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1 LOGIN TO UNITY DASHBOARD

To monitor Call Center statistics, the user who logs into Unity Dashboard should be a supervisor in the Call Centers
that they wish to monitor. The address of the Masergy Global UCaaS CTI server and OCI-P server are preconfigured

in the client.

Note: an administrator who is only managing a group of users outside of the call center would not have to be

assigned as a supervisor to any call center.

2 USER GROUPS

If you want to monitor users as well as agents, then you need to create a user group. A User Group represents a
logical grouping of users outside of a Call Center. This grouping is internal to Unity Dashboard, it is not stored or
used elsewhere in Masergy Global UCaaS. A User Group can only be displayed in a tabular template only.

) Ve Group

Name |Sales Support Team
Users.

Avadable Users.
Dynamically search for a specific user

[ ardcommunications
Amith K Bharathan
Ay Dadds
Andrew Smith
P
4iny Suryasarayanan
Barry Simpson
i Seciety Cord Pheen
By Sty
boct loop testing w 510
Cheis Miced
Chiis et
Chiia Tun

- e Cimely Bakar
List of available users that have not B Test

yet been added to the user group Caihbamd Uier
Dave Dadds
Dave Upjohn
Duvicd M OOM
Dean Test User 1000
Dema 07T
Dams Agert Tae
Coor Entry
Dirwmgrade Test
drd 550 tast

1 Srom by

3 DISPLAY TEMPLATES

incleded Users.

ArdomTRnaRcaT
150 Ten
5000 1 THST
S0V 8017 Tt
i Jose
A Joieph
Agest One
Ages twg
adstar Todd

Pttt 2 emtnd1 11
Fax tet] wees 110
Felix Rovin Vincent
firm ware
Gamema CF test

Gopdrichaan V

Hairy Dadds

Harry OOH

Helpdesk
Alpstair Brown
Andrew Todd
Coln Farman
Duvid Higgent
Paul Dewey
itk K

Name the user group here, you cannot
— have more than one user group with
the same name

The list of users that have been
added to the user group

The display template section allows you to create and configure both tabular and graphical templates that define

grouping of statistics.

You have the provision to add, edit and delete display templates using the buttons to the right of the box, you can
also edit a display template by double clicking the display template.

D) Unity Diihboard: Jeneus Wirnshusz

@® Unity DashBoard

|:Parmcr Branding]

Tabulae templates

Stel & Heating Sopply Co.

Chasting templates
Eubbles

Cirdes & full gauges
Graphe, half gauge and tles
Graphical

draphs.

Tiles and halg gauges
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Tabular templates

Dashboard’s tabular templates show the information in a table/grid layout with headers, rows and columns which
can be presented for both call center queues and individual agents.

Add/Edit Display Template

You can add a new tabular Display Template and change any existing tabular Display Templates by using the left-
hand column.

(D) Unity Dashboard: Jenna Wimshurst

@® Unity DashBoard

di Tabular templates Graphical templates
Partner Bran ing ACD States Inbound Calls
Agents only

Queues only
Dashboard Steel & Heating Supply Co.

Key stats
Missed Calls Chart
Percentages stats

000
000

User Group

Display Template

View

Seitings

About

Click on the add icon to the right to create a new tabular template.

Tabular templates

ACD States @
Agents only
Queues only o

Steel & Heating Supply Co.

The Display Template is divided into ACD Queue Statistics at the top and Agent/User Statistics below. These
are mix and match, to make a Display Template with only Queue statistics select “no agents” in the Agent/User
Statistics drop list.

0 Display Template

Name |ACD States

ACD Queue Statistics

|Show no gueues w |

Selecting Statistics

To add data to the included column, you can either double click on the stat in the available column or select the
stat and then click on the right arrow.
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Configuring Thresholds
Threshold values can be set for each item in the included column list:
D veplay Template (=]

Name [Stesl & deating Supply <o
ACD Quaus Statistics
show [the top =1 Bl Ciniras tenmet cirt] | s *

Statistic Properties
- v T

Spaaes af Answer
relaned Calls

Ezcaped Cails

Agent/User Statistics

Sravietic Proparties
reactor Text
[Ancwares cane

Start Value

End value Colour
= » Orangs
- s valiow
- d
cancel oK

5 GRAPHICAL TEMPLATES

Dashboard’s graphical templates show the information in a variety of graphical elements including charts, tiles,

badges and half and full gauges.

| (D) Unity Cushboard: enna Wimshurst

@® Unity DashBoard

- Tabular templates Graphical templates
Partner Branding ACD States o Inound Calls o
Agents only ey stats
Quiues only ° Missed Calls Chart °
Steel & Haating Supply Co. . PRrcentagns stats P
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Add/Edit Display Template

To add or edit a graphical display template go to Display Templates on the left-hand menu. The two types of
templates, tabular and graphical are presented next to each other.

To add a new graphical template, click the plus icon on the far right or to edit an existing template double click the
template, or select it and click the pen icon.

Selecting from the layout pre-sets

Unity Dashboard provides a list of pre-set layouts featuring different components that can then be configured and
edited according to user preference. Select your desired layout from the drop-down list at the top and then give the
template a name.

© Chating Templae o x

e Toroa [t B |

Missed Calls

Data source

Before configuring the statistics, you need to select the default data source at the top of the template, as shown
below.

|9 Charting Template

Name ‘ | Layout ‘Lsyuull v‘ |Defauh Data source v||
1 (Select Al

Inbound Calls

The default data source will be applied to all statistics by default, however this can be overridden when configuring
the statistics by selecting from the list of data sources.

Configuring the statistics
To change the statistic simply right click on the element and select configure.

Thresholds
Color thresholds can be set for all graphical components with an additional icon threshold available for tiles:
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() Configuration - O X

Half Gauge

MName

Statistic | Staffed Ratio ~
Statistic Colour 1 Red ~

Statistic Colour 2 Green

Use default data source
Data Source Bolts Sales
Nuts Sales

Staffed Ratio Customer Suppert
Partner Support

Cancel oK

5 CREATING VIEWS

A view is the link between the Call Center or User Group (the data) and the statistics configured in the Display
Template (the presentation). It tells the Dashboard which information to display and for how long. Click the View
button to create new views or edit existing ones.

All configured views will be displayed on the left, you can Add, Edit, Re-order and Delete views using the buttons.
Configure the duration that the view will display for before selecting the desired settings.

View Properties

MName: |Agent Only |

Include Name in display
Display Duration: | 100 > seconds
—
Type: ® Tabular O Graphical I

Display Template: | ACD States v

Data Source: |ACD States

Agents only

Queues only

Steel & Heating Supply Co.
AITUSErs (User Group)
Mon ACD users (User Group)

6 DASHBOARD

Once you have configured the templates and views Dashboard is ready to go, simply click on “Dashboard” on the
left-hand side and the list of views present will auto rotate, each view will be displayed according to the display
duration set in the view. To skip to another view quickly, right click in the Dashboard and select the desired view.

CONTACT US: USA +1 (866) 588.5885 | UK +44 (0) 207 173 6900 | sales@miasergy.com )\ MASERGY
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