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Notice

While reasonable efforts have been made to ensure that the information in this
document is complete and accurate at the time of printing, Avaya assumes no
liability for any errors. Avaya reserves the right to make changes and
corrections to the information in this document without the obligation to notify
any person or organization of such changes.

Documentation disclaimer

“Documentation” means information published in varying mediums which may
include product information, operating instructions and performance
specifications that are generally made available to users of products.
Documentation does not include marketing materials. Avaya shall not be
responsible for any modifications, additions, or deletions to the original
published version of Documentation unless such modifications, additions, or
deletions were performed by or on the express behalf of Avaya. End User
agrees to indemnify and hold harmless Avaya, Avaya's agents, servants and
employees against all claims, lawsuits, demands and judgments arising out of,
or in connection with, subsequent modifications, additions or deletions to this
documentation, to the extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked websites
referenced within this site or Documentation provided by Avaya. Avaya is not
responsible for the accuracy of any information, statement or content provided
on these sites and does not necessarily endorse the products, services, or
information described or offered within them. Avaya does not guarantee that
these links will work all the time and has no control over the availability of the
linked pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and software. Refer to
your sales agreement to establish the terms of the limited warranty. In addition,
Avaya's standard warranty language, as well as information regarding support
for this product while under warranty is available to Avaya customers and other
parties through the Avaya Support website:
https://support.avaya.com/helpcenter/getGenericDetails ?detailld=C200911201
12456651010 under the link “Warranty & Product Lifecycle” or such successor
site as designated by Avaya. Please note that if You acquired the product(s)
from an authorized Avaya Channel Partner outside of the United States and
Canada, the warranty is provided to You by said Avaya Channel Partner and
not by Avaya.

“Hosted Service” means an Avaya hosted service subscription that You acquire
from either Avaya or an authorized Avaya Channel Partner (as applicable) and
which is described further in Hosted SAS or other service description
documentation regarding the applicable hosted service. If You purchase a
Hosted Service subscription, the foregoing limited warranty may not apply but
You may be entitled to support services in connection with the Hosted Service
as described further in your service description documents for the applicable
Hosted Service. Contact Avaya or Avaya Channel Partner (as applicable) for
more information.

Hosted Service

THE FOLLOWING APPLIES ONLY IF YOU PURCHASE AN AVAYA HOSTED
SERVICE SUBSCRIPTION FROM AVAYA OR AN AVAYA CHANNEL
PARTNER (AS APPLICABLE), THE TERMS OF USE FOR HOSTED
SERVICES ARE AVAILABLE ON THE AVAYA WEBSITE,
HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO UNDER THE LINK “Avaya
Terms of Use for Hosted Services” OR SUCH SUCCESSOR SITE AS
DESIGNATED BY AVAYA, AND ARE APPLICABLE TO ANYONE WHO
ACCESSES OR USES THE HOSTED SERVICE. BY ACCESSING OR USING
THE HOSTED SERVICE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON
BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE DOING
SO (HEREINAFTER REFERRED TO INTERCHANGEABLY AS “YOU” AND
“END USER”), AGREE TO THE TERMS OF USE. IF YOU ARE ACCEPTING
THE TERMS OF USE ON BEHALF A COMPANY OR OTHER LEGAL ENTITY,
YOU REPRESENT THAT YOU HAVE THE AUTHORITY TO BIND SUCH
ENTITY TO THESE TERMS OF USE. IF YOU DO NOT HAVE SUCH
AUTHORITY, OR IF YOU DO NOT WISH TO ACCEPT THESE TERMS OF
USE, YOU MUST NOT ACCESS OR USE THE HOSTED SERVICE OR
AUTHORIZE ANYONE TO ACCESS OR USE THE HOSTED SERVICE.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE,
HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO, UNDER THE LINK “AVAYA
SOFTWARE LICENSE TERMS (Avaya Products)” OR SUCH SUCCESSOR
SITE AS DESIGNATED BY AVAYA, ARE APPLICABLE TO ANYONE WHO
DOWNLOADS, USES AND/OR INSTALLS AVAYA SOFTWARE,
PURCHASED FROM AVAYA INC., ANY AVAYA AFFILIATE, OR AN AVAYA
CHANNEL PARTNER (AS APPLICABLE) UNDER A COMMERCIAL
AGREEMENT WITH AVAYA OR AN AVAYA CHANNEL PARTNER. UNLESS

OTHERWISE AGREED TO BY AVAYA IN WRITING, AVAYA DOES NOT
EXTEND THIS LICENSE IF THE SOFTWARE WAS OBTAINED FROM
ANYONE OTHER THAN AVAYA, AN AVAYA AFFILIATE OR AN AVAYA
CHANNEL PARTNER; AVAYA RESERVES THE RIGHT TO TAKE LEGAL
ACTION AGAINST YOU AND ANYONE ELSE USING OR SELLING THE
SOFTWARE WITHOUT A LICENSE. BY INSTALLING, DOWNLOADING OR
USING THE SOFTWARE, OR AUTHORIZING OTHERS TO DO SO,YOU, ON
BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE
INSTALLING, DOWNLOADING OR USING THE SOFTWARE
(HEREINAFTER REFERRED TO INTERCHANGEABLY AS “YOU” AND “END
USER”), AGREE TO THESE TERMS AND CONDITIONS AND CREATE A
BINDING CONTRACT BETWEEN YOU AND AVAYA INC. OR THE
APPLICABLE AVAYA AFFILIATE (“AVAYA”).

Avaya grants You a license within the scope of the license types described
below, with the exception of Heritage Nortel Software, for which the scope of
the license is detailed below. Where the order documentation does not
expressly identify a license type, the applicable license will be a Designated
System License as set forth below in the Designated System(s) License (DS)
section as applicable. The applicable number of licenses and units of capacity
for which the license is granted will be one (1), unless a different number of
licenses or units of capacity is specified in the documentation or other materials
available to You. “Software” means computer programs in object code,
provided by Avaya or an Avaya Channel Partner, whether as stand-alone
products, pre-installed on hardware products, and any upgrades, updates,
patches, bug fixes, or modified versions thereto. “Designated Processor”
means a single stand-alone computing device. “Server” means a set of
Designated Processors that hosts (physically or virtually) a software application
to be accessed by multiple users. “Instance” means a single copy of the
Software executing at a particular time: (i) on one physical machine; or (ii) on
one deployed software virtual machine (“VM”) or similar deployment.

License type(s)

Designated System(s) License (DS). End User may install and use each copy
or an Instance of the Software only: 1) on a number of Designated Processors
up to the number indicated in the order; or 2) up to the number of Instances of
the Software as indicated in the order, Documentation, or as authorized by
Avaya in writing. Avaya may require the Designated Processor(s) to be
identified in the order by type, serial number, feature key, Instance, location or
other specific designation, or to be provided by End User to Avaya through
electronic means established by Avaya specifically for this purpose.

Concurrent User License (CU). End User may install and use the Software on
multiple Designated Processors or one or more Servers, so long as only the
licensed number of Units are accessing and using the Software at any given
time. A “Unit” means the unit on which Avaya, at its sole discretion, bases the
pricing of its licenses and can be, without limitation, an agent, port or user, an
e-mail or voice mail account in the name of a person or corporate function
(e.g., webmaster or helpdesk), or a directory entry in the administrative
database utilized by the Software that permits one user to interface with the
Software. Units may be linked to a specific, identified Server or an Instance of
the Software.

Shrinkwrap License (SR). You may install and use the Software in accordance
with the terms and conditions of the applicable license agreements, such as
“shrinkwrap” or “clickthrough” license accompanying or applicable to the
Software (“Shrinkwrap License”).

Heritage Nortel Software

“Heritage Nortel Software” means the software that was acquired by Avaya as
part of its purchase of the Nortel Enterprise Solutions Business in December
2009. The Heritage Nortel Software is the software contained within the list of
Heritage Nortel Products located at https://support.avaya.com/licenseinfo
under the link “Heritage Nortel Products” or such successor site as designated
by Avaya. For Heritage Nortel Software, Avaya grants Customer a license to
use Heritage Nortel Software provided hereunder solely to the extent of the
authorized activation or authorized usage level, solely for the purpose specified
in the Documentation, and solely as embedded in, for execution on, or for
communication with Avaya equipment. Charges for Heritage Nortel Software
may be based on extent of activation or use authorized as specified in an order
or invoice.

Copyright

Except where expressly stated otherwise, no use should be made of materials
on this site, the Documentation, Software, Hosted Service, or hardware
provided by Avaya. All content on this site, the documentation, Hosted Service,
and the product provided by Avaya including the selection, arrangement and
design of the content is owned either by Avaya or its licensors and is protected
by copyright and other intellectual property laws including the sui generis rights
relating to the protection of databases. You may not modify, copy, reproduce,
republish, upload, post, transmit or distribute in any way any content, in whole
or in part, including any code and software unless expressly authorized by
Avaya. Unauthorized reproduction, transmission, dissemination, storage, and
or use without the express written consent of Avaya can be a criminal, as well
as a civil offense under the applicable law.
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Virtualization

The following applies if the product is deployed on a virtual machine. Each
product has its own ordering code and license types. Unless otherwise stated,
each Instance of a product must be separately licensed and ordered. For
example, if the end user customer or Avaya Channel Partner would like to
install two Instances of the same type of products, then two products of that
type must be ordered.

Third Party Components

“Third Party Components” mean certain software programs or portions thereof
included in the Software or Hosted Service may contain software (including
open source software) distributed under third party agreements (“Third Party
Components”), which contain terms regarding the rights to use certain portions
of the Software (“Third Party Terms”). As required, information regarding
distributed Linux OS source code (for those products that have distributed
Linux OS source code) and identifying the copyright holders of the Third Party
Components and the Third Party Terms that apply is available in the products,
Documentation or on Avaya's website at: https://support.avaya.com/Copyright
or such successor site as designated by Avaya. The open source software
license terms provided as Third Party Terms are consistent with the license
rights granted in these Software License Terms, and may contain additional
rights benefiting You, such as modification and distribution of the open source
software. The Third Party Terms shall take precedence over these Software
License Terms, solely with respect to the applicable Third Party Components to
the extent that these Software License Terms impose greater restrictions on
You than the applicable Third Party Terms.

The following applies only if the H.264 (AVC) codec is distributed with the
product. THIS PRODUCT IS LICENSED UNDER THE AVC PATENT
PORTFOLIO LICENSE FOR THE PERSONAL USE OF A CONSUMER OR
OTHER USES IN WHICH IT DOES NOT RECEIVE REMUNERATION TO (i)
ENCODE VIDEO IN COMPLIANCE WITH THE AVC STANDARD (“AVC
VIDEO”) AND/OR (ii) DECODE AVC VIDEO THAT WAS ENCODED BY A
CONSUMER ENGAGED IN A PERSONAL ACTIVITY AND/OR WAS
OBTAINED FROM A VIDEO PROVIDER LICENSED TO PROVIDE AVC
VIDEO. NO LICENSE IS GRANTED OR SHALL BE IMPLIED FOR ANY
OTHER USE. ADDITIONAL INFORMATION MAY BE OBTAINED FROM
MPEG LA, L.L.C. SEE HTTP://WWW.MPEGLA.COM.

Service Provider

THE FOLLOWING APPLIES TO AVAYA CHANNEL PARTNER'S HOSTING
OF AVAYA PRODUCTS OR SERVICES. THE PRODUCT OR HOSTED
SERVICE MAY USE THIRD PARTY COMPONENTS SUBJECT TO THIRD
PARTY TERMS AND REQUIRE A SERVICE PROVIDER TO BE
INDEPENDENTLY LICENSED DIRECTLY FROM THE THIRD PARTY
SUPPLIER. AN AVAYA CHANNEL PARTNER'S HOSTING OF AVAYA
PRODUCTS MUST BE AUTHORIZED IN WRITING BY AVAYAAND IF
THOSE HOSTED PRODUCTS USE OR EMBED CERTAIN THIRD PARTY
SOFTWARE, INCLUDING BUT NOT LIMITED TO MICROSOFT SOFTWARE
OR CODECS, THE AVAYA CHANNEL PARTNER IS REQUIRED TO
INDEPENDENTLY OBTAIN ANY APPLICABLE LICENSE AGREEMENTS, AT
THE AVAYA CHANNEL PARTNER'S EXPENSE, DIRECTLY FROM THE
APPLICABLE THIRD PARTY SUPPLIER.

WITH RESPECT TO CODECS, IF THE AVAYA CHANNEL PARTNER IS
HOSTING ANY PRODUCTS THAT USE OR EMBED THE H.264 CODEC OR
H.265 CODEC, THE AVAYA CHANNEL PARTNER ACKNOWLEDGES AND
AGREES THE AVAYA CHANNEL PARTNER IS RESPONSIBLE FOR ANY
AND ALL RELATED FEES AND/OR ROYALTIES. THE H.264 (AVC) CODEC
IS LICENSED UNDER THE AVC PATENT PORTFOLIO LICENSE FOR THE
PERSONAL USE OF A CONSUMER OR OTHER USES IN WHICH IT DOES
NOT RECEIVE REMUNERATION TO: (I) ENCODE VIDEO IN COMPLIANCE
WITH THE AVC STANDARD (“AVC VIDEO”) AND/OR (Il) DECODE AVC
VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A
PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO
PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE IS
GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE. ADDITIONAL
INFORMATION FOR H.264 (AVC) AND H.265 (HEVC) CODECS MAY BE
OBTAINED FROM MPEG LA, L.L.C. SEE HTTP://WWW.MPEGLA.COM.

Compliance with Laws

You acknowledge and agree that it is Your responsibility for complying with any
applicable laws and regulations, including, but not limited to laws and
regulations related to call recording, data privacy, intellectual property, trade
secret, fraud, and music performance rights, in the country or territory where
the Avaya product is used.

Preventing Toll Fraud

“Toll Fraud” is the unauthorized use of your telecommunications system by an
unauthorized party (for example, a person who is not a corporate employee,
agent, subcontractor, or is not working on your company's behalf). Be aware
that there can be a risk of Toll Fraud associated with your system and that, if
Toll Fraud occurs, it can result in substantial additional charges for your
telecommunications services.

Avaya Toll Fraud intervention

If You suspect that You are being victimized by Toll Fraud and You need
technical assistance or support, call Technical Service Center Toll Fraud
Intervention Hotline at +1-800-643-2353 for the United States and Canada. For
additional support telephone numbers, see the Avaya Support website:

https://support.avaya.com or such successor site as designated by Avaya.

Security Vulnerabilities

Information about Avaya's security support policies can be found in the
Security Policies and Support section of https://support.avaya.com/security.
Suspected Avaya product security vulnerabilities are handled per the Avaya
Product Security Support Flow
(https://support.avaya.com/css/P8/documents/100161515).

Downloading Documentation
For the most current versions of Documentation, see the Avaya Support

website: https://support.avaya.com, or such successor site as designated by
Avaya.

Contact Avaya Support

See the Avaya Support website: https://support.avaya.com for product or
Hosted Service notices and articles, or to report a problem with your Avaya
product or Hosted Service. For a list of support telephone numbers and contact
addresses, go to the Avaya Support website: https://support.avaya.com (or
such successor site as designated by Avaya), scroll to the bottom of the page,
and select Contact Avaya Support.

Trademarks

The trademarks, logos and service marks (“Marks”) displayed in this site, the
Documentation, Hosted Service(s), and product(s) provided by Avaya are the
registered or unregistered Marks of Avaya, its affiliates, its licensors, its
suppliers, or other third parties. Users are not permitted to use such Marks
without prior written consent from Avaya or such third party which may own the
Mark. Nothing contained in this site, the Documentation, Hosted Service(s) and
product(s) should be construed as granting, by implication, estoppel, or
otherwise, any license or right in and to the Marks without the express written
permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya Inc.
All non-Avaya trademarks are the property of their respective owners. Linux®
is the registered trademark of Linus Torvalds in the U.S. and other countries.
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Chapter 1: Introduction

Purpose

The document describes how to design and create custom reports in Avaya Call Management
System (CMS).

This document is intended for system administrators who can gain access to all parts of CMS
and for other administrators, such as split or skill supervisors, who have limited access to CMS.
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Custom reports

A custom report is a report that you create and design using the Custom Reports subsystem.
Like standard CMS reports, a custom report displays information about Automatic Call
Distribution (ACD) activity in your call center. For a custom report, you can determine what ACD
information is displayed and how it is displayed.

Like standard reports, custom reports fall into two categories: real-time and historical. A single
custom report can contain real-time data or historical data, but not both.

You can use the Custom Reports subsystem, not the Reports subsystem, to run custom reports.

Screen Painter

You design custom reports with a tool called Screen Painter. When creating historical and
real-time custom reports, use Screen Painter to:

Arrange report fields and bars.

Copy existing report designs, including standard report designs.
Define ACD data for bar graphs if you have the CMS Graphics feature.
Define ACD data for report fields.

Define stationary, that is, no-scroll areas.

Edit reports using block moves, copies, and deletions.

Emphasize text and fields with highlighting options.

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

For Historical custom reports, use Screen Painter to:

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

Merge data in a report field to include data with different time frame. For example, to define
a field that represents the percentage of calls answered in an intrahour interval compared
to all calls answered in the day.

Avaya Call Management System Custom Reports June 2023 13



Chapter 2: Custom reports

e Include data from custom data tables that you create and populate within the CMS
database. To create custom data tables, see Advanced report design on page 125.

A WARNING:
If you create custom data table, ensure that you have disk space to store data.
CMS does not automatically check the available space. If you fill the disk with
custom data, you will lose or damage stored custom and ACD data.

For more information about disk storage, see Administering Avaya Call Management System.

Large reports could degrade the performance of your system. Ensure that you test the new
custom report before you use the reports.

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

A Important:
You cannot merge real-time data with historical data.

Creating custom reports checklist

You must complete the following tasks to create a custom report. If you do all the tasks for each
report that you create, your reports will run properly and you will be able to create reports
efficiently.

Task Reference Done?

Define a name that you use to run the report and to Defining report name,

gain access to the report design if you want to change | access, type, and option on
the design. Define access to whether other users can | page 27

run the report and copy the report design to create
their own custom reports. Define the type as real-time

or historical.

Gain access to Screen Painter to design reports. Navigating Screen
Painter on page 37

(Optional) Copy an existing report design to begin Copying an existing report

with existing report headings, data fields, bars, and design on page 41
other report features. While this step is optional, you
save a lot of time. You can copy standard and custom

reports.
Use block moves, copies, and deletions to quickly Editing a report with
rearrange and delete sections of report design. blocks on page 45
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Task Reference Done?

Type headings for the data fields in the report so that | Entering report text on
the text: page 49

e Provides a layout to position data fields.

e Defines the data type for each data field.

If you copy a report design, the text of the report is
included. Use the Custom Report subsystem to
modify the text.

Define fields for the Report Input window so that Defining fields for the
users can use parameters to run the report. You can Report Input window on
define fields, such as split, agent, time, and date. page 51

If you copy a report design, CMS includes the
definition of the Report Input window. You can modify
the definition.

Define the location of fields and bars, field length, bar | Defining report fields on
length and height, and the data to be displayed in the | page 61

fields and bars. Data includes database items that o ;

supply data to the fields and bars. Eaeélgl?g bars in a report on

If you copy a report design, CMS includes the
definition of those data fields and bars. You can
modify the definitions.

Define the rows of data that supply information for the | Defining the rows of data for
fields and bars that you defined in the previous task. a report on page 84

If you copy a report design, CMS includes the
definition of the rows of data. You can modify the
selection of rows.

Define fields on the report to show when the report Defining fields to show run
was run and what items the report covers, as defined | time/date and user
in the Report Input window. inputs on page 103

If you copy a report design, CMS includes the fields.
You can modify these fields.

Change the level of brightness or color if you have a Highlighting fields on
color terminal. You can use underlines and reverse page 107

video to emphasize or de-emphasize individual fields
and text in the report.

If you copy a report design, CMS includes the
highlighting and other video attributes. You can
modify these attributes.
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Task Reference

Done?

Define parts of the report that stay in the same place | Defining stationary
in the window even when you scroll up, down, right, or | (no-scroll) areas on
left. You can define no-scroll areas for column page 109

headers, column totals, and row identifiers.

If you copy a report design, CMS includes the no
scroll-areas. You can modify the no-scroll areas.

Save the design of the report. Saving the report design on
page 111

Test the custom report after you save the report to Testing the report design on

ensure that the design has no errors. page 111

Run the report. Running custom reports on
page 121

Standard reports

You cannot customize the following reports:

e Historical

Split/Skill: Status

System: Multi-ACD by Split/Skill (daily, weekly, monthly)
System: Multi-ACD Call Flow by VDN

Trunk Group: Busy Hour

Vector Directory Number (VDN): Busy Hour

VDN: Status

e Real-time

Multi-ACD
Multi-ACD Top Agent

Database items not in custom reports

Standard CMS reports contain many database items. For more information, see Avaya Call
Management System Database Iltems and Calculation.
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Storing and retrieving data

The most important and most difficult part of designing a custom report is defining the data for a
report. To define custom report data, you must first understand how CMS stores and retrieves
data.

Storing data

CMS stores data in the CMS database. The database has 54 different tables that you can use in
custom reports.

Atable is an array of columns and rows that stores data for an ACD element for a specific
period. ACD elements can include split or skill, agent, trunk, trunk group, VDN, vector, call work
code, forecasting, agent trace, call record, or exceptions. Period can be the current intrahour
interval, past intrahour intervals, or past day that is summarized by day.

The following figure shows how a small piece of the Current Interval Agent table might look in
the database. The figure shows data for the current intrahour interval for agents 1001 to 3009.
As data in this table is in real time, data changes every second. The example represents a
snapshot of the most recent update of the table.
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Figure 1: Sample of the Current Interval Agent table

ACD SPLIT WORKMODE* ACDTIME
\l

LocID EXTENSION ACDCALLS
S 1001 1 13201 1 21 988
So1 0 1002 14440 1 19 77T
o1 1003 1 © 3002 2 15 400
o1 o 1004 1 3003 2 g9 58
-1 - 1005 1 4003 2 11 44

L T . 5671 4 20 245 |
T TouY 5 - 7835 3 7 851
1 0 1008 1 GG6A 3 18 603
1 1010 1 3241 1 18 203
1 0 2001 2 7T7R2 4 13 789
1 . 2002 5 5642 2 14 549
1 0 2003 2 2221 2 10 - 402
10 2004 2 2242 4 19 452
10 2005 2 2087 1 51 616
1 ° 2006 2 ° 3982 3 19 569
1 . 2007 2 6543 2 15 F45
1 0 2008 2 12345 2 9 109
1 1 2009 5 2022 2 11 367
102010 2 4323 4 20 322
1 1 3001 3 7855 1 7 1 188
1 3002 3 3425 1 18 704
1 © 3003 3 14563 1 18 256
1 ;. 3004 5 . B885 2 13 950
1 3005 35544 2 14 589
1 . 3006 3o 3789 2 10 340
10 3007 3 8ETs 2 19 299
1 ¢ 3008 € 3009 1 21 638
1 3 z 19 901

- 44T

Figure notes:
1. The numeric values for WORKMODE represent agent work state in the reports. For
example, 1=AVAIL, 2=ACD, 3=ACW, and 4=AUX.

The following figure shows how a small piece of the Historical Intrahour Interval Split table looks
in the report. See the highlighted data as an example. The figure shows data from July 1 to July
3, 1993, and simulates data for an ACD that has three splits, intrahour intervals of 60 minutes,
and daily activity from 8:00 a.m. to 11:00 a.m.
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Figure 2: Sample of the Historical Intrahour Interval Split table

ROWDATE ACD prrT ABANDONS ABNTIME
l STARTTIME l l ACDCALLS l ACDTIME l
© 070182 - 0800 1 1 ;443 48 36898 988
© 070192 © 0200 - 1 2 1 234 a7 20012 777
D 070193 1 0800 1 300 111 20 13111 400
S 070192 @ 0900 ¢ 1 1 : 652 59 53442 1058
1070192 © 0900 ;@ 1 2 1 451 32 27635 644
£ 070192 : 0900 1 3 ;93 11 15221 245
B B R T L T~ 500 13 ELT Y LS|
S 070182 - 1000 : 1 2 . 391 3L 19768 603
£ 070183 © 1000 © 1 3 142 10 9786 203
S 070192 0 1100 - 1 1 . 480 30 33389 789
© 070192 © 1100 1 2 ¢ 491 22 26789 549
S 070192 © 1100 ¢ 1 3 0 297 15 12530 402
© 070293 © 0800 - 1 1 ° 300 T 317651 1452
. 070253 - 0800 - 2 . 299 20 29602 7616
0 070283 & 0800 ] 3 1 138 13 11523 2569
5070283 1 0900 - 1 1 400 16 36178 1745
: 070292 : 0900 0 1 2 300 33 24303 1109
- 070253 © 0800 - 1 3 1 225 1z 15628 367
- 070293 - 1000 @ 1 1 - 394 40 40002 1322
0070252 - 1000 - 4 2 0 323 34 20881 1188
- 070282 - 1000 - 4 3 0 1058 14 12115 704
© 070293 : 1100 @ 1 1 - 418 © 41 © 34819 1256
0070282 1 1100 - 1 2 0 246 ° 30 ¢ 21173 : 980
- 070282 - 1100 @ 4 3 . 100 18 : 10281 . 58O
0 070382 0 0800 & g 10 417 © 0 34 1 37856 & 1340
- 070383 © 0800 : ] 2 0 247 ;24 - 26308 1299
D 070393 ¢ 0800 © 1 30 141 @ 14 © 12567 . 688
- 070353 © 0900 . 1 1 444 © 43 © 33003 : 1001
;070382 - 0800 - 4 2 ¢ 301 : 31 27034 809
1 070393 ; 0900 © ] 300 206 8 0 14230 445
- 070383 © 1000 - 1 1 420 E1 - 30045 @ 1733
0 070382 - 1000 © 4 2 . 200 ig  C 20862 - 1203
£ 070382 1 1000 ¢ 1 300 198 - 24 © 12400 899
- 070382 © 1100 1 1 © 403 - 50 : 30990 ° 1812
- 070382 - 1100 © 4 2 0 320 31 - 25410 ;904
070283 - 1100 - 2 0 3 - gs ;21 : 10222 587,

The CMS database uses names to refer to columns of data in a table. These names are called
Database Items in CMS. The Current Interval Agent table and the Historical Intrahour Interval
Split table contain many more columns and, therefore, many more database items than are
shown in the figures. For a complete list of database items, see Avaya Call Management
System Database ltems and Calculations.

Each row in a table contains data that is related by the values of more than one column. In the
Current Interval Agent table, each row in the table contains data related by agent login ID. If you
look at the highlighted row in Figure 1. Sample of the Current Interval Agent table on page 18,
you see that the agent is logged into Split 1 on extension 5671 and is currently in the Auxiliary

(AUX) work mode. In addition, up to this point in the current interval, the agent received 20 ACD
calls (ACDCALLS) and 245 seconds of ACD talk time (ACDTIME).

A column or a set of columns 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. Therefore, in Figure 1: Sample of the Current Interval Agent table on page 18, the
LOGID database item is an index.
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Each row in the Historical Intrahour Interval Split table contains data related by date, interval,
and split. If you look at the highlighted row in Figure 2: Sample of the Historical Intrahour
Interval Split table on page 19, you see that Split 1 had:

e 509 ACD calls (ACDCALLS)
e 43 abandoned calls (ABANDONS)
e 35401 cumulative seconds of ACD talk time for all ACD calls (ACDTIME)

e 851 cumulative seconds of wait time for all calls that callers abandoned before agents
answered the calls (ABNTIME)

Retrieving data
CMS retrieves data from the database based on the following information that you supply when
you design a custom report:
e Table title
e Database items in the table
e Rows of data in the table

For example, if you want a custom real-time agent report that lists the agents in a split, CMS
displays the report design as shown in the following figure.

Figure 3: Custom report design

Split: aExaNNK

Current ACD ACD Average
Agent ID: State Calls Time Talk Time
VVVV VVVVY Vv Vv VV VY

Note:
Each series of the letter “v” in the figure represents a report field for which CMS

finds multiple values. In this case, the system displays values for more than one
agent. CMS displays the values vertically in a column. The letters “x” by the Split
label represent the fact that only one value (in this case, a single split name or
number) is expected for the field.

You can assign the ACDTIME/ACDCALLS calculation for the Average Talk Time field in the
report.
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To retrieve data, you must tell CMS to gain access to the cagent, that is, Current Interval Agent,
table. Then, for each report field, you assign the appropriate database items. When you run the
report, CMS finds and displays columns of data associated with the database items as shown in
the following figure.

Figure 4: Sample 1 of database item selection

ACD SPLIT WORKMODE ACDTIME
l LOGID l EXTENSION | ACDCALLS
1 1001 1 3201 1 21 a8
1 . 100z 1 4440 1 19 777
1 - 1003 1 3002 2 15 400
1 1004 1 3003 2 9 58
1 1005 1 4003 o 11 544
1 1008 1 5571 4 20 245
1 1007 5 7835 3 7 851
1 1008 1 EEE66 3 18 603
1 1010 1 3241 1 18 203
1 2001 5 7762 4 13 780
1 2002 5 5542 2 14 549
1 2003 2 2221 2 10 402
1 2004 5 2242 4 19 452
1 2005 2 2287 1 51 516
1 2008 3 3982 3 18 550
1 2007 5 6543 3 15 745
1 2008 2 2345 2 a 109
1 2009 5 2022 2 11 357
1 2010 2 4323 4 20 izz
1 3001 3 7655 1 7 la8
1 3002 3 3425 1 18 704
1 3003 3 4563 1 18 256
1 3004 5 8885 2 13 980
1 3005 3 5544 2 14 589
1 3008 E] 3789 2 10 340
1 3007 3 8675 2 1g 299
1 3008 g 3009 1 21 588
1 3008 ° a3 -

Next, you identify the appropriate rows that supply data. If you want agents in Split 1, you must
tell CMS to find rows that have the value 1 for the SPLIT database item. When you run the
report, CMS finds the appropriate rows of data in the cagent table. See the rows with arrows in
the following figure.

Avaya Call Management System Custom Reports June 2023 21



Chapter 2: Custom reports

Figure 5: Sample 1 of table row selection

ACD SPLIT WORKMODE ACDTIME
LOGID EXTENSION ACDCALLS

1 1 1
—= 1 1002 1 4440 1 19 777
Rows where — =1 1 1003 1 3002 2 15 400
SPLIT=1 ——== 1 1004 1 3003 2 [} g
—== 1 1005 1 4003 2 11 644
—= 1 1006 1 5671 4 20 245
1 1007 E . 7835 3 7 T
—= 1 1008 1 6666 3 18 603
—_— 1 1010 1 3241 1 18 203
-1 2001 ) 7762 4 13 780
1 2002 [ Egdz ) 14 C49
1 - 2003 2 - 2221 2 10 - 402
1 2004 z @ 2242 4 19 452
1 2005 z - 2287 1 21 616
1 . 2006 2 - 3982 3 15 - 569
1 : 2007 2 : 6543 2 15 - 745
1 - 2008 2 : 2345 2 o . 109
1 - 2009 5 - 2022 2 11 367
1 2010 z - 4323 4 =0 322
1 . 3001 3 @ 7655 1 7 I 188
1 © 3002 3 - 3425 1 1g - 704
1 - 2003 @ 3 - 4563 1 - 18 - 256
1 3004 5 : 8885 2 13 980
1 2005 3 5544 2 14 Ee9
1 20086 3 3789 2 10 340
1 3007 3 BETE z 19 299
1 2008 [ 3009 1 21 £88

1 - 3008 3 . 2

The data that CMS displays for the report is the data found in the intersection of the selected
database items and rows. Therefore, the report contains data as shown in the following figure.
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Figure 6: Sample 1 of custom report

Split: 1
Current ACD ACD Average
Agent ID: State Calls Time Talk Time
1001 AVAIL 21 988 47:00
1002 AVAIL 19 777 40:09
1003 ACD 15 400 26:07
1004 ACD 9 58 6:44
1005 ACD 11 644 5g2:54
10086 AUX 20 245 12:25
1008 ACW 18 603 33:50
1010 AVAIL 18 203 11:28

Note:

When you design a custom report, you can set up row selection so that a user

running the report can choose the rows in the Report Input window. For example,
to run a report, you can set up the row selection so the user can fill out a Report
Input window that prompts the user for a split number. For more information, see
Defining fields for the Report Input window on page 51.

CMS uses indexes to create a structure for storing data and to search for data. With indexes,
CMS can find data much faster than if data were stored randomly. Therefore, when you design
a custom report, you must define the rows of data for the report on the basis of index values.

For more information, see Defining fields for the Report Input window on page 51.

The indexes for each standard table are fixed. Therefore, you cannot change, delete, or add an
index. However, if you use INFORMIX SQL to define a custom table in the CMS database, you

can define any indexes for the new table.

Another example of how CMS retrieves report data is shown in Figure 7. Sample 2 of custom
report on page 23, which is an example of a report design for a custom intrahour interval split
report that lists, by intrahour interval, data for a split in a single day.

Figure 7: Sample 2 of custom report

Split: XMooy
Date: 3000x¥x

ACD
Interval Calls Abandons
VVVVVVV VVVV VvV
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To retrieve data, you must tell CMS to gain access to the hsplit, that is, Historical Intrahour
Interval Spilit, table. You must then assign the appropriate database items to the fields. When
you run the report, CMS finds and displays the columns of data associated with the database
items in the hsplit table as shown in Figure 7: Sample 2 of custom report on page 23.

Figure 8: Sample 2 of database item selection

ACD

ROWDATE SPLIT ABANDONS ABNTIME
l 5]"._\‘1{1"1'11;[5] l ACDCALLS ACDTIME l
070183 © 0800 1 1 443 1 48 - 36898 938
070182 1 0200 1 2 2324 : 37 ;o zoo01lz 1 777
070192 - 0200 1 3 111 - 20 0 12111 - 400
070193 : 0200 1 1 §52 59 - 53442 I 1058
070193 © 0200 1 2 451 - 3z 0 27635 ¢ 644
0701932 : 0200 1 3 93 11 ¢ 18321 ;245
070192 © 1000 1 1 sog 43 @ 25401 851
0701932 - 1000 1 2 3gl - 31 © 19788 . 603
070193 . 1000 1 3 142 10 - s78s 203
070192 © 1100 1 1 420 - 29 C 33389 7es8
070193 : 1100 1 2 431 2z - 26789 549
070192 © 1100 1 3 297 15 @ 12520 [ 402
070253 © 0800 1 1 399 : g - 237651 ;1452
070283 . 0200 1 2 299 20 29802 O 7616
070283 © 08200 1 3 122 - 12 Io11522 © 2569
070253 . 0200 1 1 400 : a6 © 38178 I 1745
070293 - 0300 1 2 200 : 22 ©oz43202 © 1109
070253 © 0900 1 3 225 : 1z © 18828 o 387
070292 - 1000 1 1 394 : 40 . 40002 Do1322
070293 : 1000 1 2 323 : 24 I 29881 co1188
0702592 - 1000 1 3 105 14 12115 704
0702583 ;. 1100 1 1 al1e : 41 I 24819 © 1256
070222 0 1100 1 z 246 - 30 ¢ 21173 980
070253 ; 1100 1 3 100 18 . 10281 . 529
0703292 & 0800 1 1 417 : 34 I 37858 o 1340
070353 © 0800 1 2 247 : 24 . 26308 ©o1zes
070392 . 0200 1 3 141 : 14 Do12587 1t
070253 1 0300 1 1 444 43 . 29003 1001
070253 . 0200 1 z 301 21 [ 27024 209
070293 : 0200 1 3 206 8 1 14230 445
070393 : 1000 1 1 420 - 51 39045 o 1733
070293 - 1000 1 2 299 3s I 29582 - 1303
070383 @ 1000 1 3 198 - 24 - 12400 : @99
070232 . 1100 1 1 402 : 50 ©30990 ©ole1z
- 070393 : 1100 :© 3 2 320 21 o 25410 204
. 070283 © 1100 : 1 3

S e S
Next, you must identify the appropriate rows that supply data. You might want data for the
following:

e Split 1, which means that you must identify rows with value 1 for the SPLIT database item.

e The date 07/02/93, which means that you must identify rows with the value 070293 for the
ROWDATE database item.

e The intrahour interval 8:00 a.m. to 11:00 a.m., which means that you must identify rows
with values from 0800 through 1100 for the STARTTIME database item.

CMS finds and displays the relevant rows of data as shown in the following figure.
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Figure 9: Sample 2 of table row selection

ROWDATE ACD spLIT ABANDONS ABNTIME
[ l ACDCATLS ACDTIME
: S L SN B S I N
. 070192 © 0800 1 1 443 ag © 2ees88
070192 © 0800 1 2 234 37 . zo01Z2
070192 - 0800 1 3 111 20 © 13111
070192 © 0900 1 1 652 59 - 53442
070192 - 09200 1 2 451 3z . 27635
070153 - 0200 1 3 23 11 - 15321
070192 © 1000 1 1 509 431 - 15401
070193 - 1000 1 2 291 31 0 19768
070192 - 1000 1 3 142 10 - @7BE
070192 © 1100 1 1 480 39 0 33389
S 070193 © 1100 1 2 491 2z - 26789
070193 © 1100 1 297 15  © 12830
—={ 070293 : 0800 1 1 2199 3g - 27851
- 070293 - 0800 1 2 299 20 . 29802
i;‘;_n?hf{f © 070293 . 0800 - ) 3 128 13 - 11823
=L —={ 070292 - 0300 1 :
ROWDATE = 07/02/93, - 070292 - 0200 i 2 ;gg ;g - 2:;;2
and STARTTIME from S 070292 © 09200 1 3 235 12 . 15524
08:00 to 11:00am. —=] 070292 - 1000 1 1 104 40 -~ 400032
- 070292 © 1000 1 2 222 ¢ 34 z9g81
. 070293 0 1000 1 3 108 - 14 12118
= 070293 - 1100 1 1 418 : 41 . 34819
070292 0 1100 1 2 248 : a0 -o211732
070292 © 1100 1 3 100 18 - 10281
070292 - 0800 1 1 417 - 34 37856
070392 © 0800 - 1 2 247 - 24 26308
070392 - 0800 1 3 141 14  © 12567
0703593 - 09200 1 1 144 - 43 29003
070393 - 0200 1 2 201 311 270324
070292 ° 09200 1 3 206 ! g 0 14230
070292 © 1000 1 1 420 51 - 335045
070392 ° 1000 1 2 293 38 28552
070393 © 1000 1 2 198 : 24 © 12400
070393 © 1100 1 1 103 50 © 20890
© 070393 - 1100 0 7 2 320 : 31 © 285410
© 070292 0 1100 g 3 : :

$9_ [ 21 [ 10222
The data that CMS displays for the report is the data found in the intersection of the selected
database items and columns. Therefore, the report contains data as shown in the following
figure.

Figure 10: Sample 3 of custom report

split: 1
Date: 07/02/93
ACD
Interval Calls Ebandons
8:00am 399 36
9:00am 400 da
10:00am 394 40
11:00am 418 41

Defining data is the main task of creating and designing a custom report, but you must also do
other tasks. For more information, see Getting started on page 27.
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This chapter describes how to do the following tasks in CMS:

e Defining report name, access, type, and option on page 27

e Changing report access, description, or option on page 33

e Deleting a custom report on page 34

You can use the Edit Report: Report Select window to do these tasks.

A Important:
You must have read and write permission for the Custom Reports subsystem to
create, change, or delete a custom report. You can only change or delete custom
reports that you created unless you are a CMS administrator.

Defining report name, access, type, and option

Note:
You cannot define a custom report with a timetable. If you are a CMS

administrator, you can specify the owner of the report that you are defining. For
more information, see Defining the user ID on page 31. If you are not a CMS
administrator, you can define a report with only you as the owner.

To design a custom report, do the following tasks:

Gaining access to the Report Select window on page 28

Assigning a name to the report on page 29

Entering a report description on page 30

Defining the user ID on page 31

Defining access to the report on page 31

Defining the report as historical or real-time on page 32

Defining the report option on page 32

© N o ok~ wDdhd =

Saving the report name on page 33

Avaya Call Management System Custom Reports June 2023
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Gaining access to the Report Select window

To gain access to the Report Select window:
1. On the main menu, select Custom Reports and press Enter.

The system displays the Custom Reports submenu as shown in the following figure:

Figure 11: Custom Reports submenu
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2. Select Edit Report.
The system displays the Report Select window as shown in the following figure:

Figure 12: Report Select window
_ioix]
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Note:
The Report Select window does not display the Report option menu if you do not

authorize the Global Dictionary/ACD Groups feature.
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Assigning a name to the report

Type a name in the Report name field. The name can have up to 20 characters, including
spaces. As the name that you enter must be unique, you can view the existing custom report
names before you type a name.

Do the following steps to view the existing report names:

1. Clear the fields.

2. Inthe Report access field, select Global or Private.
3. Inthe Report type field, select Historical or Real-time.
4

In the Report option field, select Single ACD Only, ACD Group Only, or Both Single
ACD and ACD Group.

For more information about report options, see Report option definitions on page 29

5. Press Enter.

The system displays the List all window with all global and private custom report names for
the specified report type.

6. Check the list to ensure that the name that you want to assign is not already in use.

If you are creating a global report, the name that you assign must be different from all the
names in the list.

If you are creating a private report, the name that you assign must be different from all the
existing global reports and the private reports that you created. The name that you assign
can match the name of a private report of another user.

7. Press Exit.
The system closes the List all window, and the cursor returns to the Report Select window.

8. Type a name for the report.

Report option definitions

Single ACD Only

When you select this report option, you define a report that relates only to information about a
single ACD. If the single ACD is a member of an ACD group, CMS displays no information
about the ACD group in which the single ACD is a member.

For example, if an Agent Split/Skill report for Agent 5001 for ACD 1 is designed using the
Screen Painter and ACD 1 is defined in the ACD group named Sales, CMS displays information
only for Agent 5001 for ACD1.
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When you run the report, you must set your Current ACD as a single ACD or you will not see
your report in the Custom Reports > Historical or Real-Time submenus.

ACD Group Only

When you select this report option, you define a report that contains summarized information
about ACDs that are members of an ACD Group. Queries for ACDs defined for this report
contain aggregate data of all the member ACDs within the ACD Group.

For example, if an Agent report for Agent 5001 for an ACD group named Sales is required, and
Sales is an ACD Group that contains ACD members ACD 1 and ACD2, CMS displays an
aggregate of Agent 5001’s split or skill information from both ACD 1and ACD 2.

When you run the report, you must set your current ACD as a Group ACD or you will not see
your report in the Custom Reports > Historical or Real-time submenus.

Both Single ACD and ACD Group

When you select this report option, you define a report that contains information at the Single
ACD or ACD Group level.

When you run the report, your current ACD can be a single ACD or a group ACD. Your report
will be available in the Custom Reports > Historical or Real-time submenus regardless of the
current ACD setting.

Entering a report description

You can enter a description of the report in the Description field. The description can have up
to 50 characters, including spaces. Your description must be detailed enough to describe the
contents of the report accurately. Do not use the following characters:

e Asterisk (*)

e Back slash (\)

e Double quotes (%)
e Grave accent ()
e Pipe (|)

e Question mark (?)
e Semicolon (;)

e Tilde (~)
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Defining the user ID

Type the user ID of the owner of the report in the User ID field. The default is your user ID. If
you are a CMS administrator, you can type the ID of another user to create a custom report for
that user. Do this if you want only that user to run the report.

Note:
To view a custom report of another user, you can type that the ID of the user and

click List all. You do not have to be an administrator to view the custom reports of
other users.

Defining access to the report

Select Global or Private in the Report access field.

Note:
Keep your reports as private reports until you have debugged and run the reports

successfully. This action prevents other users from running reports that you have
saved but not yet tested.

Global access to the report gives other users the following capabilities:
e Other users can run the report.

e Other users can copy the design of the report when other users create custom reports. For
more information, see Copying an existing report design on page 41.

If you select Global, the name of your report must be different from the name of any other
custom report whether global or private.

Private access to the report means that only you and the CMS administrators can run the
report. No other users, except for CMS administrators, can copy or run the report design for use
in their custom reports.

If you select Private, the name of your report must be different from the names of the following:
e Other private reports that you create.

e Global reports of the same type.

Note:
No other CMS user, other than a CMS administrator, can modify a report design

that you create regardless of whether the report is global or private. A CMS
administrator can modify your report design, even if you save the report as a
private report.

Avaya Call Management System Custom Reports June 2023 31



Chapter 3: Getting started

Defining the report as historical or real-time

Select Historical or Real-time in the Report type field.

When you design the report on Screen Painter, you can gain access to data only for the
category that you select. For example, if you select Real-time, you cannot specify historical
data in the report design.

When you run the report, CMS lists the report under the related submenu, that is, Real-time or
Historical.

You must select Historical to include the following data in the report:
e Agenttrace
e Call record
e Call Work Code (CWC)
e Exceptions

e Forecast

Defining the report option

With Global Dictionary/ACD Groups, call center supervisors can view agents regardless of the
system that the agents log in to. Multi-ACD reporting consolidates split reporting that
aggregates data from multiple ACDs.

When defining the report option, the Single ACD Only option runs only when the current ACD
is set to a single ACD.

Select one of the following options in the Report option field:
e Single ACD Only
e ACD Group Only
e Both Single ACD and ACD Group

Note:
The Report Select window does not display the Report option menu if you do not

authorize the Global Dictionary/ACD Groups feature.

Defining tenant access to reports

Select one of the following options in the Tenant Access to Report field:
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e Both Tenant and Non-Tenant: Both the tenant users and non-tenant users like normal
users and administrators can gain access to this report.

e Tenant Only: Only tenant users can gain access to this report.

e Non-tenant Only: Only non-tenant users like normal users and administrators can gain
access to this report.

Saving the report name

To save the report name:
1. Press Enter.
2. Select Add.
Press Enter.
The system displays Successful on the status line.

If CMS does not add the report name because the name is not unique, click List all to view
report names that already exist, and repeat the procedure from Assigning a name to the
report on page 29.

After you add the report name, you can gain access to Screen Painter to design the report.

Changing report access, description, or option

Note:
You cannot change a report name, report type, report option, or report owner after

you add the report. Instead, you must create a new report with the name, type,
option, or owner and then copy the design of the old report to the new report.

To change report access, description, or option:

1.  On the Report Select window, complete the fields that you want to search. Report type is
a required field on CMS.

2. Press Enter, click List all, and press Enter again.

The system displays the List all window with the list of custom reports for the specified type
and user ID.

Note:
You can change the User ID field to view the custom reports of another user. You

cannot change the user ID of a report that already exists in the system.

3. Find the report that you want to change, and press Exit.
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4. In the Report name field on the Report Select window, type the name of the report for
which you want to change the description and access.

5. (Optional) Change the default selection in the Report type field. Press Enter, click Find
one, and press Enter again.

CMS fills in all the fields with the characteristics of the report.
6. Change the description and access of the report.
7. Press Enter, click Modify, and press Enter again.

The system displays Successful on the status line.

Note:
You cannot use Modify to change the name of a report or a user ID. To change a

report name or user ID, you must:

1.  Add a new report name with the desired user ID.

2. Gain access to Screen Painter.

3. Copy the design of the old report to the new report.

4. Delete the old report name.

Deleting a custom report

Note:
You must be a CMS administrator to delete the custom reports of another user.

To delete custom reports:

1.  On the Report Select window, complete the fields that you want to search, and click List
all. Report type is a required field on CMS.

The system displays the List all window with the list of all global and private custom reports
for the specified type and user ID.

Note:
You can change the User ID field to view the custom reports of another user.

However, you can delete the reports of another user only if you are a CMS
administrator.

In the List all window, find the report that you want to delete, and press Exit.

In the Report name field on the Report Select window, type the name of the report that
you want to delete from the system.

4. Press Enter, click Find one, and press Enter again.
CMS fills in all the fields with the characteristics of the report.
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Note:
If more than one report has the same name, click Next to find the report that you

want to delete from the system.
5. Press Enter, click Delete, and press Enter again.

The system displays Successful on the status line.
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tools

Navigating Screen Painter

With Screen Painter, you can enter report text, data fields, and data bars in a layout that closely
resembles the layout of the actual report. You must define the report name and characteristics
in the Edit Report: Report Select window before you can gain access to Screen Painter for that
report.

Note:
You can gain access to Screen Painter for a report that someone else designed

only if you are a CMS administrator. However, if another user's report has global
access, you can add your own report name. You can then copy that user's report
design on Screen Painter. For more information, see Copying an existing report

design on page 41.

On Screen Painter, cursor movement, scrolling, and data entry all differ from those operations in
normal CMS windows.

Gaining access to Screen Painter

To gain access to Screen Painter:
1. In the Report name field on the Report Select window, type the name of the report.
2. Click Find one.
The system displays the characteristics of the report.
3. Select the Screen Painter action list option.

The system displays the Screen Painter window as shown in the following figure.
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Figure 13: Screen Painter window
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Moving the cursor on Screen Painter

As Screen Painter has no predefined fields, you can move the cursor around the interior of

Screen Painter with the following keys.

Table 1: Terminal keys

Terminal key

Action

Arrow keys

Moves the cursor one space in the
direction that the arrow points.

Tab

Moves the cursor eight spaces to
the right. You can use Tab when
you define blocks.

For more information, see Editing a
report with blocks on page 45
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Table 1: Terminal keys

Terminal key Action

Shift+Tab Press and hold Shift and then press
Tab. This key combination moves
the cursor eight spaces to the left.
You can use Shift+Tab when you
define blocks.

For more information, see Editing a
report with blocks on page 45

The Shift+Tab combination might
be unavailable on some terminals.

Throughout this document when
any set of two keys are shown side
by side, press and hold the first key
and then press the second key.

Back Space Moves the cursor one space to the
left.
Ctrl+f Forward. Moves the cursor to the

far right edge, that is, column
number 132, of Screen Painter.

Ctrl+b Back. Moves the cursor to the left
edge, that is, the first column, of
Screen Painter.

Ctrl+d Down. Moves the cursor to the
bottom, that is, line 25, of Screen
Painter.

Ctrl+u Up. Moves the cursor to the first line

of Screen Painter.

Screen Painter report size

With Screen Painter, you can create a report design with the following maximum dimensions:
e A horizontal size of 132 columns (character spaces)
e Avertical size of 25 lines

For most terminals, CMS displays, in the lower right border of Screen Painter, the position of the
cursor with the 25 column by 132 column grid. However, because the interior of the Screen
Painter window is 54 columns wide and 20 lines high, you have to scroll Screen Painter
horizontally or vertically to view the area that does not fit within the window.
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The widest custom report that you can view on the terminal without scrolling is 78 columns
wide. The terminal displays 80 columns, but the side borders of the report window hide two
columns.

The following figure illustrates the description.

Figure 14: Screen Painter window dimensions
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Scrolling Screen Painter

Screen Painter scrolls automatically when the cursor touches the left, right, top, or bottom
border. Screen Painter scrolls one column or one line at a time when you use the arrow keys,
but scrolls eight columns at a time when you use the Tab key for horizontal scrolling. Right
scrolling beeps when the system displays the 132nd column. Left scrolling beeps when the
system displays the first column. Down scrolling stops when the system displays the 25th line.
Up scrolling stops when the system displays the top line again.

Properties of secondary windows

For most tasks on Screen Painter, you must complete a secondary window. The secondary
windows pop up after you select an action list option. Some secondary windows automatically
close when you type data and select an action list option. However, for some secondary
windows, you must press the Exit screen-labeled key to close the window and return to Screen
Painter.
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If you use the Current screen-labeled key to leave a secondary window and return to Screen
Painter, the secondary window remains open. However, until you close the secondary window,
Screen Painter is locked and you cannot type text or select any other action list options.

Editing keys in secondary windows

In the secondary windows, you can use the following standard field editing keys.

Table 2: Field editing keys

Terminal key Action

Ctrl+e Turns the Insert mode on or off.
With the Insert mode on, you can
insert characters at the cursor’s
position in the field.

Ctrl+x Erases characters in a field from
the current potion to the end of the
field.

Ctrl+y Erases all characters in the field.

Ctrl+z Erases inputs in all fields in a
window.

Copying an existing report design

In a majority of cases, you must begin your design of a custom report by copying an existing
report design and then make changes. Copying and then modifying an existing report design is
the quickest and easiest method for designing a custom report.

You can copy standard report designs or custom report designs. You can also copy more than
one report design into a single custom report. However, if your report is a historical report, you
cannot copy a real-time report onto Screen Painter. Similarly, if your report is a real-time report,
you cannot copy a historical report onto Screen Painter.

Note:
Run test design on a report copy before modifying the report to ensure that the
report copy functions as designed.

Items in the report that you copy might overlap text, fields, or bars that you previously entered
on Screen Painter. If items in the copied report overlap existing items, CMS copies to Screen
Painter only those parts of the report that do not overlap.
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A Important:
To prevent overlapping, clear the area in the upper left portion of Screen Painter
before you copy a report design. You can clear the area by moving or deleting all
data as a block. Ensure that the cleared space is large enough to contain the
report design you are copying. For more information, see Editing a report with
blocks on page 45

You cannot copy the following standard reports:
e Historical
— Split/Skill: Status
— System: Multi-ACD by Split/Skill (daily, weekly, monthly)
— System: Multi-ACD Call Flow by VDN
— Trunk Group: Busy Hour
— Vector Directory Number (VDN): Busy Hour
— VDN: Status
e Real-time
— Multi-ACD
— Multi-ACD Top Agent
Do the following tasks to copy an existing report design:

1. Gaining access to the Get Copy window on page 42

Entering a report name on page 43

Entering a user ID on page 43

Selecting a report type on page 44

Verifying the report on page 44

2

Copying the report on page 44

Gaining access to the Get Copy window

On Screen Painter, select Get copy of design to view the Get Copy window.
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Figure 15: Snapshot of the Get Copy window
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Entering a report name

In the Report name field, type the name of the report that you want to copy.

You can copy standard report designs, global report designs, and private report designs.
However, you can copy a private report design of another user only if you are a CMS
administrator.

If you do not know the report name, click List all. For List all, you can leave the Report name
field blank, but you must select Standard or Custom in the Report type field. After you click
List all, you can go back and type the report name.

Note:
Because of the need to shorten names of standard reports for this window, the

name you must type in this window does not always match the exact name of a
standard report.

Entering a user ID

In the User ID field, type a user ID if one of the following is true:
e You are a CMS administrator and you want to copy a private report of another user.

e You want to view the custom reports of a user.
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Selecting a report type

In the Report type field, select Standard or Custom for the type of report that you want to
copy. If you select an incorrect option, CMS does not find or copy the report that you want to

copy.

Verifying the report

Click Find one to verify that the report is the one you want to copy.

The system displays the user ID in the User ID field and, if a report exists, the system displays
the report description in the Description field.

Copying the report

Click Copy to copy the design to Screen Painter.

CMS displays the Get Copy window and the report design on Screen Painter, starting in the
upper left corner.

To copy another report design, clear the upper-left area by deleting or moving any existing block
of text and fields. For more information, see Editing a report with blocks on page 45. Repeat the
procedure.

Figure 16: Copy of a report design using Get Copy
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Note:
If part of the report that you copy overlaps existing text or fields on Screen

Painter, CMS does not copy that part of the report to Screen Painter.

Editing a report with blocks

Ablock is a rectangular area on Screen Painter that you define and use to rearrange fields and
text. You can erase blocks, copy blocks, or move blocks.

You define a block with the cursor by marking two opposite corners of a rectangle. When you
define a block, CMS highlights the defined area. A block can contain a single character of text, a
single field or bar, several words of text, several fields or bars, a combination of fields or bars
and text, or a whole report design.

Note:
If a block includes any part of a field or bar, CMS automatically includes the entire

field in the block. You must, therefore, use care when deleting blocks to avoid
unintentionally deleting a field or bar.

You can edit a report in blocks using the steps described in the following pages.

Erasing a block

Note:
Prior to completing a block erase, you can press Ctrl + C to cancel the erasure.

To erase a block:
1. On Screen Painter, place the cursor over one corner of the block and click Erase block.

The cursor returns to the original position, and the system displays the following message
on the status line:

Move cursor to define opposite corner of the block, press Return.

2. Move the cursor to the opposite corner of the block. The block should include all fields and
text that you want to erase.

The following figure shows how the system highlights the block as you move the cursor.
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Figure 17: Selecting a block to erase
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We want to erase the middle section of the copied report design. To accomplish that we
have scrolled horizontally to the middle section and defined the block we want to erase.

3. Press Enter.
The system displays an acknowledgment window.

4. Typey, and press Enter.

The system removes all fields and text within the block as indicated in the following figure.

Figure 18: Erased block
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Moving a block

Note:

Prior to completing a block move, you can press Ctrl + C to cancel the move.

To move a block:

1.

On Screen Painter, place the cursor over on the corner of the block, and click Move block.

The cursor returns to the original position, and the system displays the following message
on the status line:

Move cursor to define opposite corner of block, press RETURN.

Move the cursor to the opposite corner of the block. The block should include all fields and
text that you want to move.

The following figure shows how the system highlights the block as you move the cursor.

Figure 19: Selecting a block to move
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We want to keep the After Call Work (ACW) time column, but we want to move the column
to the left next to the other report items that we want to retain.

Press Enter.

The system displays the following message on the status line:

Move cursor to locate upper left corner of move, press RETURN.
Move the cursor to a new position for the upper left corner of the block, and press Enter.

The system moves all fields and text within the block to the new location as indicated in the
following figure.
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Figure 20: Completing a block move
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When the block moves to a new location, the text or fields cannot overlap any other text or
fields. If you try to move a block to a location where the text or fields will overlap the
existing text or fields, the system displays an error message on the status line.

Copying a block

Note:

Prior to completing a block copy, you can press Ctrl + C to cancel the copy.

To copy a block:

1.

On Screen Painter, place the cursor over one corner of the block, and click Copy block.

The cursor returns to the original position, and the system displays the following message
on the status line:

Move cursor to define opposite corner of block, press RETURN.

Move the cursor to the position where you want the opposite corner of the block to be. The
block should include all fields and text that you want to copy.

The system highlights the block as you move the cursor.

Press Enter.

The system displays the following message on the status line:

Move cursor to locate upper left corner of copy, press Return.
Move the cursor to the new position for the upper left corner of the block, and press Enter.

The system copies all fields and text within the block to the new location.
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When you copy a block, the text or fields cannot overlap any other text or fields. If you try to
copy a block to a location where the text or fields overlap the existing text or fields, the system
displays an error message on the status line.

Entering report text

You can enter text on Screen Painter to label your fields, type a report title, or include special
instructions for the report. You should type text to label each data field so that when you run the
report you will know what data the field is showing.

You should type text before defining the data fields for the following reasons:
e The text provides a layout for positioning of data fields.
e The text describes each data field.

To type text, position the cursor where you want the text and type the characters. You can use
the space bar to create spaces and to delete text. You can also overwrite existing text with new
text.

Note:
You cannot overwrite a data field.

To delete large portions of text, use the Erase block action list option. For more information,
see Erasing a block on page 45.

Saving your work

To save your work, select Save design, and press Enter.

If you press Exit before you save your work, the system displays the following message:
There have been changes made in Screen Painter since the last
SAVE. Do you still want to Exit?

Enter y or Y for yes, n or N for no:_

If you enter n, the system returns to Screen Painter without saving any changes. If you enter y,
the system returns to the Report Select window.
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reports

You have to do the following tasks to define data for a custom report:

Defining fields for the Report Input window on page 51.

Defining report fields on page 61.

Defining bars in a report on page 76.

Defining the rows of data for a report on page 84.

Defining fields to show run time/date and user inputs on page 103.

Saving the design on page 106.

Defining fields for the Report Input window

Do the following tasks to define fields for the Report Input window:

1.

©C © ® N o g bk~ WD
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Gaining access to the Report Input window on page 52.

Gaining access to the Define Input window on page 52.

Defining a variable name on page 53.

Entering a field prompt on page 54.

Defining the number of field columns and rows on page 55.

Defining the field as single value or range/list on page 55.

Entering a default value for the field on page 55.

Selecting a field type on page 56.

Associating an ACD with the variable field on page 59.

Saving a variable input field on page 59.
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Gaining access to the Report Input window

To run a standard CMS report, you must gain access to the Report Input window. You can use
the window to determine what data to include in the report. For example, you can include data
about splits or skills, trunk, dates, and intrahour intervals.

The following figure shows a sample Report Input window.

Figure 21: Sample of the Report Input window

Prompt Input Field Destination Fields

Fvts: Hist: Split/Skill: Report: Daily I BullG3Vipe
Split/skill:
Date:

Report destination (Select Dneyy
<x> Terminal

<_>» Printer, Printer name:
< > File,
File name:

Gaining access to the Define Input window
You must use the Define Input window to define report input fields. Click Define input on
Screen Painter to gain access to the Define Input window.

You must complete a Define Input window for each input field. On finishing, you create a Report
Input window. When you or another user prepares to run your custom report, the system
displays the Define Input window with the field prompts and the input fields that you defined.

The following figure shows a sample Define Input window.
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Figure 22: Sample of the Define Input window

Custom Reports: Screen Painter: daily split by inter: Hist: Define Input

Varisble name: i _time Ielete
Prompt: Interval(s) Find one
Field columns: 3 List =ll
Field rows: 4 Modify
Range/List (y/n}: ¥ Text
Default: trder
Previous

Type [Select onej: [associated ACD reguired)
<_> ACD <_» Agent group
<_» Agent state <_» Agent preference
< _» Date <_» AUX reason Agsociated ACD (Select one):
<_» Number <_» Extension <x» Current ACD
<_» String <_» Login ID <_» Variabls name,
Time [duration) <_» Logout reason
Time [point in time) < > Split/Skill
Trunk state <_» Trunk group

< > VIN

<_» Wector

<_» Call work code

M
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Defining a variable name

Type a name of up to eight alphanumeric characters in the Variable name field on the Define
Input window. You must use this exact variable name again in the Row Search window when
you define the row search conditions.

For more information, see Defining the rows of data for a report on page 84.

The variable name links the fields in the Report Input window to the row search conditions. With
this link, CMS uses the values a user enters when running the report to search the database for
report data.

If you copy a report using Get Copy, the input fields and row search conditions are also copied.
Before entering any variable names, you can click List all to view the report input fields that are
already defined and the variable names. If you then add, delete, or change a variable name for
a report input field, you must also add, delete, or change that variable name in the row search
conditions.

You cannot click List all or Find one in the Define Input window by searching multiple fields.
For a Find one search, CMS uses only the entry in the Variable name field. CMS ignores the
other fields. For a List all search, CMS ignores all fields.

The following figure shows an example of how the report input fields are linked to the search
conditions.
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Figure 23: Linking input fields and row search

FEeport Input
Windows

Rpts: Hist: Split/Skill: Summary: Interval Input EullG3vipe]

= Replit/skill: 1

Date: 07/01/93
: Times: 2:00am-11:00am
e

Define Input

Windows '
Variable name: i_split Wariable name: i date Variable name: 1 _time
Prompt: Split b Prompt: Date ‘\ Prompt: Intervals

Row Search [Row search ID: 1 /

Window From tables: hagent \

Select rows where: SPLIT = $i_split and %_DATE = $i_date
and STARTTIME = £i_time and ACD = Sacd

Figure notes:

1. The user enters a split/skill number of 1, a date of 07/01/93, and intrahour intervals from
8:00 a.m. to 11:00 a.m.

2. CMS identifies the split/skill number 1 as the value for the variable name i _split, 07/01/93 as
the value for the variable name j_date, and 8:00 a.m. to 11:00 a.m. as the values for the
variable name j_time.

3. CMS searches the specified database items, that is, SPLIT, ROW_DATE, and STARTTIME,
in the Intrahour Agent, that is, the hagent table for rows that have the values.

4. CMS extracts data from the rows and displays the data in the fields of the report.

Entering a field prompt

In the Prompt field on the Define Input window, type a name of up to 50 characters to be
displayed next to the input field on the Report Input window. For fields on the Define Input
window, see Figure 22: Sample of the Define Input window on page 53.

As you can use blanks, your prompt can be more than one word.

The name in the Prompt field should describe the data such as split or skill, date, time, and
email that 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 an appropriate prompt.
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Defining the number of field columns and rows

The product of the numbers that you enter in the Field columns and Field rows fields on the
Define Input window determine the size of the input field. For fields on the Define Input window,
see Figure 22: Sample of the Define Input window on page 53.

The maximum product of the two numbers that you enter cannot exceed 50. If a user orders the
report with names, for example, split names, instead of numbers, ensure that the field is large
enough for the user to enter the complete name (up to 20 characters). If the user can enter a
range of values, ensure that the field is large enough for any range that the user might possibly
enter.

Defining the field as single value or range/list

In the Rangel/List field of the Define Input window, type y to allow the user to enter a range or
list of values in the input field. For fields on the Define Input window, see Figure 22: Sample of
the Define Input window on page 53.

If you type n, the user can enter only one value in the input field when ordering the report. For
example, to define a Date input field so that the report displays data for only one day, type n. To
define a Times or Intervals input field so that the report displays data for multiple intrahour
intervals in a day, typey.

Note:
If you specify a rangel/list for a variable name in the Define Input window, then in

the Row Search window you must use the equals (=) sign in the “where” clause
for that variable name. For more information, see Defining the rows of data for a
report on page 84.

Entering a default value for the field

Assign a value of up to 50 characters in the Default field on the Define Input window. For fields
on the Define Input window, see Figure 22: Sample of the Define Input window on page 53.

The system displays the default value in the input field when the user gains access to the
Report Input window. The user can then choose to overwrite the default value with another
value or order the report with this value.

You can leave the Default field blank so that the input field is blank when the user gains access
to the Report Input window.
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Selecting a field type

To select an item in the Type field on the Define Input window, type x. For fields on the Define
Input window, see Figure 22: Sample of the Define Input window on page 53.

The field type tells CMS what kind of values the user enters in the field.

The following table lists the field types.

Table 3: Types of input fields

Field type User action

ACD The user enters an ACD number or name as defined in the Dictionary
subsystem.

Agent group The user enters an agent group name as defined in the Dictionary
subsystem.

Agent state The user enters the name of an agent work state. The name can be

standard or new based on the definition in the Dictionary subsystem.

Standard names include work modes, such as ACD, Auxiliary (AUX),
and After Call Work (ACW).

Agent preference

The user enters the number or name of the call handling preference.

AUX reason

The user enters a number or name of an AUX reason code as defined in
the Dictionary subsystem.

Call Work Code

The user enters a number or name of a CWC. Up to six work codes

(CWCQC) might exist.
For more information, see Avaya Call Management System Database
Items and Calculations.

Date The user enters a date in mm/dd/yy format or as a relative number. For
example, -7 for 7 days ago.

Extension The user enters an extension number of one to five digits as
administered for the Communication Manager system.

Login ID The user enters a login ID of one to nine digits as administered for the

Communication Manager system.

Logout reason

The user enters a number or name as administered in the Dictionary
subsystem for a logout reason code.

Number The user enters a number, which might include digits to the right of the
decimal point. This field type is applicable if the variable field requires a
value for ACD performance. For example, the number of ACD calls or
the percent of calls within the administered service level.

Split/Skill The user enters a number or name for a split or skill.
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Table 3: Types of input fields

Field type

User action

String

The user enters a character string. You can select this field type if one of
the following is true:
e The variable field is linked to a custom database item that you
identify in INFORMIX as a CHAR column.

e The 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 the users runs a report. For more information,
see Input fields that allow pattern searching on page 58.

Time (duration)

The user enters the number of seconds, including decimals. This field
type is applicable if the variable field requires values for ACD
performance. For example, time in AUX work, Average Speed of Answer
(ASA), or Average Handling Time (AHT).

Time (point in time)

The user enters the time of day in hh:mm format in a 24-hour format or
with am or pm appended.

Trunk group

The user enters the number or name of a trunk group.

Trunk state

The user enters the name of the trunk state, that is, the standard name
or new name as administered in the Dictionary subsystem. Standard
names data such as IDLE, SEIZED, or QUEUED.

Vector Directory

The user enters a VDN of one to five digits as administered on the

Number (VDN) Communication Manager system.
Vector The user enters the number or name of a vector.
Note:

With the Number field type, users can type any number. With the String field
type, users can type any number, letter of the alphabet, or keyboard symbol in

any format.

The field type does not determine what database items the variable represents.The database
items linked to the variable are specified in the Row Search window.

If you specify a String or Number field type, CMS does not accept any names for VDN, splits or
skills, or login IDs that are defined in the Dictionary subsystem. CMS does not check
permissions or system limits.
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Input fields that allow pattern searching

CMS can search values in certain database items according to wildcard search patterns. As a
result, you can create a custom report that allows report inputs based on character strings, plus
either an asterisk (*) sign that matches zero (0) or more occurrences of any character or a
question mark (?) that matches any character. CMS then includes data for all items that match
the character strings that the user entered.

The standard database items that allow pattern searching are as follows:
e CWHC, that is, the value is a Call Work Code.
e EQLOC, that is, the value is the location number of a 9-digit trunk.
e EXTENSION, that is, the value is an extension number.
e LOGID, that is, the value is a login ID.
e ROW _DATE, that is, the value is a date.
e VDN, that is, the value is a Vector Directory Number.

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

An example of matching with an asterisk (*) sign: If an input field is a String field type and is
associated with the LOGID database item, the user can enter 1*. CMS includes data for all
agents with login IDs that start with 1, for example, 1, 10, 1238, or 190, based on the login
length that you administer on the Communication Manager system.

An example of matching with a question mark (?): If an input field is a String field type and is
associated with the VDN database item, the user can enter 2170. CMS includes data for all
VDNs that start with 21, end with 0, and have any single character displayed between 21 and 0.
For example, 2100, 2110, 2120, or 2130.

Note:
If you select String for an input field, CMS does not check the user input in that

field for appropriate read permissions or valid Communication Manager system
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 the Communication
Manager system parameters for a VDN, login ID, extension, or Call Work Code
(CWC) input field, you must select that field type, not the String field type. If you
select String for a field, the user cannot enter Dictionary names. Therefore, to
allow the user to enter VDN, login ID, or CWC names to run a report, you must
select that specific field type, not the String field type.
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Associating an ACD with the variable field

In the Associated ACD field on the Define Input window, type x to associate the variable field
with the current ACD or a user-selected ACD. For fields on the Define Input window, see
Figure 22: Sample of the Define Input window on page 53.

You must select an associated ACD if the input field you define is a type listed under the
heading (associated ACD required). These field types require an associated ACD because they
are administered for each ACD. For field types that are not administered for each ACD, CMS
ignores any selection of an associated ACD.

Select Current ACD if one of the following conditions is true:
e You have only one ACD.
e You want the report to always display data for the current ACD.

Select Variable name so that the user can select the ACD. If you select Variable name, you
must type a name of up to eight characters in the field next to the Variable name field on the
Define Input window.

Using a variable name for the associated ACD is most useful when you are creating a
multi-ACD report.

Note:
Select Variable name only if the users who run the report have read permission

for more than one ACD. You can create such a report without knowing if the user
has read permission for more than one ACD. If you do, and the user does not
have read permission, the user cannot view the report.

Before you can select Variable name for an input field's associated ACD, you must define a
separate report input field for the ACD number or name. This field must have:

e An assigned field type of ACD.

e The same variable name that you assign to the associated ACD.

Saving a variable input field

Click Add to save the definition of the variable input field.

Note:
Add saves newly defined input fields. If you have previously saved an input field

definition and you are changing the definition, you must click Modify.

To define more input fields, press CTRL + z to clear the Define Input window, and repeat the
procedure from Gaining access to the Define Input window on page 52.

If you define a real-time report, do not define the Refresh Rate in Seconds input field. CMS
automatically puts this field in the Report Input window.
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If you define a historical report, do not define the Report Destination input field. CMS
automatically puts this field in the Report Input window.

Defining the order of display of input fields
CMS displays the input fields on the Report Input window in the order in which you define the
fields. You can change the order of display.
Do the following tasks to change the order in which CMS displays the input fields:
1. Click Order after you define and save the input fields.

The system displays the Define Input: Order window. The following figure shows the
prompts for each input field.

Figure 24: Sample of the Define Input: Order window

Custom Reports: Screen Painter: daily split by inter: Hist: Define Input:

Prompt
Split/3kill:
Date:
Interval ()

2. Type 1 next to the prompt that you want CMS to display as the first prompt on the Report
Input window. Assign the order of display for the other prompts.

3. Click Modify to save the display order.

The system closes the Define Input: Order window and returns the cursor to the previous
position on the Define Input window.

Changing report input fields

To change the report input field:
1. On Screen Painter, click Define input to view the Define Input window.

2. Type a name in the Variable name field and click Find one to view the characteristics of
the variable name.
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Before entering any variable names, you can click List all to view the report input fields that you
have already defined. If you copied an existing report design, report input fields defined for that
report are also copied and available in the Define Input window.

Note:
You cannot click List all or do a Find one search on multiple fields in the Define

Input window. For a Find one search, you can type only in the Variable name
field as the system ignores the other fields. For a List all search, the system
ignores all the fields.

3. Change data in any field other than the Variable name field, and click Modify.

The system displays successful on the status line.

Note:
To change a variable name, you must delete the variable and add a new variable.

Defining report fields
A report consists of data fields. Defining each field is the central task of creating a custom
report.

To define a field, specify the data, position, length, and size of data.

Screen Painter window legend

If you copy the design of an existing report, the fields on Screen Painter are displayed filled with
X's, v's, or h's.

x’s indicates that the field is discrete, that is, the field is displayed as a single field in the report
because, based on the row search conditions assigned to the field, CMS finds only one value.

v’s indicate that the field is repeated vertically in the report, that is, the field is displayed as a
column of fields because, based on the row search conditions assigned to the field, CMS finds
multiple values.

h’s indicate that the field is repeated horizontally in the report, that is, the field is displayed as a
row of fields because, based on the row search conditions assigned to the field, CMS finds
multiple values.

For more information, see Assigning a row search ID to report fields and bars on page 98.

Do the following tasks to define report fields:

1. Defining the position and length of a field on page 62.

2. Defining data expressions of a field on page 62.

3. Defining tables for calculation names on page 70.
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4. Aligning data in a field on page 70.

5. Defining the format of a field on page 70.

6. Saving the definition of a field on page 75.

Defining the position and length of a field

To define the position and length of a field:
1. On Screen Painter, position the cursor where you want a field to begin, and select Field.
The cursor returns to the original position, and the system displays the following message:
Move cursor to define opposite corner of field and press RETURN.

2. Move the cursor using the arrow keys to define a field length, and press Enter. Ensure that
the field is long enough to contain data. If the field is too short for a value, the report shows
an asterisk (*) sign in the field or, if the data is a word, the report cuts the letters off.

The system displays the field as a question mark (?) followed by x's. The question mark
indicates that you have not yet assigned a Row Search ID to the field.

The following figure shows the Field window.

Figure 25: Sample of the Field window

Custom Reports: Screen Painter: daily split by inter: Hist: Field

Selext: hsplit.ROW DATE L

Table for caleulstions:

Juatification (Sclect one):

<x> Right
<_» Center
«_» Left

Field format |3elect ons): Azsocisted ACD (Select one):
<> Number, decimal place= (0-0; O [required for Synonym type)
<x> Date, forwst mw/dd <_» Current ACD
<_» String <_» Varishle nszme,

<_> Synonym, type
<_» Time (duration), format
<_» Time (point in time), format

Defining data expressions of a field

In the Select field on the Field window, enter a data expression that enables CMS to:

e Associate data in a table column with the field.
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e Customize data.

CMS selects values from a table with row and column identifiers. CMS identifies rows of data
based on user input and the row search conditions that you define. For more information, see
Defining the rows of data for a report on page 84. CMS identifies table columns based on the
data expression that you define for a field.

You can enter the following types of data expressions:

e Aggregate functions on page 63

e Calculations on page 65

e Calculation names on page 66

e Count on page 68

e Data from more than one table on page 68

e Database items on page 69

Aggregate functions

An aggregate function is a prefix attached to a database item, a calculation, parts of a
calculation, or a calculation name.

When you define an aggregate function, you must place the database item or calculation in
parentheses. For example:

max (dsplit.ACDTIME/dsplit.ACDCALLS)

Note:
In real-time reports, fields with aggregate functions cannot share a set of row

search conditions with non-aggregate fields. For historical reports, special
considerations exist when you assign the same row search conditions to
aggregate functions and other types of data expressions. For more information,
see Repeating aggregate function values on page 152.

An aggregate function can be one of four types. Each type retrieves a different value from the
data.

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 contains data as shown in the following figure, and you
enter max(hsplit. ACDCALLS) for a field in a report and run the report for Split 1 for all intervals
on 07/02/93, CMS finds all rows as shown in the figure.
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However, CMS displays only the value 418 as highlighted in the box, which is the maximum
ACD calls in any single interval on 07/02/93. Similarly, if you enter max(ACDTIME/ACDCALLS)
for the field, CMS displays the value 101.53, which is the highest average talk time in any single

interval on 07/02/93.

Figure 26: Max aggregate function sample
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The min aggregate function retrieves the lowest value for a calculation or database item over

the time frame of the report.

Following the example for max aggregate function, if you enter min(hsplit ACDCALLS) instead
of max(hsplit. ACDCALLS) and run the report for Split 1 for all intervals on 07/02/93, CMS
displays 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.
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For example, if the Intrahour Split table contains data as shown in Figure 26: Max aggregate
function sample on page 64, and you enter sum(hsplit. ACDCALLS) for a field in a report, then
for Split 1 and all intervals on 07/02/93, CMS takes the values for hsplit ACDCALLS and adds
the values to display only the value 1611. Similarly, if you enter

sum(hsplit. ABANDONED+hsplit. ACDCALLS) for the field, CMS displays only the value 1774,
which is the total of all ACD calls and abandons for Split 1 on 07/02/93.

avg

The avg aggregate function retrieves the average of all values found over the time frame of the
report.

Following the example in Figure 26: Max aggregate function sample on page 64, if you enter
avg(ACDCALLS) for a field and run the report for Split 1 for all intervals on 07/02/95, CMS
displays the value 402.75, which is the average of 399, 400, 394, and 418.

Calculations

A calculation is a combination of database items and arithmetic operators. You can also include
constants in a calculation.

You can use the following arithmetic operators:

Table 4: Arithmetic operators

Symbol Operation

+ Addition

- Subtraction

* Multiplication

/ Division

O Parentheses.
Do these
operations first.

Some examples of calculations are as follows:
dsplit.ACDCALLS/dsplit.ACDTIME
hagent . AUXOUTTIME+hagent . ACWOUTTIME
100* ((cagent.I ACDTIME+cagent.I ACWTIME) /cagent.I STAFFTIME)

Arithmetic operations are generally done in order from left to right. However, multiplication and
division operations are done before addition and subtraction operations, unless the addition or
subtraction operations are enclosed in parentheses.
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Operations in parentheses are always done first. If more than one set of parentheses is used,
the operation in the set farthest to the left is done first. If one set of parentheses is inside of
another set, the operation of the inner set is done first.

Calculation names

A calculation name is a name that can substitute for the actual calculation. The calculation
name can be a standard name that is used in standard reports or a name that you define. You
cannot append a table name to a calculation name. You must specify a table name in the Table
for calculations field on the Field window.

Note:
CMS differentiates between uppercase and lowercase letters in calculation

names. Therefore, ensure that you enter the calculation name exactly as the
name is in the Dictionary subsystem.

A calculation name reflects the purpose of the calculation. As a result, typing a name is an
easier and 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
make your changes once in the Dictionary subsystem. CMS applies the changes to every report
that uses the calculation name.

For example, if you use the standard calculation name <PERCENT_ACD_TIME>, which
represents the calculation 100*((I_ACDTIME+I_ACWTIME)/I_STAFFTIME), but do not want to
include the ACWTIME in the calculation, you can change the calculation in the Dictionary
subsystem so that <PERCENT_ACD_TIME> represents 100*(I_ACDTIME/I_STAFFTIME).
Then, any report that uses the calculation name PERCENT_ACD_TIME reflects the new
calculation.

A Important:
Changing the calculation for a standard calculation name affects standard and
custom reports that use the calculation name.

At times, using calculation names helps save space in the Select field so you can create more
complex calculations. For example, if you wanted to know the average time agents spent on all
extension calls (both incoming and outgoing), you might have to add the following calculation:

(csplit.ACWINTIME + csplit.AUXINTIME + csplit. ACWOUTTIME +
csplit.AUXOUTTIME) / (csplit.ACWINCALLS + csplit.AUXINCALLS +
csplit.ACWOUTCALLS + csplit.AUXOUTCALLS)

Unfortunately, the Select field is not long enough to enter the complete calculation. However,
you could define in the Dictionary subsystem two separate calculation names for each half of
the calculation.

For:

(csplit.ACWINTIME + csplit.AUXINTIME + csplit.ACWOUTTIME +
csplit.AUXOUTTIME) ,
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you can enter the following calculation name in the Dictionary subsystem:

TIME ON NON-ACD SUM with the assigned calculation (ACWINTIME +
AUXINTIME + ACWOUTTIME + AUXOUTTIME) .

Similarly, for:

csplit.ACWINCALLS + csplit.AUXINCALLS + csplit.ACWOUTCALLS +
csplit.AUXOUTCALLS),

you could enter the calculation name:

NON-ACD _CALLS SUM with the assigned calculation (ACWINCALLS +
AUXINCALLS + ACWOUTCALLS + AUXOUTCALLS) .

As a result, you can enter the following calculation in the Select field:
TIME ON_NON-ACD_ SUM/NON-ACD_ CALLS_ SUM

Then, you can enter the table name csplit in the Table for calculation field.

A Important:
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 fails.

Constants

A constant is the name of a fixed numerical value, that is, whole number or decimal, that you
define in the Dictionary subsystem. Constant names can be up to 20 characters long.

A constant can represent a per-minute usage rate for trunks, a daily or hourly wage rate, or a
service objective, such as number of abandons, number of ACD calls, or percent within service
level.

A constant can also represent an average for the estimated dollar loss of an abandoned call,
which can be used to calculate daily loss of revenue because of abandoned calls. No standard
constants exist in CMS when CMS is installed. Therefore, you must define every constant that
you want to use.

Using constants makes sense only if you have a fixed value that you want to use under one or
both of the following conditions:

e The constant is a value that you use in a number of different custom reports. For example,
an average wage rate.

e You cannot remember the numerical value, but remember a name assigned to the value.
For example, for the $9.00 hourly wage rate for an agent called Smith, you have a
constant called Smithwage.
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Note:
The 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. To have 9.5 in a query, you can use 19/2 as the query
entry.

Count
The count (*) expression tells CMS to count the number of rows in a table that match certain row
search conditions as defined in the Row Search window.

For example, if you want the number of agents in a split that had more than five extension-out
calls, the Row Search window would have a row search statement as follows:

Select rows where: SPLIT = 1 and (ACWOUTCALLS+AUXOUTCALLS) > 5

The statement means that CMS must find rows of data where the SPLIT value is 1 and the total
extensionout calls for After Call Work (ACW) and Auxiliary (AUX) work mode are greater than 5.

If you enter count (*) in the Select field, the report field counts the number of matching rows and
displays that number in the report.

Do not append a table name to the beginning of count(*).

The count (*) expression is always the number of matching rows and is used to track specific
measures of performance by ACD elements, for example:

e The number of agents currently logged in to a split.
e The number of trunks that were occupied for more than 80% of the time.
e The number of VDNs that had over 30 abandoned calls in an intrahour interval.

With count (*), you can create fields that act as exception counts.

Data from more than one table

A calculation can merge data from more than one table in a report field.

For example, you might want the percentage of ACD calls that an agent handled for a splitin 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. For more information, see Selecting rows from more than one table on page 145.

Note:
You cannot use calculation names for a field in which you merge data from two

tables, and you cannot merge data in real-time reports.
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Database items

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. The format is as follows:

<table name>.<database item>
For example:

dsplit.ACDCALLS

hagent.STARTTIME

ctkgrp.NUMINUSE

Standard database items

Standard database items are listed in the Dictionary subsystem as having all upper-case letters
as indicated in the examples.

A standard database item can store:
e Identifiers such as SPLIT, VDN, or LOGID
e Timed data such as ACDTIME, ABNTIME, or AUXOUTIME
e Event counts such as ACDCALLS, INTERFLOWCALLS, or ABNCALLS

e Current state data such as WORKMODE, DURATION, or NUMINUSE for real-time and
agent trace reports

For a description of database tables and items including the exceptions, forecast, and login/
logout tables, see Avaya Call Management System Database Items and Calculations.

For information about custom reports that include exceptions and forecast data, see Advanced
report design on page 125.
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.

Note:
CMS can determine the exact database item only when the item is identified with

a table.

Custom database items

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 enter for the item in the custom table.

For more information, see Advanced report design on page 125.
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Defining tables for calculation names

Enter a table name in the Table for calculations field on the Field window if you entered a
calculation name in the Select field. The table name tells CMS in what table to look for the
database items in the calculation.

Note:
The Table for calculations field is necessary because you cannot append a

table name to a calculation name in the Select field.
For example, look at the following entries:
Select: AVG_POS_STAFF
Table for calculation: hsplit

These entries mean that CMS must take the calculation defined in the Dictionary subsystem for
<AVG_POS_STAFF>, which is |_STAFFTIME/(INTERVAL*60), and apply the hsplit table name
to the database items. In effect, the two fields make the calculation

hsplit.I_STAFFTIME/ (hsplit.INTERVAL*60)

Aligning data in a field

Select, from the Justification list on the Field window, how you want CMS to line up data when
CMS displays data in the field. For fields on the Field window, see Figure 25: Sample of the
Field window on page 62.

Normally, numerical data is right-justified so that the right hand side lines up in a column.
Names are left-justified so that the first character of each name is lined up. However, you can
choose any of the three options for any type of data.

Defining the format of a field

In the Field format list on the Field window, type x to select an item. You must also complete
the field associated with the list item.

For fields on the Field window, see Figure 25: Sample of the Field window on page 62.

The format type and the format that you specify in the associated field tells CMS how to display
the values that CMS finds for the field. However, the format that you select depends on the type
of data that CMS displays.

The format options are as follows:
e Date on page 71

e Number on page 71
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e String on page 72

e Synonym on page 72
e Time (duration) on page 73

e Time (point in time) on page 74

Date

Select Date, format mm/dd on the Field window if the field expression is ROW_DATE. For
fields on the Field window, see Figure 25: Sample of the Field window on page 62.

You must also specify a date format with appropriate punctuation. You can select a single
format or a combination of formats.

The available formats are as follows:
e mm = Numerical month, for example, 12 for December
¢ MMM = Month represented by three letters, for example, APR for April
e Yy = Year as two digits, for example, 94
e YYYY = Year as four digits, for example, 1994
e dd = Numerical day of the month, for example, 31
e jjj = Day of the year in the Julian calendar, for example, 151 for May 31

e www = Day of the week as three letters, for example, THU
Number
Select Number, decimal places (0-9) on the Field window if the field will display a number of

events, an average, or a percentage. For fields on the Field window, see Figure 25: Sample of
the Field window on page 62.

You must also specify a number of decimal places for the field. Type 0 if you do not need
decimal places to be displayed. If the field expression is ACDCALLS, select Number, decimal
places (0-9) and type 0 in the field. However, if the field expression generates an average, such
as the average staffed positions per interval,

I_STAFFTIME/ (INTERVAL*60) ,
you can include decimal places.

When you run the report, the decimal point and the decimal places use spaces in the field. For
example, if the field contains six spaces and you specify three decimal places for the field, then
data is displayed with two characters to the left and three characters to the right of the decimal
point (for example, 12.344).
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String

Select String on the Field window for those database items whose data CMS identifies as
character strings, not numbers. For fields on the Field window, see Figure 25: Sample of the
Field window on page 62.

Each item is identified as being a CHAR column type in INFORMIX terminology. Although these
items store numbers, CMS searches for values as if the items stored nonnumeric symbols and
alphabetic words, as well as numbers.

Database items for which you might select String are as follows:
e Custom database items with the CHAR column type
e CWHC, that is, the value is a Call Work Code
e EQLOC, that is, the value is a 9-digit trunk location number
e EXTENSION, that is, the value is an extension number
e LOGID, that is, the value is an agent login ID
e VDN, that is, the value is a Vector Directory Number

String, as used here, does not have the same meaning as string-value database item, as
defined for the Dictionary subsystem. For the purposes of custom report design, Dictionary
names for string-value database items are referred to as Synonyms, and include names for
agents, splits, VDNs, trunk groups, and vectors. In fact, for the VDN and LOGID database
items, you may want to select Synonym, not String, since you may have assigned names to
VDNs and login IDs in the Dictionary subsystem.

Synonym

Select Synonym, type on the Field window to display a name defined in the Dictionary
subsystem, instead of the value stored in the database tables. For fields on the Field window,
see Figure 25: Sample of the Field window on page 62.

You must also enter the Dictionary name type. For more information, see Administering Avaya
Call Management System.

The type must correspond to the database item that you enter in the Select field. The types you
enter are as follows.
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Table 5: Synonym type and corresponding database item

Report field Synonym type | Database item
ACD entities acd ACD
agname LOGID
tkarp TKGRP
split SPLIT
vdn VDN
vector VECTOR
aux_rsn AUXREASON
logout_rsn LOGOUTREASON
cwc cwC
Agent states workmode WORKMODE
ag_orig ORGIN
ag_dir DIRECTION
ag_dest DESTINATION
ag_pref PREFERENCE
Trunk states tkstate TKSTATE
tk_pri PRIORITY
tk_qtype QUETYPE
tk_vpri PRIORITY
tk_dir DIRECTION
all_busy ALLINUSE
Split states slvl_chg SVCLEVELCHG
per_chg PERIODCHG

Select Time (duration), format on the Field window if the field expression will display a length
of time. Assign a time format with the appropriate punctuation. For fields on the Field window,
see Figure 25: Sample of the Field window on page 62.

Durations, for example, ACDTIME, is stored as the number of seconds. However, you can
choose to display time as minutes and seconds, or even hours, minutes, and seconds.
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The time formats available are as follows.

Table 6: Time (duration) format

Format Description

SS Displays time as the number of seconds. Type as many s’s as needed
to display the seconds.
If the number of seconds can reach six digits, type ssssss.

mm Displays time as the number of minutes. Type as many m'’s as needed
to display the minutes.
If the number of minutes can reach six digits, type mmmmmm.

hh Displays time as the number of hours. Type as many h’s as there are
digits needed to display the hours.
If the number of hours can reach three digits, type hhh.

mm:ss Displays time as minutes and seconds. The minutes count is increased
by one and the seconds count is reset to 00 when the seconds count
reaches 60. Specify more than two digits for minutes if the minutes will
exceed 99. For example, if you type mmmm:ss, 2822:35 (2822 minutes
and 35 seconds) might display in the report.

hh:mm Displays time as hours and minutes. The hours count is increased by
one and the minutes count is reset to 00 when the count reaches 60.
Specify more than two digits for hours if hours will exceed 99. For exam-
ple, if you type hhh:mm, up to 999:59 can display in the report.

hh:mm:ss Displays time as hours, minutes, and seconds. The minutes count is
increased by one when the seconds count reaches 60. The hours count
increases by one when the minutes count reaches 60. With this format,
you can increase the digits for hours if necessary, but not the minutes
digits.

Time (point in time)

Select Time (point in time), format on the Field window if the field expression will display a
point in time, for example, 10:34 a.m. Assign a time format with the appropriate punctuation.

For fields on the Field window, see Figure 25: Sample of the Field window on page 62.
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You can use one of the following formats.

Table 7: Time (point in time) format

Format Description

HH The hour only, in military time (24-hour clock). For exam-
ple, 15 equals 3:00 p.m.

hh The hour only, according to a 12-hour clock. For example, 3
could mean 3:00 a.m. or 3:00 p.m. For this reason, if you
use hh, you should add am (hham).

mm The number of minutes after the hour only.

Ss The number of seconds in the minute.

HH:mm:ss 24-hour clock time up to the second or to the minute.

or

HH:mm

hh:mm:ssam 12-hour clock time, with AM or PM attached, up to the sec-
or ond or the minute.

hh:mmam

Saving the definition of a field

Click Save on the Field window. For fields on the Field window, see Figure 25: Sample of the
Field window on page 62.

The Field window closes, and the system displays Successful on the status line of Screen
Painter to indicate that the field definition has been added.

To define additional fields, repeat the procedure from Defining the position and length of a
field on page 62.

Note:
You must assign a Row search ID to the field before completing the field

definition. When you do, the question mark (?) changes to the Row search ID
number. For more information, see Defining the rows of data for a report on
page 84.
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Changing the definition of a field

To change a field definition:

1.

On Screen Painter, place the cursor on the field that you want to change, and select Field.

The cursor returns to the field and rests on the last space of the field. The system displays
the following message on the status line:

Move cursor to define opposite corner of field, press RETURN.

If needed, move the cursor using the arrow keys to make the field longer or shorter, and
press Enter to view the Field window.

Overwrite any data in the fields that you want to change, and click Save.

The system closes the Field window, displays Successful on the status line, and returns
the cursor to the field that you changed.

Defining bars in a report

Note:

You can define bars in a custom report only if you have purchased the CMS
Graphics feature. If you have not purchased the Graphics feature, the Bar list
option is not available.

You might want a report to display data as bar graphs instead of numbers. Defining a bar or
bars in a report is similar to defining fields, except in the way that you define the format.

To define a bar format, you must specify the following items:

The position and length of the bar.
The direction of the bar, that is, horizontal or vertical.
The thresholds that cause the bar to change color.

The scale of the bar.

The legend of the bar

If you copy the design of an existing bar graph, the bars filled with Xs, Vs, or Hs are displayed.

X indicates that the bar is discrete. The bar is displayed as a single bar in the report
because, based on the row search conditions assigned to the bar, CMS finds only one
value.
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e Vindicates that the bar is repeated vertically in the report. The bar is displayed as a series

of bars, one over the other, because, based on the row search conditions assigned to the
bar, CMS finds multiple values.

H indicates that the bar is repeated horizontally in the report. The bar is displayed as a
series of bars, side by side, because, based on the row search conditions assigned to the
bar, CMS finds multiple values.

For illustrations of repeated and discrete bars, see Assigning a row search ID to report fields
and bars on page 98.

Do the following tasks to define bars in a report:

1.

—
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Defining the position and length of a bar on page 77.

Defining the data expression for a bar on page 78.

Defining the tables for calculation names on page 78.

Defining the bar direction on page 79.

Defining the bar scale on page 79.

Defining the maximum graph value on page 80.

Defining the first threshold on page 81.

Defining the second threshold on page 82.

Selecting normal or reversed thresholds on page 82.

Saving the bar definition on page 83.

Defining the position and length of a bar

To define the position and length of a bar:

1.

On Screen Painter, position the cursor where you want a bar to begin, and select the bar
action list option.

The cursor returns to the original position, and the system displays the following message:
Move cursor to define opposite corner of bar and press RETURN.

Move the cursor using the arrow keys to define the length and width of the bar, and press
Enter.

The system displays a question mark (?) in the upper left corner of the bar. The question
mark indicates that you have not yet assigned a Row search ID to the bar.

The system displays the Bar window as shown in the following figure.
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Figure 27: Sample of the Bar window
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Defining the data expression for a bar

In the Select field on the Bar window, enter a data expression to tell CMS the following:
e What table columns should supply data to the bar.
e How to manipulate data.

The rules for the Select field on the Bar window are identical to those of the Select field on the
Field window. However, the following types of database items do not make sense for bars:

e Identifiers such as SPLIT, VDN, LOGID
e Current state data such as WORKMODE or DURATION
e Constants unless these are part of the calculation

If an expression is a database item that stores a number of seconds, the bar normally shows
time as seconds. You can make the bar represent minutes by dividing the database item by 60.

To complete the definition of bar data, you must, as for field data, define row search conditions
for the bars. This includes whether a bar you define will be repeated to display multiple bars for
multiple values. For more information, see Defining the rows of data for a report on page 84.

Defining the tables for calculation names

In the Table for calculations field on the Bar window, type a table name if you entered a
calculation name in the Select field. For fields on the Bar window, see Figure 27: Sample of the
Bar window on page 78.

The table name tells CMS which table to search for database items in the calculation.
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Note:
The Table for calculations field on the Bar window is necessary when using

calculation names because you cannot append a table name to a calculation
name in the Select field.

Defining the bar direction

In the Bar direction list on the Bar window, type x to select Horizontal or Vertical. For fields on
the Bar window, see Figure 27: Sample of the Bar window on page 78.

Vertical means that the bar length is oriented up and down. Horizontal means that the bar length
is oriented left and right.

Defining the bar scale

In the Scale list on the Bar window, type x to select one of the following options:

e Scale with tick marks: The scale is displayed as a line, segmented by evenly spaced
marks as shown in Figure 28: Bars with or without scales on page 80. For a vertical scale,
a tick mark is displayed for each vertical character space. For a horizontal scale, a tick
mark is displayed at every fifth horizontal character space.

e Scale without tick marks: The scale is displayed automatically in the report as a line
parallel to the bar as shown in Figure 28: Bars with or without scales on page 80. The line
is of a fixed length equal to the maximum length of the bar. The end of the scale always
represents the maximum graph value that you define.

e No scale: The bar does not have a scale. You might want this option if the scale defined for
another bar applies to the bar you are currently defining. For example, in Figure 28: Bars
with or without scales on page 80, the scale for the ACD Calls bar can apply to the
Abandons bar.

A scale defined for one bar is displayed in correct relation to other bars if the following are
true:

— All bars are parallel, have the same maximum length, and have the same starting
points.

— All bars have the same maximum graph value.

— All bars display the same units such as number of calls, averages, percentages, or
number of seconds.

Note:
Do not enter any text or fields in the column immediately to the left of a vertical

bar. Do not enter any text or fields in the row immediately above a horizontal bar.
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Figure 28: Bars with or without scales

Scale with Seale without Bar with
tick marks tick marks no scale
/ L /
7 7 /
@;‘19;9‘2 00:30 AM / Avaya (TM) cus / Windows: 2 of § 1\
7 7

i

Cugﬁom Reports: Hy%torical: split st@&us
I/__
P -
/ i
Tick Mark |
"% within =~ ACD calls Ebandons
Service Level
Fow 1 Col 1

Defining the maximum graph value

In the Maximum graph value list on the Bar window, type x to select Fixed or Variable name.
For fields on the Bar window, see Figure 27: Sample of the Bar window on page 78.

The maximum graph value is the value that the bar represents when the bar is at the maximum
length or height as shown. The value must always be a whole number or decimal.

If you select Fixed, you must also type, in the accompanying field, the value that the bar must
represent when the bar is at the maximum length or height.

If you select Variable name, you must also type, in the accompanying field, a variable name
that references a report input field. With the Variable name option, users can enter a maximum
graph value for the bar when ordering the report. The variable name that you type must be
identical to a variable name that you define in the Define Input window.
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Figure 29: Thresholds bar graph
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Defining the first threshold

In the First threshold list on the Bar window, type x to select None, Fixed, or Variable name.
For fields on the Bar window, see Figure 27: Sample of the Bar window on page 78.

The first threshold identifies the point at or above which the bar changes color to indicate a
caution condition. The first threshold must have the lower value of the two thresholds. The value
must always be a whole number or decimal.

If you select None, the bar does not have a first threshold at which the bar changes color. If you
select Fixed, you must also type, in the accompanying field, the value at or above which the bar
changes color. If you select Variable name, you must also type, in the accompanying field, a
variable name.

With the Variable name option, which references a report input field, users can enter the first
threshold value for the bar when ordering the report. The variable name that you type must be
identical to the variable name that you assign to a report input field. For more information, see
Defining fields for the Report Input window on page 51.
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Defining the second threshold

In the Second threshold list on the Bar window, type x to select None, Fixed, or Variable
name. For fields on the Bar window, see Figure 27: Sample of the Bar window on page 78.

The second threshold identifies the point at or above which the bar changes color to indicate a
warning condition. The second threshold must have the higher value of the two thresholds. The
value must always be a whole number or decimal.

If you select None, the bar does not have a second threshold at which the bar changes color. If
you select Fixed, you must also type, in the accompanying field, the value at or above which the
bar changes color.

If you select Variable name, you must also type a variable name in the accompanying field.
With the Variable name option, which references a report input field, users can enter a
maximum graph value for the bar when ordering the report. The variable name that you type
must be identical to the variable name that you assign to a report input field. For more
information, see Defining fields for the Report Input window on page 51.

Selecting normal or reversed thresholds

In the Reverse threshold colors list on the Bar window, type y to select reversed threshold
colors or n to select normal threshold colors. For fields on the Bar window, see
Figure 27: Sample of the Bar window on page 78.

If you select n, the bar changes to a caution color at the first threshold and changes to a
warning color at the second threshold. Select y to reverse the meanings of the thresholds.

With meanings reversed, the bar is a normal color when the bar is above the second threshold.
The bar changes to a caution color when the bar is at or below the second threshold but is
above the first threshold. The bar changes to a warning color when the bar is at or below the
first threshold.

Reversed colors are appropriate for a bar that represents the percentage of calls answered
within service level. In this case, the bar is a normal color when the percentage is high, a
caution color when the percentage goes down, and a warning color when the percentage is very
low.

The following figure shows the reversed bar graph.
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Figure 30: Thresholds reversed bar graph
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Saving the bar definition
Click Save on the Bar window to close the window. The system displays Successful on the
status line to indicate that the bar definition is added.

To define additional bars, repeat the procedure from Defining the position and length of a bar on
page 77.

Note:
You must assign a row search ID to the bar before the field definition is complete.

When you do, the question mark (?) changes to the row search ID number. For
more information, see Defining the rows of data for a report on page 84.

If a bar will be a repeated bar as defined with the Row Search window, you cannot define any
other bars in the direction that the bar will repeat. That is, if the bar will be repeated vertically, no
other bars, text, or fields can be displayed directly below the bar. If the bar will be repeated
horizontally, no other bars, text, or fields can be displayed directly to the right of the bar.
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Changing the definition of a bar

To change a bar definition:
1. On Screen Painter, place the cursor on the bar that you want to change, and select Bar.

The cursor returns to the bar and rests on the lower right corner of the bar. The system
displays the following message on the status line:

Move cursor to define opposite corner of bar and press RETURN.

2. If needed, move the cursor using the arrow keys to make the bar bigger or smaller, and
press Enter to view the Bar window.

3. Overwrite data in the fields that you want to change, and click Save.

The system closes the Bar window, displays Successful on the status line, returns the
cursor to the bar that you just changed.

Defining the rows of data for a report

To complete the definition of a report's fields or bars, you must define the rows of the tables that
supply data to the fields or bars. To do this:

e Using the Row Search window, define the criteria needed to find the appropriate rows of
data. Each set of criteria is stored by row search ID.

e Assign the row search IDs to the appropriate fields or bars.

Row search criteria are values for database items or calculations. In most cases, your criteria
will specify variable names rather than specific values for the database items or calculations.
These variable names allow CMS to use the values entered in the Report Input window in the
row search criteria. From the rows CMS finds, report data is retrieved for the report fields.

For more information, see Storing and retrieving data on page 17.

Note:
If you copy the design of an existing report, the row search criteria and input

fields, as defined in the Define Input window, are copied. If you then delete or
change a variable name in the Row Search window, you must delete or change
that variable name in the Define Input window.

Do the following tasks to define the rows of data for a report:

1. Gaining access to the Row Search window on page 85.

Viewing the report input variables on page 85.

2
3. Selecting a Row Search ID on page 86.
4. Selecting tables on page 86.
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Selecting rows in the tables on page 89.

Selecting a field or bar type on page 93.

Selecting a Sort type on page 95.

Selecting a sorting order for data on page 95.

© © N o o

Saving the row search conditions on page 97.

Gaining access to the Row Search window

On Screen Painter, click Row Search to view the Row Search window.

The following figure shows a sample of the Row Search window.

Figure 31: Sample of the Row Search window

Custom Reports: Screen Painter: daily split by inter: Hist: R Searc
Row search ID: 0 Assign fields
Delete
From table(=s): hagent Find one
List inputs
Select rows where: Modify
SPLIT=§1 domain and ROW DATE=§1 date and STARTTIME=$ Next
itime and ACD=§acd Previous
Remove fields

Field/bar type (Select one): Zort type (Jelect one):
<_» Discrete <x> Ascending
<x> Repeated wvertically, spacing 1 <_>» Descending

<_> Repeated horizontally, spacing _

Viewing the report input variables
1. Click List inputs on the Row Search window to view the variable names defined in the
Define Input window.
The system displays the List Inputs window.

2. Use the Commands screen-labeled key and the Print window option to print the contents
of the window.

3. Press Enter to close the List Inputs window and to return to the Row Search window.
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Note:
If you defined report input fields in the Define Input window or you copied a report

design that has report input fields, your row search criteria use the variable
names for those input fields. Conversely, to use a variable name in your row
search criteria, you must first define an input field with that variable name.

Selecting a Row Search ID

In the Row search ID field on the Row Search window, type a number from 0 to 9. For fields on
the Row Search window, see Figure 31: Sample of the Row Search window on page 85.

The ID identifies the set or one of the set of row search conditions that you are using in the
report. For a single report, you can use ten different sets of conditions to select rows of data.

You can create a new set of conditions or click Find one on the Row Search window with the
Next/Previous actions to view or change an existing set of conditions. If you have already
assigned row search conditions to a field or bar on Screen Painter, the row search ID is
displayed as the first character in that field or bar.

If you are going to use multiple tables, at least one join clause must be displayed in the Row
search ID assigned to the field.

A join clause makes the values that CMS searches on the same in both tables. Therefore, the
data extracted from the rows in both tables is related.

A join clause has the following format:
tablenamel.iteml = tablename2.iteml
Where item1 is a database item that the tables have in common.

For more information on the join clause, see Advanced report design on page 125 and the
INFORMIX documentation.

Selecting tables
In the From table(s) field on the Row Search window, type the names of the tables the rows of
which supply data. Use a comma to separate multiple table names.

For fields on the Row Search window, see Figure 31: Sample of the Row Search window on
page 85

For example: From table(s): hagent,dagent

If you are going to assign this row search ID to a particular report field or bar, the names in the
From table(s) field must include the table names that you assigned to the report field.
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Note:
If a report field merges data from two tables, you must include both table names

in this field. For more information, see Selecting rows from more than one
table on page 145.

The following tables list the CMS database table names. For a description of the tables and
database items that each table contains, see Avaya Call Management System Database ltems
and Calculations.

Table 8: Real-time table names

Table name Data stored

csplit Split or skill data for the current interval

psplit Split or 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 Vector Directory Number (VDN) data for the current interval
pvdn VDN data for the previous interval

ccwe Call Work Code (CWC) data for the current interval
pcwc CWC data for the previous interval

Table 9: Historical table names

Table name Data stored

hsplit Split or skill data for each intrahour interval
dsplit Split or skill data summarized by day

wplit Split or skill data summarized by week
msplit Split or skill data summarized by month
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Table 9: Historical table names

Table name Data stored

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

ag_actv Agent trace

haglog Agent login or logout

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 each 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 Vector Directory Number (VDN) data for each intrahour interval
dvdn VDN data summarized by day

wvdn VDN data summarized by week

mvdn VDN data summarized by month

hcwc Call Work Code (CWC) data for each intrahour interval
dcwc CWC data summarized by day

WCWC CWC data summarized by week

mcwc CWC data summarized by month

call_rec Call record data
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Table 9: Historical table names

Table name Data stored

agex Agent exceptions

spex Split exceptions

tgex Trunk group exceptions

vecex Vector exceptions

vdncex VDN exceptions

inkex Link down exceptions

mctex Malicious Call Trace (MCT) exceptions

f_cday Forecast current day configuration data by split or skill
f_cdayrep Current day forecast data by split or skill

Selecting rows in the tables

In the Select rows where field on the Row Search window, type a selection criteria statement
to tell CMS how to select data from the table. For fields on the Row Search window, see
Figure 31: Sample of the Row Search window on page 85.

The statement specifies values for more than one database item or calculation.

Note:
To ensure a reasonable run time for your report, the database items that you

specify in the Select rows where field on the Row Search window must include
index items. For a historical report, you must include a where clause with the
ROW_DATE database item. If your row search is based on items that are not
indexes, your report can take a long time to run. For more information, see Avaya
Call Management System Database Items and Calculations.

Your row search criteria must always include the selection of an ACD. For more information,
see Where clause for selecting rows from an ACD on page 92.

Basic Where clause

A basic clause has the following format:
Expression Relational Operator Value

The Expression can be a database item or calculation. The Value is a whole number.
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Relational operators available for a where clause are as follows.

Table 10: Relational operators for a Where clause

Operator Meaning

= equal to

<>orl= not equal to

> greater than

< less than

>= greater than or
equal to

<= less than or
equal to

Do not enter calculation names as the names do not work in the Select rows where field.

Note:
Standard database items consists of only upper-case letters.

As an example of a basic where clause, if you create a real-time report using data from the
Current Interval Split table and you define the following report fields for the report:

Split: (the SPLIT database item)

ACD Calls: (the ACDCALLS database item)

Average Talk Time: (the calculation ACDTIME/ACDCALLS)
The basic where clause might be as follows: Select rows where: SPLIT =5

The following figure shows how CMS finds the row in the table for Split 5 and fills in the report
fields with data from that row.
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Figure 32: Sample Current Interval Split table

SPLIT ABANDONS ABNTIME
AC [)(1\[,] S AC 13'1[ ME

© 1 : 443 : 48 . 36898 : 988
. 2. 234 : 37 : 20012 : 777
. 3. 111 : 20 . 13111 : 400
. 4. 652 © 59 : 53442 : 1058
- 5! 451 . 32 :27635 . 644
» 6+ 93 : 11 : 15321 : 2345
. 7. 509 43 ! 35401 - 851
. 8: 3%1 : 31 : 19768 : 603
. 9: 142 ! 10 : 9786 : 203
.10 ! : : :

The report fields show the following data:
e Split: 5
e ACD Calls: 451
e Average Talk Time: 61 (the result of 27635/451)

Note:
This example of row search criteria would also include the selection of an ACD.

For more information, see Where clause for selecting rows from an ACD on
page 92.

Where clause with variable

The previous examples create hard coded row search conditions, that is, when you run the
report, CMS always searches for the values that 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 CMS to search for the values that you or another user chooses when you
run the report.

Note:
You must define a variable on the Define Input window before using the variable
in a where clause.

The variable name then links a report input field to the where clause that uses the values that
you or another user entered.
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To see the variable names that you previously defined on the Define Input window, click List
inputs on the Row Search window. For more information, see Viewing the report input
variables on page 85.

In a clause with a variable name, you must always enter a dollar ($) sign before of the variable.
The format is as follows:

Expression Relational Operator $variable

As with a basic where clause, the Expression can be a database item or calculation. The
relational operators available are the same as those available for a basic where clause.

Look at the following where clause:
Select rows where: SPLIT = $splitvar

This where clause tells CMS to search for rows with the Split value that the user enters when
ordering the report. The example clause presupposes that the variable name, splitvar, is already
defined on the Define Input window.

Multiple Where clauses

Use the logical operators AND to put more than two clauses in a statement or to define more
than two clauses where CMS finds only rows that meet all conditions. For example, the
following statement searches for rows where splits had an Average Speed of Answer (ASA)
greater than 30 seconds and abandons greater than 100.

Select rows where: ANSTIME/ACDCALLS > 30 and ABANDONS > 100

Use the logical operator OR to define two conditions where CMS finds rows that meet either
condition, but not necessarily both the conditions. 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

Where clause with Range/List variable

If a variable name, as defined in the Define Input window, has been assigned the Range/List
option, the where clause must use the equals (=) sign with the variable name.

Where clause for selecting rows from an ACD

In the where statement, you must always include a clause to select the ACD. If you always want
a report to find data for the user's current ACD, append and ACD = $acd to the where
statement, as shown in the following example:

Select rows where: SPLIT = $splitvar and ROW _DATE = Sdatevar and
ACD = S$Sacd
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If you define a variable name as acd, you do not have to define the variable in the Define Input
window. CMS always identifies this variable name as the current ACD. You can also define a
different variable name for the ACD database item so that a user can specify the ACDs when
the user orders a report. You can also hard code the ACD in a where clause, as indicated in the
following example:

Select rows where: ACD =1

Where clause for excluding rows of data

You can use a where clause as follows to exclude a split from the report, but to include all other
splits:

Select rows where: SPLIT != 5 or Select rows where: SPLIT <> 5

Selecting a field or bar type

In the Field/bar type field on the Row Search window, select one of the following options:
e Discrete
e Repeated vertically
e Repeated horizontally

For fields on the Row Search window, see Figure 31: Sample of the Row Search window on
page 85.

Discrete

If you select Discrete, CMS finds only one value for each report field or bar to which you assign
this row search ID. CMS finds only one value if the field or bar is an aggregate function, such as
SUM, AVG, MIN, or MAX, or if both of the following conditions are true:

e You type a where statement that is so specific that CMS finds only one row.

e On the Define Input window, you select n for Range/List for all variables used in the where
statement. For example, if you select the Daily Split, that is, dsplit, table and type the
following where statement:

Select rows where: ROW DATE = $Sdatevar and SPLIT = $splitvar and
ACD = $acd

and you select n for Rangel/List for both the splitvar and datevar variables, CMS finds a
single row containing the date and split that a user types when the user orders the report.

Note:
If you are assign the row search ID only to fields and bars that contain aggregate
functions, such as sum, max, min, or avg, select Discrete. For more information,
see Repeating aggregate function values on page 152.
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Repeated vertically

Select Repeated vertically to display a column of multiple field values or a vertical series of
bars, one for each value.

If you select Repeated vertically, you must also type a number in the Spacing field. This
number tells CMS how many lines to go down to display each value. If you type 1 in the
Spacing field, CMS displays a value on every line. If you type 2, CMS displays a value on every
alternate line.

Note:
If you select Repeated vertically, you cannot define any fields directly under a

repeated field.

Repeated horizontally

Select Repeated horizontally to display multiple field values in row format or a horizontal
series of bars, one for each value.

If you select Repeated horizontally, you must also type a number in the Spacing field. This
number tells CMS how many characters to move horizontally from the beginning of one value to
the beginning of the next. The spacing that you type must include the blank spaces between
fields or bars and the width of a field or bar.

For example, if a field or bar is four characters wide and you type 8 in the Spacing field, CMS
displays each value with four blank characters in between.

Repeated values, whether repeated horizontally or vertically, are applicable if CMS finds
multiple values for the report fields. CMS finds multiple values if one of the following conditions
exists:

e You define a where statement that specifies more than one range of values.
e For at least one variable, you enter y in the Range/List option on the Define Input window.

e You define a where statement that is general enough to select multiple rows. For example,
you type the following where statement for the dsplit table:

Select rows where: ROW DATE = $datevar and ACD = $Sacd

As no split values are specified, CMS displays, for a user-specified date, a value for every
split in the ACD.

If, based on your where statement and Define Input window entries, CMS finds multiple values,
but you select Discrete, the report displays only the first value that CMS finds for each report
field.

Note:
If you select Repeated horizontally, you cannot define any fields directly to the

right of a repeated field.
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Selecting a Sort type

In the Sort type field on the Row Search window, select Ascending or Descending.

For fields on the Row Search window, see Figure 31: Sample of the Row Search window on
page 85.

Ascending order means that CMS must display data from the lowest to the highest values.
Descending order means that CMS must display data from the highest to the lowest values.

If the database item in the Order by field on the Row Search window is ROW_DATE, and you
select Descending, CMS lists data as shown in the following table. For dates and times, lowest
values are those dates/times farthest in the past.

Table 11: Sample CMS report based on sorting criteria

DATE SPLIT ACDCALLS
10/12/99 1 7

10/12/99 2 6

10/12/99 3 5

10/11/99 1 25

10/11/99 2 50

10/11/99 3 41

10/10/99 1 40

10/10/99 2 36

10/10/99 3 30

Selecting a sorting order for data
In the Order by field on the Row Search window, type a database item with the table name to
specify how CMS must arrange multirow data in the report.

For fields on the Row Search window, see Figure 31: Sample of the Row Search window on
page 85.

CMS orders the rows of data by the values for the database item. For example, if you type
dsplit. ROW_DATE in the Order by field, CMS displays data by date, as shown in
Table 12: Sample report based on the ROW DATE database item on page 96.
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Table 12: Sample report based on the ROW_DATE database item

DATE SPLIT ACDCALLS
10/10/99 1 40

10/10/99 2 36

10/10/99 3 30

10/11/99 1 25

10/11/99 2 50

10/11/99 3 41

10/12/99 1 7

10/12/99 2 6

10/12/99 3 5

If you type dsplit.SPLIT in the Order by field, CMS displays data by split, as shown in
Table 13: Sample report based on SPLIT database item on page 96.

Table 13: Sample report based on SPLIT database item

DATE SPLIT ACDCALLS
10/10/99 1 40

10/11/99 1 25

10/12/99 1 7

10/10/99 2 36

10/11/99 2 50

10/12/99 2 6

10/10/99 3 30

10/11/99 3 41

10/12/99 3 5

If you leave the Order by field blank, CMS displays data in the report using the same sequence
that CMS uses to store the data in the table.
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For historical reports, you can type more than one database item in the Order by field. Separate
the database items by commas. The effect of more than one sorting database item is that data
is ordered first by values found for the first sorting database item, then sorted by values for the
second sorting database item, and so on.

For the following assignment:

Order by: dsplit.SPLIT,dsplit.ACDCALLS

CMS displays the report as shown in Table 14: Sample report based on two database items on

page 97.

Table 14: Sample report based on two database items

DATE SPLIT ACDCALLS
10/12/99 1 7

10/11/99 1 25

10/10/99 1 40

10/12/99 2 6

10/11/99 2 36

10/10/99 2 50

10/12/99 3 5

10/11/99 3 30

10/10/99 3 41

Notice that the data is first sorted by split number, then by the number of ACD calls. As a result,

the dates are displayed totally out of sequence.

Saving the row search conditions

Click Modify on the Row Search window to add the row search conditions.

After you save the row search conditions, you can assign a row search ID to report fields or

bars.
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Assigning a row search ID to report fields and bars

To complete the definition of data for a field or bar, you must assign a row search ID to the field
or bar.

Do the following tasks to assign a row search ID:

Note:
If a field already has an assigned row search ID, for example, a field that is part of

a design you have copied, you must first remove the existing row search ID
assignment. For more information, see Changing the row search field

assignment on page 102.
1. On Screen Painter, place the cursor on the field to which you want to assign a row search

ID. To assign a row search ID to several fields at one time, place the cursor in a position
from which you can define an appropriate block.

Click Row search on Screen Painter to view the Row Search window.
Assign a row search ID, and select Find one on Row Search window.
The system displays the row search conditions and IDs.

4. Click Assign fields on the Row Search window.

The system closes the Row Search window, returns the cursor to the original position, and
displays the following message on the status line:

Move cursor to define a block and press RETURN

5. Move the cursor using the Tab, Shift Tab, or arrow keys. If the block that you define
contains more than one character of a field or bar, CMS assigns the row search ID to that
field or bar.

The cursor defines a block on your terminal in inverse video or color.
6. Press Enter.

The question mark (?) in each field or bar changes to the row search ID to indicate that the
row search conditions have been assigned. Additional characters fill the field or bar as
shown in the following figures.

If your row search conditions specify discrete fields or bars, assigned fields are displayed with
lowercase x's and assigned bars are displayed with uppercase X's as in the following figure.
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Figure 33: Sample of discrete field and bar design

(/f;;/19/95 00:30 AM Avaya (TM) CMS Windows: 2 of 5 * *T\\

Custom Reportse: Screen Painter: split status: Hiset

Split: 5583355335585535858388 Add highlights
1 Bar
HHHX Copy block
100% $6.6.9 9.4 .
Define input
HARXX Erase block
HAAAX Field
HAAKX Get copy of design
;AR Move block
Percent |X¥Xxx Row search
Within ;AR Save design
XHXKX

Test design
Upper/left no-scroll

Level HAXKX Variable/time/date
XXKKX

) 9.9.9.9.4
) 9.9.9.9.4

Service KXKXK

A report with this design is shown in the following figure.

Figure 34: Sample report with discrete field and bar

/T;;/IQ/QS 00:320 RM Avaya (TM) CMS Windows: 2 of 5 * ﬁW\\

Custom Reports: Screen Painter: sgplit status: Hist

Split: Sales-West
82.00
100%

If your row search conditions specify vertically repeated fields or bars, CMS displays assigned
fields with lowercase v's and assigned bars with uppercase V's as shown in the following figure.
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Figure 35: Sample of vertically-repeated field and bar design

(1,;;/19/95 00:30 AM Avaya (TM) CMS Windows: 2 of 5 °

Custom Reports: Screen Painter: split status: Hist
Split: §3555555555588558588% 2dd highlights
Date: 255335383 Bar
Copy block
Define input
. . . Erase block
Interval Percent Within Service Level 100% Field
FATataatatars LVVVVVVVVVVVVVVVVVVVVVVVVVVVVVVVVVVVVV

Get copy of design
Move block

Row search

Save design

Test design
Upper/left no-scroll
Variable/time/date

A report with this design is shown in the following figure.

Figure 36: Sample report with vertically-repeated field and bar

CMs

//fFO4/19/95 00:20 AM

Avava (TM)

Windows:

s

*‘\\

1 of 5

Custom Reporte: Screen Painter: gplit status: Hist

Split: Sales-West
Date: 06/08/93
Interval Percent Within Service Level

2:00am | |

g:30am | |

9:00am | |

9:30am | |

10:00am| |

10:30am| |

100%

If your row search conditions specify horizontally repeated fields

or bars, CMS displays the

assigned fields with lowercase h's and assigned bars with uppercase H's as shown in the

following figure.
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Figure 37: Sample of horizontally-repeated field and bar design

/1,;4/19/95 00:30 AM Avaya (TM) CMS Windows: 2 of 5 © qT\\

Custom Reports: Screen Painter: split status: Hist
Eptit:$i§§§§i§$$$$$$$$$$$$$ Add highlights
ate: = 5
1hhhhh Bar
100% Tt Copy block
hhhhh Define input
hhhhh Erasze block
hhhhh Field
hhhhh Get copy of design
hhhhh Move block
hhhhh Row =earch
Percent |} ihhh cave design
Nlth%n hhhhh Test design
service hhhhh Upper/left no-scroll
Level hhhhh Variable/time/date
hhhhh
hhhhh

A report with this design is shown in the following figure.

Figure 38: Sample report with horizontally-repeated field and bar

/|O4/19/95 00:30 AM Avaya (TM) CMS Windows: 2 of 5 *

Custom Reporte: Screen Painter: split status: Hist
Split: Sales-West
Date: 06/08/93

100% 8:00am 8:20am 9:00am 9:30am 10:00am

Percent
Within
Service
Level
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Changing row search conditions

Do the following tasks to change the row search conditions:
1.  On Screen Painter, click Row search to view the Row Search window.

2. In the Row search ID field on the Row Search window, type a number from 0 to 9, and
click Find one.

The system displays the row search conditions for the row search ID.

Note:
For a Find one search, CMS takes only your entry in the Row search ID field

and ignores the other fields.
3. Change data, and click Modify on the Row Search window.

The system displays Successful on the status line to indicate that the row search
conditions have been changed.

The changes apply all the fields to which you had previously assigned the row search ID.

Changing the row search field assignment

To change the row search ID assigned to a particular field, you must first disassociate the field
from the row search ID. Use the Remove fields action list option on the Row Search window to
disassociate the field.

Do the following tasks to change the row search field assignment:

1. On Screen Painter, place the cursor on the field or bar from which you want to disassociate
the row search ID. To disassociate a row search ID from several fields or bars at once,
place the cursor in a position from which you can define a block that includes the fields or
bars.

2. Click Row search to view the Row Search window.

Type the row search condition, and click Find one.

The system clicks the row search conditions for the row search ID.
4. Click Remove fields on the Row Search window.

The system closes the Row Search window, moves the cursor to the original position on
Screen Painter, and displays the following message on the status line:

Move cursor to define a block and press RETURN

5. Move the cursor using the Tab, Shift Tab, or arrow keys. The block that you define should
contain all characters of each field or bar from which you disconnect the row search ID.

The cursor defines a block on your terminal in inverse video or color.
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6. Press Enter.

The system replaces the row search ID in each field or bar by a question mark (?) to
indicate that the row search conditions have been disconnected.

7. Assign a new row search ID to the fields or bars.

Defining fields to show run time/date and user inputs

The time or date when a report is run is not stored in any database table. Instead, CMS
recognizes when CMS completes processing the report, and if requested, displays this
information on the report. Similarly, CMS knows what your current ACD is when you order the
report and can display the current ACD name or number on the report.

To display the report's run-time, run-date, or the current ACD when you ordered the report, you
must define a field using the Var/Time/Date window. With this window, you can define fields that
mirror your entries in the Report Input window. That is, CMS takes the values that you enter for
an input variable, as defined in the Define Input window, and displays the values on the report.

Do the following tasks to define the report display type and format:

1. Gaining access to the Var/Time/Date window on page 103.

2. Defining display type and format on page 104.

3. Saving the Var/Time/Date fields on page 106.

Gaining access to the Var/Time/Date window

On Screen Painter, place the cursor where you want the left end of the field to be displayed, and
select Variable/time/date.

The system displays the Var/Time/Date window as shown in the following figure.
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Figure 39: Sample of the Var/Time/Date window

Screen Painter: daily split by inter: Hist: Vs

Custom Reports:

Select one:
<x> Display date report was run, format nm/dd
<_> Display time report was run, format
<_> Display input wvarishle
<_» Display current ACD, length __

Associated ACD (Select one):
(required for input wvariable display)
<> Current ACD

< > Variahle name,

Defining display type and format

Note:
You can define the appearance of the date and time fields. However, only text

matching the defined formats is converted into equivalents. Any other text is
displayed as entered.

You must select a display type and complete the associated field. The display options are as
follows:

e Display date report was run
e Display time report was run
e Display input variable

e Display current ACD

Select Display date report was run to display the date when you ran the report. You must also
specify a date format with appropriate punctuation in the associated field.

You can enter any of the following date formats or a combination of date formats.

Table 15: Date formats

Symbol Meaning

mm Month in numerals. For example, 12 for December.
MMM Month in letters. For example, DEC for December.
yy Year in two digits. For example, 96.
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Table 15: Date formats

Symbol Meaning
YYYY Year in four digits. For example, 1996.
dd Day of the month in numerals. For example, 03 for

the third day of a month.

ili Day of the year in the Julian calendar. For example,
365 for December 31 in a regular year and 366 for
December 31 in a leap year.

WWW Day of the week in three letters. For example, MON
for Monday.

Note:
An example of combined formats is the standard date format, that is, mm/dd/yy.

You can type the day and month in the mm/dd format.

Select Display time report was run to display the time when you ran the report. You must also
enter a time format with the appropriate punctuation.

You can use any of the following time formats.

Table 16: Time formats

Symbol Meaning

HH Hour in the 24-hour format. For example, 18 for 6 p.m.

hh Hour in the 12-hour format with a.m. or p.m.

mm Number of minutes after the hour.

ss Number of seconds.

HH:mm:ss or 24-hour format, to the second or the minute.

HH:mm For example, 23:40:15 or 23:40.

hh:mm:ss am 12-hour format, to the second or the minute.

or hh:mm am For example, 11:40:15 a.m., 11:40 a.m., 11:40:15 p.m.,
or 11:40 p.m.

Verify that the format of the date and time entries are accepted by the system by gaining access
to the help screen for the date and time fields.

Select Display input variable to display data as it is entered in one of the fields on the Report
Input window. You must also enter, in the associated field, the variable name assigned to the
report input field on the Define Input window.
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Select Display current ACD to display the number or name of the ACD that was current when
you ordered the report. You must type, in the associated length field, the number of characters
from 1 to 20 for the current ACD. If you have defined names in the Dictionary subsystem for
your ACDs, you can type 20 as 20 is the maximum length for Dictionary names.

Saving the Var/Time/Date fields

Click Save to close the Var/Time/Date window. CMS marks the field in one of the following
ways:

e For date, CMS displays the format that you define, for example, mm/dd/yy.

e Fortime, CMS displays the format that you define, for example, hh:mmam.

e For input variable, CMS displays a string of dollar ($$$) signs with the number of dollar
signs equal to the field length that you assign to the variable’s input field on the Define

Input window.

e For current ACD, CMS displays a string of dollar ($$$) signs with the number of dollar
signs equal to the length that you assign in the Var/Date/Time window.

Saving the design

On Screen Painter, click Save design. If you have defined something incorrectly, CMS displays
an error message. You must go back and correct any errors before saving the report design.
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Highlighting fields

For each CMS custom report, you can determine how the screen displays the colors and
brightness levels of the text, data, and background. You can also administer color, brightness,
reverse video, and underlining to emphasize individual fields and text in the report.

Note:
You cannot use the following procedure to change the way the screen displays

bars. However, you can use the Commands screen-labeled key and the
Options: Color submenu selection to change the threshold colors of the bars.

Do the following tasks to change the way the screen displays fields and text in your report:

1.  On Screen Painter, place the cursor in a position where you want one corner of a block to
be, and select Add highlights.

The system returns the cursor to the original position, and displays the following message
on the status line:

Move cursor to define opposite corner of block, RETURN.

2. Move the cursor to a position where you want the opposite corner of the block to be. The
block must include all the field text that you want to highlight.

The system highlights the block that you are defining.
3. Press Enter.

The system displays the Add Highlights window as shown in the following figure.
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Figure 40: Sample of the Add Highlights window

Custow Feports: Screen Painter: dailly split by inter: Hist: Add Highlight
Modify
[Belect one) : Text color [(Select one):
x> Default <x> Default
< » Blinking 4_» Speecific eolor, _
<_ > Bright
< > Ddm
< Normel

[Belect any you wish) @ Background color [Select one):

[_] Peverse wideno <w> Default
[_] tnderline <_» Specific ealor, _

4. J EI "I‘I EI

Legend:

Morre cursor to define opposite carner of hlock, press RETURN. Raw 1

4. Select from the following options.

Table 17: Options to highlight field text

Field option Action

Default Reflects the text and background settings administered for this
terminal.

Blinking Causes the text or data in the defined area to blink (continuous

alternation between dim and normal brightness or foreground/
background colors).

Bright Makes the text or data in the defined area bright.

If your terminal does not have a bright capability, this field
option equals the Normal field option.

For some color terminals, dim or bright settings may affect the
colors selected.

Dim Makes the text or data in the defined area dim.

If your terminal does not have a dim capability, this field option
equals the Normal field option.

For some color terminals, dim or bright settings may affect the
colors selected.

Normal Makes the text or data in the defined area appear with a
brightness level between dim and bright.
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Table 17: Options to highlight field text

Field option Action

Reverse video | Reverses the brightness or color settings for text and
background.

The brightness and blinking options also affect the display of
reverse video.

Underline Draws a line under any text or data in the defined area. If you
select Reverse video, the underline color or brightness is
reversed.

5. Click Modify to close the Add Highlights window.

Defining stationary (no-scroll) areas

Many standard reports are bigger than the available space on your terminal. As a result, when
you view the report, you must scroll the window to see data. You will notice that some report text
or data fields do not move when you scroll the window. These stationary, that is, no-scroll parts
of the report are usually column headers, column totals, and row identifiers.

The following figure shows the no-scroll parts in shaded areas.

Figure 41: No-scroll areas in a report

Custom Reports: Screen Painter: daily split by inter: Hist

Add highlights

Bar

Copy block

Define input

Erase block

Field

Get copy of design
Mowve block

Row search

Save design

Test design
Upper/left no-scroll
Varisble/time/date
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No-scroll areas apply only to reports that you are viewing on your terminal. If you view the report
on your terminal, almost half of the right side of the report is hidden from view and you have to
scroll to the right and data on the left is removed off the left side of the window. But while you
scroll the data, the agent on the left remain in place so you always know which agent the data is
for.

If you have more than 20 agents listed in the report, some rows of data at the bottom will be
hidden. Thus, you have to scroll down to see the rows of data past 20 agents. Meanwhile, data
at the top scrolls off the top of the window. However, the report title, the column headers, and
the Totals row stay in place.

You can assign areas as no-scroll areas in custom reports. You can assign one no-scroll area
on the left side of the report and one no-scroll area at the top of the report.

Do the following tasks to define no-scroll areas in custom reports:
1.  On Screen Painter, click Upper/left no-scroll.

The system returns the cursor to the upper left corner of the report and displays the
following message on the status line:

Move the cursor down and right. Press RETURN when finished

2. To define a no-scroll area at the top, move the cursor down. To define a no-scroll area on
the left, move the cursor to the right.

The system highlights the no-scroll area as you move the cursor.

3. Press Enter to save the no-scroll area.

Changing a no-scroll area

Do the following tasks to change a no-scroll area:
1.  On Screen Painter, click Upper/left no-scroll.

The system returns the cursor to a position at the edge of the top or left no-scroll areas and
displays the following message on the status line:

Move the cursor down and right. Press RETURN when finished

2. To change a no-scroll area at the top, move the cursor up or down the desired number of
lines. To change a no-scroll area on the left, move the cursor to the right or left.

The system highlights the no-scroll area that you add or removes the highlight for the
no-scroll area that you delete.

3. Press Enter to save your changes.

110 Avaya Call Management System Custom Reports June 2023



Saving the report design

Saving the report design

Before you exit Screen Painter, you must save your report design. If you do not save the design,
all the work you did since accessing Screen Painter will be lost, including any work you did with

secondary windows. You must save the design, even if you successfully test it with the Test
design list option.

You cannot save a design that does not test successfully because there are errors. Do not run a
report design until you have corrected any errors and the report test is successful.

Do the following tasks to save your report design:

1. On Screen Painter, click Save design.

The system displays Successful if there are no errors. If you did not define all the

necessary elements of the design, the system displays the Save Design window with a list
of errors.

When there are errors in the design, the system might delete certain items from the design

and the next time the design is read into Screen Painter, the system does not display these
elements.

2. Do the following if the system displays errors:
e Note the errors.
e Press the Exit screen-labeled key.

e Fix the errors on Screen Painter.

Note:
If you exit Screen Painter without first fixing the errors that you viewed in the Save
Design window, CMS deletes the report items associated with the errors from
Screen Painter.

After you save your design, you can continue to work on the design, test the design, or exit
Screen Painter to work on the design at a later time.

Testing the report design

Instead of running a report and having the report fail because you had errors in your design, you

can test the design directly from Screen Painter. Testing your report design regularly can save
you time.
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Do the following tasks to test the report design:
1. On Screen Painter, click Test design.

If your design has Phase 1 errors, the system displays a window listing the errors. For
more information, see Test design error messages on page 113. If your design has no
Phase 1 errors, the system displays the Test Design window with a copy of the Report
Input window.

The following figure shows a sample Test Design window with Phase 1 errors.

Figure 42: Sample of the Test Design window with Phase 1 errors

Custom Reports: Screen Painter: daily split by inter: Hist: Test Design:

Report Item Error Message
Field No associated row search

Field POSITION: Row 1 Coluwn 1

Figure 43: Sample of the Test Design input window

Custom Reports: Screen Painter: daily split by inter: Hist:
Split/skill:
Date:
Intervalis)

Report destination (Selsct one):

<x> Terminal
<_» Printer, Printer name:
< » File,

File rame:
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2. Complete the fields on the Report Input window, and click Test select.

The system displays a list of the row search conditions as shown in the following figure,
with a list of any Phase 2 errors. For more information, see Test design error messages on
page 113. If you see Phase 1 errors, fix the errors and repeat the first step of this
procedure. If you have no errors, the system displays a No errors found message in the
window as shown in the following figure.

Figure 44: Sample of the Test Design window with no errors

Custom Reports: Screen Painter: daily split by inter: Hist: Test D

Select

select dagent.LOGID , (dagent.I ACWTIME
+dagent.I DA ACWTIME) , dagent.I RINGTI
ME , dagent.I OTHERTIME , dagent.I AUXTI
ME , dagent.I AVAILTIME , dagent.I STAFF
TIME , dagent.ASSISTS , dagent.TRANSFERR
ED , dagent.HOLDCALLS , dagent.HOLDTIME/
dagent . HOLDCALLS from dagent where ROW
_DATE = 35279 and SPLIT = 1 and ACD = 1
order by LOGID

select sum((dagent.I ACWTIME+dagent.I D
A_ACWTIME) } , sum|dagent.I RINGTIME) ,
sum (dagent.I_OTHERTIME] , sSwm(dagent.I_A
UXTIME} , sum(dagent.I_AVAILTIME] , sum(
dagent.I_STAFFTIME) , sww(dagent.ASSISTS
), sum(dagent.TRANSFERRED] , sum{dagent

Successful

3. Do the following if you have errors:

Note the errors.

Press the Exit screen-labeled key.
Fix the errors.

Click Test design.

Repeat steps 1 and 2 in this procedure.

Note:

Results
Ho errors found

No errors found

For real-time reports, the link to the Communication Manager system must be up
for the current ACD, and there must be data, for example Split 5, for the item that

you are selecting.

If you have no errors, press the Exit screen-labeled key and continue with your design, or
save the design and exit Screen Painter.

Test design error messages

Test design error messages are divided into the following categories:
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e Phase 1 Error Messages that the system detects before displaying the sample input

screen.

e Phase 2 Historical Error Messages that require user input before occurring.

e Phase 2 Real-Time Error Messages that require user input before occurring.

Phase 1 error messages

The following table lists the Phase 1 error messages alphabetically and includes a cause and a
recommended solution for each message.

Table 18: Phase | error messages, causes, and solutions

Message

Cause

Solution

$<variable name>

The where clause

Use the Define input action to define the

aggregates and
nonaggregates in
the select

not defined contains a variable that | variable and remove the variable from the
is not defined. row search criteria.
Cannot mix You specified Create two identical row search conditions.

aggregate columns
and nonaggregate
columns in the same
select for real-time
reports.

Apply one condition to aggregate columns
and the other to the nonaggregate columns.

Cannot use the
SYN function for
order by

You tried to use a
synonym to sort the
output.

Delete the SYN aggregate from the Order
by field.
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Table 18: Phase | error messages, causes, and solutions

Message Cause Solution
CMS system A CMS system error Check the error in the error log to initiate
error-check the occurred while the corrective action.
error log select ﬁxelc&JLed. The
error should be
recorded in the error A CAUTION:
log. If you run a report that
merges data from two tables,
especially table with large
amount of data, into a single
field and the Select rows
where statement is not
specific, you might see this
error message. A cause can
be that the number of rows
that you selected is very
large and CMS does not
have space to create
temporary files. if this is the
case, add more where
clauses to the row search
conditions.
CMS system CMS cannot test the Turn data collection on and rerun the test of
error-data row search criteria the report design.
collection off while the data
collection is off.
CMS system Too much data was Add more conditions to the row search
error-Too much retrieved with the given | criteria.
data retrieved-try | criteria.
a more restrictive
search
CMS system CMS cannot test the Wait till the Communication Manager system
error-updating row search criteria as completes sending the configuration data
translations CMS is receiving the and then rerun the test of the report design.
set of configuration
data from the
Communication
Manager system.
keyword AVG You used the AVG Delete the AVG keyword from the row
invalid in where keyword in the row search criteria.
clause search criteria.
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Table 18: Phase | error messages, causes, and solutions

Message Cause Solution
keyword You used the Delete the BETWEEN keyword from the row
BETWEEN invalid | BETWEEN keyword in | search criteria.
for real-time the row search criteria

for a real-time report.
keyword COUNT | You used the COUNT Delete the COUNT keyword from the row
invalid in where keyword in the row search criteria.
clause search criteria.
keyword MAX You used the MAX Delete the MAX keyword from the row
invalid in where keyword in the row search criteria.
clause search criteria.
keyword MIN You used the MIN Delete the MIN keyword from the row search
invalid in where keyword in the row criteria.
clause search criteria.
keyword SUM You used the SUM Delete the SUM keyword from the row
invalid in where keyword in the row search criteria.
clause. search criteria.
keyword SYN You used the SYN Delete the SYN keyword from the row
invalid in where keyword in the row search criteria.
clause search criteria.

Phase 2 historical error codes

Phase 2 historical error codes contain the INFORMIX error codes to be displayed for CMS
historical reports. Each code includes a description of the error and a corrective action.

These errors are reported in the following format:
INFORMIX error: <error number>

In addition, a circumflex (*) can be displayed in the listed Select statements to mark the location

of an error.

Note:

If the system displays an error code that is not listed in this document, see
INFORMIX SQL Relational Database Management System Reference Guide.
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The following table lists the Phase 2 historical error codes.

Table 19: Phase 2 historical error codes

Error code Description Solution

—201 A syntax error has Check if an RDSQL statement is incorrect, key
occurred. words are out of sequence, an

INFORMIX-SQL reserved word is in the query.

—202 An illegal character Delete the illegal character, which is usually a
is found in the nonprintable control character, and resubmit
statement. the statement.

—203 An illegal integer is Integers must be whole numbers from
found in the -2,147,483,647 to +2,14,483,647.
statement. Check if you have included a number with a

fractional portion or a number outside the
acceptable range.

Check if you have typed a letter instead of a
number. For example, check for inputs such as
125p3 instead of 12503.

—204 An illegal Check if you have typed a letter instead of a
floating-point number. For example, check for inputs such as
number is found in 125p3 instead of 125.03.
the statement.

—206 The specified table Check the spelling of the table name.
name is not in the
database.

—217 Column Check the spelling of the database item and
column-name not ensure that the item is in the database table.
found in any table in | Verify the presence of required commas and
the query. quotes.

—219 Wildcard matchingis | Check the data type of the column.
not to be used with | \jiqcards such as an asterisk (*) sign or a
noncharacter types. | question mark (?) and characters enclosed in

brackets [] can be used only the CHAR data
types.

—220 There is no FROM You must include a FROM clause in the query.
clause in the query. | Check if the line before the FROM keyword

has an illegal character ($, #, &, email, or a
CONTROL character).

—223 Duplicate table Remove the redundant table name from the
name table-name in | statement and use an alias to rename one of
the FROM clause. the tables.
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Table 19: Phase 2 historical error codes

Error code Description Solution

—228 Cannot have Check if you have included a negative CHAR
negative characters. | data type, for example, -a or -p.

—278 Too many ORDER Reduce the number of columns in the clause.
BY columns. The
maximum is eight
ORDER BY
columns.

—280 Total size of ORDER | Reduce the number of characters in the
BY column exceeds | clause. You can delete a CHAR column of
120 bytes. more than 30 characters.

—282 Found a quote for Check if all quoted strings are terminated with
which there is no a quote.
matching quote.

—284 A subquery has not | Check data for the subquery. Restructure the
returned exactly one | subquery by adding more components in the
value. WHERE clause to get only one value.

—297 The SELECT list Delete the subquery from the SELECT list.
cannot contain a
subquery.

—300 Too many GROUP Reduce the number of nonaggregate
BY columns. The database items that are assigned the same
maximum is eight row search ID that is also assigned to an
GROUP BY aggregate function.
columns.

—301 The total size of the | Reduce the number of nonaggregate
GROUP BY column | database items that are assigned the same
exceeds 120 row search ID that is also assigned to an
characters. aggregate function.

The total number of characters in all columns
listed in the GROUP BY list must not exceed
120 characters.

—303 Expression mixes Restructure your query such that columns and
columns with aggregates are not in the same expression.
aggregates.

—309 ORDER BY Check if the database items included in the
database item must | ORDER BY clause are displayed in the report
be included in a and are assigned to a row search ID.
report field to which
the row search ID is
assigned.
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Error code Description Solution

—324 Ambiguous A database item in your row search criteria is
database item. in more than one table also cited in your row

search criteria.
Prepend each database item with the correct
table name.

—352 Database item not Check the spelling of the database item.
found.

—367 Sums and averages | Inthe aggregate function, delete any database
cannot be computed | item of a string type, that is, VDN, LOGID, or
for character email.
columns.

—b522 A database item in a | Check the SELECT statement that has an
field or bar does not | error. The database item that is not in the table
exist in the table is marked with a circumflex (*).
specified mfthe 'OW | Change or delete the database item or change
?i:%mh ID of the the table in the row search ID of the field.

—809 RDSQL syntax error | Check if an RDSQL statement is incorrect, key
has occurred. words are out of sequence, an

INFORMIX-SQL reserved word is in the query.

—1202 An attempt to divide | Ensure that you do not divide a numerical

by zero. column type by a character column type. For
example, 16/Jones.
Also, check if the value of the divisor is equal
to zero.

—1203 Values used in Verify that the values included in the MATCH
MATCH must be of conditions are of type CHAR.
type CHARACTER. | yse another comparison condition for

nonCHAR types.

—1204 Invalid year in date. | Acceptable years are from 0001 to 9999. If you

use two digits, RDSQL uses the year as 19xx.
Check the value in the date field.

—1205 Invalid month in Valid month entries are from 1 to 12. Check
date. the value in the date field.

—1206 Invalid day in date. Valid entries are from 1 to 31. Check the value

in the date field.

—1226 Decimal or money Increase the precision of the DECIMAL or the
value exceeds MONEY field.
maximum precision.
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Phase 2 real-time error codes

Phase 2 real-time error codes contain the real-time Database Manager error codes. Each code

includes a description of the error and a solution.

These errors are reported in the following format:

CMS Database Manager error: <error number>

The system displays a circumflex (#) in the listed Select statements to mark the location of an

error.

The following table lists the Phase 2 real-time error codes.

Table 20: Phase 2 real-time error codes

Error codes Description Solution

—1 A syntax error has Verify that keywords are not incorrect or out
occurred. of sequence.

—2 An illegal character Delete the illegal character, which is usually
is found in the a nonprintable control character.

SELECT statement.

—3 The specified table Verify that the table name is correct and

name is invalid. also check for required commas in the
From tables field.

—4 The specified Verify that the column name is correct.
column is invalid.

—5 Selection of a Create two identical row search conditions,
mixture of and apply one search condition to
aggregates and aggregate columns and the other condition
nonaggregatesis not | to nonaggregate columns.
allowed in real-time
reports.

This error code also
indicates a
comparison with
mismatched types.

—6 Bad column in Verify that the column name in the ORDER
ORDER BY clause. BY clause is correct and that the column is

selected by one of the fields included in the
row search.

—7 Bad index in The ORDER BY clause must have a
ORDER BY clause. | column in the SELECT clause or a number

that indicates a position of the column in the
SELECT clause.
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Table 20: Phase 2 real-time error codes

Error codes Description Solution
—8 Bad argument given | Verify that the data type in the argument is
to an aggregate correct.

function. For
example, you cannot
take a SUM or AVG
of a character
column.

—9 Wrong data type in Verify that the data type and the action on
SELECT of one of the data type match.

the fields associated
with the row search.
For example, you

cannot use
arithmetic with
characters.
—10 Error with subquery. | Verify that the subquery in the WHERE
clause is supported by CMS.
You will see this error code when you
embed a SELECT clause within another
SELECT clause. This error can occur with
Agent Group report.
—11 CMS system error. Check the error logs.
—12 Memory allocation Check the error logs.
error.
—13 Query cannot select | Check the error logs.

more than one table.

Running custom reports

You can run custom reports using steps similar to steps that you use to run standard reports.
However, you run custom reports from the Custom Reports Main Menu option. Also, the Report
Input window shows input fields that you defined on the Define Input window for the report.

For real-time reports, the Report Input window also automatically shows a Refresh rate in
seconds field. For historical reports, the Report Input window automatically shows report
destination fields.
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Do the following tasks to run custom reports if Global Dictionary/ACD Groups is unauthorized or
when the current ACD is set to nongroup ACD:

1.

4.

Select the Custom Reports Main Menu option.
The system displays the Custom Reports submenu.
Select the Real-time or Historical submenu option.

The system displays a submenu of custom reports, that is, real-time or historical. The list
includes all existing global reports and your private reports.

Select a report to view the Report Input window for the report.

Note:

If more than 20 custom reports are available, scroll the submenu to find the report
that you want to view. Scroll down with the down arrow key. Scroll up with the up
arrow key.

Complete the fields of the Report Input window, and click Run.

The system displays Working on the status line of the Report Input window. If the
destination is the terminal, the system displays the report. If the destination is a printer or
file, the system displays Successful.

Do the following tasks to run Custom Reports if Global Dictionary/ACD Groups is authorized:

1.

3.

Select the Custom Reports Main Menu option.
The system displays the Custom Reports submenu.
Select the Real-time or Historical submenu option.

The system displays a submenu of custom reports, that is, real-time or historical. Each list,
real-time or historical, includes a submenu that lists the reports. The lists display reports
that meet the following conditions:

e If you define a report as ACD Single Only, the system:
— Displays the ACD report when the current ACD is administered as single ACD.

— Does not display the ACD report when the current ACD is administered as group
ACD.

e If you define a report as ACD Group Only, the system:

— Does not display the ACD report when the current ACD is administered as single
ACD.

— Displays the ACD report when the current ACD is administered as group ACD.

e If you define a report as Both Single ACD and Group ACD, the system displays the
ACD report regardless of the current ACD administration.

Select a report to view the Report Input window.

122 Avaya Call Management System Custom Reports June 2023



Running custom reports

Note:
If more than 20 custom reports are available, scroll the submenu to find the report

that you want to view. Scroll down with the down arrow key. Scroll up with the up
arrow key.

4. Complete the fields of the Report Input window, and click Run.

The system displays Working on the status line of the Report Input window. If the
destination is the terminal, the system displays the report. If the destination is a printer or
file, the system displays Successful.

Note:
If your custom report is not listed, try changing your current ACD. For example, if

you cannot find a custom report that you previously defined as a ACD Group
Only, change the current ACD to a group ACD, and your report will be listed.
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Creating a custom data table

The section of the CMS database that stores historical ACD data uses the INFORMIX SQL
(ISQL) Relational Database Management System (RDBMS). All historical ACD data available
for use in custom reports is stored in tables in the CMS database.

You can gain access to INFORMIX and the CMS database to build your own data tables that
contain information such as financial information and product or service-related information. You
can then design historical custom reports to display the data, with or without ACD data.

You must choose the appropriate procedure based on your CMS version. If the CMS version
that you have is:

e R3V8 or earlier, follow the steps in Gaining access to the CMS database in INFORMIX
SE on page 126.

e R3V9 or later, contact Avaya Professional Services.

Note:
Instructions on the use of INFORMIX SQL are included in this document for

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 INFORMIX-SQL Relational Database Management
System User Guide for INFORMIX SQL. If you purchased ISQL with CMS, the
INFORMIX document is available with your CMS software and documents.
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A CAUTION:
CMS does not automatically check the database for disk space used by data in
the custom tables. Therefore, you can use up all your disk space with custom
data. When this happens, you can lose or damage custom data and ACD data.
Therefore, if you create custom data tables, regularly check the disk space. For
more information, see Administering Avaya Call Management System.

A CAUTION:
If you back up data using the Maintenance-Backup Data window, data stored in
custom INFORMIX tables is saved. The custom table definitions, that is, table
names, column names, or data types, are not saved. As a result, if you lose the
custom table definitions because of a disk failure, power hit, or some other
reason, you cannot restore these table definitions using the Backup Data window.
Because the custom table definitions will be lost, you cannot restore custom data
that was saved using the Backup Data window.

For this reason, we recommended that you make backups of the custom table
definitions using the operating system. If you lose INFORMIX table definitions or
custom data, you can restore the table definitions using the operating system, then
restore the custom data. For more information, see Administering Avaya Call
Management System.

Do the following tasks to define custom data tables:
1. Gaining access to the CMS database in INFORMIX SE on page 126.
2. Building the table on page 127.
3. Adding data to the table on page 133.

Gaining access to the CMS database in INFORMIX SE
Using CMS Supervisor, do the following tasks to gain access to the CMS database in
INFORMIX:
1. Onthe PC Client, press the Commands screen-labeled key.
The system displays the Commands submenu.
2. Select UNIX.
The system closes all menus and windows, and displays the operating system prompt.
3. Atthe $ prompt, type the following command:
DBPATH=/cms/db/inf

4. Press Enter.
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5. Type the following:
export DBPATH
6. Press Enter.
The system displays the operating system prompt.
7. Atthe $ prompt, type the following pathname:
/usr/informix/bin/isql

8. Press Enter.

The system displays the INFORMIX logo and the INFORMIX main menu as shown in the

following figure.

Figure 45: INFORMIX main menu

INFORMIX-SQL: Form Report Query-language User-menu
Run, Mecdify, Create, or Drop a form.

———————————————————————————————————————————— Press CTRL-W for Help ---

Building the table

In INFORMIX, you can select menu items in the following ways:
e Use arrow keys to move the cursor to the menu option, and press Enter.

e Type the first character of the menu option.

Note:
To escape from a step and go back to the previous step, press Del or Delete,

depending on your keyboard.
Do the following steps to build a table:
1. On the INFORMIX main menu, select Table.

The system displays the Select Database screen as shown in the following figure.
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Figure 46: INFORMIX Select Database screen

SELECT DATABASE ==
Choose a database with the Arrow Keys, or enter name, then pr

—————————————————— omg --------------------- Press CTRL-W for Help -----

2. Type cms, and press Enter.

The system displays the Table menu as shown in the following figure.

Figure 47: INFORMIX Table menu

TAELE: Create Alter Infor Drop Exit
Create a new table.

3. Select Create.

The system displays the Create Table screen as shown in the following figure.

Figure 48: INFORMIX Create Table screen

CREATE TABLE »>>
Enter the table name yvou wish to create with the schema editor.

—————————————————— cms --------------------- Press CTRL-W for Help -------

4. Type a table name of up to 18 characters. The table name must begin with the letter c in
the lowercase followed by an underscore, that is, ¢c_. For example, type the following:

c_workcode.
5. Press Enter.

The system displays the Create Table menu with a highlighted box under the column with
titte Column Name as shown in the following figure.
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Figure 49: INFORMIX Create Table menu

CREATE TAELE c_workcode: Add Modify Drop Screen Exit

Adds columns to the table above the line with the highlight.

—————— Page 1 of 1 --------- ¢cmg8 -------- Press CTRL-W for Help ----

Column Name Type Length Index Nulls
6. Select Add.

The system displays the Add Name screen as shown in the following figure.

Figure 50: INFORMIX Add Name screen

ADD NAME ==
Enter column name. RETURN adds it. INTERRUP returns to CREATE/ALTER menu.

—————— Page 1 of 1 --------- ¢cmg8 -------- Press CTRL-W for Help ----

Column Name Type Length Index Nulls

7. Type a column name of up to 18 characters. You can use names of the standard CMS
database items, but only if you type 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.

8. Press Enter.

The system displays the Add Type screen as shown in the following figure.

Figure 51: INFORMIX Add Type screen

ADD TYPE c¢_workcode : Char Number Serial Date Money date-Time Interwval
Prints any combination of letters, numbers, and punctuation.

Column Name Type Length Index Nulls
owe
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9. Select the following data type for the field.

Table 21: Data types

Data type Description
Char This data type stores any combination of letters, numbers, and symbols.
Number This data type stores only numbers of the following types:

e Decimal: Contains a decimal point.

e Smallint: Contains integers from -32,767 to +32,767.

e Integer: Contains integers from -2,147,483,647 to +2,147,483,647.
[ ]

Smallfloat: Contains floating point numbers with up to seven
significant digits.
e Float: Contains floating point numbers with up to 14 significant digits.

Serial This data type stores a unique sequence number in each row of the table.

Date This data type stores calendar dates with the format mm/dd/yy.

date-Time This data type is not supported by CMS Custom Reports, but is supported
by INFORMIX.

You must type T to select this data type.
You can type a database qualifier for year, month, day, hour, or minute.

Interval This data type is not supported by CMS Custom Reports, but is supported
by INFORMIX.
You can type a database qualifier for year, month, day, hour, or minute.
Money This data type is not supported by CMS Custom Reports, but is supported
by INFORMIX.

If your data is in dollars and cents, you must use Decimal.

Note:
The additional prompts that the system displays vary based on the data type that

you select.
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10. Respond to the prompts that the system displays to complete the definition of the column.
The prompts and the sequence depends on the data type that you select. The following
table lists the prompts.

After you respond to all of the prompts for the column, the system displays a new
highlighted line in the table and the Add Name field at the top of the screen.

Table 22: Prompts for data types

Prompts Action

PRECISION Select Smalifloat or Float. The system displays PRECISION for the
Float data type.

INDEX Type y to make the column an index. The system displays INDEX for all

data types except Serial because the column with the Serial data type
automatically becomes an index.

Make a column an index only if the column is to be used for row searches
and the table contains more than 200 rows of data.

DUPLICATES The system displays the DUPLICATES prompt if you answer yes to an
INDEX prompt.

Enter y to allow the column to contain the same value in different rows.

For example, if a column contains the last name of people, you can allow
multiple entries of people with the same last name, but with a different
first name.

If you create a column containing social security numbers, enter n to
prevent multiple entries.

The system displays DUPLICATES for all data types, except Serial.

NULLS Enter y to allow the column to have rows with no value.

For example, if you create a table for customer data and you add a
column for the customer’s employer, you can allow null values for
customers who are unemployed or self-employed.

Enter n to require a value in each row.
The system displays NULLS for all data types, except Serial.

ADD Assign a number that INFORMIX must use as the starting point for
STARTING numbering rows. INFORMIX identifies the first row in the table with the
NUMBER number that you assign. As you add new rows to the table, INFORMIX

assigns the next number in the sequence.

The system displays ADD STARTING NUMBER only for the Serial data
type.

NUMERIC Type the first letter of the numeric that you want: Integer, Smallint,
Decimal, or Float.
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Table 22: Prompts for data types

Prompts Action
LENGTH Enter the number of digits that the column must store for a single piece of
data.
The system displays LENGTH for the Char and Decimal data types.
SCALE

Enter the number of digits that you want the system to display to the right
of the decimal point. The decimal digits, and not the decimal point,
occupy part of the field length that you specify LENGTH.

For the Decimal data type, the system displays SCALE after LENGTH.

11.  To add more columns, repeat the procedure from step 6.

12. After you add the columns, press Enter till the system displays the Create Table menu
with your values as shown in the following figure.

Figure 52: INFORMIX Create Table menu with values

ALTER TABLE c_workcode : Add Modify Drop Screen Exit
Adds columns to the table above the line with the highlight.

Column Name

—————— Page 1 of 1 --------- ¢m8 -------- Press CTRL-W for Help --------
Type Length Index Nulls
Char 16 Unigque No
Decimal 8.2 No

13. Select Exit.

The system displays the Build-new-table menu as shown in the following figure.

Figure 53: INFORMIX Build-new-table menu

Column Name
cwe
price

Exit c_workcode: Build-new-table Discard-new-table
Builds a new table and returns to the Table Menu.

—————— Page 1 of 1 --------- ¢m8 -------- Press CTRL-W for Help --------
Type Length Index Nulls
Char 16 Unigque No
Decimal 8.2 No
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14. Select Build-new-table.

The system displays the Table menu. The system adds the table if the system finds no
errors. If the system finds errors, you must go back to the Alter Table screen and correct
the errors. You must then repeat steps 11 and 12 until the system displays the Table
menu.

15. Select Exit.
The system displays the INFORMIX main menu.

Adding data to the table

To add data to the table, you must first create a data entry form for your table. For more
information about forms, see INFORMIX-SQL Relational Database Management System User
Guide.

Do the following tasks to add data to the table:
1.  On the INFORMIX main menu, select FORM.

The system displays the FORM menu as shown in the following figure.

Figure 54: INFORMIX FORM menu

FORM: Run Mcdify Generate New Compile Drop Exit
Use a form to enter data or query a database.

————————————————— cmg ----------------- Press CTRL-W for Help --------

2. Select Generate.

The system displays the GENERATE FORM screen as shown in the following figure.

Figure 55: INFORMIX GENERATE FORM screen

GENERATE FORM ==
Enter the name you want to assign to the form, then press Return.

————————————————— cmg ----------------- Press CTRL-W for Help --------

3. Type a name of up to 10 characters for the form, and press Enter.

Note:
You can use the table name as the form name.

The system displays the CHOOSE TABLE screen as shown in the following figure.
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Figure 56: INFORMIX CHOOSE TABLE screen

CHOOSE TAELE => c¢_workcode
Choose the table to be used in the default form.

workcode

4. Type the name of the table for which you want to enter data, and press Enter.

The system displays the Table-selection-complete menu as shown in the following
figure.

Figure 57: INFORMIX Table-selection-complete menu

GENERATE FORM: Table-selection-complete Select-more-tables Exit
Continue creating a default form with the selected tables.

————————————————— cmg ----------------- Press CTRL-W for Help --------

5. Select Table-selection-complete menu.

The system displays the following message after processing the form, and then displays
the FORM menu:

The screen form specification was successfully compiled.
6. Select Run.

The system displays the RUN FORM window and the table that you selected as shown in
the following figure.

Figure 58: INFORMIX RUN FORM window

RUN FORM ==
Choose a form with Arrow keys, or enter a name, and press Return.

————————————————— cmg ----------------- Press CTRL-W for Help --------

workcode

7. Press Enter.

The system displays the PERFORM menu as shown in the following screen.
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Figure 59: INFORMIX PERFORM menu

10.
1.

12.
13.

14.

PERFORM: Query Next Previous View 2Add Update Remove Table Screen...
Searches the active database table. *¥* 1: c_workcode table**
cwe [ ]

price [ ]
Select Add.
The system moves the cursor to the first column in the table.
Type data for the first column of the table, and press Enter.
The system moves the cursor to the next column. If you view an error message, you might
have typed data in an incorrect format.
Repeat step 9 for each column.
Press Esc to save the row of data.
The system displays the following message indicating that the row is added to the table
and saved.
Row added
Repeat from step 8 for each row of data that you want to add to the table.
Type e three times to exit INFORMIX, where e means Exit.
The system displays the operating system prompt.
Press Ctrl + b.
The system displays the CMS windows that were displayed before you gained access to
the operating system.
Note:

To design a custom report that uses data from the table, you must also type the
column names (database items) in the Dictionary: Database Item: Custom Items
window.
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A CAUTION:
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, regularly check the amount of disk
space available. For more information, see Administering Avaya Call
Management System.

Modifying a table

Do the following tasks to add, change, or delete columns in an existing table:
1. On the INFORMIX main menu, select Table.
The system displays the Select Database screen.
Press Enter to view the Table menu.
Select Alter.
The system displays the ALTER TABLE screen and a list of existing tables.
4. Type the name of the table that you want to change, and press Enter.
The system displays the ALTER TABLE menu.

Adding a column

Do the following tasks to add a column:
1. Select Add to add a new column.
The system displays the ADD NAME screen.
Complete the fields for the new column.

Press Del after you complete adding the columns, and go to Deleting a column on
page 137.

The system displays the ALTER TABLE menu.

Changing a column

Do the following tasks to change a column:
1. Select Modify.
The system displays the MODIFY NAME screen.

2. Use the arrow keys to select a field to change.
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3. Press Del after you complete changing the columns, and go to Deleting a column on
page 137.

The system displays the ALTER TABLE menu.

Deleting a column

Do the following tasks to change a column:
1. Use the arrow keys to move the cursor to the column, and select Drop.
The system displays the REMOVE screen.
2. Select YES to remove the column.
The system removes the column and displays the ALTER TABLE menu.
3. Atthe ALTER TABLE menu, select Exit after you complete changing the table.
The system displays the Build-new-table menu.

4. Select Build-new-table to save your changes. Select Discard-new-table to ignore the
changes.

Note:
If you change columns in a table, rebuild the form that you assigned to the table.

Changing data in a table

Do the following tasks to add, change, or delete data in an existing table:
1.  On the INFORMIX main menu, select FORM.
The system displays the FORM menu.
2. Select Run.
The system displays the RUN FORM screen and a list of forms.
3. Type the name of the form, and press Enter.
The system displays the PERFORM menu.

Adding rows of data to a table

Do the following tasks to add rows of data to a table:
1. Select Add.
The system displays the column fields of the table with the cursor in the first field.

2. Enter data in the fields. Press Tab to move between fields.
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3.

Press Esc after you add a row of data.
The system displays the PERFORM menu and the following message:
Row added

Changing rows of data in a table

Do the following tasks to change rows of data in a table:

1.

Select Query.

The system displays the column fields of the table with the cursor in the first field.
Enter data in the column that you want to search on, and press Esc.

The system fills data in the column fields for the row.

Select Update, and press Enter.

The system displays the Update screen.

Use the arrow keys to move the cursor to the data that you want to change. Overwrite the
data, and press Esc.

The system displays the PERFORM menu and the following message:

This row has been changed.

Deleting rows of data from a table

Do the following tasks to delete rows of data from a table:

1.

Select Query.

The system displays the table’s column fields with the cursor in the first field.
Enter data in the column that you want to search on, and press Esc.

Press Esc.

The system displays the PERFORM menu.

Select Remove.

The system displays the REMOVE ROW screen.

Select YES to delete the row.

The system deletes the row of data and displays the following message:
Row deleted
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Including forecast data in custom reports

Forecasting is a separately purchased feature of CMS. If you have not purchased Forecasting,
you cannot run forecasts and, therefore, cannot include forecast data in a custom report.

A Important:
For historical custom reports only, you can design reports that include current day
forecast data. Only current day forecast data is available for custom reports
because current day is the only forecast data saved in the CMS database.

The steps for creating a custom report with forecast data are almost identical to the steps for
creating any other custom report. As with any other type of data, you must specify the database
items, tables, row search conditions, and report input fields.

However, there are two differences:

e You cannot copy a standard current day forecast report on Screen Painter. The system
does not display the Current Day forecast data if you click List all in the Get Copy window.

e CMS stores current day forecast data in two separate tables:

— f_cday table that contains forecast administrative data entered in the Current Day
Configuration window.

— f_cdayrep table that contains the agent positions required and forecast calls carried
data, as well as objectives entered in the Call Handling Profiles window.

For a list of all the database items that the tables contain, see Avaya Call Management System
Database Items and Calculations.

If you design a very abbreviated version of the current day forecast report, the design is similar
to the following figure:
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Figure 60: Sample of a Forecast report design

|/04/19/95 00:30 AM

Windows: 2 of 5 % [N\\

Evava (TM) CMS
Custom Reports: Screen Painter: split status: Hist
Split: $53853838888545885888  Forecast Method: 1x |[Add highlights
Date: $$553555% Bar
Forecast Number Copy block
Ccalls Agents Define input
Time Carried Req’'d Erase block
Field
OVVVVY [IATATATRIAY OVVVVVTY Get copy of design
‘ Move block
Row search
Save design
Test design
Upper/left no-scroll
Variable/time/date
Field Window
Select: f_ cdayrep.NUMAGREQ -
Field Window
Select: f cdayrep.FCALLS

As shown in this figure, Row search ID 0 is assigned to the Time, Forecast Calls Carried, and
Number Agent Req’d fields. The conditions for Row search ID 0 can be as shown in the

following figure.

Figure 61: Row search conditions for Forecast data

Row

Search Window

Row search ID: 0

From tables: f_cdayrep

Select rows where: ROW DATE =
and STARTTIME =

Field/bar type (Select one):

< > Discrete

$1 date and SPLIT =
$1 time and ACD =

<¥> Repeated vertically, spacing 1

51 split
Sacd

As in historical interval reports for splits, the statement in Row search ID 0 searches for rows
based on values for STARTTIME, ROW_DATE, and SPLIT.

As shown in Figure 60: Sample of a Forecast report design on page 140, Row search ID 1 is

assigned to the Forecast Method field. The database item for this field is FMETHOD. The
f_cday table stores FMETHOD, but the f_cdayrep table does not store FMETHOD. This is an
example of how current day forecast data is divided between the two tables.
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However, in the following figure, the Row search ID 1 has row search conditions that are almost
identical to the row search conditions in Figure 61: Row search conditions for Forecast data on
page 140.

Figure 62: Similar row search conditions for Forecast data

Row Search Window

Row search ID: 1

From tablea: f cday

Select rows where: ROW DATE = 51i_date and SPLIT = $i_split
and ACD = Sacd

Field/bar type (Select one):

<X> Discrete

< > Repeated vertically, spacing 1

The only differences between Row search ID 0 and Row search ID 1 are the table selections
and the field types.

In the standard Current Day Forecast, FMETHOD normally displays a character string, either
Seasonal trending, Current trending, or No trending. However, the CMS database actually
stores a number to represent each method. Therefore, if you include the FMETHOD database
item in a report, CMS displays a number, not a character string, in the report.

For more information, see Avaya Call Management System Database Iltems and Calculations.

You can retrieve data from the Current Day Configuration Forecast (f_cday) table if you specify
an appropriate call handling profile for the dates. For retrieval of data from the Current Day

Forecast Report (f_cdayrep) table, Forecast Manager must run for the particular date for which
the report is run.

Including exceptions data in custom reports

A Important:
For historical custom reports only.

You can design reports that include exceptions data. For more information about exceptions
tables, see Avaya Call Management System Database Items and Calculations.

The steps for creating a custom report with exceptions data are almost identical to the steps for
creating other custom reports. As with any other type of data, you must specify the database
items, the tables, the row search conditions, and the report input fields.

However, you cannot copy any standard exceptions report on Screen Painter. The system does
not display the exceptions reports if you click List all in the Get Copy window.
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In each exceptions table, the database item EXTYPE stores the types of exceptions that
occurred. However, exception types are stored as numbers, not as character strings. If you
want your report to list the types of exceptions that occurred, the types must be listed as
numbers. For a description of these numbers, see Avaya Call Management System Database

Items and Calculations.

The following figure shows an example of a VDN exceptions report.

Figure 63: VDN Exceptions report

VDN Exceptions
ACD: burbank

Date: 04/09/93

Time VDN

09:16AM Catalog Sales
09:24AM Catalog Sales

10:02PM Catalog Sales

Vector

Weekday Sales
Weekday Sales

Weekday Sales

Printed 04/10/93 04:35 FM

Exception

Number calls abandeoned in vector
Calls in ACD split gueue

Calls disconnected

Time
Limit

Threshold

20

10

50

If you design a custom exception report to replicate the standard VDN exceptions report, the

design looks similar to the following figure.
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Figure 64: Custom Exceptions report

Field Window

Select: wvdnex.THRESHOLD

Field Window

Select: wvdnex.STARTTIME

Field Window

Select:

vdnex.EXTYPE

Screen Painter

VDN Exceptions

ACD:| S5355550555555585588
Date: $55555585
“ o ‘r ‘r
Time VDN Vector Excepticn Limit Threshol
Ovvvvy 0V VVVVVVVVY 0VVVY VVVY [ aaaraaay TV v 0w
A A 4
Field Window
Select: vdnex.VECTOR
Field Window
Select: wdnex.VDN

Field Window

Select: wvdnex.TIME

This figure is an example of the report that results from the design shown in the following figure.

Figure 65: VDN Exceptions report design

VDN Exceptionsa
ACD: burbank Printed 04/10/93 04:35 PM
Date: 04/09/93
Time
Time VDN Vector Exception Limit Threshold
09:16BM Catalog Sales Weekday Sales 37 3z 20
09:24A8M Catalog Sales Weekday Sales 37 30 10
10:02PM Catalog Sales Off-hour Sales 76 73 50
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The report is displayed this way because CMS exceptions tables store the exception types as
numbers.

However, another way of designing an exceptions report would be to use count(*) for the
exception field. You could then include a specific exception type as part of the row search as
shown in the following figure. CMS would then count the rows that had that exception type and
display the total in the report.

Figure 66: Custom Exceptions report using count (*)

Row Search

Table: agex
Select rows where: EXTYPE = 4 and SPLIT = $i_split
and ROW_DATE = 2#i_date

\ Field Window
\ Select: count (*)

\
\

/T;;;lgfga DD:§0 AM Bvaya (TM) CMS Windows: 1 of 5 * ]ﬂ\\

Custom Reporté; Hist: agent excepts

Split: Sales—h;st
Date: 06f08f92\

Exception
Type umber

Time in ACW 11
Time in AUX 3

Time AVAIL 14
Time on Ext-in 10

Field Window
Select: counti*}

Row Search

Table: agex
Select rows where: EXTYPE = 7 and SPLIT = $i_split
and ROW_DATE = $i_date

The row search statement for the first field searches for exception type #4 (Time in ACW) for a
particular date and split. Because the field is count(*), the field displays the total number of rows
that had exception type #4 for the date and split.

Similarly, the row search statement for the second field searches for exception type #7 (Time in
AUX) for a particular date and split. Again, because the field is count(*), the field displays the
total number of rows that had exception type #7 for the date and split.

Note:
For retrieval of data from an exceptions table, you can only retrieve data for those

exceptions that have been turned on for the particular split or agent that have
actually occurred and have not been deleted from the database because they
exceeded the storage parameters for exceptions.
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Selecting rows from more than one table

A Important:
For historical reports only.

You can merge data from two tables into a single report field. You can, for example, take the
number of ACD calls a single agent handled (where data is taken from the dagent table) and
divide by the total ACD calls handled by the agent's split (where data is taken from the dsplit
table). You can also take the ACD calls a split handled in an intrahour interval (where data is
taken from the hsplit table) and divide by the total ACD calls the split handled for the day (where
data is taken from the dsplit table).

To merge data from two tables into a single report field:

e The two tables must have at least one database item in common. Typically, the database
items in common are indexes.

e You must enter both table names in the Table field of the Row Search ID assigned to the
field.

e For custom historical reports, you can use data from more than one table and use the
same row search ID for multiple tables.

e Atleast one join clause must be included in the Row search ID assigned to the field. A join
clause searches for the same value for the same item in both tables. In this way, the data
extracted from the rows in both tables is related.

A join clause has the following format:
tablenamel.iteml = tablename2.iteml
Where item1 is a database item that the tables have in common.

e You must prepend the table name to each database item included in the Select rows
where: statement. This rule applies to all database items, including the database items that
are not in a join clause.

e Ajoin clause must use a database item that is also included with a regular where clause
(one that directly assigns a value or variable name to the database item).

Note:
The syntax of a join clause is similar to the standard INFORMIX SQL syntax. For

more information, see INFORMIX-SQL Relational Database Management
System User Guide.
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A CAUTION:
If you run a report that merges data from two tables (particularly tables with large
amounts of data) into a single field and your Select rows where statement is not
specific, you can receive an error message when you test the design. The cause
might be that the number of selected rows is very large and CMS does not have
space to create temporary files. If this is the case, you must add additional where
clauses to the row search criteria.

You might need several join clauses in a row search criteria statement. For example, you must
first specify row search values for the hagent or hsplit table if you define a report field that
contains the following data expression:

hagent.ACDCALLS/hsplit.ACDCALLS
You can also type the following where clause:

hsplit.SPLIT = $i_split and hsplit.ROW DATE = $i date and
hsplit.STARTTIME = $i_time and hsplit.ACD = $acd

Note:
Table names are prepended to each database item.

You must then specify join clauses so that the rows found in one table are related to the values
found in the other table. In the following example, you add join clauses, shown in bold, for every
regular where clause:

hsplit.SPLIT = $i_split and hsplit.ROW _DATE = $i_date and
hsplit.STARTTIME = $i_ time and hsplit.ACD = $acd and

hsplit.SPLIT = hagent.SPLIT and hsplit.ROW _DATE = hagent.ROW_DATE
and hsplit.STARTTIME = hagent.STARTTIME and

hsplit.ACD = hagent.ACD

The following figure shows how the row search selection affects data in a report.
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Figure 67: Report design with data from two tables merged in a field
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Notice that the Percent of Split Calls field merges data. Also notice that Row search ID 2,
which is assigned to the Percent of Split Calls field, contains the row search statement.

To illustrate the effect of join clauses, the report design in this figure includes the Agent ACD
Calls and Split ACD Callis fields. Notice that each field uses a database item that is also
included in the Percent of Split Calls field.

When the report is run, the Percent of Split Calls field, for each agent in the selected split,
divides that agent's ACD calls by the total ACD calls for the split, then multiplies by 100 to give
a percentage. Thus, as in the following figure, if agent 1000 had 23 ACD calls, and the split
Sales-West had 412 ACD calls, the Percent of Split Calls for agent 1000 would be as follows:

5.583 (100 * [23/412]).
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Figure 68: Sample report with merged data
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Alternative row search conditions

For row search conditions, you can use the where clauses. For more information, see Defining
data for custom reports on page 51. However, several where clause formats are available.

Alternative row search conditions describes the formats.

Selecting rows based on a range of values

To include a range of splits in the report, you can use two where clauses as follows:

Select rows where:

SPLIT >=

1 and SPLIT <= 5

When you run the report, CMS finds rows for Splits 1 through 5 as shown in the following figure:
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Figure 69: Use of ranges in where clauses

SPLIT ABANDONS ABNTIME
ACDCALLS :\CD’l‘lME
2 i 443 48 36898 988
. 2 234 . 37 20012 777
+ 3 i e : 20 13111 400
. 4 652 : 59 53442 1058
- 5 451 - 32 27635 644
A 93 : i 15327 245
-7 509 43 35401 851
. 8 391 . 31 19768 603
- 9 142 : 10 9786 203
1.4 480 : 33 33389 789
To specify a range, you can define a report input field that accepts a range.

Using apostrophes for some database item values
Some database items require that, if you hard code values in a where clause, you enclose the
values in apostrophes ('), as follows:
Select rows where: ROW DATE > '07/01/93'
Values of standard database items that you must enclose in apostrophes are as follows:
e CWQC: The value is a Call Work Code (CWC) of 1 to 16 digits.
e EQLOC: The value of a 9-digit trunk location number.
e EXTENSION: The value of an extension number.
e LOGID: The value of an agent login ID.
e ROW_DATE: The value of date in the mm/dd/yy format.
e VDN: The value of a Vector Directory Number (VDN).

You must also enclose, in apostrophes, hard coded values for any custom database items that
you define as CHAR or DATE columns in INFORMIX.

For historical reports only, the following is an alternative format for these database items:

Expression matches 'value'
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In this type of a clause, matches is the same as an equals to (=) sign. However, with this type of
a clause, you can use wildcard searches, that is, within the apostrophes, you can use an
asterisk (*) sign or a question mark (?).

The asterisk (*) sign matches any and all characters, including blanks and no characters. See
the following examples:

Select rows where: EQLOC matches '01*'

The clause finds all rows where the EQLOC value begins with 01, which means that all
trunks for module 01. Therefore, 010012020, 010211110, and 011023100 are values that

can match.
Select rows where: ROW _DATE matches '*/0l*'

The clause finds all rows where the ROW_DATE value has 01 as dd, that is, the day of the
month. The clause searches for the first day of each month. Therefore, 01/01/93, 04/01/
93, and 10/01/92 are values that can match.

Note:
The ROW_DATE value, that is, */01*, can also find all dates, if the dates had

passed, in the year 2001. For example, 01/22/01, 08/03/01, and 11/31/01.
The question mark (?) matches any single character. See the following examples:
Select rows where: EXTENSION matches '4447?'

The clause finds all rows where the EXTENSION value is four digits and has 444 as the
first three characters. Therefore, 4441, 4440, and 4449 can match, but 444 does not
match.

Select rows where: LOGID matches '?000'

The clause finds all rows where the LOGID value is four digits, begins with any number,
and ends with 000. Therefore, 4000, 5000, and 9000 can match, but 000 does not match.

To exclude rows, use not in a matches clause. For example, you can exclude a range of login
IDs from your report with a clause such as the following:

Select rows where: LOGID not matches '2%*'

The clause finds all login IDs except the IDs that begin with 2. If you have a 4-digit login ID,
login IDs from 2000 to 2999 are excluded.

Using string-value database items

String-value database items contain numerical data that the Dictionary subsystem translates to
display current states or state changes. For example, a report field using the string-value
database item WORKMODE displays AVAIL, ACD, and ACW based on the current work state of

an agent.
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However, tables store work state as numbers, not as strings. When you run a report, CMS
substitutes the character strings for the numerical values. This process is identical to the
substitution of names for split numbers, trunk group numbers, and vectors.

To use string-value database items in a where clause, specify numerical values, not string
values. For example, if you want a current real-time agent report that lists data only for agents
on extension-in or extension-out calls, select the Current Interval Agent table and type a
statement such as following:

Select rows where: SPLIT = $splitvar and WORKMODE > 10 and
WORKMODE < 60

The statement finds rows for a user-specified split where the agent state is one of the following
work state:

e ACWIN (numerical value of 20)
e ACWOUT (numerical value of 30)
e AUXIN (numerical value of 40)
e AUXOUT (numerical value of 50)

For a list of row search values for the string-value database items, see Avaya Call Management
System Database ltems and Calculations.

Other available formats for Where clauses

For historical reports only, you can specify a list of hard coded values using the following format:
Expression in (list of wvalues)

As with a basic where clause, the Expression can be a database item or calculation. Separate
the values that you list in the parentheses by commas. You must also use apostrophes for
values that require apostrophes. For example, the following where clause specifies three dates
for the report:

Select rows where: ROW DATE in ('07/01/93','07/08/93','07/15/93")
The following where clause specifies three splits for the report:
Select rows where: SPLIT in (1,7,22)

For historical reports only, you can exclude rows using a list of values by adding not to the
clause. Using not can be extremely useful to exclude, for example, lunch time intrahour
intervals from intrahour historical reports, as shown in the following example:

Select rows where: STARTTIME not in (1130, 1200, 1230)
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Repeating aggregate function values

Afield or bar that contains an aggregate function, such as sum, max, min, or avg, displays one
value, which is true regardless of the Select rows where criteria. Therefore, select Discrete as

the field type or bar type in the Row search ID that is assigned to aggregate functions.

In historical reports only, CMS can display multiple values for an aggregate function if the
aggregate function shares a Row search ID with more than one field that does not have an

aggregate function.

The following figure shows a report with the maximum ACD calls in an interval for each of a

variety of splits.

Repeated aggregate function report

For the date 07/01/93, the maximum ACD calls are shown in the following table. See the report
design in Figure 70: Sample report design for repeated aggregate functions on page 153 for

the following report.

Table 23: Repeated aggregate function report

Split Morning
1 652
2 491
3 297
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Figure 70: Sample report design for repeated aggregate functions
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According to the design, CMS searches the Intrahour Split table for the splits that the user
ordered when running the report (Splits 1, 2, and 3 in our example). CMS also searches for the
date (07/01/93 in our example) and the maximum ACD calls in the selected range of intrahour

intervals for each of the selected splits.
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Figure 71: Sample row search of grouped aggregate functions

DATE SPLIT ABANDONS ABNTIME
l INTERVAL l ACDCALLS ACDTIME
1070193 : 0800 : 1 : 443 48 36898 988
: 0701923 : 0800 2 ¢ 234 37 20012 777
: 070193 - 0800 S : 20 13111 400
- 070193 : 0900 1 : : 59 53442 1058
2070193 : 0900 2 451 32 27635 644
2070183 : 0900 3 a3 11 15321 245
- 0701092 1000 1 : 500 43 35401 851
©070193 : 1000 2 : 391 31 16768 603
- 070193 © 1000 3 @ 142 10 9786 203
: 070193 1100 1 : /480 39 33389 789
2070193 : 1100 2 :|4901 22 26789 549
:070193 1100 3 :|297 15 12530 402
: 070292 - 0800 1 . 299 26 37651 1452
. 070293 . 0800 2 . 299 20 29602 7616
© 070292 : 0800 3 @ 138 13 11523 2569
. p70203 @ 0900 1 - 400 46 36178 1745
© 070202 @ 0900 2 : 300 : 33 ! 24302 : 1109
- 070293 0900 3 - 2258 12 . 15628 . 367
! 070293 : 1000 1 : 294 : 40 : 40002 : 1322
! g70203 | 1000 2 : 323 . 34 : 29881 : llas
© 070293 - 1000 3 - 105 14 - 12115 . 704
© 070292 @ 1100 1 : 418 : 41 : 34819 : 1256
© g70293 1100 2 ¢ 246 30 @ 21173 . 980
© 070292 @ 1100 3 : 100 : 18 ! 10281 © 589
© 070392 @ 0800 L 417 . 34 . 37856 1340
© 070393 . 0800 2 . 247 . 24 © 26308 : 1299
: 070392 : 0800 : 3 : 141 : 14 : 12567 : 688
. 070393 : 0900 : 1 : 444 : 42 ! 39003 , : 1001,

CMS would then display the values found in the report. However, notice in this figure that CMS
found four rows with the SPLIT value of 1, four rows with SPLIT value 2, and four rows with
SPLIT value 3, but displayed each value only once in the report.

CMS displays each value only once because the aggregate function max(hsplit ACDCALLS)
field shares the same row search ID with the hsplit. SPLIT field.

If the hsplit. SPLIT field and the max(hsplit ACDCALLS) fields have different row search IDs
(with each ID having identical criteria), CMS displays data as shown in the following table.

Date: 07/01/93

Table 24: Group values

Split Maximum ACD Calls
Morning

1 652

1 J—

1 —
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Table 24: Group values

Split Maximum ACD Calls
Morning

—

W[ W W W NI NIDNND
|

The display of a value only once to represent multiple occurrences of the same value is called
grouping and can be done only when sum, max, min, or avg values are listed based on the
unique values found for other fields. The rules for grouping data are as follows:

If you assign a row search ID to more than one aggregate function field, you can assign
the same row search ID to a maximum of eight nonaggregate fields.

Assigning the same row search ID to aggregate functions and nonaggregate fields is
useful only if the nonaggregate fields contain identifier data, such as split numbers, login
IDs, dates, interval start times, and vector numbers.

If you assign the same row search ID to both aggregate functions and a nonaggregate
field, the report displays a single value for each unique value found for the nonaggregate
field (that also matches the row search criteria). If multiple rows contain the same value,
CMS still lists the value only once. Therefore, only identifier fields must have the same row
search ID as aggregate functions.

If you assign the same row search ID to aggregate functions and more than one
nonaggregate field, the report displays a single row of data for each unique combination of
values for the nonaggregate fields.

Database items and calculations

For complete descriptions of the database items and calculations, see Avaya Call Management
System Database ltems and Calculations.
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Documentation

CMS and CMS Supervisor Documents

Title

Description

Audience

Overview

Avaya Call Management
System Overview and
Specification

Describes tested product characteristics and
product capabilities including feature
descriptions, interoperability, performance
specifications, security, and licensing
requirements.

Sales engineers,
Administrators

Product Privacy Statement for
Avaya Call Management
System

Describes how personal data is stored and
processed by CMS.

Administrators

Installation, upgrades, maintenance, and troubleshooting

Deploying Avaya Call

Describes how to plan, deploy, and

Avaya support

Management System configure CMS on new VMware-based personnel
installations.

Deploying Avaya CMS on an Describes how to plan, deploy, and Avaya support

Infrastructure as a Service configure CMS on new Amazon Web personnel

Environment

Services and Google Cloud Platform
installations.

Port Matrix for Avaya Call
Management System

Lists the ports and connections used by
CMS.

Avaya support
personnel

Planning for Avaya Call
Management System Upgrades

Describes the procedures customers must
plan for before and after upgrading to a new
CMS release.

Administrators

Upgrading Avaya Call
Management System

Describes the procedures required to
upgrade to a new CMS release.

Avaya support
personnel
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Title

Description

Audience

Avaya Call Management
System Base Load Upgrade

Describes the procedures to upgrade from
one base load (for example, 19.1.0.0) to
another base load (for example, 19.1.0.1).

Not all releases support base load upgrades.

Avaya support
personnel,
Administrators

Maintaining and
Troubleshooting Avaya Call
Management System

Describes how to configure, maintain, and
troubleshoot CMS.

Avaya support
personnel,
Administrators

Avaya Call Management
System and Communication
Manager Connections,
Administration, and
Troubleshooting

Describes how to connect and administer
the Communication Manager systems used
by CMS.

Avaya support
personnel,
Administrators

Avaya Call Management
System High Availability
Connectivity, Upgrade and
Administration

Describes how to connect to HA servers and
upgrade to HA.

Avaya support
personnel,
Administrators

User guides

Using Avaya Call Management
System LAN Backup

Describes how to back up your CMS data
using a LAN connection to a remote server.

Administrators

Using Avaya Call Management
System High Availability

Describes how to install and maintain your
CMS High Availability (HA) system.

Avaya support
personnel,
Administrators

Using ODBC and JDBC with
Avaya Call Management
System

Describes how to use Open Database
Connectivity (ODBC) and Java Database
Connectivity (JDBC) with CMS.

Administrators

Administration

Administering Avaya Call
Management System

Provides instructions on administering a
contact center using CMS Supervisor.

Avaya support
personnel,
Administrators

Avaya Call Management
System Call History Interface

Describes the format of the Call History data
files and how to transfer these files to
another computer.

Administrators

Avaya Call Management
System Database ltems and
Calculations

Describes each database item and
calculation that CMS tracks and how CMS
calculates the values displayed on CMS
reports and CMS Supervisor reports.

Administrators,

Report designers
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Title

Description

Audience

Avaya Call Management
System Custom Reports

reports in CMS.

Describes how to design and create custom

Administrators,

Operations
personnel, Report
designers

Avaya Call Management

System Security

features in CMS.

Describes how to implement security

Avaya support
personnel,
Administrators.

CMS Supervisor

Avaya CMS Supervisor Clients
Installation and Getting Started

Supervisor.

Describes how to install and configure CMS

Avaya support
personnel,
Administrators

Avaya CMS Supervisor Reports

reports.

Describes how to use CMS Supervisor

Administrators,
Operations
personnel

Avaya CMS Supervisor Report

Describes how to create new reports and to

Administrators,

Designer edit existing reports through Report ;
Designer and Report Wizard. ggfigar?r?ngReport
designers
Avaya Solutions Platform Documents
Title Description Audience

Avaya Solutions
Platform Overview and
Specification

Describes the key features of Avaya
Solutions Platform server.

IT Management, sales and
deployment engineers, solution
architects, support personnel

Installing the Avaya
Solutions Platform 130
Appliance

Describes how to install Avaya Solutions
Platform 130 Series servers.

Sales and deployment engineers,
solution architects, support
personnel

Maintaining and
Troubleshooting Avaya
Solutions Platform 130
Appliance

Describes procedures to maintain and
troubleshoot Avaya Solutions Platform
130 Series servers.

Sales and deployment engineers,
solution architects, support
personnel

Avaya Solutions
Platform 130 Series
iDRAC9 Best
Practices

Describes procedures to use the
iDRACO tools on the Avaya Solutions
Platform 130 Series servers.

Sales and deployment engineers,
solution architects, support
personnel
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Avaya Contact Center - Extended Capacity

Title

Description

Audience

Avaya Contact Center
- Extended Capacity
Solution Description

Describes tested product characteristics

and product capabilities including
feature descriptions, interoperability,
performance specifications, security,
and licensing requirements.

Sales engineers,
Administrators

Administering Avaya Provides instructions on administering Avaya support
Contact Center - Avaya Contact Center - Extended personnel
Extended Capacit Capacity. ’

pactty pacty Administrators
Deploying Avaya Describes how to plan, deploy, and Avaya support
Contact Center - configure Avaya Contact Center - personnel
Extended Capacity Extended Capacity.

Maintaining and

Perform maintenance and

Avaya support personnel,

Troubleshooting Avaya | troubleshooting procedures for routine Implementation engineers
Contact Center - maintenance and troubleshooting of . ’
Extended Capacity Avaya Contact Center - Extended Administrators

Capacity.
Administering Provides instructions on administering Avaya support personnel,
Application Administrators

Enablement Services
for Avaya Contact
Center - Extended
Capacity

Application Enablement Services for
Avaya Contact Center - Extended
Capacity.

Migrating to Avaya
Contact Center -
Extended Capacity

Describes migration procedures to
Avaya Contact Center - Extended
Capacity.

Avaya support personnel,
Administrators

Finding documents on the Avaya Support website

Procedure

1. Go to https://support.avaya.com.

Log on to the Avaya website with a valid Avaya user ID and password.

2
3. Click Support by Product > Documents.
4

In Enter your Product Here, type the product name and then select the product from the

list.
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Documentation

In Choose Release, select an appropriate release number.
The Choose Release field is not available if there is only one release for the product.

In the Content Type filter, click a document type, or click Select All to see a list of all
available documents.

For example, for user guides, click User Guides in the Content Type filter. The list only
displays the documents for the selected category.

Click the document to open it in your browser or download the document.

Accessing the port matrix document

Procedure

1.

2
3.
4

Go to https://support.avaya.com.

Log on to the Avaya website with a valid Avaya user ID and password.
Click Support by Product > Documents.

In Enter your Product Here, type the product name and then select the product from the
list.

In Choose Release, select an appropriate release number.

The Choose Release field is not available if there is only one release for the product.
In the Content Type filter, select one or more of the following categories:

e Application & Technical Notes

e Design, Development & System Mgt

The system displays the Port Matrix document.

Click the document to open it in your browser or download the document.

Avaya Documentation Portal navigation

Customer documentation for some programs is now available on the Avaya Documentation
Center website at https://documentation.avaya.com/.

A Important:

For documents that are not available on the Avaya Documentation Center, click
More Sites > Support on the top menu to open https://support.avaya.com.

Using the Avaya Documentation Center, you can:

e Search for content in one of the following ways:
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— Type a keyword in Search, and click Filters to search for content by product or
release.

— From Products & Solutions, select a solution and product and then select the
appropriate document from the list.

e Sort documents on the search results page by last updated and relevance.

e Publish a PDF of the current section in a document, the section and its subsections, or the
entire document.

e Add content to your collection by using My Docs.
Navigate to the Manage Content > My Docs menu, and do any of the following:
— Create, rename, and delete a collection.
— Add content from various documents to a collection.
— Save a PDF of selected content in a collection and download it to your computer.
— Share content in a collection with others through email.
— Receive content that others have shared with you.
e Add yourself as a watcher by using the Watch icon.
Navigate to the Manage Content > Watchlist menu, and do the following:
— Enable Include in email notification to receive alerts in email.

— Unwatch selected content, all content in a document, or all content on the Watch list
page.

As a watcher, you are notified when content is updated or deleted from a document, or the
document is removed from the portal.

e Share a section on social media platforms, such as Facebook, LinkedIn, and Twitter.

e Send feedback on a section and rate the content.

Note:
Some functionality is only available when you log in to the portal. The available

functionality depends on the role with which you are logged in.

Viewing Avaya Mentor videos

Avaya Mentor videos provide technical content on how to install, configure, and troubleshoot
Avaya products.

About this task

Videos are available on the Avaya Support website, listed under the video document type, and
on the Avaya-run channel on YouTube.
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Procedure

e To find videos on the Avaya Support website, go to https://support.avaya.com and do one
of the following:

— In Search, type Avaya Mentor Videos, click Clear All, and select Video in the
Content Type.

— In Search, type the product name. On the Search Results page, click Clear All, and
select Video in the Content Type.

The Video content type is displayed only when videos are available for that product.
In the right pane, the page displays a list of available videos.

e To find the Avaya Mentor videos on YouTube, go to www.youtube.com/AvayaMentor and
do one of the following:

— Enter a key word or key words in the Search Channel to search for a specific product
or topic.

— Scroll down Playlists, and click the name of a topic to see the list of videos available for
the topic. For example, Contact Centers.

Note:
Videos are not available for all products.

Support

Go to the Avaya Support website at https://support.avaya.com for the most up-to-date
documentation, product notices, and knowledge articles. You can also search for release notes,
downloads, and resolutions to issues. Use the online service request system to create a service
request. Chat with live agents to get answers to questions, or request an agent to connect you
to a support team if an issue requires additional expertise.

Related links
Using the Avaya InSite Knowledge Base on page 163

Using the Avaya InSite Knowledge Base

The Avaya InSite Knowledge Base is a web-based search engine that provides:
e Up-to-date troubleshooting procedures and technical tips
e Information about service packs

e Access to customer and technical documentation
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e Information about training and certification programs
e Links to other pertinent information

If you are an authorized Avaya Partner or a current Avaya customer with a support contract, you
can access the Knowledge Base without extra cost. You must have a login account and a valid
Sold-To number.

Use the Avaya InSite Knowledge Base for any potential solutions to problems.

1. Go to https://support.avaya.com.

2. Log on to the Avaya website with a valid Avaya user ID and password.
The system displays the Avaya Support page.

Click Support by Product > Product Specific Support.

In Enter Product Name, enter the product, and press Enter.

Select the product from the list, and select a release.

Click the Technical Solutions tab to see articles.

N o o ko

Select relevant articles.
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Glossary

ACD Group

ACD Group Only

access permissions

aggregate function

ascending

associated ACD

bar

block
block editing

Both Single ACD
and Group ACD

calculation

An administratively-defined set of ACDs that serves as the scope of multi-ACD
administration and reporting.

When you select this report option, you define a report that contains
summarized information about ACDs that are members of an ACD Group.
Queries for ACDs defined for this report contain aggregate data of all the
member ACDs within the ACD Group.

Permissions assigned to a CMS user so that the user can gain access to
different subsystems in CMS or administer specific elements (splits/skills,
trunks, vectors, email) of the ACD. Access permissions are specified as read or
write permission. Read permission means that the user can gain access to data
and view data. Write permission means that the user can add, modify, or delete
data and execute processes.

A prefix (avg, max, min, or sum) attached to a database item, calculation, parts
of a calculation, or a calculation name. An aggregate function normally displays
a single value that is determined from a group of selected values.

Listed with the lowest values first and the highest values last. With time and
dates, the oldest values are listed first.

The ACD associated with or assigned to an input field, as defined in the Define
Input window. When an input field is associated with an ACD, the values that
the user enters in the field are applicable only to that ACD. For example, if an
input field requiring a split number also has associated ACD #1, the selected
split number is a split in ACD #1.

A representation of data in the form of a bar that gets longer or shorter as
values go up or down. A horizontal bar grows and shrinks horizontally. A vertical
bar grows and shrinks vertically.

A rectangular area on Screen Painter that you define and use to rearrange
report fields, bars, and text.

Defining and using a block to copy, move, or delete fields, bars, and text in a
report design.

When you select this report option, you define a report that contains data for
reporting at the single ACD level or the group ACD level. When you run the
report, your current ACD can be a single ACD or a Group ACD. Your report is
available in the Custom Reports > Historical or Real-time submenus
regardless of your current ACD setting.

A calculation is a formula consisting of database items, numbers, and
arithmetic operators (+, -, /, *, and ( )). A calculation can also include constants.
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calculation name

calculation name

call-based items

CMSQL

column

constant

count (*)

custom database
item

current interval

custom report
daily data
data expression

database
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A standard CMS calculation name or a name that you define in the Dictionary
subsystem. A calculation name is useful when you want to use the same
calculation for field or bar definitions in multiple custom reports. If you need to
change the calculation, you can change the calculations once in the Dictionary,
and all custom reports that use the calculation name reflect the change.

The category of database items in CMS that are committed to the database
after the call completes. If a call starts and ends in different intrahour intervals,
all the call-based data is recorded in the interval in which the call completed.
Most database items are call-based.

A tool with which you can query the historical database. CMSQL is an
interactive interface that is used to view the INFORMIX database. For CMS,
use CMSQL instead of INFORMIX SQL.

A column is a part of a table that stores data types such as the number of
events of a certain type, the length of time spent on a certain type of event, the
time that an event occurred, the numerical identifier of an ACD entity, or the
current status of an ACD entity. Database items are the names of columns.
Examples include ACDCALLS, ACDTIME, SPLIT, STARTTIME, and
WORKMODE.

A name that you assign in Dictionary to a fixed numerical value. A constant is
useful when you want to use the same numerical value for field or bar
definitions in multiple custom reports. If you want to change the value, you can
change the constant once in Dictionary, and all custom reports that use the
constant reflect the change.

An expression that you can type in the Select field in the Field window or Bar
window. count(*) tells CMS to count the number of rows in a table that match
certain row search conditions as defined for the assigned Row search ID and to
display the total in the field or bar.

A database item (column name) that you include in a custom INFORMIX table
and identify to CMS in Dictionary.

Represents the current intrahour interval which can be 15, 30, or 60 minutes.
The current interval is part of the real-time database.

A report that you create and design using the Custom Reports subsystem.
Interval data that CMS converted to a 1-day summary.

An expression that you type in the Select field of the Field window or Bar
window to define data and manipulation of data for display in a field or bar.

A group of files that stores ACD data based on a time frame. For example,
current and previous intrahour real-time data and intrahour, daily, weekly, and
monthly historical data.
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database items The names for data types that are stored in one of the CMS databases. A
database item can store ACD identifiers, for example, split numbers or split
names, login IDs, VDNs, and email. A database item can also store statistical
data on ACD performance, for example, the number of ACD calls, wait time for
calls in a queue, current work state of individual agents, and email.

database tables CMS uses database tables to collect, store, and retrieve ACD data. Standard
database items are names of columns in the CMS database tables.

descending Listed with the highest values first and the lowest values last. With time and
dates, the most recent values.

design The physical layout of a custom report and the definition of the report fields,
bars, input window, and row search criteria.

direction (bar) The direction, horizontally or vertically, in which a bar grows and shrinks.
discrete field or bar  Afield or bar for which CMS finds and displays a single value.

Dictionary A CMS subsystem that you can use to assign names to call center entities such
as login IDs, splits or skills, trunk groups, VDNSs, and vectors. You can use
Dictionary to customize calculations for use in reports.

entity A generic term that refers to one of the following: Agent, Split or Skill, Trunk,
Trunk Group, VDN, or Vector.

exception reports Reports that display occurrences of unusual call-handling events.

field A space designated in a custom report to display a specifically-defined piece of

ACD data. CMS displays data in a field as characters in specific format, that is,
as time with a.m. or p.m., as decimal, or as date.

global access The ability for other CMS users to run a custom report and to copy the design
on Screen Painter.

historical database A database that contains intrahour records for up to 62 days in the past, daily
records for up to 5 years in the past, and weekly or monthly records for up to 10

years in the past for each CMS-measured agent, split or skill, trunk, trunk
group, vector, and VDN.

historical reports Reports that display past ACD data for agent, split or skill, trunk, trunk group,
vector, or VDN activities.

INFORMIX A relational database management system that is used to organize CMS
historical data.

INFORMIX SQL A query language tool that is used to extract data from an INFORMIX database.
For the CMS historical database, CMSQL is used in place of INFORMIX SQL.

index A column (database item) that you use to relate the values in a row. For

example, in the Current Interval Split table, SPLIT is an index. An index adds
structure to the data in a table.
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input field

input field

input window

interval-based items

intrahour interval
justification
maximum graph

value

measured

monthly data

multi-user mode

name (synonym)
field

normal user

owner

pattern matching

previous interval
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An area on a user window in which a CMS user enters more than one valid field
values. For example, the valid values for the input field Split are integers from 1
through 255 (Generic 3r Version 2 to Version 4) and split names that are
assigned in the Dictionary subsystem.

The window that CMS displays when you run a report so that you can specify
what data, that is, split or skill, agent, time, or date, the report displays.

A category of database items that represents the amount of time during a
collection interval spent doing a particular activity. Interval-based items are
updated throughout the collection interval and timing is restarted at the end of
the interval. Do not use interval-based items to calculate averages such as
average hold time.

A 15-minute, 30-minute, or 60-minute segment of time starting on the hour. An
intrahour interval is the basic unit of CMS report time.

The alignment of data for a field such that, in the report, the data is always
centered, lined up on the left, or lined up on the right.

The value that a bar represents when the bar is at the maximum length or
height.

A term that means that an ACD element, such as agent, split or skill, trunk,
trunk group, vector, or VDN, is administered as measurable on the
Communication Manager system. The Communication Manager system sends
messages to CMS only for ACD elements that are measured. If the ACD
element is not measured, CMS collects no data.

Daily data that CMS converted to a monthly summary.

An administered CMS user can log in to CMS. Data continues to be collected if
data collection is On.

Fields in which you can enter a name (synonym) that you entered in the
Dictionary subsystem. For example, names of agents, splits or skills, agent
groups, trunk groups, vectors, or VDNSs.

A user who can gain access to a limited number of subsystems within CMS. A
normal user cannot gain access to a custom report design created by another
user and cannot run or copy the private reports of another user.

The CMS user who creates the design of a custom report.

Searching the database for data that partly or completely matches a set of
characters, that is, letters, numbers, and symbols, entered by a user. For
example, the user can enter *01*, and CMS might find the following types of
matching data: 0001, split01, 22010, or 01444,

One intrahour interval. At the end of each intrahour interval, CMS copies the
contents of the current intrahour interval to the previous intrahour interval
portion of the real-time database.
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private access

private report

read permission

real-time database

real-time report

report type

reversed thresholds

row

Row search ID

Row Search window

scale

Screen Painter

second threshold

secondary window

Select field
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Select field

A restriction that only the owner of a custom report can run the report. Normal
users cannot copy the design of the report. Private access does not restrict
CMS administrators from running a private report or gaining access to the
report design.

A custom report that only the creator of the report can gain access to.

The CMS user with read permission can gain access to data and view data, for
example, run reports or view the Dictionary subsystem. Read permission is
granted from the User Permissions subsystem.

A database that consists of the current and previous intrahour data on each
CMS-measured agent, split or skill, trunk, trunk group, vector, and VDN.

Report that displays current ACD call activity on agents, splits or skills, trunks,
trunk groups, vectors, and VDNs for the current or previous intrahour interval.
Current intrahour interval real-time reports are periodically updated as data
changes during the interval. Previous intrahour interval real-time reports show
data totals for activity that occurred in the previous intrahour interval.

The specification of a custom report as a real-time report or a historical report.

The reversal of thresholds so that the bar has the color of normal conditions
when the bar is at the longest. With reversed thresholds, the bar changes color
from normal to caution to warning as the bar shrinks in length.

A horizontal line of data in a table. The data is related by the values of more
than one column. For example, each row of current real-time agent data
contains data for an agent login ID.

The identification number of a set of row search conditions defined in the Row
Search window. The ID is assigned to fields or bars that use the associated set
of row search conditions.

The secondary window on Screen Painter that you use to define row search
criteria and assign row search criteria to fields or bars.

A line, with or without tick marks, that CMS displays in a custom report to
provide a reference point for the approximate value of a bar as the bar changes
in length.

The window that you use to design custom reports. Screen Painter has special
properties that makes this window function differently from other windows.

A graph term for the upper limit that you enter for a particular condition in a
graph report. When the limit is met, the bars change color or intensity, indicating
that a possible Warning condition exists.

A user window that is generated from a primary window. You can move, resize,
or scroll secondary windows. CMS does not include secondary windows in the
user window count.

The name of the first field in the Field window and Bar window. You can type the
data expression that you want for a report field or bar in the Select field.
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Select rows where statement

Select rows where
statement

single-user mode

Single ACD Only

subsystem

sort order

sort type

Standard database
item

String (data format)

String (input field)

table

text

threshold

tick marks

type (input field)
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The row search criteria that CMS uses to retrieve data from the database.
Select rows where statements consists of several where clauses.

Only one person can log in to CMS. Data continues to be collected if data
collection is On. You need this mode to change some CMS administration.

When you select this report option, you define a report that relates only to
information about a single ACD. If the single ACD is a member of an ACD
Group, no information about the ACD Group in which it is a member is provided
in this report. To view your report in the Custom Reports > Historical or
Real-Time submenus, set Current ACD as single when you run the report.

Each CMS Main Menu selection, for example, Reports, Dictionary, System
Setup, Exceptions, along with Timetable and Shortcut, are referred to as
subsystems.

The order in which you want data to be displayed in a custom report. The sort
order is always based on the values of more than one database item. With
real-time reports, you can use one database item for sorting.

The order, ascending or descending, in which CMS must display data.

A database item (column name) for a column in a standard CMS table.
Standard database items are listed in the Dictionary subsystem.

A report field that displays data from a CHAR column. CHAR columns, which
store data as characters, include LOGID, VDN, and CWC.

An input field type using which users can type character strings and pattern
searches when running the report. Any input field that has the String field type
must be associated in the Row Search window with a database item or table
column that is a CHAR column.

An array of columns and rows that stores data for a type of ACD element, for
example, split or skill, agent, or trunk, for a specific time frame, such as current
intrahour interval, past intrahour intervals, or past days.

The words, numbers, and other characters that you type directly in Screen
Painter to provide report titles, column headers, row identifiers, and other
labels.

A value at or above which CMS indicates a change in condition, that is, to a
caution (first threshold) or a warning (second threshold) condition. Thresholds
apply to bars in a report.

The marks on a scale defined for a bar in a report. Tick marks break a scale into
segments to indicate increments of the bar’s length relative to the maximum
graph value.

The specification of how CMS is to validate user input values and format when
ordering the report. You can determine whether CMS checks for numbers,
character strings (names), times, dates, specific ACD configuration values (split
numbers, or login IDs), and emails.
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type (report)

time format

user ID

user permissions

variable name

weekly data
where clause

where clause

The specification of whether a report is a real-time or historical report. You
specify the type on the Report Select window.

The standard format for entering times on CMS reports. Acceptable formats are
as follows:

A 12-hour time format with AM/PM, for example, 7:30AM, 5:00PM.
A 24-hour time format, for example, 7:30, 17:00.

A “-” offset based on the current interval date, for example, -1 for the previous
hour or -0:30 for the previous half hour interval.

The login ID for a CMS user. CMS links custom report designs to a user ID, that
is, the owner of a report design is the user, identified by a user ID, who created
the design.

A CMS subsystem using which CMS administrators can define user access
permissions.

The name assigned to a report input field that allows users to type values and
use the values to find data for the report. The variable name links the row
search criteria to the report input fields so that user input values become the
basis of the search for data.

Daily data that CMS converts to a weekly summary.

An expression in the Select rows where field that specifies values for a single
database item or calculation. A where clause has the following format:

Expression Relational operator Value

A row search criteria statement can consist of multiple where clauses.
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