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Ready Integrated

Contact Centre Metrics
CRM platforms
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Do your own thing

Business KPI's

CC Metrics ~ Sales Metrics
CC Metrics ~ HR Metrics

CC Metrics ~ Partner Metrics

CC Metrics ~ Operational Metrics




Do your own thing

PURECLOUD

by Genesys

Q Search the Developer Center

enter activity during interval of time. Common metrics include

» tAcd — The amount of time the interaction spent on an Automatic Call Distributor (ACD) before connecting to an agent
» tAcw — Time spent in after call work
» tAnswered — The amount of time an interaction waited to be connected to an agent

The naming scheme is as follows:

» 1 timers — A length of time, such as talk time (ttalk).
= n: counts — A count, such as the number of interactions over SLA (nOverSLA).
» 0 observations — The current PureCloud state, such as current users interacting on PureCloud (olnteracting).

You can apply the following metrics when analyzing contact center activity:

Metric Description
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Visit www.genesys.com or michael.murphy@genesys.com for more information
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