
 

 

 

 

 

 

 

 

 

tǊŜŘƛŎǘƛǾŜ ¦/ !ƴŀƭȅǘƛŎǎϰ  

²Ŝō !ǇǇƭƛŎŀǘƛƻƴ CƛǊǎǘ {ǘŜǇǎ 

DǳƛŘŜ 
 

 

 

 

 



Cumulus Managed Service ɀ Overview  

The Cumulus Managed ServiceΣ ǇƻǿŜǊŜŘ ōȅ tǊŜŘƛŎǘƛǾŜ ¦/ !ƴŀƭȅǘƛŎǎϰΣ ƳŀƪŜǎ ƛǘ Ŝŀǎȅ ŦƻǊ ȅƻǳ ǘƻ ƻǳǘπǎƻǳǊŎŜ 

your UC analytic infrastructure needs. ¢ƘŜ ƻƴƭȅ ǎƻŦǘǿŀǊŜ ȅƻǳ ƴŜŜŘ ǘƻ ƛƴǎǘŀƭƭ ƻƴπǎƛǘŜ ƛǎ ǘƘŜ ¢ŜƭŜaŀǘŜΩǎ 

Collector Proϰ (which is described in detail in another document), and our customer service 

representatives will assist you with its installation and configuration. Once all of your UC sources 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. You will be give n your own HTTPS web portal with a host name 

ƭƛƪŜ ғŎǳǎǘƻƳŜǊҔΦǘŜƭŜƳŀǘŜΦŎƻƳ ǿƛǘƘ ŀ ǾŀƭƛŘ ǘǊǳǎǘŜŘ ŎŜǊǘƛŦƛŎŀǘŜΣ ŀƴŘ ȅƻǳ Ŏŀƴ ǳǎŜ ǘƘŀǘ ǇƻǊǘŀƭ ǘƻ Ǌǳƴ ŀŘπƘƻŎ 

reports or schedule them to be distributed automatically.  

Service Highlights  
 

ω The managed Service is SSAE-18 Type 2 SOC 1 certified.  All processes and controls are audited and 
tested by a third party CPA firm annually. 

ω The managed server cluster HA environment that ƛǎ ƪŜǇǘ ŀǘ ŀ ǎŜŎǳǊŜ ŎƻπƭƻŎŀǘƛƻƴs facilities with 
redundant power, cooling, and ƘƛƎƘπǎǇŜŜŘ LƴǘŜǊƴŜǘ ǎŜǊǾƛŎŜΦ ¢Ƙƛǎ ǇǊƻǾƛŘŜǎ ŀ ǾŜǊȅ ƘƛƎƘ ƭŜǾŜƭ ƻŦ ǇƘȅǎƛŎŀƭ 
security and availability.  The co-location facility is located at Quality Technology Services ς Atlanta 
Metro http://www.qtsdatacenters.com/data_centers/southeast/atlanta_ga.aspx 

ω 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 for a valid destination.  

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

ω A new Virtual Machine is created for each customer with its own Cumulus enterprise server 
installation. Each has a completely separate configuration, web server, and database attached to our 
managed server cluster(s).  

ω Professional Services configure and manage all 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.  

ω All customer log files and databases are backed up on a nightly, weekly, and monthly rotation 
schedule.  

ω bƛƎƘǘƭȅ ŀƴŘ ǿŜŜƪƭȅ ōŀŎƪǳǇǎ ŀǊŜ ƪŜǇǘ ŀǘ ǘƘŜ ŎƻπƭƻŎŀǘƛƻƴ ŦƻǊ ǉǳƛŎƪ ǊŜŎƻǾŜǊȅΦ aƻƴǘƘƭȅ ōŀŎƪǳǇǎ ŀǊŜ 
ǘŀƪŜƴ ƻŦŦπǎƛǘŜ ǘƻ ǇǊƻǘŜŎǘ ŀƎŀƛƴǎǘ ŀ ŘƛǎŀǎǘŜǊ ŀǘ ǘƘŜ ŎƻπƭƻŎŀǘƛƻƴΦ  Virtualization technologies are utilized 
for intra-day recoveries.  

http://www.qtsdatacenters.com/data_centers/southeast/atlanta_ga.aspx


Web Portal Highlights  
 
ω Each customer receives their own host name under the telemate.com domain.  

 

ω The web portal only accepts HTTPS traffic, and our server has a valid trusted certificate.  

 

ω With the help of customer service, each customer may set up accounts for logging into their web 

ǇƻǊǘŀƭΦ !ƭƭ ŦŜŀǘǳǊŜǎ ƻŦ ǘƘŜ ǿŜō ǇƻǊǘŀƭ ŀǊŜ ǎŜŎǳǊƛǘȅ ōŀǎŜŘ ŀƴŘ Ŏŀƴ ōŜ ŎƻƴǘǊƻƭƭŜŘ ōȅ ŀ ǳǎŜǊΩǎ ƭƻƎ-in 

credentials.  You may choose to have one administrator account or 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. 

 

ω In addition to letting you run/schedule reports, the web portal also allows you to view/manage the 

organizational directory. 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 moves/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.  

 

ω Completed reports may be archived on the web portal for a period of time, where you can download 

them securely via HTTPS.  Report archives can be individual or group accessible.  Archives content 

can supports several automatic management methods to ensure archives always contain current  

reports.  

 

ω If you choose to configure SMTP, you may also configure reports to be delivered 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 send an email if you wish to use this option safely. You may 

ŀƭǎƻ ǳǎŜ ŀ ǿŜōπōŀǎŜŘ ŜƳŀƛƭ ŀŎŎƻǳƴǘ ƭƛƪŜ DƳŀƛƭ ƛŦ ȅƻǳ ǘǊǳǎǘ ƛǘ ǘƻ ƪŜŜǇ ȅƻǳǊ Řŀǘŀ ǎŀŦŜΦ  

 

ω LŦ ȅƻǳǊ ƭƻƎ ŎƻƭƭŜŎǘƛƻƴ ƳŜǘƘƻŘ ƛǎ ǊŜŀƭπǘƛƳŜ ƻǊ ƴŜŀǊ ǊŜŀƭπǘƛƳŜΣ ȅƻǳ Ŏŀƴ ǘŀƪŜ ŀŘǾŀƴǘŀƎŜ ƻŦ ǘƘŜ ǿŜō 

ǇƻǊǘŀƭΩǎ ǊŜŀƭπtime call monitors. You 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 

Ŏŀƴ ƳŀƪŜ ŀ ƎǊŀǇƘ ǇŜǊǎƛǎǘŜƴǘ όƻǊ ǎŀǾŜŘύ ǎƻ ƛǘΩǎ ŀƭǿŀȅǎ ǘƘŜǊŜ ǿƘŜƴ ȅƻǳ log into the portal, and you 

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 administrators to monitor 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 of the advanced analytics features are only available in the web interface. These features 

include real-time trending, dashboards, monitors, viewpoint maps, and predictive KPI models. 

Administrators can also configure additional logins to grant different levels of 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. Administrators can also configure tenants, granting ownership of a section of the 

ŘƛǊŜŎǘƻǊȅ ƻǊƎŀƴƛȊŀǘƛƻƴ ǘƻ ǘŜƴŀƴǘ ŀŘƳƛƴƛǎǘǊŀǘƻǊǎΦ ¢ƘŜ ά!ŘƳƛƴ ±ƛŜǿέ ŦŜŀǘǳǊŜ ŀƭƭƻǿǎ ŀŘƳƛƴƛǎǘǊŀǘƻǊǎ ǘƻ ŀŎǘ 

as other logins to test their security privileges. 

Secure Authentication  
For all 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 attempt to loƎ ƛƴΦ LŦ ƛǘ ǎǘŀǊǘǎ ǿƛǘƘ άƘǘǘǇΥκκέ ƛƴǎǘŜŀŘ ƻŦ 

άƘǘǘǇǎΥκκέΣ ǇƭŜŀǎŜ ǊŜŦŜǊ ǘƻ ǘƘŜ ƭŀǎǘ ǎŜŎǘƛƻƴ ƻŦ ǘƘŜ CƛǊǎǘ {ǘŜǇǎ DǳƛŘŜ ŦƻǊ ǘƘŜ ŀŘƳƛƴ ŎƭƛŜƴǘΦ 

Predictive UC Analytics supports these authentication methods for authenticating logins: 

¶ Local: Predictive UC Analytics manages 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. 

¶ LDAP: Predictive UC 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. 

¶ Alternative Authentication: Predictive UC Analytics supports a number of alternative 

authentication methods that require additional professional services to configure and test. The 

most popular 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 

ŀōƭŜ ǘƻ ƭƻƎ ƛƴǘƻ ǘƘŜ ǿŜō ƛƴǘŜǊŦŀŎŜ ǳƴǘƛƭ ȅƻǳ ǎŜǘ ŀƴ ƛƴƛǘƛŀƭ ǇŀǎǎǿƻǊŘ ŦƻǊ ǘƘŜƳ ƛƴ ǘƘŜ ά¦ǎŜǊ aŀƴŀƎŜǊέ 

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: 

¶ The navigation menu button 



¶ The title of the current page 

¶ !ƴ ά!ŘƳƛƴ ±ƛŜǿέ ǎŜƭŜŎǘƛƻƴ ŦƻǊ ǘŜǎǘƛƴƎ ƻǘƘŜǊ ƳŀƴŀƎŜǊ ŀŎŎƻǳƴǘǎΦ 

¶ Icons for changing manager settings, viewing general 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 sub-menus with additional selections beneath them. The pin icon at the very 

bottom can toggle the menu state between: keep hidden, icons only, or keep open. 

 

Manager Settings 
Click the login name or the person icon next to it in the top-right corner to access manager settings. This 

will open a dialog box to allow you to change generic options for your login like color scheme, tool-tips, 

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

 

Common Features 
The web interface has a few common features and icons that you may see in 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 looks like three dots connected with lines. That icon 

ǿƛƭƭ ƻǇŜƴ ŀ ǎƳŀƭƭ ǇƻǇǳǇ ŎƻƴǘŀƛƴƛƴƎ ŀ ¦w[ ŀƴŘ ŀ ά/ƻǇȅέ ōǳǘǘƻƴΦ  ¢ƘŜ ά/ƻǇȅέ ōǳǘǘƻƴ ǿƛƭƭ ŎƻǇȅ ǘƘŜ ¦w[ ǘƻ 

your clipboard.  The URL can be used to share content with other people, or embed content using 

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

Run Report  

 - 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  

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

View Details  

 - 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 display session detail records for the currently selected: directory entity, 

KPI model, trending chart, etc. Filters and a date range will be pre-configured based on your current 

selection, and you will be able to adjust the filters in the dialog. 

 

Note: The administrator may apply security restrictions on whether your login can view details, how 

much detail it can see, and which columns/filters it can see. 

¢ƘŜ άCƛƭǘŜǊǎέ ƛŎƻƴ ƻƴ ǘƘŜ ƭŜŦǘ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ƳƻŘƛŦȅ ǘƘŜ ŦƛƭǘŜǊǎ ŀƴŘ ǘƘŜ ŘŀǘŜκǘƛƳŜ ǊŀƴƎŜ ǘƻ ŀǇǇƭȅ ǘƻ ǘƘŜ 

deǘŀƛƭ ǊŜŎƻǊŘǎ ŘƛǎǇƭŀȅŜŘ ƻƴ ǘƘŜ ǊƛƎƘǘΦ ¢ƘŜ ά/ƻƭǳƳƴǎέ ƛŎƻƴ ƻƴ ǘƘŜ ƭŜŦǘ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ŀŘŘΣ ǊŜƳƻǾŜΣ ƻǊ 

rearrange the columns displayed on the right. After making changes to filters or columns, click the 

άwŜŦǊŜǎƘέ ƛŎƻƴ όǿƘƛŎƘ ƭƻƻƪǎ ƭƛƪŜ ŀ ǊƛƎƘǘ ŀǊǊƻǿύ ǘƻ ǊŜŦǊŜǎƘ the detail records on the right. This tool 

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. 

You Ƴŀȅ ŀƭǎƻ ŎƭƛŎƪ ǘƘŜ άwǳƴ wŜǇƻǊǘέ ōǳǘǘƻƴ ǘƻ Ǌǳƴ ŀ ǊŜǇƻǊǘ ǿƛǘƘ ǘƘŜ ŎǳǊǊŜƴǘ ŦƛƭǘŜǊǎ ŀǇǇƭƛŜŘΦ 

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 to separate 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 

to/from aŘŘǊŜǎǎŜǎ ŜƴŘƛƴƎ ƛƴ άϪǘŜƭŜƳŀǘŜΦƴŜǘέΦ 

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 you have trouble finding the right combination of filters to apply, we recommend 

using the view details dialog to test filter changes interactively. 

 

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. 

¢ƻ ŀŘŘ ŀ ƴŜǿ ŦƛƭǘŜǊΣ ǎŜƭŜŎǘ ǘƘŜ ŘŜǎƛǊŜŘ ŦƛƭǘŜǊ ƴŀƳŜ ŦǊƻƳ ǘƘŜ ά!ŘŘ CƛƭǘŜǊ ¢ȅǇŜέ ǎŜƭŜŎǘƛƻƴ ōƻȄΦ ²ƘŜƴ ȅƻǳ 

select one, a new filter definition line will be added to the άCƛƭǘŜǊǎέ ƭƛǎǘΣ ŀƴŘ ŀ ǇŀƴŜƭ ƻŦ ŎƻƴǘǊƻƭǎ ǿƛƭƭ ƻǇŜƴ 

below it to allow you to specify the criteria to include or exclude. At any time, you may show or hide the 

ŎǊƛǘŜǊƛŀ ǇŀƴŜƭ ōȅ ŎƭƛŎƪƛƴƎ ƻƴ ŀ ŦƛƭǘŜǊ ŘŜŦƛƴƛǘƛƻƴ ƭƛƴŜ ƛƴ ǘƘŀǘ ƭƛǎǘΦ Lƴ ǘƘŜ ǎŎǊŜŜƴǎƘƻǘ ŀōƻǾŜΣ ŀ ά5ŀǘŀ {ƻǳǊŎŜέ 

ŦƛƭǘŜǊ ƘŀŘ ōŜŜƴ ŎƻƴŦƛƎǳǊŜŘ ǇǊŜǾƛƻǳǎƭȅ ŀƴŘ ǘƘŜ ά5ŜǇŀǊǘƳŜƴǘέ ŦƛƭǘŜǊ ƴŀƳŜ ƘŀŘ Ƨǳǎǘ ōŜŜƴ ǎŜƭŜŎǘŜŘ ŦǊƻƳ ǘƘŜ 

ά!ŘŘ CƛƭǘŜǊ ¢ȅǇŜέ ǎŜƭŜŎǘƛƻƴΦ 



To filter traffic, you need to use the criteria panel to specify exactly what you want to include or exclude. 

InŎƭǳŘŜ ŦƛƭǘŜǊǎ ǘŜƭƭ ǘƘŜ ŜƴƎƛƴŜ άL ƻƴƭȅ ǿŀƴǘ ǘƻ ƛƴŎƭǳŘŜ ȄΣ ȅΣ ŀƴŘ ȊέΦ 9ȄŎƭǳŘŜ ŦƛƭǘŜǊǎ ǘŜƭƭ ǘƘŜ ŜƴƎƛƴŜ άL ǿŀƴǘ ǘƻ 

ƛƴŎƭǳŘŜ ŜǾŜǊȅǘƘƛƴƎ ŜȄŎŜǇǘ ȄΣ ȅΣ ŀƴŘ ȊέΦ CƻǊ Ƴƻǎǘ ŦƛƭǘŜǊ ǘȅǇŜǎΣ ǘƘŜ ŜŀǎƛŜǎǘ ǿŀȅ ǘƻ Řƻ ǘƘƛǎ ƛǎ ǘƻ ŎƭƛŎƪ ǘƘŜ ǎƳŀƭƭ 

άΦΦΦέ ōǳǘǘƻƴ ƻƴ ǘƘŜ ǊƛƎƘǘ ǎƛŘŜ ƻŦ the criteria panel to bring up a list of values to select from: 

 

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 narrow down 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. 

{ƻƳŜ ŦƛƭǘŜǊ ǘȅǇŜǎ Řƻ ƴƻǘ ǎƘƻǿ ŀ άΦΦΦέ ōǳǘǘƻƴΦ ¢ƘŜǎŜ ǘŜƴŘ ǘƻ ōŜ ǾŀƭǳŜǎ ƴƻǘ ǘǊŀŎƪŜŘ ƛƴ ǘƘeir own special 

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. It is also important ǘƻ ƪŜŜǇ ƛƴ ƳƛƴŘ ǘƘŀǘ ǘƘŜ άΦΦΦέ ōǳǘǘƻƴ ǿƻǊƪǎ ǿŜƭƭ ǿƘŜƴ ȅƻǳ ǿŀƴǘ ǘƻ 

select a small number of specific values, perhaps fewer than 25, but not when you want to specify a 

range of 1000 values. 

In those cases, you need to specify the appropriate values from the άLǎκbƻǘέ ǎŜƭŜŎǘƛƻƴ ōƻȄΣ ǘƘŜ 

ŎƻƳǇŀǊƛǎƻƴ ƻǇŜǊŀǘƻǊ ǎŜƭŜŎǘƛƻƴ ōƻȄΣ Ƴŀƴǳŀƭƭȅ ǘȅǇŜ ƛƴ ǘƘŜ ǎŜŀǊŎƘ ŎǊƛǘŜǊƛŀΣ ŀƴŘ ǘƘŜƴ ŎƭƛŎƪ ǘƘŜ ά!ŘŘέ ōǳǘǘƻƴ 

to add it to criteria list below. As you add filter criteria, it shows up in the list below the criteria control 



panel as well 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. 

 

Note: ¢ƘŜ ά[LY9έ ŎƻƳǇŀǊƛǎƻƴ ƻǇŜǊŀǘƻǊ ǳǎŜǎ {v[ ǿƛƭŘŎŀǊŘǎΣ ǎƻ ΨψΩ ǿƛƭƭ ƳŀǘŎƘ ŀƴȅ ǎƛƴƎƭŜ ŎƘŀǊŀŎǘŜǊ ŀƴŘ Ψ҈Ω 

ƳŀǘŎƘŜǎ ŀƴȅ ƴǳƳōŜǊ ƻŦ ŎƘŀǊŀŎǘŜǊǎΦ {ƻ ά[LY9 р҈έ ǿƻǳƭŘ ƳŜŀƴ ά{ǘŀǊǘǎ ²ƛǘƘ рέΣ ά[ƛƪŜ ҈рέ ǿƻǳƭŘ ƳŜŀƴ 

ά9ƴŘǎ ²ƛǘƘ рέ ŀƴŘ ά[LY9 ҈р҈έ ǿƻǳƭŘ ƳŜŀƴ ά/ƻƴǘŀƛƴǎ рέΦ 

In the example above, traffic will only be included in the report if it matches both ǘƘŜ ά5ŀǘŀ {ƻǳǊŎŜέ 

ŦƛƭǘŜǊ !b5 ǘƘŜ ά¦ǎŜǊ 9ȄǘŜƴǎƛƻƴέ ŦƛƭǘŜǊ όƴƻǘŜ ǘƘŜ άǳǎƛƴƎ !b5 ƭƻƎƛŎέ ǊŜƳƛƴŘŜǊ ŀōƻǾŜύΦ ¢ƻ ƳŀǘŎƘ ǘƘŜ ŦƛǊǎǘ 

ŦƛƭǘŜǊΣ ǘƘŜ ǘǊŀŦŦƛŎ Ƴǳǎǘ ōŜ ƎŜƴŜǊŀǘŜŘ ōȅ ǘƘŜ ά5ŜƳƻέ ƻǊ ǘƘŜ ά¦//·έ Řŀǘŀ ǎƻǳǊŎŜΦ ¢ƻ ƳŀǘŎƘ ǘƘŜ ǎŜŎƻƴŘΣ ǘƘŜ 

traffic must be assigned to a ά¦ǎŜǊ 9ȄǘŜƴǎƛƻƴέ ƛƴ ǘƘŜ ǊŀƴƎŜ ōŜǘǿŜŜƴ άрлллέ ŀƴŘ άрфффέ 9·/9t¢ ŦƻǊ 

άрллфέ ŀƴŘ άрлмлέ όǿƘƛŎƘ ǿŜǊŜ ǎǇŜŎƛŦƛŎŀƭƭȅ ŜȄŎƭǳŘŜŘύΦ 

¢ƻ ǊŜƳƻǾŜ ƻƴŜ ǇŀǊǘ ƻŦ ŀ ŦƛƭǘŜǊΩǎ ŎǊƛǘŜǊƛŀΣ ŦƻǊ ŜȄŀƳǇƭŜ ǘƘŜ άbƻǘ Ґ рллфέ ŎǊƛǘŜǊƛŀ ƭƛƴŜ ŀōƻǾŜΣ ŎƭƛŎƪ ǘƘŜ άȄέ 

button on the right of that ŎǊƛǘŜǊƛŀΦ ¢ƻ ǊŜƳƻǾŜ ǘƘŜ ŜƴǘƛǊŜ ά¦ǎŜǊ 9ȄǘŜƴǎƛƻƴέ ŦƛƭǘŜǊΣ ŎƭƛŎƪ ǘƘŜ άȄέ ōǳǘǘƻƴ ƻƴ 

ǘƘŜ ǊƛƎƘǘ ƻŦ ǘƘŀǘ ŦƛƭǘŜǊΩǎ ŘŜŦƛƴƛǘƛƻƴ ƭƛƴŜΦ 

!ǎ ƳŜƴǘƛƻƴŜŘ ŀōƻǾŜΣ ǘƘŜ ƴƻǊƳŀƭ ŦƛƭǘŜǊǎ ŀƭǿŀȅǎ ǳǎŜ ά!b5έ ƭƻƎƛŎΦ {ǳǇǇƻǎŜ ȅƻǳ ƴŜŜŘ ǘƻ ǎǇŜŎƛŦȅ ŦƛƭǘŜǊǎ ǘƻ 

include all traffic that is eiǘƘŜǊ ŦǊƻƳ ǘƘŜ ά5ŜƳƻέ Řŀǘŀ ǎƻǳǊŎŜ ƻǊ Ƙŀǎ ŀƴ ŜȄǘŜƴǎƛƻƴ ƛƴ ǘƘŜ ǊŀƴƎŜ ŦǊƻƳ 

άрлллέ ǘƻ άрфффέΦ LŦ ȅƻǳ ƎƭŀƴŎŜ ŀōƻǾŜ ǘƘŜ άCƛƭǘŜǊǎέ ōƻȄ ǘƻ ǘƘŜ ά{ǘƻǊŜŘ CƛƭǘŜǊ {Ŝǘǎέ ōƻȄΣ ȅƻǳ ǎƘƻǳƭŘ ǎǇƻǘ ŀ 

ǊŜƳƛƴŘŜǊ ǘƘŀǘ ǎŀȅǎ άǳǎƛƴƎ hw ƭƻƎƛŎέΦ ¢ƘŜ ǎƻƭǳǘƛƻƴ ƛǎ ǘƻ ŀŘŘ ŀ 5ŀǘŀ {ƻǳǊŎŜ ŦƛƭǘŜǊ ǎŜǘ ǘƻ άLǎ Ґ 5ŜƳƻέ ŀƴŘ 

ŎƭƛŎƪ ǘƘŜ ά{ŀǾŜ CƛƭǘŜǊǎ !ǎέ ōǳǘǘƻƴΦ ¢ƘŜƴ ŎƭŜŀǊ ǘƘŀǘ ŦƛƭǘŜǊ ŀƴŘ ŀŘŘ ŀƴ 9ȄǘŜƴǎƛƻƴ ŦƛƭǘŜǊ ǎŜǘ ǘƻ άLǎ .ŜǘǿŜŜƴ 

рлллΦΦрфффέ ŀƴŘ ŎƭƛŎƪ ǘƘŜ ά{ŀǾŜ CƛƭǘŜǊǎ !ǎέ ōǳǘǘƻƴΦ ¢ƘŜƴ ŎƭŜŀǊ ǘƘŀǘ ŦƛƭǘŜǊ ŀƴŘ ŎƘŜŎƪ ōƻǘƘ ƻŦ ǘƘŜ ƴŜǿ 

ά{ǘƻǊŜŘ CƛƭǘŜǊ {ŜǘǎέΦ 

 



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 

ƭŀǘŜǊ ƻƴ ƛƴǎǘŜŀŘ ƻŦ hw ƭƻƎƛŎΣ ŎƭƛŎƪ ǘƘŜ ά/ƻǇȅέ ōǳǘton on the right (which copies their filter criteria down 

ǘƻ ǘƘŜ άCƛƭǘŜǊǎέ ƭƛǎǘ ōŜƭƻǿύ ƛƴǎǘŜŀŘ ƻŦ ŎƘŜŎƪƛƴƎ ǘƘŜƳΦ ²ƘŜƴ ȅƻǳ ǎŀǾŜ ŀ ǎŜǘ ƻŦ ŦƛƭǘŜǊǎ ŦƻǊ ŀ ǊŜǇƻǊǘΣ ȅƻǳ Ŏŀƴ 

use that filter set in Monitors and Viewpoint (and vice versa). 

Note: Some reports will 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. 

Lƴ ǘƘŜ άaŀƴŀƎŜ 5Ŝǎǘƛƴŀǘƛƻƴǎέ ǎŜŎǘƛƻƴΣ ȅƻǳ Ŏŀƴ ŎǊŜŀǘŜΣ ŜŘƛǘ ŀƴŘ ŘŜƭŜǘŜ ŘŜǎǘƛƴŀǘƛƻƴǎ ǘƻ ōŜ ǳǎŜŘ ƛƴ 

Predictive UC Analytics.  

CǊƻƳ ǘƘŜ 5Ŝǎǘƛƴŀǘƛƻƴǎ ŘƛŀƭƻƎ ȅƻǳ Ŏŀƴ ŀŘŘ ŀ ŘŜǎǘƛƴŀǘƛƻƴ ōȅ ŎƭƛŎƪƛƴƎ ǘƘŜ άҌέ ōǳǘǘƻƴ ƛƴ ǘƘŜ ǘƻǇ-right corner 

of the list. To edit an existing destination, click on its name. To delete a destinationΣ ŎƭƛŎƪ ƻƴ ǘƘŜ άȄέ 

button to the right of it. 

 

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 automatically. The Predictive UC Analytics delivery 

mechanism allows custom scripts to be written to provide custom delivery methods for you as a 

professional service. 

Note: ¢ƘŜ άΗ!ƭŀǊƳ ǿƛǘƘ bƻ bƻǘƛŦƛŎŀǘƛƻƴέ ŘŜǎǘƛƴŀǘƛƻƴ ŀƭƭƻǿǎ ŀƭŀǊƳǎ ǘƻ ōŜ ŎǊŜŀǘŜŘΣ ōǳǘ ƴƻ ƴƻǘƛŦication will 

be sent.  This is useful when you still want to track alarms in Assurance in areas like UC Devices and 

Network Devices. 



 

 

Dashboards 
The dashboard component allows you to build custom single-page dashboards that combine display 

information from several different analytics components. It allows you to add, move, and resize 

άǿƛŘƎŜǘǎέ ǘƘŀǘ ŀŎǘ ŀǎ ǿƛƴŘƻǿǎ ƛƴǘƻ YtL ƳƻŘŜƭǎΣ ƳƻƴƛǘƻǊǎΣ ǾƛŜǿǇƻƛƴǘ ƳŀǇǎΣ ŀƴŘ ǊŜŀƭ-time contact center 

statistics. Once completed, a dashboard can be locked to prevent accidental changes, and then it can be 

shared with specific privilege groups/roles. 

We strongly recommend that administrators create dashboards to share with non-administrators 

instead of allowing non-administrators to create their own. For example, you may creatŜ ŀ ά{ŀƭŜǎ 

aŀƴŀƎŜǊέ ŘŀǎƘōƻŀǊŘ ǘƘŀǘ ƭƻƻƪǎ ǘƘŜ ǎŀƳŜ ŦƻǊ ŜǾŜǊȅ ǎŀƭŜǎ ƳŀƴŀƎŜǊ ƭƻƎƛƴΣ ōǳǘ ŦƛƭƭŜŘ ǿƛǘƘ Řŀǘŀ ǎǇŜŎƛŦƛŎ ǘƻ 

his or her sales department. A regional sales manager would see the same dashboard filled with data 

from multiple sales departments. 



 

 

Creating Dashboards 

Because you may have several different concerns regarding your data, you can create several different 

ŘŀǎƘōƻŀǊŘ άǇŀƎŜǎέ ǘƘŀǘ ȅƻǳ Ŏŀƴ ǎǿƛǘŎƘ ōŜǘǿŜŜƴ ǉǳƛŎƪƭȅΦ ¢ƻ ŎǊŜŀǘŜ ŀ ƴŜǿ ŘŀǎƘōƻŀǊŘΣ ŎƭƛŎƪ ƻƴ ǘƘŜ 

Dashboard category icon in the navigation menǳΦ ²ƘŜƴ ƘƻǾŜǊƛƴƎ ƻǾŜǊ ǘƘŜ ƛŎƻƴ ƛǘ ǿƛƭƭ ōŜŎƻƳŜ ŀ άҌέ 

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. 

 

  



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

Dashboard  ɀ Properties  

When you create a dashboard, you will be required to specify a name. The icon and description are 

optional, and will be used in the navigation menu.  The description 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, KPI Model Scores, KPI Model Views and Contact Center data can be created.  You can add a 

ǿƛŘƎŜǘ ōȅ ǎŜƭŜŎǘƛƴƎ ǘƘŜ ŘŜǎƛǊŜŘ ǿƛŘƎŜǘ ǘȅǇŜ ŦǊƻƳ ǘƘŜ ά!ŘŘ ²ƛŘƎŜǘέ ŘǊƻǇ ŘƻǿƴΦ To edit an existing 

widget, click on its name. To delete a widgetΣ ŎƭƛŎƪ ƻƴ ǘƘŜ άȄέ ōǳǘǘƻƴ ǘƻ ǘƘŜ ǊƛƎƘǘ ƻŦ ƛǘΦ 

Locking a dashboard will prevent the widgets from being moved and resized on the page.  The settings 

ŦƻǊ ǘƘŜ ŘŀǎƘōƻŀǊŘ ŀƴŘ άǿƛŘƎŜǘǎέ Ŏŀƴ ǎǘƛƭƭ ōŜ ŜŘƛǘŜŘ Ǿƛŀ ǘƘŜ ǎŜǘǘƛƴƎǎ ŘƛŀƭƻƎΦ 

 

Dashboard  Widget  ɀ Common 

There a number of common properties shared between the different widget types.   

1) Custom Name ς When a custom name 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 ς 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 ς There are three 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 Style ς Some of the chart styles are not available 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 ς 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 vertical legend to 

the right of the chart. Vertical (Left) positions a vertical legend to the left of the chart. 

Dashboard  Widget  ɀ Monitor  

When you create a widget based on a real-time traffic monitor, first you must select an existing monitor. 

If you do not have an 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 charts. For real-time monitors the slider 

ŀƭƭƻǿǎ ȅƻǳ ǘƻ ǎŜƭŜŎǘ ǊŀƴƎŜǎ ƭƛƪŜ άǇŀǎǘ м ƘƻǳǊέΣ άǇŀǎǘ н ƘƻǳǊǎ ǘƻ р ƘƻǳǊǎ ŀƎƻέΣ ƻǊ Ǉŀǎǘ нп ƘƻǳǊǎΦ 

 

Dashboard  Widget  ɀ ViewPoint  

When you create a widget based on ViewPoint, first you must select an existing ViewPoint view. If you 

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 charts. For ViewPoint the slider allows you to select 

ǊŀƴƎŜǎ ƭƛƪŜ άǇŀǎǘ м ƘƻǳǊέΣ άǇŀǎǘ н ƘƻǳǊǎ ǘƻ р ƘƻǳǊǎ ŀƎƻέΣ ƻǊ Ǉŀǎǘ нп ƘƻǳǊǎΦ 



Note: Zooming and repositioning 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 out of a map, hold down the CTRL key and use the 

mousewheel to control the zoom. The dashboard can not be locked. 

 

Dashboard  Widget  ɀ KPI Model Score  

Creating a widget 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 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 in the KPI Model.  Next you will need to select a client/parent to chart.  Since there could 

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.  The value shown is only for a 

single client and single score. 



 

Dashboard  Widget  ɀ KPI Model View  

Creating a widget 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 an existing 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 in the 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 to update the client/parent values after creating the widget you can 

Řƻ ǎƻ ōȅ ŎƭƛŎƪƛƴƎ ǘƘŜ ƭƛƴƪ ŀǘ ǘƘŜ ōƻǘǘƻƳ ƻŦ ǘƘŜ ŘƛŀƭƻƎ άUpdate configured clients from KPI Model ViewέΦ 

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. 

 



 

Dashboard  Widget  ɀ Contact Center 

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

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 from thŜ ¦//·Φ  ¢ƻ ŀŘŘ /{vǎκ¢ŜŀƳǎ ƻǊ 5ŀǘŀ CƛŜƭŘǎΣ ŎƭƛŎƪ ǘƘŜ άҌέ 

button in the top-right corner of the list. To edit an existing selection, click on its name. To delete a 

selectionΣ ŎƭƛŎƪ ƻƴ ǘƘŜ άȄέ ōǳǘǘƻƴ ǘƻ ǘƘŜ ǊƛƎƘǘ ƻŦ ƛǘΦ 

Note: Depending on the chart style selected, 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 single data field or a 

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 Threshold.  If the 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. 

 



 

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 be done 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 the page 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 you an instant high-level summary of your traffic for the past several 

days, weeks, months, or quarters to help you quickly spot short-term and long-term trends in your UC 

traffic without having to run a report. Options are limited to keep it quick and easy to use. 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: 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 

ŀƴȅ ƻǘƘŜǊ ƴǳƳŜǊƛŎ ŦƛŜƭŘΦ hƴƭȅ ŦƛŜƭŘǎ ŎƻƴŦƛƎǳǊŜŘ ŀǎ ŀƴ άŀŎŎǳƳǳƭŀǘƻǊέ ǿƛƭƭ ōŜ ŀǾŀƛƭŀōƭŜ ƘŜǊŜΦ 

¶ Data Source: Quick selection to include/exclude traffic by data source. When grouping by data 

source, you must select data sources here to compare against each other (the charts can only 

display 5). 

¶ Media Type: Quick selection to include/exclude traffic by media type. 

Note: In the top-right corner of each chart, you will see ά±ƛŜǿ 5Ŝǘŀƛƭǎέ ŀƴŘ ά{ŜǘǘƛƴƎǎέ ƛŎƻƴǎΦ wŜŦŜǊ ǘƻ ǘƘŜ 

ά/ƻƳƳƻƴ CŜŀǘǳǊŜǎέ ǎŜŎǘƛƻƴ ƻŦ ǘƘƛǎ ŘƻŎǳƳŜƴǘ ŦƻǊ ǘƘŜ ŦƻǊƳŜǊΦ ¢ƘŜ ƭŀǘǘŜǊ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ŎƘŀƴƎŜ ǘƘŜ ŎƘŀǊǘΩǎ 

view options. 

4ÈÅ Ȱ2ÅÃÅÎÔ 4ÏÔÁÌÓȱ #ÈÁÒÔ 

The recent totals chart shows you the total session count, duration, cost, etc. for recent days, weeks, 

months, or quarters based on the currently selected options. It also uses statistics calculated from those 

ǊŜŎŜƴǘ ǘƛƳŜ ǇŜǊƛƻŘǎ ǘƻ ŘŜǘŜǊƳƛƴŜ Ƙƻǿ άŎƻƳǇƭŜǘŜέ ǘƘŜ ŎǳǊǊŜƴǘ ǘƛƳŜ ǇŜǊƛƻŘ ƛǎ ǎƻ ƛǘ Ŏŀƴ ŎŀƭŎǳƭŀǘŜ ŀ 

άtwhW9/¢95έ total for the 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, 

ǘƘŜ άtwhW9/¢95έ ǘƻǘŀƭ ŦƻǊ ά¢ƻŘŀȅέ ǿƻǳƭŘ ōŜ мотл Ŏŀƭƭǎ όто҈ ƻŦ мотл is 1000). 

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 traffic. The top-left chart indicates that traffic fell sharply for both 

ά¢ƻŘŀȅέ ŀƴŘ ά¸ŜǎǘŜǊŘŀȅέΦ ¢ƘŜ ǘƻǇ-right chart confirms that, but it also shows that traffic also fell off 

ŘǊŀǎǘƛŎŀƭƭȅ άƭŀǎǘ ǿŜŜƪέ ŦǊƻƳ ¢ƘǳǊǎŘŀȅ ǘƘǊƻǳƎƘ {ǳƴŘŀȅ ŀƴŘ н ǿŜŜƪǎ ŀƎƻ ƻƴ ²ŜŘƴŜǎŘŀȅΦ ¢he bottom-left 

chart shows monthly deviations that make it difficult to see a trend, but the bottom-right chart shows 

clearly that while most months have seen year-to-year growth, a downward trend started in March and 

seems to be continuing in April. All of this can be seen very quickly with a few clicks in the trending page. 



 

4ÈÅ Ȱ!ÄÏÐÔÉÏÎ 2ÁÔÅȱ #ÈÁÒÔ 

¢Ƙƛǎ ŎƘŀǊǘ ŀƴǎǿŜǊǎ ǘƘŜ ǉǳŜǎǘƛƻƴΥ άIƻǿ Ƴŀƴȅ ǳǎŜǊǎ ŀǊŜ ŀŎǘƛǾŜƭȅ ǳǎƛƴƎ ǘƘƛǎ ǎŜǊǾƛŎŜΚέ ²ƘŜƴ ǘǊŀŦŦƛŎ ƛǎ 

trending upward or downward, it is often important to see whether 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. 

 

4ÈÅ Ȱ4ÏÐ υ $ÅÐÁÒÔÍÅÎÔÓȱ #ÈÁÒÔ 

This chart compares departments against each other to give you totals for the top 5. The totals are over 

ǘƘŜ Ǉŀǎǘ ŦŜǿ ŘŀȅǎΣ ǿŜŜƪǎΣ ƳƻƴǘƘǎΣ ƻǊ ǉǳŀǊǘŜǊǎ ŘƛǎǇƭŀȅŜŘ ƛƴ ǘƘŜ άwŜŎŜƴǘ ¢ƻǘŀƭǎέ ŎƘŀǊǘΦ ! ǎŜǇŀǊŀǘŜ ǘƻǇ р 

pie chart is displayed for each grouping (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 generates the most App Sharing traffic. 



 

4ÈÅ Ȱ3ÔÁÔÉÓÔÉÃÁÌ $ÉÓÔÒÉÂÕÔÉÏÎȱ #ÈÁÒÔ 

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 impact on what it 

displays. The top and bottom of each box are always the 25th and 75th percentile values. The range inside 

the box is often called the middle 50% or the Inter-Quartile Range (IQR). The horizontal line drawn inside 

the box is the 50th percentile (or median) value. Outliers are not displayed on this chart, so the whiskers 

are used to show the min and max values. 

²ƘŜƴ ǘƘŜ ǘƛƳŜ ƛƴŎǊŜƳŜƴǘ ƛǎ ǎŜǘ ǘƻ ŀƴȅǘƘƛƴƎ ƭƻƴƎŜǊ ǘƘŀƴ ά5ŀȅǎέΣ ǘƘŜ ōƻȄ Ǉƭƻǘ ŀƭǿŀȅǎ ǎƘƻǿǎ ŀ ŘƛǎǘǊƛōǳǘƛƻƴ 

of daily totals. In addition 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 the summary value you choose, these 

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

ƎƛǾŜ ƛƴǎƛƎƘǘ ƛƴǘƻ ǿƘŀǘ ȅƻǳǊ ƳƛƴΣ ƳŀȄΣ ŀƴŘ ǘȅǇƛŎŀƭ Řŀȅǎ ƭƻƻƪ ƭƛƪŜ ŀǎ ǿŜƭƭ ŀǎ Ƙƻǿ άǘȅǇƛŎŀƭέ Ƙŀǎ ŎƘŀƴƎŜŘ ƻǾŜǊ 

time for whatever group selections you choose to look at. 

²ƘŜƴ ǘƘŜ ǘƛƳŜ ƛƴŎǊŜƳŜƴǘ ƛǎ ǎŜǘ ǘƻ ά5ŀȅǎέΣ ŘƛǎǘǊƛōǳǘƛƻƴǎ ƻŦ Řŀƛƭȅ ǘƻǘŀƭǎ ŦƻǊ ƛƴŘƛǾƛŘǳŀƭ Řŀȅǎ ǿƻǳƭŘ ōŜ 

meaningless, so the box plots change to show more detailed distributions within each day. What they 

show depŜƴŘǎ ƻƴ ǘƘŜ ǎǳƳƳŀǊȅ ǾŀƭǳŜ ȅƻǳ ŎƘƻƻǎŜΦ ²ƘŜƴ ǘƘŜ ǎǳƳƳŀǊȅ ǾŀƭǳŜ ƛǎ ǎŜǘ ǘƻ ά{Ŝǎǎƛƻƴ /ƻǳƴǘέΣ 

the box plot shows the distribution of session counts throughout the day. For example, if 50% of the 

ŘŀȅΩǎ Ŏŀƭƭǎ ŀǊŜ ƻǾŜǊ ŀǘ ŜȄŀŎǘƭȅ мΥооtaΣ ǘƘŜ ƳŜŘƛŀƴ ƭƛƴŜ ƛǎ ŘǊŀǿƴ ǘƘŜǊŜΦ ό¢Ƙƛǎ ƛǎ ǿƘŀǘ ǘƘŜ άwŜŎŜƴǘ ¢ƻǘŀƭǎέ 

ŎƘŀǊǘ ƭƻƻƪǎ ŀǘ ǘƻ ŘŜǘŜǊƳƛƴŜ ǘƘŀǘ ǘƻŘŀȅ ƛǎ ά·҈ ŎƻƳǇƭŜǘŜέ ǘƻ ŎŀƭŎǳƭŀǘŜ άtwhW9/¢95έ ǾŀƭǳŜǎΦύ ²ƘŜƴ ǘƘŜ 

ǎǳƳƳŀǊȅ ǾŀƭǳŜ ƛǎ ǎŜǘ ǘƻ ŀƴȅǘƘƛƴƎ ŜƭǎŜΣ ƭƛƪŜ ά/ƻǎǘέΣ ǘƘŜ ōƻȄ Ǉƭƻǘ ǎƘƻǿǎ ǇŜǊ-session statistics for that value 

(e.g. the min, max, and middle 50% session costs for the day). 

NOTE: IƻǾŜǊ ǘƘŜ ƳƻǳǎŜ ǇƻƛƴǘŜǊ ƻǾŜǊ ŀƴȅ ǎŜǘ ƻŦ ōƻȄŜǎ ǘƻ ǎŜŜ ǎǇŜŎƛŦƛŎ ƴǳƳŜǊƛŎ ǾŀƭǳŜǎ ƛƴ ǘƘŜ ŦƻǊƳ ƻŦ άƳƛƴ 

ς 25%/50%/75% - ƳŀȄέΦ 



 

The Contact Center Component  
The Contact Center component displays real-time 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 services necessary 

to configure the Predictive UC Analytics dashboard scripts to collect real-time data from your Contact 

Center. 

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

 

For example, the options allow you to choose a difŦŜǊŜƴǘ Řŀǘŀ ǎƻǳǊŎŜΣ ǎŜƭŜŎǘ ŀ ƘŀƴŘŦǳƭ ƻŦ /{vΩǎ ǘƻ 

monitor (sometimes you need to monitor a few of them instead of one or all of them), or to hide 

ǎŜŎǘƛƻƴǎ ƻǊ ǘƘŜ ǿŜō ǇŀƎŜ ƘŜŀŘŜǊ ǘƻ ƎŜǘ ƳƻǊŜ ƻǳǘ ƻŦ ȅƻǳǊ ǎŎǊŜŜƴΩǎ ǊŜŀƭ ŜǎǘŀǘŜΦ 

CSQ Statistics 

The information coƴǘŀƛƴŜŘ ƛƴ ά/{v {ǘŀǘƛǎǘƛŎǎέ ŎƻƳŜǎ ŘƛǊŜŎǘƭȅ ŦǊƻƳ ȅƻǳǊ /ƻƴǘŀŎǘ /ŜƴǘŜǊΩǎ άwŜŀƭ-Time 

{ƴŀǇǎƘƻǘέ ŦŜŀǘǳǊŜΦ 5ŜǇŜƴŘƛƴƎ ƻƴ Ƙƻǿ ȅƻǳǊ ŘŀǎƘōƻŀǊŘ ŎƻƭƭŜŎǘƛƻƴ ǎŎǊƛǇǘ ƛǎ ŎƻƴŦƛƎǳǊŜŘΣ ƛǘ Ŏŀƴ ŜƛǘƘŜǊ ōŜ 

updated in real-time via the CTI protocol or pulled from the Cisco database periodically (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 for the 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 highlighted in red 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. 



 

Clicking the gear icon in the upper-ǊƛƎƘǘ ŎƻǊƴŜǊ ƻŦ ǘƘŜ ά/{v {ǘŀǘƛǎǘƛŎǎέ ǎŜŎǘƛƻƴ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ƘƛŘŜ 

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 waiting, handled, abandoned 

and/or dequeued calls. 

 

Live Calls by Agent 

¢ƘŜ ά[ƛǾŜ /ŀƭƭǎ ōȅ !ƎŜƴǘέ ǎŜŎǘƛƻƴ ƛǎ ƻƴƭȅ ŀǾŀƛƭŀōƭŜ ƛŦ ȅƻǳ ŀǊŜ ŎƻƭƭŜŎǘƛƴƎ ƭƛǾŜ Ŏŀƭƭ ƛƴŦƻǊƳŀǘƛƻƴ Ǿƛŀ ǘƘŜ /ƛǎŎƻ 

/ƻƴǘŀŎǘ /ŜƴǘŜǊΩǎ /¢L ǇǊƻǘƻŎƻƭΦ LŦ ǎƻΣ ƛǘ ŘƛǎǇƭŀȅǎ ŀƎŜƴǘǎ ƎǊƻǳǇŜŘ ōȅ ǘŜŀƳΦ 9ŀŎƘ ŀƎŜƴǘΩǎ ŎǳǊǊŜƴǘ ǎǘŀǘŜ ƛǎ 

displayed. If the agent is on the phone, it displays all available call information. This information is 

updated once per second. 

 



Clicking the gear icon in the upper-ǊƛƎƘǘ ŎƻǊƴŜǊ ƻŦ ǘƘŜ ά[ƛǾŜ /ŀƭƭǎ ōȅ !ƎŜƴǘέ ǎŜŎǘƛƻƴ ŀƭƭƻǿǎ you to hide 

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: This sectioƴ ǿƛƭƭ ƴƻǘ ǎƘƻǿ Ŏŀƭƭǎ ǿŀƛǘƛƴƎ ƛƴ ŀ /{vΦ {ŜŜ ά[ƛǾŜ /ŀƭƭǎ ōȅ /{vέ ŦƻǊ ǘƘŀǘ ƛƴŦƻǊƳŀǘƛƻƴΦ 

Live Calls by CSQ 

¢ƘŜ ά[ƛǾŜ /ŀƭƭǎ ōȅ /{vέ ǎŜŎǘƛƻƴ ƛǎ ƻƴƭȅ ŀǾŀƛƭŀōƭŜ ƛŦ ȅƻǳ ŀǊŜ ŎƻƭƭŜŎǘƛƴƎ ƭƛǾŜ Ŏŀƭƭ ƛƴŦƻǊƳŀǘƛƻƴ Ǿƛŀ ǘƘŜ /ƛǎŎƻ 

/ƻƴǘŀŎǘ /ŜƴǘŜǊΩǎ /¢L ǇǊƻǘƻŎƻƭΦ LŦ ǎƻΣ ƛǘ displays all live CSQ calls grouped by CSQ. This information is 

updated once per second. 

 

Note: ¢Ƙƛǎ ǎŜŎǘƛƻƴ ǿƛƭƭ ƴƻǘ ǎƘƻǿ ŘƛǊŜŎǘ ƛƴκƻǳǘ ŎŀƭƭǎΦ {ŜŜ ά[ƛǾŜ /ŀƭƭǎ ōȅ !ƎŜƴǘέ ŦƻǊ ǘƘŀǘ ƛƴŦƻǊƳŀǘƛƻƴΦ 

CSQ Summary 

¢ƘŜ ά/{v {ǳƳƳŀǊȅέ ǎŜŎǘƛƻƴ ƛǎ ǎƛƳƛƭŀǊ ǘƻ ǘƘŜ ά/{v {ǘŀǘƛǎǘƛŎǎέ ǎŜŎǘƛƻƴ ŀōƻǾŜΣ ōǳǘ ƛƴǎǘŜŀŘ ƻŦ ǎƘƻǿƛƴƎ ǘƘŜ 

ǎǳƳƳŀǊȅ Ŏƻǳƴǘǎ /ƛǎŎƻ ǘǊŀŎƪǎΣ ƛǘ ǎƘƻǿǎ ǘƘŜ Ŏƻǳƴǘǎ ŦǊƻƳ ǘƘŜ άwŜŎŜƴǘƭȅ /ƻƳǇƭŜǘŜŘ /ŀƭƭǎέ ǎŜŎǘƛƻƴΣ ǿƘƛŎƘ 

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. 


