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Cumulus Managed Service z Overview

TheCumulusManagedservicee L12 6 SNBR o0& t NERADSAGEG! B &¢I F2 NAOA
your UC analytic infrastructure need¢é. KS 2yt & az2Fiél NB @&2dz ySSRalz2 Ay
Collector Pra (which is described in detail in another document), and our customer service
representatives will assist you with its installation and configuration. Once all of WGusource and

directory logs are being collected and relayed to our managed access servers, we find out from you how

you need the data processed, and then we configure it for you. After that, the only thing you have to do

is decide what reports you want to see.uvwill be give n your own HTTPS web portal with a host name

fA1S f0dzaG2YSNHPISESYFHiSd02Y gAGK | @IfAR GNHzaGSR
reports or schedule them to be distributed automatically.

Service Highlights

w The manage@ervice is SSAB Type 2SOC tertified. All processes and controls are audited and
tested by a third party CPA firm annually.

w Themanaged server clustadA environmentthath & 1 SLJG G | s Zablidxitt O2 nf 2
redundant power, cooling,afd A A KmM&aLISSR LYGSNYySi aSNBAOS® ¢KAa L
security and availabilityThe celocation facility is located at Quality Technology ServicAdanta
Metro http://www.gtsdatacenters.com/data_centers/southeast/atlanta_ga.aspx

w The cluster is kept behind a firewall. Aside from the VPN connection set up at our main office for
remote administration, every port is locked except for TCP port 443. No traffic is allowed into the
cluster unless it is properly encrypted and bound foakdvdestination.

w All incoming connections are directed to a restricted service running on a secure Unix server. That
service accepts relay connections from CollectomHrstallations. It also acts as a proxy for HTTPS
requests to <customer>.telemate.go All other connection attempts are rejected.

w A new Virtual Machine is created for each customer with its ddumulusenterprise server
installation. Each has a completely separate configuration, web server, and database attached to our
managedserver clister(s).

w Professional Servicennfigureand managell of your data sources for you by configuring custom
CDR Layouts, applying tariff and location updates, configuring trunk groups and costing methods,
and making sure the data makes it into the database the way you need it for your reports.

w All customerlog files and databases are backed up on a nightly, weekly, and monthly rotation
schedule.

& o0l O01dzlda FNB (1SLW FaG 6K

© bAIKGtE FyR 65S8]¢
1S G2 LINRGSON Vlrtuélltaﬁoyfmaﬁmolbgleﬁiéreautﬂmeé

GFr1Sy 2FFmaii
for intra-day recoveries.
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http://www.qtsdatacenters.com/data_centers/southeast/atlanta_ga.aspx

Web Portal Highlights

w

Each customer receives their own host name under the telemate.com domain.
The web portal only accepts HTTPS traffic, and our server has a valid trusted certificate.

With the help of customer service, each customer may set up accounts for logging into their web
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credentials. You may choose to have one administratorwattoar multiple that sets up the access

levels and reports for individual managers or you may choose to give each manager an account,

only allowing each to run reports on their department or staff.

In addition to letting you run/schedule reports, the wpbrtal also allows you to view/manage the
organizationadirectory. Some customers will use the Collector Pro to provide directory changes
automatically, but some will manage it manually through the web portal. The web portal allows you
to manually make mees/adds/changes, but it also allows you to export all or part of the directory
to a CSV file, update it, and import the changes back in.

Completed reports may be archived on the web portal for a period of time, where you can download
them securely via HTPS. Report archives can be individual or group accessible. Archives content
can supports several automatic management methods to ensure archives always contain current
reports.

If you choose to configure SMTP, you may also configure reports tdilkeree by email. However,

SMTP by itself is not secure, and secure SMTP becomes insecure if it must be relayed to another
server. Therefore, you must have your own secure SMTP server configured so that our managed
server can access it when it needs to dem email if you wish to use this option safely. You may
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LJ2 NJi | tin@eacall M@nltofsriyou can monitor trunk groups, departments, call types, and several

other values, and you can choose to graph the total cost, count, concurrent usage, or duration. You
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can configure alert emails to be sent for persistent graphs when a line on the graph goes too high

or low.



The Predictive UC Analytics Web Application Interface

The Predictive UC Analytics web interface allows administréaaronitor and analyze UC traffic from
anywhere on the network without having to install the admin client. The admin client is needed for
initial configuration of the product and its data sources, collection, processing, and maintenance tasks,
but many ofthe advanced analytics features are only available in the web interface. These features
include reaitime trending, dashboards, monitors, viewpoint maps, and predictive KPI models.

Administrators can also configure additional logins to grant differergl¢eof access to managers and

other employees in the organization who need to be able to access that information. To avoid having to
manage every privilege for every login, administrators can create custom privilege groups and assign

them to logins. Admisirators can also configure tenants, granting ownership of a section of the
RANBOG2NE 2NBFYATFGA2Y (G2 GSYylyld FRYAYAAGNT G§2NBOD
as other logins to test their security privileges.

Secure Authentication

Forall of these authentication methods, we strongly recommend configuring the web server to use

HTTPS (secure HTTP). The web server will not allow LDAP accounts to log in at all unless it is secure.

Note the URL in the browser the first time you attemptt@lo Ay @ L ¥ A G adGF NI a 6A0K a
GKGGOGLIAYKkKET LI SIFEAS NBTFSNI G2 GKS t1adG asSdoidazy 27F

Predictive UC Analytics supports these authentication methods for authenticating logins:

9 Local Predictive UC Analytieeanages these user accounts and their passwords locally in its
database. You may configure rules for minimum password length, password complexity, and
password expiration. If a user forgets their password, an administrator can reset it.

1 LDAPPredictive € Analytics manages these user accounts but not their passwords. The web
server forwards these logins and passwords to an LDAP server (usually a Windows Domain
Controller) to validate them. You may configure multiple LDAP servers/domains for logins to
use,and you may use LDAP security group membership to grant privileges.

1 Alternative Authentication:Predictive UC Analytics supports a number of alternative
authentication methods that require additional professional services to configure and test. The
most ppular of these methods are Integrated Windows Authentication (IWA) via
Kerberos/NTLM, Active Directory Federated Services (ADFS), and Google OAuth.

Note: When you first install the product, the admin client will create the first administrator accounts as

local logins with no password. These accounts have full access to the admin client, but they will not be
FotS (2 €23 Ayid2 (GKS 6S06 AYGSNFIFOS dzyiAf @&2dz aSi
component of the admin client.

Navigation
After logging in with an admin account, the navigation bar at the top should show from left to right:

1 The navigation menu button



The title of the current page
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Icons for changing manager settings, viewgegeral info, and viewing the status for tasks
running in the background.
If the navigation menu is not already open, click the menu button on the left to open it. The darker
menu items represent sutmenus with additional selections beneath them. Theipon at the very
bottom can toggle the menu state between: keep hidden, icons only, or keep open.

= | PREDICTIVE UC Analytics - Settings Admin View: | test v et @@
Dashboard

Analytics
Assurance
Assignment

Security

L3
v
&
0
o

Settings

Search

o0

Help

¢

Logout

-

Manager Settings

Click the login name or the person icon next to it in the-tight corner to access manager settings. This
will open a dialog box to alloywou to change generic options for your login like color schemestips|

or password. You may only change the password for local logins, not LDAP or alternative logins.

Manager Settings |7 /X

Manager admin
Layout Color: default ¥
Menu Tool-Tips: Show menu fool-tip descriptions b

Old Password
MNew Password:

Confirn Password:

OK Cancel

Common Features

The web interface has a few common features and icons that youse®yjn several different
components. These features work the same way regardless of which component they appear in.
Explanations for individual components will refer back to this section.



Shareable URL

== - Many components will have an icon that that Isdike three dots connected with lines. That icon

gAff 2Ly  avyrfft LRLdz) O2yGFAYyAYy3 | !'w[ FYyR I a4/
your clipboard. The URL can be used to share content with other people, or embed content using

Iframesin your CRM, wallboard, or intranet sites without having to be authenticated.

Run Report

Gh - Many components will have an icon that that looks like a paper behind a bar chart. That icon will
open a dialog to run a report. The report will use the filters from the current entity (ie. Monitors, KPI
Models, ViewPoints).

Chart Options
&t - Many components will have charts with an options icon to allow you to control how the chart looks.

View Details

T, - Many components will have an icon that that looks like a document with a magnifying glass over it.
That icon will open a dialog to disglaession detail records for the currently selected: directory entity,
KPI model, trending chart, etc. Filters and a date range will begméigured based on your current
selection, and you will be able to adjust the filters in the dialog.

e recorss T

E 2018-05-08 02:10:23PM Incoming SEP000D00041160  +19793358917 allan.vgwi-01.telemat..
Dale Range 2013-04-30 000000 fo 20180506 235959
B 2018-05-08 02:09:52PM Incoming INTERNAL +14067455330 houst vgw-01 felema...
B 2019-05-06 02:09:07 PM Incoming INTERNAL +16084133041 tomtvgw-01 felemat...
— | | Mo filter sets created. 2018-05-06 020712 PM Incoming INTERNAL +14808383210 sacravgw-01 felema
i 2018-05-06 020534 PM Incoming INTERNAL +19176452694 bostn vgw-01 felema
2018-05-08 020526 PM Local chicg vgui-01 felema... 3548 INTERNAL
2019-05-06 02:05.25PM Inceming INTERNAL +17049411862 tomtygw-01felemat...
2015-05-06 02:04:42PM Incoming INTERNAL +14063603943 seattvge-01 telemat...
2018-05-06 02:0414PM Incoming INTERNAL +17814121928 tomt vgw-01 telemat
2019-05-06 02:0412 PM Incoming INTERNAL +19159227314 atlan.vgw-01 telemat
Data Source s (= Generated CUGHMY) 2019-05-06 02.04.04PM Incoming SEPCBFOFOGSAEET 17354485552 sacra.vgw-01 fefema...
2013-05-06 02:04:02 PM Local atlan.vgei-01 telemat... 3053 INTERNAL
2015-05-06 02:04:01 PM Local houst vgw-01 felema... 3309 INTERNAL
2018-05-06 02:0400 PM International chicg vgui-01 telema .. 3656 INTERNAL
2018-05-08 020359 PM Incoming INTERNAL +13614464725 sacravgw-01 felema
2018-05-08 02.03.55PM Inceming INTERNAL +18015106337 bostn.vgw-01 fefema...
2013-05-06 02:03:54PM Incoming INTERNAL +17854485552 sacravgw-01 felema...
2015-05-06 020352 PM Incoming INTERNAL 14636337751 seatt vgw-01 telemat
2018-05-08 020351 PM Incoming INTERNAL +13218429840 houst vgw-01 telema
2018-05-08 020347 PM Incoming INTERNAL +15413884745 tomt vgw-01 telemat
2019-05-06 02:03:42PM Inceming SEPFS4FSTO53028  +13235813477 chicg vgu-01 felema..
2013-05-06 020313 PM Incoming INTERNAL +18604773336 chicg vgui-01 tzlema..
v it e T [ 7 20130508 020316 PM Local houst vgw-01 felema... 3402 INTERNAL -

100 (of 34813) records

Note: The adninistrator may apply security restrictions on whether your login can view details, how
much detail it can see, and which columns/filters it can see.
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rearrange the columns displayed on the right. After making changes to filters or columns, click the
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provides a great interactive method to test various filter combinations. Once the filters show a specific



data set you need to see often, we recommend that you save them as a stored filter set to reuse later.
YouYl & Ffa2 OfAO] GKS dwdzy wSLRNI¢ odzidz2y G2 Ndzy |

Filters

In addition to the filter configuration in the detail dialog above, reports, monitors, viewpoint maps, and
KPI models all allow you to configure filters tparate the data you need to see for each specific
instance. For example, you may want a monitor that only shows video conferences with poor call
quality, a KPI model showing international calls by country, or a report that only shows IM and email
toffomaRRNBaadSa SYyRAYy3a Ay aX0StSYIFLGSoySiséo

Filters are configured the same way no matter what they are used for, and stored filter sets can be
shared between components. We strongly recommend saving combinations of filters that you may need
use again later. If yohave trouble finding the right combination of filters to apply, we recommend

using the view details dialog to test filter changes interactively.

Stored Filter Set {using OR fogic)

Filter Set#1

Filter Set#2

Filters (using AND logic}

Data Source iz (='Generated Audio’ or =" Generated CUCM’)
Department
Criteriaz Current ¥ | Is ¥ = T Add
Friar Mot =
Between
Like
Save Filters As__ Add Filter Type:  Please Select . v

Note: The administrator may apply security restrictions to restrict which filters your login can use. In
addition, security filters may exist that will always be applied to your login automatically.

¢2 FRR I ySg FAELGSNE aStSOG GKS RSAANBR FA{GSNI vyl
select one, a new filter definition line will be addedtotheCA f § SNE ¢ fAa0X | yR | LI y¢
below it to allow you to specify the criteria to include or exclude. At any time, you may show or hide the
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To filter traffic, you need to use the criteria panel to specify exactly what you want to include or exclude.

INOf dzZRS FAfGSNER G(GStf GKS SyaiayS aL 2yte gtyd G2 Ay
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Goddé o6dzii G2y tRefritafi&pganelNAAbEN Gp adisk AR \&lued B select from:

Multiselect ﬂﬂ

Use the search options to nammow down the list of choices.

Starts With v || 5

5000

2001

5002

5003

004

5005

5006

5007

3003

s009

5010

5011 -
Use for the prior leg
Exclude the selected items

Combine the selected items

K Cancel

By default this list will only show up to the first 1000 options. If you choose a filter type with thousands
of values to choose from, then you will need to use the search options to nalwaua the list to find

what you are looking for. Select the appropriate values, check the exclude box if you wish to exclude
these values from the report, and click OK.
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table in the database, like external phone numbers and email addresses. The number of internal

addresses are bound by the size of your organization, but the number of external addresses could easily

be in the millions. Itis also importaiit2 | SSLJ Ay YAYR GKI G (GKS adddé 0o dzi
select a small number of specific values, perhaps fewer than 25, but not when you want to specify a

range of 1000 values.

w

In those cases, you need to specify the appropriate values fromithea k b2 1§ aSt SOGA2Y 02E
O2YLI NRAazy 2LISNIG2N) aStSO0GAz2y 02ESZ Yl ydzi £ fe GeLiS
to add it to criteria list below. As you add filter criteria, it shows up in the list below the criteria control



panel as wll as in the filter definition line above it. The text in the line above may be abbreviated due to
limited space, but it attempts to make the selected filter logic clear.

Data Source iz (='Generated Audio’ or ='Generated CUCM")
User Exiension ig ("5000°.."5999" and not (="2009" or ="S0107)
Criteria: Current ¥ | Is ¥ | Between ¥ | S000 and 5999 Add

Current Is Eetween 5000 .. 5999
5009
5010

Current Mot

Current Mot

=

Note:¢ KS a[ LY9¢ O2YLI NR&A2Y 2LISNI G2N) a8 SEA 0KV NI 64 BROL
Y §OKS& Fye ydzYoSNI 2F OKIFNIYOGSNBR® {2 AG[LY9 pré g2
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In the example above, traffic will only be included in the report if it matches 6ckhS a5 G { 2 dzNDS
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Stored Filter Set {using OR logic)

#| Demo Data Source
#| Extensions 5000..5399
Filter Set 1

Fitter Set 2



Stored filter sets can be used for much more than providing OR logic. Any time you find yourself needing

to use the same filter values multiple times, save them. If you want to combine them with AND logic
frdGSNI 2y AyadSIR 27T tdnen thie2ighi(\hich cOpiied te(r filtér Kriferiacdowh LI € 0 dz
G2 GKS aCAfGiSNRBRe¢ fAald o0St20 AyadSIR 2F OKSOlAy13
use that filter set in Monitors and Viewpoint (and vice versa).

Note: Somereportswill not provide the option to use or save filter sets. This includes older custom
reports and newer reports that provide a limited filter set. Only a report that provides the full set of UC
traffic filters can take advantage of stored filter sets.

Manage Destinations (Alarm Notification Delivery)

Most alarm notifications are sent to the same group of people, setting that up multiple times is a pain.

Ly GKS dGalyl3S 5SadtAylriaArzyaéeé aSOlAaz2ys &2dz Oy ONB
PredictiveUC Analytics.

CNRY (KS 5SaidAyliAz2yad RAFf23 &2dz OFy FrighRcorher RSaGAY
of the list.To edit an existingestination click on its name. To deletedastinatio= Of A O] 2y (KS ¢
button to the right of it.

Destmaions R T

Name Delivery Method +
1Alarm with Mo Mofification MNeone
Default Alarm Destination Email
Development Email
IT Email
IT Managers Email
Close

There are a number of alarm delivery methods to choose from. For example, you can send a simple text
email to alert a specific person/group, generate an SMTP trap, send an IM message to Cisco Spark, or
run a report and have that delivered to someone auttivally. The Predictive UC Analytics delivery
mechanism allows custom scripts to be written to provide custom delivery metfood®u as a

professional service.

Note:¢ KS G H! tFNY gAGK b2 b2GAFAOFNGA2YE R Satonwil GAZ2Y |
be sent. This is useful when you still want to track alarms in Assurance in areas like UC Devices and
Network Devices.



Destinaion R T

Mame: IT Managers
Delivery: Emazil ¥
TO: john.smith@telemate net
CC: bob jonesidtelemate.net alex richardsi@telemate. net
Subject: Predictive UC Analytics Alarm
Body:
Test Delivery Method
OK Cancel
Dashboards

The dashboard component allows you to build custom sipglge dashboards that combine display

information from several different analytics components. It allows you to add, move, and resize
GoARISGAE GKFG FOG la 6AYyR2ga Aylz2tmécdntacyeeiest as> Y2
statistics. Once completed, a dashboard can be locked to prevent ataiddanges, and then it can be

shared with specific privilege groups/roles.

We strongly recommend that administrators create dashboards to share witkadoministrators

instead of allowing nomdministrators to create their own. For example, you may Geatl & { I £ S &
alylF3SNE RIFIFakKoz2FNR (KFd t221a GKS alFyYS F2NJ SOSNE
his or her sales department. A regional sales manager would see the same dashboard filled with data

from multiple sales departments.



= | PREDICTIVE UC Dashboard + Sample Dashboard Ademin View: | admin v admin & €

Agent Status Sample Monitor

Concurrent Calls o
Distinct Sessions ‘

Consulting | Atlanta

Consulting | Atlanta

Concurrent Calls

A e

Creating Dashboards

Because you may have several different concerns regarding your data, you can create several different
RFraKo2lFNR aLJ 3Sa¢ GKIG @2dz Oy a¢6AG0OK o0SGoSSy | dzA
Dashboard category icon in the navigation e 2 KSy K2@SNAyYy 3 2SN 6KS A02y
symbol. To edit the current dashboard page, the gear icon will appear when hovering over the icon for

the dashboard in the menu. Clicking either icon will open up the Dashboard properties window.

DELLET
Sample Dashboard I:I
Analytics Analytics
Assurance Assurance
Assignment Assignment
Security Security
Settings Settings

Search Search

Help Help
Logout Logout




(ex. add icon on Dashboard category) (ex. gear icon on a dashboard page)

Dashboard z Properties

When you create dashboard youwill be required to specifg name. The icon and description are
optional, and will be used in the navigation menu. thkscription is displayed as a popout when

hovering over the dashboard name or icon in the menu. If you are logged in with an admin account with
access to view other managers, you will also be allowed to share it with a security group (in which case
other members of that group will be able to see it but not modify it).

Dashboards support a number of different types of widgets. Currently, widgets based on Monitors,
ViewPoints, KPl Model Scores, KPl Model Views and Contact Center data can be createdadtba can
gARIASG o0& aStSOGAYy3a GKS RSAANBR b &E@Séxising LIS FNRY
widget, click on its name. To deletanadgett. Of A O1 2y (KS &GE¢ odzidzy (2 GK

Locking a dashboard will prevent the widgets from being mamatiresized on the page. The settings
F2NJ KS RIFIaAaKo2FNR FYyR dag¢gAR3ISGa¢g OFly aagatt 0SS SRAG

Dashboard Propeties: Sample Dastboard 7 x|

Mame: [Eample Dashboard aa
Description: Sample dashboard and widgeis.
e

Share With (Mot Shared) v
Hame Type Style
Sample Confact Center Contact Center Pig
Sample KPI Model Score KPI Model Score Summary/Box
Sample KPI Model View KPIl Model View Lime
Sample Monitor Monitor Line
Sample ViewPoint ViewPoint Map

Add Widget: (Please Select...) ¥

Lock (Mo changes can be made fo the dashboard or widgels) Save Deleie Cancel

Dashboard Widget z Common
There a number of common properties shared between the different widget types.

1) Custom Name When a custom mae is provided it is used as the title for the widget. The
custom name can also be used as a description to better identify what is being displayed in the
widget.



2) Title Sizing; There are three sizing options for widget titles. Default is a static size and will not
change if the widget size changes. Fill is dynamic sizing and will adjust based on the size of the
widget. Hidden hides the title.

3) Caption Sizing, There are thre sizing options for widget captions. Default is a static size and
will not change if the widget size changes. Fill is dynamic sizing and will adjust based on the size
of the widget. Hidden hides the caption.

4) Chart Styleg Some of the chart styles ar@havailable for every widget. The available styles
include Line, Line Filled, Pie, Polar Area, Doughnut, Bar, Bar Stacked, and Summary/Box charts.
Summary/Box charts will only display a number representing the value of the selected data.

5) Legend Style There are a number of legend placement styles. Hidden hides the legend.
Horizontal displays the legend horizontally across the bottom for the chart. Vertical (Bottom)
has the legend displayed vertically below the chart. Vertical (Right) positions a Viedadl to
the right of the chart. Vertical (Lefpositions a vertical legend to the left of the chart.

Dashboard Widget z Monitor

When you create avidget based on a redgime traffic monitor, first you mustselect an existing monitor.

If you do not haven existing monitor already configured you will need create one in the Monitors

component. After selecting your monitor, configure the common widget properties and set the time

range slider. The slider narrows the time range displayed in the chartsed&inme monitors the slider

Ffft2¢a @2dz 62 aStSO0 Nry3aSa tA1S aLIad m K2dz2NEZ a&

Dashooars Wiagetproperties 3

Monitor: Sample Monitor ¥

Custom Mame:

Title Sizing Default r

Chart Siyle Lime r

Legend Style: Hidden r
24 hours ago Current
OK Cancel

Dashboard Widget z ViewPoint

When you create aidget based on ViewPoiffirst you mustselect an existing ViewPoint view. tfuy

do not have an existing view already configured you will need create one in the ViewPoint component.

After selecting your view, configure the common widget properties and set the time range slider. The

slider narrows the time range displayed in the dhaFor ViewPoint the slider allows you to select

NI y3asSa tA1S aLIl ad m K2dzNEX LIl ad W K2dzZNBE (2 p K2 dz



Note: Zooming and repositioning the ViewPoint maps require you to hold down the CTRL key while
using the mouse. To drag/repositianmap, hold down the CTRL key, click and hold with the mouse
button, and then move the mouse. To zoom in or out of a map, hold down the CTRL key and use the
mousewheel to control the zoonThe dashboard can not be locked.

N

ViewPaint: Sample ViewPoint ¥

Custom Mame:

Title Sizing Default ¥
Legend Style: Hidden r
24 hours ago Current

MNote: Zooming and reposifioning the ViewPoint maps require you to hold down the CTRL key while

using the mouse. To drag/reposition a map, hold down the CTRL key, click and hold with the mouse

button, and then move the mouse. To zoom in or owt of a2 map, hold down the CTEL key and use the
mousewheel to control the zoom.

Dashboard Widget z KPl Model Score

Creatingawidget based on a KPI Model Score requires you to select the KPI Model and KPI Model View
before you can select the KPI Model Score. If you do not have an existing KPI Model already configured
you will need create one in the KPI Model comeohn After selecting your model, view and score, you

will be able to select the period type. The lowest period type is determined on what the base period
type is set to in the KPI Model. Next you will need to select a client/parent to chart. Sincedhiéte

be hundreds of client/parent combinations for the model, the list is based on those that have already
been checked in the KPI Model component for the selected view.

Note: The KPI Model Score widget is presented in the summary/box style. Theskialue is only for a
single client and single score.



Dashooars Wiagetproperties 3

KP1 Model: Audio Counts ¥
KPI1 Model View IDefault r
KPIl Model Score Concurrent Calls r

Custom Mame:

Period Type: Quarter Hour r
Department \ Division: | Consulting \ Atlanta r
Title Sizing Default ¥
Caption Sizing: Default r
K Cancel

Dashboard Widget z KPI Model View

Creatingawidget based on a KPI Model View requires you to select the KPI Model and KPI Model View
before you can select the KPI Model Score. If you do not have stimg¥KPI| Model already configured

you will need create one in the KPI Model component. After selecting your model, view and score, you
will be able to select the period type. The lowest period type is determined on what the base period
type is set to irthe KPI Model.

The client/parent combinations available for the widget are inherited from the KPI Model View on

creation of the widget. If you change the selected clients in the KPI Model View, the clients in the

widget will not change. If you need tpdate the client/parent values after creating the widget you can

R2 a2 o0& OftAO1lAy3 GKS Updageiconfigired glikrss frarekiPliivbael view®w (i K S

Note: The KPI Model View widget is displayed as one of the line or bar chart styles. The data plotted is
for a single score.



Dashooars Wiagetproperties 3

KP1 Model: Audio Counts ¥
KPl Model View IDefault ¥
KPl Model Score Concurrent Calls r

Custom Mame:

Period Type: Cuarter Hour r
Title Sizing Default r
Chart Type: Data Only (without analytics Y
Chart Style Line r
Legend Style: Hidden r
24 hours ago Current
S
. Consulting Aflanta
. Exacuiive Aflanta
. Research Aflanta
. Sales Aflanta
Service Aflanta =

Update configured clients from KPI Model View

0K Cancel

Dashboard Widget z Contact Center

Contact Center widgets do not use existing objects to build the widget. However, it does ssartbe

data that is available in the Contact Center component. The custom name is required for the widget and

is used as the title. All data displayed in the widget will come from a single data source and either CSQs

or Teams that have been collected fronth | / / - @ ¢2 FRR /{vak¢SIYa 2N 5t
button in the topright corner of the listTo edit an existingelection click on its name. To delete a

selectorr Of A0l 2y (GKS d&aE¢ odzidizy (2 GKS NAIKIG 2F Ado

Note: Depending on the chart style seked, the number of allowed CSQs/Teams and Data Fields may

be limited. For the Summary/Box style, you are allowed to pick multiple CSQs/Teams and only a single
data field. For Pie chart styles, you can either have multiple CSQs/Teams and a singédddata fi

single CSQ/Team and multiple data fields. For Bar chart styles, you can have multiple CSQs/Teams and
multiple data fields. When choosing multiple data fields they must be the same type.

The Summary/Box style has an additional setting for Thresholthe data field value is greater than or
equal to the threshold, the background color of the widget changes to match the selected color. This
allows you to set up a visual indicator for when a Contact Center value reaches a certain threshold.
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Custom Mame: | Sample Contact Cenfer

Data Source: UCCX r
Grouping: CsQ ¥
Cs50 +

Ce0-15
Data Field +

Agents - Ready
Agents - Logged In

Agents - Reserved

Aoents - Talking h

Title Sizing Default ¥

Chart Style Pie r

Legend Style: Hidden r
oK Cancel

Movin g and Resizing Dashboard Widgets

Dashboard Widgets can easily be moved and resized. Moving a widget is as simple as clicking and
holding the left mouse button on the widget. You can then drag the widget to the desired location.
Resizing the widget can loene by clicking and holding the left button near the edge of the widget. You

will see the mouse cursor become a directional arrow when you are in the proper area to initiate a
resize.

Note: When moving and resizing, widgets will float to the top of plagye to fill up space as it becomes
available. Also, widgets can not be moved or resized if the dashboard has been locked. The dashboard
can be unlocked in the dashboard properties.

Analytics Features

The Trending Component
The trending component gives yan instant higHevel summary of your traffic for the past several
days, weeks, months, or quarters to help you quickly spot steonh and longterm trends in your UC

traffic without having to run a report. Options are limited to keep it quick and &asge. For more
advanced options, configure a KPI model or a report.



The trending component provides four charts with these five options to control them:

Grouping: Media Type Increment: Days Summary: Session Count Data Source: All Data Sources Media Type: All Media Types

1 Grouping:Specify whether you want to see traffic grouped by media type (or direction if only
one type is available), trend period (to compare recent weeks by day of week or recent years by
month or quarter), or data source (to compare data source A against B and/or C).

Increment: Specify whether you want to see recent days, weeks, months, or quarters.

Summary:Specify whether you want to see total session counts, duration, cost, bandwidth, or
Fye 20KSNJ ydzYSNAO FTASEtR® hyteé FTASEtRaA O2y TAIdzNB
91 Data SourceQuick selection to include/exclude traffic by data soukt#hen grouping by data
source, you must select data sources here to compare against each other (the charts can only
display 5).
1 Media Type:Quick selection to include/exclude traffic by media type.
Note: In the topright corner of each chart, youwillséex A Sg 5SSl Afaé¢ | yR a{SUGdAy:
G/ 2YY2y CSIFddz2NBaé¢ aSOlA2y 2F GKAA R20dzySyid T2N (K
view options.
AEA O2AAAT O 41 OA1 66 #EAOO
The recent totals chart shows you the total session count, tiuracost, etc. for recent days, weeks,
months, or quarters based on the currently selected options. It also uses statistics calculated from those
NEOSyid GAYS LISNAR2Ra (2 RSUGUSNNYAYS K2g aO2YLX SGS¢ i
at wh Wotbtal orihe end of the current time period. For example, if you see 1000 completed calls
at 2:15PM today, and the same weekday from prior weeks were 73% complete (on average) by 2:15PM,
GKS aGtwhw9/ ¢95¢ G201t F2N ¢ BRI0®.¢é $2dAZ R 6S motrn O

The grouping selection controls which totals are added to which bars. The example charts below show
grouping by Media Type (left) vs. Trend Period (right) while viewing daily (top) vs. monthly (bottom)

session count totals for IM and Audio traffiThe topleft chart indicates that traffic fell sharply for both
G¢2RIF&¢ | yR a, -Bghticiamadanfidné tiat, bukitSalsaisPows that traffic also fell off

RN} adAOFtte aflrad 6SS1¢ FTNRY ¢KdzNERI Be baitkmd@tdza K { dzy
chart shows monthly deviations that make it difficult to see a trend, but the bottigint chart shows

clearly that while most months have seen y¢atyear growth, a downward trend started in March and

seems to be continuing in April. Afithis can be seen very quickly with a few clicks in the trending page.
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trending upward or downward, it is often important to sedether it is due to a change in the number

of active users versus a change in how active those users have been. The example charts below use the
same grouping as the sample charts above to show how the different grouping options affect it.
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This chart compares departments against each other to give you totals for the top 5. The totals are over
GKS LI ad FS¢6 RIeasx 6SS1az Y2y(iKaz 2NJ ljdza NISNR RA&
pie chart is displayed for eagrouping (whether that turns out to be media type, direction, time period,

or data source). In the example charts below, you can see that while Sales generates the most overall
traffic, Services generates the most Video traffic and Support generatesdbeApp Sharing traffic.
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This chart requires a bit more explanation because it contains more densely packed information
displayed in a box plot with whiskers, and the grouping options selected have a larger impatatdh
displays. The top and bottom of each box are always tffea?®l 75" percentile values. The range inside
the box is often called the middle 50% or the In@uartile Range (IQR). The horizontal line drawn inside
the box is the 50 percentile (or median) value. Outliers are not displayed on this chart, so the whiskers
are used to show the min and max values.

2 KSy GKS GAYS AyONBYSyid Aa aSi G2 FyedkKAy3da f2y3aSN
of daily totals. In adition to showing the box plot, this type of distribution will also show the average (or

mean) daily totals as dots. The dots are connected with lines connecting to make it easier to spot
upward/downward trends over time for a single group. Based on timensary value you choose, these

can be daily total session counts, total duration, total cost, total bandwidth, etc. This chart can quickly

IAOS AYAAAKEG AyG2 6KIG @2dz2NJ YAYS YFES FyR (G@LRAOI ¢
time for whatever group selections you choose to look at.

2 KSYy GKS GAYS AYyONBYSyl Aa &aSd G2 a5le&aés RAAGNRO
meaningless, so the box plots change to show more detailed distributions within each day. What they
showdesy Ra 2y (KS adzYYI NB @I fdzS &@2dz OK22aSo 2KSy (K
the box plot shows the distribution of session counts throughout the day. For example, if 50% of the

RFreQa OFfta INB 208SNJ G SEIDNB& Mmivohd avd (KISH & SRR S
OKIFNI f221a Fd G2 RSGSNNAYS GKIFG G2RIFIE& A& a-32 02Y
adzYYF NE @FfdzS Aa aSid G2 I yeélKA-gessiobstatisted forthatyalie a/ 2 4
(e.g. themin, max, and middle 50% session costs for the day).

NOTEI 2 3SNJ KS Y2dza$S LRAYGSNI 20SNI yée asSi 2F o02ESa
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The Contact Center Component

The Contact Center component displays ftiale statistics for Cisco Contact Center data sources so you
can keep an eye on your agents and CSQs (or Contact Service Queues). This component will only be
available if you have purchased a data source license for your Contact Center and the servicesynecess

to configure the Predictive UC Analytics dashboard scripts to colleetimeatata from your Contact
Center.

The options at the top of the page allows you to filter and hide the different sections:

Data Source Filter C5Q Filter View Options

For example, the options allow you to choose FdE NS y i Rl G a2 dz2NOSz asSt SOid |
monitor (sometimes you need to monitor a few of them instead of one or all of them), or to hide
aSOitA2ya 2N UKS 6So6 LI3AS KSFRSNI G2 3IShH Y2NB 2dzi 2
CSQ Statistics

The informationcg G F AYSR Ay a/ {v {{dFrGdArAatArdas O2YBme RANBOGT
{ylFLlaK2G¢é FSIFGd2NB® 5SLISYRAYT 2y K2g @&2dzNJ RIF &Ko 2 N
updated in reatime via the CTI protocol or pulled from the Cisco dateljaeriodically (typically every 5

to 30 seconds). It contains some immediate counters, such as how many calls are currently waiting in

each CSQ and how many agents are currently available to handle those calls. It also contains some

summary information fothe current day. You may click on any numeric value in this table to define

thresholds for highlighting the value in different colors to make it stand out. For example, if the number

of calls waiting jumps to 10 for CSQ 3, you may want to see it higdightred so you can take steps to
free up agents to handle some of those calls.

Note: As different queues have different volumes, thresholds are saved separately for each queue. The
saved thresholds also must be configured per manager.



C5Q Statistics - {3
ate

CsqQ Last Upd
Cosges v e Tewng s ving | ]| pbandona | peqvevs | Avrge| x| et | avrge | s
5 1 2 4 ]

cso | [ 2 D ) D 00028 | 0:01:07  0:0D:0D  O:01:06 | D:01:48 0:0D:02
csaz 5 1 1 B 0 ) 8 D 0 0:01:23 | 0:0300 0:00:00 00206  D:0345  0:00:02
cs03 5 1 1 2 D ) 1 D D D:0D:0Z | 0:0D:02 | D:0D:0D | O:01:03 | D:01:03 | D:0D:02
cs04 a 1 1 1 0 1 1 D 0 00252 | 0:0252 0:0D:00 0:0346  D0346  0:00:02
Totals: 1 14 o o 0:01:11  0:03:00 0:00:00 0:02:00 0:03:46
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columns in the text view. An additional option allows you to toggle the display to show the information

as a bar chart. As a bar chart the data can be accumulated baseditimy, handled, abandoned

and/or dequeued calls.

C5AQ Statistics - {3
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Live Calls by Agent
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displayed. If the agent is on the phone, it displays all available call information. This information is

updated once per second.

Live Calls by Agent v L

Agent Reason Code

St ime Jowecion | A oroW G5a | Guoue Tev | i T o Tone | T T |

Claims

Smith, Alaina 4134 Talking 56692727

Smith, Amber 4142 Mot Ready [

Smith, Anterrica 4138 Talking 5669:20:59

Smith, Ashley 4135 0:00:07

Smith, Bradley 4135 5669:10:45

Smith, Cameron 4125 0:05:02 | 03:30:55PM | Incoming 7702675073 CSQ1 0:00:19 0:00:02 0:00:00 0:05:02
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Smith, Charles 4128 2 00501

Smith, Clara 4141 0:00:32

Smith, Erin 4120 ] 1:32:00

Smith, Haley 4122 0:11:01 03:24:50 PM  Incoming 4042100802 CSQ3 0:00:03 0:00:03 0:00:00 D0:11:01
Smith, Heather 4140 2 0:01:34

Smith, Jennifer 4114 Talking 0:05:01 03:30:45 PM  Incoming 7066161881 CSQ1 0:00:23 0:00:08 0:00:00 D:05:01
Smith, Jessica 4117 Mot Ready § 5669:07:34

Smith, Kristen 4128 Mot Ready T:10:15

Smith, LaTonya 4122 0:05:40  02:35:45PM Outgoing 918037550273 C5Q2 0:02:09 0:00:08 0:00:00 0:00:59
Smith, Mary 4133 0:00:04

Smith, Morgan 4138 2 5669:16:56

Smith, Sean 4118 0:01:38

Smith, Sha' Rae 4124
Smith, Shonterria 4120
Smith, Tametrius 4128
Smith, Thwanna 4115

5669:15:09
0:14:52
5665:08:57
0:03:23
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columns in the text view. An additional option allows you to toggle the display to show the information

as a bar chart. As a bar chart the data can be accumulated based on queue time, ring time, hold time
and/or talk time.

Note:Thissectiy 6Aff y2d4 aK2g¢ Olftfta glAdGAyI Ay | [/ {vd {S

Live Calls by CSQ
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[ 2y Gl OG [/ Sy i SN Aisplagslall liteCB@ B gréouged by SQ@. Zhis inforination is

updated once per second.
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CSQ Summary
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depends on the time window you specified when configuring the dashboard collection script. It is often

more useful to be able to see the number of calls that have been dequeued or abandoned in the past

30-60 minutes than for the entire day.



