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Available Templates

The report templates are:

1. Agent Performance

a. Agent Availability for Chat

b. Agent Chat Productivity by Queue

c. Agent Efficiency

d. Agent Login Summary

e. Agent Work Summary

2. Blended Collaboration

f. Blended Collaboration Volume by Agent

g. Blended Collaboration Volume by Queue

3. Callback

h. Callback Failure Report

4. Classification

i. Activity and Case Classification

5. Contact Center Trend

j. Case Volume

k. Email Volume

6. Knowledge Base Performance

l. Article Usage

m. Article Usage by Alias

n. Article Usage by Language

o. Article Usage by Queue

7. Service Level Performance

p. Case Age

q. Email Age by Alias

r. Email Age by Queue

8. Workforce Scheduling

s. Chat Volume by Queue

t. Chat Volume by Referrer URL

u. Email Volume by Alias

v. Email Volume by Queue
Available Templates 13













Deleting Reports

You can delete only those reports for which you have delete permissions.

To delete a report:

1. Select a report from the List pane. You can select multiple reports for deletion.

2. In the List pane toolbar, click the Delete  button.

3. A message appears asking to confirm the deletion. Click Yes to delete the selected reports.

Running Saved Reports

You can run the reports saved earlier.

To run saved reports:

1. From the List pane, select a report.

2. In the List pane or Properties pane toolbar, click the Run  button.

Saving Report Outputs

You can save the report output on your local machine for future reference.

To save a report output:

1. Click the Save as  button.

2. In the Save report as window, select the format in which you want to save the report and click the OK 
button. The options available are Adobe Acrobat PDF and Microsoft Excel.

Save the report output

3. Save the report on your local machine.
Deleting Reports 19



Managing History of Reports

Viewing History of Reports
Every time a report is run, a version of the report is created. These versions are available for viewing in the 
Properties pane, in the History tab.

To view the versions of the report:

1. From the List pane select a report.

2. In the Properties pane, go to the History tab. In the History tab you can see all the versions of the report 
listed in descending order, the date and time at which the report was run, and the number of pages of the 
report.

View the versions of the report

3. Select the version of the report you want to view. You can select multiple versions at a time.

4. In the History tab toolbar, click the View version  button. It opens the selected version of the report.

Deleting History of Reports
If you don’t want to keep any version of the report, you can delete it.

To delete a version of the report:

1. Select the version of the report you want to delete. You can select multiple versions at a time.

2. In the History tab toolbar, click the Delete  button.

3. A message appears asking to confirm the deletion. Click Yes to delete the selected versions.

Scheduling Reports

Once you have created a criteria for running the report you can schedule it to run automatically in future. The 
reports runs automatically on the scheduled times, and using the Notification tab you can send the run reports to 
20 Cisco Unified Web and E-Mail Interaction Manager Administrator’s Guide to Reports Console























































































details, see “Notes” on page 60.

A sample Email Age by Queue report
Email Age by Queue Report 63
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