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This document contains a graphical description of the most important changes for a QueueMetrics release.

Release 12.01

This release of QueueMetrics includes a variety of functional improvements, which we have subdivided into major
and minor changes. We are providing this brief overview of the main changes in order to have a quick and read-
able guide that allows our customers to be aware of what the major changes are, why they were implemented and
how it improves the user-experience.

The new major changes are as follows:

« Agent times by hour [#1364]

¢ Call tagging [#1369]

« Paginated call display [#1383]

¢ Realtime on Asterisk 1.8 [#1385]

« Non-contiguous reports [#1405]

¢ Friendly names handling [#1470]

« Encrypted files playback [#1492]

« Persistent user properties [#1511]

* QA from Agent page [#1519]

Agent times by hour

This new reporting feature addresses the need to know the total presence time of each agent over a specific 24h
period of time. So we developed this feature to show data subdivided into the following three sets of metrics:
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Call tagging 2

Agent Session Time by Hour

Agent 16 17 18 19 20 21 22 Total
(_5 John Doe (101} 34:22 1:00:00 1:00:00 1:00:00 1:00:00 1:00:00 11:00 5:45:22
P Export as.. ] =) ¢

m

éAgent Payable Time by Hour

Agent 16 17 18 19 20 21 22 Total i
] \_5 John Doe (101} 34:22 1:00:00 1:00:00 1:00:00 1:00:00 1:00:00 11:00 5:45:22
- PExportas.. ] = & :

Agent Billable Time by Hour

Agent 16 17 18 19 20 21
-.'_JJ John Doe (101} 3422 1:00:00 1:00:00 1:00:00 1:00:00 1:00:00
P Export as... €] =

This allows an administrator to have information for each agent, by showing the agent’'s decoded name, level and
current group (if defined, expressed as an icon like elsewhere in QM), various columns containing the total ses-
sion time for each hourly timeframe and the total time of all the hourly sessions, from start to end.

‘See also:’

¢ QueueMetrics User Manual: chapter 6.10.10 (Agent session time by hour)

Call tagging

For each call it is possible to add Tags which can be created (by using the security key:
CALLMONITOR_ADDTAGS) and deleted (with: CALLMONITOR_DELTAGS), as required, in order to keep a note
regarding that specific call.
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Call tagging 3

Call detail

Close Track QA

Asterisk Call 1D:
Date and time:
Queue:

Caller ID:
Handled by:
Duration:
Waiting time:
Original position

Disconnection cause:

1322735452 294
12001 - 11:31:03
Outbound 301 fg-301]
2

John Doe (101}

0 sec.

& Sec.

Caller dizconnected

Transferred to:

Attempts: 1
Last Failed Attempt: -
Bridged Channel:

Stints: 1
URL:

Status code: zdle: Sale
Srv

DHIS

VR selection

- Q-g-301-1322735452 204 WAV

Tags
Insert a new tag

Recording file: | }-g-301-1322735452.294.% |E|
Time (sec): |11:31:05
Duration (sec):

Notes: Sales pitch

Red:37% ([ |

Set Tag Color: Green: 100%
Blue: 37%

Ok
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Paginated call display 4

'See also:’

¢ QueueMetrics User Manual: chapter 11.3.3 (QA - The input form)

Paginated call display

It is now possible to view details of calls (answered, unanswered) in a paginated order, rather than as a long list of
data on a single page, allowing better readability than previous straightforward listings when running a large result
set. If we run a Report we will see that the calls are showing in pages, rather than as a listing (note the buttons to
go forward/back and that the page is 1 of 2 pages)

Home  Answersd  AnsDL  Unans.  UnensDi  Area At Day WL DOW  Agenis  AgDt  Outcomes | Mew | &I

All Reports » New Blocks

Reporn Details: b
Atpmic gueus(s) considerad: o0 Al
Queva 300 [200]. Outbound 307 fg-301] N |
Period start date: October 15 2011, 10:35
Peniod end data: January 13 2012, 10:35
Total calls processed: - ™ \‘ ’
E4.5% ans / 35 1% unans -
Search
Unanswered

o - W
Data Agent Caller Queus Disconnection Position Wait Pos.  Attempts  Code  Key Stints  Srv
1018 - 101215 n Queve 309 Absndin 1 225 1 L] 1 Q
10718« 10.14.23 02 Queve 300 Abanden 1 L - L] 1 5
1020 - 115818 Jchn Doe (101) 202 Outbound 301 Abandan 1 L2 L] 1 2
10020 - 1200:28 Jchn Doe (101) 202 Outbound 301 Abanden 1 oo 1 ] 1 4
W02 14221 201 Oueue 200 Ananden 1 023 1 1 1 4
1002 - 143052 Jahn Doe (104} 203 Oulbound 301 Abanden 1 (AL ] 1 -
AT 11584 03 Queue 309 Abandzn 1 [AERE] (] 1 e
AT - 115551 03 Queus 300 Abpndin 1 oz L] 1 -
AT - 115521 203 Queve 300 Absnden 1 025 1 L] 1 et
AT« 120132 203 Queuve 300 Absndon 1 o1z 1 L] 1 2t
0T - 120008 201 Oueue 300 Abanden 1 02 1 1 1 -4
AT - 124032 201 Oueus 200 Abandzn 1 [ EH 1 4
W7o 135z0E 03 Oueue 300 Ananden 1 035 1 2 1 4
AT 13ETaE 201 Dueue 300 Abangzn 1 [ 1 1 3
1201 - 163249 m Queue 300 Abpndia 1 071 1 1 4

W Export as.. %] 12 B

By selecting the icon at the bottom right of the paginated listing, it is possible to add columns, as required, and
when exporting data you can select just the columns that you want to export.
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Realtime on Asterisk 1.8

Details of answered calls

M

M

LL)

Date

1128 - 113127
1128 - 11:31:47
11430 - 16:33:08
11430 - 16:35:40
1201 - 11:25:33
1201 - 11:31:03
1201 - 11:33:31
12101 - 16:26:01
1201 - 16:30:15
1207 - 172700
1214 - 17:12:56
1214 -17:14:18
12M5 - 15:34:48
1215 - 15:37:44
1215 - 15:39:58

"

'See also:’

¢ QueueMetrics User Manual: chapter 20.12 (Configuring paginated calls)

Caller

203
203
2
2
21
2
2
2
2
2
2
21
2
2
2

Realtime on Asterisk 1.8

With Asterisk 1.8 the format of the Asterisk realtime table was changed, so we have had to update QueueMetrics
to support the new format. This means that it is now possible to delegate the queue logging to the Asterisk Real-

Queue

Queue 300
Queue 300
Queue 300
Queue 300
Queue 300
Qutbound 301
Queue 300
Queue 300
Outbound 301
Queue 300
Queue 300
Queue 300
Queue 300
Queue 300
Queue 300

Wait

0:04

0:26

Export as

Available data eolumns

Date

Caller

Queue

Wait

Duration

Pos.

Disconnection

Handled by

Attempts

Code

Stints

] Srv

[¥] Asterisk UID
020 1 Caller
00z 0 Caller
020 1 Caller
0or 1 Caller
0:32 1 Caller
¢35 1 Agent
028 1 Caller
02e 1 Agent

Bl = e Current pag

time subsystem. With this option the QueueMetrics MySQL database log will be replaced by the MySQL database
populated by Asterisk, so the gloader process is no longer needed.

'See also:’

* QueueMetrics User Manual: chapter 23.17 (Running Asterisk 1.8 with QueueMetrics)

Non-contiguous reports

Non-contiguous reports allow to choose specific day(s) of the week and time periods that you may want to include
in a report query.
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Friendly names handling 6

Custom report analysis

[ Report Details:
— Call filtering criteria
paen: e =
Location: B E]
Agent Group: [- E
Outcome: * |Z|

Asterisk callHid:

Caller:

Wait duration: Between —| and l— s.

Call duration: Between —| and l— 5.
Disconnection cause: |- E
Enter position: Between :l and |:

Mumber of attempts:  Between :| and |:

DNIS:
IVR choice:
Server: - [+]
Time zone offset: No offset [+]
Join multi-stint calls: | No E
Non-contiguous time:  SUN MOM TUE WED THU FRI SAT
B B B @ 88 @O
Between | andl | | (1h:mm)
Between | and | | (hh:mm)

r Preferences

|| Run custom report

| Start realtime monitoring

[ List Calls

This resolves the issue of having to obtain the same statistic manually and then having to integrate them into a
single report, based on chosen days and/or times.

'See also:’

¢ QueueMetrics User Manual: chapter 4.3.1 (Custom Reports - Call search criteria)

Friendly names handling

Since FreePBX (2.8 and newer) changed the queue_log entries such that they were written using the 'friendly
name’, we have had to adapt QueueMetrics to recognize Asterisk aliases, known as 'friendly names’ for reporting
purposes. In QueueMetrics you can now assign multiple friendly names’ to an agent. This solution allows to moni-
tor and report on an agent that is present under different codes within the queue_log.

Loway

research



Encrypted files playback

Home Cfg Users Cfg Queues Cfg Agents Cfg Agent Groups Cfg Locations Cfig Outce
Asterisk agent code: |ﬁgent,n'r1:::2
E.g.: Agent11
Agent description: |MikeBnn (102)
Asterisk aliases: |MikeBnu
Separate multiple aliases
with @ T symbaol
Agent location: | Other
Agent group: | -
VNC monitoring URL: http:/ /mike.boo.workstation/ vnc
Current terminal: |12
Instant messenger address: |
Supenvisar: | -
Agent keys: |
Payroll Code: |
Created by- |demuadmin, 18/ 06/ 2007, 22:29
Last update: |demcadmin, o4/12/2008, 14:59
Save Back Mew Clone Delete
Agent is a known member of the following qu
(Queue name Direction Level
00 Al inbound Main
Inbound inbound Main
Q DPs inbound Main
0 Test inbaund Main
The Agent/Cueue association can be edited from the Queue editor
'See also:’

¢ QueueMetrics User Manual: chapter 20.4 (Configuring agents)

Encrypted files playback

QueueMetrics now offers the option to listen to recordings that are stored in an encrypted format and it can adapt
to almost any encryption technology. QueueMetrics ships world-wide and some States require high security lev-

els within a call centre, amongst which, the requirement to keep call recordings in a protected/encrypted format so
that they can’t be easily accessed and listened to.

This process takes place transparently and if we deploy QueueMetrics in a secure HTTPS environment the audio

recordings will be encrypted on disk and will also be encrypted on the network.
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Persistent user properties 8

'See also:’

* QueueMetrics User Manual: chapter 23.20 (Listening to encrypted recordings)

Persistent user properties

Per-user persistence settings allow user search configuration to be stored and kept even after log off and can be
changed and re-stored at any stage

I
o}
3
m
]
=)

Custom report

’ Report Det:
r Call filtering c
- Preferenc

Hourly slot (minutes) |15

SLA: initial period 20

SLA: initial interval 5
SLA: max period 120
SLA: interval 10

Run custom ref
Start realtime mon

List Calls

Custom Reports maintain the latest query parameters entered, even when a user logs off and logs back in, in or-
der to facilitate the work-flow of a user requiring the same reports on a daily basis.

The Refresh button allows to clear the input query parameters at any stage.
'See also:’

* QueueMetrics User Manual: chapter 4.3.2 (Persistent user properties)

QA from Agent page

It is now possible for agents to access the Quality Assessment form, in order to allow them to add QA information
to the call while speaking to a customer. This feature is accessible via a QA form icon on the agent page that is
enabled via a special security key (QA_TRACK) that can be added for any specific agent, to allow them to make
use of this feature. The agent can only access specified QA forms thanks to the powerful security system used by
QueueMetrics.
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QA from Agent page 9

Active calls for i

Agent'101: Agent is currently log

Reload now Log on || Log off || Add Member

Entering at Waiting Talking CallerID Queue

0227 - 16:03:45 0:03 0:08 201 Queue 3

In crder to mantain session informatio

Fe s e 8
......................................................................................................................................................................................................................... Loway R
i
@ QA Grading - Mozilla Firefox
|@ 10.10.5.25:8080/queuemetrics/ga/popup_ga_grade_ajx.j:
Overall Performance Start:
Engagement (&vg) 0.0 Guew
Resolution (Avg) 0.0 SR
Business needs (Avg) 0.0 Agen
Caller
Total score: 0/1300 ot
Ay, 0.0
Aud
Code Description
Engagement
SCG How positive clear and eager was the use of the
greeting?
cou How well did the rep display courtesy?
EME Rate rep's enery level throughout the call
Tkl Llmsar var Al Hid dhm e semme the tmmm amd A aF e
Loway



Release 12.02 10

This feature was developed as some of our customers required being able to allow agents to interview callers on
the perceived quality of their services. It is, however a feature that is applicable in a variety of other scenarios, ac-
cording to business needs.

'See also:’

* QueueMetrics User Manual: chapter 8 (The real-time agent page)

Release 12.02

This release of QueueMetrics includes a main functional improvement, which is related to the Music on Hold
(MOH) feature. This brief release overview allows to understand the new feature, why it was implemented and
how it it can be applied.

The new major change is as follows:

¢ Tracking Music on Hold [#1525]

Tracking Music on Hold

Many QueueMetrics customers expressed the need to be able to monitor the amount of time a customer was put
on hold, given that this is not currently measureable via Asterisk. To use the MOH feature it is necessary to install
a custom patch which allows to track these events.

When this feature is enabled, if we look at the QueueMetrics Realtime page, we see an "MOH" field that shows
the amount of time a customer is on Hold with music, during a call. If multiple Hold instances took place during the
call, this field will show the total "on hold" duration.

Calls belng processed:
Queue Caller Entered Waiting Duration Agent MOH Srv
=1 Inbound 201 10:08:58 009 337 John Coe {101} 333 [a
b Export a5 5] 5 @
'See also:’

¢ QueueMetrics User Manual: chapter 7.2 (Calls being processed)

QueueMetrics offers the option to have a list of calls displayed in a paginated format. If we look at the bottom right
of this list, we can see a small icon which allows us to add or remove columns within the listing. We now have the
option of adding the "MOH events" and "MOH duration" columns, which report on the number of events where a
caller was put on Hold and the total duration of such events.

Available datn colusnns x

= s [ Dot
Caller Quoun Viait  Dumton Pon  Discoanoction  Handiod by Azempls Codo Stz Sre FiCaller
FQuean
Wit
[ Drurazicn
[P,

= =erm v

cater
A
cater
A
A
e
e
e
e
e
e
e

=eTm '

] Disconnection

[ Bandled by
E Atempts

[ Code

[ Stines

[EE
Flastesisk UTD
CIMOH evarts
CIMIOH duration
CIIVR Zuraticn
IIVE path
Cpwis

dzkn Do cl3}

p|f==]i= el s fale fa}ite i o fa] e ol )

ok |

Bl

#See also:#
¢ QueueMetrics User Manual: chapter 20.12 (Configuring paginated calls)

The new feature also allows to see the total number of Music on Hold (MOH) events per agent, how many MOH
instances took place throughout a call, the average and total duration of the MOH events.

Music-on-Hold by Agent

Agent Total Events per Total Average
Events Call Duration  Duration
& John Doe (101) 4 20 0:53 013
& Bob Smith (102) 2 20 0:25 ;12

P Export as... ] [£] ¢»)
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Release 12.05

11

'See also:’

¢ QueueMetrics User Manual: chapter 6.1.13 (Music on Hold by agent)

Release 12.05

Release 12.05 offers additional improvements to the QueueMetrics package, that address the introduction of fea-
tures that offer broader compatibility and simplify the user-experience. Amongst the main features, the new re-
lease sees a new page layout for the QueueMetrics Home page, the introduction of the Agent Awareness client
for Chrome, new drop-down user-friendly menus for quick agent control, a database creation wizard and QA fur-

ther scoring.

The implemented major changes are as follows:

* AGAW Quick Installation [#1600]

¢« AGAW Chrome compatibility [#1615]
* RT page menus [#1624_733]

* QA Extra Score [#1599]

¢ QM database creation [#1283]

*« QM Home page layout [#1611]

¢ Agent channel names with ’-’ [#1614]

AGAW Quick Installation

The installation of the Agent Awareness (AGAW) extension has been made easier and quicker as when you in-
stall QueueMetrics via 'rpm’ the AGAW runner is automatically installed, even if not immediately activated.

Agent Awareness: System

Staws  Queus  Start End Loadar  Quary ms  Insart ms

Cumenl  Wbound  DEDE-

osgs- 0 a3
120842 150942

Cumenl  oibeand  DED3-  0EMA- D 7
3 150582 R5GEA2

System status

Enirlas

Ruras carrertty in Guaerying phase; 0

Furs carrertly b lserting prase: 8

Rurs carmertty n Compilete phase: 2] e
Furs carrertly i Obsolete pase: sz

Tetal rumber af enries i the egert detals: 100428

Tatalrumber a1 kag enines: 1sE1E

Dema Admin | Administater = B % @ 3 & &
QueueMetrics

call center monitor

| AGAW license

status

Copy and paste vour new

ion code here:

calls |

[Run » |

| Wfarsial takin maranancs | | (sl nm key | | Rostar AGAW mrnar |

........

Once you request a demo licence, it can be installed directly from the AGAW page and you can start the AGAW

runner process straight away.

'See also:’

¢ QueueMetrics User Manual: chapter 10.2 (Installing the AGAW licence)

AGAW Chrome compatibility

Chrome has become the most widely-used browser, followed by Firefox and other browsers. This release sees
the implementation of the new user-friendly AGAW installation for Chrome users.
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RT page menus 12

Bl 81 2 an A

- S

zbmail |

John Doe (101) - 10:24:53
Code: Agent/101
Location: Main
Status: Logged off
Open task: 3

Waiting
Inbound 0 calls
QDPS [cChat] 0 calls
ACL: 0:00 Q:0:00 Wa: o
=C: o

Messages:
Mo messages

It allows to install the AGAW client within about 2 minutes and embeds into the top banner of the web page as an
icon that offers an at-a-glance AGAW panel, with all the relevant data for any agent.

'See also:’

¢ QueueMetrics User Manual: chapter 10.5 (Installing with Chrome)

RT page menus
Call Centre administrators and supervisors can now perform a variety of agent-related tasks directly from the Re-
altime web interface in QueueMetrics, without any need to browse to other pages. We have introduced a new
‘wand’ icon at the end of the 'Calls being processed’ panel which will give administrators the freedom and time-

saving control of being able to directly access the QA form, close, hang up, transfer and listen to any listed call.

Calls being processed:

Queue Callar Entered Waiting Duration Agent MOH Sy
=1 |nbound m 181641 o:ne 5] John Doe (104} ra
¥ Expon az... ] [5] & 5 o
Agents currently loggad in: B
Agent Last lagan Cnetiefsk Extension On pause Srv Lazt eall On queus
J John Doe (101) ST - 15:40:43 Inbound Bi203 - Inbound s —
T — = ST QA
¥ Expon as.. ][5
ci Chse
L 2 Hangup
. 9; H. ,In.ay & Franstar
Loway Resemch i
=0 pantkor now

We have also added an 'Add Member’ button to the top control table and a tidy drop-down menu within the
'Agents currently logged in’ section that allows to log off, pause and un-pause agents and send SMS messages
(Asterisk v.10+ required for this feature).

Home . Realtime . EBroadcast

[ Update Reload ~ Recap  Calls Agents  Queues Agenls Lacation Group _Superv. Add Membear [

Retod | | 456045 o [sos [x] [Show|x] [Shaw <] [Show[<] [Active [z] (AL [=][Main [=][- e [=] [ AddMember |

|Agents currently logged in:

Agent Last logon Queue(s) Extansion On pausa Srv Last call On queus
| = Jokn Do= (101} 04720 - 17-05:38 Inbound sip203 17-08 Email 17:07:58  Inbound &
| P Exporias. ) 5 & Fune
| fl_:l L]
LOWaY  aiemmuree

Lavay Reseorc
' Fouac Agent

L5 Urpause Agent

I gand Text Message

'See also:’
¢ QueueMetrics User Manual: chapter 7.2 (Calls being processed)

¢ QueueMetrics User Manual: chapter 7.3 (Agents currently logged in)
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QA Extra Score

13

QA Extra Score

Assigning scores to a QA Form has always ranged between zero and hundred. Occasionally a call centre may

choose to allocate higher values to an agent, given that he/she performed outstandingly well in their job. It is now
possible to add extra scoring to particular questions within the QA Form.

G Your Logo

Home  CigUsers  CfgCwsues  CigAganls  ClpégentGroups  Ciglocsiions  CipQulcomes

Clg Pauses

Demo Admin | Administator

| cran |

QA: ltems for Form: Quality Assurance

Add naw Item:

Clg Pert. Tric Rules

QueueMetrlcs

call center monitor

=

2
=l

Sectian: Engagement

| =] |mu How well did the rep display eourtesy? = [ | B
[= =] |ENE:Raterap’s enery level throughaut the call [=] [ | B
~] |TON: How uellrluiH\er\znggthetﬂmeandsgeedufsgeed\‘-‘ = | ] B
| [=] [CLE:How clear and eoncise was the rep's voreali and qon? [+ | | B
|- [=] [BOL: Did the rep use the correct hald procedure? [=] [ | &
5 ~] [DEE: Did the rep avoid deed air? =] [ | B
|- [=] [LIS:Did the rep display active listening skills? = | | B
[=] [CLO:How pasitive and appropriate was the call closure phase? [=] [ ] @
Section: Reschution
: ASS: Was assurance given for client’s assistance? |T| [ ] B
| |_| [BEL:How acourate and relevant was theinformation provided? =] | | B
HEL: Was additional help offered with enthusiasm? [=] [ | B8
| [l [PRO: Was the problem resolved on first contact? = ] &
|- [z] [TIM:Did the rep manage Hme effectively? =] | | &
Section: Business needs
DIAC: Was DBC done? [] | | @

S i Edil Form | [ Back 1a list |

A % aa@ljd"‘g:

ClgRepois  ClohR mnmmsi

Loway
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The total scoring for a specific section will be calculated and displayed within the numerator part and will not affect

the averages of the overall QA Form.

'See also:’

QueueMetrics User Manual: chapter 20.9 (Configuring QA Forms)

QM database creation

This new feature will be welcomed by many of our customers worldwide as it simplifies the QueueMetrics instal-

lation and configuration process. QueueMetrics requires a working JDBC connection to the MySQL database, so
the new wizard allows to easily create the database in a few clicks and minimal manual intervention.

QueueMetrics

call center moaniter

Create QueuelMetrics database

Perameters that ara not editabla come from the wab.xoml &a. K you need to changs tham, go edit the weboxml file.

This procedurs may delete all data if you already have an existing Queushdetrics databaze. If you already have a database, do nat run this.

MyE0L root infarmation
iySCL database address Tocaliost
MyS0L roat user eoot

KyS0L reat passward

- .
QueusMetrics database |quenemetrics
QueusMetrics database user f_queuemeu"i'l:-'s i

QususMetrics database pazsward :'[araﬂude
Imvia

£ Siep Status

1 Testing JOBC connaction 35 the MySQL admin HOT_RUM
2 Cragting dalabage quauemelsics HOT_RUN
3 Creating grants far user” its' on dalabase g HOT_RUM
4 Uploading initial schema HOT_RUN

Deescription Time
ims
s
ms
0 ms

Diagnostic tools

= Miew cenfiguration
* Altastar
.

Hote:
Access Lo this page 15 supposed to ba
restricled.

You can tumn off access 1o this page by
salling defzuil. viewTachinfo=false in the
canfigurlion grogeries fle.

Loway
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QM Home page layout 14

'See also:’
¢ QueueMetrics User Manual: chapter 2.5.2 (Automatic database creation)

QM Home page layout

This release offers a great new look for the Queuemetrics Home page, as the various links have been re-orga-
nized to form a new layout that avoids any previously-required page scrolling.

F Dema Admin | Administrator ] 2 @ O & &
s | A -
Your Logo QueueMetrics
e call center monitor
| Home |
QueueMetrics Home Page
@ Impo
Yo will e Flezse
to av

Queue: oo All =

Report: All Reports E
Agant report Real-time report Edit QuauaMetrics settings QuauaMatrics naws
Filtered for agent Slarl reallime monitonng Edit reparts Wealcoma to the naws
[= E Start wallboard Edit users airics naw ce I5 up and
Te Yesterday | The ” Edit queues ncin

:dlarydl's esterday | The day before Quick activity reports Edit agents
yesterday Today | Yesterday | The day before Edit agent groups
Last day | Last ]'_?aya yasterday Edit lacations
Last 30 days | Last 30 days Last day | Last 7 days Edil call aulcames
Quality Assessmant Last 30 days | Last 50 days Eg: Rﬁf{a:::c‘:::gns
B St Custom rapart Edit DID/DNIS lines
Graders page Run custom rapart Edit QA for
Perfarmance Tracker oIS .
Edit QA Poerfarmance Tracker Rules

P I
Rf:r:wm" repors Adminlsirative tools

Wiew Audit Lag
Setup wizard - Load data from Asterisk
Mysqgl storage informat

Ageal Awieniss o

Lowsy Resesch

The new format sees the introduction of the 'QueueMetrics News'’ section, a reviewed block layout across multiple
columns and the Licence Information page link embedded within the top banner to allow access from any page
across the application.

'See also:’

¢ QueueMetrics User Manual: chapter 3 (Logging on to QueueMetrics)

Agent channel names with -’

We have introduced the option to avoid the stripping of the ’-’ (minus sign) in channel names. By setting the
default.stripChannelNames property to false, the agent channel name is read as it appears in the queue_log file.
Otherwise anything after the -’ sign is deleted (ie. SIP/203-abcd is read as SIP/203), if set to true.

'See also:’

¢ QueueMetrics User Manual: Appendix D (System Preferences)

Loway

research
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