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Blank Dashboard ¢ Add Widget H Dashboard : Copy of Dashboard .. §

Add Widget (Blank Dashboard)

Select Widget v] =

select widget

Details
Widget Template Type Modified
~ W Pulse = === Agent Group Status
& Agent Group Status Agent Group, Place Group
Select Widget
& Agent KPIs Agent, Agent Group, Plac. 11/03/2015
& Agent KPls Agent, Agent Group, Plac. Description:

Agents are provided logins or devices and
are assigned to media that match their

£ Pulse

Blank Dashboard ~ } Add Widget : Dashboard H Copy of Dashboard .. §

Add Widget (Blank Dashboard) > Agent Group Status Template

Objects/Statistics Display Options ; -
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Add Widget (Blank Dashboard) = Agent Group Status Template
Objects/Statistics Display Options

Widget Title Preview
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Dashboard

settings

& Pulse

Blank Dashboard 3 Widget Template M.. § Dashboard

Widget Template Management

New Template o

149 Template(s) (0 Selected)

Details

Widget Template ™ W = Agent Group Status

~ | Fulse =
Bl -

& Agent Group Status

& Agent KPls Ag 11 Description:

Agents are provided logins or devices and
are assigned to media that match their
skills. With this report, the supervisor can
ensure the agents are logged in where

m Agent Login Ag they should be and managing the media

w Agent KPls Ag

QOO OO COVV DOVDOY OOV OOV,

QOO OOV OO OO OO Genesys Pulse OO OO OO OO QOO OOOY OO OOV, Genesys
Pulse® && 000 OO OO OO Genesys OOV OO OOV OOV DOV & OO OOV OO VOO &
O OOODD, OOV VOO OO DOVOD OO VOO COOD VOOV VOV & OOV,
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Save Dashhoard

Dashboard Nama *

Mew name?

Description
#
7 Save to Genesys Confi:glraliun Server
Dashboard Name Modified
> m Environment Details
New namel

Modified February 19 2016 by pulse

Description:

Access Grou ps:

Permissions are set via GAX Configuration

Man
Link to Configuration Manager

QO OOV VOV O OO DOVY QDO VOV OODY VOV OOV & VOO,

Saved Location /Environment/Scripts/Mew namel
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Statistics * Add

Hit ... .
Display Name

Esti._ 2 @ Hit Ratio
Description

il=s e u The percentage of successful dialing attempts initiated by a Campaign
Manager with a call result of Answer (DialAnswer)-that is, a call is

Dial... 2 @ answered by a human veice-relative to the number of all dialing attempts
made (DiallMade) during the same time period.

i Ahas Display Format

Dial... 2 @ i ) i
Campaign_Hit_Ratio Integer

Ans... [ | Motification Mode Motification Frequency (seconds)
Time-Based 60

Atte... 2 §
Statistic Type

Atte . 2 @ CampHitRatio

Atte... 2 @

DoN... 2 @

Pulse & OO0 OO0 OO StatServerdd & OO QOO QOVD OO GOVOV OO O SOV, OO
& Pulse® ©&& StatServerd OO OO (D100 OO & OO)O OO OO & OO StatServer SO SO

QOO OO OOOVD. OOV OO OOV OOOD OO & OOV,

Pulse Help

43



QOO OO

OO O

QOO OO OOV OO OO OOV OO,

QORD OOV OV O QOO OOOOD. Pulse & templates.xls @O OO QOO QOOR, O &

QOO QOO O QOO OO O VOOV,
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Stat Server® OOQ OO OOD OVY OO GOOVOY DOVOD, QOO OOV OOV OO & Pulse®

O OO OOV QOO O OO,

OO OO OO

Widget Template Management > Agent Login Template

Objects/Statistics Display Options
Object Type * Statistics*
& Select All Current Status
=
Time in Status
& Agent
Login Time
Agent Group
Continuous Login T...
Place
Reason
Place Group
Employee Id
LN Place
DN/Queue Group Switeh
Queue Loginld
Routing Point Extension
Calling List Position
Campaign Current Status KVP
Campaign Calling List Service Type
Campaign Group Service Sub Type
Customer Segment

Routing Strategy

Riisiness Rasilt

-

Current_Status

Formula

Notification Mode *

Changes-Based

Time Profile

Time Range

Hide Statistic

Filter Qut LoggedOut Agents

Additional Data

¥ Hardware Reason Codes

User D.
Group by Columns

String

Statistic Type *

ExtendedCurrentStatus

Insensitivity

Filter

[ Show Agent State Icon

[# Software Reason Codes

&<& Stat Server ©&&<¢ GroupBy & GroupByColumns® && && SO OO Q.

QOO QOOD OO OO OOV DOVV OO VOV OOV VOV O VOOV, OO OO ©OVOY GroupBy® &

OO,
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Blank Dashboard ¢ Widget Template M...: Dashboard H Copy of Dashboard .. ¢

Widget Template Management > Campaign Activity Template
Objects/Statistics Display Options

Template Name Preview

Campaign Activity

Description Campaign Activity
IMenitor the activity associated with outbound - . .
. ! Hit Ratio s
campaigns.
P
) o u

Widget Type: List Widget Example 2 34
= € =2 m —

Example 3 296
Size —

Example 1 402

= Example 4 936

Example 5 996

Headline Statistic

Hit Ratio v
Sort
Low to high v

QOO QOVD QOO OOV OOV OOV OOV QOVVD VOV VOV OOVV. OO VOOV SOV O
OOV, DOV OOV DODOOY OOV VOO OO OOV,
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Home = Applications = Applications = Stat_Server Properties

General
Application Options

Connections

Key
Ports
¥ Filters
Tenants
Bronze
Options
Bronze_Call

Permissions

Bronze_Chat
Dependencies

Bronze_Email
Application Options

Bronze_fax

Bronze_sms
Bronze_webcallback

QOO OO OOV O OOVD VOV OO OV VOO OOVD OV VOV VOOV D. OOVD VOO OOV OO
& COOOO Stat Server OO COOD 'O OO" OO OO,

OO QOO GAXD OO QOO OO & OOV, & &O® Genesys Pulse® &&& ¢ Stat Server && SO
SOOD OOV & VY.

QOO O DO OO DOV DOV OOD OOD,

GAXOQD OO @, OO & OO & 000D,

DO O DOD DOOD VOV VDOV VOV RD., OOV VOBV OV OOV &® Language @
Spanish @& SOV O O OO OO & PairExists UserData @& &&<® Language/Spanish &-&
QOB VD VOV OO VOV OOV & VOOV,

Stat Server && Q@ & OO [O®®] & ® SpanishLanguage ®&& @@ ®, && "Language" &
"Spanish" @& @O SOV QO VOV OV SOVOD OOV & OBV,
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QOO OO OO O

QOO OO &&® SpanishLanguage® && & &&<& PairExists("Language”,"Spanish")® &0 0.

QO QOOY OOV OO OOV "Spanish/Language” &-& OO OO OO OO OO OO OO
OO,

&

Statistics * Add
Hit Ratio B 8
v = L
Estimated Time 2 @® Display Name *
Records Completed I ] HEEE
. Description
Dialed Abandoned B @\
The total number of dialing attempts initiated by a Campaign Manager with a call result of Answer -
Dialed Answering Ma... 2 & (when a call is answered by a human voice). In some contact centers, the call result can also mean Right
Answers v B2 1 Alias * Display Format *
Attempt Busies 2 @ Campaign_Answers Integer =
Attempts Cancelled B @\
¥ Formula
Attempts made B §
DoMotCall Results 2 @ P
Dropped Results 2 @
Hide Statistic Show Agent State lcon
Fax Modem Results B §
No Answer Result B §

QO OO OO VOV VOO OO O VOO COVY VOV OOV O VOO,

QO JavaScript Q@ QOO SOV DD, OO OO OO DOVD SOV VOV SOV D GOV QOVD OO OO
OO GenesysOd OOV QOO OO O COVD, OO OO & VOV VOO OO OO VOV OO OO VOO ¢
QOO O DOV QOO OO OOV OO O VOOV,

Genesys Pulse®d 000 OO0 OO OO OODOO OOV, OOV OOV OO OO SOVOD COVOY OO
Q.

SO OO Result O OOOD OB, OO OO OOD OOVD VDD OBV & OOOD,
Data.<Statistic-Alias>.Value

OO DOV OO VD OV OOV VOVOD VOV(VD: ¥¥=). OO OO ResultO & OO OO OOV,
OO &, ©&® G.GetAgentNonVoiceStatus():
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QOO COOD OOV,

Result = G.GetAgentNonVoiceStatus(Data.Current Status.Value, email);
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OO O

GroupBy

OO

L}

Callinternal {group by language and segment)
Hame Callinternal Segment Lamnguage
«  Green, Anna 9
Grgen, Anna 1
Green, Anna 1 Silver
Green, Anna 3 English
Grean, Anna 1 Bronze English
Grean, Anna 2 Gold English
pment
Green, Anna 1 Silver English
Gréen, Anna 1 Russian
»  Owerty, Mary i1
Fer
Green, Anna
Green, Anna Bronze
Green, Anna Gaold
Green, Anna Silver
Green, Anna
v  Owerty, Mary
Orweerty, hany
Orwverty, Mary Silver

English
English
English
English

Russian
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QOO OO OO O

e GroupBy @& &0 & 8.5.103% & StatServer @O SOOOD, OO OO
StatServer @& SOOD SOOOOD.

* Pulse® @O OO OO QOO OO OO OO OOO OOOY QOO OO OOV GroupBy® &
QO O OOOD SOV,

e OOV DOVD OO OOVY OOOY GroupBy OO OO OO OO SO OO OO OO
QO OO OO OO OO OO OO OO OOVOY. & TotalNumber SO OO OO OO
OO OO OO OO VOO OO VOO OO,

GroupByColumns &&<& &<& Pulse @O OO SOOODD & OOQ, OO OO & OO OO OO VOO OOOY
QOO OO OO(GroupBy OO)& SOOOOD.

GroupBy 0@ OO OO QOO OO GOOD SOV OO,
GroupBy ©&& && OO0 StatTyped OO0 OO OO OO QOO OO,

* GroupBy—: 00 OO OO OO OO
* GroupByColumns—: OO SO OO QOO OO OO OO

&

QOO OOVDOD QOVD OOROD OV OV, OV & QOVDOD OOVY OV OV OO OOV Y Stat
Server®® StatTyped® && GroupBy & GroupByColumns® &0,

[Total Calls Grouped]

Category=TotalNumber

GroupBy=GetString(UserData, "Language"), GetString(UserData, "Segment")
GroupByColumns=Language, Segment

MainMask=CallInternal

Objects=Agent

Subject=DNAction

QO DOV O OO VOV QOVD OV VOOV OOVD, OO OO OOV “OO, COVO” QOO QOO O
OO OO,

OO

& && GroupByColumns && SO O QOO SO SO OOV SOV D OO OO O
& OO GroupBy SO0 OO,

QOO QOO O OO OO VOO OOV & OOV,
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QOO OO OO O

OO O

OO OO Stat Serverd® COODOD OO O SOVDDO GOVD SO GOVOY, O OOVOD OO OOV
QO OOVY QOVD OOVVOD, OO DOVOOD OOV VOOV OO VOVD GOV, & OO Stat
Serverd® SO0 SOQ, GOVOOD OO OO & OO OO & Stat Serverd GO0,

QOO OOV VOV OO VOV OO OOV VOV OO VOOV, OO OO OO OO OO OO VOO &¥, Stat
Server® && OO QOO & OO DOV OO OO QOO OO OOV DOV VOV OO OOV COOD VOO ¢
O OO OO DOVD OO OOV,

QOO OV, OO OO OO DOV OOV O OO VOO OOO OO Stat Serverd SO OO SO GOV OO
SOV, O OO OOV OO OOV 500D Stat Serverd OO & OO OO SOV OO O QOO 5(OQ @) OOO
OO DOV OOVD SOV OOV,

OO OO

OO OO Stat Serverd QOVODL OO SO SODY QOO OOV, OV O OO OV OO OOV,

e OB OO0 OO OO OOVY Stat Serverdd® OO OO SOV SOV SOV OO OOV OOV Y. Stat
Serverd SOV OOV OO OO OOV OOV OO OOV OO &Y Genesys Pulsed SO & OO0
.

¢ OO DO—O OO OOQ OOO® Stat Server® OOV Q & Genesys Pulsed® &&&@.
¢ OO VO—O OOO OOV Stat Serverd GOV PD POV OOV D. & OO VOOV D SBOVOY VOV,

¢ OOV DO—O OO OOQ OO Y Stat Server® Genesys Pulse && 00 @00 & Pulse & @000,
CurrentState @& QOO OO OO OO SO SO & SOV,

OO OO

QOO QOO OO OOV OOV OOV OO OOV OO OO OOY OO Stat Serverd OO OO Genesys
Pulse® 00O OO (Q)O OODOD., & COD OOV OO OV OO OO OOV OOV OV OOV,
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OO O

Configuration

Home > Applications > Applications > Stat_Server Properties

General
Application Options
Connections
Key %
Ports
¥ AbandCallsPercentage
Tenants

¥ AbandonedFromRinging
Application Options

¥ AbandTime

¥ ACW_Time_Inbound

¥ ACW_Time_Other

¥ ACW_Time_Outbound

¥ AgentLoginTime

v AgentReadyTime

¥ Agents_CurrentNumber
OQ OO OO Stat Server @& O QOO QOO VOOV OOV D,
QOVD OO O OV VO OB OV OB OO &® & GAX(Genesys Administrator Extension)® & &&

QO & OO &Y. Genesys Pulsed® & Stat Server & QOO OO QOO QOO OO O &
OO QOO O OOV,

QOO OO OOV COVD O OO OOV VOO OO,
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QOO OO OO O

GAXOD OO QOO 0O, OO OO QOO & OO,
& OO Genesys Pulse QO QOO DD OO OO OO OO OO OO OO OO0,
QO OO OOV OO VOO SO LOOOY Stat Server & SOV SOOOOD.

OO OO

Configuration

Home = Applications = Applications = Stat_Server Properties

General
Application Options

Connections

Key
Ports 7 OneDay,Growing
Tenants v OneHour
Options v OneHour,Growing
Permissions 7 OneHourSlide, Sliding
Dependencies 7 OneMinute
Application Options - OneMinute,Growing

v SinceLogin

" SinceLogin,SinceLogin

DD DOVVOD DOV OOV OV OO VOVVD OOV VOV OV OV VOVY VOV SOV DR. OO OO @
&&OO® Genesys Configuration®<® Stat Server && &SSO SO TimeProfiles® && & QOO OO Y
O, OO QOO OOVY OO ®OOOY Stat Server @& GOV SOOOOD.

QOO OOV O OO OO QOVD OOV GAX OO OOV QOO & OO OOV, & &V Genesys Pulse
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& OOOO Stat Server O QOO SOV SO O OOOQ.
QOO O DOV OO OOV QOO OOV OOV,

GAXOQD OO OOOOD OO, OO OO OO & OOV,

QO COVODD OOV O OO OO VOV VOOV OOV,

e OO
° OO
e OO(S)
e OO O
OO OO O
e Default,Growing—<&& && OO Growing & OO SOOD OO & SOV SOV DO SOV D. OO

& 00:00000.

* LastHour,Sliding—LastHour €& &&&& Sliding @& OO OO 1500 OO QOO QOO SO O
O OO0V, OOV 3600:15000.

e Sincelogin,SinceLogin—SinceLogin® &&&& SO OO 0O OOOODD, OO OOV DN &
OB OO OO OOV, Sincelogin OV SO GOD OO OOV OV OB VYD OO,

e Shifts,Growing—Shifts && & &> && 3:00, & 7:00, ©& 11:00, <& 1:00, & 7:00 & && 1:000 &&
O QOO O OOV DOV SOV Y. &OOY 3:00 +4:00, 13:00 +6:000.
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OO O

Home = Applications = Applications = Stat_Server Properties

General o ]
Application Options

Connections

Key
Ports
v T
Tenants TimeRanges
LA
Options EWT_Announce_TR
issi Less_3sec
Permissions
Dependencies Range0-10
. . 1
Application Options Range0-120
Range0-15
Range0-20
Range0-30

OO QOO OOV OO OO OO OOV OO OOV VOVOD, OO VOO OOOY VOO OOV O Y Stat Server
QO QOO OOV,

QO OO OO GAXD OO OO OOV & OOV, & OO Genesys Pulse &&&& & OO Stat Server
QO QOVOD OOV OOV & OOV,

QOO O DOD OO VOO QOO OOV OO,
GAXOO OO QOO 0O, OO OO QOO O OOV,

QOO QOO OO OOV OOV GOV,
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¢ TotalNumberinTimeRange

¢ TotalNumberInTimeRangePercentage

e CurrentNumberinTimeRange

¢ CurrentNumberinTimeRangePercentage
* ServiceFactorl

» TotalTimelnTimeRange
OO OO &

300 OO COV O OO OO DOV VOV DOVVOOVD. OO OO OO OO Rangel-30 & OO & O
& 0-30 © OO0,

& OO Pulse ©&<& "Range0-30" @& 0O QOO & OO OO OOV, & OO QOO OO 250 &0,

O OO OO 400 OO, & OO VOO 10O OO OO OO OO Stat Serverd & QOO & OO GO OO
.

OO OO

QOO OO OO

° OO OO
¢ OO OO
° OOV OB OOV
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QOO OO QOO OO

OO O

QOO O DOV OO OO OO OOV VOVOD OOV OO QOO OOVOD COV OOV O O VOOV, OOV OO
OO KPI(QOOOOR)D QOO OO QOO QOOD OOOY OO OOV & OOV,

QOO OO OOVD OOV O OO OOV, DO OOV O DOV SOVD DOV OOV SOV OOV & VOO
QO OOV COOOOO.

QOO OO OO OO O OOV? OO OO Genesys Pulse QOO QOO OO & OO,

OO
QO QOO OO OO OO OO OO OO DOODOD QOO OO OOV OO & OOV,

OO O

Statistics * Add
. ) -
Hit Ratio 2 @\ -
v = |
Estimated Time B @ Display Name *
Records Completed 2 @\ e
. Description
Dialed Abandoned B @
The total number of dialing attempts initiated by a Campaign Manager with a call result of Answer -
Dialed Answering Ma .. 2 @ (when a call is answered by a human voice). In some contact centers, the call result can also mean Right
Answers v B 1 Alias * Display Format *
Attempt Busies 2 @ Campaign_Answers Integer -
Attempts Cancelled = @\
M Formula
Attempts made = @\
DoMotCall Results =2 @ 5
Dropped Results =2 @
Hide Statistic Show Agent State Icon
Fax Modem Results = @\
No Answer Result B @
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QO OO DOV COVD OO OV OO OO OOV DOV OV O VOV DOVD VOV VOO & OOV,
QO JavaScript OO OO QOVDD, OO OO OO DOOD OOV SOV VOV OOVD VOOV OO VOO

O& Genesysd QOO OO OODO O SOV, OO OO O OOV OOV OO OO OOV OO OO OO O
QOO O OOV OOV OOV SOV OOV O OOV,

OO OO

Statistics * Add
Hit Ratio B 8
v L+ [ |
Estimated Time =2 @ Display Name *
Records Completed = @\ e
. Description

Dialed Abandoned B @

The total number of dialing attempts initiated by a Campaign Manager with a call result of Answer -
Dialed Answering Ma .. 2 & (when a call is answered by a human voice). In some contact centers, the call result can also mean Right
Answers v B 1 Alias * Display Format *
Attempt Busies 2 @ Campaign_Answers Integer >
Attempts Cancelled 2 @

B Formula

Attempts made I ]
DoMotCall Results 2 @ y
Dropped Results 2 @

Hide Statistic Show Agent State lcon
Fax Modem Results I ]
No Answer Result I ] -

O OO OOOD QOOD DOVD OOV GOVOVDY. OOV VOV VOV OO OO OOV,

O OOOD OOVOD COVDY OOV VOVO OOVODD VOV VOVY DOVOD OOV, QOO OO VOO OO
O QOO OO O OO OO & OOOY. Data.Statistic-Alias.Value. OO &&& Result && &
OO OOV,

QOO OO OOVOY OO OV OV VOVOVY, COVD OOV GOVOY OOV Y VOOV,

&<&: Calculate a Percentage
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1 if ((Data.Outbound.Value + Data.Inbound.Value) != 0) :
i Result = 100 * Data.Outbound.Value / (Data.Outbound.Value + Data.Inbound.Value);
1 else Result = 0; i

OO OO KPI &&

Agent Login With Formula

Manne % Current Agent % Current Status %7 Timein Status %  PReason
State
- LoggedOut (1556:12:1.... 15561219
- . HetReadyForNextCall 17.46:27 Break
. : S LoggedOut (2232:12:3 223212:38

m LoggedOut (2232 12 212:38

QOO OO OO KPIQ OO0 OO Y. Current_Status OO0 OOOOO.

[+] Current_Status SO OO &,

Current Status @& Stat Server && SO SRRV, & &
& ExtendedCurrentStatus® SQ& OO & OO SO OO SO OO OO
QOO OBV & OOV,

[ExtendedCurrentStatus]
Category=CurrentState
MainMask=*
Objects=Agent
Subject=DNAction

QOO OOV OOV OOV OO & OO,

[+] OO OO SO OO OO
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Current_Status SO OO OO OO QOO SO & OOV,

&>&: Get Status Duration

[+] OOOQ OO OO OO @

QOO QOO OO OO QOO OO & OOV,

&<&: Get Reason Code

OO OO OO O OO DOV DOOD OOOD OOV OOD OO OV OO(OOC OO
Q)& OO OO Current_Status(S O SOV OO SO OO SOR)O &
QOO OOOOD OOV SOV OO,

&®: Filter only Reason Code

i var res = G.GetReasonCodes(Data.Current Status.Value); i
i var x = res.split(';"); i
i+ Result = ""; i
i for (var i = 0; i < x.length; i++) { !
i var s = x[i]; i
i if (s.indexOf("Break") > -1 || !
! s.index0f ("0ffline") > -1 || '
' s.index0f("Training") > -1 { Result = s; break; } :

[+] QOO SOV OO OOO OO OO
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QOO SOVOD OO OO OO OO & OOV,
QD - OOO OOV OOO OO OO

i Result = G.GetAgentNonVoiceStatus(Data.Current Status.Value,
v 'email');

QOO OO OO

Agent Login With D.. 2 Agent Login

OO &, ANI & DNISO OO0 QOO QOO OOOY OOV OODOODD. OOV OOV VOO OOV OO O

OO0,

[+] OO0 OO OO OO

O OO OO OOOO® CustomerSegment &-& SO SO OO SOV OO®

O OO,

Agent Login With DNIS
Name LoginTime %  Functional £ Timein 4 AN 4 DNIS £ Customer
Status Status Segment
—— 16:01:42 Inbound 00:12:10 5115
- b 00:45:35 Inbound 00:42:19 5125 LB -
- 00:00:00 Logged Out 24811041
— — 00:00:00 Logged Out 2481041
00:00:00 Logged Out 248404

&&: Get Customer Segment
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QOO OO

[+] ©&& ANI &&

QO OO OO OOV ANIO OO & OO,

&>&: Get ANI

i [Result = G.GetANI(Data.Current Status.Value); :

[+] ®&® DNIS &&

OO QOO OO &Y DNISO OO0 & OO0,

&&: Get DNIS

OO OO

QOO OO OO

° OO OO
¢ OO OO
° OOV OO OOOOO

Pulse Help
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QOO OO QOO OO OOV

QOO OO OO

QO OO OOV OO O OO OOVODD VOO VOV OO OOV OOV O & OOV,

&< Genesys Pulse @& 8.5.102.020 OO OO Genesys Pulse @& QOO0 OO OO0
.

GetAgentNonVoiceStatus(state, media) = {string}
OD GOD VOOV OO GODD O GO GOV,

QOO
O O OO
Q& AgentCurrentState QOROR OO OO(OD OO OO Q).
OO OO OO O,

Q& O

OO OO - OO O OOV VOO O OO OV, & OOV - 0D OOVY OO OO OO OO
QOO QOO & OO O, null - OO NUIIOOD OO SO OO OO OO SOV
NUICOO SOOD SOOD OO OO ©O.

OO = OO

GetAgentVoiceStatus(state) — {string}
OD GODOD OO VOB O VO VOOV,

OO

29203 O® O

O AgentCurrentState QOOD OO OO(OV OO OO @),
O OO

QD OB - OO OO & OO O, null - & nUICOD SOV OO OO OO,
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QOO OO QOO OO OOV

OO = OO

GetANlI(state, switchlD) = {string}
OB OOV GOV SOVD OO & OO ANI OO OOV,

QOO0
OO A% OO OO
QOO OO (VD OO
&>& AgentCurrentState & OO ).
! QOO OV OO O
switchID SO <O® 0> > GOOOD.
OO OO

ANI & - OO OO, & OO - OO OO OO, null - SO NUIIGOD SO SO OO OO,
OO = OO

GetBusinessResult(state)
"SD OB DOD DOD OB BOOOD,

OO

020 o2 S&

o2 AgentCurrentState OOOD OO OO(OV OO OO D).
OO O

OO OO -V O OO OO, OOV - OO OO OO OO OO, null - OO
NUOOE SO SO & OO,

GetCustomerSegment(state)
"CustomerSegment” & SO OO OO,
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QOO OO QOO OO OOV

QOO

O O O

O AgentCurrentState QOROR OO OO(OD OO OO ).
O O

CustomerSegment & - QOO & OO OO, & OO - OO OO QOO O &Y,
null - & nUllSAR SO SO OO OO,

GetDNIS(state, switchlD) = {string}
OO GOD DOBOD GO GOD & &G DNIS GO SOV,

OO
OO O Q& OO
QOO OO OO(OC OO
OB AgentCurrentState & OO B).
. QOO DOOO OO OO
switchID ©0® <0 00> & ©OODD,
OO OO

DNIS & - & O, & Q0D - 00 &0 &0, null - OO nUlIOOD OO OO OO &
.

OO = OO

GetEmployeeld(state) —» {string}
OD GOV GOD GOD GOVOD OV DY VOO,

OO
202 (022 o2
O AgentCurrentState QOOD OO OO(OD OO OO @),
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QOO OO QOO OO OOV

OO OO

QOO O ID - OO O OO OO, & OO - VOO & OO OO(OD VOO OOOOY
&), null - & NUIOCO SO OO OO OO,

OO = OO

GetExtension(state) — {string}
DD GOV DO GOD VOVD O GOODD,

OO

202 (022 22

O AgentCurrentState QOOD OO OO(OV OOV OO @),
OO OO

QOOD OO - OO O OO OV, & OV - VOO O OO OO(OV OOOD SOVOOO &
&), null - & NUIICOD SO SO OO OV,

OO = OO

GetLoginld(state) = {string}
OO OOY GOY GOY GOOD VOY IDO COODD.

QOO

O O@ @

(2o AgentCurrentState QOO OO OO(OD OOV OO D).
O OO

QOO OOV ID - OO & OO OO, & SO - VOO O OO OO(OD SOV OOOO
& &), null - &> nUIlOOD GOD OO OO OO,

QOO = OO
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QOO OO QOO OO OOV

GetPlace(state) —» {string}
OO GOD GOD GO GODD VOVD VOOOD,

QOO

O O O

Q& AgentCurrentState QOROR OO OO(OD OO OO ).
O O

QOO OOV OO - OOV O OO OO, & OOV - VOO O OO (O OOV OO
O &), null - SO NUlIOOE SO SO OO OO,

OO = OO

GetPosition(state) — {string}
QO QOO OO QOO OO ACD @O OO,

OO

O > 10208

o2 AgentCurrentState OODOD OV OO(OV VOO OO ).
OO OO

COODACD OO - QOO O OO OO, & OV - VOO O OO OO(OD OOV OOOC
& &), null - &S nUIlOOD SOD OO OO OO,

OO = OO

GetReasonCodes(state) — {string}

OO OOD OOOD SOV OO OO OODOD OO OO OOV, OO OO OO ¢
O OO QOO OO & OY®. LoggedIn, AfterCallWork, NotReadyForNextCall,
WaitForNextCall.
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QOO OO QOO OO OOV

QOO

O O O

O AgentCurrentState QOROR OO OO(OD OO OO ).
O O

OO OO(L'OD OV) - OO O OO OV, & ARV - DD OOV OO O OO &Y, null -
SO NUIOOD OO OO OO OO,

OO = OO

GetServiceSubType(state)
"ServiceSubType" Q& OO OO SOORQ.

OO

> & 10208

o2 AgentCurrentState OODOD OO OO(OV OO OO ).
OO OO

ServiceSubType & - QOO & OO OO, & QO - OOV QOO OOV OO &, null -
OOQ NUIIOOD SO OO OO OO,

GetServicelype(state)
"ServiceType" OO QOO OO OOOOD.

OO

> > 10208

o2 AgentCurrentState QDODOD OO OO(OV OO OO D).
OO O

ServiceType & - QOO & OO O, & QO - QOO OOO OOOQ OO OO, null - &
O NUIOOD OO SO OO OO,
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GetStatusDuration(state) - {Number}
DO OO OO GOD GOVOD,

OOV
O O
&6 QOO OO OB, OO OO, DN & (O OO
OO D).
OO OO
QB(D) - OOV GOV & OO Y, null - O null® O,
OO = O
GetSwitches(state, sep)
DOVY VOOV GOV VOV OOVOD.
OOV
& & &
(o2 AgentCurrentState QOROD OO OO(OD OO OO D).
sep SO g@@ SO OOVOD, SO 'Y
OO O

QOO OO - VOO O OO OV, & VOV - OOVD VOO OOV O, null - &
NUllOO S OO OO OO OO,

GetUserDataValue(state, key)
D DD DOD OO POD BOD VOO GO GOOOD,

QOO
O O O
O AgentCurrentState QOROR OO (D OO OO ).
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QOO OO QOO OO OO

& OO QOO OO ©

OO OO

QOO OOV O - QOO O OO OV, & OO - DOV OOD OO OO &0, null - &
O NUIOOD OO OOO OO OO, & OO nulld &,
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