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Learning Points

 UDC Extraction Theory and Practice
 Modeling Call Center Data

e Call Center KPIs

* Integration w/CRM Activity Data
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Java Connectors

ASUG

AMERICAS” SAP USERS™ GROUP

Bl Java Connector

Technology based on

Provides access to

Sun's JDBC -- the
standard Java API for

Connectivity to over 170 JDBC drivers,
Examples:

Web services-based
access to OLAP
providers.

© RDBMS Teradata, Oracle, Microsoft SQL Server,

= . Microsoft Access, DB2, Microsoft Excel,

:g text files such as C5V

;: SAP Query --a SAP operational applications

o component of SAP's 5";’”’?’-"’;95-' conal svet .

- - ata in transactional systems such as \
Web Application Server Ad-Hoc, and Operational Reporting
Microsoft's OLE DB for OLE DB for OLAP-compliant data sources
. ; Examples:

PLAP e Microsoft Analysis Services, SAS,

o '"d”ﬂw'*‘_‘ta"dam OLAP Microsoft PivotTable Services

< API for Windows.

- Microsoft's XMLA -- Platform-independent access to BW 3.x

o and other OLAP data sources

Examples:
BW 3.x, M5 Analysis Services, Hyperion,
MicroStrategy
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Integration Scenario W/JDBC Cemormwor

SAP Enterprise Portal 6.0

Web Application
: Guery
= RemoteCube
i
a InfoSource
& ||l ceneric Datasource
with . E Rules >
|
Connect information to specific
o | | J2EE Server6.40 source systems:
- - URL, IP-Address
0 - DB User, Authorities =Y
3 UDConnect || —  .DBSchema
a —  — 71 [ |
ﬁ JDBC Connector™ s
JDBC Driver '+ Installation of drivers (JDEC,
ODBO) or XMLA components z
Supporting JDBC ‘ - Provided by the vendor
|E| — m = E - Licensed by the customer
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Integration Scenario w/JDBC A3UGC

.....

|nfoSource status shit+F6 1 | G5 (B | (3 (Y
Create characteristic ... Ctri+F7 |
Create kev figure .. Ciri+F8
‘E? Eﬁ H i |@Er Maintain DB-Storage Parameters

| infoSource BISDK |

Status Activ

< Create BW DataSource with UDConnect >
[R5 ED | - Obiectdirectoryentry s
| Communication Strug  Business Content component

_{mmahjem Descript. '5..|R... [Check object Length [Type Deci.. Unit f_] 5
TD_ORDERK | Order No. &7 []|& TO_ORDERK 20 NUMC [0 -]
“[TO_PARTK | PatnerNo. & [ ]|A&F TD_PARTK 10 NUMC 0 [+]
_ |TO_RCDATE | R Date & 0] DATS D G
[[0_COMOT | commesiona A5 b o
TD_SHIPDT | shipping Date & [ | 3 DATS 0
TD_LINEN | LinetemNo. &1 [ | A& TO_LINEN 10 NUMC D | 0
000 §
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Installation Overview s s s

 BW 3.5 Installation Guide — SAP BW Java Components

« How-To Configure UD Connect on J2EE Server for UDC
Access to External Databases

e [Issues:
Fields not aligned: 857658
bit type fields can not be extracted 833581
S:RSSDK:400 error 866894
S:RSSDKO059 : Note 723457

 Smoke Test: http://bwdev:50000/TJdbc/servilet/TestJdbc
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Mapping

« Infoobjects creation with proper types
Mapping proposal does not work too well
Can only assign it once

Compatibility
Issues with: Bitmap Image
Date/Time
Tiny Init .
Bit

Infoobjects issues:
Alpha conversion not supported
No conversion routines
Upper/lower case

ob Americas’ SAP Users' Gro
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http://help.sap.com/saphelp_nw2004s/helpdata/en/77/362040599a8f5ce10000000a155106/content.htm
http://help.sap.com/saphelp_nw2004s/helpdata/en/77/362040599a8f5ce10000000a155106/content.htm

Othe UDC Considerations A Sap ans anor

e Transports (note 830129, 709575, Program
RSSDK_ LOCALIZE OBJECTS)

o Datapacket size
* Delta
* No Joins permitted — need a view




Data Modeling e saruss o

e Text and attributes in one table

e Staging ODS

* Application ODS

e Same technical object has different names
 Need date, time, timestamp, time-slot objects
e Transitive attributes an issue

* Be very careful about compounding

« Self-feed for Agent State durations

* N:N relationships

* Reference Infobjects




Call Detalls

l l
IPCC: Contact Call | L= e
Detall ACDWCDOWCRD
l l l
PO Agent PCC: Contact POC: Contact
Comnection Detall Crueue Detall [Routing Detall
i i i i
ZPOC DDNTACT PO ACENTOD PO DDNTACT PO DDNTACT

3 3 3 3
mmnmmmmnmmmn

& & & &
DE DE DE DE
UDCEDE_JDEC.Co UDCEDE_JDECAG UDCEDE_JDEC.Co UDCEDE_JDEeC.Co
niacCallDetall for emComnectionDetall miacCuencDetall for niaciRouting Detall

£
Loghcal System

EDUCATING HNETWORKING INFLUENCING

A3SUC

CSAP Lsers' Groun



SUG
Agent State Detail ASUG

 The Agent State Detail Report shows detailed information

about when the agent changed from one state to another.
For each agent specified, this report shows the date and
time of each state change, the name of the state changed
to, the reason code, if any, for the change to Logout state
or Not Ready state, and the length of time spent in each
state.

Total Logged-in time

Not Ready

Ready

Talktime

Worktime




Agent Name
Bob

Agent State Detall

Agent State Summary Report (by Agent)

1/13/2006 12:00:00 AM - 1/14/2006 12:00:00 AM

ASUG

AMERICAS” SAP USERS™ GROUP

Interval Start Time Total
Extension Interval End Time Logged-in Time NotReadv Time Ready Time Eeserved Time Talk Time
7048 1/132006 12:00:00AM 07:53%42  04:25:05 353% 021755 288% 0:01:08 0.2% 01:13:30 153%

1/14/2006 12:00:00AM

Summary: 07:59:42  04:25:05 553%  02:1T:55 28.8% 0:01:08 0.2% 01:13:30 153%
Grand Total: 07:59:42 04:25:05 02:17:55 0:01:08 01:13:30
55.3% 28.8% 0.2% 15.3%

OO0
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Agent State Detail ASUG

Z////////////W////j

% 5 7
o205

Mar.- Feb., 4 special periods

1

IPCC:Duration
WORKING Logged-in 00:00:00
Ready 021755
Reserved 00:01:08
Talking 01:13:30
Work 00:02:04
Result 03:34:37
LUNCH Hot Ready 01:04:23
Result 01:04:23
END OF DAY Logout 00:00:00
Result 00:00:00
AGENT JUST LOGGED IN 1} Hot Ready 00:01:04
Result 00:01:04 =
AGENT RECEIWED NON-ACD CALL Hot Ready 00:06:14 J‘",
Result 00:06:14 n
AGENT WENT OFF-HOOK Hot Ready 00:02:43 j
Result 00:02:43 =
RESEARCH Hot Ready 02:28:53
Result 02:28:53
BREAK Hot Ready 00:41:48
Result 00:41:48
Overall Result 0F:59:42
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Agent Detail ANSUG

 The Agent Detail Report shows detailed information about
talktime, holdtime, worktime by call types: inbound,
outbound, transfers, conferences etc.

Agent Call Summary Report

5/15/ 3006 12:00:00 AM - 5/162006 12:00:00 AM
| Inbound ACD I Inbound Non-ACD I | Outbound I
Total Ave Talk/ Ave/Max Ave/Max ACD ACD ACD
Arent Name Extenzion Inbound Total HoldWork Total Talk Time Total Call Time Tranzfer-In  Tranzfer-Out Conference
Adriznz 751 17 g 00154 2 0:03:21 18 0053 0 5 0
OO (B 00045 0: 10:0a
000145
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Contact Service Queue s s o

 The Contact Service Queue Activity Report shows a
summary of calls presented to, handled by, abandoned
from, and dequeued from each contact service queue. It
also shows calls handled by workflows in other contact
service queues, and average and maximum time
iInformation for calls handled, calls handled, calls
abandoned, and calls dequeued.

Contact Service Quene Activity Report (by C50Q)
5/15/2006 12:00:00 AM - 51672006 13:00:00 AN

* Calk H aad = 3L: calh hendled within service Jeval
** Calk A band = 3L: calh shandonod within servics loval
Swrrice Level for Handled T allz Ol = -:': ally Handlad Within Sendos Laval Calk Hendledy * 10095
Zarvics Lovel v theone Abandezed Callz: Conmiwd: .:-'_" all Handlesd Within Serion Laval -:':' alls Progenied - Calh Abendossd Wahin Jervics Lawa] Wi+ 10005
Zwrvice Level v th Abandensd Calk © sumded P ezdivelr: ':'-\.t alls Haodled Withig Servics Laval + Calk Abendogsd Wihin Servics Lawal) ' Call Pregeniad) * 10095
Zwrvice Level w th Abandensd Talk © suméed Nepasmwakb: -:':' 2lk Haadlad Within Seron Laval ) Call Progsgied) * 100%

3

L.
F.
4.

Percentase of Service Level M et
SErvice Calls Calls

CSQ Name Interval Start Time  Level Hand Aband oais = Wient 7 scisive.  Negasive Call: Call: Calls Calls

{Call Skillz) Interval End Time {zec) =S8L*  Z5L* pasdled Abssdes  Abssdes  Abssdes  DrEzEmted Handled Aband oned Dequened

001 5/15/2006 12:00:00AN 30 112 1 BEI4 TR TS TS 140 127 5204 3 2 0 008
5/16/2006 172-00-D0AN

(30E_Drivas)

Summary: 112 1 882% 75T% 75806 7510 149 127 85.20% 1 2004 0 0.00%
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CRM Integration 2200

e Calls to CRM interaction(s)

e (Calls to Complaints
Complaints by product
Complaints by customer type

 Average times
By product
By customer type
By agent
By queue
o Call analysis by customer and product
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Key Learnings

* Proper support patch level for UDC

* Creating the correct infoobject types

* Applying proper EDW principles in building appropriate
staging and application layers
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Questions?

Contact: Manish.Umarwadia@TLI-USA.COM
Phone: 847-942-3751.



mailto:Manish.Umarwadia@TLI-USA.COM

Thank you for participating.

Please remember to complete and
return your evaluation form following
this session.

For ongoing education on this area of

focus, visit the Year-Round Community
page at www.asug.com/yrc
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