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Purpose

To provide an introduction to the Interaction Client Business Manager (ICBM) software application.

Introduction

Interaction Business Manager (ICBM):

e provides Call Queue Supervisors with a user interface for easy access to display real-time
performance monitoring of Call Queues

e sends out notifications when user-defined thresholds are reached

e allows users to access various ‘views’- presented in statistics, graphs, queue and reports

e provides users with a workspace where views can be organised (including views from
different application modules)

How Do I Access Business Manager?

A license must be purchased to use ICBM.
To obtain access to ICBM, log a call with the CSU IT Service Desk (providing an account code).

You can contact the Service Desk either by calling x84357 or Online Self Service.

Getting Started

To get started using ICBM, you must open ICBM on your desktop. There are two ways to open
ICBM:

1. Double-click the IC Business Manager icon that appears on your desktop (this will
remember your last login settings); or

Il'

.2
S EITERS
Wi

2. Click Start > All Programs > Interactive Intelligence > IC Business Manager (this does not
remember your last login settings).

Whether you double click the icon or access ICBM through your Start Menu, you will see the ICBM
login screen:

1. Under the Options Tab, change the Language from English (United States) to English (Australia)
(This change will have to be changed this every time you login until a patch is released to fix)

Interaction Client Business Manager (ICBM) Page 3
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% IC Business Manager | P |

Optors

Language: [English (United 5tates) v]

@ | Logon || Concel |

2. Under the Connection Tab, Click Use Windows Authentication tick box
3. Enter your CSU credentials into the User and Password boxes, and then enter the server

address of ic.csu.edu.au and click Log On.

h& IC Business Manager | 2

Connection | Options

@—-_': Lse Windows Authentication

User smeekin
i% Server: ic.csu.edu.au
@ Log On H Cancel l

b

You will be presented with the window below:

8 1C Busiess Manager T AN

File Edit View Workspaces Tools Window Help

ONew ~ ¥ Ea @ X

=

=]
=
=
L]
=
1]
)
m

Default
Workspace

Interaction
Reporter

hen IC Business Manager loads, you have two tabs on the left hand side of the screen (Default
Workspace and Interaction Reporter).

You can add additional workspaces by going to the top of the screen and clicking Workspace >
Create workspace.

Interaction Client Business Manager (ICBM) Page 4
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Waorkspaces | Tools Window Help

' [B Create workspace...

Edit workspace...
l Creates a new custom workspace.

Delete workspace...

Reocrder workspaces...

iy Default Workspace Ctrl+1

] Interaction Reporter Ctrl+2

F iias K
iif}y Create New Workspace E@g

Mame:

Descripticn:

Icom: E]

| ok Cancel

The above box will pop up.

3. Enter a Name and Description as required, select a meaningful Icon for the Workspace (e.g.
graph icon for statistics) and click OK. This will add an extra workspace to the left hand side

of your screen
4. You can now add agent and queue information to your workspaces.

There are multiple ways to add a view to your workspace.

e Option 1 - Click File > New > View...

File | Edit View Workspaces Tools Window Help

Mew v | [ View.. Ctrl+Shift+H
Log on [B Workspace... | Creates a new view. L
Log off

831 Workgroup Details

Change password.. ay Agent or Warkgroup Queue
Exit Alt+F4 S Agent Overview

.& ] view... N o Agent Details

the
lg Agent Graph

[B Workspace...

Interaction Client Business Manager (ICBM) Page 5
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e Option 2 —In a new workspace, you’ll see the Getting Started page. Click View

i Getting Started
Getting Started

Create New:

[B Workspace...

Built-In Workspaces:

El Interaction Reporter

e Option 3 — Click New > View...

File Edit View Workspaces Tools Window Help
ONew ~ | 4 B3 @ X
] View.. Ctrl+Shift+N

[B Workspace... Creates a new view, i

Once you select a new view, you will be presented with the following screen:

-
h& Create New View

Group by: Views: | Search

I All views
- Agent Details
2 Agents and Workgroups . Interaction Supervisor
[E] Historical Reports Statistics of a single agent.

Agent Graph
Interaction Supervisor
Statistics of several agents in one or more workgroups presented in a graph,

'\""" Agent or Workgroup Queue
Interaction Supervisor
Shows an agent's or a workgroup's interaction queue.

Agent Overview
Interaction Supervisor
Statistics of several agents in one or more workgroups,

= Workgroup Details
) Interaction Supervisor

@ Workgroup Directory

Interaction Supervisor
Shows member agents of a workgroup in a directory.

Workgroup Graph
Interaction Supervisor
Rolled-up statistics on selected workgroups presented in a graph.

Waorkgroup Overview
Interaction Supervisor
Rolled-up statistics on selected workgroups.

=y Workgroup Statistics
) Interaction Supervisor

Details on a selected workgroup, This view includes the directory, the statistics and the queue (if applicable).

Statistics on selected workgroup. This view does not show the workgroup queue or the directory.

e

Interaction Client Business Manager (ICBM)
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Agent Details

This view gives statistics for a specific agent for a specified Workgroup:

1. Inthe top filter text box, you can search for an Agent (Last name, First name)

2. When found, select the agent and click Next

— 5
i Agent Detail Wizard - Select Agent [

Barlow

‘B Barlow, Matthew

Agent Q Barlow, Matthew

Workgroup CQ All objects

@ [ mnets |[ fnisn || conce |

3. Workgroups that the selected agent is a member will display in list format:

r 1
% Agent Detail Wizard - Select Workgroup u

Filter

@y All objects

& Division of Informatien Technology

T% Queue-IT Service Desk

f @ Queue-Video Conference Support |

rn Skill Group-IT Service Desk-Priority 1

@ Skill Group-Video Conference Support-Priority 1 |

83 staff

Agent 2 Barlow, Matthew

Workgroup @ Queue-IT Service Desk

(7] [6- Erevious][ —r ][ [ ]

4. Select the workgroup you wish to see the details of and click Finish.

Interaction Client Business Manager (ICBM)
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A new view will be created (Agent Details) with down boxes for Agent and Workgroup.

You have the choice to either leave the page (for a specific user and a workgroup they are in) and

create a new view per agent, or you can use this view to go to different agents as required.

i I¢ Business Manages - Statistics

Lile Edit Yiew Workspaces Jock Window Help

Crew = £ La @ X

o Ageni Detais

% || Agent: 2 Barlow, Matthew - | Warkgroup: % Queue-IT Service Desk

kS
]
@ ||  Agent Statistics

\_F'i

Average sgent pustive score
Auverage agent negative score
Average custemes pusitive scure

Aurrage customes neqative scare

7 leappprodll | 34841

Agents Graph

Curserd Period

/&
&
A
WA

Current chill

MR s

WA

WA o

MiA

WA
MR
N/&
N,
A

WA

|k

e e
Bremvaena Beriiel Preveu Sl
/A M/A
Y Y
NA A
/A /A
N/A MIA
/A M/A
LY L
A MiA s
M4 MA Ly
N/A MIA
H/A M/A
L) Mih
A [
N/A M/

F 0 Mot Bening |

This view shows a graph with specified visual statistics for multiple/singular agents:

1. Inthe top filter text box, search for a Workgroup
2. When found, select the workgroup and click Next

E'Elé Agent Graph

S

Queue-TT|

h Queue-IT Service Desk

@ | Nex ®

Finish

Cancel

3. Select the Agents you want to add to the graph (hold control (Ctrl) and click the Agent) and
click Add (if you want all Agents in the Workgroup, click Add all)

4. Click Next

Interaction Client Business Manager (ICBM)
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-
Hﬂ) Agent Graph

==

Ayailable itemns:

Selected tems:

Filter itemns Add ) x
Addall 3| @ Barlow, Matthew 4 Move up
‘5' Mowve down
« Remove all
@ [‘3‘ Ereviousl [ﬂa‘t & Finish

b

By default, this graph selects Current Period, Current Shift, Previous Period and Previous Shift

interval periods. You can select and remove the intervals you don’t need.

5. Select the Queue Statistics you wish to see in the graph and click Add

6. Click Finish

Previous Period
Previous Shift

Add Al
€ Remove

€€ Rem owve All

|| Queue Statistics

[l Longest talk time

Mon-ACD interactions

Average agent positive score
Average agent negative score

L Average customer positive score

Average customer negative score

add Al ¥
€ Remove

&« Remgave All

=
v ¥

I o
iy Agent Graph * N —— u
Interval
Current Period
Add >

& Move Up

# Move Down

4 Move Up

# Move Down

@

4 Erevious] [ Einish ] [ Cancel

Interaction Client Business Manager (ICBM)
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Bar Graph View

if}y 1C Business Manager - Statistics

File Edit View Workspaces Tools

T

Window Help

e ———

(o | o

OINew ~ | ¥ B2 @ X

|18 soedsnom

" Agent Details " |3 Agent Graph

Workgroup: %1 Queuc-IT Service Desk

Bar graph

Interactions completed [Current shift]

Average wait time [Current shift]

Average talk time [Current shift]

Average hold time [Current shift]

mabarlow
[l interactions completed [Current shift]

[T] Average hold time [Current shift]

nya| [ Average wait time [Current shift]

M/A

N/A

[l Average talk time [Current shift]

N/A

) Ieappprod0l | 34841 |

You can edit the graph once saved:

| # 0| #Notlistening | &, |

e Right click on the graph and select what you want to edit (e.g. graph types, interval periods,

grouping etc.)

View alerts...

Edit Alerts

Add/Remove agents...
Add/Remove statistics...

Chart options...

Show labels

Graph type
Group by
Legend

Help

Interaction Client Business Manager (ICBM)
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Agent or Workgroup Queue

This view will give the current interaction detail(s) for users and workgroups:

1. Select Agent or Workgroup view — you can alter the entries in the window shown below

File Edit View Workspaces Iools Window Help
DNew | % B2 @ X

- BAgent or Workgroup Queue| =

Queue type: %1 Workgroup Queues ~  Workgroup Queue: & 34705 - | Interaction Type: K5 All Types -

Name Duration State Queue Line User Station

There are currently no interactions to display

¥ 2P e ol @ O

Pickup Disconnect Transfer | Join Listen Coach | Record Pause | Private Properties

) Icappprod0l | 34841 2.0 | #Notlistening

2. Choose the drop down menus which suits:

e Queue Type — allows you to select Workgroup Queue information or User Queue
information

e  Workgroup Queue — allows you to select the queue you wish to monitor (NOTE: this
will alter Agent Queue if User Queue type is selected above).

e Interaction Type — provides a list of different interactions to monitor

Interaction Client Business Manager (ICBM) Page 11
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% IC Business Manager - Statistics _ .

| File Edit View Workspaces Tools Window Help
ONew ~ | § B3 @ X

g "% Agent or Workgroup Queue|
=
]
E Queue type: @ Workgroup Queues - Workgroup Queus: # Queue - | Interaction Type: ks All Types -
[ - ~
= 1 Workgroup Queues Duration st 53 Queue-%TEMPLATE User ﬁ All Types
o User Queues ®3 Queue-Contact Centre-Click To Call JD Call
5; Queuve-Contact Centre-Enrol " Callback
5; Queuve-Contact Centre-Future Q Chat
5; Queue-Contact Centre-Phone Alert * Email
81 Queue-Contact Centre-Switch p Generic
5; Queue-HR Service Centre | IPA Work Item

%1 Queue-IT Service Desk

!a Queuve-Library-Access Services

!a Queue-Library-Information & Liaison

5; Queue-Oral Health Centre-Bathurst-Other Enquiries
5; Queue-Oral Health Centre-Dubbo-Other Enquiries

%1 Queue-Oral Health Centre-Orange-Other Enquiries

® Queue-Oral Health Centre-Thurgoona-Other Enquiries
&1 Queue-Oral Health Centre-Wagga-Other Enquiries

. Queue-RE-SHE&SS-WW

Agent Overview

Provides the same information as the Agent Graph but in list view:

1. Inthe top filter text box, search for a Workgroup
2. When found, select the workgroup and click Next

H@j Agent Overview ﬁ

Queu e-l'l'l

m Queue-IT Service Desk ‘

3. Select the Agents you want to add to the graph (hold control (Ctrl) and click the Agent) and
click Add (if you want all Agents in the Workgroup, click Add all)
4. Click Next

By default, this graph selects Current Period, Current Shift, Previous Period and Previous Shift
interval periods. You can select and remove the intervals you don’t need.

5. Select the Queue Statistics you wish to see in the graph and click Add
6. Click Finish to see the requested information for each Agent.

Interaction Client Business Manager (ICBM) Page 12
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'H@ IC Business Manager - Statistics — — — ﬁ- ool 0 e |
Fle Edit View Workspaces ook Window Help B
ONew ~ | % S3@ X
§ @ Agent Overview| Al
’g Workgroup: %1 Queue-IT Service Desk -
:ﬁ 2 Agent Interactions completed  Average wait time [Current Averagetalk time [Current  Average hold time [Current
5 23 Workgroup [Current shif] hift] shit] ity
g, 2 Drake, Paul 0 | N/A Js | N/A Js N/A Js
2 Basic, Alen 0 | NA s N/A s N/A s
2 James, Andrew 0 ] NA s | NA s N/A s
2 Kirton, Aaron 0 ] MNA s | NA s MNA s
& Coates, Brad 0 ) NA s WA s NA s
2 Littlefair, Brendan 0 ] na s | NA s N s
@ Krause-Heuer, Christopher 0 ] wA ] NA s WA
2 Turner, Daniel 0 ] wa s | NA s A s
2 Donald-Ker, Eric 0 ] wa | A s WA s
2 Gollasch, Hayley 0 ] wa s | NA s A s
2 Connoley, John 0 ] MNA s | N/A s MNA s
2 Godbier, leremy 0 ] na s | NA s 7
@ Hay, Jason 0 ] wA ] NA s A s
2 Coleman, Ken 0 ] wA s NA s WA s
2 Barlow, Matthew 0 ] NA s | N/A s NA s
2 Hoyle, Makaelia 0 ] wa s | NA s A s
2 Leggett, Scott 0 ] 7 NA s NA s
@ Meskin-Sutherland, Shane 0 ] A s NA s NA s
2 Brown, Tim 0 ] wA ] NA s WA
2 McKenzie, Teneil 0 ] wA ] NA s A s
) Ieappprod0l | 34841 | | 20 | #Notlistening | /4, |

Workgroup Details

This view gives the majority of statistics for a singular queue in one view. You can also toggle

between Queue calls and Queue members to see their activation.

1. Inthe filter section (top left of the view), select the queue you wish to monitor

G
fifly IC Business Manager - Statistics

A e e S — -

File Edit View Workspaces Tools Workgroup Details Window Help

ONew - % G2 X

There are currently no interactions to display

P p——

QE “23 Workgroup Details| > X
5
3 ||| Workgroup: 83 Queue-IT Service Desk - Layout:| [ Classic view -
il
@ . .
El Workgroup Statistics ~
Bl || Total agents 2 Logged on 1 Available for ACD interactions 0
Not available for ACD interactions 0 Percent available 0 |% Longestavailable N/A
On inbound ACD interactions 0| Oninbound ACW o | Longest inbound ACD interaction WA |
On outbound ACD interactions [ On outbound ACW o | Longest outbound ACD interaction N/A
On non-ACD interactions 0| Longest non-ACD interaction [ N/A Interactions waiting i
Interactions On Hold 0 Interactions answered ( 0| Longest interaction waiting A
Longest talk time N/A Longest Hold Time ( N/A Logged on agents in this workgroup 1
Logged on + Activated 0 Agents available ( 0 Lowest active agent negative score N/A
Lowest active customer negative score N/A
Queue Statistics b4
i3 v1
Name Duration State Queue Line User Station -

S ¥ @ PO e o

Pickup Disconnect Transfer | Join Listen Coach | Record Pause | Private Properties

) lcappproddl | 3341 |

| 20| #Notlistening |

Interaction Client Business Manager (ICBM)
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2. Select either Queue and Members (tabs on the left hand side of the screen) for further
details:
e Queue — shows all current calls for the Workgroup
e Members — show the agents in the Workgroup with details (e.g. status and queue
activation)

MName Dwuration State Queue Line User Station

There are currently no interactions to display

siaquiapy Ty | 2nanh T

X 2 P e ol @ O

Pickup Disconnect Transfer | Join Listen Coach | Record Pause | Private Properties

Workgroup Directory

The Workgroup Directory view shows the same details in the Members tab (as appears in the
Workgroup Details view).

1) 1 Business Manager - stetics [T Ll e b=l O

File Edit View Workspaces Iools Workgroup Directory Window Help

Onew ~ | % B2a@ X

?‘ & Workgroup Directory| > X
E
g Workgroup: 83 Queue-IT Senvice Desk S
&
[E1]|| Last Name First Name Exension Depariment Skils Status Logged On Time In Status _ Activated |
b, ake Pau 846 Information Teck 3 Availab
Basic Hen 34807 Information Tech 8 Available x 132101 x
lames Andrew 26543 Information Tech.. 8 Auailable x 132101 %
Kiton Raron 34969 Infomation Tech >QGoneHome % 132101 x
Coates Brad 19007 Information Tech.. *QGoneHome % 132100 %
Littlefair Brendan 19179 Infomation Tech >QGoneHome % 132100 x
KrauseHeuer  Christopher 24926 Infomation Tech 3@ Gone Home % 132100 x
Tumer Dariel 57645 Infomation Tech.. >QGoneHome X 1321:00 x
Donald-Kerr Eic 29364 Information Tech 3@ Gone Home % 132100 x
Gollasch Hayley 12125 Infomation Tech.. >QGoneHome X 132059 x
Cornoley John 24666 Information Tech 3G Away from de 3 132059 x
Godbier Jeremy 4222 Information Tech.. 8 Available » 132059 *
Hay Jason 84929 Information Tech 8 Available » 132059 x
Coleman Ken 19836 Infomation Tech.. @ GoneHome % 132058 x
Barow Matthew 34431 Infomation Tech 3QGoneHome v 34841 132058 x
Hoyle Makaela 84895 Infomation Tech.. @ GoneHome % 132057 x
Leagett Scat U6 Infomation Tech 3QGoneHome % 132056 x
Meekin-Suihefand Shane 84140 Infomation Tech.. 8 Available x 132056 =
Brown Tim 84239 Information Tech 8 Available, Foll . 3 132056 x
McKenzie Terel 57363 Information Tech... IT Service Desk 8 Available ® 132056 %
Rae Teresa B676 Information Tech. . IT Service Desk SQGoneHome % 132056 x
Brown Vicki 26126 Information Tech... Video Corference Support & Available ® 132056 %
) Icappprod0l | 34341 | | 7 0| #Notlistening | 4, |

Workgroup Graph

Search using the filter for the Queue(s) you wish to appear in the graph:

1. Select required queue and click Add

Interaction Client Business Manager (ICBM) Page 14



Charles Sturt
University

Ul

-
H&] Workgroup Graph

==

Ayailable items:

Queue-Vi

Add >

Add all

Selected items:

x

» ‘@1 Queue-IT Service Desk

i] Queue-Video Conference Support
ermove

¥ Move down

@

MNext = Finish

2. Select that statistics you want to appear in your graph

3. Click Add
4. Click Finish

-
% Workgroup Graph

Logged on

Available for ACD interactions
Mot available for ACD interactions
Percent available

Longest available

On inbound ACD interactions

Select the statistics you want to see in the workgroup overview list.

Add >
aAddal ¥

( Remove

&« Remowve All

Total agents

Agents available

Interactions answered

Interactions waiting

& Mowve Up

¥ Move Down

@

|48 Previous | | Nex

rb][ Finish ][ Cancel

A bar graph will be generated by default. You also have the ability to change the types of
information displayed (see Agents Graph).

B b onge-sosvs I o T EY=S
File Edit View Workspaces Tools Window Help
DONew ~ | ¥ B2 @ X
- - X

'l ph

Bar graph

&8 soedonom

Queue-IT Service Desk

Queue-Video Conference Support

=

Total agents

Agents available

Interactions answered

Interactions waiting

Queue-Video Conference Support 20

Queue-IT Service Desk 22|/ 7] Queue-IT Service Desk
Queue-Video Conference Support | N/A|

0 I Queue-IT Service Desk

Queue-Video Conference Support

0 D Queue-IT Service Desk 0

0 ||| Queus-Video Conference Support 0

) Ieappprod0l | 34841 |

| # 0| #Notlistening | &, |

Interaction Client Business Manager (ICBM)
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Workgroup Overview

Provides you with the same information as the Workgroup Graph but in list view:

-:!J.Workgroup O\renriew|

43 Workgroup Total agents Legged on Interactions answered Interactions waiting
81 Queue-IT Service Desk 22 l 1 l 0 l i}

A3 Queue-Video Conference Suppt 20 . 1 . 0 . 0

Workgroup Statistics
This view gives you the top half of the Workgroup Details view.

Statistics will appear for a particular queue once selected.

(e N
YT Tem— e m— ==
FEile Edit View Workspaces Tools Window Help
ONew ~ | % Za@ X
£ | 3Workgroup Statistics =8
2
% ||| Workgroup: %1 Queue-IT Service Desk -
3
o .
El Workgroup Statistics ~ |
I, || Total agents 2 Logged on 1 Availsble for ACD interactions 0
1 Mot available for ACD interactions 0 Percent available 0 Longest available N/A
On inbound ACD interactions 0 Oninbound ACW 0 Longest inbound ACD interaction N/A
On outbound ACD interactions 0 On outbound ACW 0 Longest outbound ACD interaction N/A
On nen-ACD interactions 0 Lengest non-ACD interaction N/A Interactions waiting 0
Interactions On Hold 0 Interactions answered 0 Longest interaction waiting /A
Longest talk time N/A Longest Hold Time /A Logged on agents in this workgroup 1 L
Logged on + Activated 0 Agents available 0 Lowest active agent negative score N/A
Lowest active customer negative score N/A
Queue Statistics -~
Current Period Current shift Previous Period Previous Shift
Interactions received 0 0 0 0
Interactions answered 0 0 0 0
Interactions completed 0 0 [ 0
Interactions abandoned 0 0 0 0
Interactions held 0 0 0 0
Total wait time N/A s N/A s N/A 5 N/A s
Total hold time N/A s N/A s N/A s N/A s
Total talk time N/A s N/A s N/A s N/A s
Average wait time N/A s N/A s N/A s N/A s
) lcappprod0l | 4841 | | # 0| #gNotlistening | 4 |
You have the ability to add and remove statistics.
W Edit alerts
Remove k Right Click inside the
- .
7 Add/Remove statistics... Workgroup/Queue
\ Statistics field and
'9 = select Add/Remove

statistics. This will
open a window where
you can add/remove
statists as required

Interaction Client Business Manager (ICBM) Page 16
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Reporting

There are two methods of reporting:

o Interaction Reporter (inbuilt workspace)
o Historical Reports (manual report view)

68} IC Business Manager - Interaction Reporter W = B %

File Edit View Workspaces Toels Window Help
ONew - | % B3 @ X

Navigation Pane T o x| . ,
Dialer Reports I iy Create New View @
[£] Agent Success Results Group by: | Categories Views: B~ | Search o

-] Call History
[E] Campaign Disposition Summary
[E] Campaign Statistics

[E] Campaign Success Results

Call Analysis ¥ OpenInteraction Report Assistant File
Agent Utilization [0 Interaction Reporter

[£] Agent Disposition Summary Open a saved Interaction Report Assistant query.
[£] Agent Utilization By Campaign

All views

["J-7] New Interaction Report Assistant
2 Agents and Workgroups
EL

[ 1| Interaction Reporter
Creates Ad-hoc queries and reports,

E [ [&p| s2oedsyiop
1

m

Line Reports Py
-] Line Detai
[ Line Group Detail
-] Line Group Summary
E] Line Summary
] (Graph) Calls Entered Line Group by Hour
[E] (Graph) Calls Inbound Entered Line Group by H:
] (Graph) Calls Outbound Blocked Line Group by
] (Graph) Calls Outbound Line Group by Hour
[ (Graph) Erlang Study Cancel
] (Graph) Percent All Lines Busy by Hour \
[E] (Graph) Percent Line Group Busy by Hour
] Line Activity by Hour
[E] Line Group All Trunks Busy for Interval by Day
[E] Line Group Identification Repert
] Line Group Least Used Trunks by Day
Queue Reports a

-[E] Queue Detail Report

[E] Queue Service Level Report

-[E] Queue Summary Report

[E] (Graph) Abandened Call Profile

[E] (Graph) Answered Call Profile

[E] (Graph) Profile of Average Speed of Answer

) Icappprod0l | 34841 7.0 | @ Notlistening | 4,

Both of these options can be exported by clicking % Export ¢, Excel, PDF etc. and used as required.

You can also save reports and re-run as desired.

Interaction Reporter

Each workspace has a number of inbuilt reports that you can select and change as required.

Each report has a specific purpose and is fairly rigid in terms of the data it returns but is consistent
and easy to use.

For each report you will need to define a time frame and often a parameter.

Each report will have a REQUIRED PARAMETER and an ADDITIONAL PARAMETERS section, these
will change depending on the report you are running. Each report will have a timeframe you will
need to select and has the option to enter a specific area of focus (either in the required section or
by adding an additional parameter).

Interaction Client Business Manager (ICBM) Page 17
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There are preset options such as Yesterday, This Week, etc and you can enter a Custom value (date
or time frame).

[Today ~ ] 21/05/2015 to 21/05/2015
m.j

Yesterday
This Week
Last Week
This Month
Last Month
This Quarter
Last Quarter
This Year
Last Year
Custom

Parameters

If it is required or additional, you can select several different types of information depending on the
report as well as how you would like the report to obtain the information. You will need to highlight
searches in inverted commas.

For example “Queue-IT Service Desk” If you do not add this, the report will not recognise this and
will give you incorrect data.

rEquaIs - "Queue-IT Service Desk”

Contains

Deoes not contain Add Parameter|

Ends with

QLIdIE

I= not null

Iz null

Mot Equal to
Starts with

To Run a New Report:

1. Select the Interaction Reporter workgroup

2. On the left hand side of the screen, you will see a column with grouped entries. Hover over
an item to see a summary of the report

3. Double click the report you want to run and enter your information (see timeframe and
parameters as above) when prompted
NOTE: Ensure parameter searches have “ “

4. Click © RunReport
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This view allows you to create custom reports.

Historical Reports

It is highly customisable (different options, multiple pieces of information in a singular report) but
more difficult to create than inbuilt reports.

NOTE: You can run old saved reports from the previous version of Interaction Supervisor.

To create a custom report:

-

1. Click New > Historical Report
2.

(Table or Matrix) of the report
3. Click Next

Depending on the report you would like to create, select Available Packages and Layout

Add Fields, Agents, Queues, Dates, Times etc. and then adjust to fit your purpose

P‘ Interaction Report Assistant

S

Package and layout

Choose the data and layout you want far your report .

Data

Awvailable Packages

| Agent Status -]

Agert Status

| Agent Queus Statistics

, Agent Queue Statistics (Media Type)
 Agent Queue Statistics (Custom Groups)
Workgroup Queue Statistics

Workgroup Queue Statistics (Custom Groups)
Workgroup Queue Statistics (Media Type)
Workgroup Queue Statistics (Skills)
Irteractions (Tracker)

Scoring (Recorder)

Interaction Detail

Interaction Feedback - Survey Scoring Detail
Interaction Feedback - Survey Ltilization

Layout

@ Table

| Matrix

<Back || Net> | [ Canesl

Help

Interaction Client Business Manager (ICBM)
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Interaction Desktop

As a Call Queue Supervisor, you will need access to both ICBM and Interaction Desktop. You can
monitor your workgroup and its statistics from within Interaction Desktop by adding your workgroup

view.

e Double-click the Interaction Desktop icon that appears on your desktop

&

Interaction
Desktoo

If you are unfamiliar with Interaction Desktop and the login process, please refer to the
Interaction Desktop User Guide.

Create the new workspace view

e Right click anywhere within the My Interactions window and click on ‘New View’
(or click on File > New > View)

Z¥ Interaction Desktop
File | Edit View ‘Workspaces Options Tools Window Help

| New v |7 | view.. Ctrl+Shift+N  |f
Log on EE Workspace.. Creates a new view.
Log off [¥3 | Company Directory
Change station...

Change password...

Templates ]
Close (Hide) Alt+F4
Exit
| Pirkun Hnold Mute | Transfer Voiremail seonnect Inin  listen Cnach Record

e Inthe Create New View dialog box, set Group by to Categories, and then from the list of
categories, select Queues.

e |nthe Views window select Workgroup Queue and click OK

e Under Available items select the queue you wish to add.
You can use the filter box at the top of the list to refine these results.
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e C(Click Add and OK

& Select Workgroup Queues to Add *

Awailable items: Selected items:

queue x Filter items x
Queue-%TEMPLATES: ~

Queue-Contact Centre-Click To Call
Queue-Contact Centre-Enrol

v

Add
Queue-Contact Centre-Future

Queue-Centact Centre-Phone Alert Add all >
Queue-Contact Centre-Switch

Queue-Future

II

Remove

Queue-HR Recruitment

-

(€ Remove all
Queue-HR Service Centre

[ Queue-|T Service Desk
Queue-Library-Information & Liaison
Queue-Oral Health Centre-Bathurst-Other Enquiries
Mnene-Nral Health Centre-Mihha-Oher Enaniriee

e The workgroup will appear as a new tab
B Interaction Desktop
File Edit View Workspaces Options Tools Window Help

ENew - ,,"‘, =L :. X 1 Day 2:49:02 ﬂ Awvailable - - R Workgroups ~
|£=6 Wy Interactions |
Queue Name MNumber Duration State Interaction...
ST - - —
B & (12| 8 & &
Pickup Hold Mute | Transfer Voicemail Disconnect | Join Listen Coach | Record Pause | Private | Assistance

¥ Call History |E Voicemail | TE8 Company Directory | [ Division of Information Technology |E ‘u’oicemai(‘-‘_ﬂﬂneue-l'l' Service Desk

Queue MName MNumber Duration State

o Queue-IT Service Desk From: Hayden, Catherine ... 86383 0:03:31 ACD - ... 1101482736

For additional views relevant to Business manager users please refer to the help guides in
the next section.
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IC Business Manager Help
Further help can be found by selecting Help.

A separate browser window displays the help topics along with Contents and Search navigation
controls.

Help

% IC Business Manager - Interaction

File Edit View Workspaces Tools Window Help
new » | % B3 B X € RunReport [§ Show Count & Import & Export | Save Filter |23 Load Filter £ Reset

.
@ IC Business Manager Help =& Ig
= o
Hide Prirt  Options
Contents lgearch] Home = IC Business Manager [
- @ IC Business Manager ] E = 2
@ Interaction Feedback 1C Businez=z Manager Help
7 @ Interaction Optimizer
£ Interaction Process Automation Morite Introduction to IC Business Manager
2l Interaction Process Automation Repar =
- ] About Interaction Process Automa Welcome to the Getting Started help for IC Business Manager. IC
i[9 Aheat the | lear Intefane Business Manager provides a user interface for easy access to the

Access additional support articles from the Genesys support database
Genesys Support Articles: Interaction Business Manager

Or watch informational video’s from the Interaction Desktop playlist on youtube
Genesys Demonstation Video's: Interaction Business Manager

If you cannot find the help you need in these guides, please contact the IT Service Desk.
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