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Webex Contact Center Expert

Module Objectives

» Understanding the role of Webex Contact Center Customer Journey Analyzer

« Being able to configure standard Analyzer Visualizations and Dashboards

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. 'INEbEX
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Analytics Lifecycle

© 2021 Cisco and/or its affiiates. All rights reserved. Gisco Confidential.
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Customer Journey Analyzer

. Abandons + Abandons - Schedule reports as one
+ Wait and handle times - Interactions by channel time, periodic or recurring

- Calls, emails, chats - Agent performance - Excel and CSV output
in queue and in progress

« Performance against SLAs formats

- Slice and dice by sites, gueue, - Delivery via email
team or agent

Analyzer

 Interactions by channel,
team, site region

- Agents by current state
Ag by - Contact state transitions

Webex CC
ACD

Webex cc
VR

Data Repository

© 2021 Cisco and/or its affiiates. Al rights reserved. Gsco Conficential. webex
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Customer Journey Analyzer

* |t mines real-time and historical data to generate specific business views of the data

« |t visually displays trends to help discern patterns and gain insight for continuous
improvement

« The Analyzer standard visualizations tie business data to traditional operational metrics

« The Analyzer also provides an interface for creating and refining custom visualizations

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. 'INEbEX
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Customer Journey Analyzer Records
« The Analyzer is powered by the following activity and session records:
« Contact Session Records (CSR)
« Contact Activity Records (CAR)
« Agent Session Records (ASR)
« Agent Activity Records (AAR)

co and/or its affiiates. All rights reserved. Gisco Conficential. webex
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CSR/CAR Example

© 2021

Cisco and

/orits

affili

Queue 1

CSR

CAR
Activity Entity Start Time EndTime  Duration
IVR EP1 00:00 00:20 20 Sec
Parked Queue 1 00:20 00:50 30 Sec
Talking Agent 1 00:50 01:30 40 Sec
Talking Agent 2 01:30 01:40 10 Sec
Start End Call Entry IVR
Time 00:00 Time 01:40 Duration 01:40 Point EP1 Duration | 00:20
Final Queue Final Agent Talk
Queue @ Queue 1 | Duration @ 00:30 Agent 2 = Duration @ 00:50

ates. All rights reserved. Gisco Conficential.
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ASR/AAR Example

AAR
Activity StartTime EndTime Duration
_ |dle Team 1 00:00 00:20 20 Sec
Available
Available Team 1 00:20 00:50 30 Sec
Talking Queue 1 00:50 01:30 40 Sec
Wrap Up Queue 1 01:30 01:40 10 Sec
Available Team 1 01:40 01:50 10 Sec
Start End Staff Team Available
Time @ 00:00 Time | 01:50 Hours 01:50 Team 1 Count 2
ASR Available Talk Wrap Up

Duration 00:40 Duration 00:40 Count 1

© 2021 Cisco and/or its affiiates. Al rights reserved. Gsco Conficential. webex
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Review Questions

What does Customer Journey Analyzer do?
* It mines real-time and historical data

» It visually displays trends to help discern
patterns and gain insight for continuous
improvement

What does Customer Journey Analyzer
store?

It stores sequences of customer and agent
activities and sessions

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Analyzer Features

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. WEbEX
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Analyzer Access

User Entitlement via Control Hub

Access using Cross Launch From
Webex Contact Center Management
Portal

Browser pop-ups shall be enabled

Adobe Flash Player needed for motion
Chart

Microsoft
Browser Windows 10 Mac OS X Chromebook
Google 76.0.3809 or 76.0.3809 or
Chrome 76.0.3809 higher higher
. . ESR 68 and ESR 68 and
Mozilla Firefox 1 her ESRs higher ESRs NA
Microsoft Edge 42.17134 NA NA
Chromium NA NA 73 or higher

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

From Portal, navigate to ‘Reporting and Analytics’

cjbusaorg Dashboard

Reporting and Analytics

Snapshat Entry Point VR Realtime - Chart

webex
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Analyzer

Home Page

h -//analvzer.wxcc-us1.ci .com/analvzer/home.

 Ties business data to traditional operational metrics

Provides Contact Center managers visibility across both operational and business performance

indicators in a single consolidated view

* Visualization or Dashboard Options

513

378

73

76

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Visualizations
* Visualizations can be customized via the Analyzer portal
 New

« Stock Reports

— Visualization

me b isualization

Craata Mew ~ Q Eweryihirg - =

Folders

I:é Stock Reports

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. WEbEX
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Stock Reports

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. WEbEX
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Visualizations

Stock Reports
Business Metrics, Historical and Realtime reports available

Visualizations

Abandoned Contact Detals
1184
Historical
Cisco
Nov 12, 2020 5:42:49 AM

Customer Journey
1183
Historical
Cisco
Nov 12,2020 54249 AM

Folders

% Business Metrics

Abandoned Contacts by Stage:
1188
Historical
By Cisco
Now 12, 2020 542:29 AM

Leading Abandonment Reason
-182
T Historical
Cisco
Now 12, 2020 542:49 AM

Call Back / Renewed Chat Rate

1186

T Historical
Cisco

Nov 12, 2020 5:42:49 AM

Tolal Abandoned Contacts Card
179
Historical
cisco
Nov 12, 2020 5:42:49 AM

% Historical Reports

Contacts Trend
1180
Historical
Cisco
Hov 12,2020 5:42.49 AM

Usage Report
-1246
Historical
Cisco
Mov 12, 2020 5:42-50 AM

Folders

@ Agent Reports %Agem Trace Reports

@ Contact Center Overview @ License Usage Report

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

% Real-Time Reports

Folders

[i,b Agent Reports [% Contact Center Overview @ Multimedia Reports

[i,b My Team & Queue Stats

[% Augiliary Reports @ CallBack Reports

@ Multimedia Reports @ My Team & Queue Stats

webex
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Analyzer
Visualizations

Stock Reports
* Real-Time and Historical Call Reporting

Real-time call statistics
15-minute Interval reports since midnight
Historical reports and trend analysis
Call Detail Reports

« Agent Statistics
Report by Site, Team, or Agent
Real-time agent state visibility

Historical statistics

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Confidential. webex
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Real-time Overview

Realtime Reports Resources,

Volume,
Caller “behavior”
Call tracking
Call Reports
Right-now Today
Snapshots Interval
“Personal” “Personal”
Custom Customized
Snap?shots Intervals\
Entry Point Entry Point
Queue/Site/Team Site
Queue
Team

© 2021 Cisco and/or its affiiates. Al rights reserved. Gsco Conficential.

Agent “behavior”
Agent Performance

Agent Reports

Right-now

Snaps_hots

“Personal”
Custom
Snanhots

Report By

Site

Team

Multiple teams

Today

Interval

“Personal”
Customized
Intervals

Reglort By
Entry Point
Site
Queue
Team

webex
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Historical Overview

Historical Reports

Volume,
Caller “behavior”
Call “tracking”

Resources, Agent call “dispositions”
Agent “behavior” Agentldle Reasons
Agent Performance

Call Reports Agent Reports Auxiliary Reports

Date/Time Date/Time
Agent call “dispositions”

Date/Time Date/Time
Wrap-up Reports |dle Reports

Custom usto

Agent Reports

CaII| Reports | “Personal” “Personal”
Report By Report By Custom Custom
Entry Point Site Wrap-up Reports IdlelReports
Site Team |
Queue Agent Report By Report By
Team Site Site

Team Team
Agent Agent

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Visualizations
Stock Reports

* Clicking on the three dots allows you to run the report.

« (Can create a copy to customize if required.

Visualization ‘_ Threshold Alerts rainingadmin wxcctrainingadmin ~
Q Everything -~ H

> Visu n » Stock Reports » Historical Reports » Agent Reports
Visuzlizati " A
Visualizations

Agent Details Agent Details by Social Channels Agent Outdial Statistics

_ [ » LT _
pe Historical ope Historical
ed By Cisco lisco

r‘ Create & Copy

fled Nov 12, 2020 5:42:49 AM v 12,2020 5:42:50 AM

0 Details
¥ exportasExcel  ndled By Agent - Charl site
¥ =eportss osv ope Historical

lisco

fied Nov 12, 2020 5:42:50 AM (© sehedulejob(3) 12, 2020 5.42.50 AM d Nov 12, 2020 5:42:49 AM

Site - Chart Team Team - Chart

pe Historical
Sy Cisco
d Nov 12, 2020 5:42:49 AM

ed Nov 12, 2020 5:42:49 AM

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. WEbEX
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Visualizations
Schedule Jobs

« Reoccurrence can be set for each report.

Agent
Jobs

Mo Jobs

Job Set Un

Job Mame

Descrption

Start Time T= SEmp

100142018 = 10:30

-

me Zone

{+1:00) &msterdam, Berlin, Rome, Stockholm, Vienna

-

Email Motificaton

Email

Smas o separate srmail adoressss )

Subyect

Message

Ouzput Format

@k O O

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Visualization Creation

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. WEbEX
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Visualizations
Creation
* Visualization can be customized via the Analyzer portal

A ‘Webex Contact Center Instruclor

Visualization

Folder

% Stock Reparts

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Visualization Creation
Concepts
« Attributes available on the left panel

 User can include attributes in a single visualization using drag & drop functionality
« User defines filters to restrict data set; default segmentation and profiling attributes

« User chooses the output format

¢ Customer Sesson Record = Visualization - 12/00/2000 141509 #

YEsetay -

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Visualization Creation

Procedure
Structure ( —
* Type or Repository: o e (D CEDCD
CSR, CAR, ASR, AAR
* Time Period: Realtime or Historical ”'m LX) e
* Interval . -

« Qutput Type: Table, Heatmap, Chart

Defines the data set
» Profile Variables:
o Field, Measures and Formulas
o Value or Count Report
 Row Segment
o Fields, Enhanced Fields
 Filter
o Fields, Measures

webex

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Visualization Variables

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. WEbEX
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Visualization Variables
. Fields

. Measures
. Formulas

. Enhanced Field

= Add Filter

© 2021 Cisco and/or its affiiates. Al rights reserved. Gsco Conficential.

New Profile Variable

Q Search

Fields
Measures

Formulas

webex
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Fields

Only fields can be used for segmentation

« - Theyare only textual values

Fields can be combined with measures to create
specific conditions for profiling variables

DNIS, EntryPointName, QueueName and
AgentName are all fields

The order of the fields can be changed by dragging
them to another position

Remove a field by clicking the X that shows up on
the field on the canvas when the mouse pointer is
over it

Contextual Help can be useful to verify whether a
Field is present in the chosen Type of Repository

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Q, Sesrch

Figlds

[4CD] Azandonment Reason (1)
[4C0] Agent Endpaint (DM) (0

[4CD] Agent I @
[4C0] Agent Leg Biob D @
[#CD] fagent Login @
[42D] Agent Mame @
[4CD] Agant Session 1D @
[#C0] Agent System 1D @
[AC0] AN @
[#CD] Barged In Flag 0]
[4C0] 8ot Id @
[4CD] Bot Mame ®
[4CD] Cell Dirzction @

[4CD] Call Progress Detecti.. (@)

[#CD] Caller Leg Riob D @

Row Segrments Profile Wariables

£ T Inbounc & B

Column Segments

Table

webex
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Measures

* Measures are computed values that are
predefined in the data dictionary

* They can only be used for profiling variables

 Remove measures the same way as a field
and drag to change the location or order of
the measures

« Measures can also be defined as a range (ex.

ltemShipped between 50-100).

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

New Profile Variable A m m

CL Search

[ACD] Abandoned SL Court
[ACD] Actvity Span

[ACO] Agent Hangug Count
[ACD] Agent To Agant Trans

[ACD] Agent To Entrypoint T

[ACD] Agent To Queue Tran.. ()

[ACD] Agent Transfered In

[ACD] Bling Trarsfer Count

[ACD] Call Complatad Count

[ACD] Callback Timestamp

[ACD] Chained In To Eqryp.

[ACD] Chained In To Queve ... O

[ACD] Chat Exit Reasor
[ACD] Conference Coun:

[ACD] Conferance Curaton

Fow Segments

W
# 0T Inbcund A

Profle Variatles

Column Segments

[able

VTl
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Filters

* Filters are found on the left side of the
visualization canvas/panel

* They set limits to the population of the data
set

* Fields and Measures can be used as filters
for the visualization

» Right click field or measure and Create Filter
or drag to the filter panel

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

0 o O

Wew Filter

Q. Search

ACD] Agent Leg Slob 1D
ACD] Agent Login

ACD] Agent Nzme

ACD] Agent Session ID

ACD] Agent System ID

C0) AN
ACD] Barges ﬁg
ACD] Bot Id

ACD] Bot Namre

Entrypoint Name < [

®-"0 O
Field Wariable
US_HCRC_MALTEP_MainEP X

US_HQSC_Cutdial_EP

US_HOSD_Password_Reset *

= ED

‘Rangs: -2953.0 - 5.5298351E7)

» Cancel B Save

webex
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Formulas

* The user can create formulas with an existing
profiling variable or with a new profiling
variable.

- Right click an existing PV and click
new profile variable.

* Formulas can only have one resultant profiling
variable.

 Custom Formulas can be saved and reused
across the Analyzer

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Edit Formula

Abandon %

22 Avithmetic Expression

Count of Contact Session ID - Abandoned Count - v S.ulmgf. C;nt’act. .Co.J.n.t - IVI; Cal s Receiv v

Formulas A

Abandon (%)_Copytest1 O
Average Time to Answer [
Abandon % U

webex
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Enhanced Fields

' i iti i : - Modify Enhanced Field [Entrypoint Name]
« While creating or editing a visualization, users odify Enhanced Field [Entrypoint Name

can create one or more enhanced fields to -
combine multiple values of a segmentation e
variable into one or more groups.
* When the visualization is run, the values of all Gp e A s .
the segmentation variables in a group are b
combined into one row and the profiling HasD Us.Haso.oudil. 59 X -
variables for that visualization are computed e
for those segmentation values

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Visualization Output Formats

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. WEbEX
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Output Formats

* Visualization output formats can be changed using drop-down menu

Table

Age  Heat Map
Row Heat Map
Column Heat Map
Line Chart

Bar Chart

Column Segments  [ERECLEREUEIES

]

2019 (4)

Format Description
Table Displays data in rows and columns.
Heat Map Displays the cell values within a table in different shades of red.

The cells in white and the darkest shade of red identify the outliers.

Row Heat Map

Displays the cell values within each row in a table in different
shades of red, with the darkest shade identifying the highest values
within a row.

Column Heat
Map

Displays the cell values within each column in a table in different
shades of red, with the darkest shade identifying the highest values
within a column.

Line Chart Compares values as points connected by lines.

Bar Chart Compares values displayed as horizontal columns.

Area Chart Compares values displayed as shaded areas.

Pie Chart Compares values displayed as slices of a circular graph.

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Confidential.

Motion Chart

Compares values over time displayed as animated bubbles, lines, or
bars. Requires Adobe Flash Player.

Motion charts are not available for realtime visualizations.

Sparkline
Chart

Table-based rendering of variations of data displayed in a highly
condensed way as miniature charts in table cells, enabling you to
easily spot trends.

webex
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Output
Bar Chart

« Displays information based on attributes specified in visualization

* Helps user compare different segments and also variation between profiling variables
« Hover-over display calculations used to build the bar chart

* Snapshot below displays the KPI's for different vendors over a period of time

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Output

Heat Map
Heat Map displays the cell values within a table in different shades of red

Darkest red and white identify the outliers

Available in Entire Table, Row, and Column Heat map

Available to both creator and user of a visualization

Gl Tyns -eat Man + [ Hide summar,

Channel Type Login Counl Carlacl Handled Slalf Hours

Imilial Login Time

Final Logaut Tirme

Charmel Type 1 (2

Charael Typa 202

Charnel Typs 1 (2

© 2021 Cisco and/or its affiiates. Al rights reserved. Gsco Conficential.
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141770 0104
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Output
Chart & Table format
* Visualizations can be displayedin chart and table format

* Modifying the segmentation/profiling attributes of the table modifies the chart display as well.

OutpLe Tree Table » [ Hidk S
o dran Chart -0 "
Idl= Code Name ¥ Mesling Summary
Pyl daicl i Agenl Mame Interval Cananl Duration Coanl Duralian Loant Durabian
M “ Witols Fiderna (€1

— > 1onTama
Lo G a Srebord ] ooanE

- TRAERID (1)

Lmr 4t s WIS m
Dirlaring ] PR ] & [H R b e

~ 10 0E2009 (1)

Fmr U scc

25 e b a SOC0Cd 2 DO02:2%

“ 104072073 (1)

Jrme

2 LOraE: a st} 51 o053z

Hicala Fidanzia - 10007 /2018 - Cp.. Ricela Ficarzla = 100073015 - Our.... " ERETERETN

Hizala Fidanziz - 10y08/ 075 - Miccla Ficarzla - 100088 201% - Dur... Hhael !

@ Hizala Fidanzis - 10008/ 201 @ Hicols Ficargia - 100055201% - Dur... . . . . i -
& Hivuls Fiderzi - 100 00201% - Se.. 8 ivels Fivserzia - 100162019 - Dur._. ! O . R “1 od:54
Misala Fidanzi - 1001305019 - Ci W Higels Figsreis - 1001355019 - Dur

Migala Fidanzis - T0F1TAPF0TS - D @ Hicela Figareis - 1001405009 Qe ~ T d2mai;

Summany 1% B0:14:25 L] 0000 119 0:14:25
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Output

Motion Charts

* Providing Trending information

Allow the user to see how a variable changes over time
|dentify trends versus one time phenomenon

Modulas Farmatting

= Add Hter

w Stawrt Time hiz “aar -
T
£ ron todae: B R Sagmznls
2019-01-01 ii Agant Mare
2019-10-15
s S =
Inchuding ' e
Al Deys
» Domputa

v Linv

Qffer Rate

e

Webian Chart -0

|RiverBPO, 5/1/14

ST e

Divergynce, 5/1/14

Time

© 2021 Cisco and/or its affiiates. Al rights reserved. Gsco Conficential.
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Visualization Execution

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. WEbEX
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Data Meeting Parameters
Execution
» |t gives feedback to visualization creator on the records meeting criteria defined in the

visualization including number of segmentation and profiling elements
 Accessed by clicking on the "more” button.

¢ - Agent Motion .~

- x
Records found: 33642
Wisual zation - Reconds in cala sal: 336437
0 Row Segments Profle Vakaties Mumbe: of Rows: 0 d.@ 0 ElognTime & HlogouTre 8 & Sefidows ®  H Iniallogn Ti. @ B
x Mumbe- of Columns: O
Marma Agent Motion " .
N = 8 -ent hlame M v @& B Occupancy 1 8 i ok Counl & H Tolol Kile Teme @ 8 Sworope e . @ )
— E Agent hama 5 TACTLE TUTBes Mmay ey X
Back Color L = Channgl Tvpe B . @ # Averajo Avail. @ B B hourd Rose_ @ B wbound Rose . @ B Awerage nbo.. @ @

# Inbound Held.., @ # Inbounc Held.. @& 3% Sversgelnbo. @ @ S baurd Con. @ 3 nbowrd Son. @ B 8 Indnund Cort. @

# dwerage nho. @ B i Oudds Reser.. & £ Qs Reser.. & i Awerage Outd @ B # Cutdial Hoid o] i Outdisl Heodd Lo

# Average Cutd.. @ B | & Ouwdisl Atem.. @ B # Cutdial Conn. @ # Cutdad Conn . @ B 8 Ouwtdial Corca. @ 8 Average Cutd . & B
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Visualization Portions

« After running a visualization in table format, it is possible to drill down into a specific
visualization component to see all the records that were involved in the computation of that

portion of the visualization and perform further analytics on the data set

Agenk Mame Imiesval Lhanmel 1ype Logn Gount

Lentast Hervdled

xadf Houre Intisl Logm Time

Final Logoad Time

w Renmenie i

" [ =R ]

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Review Questions

What is the best visualization output format to identify the outliers?
Heat Map

What are the 8 steps to create visualizations?

«  Specify the Visualization Type

« Choose a Date Range or Realtime

 Define the Compute Interval

« Define the Segmentation

« Define the Profiling Variables

«  Define the Filter

 Define the Output Format

« Define execution (Schedule/Recurrence)

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Lab 15

Creating Visualizations
Estimated Time: 20 minutes

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Use Case Examples

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. WEbEX
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Motion Chart

Vendor Performance

- Compare performance of Vendors over a period of time
«  Compare different KPI’s for vendor performance

- |ldentify high performing vendors (and laggards)

«  Determine future call distribution

4 = Agent Moton _
Modulas Ir]

w Start Tim iz e
1L by

2018-01-01 3 agantare W wobar Chart -0

2019-10-13
Inciuging e B
Bl Dl
» Lomputa

= Ad? Flker
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Webex Contact Center Expert

Pivot

Multidimensional View

« Choose from the list of KPI's

» Filter on meaningful segment values
« Hide/Show segments of importance
« Change the output format

£ 1 Agent Moton
Mol gs: Formatling a e - m hore -
w Start Time Tis i -
R Segrmets
IFFn o LILESALGT Eaer M. @ @ B Ed ooce@ @
2019-01-01 B agerr hama | |
2018-10-15 - ©
g Teoe W -
i Redags [ |
Al Dy -
P — - Agont Nama Chaanal Type:

B rhosrcilon. &  Biesa doer. & Dicheod Sear. @ @ B e A, @ 8

Lagin Count Cantact Harvdled

Lolfy g Pl B anRsEn e o zma msnzsma

e Agenn hams | (Z)

Cherrel T 1{13

¥ Chaerd Iype 2003

Chagired Types 113

- o .
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Lab 16

Customizing a Stock Report
Estimated Time: 20 minutes

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Module Objectives

» Understanding the role of Webex Contact Center Customer Journey Analyzer

« Being able to configure standard Analyzer Visualizations and Dashboards

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. 'INEbEX
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