SERVICE SUBSCRIPTION FROM AVAYA OR 
AN AVAYA CHANNEL PARTNER (AS APPLICABLE), THE TERMS 
OF USE FOR HOSTED SERVICES ARE AVAILABLE ON THE 
AVAYA WEBSITE, HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO 
UNDER THE LINK “Avaya Terms of Use for Hosted Services” 
OR SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, AND 
ARE APPLICABLE TO ANYONE WHO ACCESSES OR USES THE 
HOSTED SERVICE. BY ACCESSING OR USING THE HOSTED 
SERVICE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON 
BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE 
DOING SO (HEREINAFTER REFERRED TO INTERCHANGEABLY 
AS “YOU” AND “END USER”), AGREE TO THE TERMS OF USE. 
IF YOU ARE ACCEPTING THE TERMS OF USE ON BEHALF A 
COMPANY OR OTHER LEGAL ENTITY, YOU REPRESENT THAT 
YOU HAVE THE AUTHORITY TO BIND SUCH ENTITY TO THESE 

TERMS OF USE. IF YOU DO NOT HAVE SUCH AUTHORITY, 
OR IF YOU DO NOT WISH TO ACCEPT THESE TERMS OF 
USE, YOU MUST NOT ACCESS OR USE THE HOSTED SERVICE 
OR AUTHORIZE ANYONE TO ACCESS OR USE THE HOSTED 
SERVICE.
Licenses
The Global Software License Terms (“Software License Terms”) 
are available on the following website https://www.avaya.com/en/
legal-license-terms/ or any successor site as designated by Avaya. 
These Software License Terms are applicable to anyone who 
installs, downloads, and/or uses Software and/or Documentation. By 
installing, downloading or using the Software, or authorizing others to 
do so, the end user agrees that the Software License Terms create 
a binding contract between them and Avaya. In case the end user is 
accepting these Software License Terms on behalf of a company or 
other legal entity, the end user represents that it has the authority to 
bind such entity to these Software License Terms.
Copyright
Except where expressly stated otherwise, no use should be made 
of materials on this site, the Documentation, Software, Hosted 
Service, or hardware provided by Avaya. All content on this site, the 
documentation, Hosted Service, and the product provided by Avaya 
including the selection, arrangement and design of the content is 
owned either by Avaya or its licensors and is protected by copyright 
and other intellectual property laws including the sui generis rights 
relating to the protection of databases. You may not modify, copy, 
reproduce, republish, upload, post, transmit or distribute in any way 
any content, in whole or in part, including any code and software 
unless expressly authorized by Avaya. Unauthorized reproduction, 
transmission, dissemination, storage, or use without the express 
written consent of Avaya can be a criminal, as well as a civil offense 
under the applicable law.
Virtualization
The following applies if the product is deployed on a virtual machine. 
Each product has its own ordering code and license types. Unless 
otherwise stated, each Instance of a product must be separately 
licensed and ordered. For example, if the end user customer or 
Avaya Channel Partner would like to install two Instances of the 
same type of products, then two products of that type must be 
ordered.
Third Party Components
The following applies only if the H.264 (AVC) codec is distributed 
with the product. THIS PRODUCT IS LICENSED UNDER THE AVC 
PATENT PORTFOLIO LICENSE FOR THE PERSONAL USE OF A 
CONSUMER OR OTHER USES IN WHICH IT DOES NOT RECEIVE 
REMUNERATION TO (i) ENCODE VIDEO IN COMPLIANCE WITH 
THE AVC STANDARD (“AVC VIDEO”) AND/OR (ii) DECODE AVC 
VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A 
PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO 
PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE 
IS GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE. 
ADDITIONAL INFORMATION MAY BE OBTAINED FROM MPEG LA, 
L.L.C. SEE HTTP://WWW.MPEGLA.COM.
Service Provider
WITH RESPECT TO CODECS, IF THE AVAYA CHANNEL 
PARTNER IS HOSTING ANY PRODUCTS THAT USE OR 
EMBED THE H.264 CODEC OR H.265 CODEC, THE AVAYA 
CHANNEL PARTNER ACKNOWLEDGES AND AGREES THE 
AVAYA CHANNEL PARTNER IS RESPONSIBLE FOR ANY AND 
ALL RELATED FEES AND/OR ROYALTIES. THE H.264 (AVC) 
CODEC IS LICENSED UNDER THE AVC PATENT PORTFOLIO 
LICENSE FOR THE PERSONAL USE OF A CONSUMER 
OR OTHER USES IN WHICH IT DOES NOT RECEIVE 
REMUNERATION TO: (i) ENCODE VIDEO IN COMPLIANCE WITH 
THE AVC STANDARD (“AVC VIDEO”) AND/OR (ii) DECODE AVC 
VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A 
PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO 
PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE 
IS GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE. 
ADDITIONAL INFORMATION FOR H.264 (AVC) AND H.265 (HEVC) 
CODECS MAY BE OBTAINED FROM MPEG LA, L.L.C. SEE HTTP://
WWW.MPEGLA.COM.
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Compliance with Laws
You acknowledge and agree that it is Your responsibility to comply 
with any applicable laws and regulations, including, but not limited 
to laws and regulations related to call recording, data privacy, 
intellectual property, trade secret, fraud, and music performance 
rights, in the country or territory where the Avaya product is used.
Preventing Toll Fraud
“Toll Fraud” is the unauthorized use of your telecommunications 
system by an unauthorized party (for example, a person who is not a 
corporate employee, agent, subcontractor, or is not working on your 
company's behalf). Be aware that there can be a risk of Toll Fraud 
associated with your system and that, if Toll Fraud occurs, it can 
result in substantial additional charges for your telecommunications 
services.
Avaya Toll Fraud intervention
If You suspect that You are being victimized by Toll Fraud and You 
need technical assistance or support, please contact your Avaya 
Sales Representative.
Security Vulnerabilities
Information about Avaya’s security support policies can be 
found in the Security Policies and Support section of https://
support.avaya.com/security.
Suspected Avaya product security vulnerabilities are handled 
per the Avaya Product Security Support Flow (https://
support.avaya.com/css/P8/documents/100161515).
Trademarks
The trademarks, logos and service marks (“Marks”) displayed in this 
site, the Documentation, Hosted Service(s), and product(s) provided 
by Avaya are the registered or unregistered Marks of Avaya, its 
affiliates, its licensors, its suppliers, or other third parties. Users 
are not permitted to use such Marks without prior written consent 
from Avaya or such third party which may own the Mark. Nothing 
contained in this site, the Documentation, Hosted Service(s) and 
product(s) should be construed as granting, by implication, estoppel, 
or otherwise, any license or right in and to the Marks without the 
express written permission of Avaya or the applicable third party.
Avaya is a registered trademark of Avaya LLC.
All non-Avaya trademarks are the property of their respective owners.
Linux® is the registered trademark of Linus Torvalds in the U.S. and 
other countries.
Downloading Documentation
For the most current versions of Documentation, see the Avaya 
Support website: https://support.avaya.com, or such successor site 
as designated by Avaya.
Contact Avaya Support
See the Avaya Support website: https://support.avaya.com for 
Product or Cloud Service notices and articles, or to report a 
problem with your Avaya Product or Cloud Service. For a list of 
support telephone numbers and contact addresses, go to the Avaya 
Support website: https://support.avaya.com (or such successor site 
as designated by Avaya), scroll to the bottom of the page, and select 
Contact Avaya Support.
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Chapter 1: Introduction

Purpose
This document illustrates how to use the features of Analytics for Avaya Experience Platform™

Public Cloud. It is primarily intended for contact center supervisors, administrators, and report 
designers.

Change history

Issue Date Summary of changes
51 February 28, 2025 Added note about withdrawal of X (Twitter) messaging integration 

support at:

• Contact Detail Summary on page 125

• Contact Detail Summary on page 172
50 January 22, 2025 Metadata updates for Doc Center.
49 September 11, 2024 Added information about reasons for seeing "unknown" in historical 

reports at Agent Configuration on page 105.
Added information on the display of multi-segment interactions in 
CDR records at:

• Contact Detail Summary on page 125

• Contact Detail Summary on page 172
48 July 26, 2024 Updated measure definitions under dossiers based on verification 

against the new data dictionary.
Added the link of the new data dictionary to topics under Historical 
reports summary.

47 June 28, 2024 Added information about the dynamic date filter for scheduled reports 
at Creating a dynamic date filter for scheduled reports on page 66.
Added information about new In-Focus measures at:

• Agent Performance By Channel on page 113

• Queue Performance By Channel on page 129
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Chapter 2: Overview

Application Center overview
Application Center is a management interface that provides a single administration experience 
across the solution. The core administration services of Avaya Experience Platform™ Public Cloud 
are available to configure in Application Center.

Figure 1: Application Center dashboard

You can use Application Center to manage your contact center. The Application Center dashboard 
has links to the Application Center Administration, Avaya Workspaces, Audit Trail, Orchestration, 
Automation, and Analytics for Avaya Experience Platform™ Public Cloud applications and 
interfaces, providing a consistent user experience across the solution. Application Center 
Administration provides a navigation menu to configure different aspects of the contact center.

Application Center has a persona-based login, and configuration is done at the system and 
account level. Avaya handles system level configuration. When you initially log in to configure your 
contact center, you log in as an account administrator. Account administrators manage entities 
that are specific to their account. Some initial default configuration exists in Application Center 
Administration after you first log in with the account administrator credentials Avaya provides. For 
example, the channels you purchased are enabled, and connectors are configured. Application 
Center Administration supports a range of other roles, such as supervisors and reporting users.
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Application Center is based on industry standards and conforms with Section 508 standards.

Related links
Getting Started with Administration Center
Application Center (Administration, Orchestration and Automation)
Launching Verint Workforce Engagement
Using Audit Trail
Administering Avaya Social Connections

Analytics for Avaya Experience Platform™ Public Cloud 
overview

Analytics for Avaya Experience Platform™ Public Cloud is a microservices-based reporting solution 
that collects contact center events, translates them into measures and stores them in the reporting 
database. With these measures, you can create a suite of historical reports for Avaya Experience 
Platform™ Public Cloud. The evolution of the Analytics for Avaya Experience Platform™ Public 
Cloud reporting platform provides the ability to view and analyze Avaya Experience Platform™

Public Cloud data through historical interaction dashboards and dossiers.

Analytics for Avaya Experience Platform™ Public Cloud also offers a suite of measures for real-
time dashboards to provide an immediate view of the key Contact Center KPIs to supervisors and 
Contact Center managers. You can view real-time reporting dashboards using Avaya Workspaces.

Using Analytics for Avaya Experience Platform™ Public Cloud, you can:

• Streamline contact center operations

• Reduce operational costs

• Provide enhanced services to customers

• Get insights from interactions to enhance customer experience and agent performance

• Analyze interaction types that Avaya Experience Platform™ Public Cloud supports

Avaya Workspaces Analytics for Avaya Experience Platform™ Public Cloud is available through 
the Application Center dashboard.

Related links
Historical reports on page 11
Analytics for Avaya Experience Platform Public Cloud concepts on page 13
User roles in Analytics for Avaya Experience Platform Public Cloud on page 14
Prompts on page 19
Subscription of reports on page 15
Metrics overview on page 18
Attributes overview on page 17
Filters overview on page 18

Overview
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Analytics for Avaya Experience Platform Public Cloud home page field descriptions on page 22
Analytics for Avaya Experience Platform™ Public Cloud

Historical reports
The historical dashboard reports display the historical data of the contact center resources, such 
as agent performance for a specified time interval. You can use these reports as references to 
evaluate the historical performance of contact center agents and supervisors. The data helps you 
understand the progress and performance over time and make informed decisions for the contact 
center.
Historical reports use interval-based measures to display a snapshot of the contact center. All 
historical summary and trend reports that return interval-based measures do not include data 
from the current 15-minute interval until data aggregation is run for the interval. By default, report 
caching settings are set to 15 minutes. Therefore, you might have to wait up to 30 minutes for the 
data of the current interval to display in the report.
You can also generate reports based on daily roll-up and monthly roll-up data. The daily reports do 
not include data for the current day because the data is calculated only the next day. The monthly 
reports do not include data for the current month because the data is calculated the next month.
The default data retention period for historical reports is 1 year. An asterisk (*) on an agent login 
ID indicates a deleted user.
Historical Reporting offers:

• A web-based reporting application that provides historical reporting through a simplified 
interface
With this interface, you can visualize the performance of the contact center over a specified 
reporting time. The interface provides enhanced user experience for report creation.

• Consolidation of historical contact center performance and customer data across the contact 
center

• Extensive library of tables, graphics, and ready-to-use displays
• Filtering options
• Options to export reports to Excel and PDF formats
• Ability to schedule reports to run at user-defined intervals
• Ability to schedule reports to run based on daily roll-up and monthly roll-up data
• Options for calculated measures
• Facility for time zone reporting to display data in the preferred time zone
• Multiple predefined reports
• Option to create custom reports or modify reports to meet your business requirements
• Option to create a report or dossier with data from external files, such as Excel, JSON, or 

CSV files saved in your machine.
You can use the Historical Insights view to visualize data from Historical Reporting.

Historical reports
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Related links
Analytics for Avaya Experience Platform Public Cloud concepts on page 13
User roles in Analytics for Avaya Experience Platform Public Cloud on page 14
Subscription of reports on page 15
Analytics for Avaya Experience Platform Public Cloud home page field descriptions on page 22
Getting Started with Historical Reporting for Supervisors

Interval reports
The historical reports based on interval data available in Analytics for Avaya Experience Platform™

Public Cloud are:
• Agent Login/Logout Report
• Agent Performance
• Agent Performance By Channel
• Agent Configuration

This report is not based on a specific time.
• Contact Detail
• Queue Performance
• Agent Not Ready By Reason Code
• Agent By Queue Performance
• Agent By Disposition Code
• Supervisor Monitoring Summary By Channel
• Emergency Calls
• Call Back Detail

Related links
Getting Started with Historical Reporting for Supervisors

Daily and monthly reports
The historical reports based on daily roll-ups available in Analytics for Avaya Experience 
Platform™ Public Cloud are:

• Agent Performance By Channel Daily
• Agent Performance Daily
• Queue Performance Daily
• Agent Not Ready By Reason Code Daily
• Agent By Queue Performance Daily
• Agent By Disposition Code Daily
• Supervisor Monitoring Summary By Channel Daily

Overview

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 12
Comments on this document? 

13

https://documentation.avaya.com/bundle/Supervisor_videos/page/Getting_Started_with_Historical_Reporting_for_Supervisors.html
https://documentation.avaya.com/bundle/Supervisor_videos/page/Getting_Started_with_Historical_Reporting_for_Supervisors.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59


The historical reports based on monthly roll-ups available in Analytics for Avaya Experience 
Platform™ Public Cloud are:

• Agent Performance By Channel Monthly
• Agent Performance Monthly
• Queue Performance Monthly
• Agent Not Ready By Reason Code Monthly
• Agent By Queue Performance Monthly
• Agent By Disposition Code Monthly
• Supervisor Monitoring Summary By Channel Monthly

Related links
Getting Started with Historical Reporting for Supervisors

Realtime Reporting
Realtime Reporting provides real-time reporting capabilities for reporting supervisors and reporting 
administrators to monitor up-to-date contact center statistics. You can view call activity changes in 
real time. In Realtime Reporting, you can view and manage dashboards and views with real-time 
reporting agent data.

Dashboards display real-time reporting measures with agent and queue details. You can use 
dashboards to quickly access your contact center statistics. When configuring a dashboard, you 
can select a view. Views determine the type and number of measures and the visualization type 
for the dashboard data.

For more information about Realtime Reporting, see Using Avaya Workspaces for Avaya 
Experience Platform™ Public Cloud.

Analytics for Avaya Experience Platform™ Public Cloud 
concepts

The following table lists Analytics for Avaya Experience Platform™ Public Cloud concepts for 
historical reporting:

Concept Description
Attribute A dimension with properties, such as Agent Name.

Table continues…

Realtime Reporting
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Concept Description
Dossier A dossier is an interactive display to show and explore business 

data. Users with permissions can create a dossier and add visual 
representations of the data to the dossier to:

• Make the data easier to interpret

• Manipulate on the data to customize which information to display

• Organize data into multiple chapters and pages to provide a logical flow 
to the dossier

Dossiers provide personalized views of corporate information. You can 
create your personalized views if you have the required permissions. 
Users with administrative privileges can create shared dossiers for groups 
of users with common responsibilities or job functions.

Filter The default conditions based on which Analytics for Avaya Experience 
Platform™ Public Cloud displays the results.

Metric A measure that provides calculation performed on the data. It specifies a 
numeric value.

Prompt A type of filter where you provide inputs based on which Analytics for 
Avaya Experience Platform™ Public Cloud displays the results.

Report A request for a specific set of formatted data from your data source.

A report consists of the following two parts:

• A report template, which is the underlying structure of the report.

• The report-related objects that are placed on the template. For 
example, attributes, metrics, filters, and prompts.

Related links
User roles in Analytics for Avaya Experience Platform Public Cloud on page 14
Prompts on page 19
Subscription of reports on page 15
Historical reports on page 11
Analytics for Avaya Experience Platform Public Cloud overview on page 10
Analytics for Avaya Experience Platform Public Cloud home page field descriptions on page 22

User roles in Analytics for Avaya Experience Platform™

Public Cloud
The following table outlines the Analytics for Avaya Experience Platform™ Public Cloud defined 
user privileges for historical reporting:

Persona Consumer Basic users Advanced users

Table continues…

Overview

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 14
Comments on this document? 

15

https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59


You can • Run dossiers and 
reports.

• Perform basic 
operations, such as 
sort, pivot, drill, and 
export.

• All the capabilities 
provided to the 
consumer.

• Create new dossiers 
and reports.

• Modify or customize 
the canned reports.

• Access and import 
data from your local 
machine for file 
formats, such as excel 
file, CSV files, and 
JSON files.

• All the capabilities 
provided to the basic 
users.

• Interact with rest APIs 
to push external data, 
extract data subsets, 
and create datasets.

• Connect and access 
data from a range of 
third-party databases.

You cannot • Save or design new 
dossiers or reports.

• Create objects like 
prompts, filters, and 
metrics.

• Create objects like 
prompts and filters.

• Create schema 
objects, such as 
attributes and facts.

• Leverage rest APIs. 
For example, access 
data pushed through 
the API.

• Create schema 
objects, such as 
attributes, facts, and 
hierarchies.

Related links
Analytics for Avaya Experience Platform Public Cloud concepts on page 13
Subscription of reports on page 15
Prompts on page 19
Historical reports on page 11
Analytics for Avaya Experience Platform Public Cloud overview on page 10
Analytics for Avaya Experience Platform Public Cloud home page field descriptions on page 22
Real-time reporting overview

Subscription of reports
Analytics for Avaya Experience Platform™ Public Cloud provides an option to subscribe to a 
historical report to receive updated copies of the report.
The types of subscriptions for a report are:

Subscription of reports
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Subscription Type Description
History List Contains the reports saved for future reference.

Using the History List, you can create shortcuts to previously generated 
reports and view the scheduled reports. History List subscriptions create 
a History List message for the specified report. You can then retrieve the 
report from the History List message in your History List folder.

The History List folder contains messages for all the projects on which 
you work. The account administrator controls the number of messages in 
this folder by setting Maximum number of messages per user.

For example, if you set this number at 40, and you have 10 messages 
for Project A and 15 for Project B, you can have no more than 15 for 
Project C. When the maximum number is reached, the oldest message in 
the current project is automatically deleted.

Email Delivers the subscribed reports to one or more email addresses as 
specified.

Related links
Subscribing to a report on page 69

Thresholds classes for measures in real-time reporting
Avaya Experience Platform™ Public Cloud enables you to use thresholds in real-time reports to 
identify the lower and upper end of the normal range for a measure. Using thresholds, you can 
get immediate information about any data based on a predefined criterion. You can also add 
thresholds to specify levels in between the lower and upper ends or assign different colors for 
measures below, within, or above the normal range to highlight data.

Avaya Experience Platform™ Public Cloud offers the following options for setting thresholds:

• Visual: To create a simple threshold on metric values.

• Advanced: To create a threshold based on an attribute or metric qualification.

You can add a threshold to each measure in a real-time report.

For historical reports, you can also assign thresholds to more accurately manage your Service 
Level Agreements.

Related links
Setting thresholds in a report on page 70
Setting thresholds in a dossier using the quick threshold editor on page 97

Overview
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Thresholds for Service Level Agreements (SLAs)
A threshold is a level of service. Below this level, you consider that customers to your contact 
center do not receive a satisfactory response. Above this level, you consider that your customers 
have a positive experience. For example, you can set a threshold time for your agents to respond 
to interactions. If you set this time at 20 seconds and your agents successfully respond to all 
interactions within this time limit, you might consider this a satisfactory performance. However, if 
your agents fail to respond to interactions within this time, you might consider adding more agents 
to your contact center or attempting to divert callers to digital methods of contact.

A service-level agreement (SLA) is an industry term that defines a level of service you expect, 
laying out the metrics by which the service is measured and remedies or penalties should agreed-
on service levels not be achieved. It is a critical component of any technology contract. Using the 
threshold feature within Avaya Experience Platform™ Public Cloud, you can implement your SLA 
at an operational level.

You define thresholds at channel level for a queue to configure different values for each contact 
method. Email, phone calls, messaging, and chat all have different response time expectations. 
You can assign the same set of thresholds to multiple queues. For example, you can assign the 
same response times to the French Sales and English Sales queues.

You cannot assign multiple sets of thresholds to a single queue. For example, you cannot assign a 
20 and 30 second response time for calls to the French Sales queue.

You can create, view, and edit thresholds, but you cannot delete them.

Sometimes customers abandon interactions just as Avaya Experience Platform™ Public Cloud 
routes them to an agent. The agent sees the interaction arriving but does not get a chance to 
accept it before the customer ends the interaction. In this scenario, it might be unfair to consider 
this interaction when calculating performance. For this reason, Avaya Experience Platform™ Public 
Cloud enables you to include or exclude it.

For real-time reports, you can also assign thresholds to each measure. This functionality is called 
Thresholds Classes.

Attributes overview
Attributes are dimensions in a contact center that you can identify from a unique ID column in a 
report.

In Analytics for Avaya Experience Platform™ Public Cloud, you can use attributes to define the 
level of detail for a historical report. In the report, an attribute displays as a column header and the 
related data appears in the specified column. For example, if an attribute in the header is Agent 
Name, then the column under this header displays the names of the agents for whom you are 
generating the report.

Thresholds for Service Level Agreements (SLAs)
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Related links
Creating an attribute qualification prompt on page 34
Creating an attribute element list on page 33

Metrics overview
Only an advanced user can create custom metrics to analyze data. These metrics are available to 
anyone if the advanced user saves them in a common access folder.

In Avaya Experience Platform™ Public Cloud, metrics are the calculations performed on any data 
in the contact center database. You can view the results of these calculations as numeric values 
in your historical reports. You can define metrics as formulas or analytical calculations that can 
display a wide range of information, such as login and logout events for each agent, and the 
number of completed, abandoned, or unanswered interactions.

You can create calculated measures, which you can use to make compound calculations based on 
standard Analytics for Avaya Experience Platform™ Public Cloud measures.

Related links
Creating a metric qualification prompt on page 32
Building a metric formula on page 58

Filters overview
In Avaya Experience Platform™ Public Cloud, you can apply filters based on which the historical 
reports display the results. You must use filters to include or exclude certain data from a report. 
Reports without filters sometimes risk displaying too much or unnecessary data. You can use 
filters before and after running a report. You can create filters based on attributes and measures.

You can also use filters to compare data, for example, you can choose to generate reports that 
display information about completed interactions between two different time durations or dates.

In dossiers, you can use filters on all the pages in the existing chapters. For example, if you 
select filters in the Interval chapter of a dossier, all the pages available in the Interval chapter get 
impacted.

Note:

Only an advanced user can create filters.

Related links
Creating a filter for attributes and metrics on page 37

Overview
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Prompts
In Analytics for Avaya Experience Platform™ Public Cloud, you can create prompts to apply the 
following attributes to a historical report or dossier:

• Filtering conditions

• A custom group

• A metric

You can enter specific values in prompts so you can view data based on the specified values 
when you run a report or dossier. Additionally, you can use search objects in prompts. A search 
object searches and displays specific objects when you access a report or dossier.

In Analytics for Avaya Experience Platform™ Public Cloud, the different prompts are as follows:

• Hierarchy qualification prompt: Create a customized report filter using attributes and attribute 
elements from a specific hierarchy, the hierarchies in a project, or specific hierarchies 
returned by a search object.

• Attribute qualification prompt: Qualify on the ID, description, and other forms of an attribute.

• Attribute element list: Choose from a list of elements. You can use this prompt to create a 
filter that displays a specific list of attribute elements based on the condition defined in the 
filter.

• Metric qualification prompt: Determine how the report data is filtered based on one or more 
specific metrics.

• Object prompt: Select one or more objects, such as attributes, metrics, or filters, to include in 
a report.

• Value prompt: Select a single value, such as a date or a specific text string, and filter report 
data based on your selection.

Tip:

To make the best use of prompts, use clear descriptions so that users have clarity on the 
questions that they answer.

Related links
Creating a metric qualification prompt on page 32
Creating hierarchy qualification prompt on page 35
Creating an object prompt on page 31
Creating a value prompt on page 30
Creating an attribute qualification prompt on page 34
Creating an attribute element list on page 33

Prompts
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Interactive dossiers
Several dossiers offer an interactive experience, such as the Queue Performance, Agent by 
Queue Performance, Agent by Disposition Code, and Emergency Calls dossiers. When you run 
a dossier, you can click sections to display data of interest. The exact selections vary across 
the suite of dossiers. For example, if a dossier displays an aggregate total for all channels, you 
can display data only for voice, email, messaging, or chat. In addition, for tables, you can add 
or remove columns to view them. Dossiers contain additional filters where you can select from a 
series of filters, such as date range, agents, and disposition codes. All updates are immediately 
applied.

Figure 2: Example of interactive dossier

Overview
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Chapter 3: Getting started

Logging in to Analytics for Avaya Experience Platform™

Public Cloud
About this task
You can log in to the Analytics for Avaya Experience Platform™ Public Cloud interface for historical 
reporting. Always use a supported browser and the HTTPS protocol for a secure connection. For a 
list of supported browsers, see the Avaya Experience Platform™ Public Cloud Solution Description 
document.
To log in to real-time reporting, see the Logging in to the supervisor reporting dashboard section in 
the Using Avaya Workspaces for Avaya Experience Platform™ Public Cloud document.

Before you begin
Create a historical reporting user with one of the following privileges in Application Center 
Administration:

• Historical Reporting_Basic
• Historical Reporting_Consumer
• Historical Reporting_Advanced

You can also add and delete a user from Application Center Administration.

Procedure
1. In the address bar of the browser, enter the URL provided by the account administrator.

2. In the Username field, enter your username.

3. Click Next.
4. In the Password field, enter your password.

5. Click Sign In.

6. On the Application Center dashboard page, choose one of the following:

• To view and analyze contact center data through historical interaction reports, 
dashboards, and dossiers, click Historical Reporting.

• To view insights of contact center historical interaction data using reports and 
dashboards, click Historical Insights.

Related links
Application Center overview on page 9

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 21
Comments on this document? 

22

https://documentation.avaya.com/bundle/UsingWorkspacesExperiencePlatform10/page/Logging_in_to_the_Realtime_Reporting_dashboard.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59


Getting Started with Historical Reporting for Supervisors

Analytics for Avaya Experience Platform™ Public Cloud 
home page field descriptions

The following table lists the fields and buttons available on the Analytics for Avaya Experience 
Platform™ Public Cloud home page:

Name Description
Shared Reports A public folder containing canned reports and dossiers. The content of 

this folder is available to all users irrespective of user roles.
My Reports A personalized folder containing the reports that you create.
History List A folder containing previously run and scheduled reports.
My Subscriptions A folder where you can view and manage your report subscriptions.
Create Dossier The button to create a dossier.
Add External Data The button to import data from an external source.
Create Report The button to create a grid or graph report from scratch or a template.
Create Filter The button to create a filter to limit the data returned by a query.
Create Prompt The button to create a filter to define the content of a report.
Create Metric The button to create a metric to analyze data.
Create Custom Group The button to create a custom group to segment data.

Important:
The fields and buttons are available to users based on their roles.

Related links
User roles in Analytics for Avaya Experience Platform Public Cloud on page 14
Getting Started with Historical Reporting for Supervisors

Shared Reports page field descriptions
The following table lists the folder available on the Shared Reports page:

Name Description
Standard Historical Reports The folder that contains canned historical reports and dossiers.
Custom Reports The folder for the custom reports and dossiers that you create and save 

by using the canned historical reports data.

The folder name varies for each tenant.

Getting started
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Standard Historical Reports page field descriptions
The following table lists the folders available on the Standard Historical Reports page:

Name Description
Dossier Contains all canned dossiers based on a scheduled interval, daily, and 

monthly data that you can use to:

• Customize the respective dossiers

• Create new dossiers

Use dossiers to generate custom reports with visuals, such as graphs and 
images. This information is based on KPIs that are calculated for various 
dimensions, such as time zone, agent login ID.

Reports Contains all canned reports based on a scheduled interval, daily, and 
monthly data that you can use to:

• Customize respective reports

• Create new reports and dossiers

Use Reports to generate custom reports in a grid format.

Reports page field descriptions
The following table lists the reports available on the Reports page:

Name Description
Daily Contains canned reports based on daily roll-up data.
Interval Contains canned reports based on a scheduled interval data.
Monthly Contains canned reports based on monthly roll-up data.

Interval page field descriptions
The following table lists the reports and dossiers based on a selected interval available on the 
Interval page:

Name Description
Agent Configuration Displays the properties configured for an agent, such as agent login ID. 

This report is not based on a specific time.
Agent Login/Logout Displays each agent login and logout information for every session and 

the login duration for each session.

Table continues…

Standard Historical Reports page field descriptions
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Name Description
Agent Performance Displays the overall performance and productivity of an agent for the 

selected duration.
Agent Performance By 
Channel

Displays the performance and productivity of an agent by channel for the 
selected duration.

Agent Top 5 Performance Displays a performance summary of the top five agents for the selected 
duration.

The Agent Top 5 Performance report is a subset of Agent Performance.
Contact Detail Displays the end-to-end details of a customer interaction.
Queue Performance Displays the performance in a queue for the selected interval.
Agent Not Ready By Reason 
Code

Displays the agent's reason code for changing the state to not ready for a 
selected interval.

Agent by Queue 
Performance

Displays the interactions that an agent handles for each queue during the 
current interval.

Agent by Disposition Code Displays the reason that an agent associates with any interaction during 
the current interval.

Supervisor Monitoring 
Summary By Channel

Displays the observe, coach, and barge activities for a supervisor.

Emergency Calls Displays the interaction details of all emergency calls made for a selected 
reporting period.

Call Back Detail Displays historical details of all interactions and associated callbacks.

Daily page field descriptions
The following table lists the reports and dossiers based on daily roll-up data available on the Daily 
page:

Name Description
Agent Performance By 
Channel Daily

Displays the performance and productivity of an agent by channel for the 
selected duration.

Agent Performance Daily Displays the overall performance and productivity of an agent for the 
selected duration.

Agent Top 5 Performance 
Daily

Displays a performance summary of the top five agents for the selected 
duration.

The Agent Top 5 Performance Daily report is a subset of Agent 
Performance Daily.

Queue Performance Daily Displays the performance in a queue for the selected duration.
Agent Not Ready By Reason 
Code Daily

Displays the agent's reason code for changing the state to not ready for a 
selected duration.

Table continues…

Getting started
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Name Description
Agent by Queue 
Performance Daily

Displays the interactions that an agent handles for each queue during the 
selected duration.

Agent by Disposition Code 
Daily

Displays the reason that an agent associates with any interaction during 
the selected duration.

Supervisor Monitoring 
Summary By Channel Daily

Displays the observe, coach, and barge activities for a supervisor.

Monthly page field descriptions
The following table lists the reports and dossiers based on monthly roll-up data available on the 
Monthly page:

Name Description
Agent Performance By 
Channel Monthly

Displays the performance and productivity of an agent by channel for the 
selected duration.

Agent Performance Monthly Displays the overall performance and productivity of an agent for the 
selected duration.

Agent Top 5 Performance 
Monthly

Displays a performance summary of the top five agents for the selected 
duration.

The Agent Top 5 Performance Monthly report is a subset of Agent 
Performance Monthly.

Agent Not Ready By Reason 
Code Monthly

Displays the agent's reason code for changing the state to not ready for a 
selected duration.

Agent by Queue 
Performance Monthly

Displays the interactions that an agent handles for each queue during the 
selected duration.

Queue Performance 
Monthly

Displays the performance in a queue for the selected duration.

Agent by Disposition Code 
Monthly

Displays the reason that an agent associates with any interaction during 
the selected duration.

Supervisor Monitoring 
Summary By Channel 
Monthly

Displays the observe, coach, and barge activities for a supervisor.

Dossier page field descriptions
The following table lists the available canned dossiers:

Monthly page field descriptions
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Name Description
Agent by Disposition Code Displays the reason that an agent associates with any interaction for the 

selected duration.
Agent Performance Displays the overall performance and productivity of an agent for the 

selected duration.
Agent Performance By 
Channel

Displays the performance and productivity of an agent by channel for the 
selected duration.

Agent by Queue 
Performance

Displays the interactions that an agent handles for each queue during the 
selected duration.

Queue Performance Displays the performance in a queue for the selected duration.
Agent Not Ready By Reason 
Code

Displays the agent's reason code for changing the state to not ready for a 
selected duration.

Agent Login/Logout Report Displays each agent's login, logout information and the agent's login 
duration for each session.

Contact Detail Summary Displays the end-to-end details of all customer interactions across various 
parameters.

Agent Configuration Displays agent information and agent properties.
Supervisor Monitoring 
Summary By Channel

Displays the observe, coach, and barge activities for a supervisor.

Emergency Calls Displays the interaction details of all emergency calls made for a selected 
reporting period.

Configuring the default landing page
About this task
By default, after logging in to Analytics for Avaya Experience Platform™ Public Cloud, a common 
landing page is displayed as configured by the account administrator.
You can set the landing page of your choice for your user account. For example, if your default 
landing page is configured by the account administrator to show the My Reports page, you can 
change it to view My Subscriptions or History List.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. In the navigation pane, click Preferences.

Analytics for Avaya Experience Platform™ Public Cloud displays the User Preference page 
with the General tab as the default.

4. In the Default start page field, select an option from the drop-down list to set it as landing 
page for your account.

Getting started
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The available options vary depending on the administrator’s configuration.

5. Select Apply to Current project <Name of project> from the drop-down list.

6. Click Apply.

7. Log out and log in again to view the landing page you configured.

Related links
Configuring the default time zone on page 28
Configuring the number of columns and rows in a grid on page 28
Configuring the default language on page 27

Configuring the default language
About this task
You can configure the default language for your user account in Analytics for Avaya Experience 
Platform™ Public Cloud.
Avaya localizes all default standard, calculated, and customized columns. If you add any 
additional customization to the default configuration, this output is not localized.
For more information about supported languages, see Avaya Experience Platform™ Public Cloud 
Solution Description.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. In the navigation pane, click Preferences.

Analytics for Avaya Experience Platform™ Public Cloud displays the User Preference page 
with the General tab as the default.

4. In the Language field, select your preferred language.

5. (Optional) For advanced options, click Show advanced options and select the inputs.

6. Select Apply to Current project <Name of project> from the drop-down list.

7. Click Apply.

8. Log out and log in again to verify the configured language.

Related links
Configuring the default time zone on page 28
Configuring the number of columns and rows in a grid on page 28
Configuring the default landing page on page 26
Supported languages

Configuring the default language
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Configuring the default time zone
About this task
You can configure the default time zone for your user account.

Note:
This time zone is for the historical report interface and not for the reports data.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. In the navigation pane, click Preferences.

Analytics for Avaya Experience Platform™ Public Cloud displays the User Preference page.

4. In the Time Zone field, select your time zone.

5. Select Apply to Current project <Name of project> from the drop-down list.

6. Click Apply.

7. Log out and log in again to verify the configured time zone.

Related links
Configuring the number of columns and rows in a grid on page 28
Configuring the default landing page on page 26
Configuring the default language on page 27

Configuring the number of columns and rows in a grid
About this task
You can limit the number of rows or columns that are displayed in your report at one time. You can 
use the incremental fetch icons to view the additional data. The default value for both for rows is 
50 and the default value for columns is 10.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. In the navigation pane, click Preferences.

Analytics for Avaya Experience Platform™ Public Cloud displays the User Preference page.

4. In the navigation pane, click Grid display.

Analytics for Avaya Experience Platform™ Public Cloud displays the Grid display content 
pane.

Getting started
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5. In the Maximum columns in grid field, change the value based on your requirement.

The maximum value that you can configure in this field is 200.

6. In the Maximum rows in grid field, change the value based on your requirement.

The maximum value that you can configure in this field is 200.

7. Clear the Automatic page-by check box.

8. Click Apply.

9. Log out and log in again to verify the configured number of columns and rows.

10. (Optional) To reset the default options, click Load Default Values.

Related links
Configuring the default time zone on page 28
Configuring the default landing page on page 26
Configuring the default language on page 27

Changing the display of report and dossier files
About this task
Analytics for Avaya Experience Platform™ Public Cloud displays the historical report files and 
dossiers in different views, depending on user preference. These preferences can include details 
such as the owner, the modified date, and a short description of the report. The icon view is the 
default. You can see more files on the same page without scrolling with the list view.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Navigate to any of the reports.

For example: On the Home page, click Shared Reports.

Analytics for Avaya Experience Platform™ Public Cloud displays the menu with the view 
options at the bottom of the page.

3. To display the files in icon view, click the  icon.

4. To display the files in list view, click the  icon.

Changing the display of report and dossier files
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Chapter 4: Managing prompts

Analytics for Avaya Experience Platform™ Public Cloud 
browser navigation

Analytics for Avaya Experience Platform™ Public Cloud does not support the use of the browser 
Back button. To access a previous page, use the buttons from within the Analytics for Avaya 
Experience Platform™ Public Cloud application.

Creating a value prompt
About this task
When you create a value prompt, users can enter text, date, number, or other value types.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. Click Create  > New Prompt > Value Prompt.
4. On the Definition tab, select one of the following:

• Date and Time prompt
• Numeric Prompt
• Text prompt
• Big Decimal prompt

5. On the General tab, do the following:

a. In the Title field, type the title.

b. In the Instructions field, type the instructions for the prompt.

c. If user input is mandatory, select the Prompt answer required check box.

d. To define the minimum number of answers:

• Select the Minimum value check box and type the minimum number for Date & 
Time, Numeric, or Big Decimal prompt types.
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• Select the Minimum number of characters check box and type the minimum 
number for a Text prompt type.

e. To define the maximum number of answers:

• Select the Maximum value check box and type the maximum number for Date & 
Time, Numeric, or Big Decimal prompt types.

• Select the Maximum number of characters check box and type the maximum 
number for a Text prompt type.

6. On the Style tab, select the required style specifications.

7. Click the Save icon.

8. In the Name field, type a name for the prompt.

9. In the Description field, type the description for the prompt.

10. Navigate to the appropriate location and click OK.

Creating an object prompt
About this task
You can use object prompts to include one or more objects in a report. In Analytics for Avaya 
Experience Platform™ Public Cloud, objects refer to attributes, metrics, or filters. You can also 
choose from a selection of filters and apply a filter that you require for detailed analysis. For 
example, you can create an object prompt that displays the day, month, and year attributes to 
specify the granularity of the report.

Important:
• Use object prompts to add more data to a report.
• Use attribute qualification prompts to select prompt answers from a list of attribute 

elements from a single attribute.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. Click Create  > New Prompt > Object Prompt.
4. On the Definition tab, in the List of objects to display section, select one of the following:

• Use a predefined list of objects: To add the required objects to a predefined list, click 
Add, move the required objects from the available list to the selected list, and click OK.

• Use the result of a search object: To use the search object results to choose the 
objects, click Select Search.

Creating an object prompt
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5. On the General tab, do the following:

a. In the Title field, type the title.

b. In the Instructions field, type the instructions for the object prompt.

c. If the user input is mandatory, select the Prompt answer required check box.

d. To define the minimum number of qualifications, select the Minimum number of 
answers check box and type the minimum number.

e. To define the maximum number of qualifications, select the Maximum number of 
answers check box and type the maximum number.

6. On the Style tab, select the required style specifications.

7. Click the Save icon.

8. In the Name field, type a name for the prompt.

9. In the Description field, type the description for the prompt.

10. Navigate to the appropriate location, and click OK.

Creating a metric qualification prompt
About this task
You can use a metric qualification prompt to determine how Analytics for Avaya Experience 
Platform™ Public Cloud filters report data based on the metrics you add to the prompt.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. Click Create  > New Prompt > Metric Qualification Prompt.
4. On the Definition tab, in Choose a metric or a metric search object, select one of the 

following:

• Choose a metric: To choose a metric from the list, click Select Metric, choose a metric 
from the available list, and click OK.

• Use a predefined list of metrics: To add the required metrics to a predefined list, click 
Add, move the required metrics from the available list to the selected list, and click OK.

• Use the result of a search object: To use the search object results to choose the 
metrics, click Select Search.

.

5. On the General tab, do the following:

a. In the Title field, type the title.
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b. In the Instructions field, type the instructions for the metrics qualification.

c. If the user input is mandatory, select the Prompt answer required check box.

d. To define the minimum number of qualifications, select the Minimum number of 
qualifications check box and type the minimum number.

e. To define the maximum number of qualifications, select the Maximum number of 
qualifications check box and type the maximum number.

6. On the Style tab, select the required style specifications.

7. On the Qualification tab, select the required expressions and conditions.

8. Click the Save icon.

9. In the Name field, type a name for the prompt.

10. In the Description field, type the description for the prompt.

11. Navigate to the appropriate location, and click OK.

Creating an attribute element list
About this task
You can choose from a list of elements with the attribute element list prompt. This prompt is the 
most restrictive of the filter definition prompts because you have a limited number of attribute 
elements to select answers. For example, you can define a prompt to choose the list of elements 
in a month.

Important:
• Use the attribute qualification prompt to select prompt answers from a list of attribute 

elements from a single attribute.
• Use the attribute element list to select prompt answers from a limited list of specific 

attribute elements.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. Click Create  > New Prompt > Attribute Element List.
4. On the Definition tab, do the following:

a. Specify the attribute: To specify an attribute, click Select Attribute, choose an 
attribute from the list, and click OK.

b. In the Define Elements section, choose one of the following:

• List all elements (no restriction): To choose all elements.

Creating an attribute element list
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• Use a predefined list of elements: To add the required attributes elements to a 
predefined list, click Add, move the required elements from the available list to the 
selected list, and click OK.

• Use a filter to reduce the number of elements: To use the filter to restrict the 
number of elements, click Select Filter.

5. On the General tab, do the following:

a. In the Title field, type the title.

b. In the Instructions field, type the instructions for the elements.

c. If the user input is mandatory, select the Prompt answer required check box.

d. To define the minimum number of qualifications, select the Minimum number of 
answers check box and type the minimum number.

e. To define the maximum number of qualifications, select the Maximum number of 
answers check box and type the maximum number.

6. On the Style tab, select the required style specifications.

7. Click the Save icon.

8. In the Name field, type a name for the prompt.

9. In the Description field, type the description for the prompt.

10. Navigate to the appropriate location, and click OK.

Creating an attribute qualification prompt
About this task
You can use the attribute qualification prompt to set a prompt on a specific attribute form. For 
example, if your report contains the attribute Channel, you can create an attribute qualification 
prompt to choose attribute elements from the Channel attribute, such as message and chat.

Note:
This prompt is more restrictive than the hierarchy qualification prompt because the user has 
fewer attribute elements to select answers.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. Click Create  > New Prompt > Attribute Qualification Prompt.
4. On the Definition tab, select one of the following:

• Choose an attribute: To choose an attribute from the list, click Select Attribute, 
choose the attribute, and click OK.
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• Use a predefined list of attributes: To add the required attributes to a predefined list, 
click Add, move the required attributes from the available list to the selected list, and 
click OK.

• Use the result of a search object: To use the search object results to choose the 
attributes, click Select Search.

5. On the General tab, do the following:

a. In the Title field, type the title.

b. In the Instructions field, type the instructions for the attribute qualification.

c. If the user input is mandatory, select the Prompt answer required check box.

d. To define the minimum number of qualifications, select the Minimum number of 
qualifications check box and type the minimum number.

e. To define the maximum number of qualifications, select the Maximum number of 
qualifications check box and type the maximum number.

6. On the Style tab, select the required style specifications.

7. On the Qualification tab, select the required expressions and conditions.

8. Click the Save icon.

9. In the Name field, type a name for the prompt.

10. In the Description field, type the description for the prompt.

11. Navigate to the appropriate location, and click OK.

Creating hierarchy qualification prompt
About this task
With the hierarchy qualification prompt, you can create a customized report filter using attributes 
and attribute elements from:

• A specific hierarchy
For example, you can select agents with a specific skill from an agent group hierarchy.

• All hierarchies in the project
For example, you can select agents with different skills from an agent group hierarchy.

• Specific hierarchies returned by a search object

Note:
While running a report or dossier, hierarchical or cascaded prompts remain available in the 
Available list even after you move them to the Selected list.

Creating hierarchy qualification prompt
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Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. Click Create  > New Prompt > Hierarchy Qualification Prompt.
4. On the Definition tab, in the Reduce the number of hierarchies available at run time area, 

select one of the following:

• All hierarchies: To choose all hierarchies.

• Choose a hierarchy: To choose a hierarchy from the list, click Select Hierarchy, 
choose a hierarchy from the available list, and click OK.

• Use a predefined list of hierarchies: To add the required hierarchies to a predefined 
list, click Add, move the required hierarchies from the available list to the selected list, 
and click OK.

• Use the result of a search object: To use the search object results to choose the 
hierarchies, click Select Search.

5. On the General tab, do the following:

a. In the Title field, type the title.

b. In the Instructions field, type the instructions for the hierarchy qualification prompt.

c. If the user input is mandatory, select the Prompt answer required check box.

d. To define the minimum number of qualifications, select the Minimum number of 
qualifications check box and type the minimum number.

e. To define the maximum number of qualifications, select the Maximum number of 
qualifications check box and type the maximum number.

6. On the Style tab, select the required style specifications.

7. On the Qualification tab, select the required expressions and conditions.

8. Click the Save icon.

9. In the Name field, type a name for the prompt.

10. In the Description field, type the description for the prompt.

11. Navigate to the appropriate location, and click OK.
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Chapter 5: Managing reports

Creating a filter for attributes and metrics
About this task
You can create a filter for attributes and metrics to limit the data a query displays in a report or 
dossier.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. Click Create  > New Filter.
4. In the navigation pane, click Object > Avaya Experience Platform(TM).
5. Click the folder that contains the required attributes.

6. To apply a filter on attributes, do the following:

a. Double-click the attribute for which you want to create a filter, or drag and drop the 
attribute to the pane.

b. To qualify the attribute, click Qualify, choose the operator from the drop-down, enter a 
value or attribute, and click Apply.

c. To apply filters on lists, click Select, move the required parameters from Available to 
the Selected list, and click Apply.

7. To apply a filter on metrics, do the following:

a. Double-click the metrics for which you want to create a filter, or drag and drop the 
metrics to the pane.

b. Choose the operator from the drop-down, enter a value or metric, and click Apply.

8. Click Save, navigate to the appropriate location, name the file, and click OK.

Creating a custom group
About this task
You can create a custom group to segment data.
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Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. Click Create  > New Custom Group.

The Custom Group Editor page opens.

4. To enter a name for the new custom group, click Enter Custom Group name here.

5. To enter a description for the custom group, click Enter Custom Group description here.

6. To add an element, do the following:

a. Click + New custom group element.

The Condition Editor window opens.
b. Click Browse. Select the required attribute or metric and the conditions.
c. Click OK.

Repeat step 5 to add more elements to the custom group.

7. Click Save.

Creating a new report
About this task
You can create a new report to request a specific set of formatted data from your data source.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. Click Create  > New Report.
4. Click Blank Report.

An empty report is displayed where you can place various data objects to build a report.

5. From the ALL OBJECTS list, select Avaya Experience Platform(TM).
6. Click Objects > Avaya Experience Platform(TM).
7. To add an attribute or metric to a report, expand the subfolders and then double-click or 

drag and drop to the report.

Attributes are placed on the rows of a report, and metrics are placed on the columns of a 
report.

8. To add a filter to a report, expand the Filters subfolder and then drag and drop the filter to 
the REPORT FILTER area.
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9. To add a prompt to a report, expand the Prompts subfolder and then drag and drop the 
prompt to the REPORT FILTER area.

If you create a report with attributes and metrics from mismatched folders, you might 
experience incompatibility issues.

10. Click the Run Report icon at the top of the page.

You can view the report in the Grid, Graph, or Grid and Graph view.

11. (Optional) To add more attributes, metrics, prompts, and filters to the report, click Edit to 
return to Design Mode and make changes.

12. Click Save.

The Save As dialog box opens.

13. On the Reports tab, save the report as public or private.

• To make the report public: From the Save in drop-down, select Shared Reports, 
followed by the custom project name.

• To make the report private: From the Save in drop-down, select My Reports.

14. In the Name field, type a name for the report.

15. In the Description field, type a description for the report.

16. Click OK.

Analytics for Avaya Experience Platform™ Public Cloud displays the following message:

<Report Name> has been saved successfully.
17. Click one of the following options based on your requirements:

• Return to Design Mode
• Run newly saved report

The newly created report can be used as a dataset for other dossiers.

Related links
Running historical reports and dossiers
Creating and editing historical report

Customizing an existing report
About this task
Using the Report Editor, you can create, customize, and save reports.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

Customizing an existing report
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2. Click Historical Reporting.

3. Navigate to the report you want to customize.

4. You can navigate to the Report Editor in two ways:

• Move the cursor on the report and click Edit.
• Run the report and click .

The Report Editor opens a report in Design Mode.

5. In the navigation pane, click ALL OBJECTS.

6. From the ALL OBJECTS list, select Avaya Experience Platform(TM).
7. Click Objects > Avaya Experience Platform(TM).
8. To add an attribute or metric to a report, expand the subfolders and then double-click or 

drag and drop to the report.

Attributes are placed on the rows of a report, and metrics are placed on the columns of a 
report.

9. To remove an attribute or metric, remove it from the grid.

10. To add a filter to a report, expand the Filters subfolder and then drag and drop the filter to 
the REPORT FILTER area.

11. To add a prompt to a report, expand the Prompts subfolder and then drag and drop the 
prompt to the REPORT FILTER area.

12. To remove a filter or prompt, remove it from the REPORT FILTER area.

13. Click the Run Report icon at the top of the page.

You can view the report in the Grid, Graph, or Grid and Graph view.

14. (Optional) To add more attributes, metrics, prompts, and filters to the report, click Edit to 
return to Design Mode and make changes.

15. Click Save As.

The Save As dialog box opens.

16. In the Save in field, select where you want to store the report.

You must save custom reports in the custom folder or My Reports folder.

17. In the Name field, type a name for the report.

18. In the Description field, type a description for the report.

19. Click OK.

Analytics for Avaya Experience Platform™ Public Cloud displays the following message:

<Report Name> has been saved successfully.
20. Click one of the following options:

• Return to Design Mode
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• Run newly saved report

The newly created report can be used as a dataset for other dossiers.

Generating a report based on interval data
About this task
You can generate and view a report that uses interval-based measures. These reports do not 
include data from the current 15-minute interval until you run data aggregation for the interval. By 
default, report caching settings are set to 15 minutes.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click Shared Reports.

4. In the content pane, click Standard Historical Reports.

5. Click Reports.

6. Click Interval.
7. On the input prompts, specify the values.

8. Click Run Report.

Analytics for Avaya Experience Platform™ Public Cloud displays the report summary page 
based on the values specified in the input prompts.

Input prompts
The following tables list the input prompts that you use to run an interval-based dossier or report:

Agent Configuration
This report is not based on a specific time.

Name Description
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
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Agent Login/Logout
Name Description
Timezone The time zone for displaying results on the dossier or report.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.

Agent Performance
Name Description
Timezone The time zone for displaying results on the dossier or report.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.

Agent Performance By Channel
Name Description
Timezone The time zone for displaying results on the dossier or report.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

This prompt is mandatory.

Table continues…
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Name Description
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Channel The channel for displaying results on the dossier or report. The options 

are:

• Chat

• Email

• Messaging

• Voice

This prompt is optional.

Contact Detail
Name Description
Timezone The time zone for displaying results on the dossier or report.

This prompt is mandatory.
Start Date The attribute to define the start date for displaying results on the dossier 

or report.

This prompt is mandatory.
End Date The attribute to define the end date for displaying results on the dossier 

or report.

This prompt is mandatory.
Engagement ID The source system ID to uniquely identify the interaction. You can select 

multiple values or leave the field blank.

This prompt is optional.
Dialog ID The source system ID to uniquely identify the dialog. You can select 

multiple values or leave the field blank.

This prompt is optional.

Queue Performance
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. Can select only one value at a time.

This prompt is mandatory.

Table continues…
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Name Description
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

This prompt is mandatory.
Queue Name The element prompt available to view the information for all the queues or 

for a particular queue.

This prompt is optional.

Agent Not Ready By Reason Code
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. Can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

Enter the date time stamp of the reporting interval.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Not Ready Reason Code The reason to indicate why an agent changed the state to not ready.

This prompt is optional.

Agent by Queue Performance
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. Can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

Enter the date time stamp of the reporting interval.

This prompt is mandatory.
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Name Description
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Queue Name The element prompt available to view the information for all the queues or 

for a particular queue.

This prompt is optional.

Agent By Disposition Code
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. Can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

Enter the date time stamp of the reporting interval.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Disposition Code The reason that an agent associates for any interaction.

This prompt is optional.

Supervisor Monitoring Summary By Channel
Name Description
Timezone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the supervisor wants to run 
the report. You can select only one value at a time.

This prompt is mandatory.
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Name Description
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

This prompt is mandatory.
Channel The channel for displaying results on the dossier or report. The options 

are:

• Chat

• Email

• Messaging

• Voice

To filter results on the dossier or report, you can move the required 
channel from the Available list to the Selected list.

This prompt is optional.
Supervisor Login ID The login ID associated with the supervisor.

Emergency Calls
Name Description
Timezone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. You can select only one value at a time.

This prompt is mandatory.
Start Date The start date of the reporting interval.

This prompt is mandatory.
End Date The end date of the reporting interval.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list. An 
asterisk (*) indicates a deleted user.

By default, the Search for field is enabled for this prompt.

This prompt is optional.
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Call Back Detail
Name Description
Timezone The time zone for displaying results on the report.

You can select the time zone value for which the user wants to run the 
report. You can select only one value at a time.

This prompt is mandatory.
Start Date The start date of the reporting interval.

This prompt is mandatory.
End Date The end date of the reporting interval.

This prompt is mandatory.
Callback Engagement ID The Engagement ID of the callback to the customer.

You can enter multiple Callback Engagement IDs separated by a comma.

This prompt is optional.
Callback ID The unique identifier of the callback request.

You can enter multiple Callback IDs separated by a comma.

This prompt is optional.
Engagement ID The source system ID to uniquely identify the interaction.

You can enter multiple Engagement IDs separated by a comma.

This prompt is optional.

Report summary page controls
The following actions are available on the report summary page depending on your permissions:

Action Description
Save To save a copy of the report.
Add to History List To send a report to the History List, to be saved for future reference.
Create Personal View To create and save a personal view of the report generated on a given 

date and time.
Share To share the report generated through an email link or embedded report 

links in a web page.
Send Now To send a report to any email address.
Export To export the report in the required export format. For example, Excel and 

PDF data formats.

HTML data format is currently not supported.
Print To print the report using Adobe Portable Document Format (PDF).
Full Screen Mode To view the report summary page on the full screen.
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Generating a report based on daily roll-up data
About this task
You can generate and view a report based on daily roll-up data. These reports do not include data 
for the current day because the data is calculated only the next day. For current day reports, run 
the reports from the Interval folder.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click Shared Reports.

4. In the content pane, click Standard Historical Reports.

5. Click Reports.

6. Click Reports > Daily.

7. On the Daily page, click a report.

For a list of available reports, see Daily page field descriptions on page 24.

8. On the input prompts, specify the values.

For information about input prompts, see Input prompts on page 48.

9. Click Run Report.

Analytics for Avaya Experience Platform™ Public Cloud displays the report summary page 
based on the values specified in the input prompts.

Input prompts
The following tables list the input prompts that you use to run a dossier or report based on daily 
roll-up tables:

Agent Performance By Channel Daily
Name Description
Timezone The time zone for displaying results on the dossier or report.

This prompt is mandatory.
Date Filter The attributes to define the date for displaying results on the dossier or 

report.

This prompt is mandatory.
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Name Description
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

This prompt is optional. An asterisk (*) indicates a deleted user.
Channel The channel for displaying results on the dossier or report. The options 

are:

• Chat

• Email

• Messaging

• Voice

To filter results on the dossier or report, you can move the required 
channel from the Available list to the Selected list.

This prompt is optional.

Agent Performance Daily
Name Description
Timezone The time zone for displaying results on the dossier or report.

This prompt is mandatory.
Date Filter The attributes to define the date for displaying results on the dossier or 

report.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

This prompt is optional. An asterisk (*) indicates a deleted user.

Agent Top 5 Performance Daily
Name Description
Timezone The time zone for displaying results on the dossier or report.

This prompt is mandatory.
Date Filter The attributes to define the date for displaying results on the dossier or 

report.

This prompt is mandatory.
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Queue Performance Daily
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. Can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report. Enter the start date and the end date of the reporting interval.

This prompt is mandatory.
Queue Name The element prompt available to view the information for all the queues or 

for a particular queue.

This prompt is optional.

Agent Not Ready By Reason Code Daily
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. Can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

Enter the start date and the end date of the reporting duration.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Not Ready Reason Code The reason to indicate why an agent changed the state to not ready.

This prompt is optional.
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Agent by Queue Performance Daily
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. Can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

Enter the date of the reporting duration.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Queue Name The element prompt available to view the information for all the queues or 

for a particular queue.

This prompt is optional.

Agent By Disposition Code Daily
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. Can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

Enter the start date and end date of the scheduled duration.

This prompt is mandatory.
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Name Description
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Disposition Code The reason that an agent associates for any interaction.

This prompt is optional.

Supervisor Monitoring Summary By Channel
Name Description
Timezone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the supervisor wants to run 
the report. You can select only one value at a time.

This prompt is mandatory.
Date Filter The attributes to define the date for displaying results on the dossier or 

report.

This prompt is mandatory.
Channel The channel for displaying results on the dossier or report. The options 

are:

• Chat

• Email

• Messaging

• Voice

To filter results on the dossier or report, you can move the required 
channel from the Available list to the Selected list.

This prompt is optional.
Supervisor Login ID The login ID associated with the supervisor.

Report summary page controls
The following actions are available on the report summary page depending on your permissions:

Action Description
Save To save a copy of the report.
Add to History List To send a report to the History List, to be saved for future reference.
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Action Description
Create Personal View To create and save a personal view of the report generated on a given 

date and time.
Share To share the report generated through an email link or embedded report 

links in a web page.
Send Now To send a report to any email address.
Export To export the report in the required export format. For example, Excel and 

PDF data formats.

HTML data format is currently not supported.
Print To print the report using Adobe Portable Document Format (PDF).
Full Screen Mode To view the report summary page on the full screen.

Generating a report based on monthly roll-up data
About this task
You can generate and view a report based on monthly roll-up data. These reports do not include 
data for the current month because the data is calculated next month. For current day and current 
month data, run the reports from the Interval and Daily folders, respectively.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click Shared Reports.

4. In the content pane, click Standard Historical Reports.

5. Click Reports > Monthly.

6. On the Monthly page, click a report.

For a list of available reports, see Monthly page field descriptions on page 25.

7. On the input prompts, specify the values.

For information about input prompts, see Input prompts on page 53.

8. Click Run Report.

Analytics for Avaya Experience Platform™ Public Cloud displays the report summary page 
based on the values specified in the input prompts.

Input prompts
The following tables list the input prompts that you use to run a dossier or report based on monthly 
roll-up tables:
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Agent Performance By Channel Monthly
Name Description
Timezone The time zone for displaying results on the dossier or report.

This prompt is mandatory.
Month Filter The attributes to define the duration for displaying results on the dossier 

or report.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

This prompt is optional. An asterisk (*) indicates a deleted user.
Channel The channel for displaying results on the dossier or report. The options 

are:

• Chat

• Email

• Messaging

• Voice

To filter results on the dossier or report, you can move the required 
channels from the Available list to the Selected list.

This prompt is optional.

Agent Performance Monthly
Name Description
Timezone The time zone for displaying results on the dossier or report.

This prompt is mandatory.
Month Filter The attributes to define the duration for displaying results on the dossier 

or report.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

To filter results on the dossier or report, you can move the required agent 
IDs from the Available list to the Selected list.

This prompt is optional. An asterisk (*) indicates a deleted user.
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Agent Top 5 Performance Monthly
Name Description
Timezone The time zone for displaying results on the dossier or report.

This prompt is mandatory.
Month Filter The attributes to define the duration for displaying results on the dossier 

or report.

This prompt is mandatory.

Agent Not Ready By Reason Code Monthly
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. Can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report. Enter the month of the reporting interval. For example, 
Jan-2020.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Not Ready Reason Code The reason to indicate why an agent changed the state to not ready.

This prompt is optional.

Agent by Queue Performance Monthly
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. Can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

Enter the month time stamp of the reporting duration.

This prompt is mandatory.
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Name Description
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Queue Name The element prompt available to view the information for all the queues or 

for a particular queue.

This prompt is optional.

Queue Performance Monthly
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run the 
report. Can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier 

or report.

Enter the month time stamp of the reporting duration.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Queue Name The element prompt available to view the information for all the queues or 

for a particular queue.

This prompt is optional.
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Agent By Disposition Code Monthly
Name Description
Time Zone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the user wants to run 
the report. Enter the month name of the reporting interval. For example, 
Jan-2020.

This prompt is mandatory.
Time Filter The attributes to define the month for displaying results on the dossier or 

report.

Enter the start date and end date of the scheduled duration.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Disposition Code The reason that an agent associates for any interaction.

This prompt is optional.

Supervisor Monitoring Summary By Channel
Name Description
Timezone The time zone for displaying results on the dossier or report.

You can select the time zone value for which the supervisor wants to run 
the report. You can select only one value at a time.

This prompt is mandatory.
Month Filter The attributes to define the duration for displaying results on the dossier 

or report.

This prompt is mandatory.
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Name Description
Channel The channel for displaying results on the dossier or report. The options 

are:

• Chat

• Email

• Messaging

• Voice

To filter results on the dossier or report, you can move the required 
channel from the Available list to the Selected list.

This prompt is optional.
Supervisor Login ID The login ID associated with the supervisor.

Report summary page controls
The following actions are available on the report summary page depending on your permissions:

Action Description
Save To save a copy of the report.
Add to History List To send a report to the History List, to be saved for future reference.
Create Personal View To create and save a personal view of the report generated on a given 

date and time.
Share To share the report generated through an email link or embedded report 

links in a web page.
Send Now To send a report to any email address.
Export To export the report in the required export format. For example, Excel and 

PDF data formats.

HTML data format is currently not supported.
Print To print the report using Adobe Portable Document Format (PDF).
Full Screen Mode To view the report summary page on the full screen.

Building a metric formula
About this task
You can define your metric formula for analyzing data.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.
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3. Click Create  > New Metric.

The Metric Editor - New Metric page opens.

4. Click Switch to Formula Editor.
5. In the Metric Name field, type a name for the new metric formula.

6. To build the formula, do the following:

a. From the All Functions drop-down, select the appropriate function and double-click 
the required sub-functions.

b. From the ALL OBJECTS drop-down, select the objects required for the formula.

c. To use the mathematical operators in the formula, click the operators above the 
formula editor.

d. Click Validate.

The formula is considered correct when the validation succeeds.

7. Click Save to save the metric as public or private.

• To make the metric public: From the Save in drop-down, select Shared Reports, 
followed by the custom project name.

• To make the metric private: From the Save in drop-down, select My Objects.

Related links
Creating custom historical metrics

Sharing a report link
About this task
To share a report, you can use the report link. You can also share the URL through email.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click Shared Reports.

4. In the content pane, click Standard Historical Reports.

5. Click Reports.

6. For the reports based on interval data, do the following:

a. Click Interval.
b. Click the report.

c. In the parameter fields, specify the parameter values.
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7. For the reports based on daily roll-up data, do the following:

a. Click Daily.

b. Click the report.

c. In the parameter fields, specify the parameter values.

8. For the reports based on monthly roll-up data, do the following:

a. Click Monthly.

b. Click the report.

c. In the parameter fields, specify the parameter values.

9. Click Run Report.

Analytics for Avaya Experience Platform™ Public Cloud displays the report summary page 
based on the values specified in the input prompts.

10. On the toolbar, click .

11. In the <Share: Report Title> dialog box, click .

To copy the link, you can also navigate to the folder location of the report. Right-click the 
report and select Share.

The report URL is copied.

12. (Optional) To send the report through email, click Email Link.

A new email window opens with the link already pasted in the email content. Add the other 
details and send the email.

13. Click Cancel.

Embedding the report link in an iFrame
About this task
You can generate HTML code from the folder location of a dossier when the dossier is executed or 
uploaded online. You can use this code on any HTML page to provide quick access to the report.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click Shared Reports.

4. In the content pane, click Standard Historical Reports.

5. Click Reports.
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6. For the reports based on interval data, do the following:

a. Click Interval.
b. Click the report.

c. In the parameter fields, specify the parameter values.

7. For the reports based on daily roll-up data, do the following:

a. Click Daily.

b. Click the report.

c. In the parameter fields, specify the parameter values.

8. For the reports based on monthly roll-up data, do the following:

a. Click Monthly.

b. Click the report.

c. In the parameter fields, specify the parameter values.

9. Click Run Report.

Analytics for Avaya Experience Platform™ Public Cloud displays the report summary page 
based on the values specified in the input prompts.

10. From the toolbar, click .

11. In the <Share: Report Title> dialog box, click .

To copy the link, you can also navigate to the folder location of the report. Right-click the 
report and select Share.

The URL for the report is copied. You can paste the link in an HTML code.

12. In the Width and Height fields, type the width and height values in pixel for the iFrame.

By default, the width is 640, and the height is 480.

The link is updated with the new width and height.

13. From the Show section, select the required check boxes from the following to hide the 
respective UI elements in the iFrame:

• Navigation bar
• Toolbar
• Tools Panel
• Footer

14. Click Cancel.

Embedding the report link in an iFrame

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 61
Comments on this document? 

62

https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59


Emailing a report
About this task
You can send a report to any email address.

Before you begin
Based on your requirements, ensure that you have the following privileges:

• Email any report.
• Send a report to the history list.
• Send a link to the location of a report in the history list through an email.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click Shared Reports.

4. In the content pane, click Standard Historical Reports.

5. Click Reports.

6. For the reports based on interval data, do the following:

a. Click Interval.
b. Click the report.
c. In the parameter fields, specify the parameter values.

7. For the reports based on daily roll-up data, do the following:

a. Click Daily.
b. Click the report.
c. In the parameter fields, specify the parameter values.

8. For the reports based on monthly roll-up data, do the following:

a. Click Monthly.
b. Click the report.
c. In the parameter fields, specify the parameter values.

9. Click Run Report.

Analytics for Avaya Experience Platform™ Public Cloud displays the report summary page 
based on the values specified in the input prompts.

10. On the report, click .

11. To locate the email address of the recipient, click To.

Analytics for Avaya Experience Platform™ Public Cloud displays the list of recipients from 
your address list.
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12. Select the email address where you want to send the report.

13. Click OK.

14. In the Send field, select one of the following options to specify how to send the report:

• Date and Time prompt: The email displays the report.

• Data in email and to history list: The email displays the report and is also delivered to 
the History List page.

• Data and link to history list in email: The email displays the report, along with a link to 
the History List page.

• Link to history list in email: The email includes a link to the History List page.

15. In the Delivery Format field, select one of the following formats to send the report:

• PDF: To deliver the report in Adobe Portable Document Format (PDF).

• Excel: To deliver the report in Microsoft Excel format.

• Plain Text: To deliver the report in Rich Text Format.

• CSV: To deliver the report in a Comma Separated Values file.

16. In the Subject field, type a description for the report.

17. In the Message field, type the message to be emailed along with the report.

18. To include the report in a zip file, do the following:

a. Expand Advanced Options.

b. Select the Password Protect Zip File check box to protect the zip file by providing a 
password.

c. Type a password for the zip file.

d. In the Zip File Name field, type the name for the zip file.

19. Click OK.

Analytics for Avaya Experience Platform™ Public Cloud sends the report to the specified 
email address.

Exporting a report
About this task
You can export a whole report or the first report page from the Analytics for Avaya Experience 
Platform™ Public Cloud interface. Using the export option, you can export the report title or filter 
details. You can also edit the custom settings of your report. If you export reports in Excel, you can 
export metric values and headers as texts and embed all images.

Exporting a report

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 63
Comments on this document? 

64

https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59


Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click Shared Reports.

4. In the content pane, click Standard Historical Reports.

5. Click Reports.

6. For the reports based on interval data, do the following:

a. Click Interval.
b. Click the report.

c. In the parameter fields, specify the parameter values.

7. For the reports based on daily roll-up data, do the following:

a. Click Daily.

b. Click the report.

c. In the parameter fields, specify the parameter values.

8. For the reports based on monthly roll-up data, do the following:

a. Click Monthly.

b. Click the report.

c. In the parameter fields, specify the parameter values.

9. Click Run Report.

Analytics for Avaya Experience Platform™ Public Cloud displays the report summary page 
based on the values specified in the input prompts.

10. On the report, click .

11. Select the required details and the export format and click Export.

The export formats are Excel, CSV, PDF, HTML, and plain text.

Changing the export settings for reports or dossiers
About this task
You can change the default export settings for exporting your reports or dossiers. This option is 
available to all users: Basic, Consumer, and Advanced.

Note:
To change the default settings for exporting reports and dossiers for all users, contact Avaya 
Support.
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Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. Click Preferences > Export Reports.

4. Make the required changes and click Apply.

The changes apply to all reports and dossiers.

5. (Optional) To return to the default values, click Load Default Values.

Scheduling a report
About this task
When you create a schedule for a report, Analytics for Avaya Experience Platform™ Public Cloud 
generates the report based on the schedule and saves it in the History List. You can create daily 
or monthly reports or reports for a specified interval.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click Shared Reports.

4. In the content pane, click Standard Historical Reports.

5. Click Reports.

6. For the reports based on interval data, do the following:

a. Click Interval.
b. Click the report.

c. In the parameter fields, specify the parameter values.

7. For the reports based on daily roll-up data, do the following:

a. Click Daily.

b. Click the report.

c. In the parameter fields, specify the parameter values.

8. For the reports based on monthly roll-up data, do the following:

a. Click Monthly.

b. Click the report.

c. In the parameter fields, specify the parameter values.

Scheduling a report
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9. Click Run Report.

Analytics for Avaya Experience Platform™ Public Cloud displays the report summary page 
based on the values specified in the input prompts.

10. Click  and click Schedule Delivery to History List.
11. In the Name field, type a name for the new report schedule.

The Report field displays the name of the report.

12. In the Schedule field, select a schedule or event on which the report must be delivered.

For more information about the supported schedules, see the default list of schedules 
section in this document.

13. To get the report delivered immediately after creating the subscription, select the Run 
subscription immediately check box.

14. In Advanced Options, click the plus icon to do the following:

a. To ensure that newer versions of the report overwrite previous versions on the History 
List page, select the The new scheduled report will overwrite older versions of 
itself check box.

b. To specify a date after which the report delivery must stop, select the Do not deliver 
after check box and select the date from the calendar.

15. To have a notification email sent to the sender after the report delivery, select the Send 
notification to email address check box.

16. Click OK.

Creating a dynamic date filter for scheduled reports
About this task
When you create a scheduled report, such as a Daily report, the report displays data for the day 
on which it was created. However, the Daily report must display updated data for the latest date.
To resolve this issue, you can create a dynamic date filter for your custom scheduled reports.

Note:
When you create the custom report and dynamic date filter, ensure that you create and save 
the report and the filter in the My Reports or the Custom Reports folder.

Complete the following steps to create a dynamic date filter and apply this filter to a custom 
scheduled report:

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click My Reports.

4. Click Create  > New Filter.
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5. Navigate to the Quarter Hours folder and do one of the following:

• To create a filter for daily reports, double-click the Date attribute.

• To create a filter for interval reports, double-click the Interval Timestamp attribute.

6. To create a dynamic filter:

a. To qualify, select the Qualify option.

b. From the Operator list, select Between.

c. In the Date field, delete the existing date.

d. Click  and click Switch to dynamic date.

e. From the Today list, select minus and change the number of days to 1.

f. Clear the Apply additional adjustments check box.

g. Click OK.

7. Repeat substeps d to g in the previous step to create a second dynamic date filter.

The filter string displays the following:

Date (ID) Between "Today minus 1 Day(s) (<Current date><Current 
time>)" AND "Today minus 1 Day(s) (<Current date><Current time>)"
For example:

Date (ID) Between "Today minus 1 Day(s) (1/31/24 12:00 AM)" AND 
"Today minus 1 Day(s) (1/31/24 12:00 AM)"

8. Click Apply.

9. To create a custom Daily report, on the Historical Reporting dashboard, click Shared 
Reports > Standard Historical Reports > Reports > Daily.

10. Click the corresponding Edit option of the report.

11. To delete the existing date prompt, click .

12. To assign the dynamic date filter to the custom Daily report, from the ALL OBJECTS list, 
select the new dynamic date filter to integrate it with the custom Daily report.

The custom Daily report successfully displays updated information for the latest date.

Default list of schedules
In Analytics for Avaya Experience Platform™ Public Cloud, schedules run in the server timezone. 
The following table lists the default schedules.

Default list of schedules
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Schedule Usage
1st Day of Month Runs on the 1st day of every month at 12:00 AM
Daily 9:00 AM Runs every day at 9:00 AM
Daily 12:00 AM Runs every day at 12:00 AM
Daily 12:00 PM Runs every day at 12:00 PM
Daily 3:00 PM Runs every day at 3:00 PM
Daily 6:00 PM Runs every day at 6:00 PM
Daily 9:00 PM Runs every day at 9:00 PM
Weekly Monday Runs every week on Monday at 12:00 AM
Weekly Sunday Runs every week on Sunday at 12:00 AM

Printing a report
About this task
For printing a report, you must use Adobe Reader 6.0 or later.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click Shared Reports.

4. In the content pane, click Standard Historical Reports.

5. Click Reports.

6. For the reports based on interval data, do the following:

a. Click Interval.
b. Click the report.

c. In the parameter fields, specify the parameter values.

7. For the reports based on daily roll-up data, do the following:

a. Click Daily.

b. Click the report.

c. In the parameter fields, specify the parameter values.

8. For the reports based on monthly roll-up data, do the following:

a. Click Monthly.

b. Click the report.

c. In the parameter fields, specify the parameter values.
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9. Click Run Report.

Analytics for Avaya Experience Platform™ Public Cloud displays the report summary page 
based on the values specified in the input prompts.

10. On the menu bar, click .

11. On the Print options page, enter the desired values and click Show Printable Version.

12. On the Reports page, click .

Changing the print settings for reports
About this task
You can change the default print settings for printing your reports. This option is available to all 
users: Basic, Consumer, and Advanced.

Note:
To change the default settings for printing reports for all users, contact Avaya Support.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. Click Preferences > Print Reports (PDF).
4. Adjust the print settings.

5. Click Apply.

The changes apply to all reports.

6. (Optional) To return to the default values, click Load Default Values.

Subscribing to a report
About this task
You can subscribe to any report to receive updated copies of that report in the chosen format.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click Shared Reports.

4. In the content pane, click Standard Historical Reports.

Changing the print settings for reports
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5. Click Reports.

6. For reports based on interval data, click Interval.
7. For reports based on daily roll-up data, click Daily.

8. For reports based on monthly roll-up data, click Monthly.

9. On the reports list page, under the name of the report for which you want to create a 
subscription, do one of the following:

• In the Large Icons view, click the Subscriptions link below the icon of the report.

• In the List, click  in the Actions column.

10. Click Add <the type of the subscription> subscription.

For information about the type of subscriptions, see Subscription of reports on page 15.

11. In the Name field, type a name for the subscription.

The Document field displays the name of the document.

12. In the Schedule field, select a schedule from the drop-down list for the subscription.

13. To add more recipients for the subscription, click To.

14. Click OK.

Setting thresholds in a report
About this task
Using thresholds, you can draw immediate attention to data based on evaluations. For example, 
you can set thresholds to highlight rows in red for display values that are greater than 10. You can 
add thresholds in both presentation and design modes.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. On the Home page, in the navigation pane, click Shared Reports.

4. In the content pane, click Standard Historical Reports.

5. Click Reports.

6. For the reports based on interval data, do the following:

a. Click Interval.
b. Click the report.

c. In the parameter fields, specify the parameter values.
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7. For the reports based on daily roll-up data, do the following:

a. Click Daily.

b. Click the report.

c. In the parameter fields, specify the parameter values.

8. For the reports based on monthly roll-up data, do the following:

a. Click Monthly.

b. Click the report.

c. In the parameter fields, specify the parameter values.

9. Click Run Report.

Analytics for Avaya Experience Platform™ Public Cloud displays the report summary page 
based on the values specified in the input prompts.

10. On the report, right-click a metric and click Thresholds.

11. Select one of the following options:

• Visual: To create a simple threshold on metric values.

• Advanced: To create a threshold based on an attribute or metric qualification.

12. To set visual thresholds, provide the required value.

13. To set advanced thresholds, select the required options and provide the value.

Related links
Creating historical dashboard thresholds and trends

Creating a report or dossier from external data
About this task
You can create a report or dossier with data from external files, such as Excel, JSON, or CSV files 
saved on your machine. You can blend the data with Analytics for Avaya Experience Platform™

Public Cloud data or use the externally sourced data.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Historical Reporting.

3. From the navigation bar, click Create  > Add External Data.

Analytics for Avaya Experience Platform™ Public Cloud displays the Connect to Your Data 
page.

Creating a report or dossier from external data
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4. To import data from files on your local machine, do the following:

a. Click File from Disk.

b. On the Upload your files page, click Choose files.

c. Choose your files and click Open.

d. (Optional) To edit the data, click Prepare Data.

e. Click Finish.

Analytics for Avaya Experience Platform™ Public Cloud displays the Save As window.

5. To save the file in your desired location, in the Save in field, click the location.

6. (Optional) In the Name field, you can change the name of the file.

7. (Optional) In the Description field, enter the description for future reference.

8. (Optional) To create a new folder to save the file, click Create New Folder.
9. Click Save.

Analytics for Avaya Experience Platform™ Public Cloud displays the Start your analysis 
page.

10. Click one of the following:

• Create Dossier
• Create Report

The document opens in the Design mode with the metrics and attributes available in the 
selected data source.

11. Drag and drop the Attributes and Metrics to the side panel to create a new report 
document.

Analytics for Avaya Experience Platform™ Public Cloud displays the adhoc report from the 
external data source.

Related links
Adding external data to historical dashboards

Managing reports

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 72
Comments on this document? 

73

https://documentation.avaya.com/bundle/Supervisor_videos/page/Adding_external_data_to_historical_dashboards.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59


Chapter 6: Managing dossiers

Creating a dossier
About this task
You can create or customize a dossier by adding new data, existing data, or objects that includes 
custom measures. For available custom measures, see Appendix A in this document.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Create  > New Dossier.

The created dossier displays a single blank visualization.

3. You can add data to the dossier in any of the following ways:

• New Data: To import data from your local machine or external database, depending on 
user role.

• Existing data: To select a dataset from one of the connected databases.

• Existing Objects: To create a new dataset using attributes and metrics available on one 
of the connected environments.

The selected data is added to your dossier as a dataset.

4. To add a visual representation of your data, do the following:

• Click the graph style of your choice from the available styles.

• Double-click the attributes and metrics to display the data using the graph style that you 
have chosen.

• Select additional display options, such as size or color graph items based on attributes 
or metric values.

5. Click Save.

Related links
Creating historical dashboard reports
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Running and viewing a dossier
Before you begin
You must have supervisor credentials to run a dossier.

About this task
As as supervisor, you can run and view a dossier for a graphical visualization of the contact center 
performance.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. To view the dossier in presentation mode, click .

9. Depending on the duration for which you want to view the dossier, click Interval, Daily, or 
Monthly.

By default, the dossiers display the Interval page.

Related links
Adding data to a dossier on page 100

Input prompts
The following tables list the input prompts that you use to run a dossier:

Agent Performance By Channel
Name Description
Time Zone The time zone for displaying results on the dossier.

This prompt is mandatory.

Table continues…
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Name Description
Agent Group-Agent The hierarchical prompt displaying all agent groups and agent login IDs 

associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier, you can move the required agent login IDs 
and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Channel The channel for displaying results on the dossier. The options are:

• Chat

• Email

• Messaging

• Voice

To filter results on the dossier, you can move the required channel from 
the Available list to the Selected list.

This prompt is optional.

Agent Performance
Name Description
Time Zone The time zone for displaying results on the dossier.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and agent login IDs 

associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier, you can move the required agent login IDs 
and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.

Agent by Queue Performance
Name Description
Time Zone The time zone for displaying results on the dossier.

You can select the time zone value for which the user wants to run the 
dossier. You can select only one value at a time.

This prompt is mandatory.

Table continues…
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Name Description
Agent Group-Agent The hierarchical prompt displaying all agent groups and agent login IDs 

associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier, you can move the required agent login IDs 
and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.

Agent By Disposition Code
Name Description
Time Zone The time zone for displaying results on the dossier.

You can select the time zone value for which the user wants to run the 
dossier. You can select only one value at a time.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and agent login IDs 

associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier, you can move the required agent login IDs 
and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Disposition Codes The reason that an agent associates for any interaction.

This prompt is optional.

Agent Not Ready By Reason Code
Name Description
Time Zone The time zone for displaying results on the dossier.

You can select the time zone value for which the user wants to run the 
dossier. Can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier.

You can select the time zone value for which the user wants to run the 
dossier. You can select only one value at a time.

This prompt is mandatory.

Table continues…
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Name Description
Agent Group-Agent The hierarchical prompt displaying all agent groups and agent login IDs 

associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier, you can move the required agent login IDs 
and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.
Not Ready Reason Code The reason to indicate why an agent changed the state to not ready.

This prompt is optional.

Queue Performance
Name Description
Time Zone The time zone for displaying results on the dossier.

You can select the time zone value for which the user wants to run the 
dossier. You can select only one value at a time.

This prompt is mandatory.

Agent Login/Logout Report
Name Description
Time Zone The time zone for displaying results on the dossier.

You can select the time zone value for which the user wants to run the 
dossier. You can select only one value at a time.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and agent login IDs 

associated with the agent groups.

You can select multiple values, all values, or leave this field blank.

To filter results on the dossier, you can move the required agent login IDs 
and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.

Contact Detail Summary
Name Description
Time Zone The time zone for displaying results on the dossier or report.

This prompt is mandatory.

Table continues…
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Name Description
Interval The attribute to define the start date and end date of the reporting 

interval.

This prompt is mandatory.
Engagement ID The source system ID to uniquely identify the interaction. You can select 

multiple values or leave the field blank.

This prompt is optional.
Dialog ID The source system ID to uniquely identify the dialog. You can select 

multiple values or leave the field blank.

This prompt is optional.

Agent Configuration
Name Description
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

To filter results on the dossier or report, you can move the required agent 
login IDs and agent group from the Available list to the Selected list.

By default, the Search for field is enabled for this prompt.

This prompt is optional. An asterisk (*) indicates a deleted user.

Supervisor Monitoring Summary By Channel
Name Description
Time Zone The time zone for displaying results on the dossier.

You can select the time zone value for which the supervisor wants to run 
the dossier. You can select only one value at a time.

This prompt is mandatory.
Time Filter The attributes to define the duration for displaying results on the dossier.

This prompt is mandatory.
Channel The channel for displaying results on the dossier. The options are:

• Chat

• Email

• Messaging

• Voice

To filter results on the dossier, you can move the required channel from 
the Available list to the Selected list.

This prompt is optional.
Supervisor Login ID The login ID associated with the supervisor.
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Emergency Calls
Name Description
Time Zone The time zone for displaying results on the dossier.

You can select the time zone value for which the user wants to run the 
report. You can select only one value at a time.

This prompt is mandatory.
Start Date The start date of the reporting interval.

This prompt is mandatory.
End Date The end date of the reporting interval.

This prompt is mandatory.
Agent Group-Agent The hierarchical prompt displaying all agent groups and login IDs of the 

agents associated with the agent groups.

To filter results on the dossier, you can move the required agent login IDs 
and agent group from the Available list to the Selected list. An asterisk 
(*) indicates a deleted user.

By default, the Search for field is enabled for this prompt.

This prompt is optional.

Dossier page controls
The following actions are available on the dossier page depending on your permissions:

Table 1: FILE

Action Description
New Dossier To create a new customized dossier.
Open To open another dossier.

Tip:

Use this option to open any dossier from an existing dossier without 
browsing the dossier path from the top navigation panel.

Save As To save a copy of the dossier.
Change Prompt Option and 
Save

To clear the cache from the input prompts that you entered to run the 
dossier.

Save As To save a copy of the dossier with a different name.
Export to PDF To export the dossier in PDF format.
SHARE To share the dossier generated through an email link or embedded links 

in a web page.
Print To print the dossier using Adobe Portable Document Format (PDF).
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Action Description
Download Dossier To download the entire dossier in .mstr file format.

Download the dossier to reuse it in your i-server, lab, or machine without 
migrating the package.

Import Dossier To add a dossier as a chapter in another dossier.
Add to History List To send a dossier to the History List, to be saved for future reference.
Schedule Delivery to 
History List

To send a dossier to the History List page. This page specifies a folder to 
store dossiers on a specific schedule.

Schedule Delivery to E-mail To send a dossier to a pre-configured email address on a specific 
schedule.

Send Now To send a dossier to any email address.
Create Personal View To create and save a personal view of the dossier generated on a given 

date and time.
Re-prompt To change the filter selection parameters.
Dossier Properties To view and change the dossier properties.
Close To close the FILE option.

Table 2: INSERT

Action Description
Browse Objects To browse objects for adding in the dossier.
Add Data To add data to customize an existing dossier. The options are:

• New Data: To add a data from your local machine or external database.

• Existing Datasets: To add existing datasets to the datasets panel. You 
can add multiple datasets at a time.

• Existing Objects: To add existing objects from your environment to a 
dossier.

Table 3: FORMAT

Action Description
Themes To change the theme of the entire dossier. The options are:

• Default Theme

• Classic Theme
Palettes To choose the color scheme of your visualizations. Each dossier contains 

built-in color palettes. You can also create custom color palettes.
Format Selected Container To change the format of the individual containers in the dossier. You must 

select the container to make the required format changes, such as title, 
border, position, and size.

Dossier Formatting To change the entire look of the dossier. You can make format changes, 
such as page style, container title bar, and fonts.
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Table 4: SHARE

Action Description
Get a link To share a dossier through email by using the dossier URL link.
Embed To share a dossier generated through an embedded dossier links on a 

web page.

Table 5: VIEW

Action Use
Contents Panel To change the display of the contents panel to the following views:

• List View: Displays the contents panel with all chapters and pages in an 
expandable tree format.

• Tab View - Top: Displays a list of tabs above the dossier for each 
chapter.

• Tab View - Bottom: Displays a list of tabs below the dossier for each 
chapter.

Datasets Panel To do the following:

• Add datasets to a dossier

• Add an existing dataset

• Search for objects in the datasets panel

• Add existing objects

• Add multiple datasets

• Select the datasets that determine the available values of a dossier

• Edit datasets

• Replace datasets with imported data

Table continues…
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Action Use
Editor Panel To do the following:

• Rename a visualization

• Add, replace, or remove data from a visualization

• Move rows or columns in a grid

• Sort data in a grid using multiple objects

• Add subtotals to a grid

• Swap objects in a dossier

• Add subtotals to a grid

• Add and rearrange data in a graph visualization

• Add multiple conditions to a threshold in the advanced thresholds editor

• Select attribute forms to display in a visualization

• Create a derived attribute

• Create a threshold on a metric using the quick thresholds editor
Filter Panel To do the following:

• Create dossier or chapter filters

• Create and edit a visualization-based filter for a chapter

• Apply dossier or chapter filter changes

• Target other attribute filters within a chapter with attribute filters
Format Panel To do the following:

• Format different visualizations

• Format text

• Format images
Visualization Gallery To create visualizations for displaying your data in a dossier.
Layers Panel To access overlapping visualizations or containers while using free form 

layout to:

• Rename layers

• Rearrange layers to create a specific design

• Select multiple layers to group and ungroup them

• Select layers to modify them on the Editor, Filter, and Format panels

• Duplicate and move layers that correspond to your visualizations, 
images, and text boxes

Table continues…

Managing dossiers

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 82
Comments on this document? 

83

https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59


Action Use
Enter Presentation Mode To view the dossier in presentation mode. You cannot make any changes 

to the dossier in this mode.

To change the dossier back to editable mode, navigate to the toolbar, and 
click the  icon.

Table 6: SHARE

Icon Name Description
Save To save your changes in the dossier.

Refresh To refresh the data in the dossier.

Pause Data 
Retrieval

To edit the dossier without retrieving any data.

Re-prompt To change the input prompts for the dossier.

Add Data To add data to a dossier. The options are:

• New Data: To add a data from your local machine or external 
database.

• Existing Datasets: To add existing datasets to the datasets 
panel. You can add multiple datasets at a time.

• Existing Objects: To add existing objects from your 
environment to a dossier.

Add Chapter To add a chapter or chapters to an existing dossier.

Each chapter contains one or more pages.
Add page To add a page or pages to an existing chapter in a dossier.

Each page can contain multiple visualizations and other 
dossier objects such as text and images.

Visualization To add a visual representation of the data in a dossier, such as 
a grid, KPI, bar chart, line chart, pie chart, or map.

Other data visualizations include Waterfall, Heat Map, Bubble 
Chart, Histogram, Box Plot, Network, Sankey Diagram, and 
Time Series.

You can also use third-party custom visualizations, such as 
a Bubble Chart, Circle Packing, Collapsible Tree, Stream 
Graph, Word Cloud, Zoomable Sunburst, Google Timeline, or 
Sequences Sunburst.

Table continues…
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Icon Name Description
Filter To choose the selector among the following two available 

options:

• Element/Value Filter: Use the attribute objects to function 
like a prompt.

• Attribute/Metric Selector: Use to make the object list 
dynamic for a grid or any visualization. You can choose the 
attributes or metrics at run time.

Text Add a text container in a dossier.

Image Add image in a dossier.

HTML container To customize the UI and place the Java/HTML code.

Convert to Auto 
Layout

The default dossier layout.

In auto layout, containers automatically fill the entire canvas, 
and you can reposition the containers around each other.

Convert to Free-
form Layout

To organize and overlap the containers that contain your 
visualizations, filters, selectors, and images.

You can independently position, size, and layer containers on 
a page.

Responsive View 
Editor

To select the containers for creating a responsive view.

Responsive 
Preview

To see your dossier on a small screen, such as a phone or 
tablet.

You can toggle between a full or responsive preview of your 
dossier.

Presentation Mode To view your dossier in presentation mode.

You cannot make any edits in this mode. To change to editable 
mode, click on the presentation mode icon.

Show Navigation 
Bar

To hide or show the navigation bar.

Use the navigation bar to return to the homepage.
Close To close the current dossier view.

Use natural 
language to create 
visualizations

To create dossier using Natural Language Processing (NLP).
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Adding existing objects to a dossier
About this task
You can add existing objects from your environment to a dossier for customization.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. On the dossier, click INSERT > Add Data > Existing Objects.

Analytics for Avaya Experience Platform™ Public Cloud displays the Add Existing Objects 
page.

9. Click the object you require and then click the section where you want to place the 
selected object.

10. To add more objects to the dossier, repeat the previous step and click Add.

The selected objects gets displayed in the DATASETS pane.

Adding existing datasets to a dossier
About this task
You can add existing datasets to the datasets panel for customization. You can add multiple 
datasets at a time.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.
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6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. On the dossier, click INSERT > Add Data > Existing Datasets.

Analytics for Avaya Experience Platform™ Public Cloud displays the Select Existing 
Dataset page.

9. Browse to select the required report to use as a dataset.

You can select one or more datasets.

10. To locate a specific dataset, type a name in the Find field.

11. Click OK.

The selected dataset and its objects gets displayed in the DATASETS pane.

Filtering data in a dossier
About this task
You can filter the visualizations in a dossier to view only the information that you require. In 
Analytics for Avaya Experience Platform™ Public Cloud you can view this information for different 
time durations, such as interval, daily, monthly, or any custom durations.

Note:
You can add filters in editable mode.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.
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8. To add filters, on the filter panel, click the three vertical dots next to the Chapter name. For 
example, if you are adding filter to dossier based on monthly roll-up data, click the three 
vertical dots next to Monthly and do the following:

a. To add filters, click Add Filters and select the required attributes and metrics and 
click OK.

b. To add visualization filter, click Add Visualization Filter.
9. From the DATASETS panel, drag the required attributes and metrics to the Editor panel.

10. To customize the filter format, click FORMAT and make the required changes.

11. From the GALLERY panel, click the visual filter you want to apply, such as Pie Chart, Box 
Plot, Histogram and click Done.

Analytics for Avaya Experience Platform™ Public Cloud displays the selected visual data.

12. To make changes in the existing attributes and metrics, click Target All Filters Below.

Tip:

Use this option to select multiple filters stacked under one filter tree.

13. To clear filters, click Clear All Targets.

Adding images in a dossier
About this task
You can add an embedded image or a URL to a dossier for customization.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. On the dossier, from the toolbar, click the  icon.

Analytics for Avaya Experience Platform™ Public Cloud creates an image placeholder in 
the dossier.
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9. To embed the image in the dossier, click Browse, select the image from the required 
location and click Open.

You can also drag and drop an image file into the image placeholder.

10. To specify the image location using a URL, enter the URL of the image in the Enter an 
image URL field and click OK.

11. To move the image, click and drag the image to its new location in the dossier.

An indicator line appears in the location where you can add the image. Release the mouse 
button to place the image in the required location.

12. To delete an image from the dossier, hover the cursor over the image, click the three 
vertical dots next toMore and click Delete.

Adding a text field in a dossier
About this task
You can add an additional text field in an existing dossier to highlight a container, add a disclaimer 
or annotation, or to add a header.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. On the dossier, from the toolbar, click T or the Text icon.

Analytics for Avaya Experience Platform™ Public Cloud creates a text placeholder in the 
dossier with your cursor in the field.

9. Type the required text that you want to display.

10. To save the text, click outside the text field.
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Creating and saving personal view of a dossier
About this task
You can create a customized view of a canned dossier by using a personal view for quick access 
the required data. You can include any changes you made to the dossier in the personal view, 
such as metrics or filters.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. On the dossier, click FILE > Create Personal View.

9. In the Create Personal View window, type the name of the dossier of your choice and click 
OK.

Analytics for Avaya Experience Platform™ Public Cloud displays the message that the 
personal view was created successfully.

10. To view the dossier, navigate to the Analytics for Avaya Experience Platform™ Public Cloud 
home page and click My Subscriptions.

Analytics for Avaya Experience Platform™ Public Cloud displays the personal view dossier 
you created.

11. To run the personal view dossier, click on the dossier name.

12. To edit the personal view dossier, click the Edit icon in the Action column, make the 
required changes and click OK.

13. To delete a personal view dossier, select the checkbox in the Unsubscribe column and 
then click Unsubscribe.
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Sharing a dossier
About this task
To share a dossier through email, you can use the dossier URL link. You can share a dossier only 
in an editable mode.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. Depending on the duration for which you want to view the dossier, click Interval, Daily, or 
Monthly.

By default, the dossiers display the Interval page.

9. Click SHARE > Get a link.

Analytics for Avaya Experience Platform™ Public Cloud displays the window for sharing the 
link.

10. To share the dossier, click Email Link, and you can send the link through the configured 
email address.

Embedding the dossier link in an iFrame
About this task
You can generate HTML code from the folder location of a dossier when the dossier is executed or 
uploaded online. You can use this code on any HTML page to provide quick access to the dossier.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
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5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. Depending on the duration for which you want to view the dossier, click Interval, Daily, or 
Monthly.

By default, the dossiers display the Interval page.

9. Click SHARE > Get a link.

10. In the Share: <Dossier Title> dialog box, click .

To copy the link, you can also navigate to the folder location of the dossier. Right-click the 
dossier and select Share.

The URL for the report is copied. You can paste the link in an HTML code.

11. In the Width and Height fields, type the width and height values in pixel for the iFrame.

By default, the width is 640, and the height is 480.

The link is updated with the new width and height.

12. From the Show section, select the required check boxes from the following to hide the 
respective UI elements in the iFrame:

• Navigation bar
• Toolbar
• Tools Panel
• Footer

13. Click Cancel.

Emailing a dossier
About this task
You can send a dossier to any pre-configured email address.

Note:
You can share a dossier only in editable mode.

Before you begin
Based on your requirements, ensure that you have the following privileges:

• Email any dossier.
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• Send a dossier to the history list.
• Send a link to the location of a dossier in the history list through an email.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. On the dossier that you want to share, click Send Now.

6. To locate the email address of the recipient, click To.

Analytics for Avaya Experience Platform™ Public Cloud displays the list of recipients from 
your address list.

7. Select the email address where you want to send the report.

8. Click OK.

9. In the Send field, select one of the following options to specify how to send the report:

• Data in email: The email displays the dossier.

• Data in email and to history list: The email displays the dossier and is also delivered 
to the History List page.

• Data in email and to history list: The email displays the dossier with a link to the 
History List page.

• Link to history list in email: The email includes a link to the History List page.

10. In the Delivery Format field, select the PDF option.

11. In the File Name field, type a descriptive file name for the dossier.

12. In the Subject field, type a description for the dossier.

13. In the Message field, type the message to be emailed along with the dossier.

14. To include the dossier in a zip file, do the following:

a. Expand Advanced Options.

b. To protect the zip file, select the Password Protect Zip File check box and provide a 
password.

c. Type a password for the zip file.

d. In the Zip File Name field, type the name for the zip file.

15. Click OK.

Analytics for Avaya Experience Platform™ Public Cloud sends the dossier to the specified 
email address.
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Adding and viewing a dossier in your History List
About this task
You can use history list to save your dossier for future reference. Using the History List, you can 
create shortcuts to previously generated dossiers and view the scheduled reports.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. From the FILE menu, click Add to History List.

Analytics for Avaya Experience Platform™ Public Cloud creates a copy of the dossier in 
your History List folder.

The account administrator determines the duration and the number of dossier copies that 
remain in your History List folder.

9. To view the dossier, navigate to Analytics for Avaya Experience Platform™ Public Cloud 
homepage, and on the side pane, click History List.

Avaya displays a list of dossiers and reports that is added to the History List folder with 
their respective status:

• Ready

• Waiting in Queue

• Error

10. To sort the items in the History List folder, click the sort triangle in the Name, Status, or 
Message Creation Time column headings.

11. To view the reports that are used as the dataset for a dossier, expand the dossier by 
clicking the arrow.

Analytics for Avaya Experience Platform™ Public Cloud displays a list of reports is under 
the dossier.

12. To view the dossier as a static PDF file, click the PDF icon in the row that contains the 
dossier you want to view.
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13. To view the details of a dossier, click  in the row that contains the dossier whose details 
you want to view.

14. To rename dossier, select  for the dossier you want to rename, type a new name, and 
click .

15. To remove dossier results, select the check box for each link you want to remove and click 
Remove.

16. To remove all dossiers from the History List folder, click .

Exporting a dossier
About this task
You can export a whole dossier or the first dossier page from the Analytics for Avaya Experience 
Platform™ Public Cloud interface to PDF. Using the export option, you can export report header or 
filter details. You can also edit the custom settings of your dossier.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. Depending on the duration for which you want to view the dossier, click Interval, Daily, or 
Monthly.

By default, the dossiers display the Interval page.

9. Click FILE > Export to PDF.

10. On the Export to PDF window, make the required changes, and click Export.

You can download the PDF to your local machine or take a printout.
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Scheduling a dossier
About this task
You can create a schedule for a dossier. When you create a schedule for a dossier, Analytics 
for Avaya Experience Platform™ Public Cloud generates the dossier based on the schedule and 
saves it in the History List.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. Depending on the duration for which you want to view the dossier, click Interval, Daily, or 
Monthly.

By default, the dossiers display the Interval page.

9. Click FILE > Schedule Delivery to History List.
10. In the Name field, type a name for the new dossier schedule.

The Dossier field displays the name of the dossier.

11. In the Schedule field, select a schedule or event on which the dossier must be delivered.

For more information about the supported schedules, see the default list of schedules 
section in this dossier.

12. To add more recipients for the subscription, click To.

13. In the Pre-generate export field, you can change the PDF settings.

14. To get the dossier delivered immediately after creating the subscription, select the Run 
subscription immediately check box.

15. In Advanced Options, click the plus icon to do the following:

a. To ensure that newer versions of the dossier overwrite previous versions on the 
History List page, select the The new scheduled report will overwrite older 
versions of itself check box.

b. To specify a date after which the dossier delivery must be stopped, select the Do not 
deliver after check box and select the date from the calendar.

Scheduling a dossier
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16. To have a notification email sent to the sender after the dossier delivery, select the Send 
notification to email address check box.

17. Click OK.

Printing a dossier
About this task
For printing a dossier, you must use Adobe Reader 6.0 or later.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. Depending on the duration for which you want to view the dossier, click Interval, Daily, or 
Monthly.

By default, the dossiers display the Interval page.

9. Click FILE > Print.

Subscribing to a dossier
About this task
You can subscribe to any dossier to receive updated copies of that dossier in the chosen format.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
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5. In the dossier for which you want to create a subscription, click the Subscriptions link 
below the icon of the dossier.

6. Click Add <the type of the subscription> subscription.

For information about the type of subscriptions, see Subscription of reports on page 15.

7. In the Name field, type a name for the subscription.

The Dossier field displays the name of the dossier.

8. In the Schedule field, select a schedule from the drop-down list for the subscription.

9. To add more recipients for the subscription, click To.

10. In the rest of the fields, enter the required details.

11. Click OK.

Analytics for Avaya Experience Platform™ Public Cloud confirms the subscription and 
displays the available details.

12. (Optional) To create another subscription, click OK.

Setting thresholds in a dossier using the quick threshold 
editor

About this task
Use thresholds in dossiers to draw immediate attention to metric data. For example, you can set 
thresholds to highlight rows in red for display values that are greater than 10.

• You can add thresholds only in editable mode.
• You can set thresholds only in the grid or tabular view.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

Setting thresholds in a dossier using the quick threshold editor
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8. Depending on the duration for which you want to view the dossier, click Interval, Daily, or 
Monthly.

By default, the dossiers display the Interval page.

9. In the editable mode, click .

10. Click the grid or tabular view pane.

11. Right-click the measure to which you want to set the threshold and click Thresholds.

12. In the Thresholds pane, do one of the following:

a. To display your data using different colors based on the value of the metric, select the 
Color-based option. From the Color-based list, select a set of colors to apply to the 
values, such as Green or Red.

b. To replace your data with images based on the value of the metric, select Image-
based. From the Images list, select a set of images to replace the values, such as 
Arrows or Rounded Push Pin.

13. (Optional) To reverse the order of colors or images, click .

14. In the Based on field, do the following:

a. To change the metric to base the threshold, click the required metric.

b. To create a threshold based on the value of the metric, select Value.

For example, you can display metric values greater than 6 thousand in blue.

c. To create a threshold based on the bottom x metric values, select Lowest.

For example, you can display the bottom 5 agents' values in red.

d. To create a threshold based on the top x percent of metric values, select Highest %.

For example, you can display the top 20% of metric values in yellow.

e. To create a threshold based on the bottom x percent of metric values, select Lowest 
%.

For example, you can display the bottom 20% of metric values in blue.

15. In the Break By field, do one of the following:

a. To select the attribute level at which to restart counting rank or percent values for the 
metric, select the name of the attribute.

This option is available only for thresholds based on rank or percent values.

b. To continue counting rank or percent values without restarting, click None.

16. Click Apply and click OK.
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Setting thresholds in a dossier using the advanced 
threshold editor

About this task
Use advanced thresholds editor in dossiers to draw immediate attention to attribute data. For 
example, you can set thresholds to highlight rows in red for display values that are greater than 
10.

• You can add thresholds only in editable mode.
• You can set thresholds only in the grid or tabular view.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. On the Home page, in the navigation pane, click Shared Reports.

3. In the content pane, click Standard Historical Reports.

4. Click Dossier.
5. From the available dossiers, click the dossier you want to run.

6. On the input prompts, specify the values.

7. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the dossier summary page 
based on the values specified in the input prompts.

8. Depending on the duration for which you want to view the dossier, click Interval, Daily, or 
Monthly.

By default, the dossiers display the Interval page.

9. In the editable mode, click .

10. Right-click the attribute to which you want to set the threshold and click Thresholds.

Analytics for Avaya Experience Platform™ Public Cloud displays the Advanced Threshold 
Editor option.

If you select a metric, Analytics for Avaya Experience Platform™ Public Cloud displays the 
Quick Threshold Editor option.

11. Click New Threshold.

12. In the Based on field, click the object to base the threshold on.

13. In the Operator field, select a comparison operator, such as Greater Than or Less Than.

14. To compare the metric to a specific value, enter the value in the text box.

15. To compare the metric to the value of another metric, select the metric from the Metric field 
and click OK.

Setting thresholds in a dossier using the advanced threshold editor
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16. To define the condition based on attributes in or not in a checklist, do the following:

a. From Choose elements by, click Selecting in list.
b. To format data only for the attribute elements you select, click In List, and select the 

attribute elements you want to use.

c. To format data only for all attribute elements except those you select, click Not in List 
and select the attribute elements you want to use.

17. To define the condition based on attribute form values, do the following:

a. From Choose elements by, click Qualification on.

You can qualify the condition based on the attribute element's ID form, one of its 
description forms, or the DATE form if the attribute is time-based using the available 
buttons.

b. In the Operator field, select an operator.

c. To compare the attribute to a specific value, enter the value in the Value field.

d. To compare the attribute form to another attribute form, select the attribute from the 
Attribute field.

e. Select the corresponding attribute form.

18. Click OK.

19. Click the three vertical dots next to More and click Formatting.

20. Click OK.

Adding data to a dossier
About this task
You can add a data from your local machine or external database, depending on your user role.

Before you begin
Run the dossier.

Procedure
1. On the dossier, click INSERT > Add Data > New Data.

Analytics for Avaya Experience Platform™ Public Cloud displays the Connect to Your Data 
page.

2. To import data from files on your local machine, do the following:

a. Click File from Disk.

b. On the Upload your files page, click Choose files.

c. Choose your files and click Open.
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d. (Optional) To edit the data, click Prepare Data.

e. Click Finish.

Analytics for Avaya Experience Platform™ Public Cloud displays the Save As window.

3. To save the file in your desired location, in the Save in field, click the location.

4. (Optional) In the Name field, you can change the name of the file.

5. (Optional) In the Description field, enter the description for future reference.

6. (Optional) To create a new folder to save the file, click Create New Folder.
7. Click Save.

Analytics for Avaya Experience Platform™ Public Cloud displays the Start your analysis 
page.

8. Click Create Dossier.
9. Drag and drop the Attributes and Metrics to the side panel to create a new dossier.

Related links
Running and viewing a dossier on page 74

Adding a visualization in a dossier
About this task
The visualization capabilities in Analytics for Avaya Experience Platform™ Public Cloud offer many 
options for visualizing contact center data in dossiers.
You can add a visual representation of data in a dossier, such as a grid, KPI, bar chart, line chart, 
pie chart, or map. Other data visualizations include Waterfall, Heat Map, Bubble Chart, Histogram, 
Box Plot, Network, Sankey Diagram, and Time Series.
You can also create a customized view for visualizing data, such as a Bubble Chart, Circle 
Packing, Collapsible Tree, Stream Graph, Word Cloud, Zoomable Sunburst, Google Timeline, or 
Sequences Sunburst.

Procedure
1. Log in to Analytics for Avaya Experience Platform™ Public Cloud.

2. Click Create  > New Dossier.

The new dossier displays a single blank visualization.

You can see the CONTENTS, DATASETS, EDITOR, and Visualization panels.

3. In the DATASETS panel, select one of the following options to add data to the dossier:

• New Data: To import data from your computer or external database, depending on the 
user role.

Adding a visualization in a dossier
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• Existing data: To select a dataset from one of the connected databases.

• Existing Objects: To create a new dataset using the attributes and metrics available on 
one of the connected environments.

The selected data is added to your dossier as a dataset.

4. (Optional) If you select Existing data and the dataset requires inputs prompts, do the 
following:

a. In the input prompts, specify the values.

b. Click Run Dossier.

Analytics for Avaya Experience Platform™ Public Cloud displays the data based on 
the values specified in the input prompts.

5. In the Visualization panel, click the three vertical dots next to Visualization 1 and click 
Change Visualization.

The default visualization is Grid.

6. In the Change Visualization window, select one of the following visualization types:

• Grid
• KPI
• Bar
• Line
• Pie
• Map
• More (For other data visualizations)

• Custom (For custom visualizations)

Analytics for Avaya Experience Platform™ Public Cloud displays the data in the selected 
visualization type.

7. (Optional) To add another visualization panel, click the Visualization icon .

A new visualization panel opens beside the current visualization panel.

8. Add data to your visualizations by doing one of the following:

• Double-click the attributes or metrics.

• Drag and drop the attributes or metrics into the visualization container.

9. Click  to save your changes in the dossier.
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Chapter 7: Historical Reports summary

Historical reports
The historical dashboard reports display the historical data of the contact center resources, such 
as agent performance for a specified time interval. You can use these reports as references to 
evaluate the historical performance of contact center agents and supervisors. The data helps you 
understand the progress and performance over time and make informed decisions for the contact 
center.
Historical reports use interval-based measures to display a snapshot of the contact center. All 
historical summary and trend reports that return interval-based measures do not include data 
from the current 15-minute interval until data aggregation is run for the interval. By default, report 
caching settings are set to 15 minutes. Therefore, you might have to wait up to 30 minutes for the 
data of the current interval to display in the report.
You can also generate reports based on daily roll-up and monthly roll-up data. The daily reports do 
not include data for the current day because the data is calculated only the next day. The monthly 
reports do not include data for the current month because the data is calculated the next month.
The default data retention period for historical reports is 1 year. An asterisk (*) on an agent login 
ID indicates a deleted user.
Historical Reporting offers:

• A web-based reporting application that provides historical reporting through a simplified 
interface
With this interface, you can visualize the performance of the contact center over a specified 
reporting time. The interface provides enhanced user experience for report creation.

• Consolidation of historical contact center performance and customer data across the contact 
center

• Extensive library of tables, graphics, and ready-to-use displays
• Filtering options
• Options to export reports to Excel and PDF formats
• Ability to schedule reports to run at user-defined intervals
• Ability to schedule reports to run based on daily roll-up and monthly roll-up data
• Options for calculated measures
• Facility for time zone reporting to display data in the preferred time zone
• Multiple predefined reports
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• Option to create custom reports or modify reports to meet your business requirements
• Option to create a report or dossier with data from external files, such as Excel, JSON, or 

CSV files saved in your machine.
You can use the Historical Insights view to visualize data from Historical Reporting.

Related links
Analytics for Avaya Experience Platform Public Cloud concepts on page 13
User roles in Analytics for Avaya Experience Platform Public Cloud on page 14
Subscription of reports on page 15
Analytics for Avaya Experience Platform Public Cloud home page field descriptions on page 22
Getting Started with Historical Reporting for Supervisors

Interval reports
The historical reports based on interval data available in Analytics for Avaya Experience Platform™

Public Cloud are:
• Agent Login/Logout Report
• Agent Performance
• Agent Performance By Channel
• Agent Configuration

This report is not based on a specific time.
• Contact Detail
• Queue Performance
• Agent Not Ready By Reason Code
• Agent By Queue Performance
• Agent By Disposition Code
• Supervisor Monitoring Summary By Channel
• Emergency Calls
• Call Back Detail

Related links
Getting Started with Historical Reporting for Supervisors

Daily and monthly reports
The historical reports based on daily roll-ups available in Analytics for Avaya Experience 
Platform™ Public Cloud are:

• Agent Performance By Channel Daily
• Agent Performance Daily
• Queue Performance Daily
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• Agent Not Ready By Reason Code Daily
• Agent By Queue Performance Daily
• Agent By Disposition Code Daily
• Supervisor Monitoring Summary By Channel Daily

The historical reports based on monthly roll-ups available in Analytics for Avaya Experience 
Platform™ Public Cloud are:

• Agent Performance By Channel Monthly
• Agent Performance Monthly
• Queue Performance Monthly
• Agent Not Ready By Reason Code Monthly
• Agent By Queue Performance Monthly
• Agent By Disposition Code Monthly
• Supervisor Monitoring Summary By Channel Monthly

Related links
Getting Started with Historical Reporting for Supervisors

Agent Configuration
Definition
Displays agent information and agent properties. This report is not based on a specific time.

How it works
Supervisors can view the properties configured for an agent, such as agent login ID and agent 
display name.

Note:
You cannot select Agent ID and Channel ID while running this report.

Business usage
Enables a supervisor to check the agent configuration properties and make necessary changes.

Note:
Analytics for Avaya Experience Platform™ Public Cloud processes agents into the Agent 
Configuration report in 15-minute intervals. Therefore, the Agent Configuration report can 
display some agents as "unknown" due to one of the following reasons:

• You run the report within 15 minutes of creating a new agent.
• You delete an agent within 15 minutes of creating it.

Agent Configuration
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You can create and apply a customized report filter to filter out agents that display as 
"unknown" from the Agent Configuration report.

• How can I check the prompts used in the report?
You use the Agent Group-Agent column to view the hierarchical prompts used in this report. 
The column displays all the agent groups and the login ID of the agents associated with the 
agent groups.

• How can I check the details of an agent?
To check the details of the agent, use the Agent Login ID, Agent Display Name, and the 
Agent User Handle columns.

• How can I find out the details of the supervisor associated with an agent?
The details of the supervisor are available in the Supervisor ID and Supervisor Display 
Name columns.

• What are the columns available in the standard report?
The standard columns are the following:

Columns Description
Agent User Handle The user handle of the agent.
Attributes The callback attributes used for the callback engagement.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Related links
Generating a report based on monthly roll-up data on page 53
Generating a report based on interval data on page 41
Generating a report based on daily roll-up data on page 48
Emailing a report on page 62
Printing a report on page 68
Subscribing to a report on page 69
Exporting a report on page 63
Emailing a report on page 62

Agent Login/Logout Summary
Definition
Displays agent login and logout summary information.

How it works
Supervisors can view this report to see each login and logout event for each agent and also the 
login duration for each session.
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Business usage
Allows a supervisor to monitor the login and logout behavior of their agents:

• How often do my agents log in or log out?
Each login and logout event is recorded in the report. Therefore, the supervisor can check 
the number of times an agent logs in or logs out during a selected interval.

• How long do my agents spend logged in?
Use the Logon Duration measure to see how long the agent spent logged in during that 
session. You can see the duration in seconds by using the Logon Duration (secs) measure.

• How do I see if my agents are currently logged in?
If an agent is currently logged in, the Login Timestamp measure is filled in on the report, but 
the Logout Timestamp and Logon Duration measures are not filled.

• What is the maximum data retention period for the Agent Login/Logout Summary report?
The maximum value is 12 months. This data retention period is configurable.

• What are the columns available in the standard report?
The standard columns are:

Columns Description
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view, Date for 
daily view, and Month for monthly view.

Login Timestamp Login timestamp in the timezone that the user selects.
Logon Duration The duration for which the agent was logged in the system. The 

supported format is dd:hh:mm:ss.
Logout Timestamp Logout timestamp in the timezone that the user selects.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Related links
Printing a report on page 68
Subscribing to a report on page 69
Generating a report based on monthly roll-up data on page 53
Generating a report based on interval data on page 41
Generating a report based on daily roll-up data on page 48
Exporting a report on page 63
Emailing a report on page 62

Agent Login/Logout Summary
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Agent Performance
Definition
Displays the overall performance and productivity of an agent for the selected duration.

How it works
Tracks how agents handle interactions delivered to them for the selected duration.
For reports based on interval data, supervisors can view how the agents handle interactions 
delivered to them for a selected interval. Intervals are aggregated by 15 minutes and can be 
selected for a scheduled duration. Data displayed is listed at the agent level and is written to the 
database every 15 minutes. For the reports based on daily and monthly roll-up data, the data is 
written to the database the next day and the next month, respectively.

Business usage
Monitor and compare the performance of each agent for the selected duration to view how the 
agents use their time. This report provides answers to some key questions, such as the following:

• How many interactions were offered to an agent, and how many were completed for the 
selected duration?
Use the Offered measure to determine the number of interactions directed toward the 
agent for the selected duration. Use the Completed measure to determine the number of 
completed interactions. The Answered and Not Answered measures display the number of 
responses by an agent to the interactions offered to the agent within the reporting period.

• How many interactions did an agent handle for the selected duration, and what is the 
duration for which each interaction was handled?
Use the Completed measure to determine the number of interactions that the agent handled.
Use the Active Time measure to determine the active duration an agent spends to handle 
the interactions.

• How many interactions did an agent put on hold for the selected duration?
Use the Hold measure to determine the number of interactions the agent puts on hold for 
the selected duration. To get the duration that the agent put a contact on hold within the 
scheduled duration, use the Hold Time measure. The report displays the duration in the 
dd:hh:mm:ss format. The Average Hold Time measure displays the average duration for 
which the agents put the interactions on hold in dd:hh:mm:ss format.

• How many interactions did an agent transfer to the queue for the selected duration?
Use the Transfer Initiated to Queue column to see the count of transfer attempts that the 
agent initiates. For the count of transfers the agent successfully handles, see the number 
displayed in theTransfer Accepted From Queue column.

• How do you compare the active time and alert time of an agent for the selected duration?
Compare the Active Time measure with the Alert Time measure to determine the time an 
agent spends in the active state with alert time. The Alert Time measure is when the agent 
receives alerts for offered interactions within the reporting duration.

• How can you determine the number of abandoned contacts before an agent answers the 
interaction?
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You can use the Abandoned from Alerting column to count the contacts the customer 
abandons after offering and before the agent answers them.

• How do you compare an agent's performance for the current duration with other similar time 
durations?
Compare the number of interactions that are offered and completed and answered with 
escalations with similar time durations to determine the agent’s performance.

• How to determine the improvement in the performance of an agent?
Compare the agent's performance in the current duration with data derived from other 
durations to see if it is improving.

• How can you view an agent's performance at a glance for the selected durations?
See the Total field for all the measures in the report's table.

• What are the columns available in the standard report?
For the list of available columns, see the following table:

Columns Description
Abandoned From Alerting The number of alerting interactions that the customer disconnects 

within the reporting period.
Active Time The duration the agent spent working on interactions within the 

reporting period in dd:hh:mm:ss format.

Active Time is a calculated column derived from Active Duration.
ACW Count The number of times an agent entered the ACW state.
ACW Duration The duration an agent was in the ACW state within the reporting 

period.
Avg ACW Time The average duration an agent spends in ACW.
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Agent First Name The first name of the agent.
Agent Last Name The last name of the agent.
External Calls A count of the external calls that the agent makes from the contact 

center.
External Calls Duration The amount of time the agent spent on external calls during the 

reporting period.
Avg Active Time The average amount of time an agent spends working on 

interactions.
Avg Hold Time Avg Hold Time
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Alert Time The time the agent receives alerts for interactions offered within the 

reporting duration.

Table continues…
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Columns Description
Answered The number of interactions that an agent answered.
Completed A count of completed interactions for an agent within the reporting 

period.
Consult to External A count of interactions where an agent initiated a consultation call 

with a user with an external number.
Consulting External Duration The duration an agent spent consulting a user with an external 

number.
Conference to External A count of external consultation calls that resulted in a conference.
Hold A count of customer visible holds within the reporting period.
Hold Time The duration for which the agent places the interactions on hold in 

dd:hh:mm:ss format.
Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view, Date for 
daily view, and Month for monthly view.

Offered A count of interactions directed to the agent within the reporting 
period.

Transfer Accepted From 
Queue

A count of interactions where a single-step transfer from the queue 
was successful.

Transfer Initiated to Queue A count of interactions where a single-step transfer to the queue was 
initiated.

Warm Transfer to External A count of interactions that resulted in a transfer to an external 
number.

Warm Transfer Initiated to 
User

A count of interactions where a consultation call to the user resulted 
in an agent initiating a transfer to another agent.

Warm Transfer Accepted 
From User

A count of interactions where a consultation call to a user resulted in 
an agent accepting the transfer from the user.

Warm Transfer Initiated to 
Queue

A count of interactions where a consultation call to a queue resulted 
in an agent initiating a transfer to the queue.

Warm Transfer Accepted 
From Queue

A count of interactions where a consultation call to the queue resulted 
in an agent accepting a transfer from the queue.

• What are the calculated columns used in the dossier for this report?
The calculated columns are the following:

Columns Formula
Total number of agents Count < Distinct = True > (Agent ID] @ ID) {~+}

Active duration is the time the agent spent on interactions within the 
reporting period in milliseconds. This total excludes the time spent on 
hold and in ACW.

Table continues…
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Columns Formula
Active Duration Per Day [Active Duration] / 60

Active duration is the time the agent spent on interactions within the 
reporting period in milliseconds. This total excludes the time spent on 
hold and in ACW.

Alert Duration Per Day Alert duration is when the agent had interaction alerting within the 
reporting period in milliseconds.

[Alert Duration] / 60

• What are the columns available for customization in this report?
The customized columns are the following:

Columns Formula
% Answered The percentage of answered interactions.
% Completed The percentage of interactions completed of those offered.
% Holds The percentage of interactions that spent time on hold.
% Not Answered The percentage of unanswered interactions.
Ad Hoc Email Initiated The number of ad hoc emails initiated from the contact center.
Ad Hoc Email Sent The number of ad hoc emails sent from the contact center.
ACW Duration (secs) The duration for which the agent was in the ACW state in seconds.
Barged The number of times a supervisor barged in on an agent within the 

reporting period.
Barged Duration The duration for which the supervisor barged into an interaction within 

the reporting period.
Barging The number of times a supervisor performed a barging interaction 

within the reporting period.
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.
Completed Logon Duration The amount of time an agent was logged in to Avaya Workspaces 

within the reporting period.
Completed Logon Duration 
(secs)

The amount of time in seconds the agent was logged in during the 
reporting period.

Completed Active Duration The duration of an active call until it is placed on hold or disconnected 
during the reporting period.

This measure is reported in the interval when the call is completed.
Completed Active Duration 
(secs)

The duration in seconds of an active call until it is placed on hold or 
disconnected during the reporting period.

This measure is reported in the interval when the call is completed.
Completed Not Ready 
Reason Duration

The amount of time an agent was in the Not Ready state while using 
a reason code within the reporting period.

Table continues…
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Columns Formula
Completed Not Ready 
Reason Duration (secs)

The amount of time in seconds the agent was in the Not Ready state 
while using a reason code during the reporting period.

Completed Total Time Not 
Ready

The amount of time an agent was in the Not Ready state within the 
reporting period.

Completed Total Time Not 
Ready (secs)

The amount of time in seconds the agent was in the Not Ready state 
during the reporting period.

Conference Initiated To User A count of interactions where an agent initiates a consultation call to 
another agent that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call when the agent completes the call as a conference.

Conference Accepted From 
User

A count of interactions where an agent answers a consultation call 
from another agent that ends as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call when the agent initiating the call completes the call 
as a conference.

Consult Initiated To User A count of interactions that an agent initiated as a consultation call 
with another user.

Consult Initiated to Queue A count of interactions that an agent initiated as a consultation call to 
another queue.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consult Accepted From 
Queue

A count of consult to queue calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Accepted From 
User

A count of consult to user calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consulted Duration The duration an agent was in a consultation call with another agent.

The duration is displayed in the hh:mm:ss format.
Consulting Duration The duration an agent spent consulting another agent.

The duration is displayed in the hh:mm:ss format.
Consulting duration (secs) The duration an agent spent consulting another agent in seconds.
Consulted duration (secs) The duration an agent was in a consultation call with another agent in 

seconds.

Table continues…
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Columns Formula
Conference Initiated To 
Queue

A count of interactions where an agent initiates a consultation call to a 
queue that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call.

Conference Accepted From 
Queue

A count of interactions where an agent answered a consultation call 
from another agent that ended as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call.

Forwarded A count of interactions forwarded by the agent within the reporting 
period.

Total Time Not Ready The total duration in the Not Ready state.
Agent Logon Duration The duration for which the agent was logged in to Avaya Workspaces 

during the reporting period.
Average Alert Time The average duration the agent had interaction alerting in 

dd:hh:mm:ss format by the channel.
Idle Time Duration The time for which an agent is not active on an interaction but 

available for work.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Related links
Emailing a report on page 62
Exporting a report on page 63
Subscribing to a report on page 69
Printing a report on page 68
Generating a report based on daily roll-up data on page 48
Generating a report based on interval data on page 41
Generating a report based on monthly roll-up data on page 53

Agent Performance By Channel
Definition
Displays the performance and productivity of an agent by channels for the selected duration.

How it works
Tracks how agents handle interactions delivered to them for the scheduled duration. Supervisors 
can use this report to monitor when an agent has multiple interactions waiting to be answered. 
Events are captured in the report for a selected duration when an incoming contact creates alerts 
for an agent for interactions waiting to be answered.
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For intervals-based reports, the report displays the data at the agent level and writes to the 
database every 15 minutes. For the daily and monthly reports, the report aggregates the data on 
the next day and the next month, respectively.
For current day reports, run the reports from the Interval folder.
For current month reports, run the reports from the Daily folder.

How does the report help the supervisor of a contact center?
This report helps the supervisor understand how the agents are performing and the skill set of an 
agent for handling interactions.

Business usage
Monitor and compare the performance of each agent by channel for the selected duration to view 
how the agents use their time. This report provides answers to some key questions, such as:

• How many interactions were offered to an agent, and how many interactions were completed 
for the selected duration?
Use the Offered measure to determine the number of interactions directed toward the 
agent for the selected duration. Use the Completed measure to determine the number of 
completed interactions.

• How many interactions did an agent handle for the selected duration, and what is the 
duration for which the agent handled each contact?
Use the Completed measure to determine the number of interactions that the agent 
handled. The Answered and Not Answered measures display the number of responses 
for interactions offered to the agents within the reporting period.
Use the Active Time measure to determine the active duration that the agent spends to 
handle the interactions.

• How many interactions did an agent put on hold for the selected duration?
Use the Hold measure to determine the number of interactions the agent places on hold for 
the selected duration. Use the Hold Time measure to get the duration for which the agent 
put a contact on hold within the scheduled duration. The report displays the duration in the 
dd:hh:mm:ss format.

• How many interactions did an agent transfer to the queue for the selected duration?
Use the Transfer Initiated to Queue column to see the count of transfer attempts that the 
agent initiates. For a count of transfers that the agent successfully handles, see the number 
displayed in the Transfer Accepted From Queue column.

• How do you compare an agent's active time and alert time for the selected duration?
To compare the Active Time and the Alert Time measures, check the time an agent spends 
in an active state compared to alert time. The Alert Time measure is the time the agent 
receives alerts for interactions offered within the reporting duration.

• How can you determine the number of abandoned contacts before an agent answers the 
interaction?
You can use the Abandoned from Alerting column to count the contacts the customer 
abandons after offering and before the agent answers them.
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• Is there an improvement in the performance of the agent?
Compare the agent’s performance in the current duration with data derived from other 
durations to see if the performance of the agent is improving.

• How can you view the agent’s performance for the selected duration at a glance?
See the Total field for all the measures in the report's table.

• What are the columns available in the standard report?
For the list of available columns, see the following table:

Columns Description
Abandoned From Alerting The number of alerting interactions that the customer disconnects 

within the reporting period.
Active Time The duration the agent spent working on interactions within the 

reporting period in dd:hh:mm:ss format.

Active Time is a calculated column derived from Active Duration.
ACW Count A count of interactions in active ACW state for the queue or the 

channel.
ACW Duration The duration an agent was in the ACW state within the reporting 

period.
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent First Name The first name of the agent.
Agent Last Name The last name of the agent.
Alert Time The time the agent receives alerts for interactions offered within the 

reporting duration.
Answered The number of interactions that an agent answered.
Channel The unique identifier of the channel.
Completed A count of completed interactions for an agent within the reporting 

period.
Conference to External A count of external consultation calls that resulted in a conference.
Forwarded A count of interactions forwarded by the agent within the reporting 

period.
Hold A count of customer visible holds within the reporting period.
Hold Time The duration for which the agent places the interactions on hold in 

dd:hh:mm:ss format.
Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view, Date for 
daily view, and Month for monthly view.

Table continues…
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Columns Description
Not Answered A count of interactions offered that the agent did not answer.
Offered A count of interactions directed to the agent within the reporting 

period.
Warm Transfer to External A count of interactions that resulted in a transfer to an external 

number.
Warm Transfer Initiated to 
User

A count of interactions where a consultation call to the user resulted 
in an agent initiating a transfer to another agent.

Warm Transfer Accepted 
From User

A count of interactions where a consultation call to a user resulted in 
an agent accepting the transfer from the user.

Warm Transfer Initiated to 
Queue

A count of interactions where a consultation call to a queue resulted 
in an agent initiating a transfer to the queue.

Warm Transfer Accepted 
From Queue

A count of interactions where a consultation call to the queue resulted 
in an agent accepting a transfer from the queue.

Consult to External A count of interactions where an agent initiated a consultation call 
with a user with an external number.

Consulting External Duration The duration an agent spent consulting a user with an external 
number.

• What are the columns available for customization in the report?
For the list of available columns, see the following table:

Columns Description
% Answered The percentage of answered interactions.
% Completed The percentage of interactions completed of those offered.
% Holds The percentage of interactions that spent time on hold.
% Not Answered The percentage of unanswered interactions.
ACW Duration (secs) The duration for which the agent was in the ACW state in seconds.
Average Active Time The average active time for each answered interaction in 

dd:hh:mm:ss format by the channel.
Average Alert Time The average duration the agent had interaction alerting in 

dd:hh:mm:ss format by the channel.
Barged The number of times a supervisor barged in on an agent within the 

reporting period.
Barged Duration The duration for which the supervisor barged into an interaction within 

the reporting period.
Barging The number of times a supervisor performed a barging interaction 

within the reporting period.
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.

Table continues…
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Columns Description
Channel Idle Time Duration The amount of time an agent is not active on an interaction but 

available for work.
Coached The number of times a supervisor coached an agent.
Coached Duration The duration for which a supervisor coached an agent.
Coaching Duration The duration for which a supervisor carried out a coaching interaction.
Completed Active Duration The duration of an active call until it is placed on hold or disconnected 

during the reporting period.

This measure is reported in the interval when the call is completed.
Completed Active Duration 
(secs)

The duration in seconds of an active call until it is placed on hold or 
disconnected during the reporting period.

This measure is reported in the interval when the call is completed.
Consulting Duration The duration an agent spent consulting another agent.

The duration is displayed in the hh:mm:ss format.
Conference Initiated To 
Queue

A count of interactions where an agent initiates a consultation call to a 
queue that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call.

Conference Accepted From 
Queue

A count of interactions where an agent answered a consultation call 
from another agent that ended as a conference within the reporting 
period.

Consulting duration (secs) The duration an agent spent consulting another agent in seconds.
Consulted duration (secs) The duration an agent was in a consultation call with another agent in 

seconds.
Exclusivity Count A count of times the Exclusivity Mode (Voice Priority) was activated.

The metric increments by 1 when the agent on an active voice 
interaction enters the Exclusivity Mode, blocking all other digital 
interactions.

Exclusivity Duration The time an agent spent in the Exclusivity Mode (Voice Priority), 
blocking all other digital interactions.

Completed Exclusivity 
Duration

The amount of time the agent spent in the Exclusivity Mode (Voice 
Priority), blocking all other digital interactions.

This measure is reported in the interval when the Exclusivity Mode 
ends.

Forwarded A count of interactions forwarded by the agent within the reporting 
period.

Observed A count of the agents observed by a supervisor within the reporting 
period.

Observed Duration The duration for which the agents were observed by a supervisor 
within the reporting period.

Table continues…
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Columns Description
Transfer To External 
Canceled

A count of the interactions where a single-step transfer to an external 
address was canceled.

Transfer to External Failed A count of the interactions where a single-step transfer to an external 
address failed.

Transfer to External Initiated A count of the interactions where a single-step transfer to an external 
address was initiated.

Transfer To Queue 
Canceled

A count of interactions where a single-step transfer to the queue was 
canceled.

Transfer to Queue Failed A count of interactions where a single-step transfer to the queue 
failed.

Conference Initiated To User A count of interactions where an agent initiates a consultation call to 
another agent that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call when the agent completes the call as a conference.

Consult Initiated To User A count of interactions that an agent initiated as a consultation call 
with another user.

Consult Initiated to Queue A count of interactions that an agent initiated as a consultation call to 
another queue.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consult Accepted From 
Queue

A count of consult to queue calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Accepted From 
User

A count of consult to user calls answered by an agent within the 
reporting period.

Conference Accepted From 
User

A count of interactions where an agent answers a consultation call 
from another agent that ends as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call when the agent initiating the call completes the call 
as a conference.

Consulted Duration The duration an agent was in a consultation call with another agent.

The duration is displayed in the hh:mm:ss format.
Completed In-Focus Active 
Duration

The total in-focus active duration of an interaction that completed 
within the reporting interval.

This measure is reported when the ACW phase starts or when the 
interaction is completed without an ACW phase. The interval includes 
the time an agent is active during an interaction, but excludes any 
voice-hold duration.

Table continues…
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Columns Description
Completed In-Focus ACW 
Duration

The total in-focus ACW duration of an interaction that completed 
within the reporting interval.

This measure is reported when the active phase of the ACW is 
completed in the interval.

Completed In-Focus Active 
Count

A count of interactions for which the active phase is completed within 
the current reporting interval and was in focus in a current or previous 
reporting interval.

This measure is reported when the ACW phase starts or when 
the interaction is completed without an ACW phase. The metric 
increments when the transferred interaction is completed if the 
tranferred interaction gets focus at least once.

Completed In-Focus ACW 
Count

A count of interactions for which the active ACW phase is completed 
within the current reporting interval and was in focus in a current or 
previous reporting interval.

The metric increments when the ACW phase of the interaction is 
completed.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Related links
Generating a report based on monthly roll-up data on page 53
Generating a report based on interval data on page 41
Generating a report based on daily roll-up data on page 48
Printing a report on page 68
Subscribing to a report on page 69
Emailing a report on page 62
Exporting a report on page 63

Agent Performance Top 5 summary
Definition
Displays a performance summary of the top five agents for the scheduled duration.

Note:
This report is a subset of Agent Performance.

If more than five agents have the same values for metrics on which the agents are ranked, the 
report displays all such agents.
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How it works
This report tracks the performance of the contact center agents for the selected duration and 
displays the performance summary of the five agents who completed the maximum number of 
interactions. For interval-based reports, the data displayed is listed at the agent level and is written 
to the database every 15 minutes. For daily roll-up and monthly roll-up data-based reports, the 
data is aggregated on the next day and the next month, respectively.

Business usage
Compare the performance of the top five agents for the selected duration to determine those 
agents who are using their active time productively and those who are not.
This report provides answers to some key questions, such as:

• How do the top five agents compare in answering the interactions for the current interval?
Use the Answered measure to determine the number of interactions answered by the top 
five agents.

• How do the top five agents compare in completing the interactions directed to them for the 
selected duration?
Use the Completed measure to determine and compare the call completion attribute of the 
agents.

• How to view the performance details of the top five agents simultaneously?
Hover your mouse over the graph to get each agent login ID to view and compare the 
performance details of the top five agents.

• What are the columns available in the standard report?
For the list of available columns, see the following table:

Columns Description
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Answered The number of interactions that an agent answered.
Completed A count of completed interactions for an agent within the reporting 

period.
Offered A count of interactions directed to the agent within the reporting 

period.

Related links
Generating a report based on interval data on page 41
Generating a report based on daily roll-up data on page 48
Generating a report based on monthly roll-up data on page 53
Subscribing to a report on page 69
Scheduling a report on page 65
Exporting a report on page 63
Printing a report on page 68
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Emailing a report on page 62

Queue Performance
Definition
Displays the performance in a queue for the selected duration.

How it works
This report provides summarized information on interactions for each queue that are abandoned 
or distributed. This report also displays information on interactions that any routing agent handles 
based on measures, such as offered, answered, not-answered, abandoned, and completed.
For reports based on interval data, supervisors can view the data for the selected interval. 
Intervals are aggregated by 15 minutes and can be selected for a scheduled duration. Data 
displayed is listed at the agent level and is written to the database every 15 minutes. For the 
reports based on daily roll-up and monthly roll-up data, the data is written to the database the next 
day and the next month, respectively.

Business usage
Enables a supervisor to assess the performance of configured queues, to calculate the number 
of interactions that were accepted in each queue within the defined service level. This information 
helps the supervisor to compare the performance of each queue in handling interactions.

• How can a supervisor find out the number of interactions offered to an agent and how many 
interactions were answered, not answered, and completed during the reporting duration?
Check the details in the Offered, Answered, Not Answered, and Completed columns.

• How can a supervisor compare the details of two or more queues?
In the Queue Name prompt, enter the queues that you want to compare, and the report 
summary displays the data for the selected queues. The Queue Name prompt is optional.

• How many interactions did an agent transfer to queue for the selected duration?
Use the Transfer Initiated to Queue column to see the count of transfer attempts the agent 
initiates. For the count of transfers that the agent successfully handles, see the number 
displayed in the Transfer Accepted From Queue column.

• Where can I get the number of abandoned interactions in the queue?
See the Abandoned from Alerting column for the number of interactions that the customer 
abandoned before the agent responded to the interaction.

• What are the columns available in the standard report?
For the list of available columns, see the following table:

Columns Description
Abandoned From Alerting The number of alerting interactions that the customer disconnects 

within the reporting period.
Abandoned From Queue The number of interactions that a customer abandoned before the 

contacts are offered for the selected queue.

Table continues…
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Columns Description
ACW Count A count of interactions in active ACW state for the queue or the 

channel.
ACW Duration The duration an agent was in the ACW state within the reporting 

period.
Answered The number of interactions that an agent answered.
Completed A count of completed interactions for an agent within the reporting 

period.
Consult to External A count of interactions where an agent initiated a consultation call 

with a user with an external number.
Consulting External Duration The duration an agent spent consulting a user with an external 

number.
Conference to External A count of external consultation calls that resulted in a conference.
Date Date timestamp.
Not Answered A count of interactions offered that the agent did not answer.
Offered A count of interactions directed to the agent within the reporting 

period.
Queue Name The name of the queue.
Transfer Accepted From 
Queue

A count of interactions where a single-step transfer from the queue 
was successful.

Transfer Initiated to Queue A count of interactions where a single-step transfer to the queue was 
initiated.

Abandon Time Duration The duration between the moment when the interaction was added to 
the queue till the moment when it was abandoned.

Average Speed of Answer Wait Time / Answered
Average Talk Time The average amount of time an agent spends handling customers.
Average Abandon Time The average duration before a customer abandons a call.
% Answered The percentage of answered interactions.
Warm Transfer to External A count of interactions that resulted in a transfer to an external 

number.
Warm Transfer Initiated to 
User

A count of interactions where a consultation call to a queue resulted 
in an agent initiating a transfer to the queue.

Warm Transfer Accepted 
From User

A count of interactions where a consultation call to a user resulted in 
an agent accepting the transfer from the user.

Warm Transfer Initiated to 
Queue

A count of interactions where a consultation call to a queue resulted 
in an agent initiating a transfer to the queue.

Warm Transfer Accepted 
From Queue

A count of interactions where a consultation call to the queue resulted 
in an agent accepting a transfer from the queue.

• What are the columns available for customization in the report?
For the list of available columns for customization, see the following table:
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Columns Description
Active Duration The total active duration of all the interactions over all the channels.
ACW Duration (secs) The duration for which the agent was in the ACW state in seconds.
Avg Talk Time (secs) The average time between when a call was active to when the call 

was disconnected during the reporting period in seconds.
Barged The number of times a supervisor barged in on an agent within the 

reporting period.
Barged Duration The duration for which the supervisor barged into an interaction within 

the reporting period.
Barging The number of times a supervisor performed a barging interaction 

within the reporting period.
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.
Coached The number of times a supervisor coached an agent.
Coached Duration The duration for which a supervisor coached an agent.
Coaching The number of times a supervisor carried out a coaching interaction.
Coaching Duration The duration for which a supervisor carried out a coaching interaction.
Completed Active Duration The duration of an active call until it is placed on hold or disconnected 

during the reporting period.

This measure is reported in the interval when the call is completed.
Completed Active Duration 
(secs)

The duration in seconds of an active call until it is placed on hold or 
disconnected during the reporting period.

This measure is reported in the interval when the call is completed.
Conference Initiated To User A count of interactions where an agent initiates a consultation call to 

another agent that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call when the agent completes the call as a conference.

Conference Initiated To 
Queue

A count of interactions where an agent initiates a consultation call to a 
queue that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call.

Conference Accepted From 
Queue

A count of interactions where an agent answered a consultation call 
from another agent that ended as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Initiated To User A count of interactions that an agent initiated as a consultation call 
with another user.
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Agent Performance Top 5 summary

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 123
Comments on this document? 

124

https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59


Columns Description
Consult Initiated to Queue A count of interactions that an agent initiated as a consultation call to 

another queue.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consult Accepted From 
Queue

A count of consult to queue calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Accepted From 
User

A count of consult to user calls answered by an agent within the 
reporting period.

Consulted Duration The duration an agent was in a consultation call with another agent.

The duration is displayed in the hh:mm:ss format.
Consulting Duration The duration an agent spent consulting another agent.

The duration is displayed in the hh:mm:ss format.
Consulting duration (secs) The duration an agent spent consulting another agent in seconds.
Consulted duration (secs) The duration an agent was in a consultation call with another agent in 

seconds.
Hold Duration The amount of time the agent had put a customer interaction on hold.
Observed A count of the agents observed by a supervisor within the reporting 

period.
Observed Duration The duration for which the agents were observed by a supervisor 

within the reporting period.
Transfer To Queue 
Canceled

A count of interactions where a single-step transfer to the queue was 
canceled.

Transfer to Queue Failed A count of interactions where a single-step transfer to the queue 
failed.

Wait Time The time a contact spent waiting in the queue before an agent 
answered the call.

Abandoned Time Duration The time taken before the contact was abandoned on a specific 
queue within the reporting period in dd:hh:mm:ss format.

Offered to Queue A count of interactions offered to the queue within the reporting 
period.

Abandoned Before 
Threshold

The number of interactions abandoned before the specific threshold 
on the queue or while alerting an agent.

Answered After Threshold The number of calls answered after the specific threshold for that 
queue.

Service Level The percentage of contacts answered within a certain time threshold 
in the interval. For example, 90% of calls were answered within 10 
seconds of arrival on a queue.
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For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Related links
Generating a report based on monthly roll-up data on page 53
Generating a report based on interval data on page 41
Generating a report based on daily roll-up data on page 48
Subscribing to a report on page 69
Printing a report on page 68
Emailing a report on page 62
Exporting a report on page 63

Contact Detail Summary
Definition
Displays the end-to-end details of all customer interactions and dialogs associated with these 
interactions.

How it works
Tracks historical details of an interaction.
Supervisors can select the interaction and analyze how the interaction navigates through multiple 
dialogs in the current interval. The start time of interactions determines the data that the report 
displays.
An interaction is associated with single or multiple dialog IDs.

Multi-segment interactions
When an interaction is transferred across queues or agents, Call Detail Records (CDR) logs the 
data for each agent or queue into a new segment and displays each segment on a separate row.
Dialog-specific measures, such as Dialog Id, Dialog Start Time, and Dialog End Time, vary by 
segment.
Agent-specific measures, such as Agent Login Id, Agent Initiated Disconnect, and Final 
Disposition Code, also differ across segments if the interaction involves multiple agents.

Business usage
• How can you find out if an interaction was abandoned before an agent responds?

You can use the Abandoned Indicator column to find out if an interaction is abandoned 
before an agent responds.

• How can you find out the source of the disconnect of an interaction?
Use the Agent Initiated Disconnect column in the report to view if the agent terminated the 
interaction. If an agent initiates the disconnect, the column displays the value as True.

• How can the supervisor find out if an agent made any external call?
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See if the External Call Indicator column displays True to find out if an agent made an 
external voice call from their logged-in Workspaces session.

• How can a supervisor know the reasons and source of the calls that an agent receives?
Check the Final Disposition Code column to get a list of reasons for the calls an agent 
receives. To know the source of the external call, check the External Participant ID column 
to identify with the unique customer ID.

• What is the maximum retention period of the Call Detail Records (CDR) data?
The maximum retention period is 365 days.
This data retention period is configurable.

• What are the columns available in the standard report?
For the list of available columns, see the following table:

Columns Description
Engagement ID The unique identifier for the interaction.
Engagement Start Time The timestamp of the beginning of the interaction.
Engagement End Time The timestamp of the end of the interaction.
Provider Id The unique identifier of the channel provider for the interaction.
Dialog Id The source system ID to identify the dialog.
Dialog Start Time The time at the beginning of the dialog.
Dialog End Time The time at the end of the interaction.
External Participant Id The unique ID to identify the customer.
Final Disposition Code The list of reasons for the calls an agent receives.
Abandoned Indicator An indicator that marks an abandoned interaction.
Agent Initiated Disconnect This measure is an indicator that the interaction was disconnected by 

the agent.
External Call Indicator A boolean value indicating that the agent initiated an external voice 

call.
Barge Indicator An indicator marking the agent was barged by a supervisor.
Barge Start Timestamp The time at the start of the barging interaction.
Barge End Timestamp The time at the end of the barging interaction.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Channel The unique identifier of the channel.

Table continues…
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Columns Description
Direction The direction of a message. The options are the following:

- INCOMING: The email that a contact center receives from the 
customer.

- OUTGOING: The email sent from the contact center.
ACW Indicator The indicator that indicates if an agent entered the ACW state for an 

interaction.
ACW Start Timestamp The time at which an agent entered the ACW session for an 

interaction.
ACW End Timestamp The time at which an agent ended the ACW session for an 

interaction.
Business Account Name Business account configured by provider, on which the message 

came in or using which the message will be sent out.
Coach Indicator The indicator that indicates the agent was coached by a supervisor.
Coach Timestamp The time at the beginning of the coaching session.
IP Address The external IP address for the device used by the agent during the 

interaction.
Message Type The type of message received.

The message types are:

- NEW

- REPLY

- FORWARD
Observe Indicator An indicator to identify that the agent was observed in this segment.
Send From Sender of the message set by the provider.
Send to The recipients of the email message in the To field.
Subject The subject of the email message.
Queue Name The name of the queue.
Offered Attributes The attributes for the interactions offered to an agent.
Consult Accepted From 
Queue Indicator

Indicates if an agent accepted a consult to queue call.

Consult Initiated to User 
Indicator

Indicates if an agent initiated a consult to user call for the 
engagement.

Queued Attributes The final attributes on the interaction when it gets queued to an agent.
Transfer Indicator The indicator to identify if an agent transferred the interaction.

• What are the columns available for customization in the report?
For the list of available columns for customization, see the following table:
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Columns Description
Conference to External 
Indicator

Indicates the consult to an external number that resulted in a 
conference.

Warm Transfer to External 
Indicator

Indicates the calls that are meant for consult and transfer to an 
external number.

Consult to External Number The external number to which the agent made the consultation call.

The external number can be a PSTN, an Avaya Aura X for Avaya 
Cloud Office (ACO), or an Avaya Spaces number.

Consult to External Indicator Indicates if an agent made an external consultation call.
Disposition Code Id The ID associated with a call reason from the source system.
Conference Indicator Indicates that the interaction involved a consult that resulted in a 

conference.
Consult Accepted From 
Queue Indicator

Indicates if an agent accepted a consult to queue call.

Consult Initiated to Queue 
Indicator

Indicates if an agent initiated a consult to queue for the engagement.

Disposition Code 
Description

The call reason description.

Engagement Source The external system that is the source of the interaction. For example:

- For social media messaging interactions, the Engagement Source 
displays Facebook, WhatsApp, Instagram, or X (Twitter).

Note:

From March 1, 2025, Avaya does not support messaging 
integration with X (Twitter). You can no longer configure 
X (Twitter) social media accounts with Avaya Experience 
Platform™ or use X (Twitter) to send or receive messages to 
or from customers.

- For WebRTC interactions, the Engagement Source displays 
WebRTC.

- For messaging interactions, the Engagement Source displays Web 
messenger.

Disposition Code Type The type of the call reason.
Warm Transfer to Queue 
Indicator

Indicates when a consult to queue resulted in a transfer.

Warm Transfer to User 
Indicator

Indicates when a consult to user resulted in a transfer.

Emergency Indicator Indicates that an emergency call was initiated.
Engagement Queued 
Timestamp

The time the interaction first enters a queue. It is only calculated if an 
inbound interaction is queued before an agent handles it.

Table continues…
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Columns Description
Engagement Offered 
Timestamp

The time when the interaction is first offered to an agent.

Abandon Wait Time (AWT) The total time the customer waited before dropping the interaction. 
It includes interactions that customers abandon while they are in a 
queue or altering to an agent.

Source Address The address of the engagement source.

For example, for social media interactions such as Facebook, 
WhatsApp, and Instagram, the Source Address displays the Business 
Page Name or Profile Name. For X (Twitter), the Source Address 
displays the Account Name.

Note:

From March 1, 2025, Avaya does not support messaging 
integration with X (Twitter). You can no longer configure X 
(Twitter) social media accounts with Avaya Experience Platform™

or use X (Twitter) to send or receive messages to or from 
customers.

For WebRTC interactions, the Source Address displays the 
Integration ID or Integration name.

Avaya Experience Platform™ Public Cloud agents and customers use 
this source to interact with each other.

Answered Timestamp The time at which the agent answered the engagement.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Related links
Generating a report based on monthly roll-up data on page 53
Generating a report based on interval data on page 41
Generating a report based on daily roll-up data on page 48
Printing a report on page 68
Subscribing to a report on page 69
Emailing a report on page 62
Exporting a report on page 63
Using Contact Detail Summary

Queue Performance By Channel
Definition
Displays the performance in a queue for the selected duration for the selected channels.
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How it works
This report provides summarized information on interactions for each queue and channel that 
are either abandoned or distributed. This report also displays information on interactions that any 
routing agent handles based on measures such as offered, answered, not-answered, abandoned, 
and completed by channel.
For reports based on interval data, supervisors can view the data for the selected interval. 
Intervals are aggregated by 15 minutes and can be selected for a scheduled duration. Data 
displayed is listed at the agent level and is written to the database every 15 minutes. For the 
reports based on daily roll-up and monthly roll-up data, the data is written to the database the next 
day and the next month, respectively.

Business usage
Enables a supervisor to assess the performance of configured queues and channels, to calculate 
the number of interactions that were accepted in each queue and channel within the defined 
service level. This information helps the supervisor to compare the performance of each queue in 
handling interactions by channel.

• How can a supervisor find out the number of interactions offered to an agent and how many 
interactions were answered, not answered, and completed during the reporting duration?
Check the details in the Offered, Answered, Not Answered, and Completed columns.

• How can a supervisor compare the details of two or more queues?
In the Queue Name prompt, enter the queues that you want to compare, and the report 
summary displays the data for the selected queues. The Queue Name prompt is optional.

• How many interactions did an agent transfer to queue for the selected duration?
Use the Transfer Initiated to Queue column to see the count of transfer attempts that the 
agent initiates. For the count of transfers that the agent successfully handles, see the number 
that is displayed in the Transfer Accepted From Queue column.

• Where can I get the number of abandoned interactions in the queue?
See the Abandoned from Alerting column for the number of interactions the customer 
abandoned before the agent responded.

• What are the columns available in the standard report?
For the list of available columns, see the following table:

Columns Description
% Abandoned from Alerting The percentage of calls abandoned while alerting which were offered 

to a queue and channel.
% Abandoned from Queue The percentage of calls abandoned in the queue which were offered 

to a queue and channel.
% Answered The percentage of answered interactions.
% Completed The percentage of interactions completed of those offered.
% Contacts Answered The percentage of answered calls that were offered to a queue and 

channel.

Table continues…
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Columns Description
% Not Answered The percentage of unanswered interactions.
Abandoned From Alerting The number of alerting interactions that the customer disconnects 

within the reporting period.
Abandoned From Queue The number of interactions that a customer abandoned before the 

contacts are offered for the selected queue.
Abandon Time Duration The duration between the moment when the interaction was added to 

the queue till the moment when it was abandoned.
Active Duration The total active duration of all the interactions over all the channels.
ACW Count A count of interactions in active ACW state for the queue or the 

channel.
ACW Duration The duration an agent was in the ACW state within the reporting 

period.
Alert Duration The total alert duration of all the interactions over all the channels for 

an agent.
Average Speed of Answer Wait Time / Answered
Average Talk Time The average amount of time an agent spends handling customers.
Average Abandon Time The average duration before a customer abandons a call.
Average ACW Time The average duration an agent spends in ACW.
Answered The number of interactions that an agent answered.
Channel The unique identifier of the channel.
Completed A count of completed interactions for an agent within the reporting 

period.
Conference to External A count of external consultation calls that resulted in a conference.
Date Date timestamp.
Hold Duration The amount of time the agent had put a customer interaction on hold.
Hour Timestamp value with 60 minute intervals for interval view.
Interval The duration of the interaction in 15 minute intervals.

You can select the duration in the From and To fields for Interval and 
Date.

For Monthly, you can select the month and year.

By default, the Interval pages are set for the current date and Daily 
pages are set for the previous month.

Interval Timestamp A timestamp value with 15 minute interval for Interval view.
Not Answered A count of interactions offered that the agent did not answer.
Offered A count of interactions directed to the agent within the reporting 

period.
Offered to Queue A count of interactions offered to the queue within the reporting 

period.

Table continues…
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Columns Description
Queue Name The name of the queue.
Transfer Accepted From 
Queue

A count of interactions where a single-step transfer from the queue 
was successful.

Transfer Initiated to Queue A count of interactions where a single-step transfer to the queue was 
initiated.

Wait Time The time a contact spent waiting in the queue before an agent 
answered the call.

Warm Transfer to External A count of interactions that resulted in a transfer to an external 
number.

Consult to External A count of interactions where an agent initiated a consultation call 
with a user with an external number.

Consulting External Duration The duration an agent spent consulting a user with an external 
number.

• What are the calculated columns used in this report?

Columns Description
% Abandoned from Alerting Sum (Abandoned from Alerting / (Sum (Offered)) *100
% Abandoned from Queue Abandoned from queue / Offered to queue
% Answered Sum (Answered) / (Sum (Answered) + Sum (Not Answered)) *100
% Completed Sum (Completed / (Sum (Offered)) *100
% Contacts Answered Answered / Offered to queue
% Not Answered Sum (Not Answered) / (Sum (Answered) + Sum (Not Answered)) 

*100
Average Speed of Answer Wait Time / Answered
Average Talk Time Active Duration / Answered
Average Abandon Time Abandoned Time Duration/Abandoned From Queue
Average ACW Time ACW Duration / ACW Count

• What are the columns available for customization in the report?
For the list of available columns for customization, see the following table:

Columns Description
Abandon Time Duration 
(secs)

The duration in seconds before the contact was abandoned on a 
specific queue and channel within the reporting period in seconds.

Active Duration (secs) The duration spent between when a call was active to when the call 
was disconnected per queue and channel during the reporting period 
in seconds. This total excludes the time spent on hold and in ACW.

ACW Duration (secs) The duration for which the agent was in the ACW state in seconds.
Alert Duration (secs) The duration for which an interaction was alerting within the reporting 

period in seconds.

Table continues…
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Columns Description
Avg Abandon Time (secs) The average time taken before the contact was abandoned on a 

specific queue within the reporting period in seconds.
Avg ACW Time (secs) The average time an agent spends in ACW in seconds.
Avg Talk Time (secs) The average time between when a call was active to when the call 

was disconnected during the reporting period in seconds.
Barged The number of times a supervisor barged in on an agent within the 

reporting period.
Barged Duration The duration for which the supervisor barged into an interaction within 

the reporting period.
Barged Duration (secs) The duration for which a supervisor barged in on an agent within the 

reporting period in seconds.
Barging The number of times a supervisor performed a barging interaction 

within the reporting period.
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.
Barging Duration (secs) The duration for which a supervisor carried out a barging interaction 

within the reporting period in seconds.
Coached The number of times a supervisor coached an agent.
Coached Duration The duration for which a supervisor coached an agent.
Coached Duration (secs) The duration for which a supervisor coached an agent within the 

reporting period for that queue in seconds.
Coaching The number of times a supervisor carried out a coaching interaction.
Coaching Duration The duration for which a supervisor carried out a coaching interaction.
Coaching Duration (secs) The duration for which a supervisors carried out a coaching interaction 

within the reporting period for that queue in seconds.
Completed Active Duration The duration of an active call until it is placed on hold or disconnected 

during the reporting period.

This measure is reported in the interval when the call is completed.
Completed Active Duration 
(secs)

The duration in seconds of an active call until it is placed on hold or 
disconnected during the reporting period.

This measure is reported in the interval when the call is completed.
Consulting Duration The duration an agent spent consulting another agent.

The duration is displayed in the hh:mm:ss format.
Consulting duration (secs) The duration an agent spent consulting another agent in seconds.
Consulted duration (secs) The duration an agent was in a consultation call with another agent in 

seconds.
Hold Duration (secs) The duration for which an agent puts the interactions on hold in 

seconds.
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Columns Description
Observed Duration The duration for which the agents were observed by a supervisor 

within the reporting period.
Observed Duration (secs) The duration which all agents assigned to the queue had an 

interaction where a supervisor observed them within the reporting 
period by the channel in seconds.

Observing A count of interactions a supervisor was observing an agent within the 
reporting period.

Observing Duration The amount of time a supervisor was observing an agent within the 
reporting period.

Observing Duration (secs) The duration which the agent had an interaction where an agent/
supervisor observed the agent within the reporting period in seconds.

Transfer To Queue 
Canceled

A count of interactions where a single-step transfer to the queue was 
canceled.

Transfer to Queue Failed A count of interactions where a single-step transfer to the queue 
failed.

Wait Time The time a contact spent waiting in the queue before an agent 
answered the call.

Conference Initiated To 
User

A count of interactions where an agent initiates a consultation call to 
another agent that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the consultation 
call when the agent completes the call as a conference.

Conference Accepted From 
User

A count of interactions where an agent answers a consultation call 
from another agent that ends as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call when the agent initiating the call completes the call 
as a conference.

Conference Initiated To 
Queue

A count of interactions where an agent initiates a consultation call to a 
queue that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the consultation 
call.

Conference Accepted From 
Queue

A count of interactions where an agent answered a consultation call 
from another agent that ended as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Initiated to Queue A count of interactions that an agent initiated as a consultation call to 
another queue.

The metric increments by 1 for the agent who initiated the consultation 
call.

Table continues…
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Columns Description
Consult Initiated To User A count of interactions that an agent initiated as a consultation call 

with another user.
Conference Accepted From 
User

A count of interactions where an agent answers a consultation call 
from another agent that ends as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call when the agent initiating the call completes the call 
as a conference.

Consult Accepted From 
Queue

A count of interactions where an agent answered a consultation call 
from another agent that ended as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consulted Duration The duration an agent was in a consultation call with another agent.

The duration is displayed in the hh:mm:ss format.
Completed In-Focus Active 
Duration

The total in-focus active duration of an interaction that completed 
within the reporting interval.

This measure is reported when the ACW phase starts or when the 
interaction is completed without an ACW phase. The interval includes 
the time an agent is active during an interaction, but excludes any 
voice-hold duration.

Completed In-Focus ACW 
Duration

The total in-focus ACW duration of an interaction that completed 
within the reporting interval.

This measure is reported when the active phase of the ACW is 
completed in the interval.

Completed In-Focus Active 
Count

A count of interactions for which the active phase is completed within 
the current reporting interval and was in focus in a current or previous 
reporting interval.

This measure is reported when the ACW phase starts or when 
the interaction is completed without an ACW phase. The metric 
increments when the transferred interaction is completed if the 
tranferred interaction gets focus at least once.

Completed In-Focus ACW 
Count

A count of interactions for which the active ACW phase is completed 
within the current reporting interval and was in focus in a current or 
previous reporting interval.

The metric increments when the ACW phase of the interaction is 
completed.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.
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Agent Not Ready By Reason Code
Definition
Displays the agent's reason code for changing the state to not ready for a selected duration.

How it works
Tracks the activities associated with an agent in not ready state for the selected duration.
Supervisors can view and analyze the reason codes that the agents assign to the Agent Not 
Ready state for a selected duration.
For reports based on interval data, supervisors can view the reason codes that the agents assign 
to change the state to not ready for the selected interval. Intervals are aggregated by 15 minutes 
and can be selected for a scheduled duration. Data displayed is listed at the agent level, and is 
written to the database every 15 minutes. For the reports based on daily and monthly roll-up data, 
the data is written to the database the next day and next month, respectively.

Business usage
Allows a supervisor to compare the not ready reason codes data of the same agent or multiple 
agents for a selected duration.

• How can a supervisor find out an agent's details?
To check the details of the agent, see the Agent Login ID and Agent Display Name 
columns.

• How can a supervisor find out how many times the agent changed the state to not ready?
The supervisor must check the Occurrences column to see the number of times an agent 
selected the Not Ready Reason Code option.

• Where can I compare the agent state for not ready reason codes for an agent between two 
durations?
See the Day column in the two reports.

• What are the columns available in the standard report?
For the list of available columns, see the following table:

Columns Description
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view, Date for 
daily view, and Month for monthly view.

Not Ready Reason Code The reason codes that the agents assign to the Agent Not Ready 
state for a selected duration.

Table continues…
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Columns Description
Occurrences The number of times an agent selected the Not Ready Reason Code 

option.
Not Ready Duration Duration (in dd:hh:mm:ss) for which agent was not ready.

• What are the columns available for customization in this report?
The customized columns are the following:

Columns Formula
Completed Not Ready 
Reason Duration

The amount of time an agent was in the Not Ready state while using 
a reason code within the reporting period.

Completed Not Ready 
Reason Duration (secs)

The amount of time in seconds the agent was in the Not Ready state 
while using a reason code during the reporting period.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Related links
Printing a report on page 68
Subscribing to a report on page 69
Emailing a report on page 62
Exporting a report on page 63
Generating a report based on interval data on page 41
Generating a report based on daily roll-up data on page 48
Generating a report based on monthly roll-up data on page 53

Agent by Queue Performance
Definition
Displays the interactions that an agent handles for each queue during the scheduled duration.

How it works
The report provides summarized information on interactions for each queue. This report also 
displays information on interactions that a routing agent abandons or distributes based on KPIs, 
such as offered, answered, not-answered, abandoned, and completed.
Supervisors can view the data for the selected interval. Intervals are aggregated by 15 minutes 
and can be selected for a scheduled duration. Data displayed is listed at the agent level and is 
written to the database every 15 minutes. For the reports based on daily and monthly roll-up data, 
the data is written to the database the next day and the next month, respectively.

Business usage
Enables a supervisor to assess the performance of configured queues at the agent level and 
calculate the number of interactions that were accepted in each queue within the defined service 
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level. This information helps the supervisor to compare the performance of agents for each queue 
in handling interactions during the selected duration.

• How can a supervisor find out the number of interactions offered to an agent and how many 
interactions were answered, not answered, and completed during the reporting duration?
Check the details in the Offered, Answered, Not Answered, and Completed columns.

• How can a supervisor compare the details of two or more queues?
In the Queue Name prompt, enter the queues that you want to compare, and the report 
summary displays the data for the selected queues. The Queue Name prompt is optional.

• How many interactions did an agent transfer to the queue for the selected duration?
Use the Transfer Initiated to Queue column to see the count of transfer attempts that the 
agent initiates. For the count of transfers that the agent successfully handles, see the number 
that is displayed in theTransfer Accepted From Queue column.

• Where can a supervisor get the number of abandoned interactions in the queue?
See the Abandoned from Alerting column for the number of interactions the customer 
abandoned before the agent responded.

• What are the columns available in the standard report?
For the list of available columns, see the following table:

Columns Description
Abandoned From Alerting The number of alerting interactions that the customer disconnects 

within the reporting period.
Active Duration The total active duration of all the interactions over all the channels.
Active Time The duration the agent spent working on interactions within the 

reporting period in dd:hh:mm:ss format.

Active Time is a calculated column derived from Active Duration.
ACW Count A count of interactions in active ACW state for the queue or the 

channel.
ACW Duration The duration an agent was in the ACW state within the reporting 

period.
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Answered The number of interactions that an agent answered.
Completed A count of completed interactions for an agent within the reporting 

period.
Conference to External A count of external consultation calls that resulted in a conference.
Hold A count of customer visible holds within the reporting period.
Hold Duration The amount of time the agent had put a customer interaction on hold.

Table continues…
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Columns Description
Hold Time The duration for which the agent places the interactions on hold in 

dd:hh:mm:ss format.
Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view, Date for 
daily view, and Month for monthly view.

Not Answered A count of interactions offered that the agent did not answer.
Offered A count of interactions directed to the agent within the reporting 

period.
Queue Name The name of the queue.
Warm Transfer to External A count of interactions that resulted in a transfer to an external 

number.
Warm Transfer Initiated to 
User

A count of interactions where a consultation call to the user resulted 
in an agent initiating a transfer to another agent.

Warm Transfer Accepted 
From User

A count of interactions where a consultation call to a user resulted in 
an agent accepting the transfer from the user.

Warm Transfer Initiated to 
Queue

A count of interactions where a consultation call to a queue resulted 
in an agent initiating a transfer to the queue.

Warm Transfer Accepted 
From Queue

A count of interactions where a consultation call to the queue resulted 
in an agent accepting a transfer from the queue.

Consult to External A count of interactions where an agent initiated a consultation call 
with a user with an external number.

Consult to External Indicator Indicates if an agent made an external consultation call.

• What are the columns available for customization in the report?
For the list of available columns, see the following table:

Columns Descriptions
ACW Duration (secs) The duration for which the agent was in the ACW state in seconds.
Barged The number of times a supervisor barged in on an agent within the 

reporting period.
Barged Duration The duration for which the supervisor barged into an interaction 

within the reporting period.
Barging The number of times a supervisor performed a barging interaction 

within the reporting period.
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.
Completed Active Duration The duration of an active call until it is placed on hold or 

disconnected during the reporting period.

This measure is reported in the interval when the call is completed.

Table continues…
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Columns Descriptions
Completed Active Duration 
(secs)

The duration in seconds of an active call until it is placed on hold or 
disconnected during the reporting period.

This measure is reported in the interval when the call is completed.
Conference Initiated To User A count of interactions where an agent initiates a consultation call to 

another agent that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call when the agent completes the call as a conference.

Conference Accepted From 
User

A count of interactions where an agent answers a consultation call 
from another agent that ends as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call when the agent initiating the call completes the call 
as a conference.

Conference Initiated To 
Queue

A count of interactions where an agent initiates a consultation call to 
a queue that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call.

Conference Accepted From 
Queue

A count of interactions where an agent answered a consultation call 
from another agent that ended as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Initiated To User A count of interactions that an agent initiated as a consultation call 
with another user.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consult Initiated to Queue A count of interactions that an agent initiated as a consultation call to 
another queue.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consult Accepted From 
Queue

A count of consult to queue calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Accepted From User A count of consult to user calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consulted duration (secs) The duration an agent was in a consultation call with another agent in 
seconds.

Table continues…
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Columns Descriptions
Consulted Duration The duration an agent was in a consultation call with another agent.

The duration is displayed in the hh:mm:ss format.
Consulting Duration The duration an agent spent consulting another agent.

The duration is displayed in the hh:mm:ss format.
Consulting duration (secs) The duration an agent spent consulting another agent in seconds.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Related links
Emailing a report on page 62
Exporting a report on page 63
Subscribing to a report on page 69
Generating a report based on interval data on page 41
Printing a report on page 68

Agent by Disposition Code
Definition
Displays the reason that an agent associates with any interaction.

How it works
Tracks the reasons associated with an agent's interaction for a selected duration.
Supervisors can view and analyze the disposition codes that the agents assign to the interactions 
for a selected duration. Disposition codes may range from an interaction type, to reason for the 
interaction, and the end result of the interaction.
For reports based on interval data, supervisors can view the disposition codes that the agents 
assign to interaction for the selected interval. Intervals are aggregated by 15 minutes and can be 
selected for a scheduled duration. Data displayed is listed at the agent level, and is written to the 
database every 15 minutes. For the reports based on daily roll-up and monthly roll-up data, the 
data is written to the database the next day and the next month, respectively.

Business usage
Allows a supervisor to analyze and quantify the disposition code data for a selected duration.

• How can a supervisor find out an agent's details?
To check the details of the agent, see the Agent Login ID and Agent Display Name 
columns.

• How can a supervisor find out how many times the agent received requests for an 
interaction?
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The supervisor must check the Occurrences column to see the number of times an agent 
received requests for an interaction with the reasons for the requests.

• Where can the supervisor see the reasons for an agent interaction?
See the Disposition Code Name column in the report for the list of reasons.

• What are the columns available in the standard report?
For the list of available columns, see the following table:

Columns Description
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Disposition Code The reason of a call.
Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view, Date for 
daily view, and Month for monthly view.

Occurrences The number of times an agent selected the Not Ready Reason Code 
option.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Supervisor Monitoring Summary By Channel
Definition
Displays the observe, coach, and barge activities for a supervisor.

How it works
Tracks the duration and time of observation, coaching, and barging interactions.
Supervisors can view this report to get a count of agents they monitor and the duration they spend 
monitoring their agents.

Business usage
Use this report to understand how your agents are performing or which agents need more support 
to handle interactions.

• How can a supervisor find out another supervisor's details?
To check the supervisor's details, see the Supervisor Login ID and Supervisor Display 
Name columns.

• What are the filters available in the report?
The following prompts are available in the standard report:
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Columns Description
Supervisor Login ID The login ID associated with the supervisor.
TimeZone The timezone for displaying results on the dossier or report.

This prompt is mandatory.
Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view, Date for 
daily view, and Month for monthly view.

Channel The channel type. You can select any or all from the list of available 
channels: Voice, email, chat, and messaging.

This is an optional prompt.

• What are the standard columns available in the report?
For the list of available columns, see the following table:

Columns Description
Supervisor Login ID The login ID associated with the supervisor.
Supervisor Display Name The display name of the supervisor.
Interval Timestamp A timestamp value with 15 minute interval for Interval view.
Observing A count of interactions a supervisor was observing an agent within the 

reporting period.
Observing Duration The amount of time a supervisor was observing an agent within the 

reporting period.
Barging The number of times a supervisor performed a barging interaction 

within the reporting period.
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.
Coaching The number of times a supervisor carried out a coaching interaction.
Coaching Duration The duration for which a supervisor carried out a coaching interaction.
Agent Login Id The login ID associated with the agent.
Agent Display Name The name of the agent as configured in Application Center 

Administration.

• What are the calculated columns available in the report?
For the list of calculated columns, see the following table:

Columns Description
Agent Monitored List of agents monitored by a supervisor.
Barging Duration% The percentage of time spent barging in relation to the total 

monitoring activity.

Table continues…
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Columns Description
Coaching Duration % The percentage of time spent coaching in relation to the total 

monitoring activity.
Observing Duration % The percentage of time spent observing in relation to the total 

monitoring activity.
Total Duration 
(DD:HH:MM:SS)

Total duration of monitoring activities in DD:HH:MM:SS format.

Total Duration (Secs) Total duration of monitoring activities in seconds.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Related links
Running Supervisor Monitoring Summary by Channel

Emergency Calls
Definition
Displays the interaction details of all emergency calls made for a selected reporting period.

How it works
Supervisors can analyze the number and details of emergency calls made by agents or 
supervisors in the contact center.

Business usage
Helps supervisors access data relating to any emergencies in their contact center.

• How can a supervisor find out an agent's details?
To check the agent's details, see the Agent Login ID and Agent Display Name columns.

• What prompts are available in the standard report? See the following table:

Prompt Description
TimeZone The timezone for displaying results on the dossier or report.

This prompt is mandatory.
Date Range The start and end date of the reporting interval. This is a mandatory 

prompt.
Agent Name The name of the agent.

• What columns are available in the standard report? See the following table:

Column Description
Engagement ID The unique identifier for the interaction.

Table continues…
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Column Description
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Login ID The login ID associated with the agent.
Dialed Number The original dialled number for the emergency interaction.
Engagement Started The start time of the interaction.
Engagement Ended The end time of the interaction.

• What calculated columns are available in this report? See the following table:

Column Description
Engagement Duration The duration of the emergency call.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Call Back Detail Report
Definition
Displays historical details of all interactions and associated callbacks.

How it works
Supervisors can analyze the number and details of emergency calls made by agents or 
supervisors in the contact center.
Supervisors can select the interaction and Callback ID to analyze the callback journey in the 
current interval. The start time of interactions determines the data displayed in the report.

Business usage
Helps supervisors access data relating to all callback operations.

• What prompts are available in the standard report? See the following table:

Prompt Description
TimeZone The timezone for displaying results on the dossier or report.

This prompt is mandatory.
Interval The attribute to define the start date and end date of the reporting 

interval.

This prompt is mandatory.
Callback Engagement ID The interaction ID of the callback to the customer.

This prompt is optional.

Table continues…
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Prompt Description
Callback ID The unique identifier of the callback generated by provider for the 

callback engagement.

This prompt is optional.
Engagement ID The unique identifier for the interaction.

This prompt is optional.

• What columns are available in the standard report? See the following table:

Column Description
Agent Name The name of the agent.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Attributes The callback attributes used for the callback engagement.
Callback Attempts The number of callback attempts.
Callback Created 
Timestamp

The time at which the customer requested the callback.

Callback Ended Timestamp The time at which the customer completed the callback.
Customer Phone Number The phone number of the customer for the callback.
Queue Name The name of the queue.
Status The callback status, such as Delivered, Delivering, and Terminated.
Termination Reason The reason a callback is terminated.

Examples of termination reasons include Max Retries, Cancelled by 
the Customer, and Outside Business Hours.

Callback ID The unique identifier of the callback generated by provider for the 
callback engagement.

Callback Engagement ID The interaction ID of the callback to the customer.

• What columns are available for customization in this report? See the following table:

Column Description
Agent ID The unique identifier of the agent.
Queue ID The unique identifier of the queue for which the agent handled 

contacts.
Agent First Name The first name of the agent.
Agent Last Name The last name of the agent.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.
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Transfer by Channel Report
Definition
Displays information on single transfers across channels by agents.

How it works
Supervisors can analyze the channels with transferred calls and see their status.
Supervisors can select by channel, agent, and interval and see activity based on the durations in 
the time range. They can see the data by 60, 30, and 15 minute intervals.
For intervals-based reports, the report displays the data at the agent level and writes to the 
database every 15 minutes. For the daily and monthly reports, the report aggregates the data on 
the next day and the next month, respectively.
For current day reports, run the reports from the Interval folder.
For current month reports, run the reports from the Daily folder.

Business usage
Helps supervisors access data relating to all transfer operations. For example, supervisors can 
see the total interactions transferred by an agent or queue.

• What prompts are available in the standard report? See the following table:

Prompt Description
TimeZone The timezone for displaying results on the dossier or report.

This prompt is mandatory.
Agent Group-Agent A hierarchical prompt showing all agent groups and the Login ID of 

the agents.

You can select multiple values, all values, or leave it blank.

This is an optional prompt.
Channel The channel type. You can select any or all from the list of available 

channels: Voice, email, chat, and messaging.
Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view, Date for 
daily view, and Month for monthly view.

• What columns are available in the standard report? See the following table:

Column Description
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent First Name The first name of the agent.
Agent Last Name The last name of the agent.

Table continues…
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Column Description
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Channel The unique identifier of the channel.
Offered A count of interactions directed to the agent within the reporting 

period.
Transfer Initiated to Queue A count of interactions where a single-step transfer to the queue was 

initiated.
Transfer Accepted From 
Queue

A count of interactions where a single-step transfer from the queue 
was successful.

Transfer Initiated to User A count of interactions where a single-step transfer to a user was 
initiated.

Transfer Accepted From 
User

A count of interactions where a single-step transfer from a user was 
successful.

Transfer to External Initiated A count of the interactions where a single-step transfer to an external 
address was initiated.

Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view, Date for 
daily view, and Month for monthly view.

• What columns are available for customization in this report? See the following table:

Column Description
Hour Timestamp value with 60 minute intervals for interval view.
30 minute Timestamp value with 30 minute intervals for interval view.
Interval Timestamp A timestamp value with 15 minute interval for Interval view.
Active Duration (secs) The duration spent between when a call was active to when the call 

was disconnected per queue and channel during the reporting period 
in seconds. This total excludes the time spent on hold and in ACW.

ACW Duration (secs) The duration for which the agent was in the ACW state in seconds.
Hold Duration (secs) The duration for which an agent puts the interactions on hold in 

seconds.
Alert Duration (secs) The duration for which an interaction was alerting within the reporting 

period in seconds.
Forwarded A count of interactions forwarded by the agent within the reporting 

period.
% Answered Sum (Answered) / (Sum (Answered) + Sum (Not Answered)) *100

The percentage of answered interactions.
% Completed Sum (Completed / (Sum (Offered)) *100

The percentage of interactions completed of those offered.

Table continues…
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Column Description
% Not Answered Sum (Not Answered) / (Sum (Answered) + Sum (Not Answered)) 

*100

The percentage of unanswered interactions.
% Holds Sum (Hold / (Sum (Offered)) *100

The percentage of interactions that spent time on hold.
Avg Hold Time The average amount of hold time for an agent while working on 

interactions.
Avg Active Time The average amount of time an agent spends working on interactions.
Avg Alert Time The average duration the agent had interactions alerting in 

dd:hh:mm:ss format.
Ad Hoc Email Initiated The number of ad hoc emails initiated from the contact center.
Ad Hoc Email Sent The number of ad hoc emails sent from the contact center.
Transfer To Queue 
Canceled

A count of interactions where a single-step transfer to the queue was 
canceled.

Transfer to Queue Failed A count of interactions where a single-step transfer to the queue 
failed.

Observed A count of the agents observed by a supervisor within the reporting 
period.

Observed Duration The duration for which the agents were observed by a supervisor 
within the reporting period.

Transfer to External Initiated A count of the interactions where a single-step transfer to an external 
address was initiated.

Transfer To External 
Canceled

A count of the interactions where a single-step transfer to an external 
address was canceled.

Coached The number of times a supervisor coached an agent.
Coaching The number of times a supervisor carried out a coaching interaction.
Coached Duration The duration for which a supervisor coached an agent.
Coaching Duration The duration for which a supervisor carried out a coaching interaction.
Channel Idle Time Duration The amount of time an agent is not active on an interaction but 

available for work.

This measure is calculated by channel.
Channel Logon Duration 
(secs)

The duration an agent was logged in for that channel under that 
interval in seconds.

Channel Logon Duration The amount of time the channel was logged in during the reporting 
period.

Table continues…
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Column Description
Conference Accepted From 
User

A count of interactions where an agent answers a consultation call 
from another agent that ends as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call when the agent initiating the call completes the call 
as a conference.

Conference Initiated To User A count of interactions where an agent initiates a consultation call to 
another agent that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call when the agent completes the call as a conference.

Consult Accepted From 
User

A count of consult to user calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Initiated To User A count of interactions that an agent initiated as a consultation call 
with another user.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consulted Duration The duration an agent was in a consultation call with another agent.

The duration is displayed in the hh:mm:ss format.
Consulted duration (secs) The duration an agent was in a consultation call with another agent in 

seconds.
Consulting Duration The duration an agent spent consulting another agent.

The duration is displayed in the hh:mm:ss format.
Consulting duration (secs) The duration an agent spent consulting another agent in seconds.
Consult Initiated to Queue A count of interactions that an agent initiated as a consultation call to 

another queue.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consult Accepted From 
Queue

A count of consult to queue calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Conference Initiated To 
Queue

A count of interactions where an agent initiates a consultation call to a 
queue that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call.

Table continues…
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Column Description
Conference Accepted From 
Queue

A count of interactions where an agent answered a consultation call 
from another agent that ended as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call.

Warm Transfer Initiated to 
Queue

A count of interactions where a consultation call to a queue resulted 
in an agent initiating a transfer to the queue.

Warm Transfer Accepted 
From Queue

A count of interactions where a consultation call to the queue resulted 
in an agent accepting a transfer from the queue.

Warm Transfer Initiated to 
User

A count of interactions where a consultation call to the user resulted 
in an agent initiating a transfer to another agent.

Warm Transfer Accepted 
From User

A count of interactions where a consultation call to a user resulted in 
an agent accepting the transfer from the user.

Consult to External A count of interactions where an agent initiated a consultation call 
with a user with an external number.

Consulting External Duration The duration an agent spent consulting a user with an external 
number.

Conference to External A count of external consultation calls that resulted in a conference.
Warm Transfer to External A count of interactions that resulted in a transfer to an external 

number.

For more information about historical reports and measure descriptions, see Avaya Experience 
Platform™ Analytics Data Dictionary.

Transfer by Channel Report
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Chapter 8: Dossiers summary

Agent By Disposition Code
Definition
Displays the reason tags that an agent associates with any interaction. This dossier is interactive. 
When you run this dossier, you can click sections to display data of interest. In addition, you can 
choose to filter data based on selectors.

Figure 3: Selectors

How it works
Tracks the reasons associated with an agent's interaction for a selected duration.
Supervisors can view and analyze the disposition codes that the agents assign to the interactions 
for a selected duration. Disposition codes might range from an interaction type to a reason for the 
interaction and the result of the interaction.
For dossiers based on interval data, supervisors can view the disposition codes that the agents 
assign to interaction for the selected interval. Intervals are aggregated by 15 minutes and can be 
selected for a scheduled duration. Data displayed is listed at the agent level and is written to the 
database every 15 minutes. For the dossiers based on daily and monthly roll-up data, the data is 
written to the database the next day and the next month, respectively.
For the current day overview, click the Interval tab. For the past day and month information, click 
the Daily and Monthly tabs, respectively. To create a dossier based on customized data, click 
Chapter in editable mode. In the grid view, you can select measures to display in the grid from the 
Select Measures panel in the dossier.

How will it help the supervisor of a contact center?
Enables a supervisor to analyze and quantify the disposition code data of the outcome of 
interactions for a selected duration.
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Business usage
Monitor and compare the performance of each agent by channel for the selected duration to view 
how the agents use their time. This dossier provides answers to some key questions, such as:

• How can a supervisor select a fixed interval in this dossier?
On the Select a Date Interval field, click to select the duration from the From and To fields.

• How can a supervisor find out an agent's details?
To check the details of the agent, in the grid view, see the Agent Login ID and Agent Name 
columns.

• How can a supervisor find out how many times the agent received requests for an 
interaction?
The supervisor must check the Occurrences column in the grid view to see the number of 
times an agent received requests for an interaction with the reasons for the requests.
To view the detail in percentage, see the pie diagram in the middle column of the dossier.

• Where can the supervisor see the reasons for an agent interaction?
See the Disposition Code Name column in the grid view for the list of reasons.

• What are the filters available in the dossier?
The filters available in the standard dossier are:

Columns Formula
Agent Name (Login ID) 
(number of selected agent)

Select the relevant agents.

If you have over 15 agents, the dossier displays the search option to 
filter the required agent.

Disposition Code

(number of selected 
Disposition code)

You can select the relevant reasons for the calls that an agent 
receives.

Interval You can select the duration in the From and To fields.

To customize the dossier, you can drag and drop any of the standard measures for filtering.
• What are the standard columns available in the dossier?

The standard columns are:

Columns Description
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Agent Name (Login ID) The agent name and login ID.
Disposition Code The reason of a call.

Table continues…
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Columns Description
Occurrences The number of times an agent selected the Not Ready Reason Code 

option.
Interval, date, month, date of 
week, quarter, year, 30-min, 
month, month of year, hour 
timestamp

Timestamp values with 15-minute intervals for Interval view and 
various other timestamps, such as by hour, date, week, quarter for 
other time periods.

• What are the custom columns available in this dossier?
The columns available for customization are:

Columns Description
Disposition Code 
Description

The call reason description.

Disposition Code Id The ID associated with a call reason from the source system.
Disposition Code Type The type of the call reason.

Agent by Queue Performance
Definition
Displays the interactions that an agent handles for each queue during the scheduled duration.

How it works
The dossier provides summarized information of interactions for each queue. This dossier also 
displays information on interactions that a routing agent either abandons or distributes based on 
KPIs, such as offered, answered, not-answered, abandoned, and completed.
Supervisors can view the data for the selected interval. Intervals are aggregated by 15 minutes 
and can be selected for a scheduled duration. Data displayed is listed at the agent level, and is 
written to the database every 15 minutes.
To create a dossier based on customized data, click Chapter in editable mode. In the grid view, 
you can select measures to display in the grid from the Select Measures panel in the dossier.
Apart from the dossier overview for each selected duration, this dossier also provides the Agent 
View tab for analyzing individual agent by queue performance.

Business usage
Allows a supervisor to assess the performance of configured queues at the agent level and to 
calculate the number of accepted interactions in each queue within the defined service level. This 
information helps the supervisor to compare the performance of agents for each queue in handling 
interactions during the selected duration.

• How can a supervisor select a fixed interval in this dossier?
On the Select a Date Interval field, click to select the duration from the From and To fields.

Dossiers summary
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• Where can a supervisor select an agent and a queue to gather the agent and queue-specific 
information?
You must select the details in the Select an Agent and Select a Queue fields.

• How can a supervisor find out the number of interactions offered to an agent and the number 
of interactions answered, not answered, and completed during the reporting duration?
In the grid view, check the details in the Offered, Answered, Not Answered, and 
Completed columns.
You can also check the details in a line chart for the Offered versus Completed and Offered 
versus Not Answered KPIs.

• How can a supervisor compare the details of two or more queues?
In the Queue Name prompt, enter the queues that you want to compare, and the dossier 
summary displays the data for the selected queues. The Queue Name prompt is optional.

• How many interactions did an agent transfer to queue for the selected duration?
In the grid view, use the Transfer Initiated to Queuecolumn to see the count of transfer 
attempts that the agent initiates. For the count of transfers that the agent successfully 
handles, see the number that is displayed in the Transfer Accepted From Queue column.
The bar graph in the Overview page displays the data for Transfer Initiated to Queue 
versus Transfer Accepted From Queue.
The grid diagram provides a view of the percentage of Abandoned from Alerting by the 
selected queue name.

• Where can a supervisor get the number of abandoned interactions in the queue?
See the Abandoned from Alerting column for the number of interactions that the customer 
abandoned before the agent responded to the interaction.
Click the Overview tab to get an overall view in the highlighted boxes at the top of the 
dossier.

• What are the filters available in the dossier?
The filters available in the standard dossier are:

Columns Formula
Agent Name (Login ID) 
(number of selected agent)

Select the relevant agents.

If you have over 15 agents, the dossier displays the search option to 
filter the required agent.

Queue Name (number of 
selected queue names)

You can select the required queue name.

Interval You can select the duration in the From and To fields.

To customize the dossier, you can drag and drop any of the standard measures for filtering.
• What are the standard columns available in the dossier?

The standard columns are:

Agent by Queue Performance
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Columns Description
Abandoned From Alerting The number of alerting interactions that the customer disconnects 

within the reporting period.
Alert Duration The total alert duration of all the interactions over all the channels for 

an agent.
Active Time The duration the agent spent working on interactions within the 

reporting period in dd:hh:mm:ss format.

Active Time is a calculated column derived from Active Duration.
ACW Count A count of interactions in active ACW state for the queue or the 

channel.
ACW Duration The duration an agent was in the ACW state within the reporting 

period.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Answered The number of interactions that an agent answered.
Completed A count of completed interactions for an agent within the reporting 

period.
Hold A count of customer visible holds within the reporting period.
Hold Duration The amount of time the agent had put a customer interaction on hold.
Hold Time The duration for which the agent places the interactions on hold in 

dd:hh:mm:ss format.
Not Answered A count of interactions offered that the agent did not answer.

The metric does not increment when a transferred interaction is 
unanswered.

Offered A count of interactions directed to the agent within the reporting 
period.

Queue Name The name of the queue.
Transfer Accepted From 
Queue

A count of interactions where a single-step transfer from the queue 
was successful.

Transfer Initiated to Queue A count of interactions where a single-step transfer to the queue was 
initiated.

Warm Transfer Initiated to 
User

A count of interactions where a consultation call to the user resulted 
in an agent initiating a transfer to another agent.

Warm Transfer Accepted 
From User

A count of interactions where a consultation call to a user resulted in 
an agent accepting the transfer from the user.

Warm Transfer Initiated to 
Queue

A count of interactions where a consultation call to a queue resulted 
in an agent initiating a transfer to the queue.

Table continues…
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Columns Description
Warm Transfer Accepted 
From Queue

A count of interactions where a consultation call to the queue resulted 
in an agent accepting a transfer from the queue.

Interval The duration of the interaction in 15 minute intervals.

• What are the calculated columns available in this dossier?
The calculated columns are:

Columns Formula
% Abandoned from Alerting Sum (Abandoned from Alerting / (Sum (Offered)) *100

The percentage of calls abandoned while alerting which were offered 
to a queue and channel.

% Answered Sum (Answered) / (Sum (Answered) + Sum (Not Answered)) *100

The percentage of answered interactions.
% Completed Sum (Completed / (Sum (Offered)) *100

The percentage of interactions completed of those offered.
% Not Answered Sum (Not Answered) / (Sum (Answered) + Sum (Not Answered)) 

*100

The percentage of unanswered interactions.
Total number of agents Total number of agents considered in the dossier.

• What are the custom columns available in this dossier?
The custom columns are:

Columns Description
ACW Duration (secs) The duration for which the agent was in the ACW state in seconds.
Barging The number of times a supervisor performed a barging interaction 

within the reporting period.
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.
Observed A count of the agents observed by a supervisor within the reporting 

period.
Observed Duration The duration for which the agents were observed by a supervisor 

within the reporting period.
Transfer To Queue 
Canceled

A count of interactions where a single-step transfer to the queue was 
canceled.

Transfer to Queue Failed A count of interactions where a single-step transfer to the queue 
failed.

Agent by Queue Performance
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Agent Configuration
Definition
Displays agent information and agent properties. This dossier is not based on a specific time.

How it works
Supervisors can view the properties configured for an agent, such as channels assigned to the 
agent and the number of interactions per channel that the agent can handle.

Business usage
Allows a supervisor to check the agent configuration properties and make the necessary changes.

• How can I check the prompts used in the dossier?
You can view the hierarchical prompts used in this dossier by using the Agent Group-Agent 
column. The column displays all the agent groups and the login ID of the agents associated 
with the agent groups.

• How can I check the details of an agent?
To check the details of the agent, use the Agent Login ID, Agent Name, and the Agent 
User Handle columns.

• How can I find out the details of the supervisor associated with an agent?
The details of the supervisor are available in the Supervisor ID and Supervisor Display 
Name columns.

• What are the filters available in the dossier?
The filters available in the standard dossier are:

Columns Formula
Agent Name (Login ID) 
(number of selected agents)

You can select the relevant agents.

If you have more than 15 agents, then the dossier displays the search 
option to filter the required agent.

For the Agent Top 5 and Bottom 5 data, you can select either all 
agents to compare their performance, or you can select only the 
agents you want to compare for each measure.

To customize the dossier, you can drag and drop any of the standard measures for filtering.
• What are the standard columns available in the dossier?

The standard columns are:

Columns Description
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent Display Name The name of the agent as configured in Application Center 

Administration.

Table continues…
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Columns Description
Agent Name (Login ID) The agent name and login ID.
Attributes The callback attributes used for the callback engagement.

• What are the columns available for customization in the dossier?
This dossier does not have any columns for customization.

Agent Login/Logout Report
Definition
Displays agent login and logout summary information for a selected interval.

How it works
Supervisors can view this report to see each login and logout event for each agent and also the 
login duration for each session. This dossier is available only for interval based data.

Business usage
Allows a supervisor to monitor the login and logout behavior of their agents:

• How can a supervisor select a fixed interval in this dossier?
On the Select a Date Interval field, click to select the duration from the From and To fields.

• How often do my agents log in or log out?
Each login and logout event is recorded in the report. Therefore, the supervisor can check 
the number of times an agent logs in or logs out during a selected interval.

• How long do my agents spend logged in?
Use the Logon Duration measure to see how long the agent spent logged in during that 
session. You can see the duration in seconds by using the Logon Duration (secs) measure.

• How do I see if my agents are currently logged in?
If an agent is currently logged in, the Login Timestamp measure is filled in on the report, but 
the Logout Timestamp and Logon Duration measures are not filled.

• What is the maximum data retention period for the Agent Login/Logout Summary report?
The maximum value is 12 months. This data retention period is configurable.

• What are the filters available in the dossier?
The filters available in the standard dossier are:

Agent Login/Logout Report
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Columns Formula
Agent Name (Login ID) 
(number of selected agents)

You can select the relevant agents.

If you have more than 15 agents, then the dossier displays the search 
option to filter the required agent.

For the Agent Top 5 and Bottom 5 data, you can select either all 
agents to compare their performance, or you can select only the 
agents you want to compare for each measure.

Interval You can select the duration in the From and To fields.

To customize the dossier, you can drag and drop any of the standard measures for filtering.
• What are the columns available in the standard report?

The standard columns are:

Columns Description
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view, Date for 
daily view, and Month for monthly view.

Login Timestamp Login timestamp in the timezone that the user selects.
Logon Duration The duration for which the agent was logged in the system. The 

supported format is dd:hh:mm:ss.
Logon Duration (secs) The duration for which the agent was logged in the system in 

seconds.
Logout Timestamp Logout timestamp in the timezone that the user selects.

• What are the columns available for customization in the dossier?
This dossier does not have any columns for customization.

Agent Not Ready By Reason Code
Definition
Displays the agent's reason code for changing the state to not-ready for a selected duration.

How it works
Tracks the activities associated with an agent in a not-ready state for the selected duration.
Supervisors can view and analyze the reason codes the agents assign to the Agent Not-Ready 
state for a selected duration.

Dossiers summary
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For dossiers based on interval data, supervisors can view the reason codes the agents assign to 
change the state to not-ready for the selected interval. Intervals are aggregated by 15 minutes and 
can be selected for a scheduled duration. The data displayed is listed at the agent level and is 
written to the database.
To create a dossier based on customized data, click Chapter in editable mode. In the grid view, 
you can select measures to display in the grid from the Select Measures panel in the dossier.

Business usage
Enables a supervisor to compare the not-ready reason codes data of the same agent or multiple 
agents for a selected duration.

• How can a supervisor select a fixed interval in this dossier?
On the Select a Date Range field, click to select the duration from the From and To fields.

• How can a supervisor find out an agent's details?
To check the agent's details, see the Agent Login ID and Agent Display Name columns.

• How can a supervisor determine how often the agent changed the state to not-ready?
In the grid view, the supervisor must check the Occurrences column to see the number of 
times an agent selected the Not-Ready Reason Code option.

• What column can a supervisor use to view the reason an agent was not ready?
The information is available in the Not Ready Reason Code column.

• What are the filters available in the dossier?
The following filters are available in the standard dossier:

Columns Formula
Timezone You can select the timezone for the dossier. Select a single value.
Agent Group-Agent You can select from a hierarchical list showing all agent groups and 

login IDs of the agents.

Select multiple values, all values, or keep it blank.
Hour and Interval timestamp You can select the duration in the From and To fields.
Not Ready Reason Code The reason codes that the agents assign to the Agent Not Ready 

state for a selected duration.

To customize the dossier, you can drag and drop any standard measures for filtering.
• What are the standard columns available in the dossier?

For the list of available columns, see the following table:

Columns Description
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent Display Name The name of the agent as configured in Application Center 

Administration.

Table continues…
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Columns Description
Interval Timestamp A timestamp value with 15 minute interval for Interval view.
Not Ready Reason Code The reason codes that the agents assign to the Agent Not Ready 

state for a selected duration.
Occurrences The number of times an agent selected the Not Ready Reason Code 

option.
Not Ready Duration Duration (in dd:hh:mm:ss) for which agent was not ready.
Average Not Ready Duration The average duration (in d:hh:mm:ss) for which the agent was not-

ready.

• What are the columns available for customization in the dossier?
The following columns are available for customization:

Columns Description
Not Ready Reason Code 
Description

The reason description.

Not Ready Reason Code ID The reason ID from the source system.
Not Ready Reason Code 
Type

The type of reason.

• What are the calculated columns used in this dossier?
The following are the calculated columns:

Columns Description
Total Agents A count of the distinct number of agents available.
Total Not Ready Reason 
Code

The number of distinct reason codes.

Total Occurrences The total 'not-ready' occurrences.

Agent Performance By Channel
Definition
Displays the performance and productivity of an agent by channels for the selected duration.

How it works
Tracks how agents handle interactions delivered to them for the scheduled duration. Supervisors 
can use this dossier to monitor when an agent has multiple interactions waiting to be answered. 
Events are captured in the dossier for a selected duration when an incoming contact creates 
alerts for an agent for interactions waiting to be answered. In an interval-based dossier, the data 
displayed is listed at the agent level and is written to the database every 15 minutes.
To create a dossier based on customized data, click Chapter in editable mode. In the grid view, 
you can select measures to display in the grid from the Select Measures panel in the dossier.

Dossiers summary
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How will it help the supervisor of a contact center?
This dossier helps the supervisor to understand how agents are performing and to analyze the 
agent's skill set for handling different types of interactions.

Business usage
Monitor and compare the performance of each agent by channel for the selected duration to view 
how the agents use their time. This dossier provides answers to some key questions, such as the 
following:

• How can I select the required agent whose performance I want to view?
In the Select Agents field, select the agent name and click OK. You can select multiple 
agents simultaneously. By default, all agents are selected.

• How can I select the channel for the agent or agents whose performance I want to view?
In the Select Channels field, select the channel name and click OK. You can select multiple 
channels simultaneously. By default, all channels are selected.

• How many interactions were offered to an agent, and how many were completed for the 
selected duration?
In the grid view, use the Offered measure to determine the number of interactions directed 
toward the agent for the selected duration. Use the Completed measure to determine the 
number of completed interactions.
For a visual representation, check this information in the Channel Summary bar diagram.

• How many interactions did an agent handle for the selected duration, and what is the 
duration for which each contact was handled?
Use the Completed measure to determine the number of interactions the agent handled. The 
Answered and Not Answered measures display the number of responses for interactions 
offered to the agents within the reporting period.
Use the Active Time measure to determine the active duration the agent spends handling 
the interactions.

• How many interactions did an agent put on hold for the selected duration?
Use the Hold measure to determine the number of interactions the agent put on hold for the 
selected interval. To get the duration for which the agent put a contact on hold within the 
scheduled duration, use the Hold Time measure. The dossier displays the duration in the 
dd:hh:mm:ss format.

• How do you compare the active time and alert time of an agent for the selected duration?
To compare the Active Time and the Alert Time measures, check the time an agent spent in 
an active state with alert time. The Alert Time measure is the time the agent receives alerts 
for interactions offered within the reporting duration.

• How can you find the number of contacts which are abandoned before an agent answers the 
interaction?
You can use the Abandoned from Alerting column to get a count of the contacts the 
customer abandons after being offered and before the agent answers them.

• How do you compare the agent performance for the current duration with other similar 
durations?
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Compare the number of interactions offered, the number of interactions completed, and the 
interactions answered with escalations with other similar time durations to determine the 
agent performance.

• Is there an improvement in the performance of the agent?
Compare the agent’s performance in the current duration with data derived from other 
durations to see if the agent's performance improves.

• How can you view the agent’s performance at a glance for the selected duration?
See the Total field for all the measures in the grid view.

• What are the filters available in the dossier?
The following are the filters available in the standard dossier:

Columns Formula
Agent Name (Login ID) 
(number of selected agent)

Select the relevant agents.

If you have over 15 agents, the dossier displays the search option to 
filter the required agent.

Channel (number of 
selected channels)

You can select the relevant channel, such as Chat or Email.

Interval

Date

Hour

You can select the duration in the From and To fields for Interval and 
Date.

To customize the dossier, you can drag and drop any standard filtering measures.
• What are the standard columns available in the dossier?

The following are the standard columns available in the dossier:

Columns Description
Abandoned From Alerting The number of alerting interactions that the customer disconnects 

within the reporting period.
Active Duration The total active duration of all the interactions over all the channels.
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Agent First Name The first name of the agent.
Agent Last Name The last name of the agent.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent Name (Login ID) The agent name and login ID.
Alert Duration The total alert duration of all the interactions over all the channels for 

an agent.
Answered The number of interactions that an agent answered.

Table continues…
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Columns Description
Avg Active Time The average amount of time an agent spends working on interactions.
Avg Hold Time The average amount of hold time for an agent while working on 

interactions.
Barged The number of times a supervisor barged in on an agent within the 

reporting period.
Barged Duration The duration for which the supervisor barged into an interaction within 

the reporting period.
Barging The number of times a supervisor performed a barging interaction 

within the reporting period.
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.
Channel The unique identifier of the channel.
Completed A count of completed interactions for an agent within the reporting 

period.
Forwarded A count of interactions forwarded by the agent within the reporting 

period.
Hold A count of customer visible holds within the reporting period.
Hold Duration The amount of time the agent had put a customer interaction on hold.
Not Answered A count of interactions offered that the agent did not answer.
Offered A count of interactions directed to the agent within the reporting 

period.
Transfer Initiated to Queue A count of interactions where a single-step transfer to the queue was 

initiated.
Transfer Accepted From 
Queue

A count of interactions where a single-step transfer from the queue 
was successful.

Hour Timestamp value with 60 minute intervals for interval view.
Interval The duration of the interaction in 15 minute intervals.

You can select the duration in the From and To fields for Interval and 
Date.

For Monthly, you can select the month and year.

By default, the Interval pages are set for the current date and Daily 
pages are set for the previous month.

Interval Timestamp A timestamp value with 15 minute interval for Interval view.
Warm Transfer Initiated to 
User

A count of interactions where a consultation call to the user resulted 
in an agent initiating a transfer to another agent.

Warm Transfer Accepted 
From User

A count of interactions where a consultation call to a user resulted in 
an agent accepting the transfer from the user.

Warm Transfer Initiated to 
Queue

A count of interactions where a consultation call to a queue resulted 
in an agent initiating a transfer to the queue.

Table continues…
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Columns Description
Warm Transfer Accepted 
From Queue

A count of interactions where a consultation call to the queue resulted 
in an agent accepting a transfer from the queue.

• What are the custom columns available in this dossier?
The following are the custom columns in the standard dossier:

Columns Description
% Answered The percentage of answered interactions.
% Completed The percentage of interactions completed of those offered.
% Not Answered The percentage of unanswered interactions.
% Holds The percentage of interactions that spent time on hold.
Ad Hoc Email Initiated The number of ad hoc emails initiated from the contact center.
Ad Hoc Email Sent The number of ad hoc emails sent from the contact center.
Avg Alert Time The average duration the agent had interactions alerting in 

dd:hh:mm:ss format.
Conference Accepted From 
User

A count of interactions where an agent answers a consultation call 
from another agent that ends as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call when the agent initiating the call completes the call 
as a conference.

Conference Accepted From 
Queue

A count of interactions where an agent answered a consultation call 
from another agent that ended as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call.

Conference Initiated To User A count of interactions where an agent initiates a consultation call to 
another agent that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call when the agent completes the call as a conference.

Conference Initiated To 
Queue

A count of interactions where an agent initiates a consultation call to a 
queue that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consult Initiated To User A count of interactions that an agent initiated as a consultation call 
with another user.

The metric increments by 1 for the agent who initiated the 
consultation call.

Table continues…
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Columns Description
Consult Initiated to Queue A count of interactions that an agent initiated as a consultation call to 

another queue.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consult Accepted From 
Queue

A count of consult to queue calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Accepted From 
User

A count of consult to user calls answered by an agent within the 
reporting period.

Consulted Duration The duration an agent was in a consultation call with another agent.

The duration is displayed in the hh:mm:ss format.
Consulting Duration The duration an agent spent consulting another agent.

The duration is displayed in the hh:mm:ss format.
Consulting duration (secs) The duration an agent spent consulting another agent in seconds.
Consulted duration (secs) The duration an agent was in a consultation call with another agent in 

seconds.
Forwarded A count of interactions forwarded by the agent within the reporting 

period.
Observed A count of the agents observed by a supervisor within the reporting 

period.
Observed Duration The duration for which the agents were observed by a supervisor 

within the reporting period.
Transfer To Queue 
Canceled

A count of interactions where a single-step transfer to the queue was 
canceled.

Transfer to Queue Failed A count of interactions where a single-step transfer to the queue 
failed.

Agent Performance
Definition
Displays the overall performance and productivity of an agent for the selected duration.

How it works
Tracks how agents handle interactions delivered to them for the selected duration.
For dossiers based on interval data, supervisors can view how the agents handle interactions 
delivered to them for a selected interval. Intervals are aggregated by 15 minutes and can be 
selected for a scheduled duration. Data displayed is listed at the agent level and is written to the 
database every 15 minutes.
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To create a dossier based on customized data, click Chapter in editable mode. In the grid view, 
you can select measures to display in the grid from the Select Measures panel in the dossier.
Apart from the dossier overview for each selected duration, this dossier also provides the following 
tabs:

• Overview: Displays an overview of the agent interactions for 5 default measures, percentage 
of agent activity, average interaction response time, average interaction resolve time, and 
graphical results of two selected measures from the list of default measures.

• Details: Displays the results in a tabular view for a different set of selectors.

Business usage
Monitor and compare the performance of each agent for the selected duration to view how the 
agents use their time. This dossier provides answers to some following key questions:

• How can a supervisor select a fixed interval in this dossier?
On the Select a Date Interval field, click to select the duration from the From and To fields.

• How many interactions were offered to an agent, and how many of these interactions were 
completed for the selected duration?
In the grid view, use the Offered measure to determine the number of interactions directed 
toward the agent for the selected duration. Use the Completed measure to determine the 
number of completed interactions. The Answered and Not Answered measures display the 
number of responses by an agent to the interactions offered to the agent within the reporting 
period.
In the Overview tab, you can view the details in highlighted boxes across the dossier 
at the top. The Agent Interactions area displays the values of the 5 default measures 
Offered,Abandoned from Alerting, Answered, Completed, and Not Answered for 
selected or all agents. You can also click an individual bar to render other required 
information for an agent in the dossier.
The Activity Occupancy % area displays the percentage of the overall activity of an agent 
for the total logged-in duration in a pie diagram.
The Agent by Avg Response Time and Agent by Avg Resolve Time areas display the 
average response duration an agent took to respond to an interaction and the average 
resolve time to resolve an interaction, respectively. The available durations are 0-1minute, 
1-2 minutes, 2-3 minutes, 3-4 minutes,4-5 minutes, and more than 5 minutes.
Similarly, you can select a measure from the Select Metric 1 and the Select Metric 2 
columns to view the graphical results next to them. For example, if you can select Answered 
from Select Metric 1 and Completed from Select Metric 2, the line graph next to it 
displays the interactions that were answered and completed during the selected duration. 
The duration can be 15, 30, or 60 minutes. The default duration is 1 hour.

• How many interactions did an agent handle for the selected duration, and what is the 
duration for which each interaction was handled?
Use the Completed measure to determine the number of interactions that the agent handled.
Use the Active Time measure to determine the active duration the agent spends to handle 
the interactions.

• How many interactions did an agent put on hold for the selected duration?
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Use the Hold measure to determine the number of interactions the agent puts on hold for 
the selected duration. To get the duration that the agent put a contact on hold within the 
scheduled duration, use the Hold Time measure. The dossier displays the duration in the 
dd:hh:mm:ss format. The Average Hold Time measure displays the average duration for 
which the agents put the interactions on hold in dd:hh:mm:ss format.

• How many interactions did an agent transfer to queue for the selected duration?
Use the Transfer Initiated to Queue column to see the count of transfer attempts that the 
agent initiates. For the count of transfers the agent successfully handles, see the number 
displayed in the Transfer Accepted From Queue column.

• How do you compare the active time and alert time of an agent for the selected duration?
Compare the Active Time measure with the Alert Time measure to determine the time an 
agent spends in the active state with alert time. The Alert Time measure is when the agent 
receives alerts for offered interactions within the reporting duration.

• How can you determine the number of abandoned contacts before an agent answers the 
interaction?
You can use the Abandoned from Alerting column to count the contacts the customer 
abandons after offering and before the agent answers them.

• How do you compare an agent's performance for the current duration with other similar time 
durations?
Compare the number of interactions offered and the number of interactions completed and 
answered with escalations with similar time durations to determine the agent’s performance.

• How to determine the improvement in the performance of an agent?
Compare the agent's performance in the current duration with data derived from other 
durations to see if it is improving.

• What are the filters available in the dossier?
The filters available in the standard dossier are:

Columns Formula
Agent Name (Login ID) 
(number of selected agents)

You can select the relevant agents.

If you have more than 15 agents, then the dossier displays the search 
option to filter the required agent.

For the Agent Top 5 and Bottom 5 data, you can select either all 
agents to compare their performance, or you can select only the 
agents you want to compare for each measure.

Interval You can select 15 minutes, 30 minutes, or an hour.

Select the duration in the From and To fields.

Note:
To customize the dossier, you can drag any of the standard measures for filtering.

• How can you view an agent's performance at a glance for the selected durations?
See the Total field for all the measures in the Agent Performance table.
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• What are the standard columns available in the dossier?
For the list of available columns, see the following table:

Columns Description
Abandoned From Alerting The number of alerting interactions that the customer disconnects 

within the reporting period.
Active Duration The total active duration of all the interactions over all the channels.
Active Time The duration the agent spent working on interactions within the 

reporting period in dd:hh:mm:ss format.

Active Time is a calculated column derived from Active Duration.
ACW Count The number of times an agent entered the ACW state.
ACW Duration The duration an agent was in the ACW state within the reporting 

period.
Avg ACW Time The average duration an agent spends in ACW.
Alert Duration The total alert duration of all the interactions over all the channels for 

an agent.
Alert Time The time the agent receives alerts for interactions offered within the 

reporting duration.
Agent First Name The first name of the agent.
Agent ID The unique identifier of the agent.
Agent Last Name The last name of the agent.
External Calls A count of the external calls that the agent makes from the contact 

center.
External Calls Duration The amount of time the agent spent on external calls during the 

reporting period.
Avg Active Time The average amount of time an agent spends working on interactions.
Avg Hold Time The average amount of hold time for an agent while working on 

interactions.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Agent Name (Login ID) The agent name and login ID.
Answered The number of interactions that an agent answered.
Average Active Time The average active time for each answered interaction in 

dd:hh:mm:ss format by the channel.
Average Alert Time The average duration the agent had interaction alerting in 

dd:hh:mm:ss format by the channel.
Avg Hold Time The average amount of hold time for an agent while working on 

interactions.

Table continues…
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Columns Description
Avg Observe Time The average amount of time interactions were under observation in 

dd:hh:mm:ss format.
Completed A count of completed interactions for an agent within the reporting 

period.
Hold A count of customer visible holds within the reporting period.
Hold Duration The amount of time the agent had put a customer interaction on hold.
Hold Time The duration for which the agent places the interactions on hold in 

dd:hh:mm:ss format.
Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view, Date for 
daily view, and Month for monthly view.

Not Answered A count of interactions offered that the agent did not answer.

The metric does not increment when a transferred interaction is 
unanswered.

Observed A count of the agents observed by a supervisor within the reporting 
period.

Observed Duration The duration for which the agents were observed by a supervisor 
within the reporting period.

Offered A count of interactions directed to the agent within the reporting 
period.

Timezone Prompt The timezone on which the dossier or report is based.
Total Time Not Ready The total duration in the Not Ready state.
Transfer Accepted From 
Queue

A count of interactions where a single-step transfer from the queue 
was successful.

Transfer Initiated to Queue A count of interactions where a single-step transfer to the queue was 
initiated.

Warm Transfer Initiated to 
User

A count of interactions where a consultation call to the user resulted 
in an agent initiating a transfer to another agent.

Warm Transfer Accepted 
From User

A count of interactions where a consultation call to a user resulted in 
an agent accepting the transfer from the user.

Warm Transfer Initiated to 
Queue

A count of interactions where a consultation call to a queue resulted 
in an agent initiating a transfer to the queue.

Warm Transfer Accepted 
From Queue

A count of interactions where a consultation call to the queue resulted 
in an agent accepting a transfer from the queue.

• What are the columns available for customization in the dossier?
The custom columns are listed in the following table:

Columns Description
ACW Duration (secs) The duration for which the agent was in the ACW state in seconds.

Table continues…
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Columns Description
Coached The number of times a supervisor coached an agent.
Coached Duration The duration for which a supervisor coached an agent.
Coaching The number of times a supervisor carried out a coaching interaction.
Coaching Duration The duration for which a supervisor carried out a coaching interaction.
Barging The number of times a supervisor performed a barging interaction 

within the reporting period.
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.
Barged The number of times a supervisor barged in on an agent within the 

reporting period.
Barged Duration The duration for which the supervisor barged into an interaction within 

the reporting period.
Observed A count of the agents observed by a supervisor within the reporting 

period.
Observed Duration The duration for which the agents were observed by a supervisor 

within the reporting period.
Transfer To External 
Canceled

A count of the interactions where a single-step transfer to an external 
address was canceled.

Transfer to External Failed A count of the interactions where a single-step transfer to an external 
address failed.

Transfer to External Initiated A count of the interactions where a single-step transfer to an external 
address was initiated.

Transfer To Queue 
Canceled

A count of interactions where a single-step transfer to the queue was 
canceled.

Transfer to Queue Failed A count of interactions where a single-step transfer to the queue 
failed.

Contact Detail Summary
Definition
Displays the end-to-end details of all customer interactions across various parameters.

How it works
Tracks historical details of an interaction and all dialog associated with it.
Supervisors can select the interaction and analyze how the interaction traverses through multiple 
dialogs in the current interval. The start time of interactions determine the data that the report 
displays.
An interaction is associated with a single or multiple dialog IDs.
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Multi-segment interactions
When an interaction is transferred across queues or agents, Call Detail Records (CDR) logs the 
data for each agent or queue into a new segment and displays each segment on a separate row.
Dialog-specific measures, such as Dialog Id, Dialog Start Time, and Dialog End Time, vary by 
segment.
Agent-specific measures, such as Agent Login Id, Agent Initiated Disconnect, and Final 
Disposition Code, also differ across segments if the interaction involves multiple agents.

Key performance indicators (KPIs)
The dossier contains the following KPIs. These are summary metrics in the date range for which 
the dossier was run. They display at the top of the page.

• Total Engagements
• Total Agent Initiated Disconnects
• Total External Calls
• Total Abandoned
• % Agent Initiated Disconnects
• % External Calls
• % Abandoned

Dynamic filter options
You can view the data by filtering on the following items:

• Agent Login ID
• Channel
• Queue Name
• External Participant ID

When you select an item from this list, you see a breakdown of the number of interactions by that 
selection. For example, when you select Channel, you see individual graphs for chat, messaging, 
emails, and voice if data is available for that channel. In relation to Observe, Coach, and Barge, 
you can view the data in the same way, by selecting an item from the list.

Tabular view
You can customize the table in the center of the page by selecting columns from the Select 
Columns list.

What prompts are available for this dossier?

Name Description
TimeZone The timezone for displaying results on the dossier or report.

This prompt is mandatory.

Table continues…
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Name Description
Interval The attribute to define the start date and end date of the reporting 

interval.

This prompt is mandatory.
Engagement ID The unique identifier for the interaction.

This prompt is optional.
Dialog Id The source system ID to identify the dialog.

This prompt is optional.

What are the standard columns available in the dossier?
For the list of available columns, see the following table:

Columns Description
Engagement ID The unique identifier for the interaction.
Engagement Start Time The timestamp of the beginning of the interaction.
Engagement End Time The timestamp of the end of the interaction.
Provider Id The unique identifier of the channel provider for the interaction.
Dialog Id The source system ID to identify the dialog.
Dialog Start Time The time at the beginning of the dialog.
Dialog End Time The time at the end of the interaction.
External Participant Id The unique ID to identify the customer.
Final Disposition Code The list of reasons for the calls an agent receives.
Abandoned Indicator An indicator that marks an abandoned interaction.
Agent Initiated Disconnect This measure is an indicator that the interaction was disconnected by the 

agent.
External Call Indicator A boolean value indicating that the agent initiated an external voice call.
Barge Indicator An indicator marking the agent was barged by a supervisor.
Barge Start Timestamp The time at the start of the barging interaction.
Barge End Timestamp The time at the end of the barging interaction.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Channel The unique identifier of the channel.
Direction The direction of a message. The options are the following:

• INCOMING: The email that a contact center receives from the 
customer.

• OUTGOING: The email sent from the contact center.

Table continues…
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Columns Description
ACW Indicator The indicator that indicates if an agent entered the ACW state for an 

interaction.
ACW Start Timestamp The time at which an agent entered the ACW session for an interaction.
ACW End Timestamp The time at which an agent ended the ACW session for an interaction.
Business Account Name Business account configured by provider, on which the message came in 

or using which the message will be sent out.
Coach Indicator The indicator that indicates the agent was coached by a supervisor.
Coach Timestamp The time at the beginning of the coaching session.
Message Type The type of message received.

The message types are:

• NEW

• REPLY

• FORWARD
Observe Indicator An indicator to identify that the agent was observed in this segment.
Send From Sender of the message set by the provider.
Send to The recipients of the email message in the To field.
Subject The subject of the email message.
Queue Name The name of the queue.
Offered Attributes The attributes for the interactions offered to an agent.
Consult Accepted From 
Queue Indicator

Indicates if an agent accepted a consult to queue call.

Consult Initiated to User 
Indicator

Indicates if an agent initiated a consult to user call for the engagement.

Queued Attributes The final attributes on the interaction when it gets queued to an agent.
Transfer Indicator The indicator to identify if an agent transferred the interaction.

What are the columns available for customization in the dossier?
For the list of available columns for customization, see the following table:

Columns Description
Conference to External 
Indicator

Indicates the consult to an external number that resulted in a conference.

Warm Transfer to External 
Indicator

Indicates the calls that are meant for consult and transfer to an external 
number.

Consult to External Number The external number to which the agent made the consultation call.

The external number can be a PSTN, an Avaya Aura X for Avaya Cloud 
Office (ACO), or an Avaya Spaces number.

Consult to External Indicator Indicates if an agent made an external consultation call.

Table continues…
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Columns Description
Disposition Code Id The ID associated with a call reason from the source system.
Conference Indicator Indicates that the interaction involved a consult that resulted in a 

conference.
Consult Accepted From 
Queue Indicator

Indicates if an agent accepted a consult to queue call.

Consult Initiated to Queue 
Indicator

Indicates if an agent initiated a consult to queue for the engagement.

Disposition Code Description The call reason description.
Engagement Source The external system that is the source of the interaction. For example:

• For social media messaging interactions, the Engagement Source 
displays Facebook, WhatsApp, Instagram, or X (Twitter).

Note:

From March 1, 2025, Avaya does not support messaging 
integration with X (Twitter). You can no longer configure X (Twitter) 
social media accounts with Avaya Experience Platform™ or use X 
(Twitter) to send or receive messages to or from customers.

• For WebRTC interactions, the Engagement Source displays WebRTC.

• For messaging interactions, the Engagement Source displays Web 
messenger.

Disposition Code Type The type of the call reason.
Warm Transfer to Queue 
Indicator

Indicates when a consult to queue resulted in a transfer.

Warm Transfer to User 
Indicator

Indicates when a consult to user resulted in a transfer.

Emergency Indicator Indicates that an emergency call was initiated.
Engagement Queued 
Timestamp

The time the interaction first enters a queue. It is only calculated if an 
inbound interaction is queued before an agent handles it.

Engagement Offered 
Timestamp

The time when the interaction is first offered to an agent.

Abandon Wait Time (AWT) The total time the customer waited before dropping the interaction. It 
includes interactions that customers abandon while they are in a queue or 
altering to an agent.

Table continues…
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Columns Description
Source Address The address of the engagement source.

For example, for social media interactions such as Facebook, WhatsApp, 
and Instagram, the Source Address displays the Business Page Name or 
Profile Name. For X (Twitter), the Source Address displays the Account 
Name.

Note:

From March 1, 2025, Avaya does not support messaging integration 
with X (Twitter). You can no longer configure X (Twitter) social media 
accounts with Avaya Experience Platform™ or use X (Twitter) to send 
or receive messages to or from customers.

For WebRTC interactions, the Source Address displays the Integration ID 
or Integration name.

Avaya Experience Platform™ Public Cloud agents and customers use this 
source to interact with each other.

Answered Timestamp The time at which the agent answered the engagement.

What are the calculated columns available in this dossier?
The calculated columns are:

Columns Formula
% Abandoned To get the percentage of abandoned calls.
% Agent Initiated Disconnects To get the percentage of agent-initiated disconnects.
% External Calls To get the percentage of external calls.
Abandoned To get the count of abandoned calls.
Barged To get the count of interactions that entered a barge state.
Coached To get the count of interactions that entered a coach state.
Count of disconnects To get the count of disconnects that the agent initiates.
Count of external call To get the count of agent initiated external voice calls.
Number of engagements Total count of interactions.
Observed To get the count of interactions that entered an observed state.
Engagement Duration To get the length of the interaction.

Related links
Using Contact Detail Summary

Contact Detail Summary
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Queue Performance
Definition
Displays the performance in a queue for the selected duration.

How it works
This dossier provides summarized information of interactions for each queue that are either 
abandoned, or distributed. This dossier also displays information on interactions that any routing 
agent handles based on measures such as offered, answered, not-answered, abandoned, and 
completed.
For dossiers based on interval data, supervisors can view the data for the selected interval. 
Intervals are aggregated by 15 minutes and can be selected for a scheduled duration. Data 
displayed is listed at the agent level, and is written to the database every 15 minutes.
To create a dossier based on customized data, click Chapter in editable mode. In the grid view, 
you can select measures to display in the grid from the Select Measures panel in the dossier.

Business usage
Allows a supervisor to assess the performance of configured queues and calculate the number of 
interactions that were accepted in each queue within the defined service level. This information 
helps the supervisor to compare the performance of each queue in handling interactions.

• How can a supervisor select a fixed interval in this dossier?
On the Select a Date Interval field, click to select the duration from the From and To fields.

• Where can a supervisor select a queue to gather the queue specific data?
You must select the details in the Select a Queue field.

• How can a supervisor find out the number of interactions offered to an agent and how many 
interactions were answered, not answered, and completed during the reporting duration?
Check the details in the Offered, Answered, Not Answered, and Completed columns.
The highlighted boxes on the top of the dossier display an overall overview of the queue 
performance data.
The dossier also provides the queue performance by call distribution for the Answered, Not 
Answered, and Abandoned from Alerting metrics in a pie diagram. Similarly, for the queue 
performance by transfer distribution data, you can check the related graph in the dossier.

• How can a supervisor compare the details of two or more queues?
In the Queue Name prompt enter the queues that you want to compare, and the dossier 
summary displays the data for the selected queues. The Queue Name prompt is an optional 
prompt.

• How many interactions did an agent transfer to the queue for the selected duration?
Use the Transfer Initiated to Queue column to see the count of transfer attempts that the 
agent initiates. For the count of transfers that the agent successfully handles, see the number 
that is displayed in theTransfer Accepted From Queue column.

• Where can the supervisor get the number of the abandoned interactions in the queue?
See the Abandoned from Alerting column for the number of interactions that were 
abandoned by the customer before the agent responded. See the Abandoned from Queue 
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column for the number of interactions that were abandoned by the customer before getting 
offered to an agent.

• What are the filters available in the dossier?
The filters available in the standard dossier are:

Columns Formula
Queue Name (number of 
selected queue names)

You can select the required queue name.

To customize the dossier, you can drag and drop any of the standard measures for filtering.
• What are the standard columns available in the dossier?

For the list of available columns, see the following table:

Columns Description
Abandoned From Queue The number of interactions that a customer abandoned before the 

contacts are offered for the selected queue.
ACW Count A count of interactions in active ACW state for the queue or the 

channel.
ACW Duration The duration an agent was in the ACW state within the reporting 

period.
Average Talk Time The average amount of time an agent spends handling customers.
% Answered The percentage of answered interactions.
Abandon Time Duration The duration between the moment when the interaction was added to 

the queue till the moment when it was abandoned.
Queue Name The name of the queue.
Average Speed of Answer Wait Time / Answered

• What are the columns available for customization in the dossier?
The custom columns are:

Columns Description
Active Duration The total active duration of all the interactions over all the channels.
Active Duration (secs) The duration spent between when a call was active to when the call 

was disconnected per queue and channel during the reporting period 
in seconds. This total excludes the time spent on hold and in ACW.

Barged The number of times a supervisor barged in on an agent within the 
reporting period.

Barged Duration The duration for which the supervisor barged into an interaction within 
the reporting period.

Barging The number of times a supervisor performed a barging interaction 
within the reporting period.

Table continues…
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Columns Description
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.
Coached The number of times a supervisor coached an agent.
Coaching The number of times a supervisor carried out a coaching interaction.
Coaching Duration The duration for which a supervisor carried out a coaching interaction.
Observed A count of the agents observed by a supervisor within the reporting 

period.
Observed Duration The duration for which the agents were observed by a supervisor 

within the reporting period.
Wait Time The time a contact spent waiting in the queue before an agent 

answered the call.
Abandoned Time Duration The time taken before the contact was abandoned on a specific 

queue within the reporting period in dd:hh:mm:ss format.
Warm Transfer Initiated to 
User

A count of interactions where a consultation call to the user resulted 
in an agent initiating a transfer to another agent.

Warm Transfer Accepted 
From User

A count of interactions where a consultation call to a user resulted in 
an agent accepting the transfer from the user.

Warm Transfer Initiated to 
Queue

A count of interactions where a consultation call to a queue resulted 
in an agent initiating a transfer to the queue.

Warm Transfer Accepted 
From Queue

A count of interactions where a consultation call to the queue resulted 
in an agent accepting a transfer from the queue.

Coached Duration The duration for which a supervisor coached an agent.

• What are the calculated columns available in this dossier?
The calculated columns are:

Columns Formula
% Abandoned from Alerting Sum (Abandoned from Alerting / (Sum (Offered)) *100

The percentage of calls abandoned while alerting which were offered 
to a queue and channel.

% Answered Sum (Answered) / (Sum (Answered) + Sum (Not Answered)) *100

The percentage of answered interactions.
% Completed Sum (Completed / (Sum (Offered)) *100

The percentage of interactions completed of those offered.
% Not Answered Sum (Not Answered) / (Sum (Answered) + Sum (Not Answered)) 

*100

The percentage of unanswered interactions.
Average Abandon Time Abandoned Time Duration/Abandoned From Queue

The average duration before a customer abandons a call.

Table continues…
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Columns Formula
Average Talk Time Active Duration / Answered

The average amount of time an agent spends handling customers.

Queue Performance By Channel
Definition
Displays the performance in a queue for the selected interval for the selected channels.

How it works
This dossier provides summarized information of interactions for each queue and channel that are 
either abandoned, or distributed. This dossier also displays information on interactions that any 
routing agent handles based on measures, such as offered, answered, not-answered, abandoned, 
and completed by channel.
For dossiers based on interval data, supervisors can view the data for the selected interval. 
Intervals are aggregated by 15 minutes and can be selected for a scheduled duration. Data 
displayed is listed at the agent level, and is written to the database every 15 minutes.

Business usage
Allows a supervisor to assess the performance of configured queues and channels, to calculate 
the number of interactions that were accepted in each queue and channel within the defined 
service level. This information helps the supervisor to compare the performance of each queue in 
handling interactions by channel.

• How can a supervisor find out the number of interactions offered to an agent and how many 
interactions were answered, not answered, and completed during the reporting duration?
Check the details in the Offered, Answered, Not Answered, and Completed columns.

• How can a supervisor compare the details of two or more queues?
In the Queue Name prompt enter the queues that you want to compare, and the dossier 
summary displays the data for the selected queues. The Queue Name prompt is an optional 
prompt.

• How many interactions did an agent transfer to queue for the selected duration?
Use the Transfer Initiated to Queue column to see the count of transfer attempts that the 
agent initiates. For the count of transfers that the agent successfully handles, see the number 
that is displayed in the Transfer Accepted From Queue column.

• Where can I get the number of the abandoned interactions in the queue?
See the Abandoned from Alerting column for the number of interactions that were 
abandoned by the customer before the agent responded to the interaction.

• What are the columns available in the standard dossier?
For the list of available columns, see the following table:
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Columns Description
% Abandoned from Alerting The percentage of calls abandoned while alerting which were offered 

to a queue and channel.
% Abandoned from Queue The percentage of calls abandoned in the queue which were offered 

to a queue and channel.
% Answered The percentage of answered interactions.
% Completed The percentage of interactions completed of those offered.
% Contacts Answered The percentage of answered calls that were offered to a queue and 

channel.
% Not Answered The percentage of unanswered interactions.
Abandoned From Alerting The number of alerting interactions that the customer disconnects 

within the reporting period.
Abandoned From Queue The number of interactions that a customer abandoned before the 

contacts are offered for the selected queue.
Abandon Time Duration The duration between the moment when the interaction was added to 

the queue till the moment when it was abandoned.
Active Duration The total active duration of all the interactions over all the channels.
ACW Count A count of interactions in active ACW state for the queue or the 

channel.
ACW Duration The duration an agent was in the ACW state within the reporting 

period.
Alert Duration The total alert duration of all the interactions over all the channels for 

an agent.
Average Speed of Answer Wait Time / Answered
Average Talk Time The average amount of time an agent spends handling customers.
Average Abandon Time The average duration before a customer abandons a call.
Average ACW Time The average duration an agent spends in ACW.
Answered The number of interactions that an agent answered.
Channel The unique identifier of the channel.
Completed A count of completed interactions for an agent within the reporting 

period.
Date Date timestamp.
Hold Duration The amount of time the agent had put a customer interaction on hold.
Hour Timestamp value with 60 minute intervals for interval view.

Table continues…
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Columns Description
Interval The duration of the interaction in 15 minute intervals.

You can select the duration in the From and To fields for Interval and 
Date.

For Monthly, you can select the month and year.

By default, the Interval pages are set for the current date and Daily 
pages are set for the previous month.

Interval Timestamp A timestamp value with 15 minute interval for Interval view.
Not Answered A count of interactions offered that the agent did not answer.
Offered A count of interactions directed to the agent within the reporting 

period.
Offered to Queue A count of interactions offered to the queue within the reporting 

period.
Queue Name The name of the queue.
Transfer Accepted From 
Queue

A count of interactions where a single-step transfer from the queue 
was successful.

Transfer Initiated to Queue A count of interactions where a single-step transfer to the queue was 
initiated.

Wait Time The time a contact spent waiting in the queue before an agent 
answered the call.

• What are the calculated columns used in this dossier?

Columns Description
% Abandoned from Alerting Sum (Abandoned from Alerting / (Sum (Offered)) *100

The percentage of calls abandoned while alerting which were offered 
to a queue and channel.

% Abandoned from Queue Abandoned from queue / Offered to queue

The percentage of calls abandoned in the queue which were offered 
to a queue and channel.

% Answered Sum (Answered) / (Sum (Answered) + Sum (Not Answered)) *100

The percentage of answered interactions.
% Completed Sum (Completed / (Sum (Offered)) *100

The percentage of interactions completed of those offered.
% Contacts Answered Answered / Offered to queue

The percentage of answered calls that were offered to a queue and 
channel.

% Not Answered Sum (Not Answered) / (Sum (Answered) + Sum (Not Answered)) 
*100

The percentage of unanswered interactions.

Table continues…
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Columns Description
Average Speed of Answer Wait Time / Answered

The average amount of time to answer a customer. This is the time 
from when a customer enters a queue to the time that an agent 
accepts the call.

Average Talk Time Active Duration / Answered

The average amount of time an agent spends handling customers.
Average Abandon Time The average duration before a customer abandons a call.

Abandoned Time Duration/Abandoned From Queue
Average ACW Time ACW Duration / ACW Count

The average duration an agent spends in ACW.

• What are the columns available for customization in the dossier?
For the list of available columns for customization, see the following table:

Columns Description
Abandon Time Duration 
(secs)

The duration in seconds before the contact was abandoned on a 
specific queue and channel within the reporting period in seconds.

Active Duration (secs) The duration spent between when a call was active to when the call 
was disconnected per queue and channel during the reporting period 
in seconds. This total excludes the time spent on hold and in ACW.

ACW Duration (secs) The duration for which the agent was in the ACW state in seconds.
Alert Duration (secs) The duration for which an interaction was alerting within the reporting 

period in seconds.
Avg Abandon Time (secs) The average time taken before the contact was abandoned on a 

specific queue within the reporting period in seconds.
Avg ACW Time (secs) The average time an agent spends in ACW in seconds.
Avg Talk Time (secs) The average time between when a call was active to when the call 

was disconnected during the reporting period in seconds.
Barged The number of times a supervisor barged in on an agent within the 

reporting period.
Barged Duration The duration for which the supervisor barged into an interaction within 

the reporting period.
Barged Duration (secs) The duration for which a supervisor barged in on an agent within the 

reporting period in seconds.
Barging The number of times a supervisor performed a barging interaction 

within the reporting period.
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.
Barging Duration (secs) The duration for which a supervisor carried out a barging interaction 

within the reporting period in seconds.

Table continues…
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Columns Description
Coached The number of times a supervisor coached an agent.
Coached Duration The duration for which a supervisor coached an agent.
Coached Duration (secs) The duration for which a supervisor coached an agent within the 

reporting period for that queue in seconds.
Coaching The number of times a supervisor carried out a coaching interaction.
Coaching Duration The duration for which a supervisor carried out a coaching interaction.
Coaching Duration (secs) The duration for which a supervisors carried out a coaching 

interaction within the reporting period for that queue in seconds.
Conference Initiated To User A count of interactions where an agent initiates a consultation call to 

another agent that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call when the agent completes the call as a conference.

Conference Accepted From 
User

A count of interactions where an agent answers a consultation call 
from another agent that ends as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call when the agent initiating the call completes the call 
as a conference.

Consult Initiated To User A count of interactions that an agent initiated as a consultation call 
with another user.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consult Initiated to Queue A count of interactions that an agent initiated as a consultation call to 
another queue.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consult Accepted From 
Queue

A count of consult to queue calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Accepted From 
User

A count of consult to user calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consulted Duration The duration an agent was in a consultation call with another agent in 
seconds.

The duration is displayed in the hh:mm:ss format.
Consulting Duration The duration an agent spent consulting another agent.

The duration is displayed in the hh:mm:ss format.

Table continues…
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Columns Description
Consulting duration (secs) The duration an agent spent consulting another agent in seconds.
Consulted duration (secs) The duration an agent was in a consultation call with another agent in 

seconds.
Hold Duration (secs) The duration for which an agent puts the interactions on hold in 

seconds.
Observed A count of the agents observed by a supervisor within the reporting 

period.
Observed Duration The duration for which the agents were observed by a supervisor 

within the reporting period.
Observed Duration (secs) The duration which all agents assigned to the queue had an 

interaction where a supervisor observed them within the reporting 
period by the channel in seconds.

Observing A count of interactions a supervisor was observing an agent within the 
reporting period.

Observing Duration The amount of time a supervisor was observing an agent within the 
reporting period.

Observing Duration (secs) The duration which the agent had an interaction where an agent/
supervisor observed the agent within the reporting period in seconds.

Transfer To Queue 
Canceled

A count of interactions where a single-step transfer to the queue was 
canceled.

Transfer to Queue Failed A count of interactions where a single-step transfer to the queue 
failed.

Wait Time The time a contact spent waiting in the queue before an agent 
answered the call.

Emergency Calls
Definition
Displays the interaction details of all emergency calls made for a selected reporting period.

How it works
Supervisors can analyze the number and details of emergency calls made by agents or 
supervisors in the contact center.

Business usage
Helps supervisors access data relating to any emergencies in their contact center.

• How can a supervisor find out an agent's details?
To check the agent's details, see the Agent Login ID and Agent Display Name columns.

• What prompts are available in the standard dossier? See the following table:
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Prompt Description
TimeZone The timezone for displaying results on the dossier or report.

This prompt is mandatory.
Date Range The start and end date of the reporting interval. This is a mandatory 

prompt.
Agent Name The name of the agent.

• What columns are available in the standard dossier? See the following table:

Column Description
Engagement ID The unique identifier for the interaction.
Agent Name The name of the agent.
Login ID The login ID associated with the agent.
Dialed Number The original dialled number for the emergency interaction.
Engagement Started The start time of the interaction.
Engagement Ended The end time of the interaction.

• What calculated columns are available in this dossier? See the following table:

Column Description
Engagement Duration The duration of the emergency call.

Supervisor Monitoring Summary By Channel
Definition
Displays the observe, coach, and barge activities for a supervisor.

How it works
Tracks the duration and time of observation, coaching, and barging interactions.
Supervisors can view this report to get a count of agents they monitor and the duration they spend 
monitoring their agents.

Business usage
Use this dossier to understand how your agents are performing or which agents need more 
support to handle interactions.

• How can a supervisor find out another supervisor's details?
To check the supervisor's details, see the Supervisor Login ID and Supervisor Display 
Name columns.

• What are the filters available in the dossier?
The prompts that are available in the standard dossier are:

Supervisor Monitoring Summary By Channel
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Columns Description
Supervisor Login ID The login ID associated with the supervisor.
TimeZone The timezone for displaying results on the dossier or report.
Interval

Date

Month

Timestamp values with 15-minute intervals for Interval view and 
various other timestamps, such as by hour, date, week, quarter for 
other time periods.

Channel The channel type. You can select any or all from the list of available 
channels: Voice, email, chat, and messaging.

• What are the standard columns available in the dossier?
For the list of available columns, see the following table:

Columns Description
Supervisor Login ID The login ID associated with the supervisor.
Supervisor Display Name The display name of the supervisor.
Interval Timestamp A timestamp value with 15 minute interval for Interval view.
Observing A count of interactions a supervisor was observing an agent within the 

reporting period.
Observing Duration The amount of time a supervisor was observing an agent within the 

reporting period.
Barging The number of times a supervisor performed a barging interaction 

within the reporting period.
Barging Duration The duration for which a supervisor performed a barging interaction 

within the reporting period.
Coaching The number of times a supervisor carried out a coaching interaction.
Coaching Duration The duration for which a supervisor carried out a coaching interaction.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent Display Name The name of the agent as configured in Application Center 

Administration.

• What are the calculated columns available in the dossier?
For the list of calculated columns, see the following table:

Columns Description
Agent Monitored List of agents monitored by a supervisor.
Barging Duration% The percentage of time spent barging in relation to the total 

monitoring activity.
Coaching Duration % The percentage of time spent coaching in relation to the total 

monitoring activity.

Table continues…
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Columns Description
Observing Duration % The percentage of time spent observing in relation to the total 

monitoring activity.
Total Duration 
(DD:HH:MM:SS)

Total duration of monitoring activities in DD:HH:MM:SS format.

Total Duration (Secs) Total duration of monitoring activities in seconds.

Related links
Running Supervisor Monitoring Summary by Channel

Transfer by Channel
Definition
Displays information on single transfers across channels by agents.

How it works
Supervisors can analyze the channels with transferred calls and see their status.
Supervisors can select by channel, agent, and interval and see activity based on the durations in 
the time range. They can see the data by 60, 30, and 15 minute intervals.

Business usage
Helps supervisors access data relating to all transfer operations. For example, supervisors can 
see the total interactions transferred by an agent or queue.

• What prompts are available in the standard dossier? See the following table:

Prompt Description
TimeZone The timezone for displaying results on the dossier or report.

This prompt is mandatory.
Interval The attribute to define the start date and end date of the reporting 

interval.

This prompt is mandatory.
Agent Group-Agent A hierarchical prompt showing all agent groups and the Login ID of 

the agents.

You can select multiple values, all values, or leave it blank.

This is an optional prompt.
Channel The channel type. You can select any or all from the list of available 

channels: Voice, email, chat, and messaging.
Agent Name (Login ID) A filter column of agent names followed by their Login IDs.
Channel A filter column for channels.

Table continues…
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Prompt Description
Date Range A filter for a "From & To" duration.
Hour A filter column for hours of a day.
Interval A filter column for intervals of a day in 15 minute increments.

• What columns are available in the standard dossier? See the following table:

Column Description
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Agent First Name The first name of the agent.
Agent Last Name The last name of the agent.
Agent Display Name The name of the agent as configured in Application Center 

Administration.
Channel The unique identifier of the channel.
Interval Timestamp A timestamp value with 15 minute interval for Interval view.
Offered A count of interactions directed to the agent within the reporting 

period.
Transfer Initiated to Queue A count of interactions where a single-step transfer to the queue was 

initiated.
Transfer Accepted From 
Queue

A count of interactions where a single-step transfer from the queue 
was successful.

Transfer Initiated to User A count of interactions where a single-step transfer to a user was 
initiated.

Transfer Accepted From 
User

A count of interactions where a single-step transfer from a user was 
successful.

Transfer to External Initiated A count of the interactions where a single-step transfer to an external 
address was initiated.

Answered The number of interactions that an agent answered.

• What are the calculated columns in this dossier? See the following table:

Column Description
Total Channels Count(Channel ID)
Total Agents A count of the distinct number of agents available.
Total Engagements Initiated 
to Transfer

([Transfer Initiated To Queue]+[Transfer Initiated To User])+[Transfer 
To External Initiated]

Total Transfer Engagements 
Accepted

[Transfer Accepted From Queue]+[Transfer Accepted From User]

Transfer to Internal Initiated [Transfer Accepted From Queue]+[Transfer Accepted From User]

• What columns are available for customization in this report? See the following table:
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Column Description
Active Duration (secs) The duration spent between when a call was active to when the call 

was disconnected per queue and channel during the reporting period 
in seconds. This total excludes the time spent on hold and in ACW.

% Answered The percentage of answered interactions.
% Completed The percentage of interactions completed of those offered.
% Holds The percentage of interactions that spent time on hold.
% Not Answered The percentage of unanswered interactions.
ACW Duration The duration an agent was in the ACW state within the reporting 

period.
Ad Hoc Email Initiated The number of ad hoc emails initiated from the contact center.
Ad Hoc Email Sent The number of ad hoc emails sent from the contact center.
Alert Duration The total alert duration of all the interactions over all the channels for 

an agent.
Avg Active Time The average amount of time an agent spends working on interactions.
Avg Alert Time The average duration the agent had interactions alerting in 

dd:hh:mm:ss format.
Avg Hold Time The average amount of hold time for an agent while working on 

interactions.
Conference Accepted From 
User

A count of interactions where an agent answers a consultation call 
from another agent that ends as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call when the agent initiating the call completes the call 
as a conference.

Conference Accepted From 
Queue

A count of interactions where an agent answered a consultation call 
from another agent that ended as a conference within the reporting 
period.

The metric increments by 1 for the agent who answered the 
consultation call.

Conference Initiated To User A count of interactions where an agent initiates a consultation call to 
another agent that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call when the agent completes the call as a conference.

Conference Initiated To 
Queue

A count of interactions where an agent initiates a consultation call to a 
queue that ends as a conference within the reporting period.

The metric increments by 1 for the agent who initiated the 
consultation call.

Conference to External A count of external consultation calls that resulted in a conference.

Table continues…
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Column Description
Consult Accepted From 
Queue

A count of consult to queue calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Accepted From 
User

A count of consult to user calls answered by an agent within the 
reporting period.

The metric increments by 1 for the agent who answered the 
consultation call.

Consult Initiated To User A count of interactions that an agent initiated as a consultation call 
with another user.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consult Initiated to Queue A count of interactions that an agent initiated as a consultation call to 
another queue.

The metric increments by 1 for the agent who initiated the 
consultation call.

Consulted Duration The duration an agent was in a consultation call with another agent.

The duration is displayed in the hh:mm:ss format.
Consulted duration (secs) The duration an agent was in a consultation call with another agent in 

seconds.
Consulting Duration The duration an agent spent consulting another agent.

The duration is displayed in the hh:mm:ss format.
Consulting duration (secs) The duration an agent spent consulting another agent in seconds.
Consulting External Duration The duration an agent spent consulting a user with an external 

number.
Forwarded A count of interactions forwarded by the agent within the reporting 

period.
Hold Duration The amount of time the agent had put a customer interaction on hold.
Observed A count of the agents observed by a supervisor within the reporting 

period.
Observed Duration The duration for which the agents were observed by a supervisor 

within the reporting period.
Transfer Initiated to User A count of interactions where a single-step transfer to a user was 

initiated.
Transfer Accepted From 
User

A count of interactions where a single-step transfer from a user was 
successful.

Transfer To Queue 
Canceled

A count of interactions where a single-step transfer to the queue was 
canceled.

Table continues…
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Column Description
Transfer to Queue Failed A count of interactions where a single-step transfer to the queue 

failed.
Warm Transfer Accepted 
From Queue

A count of interactions where a consultation call to the queue resulted 
in an agent accepting a transfer from the queue.

Warm Transfer Accepted 
From User

A count of interactions where a consultation call to a user resulted in 
an agent accepting the transfer from the user.

Warm Transfer Initiated to 
Queue

A count of interactions where a consultation call to a queue resulted 
in an agent initiating a transfer to the queue.

Warm Transfer Initiated to 
User

A count of interactions where a consultation call to the user resulted 
in an agent initiating a transfer to another agent.

Warm Transfer to External A count of interactions that resulted in a transfer to an external 
number.

Callback detail summary dossier
Definition
Displays details of all interactions and associated callbacks.

How it works
Supervisors can select an interaction or a callback ID to analyze the callback journey in the 
current interval. The start time of interactions determines the data displayed in the dossier.
If a customer requests a callback, the interaction is associated with a Callback ID.

Business usage
Helps supervisors access data relating to all callback operations.

• What prompts are available in the standard dossier? See the following table:

Prompt Description
TimeZone The timezone for displaying results on the dossier or report.

This prompt is mandatory.
Interval The attribute to define the start date and end date of the reporting 

interval.

This prompt is mandatory.
Callback Engagement ID The interaction ID of the callback to the customer.

This prompt is optional.
Callback ID The unique identifier of the callback generated by provider for the 

callback engagement.

This prompt is optional.

Table continues…
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Prompt Description
Engagement ID The unique identifier for the interaction.

This prompt is optional.

• What columns are available in the standard dossier? See the following table:

Column Description
Agent Name The name of the agent.
Agent Login Id The login ID associated with the agent.

The asterisk (*) denotes the deleted users.
Attributes The callback attributes used for the callback engagement.
Callback Attempts The number of callback attempts.
Callback Created 
Timestamp

The time at which the customer requested the callback.

Callback Ended Timestamp The time at which the customer completed the callback.
Customer Phone Number The phone number of the customer for the callback.
Queue Name The name of the queue.
Status The callback status, such as Delivered, Delivering, and Terminated.
Termination Reason The reason a callback is terminated.

Examples of termination reasons include Max Retries, Cancelled by 
the Customer, and Outside Business Hours.

Callback ID The unique identifier of the callback generated by provider for the 
callback engagement.

Callback Engagement ID The interaction ID of the callback to the customer.

• What columns are available for customization in this dossier? See the following table:

Column Description
Agent ID The unique identifier of the agent.
Queue ID The unique identifier of the queue for which the agent handled 

contacts.
Agent First Name The first name of the agent.
Agent Last Name The last name of the agent.

• What are the calculated columns available in this dossier? See the following table:

Column Description
Accepted by Customer % The callback interactions that a customer has accepted as a 

percentage of total callbacks requested.
Accepted by Customer 
(Delivering & Delivered)

A count of interactions where a callback request is in the delivering or 
delivered state.

Callback Customers A count of customers who requested callbacks.

Table continues…
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Column Description
Callbacks Delivered A count of interactions where a callback request has been delivered.
Callbacks Dialled to 
Customer (NOT in Pending)

A count of interactions where a callback request is not in a pending 
state. Avaya Experience Platform™ Public Cloud has called the 
customer, and the call is in the delivering, delivered, or terminates 
state.

Callbacks Requested The total of interactions where a customer requested a callback.
Customer Connected 
without an Agent 
(Delivering)

A count of interactions where a callback request is in a delivering 
state.

Customer Connect without 
an Agent %

The callback interactions that are in a delivering state as a 
percentage of total callbacks requested.

Declined by Customer % The declined callback interactions as a percentage of total callbacks 
requested.

Declined by Customer A count of interactions where a callback request is terminated due to 
a customer declining the call.

Delivered% The delivered callback interactions as a percentage of total callbacks 
requested.

Dialed% The callback interactions that Avaya Experience Platform™ Public 
Cloud dialed as a percentage of total callbacks requested.

Failed Callbacks/Terminated A count of interactions where the callback request was terminated 
due to one of the following reasons:

- Cancelled by customer

- Not within business hours

- Max attempts reached

- Invalid destination number
Failed% The failed callback interactions as a percentage of total callbacks 

requested.
In-Progress Callbacks/
Delivering

The number of interactions where a callback request is pending or 
delivering.

Pending: The customer has requested a callback, but Avaya 
Experience Platform™ Public Cloud has not delivered the callback.

Delivered: Avaya Experience Platform™ Public Cloudhas called the 
customer but not assigned an agent or completed the call yet.

Invalid Destination Number A count of interactions where a callback request is terminated due to 
an invalid destination number.

Max Attempts Reached A count of interactions where a callback request is terminated after 
the maximum number of attempts.

Max of Attempts The maximum number of callback attempts configured.

Table continues…
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Column Description
Not Within Business Hours A count of interactions where a callback request is terminated 

because it is not within business hours.
Not Yet Dialed% The callback interactions that Avaya Experience Platform™ Public 

Cloud not yet dialed as a percentage of total callbacks requested.
Pending Callbacks A count of interactions where a callback request is pending.
Request% The callback interactions as a percentage of total voice interactions.
Total Attempts The total number of attempts made per interaction.
Total Engagements The total of voice interactions received.
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Chapter 9: Resources

Resources for Avaya Experience Platform™ Public Cloud

Documentation
Related documents and videos

Title Available at: Use the document or 
videos to:

Audience

Overview
Avaya Experience 
Platform™ Public 
Cloud Solution 
Description

Avaya Experience 
Platform™ Public Cloud 
Solution Description

Know about tested 
product characteristics 
and capabilities, including 
product overview and 
feature descriptions, 
interoperability, 
performance 
specifications, security, 
and licensing 
requirements.

• Business partners

• Implementation engineers

• Sales engineers

• Solution architects

Implementing
Configuring 
Workflows for 
Avaya Experience 
Platform™ Public 
Cloud

Workflows overview 
for Avaya Experience 
Platform™ Public Cloud

Create, edit, and manage 
workflows for Avaya 
Experience Platform™

Public Cloud.

• Account administrators

• Business analysts

• Developers

Administering
Administering 
Avaya Experience 
Platform™ Public 
Cloud

Administering Avaya 
Experience Platform™

Public Cloud

Administer Avaya 
Experience Platform™

Public Cloud.

• Account administrators

• Supervisors

Using
Table continues…
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Title Available at: Use the document or 
videos to:

Audience

Using Avaya 
Workspaces for 
Avaya Experience 
Platform™ Public 
Cloud

Using Avaya 
Workspaces for Avaya 
Experience Platform™

Public Cloud

Use the features and 
capabilities of Avaya 
Workspaces for Avaya 
Experience Platform™

Public Cloud.

• Agents

• Supervisors

Using Analytics for 
Avaya Experience 
Platform™ Public 
Cloud

Using Analytics for 
Avaya Experience 
Platform™ Public Cloud

Use the features and 
capabilities of Avaya 
Analytics™ for Avaya 
Experience Platform™

Public Cloud.

• Account administrators

• Report designers

• Supervisors

Integrating
Administering 
Avaya Workspaces 
for CRM for 
Avaya Experience 
Platform™ Public 
Cloud 

Administering Avaya 
Workspaces for CRM 
for Avaya Experience 
Platform™ Public Cloud

Configure and administer 
the features and 
capabilities of the 
Customer Relationship 
Management (CRM) 
integrations for Avaya 
Experience Platform™

Public Cloud.

• Account administrators

• CRM administrators

• Developers

Using Avaya 
Workspaces for 
CRM for 
Avaya Experience 
Platform™ Public 
Cloud

Using Avaya 
Workspaces for CRM 
for Avaya Experience 
Platform™ Public Cloud

Use the features and 
capabilities of the 
Customer Relationship 
Management (CRM) 
integrations for Avaya 
Experience Platform™

Public Cloud.

• Agents

• Supervisors

Deploying Preview 
Dialing for 
Avaya Experience 
Platform™ Public 
Cloud

Deploying Preview 
Dialing for Avaya 
Experience Platform™

Public Cloud

Deploy the features 
and capabilities of 
Preview Dialing in Avaya 
Experience Platform™

Public Cloud.

• Account administrators

• Implementation engineers

• Sales engineers

Configuring 
Preview Dialing for 
Avaya Experience 
Platform™ Public 
Cloud

Configuring Preview 
Dialing for Avaya 
Experience Platform™

Public Cloud

Configure and administer 
the features and 
capabilities of Preview 
Dialing in Avaya 
Experience Platform™

Public Cloud.

• Account administrators

• Implementation engineers

• Sales engineers

Using Preview 
Dialing in Avaya 
Workspaces

Using Preview Dialing 
in Avaya Workspaces

Use the features and 
capabilities of Preview 
Dialing in Avaya 
Experience Platform™

Public Cloud.

• Agents

• Supervisors
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Title Available at: Use the document or 
videos to:

Audience

Configuring 
corporate contacts 
for Avaya 
Workspaces

Configuring corporate 
contacts for Avaya 
Workspaces

Configure and administer 
the features and 
capabilities of the 
Corporate Contacts 
widget in Avaya 
Experience Platform™

Public Cloud.

• Account administrators

• Implementation engineers

• Sales engineers

Using corporate 
contacts in Avaya 
Workspaces

Using corporate 
contacts in Avaya 
Workspaces

Use the features 
and capabilities of 
the Corporate Contacts 
widget in Avaya 
Workspaces.

• Agents

• Supervisors

Configuring 
Avaya Social 
Connections for 
Avaya Experience 
Platform™ Public 
Cloud

Configuring Avaya 
Social Connections 
for Avaya Experience 
Platform™ Public Cloud

Configure Avaya Social 
Connections to add 
administrators and social 
media accounts, and 
manage social media 
customers.

Account administrators

Using Avaya Social 
Connections for 
Avaya Experience 
Platform™ Public 
Cloud

Using Avaya Social 
Connections for Avaya 
Experience Platform™

Public Cloud

Interact with customers 
through monitored social 
media accounts.

• Agents

• Supervisors

Verint Workforce Engagement documents
Avaya Experience 
Platform™ (Public 
Cloud Workforce 
Engagement): 
Desktop 
Applications 
Deployment 
Reference and 
Installation Guide

Avaya Support link Configure and administer 
the features and 
capabilities of client 
applications installed on 
end-user workstations.

• Administrators

• Implementation engineers

• Sales engineers

Avaya Experience 
Platform™ (Public 
Cloud Workforce 
Engagement): 
Real-Time Agent 
Assist Setup Guide

Avaya Support link Configure and administer 
the features and 
capabilities of Verint 
Workforce Engagement 
Real-Time Agent Assist.

• Administrators

• Implementation engineers

• Sales engineers
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Title Available at: Use the document or 
videos to:

Audience

Avaya Experience 
Platform™ (Public 
Cloud Workforce 
Engagement): 
Technology, 
Security, and 
Network Integration 
Deployment 
Reference Guide

Avaya Support link Understand the 
technology, networking, 
and security requirements 
for connecting to Verint 
Workforce Engagement.

• Administrators

• Implementation engineers

• Sales engineers

Avaya Experience 
Management™
Getting Started 
Guide

Avaya Support link Use the features 
and capabilities of 
the Avaya Experience 
Management™ application 
for the first time.

• Administrators

• Implementation engineers

• Sales engineers

Videos
Avaya Experience 
Platform™

Public Cloud 
Application Center 
Administration 
Videos

Getting started with 
Administration Center

Administer Avaya 
Experience Platform™

Public Cloud.

• Account administrators

• Supervisors

Orchestration 
Videos

Getting started with 
Orchestration

Manage workflows. • Account administrators

• Business analysts

• Developers
Avaya Experience 
Platform™ Public 
Cloud Automation 
Videos

Getting started with 
Automation

Manage the features and 
capabilities of Automation 
for Avaya Experience 
Platform™ Public Cloud.

• Account administrators

• Business analysts

• Developers
Administering 
Avaya Proactive 
Outreach and 
Preview Dialing for 
Avaya Experience 
Platform™ Public 
Cloud

Administering Avaya 
Proactive Outreach 
and Preview Dialing 
for Avaya Experience 
Platform™ Public Cloud

Configure and administer 
the features and 
capabilities of Avaya 
Proactive Outreach and 
Preview Dialing for Avaya 
Experience Platform™

Public Cloud.

Account administrators

Administering 
Avaya Workspaces 
for CRM for 
Avaya Experience 
Platform™ Public 
Cloud 

Administering Avaya 
Experience Platform™

Public Cloud 
Workspaces for CRM

Administer Avaya 
Experience Platform™

Public Cloud Avaya 
Workspaces for CRM.

• Account administrators

• CRM administrators

• Supervisors
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Title Available at: Use the document or 
videos to:

Audience

Using Avaya 
Experience 
Platform™ Public 
Cloud for 
supervisors

• Getting Started with 
Avaya Workspaces 
for Supervisors

• Running historical 
reports and 
dashboards

Manage real-time and 
historical reports.

• Account administrators

• Supervisors

Using Avaya 
Experience 
Platform™ Public 
Cloud for agents

Launching agent 
desktop

Manage the features 
and capabilities of Avaya 
Workspaces for Avaya 
Experience Platform™

Public Cloud.

• Agents

• Supervisors

Getting started with 
Avaya Experience 
Platform™ Public 
Cloud

Overview - Avaya 
Experience Platform™

Public Cloud

Get an overview of Avaya 
Experience Platform™

Public Cloud and its 
components.

All audiences

Getting started with 
Avaya Workspaces 
for CRM for 
Avaya Experience 
Platform™ Public 
Cloud

Getting started with 
Avaya Workspaces 
for CRM for Avaya 
Experience Platform™

Public Cloud

Get an overview of Avaya 
Workspaces for CRM 
for Avaya Experience 
Platform™ Public Cloud 
and manage interactions.

All audiences

Avaya Documentation Center navigation
For many programs, the latest customer documentation is available on the Avaya Documentation 
Center website at https://documentation.avaya.com. Some functionality is only available when you 
log in to the Avaya Documentation Center. The available functionality depends on your role.

Important:

If the documentation you are looking for is not available on the Avaya Documentation Center, 
you can find it on the Avaya Support website.

While navigating through the Documentation Center, you can click the Avaya Documentation 
Center logo at the top of the screen to return to the home page anytime. On the Avaya 
Documentation Center, you can do the following:

• Click Avaya Links in the top menu bar to access other Avaya websites, including the Avaya 
Support website.

• Click Languages ( ) in the top menu bar to change the display language and view 
localized documents.

• In the Search Documentation field, search for keywords and click Filter to filter by solution 
category, product, or user role.

You can select multiple items in each filter category. For example, you can select a product 
and multiple user roles.

Resources for Avaya Experience Platform™ Public Cloud
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• Click Library in the top menu bar to access the complete library of documents. Use the 
filtering options to refine your results.

• After performing a search or accessing the library, you can sort content on the search results 
page. When you find the item you want to view, click it to open it.

• Use the table of contents in a document for navigation. You can also click < or > next to the 
document title to navigate to the previous topic or the next topic.

• Click Share ( ) to share a topic by email or copy the URL.

• Download a PDF of the current topic in a document, the topic and its subtopics, or the entire 
document.

• Print the section you are viewing.

• Add content to a collection by clicking Add to My Topics ( ). You can add the topic and its 
subtopics or add the entire publication.

• View the topics in your collections. To access your collections, click your name in the top 
menu bar and then click My Topics.

You can do the following:

- Create, rename, and delete a collection.

- Set a collection as the default or favorite collection.

- Save a PDF of the selected content in a collection and download it to your computer.

- Share content in a collection with others through email.

- Receive collections that others have shared with you.

• Click Watch ( ) to add a topic to your watchlist so you are notified when the content is 
updated or removed.

• View and manage your watchlist by clicking Watchlist from the top menu with your name.

You can do the following:

- Enable Email notifications to receive email alerts.

- Unwatch the selected content or all topics.

• Send feedback for a topic.

Resource Center
Avaya Experience Platform™ Public Cloud contains a Resource Center which gives access to 
online help. You can access help from Avaya Workspaces and Application Center Administration 
screens. From these screens, Resource Center suggests topics appropriate to your current page. 
You can also access tutorial videos and documentation using this feature.

Related links
Accessing online help on page 203
Welcome guides on page 203
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Accessing online help
About this task
Avaya Experience Platform™ Public Cloud contains online help for Avaya Workspaces and 
Application Center Administration.

Before you begin
Log in to Avaya Workspaces or Application Center Administration.

Procedure
1. Click .

2. On Resource Center, do one of the following:

• Click Documentation.

• Click Tutorial Videos.

Avaya Experience Platform™ Public Cloud opens a new browser tab to display the 
document or video.

Related links
Resource Center on page 202

Welcome guides
Avaya Experience Platform™ Public Cloud contains guided walkthroughs which provide first-time 
visitors with a tour of the interface. Avaya Workspaces and Application Center Administration 
support these tours.

• To start the tour, click Launch Tour.

• To close the tour, click .

Related links
Resource Center on page 202

Training
The following courses are available for Avaya Experience Platform™ Public Cloud.

Course 
code

Course title Direct link Delivery type

Administrator
61380W Administrating Avaya Experience 

Platform™ Public Cloud
Administering Avaya 
Experience Platform™

Public Cloud

Web-based training

Table continues…
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Course 
code

Course title Direct link Delivery type

61410W Administrating Avaya Experience 
Platform™ Public Cloud Workflows

Administrating Avaya 
Experience Platform™

Public Cloud 
Workflows

Web-based training

61420W Administering Avaya Experience 
Platform™ Public Cloud Self-Service

Administering Avaya 
Experience Platform™

Public Cloud Self-
Service

Web-based training

61000W Getting Started with Avaya 
Experience Platform™ Public Cloud

Getting Started with 
Avaya Experience 
Platform™ Public Cloud

Web-based training

ASAC-003
6

Avaya Experience Platform™ Public 
Cloud Administrator

Avaya Experience 
Platform™ Public Cloud 
Administrator

Web-based training

ASAC-003
0

Avaya Aura X for Avaya Cloud Office 
(ACO) Administration

— Web-based training

End user
ALEU-5017 Avaya Experience Platform™ Public 

Cloud End User Training
— Web-based training

62420W Using Avaya Experience Platform™

Public Cloud for Agents
Using Avaya 
Experience Platform™

Public Cloud for 
Agents

Web-based training

62520W Using Avaya Experience Platform™

Public Cloud for Supervisors
Using Avaya 
Experience Platform™

Public Cloud for 
Supervisors

Web-based training

ALEU-5025 Avaya Experience Platform™ Public 
Cloud End-User Training

Avaya Experience 
Platform™ Public Cloud 
End-User Training

Web-based training

— Avaya Experience Platform™ Public 
Cloud Deep Dive at Avaya Sales 
Portal.

— Web-based training

This course requires SSO 
login.

Support
Go to the Avaya Support website at https://support.avaya.com for the most up-to-date 
documentation, product notices, and knowledge articles. You can also search for release notes, 
downloads, and resolutions to issues. Use the online service request system to create a service 
request. Chat with live agents to get answers to questions, or request an agent to connect you to a 
support team if an issue requires additional expertise.
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Using the Avaya InSite Knowledge Base
The Avaya InSite Knowledge Base is a web-based search engine that provides:

• Up-to-date troubleshooting procedures and technical tips.

• Information about service packs.

• Access to customer and technical documentation.

• Information about training and certification programs.

• Links to other pertinent information.

If you are an authorized Avaya Partner or a current Avaya customer with a support contract, you 
can access the Knowledge Base without extra cost. You must have a login account and a valid 
Sold-To number.

Use the Avaya InSite Knowledge Base for any potential solutions to problems.

1. Go to https://support.avaya.com.
2. To log in, click Sign In at the top of the screen and then enter your login credentials when 

prompted.
3. Click Product Support > Products.
4. In Search Product, start typing the product name and then select the appropriate product 

from the list displayed.
5. Select the release number, if applicable.
6. Click the Technical Solutions tab to view articles for resolving technical issues.

Resources for Avaya Experience Platform™ (On-Prem + 
Connect)

Documentation
Related documents

Title Available at: Use the document to: Audience
Overview

Table continues…
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Title Available at: Use the document to: Audience
Avaya Experience 
Platform™ Public 
Cloud Solution 
Description

Avaya Experience 
Platform™ Public Cloud 
Solution Description

Know about tested 
product characteristics 
and capabilities, including 
product overview and 
feature descriptions, 
interoperability, 
performance 
specifications, security, 
and licensing 
requirements.

• Sales engineers

• Business partners

• Solution architects

• Implementation engineers

Deploying
Deploying Avaya 
Experience 
Platform™ (On-
Prem + Connect)

Deploying Avaya 
Experience Platform™

(On-Prem + Connect)

Prepare, install, and 
configure Avaya 
Experience Platform™

(On-Prem + Connect).

• Implementation engineers

• Account administrators

Administering
Administering 
Avaya Experience 
Platform™ Public 
Cloud

Administering Avaya 
Experience Platform™

Public Cloud

Administer Avaya 
Experience Platform™

Public Cloud and Avaya 
Experience Platform™

(On-Prem + Connect).

• Account administrators

• Supervisors

Administering 
Avaya Workspaces 
for CRM with 
Avaya Experience 
Platform™ (On-
Prem + Connect) 

Administering Avaya 
Workspaces for CRM 
with Avaya Experience 
Platform™ (On-Prem + 
Connect)

Configure and administer 
the features and 
capabilities of the 
Customer Relationship 
Management (CRM) 
integrations for Avaya 
Experience Platform™

(On-Prem + Connect).

• Developers

• CRM Administrators

• Avaya Experience Platform™

Administrators

Configuring 
corporate contacts 
for Avaya 
Workspaces with 
Avaya Experience 
Platform™ (On-
Prem + Connect)

Configuring corporate 
contacts for Avaya 
Workspaces with 
Avaya Experience 
Platform™ (On-Prem + 
Connect)

Configure and administer 
the features and 
capabilities of the 
Corporate Contacts 
widget in Avaya 
Experience Platform™

(On-Prem + Connect).

• Sales engineers

• Implementation engineers

• Administrators

Using
Using Avaya 
Workspaces for 
Avaya Experience 
Platform™ (On-
Prem + Connect)

Using Avaya 
Workspaces for Avaya 
Experience Platform™

(On-Prem + Connect)

Use the features and 
capabilities of Avaya 
Workspaces for Avaya 
Experience Platform™

(On-Prem + Connect).

• Agents

• Supervisors

Table continues…
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Title Available at: Use the document to: Audience
Using Avaya 
Workspaces for 
CRM with 
Avaya Experience 
Platform™ (On-
Prem + Connect)

Using Avaya 
Workspaces for CRM 
with Avaya Experience 
Platform™ (On-Prem + 
Connect)

Use the features and 
capabilities of the 
Customer Relationship 
Management (CRM) 
integrations for Avaya 
Experience Platform™

(On-Prem + Connect).

• Agents

• Supervisors

Using corporate 
contacts in Avaya 
Workspaces with 
Avaya Experience 
Platform™ (On-
Prem + Connect)

Using corporate 
contacts in Avaya 
Workspaces with 
Avaya Experience 
Platform™ (On-Prem + 
Connect)

Use the features 
and capabilities of 
the Corporate Contacts 
widget in Avaya 
Workspaces.

• Agents

• Supervisors

Videos
Avaya Experience 
Platform™ (On-
Prem + Connect) 
Application Center 
Administration

Avaya Experience 
Platform™ (On-Prem + 
Connect) Application 
Center Administration

Administer Avaya 
Experience Platform™

(On-Prem + Connect).

• Account administrators

• Supervisors

Using Avaya 
Experience 
Platform™ (On-
Prem + Connect) 
for supervisors

Using Avaya 
Experience Platform™

(On-Prem + Connect) 
for supervisors

Perform supervisor 
actions using Avaya 
Workspaces for Avaya 
Experience Platform™

(On-Prem + Connect).

• Account administrators

• Supervisors

Using Avaya 
Experience 
Platform™ (On-
Prem + Connect) 
for agents

Using Avaya 
Experience Platform™

(On-Prem + Connect) 
for agents

Manage the features 
and capabilities of Avaya 
Workspaces for Avaya 
Experience Platform™

(On-Prem + Connect).

• Agents

• Supervisors

Getting Started with 
Avaya Workspaces 
for CRM for 
Avaya Experience 
Platform™ (On-
Prem + Connect)

Getting Started with 
Avaya Workspaces 
for CRM for Avaya 
Experience Platform™

(On-Prem + Connect)

Get an overview of Avaya 
Workspaces for CRM 
for Avaya Experience 
Platform™ (On-Prem + 
Connect) and manage 
interactions.

All audiences

Avaya Documentation Center navigation
For many programs, the latest customer documentation is available on the Avaya Documentation 
Center website at https://documentation.avaya.com. Some functionality is only available when you 
log in to the Avaya Documentation Center. The available functionality depends on your role.

Important:

If the documentation you are looking for is not available on the Avaya Documentation Center, 
you can find it on the Avaya Support website.

Resources for Avaya Experience Platform™ (On-Prem + Connect)
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While navigating through the Documentation Center, you can click the Avaya Documentation 
Center logo at the top of the screen to return to the home page anytime. On the Avaya 
Documentation Center, you can do the following:

• Click Avaya Links in the top menu bar to access other Avaya websites, including the Avaya 
Support website.

• Click Languages ( ) in the top menu bar to change the display language and view 
localized documents.

• In the Search Documentation field, search for keywords and click Filter to filter by solution 
category, product, or user role.

You can select multiple items in each filter category. For example, you can select a product 
and multiple user roles.

• Click Library in the top menu bar to access the complete library of documents. Use the 
filtering options to refine your results.

• After performing a search or accessing the library, you can sort content on the search results 
page. When you find the item you want to view, click it to open it.

• Use the table of contents in a document for navigation. You can also click < or > next to the 
document title to navigate to the previous topic or the next topic.

• Click Share ( ) to share a topic by email or copy the URL.

• Download a PDF of the current topic in a document, the topic and its subtopics, or the entire 
document.

• Print the section you are viewing.

• Add content to a collection by clicking Add to My Topics ( ). You can add the topic and its 
subtopics or add the entire publication.

• View the topics in your collections. To access your collections, click your name in the top 
menu bar and then click My Topics.

You can do the following:

- Create, rename, and delete a collection.

- Set a collection as the default or favorite collection.

- Save a PDF of the selected content in a collection and download it to your computer.

- Share content in a collection with others through email.

- Receive collections that others have shared with you.

• Click Watch ( ) to add a topic to your watchlist so you are notified when the content is 
updated or removed.

• View and manage your watchlist by clicking Watchlist from the top menu with your name.
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You can do the following:

- Enable Email notifications to receive email alerts.

- Unwatch the selected content or all topics.

• Send feedback for a topic.

Training
The following courses are available for Avaya Experience Platform™ (On-Prem + Connect):

Course code Course title Delivery type
30050W Consulting and Demonstrating Avaya Experience 

Platform™ (On-Prem + Connect)
Web-based Training

60440W Administering Avaya Experience Platform™ (On-
Prem + Connect)

Web-based Training

60450W Using Avaya Workspaces for Avaya Experience 
Platform™ (On-Prem + Connect) - Agents

Web-based Training

60470W Using Avaya Workspaces for Avaya Experience 
Platform™ (On-Prem + Connect) - Supervisor

Web-based Training

Support
Go to the Avaya Support website at https://support.avaya.com for the most up-to-date 
documentation, product notices, and knowledge articles. You can also search for release notes, 
downloads, and resolutions to issues. Use the online service request system to create a service 
request. Chat with live agents to get answers to questions, or request an agent to connect you to a 
support team if an issue requires additional expertise.

Using the Avaya InSite Knowledge Base
The Avaya InSite Knowledge Base is a web-based search engine that provides:

• Up-to-date troubleshooting procedures and technical tips.

• Information about service packs.

• Access to customer and technical documentation.

• Information about training and certification programs.

• Links to other pertinent information.

If you are an authorized Avaya Partner or a current Avaya customer with a support contract, you 
can access the Knowledge Base without extra cost. You must have a login account and a valid 
Sold-To number.

Use the Avaya InSite Knowledge Base for any potential solutions to problems.

1. Go to https://support.avaya.com.
2. To log in, click Sign In at the top of the screen and then enter your login credentials when 

prompted.

Resources for Avaya Experience Platform™ (On-Prem + Connect)
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3. Click Product Support > Products.
4. In Search Product, start typing the product name and then select the appropriate product 

from the list displayed.
5. Select the release number, if applicable.
6. Click the Technical Solutions tab to view articles for resolving technical issues.
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Glossary

After Contact Work After Contact Work (ACW) is an agent state that provides time 
for an agent to write notes about a completed interaction before 
Avaya Workspaces queues the next interaction. Account administrators 
configure the ACW time period in Application Center Administration.

Agent ID A unique identification code for an Avaya Workspaces agent.

Agent state A statement of the availability of agents. Agent states and state changes 
are visible to the agents and supervisors in Avaya Workspaces.

Alerting A notification that informs the agents about incoming interactions in Avaya 
Workspaces.

Allowlist A list of approved IP addresses, domains, or other entries for Avaya 
Experience Platform™ Public Cloud.

Avaya Aura X for 
Avaya Cloud Office 
(ACO)

A collaboration tool that provides advanced calling features, video 
conferencing, and chat support. Avaya Aura X for Avaya Cloud Office 
(ACO) users can also invite third-party experts to collaborate on a project.

Avaya Spaces A cloud-based solution designed for team collaboration with access to 
a personal meeting room, direct messaging, and group spaces. Avaya 
Spaces integrates multiple forms of communication, such as voice calls, 
video conferencing, and chat.

Avaya Workspaces A browser-based application through which contact center agents handle 
inbound customer interactions. Avaya Workspaces supports voice, email, 
chat, and messaging interactions.

Barge in A feature that enables supervisors to provide advice to agents in Avaya 
Workspaces. When barging in, a supervisor joins an interaction between 
the agent and the customer as an active third party. After the supervisor 
barges into the interaction, the customer, agent, and supervisor interact in 
a three-way conference.

Calculated metric In Analytics for Avaya Experience Platform™ Public Cloud, a formula 
for data in a report. An advanced user can add calculated metrics to 
a standard historical report. By default, each historical report shows a 
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standard set of metrics. Advanced users can add additional metrics to 
make compound calculations based on standard measures.

Carousel A type of interactive rich media message that features a number 
of horizontally scrolling images or panes. Carousel offers selectable 
options to an end customer. Custom development is required to build 
and show .json based rich media templates to agents on Avaya 
Workspaces. Using the custom built widget, agents can send carousel 
messages over the messaging channel.

Chat and messaging 
widget

In Avaya Workspaces, an interaction widget that contact center agents 
use to work on messaging and social media messaging interactions. 
Agents can use this widget to exchange messages and media with 
customers.

Chat with corporate 
contacts

In Avaya Workspaces, functionality to send messages to contacts and 
groups from the Chats and Groups tabs of the Corporate Contacts 
widget. The three types of chat are one-to-one chat, group chat, and 
conversation.

Coach A feature that enables supervisors to provide advice to agents. After 
observing an interaction, the supervisor can coach an agent in Avaya 
Workspaces.

Connectors A software connector that performs transfer of control, data among 
components, including but not limited to protocol and data conversion. 
They can also provide services, such as persistence, invocation, 
messaging, and transactions, that are independent of the interacting 
components functionality. The software connector acts as a proxy or 
wrapper around Avaya Experience Platform™ Public Cloud APIs that 
enable the underlying service to integrate with third-party providers 
and aggregators. While there are out-of-the-box connectors provided 
by Avaya as part of Avaya Experience Platform™ Public Cloud offering, 
customers can also build a custom messaging connector utilizing digital 
APIs to integrate Avaya Experience Platform™ Public Cloud with third-
party gateways or providers.

Consult complete as 
conference

A feature that enables agents to add another agent to their customer call 
after a consultation call in Avaya Workspaces.

Consult complete as 
transfer

A feature that enables agents to transfer a customer call to another agent 
after a consultation call in Avaya Workspaces.

Consultation call A call that Avaya Workspaces agents and supervisors can make to other 
agents, supervisors, or corporate contacts to request assistance during a 
call with the customer. After the consultation call, the agent or supervisor 
can transfer the call with the customer to the consulted experts or create 
a four-way conference with the experts, customer, and themselves.
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Contact center A business division within an organization that manages customer 
interactions. Contact centers are also known as call centers. Contact 
centers use advanced technology to help resolve customer issues quickly, 
track customer interactions, and capture interaction and performance 
data.

Contact Center as a 
Service

Contact Center as a Service (CCaaS) is a software deployment model 
that enables companies to purchase only the technology they need. 
Another vendor hosts their software to reduce IT, integration, and support 
costs. Avaya OneCloud™ CCaaS is the former name of Avaya 
Experience Platform™ Public Cloud.

Conversation In Avaya Workspaces, a message exchange between the members of a 
user group or a channel on the Groups tab of the Corporate Contacts 
widget. The provider administrator manages user groups and channels.

Corporate Contacts 
widget

A widget in Avaya Workspaces that provides access to Avaya Aura 
X for Avaya Cloud Office (ACO), Avaya Spaces, and Microsoft Teams 
corporate contacts. Agents and supervisors can use the Corporate 
Contacts widget to consult available corporate contacts.

Cross-Origin 
Resource Sharing

The Cross-Origin Resource Sharing (CORS) protocol enables the 
communication between platforms hosted in different domains, such as 
ServiceNow and Avaya Experience Platform™ Public Cloud, through an 
Application Programming Interface (API). CORS rules define the domains 
that can exchange the Representational State Transfer (REST) API 
requests with ServiceNow.

Custom group In Analytics for Avaya Experience Platform™ Public Cloud, a data 
segmentation for historical reports. Account administrators can define 
a group based on common attributes, such as channel or queue. On 
a historical report, account administrators can show only the data that 
applies to a custom group.

Custom metric In Analytics for Avaya Experience Platform™ Public Cloud, an additional 
measure in a report. An advanced user can add custom metrics to a 
standard historical report. By default, each historical report shows a 
standard set of metrics. Advanced users can add additional metrics to 
show more refined data.

Customer identifier In Avaya Social Connections, a primary contact detail that uniquely 
identifies an end user. For example, when an end user sends a message 
to a WhatsApp business account, the phone number is the primary 
customer identifier of the end user.

Customer 
Relationship 
Management

Customer Relationship Management (CRM) is when a business or 
other organization administers its interactions with customers, typically 
using data analysis to study large amounts of information. CRM refers 
to all the processes and tools that manage customer relationships. 

Contact center
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Salesforce, ServiceNow, and Microsoft Dynamics® 365 are examples of 
CRM software.

Digital interaction A type of interaction, which can be one of the following:

• Email with the customer's query

• Chat initiated on the web

• Social media messaging

Digital Library In Avaya Workspaces, a widget that consists of global templates and 
templates associated with agent queues. Account administrators can 
configure the templates in Application Center Administration. Agents can 
use Digital Library templates in messaging interactions with customers.

Disposition code A label that the agents can attach to an interaction to describe or 
categorize it. Disposition codes are tags that help agents and other users 
summarize and flag interactions that require follow-up.

Events In Automation and Orchestration, an event is a change during the routing 
of an Avaya Experience Platform™ Public Cloud interaction. Each event 
has a schema that contains data that the workflows use to make routing 
decisions.

Facebook account A Facebook-related Meta business account of the customer. Account 
administrators can use a customer’s Facebook account to set up their 
Facebook and WhatsApp social accounts on Avaya Social Connections.

Group chat A chat with more than one corporate contact that Avaya Workspaces 
agents and supervisors can have on the Chats tab of the Corporate 
Contacts widget. Agents and supervisors cannot start a group chat, but 
they can send group chat messages to the chat groups that contacted 
them.

Inbound A voice call, messaging, or an email initiated by an end customer and 
directed to a company's contact center. These incoming interactions are 
handled through automation and help desk agents in inbound contact 
centers. Inbound contact centers focus on providing high level customer 
service and efficient contact routing to reduce wait times.

Incoming connection In Automation, an incoming connection provides information to a task. 
Each task has one incoming and at least one outgoing connection. An 
incoming connection can receive data passed to it from another task.

Integration A concept that enables two or more software or components to 
work together and exchange data and capabilities. Avaya Experience 
Platform™ Public Cloud integrates with third-party applications and 
other Avaya products to expand its functionality. For example, Avaya 
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Workspaces integrates with Salesforce to provide contact center features 
to enterprises with CRM software.

Interaction A request for help from customers. An interaction can also consist 
of customer queries or sales inquiries. There are several types of 
interactions based on how customers request help. Customers can 
request help by the following channels:

• Email: Sending an email containing their query.

• Webchat: Initiating a chat on your website.

• Social media messaging: Messaging using Facebook, X (Twitter), 
and WhatsApp.

Note:

From March 1, 2025, Avaya does not support messaging 
integration with X (Twitter). You can no longer configure 
X (Twitter) social media accounts with Avaya Experience 
Platform™ or use X (Twitter) to send or receive messages to or 
from customers.

• Voice: Making a call using a WebRTC audio application.

Interaction details A user interface element that enables agents to see details of an ongoing 
interaction in Avaya Workspaces for CRM.

Internal extension 
call

A type of phone call that agents and supervisors use for internal 
communication. For example, with an internal extension call, a supervisor 
can call an agent about the work schedule, or an agent can call the 
supervisor to discuss issues related to appraisal.

Interval In Analytics for Avaya Experience Platform™ Public Cloud, a specific time 
period. When supervisors and account administrators generate reports 
to show contact center performance, they specify an interval, such as 
between 09:00 and 17:00. The report shows the performance for that time 
period.

Layout An experience that Avaya Workspaces users receive when they are using 
the application. Layouts contain widgets and UI arrangements that are 
presented to agents or supervisors for each of the supported channels.

Mapping In Automation, a mapping is a set of answers, with their variations, to 
questions. For example, the answer to a question could be yes or no. 
With a mapping table, the customer can provide a variation of an answer 
and it is still valid in the flow. A strong mapping has variations of the 
answer, including colloquial words, such as yes, yeah, yep, y, and so on.

Metric formula In Analytics for Avaya Experience Platform™ Public Cloud, a calculation 
performed on any data in the contact center database. Metric formulas 
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are the objects and operators that make up those calculations. Analytics 
for Avaya Experience Platform™ Public Cloud includes some common 
calculations, and advanced users can create their calculations.

Microsoft Teams A business messaging and collaboration platform that provides access to 
channels and teams, direct messaging, and group chats. Microsoft Teams 
also integrates with other Microsoft 365 platforms, including Dynamics 
365 applications.

Microsoft Teams 
channel

A type of user group that exists in Microsoft Teams. Agents and 
supervisors can see the list of available Microsoft Teams channels and 
users on the Groups tab of the Corporate Contacts widget in Avaya 
Workspaces.

Outbound An adhoc outgoing voice call or an email initiated by a contact center 
agent to the end customer. The members of a sales team or customer 
service representatives make these interactions to customers.

Outgoing connection An output connection of a task in Automation. You can use the task output 
as an input to another task.

P-Intrinsics In Automation, a SIP header with a hex encoded string in the format 
name=value pairs about the session. The applications that receive a SIP 
header may process the information differently to Automation.

Pop-out A presentation of the external web pages provided by a screenpop that 
agents can use for completing tasks. For example, agents can view 
external websites with the information on current currency exchange 
rates.

Postback A type of interactive rich media message that enables an end customer 
to click a button to send a response or selection. Custom development is 
required to build and show .json based rich media templates to agents 
on Avaya Workspaces. Using the custom built widget, agents can send 
postback messages over the messaging channel.

Producer In Analytics for Avaya Experience Platform™ Public Cloud, a 
collection of measures to provide real-time contextual data to Avaya 
Workspaces supervisors and account administrators. Analytics for Avaya 
Experience Platform™ Public Cloud provides the following producers to 
Avaya Workspaces for use in real-time reporting dashboards: Agent, 
AgentByChannel, AgentByQueue, Channel, DialogDetail, Group, Queue, 
and QueueByChannel.

Profiles In Application Center Administration, a collection of configuration settings 
assigned to a user. In Avaya Experience Platform™ Public Cloud, account 
administrators create a profile at an account or an account hierarchy level 
and assign it to users, such as agents and supervisors.
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Provider for 
corporate contacts

A third-party application that Avaya Experience Platform™ Public Cloud 
integrates with, such as Avaya Aura X for Avaya Cloud Office (ACO), 
Avaya Spaces, or Microsoft Teams. Agents and supervisors can see the 
provider contacts available for consulting on the corresponding tab of the 
Corporate Contacts widget.

Redirection on No 
Answer

Redirection on No Answer (RONA) is a feature for redirecting a call after 
an administered number of rings. RONA prevents an unanswered call 
from ringing indefinitely.

Report type In Analytics for Avaya Experience Platform™ Public Cloud, supervisors 
and account administrators obtain data on the performance of contact 
center agents using three types of reports. Real-time reports provide 
information about current activity. Historical reports provide information 
about past activities. Historical dossiers provide information about past 
activity with interactive graphics.

Representational 
State Transfer API

A Representational State Transfer (REST) API is a set of rules that 
enables different software applications to communicate over the web. A 
REST API uses standard web protocols, making it widely used for sharing 
data and functionality in web development.

Restricted account A locked account is the result of disciplinary action from Facebook 
after the account holder violates its community standards or policies. 
The nature of the restriction depends on the infraction, ranging from 
temporarily stopping users from commenting on posts to a full account 
lockout.

Retrieve credentials In Avaya Social Connections, an action that account administrators 
perform while creating or managing social media accounts. For example, 
when account administrators add a Facebook or WhatsApp social 
account on Avaya Social Connections, they use this option to complete 
the authentication process with the social media provider.

Roll-up A form of time-based data aggregation in Analytics for Avaya Experience 
Platform™ Public Cloud. When supervisors and account administrators 
generate reports to show contact center performance, they can show 
daily or monthly data. This data is also referred to as roll-up data.

Routing rules In Orchestration, workflow routing is based on rules. You can use rules to 
initiate a workflow based on the information in incoming events.

SAML Security Assertion Markup Language (SAML) is a protocol that enables 
you to access multiple web applications using one set of user credentials. 
Avaya Experience Platform™ Public Cloud supports the standard browser 
redirect-based SSO using the SAMLv2 protocol.

Provider for corporate contacts
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SAML Identity 
Provider

A system entity that issues authentication assertions in conjunction with a 
single sign-on profile of SAML.

Self service In Automation, a self-service flow is one where the caller does not interact 
with an agent. Self-service flows collect information for queues, attributes, 
and customer identification.

SLA Service Level Agreement (SLA) is an industry term that defines a 
level of service you expect, with the metrics by which the service is 
measured, and remedies or penalties should agreed-on service levels not 
be achieved. It is a critical component of any technology contract.

Softphone A telephony application that is installed on a computer.

Station ID A unique identifier that displays the internal extension number assigned to 
a voice enabled agent.

Supervisor 
dashboard

A screen that enables supervisors to monitor agents. Supervisors 
can view a list of agents and the information about the state and 
interactions of an agent, use filters to search agents in a team, end 
sessions, disconnect calls, and broadcast messages. From the supervisor 
dashboard, supervisors can also observe, coach, and barge into chat, 
messaging, and voice interactions.

Task output An output connection of a task in an Orchestration workflow. It is a visual 
representation of how the workflow will progress. You can use a task 
output as an input to another task.

Threshold A level of service in Analytics for Avaya Experience Platform™ Public 
Cloud. Below this level, contact center customers do not receive a 
satisfactory response. Above this level, customers have a positive 
experience. Supervisors and account administrators can add a threshold 
to each measure in a real-time report. For real-time reports, this 
functionality is called Thresholds Classes. For historical reports, account 
administrators can also assign thresholds to more accurately manage 
Service Level Agreements (SLAs).

Threshold class In Analytics for Avaya Experience Platform™ Public Cloud, an assigment 
of thresholds to measures in Avaya Workspaces for real-time reports.

UX Profiles In Application Center Administration, UX profiles contain a number of 
settings that manage user experience in Avaya Workspaces, including 
the Avaya Workspaces layout. UX profiles are selected as part of 
user profiles which are used when creating users in Avaya Experience 
Platform™ Public Cloud.
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Voice interaction A voice interaction is a phone call from customers in Avaya Workspaces. 
Avaya Experience Platform™ Public Cloud voice services provide the 
functionality to route and control voice interactions.

Wait treatment A message or audio that the customer receives while they are in the 
queue waiting to be connected to an agent.

WhatsApp business 
account

A WhatsApp business platform account that represents the customer’s 
business. Customers can use their WhatsApp business accounts to 
create a WhatsApp social media account on Avaya Social Connections.

WhatsApp template A message format in WhatsApp that agents can use to engage 
in marketing, utility, and authentication conversations with customers. 
Agents can use plain text, button, macro, or media template types.

Voice interaction

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 219
Comments on this document? 

220

https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59


Index

A
adding

data to dossier ............................................................ 100
datasets to dossier ....................................................... 85
dossier in History List ................................................... 93
objects to dossier ..........................................................85
text field in a dossier .....................................................88

adding visualization ........................................................... 101
Agent by Disposition Code summary .................................141
agent by queue performance summary ..................... 137, 154
agent configuration ............................................................ 105
agent configuration dossier ................................................158
Agent Not Ready By Reason Code summary ........... 136, 160
Application Center

overview ......................................................................... 9
assign

threshold classes for measures ....................................16
attribute element list .............................................................33
attribute qualification ............................................................34
Attributes ..............................................................................17
Avaya InSite Knowledge Base ...................................205, 209
Avaya support website ...............................................204, 209

B
Back button ..........................................................................30

C
Call Back Detail report ....................................................... 145
Callback dossier ................................................................ 193
changing

export settings .............................................................. 64
print settings ................................................................. 69
views .............................................................................29

collection
delete ..................................................................201, 207
edit ......................................................................201, 207
generating PDF .................................................. 201, 207
sharing content ................................................... 201, 207

concepts .............................................................................. 13
configuring

columns ........................................................................ 28
landing page ................................................................. 26
language .......................................................................27
time zone ...................................................................... 28

content
publishing PDF output ........................................ 201, 207
searching ............................................................ 201, 207
sharing ................................................................201, 207
sort by last updated ............................................ 201, 207
watching for updates .......................................... 201, 207

context-sensitive ........................................................ 202, 203
copying the URL .................................................................. 59
creating

custom datasets ........................................................... 39
custom reports ..............................................................39
dossier personal view ................................................... 89
prompts .........................................................................19

creating dossier
from external data .........................................................71

creating report ......................................................................38
from external data .........................................................71

custom group ....................................................................... 37
customized report ................................................................ 39

D
daily historical reports .................................... 11, 12, 103, 104
Daily page ............................................................................24
Daily reports page ................................................................24
document changes ................................................................ 8
documentation center ................................................ 201, 207

finding content .................................................... 201, 207
navigation ........................................................... 201, 207

documentation portal ................................................. 201, 207
dossier ................................................................................. 73

Agent By Disposition Code .........................................152
Agent Performance By Channel ................................. 162
Callback ......................................................................193
contact detail .............................................................. 172
dynamic view ................................................................ 20
Emergency Calls ........................................................ 186
Supervisor Monitoring .................................................187
Transfer by Channel ................................................... 189

Dossier page ........................................................................25
dossier page options ............................................................79
Dossier URL Sharing ........................................................... 90
dynamic ............................................................................... 20
Dynamic Date filter .............................................................. 66

E
emailing

dossier .......................................................................... 91
report ............................................................................ 62

embedding link .....................................................................60
Embedding link .................................................................... 90
Emergency Calls dossier ................................................... 186
Emergency Calls report ..................................................... 144
exporting

dossier .......................................................................... 94

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 220
Comments on this document? 

221

https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59


F
field descriptions

Shared Reports page ................................................... 22
filter ...................................................................................... 37
filtering

data in a dossier ........................................................... 86
filters .................................................................................... 18

dynamic date ................................................................ 66
finding content on documentation center ...................201, 207

G
generating

report ................................................................ 41, 48, 53
guided tour .........................................................................203

H
historical reporting

Agent Login/Logout Summary ............................ 106, 159
Agent performance by Channels Summary ................113
Agent performance dossier summary .........................167
Agent performance Summary .....................................108
Agent Performance Top 5 ........................................... 119
contact detail .............................................................. 125
Transfer by Channel dossier summary .......................189

Historical Reporting ............................................................. 59
historical reports .............................................11, 12, 103, 104
home page ...........................................................................22

I
icon view .............................................................................. 29
iFrame ............................................................................60, 90
input prompts ....................................................................... 41
input prompts for daily roll-up reports .................................. 48
input prompts for dossiers ................................................... 74
input prompts for monthly roll-up reports ............................. 53
interactive ............................................................................ 20
Interval page ........................................................................ 23
Interval reports page ............................................................23

K
KB

Support site ........................................................ 205, 209

L
list of supported schedules .................................................. 67
list view ................................................................................ 29

M
metric formula ...................................................................... 58

metric qualification ............................................................... 32
Metrics ................................................................................. 18
Monthly page ....................................................................... 25
Monthly reports page ........................................................... 25

O
object prompt ....................................................................... 31
online help ................................................................. 202, 203
overview ...............................................................................10

Application Center .......................................................... 9

P
print report ........................................................................... 68
printing

dossier .......................................................................... 96
prompts ................................................................................19
prompts types ...................................................................... 19

Q
queue performance by channel ................................. 129, 181
queue performance summary ....................................121, 178

R
real-time reporting ................................................................13
related documentation ....................................................... 205
related documentation and videos .....................................197
report

Call Back Detail .......................................................... 145
Emergency Calls ........................................................ 144
Supervisor Monitoring .................................................142
Transfer by Channel ................................................... 147

report summary controls .......................................... 47, 52, 58
report URL Sharing ..............................................................60
Reports page ....................................................................... 23
resource center ..........................................................202, 203
roll-up daily historical reports ......................... 11, 12, 103, 104
roll-up data historical reports ..........................11, 12, 103, 104
running

dossier .......................................................................... 74

S
saving

dossier personal view ................................................... 89
Scheduled reports

Daily reports ................................................................. 66
scheduling dossier

history list ......................................................................95
scheduling reports

history list ......................................................................65
searching for content ................................................. 201, 207
setting

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 221
Comments on this document? 

222

https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59


setting (continued)
thresholds in dossier ...............................................97, 99

Shared Reports page ...........................................................22
sharing

dossier .......................................................................... 90
sharing content .......................................................... 201, 207
sharing the report .................................................................59
sort documents .......................................................... 201, 207
Standard Historical Reports page ........................................23
Subscribing

dossier .......................................................................... 96
subscription ..............................................................15, 69, 96
Supervisor Monitoring dossier ........................................... 187
Supervisor Monitoring report ............................................. 142
support .......................................................................204, 209

T
thresholds ............................................................................ 17
tour .....................................................................................203
training ....................................................................... 203, 209
Transfer by Channel dossier ..............................................189
Transfer by Channel report ................................................ 147
tutorial ................................................................................ 203

U
user roles ............................................................................. 14

V
value prompt ........................................................................ 30
viewing

dossier .......................................................................... 74
dossier in History List ................................................... 93
report ................................................................ 41, 48, 53

W
watchlist ..................................................................... 201, 207

February 2025 Using Analytics for Avaya Experience Platform™ Public Cloud 222
Comments on this document? 

223

https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAnalyticsforAvayaExperiencePlatform%E2%84%A2PublicCloud&p3=59

	Contents
	Chapter 1: Introduction
	Purpose
	Change history

	Chapter 2: Overview
	Application Center overview
	Analytics for Avaya Experience Platform™‎‎ Public Cloud overview
	Historical reports
	Interval reports
	Daily and monthly reports

	Realtime Reporting
	Analytics for Avaya Experience Platform™‎‎ Public Cloud concepts
	User roles in Analytics for Avaya Experience Platform™‎‎ Public Cloud
	Subscription of reports
	Thresholds classes for measures in real-time reporting
	Thresholds for Service Level Agreements (SLAs)
	Attributes overview
	Metrics overview
	Filters overview
	Prompts
	Interactive dossiers

	Chapter 3: Getting started
	Logging in to Analytics for Avaya Experience Platform™‎‎ Public Cloud
	Analytics for Avaya Experience Platform™‎‎ Public Cloud home page field descriptions
	Shared Reports page field descriptions
	Standard Historical Reports page field descriptions
	Reports page field descriptions
	Interval page field descriptions
	Daily page field descriptions
	Monthly page field descriptions
	Dossier page field descriptions
	Configuring the default landing page
	Configuring the default language
	Configuring the default time zone
	Configuring the number of columns and rows in a grid
	Changing the display of report and dossier files

	Chapter 4: Managing prompts
	Analytics for Avaya Experience Platform™‎‎ Public Cloud browser navigation
	Creating a value prompt
	Creating an object prompt
	Creating a metric qualification prompt
	Creating an attribute element list
	Creating an attribute qualification prompt
	Creating hierarchy qualification prompt

	Chapter 5: Managing reports
	Creating a filter for attributes and metrics
	Creating a custom group
	Creating a new report
	Customizing an existing report
	Generating a report based on interval data
	Input prompts
	Report summary page controls

	Generating a report based on daily roll-up data
	Input prompts
	Report summary page controls

	Generating a report based on monthly roll-up data
	Input prompts
	Report summary page controls

	Building a metric formula
	Sharing a report link
	Embedding the report link in an iFrame
	Emailing a report
	Exporting a report
	Changing the export settings for reports or dossiers
	Scheduling a report
	Creating a dynamic date filter for scheduled reports

	Default list of schedules
	Printing a report
	Changing the print settings for reports
	Subscribing to a report
	Setting thresholds in a report
	Creating a report or dossier from external data

	Chapter 6: Managing dossiers
	Creating a dossier
	Running and viewing a dossier
	Input prompts
	Dossier page controls

	Adding existing objects to a dossier
	Adding existing datasets to a dossier
	Filtering data in a dossier
	Adding images in a dossier
	Adding a text field in a dossier
	Creating and saving personal view of a dossier
	Sharing a dossier
	Embedding the dossier link in an iFrame
	Emailing a dossier
	Adding and viewing a dossier in your History List
	Exporting a dossier
	Scheduling a dossier
	Printing a dossier
	Subscribing to a dossier
	Setting thresholds in a dossier using the quick threshold editor
	Setting thresholds in a dossier using the advanced threshold editor
	Adding data to a dossier
	Adding a visualization in a dossier

	Chapter 7: Historical Reports summary
	Historical reports
	Interval reports
	Daily and monthly reports

	Agent Configuration
	Agent Login/Logout Summary
	Agent Performance
	Agent Performance By Channel
	Agent Performance Top 5 summary
	Queue Performance

	Contact Detail Summary
	Queue Performance By Channel
	Agent Not Ready By Reason Code
	Agent by Queue Performance
	Agent by Disposition Code
	Supervisor Monitoring Summary By Channel
	Emergency Calls
	Call Back Detail Report
	Transfer by Channel Report

	Chapter 8: Dossiers summary
	Agent By Disposition Code
	Agent by Queue Performance
	Agent Configuration
	Agent Login/Logout Report
	Agent Not Ready By Reason Code
	Agent Performance By Channel
	Agent Performance
	Contact Detail Summary
	Queue Performance
	Queue Performance By Channel
	Emergency Calls
	Supervisor Monitoring Summary By Channel
	Transfer by Channel
	Callback detail summary dossier

	Chapter 9: Resources
	Resources for Avaya Experience Platform™‎ Public Cloud
	Documentation
	Related documents and videos
	Avaya Documentation Center navigation
	Resource Center
	Accessing online help
	Welcome guides


	Training
	Support
	Using the Avaya InSite Knowledge Base


	Resources for Avaya Experience Platform™‎ (On-Prem + Connect)
	Documentation
	Related documents
	Avaya Documentation Center navigation

	Training
	Support
	Using the Avaya InSite Knowledge Base



	Glossary
	Index

