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Contents
Agent Interactions

■By AGENT:
■ Summary per Agent
■ Summary per Agent & Media 
■ Summary per Agent, Media & Queue
■ Summary per Agent, Media & Channel
■ Summary per Agent, Media, Channel & Queue
■ Call Summary per Agent
■ Handling & Wrap-Up per Agent 
■ Handling & Wrap-Up per Agent & Media
■ Handling & Wrap-Up per Agent, Media & Queue
■ Handling & Wrap-Up per Agent, Media & 

Channel
■ Handling & Wrap-Up per Agent, Media, Channel 

& Queue
■ By Wrap-up Code per Agent
■ By Wrap-up Code per Agent & Wrap-up Code
■ By Wrap-up Code per Agent, Media & Wrap-up 

Code
■ By Wrap-up Code per Agent, Media, Queue & 

Wrap-up Code
■ By Wrap-up Code per Agent, Media, Channel & 

Wrap-up Code
■ By Wrap-up Code per Agent, Media, Channel, 

Queue & Wrap-up Code

■By GROUP:
■ Summary per Group
■ Summary per Group & Media 
■ Summary per Group, Media & Queue
■ Summary per Group, Media & Channel
■ Summary per Group, Media, Channel & Queue
■ Call Summary per Group
■ Handling & Wrap-Up per Group
■ Handling & Wrap-Up per Group & Media
■ Handling & Wrap-Up per Group, Media & Queue
■ Handling & Wrap-Up per Group, Media & 

Channel
■ Handling & Wrap-Up per Group, Media, Channel 

& Queue
■ By Wrap-up Code per Group
■ By Wrap-up Code per Group & Wrap-up Code
■ By Wrap-up Code per Group, Media & Wrap-up 

Code
■ By Wrap-up Code per Group, Media, Queue & 

Wrap-up Code
■ By Wrap-up Code per Group, Media, Channel & 

Wrap-up Code
■ By Wrap-up Code per Group, Media, Channel, 

Queue & Wrap-up Code

■By GROUP & AGENT:
■ Summary per Group & Agent
■ Summary per Group, Agent & Media 
■ Summary per Group, Agent, Media & Queue
■ Summary per Group, Agent, Media & Channel
■ Summary per Group, Agent, Media, Channel & 

Queue
■ Call Summary per Group
■ Call Summary per Group & Agent
■ Handling & Wrap-Up per Group & Agent
■ Handling & Wrap-Up per Group, Agent & Media
■ Handling & Wrap-Up per Group, Agent, Media & 

Queue
■ Handling & Wrap-Up per Group, Agent, Media & 

Channel
■ Handling & Wrap-Up per Group, Agent, Media, 

Channel & Queue
■ By Wrap-up Code per Group & Agent
■ By Wrap-up Code per Group, Agent & Wrap-up 

Code
■ By Wrap-up Code per Group, Agent, Media & 

Wrap-up Code
■ By Wrap-up Code per Group, Agent, Media, 

Queue & Wrap-up Code
■ By Wrap-up Code per Group, Agent, Media, 

Channel & Wrap-up Code
■ By Wrap-up Code per Group, Agent, Media, 

Channel, Queue & Wrap-up Code
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■ By AGENT:
■ Time on Status per Agent
■ By Status Code per Agent, Status, 

Status Code & Initiated by
■ By Agent, Login Time & Logout Time

■ By GROUP & AGENT 
■ Time on Status per Group & Agent
■ By Status Code per Group, Agent, 

Status, Status Code & Initiated by

■ By GROUP: 
■ Time on Status per Group
■ By Status Code per Group, Status, 

Status Code & Initiated by

 
Contents
Agent Status

Queue / Media / Channel Interactions
Summary:
■ Summary per Queue
■ Summary per Channel
■ Summary per Media
■ Summary per Media & Queue
■ Summary per Media & Channel 
■ Summary per Media, Channel & Queue

Abandoned Interactions:
■ Abandoned per Queue
■ Abandoned per Channel
■ Abandoned per Media
■ Abandoned per Media & Queue 
■ Abandoned per Media & Channel
■ Abandoned per Media, Channel & Queue 

Accepted Interactions:
■ Accepted - Online per Queue
■ Accepted - Online per Channel
■ Accepted - Online per Media
■ Accepted - Online per Media & Queue
■ Accepted - Online per Media & Channel
■ Accepted - Online per Media, Channel & Queue
■ Accepted - Offline per Queue
■ Accepted - Offline per Channel 
■ Accepted - Offline per Media
■ Accepted - Offline per Media & Queue
■ Accepted - Offline per Media & Channel 
■ Accepted - Offline per Media, Channel & Queue
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Contents
Detailed Reports

■ Agent Status Change Report 
■ Interactions Detailed Report 
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Agent Interactions Summary
per Agent 

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary
per Agent & Media

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary
per Agent, Media & Queue

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary
per Agent, Media & Channel

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary 
per Agent, Media, Channel & Queue 

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary 
per Group

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary 
per Group & Media

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary 
per Group, Media & Queue

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary 
per Group, Media & Channel

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary 
per Group, Media, Channel & Queue

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary 
per Group & Agent

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary 
per Group, Agent & Media

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary 
per Group, Agent, Media & Queue

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary 
per Group, Agent, Media & Channel

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Agent Interactions Summary 
per Group, Agent, Media, Channel & Queue

Metrics: 
● Presented
● Accepted
● Rejected
● Abandoned
● Accepted %
● Rejected %
● Abandoned %
● Handling Time
● Wrap-up Time
● Busy Time
● Avg. Handling Time
● Avg. Wrap-up Time
● Avg. Busy Time
● Alerting
● Avg. Speed to Answer
● Blind Transfer to Agent
● Blind Transfer to Queue
● Blind Transfers Initiated
● Blind Transfers Received
● Hold
● Hold Time
● Longest Hold Time
● Longest Offering Time
● Offering Time
● Reject Timeout
● Transfers Initiated
● Transfers Received
● Warm Transfers Completed
● Warm Transfers Received 
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Metrics: 
● Direct Inbound
● Direct Inbound Time
● Direct Outbound
● Direct Outbound Time
● Internal Calls
● Internal Calls Time
● Hold
● Hold Time
● Consultations Established
● Conferences
● Conference Time
● Blind Transfers Initiated
● Blind Transfers Received
● Warm Transfers Completed
● Warm Transfers Received
● Avg. Direct Inbound Time
● Avg. Direct Outbound Time
● Blind Transfer to Agent
● Blind Transfer to Queue
● Conferences Established
● Conferences Established Time
● Conferences Received
● Conferences Received Time
● Internal Calls Initiated
● Internal Calls Received
● Longest Hold Time
● Transfers Initiated 
● Transfers Received

Agent Interactions Call Summary 
per Agent
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Metrics: 
● Direct Inbound
● Direct Inbound Time
● Direct Outbound
● Direct Outbound Time
● Internal Calls
● Internal Calls Time
● Hold
● Hold Time
● Consultations Established
● Conferences
● Conference Time
● Blind Transfers Initiated
● Blind Transfers Received
● Warm Transfers Completed
● Warm Transfers Received
● Avg. Direct Inbound Time
● Avg. Direct Outbound Time
● Blind Transfer to Agent
● Blind Transfer to Queue
● Conferences Established
● Conferences Established Time
● Conferences Received
● Conferences Received Time
● Internal Calls Initiated
● Internal Calls Received
● Longest Hold Time
● Transfers Initiated 
● Transfers Received

Agent Interactions Call Summary 
per Group
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Metrics: 
● Direct Inbound
● Direct Inbound Time
● Direct Outbound
● Direct Outbound Time
● Internal Calls
● Internal Calls Time
● Hold
● Hold Time
● Consultations Established
● Conferences
● Conference Time
● Blind Transfers Initiated
● Blind Transfers Received
● Warm Transfers Completed
● Warm Transfers Received
● Avg. Direct Inbound Time
● Avg. Direct Outbound Time
● Blind Transfer to Agent
● Blind Transfer to Queue
● Conferences Established
● Conferences Established Time
● Conferences Received
● Conferences Received Time
● Internal Calls Initiated
● Internal Calls Received
● Longest Hold Time
● Transfers Initiated 
● Transfers Received

Agent Interactions Call Summary 
per Group & Agent
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Agent 
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Agent & Media 
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Agent, Media & Queue 
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Agent, Media & Channel
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Agent, Media, Channel & Queue
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Group
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Group & Media
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Group, Media & Queue
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Group, Media & Channel
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Group, Media, Channel & Queue
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Group & Agent
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Group, Agent & Media
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Group, Agent, Media & Queue
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Group, Agent, Media & Channel
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Metrics: 
● Avg. Busy Time
● Avg. Handling Time
● Avg. Offering Time
● Avg. Processing Time
● Avg. Wrap-up Time
● Busy Time
● Handling Time
● Offering Time
● Processing Time
● Wrap-up Time

Agent Interactions Handling & Wrap-up
per Group, Agent, Media, Channel & Queue
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Agent 
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Agent & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Agent, Media & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Agent, Media, Queue & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Agent, Media, Channel & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Agent, Media, Channel, Queue & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group & Wrap-up Code



46

Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group, Media & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group, Media, Queue & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group, Media, Channel & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group, Media, Channel, Queue & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group & Agent
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group, Agent & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group, Agent, Media & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group, Agent, Media, Queue & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group, Agent, Media, Channel & Wrap-up Code
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Metrics: 
● Count
● Time

Agent Interactions by Wrap-up Code
per Group, Agent, Media, Channel, Queue & Wrap-up 
Code
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Agent Status Time on Status
per Agent

Metrics: 
● Available Time
● Available Time %
● Busy Time
● Busy Time %
● Handling Time
● Handling Time %
● Logged In Time
● On Break Time
● On Break Time %
● Working Offline Time
● Working Offline Time %
● Wrap-up Time
● Wrap-up Time %
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Agent Status Time on Status
per Group

Metrics: 
● Available Time
● Available Time %
● Busy Time
● Busy Time %
● Handling Time
● Handling Time %
● Logged In Time
● On Break Time
● On Break Time %
● Working Offline Time
● Working Offline Time %
● Wrap-up Time
● Wrap-up Time %
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Agent Status Time on Status
per Group & Agent

Metrics: 
● Available Time
● Available Time %
● Busy Time
● Busy Time %
● Handling Time
● Handling Time %
● Logged In Time
● On Break Time
● On Break Time %
● Working Offline Time
● Working Offline Time %
● Wrap-up Time
● Wrap-up Time %
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Agent Status By Status Code
per Agent, Status, Status Code & Initiated by

Metrics: 
● Count 
● Time
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Agent Status By Status Code
per Group, Status, Status Code & Initiated by

Metrics: 
● Count 
● Time
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Agent Status By Status Code
per Group, Agent, Status, Status Code & Initiated by

Metrics: 
● Count 
● Time
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Agent Status By Status Code
per Group, Agent, Status, Status Code & Initiated by

Metrics: 
● Logged In Time (Login 

Duration)
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Queue Interactions Summary
per Queue

Metrics: 
● Accepted
● Accepted in SLA
● Accepted in SLA %
● Avg. Busy Time
● Avg. Handling Time
● Avg. Processing Time
● Avg. Wait Before Accept Time
● Avg. Wait Time
● Avg. Wrap-up Time
● Busy Time 
● Diverted
● Entered
● Handling Time
● Longest Wait Time
● Processing Time
● SLA %
● Total Abandoned
● Waiting in Queue
● Wrap-up Time
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Queue Interactions Summary
per Channel

Metrics: 
● Accepted
● Accepted in SLA
● Accepted in SLA %
● Avg. Busy Time
● Avg. Handling Time
● Avg. Processing Time
● Avg. Wait Before Accept Time
● Avg. Wait Time
● Avg. Wrap-up Time
● Busy Time 
● Diverted
● Entered
● Handling Time
● Longest Wait Time
● Processing Time
● SLA %
● Total Abandoned
● Waiting in Queue
● Wrap-up Time
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Queue Interactions Summary
per Media

Metrics: 
● Accepted
● Accepted in SLA
● Accepted in SLA %
● Avg. Busy Time
● Avg. Handling Time
● Avg. Processing Time
● Avg. Wait Before Accept Time
● Avg. Wait Time
● Avg. Wrap-up Time
● Busy Time 
● Diverted
● Entered
● Handling Time
● Longest Wait Time
● Processing Time
● SLA %
● Total Abandoned
● Waiting in Queue
● Wrap-up Time
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Queue Interactions Summary
per Media & Queue

Metrics: 
● Accepted
● Accepted in SLA
● Accepted in SLA %
● Avg. Busy Time
● Avg. Handling Time
● Avg. Processing Time
● Avg. Wait Before Accept Time
● Avg. Wait Time
● Avg. Wrap-up Time
● Busy Time 
● Diverted
● Entered
● Handling Time
● Longest Wait Time
● Processing Time
● SLA %
● Total Abandoned
● Waiting in Queue
● Wrap-up Time
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Queue Interactions Summary
per Media & Channel

Metrics: 
● Accepted
● Accepted in SLA
● Accepted in SLA %
● Avg. Busy Time
● Avg. Handling Time
● Avg. Processing Time
● Avg. Wait Before Accept Time
● Avg. Wait Time
● Avg. Wrap-up Time
● Busy Time 
● Diverted
● Entered
● Handling Time
● Longest Wait Time
● Processing Time
● SLA %
● Total Abandoned
● Waiting in Queue
● Wrap-up Time
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Queue Interactions Summary
per Media, Channel & Queue

Metrics: 
● Accepted
● Accepted in SLA
● Accepted in SLA %
● Avg. Busy Time
● Avg. Handling Time
● Avg. Processing Time
● Avg. Wait Before Accept Time
● Avg. Wait Time
● Avg. Wrap-up Time
● Busy Time 
● Diverted
● Entered
● Handling Time
● Longest Wait Time
● Processing Time
● SLA %
● Total Abandoned
● Waiting in Queue
● Wrap-up Time
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Metrics: 
● Entered
● Waiting in Queue
● Accepted
● Accepted %
● Diverted
● Diverted %
● Offering 
● Offering %
● Short Abandoned
● Short Abandoned %
● Abandoned
● Abandoned %
● Total Abandoned
● Total Abandoned %
● Avg. Abandon Time
● Longest Abandon Time
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %

Queue Interactions Abandoned
per Queue
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Metrics: 
● Entered
● Waiting in Queue
● Accepted
● Accepted %
● Diverted
● Diverted %
● Offering 
● Offering %
● Short Abandoned
● Short Abandoned %
● Abandoned
● Abandoned %
● Total Abandoned
● Total Abandoned %
● Avg. Abandon Time
● Longest Abandon Time
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %

Queue Interactions Abandoned
per Channel
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Metrics: 
● Entered
● Waiting in Queue
● Accepted
● Accepted %
● Diverted
● Diverted %
● Offering 
● Offering %
● Short Abandoned
● Short Abandoned %
● Abandoned
● Abandoned %
● Total Abandoned
● Total Abandoned %
● Avg. Abandon Time
● Longest Abandon Time
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %

Queue Interactions Abandoned
per Media
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Metrics: 
● Entered
● Waiting in Queue
● Accepted
● Accepted %
● Diverted
● Diverted %
● Offering 
● Offering %
● Short Abandoned
● Short Abandoned %
● Abandoned
● Abandoned %
● Total Abandoned
● Total Abandoned %
● Avg. Abandon Time
● Longest Abandon Time
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %

Queue Interactions Abandoned
per Media & Queue
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Metrics: 
● Entered
● Waiting in Queue
● Accepted
● Accepted %
● Diverted
● Diverted %
● Offering 
● Offering %
● Short Abandoned
● Short Abandoned %
● Abandoned
● Abandoned %
● Total Abandoned
● Total Abandoned %
● Avg. Abandon Time
● Longest Abandon Time
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %

Queue Interactions Abandoned
per Media & Channel
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Metrics: 
● Entered
● Waiting in Queue
● Accepted
● Accepted %
● Diverted
● Diverted %
● Offering 
● Offering %
● Short Abandoned
● Short Abandoned %
● Abandoned
● Abandoned %
● Total Abandoned
● Total Abandoned %
● Avg. Abandon Time
● Longest Abandon Time
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %

Queue Interactions Abandoned
per Media, Channel & Queue
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Metrics: 
● Accepted
● < 5s
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %
● > 10m
● > 10m %

Queue Interaction Accepted - Online
per Queue
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Metrics: 
● Accepted
● < 5s
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %
● > 10m
● > 10m %

Queue Interaction Accepted - Online
per Channel
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Metrics: 
● Accepted
● < 5s
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %
● > 10m
● > 10m %

Queue Interaction Accepted - Online
per Media
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Metrics: 
● Accepted
● < 5s
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %
● > 10m
● > 10m %

Queue Interaction Accepted - Online
per Media & Queue
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Metrics: 
● Accepted
● < 5s
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %
● > 10m
● > 10m %

Queue Interaction Accepted - Online
per Media & Channel
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Metrics: 
● Accepted
● < 5s
● < 5s %
● 5s ‒ 10s
● 5s ‒ 10s %
● 10s ‒ 20s
● 10s ‒ 20s %
● 20s ‒ 30s
● 20s ‒ 30s %
● 30s ‒ 45s
● 30s ‒ 45s %
● 45s ‒ 1m
● 45s ‒ 1m %
● 1m ‒ 2m
● 1m ‒ 2m %
● 2m ‒ 5m
● 2m ‒ 5m %
● 5m ‒ 10m
● 5m ‒ 10m %
● > 10m
● > 10m %

Queue Interaction Accepted - Online
per Media, Channel & Queue
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Metrics: 
● Accepted
● < 30m
● < 30m %
● 30m ‒ 1h
● 30m ‒ 1h %
● 1h ‒ 1h30m
● 1h ‒ 1h30m %
● 1h30m ‒ 2h
● 1h30m ‒ 2h %
● 2h ‒ 3h
● 2h ‒ 3h %
● > 3h
● > 3h %

Queue Interaction Accepted - Offline
per Queue
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Metrics: 
● Accepted
● < 30m
● < 30m %
● 30m ‒ 1h
● 30m ‒ 1h %
● 1h ‒ 1h30m
● 1h ‒ 1h30m %
● 1h30m ‒ 2h
● 1h30m ‒ 2h %
● 2h ‒ 3h
● 2h ‒ 3h %
● > 3h
● > 3h %

Queue Interaction Accepted - Offline
per Channel
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Metrics: 
● Accepted
● < 30m
● < 30m %
● 30m ‒ 1h
● 30m ‒ 1h %
● 1h ‒ 1h30m
● 1h ‒ 1h30m %
● 1h30m ‒ 2h
● 1h30m ‒ 2h %
● 2h ‒ 3h
● 2h ‒ 3h %
● > 3h
● > 3h %

Queue Interaction Accepted - Offline
per Media
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Metrics: 
● Accepted
● < 30m
● < 30m %
● 30m ‒ 1h
● 30m ‒ 1h %
● 1h ‒ 1h30m
● 1h ‒ 1h30m %
● 1h30m ‒ 2h
● 1h30m ‒ 2h %
● 2h ‒ 3h
● 2h ‒ 3h %
● > 3h
● > 3h %

Queue Interaction Accepted - Offline
per Media & Queue
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Metrics: 
● Accepted
● < 30m
● < 30m %
● 30m ‒ 1h
● 30m ‒ 1h %
● 1h ‒ 1h30m
● 1h ‒ 1h30m %
● 1h30m ‒ 2h
● 1h30m ‒ 2h %
● 2h ‒ 3h
● 2h ‒ 3h %
● > 3h
● > 3h %

Queue Interaction Accepted - Offline
per Media & Channel
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Metrics: 
● Accepted
● < 30m
● < 30m %
● 30m ‒ 1h
● 30m ‒ 1h %
● 1h ‒ 1h30m
● 1h ‒ 1h30m %
● 1h30m ‒ 2h
● 1h30m ‒ 2h %
● 2h ‒ 3h
● 2h ‒ 3h %
● > 3h
● > 3h %

Queue Interaction Accepted - Offline
per Media, Channel & Queue
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Metrics: 
● Time
● Agent Group
● Agent Group ID
● Agent
● Agent ID
● Status
● Status Code List
● Status Code
● Status Code Text
● Status Code Short Code
● Status Code ID 
● Transaction ID
● Interaction ID

Agent Status Change Report
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Interactions Detailed Report
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Interactions Detailed Report METRICS

■ Time
■ Queue Name
■ Queue ID
■ Channel ID
■ Type
■ Labels
■ Origination
■ Destination
■ Customer
■ Case number
■ Case Follow-up number
■ Media type 
■ Direction 
■ Creation Time
■ Finished Time 
■ IVR Treatment Duration
■ Outbound Phone Code List
■ Outbound Phone Code List ID
■ Outbound Phone Code
■ Outbound Phone Code Text
■ Outbound Phone Short Code
■ Outbound Phone Code ID

■ Assign # 
■ Participant Type
■ Participant
■ Participant ID
■ Offer Time
■ Offering Action 
■ Offering Action Time
■ Offer Duration
■ Handling End Time 
■ Handling Duration 
■ Wrap Up End Time 
■ Wrap-up Duration
■ Processing Duration
■ Busy Duration 
■ Warm Transfers Completed
■ Blind Transfer to Agent
■ Blind Transfer to Queue
■ Consultation Established
■ Conference Established

■ Hold 
■ Hold Duration 
■ Longest Hold Duration
■ Wrap-up Code List 
■ Wrap-up Code List ID 
■ Wrap-up Code
■ Wrap-up Code Text
■ Wrap-up Short Code 
■ Wrap-up Code ID 
■ Queue Wait Duration
■ Queued Time
■ Interaction ID 
■ Transaction ID
■ Original Interaction ID
■ Original Transaction ID

Metrics:


