Avaya Cms Supervisor 1

Avaya Cms Supervisor

Downloaded from template-

Avaya Cms Supervisor dev.mobaptist.org by Angelo & Kaitlin

UNVEILING THE POWER OF AVAYA CMS SUPERVISOR:
A COMPREHENSIVE GUIDE TO CONTACT CENTER
ANALYTICS

In the fast-paced world of contact centers, data is the new gold.
Every interaction, every call, every second of hold time tells a
story. But without the right tools to interpret that story, raw data
remains just noise. Enter the Avaya CMS Supervisor, a robust
reporting and analytics solution designed to transform
fragmented call data into actionable business intelligence. For
managers, team leads, and operations directors, this platform is
more than just a reporting suite; it is a command center for
performance optimization, workforce management, and strategic
decision-making. This article delves deep into what makes the
Avaya CMS Supervisor an indispensable asset for modern contact
centers, exploring its core functionalities, practical applications,
and the tangible benefits it brings to organizations striving for
operational excellence.

While many modern contact centers have migrated to cloud-
based analytics tools, the Avaya CMS Supervisor remains a staple
in on-premise Avaya environments, particularly within Aura
Communication Manager and Call Center Elite setups. Its
longevity speaks to its reliability and depth. Whether you are a
seasoned administrator looking to refine your reporting strategies
or a newcomer seeking to understand the ecosystem, this guide
provides a comprehensive overview of the Avaya CMS Supervisor,
its capabilities, and how to leverage it for maximum impact.

UNDERSTANDING THE AVAYA CMS ECOSYSTEM

At its core, the Avaya CMS (Call Management System) is a server-
based application that collects, stores, and processes real-time
and historical call data from your Avaya phone system. The
Avaya CMS Supervisor is the client interface—the software
application installed on a desktop or accessed via a web
browser—that allows supervisors to interact with this data. Think
of it as the dashboard to a powerful engine. Without the
Supervisor interface, the data remains trapped within the CMS
server. With it, you gain a window into every aspect of your
contact center's performance.

Key Components of the
CMS Architecture

To fully appreciate the Avaya CMS Supervisor, it is helpful to
understand the broader ecosystem it operates within. The system
comprises three main layers:

e The Avaya Communication Manager: This is the
telephony switch that handles call routing, queuing, and
connectivity. It generates raw event data for every call.

* The CMS Server: This dedicated server receives call event
data from the Communication Manager, processes it, and
stores it in relational database tables. It can handle data for
thousands of agents and hundreds of skills (split/skill
groups).

e The Avaya CMS Supervisor Client: This is the user-

facing application that queries the CMS server and presents
the data in customizable reports, real-time displays, and
historical analyses. It is the tool through which supervisors
monitor, analyze, and act.

The beauty of this architecture lies in its separation of duties. The
switch handles calls, the server handles data storage, and the
Avaya CMS Supervisor handles human interpretation. This
modular approach ensures that even as call volumes surge, the
reporting system remains responsive and accessible.

CORE FEATURES AND FUNCTIONALITIES OF AVAYA
CMS SUPERVISOR

The Avaya CMS Supervisor is not a one-trick pony. It offers a
rich suite of features that cater to different aspects of contact
center management. From real-time monitoring to deep historical
analysis, the tool provides the granularity needed to fine-tune
operations.

Real-Time Monitoring

Perhaps the most immediate benefit of the Avaya CMS Supervisor
is its real-time display capabilities. Supervisors can create custom
real-time displays that show exactly what is happening in the call
center at any given moment. Key metrics include:

e Agents in logged-in, available, ACW (After Call Work), and
AUX (Auxiliary) states.

e Calls in queue and longest wait time.

e Current service level percentage.

e Abandoned call counts.

e Trunk utilization.

These displays are not static. They update every few seconds and
can be configured with color-coded thresholds. For example, if
the longest wait time exceeds 60 seconds, the display can turn
red, alerting the supervisor to take immediate action. This real-
time visibility empowers supervisors to make on-the-fly
adjustments, such as reassigning agents, sending out alerts, or
adjusting queue parameters.

Historical Reporting

While real-time monitoring addresses the immediate, historical
reporting is where the Avaya CMS Supervisor shines for long-term
strategy. The system stores data for configurable periods (often
months or years), allowing users to run reports on virtually any
metric. Common historical reports include:

e Agent Performance Reports: Track individual agent
statistics over a shift, week, or month.

» Split/Skill Reports: Analyze the performance of specific
queues or skill groups.

e Traffic Analysis Reports: Understand call volume
patterns by time of day, day of week, or season.

e Abandoned Call Reports: Identify patterns in call
abandonment to optimize staffing.

e Custom Reports: The reporting engine allows for virtually
unlimited customization, letting you define exactly which
fields, calculations, and filters to apply.
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The ability to schedule reports to run automatically (e.g., every
morning at 8 AM) and distribute them via email is another
powerful feature. This ensures that key stakeholders receive
relevant data without needing to manually log into the system.

Agent Trace and Call Detall
Recording

For deep investigative work, the Avaya CMS Supervisor offers an
Agent Trace feature. This allows a supervisor to track a specific
agent's activity in real time, seeing exactly which calls they are
handling, how long they spend on each activity, and the outcome
of each interaction. Coupled with Call Detail Recording (CDR),
supervisors can reconstruct the exact sequence of events for any
call, from the moment it enters the queue to the moment it is
completed. This is invaluable for quality assurance, dispute
resolution, and training purposes.

Forecasting and Scheduling
Integration

While the Avaya CMS Supervisor itself is not a full workforce
management (WFM) system, it provides the foundational data
that WFM tools require. Historical call volume and average handle
time data exported from the Avaya CMS Supervisor can be used
to build accurate forecasts. Many organizations use the Avaya
CMS Supervisor data to feed into dedicated WFM platforms like
Avaya Workforce Optimization or third-party solutions. The
accuracy of the reports directly impacts the quality of the
schedule, making this integration critical for efficient resource
planning.

PRACTICAL USE CASES FOR AVAYA CMS SUPERVISOR

Understanding the features is one thing; applying them to real-
world scenarios is another. Here are some practical use cases
where the Avaya CMS Supervisor proves its worth.

Managing Call Spikes and
Queue Overload

Imagine a typical Tuesday afternoon when call volume
unexpectedly doubles due to a product outage. Without real-time
visibility, a supervisor might not notice the queue building until it
is too late. With the Avaya CMS Supervisor, the supervisor sees
the longest wait time spike crossing the threshold, the queue
count climbing, and service level plummeting. Armed with this
information, the supervisor can immediately:

1. Announce the situation to the team via the system's
messaging feature.

2. Move agents from training or back-office work into the call
queue.

3. Enable overflow to a secondary skill group to distribute the
load.

4. Check the abandoned call count to assess the severity of
the impact.

This rapid response, enabled by the Avaya CMS Supervisor,
minimizes customer frustration and protects service level
agreements.

Improving Agent
Performance Through
Coaching

Historical reports from the Avaya CMS Supervisor provide an
objective basis for coaching conversations. Instead of relying on
anecdotal evidence, a supervisor can pull a detailed report
showing an agent's average handle time, after-call work time,
and occupancy rate. If an agent's after-call work time is
consistently higher than the team average, the supervisor can
discuss specific strategies to streamline wrap-up activities.
Furthermore, the Agent Trace feature allows the supervisor to sit
with the agent and review their activity in real time, identifying
opportunities for improvement. This data-driven coaching
approach is more effective and less subjective than traditional
methods.

Optimizing Staffing Levels
and Schedules

One of the most common challenges in contact centers is
balancing service levels with cost. Understaffing leads to long
wait times and high abandonment. Overstaffing leads to idle time
and inflated labor costs. By analyzing historical reports from the
Avaya CMS Supervisor, operations managers can identify
patterns. For example, a report might reveal that call volume
drops significantly between 12:00 PM and 1:30 PM but the agent
headcount remains the same. This insight could lead to
implementing split shifts, allowing some agents to take lunch
earlier or later, ensuring coverage during peak times and
reducing idle time during lulls. The data from the Avaya CMS
Supervisor is the foundation for a more efficient schedule.

ADVANCED REPORTING AND CUSTOMIZATION

The out-of-the-box reports in the Avaya CMS Supervisor are
comprehensive, but the tool's true power lies in its customization.
Supervisors are not limited to predefined templates. The
reporting interface allows for deep customization of fields, filters,
calculations, and display formats.

Creating Custom Split/Skill
Reports

Suppose you need a report that shows daily performance for a
specific skill group, broken down by agent, with calculated fields
for adherence percentage and a weighted service level score.
The Avaya CMS Supervisor's custom report builder allows you to
select the exact data fields you need, apply mathematical
operations (such as summing, averaging, or calculating
percentages), and define the layout. This flexibility ensures that
you are not drowning in irrelevant data; instead, you are focusing
on the metrics that matter most to your specific business goals.

Using Thresholds and Alerts

Effective use of the Avaya CMS Supervisor involves setting up
intelligent alerts. You can configure the system to send an email
or display a pop-up message when a critical metric crosses a
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defined threshold. For example:

e If the abandonment rate exceeds 5% in any 15-minute
interval, send an alert to the supervisor.

e If the average speed of answer exceeds 120 seconds, notify
the manager.

e |f agent occupancy exceeds 95%, trigger a warning to
prevent burnout.

These proactive alerts shift the supervisor's role from reactive
firefighting to proactive management. Instead of constantly
watching screens, supervisors can focus on coaching and
strategic tasks, knowing the system will notify them of critical
events.

Leveraging the Web
Reporting Interface

In addition to the dedicated desktop client, the Avaya CMS
Supervisor is also accessible through a web interface. This
browser-based access allows supervisors and managers to view
reports from anywhere on the corporate network, without
requiring the installation of specialized software. This is
particularly useful for remote managers or for sharing reports
with stakeholders who do not have the desktop client. The web
interface offers a streamlined experience, focusing on report
viewing and basic interactions, while the desktop client remains
the tool for administration and advanced customization.

BEST PRACTICES FOR MAXIMIZING AVAYA CMS
SUPERVISOR

To get the most out of the Avaya CMS Supervisor, consider
these best practices:

e Standardize Your Metrics: Define a core set of key
performance indicators (KPIs) that everyone in the
organization uses. Common KPIs include service level,
average speed of answer, abandonment rate, first call
resolution, and agent occupancy. Having a standardized set
of metrics ensures consistency in reporting and evaluation.

e Schedule Automated Reports: Automate the distribution
of daily, weekly, and monthly reports. This ensures
stakeholders receive timely data without manual
intervention. For example, a daily "Morning Report" can be
sent to the operations team at 7 AM, summarizing the
previous day's performance.

e Train Your Supervisors: The Avaya CMS Supervisor is a
powerful tool, but it requires training to use effectively.
Invest in training for all supervisors, covering not just how
to run reports but how to interpret the data and use it to
drive decisions. Untrained supervisors may overlook
valuable insights or misinterpret metrics.

* Regularly Review and Update Displays: Your business
needs change over time. Regularly review your real-time
displays and custom reports to ensure they still align with
current priorities. Remove displays that are no longer
relevant and add new ones as new metrics become
important.

e Maintain Accurate Agent and Skill Definitions: The
accuracy of your reports depends on the accuracy of your
configuration. Ensure that agent IDs are correctly assigned,
skill groups are properly defined, and AUX codes are
consistently used. Garbage in equals garbage out, as the
saying goes.



