How to Create a Virtual Queue, Use it in a Strategy and Report on it with CCPulse+
Step 1- Create a Virtual Queue in Configuration Manager

1. In CM, Resources, Switches, select New DN.

2. Enter its name as its number. In the number box, enter the vq's name, ie "vq_test_2".

3. Specify type as virtual queue.

4. Under Advanced tab, enter the vq's name as its alias: "vq_test_2".

5. Click Apply, OK.

 

Step 2- Add the Virtual Queue to a Routing Strategy

 

1. In IRD, edit strategy. Choose a selection object to edit.
2. Select “Use Virtual Queue” under target selection.

3. Select “Switch and Alias.” Number will appear.

4. The selection object's label will change to reflect addition of virtual queue.
5. Close selection object, save and load strategy.
 

Step 3- How to Report in CCPulse+ with VQs

 

1.     Create stats for Total Number of Cleared Calls and Total Time to Cleared. These stats will be used in CCPulse+ template. These stats can be created in DMA or under the options setting in the Stat Server configuration object in Configuration Manager.

Details for the two stats:

 

1. Name: TotalCallsCleared

Category: TotalNumber

Subject: DNAction

Object: Queue

Select Group Queues

Select Queue

Actions: Main mask

Select Call Cleared for Main mask

 

1. Name: Total_Time_To_Cleared

Category: TotalTime

Subject: DNAction

Object: Queue

Select Group Queues

Select Queue

Actions: Main mask

Select Call Cleared for Main mask

 
2. Use these stats to create CCPulse+ template

 

1. Open Template Wizard

2. From Available Object type, select Virtual Queue

3. Select Queue View, choose create from selected template, click Next.

4. Give new template a name

5. From the list of Available Statistics, expand TotalNumber

6. Move  TotalCallsCleared statistic under Call Report section. Remove '1' from after stat name.

7. Also from the list of Available Statistics, expand TotalTime

8. Move  Total_Time_To_Cleared under Time Report. Remove '1' from after stat name.

9. Click Next.

10. Customize Graph if desired.

11. Click Finish to exit Wizard.

 

3. Create CCPulse View with Template

 

1. Open a new workspace, bring in the usual Configuration Objects (persons, switches, DNs (including VQs).

2. Create a real-time view by right-clicking a VQ.

3. Select the newly created template on which to base the view.

 

Done.

