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Welcome to the QueuelLogs database documentation!

The QueuelLogs database has been upgraded with new features to help monitor
the traffic of chat conversations coming into your QueueBot. Here is a breakdown of
what’s new:

e Dashboard is a new tool which is designed to produce graphical representations of
the volume of chats coming in, and is divided up to show how many chats were
accepted by each agent. This can be broken down into daily, weekly, or monthly
time periods.

e Options now exist to mail the graphical dashboard results to an e-mail address on
either a daily or weekly basis.

e Chat logs can now be viewed from an e-mail account rather than through the
Notes database. This is for anyone who does not wish to use the Notes client.

¢ Not directly related to the chat logs, but the Queuel.ogs database now contains the
forms which can be used with the QueueBot-STLinks integration to get
information from the customer before a chat is started and to mail out a chat
transcript to the customer after the chat has ended.



Deployment Instructions for QueuelLogs Template

Log in with the Administrator’s ID or an ID that has rights to make changes to the server
document.

Create Queuelogs.nsf

Copy ‘QueuelLogs_v2.10.ntf’ from ‘Notes database template’ directory of installed IAF
QueueManager path to the Lotus\Domino \Data directory

Login with the administrator’s id in the Lotus Notes Client
Follow the steps to create Queuelogs.nsf from QueuelLogs_v2.10.ntf

Click on File->Database->New
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Sign the database with the Administrator ID or an ID that has rights to run agents on server.

Copy the files ‘jcommon-1.0.10.jar’ and ‘jfreechart-1.0.6.jar’ from the ‘Notes database template’
directory of the installed IAF QueueManager directory to ‘Lotus\Domino\jvm\lib\ext’ on the
Domino server.

Copy the files ‘Queuelogs.class’ and ‘QueuelLogs$CustomBarRenderer3D.class’ from the ‘Notes
database template\Servlets’ directory of the IAF QueueManager directory to
‘Lotus\Domino\Data\domino\servlet’ in the Domino server. If the servlet folder does not exist,
create one.

Copy the file ‘servlet.properties’ from the ‘Servlets’ directory of installed IAF QueueManager
directory to ‘Lotus\Domino\Data’ in the Domino server.

Open the Server document from the Address book and navigate to Internet protocols >> Domino
Web Engine

Bazics | Securityl Fortz | Server Tazks | Internet Protocols I b Ths | Mizcellaneous | Tranzactional Logging | Shared bail | Administration

HTTP | Domino web Engine | DIIOP | LD4P |

Session authentication: Dizabled Java servlet support: Domino Serdet PManager
Servlet URL path: Iservlet
Class path: dominoiserddet

Serdetfile extensions:

Does thiz zerver uze 157 Sesgzion state tracking:  Enabled

Protocol: ldle seszsion time-out: 30 minutes

Host narne: Maxilmum active 1000
sessions:

Fort number: a0 Session persistence: Disabled

Ensure that the following values are selected or entered as shown in the “Java Servlet” section.

The HTTP task needs to be restarted once the files are copied. It can be done via the command
“tell http restart” from the Domino server console.

If a “servlet” folder was created afresh, then the Domino server needs to be restarted.

Once the HTTP task or the server reboots, you should see the following line on the server
console.

11162087
11162087
11162087 1.




Now, open the Queuelogs database from a Notes client. Goto “Dashboard Config” view from the
Left Navigator

A Edit Profile {45t Up Config

Config Name |

|nSta nt Ativity
TalkTime Awvg
YWallTime Awvg
Activity Metrics

Dashboardlmage

) by Date & Time
by Date & Agent
by Date & Customer

ﬁ'ﬂ by Agent & Date
by Customer & Date
By Queue Mame

B Location

g._; Totalz by Month and dgent
Totals by Custamer

L 1) Offline Clueries
Cpen Glueries

Closed Queries

',Q Test Results
Dazhboard

Dazhboard Config

Click on the “Set up config” button. This basically creates the default configurations for
Dashboard to work.
You should see a prompt like the one shown below.



f Edit Profile  §4 Set Up Canfig

Config Name |

Activity

TalkTime Auwg
YWaltTime Awg
Activity Metrics

Dashboardlmacge

Configurations x|

9P ) This ackion creates First Time configurations for Dashboard o work,
.,:(!' This will deleke the existing configurations and create defaulks
Click Yes to Proceed
Click Mo to retain and edit existing ones

Yes Mo

Clicking “Yes” would delete the existing configuration documents and reload the defaults. You
should see 5 config documents in the view shown above.

If the Config program runs successfully then you should see a prompt like this



f Edit Profile 4 Set Up Config

Config Name |
Activity

TalkTime Awg
WaltTime Awg
Activity Metrics
Dashboardlmadge

B x|

The configurations were setup successfully
Flease add an imade in the document - DashboardImage ko caomplete the configuration

Open the “Dashboardimage” document to attach a logo for the Dashboard.

Welcome l'@ Workspace ){l ﬁ [lueue Logz Live Copy oct 24 ){l '“:I [Urtitled] Xl

| @55\-’3

i This document containg the image that will be loaded in Dashboard Homepage

mage Lookup Key Dashboardimage

Brackground Image |

| The image name HAS to be "ogo.gif™

Attach an image in the field “Background Image” field. The logo name has to be “logo” and of gif
image type.



Please use Lotus Notes menu ‘File > Attach’ to attach the image

File Edit W“iew Create Actions Text Help

Mew k 'v|B "’|B I §=sti=
Close k-4 —
Save Chrl+3 E'J&ﬁ}d}ﬁﬂﬁ} EJ"

Saye As Mew Yersion H Dharmara - &11... }{l ﬁ Cueuebar Template VWer 2.8... 2
Document Properties, ..

Database r
Replication L4 i } .
) he image that will be loaded in Dazhboard Homepage

Mobile r

Inskank Messaging + Dashboardimage
. [

L 1eleno: The image name HAS to be "logo.gif™”

F~nnrt

YWelcome l@ YWorkzpace ){l ﬁ [ueue Logs Live Copy oct 24 XI ﬁl:l [Utitled) ){|

@ Save

This decument contains the image that will be loaded in Dashboard Homepage

mage Lookup Key Dazhboardimage
Backoround Image d #
logo. gif 0
The image name HAS to be "ogo.gif™

Save and Close the document.



Description of fields in the Config form

R e S E— 2 = [

Dashboard Configuration

Report Name Ackivity
¥ Axis Label Agents
¥ AHis Label # of Chats
Mail To adriny shipwreck
Chart Title Ackivity Report
Bar Color R 254

G 88

B: 21
Warning Indicator 5

Report Name: The name of the report that will appear on the charts

X Axis Label: This is the label that appears on the X axis on the chart.

Y Axis Label: This is the label that appears on the X axis on the chart.

Mail To: Enter the names of the people that the report needs to be mailed to, Multiple names can
be entered separated by semi-colon. This e-mail address will receive the graphical report
whenever the dashboard is used to view a chart. If you would rather not receive the graphs this
often, leave this field blank. Later sections of this doc discuss how to setup the Dashboard to
mail the graphs on a daily or weekly basis.

Warning Indicator: When viewing a graph, if an agent has less than this many chats, then their
bar in the bar graph is displayed as a different color.

Click on the “Edit Profile” button in the Dashboard Config view.

[ New Config [ EditProfile §Z5et Up Config

Config Name
Chiviby

TalkTime Awg

WaitTime Awg

Activity Metrics

Dashboardimage

Add the domino server fully qualified host name or the IP address in the “Server Name” field. For
ex: “acme.domino.com”



Configuration for Dashboard

BackGround Colour for Home page of r?S?EBBfiJ

Dashboard

[Server Host Hame 7492 20010025581 4

Descriptive Text for Activity " Display gueELE USAGE MEtrics SUMMSrizing the activity for the gqueus. o
Descriptive Text for Talk Time " Display the average chat conversation time for a queus based conversation.
Descriptive Text for Wait Time " Display the wait time for a user to connect with & queue based operator.

Descriptive Text for Activity Metrics " Dizplay the combination of the queue activity (courts) and wai time. o

E-mail Logging Options
" Plsin Text © Graph |

Format of the Summary Mail

Recipients to receive log via E-Mail TSudhir YenkateshANISOBIS; Prashanth H DharmaraAiSOBIS; Ravi Kumar & VINSOBIS =]
Enable Daily Summary Agent | Disable Daily Summary Agert |

[Status OF Daily Summary Agent Dizahled
Enakle Weekly Summary Agent | Dizakle Weekly Summary Agent |

[Status OF Weekly Summary Agent Dizahled

Recipients to receive Email on Every " Ravi Kumar G ¥iINS0BIS =

og Created
Enakle:E-mail Every Log | Dizakle E-mail Every Log |
[Status OF E-mail Every Log Agent Dizahled

Enter the Email addresses of the persons who want to receive QueuelLogs Summary mails and
the format of the summary mail (graphical format or plain text). The field is a multivalue field.

There are 3 agents that send summaries of Queuelogs

Daily Summary Agent — This agent is scheduled to run every night on the server. This agent
mails Queuelogs summary for the current day. The agent can be enabled or disabled via the
buttons “Enable Daily Summary Agent” or “Disable Daily Summary Agent”

Weekly Summary Agent — This agent is scheduled to run once every Friday night on the server.
This agent mails Queuelogs summary for the past 7 days. The agent can be enabled or disabled
via the buttons “Enable Weekly Summary Agent” or “Disable Weekly Summary Agent”

Agent to mail on every log — This agent, when enabled, will mail every new chat log created in the
database to the recipients. This allows an alternative way to view the chat logs than accessing
them through a Notes client and the Queuelogs database.

The Current Status of the agent is shown in the Status fields.



With the following settings you are ready to use the Dashboard
You can access the Dashboard via 3 ways

Click the “Dashboard” link from the left navigator

ﬂg b Agent & Date
by Custormer & Date
By Qlueue Mame

Bw Location

& Tatalz by bMonth and Agent
Totals by Customer

L7 Offline Clueries
Dpen Clueries

Clozed Queries

v,ﬁ Test Results

Dazhboard Config

Or
Open Internet Explorer and type the following URL

http://<servername>/<dbpath>/ITDashBoard?OpenForm

The “servername” and “dbpath” is relative to the deployment site
Or

Open Queuelogs in the browser and click on the “Reports” link in the left navigator



L’ Queue
Qg Manager

Search far:

| Gof

by Date & Time
i Q by Date & Agent
' by Date & Custamer

b Agent & Date
ﬂg by Customer & Date
by Liocation

by Queue Hame

(] Totals by Agent
&) Totals by Customer

Dffline Cueries

9) Qpen Gueries
Closed Gueries

i'ia Test Results

M Reports

You should see a screen like this



File Edit ‘iew Favorites Tools  Help

QBack - Q r D @ kh fF) Search \;H\L(Favnrltes &3‘

=)

Address I@ http: fidemojInstant TechfOck: 2015 QueueLogs. nsfITDashBoard? OpenForm j Go
GOCJS[C G vIGD +@ RS~ &2~ E‘ - | % Bookmarks~ ESblocked | n.?'Check * 'y Autolink v “l-_, At BSend tow @S

2 Queue Queue Logs Dashboard
Qbﬁﬁ Manager

imarizing the 1 ion time for a

Today

Reporis

Basically there are 2 ways of viewing reports
One is in the form of Charts / graphs and the other is in the form of tabular reports.

Bar Color: The 3D bars in the chart can be shown in user defined colors. Change the R, G and B
parameter for the same.

Warning Indicator: If the user intends to alert in a visual manner, mention a threshold number to
flag off as a warning. Any number that fall under that number will be shown in red color bars.

Description of fields in the Config form

M P P P

Dashboard Configuration

Report Name Ackivity
¥ Axis Label Agents
¥ AHis Label # of Chats
Mail To adriny shipwreck
Chart Title Ackivity Report
Bar Color R 254

G 88

B: 21
Warning Indicator 5




Report Name: The name of the report that will appear on the charts

X Axis Label: This is the label that appears on the X axis on the chart.

Y Axis Label: This is the label that appears on the X axis on the chart.

Mail To: Enter the names of the people that the report needs to be mailed to, Multiple names can

be entered separated by semi-colon.

Usage of Reports

Click any of the links on the Dashboard homepage to initiate a chart / report

Home == Activity

Oueue Logs Reports - Activity

£ Queue
2& Manager
Select Report Type |Iﬁ

Exclude zeroes vz Mo
(I 'Mo', then repart will not
dizplay agents with zero activity)

Haorme Chart

Select Report Type:

Home == Activity

Gueue Logs Reports - Activity

Queue
QE Manager

Select Report Type || vI

Exclude zeroes

(1f'Ha', then repart will not Dail'_-,-'

dizplay agents with zero activity) WEEH'_-,"
haonthly
Date Range

There are 4 possible values in this field

“Daily” Fetches records only for a single date
“Weekly” Fetches records between 2 Sundays
“Monthly” Fetches records for a particular month



“Date Range” Fetches records for a date range.

Exclude Zeroes: This parameter does not fetch records if a particular user does not have any
records for the mentioned parameters.

Fill the corresponding fields based on the Report Type

Home == Activity

_ Gueue Logs Reports - Activity
L) Queue

gu Manager

Select Report Type I |"-.f1|:|nth|j,-' vI
Select a Month I Cict 1|rI
Select a Year IEDD? vI

Exclude zeroes & vas i
(If "M, then repart will not
dizplay agents with zero activity)

Click the Chart button to obtain the report.

Activity Report
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