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Notice

Every effort was made to ensure that the information in this book was
complete and accurate at the time of printing. However, information is
subject to change.

Your Responsibility for Your System’s Security
Toll fraud is the unauthorized use of your telecommunications system by
an unauthorized party, for example, persons other than your company’s

employees, agents, subcontractors, or persons working on your company’s

behalf. Note that there may be a risk of toll fraud associated with your
telecommunications system and, if toll fraud occurs, it can result in sub-
stantial additional charges for your telecommunications services.

Part 15: Personal Computer Statement. This equipment has been certi-
fied to comply with the limits for a Class B computing device, pursuant to
Subpart J of Part 15 of FCC Rules. Only peripherals (computing input/
output devices, terminals, printers, etc.) certified to comply with the Class
B limits may be attached to this computer. Operation with noncertified
peripherals is likely to result in interference to radio and television recep-
tion.

Part 68: Answer-Supervision Signaling. Allowing this equipment to be
operated in a manner that does not provide proper answer-supervision si
naling is in violation of Part 68 rules. This equipment returns answer-
supervision signals to the public switched network when:

Answered by the called station

Answered by the attendant

Routed to a recorded announcement that can be administered
by the CPE user

This equipment returns answer-supervision signals on all DID calls for-

You and your system manager are responsible for the security of your sysarded back to the public switched telephone network. Permissible

tem, such as programming and configuring your equipment to prevent

unauthorized use. The system manager is also responsible for reading all

installation, instruction, and system administration documents provided
with this product in order to fully understand the features that can intro-

duce risk of toll fraud and the steps that can be taken to reduce that risk.

exceptions are:

A call is unanswered

A busy tone is received

A reorder tone is received

Lucent Technologies does not warrant that this product is immune from o€anadian Department of Communications (DOC)

will prevent unauthorized use of common-carrier telecommunication ser-

vices or facilities accessed through or connected to it. Lucent Technolo-
gies will not be responsible for any charges that result from such
unauthorized use.

Lucent Technologies Fraud I ntervention
If you suspect that you are being victimized by toll fraud and you need

Interference I nformation

This digital apparatus does not exceed the Class A limits for radio noise
emissions set out in the radio interference regulations of the Canadian
Department of Communications.

Le Présent Appareil Nomérique n'émet pas de bruits radioélectriques
dépassant les limites applicables aux appareils numériques de la class A

technical support or assistance, call Technical Service Center Toll Fraudpréscrites dans le reglement sur le brouillage radioélectrique édicté par le

Intervention Hotline at 1-800-643-2353.

Federal Communications Commission Statement
Part 15: ClassA Satement. This equipment has been tested and found to
comply with the limits for a Class A digital device, pursuant to Part 15 of

the FCC Rules. These limits are designed to provide reasonable protection
against harmful interference when the equipment is operated in a commer-
cial environment. This equipment generates, uses, and can radiate radio

frequency energy and, if not installed and used in accordance with the

instruction manual, may cause harmful interference to radio communica-

tions. Operation of this equipment in a residential area is likely to cause

harmful interference, in which case the user will be required to correct the

interference at his own expense.

Part 15: Class B Statement. This equipment has been tested and found to
comply with the limits for a Class B digital device, pursuant to Part 15 of

the FCC Rules. These limits are designed to provide reasonable protection

against harmful interference in a residential installation. This equipment
generates, uses, and can radiate radio-frequency energy and, if not

installed and used in accordance with the instructions, may cause harmful
interference to radio communications. However, there is no guarantee that

interference will not occur in a particular installation. If this equipment

does cause harmful interference to radio or television reception, which can

ministére des Communications du Canada.

Trademarks

DEFINITY is a registered trademark of Lucent Technologies.
CentreVu is a registered trademark of Lucent Technologies.
CONVERSANT is a registered trademark of Lucent Technologies.
Informix is a registered trademark of Informix Software, Inc.

Intel is a registered trademark of Intel.

Microsoft, MS, MS-DOS, Windows, Windows 95, Windows NT, and
Access are registered trademarks of Microsoft Corporation.
OpenLink is a trademark of OpenLink Software.
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be determined by turning the equipment off and on, the user is encouraged
to try to correct the interference by one or more of the following measures:

Reorient the receiving television or radio antenna where this
may be done safely.

telephone equipment.
Where the telephone equipment requires ac power, plug the

To the extent possible, relocate the receiver with respect to the

telephone into a different ac outlet so that the telephone equip-

ment and receiver are on different branch circuits.
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1 Introduction
About the Report Designer

The Report Designer feature can be purchased with the Lucent CentreVu®
Supervisor software. The Report Designer allows you to create reports that
are tailored to your call center needs. You then run the reports you have
created from the Supervisor application.

The Report Designer allows you to create new reports, edit standard Call
Management System (CMS) and Supervisor reports, and copy items from
one report to another report.

When you use the Report Designer to edit an existing report or to create a
new one, you usually begin by creating or modifying a Structured Query
Language (SQL) query. Using the database items contained in the table(s)
referenced in the query, you can populate fields, grids, and charts for the
report. The fields, grids, and charts can then be sized, moved, and changed
on the report.

When you have finished creating or editing a report, you save the report on
the CMS server. If you assigned Global user permissions to the report, other
Supervisor users with the appropriate permissions can run the report.

When you create real-time, historical, and integrated reports, the Report
Designer lets you do the following:

* Copy existing report designs, including standard report designs

* Edit reports by adding, moving, copying, and deleting fields, grids, or
charts

* Define Automatic Call Distribution (ACD) data for report fields, grids,
and charts

* Enter text for field labels, column headers, row headers, or special
instructions.

For historical reports only, the Report Designer allows you to do the
following:

* Merge data in a report field to include data from different entities within
an ACD (for example, defining a field that represents the percentage of
calls an agent answered compared to all calls handled by that agent’s
split or skill).

* Merge data in a report field to include data with different time frames (for
example, defining a field that represents the percentage of calls
answered in an intrahour interval compared to all calls answered in the
day).

* Include data from custom data tables that you create and populate
within the CentreVu CMS database.
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If you create custom database tables, as described in Chapter 18,
“SQL Query and CMS Database Table Basics” make sure that you
name the tables with the prefix “c_.” If you do not use the c_

convention, the custom tables will not automatically be backed up.

If you create custom data tables, then you need to make sure there
is enough disk space available to store the data. CMS does not
automatically check the available space. If you fill up your disk with
custom data, you will lose or damage stored custom and ACD data.
See the CentreVu® CMS R3V8 Administration (585-210-910)
document for more information about disk storage.

Do not tamper with standard ACD data in the CMS database. If you
do, then you will lose stored data.

For integrated reports only, the Report Designer allows you to do the
following:

Display real-time and historical data on the same report

Display cumulative data that shows up-to-the-moment data since a
specified interval start time in the past 24 hours.
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About the Report Wizard

Report Wizard is a supplement to Report Designer. The Report Wizard
feature delivers user assistance, by way of a wizard, to quickly and easily
generate new customized reports. The wizard provides instructional help
that guides you through a series of tasks that create a new customized
report.

The Report Wizard feature is available only if you have purchased the
Report Designer feature. Report Wizard can be accessed only when
Report Designer is activated on the CMS server and when you have the
appropriate permissions to access Report Designer.

All reports created using Report Wizard have the same designation and
accessibility as those created in Report Designer. Thus, reports created
by Report Wizard are referred to as Report Designer reports. This means
that reports created by Report Wizard will be accessible only by
CentreVu Supervisor users and cannot be listed, modified, or run through
the ASCII terminal interface.
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Contents of This Document

This book describes what you need to know to create new reports and to
edit existing reports through the Report Designer and Report Wizard. The
book is organized as follows:

Chapter 1, Introduction —  gives you background information on
the Report Designer application and general information about this
book.

Chapter 2, Using the Report Wizard —  gives you background
information on the Report Wizard (features and functionality) and
steps you through the creation of a new report.

Chapter 3, Using the Report Manager — teaches you the basic
procedures you need to know in order to use the Report Manager
feature of Supervisor. The procedures included in this chapter are
Viewing a Report’s Properties, Copying a Report to the Designer
Category, Copying a Designer Report to a File, Copying a Designer
Report from a File, Deleting a Report from the Designer Category,
and Opening the Report Designer Using the Edit or New Button.

Chapter 4, Report Designer Basics —  teaches you the basic
information that you need to know in order to use the Report
Designer. The procedures included in this chapter are Starting the
Report Designer, Exiting the Report Designer, Report Designer
Menus, Steps Required to Create a New Report, and Steps
Required to Edit an Existing Report.

Chapter 5, Design Mode Basics — teaches you basic procedures
that you will use in the Report Designer design mode. The
procedures included in this chapter are Copying an Item and
Pasting the Item Into the Same Report, Copying an Item from One
Report and Pasting the Item Into Another Report, Cutting an Iltem
from a Report, Deleting an Item from the Report, Using Drag-and-
Drop to Arrange Items on the Report, Resizing an Item on the
Report, and Selecting Multiple Items on the Report.

Chapter 6, Edit | Inputs — shows you how to edit the existing input
fields that are used on the input window for the report you are
editing. The procedures included in this chapter are Adding Input
Fields to the Input Window, Deleting Input Fields from Input Window,
Editing the Order of Input Fields, Editing the Appearance of Input
Fields, and Viewing the Input Window.
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Chapter 7, Edit | Queries — shows you how to edit the existing
queries and create new queries for the report you are editing. The
sections included in this chapter are Defining Queries for a Report,
Creating a New Real-Time or Historical Query, Creating a New
Integrated Query, Editing an Existing Query, Copying a Query, and
Deleting a Query.

Chapter 8, Insert | Chart — teaches you to insert a chart on a
report.

Chapter 9, Insert | Field — teaches you to insert a field on a report.

Chapter 10, Insert | Table — teaches you to insert a table on a
report.

Chapter 11, Insert | Text — teaches you to insert text on a report.

Chapter 12, Format | Chart — gives you general information about
the tabs that you access from the Chart option of the Format menu.

Chapter 13, Format | Table — gives you general information about
the tabs that you access from the Table option of the Format menu.

Chapter 14, Format | Field — gives you general information about
the window that you access from the Format option of the Format
menu.

Chapter 15, Format | Text — gives you general information about
the window that you access from the Text option of the Format
menu.

Chapter 16, Error Messages — lists the most common errors that
you will encounter as a result of errors in queries that you create for
reports.

Chapter 17, How CentreVu CMS Stores and Retrieves Data —
gives you general information about how the CMS server stores and
retrieves the data that is used in the reports.

Chapter 18, SQL Query and CMS Database Table Basics —

gives you general information about how INFORMIX" SQL queries
work and how the INFORMIX tables that are used in CMS are
structured. If you are not familiar with SQL queries, you need to read
this chapter before you attempt to create a query for your report.

Appendix A, Using the Report Designer - Examples — provides
step-by-step examples on how to create and edit a commonly used
report with Report Designer.

*INFORMIX is a registered trademark of Informix Software, Inc.
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Conventions Used in This Document

The following conventions are used in this book:

The instructions given in this book are based on the assumption that
you are familiar with your computer and the Windows' operating
system, including standard Window conventions, such as using the
F1 key to activate Help.

To use this book successfully, you must be familiar with the
Supervisor application and have some knowledge of how CMS
reports work.

For instructions on using the Supervisor application, refer to the
CentreVu® CMS R3V8 Administration (585-210-910) document. For
information on CMS reports, refer to the CentreVu® Supervisor Version 8
Reports document (585-210-929).

Windows refers to the following operating systems:
— Windows 957
— Windows NT* 4.0.

Unless the right button is specified, use the left mouse button
whenever you are instructed to click or select an item.

Menu names, menu items, and window names are shown in initial
capital letters. For example: Choose Save from the File menu.

Italics are used to reference other documents, to reference file
names, and for trademarks.

Sections and chapters that are referred to in text are shown in
quotes. For example: See Chapter 1, “Introduction,” for an outline of
the information in this book.

A graphic of each Supervisor window is not included in this book.
Graphics are provided to give you general information about a type
of window, or to help clarify a procedure that is being described. The
examples in this book are taken from Supervisor running in
Windows 95.

*Windows is a registered trademark of Microsoft Corp.
tWindows 95 is a registered trademark of Microsoft Corp.
TWindows NT is a registered trademark of Microsoft Corp.
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Related Documents

The following documents include additional information about the CMS or
Supervisor:

* CentreVu® Supervisor Version 8 Installation and Getting Started
(585-210-928)

* CentreVu® CMS Release 3 Version 8 Administration (585-210-910)
* CentreVu® Supervisor Version 8 Reports (585-210-929)

* CentreVu® CMS Release 3 Version 8 Database Items and
Calculations (585-210-939).
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2 Using the Report Wizard
About the Report Wizard

How the
ReportWizard
Works

Report Wizard is a supplement to Report Designer and is available only if
you have purchased Report Designer. The Report Wizard feature delivers
user assistance, by way of a wizard, to quickly and easily generate new
customized reports. The wizard provides instructional help that guides you
through a series of tasks that create a new customized report.

The following features are available in the Report Wizard:
* Creating a new report
* Previewing the new report
* Saving the new report
* Running the new report.

All reports created using Report Wizard have the same designation and
accessibility as those created in Report Designer. Thus, reports created by
Report Wizard are referred to as Report Designer reports. This means that
reports created by Report Wizard will be accessible only by CentreVu®
Supervisor users.

The Report Wizard is based on the completion of report creation tasks. (For
a list of the tasks involved in creating a new report, see the “Creating a New
Report” section in this chapter.) The report layout you choose will determine
the number of tasks you will have to complete to create your report. Report
Wizard presents these tasks by way of pages (screens). The title bar of each
page contains the following information:

* Step (task) number you are currently working on
* Number of total steps (tasks) required to complete the report

* Action you are performing on that page. For example:

. Report Wizard Step 4 of 9: Select Data ltems HE
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Each page of the Report Wizard contains command buttons to navigate
through the wizard and command buttons that help you define your
report. The following table for an explanation of these command buttons.

Command Action

<Back Returns to the previous page. (This command button is
disabled on the first page of the Report Wizard.) When
you back up to previous pages Report Wizard will retain
the values you entered unless you back up to a
previous page and make changes that impact ensuing
pages.

Next> Moves to the next page in the sequence, maintaining
whatever settings you provided on the previous pages.
(This command is replaced with the Finished button on
the final page of the wizard.)

Finished Applies your settings or the default settings from all
pages and completes the task.

Cancel Discards any selections you have made (only if you
have not saved the report), terminates the process, and
closes the Report Wizard.

If you saved the report before selecting the Cancel
button, Report Wizard closes; however, you will be able
to run or edit the report in Report Designer.

Help Provides information about the page.

Data Item Provides a definition for the selected database item or
Definition calculation.

Tl Moves a database item or calculation up in the list of

Selected Data ltems.

Moves a database item or calculation down in the list of
Selected Data ltems.

KN

ll Removes a database item or calculation from the
Selected Data ltems list.

ﬂ Adds a database item or calculation to the Selected
Data Items list.
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Command Action
Edit Item Provides a method for editing a database item heading.
Heading
Preview Captures a screen shot of your report as it is currently
defined.

General Report
Wizard
Functionality

The following list provides the general functionality of the Report Wizard:

Report Wizard provides default choices in each task. You may
change any of the defaults to choices that best meet your needs.
Each time you use the Report Wizard to create a new report, the
original default choices will be shown.

Report Wizard can access all database items and standard
calculations. Although you can access all database items and
standard calculations, you cannot create new calculations or link
fields together with math functions by way of the Report Wizard.
However, Report Designer allows you to create new calculations
and link fields together with math functions for reports which you
create in the Report Wizard.

Report Wizard can create a report with charts and tables. With
the Report Wizard you will be able to create a report that contains
the following:

— one or two charts,
— one or two tables, or
— one chart and one table.

You will have to use the Report Designer to enter text or fields
containing one data item.

Report Wizard does not display queries and database table
names used to generate a report. If you need to see this type of
information, use Report Designer.

Report Wizard provides access to database item definitions.

While in the Select Data Items page of the Report Wizard, you will
be able to click on a database item or calculation, and then select
the Data Item Definition button to view the definition of the database
item or calculation which you highlighted.
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* Report Wizard does not allow editing of a completed report.
Report Wizard is designed to create new reports only. However, you
can edit a completed report in Report Designer.

* Report Wizard does not allow reentry. Report Wizard does not
allow you to leave and then reenter to finish a partially completed
report. A report created in Report Wizard must be completely
defined before it can be saved. If you close Report Wizard before
saving a report, the report is discarded. To make changes to a report
created and saved in Report Wizard, use Report Designer.
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Starting the Report Wizard

Report Wizard can be accessed only when Report Designer is activated
on the CMS server and when you have the appropriate permissions to
access Report Designer.

There are two methods available to start the Report Wizard. These
methods are as follows:

* Toolbar button on the Controller

* Report Selector window.

Toolbar Button If you have purchased the Report Designer feature, a toolbar button will
be automatically added to the CentreVu Supervisor Controller window's

toolbar.

Connect Commands: Tools 5criptz Help

gaAlelH 2Ale]

(e [ o | 1/2209 3E10EAM |

Repoart VWizard
Toalbar Button

Selecting the Report Wizard toolbar button will initiate the Report Wizard
feature.
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Report Selector
wWindow

To access the Report Wizard by way of the Report Selector window, do
the following:

1. From the Commands menu (located on the CentreVu Supervisor
Controller window), select the Reports... menu item. The Select a
Report window appears as shown below:

g Select a Report

:Real-Time 1 Histarical ] Irtegrated ]

EBeport:

LCategony:

Other
[ueuelagent
SplitsSkil
TrunkdTrunk Group
VDN

Vector

CMS custom
Designer

Agent Group Report
Agent Report
Graphical Information

Run Report for AC0;
acd]_ecz_16 ll

r Dezcription
Shows status of agents in an agent group, and reazon for ALK agents

Script... |

Properties | Copy |

ok | Edi | Hew |

2. Select the New button. The New Report dialog box, as shown
below, will appear and ask you if you want to run the Report Wizard.

New Report m

Do you wish to run the report wizard?

3. Select Yes to open the Report Wizard.

If you select No, Report Designer will open.
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Creating a New Report

When you start the Report Wizard, the Report Wizard page appears. The
Report Wizard page provides a list of the tasks involved in creating a new
report.

. Report Wizard n m

- Centrevu Supervisor Report Wizard

This wizard helps you build & custom repart. Reports present data in charts, tables, or & combination of both.
The Report "Wizard will guide you through the following report creation steps:
1.] Selecting the type of report you want bo create,

2.] Choosing a general report layout.

3] Selecting Data for each T able or Chart

4.] Previewing table or chart report segments.

5] Customizing report input fields.

(

E.] Running the repart, continuing edits within the Report
Dezigner, or access the report some ather bime.

Press the Mest » button bo start creating your report. 'ou may chooze Cancel at any time to exit the wizard.

¢ Back LCancel Help
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Selecting a
Report Type
Page

To begin the creation of a new report, select the Next> button. This will
advance you to the Select a Report Type page of the wizard. The Select
a Report Type page is the first page of the wizard. Go to the next section,
“Selecting a Report Type Page,” in this chapter.

w. Report Wizard S5tep 1: Select a Report Type nm

Select a Report Type:

r Report Type:
* Real-Time

0 Integrated [Up-to-the-moment)

Hiztorical
€ Single-day Intervals
) Daily
0 weekly
€ Maonthly

¢ Back LCancel Help

Selecting a report type is the first task in creating a new report. The report
type determines whether the data in the report is real-time, integrated, or
historical. For example, if you select a real-time report, you will not be
able to specify historical data in the report. The following list provides
information about each type of report:

* Real-Time—Reports that refresh in real time.

Real-time reports are reports that display current ACD call activity
on agents, splits/skills, trunks, trunk groups, vectors, and vector
directory numbers (VDNS) for the current interval (15, 30, or 60
minutes). Current intrahour interval real-time reports are periodically
updated as data changes during the interval.

* Integrated—Reports that refresh in real-time and show information
that is accumulated from any point in time in the past 24 hours of
ACD, agent, split/skill, trunk, trunk group, vector, and VDN activities.
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* Historical—Reports that give information tabulated over a period of
time. Historical reports display past ACD data for various agent,
split/skill, trunk, trunk group, vector or VDN activities. You must
select a historical report if you want to include the following data:

— Exceptions
— Call Work Code
— Agent Trace
— Call Record.
The default for report type is always Real-Time.

To select a report type other than the default, do the following from the
Select a Report Type page:

1. Click on the radio button to the left of the report type you want to
use.

2. Select Next> to move to the next page of the wizard. The Select a
Report Layout page appears. Go to the next section, “Selecting a
Report Layout Page,” in this chapter.

w. Report Wizard Step 2: Select a Report Layout nﬂ

Select a Report Layout:

® :
g —:

Selected Lapout:
[This Selects a FReport with a Singls Table |

MNent» Cancel Help |
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Selecting a
Report Layout
Page

Selecting a report layout is the second task in creating a new report. The
layout determines how your data will be represented in the report. Report
layouts are in the form of charts, tables, or both. Charts provide a
graphical representation of data, and tables provide data in columns and
rows. Each chart or table in the layout is referred to as a section. A report
layout can contain one or two sections. See the following table for a
description of the different types of report layouts available to you in the
Report Wizard.

Charts Tables Combination

Single chart (one
section)
—Default—

Table and chart side
by side (two sections)

Single table (one
section)

Two charts side by
side (two sections)

Chart and table side
by side (two sections)

Two tables side by
side (two sections)

Two charts: one on
top and one on
bottom (two sections)

Chart on top and
table on bottom (two
sections)

Each section of a report layout must be defined. Defining a section
includes the following tasks:

Selecting a data group (accomplished through the Select a Data
Group page).

Selecting data group items (accomplished through the Select Data
Items page).

Selecting a format for the chart or table in the section (accomplished
through the Select the Chart Format page or on the Select the Table
Format page).

Previewing the section (accomplished through the Preview page)
Optional.

To select a report layout, do the following:

1. Click on the image that represents the layout you want for your new

report. Text describing the selected layout will appear on the lower
portion of the page under the Selected Layout field.

If you specified a report layout that contains one section (for
example, a single table), go to Step 2 now.
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If you specified a report layout that contains more than one section
(for example, one table and one chart), the Selection Layout page of
the wizard appears as shown on page 11. This page provides the
following information:

* Section you are about to define—a section that appears to be
pressed with an arrow pointing to it.

* Section you have not defined—a section that appears not to be
pressed, without an arrow.

Report Wizard will guide you through each task for defining a
section. When one section is defined, the Report Wizard will bring
you back to the Current Selection page to help you define another
section. Report Wizard will continue this cycle until you have defined

all sections.

w. Report Wizard S5tep 2 of 15: Selection Layout EE

Current Selection:

In the nest four steps, wou will be defining information for the section of the report with the amow nest to it

Cancel Help
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If you specified a report layout that contains one section, the
Selection Layout page will not appear. Instead, the Select a Data
Group page will appear as shown on page 12.

2. Select Next> to begin defining the report layout section(s). The
Select a Data Group page appears as shown below. Go to the next
section, “Defining a Report Layout Section(s),” in this chapter.

“.‘: Report Wizard Step 3 of 9: Select a Data Group

Select a Real-Time Data Group

Click, the plus zign [+ to digplay more data groups or the minug sign (-] to hide certain data groups...

[ Agent
- Splite/Skills [multiple)
o Multi-AC0
7l Tap Agent Skills Infarmation
Expected wait Time at each priority
Mumber of Agents in AL Work States
Performance
Type of dgents Staffed
s Mo Pre-selection
o Trumk Group
- WOM [zingle]
- WOMz [multiplz)
- Wectors

m.

[ B B B

< Back

LCancel | Help

To redefine a previous section, select the <Back button.

For example, if you have already defined a section of your report and
select the <Back button, the wizard takes you to the Preview page for the
last section defined. From here, you can continue to select <Back to go
back through the various tasks involved in defining a section.
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Defining a
Report Layout
Section(s)

Selecting a Data
Group Page

Current Selection: page

Section 1
(defined)

Section 2
> {undefined)
=Back

\’

Preview page (Section 1)

<Back

b

Sekect Fomat page (Section 1)
<Back

\’

Select Data tems page (Section 1)
<Back

\’

Select Data Group page (Section 1)
<Back

\’

Current Selection : page
; Section 1
(undefined)

Section 2
(undefined)

Defining a report layout section(s) consists of the following tasks:
* Selecting a data group
* Selecting data items
* Selecting the chart or table format

* Previewing the work already done on the report (optional).

The Select a Data Group page provides only those data groups specific
to the type of report (real-time, integrated, or historical) you chose earlier
and the current section (table or chart) being defined.
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The data groups available are placed in a tree view structure. There can
be up to three levels of data, the last level containing the individual data
groups. From this tree view structure, you will select an individual data
group for the section you are defining. A description of the different levels
is as follows:

First Level—the highest classification level of data. For example, the
highest classification levels of data for a real-time table are Agent,
Split/Skills (multiple), Trunk Group, VDN(single), VDNs (multiple),
and Vectors.

Agent

iSplitzr/Skillz [multiple];
Trunk Group | FirstLewvel
WM [zingle] of Data
WO = [multiple]
“ectors

Rl ek AR R

Second Level—a breakdown of the first classification levels of data.
For example, the second levels of data for the Split/Skills (multiple)
category are Multi-ACD, Top Agent Skills Information, Expected
Wait Time at each priority, Number of Agents in AUX Work States,
Performance, Type of Agents Staffed, and No Pre-selection.
Individual data groups are contained under this level of data also.

....... fgent

- Splite/Skillz [rmultiple]

[ bulti-ACD

[+ Top Agent Skillz Infarmation

--------- Ewpected Wait Time at each priority

--------- Murnber of Agents in AL Work States second Level

of Data

--------- Type of Agents Staffed
--------- Mo Pre-zelection

- T runk Group

- WOM [zingle)

H-- WMz [rultiple]

- Yectors

| O ey By B |

Third Level—a breakdown of the second classification levels of
data. For example, the third level of data for the Split/Skills
(multiple)|Top Agent Skills Information category is Top Agents
Staffed and No Pre-selection. If there are three levels of data, the
individual data groups will be listed under the third level.
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[ Tap Agent Skills Infarmation
i Top Agents Staffed
i M Pre-selection -
Abandoned Callz x;?éitl_aeve'

Categories of data and sub-categories of data can be expanded
(represented with a “+” sign) and collapsed (represented with a “-" sign).
By default, when the Select a Data Group page of the wizard appears,
one category will be expanded with one data group selected. The default
is based on the information (report type and report layout) which you
provided to the wizard previously.

To choose a data group, do the following:

1. Expand the categories of data until you reach the individual data
groups. (Individual data groups cannot be expanded, they are the
lowest category of data.) At this point you have not yet selected the
actual individual data group, you have just narrowed your selection
of a specific category of data. The Next> button will be disabled until
you select a data group—go to Step 2.

2. Under the first, second, or third level of data, click on the data group
you want to use for the section you are defining. The data group is
highlighted and the Next> button is enabled.

You are not required to preselect data for your report. Each category
of data will include a category called No Pre-selection. If you choose
the No Pre-selection option, no data items and calculations will be
listed in the Selected Data Items list view on the Select Data Items
page of the wizard.You will need to manually select the data items
you want to use. See the “Selecting Data Items Page” section in this
chapter for more information about the list views.

3. Select the Next> button to select the data items available for the
data group you chose in Step 2. The Select Data Items page
appears. Go to the next section, “Selecting Data Items Page,” in this
chapter.
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Selecting Data The Select Data Items page is where you finalize the actual data (data
ltems Page items and calculations) that will be displayed in your report. Data items
are specific types of data stored in one of the CMS databases.
. Aeport Wizard Step 4 of 15: Select Data ltems HE
Selected Data Group: Prezs < Back to chooze different Data Group.

|VDN [zsingle] Abandoned Call: by Service Interval |

Display Data Group items that contain:

Available Data Items Selected Data Items
Iterm Heading | [rata ltem - Item Heading | [rata ltem
Teb Skil ACD Call:  SKILLCALLST L Aban Calls ABMCALLST
gt Skill Marme SKILL1 ’ | Aban Call: ABMCALLSZ
et Skill Pref SKILL1 Aban Calls ABMCALLSS
2nd Skil ACD Call:  SKILLCALLSZ2 ‘ | Aban Call: ABMCALLSY
2nd Skill Mame SKILLZ Aban Calls ABMCALLSE
2nd Skill Pref SKILLZ Aban Calls ABMCALLSE
3rd Skill ACD Call:  SKILLCALLS3 Aban Call: ABMCALLSY
Ard Skill Hame SKILL3 Aban Calls ABMCALLSA
3rd Skill Pref SKILL3 Ll Aban Call: ABMCALLSS
Ahan Callz ABMCALLS Aban Calls ABMCALLST0
Aban Calls ABMCALLST - |
Ahat Callz ABMCALLS10 -
< | _>I_I | | 2]

Drata ltem Definition | Edit Itern Heading |
¢ Back | Hest > I Cancel | Help |

The data group you chose earlier is used to populate the following list
views in the Select Data Items page:

* Available Data Items list view—contains all the data items
associated with the data group. This list allows you to add data
items to the Selected Data Items list view.

* Selected Data Items list view—contains predefined database items
and calculations from the Available Data Items list that will be used
in your report.

If you remove a calculation from the Available Data Items list, you
will have to back up to the Select a Data Group page and reselect
the data group to have the calculation appear in the list again.

If you chose the No Pre-selection data group, then the Selected Data
Items list view will not be populated with preselected data; however, the
Available Data Items list view will contain all the data items available for
your report. To select the data items for your report, you need to manually
add them (from the Available Data Items list view) to the Selected Data
Items list view. At least one database item or calculation must be in the
Selected Data Items list view before the wizard will let you proceed.
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Both list views contain the following three elements:

* lcon—if the data type is alphanumeric or has a graphical
representation. Synonyms that are defined for data items are in
parenthesis.

* Item Heading—default heading for the database item or calculation.
The item heading is the heading used in standard CMS reports.

* Data Item—database item or calculation (internal name).
From the Select Data Items page, you can do the following:

* Filter data group items that appears in the Available Data Items list
view.

* Sort data group items in the Item Heading or Database Items
columns of the list views.

* Add data group items to the Selected Data Items list view.
* Access definitions for data group items.
* Remove data group items from the Selected Data Items list view.

* Reposition (move up or down) data group items in the Selected Data
Items list view.

* Edit item headings to create custom report headings.

Filtering Data Group You can display data group items specific to the characters entered in the

ltems Display Data Group items that contain: text box. Any string you enter into
this field will be compared against both columns of the Available Data
Items list view.

Disgplay Data Group items that contain:

Iabr’l

Available Data ltems

Itern Heading | Data ltem -
Aban Callz ABMCALLST
Aban Calls ABMCALLSI0
Aban Callz ABMCALLSZ2
Aban Calls ABMCALLSS
Aban Calls ABMCALLSY
Aban Callz ABMCALLSE
Aban Calls ABMCALLSE
Aban Callz ABMCALLST b
Aban Calls ABMCALLSE
Aban Calls ABMCALLSA
ABNOUECALLS ABMAUECALLS
IhBNHINGC&LLS ABMRINGCALLS "l
A 3

D ata ltemn Definition |
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Sorting Data Group
ltems

Adding Data Group
Items to the Selected
Data Items List View

To filter data group items, do the following:

* Inthe Display Data Group items that contain text box, enter the
characters of the data items that you want Report Wizard to display.
For example, if you want to list only those data group items that
contain the text “logonsk,” then you would need to enter “logonsk.”

* To redisplay all data group items available to the data group, delete
all text in the Display Data Group items that contain text box.

Report Wizard disables the Next> button whenever the “Display Data
Group items that contain” text box has focus.

You can sort the data group items by clicking on the ltem Heading column
or the Data Item column in the Available Data Items list view. All data
group items will be sorted alphabetically.

You may want to add more data group items to your report than what is
already preselected in the Selected Data Items list view. You can add any
data group item(s) listed in the Available Data Items list view to the
Selected Data Items list view by doing one of the following:

* Dragging and dropping the selected data group item(s) onto the
Selected Data Items list view. With this method, you can drop a data
group item(s) anywhere on the list.

* Clicking on the data group item(s), and then selecting the Add
button. Report Wizard enables the Add button only when a data
group item(s) is selected in the Available Data Items list view. With
this method, a data group item(s) is added to the bottom of the list.

* Double-clicking on the selected data group item(s) from the
Available Data Items list view. With this method, a data group
item(s) is added to the bottom of the list.

* Clicking on the data group item(s) in the Available Data Items list
view, and then pressing the ALT+right arrow key on your keyboard.
With this method, a data item(s) is added to the bottom of the list.
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Accessing Definitions
for a Data Group Item

Removing Data Group
ltems from the
Selected Data Items
List View

Report Wizard provides definitions for all the data group items listed in
both list views. To see a definition for a specific data group item, do the
following:

1. Click on the data group item for which you want a definition.

2. Select the Data Item Definition button located under the Available
Data Items list view.

Report Wizard enables the Data Item Definition button only when you
select a single data item or calculation.

You may want to remove a data group item(s) that Report Wizard
preselected for your report. You can remove any data group item(s) listed
in the Selected Data Items list view by doing one of the following:

* Dragging and dropping the selected data group item(s) onto the
Available Data Items list view.

* Clicking on the data group item(s), and then selecting the remove
button. Report Wizard enables the remove button only when a data
group item(s) is selected in the Selected Data Items list view.

* Double-clicking on the selected data group item(s) in the Selected
Data Items list view.

* Clicking on the data group item(s) in the Selected Data Items view
list, and then pressing the ALT+left arrow key on your keyboard.

When you remove a data group item(s), ensuing data group items are
shifted up accordingly.

If you remove all the data group items in the Selected Data Items view
list, Report Wizard disables the Next> button, and you cannot move to
the next page of the wizard. You must have one or more data group items
listed in the Select Data Items list view.



Using the Report Wizard

Creating a New Report

CentreVu Report Designer Version 8 User Guide

2-20

Repositioning (Moving
Up or Down) Data
Group Items in the
Selected Data Items
List View

Editing Item Headings
to Create Custom
Report Headings

Report Wizard allows you to reorganize the list of data group items in the
Selected Data Items list view by moving them up or down. With this
feature, you can dictate the order the database group items will appear in
the report. You can reorganize data group items through the following
methods:

* Clicking on the data group item(s), and then selecting the up button
to move data group item(s) up or by selecting the down button to
move the data group item(s) down. Report Wizard enables the up
and down button only when a data group item(s) is selected in the
Selected Data Items list view.

* Clicking on the data group item(s) in the Selected Data Items view
list, and then pressing the ALT+up arrow key to move data group
item(s) up or pressing the ALT+down arrow key to move the data
group item(s).

Report Wizard allows you to change the Iltem Heading of any data item in
the Selected Data Items list view. You may want to change data item
heading to a more meaningful name to use as your custom report
heading. You can change the data item heading by clicking on the
specific data item heading, and then selecting the Edit ltem Heading
button located below the Selected Data Items list view.

Selected Data ltems

|tern Heading | Data ltem
Aban Calls ABMCALLST
Aban Cally ABMNCALLS2
Aban Calls ABMCALLS3
Aban Calls ABMCALLS4

ABMCALLSS

Aban Cally ABMNCALLSE
Aban Call: ABMCALLST
Aban Calls ABMCALLSS
Aban Calls ABMCALLSS
Aban Calls ABMCALLSTO

A | ]

Edit [tem Heading |

When you have finished selecting and manipulating database items for a
specific section, the next task for that section is to define its appearance.
Selecting the Next> button from the Select Data Items page will advance
you to the correct page to format either the table or chart you are
defining. If the section contains a table, go to the next section, “Selecting
the Table Format,” in this chapter. If the section contains a chart, go to the
“Selecting the Chart Format” section in this chapter.
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Selecti ng the From the Select Table Format page in the wizard, you define the
characteristics of your table layout. The default is a table in row order with
Table Format grid lines.

+= Report Wizard Step 5 of 9: Select Table Format

Choosze Table Format options:
Opticr
(* Fill Table by Bow
€ Fill Table by Calurn [#! Diisplay Grid Lines

¢ Back LCancel | Help

The following types of table layouts are available to you:
* Row oriented table with grid lines
* Row oriented table without grid lines
¢ Column oriented table with grid lines

¢ Column oriented table without grid lines.



Using the Report Wizard

Creating a New Report

CentreVu Report Designer Version 8 User Guide

2-22

Example of a row-
oriented report

Example of a Column
Oriented Report

Real-Time Split/5kill Report

Beport Edit Format Tool: Options Help

Split/skill

SplivSkill| Skill | Timein | Timein |Agents |Avg Aban|Aban [Avg ACD | ACD | Avg ACYY [Avg Speed|Oldest Call| Calls
State | Owerload? | Overload2 | Staffed | Time | Calls| Time |Calls| Time Ang Waiting  [Waiting

a11 1 .aa .00 .00 .00

512 1 .aa .00 .00 .00

513 1 .ao .00 12 .00 .00

|| Threzhalds: On | Bison36vpe 7

;ﬁ Real-Time Split/5kill Report

Beport  Edit  Format

Tool: Optionz  Help

I[=] B3

Split/Skills
SplitSkil 511 512 513
Skill State 1 1 1
Time in Overloadi .00 00 00
Time in Overload2 .00 Rl 00
Agents Staffed 2 12
Avg Ahan Time
Aban Calls
Avy ACD Time
ACD Calls
Ay ACW Time
Py Speed Ans
Oldest Call Waiting 00 00 :00)
Calls Waiting .00 00 :00)

|| Threshalds: On Bison3Gvpe

4




Using the Report Wizard CentreVu Report Designer Version 8 User Guide

Creating a New Report 2-23

To choose a format for your table, do the following:

1. Select the Fill Table by Row radio button if you want your report to
have a row format, or select the Fill Table by Column radio button if
you want your report to have a column format.

2. Select the Display Grid Lines check box if you want grid lines to
separate the data on your report.

3. Select Next> to advance to the next page of the wizard. The Preview
page appears. Go to the next section, “Previewing the Report,” on
page 25 in this chapter.

Selecting the Chart From the Select Chart Format page in the wizard, you define the format
Format of your chart. The default is a vertical 2D bar chart that displays the data
by value.

wi. Report Wizard Step 5 of 15: Select Chart Format nm

Choose Chart Format Dptions
Options
' Show Yalue ¥ Display Legend

) Show Percentage [T Display Data Labels

[T Use First data item as chart title

2=

il
i,
~

& = 0

& M [l

u
i

Cancel | Help

i

< Back




Using the Report Wizard

Creating a New Report

CentreVu Report Designer Version 8 User Guide

2-24

The following chart formats are available to you:

2D Vertical Bar
Chart

H

3D Horizontal Bar
Chart

L

2D Stacked Area
Bar Chart

A

2D Horizontal Bar
Chart

Rl

3D Vertical Stacked
Bar Chart

b

2D Pie Bar Chart

v

2D Vertical Stacked
Bar Chart

;
I

||

3D Horizontal
Stacked Bar Chart

=)

3D Vertical Bar
Chart

i

2D Horizontal
Stacked Bar Chart

il

3D Line Chart

@

3D Pie Chart

2D Line Bar Chart
I

]

3D Stacked Area
Chart

K

3D Vertical Cluster
Bar Chart

i

To format your chart,

do the following:

1. Select the Show Value radio button if you want to display your data
as a numeric value, or click on the Show Percentage radio button if
you want to display your data as a percentage.

2. Select the Display Legend check box if you want to display a legend

on your report. The legend is a description of the data items
contained in the chart and is displayed in the right corner of the
chart.
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Previewing the
Report

Two-Section Report

3. Select the Display Data Labels check box if you want to show the
data labels on your report. Report Wizard will display the data labels
as either values or percentages (depending on what you have
chosen in Step 1) and will be displayed above point.

4. Select the Use First data item as chatrt title check box if you want to
use the first data item as your title.

5. Click on the graphic that best represents the chart format you want
to use for your report.

6. Select the Next> button to advance to the next page of the wizard.
The Preview page appears. Go to the next section, “Previewing the
Report,” in this chapter.

The Preview page of the wizard allows you to preview what you have
defined for your report, exit the preview, and then either use the <Back
button to modify the report section or use the Next> button to advance to
the next page of the wizard. A previewed version of a report contains real
data for each completed section; however, if the report is designated as
real-time then there will be no refresh of data. The only option while in a
previewed version of a report is to exit the preview

When you preview the first section of the report, you will be prompted to
provide input values for that section. When you preview the second
section of the report, you will again be asked to provide input values;
however, you are now asked to provide input values for both sections.

w. Report Wizard Step 6 of 15: Preview Dption

Preview

Al this point, pou may preview your work,

Preview Report for AC0:

=l

Prezs the Mest > button to continue. |f you need to make some cormections, press the < Back button to
go back and modify settings made on prior report wizard pages.

< Back Hewt > Lancel Help
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Previewing the Report

Exiting the Preview of
the Report

Backing Up to
Previous Page

Moving Forward to
Next Page

Changing Input
Captions

To preview your report, click on the Preview button. Report Wizard will
display everything you have defined for your report up to this point.

To exit the previewed version of your report section, click the Exit button
or the Close button in the title bar. When you exit the previewed version
of your report section, Report Wizard returns you to the Preview page.

While still in the Preview page of the wizard you can modify your report
section by selecting the <Back button. Continuing to select the <Back
button brings you through the various tasks involved in defining a section.

If you do not want to modify your report section, select the Next> button
to advance. If you still have undefined report sections, Report Wizard will
display the Selection Layout page. From the Selection Layout page you
will begin to define your next report section. Select the Next> button to
advance to the next page of the report wizard (go to the “Defining a
Report Layout Section[s] on page 13 in this chapter for information on
defining report layouts).

If you have defined all report sections then Report Wizard will display the
Change Input Captions page. Go to the next section, “Changing Input
Captions,” in this chapter.

When you are finished defining all report sections, the Change Input
Captions page appears. This page of the wizard allows you to change the
input captions that will appear in the Report Input window for your new
report.

The number of entries displayed in the Change Input Captions page will
depend on the data group you assigned to each section of your report.
From this page, you can change only the input captions and not the
inputs that will appear in your report.

To change the input caption(s), do the following:
1. Highlight the input caption you want to change.
2. Type the new input caption.

3. Repeat Steps 1 and 2 for each input caption you want to change.
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4. Select the Next> button to advance to the next page. The Save
Report page appears. Go to the next section, “Saving the Report,” in
this chapter.

w. Beport Wizard Step 14 of 15: Save Report ﬂﬂ

Save Report

Y'ou have completed all report wizard creation steps. 1F ou wigh to save your report prior bo running it
or editing it further uzing Report Designer, enter a report name below and press the Mest > button. 1f a
Report Mame iz not provided, the report will not be saved until later.

Beport Hame:

Beport Description:

r Report Available To
(* Evemone
= Only Me
< Back Cancel Help
Savin g the From this page, you determine whether you want to save your newly

defined report and whether your report will be available to everyone or
just yourself. Your report will be saved when you enter a report name and
select the Next> button. The report type and data group selections you
made for your report will determine the category your report will be saved
under (for example, Real-Time). You are not required to save your report
at this time. If you do not save your report in the Save Report page,
Report Wizard will still allow you to advance to the next page (the Finish

page).

Report
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To save your report, do the following:

1. Enter the name of your report in the Report Name text box. When
entering a name to save your new designer category report (global
or private), you will be presented with one of the following three
scenarios:

There is no existing designer category report with the name
you have selected for your new report. In this case, Report
Wizard will save the report with the name you have selected.

There is an existing designer category report with the same
name that you have selected for your new report; however, you
are the owner of this report. In this case, you will get a
message warning you that you are about to overwrite an
existing report. You can either overwrite the existing report or
select a different name for your new report.

There is an existing designer category report with the same
name that you have selected for your new report; however, you
are not the owner of this report. In this case, you will get a
message stating that you cannot overwrite the existing report.
You will have to select a different name for your new report.

If you do not enter a report name your report will not be saved
when you advance to the Finish page of the wizard. Neglecting
to save your report in either the Save Report page or the Finish
page will discard your report.

2. If you want your report to be available to everyone, click on the
Everyone radio button. If you want your report to be available only to
you, click on the Only Me radio button. The following provides
information about each choice:

Everyone radio button (default)—provides global access to the
report. By selecting the Everyone radio button, you give other
users the following capabilities:

— Other users can run the report

— Other users can copy the report design when designing
their own custom report in Report Designer.

The CMS user permission structure is still applicable.

Only Me radio button—only you and the CentreVu CMS
administrator(s) can run the report. In addition, no other users,
except for CentreVu CMS administrator(s), can copy or run the
report design for use in their own custom reports.
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Finishing the
Report

Running the
Report

3. Select the Next> button to advance to the next page. The Finish
page appears. Go to the next section, “Finishing the Report,” in this
chapter.

w. Report Wizard Step 15 of 15: Finish

Your Report created successfully! wWhat Next?

Fun Report for ACD:

Finish Button Options
& Bun Report
) Edit Fepart in Report Designer

€ Run ot Edit repart at a laber time

< Back i Finished Lancel Help

When all the required tasks are completed to create a report, you will
have to determine whether you want to run the report, edit the report
through Report Designer, or exit without doing anything (enabled for

saved report only).

When you run your report from the Finish page of the Report Wizard, it
will be run with the appropriate inputs, will access the CMS database,
and will produce real data. You will be running a live report.

If you run an unsaved report you will be prompted to save the report upon
its completion. The report will be saved as a Report Designer report and
placed in the appropriate folder (real-time, historical, or integrated). If you
elect not to save your report, you can press the Exit button, and the
report will close, or you can select the Return button to return to the
running report.
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Editing Your Report

Exiting Report
Wizard

To run your report, do the following:
1. From the Run Report for ACD combo box, select the ACD.

2. Click on the Run Report radio button, and then select the Finish
button.

When you choose to edit your report from the Finish page of the Report
Wizard, the Report Designer starts. All edits to your report are now done
through the Report Designer. You can also edit your report using the
Report Wizard by selecting the <Back buttons on the various pages of
the wizard.

To edit your report, do the following:
1. From the Run Report for ACD combo box, select the ACD.

2. Click on the Edit Report in Report Designer radio button, and then
select the Finish button.

To exit Report Wizard without running your report or editing your report,
click on the Run or Edit report at a later time radio button (this option will
be disabled if you have not entered a report name for your report), and
then select the Finish button. You can also select the Cancel button.

Selecting the Cancel button when your report has not been saved will
discard your report. Report Wizard will warn you if you try to cancel
without first saving your report.



Using the Report Manager CentreVu Report Designer Version 8 User Guide

Introduction 3-1

3 Using the Report Manager

Introduction

This chapter teaches you how to use the report manager feature of the
Supervisor application. The sections of the chapter are as follows:

* About Report Manager

* Viewing Report Properties

* Copying a Report to the Designer Category

* Copying a Designer Report to a File

* Copying a Designer Report from a File

* Deleting a Report from the Custom or Designer Category

* Starting the Report Designer using the New or the Edit Button.
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About the Report Manager

The report manager is the feature of the Supervisor application that
allows you to view report properties, copy reports, and access the Report
Designer to edit reports or create new reports.

The report manager is incorporated into the Reports Selector window, as
shown below:
Select a Report HE

{Heal-Time 1 Histarical ] Integrated ]

Categon: Bepart:

et Group Repor
g:]:L:e.-’Agent Agent Report
Split/Skil Graphical Information
Trurk /T runk Group
YOM

Wectar

CMS custom

D ezigner

Fun Repart far ACD:
Iacd1_ecs_r5 ;I

D escription
Shows status of agents in an agent group, and reazon for AU agents

Script.. | Properties | Copy | Dielete | Help |
ak I Edit | Mew | Cancel |

You can use the Properties, Copy, and Edit buttons on the Report
Selector window to manage the standard CMS and Supervisor reports,
and to Copy reports to the Designer category for editing. You can use the
New button to create a new Designer report from scratch. You can use
the Delete button to delete reports from the Designer category (standard
CMS, CMS Custom, and standard Supervisor reports cannot be deleted).

=> NOTE:

For information on using the Add Bookmark button, see the CentreVu®
CMS R3V8 Administration (585-210-910) document
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Viewing or Changing a Report’'s Properties

The Report Manager gives you the ability to view report properties, such
as the report name, description, owner, type, folder, category, and scope
(Everyone or Only Me), and the folder the report is stored in.

To view a report’s properties, complete the following steps:
1. Open the Report Selector window.
2. Select the report for which you want to view properties.
3. Click the Properties button.

The Properties window for the report appears as shown below:

Hame: |Copy of Agent Group Report |
Description:  |Shows status of agents in an agent group, and reazon
for AUX agents
Owner: ahef
Type: Designer
Folder: Real-Time
Category: Designer
Report Available To
’V " Everyone @ Only Me
119 I Cancel |

From the Properties window, you can change the name, description,
owner, and scope of a report.

4. To change the Name, Description, or Owner of a report, place the
cursor in the appropriate field and make your edits. To change the
scope, or who the Report is Available to, of a report, select either
the Everyone or Only Me radio button. When you are done making
your changes, select the OK button to save the changes.

If you attempt to give a report the same name as an existing designer
report, the Report Already Exists window displays. This window allows
you to overwrite the existing report or to give the report you are saving a
different name.
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Copying a Report to the Designer Category

Using the Report Manager, you can copy a report from any category
(Agent, Other, Queue/Agent, Split/Skill, Trunk/Trunk Group, VDN, Vector,
Custom, or Designer) and folder (Real-Time, Historical, or Integrated)
into the Designer category of any folder.

Reports that are created or edited using the Report Designer can only be
accessed from the Supervisor interface to the CMS server. Therefore, if
you edit a CMS Custom Report using the Report Designer, the changes
to that report will not be available when the report is run from the Terminal
Emulator or another terminal interface to the CMS.

To copy a report, complete the following steps:

1.
2.
3.

Open the Report Selector window.
Select the report that you want to copy.
Click the Copy button.

The Copy Report window appears. This window allows you to select
where you are copying the report to (the Designer category, a PC
file, or from a PC file to the CMS server).

{0 To a PC File

" From a PC File to the CMS Server

oK | Cancel |

Select the To Designer Category radio button.
Select the OK button.

The Copy Report To Designer Window displays, which is where you
will define the name, description, folder, and scope of the report.

Copy Report To Designer m

Hame:

|Cop_v of Graphical Status |

Description:  (Shows agent status. time in state, and split/zkill
stalistics

Owner: MNone

Type: Standard

Folder: | Real-Time Lll

Category: Designer

Report Available To
IV " Everyone @ Only Me

Cancel

o]
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To define the properties information for a copied report, complete
the following steps:

6. Enter a name for your report in the Name field. The name can have
up to 40 characters, including blanks. Because the nhame you give
your report should be unique, you may want to look at existing report
names before entering a hame for your report.

7. Move the cursor to the Description field and enter a description of
the report. The description can have up to 100 characters, including
blanks. It is not required that you enter a report description.

Do not use the \ (backslash), ; (semicolon), ’ (grave accent), ~
(tilde), “ (double quote), | (pipe), * (asterisk), or ? (question mark)
characters in your description of the report.

8. Move the cursor to the Folder field. Use the pull-down list to select
Real-Time, Historical, or Integrated. The report will be stored in the
Designer category of the folder you select here.

When you edit the report you will access the database for the folder
you select here. If you select Real-Time, you will not be able to
access the Historical database tables to define queries for the
report. If you select Historical, you will not be able to access the
Real-Time database tables to define queries for the report. However,
if you select Integrated, you will be able to access both the Real-
Time and Historical databases to define queries for the report.

You must select the Historical or Integrated folder if you want to
include the following:

* Exceptions data
* Agent trace data
* Call record data.

9. Select the Everyone radio button to make the report accessible to
all CMS users who have the appropriate permissions, or select the
Only Me radio button to make the report accessible only to yourself

It is a good idea initially to make your reports available only to
yourself until they have been debugged and run successfully. This
prevents the possibility of other users running reports that you have
saved but not yet tested.

Assigning “Everyone” access to the report allows other users to run
the report and to copy the report to create new designer reports.

Assigning “Only Me” access to the report means that only you (and
the CMS administrator(s)) can run the report. In addition, no other
users, except for CMS administrators, can copy the report design for
use in their own designer reports.
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No other CMS user other than a user with CMS administration

permissions can modify a report design you create, regardless of
whether the report is accessible by all or only by you. A user with
CMS administration permissions always has the ability to modify
your report design, even if you make it available only to yourself.

10. Select OK to save the report properties.

After you have copied the report to the Designer category, you can use
the Edit button to access the Report Designer and edit the report.
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Copying a Designer Report to a File

You can use the Report Manager Copy button to copy any designer
report that you create to a file, either on diskette, on your hard drive, or on
a network drive. You can use this feature to easily transport designer
reports from one PC to another.

If a report was created by Lucent Technologies Professional Services,
only a user with CMS services permissions can copy the report.

To copy a report, complete the following steps:
1. Open the Report Selector window.
2. Select the Designer Category
3. Select the designer report that you want to copy.
4. Click the Copy button.

The Copy Report window displays with the To a PC File option
enabled. This window allows you to select where you are copying
the report to (the Designer category, a PC file, or from a PC file to
the CMS server).

Copy Report m

() To Designer Category

" From a PC File to the CH5 Server

oK | LCancel

5. Select the To a PC File radio button.
6. Select the OK button.

The Save Report to PC File window appears as shown below:

Save Repont To PC File nm
File name: Folders:
m'! c:\centrevu

Cancel |
- [ A -
{23 centrevu Metwork._ |
[ error —
1 locale
7 rep00D
- D stats b
Save file az type: Drives:
IHeporl File [*.rep] LI I =D c: si drive j

This window is a standard Windows" browse window.



Using the Report Manager CentreVu Report Designer Version 8 User Guide

Copying a Designer Report to a File 3-8

7. Select the File name and Folder to which you want to save the
report.

You can copy the report to any drive to which you have access,
including the floppy (usually a:\) drive on your PC.

You can save the report to a network drive by selecting the Network
button, which allows you to access the network drives that you have
permissions for.

8. Select the OK button.

9. The file is saved and, upon successful completion of the save, a
confirmation window displays.

*Windows is a registered trademark of Microsoft Corp.
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Copying a Designer Report from a File

You can use the Report Manager Copy button to copy any designer
report that has been saved to a file (either on diskette or on a network
drive) onto the CMS server.

To copy a report from a file to the server, complete the following steps:
1. Open the Report Selector window.

2. Click the Copy button.
The Copy Report window displays. This window allows you to select

where you are copying the report to (the Designer category, a PC
file, or from a PC file to the CMS server).

Copy Report m

) To Designer Category

1 To a PC File

{*iFrom a PC File to the CMS Server.

ok |

Cancel |

3. Select the From a PC File to the CMS Server radio button.
4. Select the OK button.

The Load Report From PC File window appears as shown below:

Load Report From PC File ﬂm
File name: Folders:
m'! c:\centrevu

Cancel |
- e -
{23 cenlrevu Metwork. .. |
[ error —
1 locale
3 rep00D
- D stats -
List files of type: Drives:
IHepurl File [*.rep) LI I = ¢ si drive j

This window is a standard Windows browse window.

. Select the file that you want to copy to the CMS server.
Select the OK button.

. The file is copied to the CMS server and, upon successful
completion of the copy, a confirmation window displays.
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If a report with the same name already exists on the CMS server, the
following window appears as shown below:

Report Already Exzists m

The report ‘Agent Report’ already exists on the CM5 server.
Would you like to:

" Dverwrite the existing report

5 ave the report being copied as:

|C|:||:|y of Agent Report |

Select the Overwrite the existing report radio button to replace the
report that currently resides on the CMS server. Select the Save the
report being copied as radio button and enter a new name for the report
if you want to retain the version of the report that currently resides on the
CMS server.
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Deleting a Report from the Designer Category

The Report Manager allows you to delete any report that resides in the
Designer category except purchased reports form Professional Services.
You cannot delete any of the standard CMS, CMS Custom, or standard
Supervisor reports (reports that reside in the Agent, Other, Queue/Agent,
Split/Skill, Trunk/Trunk Group, VDN, Vector, and Custom categories).

To delete a Designer report, complete the following steps:
1. Open the Report Selector window.
. Select the Designer category under any tab.

2
3. Highlight the name of the report that you want to delete.
4. Click the Delete button.

5

. A message confirming the delete displays. Select OK to delete the
report or Cancel if you do not want to delete the report.
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Opening the Report Designer Using the Edit or New
Button

You can use the Report Manager to open the Report Designer by
selecting a report from the Designer category and then clicking the Edit
button, or by clicking the New button to create a new report.

You can also access the Report Designer from a report output window. To
do so, select Design from the Report menu on the report.

In addition to the above methods, you can open the Report Designer
from the last page of Report Wizard.
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4 Report Designer Basics
Introduction

This chapter outlines the features of the Report Designer and teaches you
general use of the Report Designer.

The following sections are included in this chapter:
¢ Starting the Report Designer
* Exiting the Report Designer
* Report Designer Menus
* Online Access to Database Definitions
* Steps Required to Create a New Report

* Steps Required to Edit an Existing Report.
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Starting the Report Designer

To access the Report Designer and to run Designer reports, you must
have read and write permissions assigned for Custom Reports. These
permissions are set using the User Permissions tool. See the CentreVu®
Call Management System Release 3 Version 8 Administration (585-210-
910) document for instructions on setting up user permissions.

You can start the Report Designer using one of four methods:

Select a report from the Designer category in any folder and clicking
the Edit button on the Reports Selector window

Click the New button on the Reports Selector window to create a
new report

* Run a report and then selecting Design from the Report menu on
the report

* Enter Report Designer from the Final page of the Report Wizard.

Any one of these methods of starting the Report Designer will take you to
the Design Mode window (the window will be blank if you are creating a
new report or will have report information if you are editing an existing
report), as shown below:

ET Reportl - Design Mode !EIB

Beport Edit Format Options Inzert Help
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Exiting the Report Designer

You can close the Report Designer using any of the standard Windows
methods:

* Select Exit from the Report menu.
* Double-click the System button.
¢ Select the Close button at the top of the window.

If you try to exit the Report Designer without first saving the report you
have been working on, a warning gives you the opportunity to save the
report before closing the Report Designer.
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Report Designer Menus

This section details the Report Designer Design Mode window. The
following picture illustrates the Report Designer Design Mode window:
Title Bar Maximize/Minimize/Close

Window Sizing Buttons
System Menu Box

ET. Reportl - Design Mode
Beport Edit Format Dptions Insert Help - Menu Bar

Menu Bar The menu bar lists the available drop-down menus. The following menus
are available from the Report Designer Design Mode window:

* Report

* Edit

* Format

* Options

* Insert

* Help.

The following paragraphs outline the options available from each menu.

Report From this menu, you can test the report you are working on, save the

report, and exit the Design Mode window. The Report menu has the
following options:

Ell Reportl - Design Mode [_ [O] x|
Edit Format DOptions Insert Help
Run ol
Save Ctrl+5
Save As...
Exit
R R R e e R R R R RN
Menu ltem Action
Run Selecting Run takes you out of design mode and runs

the report you are working on. You will use Run to test
the changes/additions you have made to a report.

Save Selecting Save saves the report on which you have been
working.
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Edit

Menu Item

Save As

Exit

Action

Selecting Save As allows you to save the report on
which you have been working with a new name or with
the current name.

Selecting Exit closes the Report Designer without saving
the changes and additions you have made to the report.
You are prompted to save changes if you made any
modifications to the report.

You will use the Edit menu (shown below) to add information to and
delete information from the report output window, and to create the report
input window and the queries that are used to retrieve data for the output.
The Edit menu has the following options:

Bl Reportl - Design Mode [_[O] x|
Report m Format Options Insert Help

Undo Cut/Delete
Undo Align Controls

Cut
Copy
Paste
Delete

Align Controls

Inputs__.
Dueries. ..

Menu Item

Undo
Cut/Delete

Undo
Align
Controls

Cut

Action

If you accidentally cut or delete an item from the report
that you are designing, you can select Undo Cut/Delete
to place the item back on the report.

If you are not satisfied with the alignment you made, then
you can select Undo Align Controls to place the fields
back to their original position.

Selecting Cut removes the item that you have selected
from the report and places it on the Windows" clipboard.
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Menu ltem

Copy

Paste

Delete

Align

Controls

Inputs

Queries

Action

Selecting Copy copies the item(s) that you have selected
on the report and places it on the Windows clipboard. You
can copy only entire grids and entire charts. It is not
possible to copy only a portion of a grid or chart. If you
would like to rearrange the order of the columns on a grid,
use the Format Grid window.

You can copy from one report to another report. To do so, complete
these steps:

1. Open the report from which you want to copy.
2. Select the items that you want to copy.

3. Select Copy from the Edit menu.

4. Open the report to which you want to copy.

5. Select Paste from the Edit menu.

Selecting Paste places the item(s) currently on the
Windows clipboard to the report that is currently selected
in Design Mode.

Selecting Delete removes the currently selected item(s)
from the report.

Selecting Align Controls aligns multiple fields and aligns
them according to the controls in the Align Controls dialog
box. This option is enabled only when multiple fields are
selected.

Selecting Inputs starts the Select Inputs assistant, which
is where you choose the items that will be included on the
report input window for this report.

For instructions on how to use the Select Inputs assistant,
see Chapter 6, “Edit | Inputs.”

Selecting Queries starts the Create a Query assistant,
which is where you define the SQL queries that will be
used to retrieve the data to be displayed on the report.
For instructions on how to use the Create a Query
assistant, see Chapter 7, “Edit | Queries.”

*Windows is a registered trademark of Microsoft Corp.
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Format From this menu, you can edit the charts, grids, and fields that appear on
the report. The Eormat menu has the following options:

Menu Item

Chart

Eield

Table

Sort by

Text

Reportl - Design Mode
Beport  Edit Options  Insert Help

1 Sorthy..
s Test...

Action

Selecting Chart opens the Chart Format Options window.
The Chart Format Options window gives you access to
the General, Axis, Data, Data Labels, Fonts, Legend,
Series Labels, Title, Type, and 3D Effects tabs for
formatting charts on reports.

For more information on using the Chart Format Options
window, see Chapter 12, “Format | Chart.”

Selecting Eield opens the Field Format Options window.
The Field Format Options window is where you will
choose the formats for fields defined in queries. For more
information on using the Field Format Options window,
see Chapter 14, “Format | Eield.”

Selecting Table opens the Table Format Options window.
The Table Format Options window gives you access to
the General, Data, Fonts, Format, Headers, Sort, and
Summary tabs for formatting tables on reports. For more
information on the Table Format Options window, see
Chapter 13, “Format | Table.”

Selecting Sort by opens the Table Format Options
window with the Sort tab active. The Table Format
Options window gives you access to the General and
Sort by tabs for formatting tables on reports. For more
information on the Table Format Options window, see
Chapter 13, “Format | Table.”

Selecting Text when a text item on the report is selected
opens the Text Format Options window. The Text Format
Options window allows you to change the font display
characteristics for the selected text.

For more information on the Text Format Options window,
see Chapter 15, “Format | Text.”
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thions From this menu, you can define whether a status bar will appear on the
report and set the alignment of text fields to grids. The Options menu
has the following options:

ET Repoit1 - Design Mode !Eln

Menu ltem Action

Status Bar Selecting Status Bar includes a status bar on the bottom
of the report you are designing. Status Bar is selected
when there is a check mark next to the menu item.

Align To Selecting Align To Grid aligns the currently selected

Grid items on the report to the Design Mode grid when they
are moved. The Design Mode grid is the grid that is
shown on the window, behind any charts, grids, or text,
when you are in Design Mode. Align To Grid is selected
when there is a check mark next to the menu item.

Insert From this menu, you can add charts, grids, fields, and text to the report.
The Insert menu has the following options:

Reportl - Design Mode
Beport  Edit Format Options m Help
Chart...
- Field..
] Table...
co1 Test..

Menu Item Action

Chart Selecting Chart opens the Chart Assistant, which is
where you define the contents of a chart (graphical
presentation of the report information).

This menu item is grayed-out if no queries have been
defined. For more information on using the Chart
Assistant, see Chapter 8, “Insert | Chart.”

Field Selecting Field opens the Field Assistant, which is where
you define the contents of a field to be placed on the
report. For more information on using the Field Assistant,
see Chapter 9, “Insert | Eield.”
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Menu Item

Table

Text

Help

Action

Selecting Table opens the Table Assistant, which is
where you define the contents of a table (standard CMS
report presentation format) to be placed on the report.
This menu item is grayed-out if no queries have been
defined. For more information on using the Table
Assistant, see Chapter 10, “Insert | Table.”

Selecting Text opens the Text Assistant, which is where
you can enter plain text that will appear on the report.
For more information on using the Text Assistant, see
Chapter 11, “Insert | Text.”

You can access Supervisor on-line help for the Report Designer from all

of the windows in the Report Designer. There are three ways of
accessing the help:

Pressing the F1 key — displays help specific to the current
window.

Selecting the Help button (if available) — displays help specific to
the current window.

Selecting Help from the menu bar (shown below) — allows you to
choose from the following options:

Reportl - Design Mode
Beport Edit Format Options  [nzert m

Contents
Technical Support

Menu Item Action
Contents Selecting Contents opens the Help Topics:
dialog for Report Designer.
Technical Selecting Technical Support opens a window
Support that provides Technical Support information.

About CentreVu
Supervisor

Selecting About CentreVu Supervisor opens
the Supervisor Help About window, which shows
the software version number.
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Other Attributes In addition to the available menus, the Design Mode window also makes
. use of the following standard Windows conventions:
of the Design J

. * System Menu Box — the system menu box allows you to perform
Mode Window y : Sy _ you fo pel
common windows conventions, such as closing the current window
or application.

* Title Bar — the title bar shows the name of the application.

* Maximize, Minimize, and Close Buttons — these buttons adjust
the size of the window, or close the window.

Online Access to Report Designer provides access to online database item definitions
Database when you are adding database items and calculations to a query. With
o this feature you do not have to refer to hard-copy documentation to learn
Definitions about database items and calculations. To access a database item
definition or calculation, do the following:

Online access to database items and calculations is located in the Query
Assistant: “Add the database items and calculations for the SELECT
portion of the query” window.

Query Aszszistant E n

Add the database items and calculations for the SELECT portion of the query. This query iz based on the following
table(z]: cagent

Query Items:

[EBNTIME

Move Up |
ACD
ACD_RELEASE
ACDBLXOUT CALLS [~] 4|M°“ED°W“
Calculations: Edit |
1 [Constant) ﬂ
a ) Bemave |
acd_percent_time
acd_percent_time_sum
ACW AUX_DUT ADJ =l Add

D ata ltem definition |

Other:

an

<Back | Next: | Done | Cancel | Help

1. Click on the data group item or calculation for which you want a
definition.

2. Select the Data Item definition button located under the Database
Items and Calculations list boxes.
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Steps Required to Create a New Report

The following table lists 10 tasks you need to complete to create a
custom report. If you consistently do all of these tasks for each report you
create, then your reports will run properly and you will be able to create
them efficiently.

Things you should know before creating a new report:

If you are customizing the Historical Call Record Report with
CentreVu Report Designer, the Disposition report field will display
the numerical values for DISPOSITION, and not the state names.
See the CentreVu® CMS R3V8 Database Items and Calculations
document (585-210-939) for more information.

With the addition of the split/skill |_OL1TIME and |_OL2 TIME
database items, row data will be archived for those items if the skill
row spent any time in overload 1 or overload 2. If the row (skill)
spent all of its time in the normal state, and has no other reason to
be archived (that is, no agent staffed time, no calls handled, and so
on), then it will not be archived. When creating a report through
CentreVu Report Designer, data should be summed across intervals
in order to see meaningful data.

Step | Action

1.

Access the Report Designer in Design Mode (Chapter 3)
Access the Report Designer so that you can design the report.

Define the Inputs for the Report Input Window (Chapter 6)
Define inputs for the report input window so that users can run
the report using parameters they choose (that is, what split,
agent, time, date, and so on).

Inputs can also be defined while you are creating a query. To do
so, select the Inputs button on the WHERE clause window.

Define the Queries for the Report (Chapter 7)

Define report type and rows of data from specific CMS
database tables will supply data for the grids and charts on the
report.

Insert Charts, Tables, and Fields on the Report (Chapters 8,
9, and 10)

Define what data from the queries should appear in each chart,
field, or table on the report.
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5. Enter Report Text (Chapter 15) (optional)

Enter text to provide headings for the grids and charts on the
report, and to provide additional information, such as the report
name.

6. Define Fields to Show Run Time/Date and User Inputs
(Chapter 9) (optional)

Define fields on the report to show when the report was run and
what items the report covers (as defined in the report input
window).

7. Edit the Appearance of the Report (Chapter 5)

Edit a report design using the Cut, Copy, and Paste Edit menu
options and standard Windows drag-and-drop conventions.
Editing an existing report design lets you rearrange and delete
sections of the report quickly and easily.

8. Save the Report Design (Chapter 3)
Save the report you have been working on prior to testing the
report.

9. Define a Report's Properties (Chapter 4)

Define the name that you use both to run the report and to
access the report design if you want to change the design.
Define access to determine whether other users can run the
report and copy the report’s design to create their own custom
reports. Define the type as real-time, historical, or integrated.

10. | Test (Run) the Report Design (Chapter 3)

Test your report immediately after designing and saving it.
Testing helps eliminate wasted time in running a report whose
design is incomplete.
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Steps Required to Edit an Existing Report

The following table lists 11 tasks you need to complete to edit an exiting

report in the Report Designer. If you consistently do all of these tasks for
each report you want to edit, then your reports will run properly and you

will be able to create them efficiently. The tasks are as follows:

Step

Action

1.

Copy an Existing Report to the Designer Category
(Chapter 4)

Copy an existing report so that you start the design process
with existing report headings, data fields, queries, charts,
grids, and other report features. When you copy a report to the
Designer category, the original report remains intact and is still
located in the original report category.

You can also run a report and then select Design from the
Report menu. This takes you directly into design mode, and
you will be asked if you want to save the report (with a new
name, in the Designer category) when you exit design mode.

Define a Report’s Properties (Chapter 4)

Define the name that you use both to run the report and to
access the report design if you want to change the design.
Define access to determine whether other users can run the
report and copy the report’s design to create their own custom
reports. Define the type as real-time, historical, or integrated.
When you copy a report to the Designer category using the
Report Manager, the Properties window automatically displays
as part of the copy process.

Access the Report Designer in Design Mode (Chapter 3)
Access the Report Designer so that you can design the report.

Edit the Appearance of the Report (Chapter 5) (optional)
Edit a report design using the Cut, Copy, and Paste Edit
menu options and standard Windows drag-and-drop
conventions. Editing an existing report design lets you
rearrange and delete sections of the report quickly and easily.




Report Designer Basics

Steps Required to Edit an Existing Report

CentreVu Report Designer Version 8 User Guide

4-14

Define Inputs for the Report Input Window (Chapter 6)
(optional)

Define inputs for the report input window so that users can run
the report using parameters they choose (that is, what split,
agent, time, date, and so on). If you copy a report design, the
definition of that report’s input window is copied. You can then
modify the input fields as required.

Inputs can al so be defined while you are creating a query. To do so, select
the I nputs button on the WHERE clause window.

Define the Queries for the Report (Chapter 7) (optional)
Define which rows of data from specific CMS database tables
will supply data for the grids and charts on the report. If you
copy a report design, the definitions of that report’s queries are
copied. You can then modify the queries, as required.

Insert Charts, Tables, and Fields on the Report (Chapters
8, 9, and 10) (optional)

Define what data from the queries should appear in each
chart, field, or table on the report. If you copy a report design,
the definitions of that report’s charts, fields, and tables are
copied. You can then modify the data as required.

Enter Report Text (Chapter 11) (optional)

Enter text to provide headings for the tables and charts on the
report, and to provide additional information, such as the
report name. If you copy a report design the text of that report
is copied. You can then modify the text, as desired.

Define Fields to Show Run Time/Date and User Inputs
(Chapter 9) (optional)

Define fields on the report to show when the report was run
and what items the report covers (as defined in the report input
window). If you copy a report design these fields are copied.
You can modify them as required.

10.

Save the Report Design (Chapter 3)
Save the report you have been working on prior to testing the
report.

11.

Test (Run) the Report Design (Chapter 3)

Test your report immediately after designing and saving it.
Testing helps eliminate wasted time in running a report whose
design is incomplete.
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5 Design Mode Basics

Introduction

This chapter teaches you to how to use the basic Windows' features of the
Report Designer Desigh Mode window, including:

Copying an Item and Pasting the Item Into the Same Report

Copying an Item from One Report and Pasting the Item Into Another
Report

Cutting an Item from the Report

Deleting an Item from the Report

Using Drag-and-Drop to Arrange Items on the Report
Resizing an Item on the Report

Selecting Multiple Items on the Report

Changing the Width of a Column in a Table
Changing Column Headings

Aligning Fields

Scale to Page.

*Windows is a registered trademark of Microsoft Corp.
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Copying an Item and Pasting the Item Into the Same
Report

You can copy an item in one report and paste the copy into the same
report. To do so, complete the following steps:

1. Open the report from which you want to copy.

2. Select the item(s) that you want to copy.

3. Select Copy from the Edit menu, or press CTRL+C.
4. Select Paste from the Edit menu, or press CTRL+V.

The item(s) is placed in the upper left-hand corner of the Design Mode
window.
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Copying an Item from One Report and Pasting the Item
Into Another Report

You can copy items from one report to another report. To do so, complete
the following steps:

1. Open the report from which you want to copy.

2. Select the items that you want to copy.

3. Select Copy from the Edit menu, or press CTRL+C.
4. Open the report to which you want to copy.

5. Select Paste from the Edit menu, or press CTRL+V.

Note that both reports must be open in design mode in order to
copy from one report to another report.

If you want to copy an item from a report that is not a Designer report,
complete the following steps:

1. Run the report.

2. Select Design from the Report menu.

3. Copy the item to the clipboard (using the steps above).
4. Select Run from the Report menu.

As long as you do not make any changes to the report, you will
automatically be returned to the run mode. If you inadvertently make
changes to the report, a message displays that gives you the option to
save the changes. Select No if you do not want to save the changes.
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Cutting an Item from the Report

Selecting Cut removes the currently selected item from the report and
places it on the Windows clipboard.

To cut an item from a report and place the information on the Windows
clipboard, complete these steps:

1. Select the item by placing your mouse cursor on the item and
clicking.

2. Select Cut from the Edit menu, or press CTRL+X.
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Deleting an Item

from the Report

Selecting Delete permanently removes the currently selected item(s)
from the report.

To delete an item from a report, complete the following steps:

1. Select the item by placing your mouse cursor on the item and
clicking.

2. Select Delete from the Edit menu, or press the DELETE key.

The item is removed from the report and is no longer available to be
pasted on the report. If you accidentally delete an item that you would like
to keep on the report, you can select Undo from the Edit menu (if you
haven’'t done anything else). If you do not immediately realize that you
inadvertently deleted an item, you can use the Insert menu to recreate
the item.
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Using Drag-and-Drop to Arrange Items on the Report

You can move one or more items around on a report using the Windows
drag-and-drop method. To do this, complete these steps:

1. Select an item(s) by pointing the mouse cursor at the item and
clicking one time.

You can select additional items by holding down the CTRL key and
clicking the mouse cursor on the items.

You will know when an item is selected because there will be either
a frame around the item or sizing handles will display on the corners
of the item.

2. Hold down the left mouse button.

3. Move the mouse cursor to the position in which you would like the
item to reside.

4. Let go of the mouse button.
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Resizing an Item on the Report

To resize an item on a report, complete the following steps:

1.

o > 0N

Select the item by placing the mouse cursor over the item and
clicking one time.

Place the mouse cursor over one of the sizing handles on the item.
Press the left mouse button.
Drag the mouse cursor until the item is the appropriate size.

Release the mouse button.
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Selecting and Moving Multiple Items on the Report

To select multiple items on a report (for instance, to copy more than one
item at a time), complete the following steps:

1. Select the first item.
2. Hold down the CTRL key.
3. Select the second item. Handles around the items appeatr.
To move the group of items on a report, complete the following steps:
1. Place the cursor within the selected items.

2. Hold down the left mouse button and drag the selected items to the
desired area. There is a visual indication that your selected items
are moving (as a group) with the cursor. As you move the selected
items, an outline of the items appears and then moves with your
cursor.

3. Once at the desired location, release the mouse button. The
selected items appear in the desired location.

Beport Edit Format Options  [nsert Help

............................. | | o
:::::::::::::::::::::::::::::iTimeREDDﬂRUﬂ-m:*lﬁPM 1/14/98 E
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Changing the Width of a Column in a Table
You can quickly and easily change the column widths in your table while
in the design mode. To change a column width, do the following:

1. Place the mouse pointer on the border between the column
heading. The mouse pointer changes to the following shape:

+HH
2. Hold down the left mouse button and drag the column border to the

left or right. The column width automatically decreases or increases
depending on how you moved the column border.
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Changing the Column Headings

You can quickly and easily change the column headings in your table
while in the design mode. To change a column heading, do the following:

1. Click on the heading name you want to change. A dialog box
appears with the current heading highlighted.

Edit Table Header

MHame

Cancel

2. Enter the new name of the heading in the Name text box.
3. Select OK.



Desigh Mode Basics

Aligning Fields

CentreVu Report Designer Version 8 User Guide

5-11

Aligning Fields

The Report Designer Edit menu has two new menu items: Align Controls
and Undo Align Controls.

You can now select multiple fields and align them according to the
controls in the Align Controls dialog box. In addition, you can undo the
alignment if you are not satisfied with the results.The Align Controls
dialog box provides six alignment choices. When you select multiple
fields, an outline around the fields appears. Any alignment choice you
select will align the fields within this outline.
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Scale to Page

When printing a report that is too large to fit on one page, you will be
prompted with a message(s) (the number of messages will depend on
how large your report is) asking if you want Report Designer’s Scale to
Page function to attempt to fit your report onto one page.
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6 Edit | Inputs

Introduction

This chapter teaches you about report input fields and gives you instruction
on how to add, delete, and edit the input fields for a Report Designer report.
The sections in this chapter are as follows:

¢ About Report Input Fields

* Adding Input Fields to the Input Window

* Deleting Input fields from the Input Window
* Editing the Order of Input Fields

* Editing the Appearance of Input Fields

* Setting Up Inputs for a Multi-ACD Report

* Viewing the Input Window.
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About Report Input Fields

To run a report, you first access a Report Input window. The Report Input
window gives you control over what data (which splits/skills, trunks,
dates, intrahour intervals, and so on) are included in the report.

To define report input fields for a designer report, use the Define Input
window. When you or another user runs the report, this input window
appears with the field prompt(s) and the input field(s) you defined.

You define fields for the Report Input window using the steps described in
the following pages.

In the example of an input window that is shown below, the user has
entered a split number of 1, a date of 07/01/96, and intrahour intervals
from 8:00 a.m. to 11:00 a.m.

~ Inputs
Split/Skill: [1 ~]
Date: [07/01/96 =
Times: |8:00 AM-11:00 AM =]
- Destination
@¥ew Report on Screen
" Print Report on: ‘ ddops3 on Yhdruakh/ddops3
[ ok ]| cancet | Hew |
| [Losaocs |

Because the report this input window is associated with is a Historical
Interval report, CMS will retrieve the data for the report from the historical
database tables, which are designated with an “h” (hagent, hsplit, htrunk,
and so on). For more information on how CMS stores and retrieves data,
refer to Chapter 15, “How CMS Stores and Retrieves Data” and the
CentreVu® CMS R3V8 Database Items and Calculations document (585-
210-939).



Edit | Inputs CentreVu Report Designer Version 8 User Guide

Adding Input Fields to the Input Window 6-3

Adding Input Fields to the Input Window

Defining the type of an input field enables CMS to do the following when
a user runs the report:

Check that the user’s entries are valid system values and are values
CMS can use to search the database tables.

Check that the user has permissions to run a report for the entries.

Allow the user to enter names defined in the Dictionary subsystem.

Add only inputs that are used in the report queries. If you add additional
inputs (that are not used in the queries), then irrelevant information that
references those inputs will display on the input window for the report.

To define the input fields for a report, complete the following steps:
1. Select Inputs from the Edit menu.

The Edit Inputs “Select inputs for this report” window displays, as
shown next. If you are editing an existing report, the items that
already appear on the input window for the report are shown in the
Inputs list. If you are creating a new report, the Inputs list is blank.

Select inputs for this report.

Input Types:
ACD -

Add

Agent Group
Agent State Bemove
Aux Reason Code
Call Work Code

D ate

E xtension

Logout Reazon Code bl

Inputs:

Associated AL+

Multi-value

Rl (S plit/Skill [~ Split/Skill: Current ACD| ;

1].4 | Cancel | Help |

2. Inthe Input Types list, highlight the first input you want to require for
the report. See the following table for definitions of the available
Input Types.

3. Select the Add button.

The item displays on the Inputs list.
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4. Repeat Step 2 until you have added all of the inputs required for the
report.

For this type of

input: The user must enter the following information:

ACD An ACD number or name.

Agent An agent name (as defined in the Dictionary) or
agent login ID.

The Agent input field can only be a single-value
input for integrated reports.

Agent group An agent group name (as defined in the
Dictionary).

Use the following query:

ACD=%acd and OLDEST LOGON >0 and
LOGID in (select value from agroups where
acd_no=$acd and item_name = [Agent Group:])

Agent state An agent state name (standard or new name as
defined in the Dictionary). Standard names are
ACD, AUX, ACW, and so on.

Call Work Code A call work code name or number.

Date A date must be entered. Dates can be entered in
region-specific format or as a relative number (for
example, -7 for 7 days ago).

Extension An extension number of one to five digits (as
administered for System 75/Generic 1/Generic 3)
or three to five digits (as administered for System
85/Generic 2).
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For this type of
input:

The user must enter the following information:

Location ID

A location ID can be assigned to either an agent
or to a trunk equipment location. For an agent, the
location ID is actually assigned to the agent’s
terminal, and is associated with the DEFINITY®
port network to which the terminal is assigned.
Agent location IDs are available only for reports
for agents who are currently logged in. Agent
location ID is part of the Agent Site Tracking
feature.

Trunk location IDs are assigned to the trunk
equipment location, and are associated with the
DEFINITY port network location. Trunk equipment
location ID is part of the Multi-Locations feature
on DEFINITY.

Location IDs are between 1 and 44 characters.

Login ID

A login ID of one to nine digits (as administered
for System 75/Generic 1/Generic 3) or four digits
(as administered for System 85/Generic 2).

Number

A number, which may include digits to the right of
the decimal point. This type applies if your
variable field asks for specific values about ACD
performance (for example, number of ACD calls
or percent within service level).

Split/Skill

A split/skill number or name.

String

A character string. Select this type only if one of
the following is true:

1. Your variable field is linked to a custom
database item that you identify in INFORMIX as a
CHAR column.

2. Your variable field is linked to a standard
database item that is a CHAR column, AND you
want to allow the user to do pattern searching
when running the report. See the following section
in this chapter, “Input Fields That Allow Pattern
Matching.”
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For this type of
input:

The user must enter the following information:

Time
(duration)

A number, including decimals, of seconds. This
type applies only if your variable field asks for
specific values regarding ACD performance (for
example, time in AUX work, average speed of
answer, or average talk time).

Time
(pointin time)

A specific time of day in hh:mm format, either as
24-hour time or with AM or PM appended.

Trunk

A trunk name or number.
The Trunk input field can only be a single-value
input for integrated reports.

Trunk group

The number or name of a trunk group.

Trunk state

A trunk state hame (standard name or new name
as defined in the Dictionary subsystem). Standard
names are | DLE, SElI ZED, QUEUED, and so
on.

NOTE: If you use Trunk state as an input in an
integrated report, the input must be used in a
real-time query. It cannot be used in an integrated

query.

VDN

A Vector Directory Number of one to five digits (as
administered for System 75/Generic 1/Generic 3)
or three to five digits (as administered for System
85/Generic 2) or a VDN name.

The VDN input field can only be a single-value
input for integrated reports.

Vector

A vector number or name.
The Vector input field can only be a single-value
input for integrated reports.

*INFORMIX is a registered trademark of Informix Software, Inc.

If you are defining a real-time report, you cannot and do not need to
define an “Update Rate in Seconds” input field because the field is
automatically included in the Report Input window.

If you are defining a historical report, you cannot and do not need to
define a “Report Destination” input field because the field is automatically
included in the Report Input window.
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Input Fields That
Allow Pattern
Matching

If you are defining an integrated report, you cannot and do not need to
define a “Start Time” input field because the field is automatically included
in the Report Input window.

CMS can search for values in certain database items according to wild
card search patterns. As a result, you can create a report that allows
inputs based on character strings, plus either an asterisk (matches on
blank and all characters) or a question mark (matches on any single
character). CMS then includes data for all items that match the character
strings the user entered.

The standard database items that allow this type of searching are as
follows:

* VDN (the value is a VDN number)

* EXTENSION (the value is an extension number)

* LOGID (the value is an agent login ID)

* EQLOC (the value is a 9-digit trunk location number)
* CWOC (the value is a call work code)

* ROW_DATE (the value is a date)

In addition, any custom database items that you define as CHAR
columns in INFORMIX also allow this type of searching.

As an example of matching with an asterisk (*), if an input field were a
String type and were associated with the LOGID database item, the
user could enter 1*, and CMS would include data for all agents with
login IDs that start with 1 (1, 10, 1238, 190, and so on, depending on the
switch's administered login length). As an example of matching with a
question mark (?), if an input field were a St ri ng type and were
associated with the VDN database item, the user could enter 21?0, and
CMS would include data for all VDNs that start with 21, end with 0, and
have any single character appearing between the 21 and the 0 (2100,
2110, 2120, 2130, and so on).

If you select String foran input field, CMS does not check a user's
inputs in that field for appropriate read permissions or valid switch
parameters. If you want CMS to check permissions for a VDN input field,
you must select the VDN field type. If you want CMS to check switch
parameters for a VDN, login ID, extension, or call work code input field,
you must select that field type, not St ri ng. In addition, if you select
String for afield, the user will not be able to enter Dictionary names.
So, again, if you want to let the user enter VDN, login ID, or call work
code names to run a report, you must select that specific field type, not
String.
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Deleting Input Fields from the Input Window

To delete one of the inputs you have added for a report input window,
complete the following steps:

If a field is used in a query, the input cannot be removed until the query is
removed or modified to eliminate the reference to the input.

1. Select Inputs from the Edit menu

2. On the Inputs table, highlight the row of the item you want to delete
by clicking on the left-hand (numbered) column of the row.

3. Select the Remove button.
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Editing the Order of Input Fields

You can change the order in which input fields appear on the report input

window by completing the following steps:

1. Select Inputs from the Edit menu

2. Add the Input Types that will appear on the input window to the

Inputs table.

3. Select the entire row of the input for which you want to change

positions by clicking on the left-hand (numbered) column of the row.

4. Use the Up and Down buttons to move the entire row up or down

one row at a time.

5. Using the Inputs list, you can edit the name of the prompt for each
input field, control whether multiple values are allowed in the input
field, and define the ACD with which the input will be associated.

Select inputs for this report.

Input Types:

ACD

Agent

Agent Group

Agent State

Aux Reason Code
Call Work Code
Date

Extension

Logout Reazon Code

il Add

Bemove

Inputs:

Type

Multi-value | Prompt ‘Associaled AL~

1_|5plit/Skill
Agent

3 |Call Work Code

4 |ACD

1 Split/Skill: Current AC

Aqge ent ACD
» Call Work Codes: Current AC
1 ACD:

|

N

1] 4 | Cancel

Up |

Help |

6. When you are finished editing the order of the input fields, select

OK.
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Editing the Appearance of Input Fields

Using the Inputs list, you can edit the name of the prompt for each input
field, control whether multiple values are allowed in the input field, and
define the ACD with which the input will be associated.

Select inputs for this report.

Input Types:
ACD

Add
Agent Group
Agent State |
Aux Reason Code
Call Work Code
Date
Extension
Logout Reazon Code hl

Bemove

Inputs:

Multi-value Associated AL~

PN (S plit/Skill [~ |
[~ |

Split/Skill:

When you add an item from the Input Types list to the Inputs list, the

columns of the Inputs table are populated with the default values for that
input item. The columns of the Inputs table are as follows:

Column Function
Type The Type column shows the input field name. You can
use the pull-down list to the right of the column to change
the input in a particular row to another type.
Multi-value

Select the Multi-Value check box if you want to allow
users to enter multiple values in the input field.
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Column

Prompt

Associated
ACD

Default
Value

Function

The prompt column shows the text that will display on the
report input window for this input field. You can edit the
text for the prompt by selecting the cell in the table and
then typing the text that you want to display. If you want
to delete the existing prompt text, use the backspace key
to erase the letters.

You can enter a hame with up to 30 characters long,
including blank spaces.

The prompt name should describe the information (what
split/skill, what date, what time, and so on) a user must
enter in the field when ordering the report. For example, if
you want the user to enter a date, “Date” would be an
appropriate prompt. However, if the user can enter more
than one date in the field, “Dates” would be more
appropriate.

The Associated ACD column lets you use the Current
ACD or assign a specific ACD to be used for this input.
The default for this column is Current ACD. If you want to
allow the user to pick a specific ACD for the input field,
use the pull-down list to the right of the column to select
ACD. If the Associated ACD column is blank, the input
cannot be associated with a specific ACD.

Select Current ACD if either of the following conditions is
true:

* You have only one ACD

* You always want the report to show data for the
user's current ACD.

Select ACD if the people who will be running the report
have read permissions for more than one ACD. Allowing
the user to select the ACD for the input is most useful
when you are creating a multi-ACD report.

You can define a default value for most input fields. To do
this, select the browse button to the right of the column.
The available values for this type of input are displayed.
Highlight one and select OK.

If you select a default value, the user can change the
value on the input window.
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Setting Up Inputs for a Multi-ACD Report

Two types of multi-ACD reports are available:

* Multi-ACD reports that show data for multiple splits/skills on multiple
ACDs, and

* Multi-ACD reports that show data for multiple VDNs on multiple
ACDs.

If you are creating a multi-ACD report, you need to make sure that you
set up the inputs as detailed below so that the query for the report will
work properly.

The following instructions use the split/skill multi-ACD report inputs as the
example. To create the inputs for a VDN multi-ACD report, use these
same instructions, but use the VDN input instead of the Split/Skill input.

The following instructions show you how to create the inputs for a multi-
ACD report that allows inputs for up to four ACDs:

1. Select Inputs from the Edit menu.

2. Select ACD from the Input Types box.

3. Select the Add button.

4. Repeat Steps 2 and 3 three times.
The Inputs table will look like this:

Select inputs for this report.

Input Types:

Add

Agent Group

Agent State Remove
Aux Reason Code

Call Work Code

Date

Extension

Logout Reazon Code

Inputs:

Associated AL+

Type ‘ Multi-value

Prompt
[ w |
1 |ACD | = ACD:
2 |ACD - = ACD(2):
5 Jac I T
4 |ACD A _ ACD(4): -
| ;IJ
oK | Cancel | Help |

5. Select Split/Skill on the Input Types box.
6. Select the Add button.
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7. Repeat Steps 5 and 6 three times.
The Inputs table will look like this:

Select inputs for this report.

Input Types:
Logout Reazon Code - Add
Maonth —
HRemove
Time [duration]
Time [point in time] —
Trunk
Trunk Group hl
Inputs:
Type Multi-value ‘ FPrompt Associated AL~
[ w |
5 | Split/Skill L | = Split/Skill: Current ACDY
& |Spht/Skill I 1 Spht/Skill[2): Current ACD
7 | 5plit/Skill e 1 Split/Skill(3): Current ACD_J
8 | 5plit/Skill A _l Split/Skill(4): Current ACD)
| ;IJ

0K | Cancel | Help |

8. For the Split/Skill(2) prompt (line 6 of the Inputs table), use the
Associated ACD drop-down list to select ACD(2) as the associated
ACD.

9. For the Split/Skill(3) prompt (line 7 of the Inputs table), use the
Associated ACD drop-down list to select ACD(3) as the associated
ACD.

10. For the Split/Skill(4) prompt (line 8 of the Inputs table), use the
Associated ACD drop-down list to select ACD(4) as the associated
ACD.
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The Inputs table looks like this:

Select inputs for thizs report.

Input Types:

Logout Reazon Code & Add
Month =

Humber

Split/Skill Remove |
String

Time [duration]
Time [point in time] —

Trunk
Trunk Group hal
Inputs:
Type Multi-value ‘ Prompt Associated AL~
[ w |
5 | Split/Skill I I Split/Skill: ACD:
6 | Split/Skill L™ | I Split/Skill(2): ACD(2):
7 | Split/Skill |~ | J Split/Skill(3): ACD[3): ,_I Down I
8 | Spht/Skill hd _ Spht/Skill(4): [ACD[4]): -
| ;IJ

oK | Cancel | Help |

11. Select OK to save the inputs for this multi-ACD report.
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Viewing the Input Window

You can view what the input window will look like at any point during the
process of designing the report by selecting Run from the Report menu.

To return to the design mode from the report input menu, select the
Cancel button.
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7/ Edit | Queries

Introduction

A report consists of fields, charts, and grids which display data that is
retrieved from the Call Management System (CMS) database tables. The
definition of what data is retrieved for a specific report is done using queries.
This chapter teaches you to create queries for reports using the Query
Assistant, which is accessed by selecting Query from the Edit menu. The
sections of this chapter are:

* Defining Queries for a Report

* Creating a Real-Time or Historical Query

* Creating an Integrated Query

* Editing an Existing Real-Time or Historical Query
* Editing an Existing Integrated Query

* Copying a Query

* Deleting a Query.
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Defining Queries for a Report

To complete the definition of a report’s grids, charts, or fields, you must
define the queries that select the rows of the appropriate tables in the
CMS database.

Queries are values for either database items or calculations. In most
cases, the queries specify the input variables rather than specific values
as criteria for retrieving information from the database. The input
variables allow CMS to use the values entered in the Report Input
window as the query criteria for the report.

If you change the prompt in the Edit Inputs window, it is automatically
updated in the query.

Queries tell CentreVu® CMS two things:
* Where to get the data, and
* How to use the data.

CentreVu CMS selects values from a table with both row and column
identifiers. CentreVu CMS identifies rows of data according to the user’s
inputs and the row search conditions you define. CentreVu CMS
identifies columns according to the data expression you define here.

For more information about SQL queries and the CMS Database Tables,
refer to Chapter 18, “SQL Queries and CMS Database Tables Basics”
and the CentreVu® CMS R3V8 Database Items and Calculations
document (585-210-939).
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Creating a Real-Time or Historical Query

To create a new query to be used in a Designer Report, complete the
following steps from the Report Designer Design Mode window:

1. Select Query from the Edit menu.

The Query Select “Select an existing query or add a hew one”
window appears as shown below:

Query Select B

Select an existing query or add a new one.

Queries:

Edit

Copy

il

Delete

Close | Help

2. Select the New button.

The Query Assistant “Select a database and one or more tables for
the query” window in appears as shown below:

Query Assistant B

5Select a database and one or more tables for the query.

r Database
* Real-Time " Historical " Integrated
Table Period Table Hame
Previous paéenl
Call Work Code Current CCWC
Call Work Code Previous pCcwe
SplitsSkill Current csplit
SplitsSkill Previous peplit
Trunk Current ctrunk
Trunk Previous phrunk .
Trunk Group Curmrent ctkgrp
Trunk Group Previous ptkgrp
MDM Current cvdn LI

<Back I Mext> I Done Cancel Help |
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3. Depending on the type of report you are creating, select the
Database radio button next to Real-Time or Historical.

The tables that are available for the type of database (Real-Time,
Historical, or Integrated) selected display.

For instructions on creating an integrated query, see the “Creating
an Integrated Query” section in this chapter.

4. In the Table list, highlight the name(s) of the table(s) which includes
the database items that you want to include in the query. For Real-
Time reports, you can select only one table name. For Historical
reports, you can select up to three table names.

Note that the calculations that are associated with the database
items in the table(s) you choose will also be available for you to use
in your query.

For information on the database items and calculations available in
each table, see the CentreVu® CMS R3V8 Database Items and
Calculations document (585-210-939).

5. Select the Next button.

The Query Assistant “Add the database items and calculations for
the SELECT portion of the query” window displays, as shown below.
On this window, you will add and remove database items and
calculations that will be included in the query.

Query Assistant n E

Add the databage items and caloulations for the SELECT portion of the query. This query 1z bazed on the following
table[z): cagent

Guery ltems:

AAH
ABNTIME

Mavee: Lp |
ACD
ACD_RELEASE Maova D |
ACDA=OUTCALLS LI e
Calculations: Edit |
1 [Constart] il
a Remove |

acd_percent_time

acd_percent_time_sum
ACwW_ALK_DUT_AD = fd

Doata [tem definition |

ther:

- ]I=@

<Back | Hewt: | Dione Cancel Help
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6.

In either the Database [tems or Calculations box, highlight the first
database item or calculation that you will reference in the query. To
see a definition of the database item or calculation, click on the
database item or calculation and then select the Data Item definition
button.

In the Other box, you can type the names of Database Items or
Calculations, strings, or constants that you want to use in the query.
For instance, if you know that you would like the report to include
information that subtracts the quantity of one database item from the
quantity of another database item (for instance, ACDCALLS -
ACDAUXOUTCALLS), then you could type a “-” in the Other box
and add it to the list of Query Items. When you create the WHERE
clause for the query, you can specify a calculation of ACDCALLS -
ACDAUXOUTCALLS for the report.

Constants that have been defined in the Dictionary are listed in the
Calculations box in addition to the calculations.

Select the Add button, or double click on the item. You can view any
database item or calculation by selecting the database item or
calculation and then selecting the Data Item Definition button

The item is listed in the Query Items box.

Repeat Steps 6 and 7 until all of the database items and calculations
that you believe will be referenced in the query are listed in the
Query Items box.

You can remove an item from the Query Items box by highlighting
the item and selecting the Remove button.

You can rearrange the order of the items in the Query Items box
using the Move Up and Move Down buttons.

You can edit an item in the Query Items box by highlighting the item
and selecting the Edit button. When you select the Edit button, the
following window appears as shown below:

Select Edit

labncalls

oK I Cancel | Help |

An example of how you might want to edit an item would be to
create a custom calculation in the edit box. For instance, you may
add “callsoffered -" to the abncalls item shown above, so that the
item would then read “callsoffered - abncalls” and that is the
calculation that would be available for you to use in the query.
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9. Select the Next button.

The Query Assistant “Choose functions for the SELECT items”
window appears as shown below:

Query Assistant B

Choose functions for the SELECT items.

: Function:
abntime

acd

acd_release
acdauxoutcalls
acdcalls
acd_percent_time

<Back I Next> I Done | Cancel | Help |

If you are creating a query that uses Integrated Data, the steps differ
from this point on. See the “Creating an Integrated Query” section
for the correct steps.

You will use this window to assign aggregate (AVG, MAX, MIN, and
SUM) functions to the Query Items. A function is a prefix that is
attached to a database item, a calculation, parts of a calculation, or
a calculation name. CMS will display only one value on the report if
an aggregate function (SUM, AVG, MIN, or MAX) is assigned to a
database item or calculation.

10. Highlight the first query item to which you want to assign an
aggregate function.

11. Highlight the Function that you would like to assign to the item.
The available functions are:

* MAX — The MAX aggregate function retrieves the highest
value for a calculation or database item over the time frame of
the report. For example, if the Intrahour Split table contained
data as shown in the following figure and you assigned the
MAX function to the ACDCALLS database item, then ran the
report for Split 1 for all intervals on 07/02/93, CMS would find
all of the rows that are shown in bold. However, CMS would
display only the value 418 (shown in the box), which is the
maximum number of ACD calls in any single interval on
07/02/93. Likewise, if you assigned the MAX function to the
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ACDTIME and ACDCALLS database items and then defined a
where clause of ACDTIME/ACDCALLS for a report field, CMS
would display the value 101.53 (which is the highest average
talk time in any single interval on 07/02/93).

DATE SPLIT ABANDONS ABNTI VE
l STARTTI VE l ACDCALLS l ACDTI VE

. 070193 : 1000 :

2
© 070193 : 1000 : 3 142 10 9786 203
1 070193 : 1100 : 1 480 39 33389 789
© 070193 : 1100 @ 2 491 22 26789 549
© 070193 : 1100 : 3 297 15 12530 402
1 070293 : 0800 : 1 399 3 37651 1452
: 070293 : 0800 @ 2 299 20 29602 7616
1 070293 : 0800 : 3 138 13 11523 2569
© 070293 : 0900 : 1 : 400 46 36178 :1745
© 070293 : 0900 : 2 : 300 33 24303 @ 1109
© 070293 : 0900 : 3 : 225 12! 15628 : 367
© 070293 : 1000 : 1 394 40 40002 1322
© 070293 : 1000 : 2 323 34 29881 1188
: 070293 : 1000 @ 3 0 14 12115 704
070293 1100 @ 1 41 34819 1256
© 070293 : 1100 @ 2 30 21173 980
© 070293 : 1100 @ 3 100 18 10281 589
© 070393 : 0800 : 1 417 34 37856 1340
. 070393 : 0800 @ 2 247 24 .26308 1299

MIN — The MIN aggregate function retrieves the lowest value
for a calculation or database item over the time frame of the
report. For example, using the previous example, if you
assigned the MIN function to the ACDCALLS database item
(instead of the MAX function) and then ran the report for Split
1 for all intervals on 07/02/93, CMS would display only the
value 394 which is the smallest number of ACD calls in any
single interval on 07/02/93.

SUM — The SUM aggregate function retrieves the sum of all
values for a calculation or database item over the time frame of
the report. For example, if the Intrahour Split table contained
data as shown in above and you assign the SUM function to
the ACDCALLS database item, then ran the report for Split 1
and all intervals on 07/02/93, CMS would add all of the values
for the ACDCALLS column on that date to display the value
1611.

AVG — The AVG aggregate function retrieves the average of
all values found over the time frame of the report. Using the
sample table in above, if you assigned the AVG function to the
ACDCALLS database item, and then ran the report for Split 1
for all intervals on 07/02/95, the value 402.75, which is the
average of 399, 400, 394, and 418, would be displayed on the
report.

12. Repeat Steps 10 and 11 until you have assigned Functions to the
appropriate Query ltems.
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13.
14.

15.
16.
17.

18.

19.

If you are creating a Real-Time query, you must assign Functions
to all of the query items, or to none of the query items. Therefore, if
any one of the query items does not have an applicable aggregate
function, you cannot assign an aggregate function to any of the
guery items.

Select the Next button.

If you did not select more than one Historical database table for your
guery, skip to Step 19.

If you selected the Historical Database for your query and are using
more than one table in the query, the “Specify all field joins for the
tables” window appears as shown below:

Query Assistant B

Specify all field joins for the tables.

1 hagent 2 dowc 3 agex Join Criteria

abncalls - acd acd hagent. abncall: = dewe. acd
abntime | |acdealls extype dcwe.acd = agex_acd

acd —1 |acdtime logid

acd_release acwtime row_date

acdauxoutc: cwe row_time

acdcalls incomplete eplit

acdtime row_date threshold

acwincalls time

acwintime Bemave |
acwoutadjce
acwoutcalls
acwoutoffca
acwoutofftim
acwouttime ~

<Back | Mext> | Done | Cancel | Help |

This window allows you to require that items between two or three
tables be equal in order to be used in the report. For instance, you
might want to select the “acd” item from each agent and make a join
clause to ensure that the report is for the same ACD information
across the tables.

Highlight an item in one of the table lists.

Highlight an item in one or both of the remaining table lists.
Select the Join button.

The join clause is shown in the Join Criteria box.

Repeat Steps 15 through 17 until all of the necessary join clauses
are listed.

The Query Assistant “Enter the SQL WHERE criteria” window
displays, as shown below.
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Query Assistant [ x|
Enter the SAL WHERE criteria. ‘
abncalls, abntime, acd, acd release, acdauxoutcalls, acdcalls, -
SELECT acd_percent_time FROM pagent _I
Operandl Operator Operand2
_ [acdcalld AND |
abntime acdauxoutcalls -
acd OR |
acd_release acdtime —
acdauxoutcalls acwincalls
acdcalle - acwintime ;I
WHERE ACD = $acd :I Hew Input |
Test |
<Back I Mext> I Done | Cancel | Help |

If you are creating a Historical query, a Unique check box displays
next to the SELECT box. Select this check box to make this query
unique in the current report. What this means is that, if the query
returns multiple rows of the same data, then only one row of the data
will display on the report.

This window is where you will define the SQL “where” clauses that
will be used to retrieve data for the report. The SQL where clause
tells the CMS to retrieve the data defined in the SELECT box that
matches the criteria defined in the WHERE box. The SELECT box
specifies which columns of data to consider in the database table(s).
The WHERE box species which rows of data to consider in the
database table(s).

For more information on SQL where clauses, see Chapter 18, “SQL
Query and CMS Database Tables Basics” in this document.

This window includes the following elements:

ltem Purpose

SELECT Shows the Query Items that were defined on the

box previous windows, including the database items and
calculations and any associated functions assigned to
the items, and the database table from which the
database items and calculations are to be retrieved.
The information displayed in the SELECT box cannot be
edited.



Edit | Queries

Creating a Real-Time or Historical Query

CentreVu Report Designer Version 8 User Guide

7-10

Item

Operandl
box

Operator
box

Operand2
box

WHERE
box

AND
button

OR button

New Input

Test
button

Purpose

Lists the database items and calculations that can be
used in the WHERE clause.

Lists the standard mathematical operations that can be
used in the WHERE clause.

Lists the database items, calculations, and inputs that
can be used in the WHERE clause and as inputs for the
input window.

Shows the current WHERE clause.

Places an AND before the currently selected Operandl,
Operator, and Operand2.

Places an OR before the currently selected Operand1,
Operator, and Operand2.

Takes you to the Edit Inputs window, where you can add
new input fields for the Report Input window. Any new
inputs you add will appear in the Operand2 box.

Allows you to test the query for basic SQL syntax errors.

The ACD operand is automatically added to the beginning of each
WHERE clause.

20. In the Operandl box, highlight the first database item or calculation
which you want considered in the WHERE clause.

21. In the Qperator box, highlight the appropriate operation.

22. In the Operand2 box, highlight the second item (input, database
item, calculation, or item defined in the Other box on the “Add the
database items and calculations for the SELECT portion of the
query” window) which you want considered in the WHERE clause.

For example, if you wanted the report to select the data from the
table when the number of ACDCALLS is greater than the number of
ACWINCALLS, then you would select acdcalls in the Operandl
box, the > sign in the Operator box, and ACWINCALLS in the
Operand?2 box.

23. Select the AND or the OR button, as appropriate.

If you place “and” between clauses, then both of the clauses must
be true in order for CMS to retrieve the SELECT data from the table.
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24,

25.

26.
27.

If you place “or” between clauses, then either of the clauses can be
true in order for CMS to retrieve the SELECT data from the table.

Repeat Steps 20 through 23 until you have completed the query.

You can add your own text in the WHERE clause (such as
parenthesis and numbers) by placing your cursor where you would
like the text to appear and then typing in the text.

If you are creating a report that will display data for multiple
splits/skills or VDNs on multiple ACDs, you can type MULTI_ACD in
the where clause, instead of entering each individual OR statement.
This will only work if you have correctly set up the inputs for the
multi-ACD report. See Chapter 6, “Edit | Inputs,” for information on
setting up the inputs for a multi-ACD report.

Select the Test button.

CMS checks the syntax of the query and returns a message with
any errors.

For information on the most common query errors, see Chapter 16,
“Error Messages,” in this document.

Note that some errors are not detected until you run the report.
Correct any of the errors detected in the Test.

Select the Next button.

The Query Assistant “Enter a name for this query” window appears:

Query Assistant [ x|

Enter a name for this query.

Mame: Queryl

Existing Queries: [agent_query
split_query

<Back | Next> | Done I Cancel | Help |

28. In the Name text box, type the name that you would like to assign to

the query you created.

29. Select the Done button.
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Creating an Integrated Query

To create a new query to be used in a Designer Report, complete the
following steps from the Report Designer Design Mode window:
1. Select Query from the Edit menu.
The Query Select window appears:

Query Select m

Select an existing query or add a new one.

Rueries:

Edit

Copy

il

Delete

Close | Help

2. Select the New button.

The Query Assistant “Select a database and one or more tables for
the query” window in appears:

Query Assistant B

Select a databaze and one or more tables for the query.

r Database

" Real-Time ¢~ Historical

Table Period Table Hame

lhgent Integrated D ata iagent
Call Work Code Integrated D ata icwe
SplitsSkill Integrated D ata isplit
Trunk Integrated D ata itrunk
Trunk Group Integrated D ata itkgrp
VDM Integrated D ata ivdn
Wector Integrated D ata ivector

<Back | MNext> | Done | Cancel I Help

3. Select the Database radio button next to Integrated.

The tables that are available for integrated reports display.
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4. In the Table list, highlight the name of the table which includes the
database items or calculations that you want to include in the query.

For integrated reports, you can select one table per query.

For information on the database items and calculations available in
each table, see the CentreVu® CMS R3V8 Database Items and
Calculations document (585-210-939).

5. Select the Next button.

The Query Assistant “Add the database items and calculations for
the SELECT portion of the query” window displays, as shown below.
On this window, you will add and remove database items and
calculations that will be included in the query.

Query Assistant B

Add the database items and calculations for the SELECT portion of the query. Thiz query is based
on the following table(z]): izplit

Database |tems: Query ltems:

acdcalls4 - acd -
acdcalls5 1 Move Up acdcalls
acdcallsb acdcalls1
acdcalls7 Move DD\'ml acdcalls2
acdcallsB acdcalls3
acdcalls9 hd Edit | acdcalls4

Calculations: — acdcalls5
A "y R acdcallsb

Remove |
abandon_calls_30 acgca::s;
fabandon_calls _sum add | Podeaika
abandon_time_sum — acccars
- acdcalls10

acd_percent_time
acw_avg time - abandon_callz_sum -

Other:

-

[~
<Back I Next> I Done | Cancel | Help |

6. In either the Database ltems or Calculations box, highlight the first
database item or calculation that you will reference in the query.

7. Select the Add button.
The item is listed in the Query Items box.

8. Repeat Steps 6 and 7 until all of the database items and calculations
that you believe will be referenced in the query are listed in the
Query Items box.
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9. Select the Next button.

The Query Assistant “Enter the start time for this integrated query”
window appears:

Query Assistant B

Enter the start time for this integrated query.

& Input Start Time

" Select Start Time Now

[EooaM H

Done | Cancel | Help |

<Back

10. Select the Input Start Time or Select Start Time Now radio button.

If you select the Select Start Time Now radio button, you need to
define the time that the integrated data will always begin
accumulating for this report.

If you select the Input Start Time, a “Start Time” field will be added to
the report input window and users can individually define the time
that data will begin accumulating for the report.
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11. Select the Next button.

The Query Assistant “Select the input used to indicate the xxx for
this query” window appears:

Query Assistant [ x|

Select the input used to indicate the split for this query.

Inputs:

New Input |

<Back Done | Cancel | Help |

On this window, you can choose the input item that will be used for
the query.

12. Highlight the input(s) you would like to use as criteria for the query.
You can create a new input by selecting the New Input button,
which takes you to the Edit Inputs assistant.

Only the inputs that apply to the table you selected for this query will
appear.

13. Select the Next button.
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The Query Assistant “Enter a name for this query” window appears:

Query Azsistant B

Enter a name for this query.

Hame: Query

Existing Queries: [agent_query
=plit_query

<Back | MHext> | Done I Cancel | Help |

14. In the Name text box, type the name that you would like to assign to
the query you created.

15. Select the Done button.
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Editing an Existing Real-Time or Historical Query

To edit an existing real-time or historical query used in a Designer Report,
complete the following steps from the Report Designer Design Mode
window:

1. Select Query from the Edit menu.

The Query Select window appears:

Query Select m

Select an existing query or add a new one.

Bueries:

Edit

Copy

dd

Delete

Close | Help

2. Inthe Queries box, highlight the name of the query you would like to
edit.

3. Select the Edit button.

The Query Assistant “Add the database items and calculations for
the SELECT portion of the query” window appears. The Database
Items and Calculations that are already included in the query are
listed in the Query Items list.
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Query Assistant

Add the database items and calculations for the SELECT portion of the query. This query iz based
on the following table[s): cagent

Database ltems:

AL Move Up

acd
acd _release Move Down
acdauzoutcalls

acdcalls h

- Edit
Lalculations:

a B ~ Hemove
acd_percent_time

acd_percent_time_sum

acw_avg_lime

acw_avg_time_sum

aux_work_time_2 hat
Other:

Bl £

Selact | Where | Save |

Query ltems:

LOGID
EXTENSION
IAWORKMODE
DIRECTION
IAGTIME
WORKSKILL
TOPSKILL
MOYEPEMDING
LOGONSTART

Cancel |

4. If you would like to add database items or calculations to the Query
Items list, highlight the item in the Database ltems or Calculations

box and then select the Add button.

If you would like to remove a database item or calculation from the
Query Items list, highlight the item in the list and then select the

Remove button.

If you would like to edit a database item or calculation on the Query

Items list, highlight the item in the list and then select the Edit

button. The following window appears:

Select Edit

labncalls

[1].4 Cancel

An example of how you might want to edit an item would be to

create a custom calculation in the edit box. For instance, you may
add “callsoffered -" to the abncalls item shown above, so that the

item would then read “callsoffered - abncalls” and that is the
calculation that would be available for you to use in the query.

5. Repeat Step 4 until all of the database items and calculations that
you believe will be referenced in the query are listed in the Query

Items box.

6. Select the Where button.
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The Query Assistant “Enter the SQL WHERE criteria” window
appears, as shown below:

Query Assistant [ x|
Enter the SAL WHERE criteria.
LOGID, EXTENSION, AWORKMODE, DIRECTION, AGTIME, :I
WORKSKILL, TOPSKILL, MOYEPENDING, LOGONSTART FROM
cagent LI
Operandl Operator Operand2
abnealls o B = | AND |
abntime <=
[Agent:]
acd <> -
acd_release = :I 4|
acdauxoutcalls > abncalls
acdcalls x| = ~ | |abntime _I
ACD=%$acd and LOGID = [Agent:] _I MNew Input |
Test |
-
Where | Save | Cancel | Help |

This window is where you will define the SQL “where” clauses that
will be used to retrieve data for the report. The SQL where clause
tells the CMS to retrieve the data defined in the SELECT box that
matches the criteria defined in the WHERE box.

For more information on SQL where clauses, see Chapter 18, “SQL
Query and CMS Database Tables Basics” in this document.

This window includes the following elements:

Item

SELECT
box

Operandl

box

Operator
box

Operand2

box

WHERE
box

Purpose

Shows the Query Items that were defined on the previous
windows, including the database items and calculations
and any associated functions assigned to the items, and
the database table from which the database items and
calculations are to be retrieved.

Lists the database items and calculations that can be
used in the WHERE clause.

Lists the standard mathematical operations that can be
used in the WHERE clause.

Lists the database items and calculations that can be
used in the WHERE clause.

Shows the current WHERE clause.
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Iltem Purpose
AND Places an AND before the currently selected Operandl,
button Operator, and Operand?2.

OR button Places an OR before the currently selected Operandl,

Operator, and Operand?2.

New Input Takes you to the Edit Inputs window, where you can add

new input fields for the Report Input window.

Test Allows you to test the query for basic SQL syntax errors.
button

7.

10.

11.

12.

13.
14.
15.

In the Operandl box, highlight the first database item or calculation
which you want considered in the WHERE clause.

In the Operator box, highlight the appropriate operation.

In the Operand2 box, highlight the second database item or
calculation which you want considered in the WHERE clause.

For example, if you wanted the report to select the data from the
table when the number of ACDCALLS is greater than the number of
ACWINCALLS, then you would select acdcalls in the Operandl box,
the > sign in the Operator box, and ACWINCALLS in the Operand2
box.

Select the AND or the OR button, as appropriate.

If you place “and” between clauses, then both of the clauses must
be true in order for CMS to retrieve the SELECT data from the table.

If you place “or” between clauses, then either of the clauses can be
true in order for CMS to retrieve the SELECT data from the table.

Repeat Steps 7 through 10 until you have completed the query.

You can add your own text in the WHERE clause (such as
parenthesis and numbers) by placing your cursor where you would
like the text to appear and then typing in the text.

Select the Test button.

CMS checks the syntax of the query and returns a message with
any errors.

Correct any of the errors detected in the Test.
Select the Save button.

The changes to the query are saved and the Query Select window
displays.
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Editing an Existing Integrated Query

To edit an existing integrated query used in a Designer Report, complete
the following steps from the Report Designer Design Mode window:

1. Select Query from the Edit menu.

The Query Select window appears:

Query Select B

Select an existing query or add a new one.

Queries:

: curr_data

sklev_data

sum_data

Copy

Delete

Uil

Close | Help

2. In the Queries box, highlight the name of the integrated query you
would like to edit.

3. Select the Edit button.

The Query Assistant “Add the database items and calculations for
the SELECT portion of the query” window appears. On this window,
you will add and remove database items and calculations that will be
included in the query.
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Query Azzistant n n

Add the databaze items and calculations for the SELECT partion of the query. This queny iz based on the fallowing
table(s): iagent

Eueny ltems:

ACDCALLS
Move Up Da,_ACDCALLS
TI_STAFFTIME
I AUSTIME

T| &4aILTIME

I_AUXINTIME
I_AOUTTIME

Maove Down

LCalculations: Edit

a

acd_percent_time
acd_percent_time_sum
ACw_AL_OUT_ADJ

IE [

Remove

ACW AL OUT CALLS | Add
Data ltem definition |
Other:
I ]
=]

<Back I Mests I Done | Cancel | Help |

4. In either the Database |tems or Calculations box, highlight the first
database item or calculation that you will reference in the query.

5. Select the Add button or double click on the item.
The item is listed in the Query Iltems box.

6. Repeat Steps 4 and 5 until all of the database items and calculations
that you believe will be referenced in the query are listed in the
Query Items box.

7. Select the Next button.
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The Query Assistant “Enter the start time for this integrated query”
window appears:

Query Agsgistant m

Enter the start time for this integrated query.

& Input Start Time

) Select Start Time Now

EooAM H

Save | Cancel | Help |

8. Select the Input Start Time or Select Start Time Now radio button.

If you select the Select Start Time Now radio button, you need to
define the time that the integrated data will always begin
accumulating for this report.

If you select the Input Start Time, a “Start Time” field will be added
to the report input window and users can individually define the time
that data will begin accumulating for the report.

9. Select the Next button.
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The Query Assistant “Select the input used to indicate the xxx for
this query” window appears:

Query Assistant B

Select the input used to indicate the single agent or Split/5kill for this query.

Inputs:

Hew Input |

On this window, you can choose the input item that will be used for
the query.

10. Highlight the input(s) you would like to use as criteria for the query.
You can create a new input by selecting the New Input button,
which takes you to the Edit Inputs assistant.

Only the inputs that apply to the table you selected for this query will
appeatr.

11. Select the Save button.
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Copying a Query
To copy an existing query, complete the following steps from the Report
Designer Design Mode:

1. Select Query from the Edit menu.

The Query Select window appears:

Query Select n

Select an existing query or add a new one.

Queries:

agent_query

Copy |

D elete

Cloze | Help |

2. Inthe Queries box, highlight the name of the query you would like to
copy.
3. Select the Copy button.

The Copy Query window appears:

Copy split_query

=
-]

Existing Queries:

split_query
agent_query

114 I Cancel | Help |

4. In the To text box, type the name you would like to assign to the
copied query.
5. Select the OK button.

The query is copied to the new name and the Query Select window
appears, including the new query in the Queries list.
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Deleting a Query

To delete an existing query, complete the following steps from the Report
Designer Design Mode:

If you delete a query that is used in the report, the report will not run.
1. Select Query from the Edit menu.

The Query Select window appears:

Query Select n

Select an existing query or add a new one.

Queries:

agent_query

Copy |

D elete

Cloze | Help |

2. Inthe Queries box, highlight the name of the query you would like to
delete.

3. Select the Delete button.
A message confirming the delete displays.

4. Select OK to delete the query.
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8 Insert | Chart

Introduction

Once you have defined queries (see Chapter 7, “Edit | Queries” ) to be used
for a report, you can use those queries to add a chart to your report using the
Chart Assistant, which is accessed by selecting Chart from the Insert menu.

This chapter includes the following sections:
* Inserting a chart on the report

* Using the Chart Assistant “Select the query and data items you wish to
plot on the chart” window (Steps 2 through 4)
* Using the Chart Assistant “Specify a chart type” window (Steps 5
through 9)
* Using the Chart Assistant “Make category and series selections”
window (Steps 10 - 15).
There are two things to keep in mind when inserting charts onto the report:

* When you insert a chart on a report, the chart is shown with sample data
to help you visualize how the chart will appear when you run the report.

* Each item is initially inserted in the upper left hand corner of the report.
You will need to drag-and-drop the chart to the location where you
would like it to display on the report.

If you would like to edit a chart, select the chart and then choose Chart from
the Format menu.
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Inserting a Chart on a Report

If the report includes both a chart and a grid, you need to place the chart
above the grid on the report. The reason for this is that, if the grid spans
multiple pages when printed and the chart is below the grid on the report,
then the grid will print on top of the chart.

Do not position any fields or text on top of the chart because the chart will
display on top of the field or text and the field or text will not be visible.

To insert a chart in your report, complete the following steps:
1. Select Chart from the Insert menu.

The first window of the Chart Assistant displays:

Chart Agsistant B

Select the query and data items you wizh to plot on the chart.

Queries: Data on Chart:
|asa_query -] heplit. STARTTIME
Available Data: Add > | heplit. SPLIT

hsplit. SPLIT
hsplit. STARTTIME Add All >> |
HRemove |
Remove All |

Move Up |

hsplit AVG_ANSWER_SP

hsplit AYG_ANSWER_SPEE|

2. From the Queries drop-down list, select the query from which you
want to take data for the chart. Note that any queries that have been
created, but still include errors are grayed-out.

The Available Data box is populated with the data that was
previously defined for the query.

3. Use the Add, Add All, Remove, and Remove All buttons to add
and remove items from the Available Data box to the Data on
Chart box.

Use the Move Up and Move Down buttons to arrange the items in
the order in which you would like them displayed on the chart.

Iltems that are added to the Data on Chart box will be shown in the
chart you are creating.

The maximum number of columns that can be included on a chart is
16.
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If you are creating a chart that will use categories and series as
controls on the axis, you need to verify that the first item listed on the
Data on Chart box is the item that you want to use as the series for
the chart.

. Select the Next button.

The “Specify a chart type” window of the Chart Assistant appeatrs:

Chart Assistant [ x|
Specify a chart type.
®20 O30 10 1.0
Chart Types:
05 0.5 Login I
State
rea M Cirection
Step I
Horizontal Bar 0.0 [ R R R 0.0 i Time
Pie P I S R Spltiskil
el e8| e
=] =] T [=2]
£ 2 I 2
® @ ®m o,
(=] |5 B (]
[ Stacked
% Axis
i [ Rolling [0 B
[ Gradient On it
<Back Done | Cancel | Help |

Any of the options you select in the following steps can be changed
at any time after you insert the chart on the report by selecting the
Format | Chart menu item.

. Select the 2D radio button if you would like the chart to display in

two dimensional format.

Select the 3D radio button if you would like the chart to display in
three dimensional format.

. Select which type of chart you would like to display from the Chart

Types box. If you are not sure what each type of chart will look like,
you can highlight the type and an example of the chart displays on
the right-hand side of the window.

. Select the Stacked, % Axis, and Gradient check boxes, as

appropriate. Note that you must select Stacked if you want to select
% AXis.

Stacked - Causes the data for all series to be stacked rather than
shown separately. This check box is disabled for pie charts.
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% AXis - Causes the value axis (y-axis) to be displayed as
percentages rather than as actual data values. This can be
combined with the stacked check box to produce a percentage
stacked chart.

Gradient - Allows you to specify whether the backdrop of the chart
is a solid color or whether it is displayed as a gradient, a smooth
transition from one color to another. The gradient transition can be
one of the following: Horizontal, Vertical, Rectangle, or Oval. The
guality of the gradient effect will vary depending on the video card
installed in the PC, or the capabilities of the printer for printed
reports.

. Select the Rolling check box if you want the real-time chart report to

scroll through the refreshes as they occur. If you select the Rolling
check box, you need to define the Number of Data Points
(refreshes) that will be included on the chart.

. Select the Next button.

The “Make category and series selections” window appears:

Chart Agsistant B

Make category and series selections.

~Cat

gory

Axwailable D ata:

hsplit STARTTIME

hsplit. AVG_ANSWER_SPEE|

B
"] Show Yalue as Name 070 A1 1030 A0 )

Format: 1:00 PM j

[V Dne data value per row

<Back I MNext: I Done | Cancel | Help |

This window is where you define how the data will be displayed on
the axis of the chart

There are three columns used to define the category and series for
the chart. The information gathered by each column is as follows:

* Column 1 — Category (can be “none”)
* Column 2 — Series (usually Split)

* Column 3 — Data.
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In the following example, the Category (Column 1) is the Time that
was selected on the input window, the Series are the Splits that
were selected on the input window, and the Data is the data that was
retrieved from the CentreVu® Call Management System (CMS)
database for those splits/skills on the specified date for the specified
time period.

7 ¢ Split/Skill ASA Interval [_ O] =]
Beport Edit Format Tools Options Help
Date: 11/24/96

10:00 AM

A

10:30 AM 1 Series
Category > r<@{—— (Column 2)
(Column 1) ] L E
11:00 AM
o 5 0 5 2 25 a0
Average Speed‘ Answer - Seconds
Double Click To Fun Format Chart | att_8200_maplewood
Data
(Column 3)
10. In the Category Available Data box, select the database item that

11.

12.

you would like to use as the category for the chart. The Category is
usually “none” for real-time charts, or a time database item for
historical charts. As you select from the list of available items, the
currently selected item moves to the top of the Available Data list
and the example on the right side of the window reflects what the
chart might look like with that item selected as the chart Category.

Select the Show Value as Name check box if you would like to
show the selected category as a Dictionary name. Note that this
check box is only available when the selected category is an item
that can be defined in the Dictionary.

Select the Format in which the category will display. Use the drop-
down list to select for the applicable formats for the selected
category. If you would like to view all of the available formats for all
types of data, select the Show All Formats check box.
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13. Select the One Data Value per Row check box to show one line of

data when multiple rows of data are retrieved in the query. When
One Data Value per Row is selected, the first item listed in the
Category Available Items box is the item that is used for the chart
category.

The previous example showed a report with One Data Value per
Row selected. Below is an example of the same report, using the
same Category item (STARTTIME), without One Data Value per
Row selected.

T i Split/Skill ASA Interval [_ (O] x|
Report Edit Format Tools Options Help
Date: 1124/96

10:00 AM

10:00 AM

10:00 AM H |
— |

10:30 AM

10:30 AM #

10:30 AM

11:00 AM

iy o I |

11:00 AM
11:00 AM u‘ ‘
0 5 10 15 20 25 30

Average Speed of Answer - Seconds

Average Speed of Answer - Seconds

| Double Click. To Run Format Chart | att_8200_maplewood |

In the first example, you can see that the report shows one “row” of
data for the interval beginning at 10:00 AM, one “row” of data that
includes information for each split/skill for the interval beginning at
10:30 AM, and one “row” of data for the interval beginning at 11:00
AM. In the second example, There is a “row” of data shown for each
split/skill for each interval.

14. Select the Done button.
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9 Insert | Field

Introduction

The time or date when a report is run is not stored in any database table. The
Call Management System (CMS), if requested, displays information from the
start time specified by the user (for integrated and historical data). Similarly,
CMS knows what the currently selected ACD is when you run a report and
can display the current ACD name or number on the report.

The Field Assistant (accessed by selecting Field from the Insert menu)
allows you to insert fields in a Designer Report to display the report’s run-
time, run-date, current ACD, data, and/or any of the fields that were required
in the report input window.

See the following sections for instructions on adding any of the available
types of fields to the report.

* Using the Field Assistant “Select a field type” window
* Inserting an ACD field on the report

* Inserting a Data Item field on the report, including Using the Field
Assistant “Select a query and associated data item for this field” window

* Inserting an Input Value field on the report, including using the Field
Assistant “Select an input for your field” window.

* Inserting a Start Time field on the report
* Inserting a Time Report Run field on the report.

Each item is initially inserted in the upper left hand corner of the report. You
will need to drag-and-drop the field to the location where you would like it to
display on the report.

If you would like to edit a field, select the field and then choose Field from the
Format menu.
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Using the Field Assistant “Select a field type” Window

To use this window, complete the following steps:
1. Select Field from the Insert menu.

The Field Assistant “Select a field type” window appears:

Field Assistant B

Select a field type.

Types:

Input Yalue

Report Data Start Time
Time Report Run

<Back I Mext> I Done | Cancel | Help |

2. Select an item from the Types list. Note that the Report Data Start
Time type is available only with an Integrated Report.

3. If you highlighted ACD Name, Report Data Start Time, or Time
Report Run, skip to Step 4.

If you highlighted Data Item, then select the Next button. Go to the
Field Assistant “Select a query and associated data item for this
field” window, which appears when you select Data Item from the
Types list.

If you highlighted Input Value, then select the Next button. Go to
the Field Assistant “Select an input for your field” window, which
appears when you select a Input Value from the Types list.

4, Select the Done button.

The field is inserted in the upper left-hand corner of the report.
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Inserting an ACD Name Field on the Report

Do not position the field on top of any grids or charts because the
grid/chart will display on top of the field and the field will not be visible.

To insert the name of the ACD for which the report was run, complete the
following steps:

1. Select Field from the Insert menu.
The Field Assistant wizard opens.

2. Highlight ACD Name in the Types box.

3. Select the Done button.

The ACD name field is placed in the upper left-hand corner of the
report.

4. Click on the item and drag-and-drop it to the location at which you
would like it displayed in the report.
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Inserting Data Item Fields on the Report

Do not position the field on top of any grids or charts because the
grid/chart will display on top of the field and the field will not be visible.

Before you can insert a data item on a report, the data item must be used
in a query that is associated with this report

To insert data item fields on the report, complete the following steps:
1. Select Field from the Insert menu.
The Field Assistant wizard opens.
2. Highlight Data Items in the Types box.
3. Select the Next button.

The “Select a query and associated data item for this field” window

appears.

Select a query and associated data item for this field.

Available D ata:

cagent. LOGID
cagent AWORKMODE
cagent. DIRECTION
Queryl cagent AGTIME
split_query cagent. WORKSKILL
<Back I Mext> I Done | Cancel | Help |

4. Highlight the name of the query from which you would like to select
the data item.

The available data items for the selected query display in the
Available Data box.

5. Highlight the data item that you want to display on the report.
6. Select the Done button.

The Data Item field is placed in the upper left-hand corner of the
report.

7. Click on the item and drag-and-drop it to the location at which you
would like it displayed in the report.
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Inserting Input Value Fields on the Report

Do not position the field on top of any grids or charts because the
grid/chart will display on top of the field and the field will not be visible.

To insert input value fields on the report, complete the following steps:
1. Select Field from the Insert menu.
The Field Assistant wizard opens.
2. Highlight Input Value in the Types box.
3. Select the Next button.

The “Select an input for your field” window appears.

Field Assistant B

Select an input for your field.

New [nput |

Split/Skill:

<Back I Mext> I Done | Cancel | Help |

4. Highlight the name of the input that you would like to show on the
report, or create a new input by selecting the New [nput button. The
Edit Inputs wizard opens. For information on creating inputs for a
report, see Chapter 6, “Edit | Inputs,” in this document.

5. Select the Done button.

The Input Value field is placed in the upper left-hand corner of the
report.

6. Click on the item and drag-and-drop it to the location where you
would like it displayed in the report.
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Inserting Report Data Start Time Field on the Report

Do not position the field on top of any grids or charts because the
grid/chart will display on top of the field and the field will not be visible.

This type of field applies only to integrated reports.

To insert the initial start time (the time at which data began accumulating)
for an integrated report, complete the following steps:

1. Select Field from the Insert menu.

The Field Assistant wizard opens.
2. Highlight Report Data Start Time in the Types box.
3. Select the Done button.

The Report Data Start Time field is placed in the upper left-hand
corner of the report.

4. Click on the item and drag-and-drop it to the location where you
would like it displayed in the report.
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Inserting Time Report Run Field on the Report

Do not position the field on top of any grids or charts because the
grid/chart will display on top of the field and the field will not be visible.

To insert on the report the time at which the report was run, complete the
following steps:

1. Select Field from the Insert menu.

The Field Assistant wizard opens.
2. Highlight Time Report Run in the Types box.
3. Select the Done button.

The Time Report Run field is placed in the upper left-hand corner of
the report.

4. Click on the item and drag-and-drop it to the location where you
would like it displayed in the report.
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10 Insert | Table

Introduction

Once you have defined queries (see Chapter 7, “Edit | Queries” ) to be used
for a report, you can use those queries to add a table to the report using the
Table Assistant, which is accessed by selecting Table from the Insert menu.

This chapter teaches you to use the Insert | Table menu option. The
sections of the chapter are as follows:

* Inserting a table on the report

* Using the Table Assistant “Select a query and associated database
items for the table” window (Steps 2 through 4)

* Using the Table Assistant “Select a table layout” window (Steps 5
through 9)

* Using the Table Assistant “Select an existing query for the Summary line
on your table, or create a new one” window (Steps 10 through 11).

Each item is initially inserted in the upper left hand corner of the report. You
will need to drag-and-drop the table to the location where you would like it to
display on the report.

If you would like to edit a table, select the table and then choose Table from
the Format menu.
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Inserting a Table on the Report

If the report includes both a chart and a table, you need to place the chart
above the table on the report. The reason for this is, if the table spans
multiple pages when printed and the chart is below the table on the
report, then the table will print on top of the chart.

Do not position text and fields on top of the table because the table will
display on top of the text/field and the text/field will not be visible.

To insert a table on a report, complete these steps:
1. Select Table from the Insert menu.

The “Select a query and associated database items for the table”
window of the Table Assistant appears:

Table Assistant [ 7] x|

Select a query and associated database items for the table.

Luernies: [ata on Table:

Cuemyd LI add > |
Available Data:
AYGIBBMCALLS) Addall>> |
AYGIAENTIME]
AYGACD) FRemave |
Remaove Al |
Mave Up |

Maove Diown |

<Back I Mest: I LDone | Cancel | Help |

2. From the Queries drop-down list, select the query from which you
want to take data for the table. Note that any queries that have been
created, but still include errors are greyed-out.

The Available Data box is populated with the data that was
previously defined for the query.

3. Use the Add, Add All, Remove, and Remove All buttons to add
and remove items from the Available Data box to the Data on Table
box.

Use the Move Up and Move Down buttons to place the data items
shown in the Data on Table box in the order in which you want them
to appear on the table.

Items that are added to the Data on Table box will be shown in the
table you are creating.



Insert | Table

CentreVu Report Designer Version 8 User Guide

Inserting a Table on the Report 10-3
4. Select the Next button.
The “Select a table layout” window appears.
Table Azsistant [ 7] x|
Select a table layout.
r~ Orientation
Header 1 | Header 2 | Header 3 |
% Harizantal data I data data
. data data data
© Yertical data data data
- data data data
- Summary Line data data data
data data data
& Nong data data data
0 Top data data data
data data data
© Bottom data data data
data data data
r Olption:
V¥ Headers On
[T Grid Lines On
<Back I Mexk: I Done Cancel Help
=> NOTE:

Any of the options you select in Steps 5 through 10 can be changed
after you have inserted the table on the report by selecting the
Format |Table menu item.

. Define the Orientation of the table by selecting either the

Horizontal or the Vertical radio button.

. Add a Summary line to the table by selecting the Top radio button

to place the Totals line at the top of the table (as standard CMS
reports do) or the Bottom radio button to place the Totals line at the
bottom of the table. Select the Nong radio button if you do not want
to include a Totals line on this table.

. Select the Headers On check box if you would like to include

column headers on the table.

. Select the Grid Lines On check box if you would like the table to

include lines between the columns and rows.

. If you elected to include no Summary line on the table, select the

Done button. The Table Assistant closes and the table is placed on
the report template.

If you elected to include a Summary line on the table, select the
Next button.
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The “Select an existing query for the Summary line on your table, or
create a new one” window appears.

Table Assistant [ 7] x|

Select an existing query for the Summary line on wour table, or create a new one.

) Build a Mew Quer 0 Select an Existing Quemn

Marme Hueriex:

ISummar_l,l Quenyl

Item | Header | Summary L~
SUM[ABNCALLS) [Aban Calls SUM[ABNCALLS]
-
<Back I Mewk: I Lone | Cancel | Help |

10. If you would like to create a new query for the summary line on this
table, complete the following steps:

a. Select the Build a New Query radio button.
b. Type a name for the summary query in the Name field.

c. Edit the table to include the database items and summary
information that you feel is appropriate for this summary query.

d. Select the Done button.

If you would like to use an existing query for the summary line on
this table, complete the following steps:

a. Select the Select an Existing Query radio button.

The “Select an Existing query for the Summary line on your
table, or create a new one” window for the existing query
selection appears.
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Table Azsistant [ 7] x|

Select an existing query far the Summary line on yaur table, or create a new one.

€ Build a New Quem

Hueries:

| =]

<Back I Mexk: I Done | Cancel | Help |

b. Select the name of one of the existing queries from the drop-
down Queries list.

11. Select the Done button.
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11 Insert | Text

Introduction

The Report Designer allows you to include text strings (with no associated
data) on your report. You will use the Text option from the Insert menu to
add items such as the report name to your designer reports.

This chapter teaches you how to use the Insert | Text menu option.

Each item is initially inserted in the upper left hand corner of the report. You
will need to drag-and-drop the text to the location where you would like it to
display on the report.

If you would like to edit text, select the text and then choose Text from the
Format menu.
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Inserting Text on the Report

Do not position the text on top of any tables or charts because the
table/chart will display on top of the text and the text will not be visible.

To insert a text string on a report, complete these steps:
1. Select Text from the Insert menu.

The Text Assistant appears:

Text contents
Text font
{ Arial Font |

0K I Cancel | Apply | Help |

2. Type the text that you want to appear on the report in the Text
contents field.

3. If you want to select a specific font for the text, select the Font
button.

If you want to leave the font set to the default, go to Step 6.

The Font selector window, which is a standard Windows window,
displays.

4. Select the Font, Style, Point size, Effects, and Script that will
apply to the text string you are creating.

5. Select the OK button.
The Font selector window closes.

6. On the Text Assistant window, select the OK button to insert the text
string and close the window, or select the Apply button to apply the
changes you have made and keep the window open.

The text is inserted, by default, in the upper lefthand corner of the
Design Mode window. You can use the cut, copy, or drag-and-drop
method, as outlined in Chapter 4, to move the text to the appropriate
location on the report.

*Windows is a registered trademark of Microsoft Corp.
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12 Format | Chart

Introduction

The Report Designer allows you to format report charts after they have been
inserted on the report. You will use the Chart option from the Format menu
to edit charts on your designer reports.

This chapter teaches you to use the Format | Chart menu option. The
sections of this chapter are as follows:

Formatting a Chart in a Report

General Tab

Axis Tab

Data Tab

Data Labels Tab
Fonts Tab

Series Labels Tab
Legend Tab

Title Tab

Type Tab

3D Effects Tab.
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Formatting a Chart in a Report

The changes you make to a report’s format affect only your view of the
report. The changes do not affect how other CMS users see the report
unless you are in Design Mode.

Selecting Chart from the Format menu opens the Chart Format Options
window. The Chart Format Options window gives you access to the
General, Axis, Data, Data Labels, Fonts, Series Labels, Legend, Title,
Type, and 3D Effects tabs for formatting charts on reports.

Charts provide a graphical representation of data. Values or data points
are displayed in formats such as bars, lines, filled areas, and pie charts.
These data points are grouped into series that are identified with unique
colors. In many chart types, one data point from each series is grouped
together by category across an axis. A chart can also have a title and a
legend. Categories are plotted along the x-axis, values are plotted along
the y-axis. A two-dimensional chart shows series next to each other,
while a three-dimensional chart plots series along the z-axis.

Agent Status for SplivSkil < Title

Serfes Labels

FAYEN D [ et ) al RIMG OTHER fL egend

If the report you are designing includes a chart, you can format how the
chart is displayed and what is displayed on the chart. The formatting is
done in the Chart Format Options window, which is accessed by doing
the following:

* Double-clicking on a chart in the report,
* Selecting Chart from the Eormat menu, or
* Selecting Format Chart from the right mouse button pop-up menu.

The following sections describe each of the tabs.
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General Tab
The General tab allows you to specify several general options that apply
to the chart.
[ T Title T  Legend | Datalabels | 3D Effects
Bz T Data T Fants T Series Labels
~Backg d Color - Oplions
* Report Background ¥ Grid Lines On
) Solid [¥ Chart Border On
 Gradient: [T Legend Border On
r Real-Time
[T Bolling Chart
Mumber of Data Points: m:
114 I Cancel | Apply | Help
General Tab The following chart parameters can be changed:
Opti ons * Background Color — You can specify whether the backdrop of the

chart is a solid color or whether it is displayed as a gradient, a
smooth transition from one color to another. The gradient transition
can be one of the following: Horizontal, Vertical, Rectangle, or
Oval. The quality of the gradient effect will vary depending on the
video card installed in the PC, or the capabilities of the printer for
printed reports.

Options — Select the check boxes, as appropriate, to include or
omit grid lines, chart borders, and legend borders on the report.

Real-Time — If the chart is part of a real-time report and is a rolling
chart, you can specify the number of data points to be displayed in
the chart. Permitted values are 2 through 100, with 10 being the
default. A rolling chart is a line chart that is initially displayed with no
data points. For each refresh of the report, a data point is added. As
data points are added, the chart “rolls” from left to right. When
enough refreshes have occurred that the chart is displaying the
number of specified data points, at the next refresh, the oldest data
point is dropped from the display and the newest data point is
displayed.
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Usi ng the To use the General tab, complete the following steps:
General Tab 1. Inthe Background Color box, select the Report Background, Solid,

or Gradient radio button.

* Ifyou select Report Background, the background of the report
will default to the color you set on the Options Report Colors
tab which is accessed from the Controller Tools menu.

* If you select Solid, you can set the color of the report
background by clicking on the square next to the Background
Color option.

* If you select Gradient, the report background will combine the
two colors you select in the squares to the right of the Gradient
Colors option.

You can select the type of gradient that will be used from the
drop-down list below the Gradient option. The available types
are Horizontal, Vertical, Rectangle, and Oval.

2. In the Options box, select the check boxes, as appropriate.

* Select Grid Lines On to include the lines between rows and
columns on any grid that appears on the chart.

* Select Chart Border On to include a border around the chart.

* Select Legend Border On to include a border around the chart
legend.

3. If the report you are designing is a real-time report, or if this is a real-
time component of an integrated report, you can elect to make the
chart a rolling chart. To do this, select the Rolling Chart check box
and then define the Number of Data Points that you would like
displayed on the chart. Permitted values for the number of data
points are 2 through 100.

4. Select the Apply button to make the changes and to keep the Chart
Format Options window open.

Select the OK button to make the changes and to close the Chart Format
Options window.
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Axis Tab

The Axis tab allows you to specify the title that will display on each axis of
the chart report.

Chart Format O ptlions [ x|
f Type T Title T Legend T Data Labels T 3D Effects
General I Axis T Data T Forts T Series Labelz
~Axis Display Title:

Average Speed of Answer - Seconds
Average Speed of Answer - Seconds
ayfont=Arial

r Category

I Show Value as Name

¥ One data value per row

oK I Cancel | Apply Help

AXis Tab OptiO Ns The following chart parameters can be changed:

* Axis Display — makes each of the axes visible or invisible. The
choices are X Axis, Y Axis, 2nd Y Axis, and Z AXis.

The 2nd Y Axis is available only for bar charts. Selecting this check
box will display the y-axis information on the right-hand side of the
bar chart (in contrast to the standard y-axis display on the left-hand
side of the chart).

The Z Axis is available only for 3D bar charts. Selecting this check
box will make the chart display with a z-axis, making it appear 3-
dimensional.

* Category — select the category (database item) that will be used as
the x-axis on the chart. You can use the drop-down menu to select
any of the database items you included in the query for this chart.

— Category for X-Axis: (same as the Available Items box in the
Insert Query Chart Assistant), select the database item that you
would like to use as the category for the chart. The Category is
usually “none” for real-time charts, or a time database item for
historical charts.

— Show Value as Name: shows the selected category as a
Dictionary name.
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— Format: use the drop-down list to select the applicable formats
for the selected category. If you would like to view all of the
available formats for all types of data, select the Show All
Formats check box.

There are three columns used to define the category and series for
the chart. The information gathered by each column is as follows:

* Column 1 — Category (can be “none”)
* Column 2 — Series (usually Split)
* Column 3 — Data.

In the following example, the Category (Column 1) is the Time that
was selected on the input window, the Series are the Splits that
were selected on the input window, and the Data is the data that was
retrieved from the CentreVu® CMS database for those splits/skills
on the specified date for the specified time period. Also, the “Show
Value as Name” field was not checked.

[ § Split/Skill AGA Interval [_ O] =]
Beport Edit Format Tools DOptions Help
Date: 11/24/96

10:00 AM

10:30 &M 1 Series

Category - 74— (Column 2)

(Column 1) [ E

11:00 AM

1} ] 10 15 20 25 30
Average Speed‘ Answer - Seconds

Double Click. To Run Format Chait | att_8200_maplewood

Data
(Column 3)

One data value per row — shows one line of data when multiple
rows of data are retrieved in the query. When One Data Value per
Row is selected, the first item listed in the Category for X-Axis drop-
down list is the item that is used for the chart category.
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Using the Axis

Tab

The previous example showed a report with One Data Value per
Row selected. Following is an example of the same report, using the
same Category item (STARTTIME), without One Data Value per
Row selected.

T i Split/Skill ASA Interval [_ (O] x|
Report Edit Format Tools Options Help
Date: 1124/96

10:00 AM

10:00 AM

10:00 AM

10:30 AM

10:30 AM

10:30 AM

11:00 AM | y
|

-~

11:00 AM 3
v00am (| |
: f 1 f f 1
L] 5 10 15 20 25 30
Average Speed of Answer - Seconds

Average Speed of Answer - Seconds

| Double Click To Run Farmat Chart | att_8200_maplewoad |

In the first example, you can see that the report shows one “row” of
data for the interval beginning at 10:00 AM, one “row” of data that
includes information for each split/skill for the interval beginning at
10:30 AM, and one “row” of data for the interval beginning at 11:00
AM. In the second example, there is a “row” of data shown for each
split/skill for each interval.

To use the Axis tab, complete the following steps:

1. Depending on the type of chart (bar, line, area, step, clustered bar,

horizontal bar, or pie, as selected on the Type tab) you are
formatting, select the appropriate Axis check box.

. Type the Title you would like assigned to the axis in the appropriate

text box.

. Inthe Category for X-Axis box (same as the Available Items box in

the Insert Query Chart Assistant), select the database item that you
would like to use as the category for the chart. The Category is
usually “none” for real-time charts, or a time database item for
historical charts.
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. Select the Show Value as Name check box if you would like to

show the selected category as a Dictionary name. Note that this
check box is available only when the selected category is an item
that can be defined in the Dictionary.

. Select the Format in which the category will display. Use the drop-

down list to select for the applicable formats for the selected
category. If you would like to view all of the available formats for all
types of data, select the Show All Formats check box.

. Select the One Data Value per Row check box to show one line of

data when multiple rows of data are retrieved in the query. When
One Data Value per Row is selected, the first item listed in the
Category for X-Axis drop-down list is the item that is used for the
chart category.

. Select the Apply button to make the changes and to keep the Chart

Format Options window open.

Select the OK button to make the changes and to close the Chart Format
Options window.
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Data Tab

The Data tab lets you add and remove data items to be used in the chart.

The available data items are the data items that are specified in the query

that this chart uses.

f Type T Title T Legend T Data Labels T
General T Az Data Fonts T Sefier Labelz
Data from query: curr_data
Awailable Data: Data on Chart:
TI_AVAILTIME / G0
DA_ACDCALLS (I_ACDTIME + |_DA_ACDT,
TI_STAFFTIME Add (I_ACWTIME + I DA ACW
TI_AUXTIME T1 ALEXTIME 7 B0 f
TI_AVAILTIME / 60 I_RINGTIME / 60
(I _ACDTIME +|_DA_ACDT Hemove | TI_OTHERTIME / 60
[I_ACWTIME + 1_DA_ACW) ACDCALLS
TI_AUXTIME / 60 u
I_RINGTIME / 60 ;I
TI_OTHERTIME / 60 Down |
OK I Cancel Apply Help
Data Tab The following chart parameters can be changed:
Op’[i ons * Available Data — Lists all of the data items that are available,

Using the Data

Tab

based on the query that is being used, for the chart or table.

Data on Chart — Displays the data items that are currently used in
the chart.

To use the Data tab window, complete these steps:

1.

To add data items to the chart, select an item from the Available
Data list and click the Add button.

. To remove data items from the chart, select an item from the Data
on Chart list and click the Delete button.
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3. To rearrange the order in which items appear on the chart, select an
item on the Data on Chart list and use the Up and Down buttons to
move the item to the appropriate place on the list.

4. Select the Apply button to make the changes and to keep the Chart
Format Options window open.

Select the OK button to make the changes and to close the Chart Format
Options window.
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Data Labels Tab

The Data Labels tab allows you to define where the labels of each data
point on the chart will appear and to define how the labels will be

displayed.
Chart Format Dptions B
r General T Axis T Data T Fonts T Series Labels

Tupe 1 Title | Leserd | DataLabels

r Location ——————————————— r Show Label Text
i MNone o
®Above Point Yalue
" Below Point C Eer_cenl
> Center = Series Name
C Base " Category Hame
O Inzide
) Dutside
i Left
£ Right

1] 4 I Cancel Apply Help

Data Labels Tab The following parameters can be specified:
Options * None — No labels displayed.

* Above Point — The label is displayed above the data point. This
location is valid only for bar, line, area, and step charts.

* Below Point — The label is displayed below the data point. This
location is valid only for bar, line, area, and step charts.

* Center — The label is displayed centered on the data point. This
location is valid only for bar, line, area, and step charts.

* Base — The label is displayed along the category axis, directly
beneath the data point. This location is valid only for bar, line, area,
and step charts.

* Inside — The label is displayed inside a pie slice. This location is
valid only for pie charts.

* Outside — The label is displayed outside a pie slice. This location is
valid only for pie charts.

* Left — The label is displayed to the left of the related data point.
* Right — The label is displayed to the right of the related data point.
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Using the Data
Labels Tab

If data point labels are displayed, you can specify that they include one of

the following:
* Value — The value of the data point appears in the label.

* Percent — The value of the data point appears in the label as a
percentage.

* Series Name — The series name is used to label the data point.

* Category Name — The category name is used to label the data
point.

The position of data point labels can affect the readability of the chart.
The label text may overlap in some situations, making it difficult or
impossible to read the labels.

To use the Data Labels tab, complete the following steps:

1. Inthe Location box, select the radio button next to the option
(None, Above Point, Below Point, Center, Base, Inside, Outside,

Left, Right) that corresponds with the location where you would like

the data point labels to display on the chart.

2. In the Show Label Text box, select the radio button next to the
option (Value, Percent, Series Name, Category Name) that

corresponds with how you would like the data point labels to display

on the chart.

3. Select the Apply button to make the changes and to keep the Chart

Format Options window open.

Select the OK button to make the changes and to close the Chart Format

Options window.
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Fonts Tab

The Chart Format Options Fonts tab allows you to edit the fonts of the
title, data point labels, legend, axes and series labels on the chart report.

f Type T Title T Legend T Data Labels T

General T Az T Data T Fonts l Series Labelz
r Fonts

Title Aurial Choose font... |
Data Point Labels Arial Choosze font._. |
Legend Aurial Choose font... |
Axiz Titles Arial Choose font._. |
Axis Labels Arial Choosze font._. |
Series Labels Aurial Choose font... |

OK I Cancel | Apply | Help |

Fonts Tab * Fonts — Lists all of the available report items for which you can edit

: the fonts.
Options
* Choose Font — takes you to the Font selector window, where you

can edit the font size and style for each type of text.

Using the Fonts To change the fonts, complete the following steps:

Tab 1. Select the Choose font button next to the report item for which you
would like to change the font.

2. The Font window, which is a standard Windows" window, displays.

3. Select the Font, Font style, Size, Effects, Color, and Script which
you want assigned to the selected text.

*Windows is a registered trademark of Microsoft Corp.
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4. Select the OK button.
5. The Chart Format Options window displays.

6. Select the Apply button to make the changes and to keep the Chart
Format Options window open.

Select the OK button to make the changes and to close the Chart Format
Options window.
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Legend Tab

Legend Tab
Options

The Legend tab allows you to control the location of the chart legend.

|/ General T Ais T Data T Fonts T Series Labels
Type T Title T Legend T Data Labels T

~ Location

" Top Left  Top " Top Right
O Left ) Right
" Bottom Left ) Bottom " Bottom Right

114 I Cancel Apply Help

The available options on the Legend tab are as follows:

Visible check box — allows you to display or not to display the
report legends.

Location of legend — if you elect to have report legends visible, you
can select where the legend displays. The available options are Top

left, Top (center), Top right, Left, Right, Bottom left, Bottom (center),
and Bottom right.

Since legends take up space, the drawn chart will be smaller if you have
selected Visible. To increase the size of the chart, do not select the
Visible option or maximize the report window.
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Usi ng the To use the Legend tab, complete the following steps:
Leg end Tab 1. Select the Visible check box to make the legend of the chart appear

on the report.

2. Select the Location (Top Left, Top, Top Right, Left, Right, Bottom
Left, Bottom, or Bottom Right) where you would like the legend to
appear on the chart.

3. Select the Apply button to make the changes and to keep the Chart
Format Options window open.

Select the OK button to make the changes and to close the Chart Format
Options window.
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Series Labels Tab

The Chart Format Options Series Labels tab is where you can edit the
labels (headings) that are assigned to each data item that is used in a

chart.
f Type T Title T Legend T Data Labels T 3D Effects
General T Az T Data T Fonts Senes Labels
Labels :
Data ltem | Label »
ceplit. SPLIT
AVAILABLE 20
OMACD 30
INACW 40
INALEX 50
AGIMRING 80
OTHER 220
114 I Cancel Apply Help
Series Labels Labels table — Shows the labels that are currently used in the chart. To
. edit the text, place the cursor in the Label column and type the
Tab Option ' P

appropriate information.

Using the Series To use the Series Labels tab, complete the following steps:

Labels Tab 1. Place the cursor in the table cell that contains the label (heading)
you would like to modify.

2. Type the new name or edit the existing name.

3. Select the Apply button to make the changes and to keep the Chart
Format Options window open.

Select the OK button to make the changes and to close the Chart Format
Options window.
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Title Tab
The Title tab allows you to control the location of the chart title.
r General T _ Aﬁi:s T Data T Fonts T Series Labels

Tupe Title: Legend T Data Labels

r Location
[+ Vizible Title: |Agent Time Spent
> Top Left * Top " Top Right
0 Left > Bight
" Bottom Left " Bottom " Bottom Right

1] 4 I Cancel Apply Help

Title Tab Options The available options on the Title tab are as follows:

Visible check box — allows you to display or not to display the
report titles.

Location of title — if you elect to have report titles visible, you can
select where the titles display. The available options are Top left, Top
(center), Top right, Left, Right, Bottom left, Bottom (center), and
Bottom right.

Since the title takes up space, the drawn chart will be smaller if you have
selected Visible. To increase the size of the chart, do not select the
Visible option or maximize the report window.

Usi ng the Title To use the Title tab, complete the following steps:
Tab 1. Selectthe Visible check box to make the title of the chart appear on
the report.

2. In the Title text box, edit the content of the chart title.
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3. Select the Location (Top Left, Top, Top Right, Left, Right, Bottom
Left, Bottom, or Bottom Right) where you would like the title to
appear on the chart.

4. Select the Apply button to make the changes and to keep the Chart
Format Options window open.

Select the OK button to make the changes and to close the Chart Format
Options window.
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Type Tab
The Type tab lets you change the chart type.
F al T Az T Data T Fonts T Series Labels
1 Title |  Leserd | Datalabels | 3D Effects
- Chart
2D * 3D
LChart Type:
Bar
Line
Area
Step
Clustered Bar
Horizontal B ar
] Stacked % Axis
114 I Cancel Apply Help
Type Tab The available options on the Type tab are as follows:
Options * 2D and 3D — Changes the chart between 2-dimensional and 3-

dimensional views. 2D charts update faster than 3D charts, so if the
drawing speed seems too slow, you may want to display charts as

2D.

Chart Type — Specifies how the data is presented. You choose a

chart type from the list. The types of charts available vary slightly

depending on whether a 2D or 3D chart has been selected. All

possible chart types are listed here:

— Bar Chart (2D and 3D)

Line Chart (2D and 3D)
Area Chart (2D and 3D)
Step Chart (2D and 3D)
Horizontal Bar Chart (2D and 3D)

Clustered Bar Chart (3D only)
Pie Chart (2D and 3D).

Stacked check box — Causes the data for all series to be stacked

rather than shown separately. This check box is disabled for pie

charts.
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% AXis check box — causes the value axis (y-axis) to be displayed
as percentages rather than as actual data values. This can be
combined with the stacked check box to produce a percentage
stacked chart.

Using the Type To use the Type tab, complete the following steps:

Tab 1.

Select the 2D or 3D radio button, based on whether you would like
the report to display two-dimensionally or three-dimensionally.

Select the Chart Type.

The available types for two-dimensional charts are Bar, Line, Area,
Step, Horizontal Bar, and Pie.

The available types for three-dimensional charts are Bar, Line, Area,
Step, Clustered Bar, Horizontal Bar, and Pie.

For any type of report, other than Pie, you can select the Stacked
check box to display all series together rather than separately.

If you select the Stacked check box, you can also select the % Axis
check box, which causes the y-axis to be displayed as percentages
rather than as data values.

Select the Apply button to make the changes and to keep the Chart
Format Options window open.

Select the OK button to make the changes and to close the Chart
Format Options window.
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3D Effects Tab

The 3D Effects tab allows you to control the 3D appearance of the chart.
If the current chart is a 2D chart, this tab is disabled.

Chart Format Options n H
General ] Axis ] Data ] Fonts ] Series Labels |
Type ] Title ] Legend ‘| Data Labels ] 3D Effects

30 View

Elevation:
Botatian:

Projection: I Perspective - l

Wiewing Diztance: | 200.00
“idth to Height: | 100,00
Depth to Height: | 100.00

ak. I Cancel | Apply Help

3D Effects Tab The following parameters can be changed:

Options * Elevation — This is a number from 0 through 90 degrees, and
describes the relative height from which a chart is viewed. An
elevation of 90 looks directly down on the top of the chart, while an
elevation of 0 looks directly at the side of the chart. The example
charts throughout this document use an elevation of 30 degrees.

* Rotation — This is a number from -360 through 360 degrees, and
specifies the angle that the chart is turned relative to the viewing
position. The example charts throughout this document use a
rotation of 60 degrees. Rotation does not apply to 3D pie charts.



Format | Chart CentreVu Report Designer Version 8 User Guide

3D Effects Tab 12-23

* Projection — This selects one of three mathematical algorithms
used to give a 3D appearance on a 2D sheet of paper or computer
screen. The following values can be chosen:

— Oblique: The chart has depth but the X-Y plane does not
change when the chart is rotated or elevated.

— Orthogonal: Perspective is not applied to the chart, resulting in
less of a 3D effect. The advantage of using this type of
projection is that vertical lines remain vertical, making some
charts easier to read.

— Perspective: This provides the most realistic 3D appearance.
Objects farther away from you converge toward a vanishing
point.

* Viewing Distance — This is a number from 50 through 1000 that
represents the distance from which the chart is viewed as a
percentage of the depth of the chart.
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Using the 3D

Effects Tab

Width to Height — This is a number from 5 through 2000 that
represents the percentage of the chart’s height that is used to draw
the chart’s width.

Depth to Height — This is a number from 5 through 2000 that
represents the percentage of the chart’s height that is used to draw
the chart’s depth.

To use the 3D Effects tab, complete the following steps:

1.

Change the degree of Elevation (top to bottom) of the chart by
typing a new number in the Elevation box.

Change the degree of Rotation of the chart by typing a new number
in the Rotation box.

Change the type of Projection used for the chart by selecting a type
from the Projection drop-down list.

Edit the ratios of width to height and depth to height, as appropriate.

Select the Apply button to make the changes and to keep the Chart
Format Options window open.

Select the OK button to make the changes and to close the Chart Format
Options window.
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13 Format | Table

Introduction

The Report Designer allows you to format report tables after they have been
inserted on the report. You will use the Table option from the Format menu
to edit tables on your designer reports.

This chapter teaches you to use the Format | Table menu option. The
sections of this chapter are as follows:

Formatting a Table in a Report
General Tab

Data Tab

Fonts Tab

Format Tab

Headers Tab

Sort Tab

Summary Tab.

If this table includes an integrated query, then the Summary tab will not
display.
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Formatting a Table in a Report

The changes you make to a report’s format affect only your view of the
report. The changes do not affect how other Supervisor users see the
report.

If you are in a report containing a table (table), you can format how the
table is displayed and what is displayed on the table. The formatting is
done in the Table Format Options window, which is accessed by doing
the following:

* Double-clicking on a column heading in the report, or

* Selecting Format Table or Sort by from the Eormat menu list or the
right mouse button pop-up menu.

— If you select Format Table, the Table Format Options window
displays with the General tab active.

— If you select Sort by, the Table Format Options window
displays with the Sort tab active.

The Table Format Options window allows you to make layout changes to
a table. All changes made are saved as part of the report view when you
save the report.

The following sections describe the Table Format Options tabs.
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General Tab
The General tab allows you to make format changes to a table.
Table Format Options [ 7] x|
Fants Summar
Sort Data ’ ]] Headers
r~ Dizplay Option: Fized Region———————
I Show Giid Lines Courars: [0
Blows: E
i Orientation
i+ Horizontal
i WYertical
u] 8 I Cancel Apphy Help
General Tab The following table parameters can be changed:
Opti ons * Show Gridlines — This specifies whether grid lines are to be

shown in the table.

Fixed Columns — This specifies the number of columns from the

left of the table that are fixed in place and do not scroll. Valid values
are in the range of 0 through 99. You can use the spin boxes can to
select a valid value or type the value in.

Fixed Rows —This specifies the number of rows from the top of the
table that are fixed in place and do not scroll. Valid values are in the
range of O through 99. You can use the spin boxes to select a valid
value or type the value in.

Orientation —Horizontal builds the table with the column names

across the top of the table, so that the table reads left to right.

Vertical builds the table with the column names down the left-hand
side of the table, so that the table reads top to bottom.
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Usi ng the To use the General tab, complete the following steps:
General Tab 1. Select the Show Gridlines check box if you want the table to

include lines between the columns and rows.

2. In the Fixed Region box, define the number of Columns on the
table that will not scroll. You can type the appropriate number or use
the up and down arrows to select a valid number.

3. Inthe Fixed Region box, define the number of Rows on the table
that will not scroll. You can type the appropriate number or use the
up and down arrows to select a valid number.

4. In the Orientation box, select the Horizontal radio button if you
would like the table to display with the column names across the top
of the table. Select the Vertical radio button if you would like the
table to display with the column names down the left-hand side of
the table.

5. Select the Apply button to make the changes and to keep the Table
Format Options window open.

Select the OK button to make the changes and to close the Table Format
Options window.
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Data Tab

Data Tab Options

Using the Data
Tab

Use the Table Format Data tab to add data items to, remove data items
from, and to reorganize the order of data items on the currently selected
table.

Table Format Options [ 7] x|

Fonts ] Farmat
Sort ] General ] ]

Headers

Axailable Data: [rata on T able:

SOMIBENCALLS) v SUMBENCALLS)

Bemove

bl

Crown

ak I Cancel Apply Help

* Available Data — Lists all of the data items that are available,
based on the query that is being used, for the chart or table.

* Data on Table — Displays the data items that are currently used in
the table.

To use the Data tab window, complete these steps:

1. To add data items to the table, select an item from the Available
Data list and click the Add button.

2. To remove data items from the table, select an item from the Data
on Table list and click the Delete button.

3. To rearrange the order in which items appear on the table, select an
item on the Data on Table list and use the Up and Down buttons to
move the item to the appropriate place on the list.

4. Select the Apply button to make the changes and to keep the Table
Format Options window open.

Select the OK button to make the changes and to close the Table Format
Options window.
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Fonts Tab
The Table Format Options Fonts tab allows you to edit the fonts of the
data, headers, and summary information on the table report.
Table Format Options HEB
Sort ] General ] Data ] Headers A
Format ] Summary
Fant:
Diata fomt Airial Choose font... |
Header fant Arial Chooze fant... |
Surnmary Font Aurial Chooze font... |
QK I Cancel Apply Help
Fonts Tab * Fonts — Lists all of the available report items for which you can edit
: the fonts.
Options

* Choose Font — Takes you to the Font selector window, where you
can edit the font size and style for each type of text.



Format | Table CentreVu Report Designer Version 8 User Guide

Fonts Tab 13-7

Using the Fonts To change the fonts, complete the following steps:

Tab 1. Select the Choose font button next to the report item for which you
would like to change the font.

2. The Font window, which is a standard Windows" window, appears.

3. Select the Font, Font style, Size, Effects, Color, and Script which
you want assigned to the selected text.

4. Select the OK button.
The Table Format Options window appears.

5. Select the Apply button to make the changes and to keep the Table
Format Options window open.

Select the OK button to make the changes and to close the Table Format
Options window.

*Windows is a registered trademark of Microsoft Corp.
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Format Tab
The Table Format tab allows you to alter the format of each column that
is included in the table. The Database Items that make up the columns of
the table are listed in the Item column of the Table table. For each Item,
you can assign a variety of formatting characteristics.
Table Format Options HEB
Sort ] General ] Data ] Headers A
Fonts : o Summary
Table:
Item Shm;:'alue Align Format SF';?:;::IL
SUM[ABNCALL. Right ~ 12346 - =
. | sull
QK I Cancel | Apply | Help |
Format Tab * Item — Shows the database item (and table from which the data is
. retrieved) that is used for this column of the table.
Options )

* Show Value As — Use the drop-down list to select the format in
which you would like the value to be displayed. The Show Value As
formatting applies only to data types that can be defined in the
Dictionary.

* Align — Allows you to select the alignment of a field or column in a
table. Available options for alignment are Left, Right, and Center.

* Format — The options available for the format will depend on the
type of item you are editing. For instance, a field that displays time
will allow you to choose from a variety of time formats. A field that is
a number will allow you to choose from a variety of number formats.

* Show All Formats — You can select the Show All Formats check
box to display the formats that are available for all field types. Note
that the selection of this check box is active only during the current
use of the Format Table window. The next time you access the
window, the check box will not be selected.
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Using the Format
Tab

Zeros as Blanks — Select this check box to display cells on the
table that contain zeros as blank. If you do not select the check box,
the cells that contain zeros will display zeros.

Merge with Next — Select the check box to merge this column with
the column to the right on the table.

To use the Format tab, complete the following steps:

1.

In the Item column of the table, select the data item for which you
would like to edit the formatting on the table.

In the Show Value As column, use the drop-down list to select how
you would like to have the data item displayed in the table. The
available values will vary, depending on the data item.

In the Aligh column, use the drop-down list to select how you would
like the data item to be aligned on the table. Available values are
Left, Right, and Center.

In the Format column (if available), select the time format or the
number format (as appropriate) in which you would like the data item
displayed. The available choices reflect the specific data item you
are formatting.

In the Show All Formats column, select the check box if you would
like the Format column to display all of the available data formats,
regardless of the type of data item that you are working with.

In the Zeros as Blanks column, select the check box if you would
like to display cells on the table that contain zeros as blank. If you do
not select the check box, the cells that contain zeros will display
zeros.

In the Merge with Next column, select the check box to merge this
column with the column to the right on the table.
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Headers Tab

Headers Tab
Options

Using the
Headers Tab

The Headers tab allows you to turn table headers on and off and to edit
the text that appears in each column heading of the table.

Table Format Options HEB

Fontz ] Farmat ] Summary ]
Sart ] General ] Data ;

Header Option

W Show Headsrs

ltem [ Header -
SUMIABNCALLS) l|Aban Calls

4

QK I Cancel Apply Help

* Header Option — Select the Show Headers check box if you would
like the table report to include the headers.

* Table Header — This table shows the column headings that are
currently used on the report.

To change the column headings on the table, complete these steps:

1. Place the cursor in the table cell that contains the heading you
would like to modify.

2. Type the new name or edit the existing name.

3. Select the Apply button to make the changes and to keep the Table
Format Options window open.

Select the OK button to make the changes and to close the Table Format
Options window.
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Sort Tab

The Sort tab allows you to specify the order in which the information on
the real-time table report is displayed.

Table Format Options [ 7] x|

Faonts ] Farrnat 1 Surmmary ]
General ] Data ] Headers

~Sart By

LI i Azcending

I [nene) 0 Descending

;lhen By

o LI @ Azcending
Sort By Criteria ——L 0 Descending

Drop-Down Lists
Then By
(nore] LI @ Azcending

0 Descending

-

Sort Order

u] 8 I Cancel Apphy Help

Sort Tab OptiOﬂS * Sort by — When you are setting up display order for a real-time
report, specify the sort column (Sort By) and the sort order

(Ascending or Descending). The drop-down list for the Sort By lists
all of the database table and item names used in the report.
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Usi ng the Sort When you are setting up display order for a report, specify the sort
Tab column (Sort By) and the sort order (Ascending or Descending). The

drop-down list for the Sort By lists all of the database table and item
names used in the report.

Some examples of sorting are as follows:

* Viewing a list of agents alphabetically — select “Name” from the first
Sort By drop-down list, select Ascending as the sort order, and leave
the other two Sort By boxes set to “(hone)”.

* Searching for agents who have been in a certain state for too long
— select “WORKMODE?” from the first Sort By drop-down list, then
select “TIME” from the second Sort By drop-down list, and then
select Descending as the sort order for the second Sort By.

Sorting may cause the report to take longer to refresh. If you wish to
speed up the refresh rate, turn off the sort options by selecting “(none)”
for all of the Sort By criteria.
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Summary Tab

Use the Table Format Summary tab to include or exclude summary lines
from the currently select table. You can include a summary line for each
guery that is used in the report.

If this table includes an integrated query, then the Summary tab will not
display.

Table Format Options [ 7] x|

Sart ] General

] Headers
Fonts ] Farmat ]

= Suramary Option:
[ Show Summary o
O Top
O Baottam

u] 8 I Cancel Apphy Help

Sum mary Tab * Summary Options — Allows you to include or exclude summary
Opti ons (totals) lines on table reports.

Select the check box to include a summary line on the table, then select
the query for which you would like to include a summary.



Format | Table

Summary Tab

CentreVu Report Designer Version 8 User Guide

13-14

Using the
Summary Tab

To include a summary line, complete the following steps:
1. Select the Show Summary check box.
2. Select a query from the Query box.

3. Select the Top or the Bottom radio button, based on where you
would like the summary line to be located.

4. Select the Apply button to make the changes and to keep the Table
Format Options window open.

Select the OK button to make the changes and to close the Table Format
Options window.
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14 Format | Field

Introduction

The Report Designer allows you to format report fields after they have been
inserted on the report. You will use the Field option from the Format menu to
edit fields on your designer reports.

This chapter teaches you how to use the Format | Field menu option. The
sections of this chapter are as follows:

* Field Format Window Elements

* Using the Field Format Window.



Format | Field

Field Format Window Elements

CentreVu Report Designer Version 8 User Guide

14-2

Field Format Window Elements

Selecting Field from the Format menu opens the Field Format Options
window. The Field Format Options window is where you will choose the
formats for fields defined in queries.

Field Format Dptions n
r Field Label
Location
Labe
" Above Font
¥ Left > Right Arial Font |
" Below

r Field Content
Input: Times:

1:00 PM (]| Show All Formats
Right ~]
] Show Value az Name

Font
’jﬁuial Font |

Cancel |

Format:

Align:

0K | Apply | Help |

The Field Format window includes the following options:

Field Label Location frame — the Field Label Location frame
provides the following options:

— Visible check box — allows you to display or not display
report legends.

— Location of legend — if you elect to have report legends
visible, you can select where the legend displays. The available
options are Top left, Top (center), Top right, Left, Right, Bottom
left, Bottom (center), and Bottom right.

Label box — Type a brief description of the field. For instance, for a
field that displays the name of the split/skill for which the report was
run, you might label the field “Split/Skill.”

Font box — Opens the Font window, which allows you to change
the Font, Font style, Size, Effects, Color, or Script box; or the OK,
Cancel, or Help button to access quick definitions of the window
elements.

Field Content Format box — Shows the query and the database
item that this field is associated with.

Align box — Allows you to select the alignment of a field or column
in a table. Available options for alignment are Left, Right, and
Center.
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* Format — Use the drop-down list to select the format which you
would like the value to be displayed.

* Show Value as Name — Shows the field as name.

* Font box — Opens the Font window, which allows you to change
the Font, Font style, Size, Effects, Color, or Script box.

Under field content, Effects and Color are not available.
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Using the Field Format Options Window

To format a field on your report, complete the following steps:
1. Select the field on the report.
2. Select Field from the Format menu.

The Field Format Options window appears. This window allows you
to create a label (heading) for the field and to edit the format of the
field itself.

3. To create or change a label (heading) for the field, complete the
following steps in the Field Label box:

a. Select the Visible check box.

b. Select the Location (Above, Below, Left, or Right) where you
would like the label to appear in relation to the field by selecting
the appropriate radio button.

c. Inthe Label field, type the word(s) that you would like the label
to display.

d. To change the font of the label, select the Font button to
access the Font window.

4. To edit the format of the field, complete the following steps in the
Field Content box:

a. Select the format in which the field will display from the Format
drop-down list.

The options available for the field format will depend on the
type of field you are editing. For instance, a field that displays
time will allow you to choose from a variety of time formats. A
field that is a number will allow you to choose from a variety of
number formats.

You can select the Show All Formats check box to display the
formats that are available for all field types.

b. Select the alignment of the field from the Align drop-down list.

The options available for alignment are Left, Right, and Center.



Format | Field CentreVu Report Designer Version 8 User Guide

Using the Field Format Options Window 14-5

c. Select the Show Value as Name check box if you are editing a
field that displays a CMS entity (split/skill, agent, and so on)
that can be named in the Dictionary and you would like the
Dictionary name for the field to display instead of the number.

d. To change the font of the field, select the Font button to access
the Font window.

5. Select Apply to make the changes but to keep the Field Format
Options window open for additional changes.

Select OK to apply the font changes and to close the Field Format
Options window.
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15 Format | Text

Introduction

The Report Designer allows you to format the font style and size of text that
appears on a report. You will use the Text option from the Format menu to
edit text on a report.

This chapter teaches you to use the Format | Text menu option.
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Text Format Options Window Elements

Selecting Text from the Format menu when a text item on the report is
selected opens the Text Format Options window. The Text Format
Options window allows you to change the font display characteristics for
the selected text.

Text contents:

[ |

Text font

{ Arial Font |

oK I Cancel | Apply | Help |

* Text contents — Type the word or phrase that you would like to
insert on the report in this text box.

* Text font — Opens the Font window, which allows you to change
the Font, Font style, Size, Effects, Color, or Script box; or the OK,
Cancel, or Help button to access quick definitions of the window
elements.
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Formatting Text on the Report

To format text on a report, complete these steps:
1. Select the text on the report.
2. Select Text from the Format menu.

The Insert Text window appears:

Text contents:

[ |

Text font

’7 Arial Font |

oK I Cancel | Apply | Help

3. Select the Font button.

The Font selector window, which is a standard Windows™ window,
appears.

4. Select the Font, Style, Point size, Effects, and Script that will
apply to the text string you are editing.

5. Select the OK button.
The Font selector window closes.

6. On the Text Format Options window, select the OK button to accept
the font changes and to close the window.

Select the Apply button to apply the changes you have made and to
keep the window open.

*Windows is a registered trademark of Microsoft Corp.
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16 Error Messages
Introduction

This chapter describes the kinds of error messages that Report Designer
displays and tells you what to do when error messages appear.

Test design error messages are divided into three categories:
* Phase 1 Error Messages
* Phase 2 Historical Report Error Messages
* Phase 2 Real-Time Report Error Messages.

The errors described in this chapter usually are the result of a problem in the
guery that you are testing.
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Phase 1 Error Messages

This section contains Phase 1 error messages. The following table lists
the messages alphabetically, and includes a cause and a recommended
solution for each message.

Message:

$<variable name> not defined

Cause:

The WHERE clause contains a variable that is not
defined.

Solution:

Define the variable using the define input action or
remove the variable from the row search criteria.

Message:

Cannot mix aggregates and nonaggregates in the
select

Cause:

You cannot specify both aggregate columns and
nonaggregate columns in the same select for real-time
reports.

Solution:

Create two identical row search conditions and apply one
to the aggregate columns and one to the nonaggregate
columns.

Message:

Cannot use the SYN function for order by

Cause:

You cannot use a synonym to sort the output in the query.

Solution:

Remove the aggregate from the Order by field. Use
grid sorting to order the item.

Message:

CMS system error - Check the error log

Cause:

A CentreVu® CMS system error occurred while the select
executed. The error should be recorded in the error log.

Solution:

Check the error in the error log to initiate corrective action.
If you run a report that merges data from two tables
(particularly tables with large amounts of data) into a
single field and your Sel ect rows wher e statementis
not specific enough, you may get this error message. The
specific cause may be that the number of selected rows is
very large, and CentreVu CMS does not have enough
space to create temporary files. If this is the case, you
should add additional “where” clauses to the row search
criteria.

Message:

CMS system error - Data collection off
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Cause: CentreVu CMS cannot test the row search criteria while
data collection is off.

Solution: | Turn data collection on and rerun test of report design.

Message: | CMS system error - Too much data retrieved - try a
more restrictive search

Cause: Too much data was retrieved with the given row search
criteria.

Solution: | Add more conditions to the row search criteria so that
fewer rows are retrieved.

Message: | CMS system error - Updating translations

Cause: CentreVu CMS cannot test the row search criteria while
CentreVu CMS is receiving the set of configuration data
from the switch.

Solution: | Wait until configuration data has been sent. Then rerun
the test of report design.

Message: | keyword AVG invalid in where clause

Cause: You cannot use the keyword AVG in a row search criteria.

Solution: | Remove the keyword AVG from the row search criteria.

Message: | keyword BETWEEN invalid for real-time

Cause: You cannot use the keyword BETWEEN in a row search
criteria for a real-time report.

Solution: | Remove the keyword BETWEEN from the row search
criteria.

Message: | keyword COUNT invalid in where clause

Cause: You cannot use the keyword COUNT in a row search
criteria.

Solution: | Remove the keyword COUNT from the row search
criteria.

Message: | keyword MAX invalid in where clause.

Cause: You cannot use the keyword MAX in a row search criteria.

Solution: | Remove the keyword MAX from the row search criteria.

Message: | keyword MIN invalid in where clause.

Cause: You cannot use the keyword MIN in a row search criteria.
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Solution: | Remove the keyword MIN from the row search criteria.
Message: | keyword SUM invalid in where clause.

Cause: You cannot use the keyword SUM in a row search criteria.
Solution: | Remove the keyword SUM from the row search criteria.
Message: | keyword SYN invalid in where clause.

Cause: You cannot use the keyword SYN in a row search criteria.
Solution: | Remove the keyword SYN from the row search criteria.
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Phase 2 Historical Report Error Codes

This section contains the INFORMIX error codes most likely to appear
for CentreVu CMS historical reports. Each code includes a description of
the error and the recommended corrective action.

These errors are reported in the following format:
| NFORM X error: <error nunber>

In addition, a circumflex (*) may appear in the listed Select statement(s)
to mark the location of an error.

If an error code appears that is not listed in this document, see the
INFORMIX SQL Relational Database Management System Reference
Guide for INFORMIX SQL.

Error

Description/Solution

201

Description: A syntax error has occurred.

Solution: Check that you have not misspelled an RDSQL
statement, placed key words out of sequence, or included an
INFORMIX-SQL reserved word in your query.

202

Description: An illegal character has been found in the
statement.

Solution: Remove the illegal character (often a nonprintable
control character) and resubmit the statement

203

Description: An illegal integer has been found in the
statement.

Solution: Integers must be whole numbers from -
2,147483,647 to 2,147,483,647. Check that you have not
included a number with a fractional portion or a number outside
the acceptable range. Check also that you have not
inadvertently entered a letter in place of a number (for
example, 125p3 instead of 12503).

204

Description: An illegal floating-point number has been found
in the statement.

Solution: Check that you have not inadvertently entered a
letter in place of a number (for example, 125p3 instead of
125. 03).

206

Description: The specified table name is not in the database.

*INFORMIX is a registered trademark of Informix Software, Inc.
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Error

Description/Solution

Solution: Check the spelling of the table name in your
statement.

217

Description: Column column-name not found in any table in
the query.

Solution: Correct the spelling of the database item and ensure
that the item exists in the database table. Check for the
presence of required commas and quotes.

219

Description: Wildcard matching may not be used with
noncharacter types.

Solution: Wildcards (*, ?) and characters enclosed in brackets
[ ] can be used only with CHAR data types. Check the data
type for the offending column.

220

Description: There is no "FROM” clause in the query.

Solution: Must include a “FROM?” clause in the query. Check
that you do not have an illegal character ($, #, & and so on, or
a CONTROL character) in the line prior to the FROM keyword.

223

Description: Duplicate table name table-name in the FROM
clause.

Solution: Remove the redundant table name from the
statement or use an alias to rename one of the tables.

228

Description: cannot have negative characters.

Solution: Check that you have not included a negative CHAR
data type (for example, -a or - p)in your statement.

278

Description: Too many ORDER BY columns; maximum is
eight.

Solution: Reduce the number of columns included in the
ORDER BY clause to eight or less.

280

Description: Total size of ORDER BY columns exceeds 120
bytes.

Solution: Reduce the number of columns included in the
ORDER BY clause so that the total number of characters is
less than or equal to 120 (perhaps delete a CHAR column of
30 or more characters).

282

Description: Found a quote for which there is no matching
quote.
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Error

Description/Solution

Solution: Check that all quoted strings are properly terminated
with a quote.

284

Description: A subquery has not returned exactly one value.

Solution: Check data for the subquery. Restructure the
subquery by adding more components in the "WHERE" clause
so that only one value is returned.

297

Description: The SELECT list may not contain a subquery.

Solution: Remove the subquery from the SELECT list in the
statement.

300

Description: There are too many GROUP BY columns
(maximum is eight).

Solution: Reduce to eight or less the number of nonaggregate
database items that are assigned the same row search ID as
that assigned to an aggregate function.
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Error Description/Solution

301 Description: The total size of the GROUP BY columns
exceeds 120 characters.

Solution: The total number of characters in all columns listed
in the GROUP BY list exceeds 120 characters. Reduce the
number of nonaggregate database items that are assigned to a
row search ID that is also assigned to an aggregate function.

303 Description: Expression mixes columns with aggregates.

Solution: Restructure your query so that columns and
aggregates are not included in the same expression.

309 Description: ORDER BY database item must be included in a
report field to which the row search ID is assigned.

Solution: Check that database items included in the ORDER
BY clause appear in the report and are assigned to row search
ID.

324 Description: Ambiguous database item.

Solution: A database item in your row search criteria exists in
more than one table also cited in your row search criteria.
Prepend each database item with the appropriate table name.

352 Description: Database item not found.

Solution: Check the spelling of the database item.

367 Description: Sums and averages cannot be computed for
character columns.

Solution: Check that you have not included a database item of
a string type (VDN, LOGID, and so on) in the aggregate
function statement.
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Error Description/Solution

522 Description: A database item in a field/bar does not exist in
the table specified in the field’s row search ID.

Solution: Check the Select statement that has the error. The
database item that does not exist in the table will be marked
with a circumflex (*). Change or delete the database item or
change the table in the field’'s row search ID.

809 Description: RDSQL syntax error has occurred.

Solution: Check that you have not misspelled an RDSQL
statement, placed key words out of sequence, or included an
INFORMIX SQL reserved word in your query.

1202 | Description: An attempt was made to divide by zero.

Solution: Check that you are not attempting to divide a
numerical column type by a character column type (for
example. 16/ Jones) or that the value of the divisor does not
equal zero.

1203 | Description: Values used in a MATCH must both be type
CHARACTER.

Solution: Check that the values included in your MATCH
condition are both CHAR types. Use an alternate comparison
condition for nonCHAR types.

1204 | Description: Invalid year in date.

Solution: Acceptable years are 0001 to 9999. If two digits are
used, RDSQL assumes that the year is 19xx. Check the value
entered in the date field.

1205 | Description: Invalid month in date.

Solution: Months must be represented as the number of the
month (1 through 12). Check the value entered in the date
field.
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Error Description/Solution

1206 | Description: Invalid day in date.

Solution: Days must be represented as the number of the day
(01 through 31). Check the value entered in the date field.

1226 | Description: Decimal or money value exceeds maximum
precision.

Solution: Increase the precision of the DECIMAL or MONEY
field.
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Phase 2 Real-Time Report Error Codes

This section contains the Real-Time Database Manager error codes.
Each code includes a description of the error and a recommended
solution.

These errors are reported in the following format:
CVs Dat abase Manager error: <error nunber>

In addition, a circumflex () appears in the listed Select statement(s) to
mark the location of an error.

Error Description/Solution

1 Description: A syntax error has occurred.

Solution: Check the select for misspelled keywords or
keywords that are out of order.

2 Description: An illegal character has been found in the
select statement.

Solution: Remove the illegal character (often a nonprintable
control character).

3 Description: The specified table name is invalid.

Solution: Check the spelling of the table name and for
required commas in the From t abl es field.

4 Description: An invalid column has been specified (it is not
found in any of the specified tables).

Solution: Check the spelling of the column names.
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Error

Description/Solution

5

Description: A mixture of aggregates and nonaggregates
are being selected, and this is not allowed in real-time
reports. (This error code can also mean mismatched types in
comparison.)

Solution: Create two identical row search conditions, and
apply one to the aggregate columns and one to the
nonaggregate columns.

Description: Bad column in the order by clause.

Solution: Check that the column name in the order by clause
is spelled correctly and that it is being selected by one of the
fields included in this row search.

Description: Bad index in order by clause.

Solution: Order by clause has to have a column in the
“select” clause or a number that indicates a position of the
column in the “select” clause.

Description: Bad argument given to an aggregate function.
For example, you cannot take the SUM or AVG of a character
column.

Solution: Check the arguments for the aggregates and be
sure that data type is appropriate.

Description: In the Select of one of the fields associated with
this row search, an action is being performed with the wrong
data types. For example, you cannot use arithmetic with
character fields.

Solution: Check for these types of errors in the fields
associated with the row search.

10

Description: Error with subquery.

Solution: There may be a subquery in the “WHERE" clause
that CMS does not support. Check the subqueries. This
typically happens with an Agent Group report (a “select”
embedded within a “select”).

11

Description: CMS system error.

Solution: Check the error logs.
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Error Description/Solution
12 Description: Memory allocation error.

Solution: Check the error logs.

13 Description: Query cannot select more than one table.

Solution: Check the error logs.
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17 How CentreVu® CMS Stores and
Retrieves Data

Introduction

The most important and difficult part of designing a report is defining the data
that goes in the report. To define report data, you must first understand how
CentreVu® Call Management System (CMS) stores and retrieves data.

This chapter provides the following CentreVu CMS information:
* Standard CentreVu CMS reports that cannot be customized

* CentreVu CMS database items that are not in any standard reports, but
can be used in reports

* How CentreVu CMS stores and retrieves data.
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How CentreVVu CMS Stores Data

CentreVu CMS stores data in the CentreVu CMS database. The
database is divided into 52 different tables. A table is an array of columns
and rows that stores data for a type of ACD element (split/skill, agent,
trunk, trunk group, VDN, vector, call work code, forecasting, agent trace,
call records, or exceptions) and for a specific time frame (for the current
intrahour interval, for past intrahour intervals, for past day - summarized
by day, and so on). The following figure shows how a small piece of a
table (the Current Interval Agent table, in this case) might look in the

database.

ACD SPLIT WORKM ODE* ACDTIME
l LO&”) l EXTENSION i ACDCALLS
1 : 1001 1 : 3201 1 @ 21 - 988
111002 : 1 : 4440 1 019 : 777
1 : 1003 1 : 3002 2 15 : 400
1 : 1004 1 : 3003 2 19 58
1 1 1005 1 4003 2 1 11 : 644
1 : 1006 1 :5671 4 ' 20 . 245
1 : 1007 : 5 7835 3 : 7 : 851
1 ‘ 1008 1 : 6666 3 ' 18 : 603
1 : 1010 1 3241 1 : 18 : 203
1 : 2001 : 2 :7762 4 . 13 : 789
1 : 2002 5 : 5642 2 ' 14 © 549
1 2003 @ 2 2221 2 1 10 : 402
1 : 2004 2 2242 4 : 19 . 452
1 : 2005 : 2 :@ 2287 1 : 21 | 616
1 : 2006 : 2 ‘3982 3 19 : 569
1 : 2007 : 2 : 6543 2 : 15 @ 745
1 1 2008 : 2 2345 2 1 gt 109
1 : 2009 : 5 : 2022 2 ' 11 : 367
1 © 2010 : 2 4323 4 1 90 | 322
1 ‘3001 : 3 ‘7655 1 ' 7 : 188
1 3002 @ 3 :3425 1 : 18 . 704
1 1 3003 : 3 : 4563 1 ! 18 ' 256
1 : 3004 : 5 : 8885 2 1 13 : 980
1 :3005 : 3 : 5544 2 14 ' 589
1 : 3006 : 3 : 3789 2 : 10 : 340
1 13007 : 3 8675 2 119 @ 299
1 : 3008 6 : 3009 1 ' 21 ‘ 688

1 3 14477 ¢ 2 : 19 : 901

* The numeric values for WORKMODE represent
agent states that appear in reports. For example,
1=AVAIL,2=ACD, 3=ACW, and 4 = AUX.

The example above shows data for the current intrahour interval for
agents 1001 to 3009. Because data in this table is in real time, data
changes second by second. The example represents a snapshot (or the
most recent update) of the table.
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The following figure shows how a small piece of the Historical Intrahour
Interval Split table looks.

ACD

ROWDATE SPLIT ABANDONS ABNTIME
STARTTIME\L \L ACDCALLS ACDTIME

: 070193: 0800 1 1 : 443 48 36898 988
: 070193 : 0800 '@ 1 2 © 234 37 20012 777
© 070193 : 0800 : 1 3 ¢ 111 20 13111 400
070193 : 0900 @ 1 1 : 652 59 53442 1058
: 070193 : 0900 : 1 2 1 451 32 27635 644
© 070193 : 0900 : 1 3 : 93 11 15321 245
© 070193 : 1000 : 1 1 : 509 43 35401 851
070193 ‘ 1000 : 1 2 ¢ 301 31 19768 603
: 070193 : 1000 :@ 1 3 142 10 9786 203
. 070193 @ 1100 : 1 1 @ 480 39 33389 789
© 070193 : 1100 : 1 2 - 491 22 26789 549
: 070193 : 1100 @ 1 3 . 297 15 12530 402
: 070293 : 0800 : 1 1 : 399 36 37651 1452
: 070293 : 0800 : 1 2 . 299 20 29602 7616
: 070293 : 0800 1 3 © 138 13 11523 2569
- 070293 - 0900 : 1 1 : 400 46 36178 1745
070293 ‘ 0900 : 1 2 : 300 33 24303 1109
: 070293 : 0900 : 1 3 . 225 12 15628 367
- 070293 . 1000 : 1 1 . 304 40 40002 1322
: 070293 : 1000 '@ 1 2 323 34 29881 1188
070293 @ 1000 : 1 3 ! 105 14 12115 704
: 070293 : 1100 1 1 : 418 41 34819 1256
. 070293 : 1100 : 1 2 1 246 30 21173 980
- 070293 @ 1100 : 1 3 : 100 18 10281 589
: 070393 : 0800 :@ 1 1 : 417 34 37856 1340
© 070393 . 0800 : 1 2 1 247 24 26308 1299
: 070393 : 0800 : 1 3 . 14 14 12567 688
- 070393 : 0900 : 1 1 0 444 43 39003 1001
: 070393 : 0900 : 1 2 . 301 31 27034 809
: 070393 : 0900 :@ 1 3 . 206 8 14230 445
© 070393 : 1000 & 1 1 : 420 51 39045 1733
: 070393 : 1000 : 1 2 . 299 39 29562 1303
070393 : 1000 :@ 1 3 . 198 24 12400 899
: 070393 @ 1100 : 1 1 > 403 50 30990 1812
: 070393 : 1100 : 1 2 . 320 31 25410 904
070393 : 1100 : 1 3

The example above shows data from July 1 to July 3, 1993, and
simulates data for an ACD that has only three splits, 60-minute intrahour
intervals, and activity each day from 8:00 a.m. to 12:00 p.m. only.

The CentreVu CMS database uses names to refer to columns of data in a
table. These names are called database items. In the preceding figures,
database items are indicated with arrows pointing to their associated
columns. The Current Interval Agent and Intrahour Interval Split tables
actually contain many more columns (and hence many more database
items) than are shown in the figures. For a complete listing of database
items, see the CentreVu® CMS R3V8 Database Items and Calculations
(585-210-939) document.
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Each row in a table contains data that is related by the value(s) of one or
more of the columns. For example, each row in the Current Interval
Agent table contains data related by agent login ID. If you look at the row
for login ID 1006 (displayed in bold), you see that the agent is logged into
Split 1 on extension 5671 and is currently in AUX work mode. In addition,
up to this point in the current interval, the agent has had:

* 20 ACD calls (ACDCALLS)
* 245 seconds of ACD talk time ( ACDTI MVE) .

A column that causes the values in a row to be related is called an index.
An index stores data sequentially and adds structure for the storage of
data in the other columns. For each value in an index column, the
remaining values in the corresponding row are related to that value.
Thus, the first figure, the LOGID database item is an index.

In the second figure, each row in the Intrahour Interval Split table
contains data related by date, interval, and split. If you look at the row for
Split 1 for the 10 o’clock interval on July 1, 1993 (displayed in bold), you
see that Split 1 had:

* 509 ACD calls ( ACDCALLS)
* 43 abandoned calls ( ABANDONS)

* 35,401 cumulative seconds of ACD talk time for all ACD
calls ( ACDTI ME)

* 851 cumulative seconds of wait time for all calls that abandoned
before being answered ( ABNTI MVE).
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How CentreVVu CMS Retrieves Data

CentreVu CMS retrieves data from the database based on three types of
information you supply when you design a report:

* The name of the table
* The database items in the table
* The rows of data in the table.

To tell CentreVu CMS how to retrieve data, you must tell CentreVu CMS
to access the appropriate database table. Then, for each report field, you
assign the appropriate database items. When you run the report,
CentreVu CMS will find, in the table, the columns of data associated with
the database items.
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ACD SPLIT WORKM ODE ACDTIME
l LOGID l EXTENSION | ACDCALLS
1 : 1001 1 :3201 : 1 : 21 : 988
1 : 1002 1 4440 1 : 19 : 777
1 : 1003 1 :3002 : 2 ! 15 : 400
1 : 1004 1 :3003 : 2 - 9 58
1 @ 1005 1 4003 : 2 : 11 : 644
1 : 1006 1 :5671 : 4 - 20 : 245
1 : 1007 5 17835 1 3 : 7 : 851
1 - 1008 1 :6666 : 3 ' 18 ' 603
1 : 1010 1 :3241 : 1 ‘18 : 203
1 : 2001 2 7762 - 4 : 13 . 789
1 : 2002 5 5642 : 2 : 14 : 549
1 12003 @ 2 12221 1 2 : 10 : 402
1 : 2004 : 2 :2242 : 4 : 19 : 452
1 :2005 @ 2 12287 1 : o1 : 616
1 : 2006 : 2 :3982 : 3 @ 19 : 569
1 :2007 : 2 :6543 @ 2 ! |5 ' 745
1 : 2008 2 :2345 . 2 : g 109
1 :2009 : 5 :2022 : 2 @ qp : 367
1 12010 : 2 14323 1 4 | 59 322
1 :3001 : 3 :7655 : 1 @ 7 @ 188
1 03002 : 3 :3425 @ 1 ! qg ' 704
1 13003 : 3 14563 1 1 : 18 ! 256
1 :3004 : 5 :8885 : 2 : 13 : 980
1 :3005 : 3 :5544 : 2 : 14 @ 589
1 : 3006 3 3789 . 2 10 : 340
1 : 3007 3 18675 : 2 : 19 : 299
1 . 3008 6 :3009 : 1 : 21 : 688
1 :.3009 @ 3. :4477.:.2.:.19 :. 901

Next, you identify the appropriate rows that supply data. If you want
agents in Split 1, you must tell CentreVu CMS to find rows that have the
value 1 forthe SPLI T database item. When you run the report,
CentreVu CMS finds the appropriate rows of data in the cagent table
(see rows with arrows in the following figure).
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Rows where
SPLIT=1

>

LOGID

SPLIT

L WORKMODE
l EXTENSION

ACDTIME

ACDCALLS

c
1 1 1 :
—={ 1 @ 1002 : 1 :@ 4440 1 : 19 : 777
—> 1 ' 1003 ' 1 ‘3002 2 115 © 400
—= 1 :@ 1004 : 1 : 3003 2 9 58
—= 1 ! 1005 : 1 @ 4003 2 111 : 644
—= 1 : 1006 : 1 5671 4 20 245
1 ' 1007 . 5 . 7835 3 . 7 . 851
—={ 1 - 1008 - 1 : 6666 3 . 18 . 603
—={ 1 : 1010 : 1 : 3241 1 - 18 : 203
S 1 - 2001 ¢ o 7762 4 . 13 . 789
1 : 2002 : 5 : 5642 2 ¢ 14 : 549
1 : 2003 : p :2221 2 10 : 402
1 : 2004 : o 2242 4 19 452
102005 @ 2 :2287 1 3 : 51 ' 616
1 ' 2006 : o 3982 3 : 19 ' 569
1 : 2007 : p : 6543 2 .15 : 745
1 1 2008 @ p 2345 2 g . 109
1 : 2009 : 5 :2022 2 111 ¢ 367
112010 @ p 14323 : 4 550 322
1 : 3001 : 3 : 7655 1 : 7' 188
1 : 3002 : 3 : 3425 1 ' 18 : 704
1 ! 3003 : 3 @ 4563 1 18 @ 256
1 : 3004 : g5 : 8885 2 13 : 980
1 : 3005 : 3 :5544 2 : 14 : 589
1 : 3006 : 3 : 3789 2 10 : 340
113007 : 3 18675 @ 2 : 19 : 299
1 : 3008 : 6 : 3009 1 : 21 @ 688
.1 :.3009 @ 3. 4477, .2, .19 :. 901,

The data that CentreVu CMS reports is the data found in the intersection
of the selected database items and rows. Therefore, the report shows
data as shown in the following figure:

Split: 1
Curr ent ACD ACD Aver age

Agent 1D: State Calls Ti me Tal k Time
1001 AVAI L 21 988 47: 00
1002 AVAI L 19 777 40: 09
1003 ACD 15 400 26: 07
1004 ACD 9 58 6: 44
1005 ACD 11 644 58: 54
1006 AUX 20 245 12: 25
1008 ACW 18 603 33:50
1010 AVAI L 18 203 11: 28
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Actually, when you design a report, you normally set up the row selection
so that the users running the report can choose the rows in the report’s
input window. For example, to run the report in the above figure, you
would set up the row selection so users would fill out a Report Input
window that asked them for a Split number.

As mentioned earlier, CentreVu CMS uses indexes to create a structure
for storing data. Similarly, CentreVu CMS uses these indexes to search
for data. Indexes allow CentreVu CMS to find data much faster than if
data were stored more randomly. Therefore, when you design a report,
the rows of data for the report should be defined on the basis of index
values.

The indexes for each standard table are fixed and cannot be changed,
deleted or added to. However, if you define a custom table in the
CentreVu CMS database through INFORMIX" SQL, you can define any
indexes desired for that new table. See the “SQL Query Basics” chapter
for instructions on creating new database tables.

As another example of how CentreVu CMS retrieves report data, if you
want a custom intrahour interval split report that lists, by intrahour
interval, data for a split in a single day, then you must tell CentreVu CMS
to access the hspl it (Historical Intrahour Interval Split) table. You
must then assign the appropriate database items to the fields. When you
run the report, CentreVu CMS finds the columns of data associated with
the database items inthe hsplit table (see the following figure).

*INFORMIX is a registered trademark of Informix Software, Inc.
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ACD
ROWDATE SPLIT ABANDONS ABNTIME
STARTT|ME\L l ACDCALLS ACDTIME

- 070193 : 0800 1 1 : 443 48 36898 988

: 070193 : 0800 1 2 1 234 37 20012 777
070193 : 0800 1 3 111 20 13111 400
070193 : 0900 1 1 : 652 59 53442 1058
070193 @ 0900 1 2 1 451 32 27635 644
070193 : 0900 1 3 93 11 15321 245
070193 : 1000 1 1 : 509 43 35401 851
070193 : 1000 1 2 . 391 31 19768 603
070193 : 1000 1 3 : 142 10 9786 203
070193 ! 1100 1 1 ! 480 39 33389 789
070193 : 1100 1 2 : 491 22 26789 549
070193 : 1100 1 3 . 297 15 12530 402
070293 : 0800 1 1 399 36 37651 1452
070293 : 0800 1 2 - 299 20 29602 7616
070293 : 0800 1 3 . 138 13 11523 2569
070293 @ 0900 1 1 400 46 36178 1745
070293 : 0900 1 2 : 300 33 24303 1109
070293 : 0900 : 1 3 . 225 12 15628 367
070293 : 1000 : 1 1 . 394 40 40002 1322
070293 : 1000 @ 1 2 : 323 34 29881 1188
070293 @ 1000 1 3 1 105 14 12115 704
070293 : 1100 1 1 . 418 41 34819 1256
070293 : 1100 1 2 . 246 30 21173 980
070293 : 1100 1 3 : 100 18 10281 589
070393 : 0800 1 1 : 417 34 37856 1340
070393 @ 0800 1 2 1 247 24 26308 1299
070393 : 0800 1 3 . 141 14 12567 688
070393 : 0900 1 1 . 444 43 39003 1001
070393 : 0900 1 2 . 301 31 27034 809
070393 : 0900 1 3 . 206 8 14230 445
070393 . 1000 1 1 420 51 39045 1733
070393 : 1000 1 2 - 299 39 29562 1303
070393 : 1000 1 3 . 198 24 12400 899
070393 @ 1100 1 1 ° 403 50 30990 1812

: 070393 : 1100 : 1 2 : 320 31 25410 904

© 070393 @ 1100 : 1 3

Next, you must identify the appropriate rows that supply data. You might
want data for the following:

* Split 1, which means you must identify rows that have the value 1 for
the SPLI T database item.

* The date 07/02/93, which means you must identify rows with the
value 070293 for the ROWDATE database item.

* The intrahour intervals 8:00 a.m. to 11:00 a.m., which means you
must identify rows with the values 0800 through 1100 for the one
database item.
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CentreVu CMS then finds the appropriate rows of data (see the boxed
rows in the following figure).

ACD

ROWDATE l/ SPLIT ABANDONS ABNTIME

L
INTERVAL l ACDCALLS l ACDTIME

© 070193 | 0800 : 443

1 1
© 070193 : 0800 @ 1 2 234
© 070193 : 0800 : 1 3 111
. 070193 : 0900 @ 1 1 652
0 070193 @ 0900 : 1 2 451
© 070193 : 0900 : 1 3 93
: 070193 : 1000 : 1 1 509
© 070193 @ 1000 : 1 2 391
. 070193 : 1000 : 1 3 142
© 070193 : 1100 : 1 1 480
© 070193 : 1100 : 1 2 491
‘070193  : 1100 : 1 3 297
—>{ 070293 : 0800 - 1 1 399
- 070293 - 0800 : 1 2 299
Rows where : 070293 : 0800 @ 7 3 138
SPLIT =1, —={ 070293 @ 0900 - 1 1 400
ROWDATE = 07/02/93, - 070293 © 0900 : 1 2 300
and STARTTIME from © 070293 : 0900 - 1 3 . 228
08:00to 11:00am. —={ 070293 ~ 1000 : 1 1 - 304
. 070293 : 1000 : 1 2 . 323
. 070293 : 1000 : 1 3 105
—={ 070293 - 1100 :@ 1 1 418
070293 : 1100 : 1 2 246
1 070293 © 1100 & 1 3 100
. 070393 : 0800 :@ 1 1 417
© 070393 : 0800 & 1 2 247
© 070393 1 0800 : 1 3 141
© 070393 : 0900 : 1 1 444
© 070393 : 0900 : 1 2 301
© 070393 ' 0900 @ 1 3 206
© 070393 : 1000 @ 1 1 420
© 070393 ! 1000 @ 1 2 299
: 070393 : 1000 & 1 3 198
© 070393 : 1100 @ 1 1 403
: 070393 ' 1100 : 1 2 320
© 070393 : 1100 @ 1 3 99

The data that CentreVu CMS reports is the data found in the intersection
of the selected database items and columns. Thus, the report shows data

as follows:

Split: 1

Dat e: 07/02/93

ACD

I nt er val Calls Abandons
08: 00am 399 36
09: 00am 400 46
10: 00am 394 40
11: 00am 418 41

Defining data is the central task of creating and designing a report.
However, you must do many other tasks to create a report.
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18 SQL Query and CMS Database Table

Basics

Introduction

The Call Management System (CMS) is a relational database that is made of
a series of database tables. The tables are made up of rows of database
items and columns of data. CMS reports retrieve data from the database
tables and format the data into readable tables, charts, and fields.

Reports use Structured Query Language (SQL) queries to retrieve specific
data from the database tables. You can create and edit queries using the
Edit | Queries feature of the Report Designer. This chapter gives you
information about SQL queries, concentrating on the use of WHERE clauses.
For extensive information on SQL, please refer to your INFORMIX'
documentation.

The sections in this chapter are as follows:
* SQL Query Basics
* CMS Database Table Basics
¢ Creating a Custom Data Table

* Modifying a Table

*INFORMIX is a registered trademark of Informix Software, Inc.
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About SQL Queries

Basic WHERE
Clause

Reports use SQL queries to retrieve specific data from the database
tables. You can create and edit queries using the Edit | Queries feature of
the Report Designer. This section gives you information about SQL
gueries, concentrating on the use of WHERE clauses. For extensive
information on SQL, please refer to your INFORMIX documentation.

SQL queries use WHERE clauses to define the rows and columns of
data to retrieve from the database tables. The following paragraphs give
you information on how to create and use WHERE clauses in your
gueries.

A basic clause has the following format:
Expressi on Rel ati onal _QOperator Val ue

The Expressi on can be a database item or calculation. The Val ue
is a whole number. Relational operators available for a WHERE clause
are as follows:

= equal to

<>orl= not equal to

> greater than

>= greater than or equal to
< less than

<= less than or equal to

As an example of a basic WHERE clause, if you are creating a real-time
report using data from the Current Interval Split table and you have three
report fields for the report:

Split: (the SPLI T database item)

ACD Cal |l s: (the ACDCALLS database item)

Average Tal k Tinme: (the calculation ACDTI ME/ ACDCALLS)
Then the WHERE clause might be:

Sel ect rows where SPLIT =5
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WHERE Clause
with Variable

When you run the report, CentreVu® CMS finds the row in the table (see
the following figure) for Split 5 and fills in the report fields with data from
that row (in bold in the figure).

SPLIT ABANDONS ABNTIME
l ACDCALLS l ACD¥ME l
Y1t 443 48 36898 988
D2 234 37 20012 777
D3 111 ¢ 20 13111 ¢ 400
© 4 652 . 59 | 53442 1058
5 451 : 32 127635 644
61 93 11 © 15321 . 245
171 509 43 © 35401 @ 851
‘'8 391 : 31 : 19768 | 603
© 9 142 10 : 9786 . 203

-10 ¢ . X

Thus, the report fields show the following data:

Split: 5

ACD Calls: 451

Average Talk Tinme: 61 (the result of 27635/451)

This example of row search criteria would also include the selection of an
ACD. See “WHERE Clause for Selecting Rows from an ACD” later in this
section.

The previous examples create hard coded row search conditions. That
is, when you run the report, CentreVu CMS always searches for the
values you entered in the WHERE clause. However, instead of a hard
coded value, you can enter a variable name in a clause. A variable
name tells CentreVu CMS to search for whatever value(s) you or another
user choose when you run the report. You must define a variable on the
Define Input window before using it in a WHERE clause. The variable
name then links a report input field to the WHERE clause that uses the
value(s) entered.
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Multiple WHERE
Clauses

WHERE Clause
with a Range/List
Variable

WHERE Clause
for Selecting

Rows from an
ACD

To put two or more clauses in a statement, use and or or.Use and to
define two or more clauses where CentreVu CMS finds only rows that
meet all conditions. For example, the following statement searches for
rows where splits had an average speed of answer greater than 30
seconds and abandons greater than 100.

Select rows where: ANSTIME/ACDCALLS > 30 and ABANDONS > 100

Use or to define two conditions where CentreVu CMS finds rows that
meet either condition but not necessarily both. For example, the following
statement searches for rows where splits had too many abandoned calls
or too many extension-out calls.

Select rows where: ABANDONS>15 or
AUXOUTCALLS+ACWOUTCALLS>7

If a variable name, as defined in the Define Input window, has been
assigned the Multi-Value option, your WHERE clause must use the
equals sign (=) with the variable name. In addition, if a variable name has
the Multi-Value option, the WHERE clause for that variable name should
appear in the Sel ect rows where field before any WHERE clause
that does not have a Multi-Value variable.

If a variable name has the Multi-Value option and the WHERE clause for
that variable name appears in the Sel ect rows where field after a
WHERE clause that does not have a Multi-Value variable, the report will
not show accurate data when you run it.

In your WHERE statement, Report Designer always includes a clause to
select the ACD (ACD = $acd)

If you use this default clause, you do not need to define the variable in the
Define Input window because CMS understands $acd to be the current
ACD. However, if you wish, you can define a different variable name for
the ACD database item so the user can specify the desired ACD(s) when
ordering the report (such as in Multi-ACD reports). You can also
hardcode the ACD in a WHERE clause, as in the following example.

Sel ect rows where: ACD =1



SQL Query and CMS Database Table Basics  CentreVu Report Designer Version 8 User Guide

About SQL Queries 18-5

WHERE Clause If you want to exclude Split 5 from the report, but include all other splits,
for Excludi ng you might enter a WHERE clause as follows:

Rows of Data ?rel ect rows where: SPLIT !=5

Sel ect rows where: SPLIT <> 5
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CMS Database Table Basics

The CMS database is a relational database that consists of a series of

database tables. The tables are made up of rows of database items and
columns of data. CMS reports retrieve data from the database tables and
formats the data into readable tables, charts, and fields.

This section teaches you about CMS database items and calculations,

which are names given to commonly used combinations of database
items. The section also includes a list of all of the available database

tables in the CMS.

The following section teaches you to create and edit CMS database

tables using INFORMIX.

For more information on the CMS database tables and definitions of the
database items in each table, see the CentreVu CMS R3V8 Database
Items and Calculations (585-210-939) document.The CentreVu CMS
database table names are as follows:

Name

Data Stored

csplit

Split/Skill data for the current interval.

psplit

Split/Skill data for the previous interval.

cagent

Agent data for the current interval.

pagent

Agent data for the previous interval.

ctkgrp

Trunk group data for the current interval.

ptkgrp

Trunk group data for the previous interval.

ctrunk

Trunk data for the current interval.

ptrunk

Trunk data for the previous interval.

cvector

Vector data for the current interval.

pvector

Vector data for the previous interval.

cvdn

VDN data for the current interval.

pvdn

VDN data for the previous interval.

ccwce

Call Work Code (CWC) data for the current interval.

pcwc

CWC data for the previous interval.
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Name Data Stored
hsplit Split/Skill data for each intrahour interval.
dsplit Split/Skill data summarized by day.
wsplit Split/Skill data summarized by week.
msplit Split/Skill data summarized by month.
hagent Agent data for each intrahour interval.
dagent Agent data summarized by day.
wagent Agent data summarized by week.
magent Agent data summarized by month
htkgrp Trunk group data for each intrahour interval.
dtkgrp Trunk group data summarized by day.
wtkgrp Trunk group data summarized by week.
mtkgrp Trunk group data summarized by month.
htrunk Trunk data for intrahour interval.
dtrunk Trunk data summarized by day.
wtrunk Trunk data summarized by week.
mtrunk Trunk data summarized by month.
hvector Vector data for each intrahour interval.
dvector Vector data summarized by day.
wvector Vector data summarized by week.
mvector Vector data summarized by month.
hvdn VDN data for each intrahour interval.
dvdn VDN data summarized by day.
wvdn VDN data summarized by week.
mvdn VDN data summarized by month.
hcwe CWC data for each intrahour interval.
dcwece CWC data summarized by day.
WCWC CWC data summarized by week.
mcwc CWC data summarized by month.




SQL Query and CMS Database Table Basics  CentreVu Report Designer Version 8 User Guide

CMS Database Table Basics

Database Items

Standard Database
ltems

18-8
Name Data Stored
call_rec Call record data.
agex Agent exceptions.
spex Split exceptions
tgex Trunk group exceptions.
vecex Vector exceptions.
vdnex VDN exceptions.
linkex Link down exceptions.
mctex Malicious call trace exceptions.
f cday Forecast current day configuration data by split/skill.
f_cdayrep Current day forecast data by split/skill.
haglog Agent login/logout.
ag_actv Agent trace.
call_rec Call records.

A database item is the name of a column of data in a table, either
standard or custom. When you enter a database item, you must always
add the name of a table and a period (.) as a prefix if more than on table
is included in the query. The format is <table name>.<database item>.

Examples:
dsplit ACDCALLS
hagent.STARTTIME
ctkgrp.NUMINUSE

Standard database items are listed in the Dictionary subsystem as having
all upper-case letters (as in the preceding examples).

A standard database item can store:
* Identifiers (for example, SPLI T, VDN, LOG D, and so on)

* Timed data (for example, ACDTI ME, ABANTI ME, AUXQUTI ME, and
SO on)
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Custom Database
Items

Constants

* Event counts (for example, ACDCALLS, | NTERFLOWNCALLS,
ABNCALLS, and so on)

* For real-time and agent trace reports, current state data (for
example, WORKMODE, DURATI ON, NUM NUSE, and so on).

See the CentreVu CMS R3V8 Database Items and Calculations (585-
210-939) document for a description of database tables and items
including the exceptions, forecast, and login/logout tables.

Standard database items are often shared by more than one table. For
example, ABNCALLS can identify a column in the Current Interval Split,
Daily Split, or Intrahour Agent tables (or many other tables).

CentreVu CMS can determine the exact database item only when it is
identified with a table. The same data item may exist in several CMS
database tables, with the same data item name used. If a data item exists
in a real-time CMS table as well as an integrated CMS table, its value will
usually be different depending on which table is queried. If data items in
reports created with Report Designer are returning unexpected values,
particularly in integrated reports, check that the correct table is being
gueried.

You must enter a custom database item, with the custom table name as a
prefix, exactly as you defined it in the Dictionary subsystem. The data
identified by a custom database item depends entirely on the data you
entered for the item in the custom table.

When you create a custom database table, as described in this chapter,
keep in mind that all custom database table names need to begin with the
“c_" prefix. If you do not name the tables with the ¢_, they will not
automatically be backed up and they will not show up in the Query
Assistant.

A constant is the name of a fixed numerical value (whole number or
decimal) that you define in the Dictionary subsystem. Constant names
can be up to 20 characters long. A constant could represent a per-minute
usage rate for trunks, a daily or hourly wage rate, or a service objective
(like number of abandons, number of ACD calls, or percent within service
level). A constant could also represent an average for the estimated
dollar loss of an abandoned call, which could then be used to calculate
daily loss of revenue due to abandoned calls. No standard constants
exist in CentreVu CMS when it is first installed. Therefore, you must
define every constant you want to use.
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Calculations

Using constants makes sense only if you have a fixed value that you
want to use under one or both of the following conditions:

* The constant is a value that you will use in a number of different
custom reports (for example, an average wage rate).

* You would not be able to remember the numerical value, but could
remember a name assigned to the value (for example, for the $9.00
hourly wage rate for an agent called Smith, you could have a
constant called Smi t hwage.)

The CentreVu CMS real-time database allows only whole numbers in
queries. If you need a value to be a decimal (for example, 9.5), use whole
numbers and division to arrive at the correct number (so, in order to have
9.5 in a query, you would use 19/2 as the query entry).

A calculation is a combination of database items and arithmetic
operators. You can also include constants in a calculation. The arithmetic
operators are as follows:

+ add

- subtract
* multiply
/ divide

() perform first

Some examples of calculations are:
dsplit. ACDCALLS/ dsplit. ACDTI ME
hagent . AUXQUTTI ME+hagent . ACWOUTTI VE

100*((cagent .| _ACDTI MEtcagent .| _ACWII ME) /
cagent . | _STAFFTI ME)

Arithmetic operations are generally performed in order from left to right.
However, multiplication and division operations are performed before
addition and subtraction operations, unless the addition or subtraction
operations are enclosed in parentheses. Operations in parentheses are
always performed first. If more than one set of parentheses is used, the
operation in the set farthest to the left is performed first. If one set of
parentheses is inside of another set, the operation of the inner set is
performed first.
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Calculation names

A calculation name is a name, as defined in the Dictionary subsystem,
that can substitute for the actual calculation. The calculation name can be
a standard name (used in standard reports) or a name you define. You
cannot append a table name to a calculation name. Therefore, you must
specify a table name in the Tabl e for cal cul ati ons field.

A calculation name normally reflects the purpose of the calculation. As a
result, entering a name is an easier, more meaningful way to define data
for a report field. More importantly, if you use a calculation name in many
custom reports and later decide to change the calculation, you can simply
make your changes once in the Dictionary subsystem. CentreVu CMS
then applies those changes to every report that uses the calculation
name.

For example, if there are several different custom split reports, and in
each report, a field uses the standard calculation name
<PERCENT_ACD_TIME>. <PERCENT_ACD_TIME> represents the
calculation 100*((I_ACDTIME+I_ACWTIME)/I_STAFFTIME). This
calculation, when assigned to the Intrahour Split table, finds the
percentage of time a split's agents spent on ACD calls while logged in.
The calculation includes talk time (I _ACDTI ME) and after-call-work time
(I _ACWII ME). If you no longer wish to include after-call-work time in the
calculation, then you can change the calculation in the Dictionary
subsystem such that <PERCENT_ACD_TIME> represents
100*(I_ACDTIME/I_STAFFTIME). Any custom report that uses the
calculation name PERCENT_ACD_TIME reflects the new calculation.

If you change the calculation for a standard calculation name, the change
affects any standard report, as well as any custom report, that uses that
calculation name.

You should not add table names to your custom calculations in the
Dictionary subsystem. Doing so makes the assigned calculation name
less flexible for use in custom reports. Also, if you append table names to
the Dictionary calculation and then also assign a table name to the
calculation name in the Field window, the report will fail.
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Data from More A calculation can merge data from more than one table in a report field.
Than One Table For example, you may want the percentage of a split's ACD calls that an

agent handled in a day. Thus, you can enter a calculation that merges
data from the Daily Agent and Daily Split tables, as in the following
example.

dagent . ACDCALLS/ dsplit. ACDCALLS

When you merge data from two tables, you must define your row search
conditions in a special way.

You cannot use calculation names for a field in which you merge data
from two tables.
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Creating a Custom Data Table

The section of the CentreVud Call Management System (CentreVu
CMS) database that stores historical ACD data uses the INFORMIX -
SQL Relational Database Management System. All historical ACD data
available for use in custom reports is stored in tables in the CentreVu
CMS database. You can access INFORMIX and the CentreVu CMS
database to build your own data tables to contain financial information,
schedule information, product or service information, or any other type of
information you want. You can then design historical custom reports to
display the data, with or without ACD data.

Instructions on the use of INFORMIX SQL appear in this document as a
convenience. These instructions are not intended as a substitute for the
INFORMIX documentation. Except where noted, the standard rules of
INFORMIX SQL apply, as documented in the INFORMIX-SQL Relational
Database Management System User Guide for INFORMIX SQL Version
4.10. This document is delivered with your CentreVu CMS software and
documents.

CentreVu CMS does not automatically check the database for disk space
used by data in custom tables. As a result, you can inadvertently fill up
your disk with custom data. When this happens, you can lose or damage
custom data and ACD data. Therefore, if you create custom data tables,
be careful to check the amount of disk space available regularly. See the
CentreVu® CMS R3V8 Administration (585-210-910) document for more
information on disk storage.

If you back up data using the Maintenance — Backup Data window, you
will save the data stored in custom INFORMIX tables, but you will not
save the custom table definitions (table names, column names, data
types, and so on) unless the custom tables were named with the “c_”"
prefix . As a result, if you lose the custom table definitions because of a
disk crash, power hit, or some other reason, you cannot restore these
table definitions through the Backup Data window nor can you restore
custom data saved through the Backup Data window.

Therefore, you should periodically back up data using the UNIX T system.
Then, if you lose INFORMIX table definitions and/or custom data, you
can restore the table definitions through UNIX, and then, if necessary,
restore the custom data. See the CentreVu® CMS R3V8 Administration
(585-210-810) document for procedures on backing up data by way of
the UNIX system.

* INFORMIX is a registered trademark of Informix Software, Inc.
T UNIX is a registered trademark of Novell, Inc.
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Step 1: Access
the CentreVu
CMS Database in
INFORMIX

The CentreVu CMS supports only the following INFORMIX
data types:
SQLSMFLOAT
SQLFLOAT
SQLMONEY
SQLDECIMAL
SQLSMINT
SQLINT
SQLSERIAL
SQLDATE
SQLCHAR
SQLNULL.

To define a custom database table, complete the steps defined in the
following sections.

To perform these procedures, you must have purchased the INFORMIX
SQL software.

To access the INFORMIX SQL software, you need to log into the CMS
using CentreVu Terminal.

To access the CentreVu CMS database in INFORMIX, use the following
steps:

la. Pressthe SLK. — The Commands submenu
appears.

1b. Selectthe UNI X option. - All windows and menus
disappear, and the UNIX
prompt appears.

lc. Atthe $ prompt, type the - The UNIX prompt
following command: reappears.
DBPATH=/ cns/ db/ i nf .

Press the key. Type

export DBPATH. Press

the key.

1d. Atthe $ prompt, type the - The INFORMIX logo
following pathname: appears, followed by the
fusr/inform x/bin/is INFORMIX Main Menu.

gl . Pressthe key.
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Step 2: Build the
Table

In INFORMIX, you can select menu items in one of two ways:

* Use the arrow keys (— or <) to move the cursor to the menu option.

Then, press [Return).

* Type the first character of the menu option

To escape from a step and go back to the previous step, press the Delete

key on your keyboard.

2a. Atthe INFORMIX Main
Menu, select Tabl e.

2b. Type cms, and press

Return]

2c. Select Create.

2d. Type a name of up to 18
characters for the table you
are building. The table name
must begin with c_ (a lower-
case “c” and underscore).

For example, type

c_wor kcode. Press the

key.

2e. Select Add.

The Sel ect Dat abase
screen appears.

The Tabl e menu appears.

The Cr eat e Tabl e screen
appears.

The Creat e Tabl e menu
appears with a highlighted
box beneath “Column
Name.”

The Add Nane screen
appears.
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2f. Type a name of up to 18 -
characters for the column

The Add Type screen
appears.

you are adding. If desired,
you can use names of
standard CentreVu CMS
database items only if you
enter the name in lowercase
letters in the Dictionary
subsystem. The Dictionary:
Custom Items window
accepts only lowercase
letters for custom item
names that are the same as
standard database items.

Press the key.

The available data types are as follows:

Char

Character (CHAR) columns store any combination of
letters, numbers, and symbols.

Number

Numeric columns store numbers. The numbers

stored can be one of the following five types:

» Decimal. A decimal is a number that contains a deci-
mal point.

e Smallint. A Smallint column stores integers from -
32,767 to +32,767.

* Integer. An Integer column stores integers from -
2,147,483,647 to +2,147,483,647.

* Smallfloat. A Smallfloat column stores floating point
numbers with up to seven significant digits.

» Float. A Float column stores floating point numbers
with up to 14 significant digits.

Serial

Serial columns store a unique sequence number in
each row of the table.

Date

Date columns store calendar dates with the format
mm/dd/yy or dd/mm/yy, depending on your
Windows operating system.

date-Time

The date-Time data type is not supported by CMS.
You must type T in order to select date-Time.

A date-Time column allows you to specify a
database qualifier of year, month, day, hour, or
minute.

CentreVu Report Designer Version 8 User Guide
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Interval

The Interval data type is not supported by CMS.

An interval column allows you to specify an interval
qualifier of year, month, day, hour, or minute.

Money

The Money data type is not supported by CMS.

If you data will be dollars and cents, you should use

Decimal.

29.

2h.

2i.

Select the type of data that
the field will store.

Complete the definition of
the column by responding to
the additional prompts that
appear. The prompts that
appear and the order in
which they appear in
depend on the data type you
selected The following table
lists the possible prompts.

Repeat Steps 2f through 2h
for each column that you
want to add.

—

—

The additional prompts that
appear differ depending on
your selected data type.

When you have responded
to all of the prompts for the
column, a new highlighted
line appears in the table,
and the Add Nane field
reappears at the top of the
screen.

Prompt

What to Do

PRECISION

Select either Smal | f1 oat or Fl oat .

PRECI SI ON appears for the Fl oat type.

INDEX

Enter y if you want to make the column an index.
| NDEX appears for all types except Seri al . A

column with the Seri al
becomes an index.

data type automatically

Make the column an index only if the column will
be used for row searches and the table will contain
more than 200 rows of data.
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Prompt

What to Do

DUPLICATES

Enter y if you want to allow the column to contain
the same value in different rows. For example, if
the column were to contain the last names of
people, you would probably want to allow multiple
entries (because, for example, you might have
many different people with the last name of
Smith).

However, if you were creating a column of social
security numbers, then you would enter n to
prevent multiple entries of the same number.
DUPLI CATES appears for all types except
Serial .

NULLS

Enter y if you want to allow the column to have
rows with no values (versus requiring values). For
example, if your table is a list of customer data and
the column you are adding is for the customer’s
employer, you might want to allow the NULL
value for the case where the person is
unemployed.

Enter n if you wantto require a value in each row.
NULLS appears for all types except Seri al .

ADD STARTING
NUMBER

Enter the number that INFORMIX should use as a
starting point for numbering rows. INFORMIX
identifies the first row in the table with the number
you enter. As each new row of data is added to the
table, INFORMIX assigns that row the next
number in the sequence. ADD STARTI NG
NUMBER appears only for Seri al .

NUMERIC

Type the first letter of the numeric you want:
Integer, Smallint, Decinal, or Float.

LENGTH

Enter the number of digits the column will store for
a single piece of data. LENGTH appears for
Char and Deci nal types

SCALE

Enter the number of digits that should appear to
the right of the decimal point. The decimal digits,
but not the decimal point, occupy part of the field
length you specified in the LENGTH field. SCALE
appears after the LENGTH for Deci mal .
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2j.  When you have added all

columns, press the

key until the Create Table
screen appears.

2k. Select Exit.

2l. Select Bui |l d- new
t abl e.

2m. Select Exit toreturn to
the INFORMIX Main Menu.

—

The Create Tabl e menu
appears.

The Bui |l d-newt abl e
menu appears.

The Tabl e menu
reappears. If no errors are
found, then your table has
been added. If errors are
found, then you must go
backtothe Alter Table
screen and correct these
errors. You must then repeat
steps 2k and 2| until the
Tabl e menu reappears.

The INFORMIX Main Menu
appears.

Step 3: Add Data To help you add data to the table, you must first create a data entry form

to the Table associated with your table. For more information about forms, see
“Creating Your Own Forms” in the INFORMIX-SQL Relational Database
Management System User Guide. For more information about adding
data, see “Entering Data,” in the same document.

3a. On the Main Menu, select
FORM

3b. Select GENERATE.

3c. Enter a name (up to ten
characters) for the form
associated with your table.
(If possible, use the same
name as the table you

created.) Press [Return).

—

The FORM menu appears.

The GENERATE FORM
screen appears.

The CHOOSE TABLE
screen appears.
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3d.

3e.

3f.

39.

3h.

3i.

3.

3k.

3l.

3m.

3n.

Enter the name of the table
you want to enter data for,

and press [Return|.

Select Tabl e-
sel ecti on-conpl et e.

Select Run.

Press the key.

Select Add.

Enter data for the first
column of the table, and

press the key.

Repeat Step 3i for each
column.

Press the key to save
the row of data.

Repeat Steps 3h through 3k
for each row of data you
want to add.

Type e (for Exit) three
times to exit INFORMIX.

Press (B].

The Tabl e-sel ecti on-
conpl et e menu appears.

The screen form
specification was
successfully compiled
appears when processing of
the form is complete, then
the FORM menu appears.

The RUN FORM window
displays the table you
selected.

The PERFORM menu
appears.

The cursor moves to the first
column in the table.

The cursor moves to the
next column.

I you get an error message, you
may have entered datain the
wrong format.

Row added appears. The
row of data has been added
to the table and saved.

The UNIX prompt appears.

The CentreVu CMS
windows and menus that
were displayed before you
accessed UNIX reappeatr.
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To design a report that uses data from the table, you must also enter the
column names (database items) in the Dictionary: Database Item:
Custom Items window.

CentreVu CMS does not automatically check the database for disk space
used by data in custom tables. As a result, you can inadvertently fill up
your disk with custom data. When this happens, you can lose or damage
custom data and ACD data. Therefore, if you create custom data tables,
be careful to regularly check the amount of disk space available. See the
CentreVu® CMS R3V8 Administration (585-210-910) document for more
information on disk storage.
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Modifying a Table

Use the following steps to add, change, or delete columns in an existing
table.

Adding aColumn
to a Table

On the INFORMIX Main
Menu, select Tabl e.

Press the key.

Select Al ter.

Enter the name of the table
you want to change, and

press [Return).

The Sel ect Dat abase
screen appears.

The TABLE menu appears.

The ALTER TABLE screen
appears. A list of existing
tables also appears.

The ALTER TABLE menu
appears.

Select Add to add a new
column.

Complete the fields for the
new column.

Press the key when you
have finished adding the
column(s), and go to Step 3
of “Deleting a Column.”

The ADD NAME screen
appears.

The ALTER TABLE menu
appears.
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Select Mbdi fy to change
a column.

Use the arrow keys to select
a field to change.

Press the [pel] key when you
have finished changing the
column(s), and go to Step 3
of “Deleting a Column” in
this section.

—

The MODIFY NAME
screen appears.

The ALTER TABLE menu
appears.

Changing a

Column .
2.
3.

Deleting a

Column .
2.
3.
4.

To delete a column, use the
arrow keys to move the
cursor to the column. Select
Dr op.

Select YES to remove the
column.

Atthe ALTER TABLE
menu, select Exit when
you are finished changing
the table.

Select Bui | d- newt abl e
to save your changes.
Select Di scard- new

t abl e to ignore your
changes.

The REMOVE screen
appears.

The column disappears, and
the ALTER TABLE menu
appears.

The Bui |l d- newt abl e
menu appears.
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Changing Datain

On the INFORMIX Main
Menu, select Form

Select Run.

Enter the name of a form,

and press [Return|.

Use the following steps to add, change, or delete data in an existing

The FORM menu appears.

The RUN FORM screen and
a list of forms appear.

The PERFORM menu
appears.

Select Add to add rows of
data.

Enter data in the fields. Use

or (Tab) to move

between fields.

Press when you have
added a row of data.

The table’s column fields
appear with the cursor in the
first field.

The PERFORM menu
reappears. The message
Row added also appears.

a Table table.
1.
2.
3.

Adding Rows of

Data to a Table .
2.
3.

Changing Rows

of Data in a Table
2.

To change data in a row,
display the data you want to
change.

To do this, select Query.

Enter data in a column you
want to search on, and

press [Esc).

The table’s column fields
appear, with the cursor
resting in the first field.

The column fields fill with
data for that row.
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Deleting Rows of
Data From a
Table

Select Updat e, and press

the key.

Use the arrow keys to move
the cursor to the data you
want to change. Overtype
the data, and press [Esc).

—

—

The Update screen
appears.

The PERFORM menu
reappears. The message
This row has been
changed also appears.

To delete a row of data,
repeat Steps 1 and 2 of
“Changing Rows of Data in
a Table” in this section.

Press (Esc).

Select Renove.

Select YES to delete the
row.

The PERFORM menu
reappears.

The REMOVE ROW
screen appears.

The row of data disappears.
The message Row
del et ed appears.
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A Using the Report Designer - Examples

General Information

Creating a
Integrated
Report Using
the

Report
Designer

This appendix provides step-by-step instructions on creating a commonly
used report with Report Designer and step-by-step instructions on modifying
an existing report.

This example shows how an integrated report that displays agent states is
created using the Report Designer.

Start the Report Designer:

1. From the Lucent CentreVu® Supervisor's toolbar, click on the Reports
button. The Select a Report window appears.

2. Select the New button. The Design Mode window appears. You will
create your report from the Design Mode window.

Define Inputs:

3. From the Edit menu, select Inputs. The Edit Inputs (Select inputs for this
report.) window appears.

4. From the Input Types: list, click on Split/Skill, and then select the Add
button.

5. Select the OK button.
Create a Query:

6. From the Edit menu, select Queries. The Query Assistant (Select an
existing query or add a new one.) window appears.

7. Select the New button. The Query Assistant (Select a databox and one
or more tables for the queary.) window appears.

8. In the Database frame, select the Integrated radio button.

9. Under the Table Name column, click onthe i spl i t table name, and
then select the Next button. The Query Assistant (Add the database
items and calculations for the SELECT portion of the query. This query
is based on the following table(s): isplit.) window appears.

10. From the Database Items: list, select the following database items by
clicking on the item, and then selecting the Add button.

* Abncalls
* Acdcalls
* Acdtime

* Servicelevel.
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Modify the
Integrated
Report Using the
Report Designer

11.

12.

13.

14.
15.

Select the Next button. The Query Assistant (Enter the start time for
this integrated query.) window appears.

Select the Input Start Time radio button, and then select the Next
button. The Query Assistant (Select the input used to indicate the
split for this query.) window appears.

Select the Split/Skill input, and then select the Next button. The
Query Assistant (Enter a name for this query.) window appears.

Name your query chart, and then select the Done button.

Close the Query Select window. The Design Mode window appears.

Save Report:

16.
17.

18.

From the Report menu, select Save As.

Name your report <your name> status, and then select the Only
Me radio button.

Select the OK button. Notice that your report is now displayed in the
Integrated Designer Category.

Insert a Chart:

19.

20.

21.

22.
23.
24.

25.

26.

From the Insert menu, select chart. The Chart Assistant (Select the
guery and data items you wish to plot on the chart.) window
appears.

From the Queries: drop-down list, select chart.

Select the Add All>> button. All data are added to the Data on Chart
list.

Select the Next button.
Click on the 2D radio button.

Select Bar Graph for your chart type, and then select the Next
button.

Select (none) in the Available Data list, and then select the Done
button.

Save your report.

This example shows how to modify an existing report using the Report
Designer. You will create a second query and add a table in the report
that you just created.

Open Existing Report for Modification:

1.

From the Select a Report window, select the Integrated tab.
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2.
3.

In the Category list, select Designer.

In the Report list, select the report you just created, and then select
the Edit button.

Create a Second Query:

4.

10.

11.

12.
13.

From the Edit menu, select Queries.The Query Assistant (Select an
existing query or add a new one.) window appears.

Select the New button. The Query Assistant (Select a databox and
one or more tables for the queary.) window appears.

In the Database frame, select the Integrated radio button.

Under the Table Name column, click on the isplit table name, and
then select the Next button. The Query Assistant (Add the database
items and calculations for the SELECT portion of the query. This
qguery is based on the following table(s): isplit.) window appears.

From the Database Items list, select the following database items by
clicking on the item, and then selecting the Add button.

* AVAILABLE
* AGINRING
* INACW

* INAUX

* O_ONACD
* OTHER.

Select the Next button. The Query Assistant (Enter the start time for
this integrated query.) window appears.

Select the Input Start Time radio button, and then select the Next
button. The Query Assistant (Select the input used to indicate the
split for this query.) window appears.

Select the Split/Skill input, and then select the Next button. The
Query Assistant (Enter a name for this query.) window appears.

Name your query table, and then select the Done button.

Close the Query Select window. The Design Mode window appears.

Save Report:

14.

From the Report menu, select Save.

Insert a Table:

15.
16.

From the Select a Report window, select the Integrated tab.

In the Category list, select Designer.
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17.

18.

19.

20.

21.
22.
23.
24.

25.

In the Report list, select the report you just created, and then select
the Edit button.

From the Insert menu, select Table. The Table Assistant (Select a
query and associated database items for the grid.) window appears.

From the Queries drop-down list, click on table, and then select the
Add All>> button.

Select the Next button. The Table Assistant (Select a grid layout.)
window appears.

In the Orientation frame, select Vertical.
In the Options frame, select Headers On and Grid Line On.
Select the Done button. Your report now has a chart and a table.

Move the table so that you can see both the chart and table. By
default, the second section (your table) will overlay the first section
(your chart).

From the Report menu, select Save.
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B Database Items and Calculations
General Information

Please refer to the CentreVu® Call Management System R3V8 Database
Items and Calculations document, 585-210-939, for full descriptions of the
database items and calculations avaialable through the CentreVu Call
Management System (CMS).
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How Are We Doing?

Document Title: CentreVu® Report Designer Version 8 User Guide

Document No.: 585-210-930 Issue 1 Date: December 1999

Lucent Technologies welcomes your feedback on this document. Your comments are of great
value in helping us to improve our documentation.

1. Please rate the effectiveness of this document in the following areas:

Excellent Good Fair Poor Not Applicable
Ease of Use i
Clarity i
Completeness i
Accuracy i
Organization i
Appearance M
Examples i
[llustration
Overall Satisfaction T

2. Please check the ways you feel we could improve this document:

] Improve the overview/introduction [ Make it more concise/brief

[0 Improve the table of contents [ Add more step-by-step procedures/tutorials
[ Improve the organization [ Add more troubleshooting information

0 Include more figures [] Make it less technical

(1 Add more examples [ Add more/better quick reference aids

[ Add more detalil O Improve the index

Please provide details for the suggested improvement.

3. What did you like most about this document?

4. Feel free to write any comments below or on an attached sheet.

If we may contact you concerning your comments, please complete the following:
Name: Telephone Number: ( )

Company/Organization: Date:

When you have completed this form, please fold, tape, and return to address on back or you can
fax the form to 303-538-2195.
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