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Introduction

Introduction

The cc: Discover Reporting module enables users to generate and save or print reports as well as find
real-time data about the system. This information provides:

e Quality Assurance managers insight into the performance of employees and business processes.
e System administrators knowledge about cc: Discover’s performance and actions taken in the system.

This document explains:

e How to navigate the Reporting module and use its functions.
e The information that appears on the reports.
e How to create and manage reports.
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Reporting Basics

Quick Links Page

Reporting Basics

Upon clicking the Reporting tab in the upper left-hand corner of the cc: Discover web portal, you will
access the page seen below. The Quick Links page shows them organized by a filter such as Group.
Individual printable reports can be accessed from this page by clicking on the name of the report (shown

in blue underlined font).

These reports are also available from the menus on the left side of the Reporting tab.

Printable Reports
Analytics Reporting
Call Reporting

QA Reporting
System Reporting

-

Report Tools

System Reports r

Survey Reporting ?‘

DAna\'{lics Speech Tag Frequency

74 ByAgent
L| Agent OA Summary

D Survey Detai

~

D Disk History

Quick Links

|- +% Printable Reports+ Call Reportin
3 Ly

By Agent g 1%

Agent Call Summary
Assigned Agenis Report
Group Membership Report

Printable Reports > Analytics Reporting

’- # Printable Reports+ QA Reporting
v

Agent Ranking By Period
Agents Needing Evaluation Detail

:' Agents Needing Evaluation Summary
L] ritical Question Summary

Printable Reports > Survey Reportin

Printable Reports > System Reporting

Taka

By Group
D Group Membership Report

D Speech Category Summary

By Group
D Critical Question Summary
Group QA Summary
Group Summary By Month
Group Summary By Period
QA Agent Periodical Trending Report

D Survey Detail Summary

D System Activity Summary

e By Call Type
D Agent Call Summary
Call Recording Detail
D Duplicate ANI Report

D Speech Category Trending Report

“F|= ByFom
L Agents Needing Evaluation Detail
L Blank Q4 Form
L] Call Evaluation Detai
L| Completed GA Form
L Critical Question Detail

D Survey Overview

D System Usage
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Reporting Basics

Reporting Tab Navigation

Printable Reports
Analytice Reporting
Call Reporting

QA Reporting
System Reporting

Report Tools

System Reports

The menus on the left side of the Reporting tab provide access to reports and
tools.

The Printable Reports menu has these links:

e Analytics — These reports are available only if the cc: Analytics module for
analyzing call records has been purchased.

e Call Reporting — These are the Agent Reports on the Quick Link page.

e QA Reporting

¢ System Reporting — See also the System Reports menu.

e Survey Reporting — These reports are available only if the cc: Survey
module has been purchased.

The Report Tools menu provides access to tools for automatically generating
reports (subscriptions) and report libraries.

The System Reports menu provides administrators with the ability to monitor
the health and performance of the system and to audit actions taken on the
system. These reports cannot be printed.

Clicking a link, such as QA Reporting, displays that list of report types. The Date Created column
indicates the date that the XML file used to generate this report type was installed in the cc: Discover

system.

Web Player

Printable Reports

Analytics Reporting
Call Reporting

QA Reporting
System Reporting

Coaching Reporting Administration Logged in as superuser | Change Password | Logout
Quality Assurance
Filter: Search
Report Description Date Created
Agent QA "
Summary Quality Assurance Summary By Agent 5242011
AGENRANANGBY 4 gent Ranking by Period 52412011
Period
Agents Needlng Fitered list of when each evaluator has last evaluated each agent on each form. 512412011
Evaluation Detail
Agents Needing
Evaluation Shows the last ime an agent has been evaluated for the given criteria. 52472011
Summary
Blank QA Form Print out blank quality assurance forms for off line evaluations. 52472011

The Filter allows you to search for a particular report type based on the name of the report or a key word.
For example, “Agent” entered into the Filter field as a key word will bring up all of the report types with
‘agent’ in either the report name or description.

Click a report name to open a page for generating that report.

cc: Discover Reporting Manual, v5.1 R1



Printable-Report Functions

These tasks can be performed when using printable reports.

Specify Criteria and Create a Report

Reporting Basics

Each report has criteria that must be set to select data. These criteria can include date ranges, user or
agent selections, and other data fields depending on the report type. Once you have the report criteria
entered, click the Generate Report button to create the report.

Agent Ranking By Period

Period Type Month E|

Form All

ac enerate Report
| Back I G Rep

J
<
Iil

Year

2010~ ]

ElGroup All

[=]

Period December E|

[

Save Report Search Criteria

You can save the criteria for reports that are created frequently. Click the inverted chevron icon to see a

list of saved report search criteria.

Back Generate Report
L i P

J
o
=]

Enter a name for the report in the Search Name field. Select the Public box only if you want others to be
able to view your saved report. Then click Save Search.

Agent Ranking By Period

Form Sales Evaluation

Wear 2011 -

| Back || Generate Report |

No available search sets saved for this report.

Sales Agents Ranking Report

Public : [F]
| & | savesearch

Search Name:

* Group Sales Team * Period Type Month

Period June hd

cc: Discover Reporting Manual, v5.1 R1



Reporting Basics

The report criteria item appears on the page. To use these criteria again, click the item. A report page
with the criteria opens. Edit the criteria as needed. Then, click Generate Report to create the report. All
saved report criteria appear in the Report Tools’ Report Library.

Agent Ranking By Period | Back || Generate Report |
Creator Hame Date Created Date Modified
SUperuser Sales Agents Ranking Repot 812312011 812312011
Search Name: Public : [
| a Save Search

Form Sales Evaluation > Group Sales Team ~ Period Type Month -

Year 2011 - Period June -

B

Navigate Report Pages

Use the navigation menu to move back and forth across appropriate report pages. The single arrow to the
right takes you forward one page and the single arrow to the left takes you back one page. The double
arrow to the right takes you to the last page of your report and the double arrow to the left takes you to
the first page in your report.

4 { |1 of 12 b Pl ]

Navigate Report Details

Some reports provide additional details in related reports. The mouse pointer turns to a hand ‘{E’) if an

item in a report has additional detail. The @ arrow allows you to go up one level if you have “drilled
down” into a report.

Zoom

1009 Use the zoom menu to format the size of the report output in your browser

Page Width i window.

Whole Page

a S00%
200%

|150%
w00k
75%
50%
25%
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Search

outbauncﬂ Find | Mext

Save and Export a Report

% &
XML file with report data
C5V (comma delimited)
Acrobat (PDF) file
MHTML (web archive)
Excel
TIFF file

Word

Refresh and Print

b =

Sort Report Records

Reporting Basics

Use the search input box to find specific text or values within the
report. Select “Find” to find the first option, then “Next” to find
subsequent matches.

From the report management interface, choose an option from the
“Select a Format” drop-down menu. Choose the preferred format,
and then press “Export” to output your report to the selected
format.

The refresh button reloads the report display after any formatting
changes were made. The print button brings up the Windows print
controls with standard print options available.

Data records on some printable reports can be sorted. To sort from highest-to-lowest or A-to-Z, click the
top triangles by a column label. To sort from lowest-to-highest or Z-to-A, click the bottom triangle. In this
example, the records are sorted by the Phone ID as indicated by the icon. To clear all sorts, click the

Refresh button.

(@) Group Membership

Selected Group: Calibration

Calibration
Calibration
Calibration
Calibration
Calibration
Calibration

YANG, MELANIE 4001
POTTS, JERRY 4002
DANIEL, OFELIA 4003
GIBBS, REGINALD 4004
MASON, TRACY 4003
MONTGOMERY, ALFREDO 4006

cc: Discover Reporting Manual, v5.1 R1 11



Reporting Basics

Common Report Criteria

Start Date

Indicates the start of the date range from which reporting data will be pulled. The Start Date can be
selected by clicking on the calendar icon located to the right of the field, or by typing the date into the
field.

End Date

Indicates the end of the date range from which reporting data will be pulled. The End Date can be
selected by clicking on the calendar icon located to the right of the field, or by typing the date into the
field.

Group

Allows you to select a particular group of Agents to report on. This is based on the groups of Agents that
have been created in the system under the Administration tab. You can select one group, multiple groups
(by shift-clicking), or all groups.

Call Direction

Allows you to narrow the scope of the report by selecting the directionality of the call to report on. Options
in this selection are: All, Incoming, Outgoing, or Unknown (meaning that we are not able to identify the
directionality of the recorded contact).

Period Type

Allows you to narrow the scope of the report by selecting the duration of time to report on. Options in this
selection are: Week, Month, Quarter, and Year.

Year
Allows you to narrow the scope of the report by selecting the year to report on.

Period

The Period field is used with the Period Type, and the selections will be varied based on what is selected
in the Period Type dropdown. For example, if the Period Type selected is Month, the Period options will
be the months of the year. If the Period Type is Quarter, the Period options will be 1 — 4.

12 cc: Discover Reporting Manual, v5.1 R1



Reporting Basics

Form

Allows you to select the form that you want to report on. The available options are a reflection of the
forms that have been built in the Form Creator and have either active or inactive (disabled) status. You
can select one form, multiple forms (by shift-clicking), or All.

Agents

Allows you to select the Agent(s) that you want to report on. You can select one Agent, multiple Agents
(by shift-clicking), or All.

Tag Category

Only used in conjunction with Speech Analytics. Allows you to select a particular Tag to report on. You
can select one Tag, multiple Tags, or ALL.

Status/Active

Allows you to choose the status of the Agents to report on. Options are: Active, Inactive, and All.

Date Type

Used to select the data set you want to pull in QA reporting. Options are: Call Date and Evaluations Date.
Call Date is based on the date the call was recorded in the system. Evaluation date is based on when the
recorded contact was evaluated in the system.

Users

Allows you to select the User(s) that you want to report on. You can select one User, multiple Users (by
shift-clicking), or All.

Report Type

Allows you to narrow the scope of the report by selecting the type of report to generate. Options in this
selection are: Agent, Form, Section, and Question. This is one indication that a report is able to be drilled
down into, to access the additional data that supports the cumulative view of the data.

Section

The Sections dropdown is used in conjunction with the Form dropdown and the selections will be a
reflections of the sections created for a form in the Form Creator. You can section one section, multiple
sections, or All.

cc: Discover Reporting Manual, v5.1 R1 13



Reporting Basics
Failure Type

Allows you to report on Section or Form failures for a particular form. You can also report on All.

Month

Select the starting month for your report.

Periods

Select the number of months that you want to include in your report (1 -12).

14 cc: Discover Reporting Manual, v5.1 R1



Call Reporting

Call Reporting

Overview of Call Reporting

The cc: Discover Call Reports provide information about calls, such as the ANI and DNIS, and agents,
such as the total number of calls that were recorded for an agent over a period of time.

To access call reports, from the Printable Reports menu, click Call Reporting. On the Agent Reporting
page, click the link to a report type such as Agent Call Summary.

Agent Reporting
Filter: cearch
Report Description Date Created
Agent Call Summary Agent Call Summary S/2412011
Azzigned Agents Report Azeigned agents and their device ID's 52402011
Call Recording Detail Details of a Recorded Call 52402011
Duplicate ANl Report Calls Observed During a Period with Duplicate Caller IDs. S/242011
Group Membership Report Membership of agents in Groups Sr242011
Pages : 1 Go To Page : |4 of 1 |E|
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Call Reporting

Agent Call Summary

The Agent Call Summary displays call totals captured in the call recording system. The report displays the
number of calls recorded for an agent over a period of time, as well as the recording duration information.
The recording duration may include on-hold and after call work depending on the customer's specific
configuration and the recording scripts used. The report results returned are limited to groups with which
the logged-in user shares a role.

Agent Call Summary l Back l Generate Report

~
=
I~

Start Date 12/1/2010 =] End pate 12/31/2010 =l Group | All El

Call Direction IncumingEl

u@n Agent Call Summary
For period beginning 12/1/2010 and ending 12/31/2010
Selected Call Direction: Incoming
Device ID # Calls  Average Duration Total Duration Max Duration

ASHLEY, RUBEN 4022 16 5m 265 1h 27m 2s 8m 11s
BAUER, ALBERT 4002 10 5m 43s 57m 9s 8m 11s
BELL, ESTER 4036 9 6m 20s 57m 1s 8m 11s
BROOKS, LARRY 4030 12 om 1l6s 1h 15m 17s 8m 11s
CANTRELL, MADELEINE |4015 13 om 7s 1h 19m 36s 8m 11s
COHEN, JIMMIE 4010 11 6m 175 1h 9m 5s 8m 11s
DELACRUZ, BARRY 4026 23 5m 285 2h 5m 42s 8m 11s
DILLON, BRADLEY 4031 14 5m 17s 1h 13m 58s 8m 11s
ESTES, SALVADOR 4033 12 5m 445 1h 8m 48s 8m 11s
EWING, WILLA 4025 13 6m 50s 1h 28m 565 8m 11s
FARRELL, HALEY 4032 15 5m 455 1h 26m 16s 8m 11s
FISCHER, HOWARD 4029 9 om 395 59m 525 8m 11s
FOSTER, HAROLD 4038 11 6m 155 1h 8m 49s 8m 11s
GARCIA, MICHEAL 4014 17 5m 355 1h 34m 53s 8m 11s
GRAY, SHAWN 4013 10 5m 43s 57m 7s 8m 11s
HAYS, ANGELINA 4034 14 6m 21s 1h 28m 59s 8m 11s

16 cc: Discover Reporting Manual, v5.1 R1



Call Reporting

Assigned Agents Report

This report displays the Active, Inactive, or All agents who are currently in the database, along with their
System ID, Username (System Username), and Phone ID information. An agent is Active if the Agent
option has been enabled in the agent profile. An agent is inactive if the Agent option was selected at one
point and that option is now cleared. The permission "Allow Viewing Call Reports" is needed for a user to
have access to the Reporting Tab. In order to view agents other than the logged in user for this report, the
permission "Allow Viewing of All Recordings" is required, but this will also allow the user to view and play
back all call recordings.

Assigned Agents Report | Back || Generate Report

J
=
=

Status| Active [=]

D

(@) Assigned Agents
hgon +—lses hame 3 [sttis
1 SOLOMONM, DUANE Active :
2 BAUER, ALBERT Active
3 PECK, LUPE Active
4 JONES, MARVIN Active
5 MCDONALD, Active
ANTHONY
6 MIEVES, LATONYA Active 4006
7 HOOPER, LARRY Active 4007
8 OCHOA, YOUNG Active 4008
9 JIMEMEZ, JUNE Active 4000
10 COHEN, JIMMIE Active 4010
11 USER, CALLCOPY Administrator Active 4011
12 HOLDEM, AMTHONY Active 4012
13 GRAY, SHAWN Active 4013
14 GARCIA, MICHEAL Active 4014
15 CANTRELL, Active 4015
MADELEINE
16 SAMPSON, THERESA Active 4016
17 SLOAN, SHAWHN Active 4017
18 ZIMMERMAN, KARIMA Active 4018
19 SCHMEIDER, Active 4019
EVANGELINA
20 HORM, ERIK Active 4020
21 PADILLA, MARLENE Active 4021
22 ASHLEY, RUBEN Active 4022
23 MOEL, CARLA Active 4023
24 MOSES, DIANA Active 4024
25 EWING, WILLA Active 40235
26 DELACRUZ, BARRY Active 4026
27 VWARD, JON Active 4027
28 SALIMAS, JIMMY Active 4028
29 FISCHER, HOWARD Active 4029
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Call Reporting

Call Recording Detail

This report displays the call metadata for your selected agent(s) over a period of time. The report
provides the Record ID number, along with CallCopy group and skill group list, critical data like ANI,
DNIS, Date and time recorded, duration of the call, and the Device ID where the call was recorded. The
User fields are defined on the Terminology page and vary by customer. The report results returned are
limited to groups with which the logged-in user shares a role.

Call Recording Detail l Back “ Generate Report

E— -
CallCopy Administrator

)
I§I

o d A

Start Date TN D [ End Date UIHI013 [z Agents CallCopy Administrator
CALLCOPY AGENT LI

Record ID Caller's Phone # Dialed Phone #

Gate User 1 User 2

User 3 User 4 User 5

~
calCopyGroup| Al =l Skill Group List E::I’;‘ug;:::mrs |

West Agents LI

»

14 4 1 of 1181 b Pl < Find | Nest b+ (%

”@” Call Recording Detall

For Thursday, March 01, 2012 to Friday, June 01, 2012

Selected Groups: CalCopy Administrator, CallCopy Administrator, CALLCOPY AGENT, LAWANDA ANTHONY, JEFFERY AYALA, JEFFERY AYALA, WHITNEY BARRETT,
GUADALUPE BAUER, DOMINIQUE CLARK, KRISTINE COMTRERAS, OFELIA DANIEL, Jane Doe, John Doe, LESLEY ELLISON, Ken Falk, LOLA FISCHER, TINA
FLETCHER, REGIMALD GIBBS, JEANMETTE HEMRY, TIM HODGES, ANGELICA HULL, DUANE HUNT, ERIK JUAREZ, MARI KEMP, TRACY MASON, MARGUERITE
MCLAUGHLIM, MICHOLAS MILLER, ALFREDO MOMTGOMERY, BRIANMA PATEL, JERRY POTTS, MALINDA PRESTOM, Cheryl Rankin, Cheryl Rankin, Jeff Rector, RENE
RILEY, FELIX RIVERA, COREY RUTLEDGE, BIAMCA SALIMAS, MILDRED SHAFFER, Bob Smith, Sue Smith, CLINTOM STROMNG, KATHRINE TATE, Jackson Tremaine,
test user, FRANKLIN WVAZQUEZ, JEAN WARMER, TERREMCE WELCH, LARRY WINTERS, MELAMIE YANG, RAFAEL YORK, MABLE ZAMORA

Record ID: 29183

Agent: ZAMORA, MABLE ANI: 6143555461 DHNIS: 8001234567 Call Direction: Inbound
Time: 6/1/2012 5:54 AM Duration: 00:04:15 Gate: Customer Device: 4038 Channel: 58
Retention
CallCopy ClientXYZ Labor Group: East Agents
Group:
Account Number: Custom: User3:
Order Number: 1500203
User5:

Record ID: 29183

Agent: ZAMORA, MABLE ANI: 6143555461 DHNIS: 8001234567 Call Direction: Inbound
Time: 6/1/2012 5:54 AM Duration: 00:04:15 Gate: Customer Device: 4038 Cchannel: 58
Retention
CallCopy Support Team Labor Group: East Agents
Group:
Account Number: Custom: User3:

Order Number: 1500203
User5:
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Call Reporting

Duplicate ANI Report

This report displays the call metadata information for repeat calls into your organization from the same
phone number over a period of time. If the same ANI has not called into your location multiple times over
your selected timeframe, you will see the result listed below. This can be useful for determining whether a

specific customer or company calls in on a regular basis.

Duplicate ANI Report | Back Il ‘Generate Report

J
>
<

Start Date| 11/8/2010 =l End Date 12/812010 = call Direction Incoming El

ANI

2

”@” Duplicate ANI Report
For Saturday, April 23, 2011 to Friday, December 23, 2011

Status: Al

avie _______|#CallsObserveds

1112223333

3

Duplicate ANI Report - 6/23/2011 CallCopy Recorder Reporting Service Page 1of 1
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Call Reporting

Group Membership Report

This report displays the active or inactive Agents in a particular group, along with their Phone Id
information. When selecting "All" in the Group menu, only groups that share a role with the logged in user
will be displayed in the report.

Group Membership Report | Back il Generate Report

Group| Al [=]Active Active [=]

(@) Group Membership

Calibration ASHLEY, RUBEN 4022
Calibration BALUER, ALBERT 4002
Calibration BELL, ESTER 4036
Calibration BROOKS, LARRY 4030
Calibration CANTRELL, MADELEINE 4013
Calibration COHEN, JIMMIE 4010
Calibration DELACRUZ, BARRY 4026
Calibration DILLOM, BRADLEY 4031
Calibration ESTES, SALVADOR 4033
Calibration VING, WILLA 4023
Calibration FARRELL, HALEY 4032
Calibration FERGUSON, LATONYA 4040
Calibration FISCHER, HOWARD 4020
Calibration FOSTER, HAROLD 4038
Calibration GARCIA, MICHEAL 4014
Calibration GRAY, SHAWN 4013
Calibration HAYS, ANGELIMNA 4034
Calibration HEBERT, FRAMNCISCO 4037
Calibration HOLDEM, ANTHONY 4012
Calibration HOOQPER, LARRY 4007
Calibration HORM, ERIK 4020
Calibration JENNINGS, TABITHA 4033
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QA Reporting
QA Reporting

Overview of QA Reports

The cc: Discover QA Reports allow you to trend and track the Quality Assurance performance of your
agent, analysts, and groups. The various QA reports give you insight into QA critical areas such as
calibration, trending, and team performance. The QA report also serve as an extremely powerful coaching
tool to help close knowledge gaps, as identified through the evaluation of call and shown through
reporting.

QA Reporting is based on the evaluations that your Quality Assurance (QA) Team have performed.
These reports require that a QA form be created in cc: Discover using the Form Creator in the Coaching
tab, under the Quality Assurance Area. The way that your form is created affects and impacts the
reporting data that you are able to see in the QA focused reports.

Quality Assurance

Filter: Search
Report | Description | Date Created
Agent QLA Summary Quality Assurance Summary By Agent 32011
Agent Ranking By Pericd Agent Ranking by Period 32011
Agents Needing . .
. . Filttered list of when each evaluater has last evaluated each agent on each form. azo
Evaluation Detail
Agents Needing . . -
. X Shows the last time an agent has been evaluated for the given criteria. 3zon
Evaluation Summary
Blank Q& Form Print cut blank guality assurance forms for off line evaluations. 3z
Call Evaluation Detail Full details of the Q& ewaluation and the evaluated call. For performance reasons, limited to first 500 records meeting criteria. 3201
Completed Q& Form Review or print out complete guality azssurance evaluations. 3z
Critical Question Detail Detail of performance on critical guestions. 3201
:Lﬂ%a]lﬂf?eehcr Summary of performance on critical guestions by agent or group. zon
Evaluator @4 Summary  Evaluator Calibration Report anzom
Form and Section . " . . - - .
Failures Repart Displays the list of calls which were evaluated to contain a response that indicated a failure at a section or form level. azo
Group Q4 Summary Quality Assurance Summary By Group 32011
G [ .
I-LE;‘L-”IE Summary By Group performance trend over monthly intervals. azo
G 5 v By . i .
';EI-IE:I:E Summary By Group performance trend over time with selectable intervals. azo
L::}'E::f__‘ﬂlhﬂhcre Comparisen of the prior twelve evaluations of an agent on a particular form. 3201
_r:r- Thiz specialized trending report makes it easy to compare the performance of groups in different sections of a QA form over time. azo
QA Agent Trending Trending reports allow you to read across the data to see changes over time. The QA agent trending report breaks down scores by agent and
- N ) N 32011
Repo allows you to easy compare the performance of an agent in different sections or on different guestions.
Q4 Calibration Trending — Trending reperts allow you to read across the data to see changes over time. The QA calibration trending report breaks down scores by QA
y - X ; N 32011
Report evaluator and allows you to easity compare the performance of a user in different sections or on different questions.
Q4 Form Trending Trending reports allow you to read across the data to see changes over time. The QA form trending report breaks down scores by form or form
; Jzo
Report component, and may further break them down by subgroup for easy comparison.
QA Group Periodical This specialized trending report makes it easy to compare the performance of groups in different sections of a QA& form over time. 3201

Trending Report

Pages : 1 2

of2 [E3
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QA Reporting

Agent QA Summary

This report displays the selected Group(s) or Agent(s) Quality Assurance (QA) performance over a period
of time. The Report Type criteria specify a level of detail: Agent, Form, Section, and Question. If the report
is used in cc: Discover, users can drill-down to lower levels of detail.

Agent QA Summary l Back Jl Generate Report J
~
k3

Start Date 4/24/2011 Il End Date 2/24/2011 J Date Type  Call Date
; - 1 Customer Service Evaluation VERONICA ALVAREZ
Active [ Active gl Forms  sales Evaluation Agents URSULA AVERY

TRACY BLACKBURN h

Calibration - - Administrator ¢ =
Groups ClientABC Users Barry Knack Report Type Agent |- |

ClientxXYZ b Bob Smith i

In the example below, the Report Type was set to Section, and a user can drill down to Question level
results by clicking a section label. The report results returned are limited to groups with which the logged-
in user shares a role.

”@n Agent Performance Summary Report by Section

For Monday, February 13, 2012 to Tuesday, March 13, 2012

Agent Summary

Mumber of Evaluations I Count
0 1 2 3 4 5 I Score
.

Brad Anderson

£
2
Manisha Ingale
0% 20% 40% 60% 80% 100%
Average Score
Agent # Evaluations Score Possible Percentage
Customer 1 Evaluation 1 600 1490 40.3%
Section 1 1 150 440 30.6%
Section 2 1 400 500 80.0%
Section 3 1 50 500 10.0%
Customer 2 Evaluation 1 35 35 100.0%
si 1 30 30 100.0%
s2 1 5 5 100.0%
Summer Sales Evaluation 1 5 9 55.6%
Section 1 1 5 9 55.6%
Finance Customer Evaluation 1 5 25 20.0%
51 1 5 25 20.0%
52 1 1] 1] N/A
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Agent Ranking by Period

QA Reporting

This report compares your Agent’'s QA performance from one time period to another: week to week,
month to month, quarter to quarter, or year to year. The last column in the report ranks the Agents in your
system from 1 — X and show their positive trending with a green arrow and negative trending with a red
arrow. The report results returned are limited to groups with which the logged-in user shares a role.

Agent Ranking By Period

Feriod Type| Month El Year

All

El Group| All

Form

2010 [+]

Period | December |Z|

[=]

Back Generate Report
L It J

b
=

(@) Agent Ranking by Month

For period beginning 12/1/2010 and ending 12/31/2010

. Selected .,  Prior Month
Agent Name - Month Score - Score
JIMEMEZ, JUNE 1307 of 1355 (36.5%) | 3538 of 3970 (39.1%) | 1 (+38) f
FISCHER, HOWARD 1287 of 1335 (96.4%) | 5428 of 5820 (93.3%) | 2 (+6) 1
DELACRUZ, BARRY 1831 of 1935 (94.6°%) | 3375 of 4195 (92.4°%%) | 3 (+8) 1
PECEK, LUPE 1333 of 1420 (93.9%%) | 3383 of 3720 (90,9%) (4 (+249) f
BELL, ESTER 1067 of 1140 (23.6%) | 3481 of 3340 (90.7°%) | 5 (+256) 1
HOOPER, LARRY 995 of 1065 (33.4%:) |3226 of 3495 (32.3%) |6 (+7) f
JOMES, MARVIN 934 of 1055 (33.3%) [3388 of 3685 (91.9%) | 7 (+10) . 1
HORM, ERIK 1304 of 1935 (33,2%:) | 4152 of 4495 (92,.5%) 8 (+2) f
ASHLEY, RUBEN 1981 of 2140 (92.6%) | 1948 of 2205 (88.3%) |3 (+29) 1
SOLOMON, DUANE 734 of B50 (22.2%) | 2392 of 3065 (34.4%) | 10 (-8) J
BAUER, ALBERT 2351 of 2560 (92,2%) | 3857 of 4290 (59.9%) | 11 (+22) f
HOLDEM, ANTHOMY 1516 of 1645 (92.2%) |#423 of 4360 (91%) |12(+14) T
JEMMINGS, TABITHA 1854 of 2020 (31.8%) | 4114 of 4365 (94.2%) | 13 (-10) *
SLOAN, SHAWN 2286 of 2515 (20.9%%) | 2802 of 2990 (33.7%6) | 14 (-2) J
EWING, WILLA 2511 of 2765 (90.8%) | 4700 of 5095 (32.2%) | 15 (0) f
SAMPSON, THERESA 3561 of 3925 (90.7%) | 3265 of 3580 (91.2%) | 15 (+9) 1
FOSTER, HAROLD 7710f 850 (30.7%) |30510f 3430 (89.2%) |17 (+18) |
QCHOA, YOUNG 90& of 1000 (90.6%:) |4406 of 4860 (90.7%) | 18 (+12) f
CANTRELL, MADELEINE 1286 of 1420 (20.6%) | 3435 of 3720 (92.3%) | 19 (-7) J
FARRELL, HALEY 2100 of 2325 (30.3%:) | 4098 of 4505 (31%:) | 20 (+7) f
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QA Reporting

Agents Needing Evaluation Detail

This report displays the last time selected active, inactive, or all Agent(s) were scored on a particular

form, based on the Group(s) they are assigned to and the User (Evaluator) who last completed the QA
evaluation. The report shows all the groups of which an agent is a member. The report results returned
are limited to groups with which the logged-in user shares a role.

Agent List

Agents Needing Evaluation Detail

Last Evaluated Before 2/24/2011

VERONICA ALVAREZ
URSULA AVERY
TRACY BLACKBURN

=3 User List

Calibration

=/ Group List| gjsniapc

ClientXYZ

Bob Smith

Administralon
Barry Knack

-

L Back I Generate Report

E " Customer Saervice Evaluation
Orm U5 sales Evaluation

Stalus  Active [=]

J
o
=

w

{{@n Agents Needing Evaluation Detail
Selected Forms: Customer Service Evaluation, Sales Evaluation
Evaluator Last Evaluated
JOANN ABBOTT ChentXYZ Customer Service Evaluation |Jeff Rector Never
JOANNH ABBOTT Clhienth¥Z Customer Service Evaluation | Cheryl Rankin Hever
JOANN ABBOTT ChentXYZ Customer Service Evaluation | Barry Knack Hever
JOANN ABBOTT ChentXYZ Customer Service Evaluation | Beki Howlan Never
JOANN ABBOTT ChentXyZ Sales Evaluation Jeff Rector Never
JOANN ABBOTT Clienth¥Z Sales Evaluation Cheryl Rankin Hever
_JCIAHH ABBOTT ChentXYZ Sales Evaluation Barry Knack Hever
JOANN ABBOTT -Ehenl;x‘rz Sales Evaluation Beki Howlan Hewver
JOANN ABBOTT Support Team Customer Service Evaluation |Jeff Rector Never
JOANN ABBOTT Support Team Customer Service Evaluation | Cheryl Rankin Never
JOANN ABBOTT Support Team Customer Service Evaluation |Barry Knack Never
JOANN ABBOTT Support Team Customer Service Evaluation | Beki Nowlan Hever
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Agents Needing Evaluation Summary

QA Reporting

This report displays the last time an Agent was evaluated, by any Evaluator, from a selected end time.
The Evaluation Summary report only shows one entry for per agent, regardless of how many groups of
which they are a member.

Form List

Agents Needing Evaluation Summary

Last Evaluated Before|2/24/2011

All

Customer Service Evaluation

Sales Evaluation

Status

Active E|

All

noent Lice VERONICA ALVAREZ
gent LISt yrRSULA AVERY
TRACY BLACKBURN

{ Back “ Generate Report

.. Calibration =
Group List ClientABC

N~
(¥

»

ClientXYZ M

2 All -
(=7 User List g:p:;ng:raagsr‘ £l
e Bob Smith e
-~
(=]

Selected Forms: Customer Service Evaluation, Sales Evaluation

() Agents Needing Evaluation Summary

Agent Group Form Evaluator Last Evaluated
ABBOTT, JOANN ClientxYZ Customer Service Evaluation | Sue Smith o/26/2011
BOYER, MABEL Support Team Sales Evaluation Bob Smith aQ/26/2011
BUCKLEY, ROBIM Sales Team Sales Evaluation Administrator Q/27/2011
CAMPOS, DEIRDRE Support Team Sales Evaluation John Doe Q/27/2011
CARROLL, LIZA Calibration Sales Evaluation John Doe Q/27/2011
COLEMAN, THERESA Calibration Customer Service Evaluation [Jane Doe Q/27/2011
COLLINS, DOREEN Support Team Customer Service Evaluation | Administrator Q/27/2011
COMRAD, MELDA Janes Team Customer Service Evaluation | Administrator Q/26/2011
CROSBY, NELDA Support Team Sales Evaluation Adrministrator 9/27/2011
DEMNIS, FLORIMNE Support Team Sales Evaluation Bob Smith Q/27/2011
ELLIQOTT, CLARISSA ClientxyZ Customer Service Evaluation |John Doe Q/27/2011
ELLIOTT, MARIANNE Johns Team Custormer Service Evaluation  |Jane Doe Q27,2011
EMGLAMD, CAMDICE Maone Mone Mever
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QA Reporting

Blank QA Form

This report displays a blank version of a specific Quality Assurance form that has been created in the cc:
Discover system. The report results returned are limited to groups with which the logged-in user shares a

role.

26

Blank QA Form

Form Select

Back | Generate Report

[ecc

[»

u@n Sales Evaluation

Greeting

Did Agent use branded greeting?
Yes
Mo

Did the Agent state his/her name?
Yes
No

Did the agent verify the promo code?
Yes
Mo

Agent should validate code against screen pop

Sales Skills

Was sale closed?
Yes
No

What objections were given?
Price
Delivery time
Tkem not available
No objections given

How many rebuttals were used?
None
1
2

Notes / Tips

Ooooao oo

Oooo
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QA Reporting

Call Evaluation Detalil

This report shows the detailed results on a completed evaluation based on your selection criteria. The
data is broken down by metadata information at the top and then a section and question level breakdown
of the form, complete with individual responses. The report results returned are limited to groups with
which the logged-in user shares a role.

‘Call Evaluation Detail Back Generate Report

=

Start Date R0 ._] End Date 2972011 ._] Date Type Call Date B

Agent All [=] Evaluator Al [=] Form Al [+

Active Active El Group All El Question Any El

Response AHVE‘ Caller's Phone # Dialed Phone #

Gate User 1 User 2

User 3 User 4 User s

QA Record ID
[

“@], Call Evaluation Detail
For Manday, Mareh 25, 2011 to Tussday, March 29, 2011
Agent: ABBOTT, JOANN
Form Name Call 1D Evaluated By Complete Date
Customer Service Evahuation 1792 Administrator 4/5/2011
Group: #Emor | ANI: 2129345351 DNIS: |mmus Call Direetion: It
Time: 3292011 3:32 m| Duration: 00:05:12 | Gate: sa:;| Device: 06 umvehlm
| =
Pusbilic Bookmark:
Section Name: Greeting
Question Evaluation Score
Did Agent state companmy name? Yes 10,00 of 10.00 (100.09%:)
Did Agent state his'her name? s 10,00 of 10,00 (100.0%)
Subtotal: 20.00 of 20.00 (100%:)
Section Name: Soft Skills
Question Ewvaluation Score
Diid Agent uss courtesy statements 25 Wery Good 7.00 of 10.00 {70.0%)
Sppropriate?
Did Agent demonstrate Active Listening? | Very Good 7.00 of 10,00 {70.0%)
Did Agent uss proper hold procedures? Yes 10,00 of 10,00 (100.09%)
Notes Great improvement in your soft skills! MN/A
Subtotal: 24.00 of 20.00 (80%:)
Section Name: Use of Tools
Question Ewvaluation Score
Did Agent find record in CRM in timehy Yes 10,00 of 10,00 (100.09%)
maniner?
Did agent navigate knowledgebase Yes 10,00 of 10.00 (100.09%:)
efficiently (if needed)?
Diid Agent use comect closing code in CRM? |Yes 10,00 of 10.00 (100.09%:)
Subtotal: 20.00 of 20.00 (100%:)
Section Name: Closing
Question Evaluation Score
Did Agent resolve call within support Yes 30,00 of 30,00 (100.0%)
guidelines?
Did Agent probe for addifionsl concerns? | Yes 10,00 of 10,00 (100.09%)
Did Agent thank oustomer for calling? Yes 5.00 of 5,00 {100.0%)
Did Agent offer to transfer to customer sat | Yes 15,00 of 15.00 (100.09%)
survey?
Subtotal: 60.00 of 60.00 (100%:)
Section Name: Notes
Question Evaluation Score
Reviewer Notes We will use your call for systems training! Thanks for |N/A
wour hard work,
Subtotal: NfA
Total: 134,00 of 140.00 (96%)
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QA Reporting

Completed QA Form

This report displays the scoring data for a specific QA evaluation. This report is automatically generated
when the Print Report Button is pressed from the Search QA Evaluations link, located under the coaching
tab, or by inputting the Record number, also located on the Search QA Evaluations page under the
Coaching tab. The report results returned are limited to groups with which the logged-in user shares a
role.

Completed QA Form

| Back I Generate Report

(-

QA Record ID

)

u@n Customer Service Evaluation

Agent: KIM, BOBBY Date of Evaluation: 11/15/2010
Evaluator: Bob Smith Date of Recording: 11/10/2010
Call ID: 3370

Greeting Score: 20 of 20 (100.00%)
Did Agent state company name?

Yes & 10pts
Mo a

Did Agent state hisfher name?
Yes & 10pts
No a

Soft Skills Score: 20 of 30 (66.67%)
Did Agent use courtesy statements as appropriate?
Excellent
Very Good
Good Spts

Fair

O0ORODO

Poor
Did Agent demonstrate Active Listening?
Excellent
Very Good
Good Spts

Fair

OD0ROO0

Foor

Active listening includes repeating information back to the customer, such as a CC number or address. as well as
affirmations statements such as "OK" and "l see” that demonstrate to the caller that you are engaged in the
conversation.

Did Agent use proper hold procedures?
Yes o 10pts
Mo a

MNotes
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QA Reporting

Critical Question Detall

This report allows you to see the detailed insight as to how each agent has scored on the Critical question
on all evaluated calls. The report results returned are limited to groups with which the logged-in user
shares a role.

Critical Question Detail l Back “ Generate Report J
~
B4
) ) All A
Start Date| 1/24/2011 _J End Date 2/24/2011 J Group List gﬁ!:ﬁg? (=
ClientXYZ M
Al Al - -
E List Customer Service Evaluation A t List VERONICA ALVAREZ = U List Administrator =
orm LISt sales Evaluation gent LISt yrsuLA AVERY — VUSer LSt pary Knack
TRACY BLACKBURN - Bob Smith -
Date Type Call Date E| Active Active E|
~
(R

Critical Question Detail

For Monday, February 28, 2011 to Tuesday, March 29, 2011

u@n

Selacted Forms: Critical Question Form

Agent: CAMPOS, DEIRDRE

Date of Call |[Record Date of Form Question Score
Eval

3/29/2011

3/29/2011 1000004 Critical Question Form Is this 3 critical question example? 10 of 10 (100.0%)

Agent: GILBERT, ADELINE

Date of Call |[Record Date of Form Question Score
Eval
3/29/2011 1000003 3/29/2011 |Critical Question Form Is this a critical question example? 10 of 10 (100.0%)
Agent: KIM, BOBBY
Date of Call |[Record Date of Form Question Score
Eval
3/29/2011 1000005 3/29/2011 |Critical Question Form Is this 3 critical question example? 0 of 10 (0.0%%)
Critical Question Detail - 3/29/2011 CallCopy Recorder Reporting Service Page 1of 1
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QA Reporting

Critical Question Summary

This report shows the summary of the critical question as a whole. The report results returned are limited
to groups with which the logged-in user shares a role.

Critical Question Summary l Back “ Generate Report J
N
B4
-
Start Date | 1/24/2011 J End Date 2/24/2011 LJ Group List gﬁgﬁ{gg? (=
ClientXYZ 4
All All - All -
F List Customer Service Evaluation Agent List VERONICA ALVAREZ = User List Administrator =
orm Lis Sales Evaluation gent LISt yrsULA AVERY - USErUSt Banry Knack
TRACY BLACKBURN 4 Bob Smith S
Report Type Agent | - | Date Type Call Date [-] Active Active | - |
o~
[R]
“@” Critical Question Summary by Agent
For Monday, February 28, 2011 to Tuesday, March 29, 2011
Selected Forms: Critical Question Form
Agent Form Question Score
CAMPOS, DEIRDRE Critical Question Form Is this a critical question example? 10.0 of 10.0 (100.0%)
GILBERT, ADELINE Critical Question Form Is this a critical question example? 10.0 of 10.0 (100.0%)
KIM, BOBBY Critical Question Form Is this a critical question example? 0.0 of 10.0 (0.0%)

Critical Question Summary - 3/23,/2011

CallCopy Recorder Reporting Service

20.0 of 30.0 (66.7%)

30
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QA Reporting

Evaluation List Report

This report generates a list of agent evaluations that were performed. This report provides a means of
tracking the evaluation process and the scoring of evaluations. The report results returned are limited to
groups with which the logged-in user shares a role.

Evaluation List Report l Back H Generate Report ]

4

(=]
Start Date BIZ22011 |_-| End Date BI2372011 |_-| Date Type Call Date b
Group All - Agent Status Active - Agent All -]
Active Evaluations Active Form All * Ewvaluator All -

Eond

| =

n@n Quality Assurance Evaluation List

> Evaluated

By

Date

S Evaluation =

Customer Service Evaluation ANTHONY, LAVWANDA 5742 06/22/11 | Administrator 06/22/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation ANTHOMNY, LAVWANDA 6225 06/23/11 | Administrator 06/23/2011|134.0 of 140.0
(95.7%)
Customer Service Evaluation ANTHOMY, LAWANDA 12436 06/23/11 |Jane Doe 06/23/2011|120.0 of 140.0
(85.7%)
Customer Service Evaluation AYALA, JEFFERY 25950 06/22/11|Bob Smith 06/22/2011(120.0 of 140.0
(85.7%)
Customer Service Evaluation BARRETT, WHITNEY 21438 06/22/11 | Administrator 06/22/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation BARRETT, WHITNEY 21439 06/22/11 | Administrator 06/22/2011|134.0 of 140.0
(95.7%)
Customer Service Evaluation CLARK, DOMINIQUE 22821 06/22/11|Bob Smith 06/22/2011 140.0 of 140.0
(100.0%)
Customer Service Evaluation CLARK, DOMINIQUE 22822 06/22/11 | Administrator 06/22/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation CONTRERAS, KRISTINE 5119 06/23/11 | Administrator 06/23/2011 (140.0 of 140.0
(100.0%)
Customer Service Evaluation CONTRERAS, KRISTINE 11697 06/23/11 |Jane Doe 06/23/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation DANIEL, OFELIA 14372 06/22/11|Bob Smith 06/22/2011 (134.0 of 140.0
(95.7%)
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QA Reporting

Evaluator QA Summary

This report displays the results of your evaluator's QA performance over a selected period 