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Purpose

Audience

Organization

Preface

This guide explains the historical reporting functionality available with Cisco Unified Expert
Advisor.

This guide is intended for reporting users who generate Cisco Unified Expert Advisor historical
reports to review the activity and performance of expert advisors and assignment queues. Super
users who configure the reporting server and advanced reporting users who design reports might
also find this guide helpful.

Note:

» This guide documents historical reporting only. For information on system logs and system
reports, see guides listed in the Related Documentation section.

» This document may not represent the latest Cisco product information available. You can
obtain the most current documentation by accessing Cisco's product documentation page at
this URL: http://www.cisco.com/web/psa/products/index.html

This guide is organized in three parts.
PART 1: Getting Started with Expert Advisor Reporting provides information on deploying

reporting on both the Crystal Reports and the Unified Intelligence Center reporting applications.
Part 1 has these chapters:
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Preface

Organization

Chapter

Contents

Chapter 1: Creating Reporting Users and
Downloading Report Templates (page 9)

Creating reporting users to access the database
and to run reports.

Chapter 2: Deploying Crystal Reports (page |The tasks to complete if you are using the
13) Crystal Reports application.

Chapter 3: Deploying Cicsco Unified IC (page | The tasks to complete if you are using the

21) Unified I1C application.

PART 2: Using Expert Advisor Reports presents the report templates and explains the data

fields that are used in those templates.

Chapter

Contents

Chapter 4: Report Templates (page 33)

Descibes the report templates used by both
reporting applications.

Chapter 5: Database Fields Used in Report
Templates (page 39)

An alphabetical list of all fields used in reports.
For each field, there is a cross-reference to the
report(s) in which the field appears.

Chapter 6: Reporting Tips and Best Practices
(page 45)

Tips and answers to frequently-asked questions.

PART 3: Reporting Server Configuration provides information for super users who configure
and maintain the reporting server. It contains these chapters:

Chapter

Contents

Chapter 7: Introduction to the Reporting Server
(page 51)

The reporting server in the context of the cluster

The historical reporting database and reporting
data

Chapter 8: Reporting Configuration in the
Cisco Unified Expert Advisor operations
console (page 55)

Downloading templates from the Tools drawer

Configuring the reporting server and reporting
user in the System Management drawer

Chapter 9: Maintaining the Reporting Database
(page 63)

How to purge, back up, and restore the
reporting database

Upgrades and the reporting server

Message buffering during system failures and
database purges

PART 4: ReportingViewsand Database Schema provides information for advanced reporting
users on database views, the historical reporting Database (HRDB) schema, and Unified ICM
tables that are updated by Cisco Unified Expert Advisor. Part 3 has these chapters:

Reporting Guide for Cisco Unified Expert Advisor Release 7.6(1)
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Preface

Related Documentation

Chapter

Contents

Chapter 10: Historical Reporting Database
Views (page 69)

The database views from which reports are
generated

Chapter 11: Historical Reporting Database
Schema (page 81)

The historical reporting database tables

Chapter 12: Expert Advisor Data and Unified
ICM (page 113)

Unified ICM database tables that are updated
with Cisco Unified Expert Advisor messages
and events

The Cisco Unified Expert Advisor data in
WebView agent real-time reports

This guide has two indices:

» A Database Field Name index listing all fields in the database and the tables in which they

are located

» A subject matter index

Related Documentation

Refer to this documentation

For information on

Har dwar e and System Software

§Qecification1

Hardware and capacity

Supported versions of Crystal Reports

Administration and Configuration Guide for
Cisco Unified Expert Advisor

and Administration and Configuration online
help

Functions and configuration for Cisco Unified
Expert Advisor

Cisco Unified Operating System Administration
Guide for Cisco Unified Expert Advisor

and OS online help

Upgrades

Disaster Recovery System Administration
Guide for Cisco Unified Expert Advisor

and DRS Online Help

Backup and restore

Database Schema Handbook for Cisco
ICM/IPCC Enterprise & Hosted Editions

Unified ICM Schema

Real Time Monitoring Tool Administration
Guide for Cisco Unified Expert Advisor

System Logs

1)  http://www.cisco.com/en/US/products/sw/custcosw/ps1001/products_user_guide_list.html
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Preface

Conventions

Refer to this documentation For information on
Cisco Unified Serviceability Serviceability Reports
AdministrationGuide for Cisco Unified Expert

Advisor

WebView Template Reference Guide for Cisco |WebView and Unified CC reporting
Unified CC Enterprise & Hosted

Reporting Guide for Cisco IPCC Enterprise &
Hosted Editions

and WebView Online Help

Cisco Unified Intelligence Suite Intelligence |Unified IC reporting
Center User Guide

and Unified 1C online help

For additional documentation, refer to the following URLSs:

» Cisco Unified Expert Advisor (http://www.cisco.com/go/cc)

» Cisco Unified Operations Manager (http://www.cisco.com/en/US/products/ps6535/
tsd_products_support_general_information.html)

Conventions

This manual uses the following conventions:

Convention Description

boldface font Boldface font is used to indicate commands, such as user entries,
keys, buttons, and folder and submenu names. For example:

e Choose Edit > Find.

* Click Finish.

italic font Italic font is used to indicate the following:

 To introduce a new term. Example: A skill group is a
collection of agents who share similar skills.

» For emphasis. Example: Do not use the numerical naming
convention.

» A syntax value that the user must replace. Example: IF
(condition, true-value, false-value)

» Abook title. Example: See the Cisco CRS Installation Guide.

Reporting Guide for Cisco Unified Expert Advisor Release 7.6(1)
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Obtaining Documentation and Submitting a Service Request

Convention

Description

wi ndow f ont

Window font, such as Courier, is used for the following:

+ Text as it appears in code or that the window displays.
Example: <ht Ml ><tit| e>Ci sco Systens,Inc. </

title></htm >

Angle brackets are used to indicate the following:

» For arguments where the context does not allow italic, such

as ASCII output.

» A character string that the user enters but that does not appear
on the window such as a password.

Obtaining Documentation and Submitting a Service Request

For information on obtaining documentation, submitting a service request, and gathering
additional information, see the monthly What's New in Cisco Product Documentation, which
also lists all new and revised Cisco technical documentation, at:

http://www.cisco.com/en/US/docs/gener al/whatsnew/whatsnew.html

Subscribe to the What's New in Cisco Product Documentation as a Really Simple Syndication
(RSS) feed and set content to be delivered directly to your desktop using a reader application.
The RSS feeds are a free service and Cisco currently supports RSS version 2.0.

Documentation Feedback

You can provide comments about this document by sending email to the following address:

mailto:ccbu_docfeedback @cisco.com

We appreciate your comments.

Reporting Guide for Cisco Unified Expert Advisor Release 7.6(1)
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Part 1. Getting Started with Expert Advisor
Reporting

This part has sections on:

» Creating Reporting Users (page 9)

» Downloading Report Templates (page 11)

» Deploying the Crystal Reports reporting application (page 13)

» Deploying the Cisco Unified Intelligence Center reporting application (page 21)
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# Chapter 1

Creating Reporting Users and Downloading Report
Templates

This chapter contains the following topics:

» Create Reporting Users, page 9
» Download Report Templates, page 11

Create Reporting Users

Create reporting users based on the the reporting application you intend to use.

For Crystal Reports, Create a Reporting User in the Expert Advisor Operations Console (page
9).

This is the user ID and password you will enter to access the Reporting Database on the ODBC
Connection window and to select and run a report in Crystal Reports.

For Unified IC,

» Create a Reporting User in the Expert Advisor Operations Console (page 9) to access the
Reporting Database.

This is the user ID and password you will enter on the Data Source window in Unified IC.

» Create User(s) in Unified IC (page 10) to sign in to Unified IC and run reports.

Create a Reporting User in the Expert Advisor Operations Console

You must create at least one reporting user on the Expert Advisor operations console.

Reporting Guide for Cisco Unified Expert Advisor Release 7.6(1)
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Create Reporting Users

This reporting user account is entered on the ODBC connection window for Crystal Reports
and on the Data Source page for Unified IC to enable access to the reporting database that
populates both Crystal Reports and Unifed IC report templates.

The reporting user who creates reports with Crystal Reports also uses this user 1D to select and
run Expert Advisor templates in Crystal Reports.

To create a reporting user in the Expert Advisor operations console:
1. Select Manage Reporting Users on the Configure Reporting Server screen menu.
2. ClickAdd New on the Manage Reporting Users (List) screen.
3. Complete the Reporting Server Manage User (Detail) screen as follows:

4. Click Save to save your configuration changes. You see a message if data is missing or
incorrect.

Click Cancel to reset the screen to the original configuration.

Field Description
General
Host Address Defaults, read-only. The IP Address or

Hostname for the Reporting Server.

Manage Reporting Users

Username Required. The name of the reporting user.

New Password and Confirm Password Required. The password of the reporting user,
entered and confirmed.

Create Users in Unified IC

Before users can log in to the Unified IC web application, they must be Windows Local or
Domain Users and they must be added as added as members of the CuisLocalUserGroup.

This procedure explains adding Windows Local users and then adding them to the CuisLocalUser
Group. The process for adding Domain users is similar.

The reporting user who signs in to Unified IC also requires a Reporting User ID on the Expert
Advisor operations console. See Create a Reporting User in the Expert Advisor Operations
Console (page 9).

Step 1 Add the user to the Windows User List as follows:
a.  From the Windows desktop, right-click My Computer and select M anage.
b.  Select Local Users. Then right-click Users.

c.  Select New User to open the New User dialog box.

Reporting Guide for Cisco Unified Expert Advisor Release 7.6(1)
10




Chapter 1: Creating Reporting Users and Downloading Report Templates

Step 2

Step 3

Download Report Templates

d.  Enter the User Name. Enter and confirm the password.

e. Disable User must change password at next login and check Password never expires.

f.  Click Create. Then click Close.

Make the new user a member of the CuisLocalUserGroup as follows:

a. From Local Usersand Groups > Users, right-click the new user and select Properties.
b.  From the Properties dialog box, click the Member of tab. Then click Add.

c. Inthe Select Groups dialog, enter Cui sLocal User Gr oup. Then click OK.

To verify the new user is a member of the CuisLocalUser Group, select L ocal User sand Groups
> Groups. Right-click CuisLocalUserGroup and select Properties.

Users who are members of CuisLocalUserGroup can log in to Unified IC with the user role of
Restricted Viewer.

The Unified IC Admin can change a User's Role. Refer to the Unified IC online help for
instructions on doing this.

Download Report Templates

Figure 1: Download Historical Reports Template

:
3 ?@0 Caily Management

3
Cownload
3 %ﬂ User Management |:"

3 %ﬂ Guided Configuration i

3 "EQ.- Systermn Management

‘ Click on the button to download the Historical Reports Template

~ 4 Tools
%ﬂ Historical Report Templates m ro—"
%ﬂ RTMT Plugin Download —Iown 2l

To download Crystal Reportstemplates:

» Select Tools> Historical Report Templates from the operations console.

» Click Download to open a dialog box where you indicate the location to save the zip file.

« Save and extract the zip file to a folder on a local, shared drive. Reporting users will navigate

to that folder when they select a report to run.

To download Unified | C templates:
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Download Report Templates

« Point your browser to the Cisco Support > Download Softwar e page (http://www.cisco.com/
public/sw-center/index.shtmi)\

» Log in and navigate to Voice and Unified Communications > Customer Contact > Cisco
Unified Contact Center Products > Cisco Unified Intelligence Suite.

» Navigate to the template Zip file in the Lastest Release folders.
» Download the zip file.

» Save and extract the zip file to the Unified IC server.

Note: Your support provider can assist you with Cisco stock templates only.

Reporting Guide for Cisco Unified Expert Advisor Release 7.6(1)
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# Chapter 2

Deploying Crystal Reports

This section explains how to set up the Crystal Reports application to run Expert Advisor report
templates.

This chapter contains the following topics:

Install the Crystal Reports Application, page 13

Install the Informix Client Software Development Kit, page 13
Create an ODBC Connection, page 14

Select a Report , page 17

Specify Report Parameters, page 19

Install the Crystal Reports Application

To access data from the historical reporting Database (HRDB) and publish reports, reporting
users must purchase the Crystal Reports Developers' Edition application and install it on their
personal computer.

Follow the instructions in the Crystal Reports documentation to perform the installation.
Refer to the Har dware and System Softwar e Specification (http://www.cisco.com/en/US/

products/sw/custcosw/ps1001/products_user_guide_list.ntml) for the version of Crystal Reports
that is currently certified for use with Cisco Unified Expert Advisor.

Install the Informix Client Software Development Kit

After installing Crystal Reports, reporting users need to download and install the Informix Client
SDK from the IBM Website (http://mww-306.ibm.com/software/data/informix/downloads.html)
on their client machine.

Reporting Guide for Cisco Unified Expert Advisor Release 7.6(1)
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Create an ODBC Connection

Figure 2: Downloading the Informix Client SDK
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rapid, cost-effective development of applications for IBM Informix servers.

7. Informix Downloads (IBM  3.00.TC1 Trial 27 Apr 2007 B3MB windaws NT
Informix Client Software windows Se
Development Kit (CSDK) 2003, winde
(Trial ¥ersion) for Wista, windc
Windows 2003, XP, Yista, =P
32bit)

A single packaging of several application prograrmming interfaces (APIs) for
rapid, cost-effective development of applications for IBM Informix servers.

This kit provides the Open Database Connectivity (ODBC) driver, which allows the Crystal
Reports engine to connect to, query, and retrieve data from the HRDB on the reporting server.

Create an ODBC Connection

Once the ODBC driver is installed, each reporting user must create an ODBC connection that
points to the HRDB on the reporting server.

This connection allows the historical reports templates to retrieve the data for the reports.
Before creating the ODBC connection, collect this information from the super user:

e The server name and host name
for the reporting server, as entered during the installation. See the Configure Reporting Server
screen (page 56).

« The reporting user name and password
that the super user has created for you. See the Manage

Reporting Users screen (page 57).

To create an ODBC Connection:
1. Select Start > Settings > Control Panel.

2. From the Control Panel menu, select Administrative Tools > Data Sources (ODBC) to
launch the ODBC Data Source Administrator.

3. Click the System DSN tab. Then click Add to open the Create New Data Source dialog
box.

4. Scroll down to locate and select the IBM INFORMIX ODBC DRIVER.

Reporting Guide for Cisco Unified Expert Advisor Release 7.6(1)
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Create an ODBC Connection

Figure 3: Selecting the Informix Driver
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5. Click Finish to open the IBM Informix Setup dialog box.

6. On the General tab, enter and apply a Data Source Name and Description.

Figure 4: Completing the ODBC General Tab
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7. On the Connection tab, enter these values:
—  Server Name

Enter the hostname in lowercase, followed by an underscore and the letters mmca.
For example, myserverhostname_mmca.

— Host Name
Enter the IP address of the reporting server.
- Service
Enter 1526.
—  Protocol
Enter olsoctcp.
—  Options
Leave blank.
—  Database Name.

Enter mmca_data.

Reporting Guide for Cisco Unified Expert Advisor Release 7.6(1)
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Create an ODBC Connection
— User ID and Password
Created for you by the super user on the the Manage Reporting Users screen (page

57).

Figure 5: Completing the ODBC Connection Tab

8. Click Apply but do not test the connection.
9. Click the Environment tab and complete it as follows:

Client Locale

Enter en_US.UTFS8.

— Database Locale
Enter en_US.57372.

—  Use Server Database L ocale checkbox.
Check it.

—  Other fields

Leave unchanged (keep blank or use defaults), as shown below.
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