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Introduction

Audience

This document is designed for users of the inContact Workforce Optimization (WFO)
Reporting feature. This feature enables authorized users to generate and save or print
reports as well as find real-time data about the system.

Readers should have a basic level of familiarity with contact center concepts, usage of a
PC and its peripherals, the Windows operating system, and the inContact WFO Web Portal.

Goals

The goal of this document is to provide knowledge, reference, and procedural information
necessary to use the Reporting module. The document is NOT intended as a specific
system or network design document, nor is it designed to educate the reader on contact
center concepts or best practices.

Assumptions

This document assumes that inContact WFO has been installed and integrated with your
PBX if applicable. It also assumes that your application administrator has configured the
application for use based on your business rules and environment.

Need-to-Knows

The inContact WFO User Manual and online help for inContact WFO contain general
knowledge and procedures related to using the Web Portal, and may prove helpful
references.

Due to the differences in how dates are handled in American and British English, inContact
WFO supports only en-US for reporting.

inContact WFO allows administrators to customize field names and terminology in the Web
Portal to fit your unique environment. Therefore, screen examples and field names used in
this manual may differ from those seen in your implementation.

Tasks described in this manual may be limited by permissions. If you need to perform a
task and are unable to do so, see your supervisor or inContact WFO administrator.
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Several inContact WFO features use menus and other windows that may be considered as
“pop-ups” by some browsers. inContact recommends that you configure your browser to
allow pop-ups for the inContact WFO Web Portal.

inContact WFO supports standard Windows methods for selecting multiple items in a list:
press and hold the Shift key while clicking to select consecutive items or press and hold
the CTRL key while clicking to select non-consecutive items.

In some cases, inContact WFO provides more than one way to accomplish a task or access
a feature. The procedures in this manual explain the primary method, but also note the
Alternative where applicable.

What's New in This Version

e The Agent Self-Evaluation feature allows supervisors to easily configure agents with
ability to evaluate themselves. Self-evaluations help managers and supervisors see
how agents view their own performance. New reports and ad hoc reporting criteria
have been added to support this feature. See QA Self-Evaluation Reports Overview and
Quality Assurance Report Types.

e Previously, certain Printable Reports allowed users to design reports based on the
contents of some (but not all) of the user-defined fields. The following Printable
Reports now expose all of the user-defined fields for reporting purposes: Call
Recording Detail Report, Call Evaluation Detail Report, Calibration Detail Report, and
Self-Evaluation Detail Report.
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Reporting Basics

Common Report Criteria Overview

inContact WFO offers a variety of reports "out of the box" (see Working with Printable

Reports) and also enables users to create their own reports (see Working with Ad Hoc
Reports). Both printable and ad hoc reports can be refined using a variety of criteria.

These criteria can include date ranges, user or agent selections, and other data fields
depending on the report type. Not all criteria are available for every report type.

This section provides an explanation of the available criteria items and instructions for
defining each item. For related information, see Generate a Printable Report or Generate
an Ad Hoc Report.

Start Date

To select the start of the date range from which reporting data will be pulled:

e Click the calendar icon located to the right of the field, or type the date into the field.

End Date

To select the end of the date range from which reporting data will be pulled:

o Click the calendar icon located to the right of the field, or type the date into the field.

Group

To narrow the scope of the report to one or more inContact Groups:

e Click the desired group (or All) in the list.

Call Direction

To narrow the scope of the report based on the directionality of the call:

e Click the desired call direction (All, Incoming, Outgoing, or Unknown) in the list.
Unknown means that inContact WFO was not able to identify the directionality of the
recorded contact.
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Period Type

To narrow the scope of the report by selecting a period of time:

o Click desired time period (Week, Month, Quarter, or Year) in the list.

Year

To narrow the scope of the report by selecting the year:

o Click the desired year in the drop-down list.

Period

The Period field is used with the Period Type, and option will vary based on what you
select in the Period Type drop-down list. For example, if you select the Period Type of
Month, the Period options will be the months of the year. If the Period Type is Quarter,
the Period options will be 1-4.

To select the period:

e Click the desired period in the drop-down list.

Form

Available options are forms that have been built in your system and that have either
active or inactive (disabled) status. To narrow the scope of the report to one or more
specific QA evaluation forms:

e Click one form (or All) in the list.

Agents

To narrow the report to specific agent(s):

o Click one agent (or All) in the list.

Tag Category

This item is only used in conjunction with inContact Speech Analytics. To narrow the
report to one or more particular tags:

e Click one Tag (or All) in the list.
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Status/Active

To narrow the scope of the report based on the status of agents:

o Click the desired status (Active, Inactive, or All) in the drop-down list.

Date Type

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. To specify which of
these data sets you want to use for QA reporting:

e Click Call Date or Evaluation Date.

Users

To narrow the scope of the report to one or more specific user(s):

e Click one user (or All) in the list.

Report Type

This item is typically available for reports that offer drill-down capability, to access the
additional data that supports the cumulative view of the data. To select the type of report
to generate:

e Click the desired report type (Agent, Form, Section, and Question in the drop-down
list.

Section

The Sections criteria item is used in conjunction with the Form criteria item and selections
reflect the sections created for a QA evaluation form. To narrow the scope of the report by
section:

e Click one section (or All) in the list.

Failure Type

Used on the Form and Section Failures Report only. To narrow the scope of the report:

e Click the desired Failure Type (Form, Section, or Any) in the drop-down list.

Month

To select the starting month for your report:

e Click the desired month in the drop-down list.
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Periods

The Periods drop-down list is used in conjunction with the Month criteria item. After you
have set Month:

o Click the number of months you want to include in the report (1-12) in the drop-down
list.

Common Report Tasks

The following tasks are common to both printable reports and ad hoc reports.

Navigate Report Pages

Once you have generated a report, you can use the navigation bar 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 arrow/line to the right takes
you to the last page of your report and the arrow/line to the left takes you to the first
page in your report.

i 4 |1 of 12 p Pl @

Navigate Report Details

Some reports provide additional details in related reports. When you view a generated
report, the mouse pointer turns to a hand & 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.

Resize the Report Display

100% - You can use the zoom menu to format the size of the report
| |Page Width L output in your browser window.

Whole Page

500% . . . .
315000 O This feature is only supported in Internet Explorer. This is
.'ej a limitation of Microsoft ReportViewer web server controls.

75%

50%

25%

Search within a Report

To find specific text or values within the report:

outbound Find | Next e Enter the desired value in the field and then click

Find. To view subsequent matches, click Next.
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Refresh the Report Display

To reload the report display after you make any
kg = formatting changes:

e Click the Refresh icon.

Print a Report

To bring up Windows print controls with standard
2 = print options:
e Click the Print icon.

O The Print feature is only supported in Internet Explorer. This is a limitation of
Microsoft ReportViewer web server controls.

Sort Records within a Report

Data records on some printable reports, as well as on simple and summary table ad hoc
reports, can be sorted. In the example shown here, the records are sorted by the Phone
ID as indicated by the changed icon. To sort in ascending order (A-to-Z):

e Click the top triangle by a column label.

To sort in descending order (Z-to-A):

e Click the bottom triangle by a column label.

To clear any sorting, Refresh the Report Display.

Group Membership

Selacted Group: Legends Team

Growp: | Agent? Phone IDS
Legends Team Coscia, Sheryl 3000
Legends Team Cutting, Pietro 5032

Legends Tezm Brooker, Anders 5228
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Save and Export a Report

At

v il . .
ST ——— 1. Click the Export icon.
‘_:if‘;é;fr(rp'";f::emimd:' 2. Select the desired format from the
e — drop-down list of supported formats.
Excel
Tf;fme 3. Open and/or save the report as
Word prompted by your web browser.

O Some reports display clickable links to call recording files or other information.
These links will not work in exported versions of the report.
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Working with Printable Reports

Printable Reports Overview

Printable reports are pre-designed reports included with your inContact WFO system. The
Reporting tab in the inContact WFO Web Portal gives you access to the Quick Links pane,
which shows the most commonly-used printable reports in each category.

If your Premises deployment includes inContact Speech Analytics, inContact Survey, or
both, you will see Printable Reports for those modules; these reports are discussed in
their respective administration guides.

The System Reporting category of Printable Reports includes reports typically viewed
onscreen by the inContact WFO administrator; see \Working with System Reports for more
information.

Alternatively, you can view a Report List that provides the name, description, and
creation date for each report in the chosen category. For more information on accessing
printable reports, see Generate a Printable Report.
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Filter the Printable Report List

. Home | Interactions List | Coaching | Reporting | Surveys | Administration Logged in as superuser | Change Password | (@ Help | Logout

Printable Reports

Analytics Reporting
Call Reporting

QA Reporting

QA Calibration Reporting
QA Self Evaluation Reporting
System Reporting

Survey Reporting

Report Tools

System Reports

Ad Hoc Reports

Analytics Reporting

Filters

| S
Description

The Frequency with which Speech Tags Appear Over a Time Interval
Overview of the frequency with which Speech tags in partc Ular ¢ ategories appear in & time interval
Displays the speech category tag counts and how they ¢hange over time.
Details of the Calls in Which & Particular Speech Tags Appear
Alist of individual calls that were not tagged with a specified speech tag. Useful for script adherence or policy comphiance.
A summary of ealls that were not tagged with a speified speech tag. Useful for seript adherence or poliey compiance.
Overview of the frequency with which speech tags appear over a time interval

Displays the speech tag counts for & selected category, and how they change over time.

Date Created
10/22/2013 1:00:22 PM
10/22/2012 1:00:28 PM
10/22/2013 1:00:28 PM
10/22/2013 1:00:30 PM
10/22/2013 1:00:30 PM
10/22/2013 1:00:31 PM
10/22/2012 1:00:32 PM
10/22/2013 1:00:32 PM

of1 [E3

Go To Page

The Filter field allows you to search within the displayed category for a particular report
based on the name of the report or on a keyword. For example, "Agent" entered as a
keyword filter on the QA Reports list will bring up all QA reports with "agent” in either the
report name or description. To filter the list:

e Enter the report name or a keyword in the Filter field and then click Search.

Generate a Printable Report

1. Click the Reporting tab in the inContact WFO Web Portal and expand Printable
Reports in the left navigation menu.

Alternative: Click the Reporting tab in the inContact WFO Web Portal, then click
the name of the desired report in the Quick List pane and proceed to step 4.

2. Click the applicable report category.
Click the name of the report.

4. Set the report criteria (for details, see Common Report Criteria Overview) or select a
saved criteria set, then click Generate Report.

Alternative: To use a saved criteria set, click the inverted chevron icon in the upper
right corner and click the desired criteria set to load those settings, then edit if
needed. For details, see Save Printable Report Criteria and Report Library Overview.

Agent Ranking By Period Back Generate Report
Creator Hame Date Created Date Modified

SUperuser Sales Agents Ranking Repot 82312011 6232011

Search Name: Public: [F]

é Save Search
Form Sales Evaluation ¥ Group Sales Team v Period Type Month -
Wear 2011 - Period June A
a
&|
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Save Printable Report Criteria

1. Click the Reporting tab in the inContact WFO Web Portal and expand Printable
Reports in the left navigation menu.

Alternative: Click the Reporting tab in the inContact WFO Web Portal, then click
the name of the desired report in the Quick List pane and proceed to step 4.

Click the desired report category and then click the name of the desired report.
Click the inverted chevron icon in the upper right corner.

Enter a name for the report criteria set in the Search Name field.

a ~ W N

Select the Public check box if you want others to be able to view your saved criteria
and then click Save Search.

Saved criteria sets can be accessed from the associated report when you generate it. You
can also access report criteria from the Report Library (see Report Library Overview).
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Call Reporting Reports Overview

inContact WFO Call Reporting provides 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. This section provides a description and example of each printable report in
the Call Reporting category. For more information on running any of these reports, see
Generate a Printable Report.

Agent Call Summary

The Agent Call Summary displays call totals captured in the call recording system. The
report displays the number and duration of calls recorded for one or more agents over a
period of time. Recording duration may include on-hold and after call work depending on
your specific configuration and the recording scripts used. Report results are limited to
groups to which you have access.

Agent Call Summary i Back Il Generate Report

J
™~
Z|

Start Date 1M1/2013 | End Date 11112015 =] Group| Legends Team v

Call Direction | Incoming ¥

D

4 41 of1 b Pl @ Find | next = - @)

Agent Call Summary
For period beginning 1/1/2013 and ending 1/1/2015

Selected Group: Legends Team

Selected Call Direction: Incoming
Name Device ID # Calls  Average Duration Total Duration Max Duration N
Bern, Meil 5700 4 00:07:21 00:29:24 00:12:25
Chenier, Roy 8524 1 00:11:41 00:11:41 00:11:41
Cutting, Pietro 5032 2 00:18:16 00:36:33 00:34:19
Fearnley, Henry 7507 1 00:09:45 00:09:45 00:09:45
8

Agent Call Summary - 1/13/2016 Pags 1of 1
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Assigned Agents Report

The Assigned Agents Report displays Active, Inactive, or All agents who are currently in
the database, along with their System ID, Username (System Username), and Phone ID.
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.

Ability to view agent information other than your own is limited to permissioned users.
Ask your inContact WFO administrator if you need to view information for other agents
and are unable to do so.

Assigned Agents Report Back Generate Report

Jece

Status Active ¥

[

14 41 of3 b bl @ Find | Mext [l - @

Assigned Agents
SystemID#_Agents ____lUserName® [Status __[Phonem:
1

Administrator, Active
Administrator
7 Gonzaga, Frode Active 5004
B Coscig, Sheryl Active 5009
9 Snicket, Pistro Active 5023
10 Cicieraga, Lemony Active 3024
1 Cunningham, Richard Active 3016
12 Carmozza, Jeremy Active 5017
14 Dwiyer, Stuart Active 5021
15 Hzndler, Franko Active 5028
16 Boer, Orlando de Active 3030
17 Carstensen, Dimitri Active 5031
18 Cutting, Pigtra Active 5032
19 Flanders, John Active 5131
20 Brooker, Anders Active 328
21 Fronsini, Ramon Active 5525
22 Bibic, Cherie cher Active 3353
23 Crowcce, Alan Active 3703
24 Conlee, Jean-Pierre Active 3704
25 Chavis, Boris Active 5703

26 Byrd, Stian Active 3706
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Call Recording Detail

The Call Recording Detail report displays call metadata for your selected agent(s) over
a period of time. The report provides the Record ID number along with a variety of other
metadata. If your organization uses custom field names, those names will be shown
instead of the default names listed here. Report results are limited to groups to which you

have access.

Call Recording Detail
Start Date 141/2013 | End Date 1/15/2018
Record ID 1776 Callers Phone #
Gate Uszeri
Userd Userd
All
20
CallCopyGroup| A v Skill Group List ag
40
User 7 UserB
User 10 User 11
Uzer 13 User 14
4 41 of2 b bl Find | Next e » (3
Call Recording Detail
For Tuesday, January 01, 2013 to Friday, January 15, 2016
Record ID: 1775
Agent: Ayala, Daniel ANI: 7504
Time: 1/22/2013 5:27 PM  Duration: 00:00:47
inContact WFO Groupll
Group:
Customer Number: u1-8000 User2:
Userd: u4-4000 User5:
User7: Users:
Userl0: Userll:
Userl3: Userld:

Al

Active Agent ActiveUser

| Agents
Inzight Agent
Dialed Phone #
User 2

User§
Userd
Userd

User 12

User 15

DNIS: 912032998375
Gate: 10 Device:
ACD Group: 40
u2-8000
ul5-5000

InactiveAgent Activelser

Call Direction:
7504  Channel: 3

User3:

User6:
User9:
Userlz:

Userl5:

Outbound

u3-6000

m

Generate Report

eee -

[
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Duplicate ANI Report

The Duplicate ANI Report displays call metadata information for repeat calls into your
organization from the same phone number over a period of time. If the same ANI has
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 you on a regular basis.

Duplicate ANI Report | Back il Generate Report |

bt
(Z]

Start Date| 17172013 | End Date| 111372018 “] Call Direction Incoming ¥

ANI
~
)

4 41 of 1 [ [l @ Find | Next \I$' s

Duplicate ANI Report

For Tuesday, January 01, 2013 to Wednesday, January 13, 2016
s Gall Observed
2699860094

3149935913

4043758169

5022

5416170715

5703

5741

6026832275

6108311236

6149463580

6784278598

7023636363

7440

7455

7466

7467

7477

7536

7546

7553

£888260080

9548176817 2

2
2
2
3
2
3
2
2
3
2
4
2
2
3
6
6

=1 =
LrE I S T S T (ST« .

Duplicate &NI Report - 1/13/2016 Fage 1of 1
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Group Membership Report

The Group Membership Report displays Active, Inactive, or All agents in a particular
group, along with their Phone ID. Report results are limited to groups to which you have
access, even if you select All.

Group Membership Report | Back il Generate Report

Group| Leaders Team ¥ Active Al A

4 4 1 of 1 [ [#] @ Find | Next \1:%' "

Group Membership

Selactad Group: Leaders Team

Active: All

Growps — Agemts |
Leaders Team Ayala, Daniel 75
Leaders Team Barnes, Phil 7502
Leaders Team Berner, Carmen 5019
Leaders Team Bouclier, Jenny 7522
Leaders Team Brachin, Jos 3950
Leaders Team Burke, Keith 7512
Leaders Team Carrozza, Jeremy 5017
Leaders Team Condon, Anthony 7305
Leaders Team Deiro, Rolf 3990
Leaders Team George, Gina G000
Group Membership Report - 1/13/2016 Page 1of 1

QA Reporting Reports Overview

inContact WFO QA Reports allow you to trend and track the performance of your agents,
analysts, and groups as part of your quality management program. The various QA
reports give insight into critical areas such as calibration, trending, and team
performance. QA reports also serve as extremely powerful coaching tools to help close
knowledge gaps, as identified through the evaluation of calls and as shown through
reporting.

QA Reporting is based on the evaluations that your quality assurance (QA) team has
performed. These reports require that one or more QA evaluation forms be created. The
way that forms are created affects and impacts the reporting data you are able to see in
this category of reports. For more information on creating QA forms, refer to the inContact
inContact WFO QM Manual or the online help for inContact WFO.

This section provides a description and example of each printable report in the QA
Reporting category. For more information on running any of these reports, see Generate a
Printable Report.
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Agent QA Summary

((>+ inContact

The Agent QA Summary displays the QA performance of selected Group(s) or Agent(s)

over a period of time. The Report Type criteria

item lets you specify the level of detail:

Agent, Form, Section, and Question. When you view the report onscreen, you can drill

down to lower levels of detalil.

You must select a Status to run this report.

In the example below, Report Type was set to Agent, and you can drill down to
Section-level or Question-level results by clicking the agent’s name. Report results are
limited to groups to which you have access, even if you select All.

Agent QA Summary

Start Date 1112014 | End Date| 11130016 |
All
1Sales Call
ActiveiDeleted s Active T .
Active/Deleted Forms  Active Forms 1Support Cal
Enable Arbitration Workflow not checked -
All All
z BAT_TeamTeoDelete Uses Active User
roups BAT_TeamToEdit sErs Activ ent Activelser
EditTeam - ActiveAgent Inactivelser -
All
In Progress
5 )
Status Complete
Question =
441 o1 bkl < Find | Next e, - (%

Agent QA Summary Report

ay, January 01, 2014 to ay,

. January 13, 2016

Selected Forms: 15ales Call, 1Support Call

Agent Summary

Mumber of Evaluations
0 1 2 3 4 5

Daniel Ayala
o
t
&
£

Phil Bames

0% 20% 40% 60% 80% 100%

Average Score

Agent # Evaluations Score

Back Generste Report
| Faek ]| Senerie Repor |
~
=
Date Type Evaluation Date ¥
sgent Acth Activellser
gents
e Inact it Activellser
Insig -
Report Type | Agent v
=
=]
N Count
I Score

Possible Percentage

Agent QA Summary - Wednesday, January 13, 2016

Daniel Ayala 4 245 400 61.3%
Phil Barnes 75 100) 75.0%
Total: 5 320 500 64.0%

Pageaofy
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Agent Ranking by Period

The Agent Ranking by Period report compares an 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 agents in your system from 1-X. Positive
trending is shown with a green arrow and negative trending with a red arrow. Report
results are limited to groups to which you have access, even if you select All.

Agent Ranking By Period

l Back i Generate Report |
~
B3
Form| 1Support Call ¥ Group Al ¥ Pericd Type| Month v
Year | 2013 ¥ Pericd| January v
E
4 41 ofxp pl @ Find [ et B, - (T

Agent Ranking by Month

For period beginning 1/1/2013 and ending 1/31/2013

Selected Form: 1Support Call

JIMENEZ, JUNE 1307 of 1355 )| 3538 of 3970 (89.1%) | 1 (+38)
|FrscHEr, HoWARD | 1287 of 1335 (36,4%) | 5428 of 5820 (93.3%) | 2 (+6)
|peLacruz, BarRY | 18310f 1935 (94.6%) | 3875 of 4195 (9_2.4%}j 3(+8)
|PECK, LUPE 1333 of 1420 (93.9%) | 3383 of 3720 (90.9%) | 4 (+29)
|BeL, EsTER | 10670f 1190 (53.6%) | 3481 of 3840 (50.7%) |5 (+26)
|HOOPER, LARRY | 995 of 1065 (93.4%) | 3226 of 3495 (92.3%) |6 (+7)
| JonEs, MarvIN |84 of 1055 (33.3%) |3383 of 3685 (931.9%) |7 (+10)
|Hoan, erIx | 1804 of 1935 (93.2%) | 4153 of 4495 (92.5%) |8 (+2)
{asriEY, RUBEN | 1981 0f 2190 (92.6%) | 1948 of 2205 (88.3%) |9 (+29) 1
|soLomon, puane |7840f 850 (92.2%) | 2892 of 3065 (94,4%) | 10 (-§) 1
|BAUER, ALBERT | 2361 of 2560 (32.2%) | 3857 of 4290 (89.9%) | 11 (+22)
|HovDEN, anTHONY | 1516 of 1645 (92.2%) | 4423 0f 4860 (91%) |12(+19) 1
[3ennmiGs, TaBTTHA | 18540F 2020 51.8%) | 31190F 4385 Ga.2) | 13 C10) )
|soan, sHawm | 2286 of 2515 (90.9%) | 2802 of 2090 (33.7%) | 14 (-9) I
[Ewins, witLa 2511.0f 2765 (90.5%) | 4700 of 5095 (92.2%) | 15 (0) '
| sampson, THERESA 3561 0f 3925 (90.79%) | 3265 of 3530 (91.2%) | 16 (+9)
[FosTeR, Haou [71cfes0 G0.7%) | 3061of 430 89.2%)| 17 +18)
OCHOR, YOUNG | 906 of 1000 (90.6%) |4406 of 4860 (90.7%) | 18 (+12)
|canTRELL, MADELEINE 1286 of 1420 (90.6%) | 34350f 720 02.3%) (180 4
|FarRELL, HALEY 2100 of 2325 (90.3%) | 4098 of 4505 (91%) |20 (+7) ;
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Agents Needing Evaluation Detail

The Agents Needing Evaluation Detail report helps you determine agents who may be
due for evaluation. The report displays the Agent name, all inContact Group(s) to which
they belong, any Forms associated with those groups, any possible Users who could serve
as Evaluator, and the date the agent was Last Evaluated. You can filter results by any of
these displayed items, as well as by whether agents are Active or Inactive and by a Last
Evaluated Before date. Report results are limited to groups to which you have access,
even if you select All.

Agents Needing Evaluation Detail Back Generate Report
4
Groupo3 - A
Last Evaluated Before| 12/1/2015 i Group List gzﬂgj Form List :Eg:
Leaders Team - _Cozt -
All
. " Active User Active Ager srs | A
Agent List UserUist b eagent Activellser Active Agents/Users| Al v
Insight Agen o Activesgent Inactivellser o
=l
4 4 1 of 1 | Pl @ Find | Mext ﬂi' %
Selectad Groups: Leaders Team, Legends Team
Agent Group Form Evaluator Last Evaluated
Danigl Ayala Legends Team 1Support Call Gina George 6/18/2015
Phil Barnes Leadars Team Sales Evaluation vZ Gina George 7/29/2014
Phil Barnes Leaders Team 15ales Call Jessica Hessler 6/18/2015]
Neil Barn Lagends Tezm 1Support Call Ginz George 11/5/2013]
MNeil Barn Legends Tezm Sales Evaluation v2 Ginz George 6/18/2015]
Anders Brooker Legends Team 15upport Call Gina George 11/5/2013
Roy Chenier Legends Team 1Support Call Gina George 11/5/2013
Sheryl Coscia Legends Team 1Support Call Gina George 11/5/2013
Pietro Cutting Legends Team 1Support Call Gina George 11/5/2013
Kevin Dimetrik Legends Team 1Support Call Gina George 11/5/2013
Henry Feamlsy Legends Team 1Support Call Ginz George 11/5/2013]
Zach Haltli Lagends Tezm 1Support Call Ginz George 11/5/2013]
Agents Needing Evaluation Detail - 1/13/2016 Page 1of1

Agents Needing Evaluation Summary

The Agents Needing Evaluation Summary displays the same information as the Agents
Needing Evaluation Detail report, but only shows one entry per agent regardless of the
number of inContact Groups to which they belong. It offers the same criteria choices.
Report results are limited to groups to which you have access, even if you select All.

4 4 1 of1 | [ ] Find | Mext d:L' A

Agents Needing Evaluation Summary

Selected Groups: Leaders Team, Legends Team

Agent Group Form Evaluator Last Evaluated

Ayala, Danigl Legends Team 1Suppaort Call Gina Gsorge 6/18/2015
Bames, Phil Leaders Team 1Sales Call Jessica Hessler 6/18/2015
Barn, Neil Legends Team Sales Evaluation v2 Gina George 6/18/2015
Bouclier, Jenny None None MNever
Brachin, Jos None MNone Mever
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Blank QA Form

The Blank QA Form report displays a blank version of a specific QA evaluation form.

Blank QA Form | Back I
Form| 1Support Ca v
-~
=
I4 41 of1 b ki a Find | Next -"l..' p

1Support Call

Opening

Proper introduction?

Yes w]

No ]
Ask for caller's name?

Yes ]

No ]
Restate problem to ensure understanding?

Yes ]

No w]
Comments:

[m]

Communication Skills

Technical language at caller's level of understanding?

Yesg ]

No ]
Pace and enunciation clear and understandable?

Yes ]

No w]
Patient and empathetic tone?

Yes w]

No ]
Comments:

[m]
Technical Skills

Application Ul knowledge and proficiency

Excellent m]
Accaptable [m]
Unacceptable [m]
Underlying system knowledge and proficiency (DB, 0S, scripts, etc.)
Excellent [m]
Acceptzable ]
Unacceptable [m]
Overall technical speed and proficiency (moving through sereens, using tools, ete.)
Excellent ]
Acceptable m]
Unacceptable (m}
Comments:
[m]
Closing
Clarify and communicate next steps?
Yes w]
No ]
Thank caller?
Yes (m}
No ]

Elank QA Form - 1/13/2016 Page 1of 1
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Call Evaluation Detail

The Call Evaluation Detail report shows detailed results on a completed QA evaluation
based on your selection criteria. Metadata information is shown at the top, followed by a
section- and question-level breakdown of the form with individual responses. Report
results are limited to groups to which you have access, even if you select All.

You must select a Status to run this report.

Call Evaluation Detail

| Beex || Generste Repot |
4
Start Date 100142015 | End Date 17152016 | Date Type Evaluation Date ¥
Agent Danizl Ay ala ¥ |Evaluator All ¥ Form All
Active/Deleted Evaluations  Active ¥ Group All v Question Any ¥
Response Any ¥ Caller's Phone # Dialed Phone #
Gate User 1 User 2
User 2 User 4 User 5
All
QA Record ID status In Progress Userg
Complete
Question  «
User 7 User 8 User 9
User 10 User 11 User 12
User 13 User 14 User 15
(]
4 41 of2 b Pl < Find | Next = - &

Call Evaluation Detail

For Thursday, October 01, 2015 to Friday, January 15, 2016

Selactad Agent: Danisl Ayalz

Form Name call ID Evaluated By Complete Date
2Sales Call 1772|Gina George 1/13/2016
Group:| Leadars Team ANL:| 7504 ‘ DNIS:|912032998378 call Direction:| Outbound
Time: 1/22/2013 5:17 PM| Duration:| 00:00:45 ‘ Gate:| 10| Device: 7504] Channel:‘ 2
Customer Number:|u1-9000 User2: u2-3000 User3: u3-4000
User4: | u4-7000 User5: ul15-8000 User6:
User7: User8: Userd:
Userl0: Userll: Userl2:
Userl3: Userl4: Userl5:
Section Name: Opening
Question Evaluation Score
Proper intreduction? Yes 10.00 of 10.00 (100.0%)
Ask for caller's name? No 0.00 of 10.00 (0.0%)
Restate problem to ensure understanding? Yes 10.00 of 10.00 (100.0%)

Ask for permission to place customer on hold?

Not Applicable

N/A

Comments:

MN/&

Subtotal: 20.00 of 20.00 (67%)
Section Name: Communication Skills

Question Evaluation Score
Technical language at caller's level of Yes 10.00 of 10.00 (100.0%)
understanding?
Pace and enunciation clear and Yes 10.00 of 10.00 (100.0%)
understandable?
Patient and empathetic tone? Yes 10.00 of 10.00 (100.0%)
Comments: N/A

Subtotal: 30.00 of 30.00 (100%)
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Completed QA Form

The Completed QA Form report displays scoring data for a specific QA evaluation. The
report is automatically generated when you print a QA Record via Search QA Evaluations
on the Coaching tab, and is rarely printed from the Reporting tab since you must know
the QA Record ID to generate the report. Report results are limited to groups to which
you have access. All comments by agents, evaluators, and arbitrators appear at the

bottom of the report.

Completed QA Form

QA Record 1D 116

of2 p bl 4

Completed QA Form

4 41

Agent: Barnes, Phil
Evaluator: Hessler, Jessica
Date of Evaluation:  6/18/2015
Duration: 0:0:0
Evaluation Form: 15ales Call

Agent Number:

CallerD ANI:
Group:
Call Direction:
Customer Number:
User3:
Users:
Opening
Proper introduction?

Yes
Ask for caller's name?

Yes

Yes

Mot Applicable
Comments

Communication Skills

No

Yes
Patient and empathetic tone?

Yes
Comments

Technical skills

Clarify and communicate next steps?

Yes
Thank caller?

Yes
Form Total:

Completed QA Form - 1/13/2016

Restate problem to ensure understanding?

Application Ul knowledge and proficiency

Find | Next

Ask for permission to place customer on hold?

Technical language at caller's level of understanding?

Pace and enunciation clear and understandable?

Evaluation ID:

Call 1D:

Date of Recording:

Arbitrator:
Station 1D:

Murnber Called

DNIS:
Channel:

ACD Gate:

Screen Capture:

User2:

User4:

Acceptable #f 5pts
Underlying system knowledge and proficiency (DB, OS, scripts, etc.)
Acceptable #f 5pts
Overall technical speed and proficiency (moving through screens, using teols, etc.)
Acceptable #f 5pts
Comments:
Closing 10 of 10 (100.00%)

Back Generste Repont
| Beck J| Genemis Repor |
5
E|
=]

116
No Recording

No Dispute

30 of 30 (100.00%)

& 10pts

& 10pts

& 10pts

& nfa

20 of 30 (66.67%)

& Opts

& 10pts

& 10pts

15 of 30 (50.00%)

#f Gpts

& Spts
75 of 100 (75.00%)

Page 1of2
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Critical Question Detail

The Critical Question Detail report provides detailed insight as to how each agent has
scored on Critical questions on the forms you specify across a period of time. The report
shows a line for every evaluation that included a Critical question. Report results are
limited to groups to which you have access, even if you select All.

Critical Question Detail Back Generate Report

[ecc

All

BAT_TeamToDelete
BAT_TeamToEdit
EditTeam -

Start Date | 12132015 | End Date 1132016 | Group List

R
) _ Agent Li =
FormList | —p,. Agent List User List gent Activellser

gent Inactivellser -

Date Type| Evaluation Date ¥ Active/Deleted Evaluations . Active ¥

[

14 41 of1 b bl 4 Find | Next b - (%

Critical Question Detail
For Sunday, December 13, 2015 to Wednesday, January 13, 2016

Agent: Ayala, Daniel
Date of Call Record Date of Eval Form Question Score

1/22/2013) 122[1/13/2016 | 253les Cal | Restate problem to ensure understanding? | 10 of 10 (100.0%)
Critical Question Detail - 1/13/2016 Page 10f1

Critical Question Summary

The Critical Question Summary is similar to the Detail version, but shows a summary of
per form. For example, suppose an agent was evaluated five times using one form with a
Critical question and four times using another form with a different Critical question. The
Detail report would show a line for each of the nine evaluations. The Summary report
would show one line for the form used five times and one line for the form used four
times. Report results are limited to groups to which you have access, even if you select
All.
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Evaluation List Report

The Evaluation List Report generates a list of standard QA evaluations performed within
the specified time period. Self-evaluations and calibration evaluations are not included.
The report provides a means of tracking the evaluation process and the scoring of
evaluations. Report results are limited to groups to which you have access, even if you

select All.
Evaluation List Report | Back il Generate Report |
>
|£|
Start Date 9142015 = End Date 114/2018 = Date Type Call Date v
All
In Progress
A 5 Ag A
Group All ¥ Status Complete Agent All v
Question  »
Active/Deleted Evaluations | Active ¥ Form All ¥ Evaluator | Al b
-~
Iil
14 41 of133 b bl < Find | Next B, - (%)

Quality Assurance Evaluation List

RecordID- Recording - Evaluated

Date By
Customer Service Evaluation Administrator, Uptivity 22388 09/09/15| Vicki Hardwick 09/09,/2015 140.0 of 140.0
(100.0%)
Customer Service Evaluation Administrator, Uptivity 13256 09/12/15| Abe Capote 09/12/2015 120.0 of 140.0
(85.7%)
Customer Service Evaluation Administrator, Uptivity 13170 09/20/15| Vicki Hardwick 09/20,/2015 140.0 of 140.0
(100.0%)
Customer Service Evaluation Administrator, Uptivity 15658 10/06/15| Your Uptivity 10/06/2015 134.0 of 140.0
Administrator (95.7%)
Customer Service Evaluation Administrator, Uptivity 25477 10/14/15| Your Uptivity 10/14/2015 134.0 of 140.0
Administrator (95.7%)
Customer Service Evaluation Administrator, Uptivity 25478 10/14/15|Abe Capote 10/14/2015 134.0 of 140.0
(95.7%)
Customer Service Evaluation Administrator, Uptivity 15567 10/19/15| Your Uptivity 10/19/2015 134.0 of 140.0
Administrator (95.7%)
Customer Service Evaluation Administrator, Uptivity 15568 10/19/15| Your Uptivity 10/19/2015 140.0 of 140.0
Administrator (100.0%)
Customer Service Evaluation Administrator, Uptivity 4597 10/26/15| Your Uptivity 10/26/2015 140.0 of 140.0
Administrator (100.0%)
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Evaluator QA Summary

The Evaluator QA Summary displays results of one or more evaluator's QA performance
over a selected period of time. It can be used to compare scoring practices among
evaluators, and help determine when it might be appropriate to have evaluators perform a
calibration evaluation. The initially-generated report is a high-level comparison, but you
can drill down for more granular detail.

You must select a Status to run this report.

Report results are limited to groups to which you have access, even if you select All.

Evaluator QA Summary Back Genarate Report
L
Start Date 1H2014 =l End Date| 1132016 =] Date Type | Evaluation Date ¥
All
Active/Deleted Forms | Active v Forms ESLE:;;‘;IL" Agents
25ales Call - -
All

BAT_TeamToDelete

Groups BAT TeamToEdit Users ArtiveUser Report Type  Evaluator ¥
EditTeam - nactivelser -
All
In Progress
3 g
Status Complete
Question =
~
=]
14 41 of1 b bl & Find | Next e, - ()

Evaluator QA Summary Report

For Wednesday, January 01, 2014 to Wednesday, January 13, 2016

Evaluator Calibration

Mumber of Evaluations N Count
0 2 4 3 ] N ccore
; L . L .

Administrator Administrator

Groups

Gina George

0 20 40 60 80 100

Average Score

# Fvaluations Score Possible Percentage
Administrater Administrator 5 226 280 80.7%
Gina George 6| 365 580 62.9%
Total: 11 591.0 860.0 68.7%

Evalustor QA Summary - 1/13/2016 Pageaof1
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Form and Section Failures Report

The Form and Section Failures Report displays failure points in one or more forms
over a selected period of time. The top section shows a summary of the total number of
form and/or section failures per agent; the lower section supplies the detail of the
failure(s). Report results are limited to groups to which you have access, even if you

select All.

Form and Section Failures Report

For Thursday, January 01, 2015 to Thursday, January 14, 2016

Start Date 1112015 =] End Date 111412018
Active/Deleted Evaluations | Active ¥ Form All
All All
Barry Aman - Corporate Account Records
Report Type Agent v Failure Type Any v
4 41 of48 b Pl @ Find | Next B, - %

Form and Section Failure Report by Agent

Drate Type| Evaluation Date ¥

Section

Users

Al v

All
Abe Capote
Aleshia Zahm

Alesia Cravey

Customer Service Evaluation

Greeting

Agent

Failure Count

Administrator, Uptivity

Form Failures: 0, Section Failures:

Ahner, Germaine

Form Failures: 0, Section Failures:

Aman, Barry

Form Failures: 0, Section Failures:

Armstead, Bobbye

Form Failures: 0, Section Failures:

Arriaga, Shanita

Form Failures: 0, Section Failures:

Balcom, Jerry

Form Failures: 0, Section Failures:

Baughman, Lilly

Form Failures: 0, Section Failures:

Belle, Joey

Form Failures; 0, Section Failures:

Berard, Elmo

Form Failures: 0, Section Failures:

Bullen, Daniella

Form Failures: 0, Section Failures:

Burling, Lecna

Form Failures: 0, Section Failures:

(S PV P (VIR YTV (S VR N (R Y

| Back il Generate Report |

[«

[m
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Group QA Summary

The Group QA Summary displays performance of one or more group(s) on one or more
form(s) over a period of time. You can drill down for more granular data on Report Type

(Group, Form, Section, and Question). Report results are limited to groups to which you

have access, even if you select All.

Group QA Summary

| Back Il Generste Report |
~
=]
Start Date 1/11/2014 ] End Date| 11412018 ]| Date Type | Evaluation Date ¥
All All
. . 15ales Call Activesgent Activellser
Active/Deleted ns | Active L Age " .
Aetive/Deleted Forms fiv v Forms 1Support Call gents Inactivesgent Activellser
28ales Call - Insight Agent -
o T .
Group03 - Al
0 Active User
Groupl4 - . ype L
Groups Groupds Users ActiveAgent Activellser Report Type| Group
Leaders Team - Activedgent Inactivellser -
-~
H
14 4 1 of1 b bl @ Find | Net [ - %

Group QA Summary Report
For Wednesday, January 01, 2014 to Thursday, January 14, 2016

Selected Groups: Leaders Team, Legends Team

Group Summary

Mumber of Evaluations I Count
0 2 4 I 8 10 I Score
Leaders Team
w
5
£
a
Legends Team
0 20 40 60 80 100
Average Score
Group # Evaluations Score Possible Percentage
Leaders Team 4 2701 385 70.1%
Legends Team 9 556 835 66.6%
Total: 13 826.00 1220.00 67.7%

Group QA Summary - 1/14/2026

Page1ofi
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Group Summary by Month

The Group Summary by Month report displays performance of one or more team(s) on
one or more form(s), charted over a certain number of months based on the end Month
you select. Choosing a Report Type of Month shows total data for each month. Choosing
a Report Type of Group shows evaluation data by inContact Group for each month.
Report results are limited to groups to which you have access, even if you select All.
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Month # Evaluations Score Possible Score | Percentage
August 656 66470/ 73055 91.0%
September 749 77477 84385 91.8%
October 947 95879 105865 90.6%
November 1196 123774 135915 91.1%
December 1275 131287 143270 91.6%
January 1600/ 164565 179215 91.8%
Total: 6423 659452.00 721705.00 91.4%
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Group Summary by Period

The Group Summary by Period report displays performance of one or more team(s) on
one or more form(s), charted over a certain number of periods (week, month, quarter, or
year). This time period begins with the date or period selected in the Period Name field
and looks backward over the specified number of periods. Report results are limited to
groups to which you have access, even if you select All.
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Group Performance Summary Report by Quarter
For the period baginning 7/1/2014 and ending 3/31/2016
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Quarter
Quarter Year # Evaluations |Score Possible Score Percentage
1st Quarter 2015 5704 585521 638950 91.6%
2nd Quarter 2015 1059 109909 119985 91.6%
3rd Quarter 2015 1971 203448 222055 91.6%
4th Quarter 2015 3418 350940 385050 91.1%
Total: ivikyl 1249818.00 1366040.00 91.5%
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Multiple Evaluations Summary

The Multiple Evaluations Summary displays the last 12 evaluations conducted on a
selected agent and form, based on a selected end date. Overall Average % is the
average score of all evaluations done using the selected form regardless of agent or
evaluator. Average Score for this Form %6 is the total average of the last 12
evaluations performed using the selected form, by the selected evaluator, for the selected
agent. Individual percentages in the Overall Percentage column are Section totals.
Individual question Totals are for the last 12 evaluations performed on the selected form,
by the selected evaluator, for the selected agent.

You must select an Agent ID, Form ID, Supervisor ID and Status to run this report.
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Multiple Evaluations Summary Report
Contact Date Range: July 22, 2015 - January 12, 2016

Agent Name: Germaine Ahner
Supervisor Name: Your Uptivity Administrator Overall Average:  92.4%

Form: Customer Service Evaluation
Average Score for this Form: 97.1%

Overall

Section/Questions Percentage
Greeting 240 240 100.0%
Did Agent state company name? 120( 10 10 10 10 10 10 10 10 10 10 10| 10 120 100.0%
Did Agent state his/her name? 120| 10 10 10 10 10| 10 10 10 10| 10 10| 10 120 100.0%
Soft skills 360 332 92.2%
Did Agent demaonstrate Active Listening? 120( 10 7 10 7 10 10 10 7 10 10 7 10 108 Q0.0%
Did Agent use courtesy statements as 120( 10 7 10 5 10 10 10 7 10 10 5 10 104 B6.7%
2ppropriate?

Did Agent use proper hold procadures? 120| 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 120 100.0%
Notes oo 0 0 0 0 0 0 0 0 0 0 0 0 0.0%
Use of Tools 360 340 94.4%
Did .A,ge_l1t find record in CRM in timely 120| 10 10 10 0 10| 10 10 10 10| 10 ] 10 100 83.3%
manner?

Did agent navigate knowledgsbase 120| 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 120 100.0%
efficiently (if nesded)?

Did Agent use corract closing code in CRM? 120( 10 10 10 10 10 10 10 10 10 10 10 10 120 100.0%
Closing 720 720 100.0%
Did .A,g?ent offer to transfer to customer sat 180| 15 15 15 15 15 15 15 15 15 15 15 | 15 180 100.0%
sUrvey?

Did Agent probe for additional concams? 120| 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 | 10 120 100.0%
Did Agent resolve call within support 3600 30 | 30 | 30 | 30| 30| 30| 30| 30| 30| 30| 30| 30 360 100.0%
guidelings?

Did Agent thank customer for calling? 60| 5 5 5 5 5 5 5 5 5 5 5 5 60 100.0%
Notes 0] 0 0.0%
Reviewer Notes o o[oJoJoJoJoJoJoJo]Jo]JoJo 0 0.0%
Multiple Evaluations Summary - 4/14/2016 CallCopy Recorder Reporting Service Page1ofy
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QA Agent Periodical Trending Report

The QA Agent Periodical Trending Report summarizes an agent's performance over a
selected period of time. This time period begins with the date or period selected in the
Period Name field and looks backward over the specified number of periods. The
reporting period can be daily, weekly, monthly, quarterly or yearly

Performance can be shown on a per-form basis as well as for selected agents, groups, or
users. Report results are limited to groups to which you have access, even if you select
All.
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Monthly QA Agent Trending Report
For the period beginning 7/1/2015 and ending 1/31/2016
an, Bobbye Armstead, Shanita Amiaga, Vincenzo Aschenbrenner, Jerry Balcom, Lilly Baughman

Monthly QA Agent Trending
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Customer Service Evaluation Aug Sep oct Nov Dec Jan
Greeting 96.0% 95.2% 88.1% 91.1% 05.4% 81.8%
Soft skills 84.3% 88.8% 77.8%, 85.0% 85.2% 77.9%
Use of Tools 80.1% 92.7% 79.0% 86.8% 02.4% T8.6%
Closing 96.0% 99.6%) 94.5% 97.5% 99.7%, 94.8%
Notes 0.0% 0.0% 0.0% 0.0% 0.0%, 0.0%
Greeting Aug Sep Oct Naov Dec Jan
Ahner, Garmaina 100.0% 100.0%| 100.0% 75.0%| 100.0% 80.0%
Aman, Barry 100.0%| 100.0% T1.4%| 100.0% 71.4%
Armstead, Bobbys 100.0%| 100.0% 50.0%| 100.0%| 100.0% 91.7%
Arriaga, Shanita 100.0% 66.7% 66.7% 100.0% 75.0%
Aschenbrenner, Vincenzo 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%
Balcom, Jerry 100.0%| 100.0%| 100.0%| 100.0%, 66.7%
Baughman, Lilly 50.0%| 100.0%| 100.0%| 100.0%| 75.0% 87.5%
Soft Skills Aug Sep Oct Naov Dec Jan
Ahner, Garmaina 00.0% 82.2% 93.3% 70.8% 093.3% 70.7%
Aman, Barry 90.0% 86.7% T8.1% 82.7% 79.0%
Armstead, Bobbys 87.6% 89.3% 63.3% 100.0% 79.2% 74.4%
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QA Agent Trending Report

The QA Agent Trending Report summarizes an agent's performance on a particular
form over a period of time. Performance can be broken down on a section-by-section, and
question-by-question basis, depending on how the QA evaluation form was created.
Report results are limited to groups to which you have access, even if you select All.
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Monthly QA Agent Trending Report

For Thursday, October 01, 2015 to Thursday, December 31, 2015

Selected Agents: Germaine Ahner, Barry Aman, Bobbye Armstead, Shanita Arriaga, Vincenzo Aschenbrenner, Jemy Balcom, Lilly Baughman
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2015
Oct Nov Dec
Ahner, Germaine 85.6% |77.7% [98.6%
Customer Service Evaluation 98.6% |78.6% |98.6%
Greeting 100.0% |75.0% |100.0%
Did Agent state company name? 100.0% [75.0% [100.0%
Did Agent state his/her nama? 100.0% [75.0% [100.0%
Soft Skills 93.3% |70.8% [93.3%
N/A N/A N/A
Did Agent use courtesy statements as appropriate? Q0.0% [61.3% [90.0%
Did Agent demaonstrate Active Listening? Q0.0% [63.8% [90.0%
Did Agent use proper hold procedures? 100.0% |87.5% [100.0%
Use of Tools 100.0% |70.8% |100.0%
Did Agent find record in CRM in timely manner? 100.0% [62.5% [100.0%
Did agent navigate knowledgebase efficiently (if needed)? 100.0% [62.5% [100.0%
Did Agent use correct closing code in CRM? 100.0% [87.5% [100.0%
Closing 100.0% |87.5% |100.0%
Did Agent resolve call within support guidelines? 100.0% [87.5% [100.0%
Did Agent probe for additional concerns? 100.0% [87.5% [100.0%
Did Agent thank customer for calling? 100.0% [87.5% [100.0%
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QA Form Trending Report

((>+ inContact

The QA Form Trending Report displays total quality performance on a particular QA

evaluation form over a period of time.
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Monthly QA Trending Report by Form

For Thursday, October 01, 2015 to Thursday, December 31, 2015

Monthly QA Trending by Form
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Customer Service Evaluation 88.3%| B£9.1%| 90.0%
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QA Group Periodical Trending Report

The QA Group Periodical Trending Report displays performance of one or more
group(s) on one or more form(s) over a period of time. This time period begins with the
date or period selected in the Period Name field and looks backward over the specified
number of periods. The reporting period can be daily, weekly, monthly, quarterly or
yearly. The first table shows the average monthly score for all selected groups on each
section of the evaluation. The second table shows the average monthly score for each
group individually on each section of the evaluation.
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Monthly QA Group Trending Report

For the period beginning 7/1/2015 and ending 1/31/2016

Selectad Forms: Customer Service Evaluation
Monthly QA Group Trending
100% — —— FrontLine-Location Ascore
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Aug Sep Oct Nov Dec Jan
Month
Customer Service Evaluation Aug-15 Sep-15 Oct-15 Nov-15 Dec-15 Jan-16
Greeting 92.5%| 95.0%| 91.5%| 92.5%| 93.9%| 93.6%
Soft Skills 80.2%| B2.2%| B80.0%| B0.8%| B1.1%| B81.5%
Use of Tools 83.7% 86.1% 82.1% 83.8% 85.4% 85.7%
Closing 95.1% 97.9% 06.1% 06.0% 96.5% 96.4%
Notes N/A NfA NfA N/ &) N/A) N/A)

Customer Service Evaluation

Greeting Aug-15 Sep-15 Oct-15 Nov-15 Dec-15 Jan-16
Front Line - Location A 89.5% 99.0% 88.1% 93.4% 03.6% 06.5%
Front Line - Location B 94.1% 096.4% 89.4% 91.7% 06.3% 06.9%
Maw Hires 90.5% 93.0% 94.3% 87.8% 95.1% 91.7%
Schedule Coordinators - Location A 94.4%| 96.0%| 96.7%| 94.0%| 95.9%| 93.0%
Schedule Coordinators - Location B 94.0%|  97.7%| 86.9%| 91.7%| 96.7%| 98.7%
Werification - Location A 92.1% 095.0% 092.7% 94.0% 093.6% 02.9%
Werification - Location B 93.2% 02.4% 88.5% 01.8% 00.4% 02.6%

Soft skills Aug-15 Sep-15 Oct-15 Nov-15 Dec-15 Jan-16
Front Line - Location A 78.6% 85.4% 80.0% 80.2% 81.2% B83.8%
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QA Group Scorecard

The QA Group Scorecard displays a group-by-group comparison of results for a QA
evaluation form, at a question level, based on a period of time.

QA Group Scorecard Back Generate Rep
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Group Scorecard
For Manday, December 14, 2015 to Thurs
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Selected Forms: Customer Service Evaluation

Group Scorecard
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mmm Verification - Location A
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A core
Did Agent thank customer for calling?

Did Agent probe for additional concerns?:

Did Agent resolve call within support guidelines?

Did Agent use correct closing code in CRM?

Did agent navigate knowledgebase efficiently (if needed)?

Questions

Did Agent find record in CRM in fimely manner?

Notes

Did Agent use proper hold procedures?.

Did Agent demonstrate Active Listening?

Did Agent use courtesy statements as appropriate?

Did Agent state his/her name?.

Did Agent state company name?

[ T T T T 1
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Percentage
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QA Group Trending Report

The QA Group Trending Report displays a group-by-group comparison of results for a
QA form, at a per-question level. Data is compared daily, weekly, monthly, or yearly
based on your selections for a specific period of time.
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Monthly QA Group Trending Report
For Monday, December 14, 2015 to Thurs anuary 14, 2016
Selected Forms: Customer ice Evaluation
Monthly QA Group Trending
100% — —— FrontLine - Location Ascore
= FrontLine- Location Bscore
98% —| —— New Hires score
Schedule Coordinators -Location
o Ascore
96% — - - _ . — — — = — - — Schedule Coordinators -Location
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[ P - -
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Dec Jan
Month
2015 2016
Front Line - Location A 93.7% |[93.3%
Customer Service Evaluation 93.7% [93.3%
Greeting 98.9% [95.4%
Did Agent state company name? 100.0% |100.0%
Did Agent state hisfher name? Q7.8% |90.7%
Soft Skills 84.6% [83.8%
Did Agent use courtesy statements as appropriate? 76.1% |[75.4%
Did Agent demonstrate Active Listening? 77.8% |76.1%
Did Agent use proper hold procedures? 100.0% [100.0%
Notes N/A N/A
Use of Tools 89.1% |88.3%
Did Agent find record in CRM in timely manner? 87.0% |[85.2%
Did agent navigate knowledgebase efficiently (if needed)? B0.4% |[79.6%
Did Agent use correct closing code in CRM? 100.0% [100.0%
Closing 98.7% [99.8%
Did Agent resolve call within support guidelines? Q7.8% |100.0%
Did Agent probe for additional concems? 100.0% [100.0%
Did Agentthank customer for calling? 97.8% |98.1%




inContact Workforce Optimization Reporting Manual, 16.1 {G = | n CO ﬂta Ct
QA Pending Acknowledgment

The QA Pending Acknowledgment report displays a list of unacknowledged QA
evaluations on an agent-by-agent and form-by-form basis. This report is only needed if
you use the acknowledgment-only or acknowledgment and arbitration workflows. For
more information, see the inContact WFO QM Manual or the online help for inContact
WFO.

You must select a Group to run this report.

QA Pending Acknowledgment | Back i Generate Report
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Older Than| 152018 " Groups c orporats Specialist - Location B
— Foundation
Front Line - Location A hd
~
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QA Pending Acknowledgment

Selected Groups: Front Line - Location A

Form s ] Call ID__|Evaluator Completed Date > |Status |
Customer Service Evaluation Garner, Dwayne 38212 Mada Swindall 8/8/2015 Unacknowledged
Sales Evaluation Costales, Brics 36702 Kendra Brased 9/1/2015 Unacknowladged

QA Pending Acknowledgment - 1/15,/2016 Page 1of1
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QA Summary by Form

The QA Summary by Form report displays performance on one or more QA evaluation
forms over a period of time. You can drill down into the report for additional details.

QA Summary By Form | Back || Generste epont |
g
Start Date 12/15/2015 ) End Date 1/15/2018 | Date Type | Call Date v
Al All
" . _ Admissions ) Uptivity Administrator
Active/Deleted Forms| Active ¥ Forms | oot e it Agents Sarmane Annar
Customer Service Evaluation v Bamy Aman -
Al Al
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Camarate Account Records - Alesia Cravey -
2
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Form Performance Summary Report
For Tuesday, December 15, 2015 to Friday, January 15, 2016
Form Summary
Number of Evaluations I Count
0 0.2 04 06 08 1 1.2 N Score

Customer Service Evaluation

Forms

Sales Evaluation
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Average Score

Possible Score  Percentage
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QA Summary by Question

The QA Summary by Question report displays performance on a QA evaluation form's
individual questions over a period of time. Information is shown in graphical and text

format.
QA Summary By Question | Back il Generate Report |
-~
=]
Start Date 12/15/2015 = End Date 115/2016 el Date Type | Call Date v
All All
. . Biling - Location A Admissions
A | d A
Active/Deleted Forms | Active ¥ Groups Billing - Location B Forms Case Audit
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All All
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Ag ”
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|
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Question Performance Summary Report
For Tuesday, December 15, 2015 to Friday, January 15, 2016

Selected Forms: Customer Service Evaluation
Question Summary

Il Score

Did Agent state company name?

Did Agent state his/her name?

Did Agent use courtesy statements as appropriate?
Did Agent demonstrate Active Listening?

Did Agent use proper hold procedures?

Did Agent find record in CRM in timely manner?

Questions

Customer Senice Evaluation ———

— Closing——— - Use of Tools  — Soft Skills— | Greeting§

Did agent navigate knowledgebase efficiently (if needed)?
Did Agent use correct closing code in CRM?

Did Agent resolve call within support guidelines?

Did Agent probe for additional concems?

Did Agent thank customer for calling?

Did Agent offer to transfer to customer sat survey?

Form: Customer Service Evaluation

Section: Greeting

Did Agent state company name? Auto-Fail  Value Grade: 100.0%
Yes 891 (100%) [None 10 of 10 |

Did Agent state his/her name? Auto-Fail  Value Grade: 094.2%
Yes 839 (94%) Naong 10 of 10
No 52 (%) Section 0 of 10

Section: Soft Skills Grade: 84.8%

Did Agent use courtesy statements as appropriate? Auto-Fail  Value Grade: 76.5%
Excellent 351 (39%) Naong 10 of 10
Very Good 305 (34%) Naong 7 of 10
Good 235 (26%) Naong 5 of 10
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QA Summary by Section

The QA Summary by Section report displays performance on a QA evaluation form's
sections over a period of time. You can drill down into the report for additional details.

QA Summary By Section | Back i Generate Report J
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Start Date 12152015 | End Date 1152018 ] Date Type | Call Date b
All All
Biling - Location A Admissions
Aptivel] d Apti v
Active/Deleted Forms | Active Groups Biling - Location B Forms Case Audit
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Al All
Uptivity Administrator Abe Capote
Ag y v
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-~
B3
4 41 of1 b bl @ Find | Next b - (%)

Section Performance Summary Report
For Tuesday, December 15, 2015 to Friday, January 15, 2016

Selectad Forms: Customer Service Evaluation

Section Summary

I Score
r
c  Use of Tools
=
=
=
@
w Soft Skills
w8
E=
o
5 Greeting
£
(=]
w
= .
o Closing
L
0%  10%  20%  30%  40%  50%  60%  TO%  S0%  80%  100%
Average Score
Form # Evaluations Score Possible Score  Percentage
Customer Service Evaluation 891 113051 124740 90.6%
Greeting 16260 17820 91.2%
Soft Skills 21896 26730 81.9%
Use of Tools 23080 26730 86.3%
Closing 51815 53460 96.9%

QA Summary By Section - 1/15/2016 Page 1of1
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Quality Assurance Detail

The Quality Assurance Detail report shows completed QA evaluations that meet the
criteria you provide. The specific call graded in the evaluation can be played back by
clicking on the Call ID hyperlink. This hyperlink functionality will not work in exported
versions of the report.

Quality Assurance Detail | Back || Genemi=Repont |
-
=3

Start Date 1112016 "] End Date | 11152018 B} Date Type Evaluation Date ¥

Agent All A Evaluator| All r Form Customer Service Evaluation ¥

Active/Deleted Evsluations | Active ¥ Group All ¥ Question = Any v

Response Any ¥
=~
H

14 41 of 330 b Pl @ Find | Next [ - (%

Quality Assurance Detall

Selected Form: Customer Se

Form Name call ID Evaluated By |Complete Date
Customer Service Evaluation 4770| Your Uptivity 1/10/2016
Administrator
Section Name: Greeting
Question Evaluation Score
Did Agent state company name? Yes 10.00 of 10.00 (100.0%)
Did Agent state his/her name? Yes 10.00 of 10.00 (100.0%)
Subtotal: 20.00 of 20.00 (100%)
Section Name: Soft Skills
Question Evaluation Score
Did Agent use courtesy statements as Excellent 10.00 of 10.00 {100.0%)
appropriate?
Did Agent demenstrate Active Listening? | Excellent 10.00 of 10.00 (100.0%)
Did Agent use proper hold procedures? Yes 10.00 of 10.00 (100.0%)
Motes Great tone of voice! MN/A
Subtotal: 30.00 of 30.00 (100%)
Section Name: Use of Tools
Question Evaluation Score
Did Agent find record in CRM in timely Yes 10.00 of 10.00 (100.0%)
manner?
Did agent navigate knowledgebase Yes 10.00 of 10.00 {100.0%)
efficiently (if needed)?
Did Agent use correct closing code in Yes 10.00 of 10.00 (100.0%)
CRM?
Subtotal: 30.00 of 30.00 (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 additional concerns? | Yes 10.00 of 10.00 (100.0%)
Did Agent thank customer for calling? Yes 5.00 of 5.00 (100.0%)
Did Agent offer to transfer to customer sat|Yes 15.00 of 15.00 {100.0%)
survey?
Subtotal: 60.00 of 60.00 (100%)
Section Name: Notes
Question Evaluation Score
Reviewer Notes You are a superstar! MN/A
Subtotal: 0.00 of 0.00 (0%)
Total: 140.00 of 140.00
(100%)

Quality Assurance Detail - 1/15/2016 Page 1 of 330
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Weighted QA Group Periodical Trending Report

The Weighted QA Group Periodical Trending Report displays group-by-group
comparisons of quality results at the section level of a form over a period of time. This
time period begins with the date or period selected in the Period Name field and looks
backward over the specified number of periods. The reporting period can be daily, weekly,
monthly, quarterly or yearly. Data is broken down section by section.

Weighted QA Group Periodical Trending Report Back Generate Report
4]
Report Type Monthly ¥ Year 2016 ¥ Pericd Name | January A
All
Pericds [ Active/Completed Forms | Active 7 Groups E:::::g: I[z ::z: ;
Corporate Account Records -
All All All
) Admissions e Uptivity Administrater . Abe Capote
Forms Case Audit Agents Germaine Ahner Evalustors Aleshia Zahm
Customer Service Evaluation - Barry Aman - Alesia Cravey -
Date Type Retording Date ¥
(2]
4 41 of3 b Bl @ Find | Next [, - @
Monthly QA Group Trending Report
For the period baginning 7/1/2015 and ending 1/31/2016
Monthly QA Group Trending
100% = FrontLine- Location Ascore
= FrontLine- Location Bscore
959, w— Mew Hires score
Schedule Coordinatars - Location
N Ascore
90% — — Schedule Coordinators - Location
B score
ug’“ 85% — ___ Verification - Locafion A
E score
N Verification - Location B
§ 80% score
75% <
T0% =
65%
Aug Sep Oct Nov Dec Jan
Month
Customer Service Evaluation Aug Sep oct Nov Dec Jan
Greeting 89.5% 92.2% 86.2% &7.9% 89.9% 91.0%
Soft Skills 79.6% 82.4% 80.5% 80.3% 80.2% 81.7%
Use of Tools 83.0%)| 86.2% 82.4% 83.3% 84.3% 85.8%
Closing 94.8% 98.1% 95.2% 95.5% 95.8% 95.6%
Notes 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
Sales Evaluation Aug Sep oct Nov Dec Jan
Greeting 91.6% 89.3% 80.6% 02.4% 01.4% 0936%
Sales Skills 80.4% 75.0% 75.0% TE.6% T3.0% 77 6%
Documentation G7.2% 73.6% 70.2% G0.6% T32% 73.8%
Greeting Aug Sep Oct Nov Dec Jan
Front Line - Location A 85.5% O7.4% T7.7% 80.80%)| 00.7% 92.7%
Front Line - Location B 88.2% 92.3% 54.5% 85.7%)| 91.2% 956.4%
New Hires 88.0% 88.1% 91.8% 79.1% 89.9% 88.0%
Schedule Coordinators - Location A 91.2% 96.1% 97.5% 89.1%)| 93.2%)| 90.7%
Schedule Coardinators - Location B 05.2% O7.4% 83.3% 84.5%) 96.3%) 97.2%
Verification - Location A 88.6% 91.4% 65.5% 59.6%)| 90.7% 89.4%
Verification - Location B 90.3% 88.3% B2.4% 90.9% 826% 90.0%
‘Weighted QA Group Pericdical Trending Report - 2115/2026 Page1of3
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QA Calibration Reporting Reports Overview

Calibration is a process that helps ensure all evaluators in your organization score calls
consistently and fairly, following any established standards, rules, and best practices.
When agents receive feedback and direction based on consistent scoring, the results
include higher-quality customer service, reduced agent confusion and frustration, and
improved employee morale. inContact WFO supports the calibration process by means of
calibration evaluations. For more information on calibration, see the inContact WFO QM
Manual or the online help for inContact WFO.

QA Calibration Reporting is based on the calibration evaluations that your quality
assurance (QA) team members have performed. Scores associated with calibration
evaluations are not included in regular QA Reporting reports, and vice versa. The QA
Calibration Reporting section includes:

e Agent OA Summary — calibration-specific version

e Evaluator QA Summary — calibration-specific version

e Group QA Summary — calibration-specific version

e Calibration Report — lets you view the details of one or more completed calibration
evaluations. It is the calibration-specific equivalent of the Call Evaluation Detail report.

e Calibration Evaluator Comparison Report — allows you to see how each participating
evaluator scored the designated call

e OA Calibration Trending Report — details performance of one or more evaluators on
one or more QA evaluation forms over a period of time

For more information on running any of these reports, see Generate a Printable Report.

Calibration Evaluator Comparison Report

The Calibration Evaluator Comparison Report allows you to see, on a section-by-
section and question-by-question basis, how each participating evaluator scored the
designated call. Depending on the number of questions on the form, and the number of
evaluators, this report may run to several pages in length for a single calibration.

You must complete all fields to run this report.

In the sample report shown here, a group of four evaluators has completed a calibration
evaluation for the same call (Call Record ID 1825).
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Calibration Evaluator Comparison Report | Back il Generate Report |
(E|
Call Record Id 1825 Form Id| 48 Evaluation Start Date 4/1/2015 |
Evaluation End Date 4132015 |
(&
04 4 1 of 3 [ Pl ] Find | Next u‘.&v " =
Calibration Evaluator Comparison Report
Agent: Bern, Meil Call 1D: 1825
Agent Id: 28 Call Date: 1/23/2013
Evaluation Date Range:  Wednesday, April 01, 2015 to Thursday, April 30, 2015
Eddy, Cheryl 107 85.00 100.00 85.00%
George, Gina 105 75.00 100.00 75.00%
Hessler, Jessica 108 85.00 100.00 85.00%
Ward, Rae 106 75.00 100.00 75.00%
swporcl ———— |
Opening
Proper introduction? Possible Points: # 10.00
Evaluation 1D Evaluator Response
107 Eddy, Cheryl Yes 10.00
105 George, Gina Yes 10.00
108 Hessler, Jessica Yes 10.00
106 Ward, Rae Yes 10.00
Ask for caller's name? Possible Points: # 10.00
Evaluation 1D Evaluator Response
107 Eddy, Cheryl Yes 10.00
105 George, Gina Yes 10.00
108 Hessler, Jessica Yes 10.00
106 Ward, Rae Yes 10.00
Restate problem to ensure understanding? Possible Points: # 10.00
Evaluation 1D Evaluator Response
107 Eddy, Cheryl Yes 10.00
105 George, Gina No 0.00
108 Hessler, Jessica No 0.00
106 Ward, Rae Yes 10.00
Comments: Possible Points: # 0.00
Evaluation 1D Evaluator Response
107 Eddy, Cheryl 0.00
105 George, Gina Restated but missed part of issue. 0.00
108 Hessler, Jessica 0.00
106 Ward, Rae 0.00
Communication Skills
Technical language at caller's level of Possible Points: # 10.00
understanding?
Evaluation 1D Evaluator Response
107 Eddy, Cheryl Yes 10.00
105 George, Gina Yes 10.00
108 Hessler, Jessica Yes 10.00
106 Ward, Rae Yes 10.00
Pace and enunciation clear and Possible Points: # 10.00
understandable?
Evaluation 1D Evaluator Response
107 Eddy, Cheryl Yes 10.00
Calibration Evaluator Comparison Report - 1/15/2016 Page 1of 3
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QA Calibration Trending Report

The QA Calibration Trending Report details performance of one or more evaluators on
one or more QA evaluation forms over a period of time. The report is organized by
evaluator and then by form. Performance can be further broken down on a section-by-
section, and question-by-question basis, depending on how the QA form was created.

This report can be used to monitor how the evaluator scores calls before and after
calibration-related coaching. Because the report can include all evaluations, it is not
meant to monitor trends only in calibration evaluations.

QA Calibration Trending Report Back Generate Report
¥
Start Date | End Date| 1273 | Date Type Evaluation Date ¥
All All
et Celatad i . Billing - Location A N Admissions
Active/Deleted Forms | Active ¥ Groups Billng - Location B Forms Case Audit
Corporate Account Records - Customer Service Evaluation «
All Al
. Uptivity Administrator " Abe Capote " e |
Agents Germaine Ahner Users Aleshia Zahm Reporting Period| Monthly ¥
Barry Aman - Alesia Cravey -
All
In Progress
Status Complete
Question
|2
14 41 of5 b Pl 4 Find | Next bl - (%
“@H Monthly QA Calibration Trending Report
For Monday, June 01, 2015 to Thursday, December 31, 2015
d Forms: Customel e Evaluation
Monthly QA Evaluator Score Trending
100% — —— Abe Capotescore
= . T — = - S— — = Karren Wolters score
= Meda Swindall score
80% — TwylaWoodside score
e Vicki Hardwick score
0% — I e —__ *four Uptivity Administrator
" — score
2
5 40%
g
5
o
20% —
0%
-20%
Jun Jul Aug Sep Oct Now Dec
Month
2015
Jun Jul Aug Sep Oct Nov Dec
Abe Capote 92.0% |93.9% (94.3% |93.0% |93.7% |93.9% |04.4%
Customer Service Evaluation 92.0% [93.9% |94.3% |93.0% |93.7% [93.9% [94.4%
Greeting 97.7% |98.5% |98.6% |98.8% |98.0% |96.9% |98.5%
Did Agent state company name? 97.7% |98.5% |98.6% |98.8% |98.0% |96.9% |98.3%
Did Agent state his/her name? 97.7% |[98.5% |98.6% |98.8% |98.0% |96.9% [98.5%
Soft Skills 81.2% (83.4% |84.3% |81.3% |B3.1% |85.6% |B5.3%
Did Agent use courtesy statements as appropriate? 72.1% |[73.6% |74.9% |70.6% |73.6% |77.8% |77.5%
Did Agent demonstrate Active Listening? 74.0% |[76.6% |78.1% |[73.5% |75.6% |[79.7% |79.2%
Did Agent use proper hold procedures? 97.7% |100.0% |100.0% |100.0% [100.0% |99.2% |99.2%
MNotes N/A NfA N/A NfA N/A N/A N/A
Use of Tools 87.6% |89.1% |90.3% |86.9% |8B8.8% |89.9% |91.2%
Did Agentfind record in CRM in timely manner? 88.4% |B83.6% |B1.2% |83.3% |B7.8% |86.8% |90.2%
Did agent navigate knowledgebase efficiently (if needed)? 76.7% (B83.6% |89.9% |77.4% |78.6% |83.7% |84.1%
Did Agent use correct closing code in CRM? 97.7% [100.0% |100.0% [100.0% |[100.0% |99.2% [99.2%
Closing 97.7% |100.0% (99.9% |99.9% |99.9% |99.2% |99.2%
Did Agent resolve call within support guidelines? 97.7% |100.0% |100.0% |100.0% |100.0% |99.2% |99.2%
Did Agent probe for additional concerns? 97.7% [100.0% |100.0% [100.0% |[100.0% |99.2% [99.2%
Did Agent thank customer for calling? 97.7% |100.0% |98.6% |98.8% [99.0% |98.4% |99.2%
QA Calibration Tranding Report - 016 CaliCopy Recarder Raporting Service Page1ofs
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QA Self-Evaluation Reports Overview

Self-evaluation is a process that helps managers and supervisors see how agents view
their own performance. Agents can easily compare their self-evaluations to those
performed by evaluators. This leads to more productive coaching sessions and a sense of
agent empowerment, which in turn contribute to higher-quality customer service, reduced
agent confusion and frustration, and improved employee morale. For more information on
agent self-evaluation, see the inContact WFO QM Manual or the online help for inContact
WFO.

QA Self-Evaluation Reporting is based on the self-evaluations that your agents have
performed. Scores associated with self-evaluations are not included in regular QA
Reporting reports, and vice versa. The QA Self-Evaluation Reporting section includes:

e Agent QA Summary — calibration-specific version

e Group QA Summary — calibration-specific version

e Self-Evaluation Detail — details of one or more completed self-evaluations. It is the
equivalent of the Call Evaluation Detail report.

e Self-Evaluator Comparison Report — allows managers to compare self-evaluations and
standard evaluations for the same recorded interaction.

e Self-Evaluation Trending Report — details how agents have scored themselves on one
or more self-evaluation forms over a period of time.

For more information on running any of these reports, see Generate a Printable Report.
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Self-Evaluator Comparison Report

The Self-Evaluator Comparison Report allows you to compare self-evaluations to
standard evaluations for the same recorded interaction. Depending on the number of
questions on the forms, and the number of evaluations, this report may run to several
pages in length.

You must complete all fields to run this report.

In the sample report shown here, a standard evaluation and a self-evaluation have been
completed for the same call using different forms (Call Record ID 1747).

Self-Evaluator Comparison Report Back Generate Report

— J -
~
Form All ¥ |CallRecord ID 1747 Evaluation Start Date | 1712018 |
Evaluation End Date | 3y4/2018 |
~
4 4 1 of 2 b Pkl @ Find | Mext 4' A

Self-Evaluator Comparison Report

Agent: Ayala, Daniel Call ID: 1747
Agent Id: 34 Call Date: 1/22/2013
Evaluation Date Range:  Friday, January 01, 2016 to Thursday, February 04, 2016

Opening
Proper introduction? Possible Points: # 10.00
Evaluation 1D Evaluator Response

123 Administrator, Administrator Yes 10.00
Ask for caller's name? Possible Points: # 10.00
Evaluation 1D Evaluator Response

123 Administrator, Administrator No 0.00
Restate problem to ensure understanding? Possible Points: # 10.00
Evaluation ID Evaluator Response

123 Administrator, Administrator Ne 0.00
Comments: Possible Points: # 0.00
Evaluation 1D Evaluator Response

123 Administrater, Administrator Saying. "l understand the problem” is not the same 0.00

as restating the problem
Communication Skills

Technical language at caller's level of Possible Points: # 10.00
understanding?
Evaluation 1D Evaluator Response

123 Administrator, Administrator Yes 10.00
Pace and enunciation clear and Possible Points: # 10.00
understandable?
Evaluation 1D Evaluator Response

123 Administrator, Administrator Yes 10.00
Patient and empathetic tone? Possible Points: # 10.00
Evaluation 1D Evaluator Response

123 Administrator, Administrator No 0.00
Comments: Possible Points: # 0.00
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Self-Evaluation Trending Report

The Self-Evaluation Trending Report details how agents have scored themselves on
one or more self-evaluation forms over a period of time. The report is organized by agent
and then by form. Performance can be further broken down on a section-by-section, and
question-by-question basis, depending on how the QA form was created.

This report can be used to monitor how agents score themselves on calls over time, and
can be especially valuable to review trends before and after coaching sessions. Because
the report can include all evaluations, it can also be used to compare self-evaluation
scores to regular QA scores for the same agent.

Self-Evaluation Trending Report

Start Date 1211372018 = End Date 1/132018 =
ar |
s cive/Delcted F eive [ & BAT_TeamToDelete ”™
clive/Deleted Forms  Active 005 | BT TamToEd o
EditTeam
All
‘ActiveAgent ActivaUser agent1_first04 agent!_lastod
Agents InactiveAgent ActiveUser Users  pent1_fistss agent_lasiss
Insight Agent a0ent10_firstss agent10_lastss
In Progress
Status Complete
441 of2p bl & Find | Next B~ %

Weekly Self-Evaluation Trending Report

For Sunday, December 13, 2015 to Wednesday, January 13, 2016

Weekly Self-Evaluation Trending Report

100%

95% —

90%

Percentage

85% —

L e —

Back Generste Report
-
EJ
Date Type Evaluation Dats| v |
= Leaders SelfEval
orms Leaders SelfEval v2
LeadersEval
A
Reporting Period Weekly [ |
v
~
2]

= Daniel Ayalascore

75%
2

Week of Year

2016

Daniel Ayala 80.0% |78.9%
Leaders SelfEval N/A 100.0%

Greeting N/A 100.0%

‘Was my greeting friendly and professional? N/A 100.0%

LeadersEval 80.0% |N/A

Call Opening 100.0% |NfA

Did the agent introduce themselves by name? 100.0% |NfA

Did the agent ask for the caller's name? 100.0% |N/A
Call Handling 75.0% |N/A

Did the agent restate the caller's issue to ensure understanding? | 100.0% |N/A

On a scale of 1-5, with 5 being best and 1 being worst, rate the | 50.0%  |N/A

agent's proficiency in using onscreen fools to resclve the caller's

issue.
Call Quality 100.0% |N/A

Did the agent maintain a friendly yet professional attitude? 100.0% |NfA

Did the agent display empathy for the caller? 100.0% |NfA
Call Closing 50.0% |N/A

Did the agent confirm that the caller's issue was resolved to their |0.0% N/A

satisfaction?

If FCR was not achieved, briefly note the disposition of the call N/A N/A

Did the agent thank the caller for their business? 100.0% |NfA

Self-Evaluation Trending Report - 1/23/2016

Pageiofz
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((>+ inContact

Working with System Reports

System Reports Overview

Your inContact WFO system offers system reporting options in two areas. The System
Reporting section under Printable Reports provides historical data that relates to usage
of the inContact WFO software and the status of the system and software.

System Reporting

Filter:

Report
Disk History
System Activity Summary

System Usage

Pages : 1

Description

Charts the daity consumption of memory resources by saved audio and video files.
Total incidents of logged user activities over time.

Time =pent legged into the CallCopy system per user.

Search

Date Created
1201
20N
320

GoToPage: |1 | of1 |E|

System Reports provides a number of non-printable reports, which have data that is not
suitable for printing or exporting. These reports are usually interactive, and often provide
real-time updates to the user.

Pnn@e Reports
Report Tools

System Reports

IP Phone Status
License Info
System Status
Transcoder Status
Audit Report

IP Phone Status

Thiz page sutcmatically refreshes every 5 seconds. Last Refrech Time: 10/23/2013 5:24:01 AM

IP Phone Information

Q_Voice Port - Q_Device Alias IP Address Board

&
1000 10.100.10.515 &
1001 10.100.10.516 B
1002 10.100.10.517 -1
3601 10.100.5.89 1
3602 10.100.5.59 1
3604 10.100.6.34 1

Confidence
(5)5tatic Entry
(5)Static Entry
(5)Static Entry
(5)Static Entry
(3)Parsed
(3)Parsed
(3)Parsed

Export

Last Update
10/22/2013 12:14:10 Pt
10/22/2013 12:14:10 P
10/22/2013 12:14:10 P11
10/22/2013 12:14:10 P11
10/18/2013 5:54:49 P
10/11/2013 8:26:58 AN

10/%(2013 12:56:02 PM

Both categories of reports are explained in this section, with the printable reports first.
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Disk History

The Disk History Report displays historical disk usage in MB for recording data over a
range of days. Results are displayed in both line chart and list format. If the system uses
multiple drives they are distinguished by differently-colored lines.

Disk History
Start Date 4,4/2018 =] End Date 1152016 |
4 41 o1 b bl Find | Next b ~ (%)

Disk Usage History

For period beginning Monday, January 04, 2016 and ending Friday, January 15, 2016

Disk Usage Over Time

800 - — C Drive

6004

£ N

& 4004

g

= 2004

0
1/4/2016 1/6/2016 1812016 1/10/2016 1/12/2016  1/14/2016
Date
Date Type Drive Disk Usage

01/04/2016| Audia C 66.22 MB
01/04/2016| video C 500.21 MB)|
01/05/2016| Audia C 52.91 M|
01/05/2016| video C 447.86 M|
01/06/2016| Audia C 61.75 M|
01/06/2016| Video C 508.44 Mg
01/07/2016| Audia C 57.80 M|
01/07/2016| video C 426.55 M|
01/08/2016| Audia C 54.26 MB||
01/08/2016|Videa C 415.05 MB||
01/00/2016| Audia C 77.71 MB||
01/09/2016|Videa C 637.25 M|
01/10/2016| Audia C 70.39 MB||
01/10/2016Videa C 537.58 M|
01/11/2016|Audia C 67.68 MB||
01/11/2016| video C 499.60 M|
01/12/2016 Audio C 59.80 M|
01/12/2016| video C 482.70 M|
01/13/2016| Audio C 68.03 M|
01/13/2016| video C 509.48 MB)|
01/14/2016| Audia C 81.47 M|
01/14/2016| video C 568.19 MB)|
01/15/2016| Audia C 79.24 M|
01/15/2016| video C 625.90 Mg
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System Activity Summary

The System Activity Summary displays the actions performed in inContact WFO by one
or more specified users during a given date range. The report is separated into different
sections for each date in the range that has activity. Actions such as login/logout, call
playback, call deletions, and QA functions are all tracked with this report.

System Activity Summary | Back il Generate Report |
-
Z]
Start Date| 12y15/2015 | End Date 1152018 ] User) v
~
K
4 41 ofd b bl 4 Find | Next [l ~ (%)

System Activity Summary

For period begining Tusesday, December 15, 2015 and ending Friday, January 15, 2016

Date User Count Event
12/15/2015 4| Logout
12/15/2015 4| System Start
12/15/2015| Administrator Administrator 9| Login
12/15/2015| Administrator Administrator 6| Logout
12/15/2015| Administrator Administrator 3| Playbacks Call

Date User Count Event
12/16/2015 3| Failed Login Attempt
12/16/2015 2| Logout
12/16/2015 3| System Start
12/16/2015| Administrator Administrator 17|Login
12/16/2015| Administrator Administrator 11| Logout
12/16/2015| Administrator Administrator 11| Playbacks Call
12/16/2015| Administrator Administrator 1| User Created
12/16/2015|callcopy admin 1| Login
12/16/2015|callcopy admin 8| Playbacks Call
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System Usage

The System Usage report displays total time a user was logged into the system based on
the specified time range.

System Usage l Back “ Generate Report ]
-
=]
Start Date| 121150015 | End Date 152016 =] user| A v
-~
2]
14 41 of 3 b bl Find | Next B - (%)

System Usage

For period beginning Tuesday, December 15, 2015 and ending Friday, January 15, 2016

Date User Time In System
12/15/2015| Administrator Administrator 06:29:03
12/16/2015| Administrator Administrator 23:23:23
12/16/2015|callcopy admin 03:19:23
12/17/2015| Administrator Administrator 24:00:00
12/17/2015|callcopy admin 24:00:00
12/18/2015| Administrator Administrator 24:00:00
12/18/2015|callcopy admin 24:00:00
12/19/2015| Administrator Administrator 24:00:00
12/19/2015|callcopy admin 24:00:00
12/20/2015| Administrator Administrator 24:00:00
12/20/2015|callcopy admin 24:00:00

Total: 48:00:00

|
i
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IP Phone Status

The IP Phone Status report shows the status of all IP phones detected on the network
for passive VoIP integrations. The report shows the device extension number, the device
IP address, the voice board number the device was detected by, the confidence level of

the detection, and the date/time the device was detected on the network.

This report is useful when verifying that all phones are ready to be recorded on the
network. The report automatically updates the list every 5 seconds. It can also be
exported into a CSV file by clicking the Export button at the top-right corner of the
report. Confidence indicates inContact WFO’s certainty that the voice port is actually
assigned to the IP address. Confidence can be:

e (1) No Confidence
e (2) Best Guess

e (3) Parsed: Somewhat confident. An inContact WFO script has detected the port
value based on agent’s entry of digits when logging into the phone.

e (4) Phone Registered: Very confident. The telephony system has provided the
port/address combination to inContact WFO.

e (5) Static Entry: The port/address has been entered in the IP Phones list section of
the Recorder Settings menu on the inContact WFO Web Portal's Administration
tab.

IP Phone Status Export

Thiz page sutomatically refreshes every 5 zeconds. Last Refrezh Time: 6112010 11:23:48 AM

IP Phone Information

Voice Port Device Alias IP Address Board - Confidence Last Update
7508 10.100.6.25 1 (3)Parsed &/27/2010 1:28 PM
7507 10.100.6.36 1 (3)Parsed £/304201 0 8:29 PM
7505 10.100.6.41 1 (3)Parsed SI32010 247 PM
7503 10.110.18.2 1 (3)Parsed B/1/2010 7:36 PM

7504 10.110.18.2 1 (3)Parsed 42672010 10:16 PM
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License Information

License Information Reload

System License Available

License 1D
Licensed To :
Expires On : 1/31/2015
Licensed Audio Ports : 59
Licensed Insight Seats : 59
Licensed to Brand In=sight : Yes
Licensed Anahtice Seats : 59
Licensed Survey Channels ; 59
Licensed Screen Capture Ports © 59
Licensed Desktop Only Ports : 59
Maximum Concurrent Recordings ; §9
Licensed to Reload Voice Boards : Wes

The License Information report shows in real time whether the system is currently
licensed for recording and other features. It displays the License ID number, the
expiration date (if applicable), and the number of channels for which the system is
licensed for each feature.

O The "Licensed Insight Seats" and "Licensed to Brand Insight" items refer to an
inContact WFO module known as Insight and later as Discover Toolbar. This module is
no longer offered but may be present in some legacy deployments.

This report shows licenses for the server that hosts the Web Portal. If you have other
recording cores on different servers, those licenses will not be checked or included in this
report.
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System Status

((>+ inContact

- Tools - System Status

4 Logged In Users
L‘iSEH"I"a!’“E

Superuser

1

4 Channel Summary
Idie

e} 0

4 Channel Status

1234567 89101171213 1415 168>

4 Screen Capture Client Status

Agent Name Username
UNKENOWN agent!
Richard Cunningham agent1?
Stuart Dwyer agentli
Jeremy Carrozza agent12
Carmen Berner agent13
Franko Handler agent1s

Recording

[ Last State Change
117212012 2:53:05 PM
10/10/2012 6:52:10 PM

Channel State -
103 [ OutDiService

2 Ready

4 Ready 101072012
5 Ready

8 Ready

7 Ready

8 Ready

9 Ready

10 Ready

bk Ready

-

Agent Name

10PN

10/10/2012 8:52:10 PM
10/10/2012 5:52:10 PH
10/10/2012 8:52:10 PM
107102012 5:52;:10 PM
10/10/2012 6:52:10 PH
10/10/2012 8:52:10 PM
10/10/2012 B:52:10 PM

¥ | IP Address Computer
1010011101 | agentt-pe
10100, 11,1711 agentl1-pc
10.100:11.114 agentld-pc
1040011112 agent12-pc
1010011113 agenf13-pc
1010011115 agenf15-pc

Login Time
/2872013 3:43:55 PN

Total Channels

158

Recording Device

Version Application
£.0.0.1020 soms title
5.0.0.1020 some fitle
5.0.0.1020 some title
S.0.0.1020 some title
5.0.0.1020 some title
5.0.0.1020° some fitle

Recor

This report shows the current call channel and agent activity on the system, which can be

useful when investigating why users are logged in but not recording.

O In some cases, a user may log in on multiple computers or browsers, and then log
out of one session while still working in the other. The Logged In Users table may not
correctly reflect each of these logins/logouts.

Transcoder Status

Transcoder Status

Completed Records
Identity
5279

Source
FACallCopy\Recordings'20131009\360213602-08-58-3%9.cca

No In Progress Records
Failed Records

Identity Source

5219 FACallCopy\Recordings\201308100\ 477\ 7477-13-32-16.cca
5218 FACaliCopy\Recordings\2013091 00\ 477\ T477-13-20-32.cca
5212 FACallCopy\Recordings\20130906\7 546\7545-13-00-47 .cca
5001 F:\Recordings\WolP\20130807\744517448-10-56-21 cca
4683 F:\Recordings\WolP2013070317 54617 546-16-53-38.cca
4582 F:\Recordings\WolP20130703\7 54617 546-15-56-15.cca
4574 F:\Recordings\WolP\2013070317 54617 546-13-26-17 cca
4572 F:\Recordings\WolP201307037 54617 546-12-44-06 cca
4571 F:\Recordings\WolP2013070317 54617 546-12-34-58.cca
4570 F:\Recordings\WolP\201307037 54617 546-12-05-18.cca

Thiz page autematicaily refreshes every 5 seconds. Last Refresh Time: 10/23/2013 11:06:13 AM

Destination

FACallCopy\Recordings\20131009\360213602-08-59-39. wav

Destination
FACallCopy\Recordings\ 2013091 N\T47TTV7477-13-32-16. wav
FACallCopy\Recordings\ 2013091 NT47TT\7477-13-20-32 wav
FACallCopy\Recordings\20130906\754617546-13-00-47 wav
FARecordings\WolP\201 308077445\ 7445-10-55-21. wav
FARecordings\WolP20130702\7546\7546-16-53-38. wav
FARecordings\WolP201 307 03\7546\7546-15-56-15.wav
FARecordings\WolP201 307 02\7546\7546-13-26-17 wav
FARecordings\VolP2013070\7 546\ 7546-12-44-06. wav
F\Recordings\VolPi201 307037 546\7546-12-34-58. wav
FARecordings\WolP2013070\7546\7546-12-05-18. wav

Queued Time

Last Update Time

10/9/2013 9:19:39 AW 10/%42013 9:19:58 AN
Last Update Time Next Retry Time Attempts Status
9/10/2013 41918 PM | 1378830018 | Unknown {4}
9/10/2013 4:19:08 PM | 1378830008 3 Unknowen (4)
8/10/2013 4:18:19 PM | 1378828959 3 Unknown (4}
8712013 10:58:11 AN | 1375873211 it Unknown (4)
T/32013 5:20:01 PM 1372872061 3 Unknown (4}
TI32013 4:58:12 PM 1372870752 3 Unknown (4)
TI32013 2:53:24 PM 1372863264 3 Unknown (4)
7132013 12:47:02 PM | 1372855682 3 Unknown (4)
TI32013 12:40:386 PM | 1372855258 | Unknown {4}
7132013 12:36:45 PM | 1372855069 3 Unknowen (4)
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{G- inContact.

The Transcoder Status report gives a near real-time display of what audio files are being
processed by the Transcoder module. This is useful in verifying the proper operation of
the Transcoder. The list displays the last 10 Completed Records, In-Progress Records and
Failed Records in separate sections. The list automatically refreshes every five seconds

For both completed and failed records, the Source column displays the names of the raw
audio files, and the Destination column lists names of the files that have been successfully
transcoded. For Failed Records, the report also shows the date/time of the last
transcoding attempt, when the next attempt will take place, the number of attempts that
have been made, and the current status of the process.

Audit Report

Time Logged ~ IP Address
03/12/2012 13:55:54 10.100.5.131
03/12/2012 13:56:02 10.100.5.131
03122012 13:56:02 10.100.5.131
03/12/2012 13:56:02 10.100.5.131
03122012 13:57:23 10.100.5.131
03/12/2012 13:57:23 10.100.5.131
03/12/2012 13:57:27 10.100.5.131
03122012 13:57:27 10.100.5.131

Associated Username

Unknown Unknown

Manisha Ingale

Manisha Ingale

Manizha Ingale

Manizha Ingale

Manisha Ingale

Manisha Ingale

Unknown Unknown

L TN Sy gy oy

Message
User "Unknown Unknown” {-1) tried to

access URL "HomeDefault aspx".

User "Manisha Ingale" (34) logged in.

User "Manisha Ingale” (&4) logged in.

User "Manisha Ingale" (24) logged out.
Uszer "Manisha Ingale" (34) changed user
847 ().

User "Manisha Ingale" (&4) created
superuser "84° ().

User "Manisha Ingale" (34) logged out.
User "Unknown Unknown” {-1) tried fo

access URL "Home/Default aspx”.

(I TRSUT I PRV N SY Rpy RT). 3 L PPy

Component

Cnauthorize

{Login ?ReturnUrl=%2iAdministration%
2fPermissions%2fUserEditte2f54

{Login ?ReturnUr=%:2fAdministration®
2fPermizsions ¥ 2flserEdit% 2134

{Login ?Return Ur=%:2fAdminisiration®
2fPermizsions ¥ 2flserEdit% 2134

/Administration/Permissions/UserEdit/s4

{Administration/Permissions/UserEdit/64

{Logout

CnAuthorize

ILogin ?Return Ur=%:2fAdminisiration®

The Audit Report displays the log of specific actions taken by each user in the system
during a specified date range. Auditing is controlled by the system; you cannot change
what is audited. Use the Log Type list to search for specific events or actions performed
by a user, such as Login, Logout, or Change Password.

Search fields available for customizing the Audit Report include:

e User: Select the desired user from the drop-down list, or choose All.

e Log Type: Select the desired log types from the drop-down list of events that are
logged, or choose All.

¢ Component or Page: In the open-entry text box, enter either an inContact WFO
component name or HTML page. See examples in the Component column of the
image in this section.

e |IP Address: In the open-entry text box, enter the address of the user whose action
caused the event.
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o ID of Related Object: Call records and audio recordings are stored in inContact WFO
systems as objects with ID numbers. Some event types (for example, Call Playback)
can therefore include this number as a criterion, and you can enter it in the open-entry
text box. Other event types (for example, Login or Changed Password) will not have
any related objects.

e Message Text 1/2/3: Enter search criteria in the open-entry text box. Audit
messages consist of one to three parts. Each part contains different text. After a list of
events is retrieved, review the messages to find which events are useful. Pick the
appropriate keywords and type them in the Message Text fields. Determining which
words appear in which field involves some trial and error, and it may be helpful to use
the Starts with, Ends with, Contains and Does not contain operators when setting
up criteria.

e Start Time/End Time: Use the date selectors to enter the start and end of the time
range for the report. Audit records are written to the database and do not expire. They
remain available for reporting for the life of your system (barring any database issues
that result in data loss).
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Working with Ad Hoc Reports

Ad Hoc Reports Overview

Ad hoc reporting enables you to analyze data and create custom, reusable reports. Users
control what data is included in a report and how that data appears. Up to ten users can
simultaneously use the ad hoc reporting feature in inContact WFO.

Benefits of this feature include:

e Insight into previously unknown trends and relationships between processes,
resources, and other data sources via data analysis.

e More useful reports customized to a user's data and information requirements.

e Flexibility to revise reports as data and needs change.

By default, the number of data rows returned by any ad hoc report is limited to 30,000.
This can be changed by your inContact WFO deployment team or after deployment by
inContact WFO Support. A warning message is displayed when results exceed this limit.
There is also a 30-second time-out in the report builder.

These safeguards prevent you from generating reports that would bog down the system
when requesting large amounts of data. If the retrieved information is incomplete, try
redefining search criteria or redesigning the report. There is no time-out associated with
report rendering.

Ad hoc reports creation and management is limited to permissioned users. In addition,
you will only see report types to which you have permissions. If you need to work with ad
hoc reports and are unable to do so, contact your inContact WFO administrator.

For ad hoc reports, group-level permissions are not applied. This means that results will
show all data relevant to the query regardless of the groups to which you have access.
With standard, printable inContact WFO reports, such permissions are applied. This
difference is by design. The typical ad hoc user would be a report administrator or one of
a select group of users (such as middle management), not a standard supervisor or QA
analyst.

Procedures for creating ad hoc reports in inContact WFM v1 are different from those in
inContact WFO. For information on WFM v1 ad hoc reporting, refer to the inContact
Workforce Management v1 User Manual.
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Ad Hoc Report Builder

Report Builder Cancel
Report Name: Layout: Reporting Format: Description:
Summary Table |Z| ROL |Z|
Fields: Drag fields to criteria and report. Criteria:
¥ Agent Table Field Operator Valug On Report Action
¥ Discover Group
¥ Call Recording Record
¥ QA Evaluations
Evaluations Completed Drag and drop fields here to create criteria.
QA Score
QA Possible Score
QA % Score Chart Type:

¥ Survey

¥ Anahyti
nalytics Summary

Columns

Report Structure:

Drag and drop fields here to create columns

Drag and drop fields here to
create rows

Ad hoc reports are created and edited in the Ad Hoc Report Builder, which displays once
you have selected the desired report category. This is the core of ad hoc reporting, and
allows you to specify a report's custom criteria, display elements, format elements, and
layout. These items may differ depending on the report category and layout you select.

The Report Builder collates data that can be used to create multiple instances of a report
using different report criteria values (for example, date ranges). It can be used to
generate any of the Printable Reports with specific items added or removed. The end
results are:

o A collection of RDL/HTML data that defines the report columns, layout, and report
criteria parameters.

e Report criteria values data for the report.
The procedure for building an ad hoc report is the same for each report category. For

example, a call recording ad hoc report is built using the same steps as those for creating
a QA ad hoc report.

To build a new report, see Create a New Ad Hoc Report. To edit an existing report, see
Edit Existing Ad Hoc Reports.
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Ad Hoc Report Structure

All ad hoc reports use the same basic structure, and offer the same options for layout and
formatting. Layout and format choices are made using drop-down lists at the top of the Ad
Hoc Report Builder window. There are three layout options: Simple Table, Summary
Table and Matrix Table. There are two reporting format options: RDL and HTML. These
layout and format options are discussed later in this section.

Reports are built by dragging fields from the Fields area to the Report Structure area,
the Criteria area, or both. If your organization uses custom field names, these names will
be shown in the Report Builder. However, changes to these names on the Terminology
page will not appear in the ad hoc reporting pages immediately. The inContact WFO web
application pool in 11S must be recycled in order for the changes to appear.

Report Structure:

Duration * X
Column Average
Ri Column Count
Column Sum

' Mone

When you see a downward arrow next to a field label in the Report Structure area, there
may be additional reporting options for that field. These options vary depending on the
data type, but include Column Average, Column Count, and Column Sum. The results
are totaled per summary group, and per total of all groups at the bottom. This data is also
used to generate charts (for related information, see Chart Types in Ad Hoc Reports).

In the Report Structure area, you can't duplicate fields within the row or column areas.
However, you can use the same field to create both a row and a column if appropriate.

You can rearrange fields by dragging them to a different location within the same area.
Fields cannot be moved between column and row areas in summary or matrix table
reports—you must remove and re-add them. The report data preview will update based
on changes you make in the Report Builder.
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Report Structure:
Call Volume Date/T... v X Split v X Offered Calls v X Answered Calls v X
4/6/2014 9:30:00 AW 5
41602014 10:00:00 AM 1
4/6/2014 10:30:00 AM 1
4/6/2014 11:00:00 AM 1
4/6/2014 11:30:00 AM 1

4/6/2014 12:00:00 PM
4802014 12:30:00 PM

4/6/2014 1:00:00 PM

L T T R R T R T T T T

4/8/2014 1:30:00 PM

e e e e e e = oo e @
e o a8 e e o 2 o o o

41642014 2:00:00 PM

Simple Tables are basic, list-style reports displaying a single row of fields in the
Structure area. Columns can be rearranged by dragging fields left and right. Charts are
not supported.

Report Structure:

Agent v X Answered Calls v X Service Level Calls v X

¥ Labor Unit : Corax - HSI

205 28 16
205 28 16
205 28 16
205 28 16
205 28 16
205 28 16
205 28 16
205 28 16
205 28 16
205 28 16

Summary Tables feature nested, collapsible subcategories/groupings of a grid of fields in
the Structure area. Column fields can be dragged left and right to rearrange. Rows can be
dragged up and down to regroup data. Lower fields are nested within higher fields. Bar
and pie charts are supported.
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Repart Bullder

Generate Repert Freview cascei | | Saveds | | sawe
Layeus: Beporting farmat: Description:
Matrse Taive = WL =
Critaria:
T Fet Oprnter Rger st
Dt Compueied Grester than or egual o
Copmien B2 Evakatns B Compemicn Lens than ar equal s wamnH

Cokms

* Evaluator Name : Doe, John
® Cunfuntor Name : Smish, Sus

Avg QA Percent by Evaluatar
" Saved Search Critesia
Search Critaria

Dute Compreied Grastes Thaner Ezusl Te:  Dute Comeieted Leas Tras er Exunl T
semnon 3101

Avg QA Percent by Evaluator

aaulta Limitad To: 3000 futerss

Generate Aeport Save Crieris

& Dee, john 4 O & Seith, Sur s Seitk, Bobs

I N T P P Il o e e e e ey

Matrix Tables measure one or more pieces of information across a period of time. Fields
controlling the information to be measured and the time range are displayed in the
Columns area, and are limited to one field in each area per report. Fields that control
grouping of that information are displayed in the Rows area. Multiple fields can be
dragged, dropped and rearranged to provide for different logical groupings of the
information. Bar, pie and line charts are supported. Line charts illustrating large data sets
may become difficult to read and use. This example shows average monthly QA
percentage score by evaluator over a one-year period.




inContact Workforce Optimization Reporting Manual, 16.1 ( G = Hi CO nta Ct

250 B Service Level Calls Count

Corax - HSI
Labor Unit

_ S o

Labor Unit : Corax - HSI Count: 200

168 165

0
1
2
3
4

R ]

- & o~ ®©

The RDL report format works with Microsoft SQL Reporting Services and provides export
formats of PDF, Microsoft Word, or Microsoft Excel files. Charts are simply laid out,
displaying all the information in a non-interactive way. Large reports with pagination can
be created. Categories and groupings in RDL reports are expanded by default.

Results Limited Toc 200 Records

B Service Level Calls, Count

Februam, 0
1 . S [ S

HTML reports and charts are interactive, allowing information to be displayed on mouse-
over. Clicking on bars within a chart allows you to drill down into subcategories and see
more detailed results. If there are multiple detail levels, clicking through will loop back to
the top level. However, this format cannot be exported, does not support pagination, and
is limited to displaying only 1000 results. HTML works best as a basic data preview, or for
reports that will only be viewed online. Categories and groupings in HTML reports are
collapsed by default.
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Chart Types in Ad Hoc Reports

Report Builder [ Preview Cancel Save
Report Name: Layout: Reporting Format: Description:
Summary Table =1 ROL =
Fields: Drag fields to criteria and report. Criteria:
T Agent - Table Field Operator Valug On Report  Action
M
AL e Call Recording Record  Call Direction  Equalto = Inbound =l [ Delete
Agent Status e
¥ CallCopy Group |
T Call Recording Record
Recording ID
CalleriD
Chart Type:
Dialed Number ;-_,:‘rp -
Il = |
Device ID — =
Summal
Agent ID EA .
Recording Time gen Sl
Call Direction Columns
Duration DDurat\un Average DAQ ent Status Count
Report Structure:
Agent Name: v X | Agent Status (S » X  Duration & » X |
* Agent Status : Inactive
* Agent Status : Active

The Chart Type area allows you to select a chart to graphically display the data in your
report. Available charts depend on the report layouts you select. You will only see icons
for charts supported by the chosen layout. Available icons appear in gray; an icon changes
to color when selected.

Beneath the icons are fields you can choose to display on the chart, depending on the
report layout and data. For summary and matrix table reports, fields in the rows area
appear under Summary, while choosing Column Average, Count, or Sum for columns
displays those values under Columns.

For vertical and horizontal bar graphs, you can select multiple data types for both columns
and rows. For pie charts and line graphs, you can only select one entity in each of the
Summary and Column areas.

For charts that use X- and Y-axes, columns represent what will be X-axis chart labels and
rows represent Y-axis chart labels.
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Ad Hoc Report List

Once created, your reports can be accessed from the Ad Hoc Report List. The list
displays all reports associated with the type of report you select from the drop-down list.
In this example, the list shows reports for Call Recording.

Call Recording
Q, Go Create a Report
Report Description Status  Saved By Date Saved Published By Date Published Action
Agent List by Group Saved George, Gina 11412013 NA NA, View Delete
Hold Time Report Saved Ward, Rae 152013 NA NA View Delete
Outbound Calls by Agent Saved George, Gina 11452013 NA NA View Delete
QA vs Survey Score Report Saved George, Gina MIS2M3 Na N& View Delete
Survey Scores by Agent Saved Ward, Rae 11452013 NA NA View Delete
Pages 1 10 [ tems Per Page Gotopage: 1 of1 | Go

The list is sorted alphabetically by report name. You will be able to see any reports that
you've created, whether saved as Public or Private, and any reports created by other
users and shared as Public. The Saved By column displays the name of the last user to
save changes to the report.

Saved reports can be removed from the system by clicking Delete for that report.
Deleting a report removes the saved report and all of its saved search criteria.

Create a New Ad Hoc Report

Survey
Q, Go \ Create a Report
Report Description Status Saved By Date Saved Published By Date Published Action

To create a new report (see related information in Ad Hoc Report Structure and Chart
Types in Ad Hoc Reports):

1. Click the Reporting tab in the inContact WFO Web Portal and expand Ad Hoc
Reports in the left navigation menu.

2. Click the desired report category and then click Create a Report in the upper right
corner.

3. Enter a Name for the report as you want it to be displayed in the listing of available
reports.

4. Enter a Description if desired (up to 100 characters).
5. Choose a Layout from the drop-down list.

6. Choose a Reporting Format from the drop-down list.
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7. Drag the desired Fields into the Report Structure area. To remove a field, click the X
on the field label.

8. Set any additional reporting options for individual fields.
9. Drag fields to the Criteria section, select an operator and enter a value.
10.Set Chart Type options if desired.

11.Click Save when your report is complete. If you want to see how the report (and
charts, if applicable) will appear when rendered, click Preview.

Save Ad Hoc Report Criteria

When you save a finished ad hoc report, you can also choose whether to separately save
the criteria used to build the report. This option allows you to manipulate the criteria
separately from the report, and more easily generate the same report for multiple sets of
criteria.

For example, you might have a report that is regularly run for one team, but might need
to be run for other teams in the future. By saving the criteria, you can easily create
multiple versions of the report for the different teams without having to rebuild the entire
report. Saving the criteria as public will make the set available to others who build ad hoc
reports.

To save the report criteria:

1. Follow the procedure to Create a New Ad Hoc Report.
Select the Save report criteria check box in the Save Report dialog box.
Enter a Report Criteria Name.

Select either Private or Public from the drop-down Access menu.

a & W N

Click Save.

Edit Existing Ad Hoc Reports

Editing a saved ad hoc report can be used to:
e Change a report that is being developed and reviewed.

o Change a report that has been approved and used but requires changes to meet new
or different information needs.

o Create a new report from an existing report.

e Publish a saved report, which makes it available for use with Report Subscriptions.
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Editing an existing report can cause saved report criteria to stop working. You should use
the Save As function to save a new version of the report for editing. Choosing Save As
also lets you save criteria associated with the new version.

If you choose to Save the existing report, inContact WFO applies your changes to the
existing report and updates that report with the new name. You cannot save new criteria
at this point. To add new criteria or change the operators for existing criteria, you must
use Save As to create a new version of the report.

To edit an ad hoc report:

1.

Click the Reporting tab in the inContact WFO Web Portal and expand Ad Hoc
Reports in the left navigation menu.

Select the desired category of reports.

Double-click the report or click the View button at the right end of the report's row in
the list.

Click Edit.

5. Make your changes to the report. For related information, see Ad Hoc Report Builder.

Click Save to update the existing report or Save As to save a new version of the
report.

Generate an Ad Hoc Report

Once an ad hoc report has been saved, it can be generated in multiple iterations using
different search parameters (for example, date ranges, user names).

To generate an ad hoc report:

1.

Click the Reporting tab in the inContact WFO Web Portal and expand Ad Hoc
Reports in the left navigation menu.

Select the desired category of reports.

Double-click the desired report or click the View button at the right end of the report's
row in the list.

From the Report Builder bar, click Generate Report.

5. Type your criteria or select an existing set of Saved Search Criteria by double-

6.

clicking (expand or collapse the Search Criteria and Saved Search Criteria sections
as needed).

Click Generate Report.

As with Printable Reports, any clickable links to call recording files or other information will
not work in exported versions of the report. For more information on working with
generated ad hoc reports, see Common Report Tasks.
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Publish an Ad Hoc Report

Only published reports can be used in Report Subscriptions, but once a report has been
published, it can no longer be edited. However, it can be used as the basis for a new
report. Clicking the Edit button on a published report launches a pop-up warning to this
effect.

To publish an ad hoc report:

1. Click the Reporting tab and expand Ad Hoc Reporting in the left navigation menu.
2. Select the desired category of reports.

3. Double-click the desired report or click the View button at the right end of the report's
row in the list.

»

From the Report Builder bar, click Publish.

5. Enter a new Name for the report if desired and then click OK.

inContact WFO Ad Hoc Reports Reference

Analytics Report Types

The following entities and fields are available for use in Analytics ad hoc reports. For
more information, refer to the inContact Speech Analytics Administration Guide. If your
organization uses custom field names in the Web Portal, those names will be shown
instead of default names listed here.

Analytic Tag Group

o Tag Group Name: Type search criteria in the open-entry text box.

Analytic Tag
e Tag Name: Type search criteria in the open-entry text box.

e Effective Start Date: Click on calendar icon to enter search criteria using date
selector.

e Effective End Date: Click on calendar icon to enter search criteria using date selector.

e Status: Reports display as Active or Inactive. Select search criteria from the drop-
down list: All, Active, Inactive.

e Criteria Name: Type search criteria in the open-entry text box.
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Analytic Speech Tag

e Phrases: Type search criteria in the open-entry text box.

o Target Confidence: Type search criteria in the open-entry text box; numeric values
up to two decimal places (for example, 75.36).

Analytic Recording Tags

e Tag Text: Type search criteria in the open-entry text box.

e Seconds from Start: Indicates when a text tag starts. Type search criteria in the
open-entry text box; numeric values only.

e Seconds from End: Indicates when a text tag ends. Type search criteria in the open-
entry text box; numeric values only.

e Audio Channel: Allows for speaker separation when audio is provided in separate
channel streams. Only available in certain integrations.

e Confidence: Type search criteria in the open-entry text box; numeric values up to two
decimal places (for example, 75.36).

e Date Recorded: Click on calendar icon to enter search criteria using date selector.

e Date Tagged: Click on calendar icon to enter search criteria using date selector.

Call Recording
e Call Recording ID: Type numeric values as search criteria in the open-entry text box.

e Caller ID: This is an inbound caller's number (ANI). Type search criteria in the open-
entry text box.

e Called Number: This is the outbound called number (DNIS). Type search criteria in
the open-entry text box.

e Device/Port ID: This is the physical device. Type search criteria in the open-entry
text box.

e Agent Number (Device Alias): This number is always associated with the agent, no
matter what physical device he/she uses. Type search criteria in the open-entry text
box.

e Recording Time: This is the date/time the recording occurred. Click on calendar icon
to enter search criteria using date selector. Can be used as a Date field in Matrix Table
reports.

o Call Direction: Reports display as Inbound or Outbound. Select search criteria from
the drop-down list of these choices and Unknown.

e Duration: Reports display as HH:MM:SS. Enter search criteria in the three provided
boxes as hours, minutes, seconds.



i n C'D n ta Ct inContact Workforce Optimization Reporting Manual, 16.1

e Group: This is the ACD/Switch group. Type search criteria in the open-entry text box.

e ACD Gate: This is populated from the ACD with information known by various names
(Gate, VDN, Queue, Call Type, and so forth). Type search criteria in the open-entry
text box.

Agent

e Agent Name: Reports display as Last Name, First Name. Type search criteria in the
open-entry text box.

e Phone ID: This is the physical device. Type search criteria in the open-entry text box.

e Agent Status: Reports display as Active or Inactive. Select search criteria from a
drop-down list displaying: Active, Inactive, All.

e Group: This is the inContact Group name. Select search criteria from the drop-down
list of inContact Groups.

e Group Status: Reports display as Active or Inactive. Select search criteria from a
drop-down list displaying: Active, Inactive, All.

Audio Information

inContact WFO applies audio information tags to a recording based on the audio
information in the call. The available tags are Silence and Crosstalk. These tags can be
accessed through Audio Information or Derived Audio Tags (see the following section). If
you want to create a single report that includes both Audio Information and Analytic Tag
data, use the Derived Audio Tags group.

e Audio Info Type: Reports display as Silence, Crosstalk. Select search criteria from the
drop-down list of these choices and All.

¢ Audio Info Start: Indicates when an audio information type starts. Type search
criteria in the open-entry text box as number of seconds; whole number values only.

e Audio Info Stop: Indicates when an audio information type stops. Type search
criteria in the open-entry text box as number of seconds; whole number values only.

Derived Audio Tags

e Tag Type: Displays the type of tag (Analytic Recording Tag or Audio Info Tag). Type
search criteria in the open-entry text box. You must type either the entire phrase (for
example, “analytic recording tag”) or use the Contains operator to search based on a
partial tag type (for example, “audio”).

e Tag: For audio info tags, displays either [silence] or [crosstalk]. For analytic recording
tags, displays the text of the tag. Type search criteria in the open-entry text box. As
shown here, the tag values include brackets. Use the Contains operator to search the
value either with or without these brackets (for example, “silence” or “[silence]”.
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Start Seconds: Indicates the number of seconds from the start of the recording at
which the tag begins. Type search criteria in the open-entry text box as number of
seconds; whole number values only.

End Seconds: Indicates the number of seconds from the start of the recording at
which the tag ends. Type search criteria in the open-entry text box as number of
seconds; whole number values only.

Audit Report Types

The following entities and fields are available for use in Audit ad hoc reports. If your
organization uses custom field names in the Web Portal, those names will be shown
instead of default names listed here. These considerations apply to Audit ad hoc reports:

If a Role is not assigned to any Users, it will not appear in a report showing user/role
assignments.

Auditing is controlled by the system; users cannot change what is audited.

Audit records are written to the database and do not expire. They remain available for
reporting for the life of your system (barring database issues that result in data loss).

User

Last, First Name: Type search criteria in the open-entry text box (for example, Pond,
Amelia).

Username: Type search criteria in the open-entry text box in the format used in your
system (for example, apond).

Superuser: Reports display as Yes or No. Select search criteria from a drop-down list
displaying: Yes, No, All.

Agent: Indicates whether individual is or has ever been an agent (that is, recorded).
Reports display as Never, Current or Former. Select search criteria from the drop-down
list of these choices and All.

User Status: Reports display as Active or Inactive. Select search criteria from the
drop-down list of these choices and All.

Login Attempts: Type search criteria in the open-entry text box; numeric values only.

Locked: Reports display as Yes/No. Select search criteria from the drop-down list of
these choices and All.

User — Created By: Type search criteria in the open-entry text box.
User - Created On: Click on calendar icon to enter search criteria using date selector.

User - Modified On: Click on calendar icon to enter search criteria using date
selector.

User - Modified By: Type search criteria in the open-entry text box.
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Role

e Role Name: Type search criteria in the open-entry text box.

e Role - Created On: Click on calendar icon to enter search criteria using date selector.
e Role - Created By: Type search criteria in the open-entry text box.

e Role - Modified On: Click on calendar icon to enter search criteria using date selector.

o Role - Modified By: Type search criteria in the open-entry text box.
Permission

To see a complete list of possible values for either of the fields in this section, drag the
Permission and Type fields to the Report Structure area and click Preview. Some of the
available values are self-explanatory; others are less so.

M4 41 ofs b Pl @ Find | Next I - &

Results Limited To: 200 Records

Permission =

AllowAgentAdmin ADDITIONALFIELD
AllowAgentScheduling ADDITIONALFIELD
AllowAnalyticsAdmin ADDITIONALFIELD
AllowApiAuth ADDITIONALFIELD
AllowArchiveAdmin ADDITIONALFIELD

For a more detailed explanation of permissions, refer to the “Roles and Permissions”
sections in the inContact WFO Administration Manual or the online help for inContact
WFO.

o Permission: Reports display the permission name as it appears in the database (for
example, AllowQA). Type search criteria in the open-entry text box.

e Type: This provides further information on the permission as it relates to product (for
example, WFO or Speech Analytics), group, or general function (for example,
EDITFIELDS). Type search criteria in the open-entry text box.

Group

e Group: This is the inContact Group name. Select search criteria from the drop-down
list of inContact Groups.

e Group Status: Report displays as Active or Inactive. Select search criteria from the
drop-down list of these choices and All.
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Audit Trail

e Audit Event ID: Type search criteria in the open-entry text box.

e Audit Module: Type search criteria in the open-entry text box. The module name
must be entered as it appears in the database. Drag the Audit Module field to the
Report Structure area and click Preview to see a list of possible values.

e Audit Component: This is the component or page involved in an event. In the open-
entry text box, type search criteria as either the name of the component (for example,
AuditLog), or as an HTML page (for example,
/Administration/Scheduling/CreateCustomSchedule.aspx)

e Audit User: Type search criteria in the open-entry text box as Last Name, First Name.
e Audit Time: Click on calendar icon to enter search criteria using date selector.

e |IP Address: Type search criteria in the open-entry text box; values must be in valid
IP address format.

e Numeric Message: This field stores numbers that let the system identify database
records like user or call record IDs, or analytic tags. Type search criteria in the open
entry text box.

e Message 1: Type search criteria in the open-entry text box; see below.
e Message 2: Type search criteria in the open-entry text box; see below.

e Message 3: Type search criteria in the open-entry text box; see below.

Audit messages consist of one to three parts. Each part contains different text. After a list
of events is retrieved, review the messages to find which events are useful. Pick the
appropriate keywords and enter them in the Message Text fields. Determining which
words appear in which field involves some trial and error, and it may be helpful to use the
Starts with, Ends with, Contains and Does not contain operators when setting up
criteria.




{G o | n conta Ct __ inContact Workforce Optimization Reporting Manual, 16.1
Call Recording Report Types

The following entities and fields are available for use in Call Recording ad hoc reports. If
your organization uses custom field names in the Web Portal, those names will be shown
instead of default names listed here.

O Users who have permission to view their own calls in the Call List will be able to see
the QA and Survey scores for those calls, even if they do not have QA or Survey
permissions.

Agent 1D

e Agent Name: Reports display as Last Name, First Name. Type search criteria in the
open-entry text box.

e Agent Status: Reports display as Active or Inactive. Select search criteria from the
drop-down list of these choices and All.

Group

e Group: This is the inContact Group name. Select search criteria from the drop-down
list of inContact Groups.

Call Recording Record

e Recording ID: Type search criteria in the open-entry text box; numeric values only.

e Caller ID (ANI): This is an inbound caller's number. Type search criteria in the open-
entry text box.

e Called Number (DNIS): This is the outbound called number. Type search criteria in
the open-entry text box.

e Device/Port ID: "Hardware" identifier in your ACD/PBX (for example, Position ID,
Phone Port, DN, or Extension). Type search criteria in the open-entry text box.

e Agent Number (Device Alias): Agent-associated identifier in your ACD/PBX (for
example, extension or agentlD). Type search criteria in the open-entry text box

e Recording Time: This is the date/time the recording occurred. Click on calendar icon
to enter search criteria using date selector.

o Call Direction: Reports display as Inbound or Outbound. Select search criteria from
the drop-down list of these choices and Unknown.

e Duration: Reports display as HH:MM:SS. Type search criteria in the three provided
boxes as hours, minutes, seconds.

e Group: Group setting in your ACD/PBX (for example: Hunt Group, Skill Group, or
Labor Group). Type search criteria in the open-entry text box.

e ACD Gate: Call gate or queue setting in your ACD/PBX (for example, Application, Split,
Gate, and so forth). Type search criteria in the open-entry text box.
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Total Hold Time: Reports display as HH:MM:SS. Type search criteria in the three
provided boxes as hours, minutes, seconds.

Userl-15: Names and values of these fields are defined in the Web Portal's
Terminology page. For more information, see the inContact Workforce Optimization
Administration Manual or the online help for inContact WFO.

QA Evaluations

Evaluations Completed: Type search criteria in the open-entry text box; whole
numbers only.

QA Score: Type search criteria in the open-entry text box; whole numbers only.

QA Possible Score: Type search criteria in the open-entry text box; whole numbers
only.

QA %b Score: Reports display scores as percentages, calculated from QA Score/QA
Possible Score. Type search criteria in the open-entry text box; numeric values up to
two decimal places (for example, 75.36).

Survey

Survey Score: Type search criteria in the open-entry text box; whole numbers only.

Survey Possible Score: Type search criteria in the open-entry text box; whole
numbers only.

Survey % Score: Reports display scores calculated from Survey Score/Survey
Possible Score. Type search criteria in the open-entry text box; numeric values up to
two decimal places (for example, 75.36).

Analytics

Analytic Tag: Type search criteria in the open-entry text box.

Derived Audio Tags

Tag Type: Displays the type of tag (Analytic Recording Tag or Audio Info Tag). Type
search criteria in the open-entry text box. You must type either the entire phrase (for
example, “analytic recording tag”) or use the Contains operator to search based on a
partial tag type (for example, “audio”).

Tag: For audio info tags, displays either [silence] or [crosstalk]. For analytic recording
tags, displays the text of the tag. Type search criteria in the open-entry text box. As
shown here, the tag values include brackets. Use the Contains operator to search the
value either with or without these brackets (for example, “silence” or “[silence]”.
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e Start Seconds: Indicates the number of seconds from the start of the recording at
which the tag begins. Type search criteria in the open-entry text box as number of
seconds; whole number values only.

e End Seconds: Indicates the number of seconds from the start of the recording at
which the tag ends. Type search criteria in the open-entry text box as number of
seconds; whole number values only.

Quality Assurance Report Types

Quality Assurance (QA) data available for ad hoc reporting includes both QA Form data
and Completed QA data. It is important NOT to mix these data

types. Mixing them can yield inaccurate, inconsistent or Report Builder
unexpected results. In general, QA reporting can serve two Report Name:
purposes:
) ) . %elds: Drag fields to criteria and report.

. Repor_tlng on avallgble QA Forms (QA Form, Sections, % A Evsbon Qtosion .

Questions and available responses). TE——
¢ Reporting on Completed QA Evaluations, which is what the e s

vast majority of our existing reports provide. Response Score

NA

Using a single interface to create reports for both purposes is E
challenging because this data has different meanings and is e e
linked together depending on context. To help ensure accurate —_
reporting, keep the following in mind when building reports: Possible Score

¥ Content Library ftems -

o Categories beginning with "QA" are meant to be used when
reporting on available QA forms (for example, a listing of forms that include a specific
question).

e Categories beginning with "Completed QA" are meant to be used when reporting on QA
evaluations (for example, a listing of evaluations that received a specific response to a
specific question).

The following entities and fields are available for use in Quality Assurance ad hoc
reports. If your organization uses custom field names in the Web Portal, those names will
be shown instead of default names listed here.

Evaluator

e Evaluator Name: Reports display as Last Name, First Name. Type search criteria in
the open-entry text box.

e Evaluator Status: Reports display as Active or Inactive. Select search criteria from
the drop-down list of these choices and All.
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Agent

e Agent Name: Reports display as Last Name, First Name. Type search criteria in the
open-entry text box.

e Agent Status: Reports display as Active or Inactive. Select search criteria from the
drop-down list of these choices and All.
Arbitrator

e Arbitrator Name: Reports display as Last Name, First Name. Type search criteria in
the open-entry text box.

e Arbitrator Status: Reports display as Active or Inactive. Select search criteria from
the drop-down list of these choices and All.

Call Recording Record

e Recording ID: Type search criteria in the open-entry text box; numeric values only.

e Caller 1D (ANI): Inbound caller number. Type search criteria in the open-entry text
box.

¢ Number Called (DNIS): Outbound called number. Type search criteria in the open-
entry text box.

e Extension: Type search criteria in the open-entry text box.

e Agent ID: Type search criteria in the open-entry text box.

Group

e Group: This is the inContact Group name. Select search criteria from the drop-down
list of inContact Groups.

QA Evaluation Form

e Form Name: Type search criteria in the open-entry text box.

¢ Acknowledgment Required: Reports display as Yes, No. Select search criteria from
the drop-down list of these choices and All.

e Create Date: Click on calendar icon to enter search criteria using date selector.

e Status: Reports display as Active or Inactive. Select search criteria from the drop-
down list of these choices and All.

o Disable Date: Click on calendar icon to enter search criteria using date selector.

QA Evaluation Form Section
e Section Order: Type search criteria in the open-entry text box; whole numbers only.

e Section Name: Type search criteria in the open-entry text box.
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QA Evaluation Question

e Form Question: Type search criteria in the open-entry text box.

o Question Order: Type search criteria in the open-entry text box; whole numbers
only.

e Priority: Reports display as Normal, Critical. Select search criteria from the drop-down
list of these choices and All.

e Possible Score: Type search criteria in the open-entry text box; numeric values only.

QA Response

e Response Order: Type search criteria in the open-entry text box; whole numbers
only.

e Available Response: Type search criteria in the open-entry text box.

e Auto Fail: Type search criteria in the open-entry text box as follows: "0" for no auto-
fail, "s" for section auto-fail, or "f' for form auto-fail.

e Response Score: Type search criteria in the open-entry text box; numeric values
only.

e NA: Reports display as NA. Select search criteria from the drop-down list: All, Yes, No.

Completed QA Evaluation
e Evaluation ID: Type search criteria in the open-entry text box; numeric values only.
e Date Completed: Click on calendar icon to enter search criteria using date selector.

e Total Form Possible Score: Type search criteria in the open-entry text box; numeric
values only.

e Total Actual Score: Type search criteria in the open-entry text box; numeric values
only.

o Total QA %b Score: Reports display scores calculated from QA Score/QA Possible
Score. Type search criteria in the open-entry text box; numeric values up to two
decimal places (for example, 75.36).

e Acknowledgment Status: Reports display as Unacknowledged or Acknowledged.
Select search criteria from the drop-down list of these choices and All.

e Notes: Type search criteria in the open-entry text box.

e Score Changes: This is the number of times an evaluation score has been changed.
Type search criteria in the open-entry text box; whole numbers only.

o QA Status: Reports display as Self-Evaluation, Self-Evaluation In Progress,
Calibration, Calibration In Progress, Completed, In Progress, Question or Dispute.
Select search criteria from the drop-down list of these choices and All.
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Start Date: This is the date a completed or in-progress evaluation was started. Click
on calendar icon to enter search criteria using date selector.

QA Active/Deleted: Reports display as Active or Deleted. Select search criteria from
the drop-down list of these choices and All.

Disputed Count: This is the number of times an agent disputed an evaluation
comment or score. Type search criteria in the open-entry text box; numeric values
only.

Questioned Count: This is the number of times an agent questioned an evaluation
comment or score. Type search criteria in the open-entry text box; numeric values
only.

Completed QA Response

Completed Question: Type search criteria in the open-entry text box.
Question Response: Type search criteria in the open-entry text box.
Score: Type search criteria in the open-entry text box; numeric values only.

Possible Score: Type search criteria in the open-entry text box; numeric values only.

Content Library Items

Library Item: Reports can display as related to agents or groups. Type search criteria
in the open-entry text box.

Acknowledged Date: Reports can display this per agent. Click on the calendar icon to
enter search criteria using date selector.

Completed Survey Form

? Survey Form data may be related to a Call Recording ID to provide a more complete
view of the customer experience.

Survey Name: Type search criteria in the open-entry text box.

Status: Reports display as Not Started, Complete, Incomplete or Taken. Select search
criteria from the drop-down list of these choices and All.

Completed Survey ID: Type search criteria in the open-entry text box; numeric
values only.

Survey Possible Value: Type search criteria in the open-entry text box; numeric
values only.

Survey Value: Type search criteria in the open-entry text box; numeric values only.

Survey % Score: Reports display scores calculated from Survey Score/Survey
Possible Score. Type search criteria in the open-entry text box; numeric values up to
two decimal places (for example, 75.36).
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Achievements

e Achievement ID: Type search criteria in the open-entry text box; whole numbers
only.

e Achievement Points: Type search criteria in the open-entry text box; whole numbers
only from 0-999.

e Awarded Date: Click on calendar icon to enter search criteria using date selector.

e Expiration Date: Click on calendar icon to enter search criteria using date selector.

e Achievement Status: Reports display as Active or Expired. Select search criteria from
the drop-down list of these choices and All.

Achievement Types

e Achievement Name: Type search criteria in the open-entry text box.

Survey Report Types

The following entities and fields are available for use in Survey ad hoc reports. Survey-
call record linking must be configured for the agent and call recording data to appear in
the database. If your organization uses custom field names in the Web Portal, those
names will be shown instead of default names listed here.

Form

e Form: Type search criteria in the open-entry text box.

o Form Status: Reports display Active, Disabled or In Progress. Select search criteria
from the drop-down list of these choices and All.

e Negative Threshold: Type search criteria in the open-entry text box; numeric values
only.

o Positive Threshold: Type search criteria in the open-entry text box; numeric values
only.

e Section: Type search criteria in the open-entry text box.

Question
e Question: Type search criteria in the open-entry text box.

e Question Type: Reports display Present Question and Wait for Result, Collect
Customer Information, Collect Digits, End Survey, Transfer, or Skip. Select search
criteria from the drop-down list of these choices and All.

e Hide No-Data Response: Reports display as Yes or No. Select search criteria from
the drop-down list of these choices and All.

e Possible Score: Type search criteria in the open-entry text box; numeric values only.
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Response

Response: Type search criteria in the open-entry text box.

Response Possible Value: Type search criteria in the open-entry text box; numeric
values only.

Response Recording Name: Some survey questions may elicit a verbal response,
which is recorded as a .wav file. Reports display the filename (for example, O-
101154.wav). Type search criteria in the open-entry text box.

Completed Survey

Completed Survey ID: Type search criteria in the open-entry text box; numeric
values only.

Duration: Reports display as HH:MM:SS. Enter search criteria in the three provided
boxes as hours, minutes, seconds.

Survey Date: Click on calendar icon to enter search criteria using date selector.

Number Called (DNI1S): Outbound called number. Type search criteria in the open-
entry text box.

Caller ID (ANI): Inbound caller number. Type search criteria in the open-entry text
box.

Survey Possible Value: Type search criteria in the open-entry text box; numeric
values only.

Survey Value: Type search criteria in the open-entry text box; numeric values only.

Survey % Score: Reports display scores calculated from Survey Score/Survey
Possible Score. Type search criteria in the open-entry text box; numeric values up to
two decimal places (for example, 75.36).

Survey Complete: Report displays as Yes, No. Select search criteria from the drop-
down list of these choices and All. Can be used as a Measure field in Matrix Table
reports.

Call Recording

Call Recording I1D: Type search criteria in the open-entry text box; numeric values
only.

Agent

Agent Name: Reports display as Last Name, First Name. Type search criteria in the
open-entry text box.

Phone ID: This is the physical device. Type search criteria in the open-entry text box.

Agent Status: Reports display as Active or Inactive. Select search criteria from the
drop-down list of these choices and All.

tG- inContact.
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e Group: This is the inContact Group name. Select search criteria from the drop-down
list of inContact Groups.

e Group Status: Reports display as Active or Inactive. Select search criteria from the
drop-down list of these choices and All.

inContact Workforce Management v1 Ad Hoc Reports Reference

ACD Call and Agent Data Report Types

These entities and fields are used for inContact WFM v1 ACD Call and Agent Data Ad
Hoc Reports.
ACD Split Call Data

e Call Volume Date/Time: Click on calendar icon to enter search criteria using date
selector.

o Split: Type search criteria in the open-entry text box.
e Device: Type search criteria in the open-entry text box.

o Interval Seconds: This is the time interval for which data should be pulled. Type
search criteria in the open-entry text box as seconds (for example, 3600 seconds = 1
hour).

e Offered Calls: Type search criteria in the open-entry text box; whole number values
only.

e Answered Calls: Type search criteria in the open-entry text box; whole number
values only.

e Service Level Calls: Type search criteria in the open-entry text box; whole number
values only.

e Abandoned Calls: Type search criteria in the open-entry text box; whole number
values only.

e Abandon Seconds: This is the total time in seconds that abandoned calls were on
hold before caller hung up. Type search criteria in the open-entry text box as seconds
(for example, 3600 seconds = 1 hour).

ACD Agent/Split Call Data

? ACD Agent/Split and ACD Agent data can be used to calculate Average Handle Time
(AHT), Occupancy/Utilization, and other metrics.

e Split: Type search criteria in the open-entry text box.

e Call Volume Date/Time: Click on calendar icon to enter search criteria using date
selector.
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e Interval Seconds: This is the time interval for which data should be pulled. Type
search criteria in the open-entry text box as seconds (for example, 3600 seconds = 1
hour).

e Answered Calls: Type search criteria in the open-entry text box; whole number
values only.

e Hold Calls: This is the number of calls that were placed on hold one or more times.
Type search criteria in the open-entry text box; whole number values only.

e Ring Calls: Type search criteria in the open-entry text box; whole number values
only.

e Customer Seconds: This is the talk time in seconds. Type search criteria in the open-
entry text box as seconds (for example, 3600 seconds = 1 hour).

e Hold Seconds: Type search criteria in the open-entry text box as seconds (for
example, 3600 seconds = 1 hour).

e ACW Seconds: This is time spent on after-call work. Type search criteria in the open-
entry text box as seconds (for example, 3600 seconds = 1 hour).
ACD Agent Data

e Call Volume Date/Time: Click on calendar icon to enter search criteria using date
selector.

e Interval Seconds: This is the time interval for which data should be pulled. Type
search criteria in the open-entry text box as seconds (for example, 3600 seconds = 1
hour).

e Logged in Seconds: This is the total number of seconds logged into the ACD. Type
search criteria in the open-entry text box as seconds (for example, 3600 seconds = 1
hour).

e Available Seconds: This is the total number of seconds available to take calls (for
example, waiting for a call). Type search criteria in the open-entry text box as seconds
(for example, 3600 seconds = 1 hour).

¢ Inactive Seconds: This is the total number of seconds in inactive modes (for
example, lunch, break, training). Type search criteria in the open-entry text box as
seconds (for example, 3600 seconds = 1 hour).

Skill

e SKkill: Type search criteria in the open-entry text box.

Labor Unit

e Labor Unit: Type search criteria in the open-entry text box.
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User

e Agent Name: Type search criteria in the open-entry text box.

Team
e Team: Type search criteria in the open-entry text box.

e Team Supervisor: Type search criteria in the open-entry text box.

Service Level

e SL Waiting Time: This is the Service Level goal for "Waiting Time" as set by your
inContact Workforce Management v1 administrator. Type search criteria in the open-
entry text box; numeric values only.

e SL Percent Calls Answered: This is the Service Level goal for "Percent Answered" as
set by your inContact Workforce Management v1 administrator. Type search criteria in
the open-entry text box; numeric values only.

Forecast Call Data

e Forecast Volume Set Name: Type search criteria in the open-entry text box.

e Offered Calls: Type search criteria in the open-entry text box; numeric values only.

e Forecast vs. Actual %6: Type search criteria in the open-entry text box; numeric
values only.

£? When considering forecast accuracy, your goal is to come as close to 100% as possible.
Therefore, percentages that are significantly higher or significantly lower than 100 are not
desirable (for example, 150% is not a good result).

e Split: Type search criteria (split or skill number) in the open-entry text box.

o Forecasted Calls: Type search criteria in the open-entry text box; numeric values
only.

e Forecast Interval Seconds: Type search criteria in the open-entry text box; numeric
values only.

e Forecast Skill Name: Type search criteria in the open-entry text box; numeric values
only.

e Forecast Call Volume Date/Time: Click on calendar icon to enter search criteria
using date selector.
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Agent Leave/PTO Report Types

These entities and fields are used for inContact Workforce Management vl Agent
Leave/PTO ad hoc reports.

Leave Requests

e Leave Type: Type search criteria in the open-entry text box.

o Date Created: Click on calendar icon to enter search criteria using date selector.
e Start Date: Click on calendar icon to enter search criteria using date selector.

o End Date: Click on calendar icon to enter search criteria using date selector.

e Leave Duration: Reports display as HH:MM:SS. Type search criteria in the three
provided boxes as hours, minutes, seconds.

e Comment: Type search criteria in the open-entry text box.

e Status: Reports display as Pending, Approved, Declined, Awaiting User Approval,
Declined by User, Under Review, or Canceled. Select search criteria from the drop-
down list of these choices and All.

e Approved By: Type search criteria in the open-entry text box.

Agent
e Agent: Type search criteria in the open-entry text box.

e Location: Type search criteria in the open-entry text box.

Team
e Team: Type search criteria in the open-entry text box.

e Team Supervisor: Type search criteria in the open-entry text box.

Labor Unit

e Labor Unit: Type search criteria in the open-entry text box.

Skill

e Skill: Type search criteria in the open-entry text box.
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Shift Report Types

These entities and fields are used for inContact Workforce Management v1 Shift ad hoc
reports.

Shift

e Agent Name: Type search criteria in the open-entry text box.

o Shift Start: Click on calendar icon to enter search criteria using date selector.

e Shift End: Click on calendar icon to enter search criteria using date selector.

e Shift Duration: Reports display as HH:MM:SS. Type search criteria in the three
provided boxes as hours, minutes, seconds.

e Activity: This is the type of activity (for example, lunch, meeting, training, break, and
so forth). Type search criteria in the open-entry text box.

e Activity Start: Click on calendar icon to enter search criteria using date selector.
e Activity End: Click on calendar icon to enter search criteria using date selector.

e Activity Duration: Reports display as HH:MM:SS. Type search criteria in the three
provided boxes as hours, minutes, seconds.

e Is Paid: Reports display as Yes or No. Select search criteria from the drop-down list of
these choices and All.

e Late Threshold: Type search criteria in the open-entry text box; numeric values only.

Labor Unit

e Labor Unit: Type search criteria in the open-entry text box.

Skill

e Skill: Type search criteria in the open-entry text box.

Team

e Team: Type search criteria in the open-entry text box.

e Team Supervisor: Type search criteria in the open-entry text box.
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Sample Ad Hoc Reports

This section provides parameters for a variety of ad hoc reports, to give you an idea of the
types of reports you can create. This is by no means an all-inclusive list.

Audit Report > Superuser

This report lists the users who have superuser permission. Use the Summary Table Report
Layout.

e Column Fields: Username; Last, First Name; Superuser
e Row Fields: User Status

o Criteria Field: Superuser

e Criteria Operator: Equal To

e Criteria Value: Yes

Audit Report > Modified Users

This report lists which users have been modified in the last 24 hours. Use the Simple
Table Report Layout.

e Column Fields: Username; Last, First Name
e Criteria Field: User — Modified On
o Criteria Operator: Greater Than

e Criteria Value: [Yesterday's Date]

Audit > Group Membership

Existing Printable Reports show the agents within a group. This example will allow you to
see groups assigned to an agent instead. Use the Summary Table Report Layout.

e Column Fields: Group

e Row Fields: Username

e Criteria Field: Username

o Criteria Operator: Equal To

e Criteria Value: [Username]
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Audit > User Role Assignments

This report shows the roles assigned to active users whose accounts are not locked. Use
the Simple Table Report Layout.

e Column Fields: Username; Last, First Name; Role Name
e First Criteria Field, Operator, Value: User Status, Equal To, Active

e Second Criteria Field, Operator, Value: Locked, Equal To, No

Audit > Role: Permissions

This report displays what permissions are assigned to which roles. Use the Summary
Table Report Layout.

¢ Column Fields: Permission

¢ Row Fields: Role Name

Call Recordings > User Fields

If your organization places information in custom user fields (for example, order numbers
or account numbers), this report will relate that data to specific call records. Filters can be
added to limit results. This type of report may be useful in environments using inContact
Desktop Analytics. Use the Simple Table Report Layout.

e Column Fields: Recording ID; [custom user field]

Call Recordings > Total Hold Time

For integrations that track hold time, this report displays hold time per calls, and can total
or average hold time across a range of filtered call records. Use the Simple Table Report
Layout.

e Column Fields: Agent Name; Recording ID; Duration; Total Hold Time; Caller ID
(AND)

Call Recordings > Calls from Particular Area Codes

This report could help locate areas with high incoming call volumes for strategic purposes.
Use the Simple Table Report Layout.

e Column Fields: Agent Name; Recording ID; Duration; Caller ID (ANI)
o Criteria Field: Caller ID (ANI)
o Criteria Operator: Starts With

o Criteria Value: [Area Code]
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Quality Assurance > Agent QA Summary

A predefined report like this exists, but creating a similar ad hoc report allows you to
include additional fields. For example, adding the name of the evaluator would allow
comparison of evaluation scores on the same QA evaluation form if both were done on the
same recording. Use the Summary Table Report Layout.

e Column Fields: Evaluation ID; Evaluator Name; Agent Name; Form Name; Total Form
Possible Score; Total Actual Score

e Row Fields: Recording ID

Quality Assurance > QA Score and Survey Score Comparison

This report allows you to compare QA scores to survey scores for a given Recording ID.
Use the Summary Table Report Layout.

e Column Fields: Evaluation ID; Agent Name; Total Form Possible Score; Total Actual
Score; Survey Possible Value; Survey Value

e Row Fields: Recording ID

Quality Assurance > QA Form Score Relation to Library Items/Training

This report can be useful in determining how effective training and resource materials are
for improving agent QA scores. Use the Summary Table Report Layout.

e Column Fields: Evaluation ID; Date Completed; Agent Name; Form Name; Total
Form Possible Score; Total Actual Score; Library Item; Acknowledged Date

e Row Fields: Recording ID
e Criteria Field: Library Item
e Criteria Operator: Equal To

o Criteria Value: [File Name]

Survey > Call Recording/Agent/Survey Score

This report shows the linking of call recordings to surveys. Use the Simple Table Report
Layout.

e Column Fields: Call Recording ID; Agent Name; Completed Survey ID; Survey Date;
Survey Possible Value; Survey Value
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Working with Report Tools

Report Subscriptions Overview

Report subscriptions allow you to pre-schedule specific reports and provide the results to
multiple users. They are managed from the Report Subscriptions page in your inContact
WFO or inContact WFM v1 Web Portal.

Creation and management of report subscriptions are limited to permissioned users. In
addition, you can only create subscriptions for reports to which you have permissions. If
you need to work with report subscriptions and are unable to do so, contact your
inContact WFO administrator.

Report subscriptions use SQL Server Reporting Services (SSRS) and may be limited or
unavailable if SQL Express is used in your installation.

Report Subscriptions New

" “four installation uses SQL Server Standard Editicn

Report * Description  * Execution Status * Modified By * Date Modified * LastRun  * Action

- . . BM1/2014 11:42:0% 1170001 .
Blank Q.4 Form New Subscription Administrator Administrator Al 12:00:00 AM Edit Delete
System Activity Summary Mail sent to mingale{@uptivity.com Administrator Administrator g‘: SRS g‘%g‘fgt:" Edit Delete
Group Membership Report Mail sent to mingale{@uptivity.com Administrator Administrator 61312014 3:14:48 812302014 Edit Delete

Fi Z:00:10 AM

Agent Call Summary Mail zent to mingale@uptivity.com Administrator Administrator g‘: SEGLI R 2%3%21,:[1 Edit Delete

AT7E
Call Evaluation Detail Mail sent to mingale{@uptivity.com Administrator Administrator g‘: 912014 2:47:58 g‘%g‘fgt:” Edit Delete

Agent QA Summary Mail sent to test@uptivity.com Administrator Administrator iﬁﬂfzm EElERS gﬁgigz‘m Edit Delete

Pages 1 Gotopage 1 of1 | Go

The Report Subscriptions page header identifies your version of SQL.
You cannot use HTML reports with subscriptions.

Report Subscriptions can be scheduled individually, or you can use a shared schedule for
multiple subscriptions.

Report Subscriptions are private; only the subscription creator can view and edit the
subscription's settings.
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Subscription Delivery Methods

Reports can be delivered in one of two ways:

o Email: in this method, the application sends the report directly to one or more
recipients. The email subject is automatically completed with the report name and the
time it was run, but you can customize this if desired. You can also choose the priority
at which the email is sent, and include comments for the body of the email.

You can send the report as an email attachment or you can include a link from which
the recipient can launch the report. The latter method can conserve network bandwidth
but it also requires that every recipient be assigned a user account on the SQL Report
Server since that is where the report file is located. inContact recommends that you
discuss this with your system administrator and your inContact installation engineer
before deciding to provide reports as links.

To deliver report subscriptions via email, the application must have an email account
configured for its use on the SQL Report Server. This is typically done during the
installation process.

o File Share Delivery: in this method, the application creates the report and saves it to
a network file share where users can access it. You can choose a filename for the
report and whether to append a file extension to that filename. You can also choose to
overwrite existing files with newer versions, to not overwrite files if previous versions
exist, or to increment file names as newer versions are added.

To deliver reports via file share delivery, you will need to provide the application with a
full UNC path to the network share, as well as credentials to write to that location. If
inContact WFO (or inContact WFM v1) cannot save the report, you will see "File share
write failure" as that report's Execution Status.

Load the Report Subscriptions Page

To load the Report Subscriptions page in the inContact WFO Web Portal:
1. Click the Reporting tab and expand Report Tools in the left navigation menu.

2. Click Report Subscriptions.

To load the Report Subscriptions page in the inContact WFM v1 Web Portal:
1. Click the Reports tab and then click the Tools button.

2. Select Report Subscriptions from the drop-down list.
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Create a Report Subscription

New subscriptions are created on the New Report Subscription page. You can create a
subscription for any printable report or published ad hoc report to which you have

a

ppropriate access and permissions. Reports in subscriptions can be rendered in any of

the available report formats. For related information, see Save and Export a Report.

T

1.

o o AW N

O create a Report Subscription:

Load the Report Subscriptions page in either the inContact WFO or inContact WFM v1
Web Portal.

Click New at the top-right corner of the page.

Choose a report from the Select a Report drop-down list.

Type a custom title for your subscription in the Description field (required).
Select a delivery method from the Delivered by drop-down list.

Follow the procedure to Set Email Delivery Options or Set Windows File Share Delivery
Options, as preferred.

Select the option to run the subscription On a Shared Schedule or When the
scheduled report run is complete. If you choose the shared schedule option, you
must also select the desired schedule from the drop-down list.

8. Follow the procedure to Set Schedule Options.

Set the report parameter values if needed and then click Save. Refer to the specific
report description for more information on parameters associated with that report.

O Certain reports have default values associated with some or all of their parameters.
As a time-saver, these parameters appear with a "Use default” check box next to them.
When you initially create the report, you can leave this box selected to use the default
value or you can clear it to enter specific values. Once you've created the subscription,
the check box has no effect and should be disregarded.
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Set Email Delivery Options

Options for delivering reports via email are configured as a sub-task of the procedure for
creating a report subscription. After following these steps, you will need to complete the
Create a Report Subscription procedure.

To set up email delivery options:

1. In the To: box, type email address(es) for primary recipient(s). Use a semi-colon to
separate addresses.

2. In the Cc: and Bcc: boxes, type email address(es) for secondary recipient(s). Use a
semi-colon to separate addresses.

3. In the Reply-To: box, type the email address to which recipients should respond if
they have questions. This field is required.

4. In the Subject box, type a new subject line if desired; otherwise, use the default
subject created by the application.

Select the check box for Include Report to send the report as an email attachment.
Select the desired Render Format from the drop-down list.

Select the desired Priority for email report deliveries from the drop-down list.

© N O O

In the Comment box, type any text you want to be included in the email body.

Set Windows File Share Delivery Options

Options for delivering reports via Windows file share are configured as a sub-task of the
procedure for creating a report subscription. After following these steps, you will need to
complete the Create a Report Subscription procedure.

To set up file share delivery options:

1. In the File Name box, enter the name of the saved report file. This does not have to
be the same as the name of the report.

2. Select the check box for Add a file extension when the file is created if desired.

3. In the Path box, enter the complete UNC path for the location where the report will be
saved.

4. In the Username and Password boxes, enter the credentials the application will use
to access the file share.

5. Select your desired Overwrite option.
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Set Schedule Options

Schedule options for report subscriptions are configured as a sub-task of the procedure for
creating a report subscription. The options are the same for shared schedules and
individual report schedules. Schedule details will vary based on the frequency at which
you choose to run the schedule. After following these steps, you will need to complete the
Create a Report Subscription procedure.

To configure schedule options:

1. Select the frequency at which you want the schedule to run: Hour, Day, Week, Month,
or Once.

2. Configure the schedule details in the corresponding box (for example, Hourly Schedule,
One-time Schedule, and so forth).

3. Click the calendar icon and use the date selector to set the date to Begin running
this schedule.

4. Select the check box to Stop this schedule if desired, and then click the calendar icon
and use the date selector to set the date for the schedule to stop.

Manage Report Subscriptions

Several routine management tasks can be done from the Report Subscriptions page.

Sort the Report Subscriptions List

To sort the Report Subscriptions list by the contents of a column:

o Click the triangle in the upper right corner of the column heading to sort in ascending
order, or the inverted triangle to sort in descending order.

Edit Report Subscriptions Settings

To edit the settings of a subscription:

1. Click Edit in the Action column for the desired subscription.

2. Edit the settings and then click Save.
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Delete Report Subscriptions

You can delete report subscriptions that are no longer needed. However, recipients of that
subscribed report will not be automatically informed that the subscription has been
deleted.

To delete an existing subscription:

e Click Delete in the Action column for the desired subscription and then click OK.

Shared Schedules Overview

Shared Schedules can be used to execute multiple reports simultaneously. Creation and
management of shared schedules are limited to permissioned users. If you need to work
with shared schedules and are unable to do so, contact your inContact WFO administrator.

Load the Shared Schedules Page

To load the Shared Schedules page in the inContact WFO Web Portal:
1. Click the Reporting tab and expand Report Tools in the left navigation menu.

2. Click Shared Schedules.

To load the Shared Schedules page in the inContact WFM v1 Web Portal:
1. Click the Reports tab and then click Tools.

2. Select Shared Schedules from the drop-down list.

Create a New Shared Schedule

To create a new Shared Schedule:

1. Load the Shared Schedules page in the inContact WFO or inContact WFM v1 Web
Portal.

2. Click New at the top-right corner of the page.

3. Type a Schedule Name (up to 100 characters) as you want it to appear in the listing
of shared schedules.

4. Set the individual schedule details. For related information, see Set Schedule Options.

5. Click Save.
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Manage Shared Schedules

Several routine management tasks can be done from the Shared Schedules page.

Sort the Shared Schedules List

To sort the Shared Schedules list by the contents of a column:

o Click the triangle in the upper right corner of the column heading to sort in ascending
order, or the inverted triangle to sort in descending order.

Edit a Shared Schedule’s Settings

To edit the settings of a Shared Schedule:
1. Click Edit in the Action column for the desired schedule.

2. Edit the desired settings and then click Save.

Delete Shared Schedules

You can delete Shared Schedules that are no longer needed. Deleting a Shared
Schedule will cause those schedule settings to be individually reassigned to report
subscriptions that use the schedule.

To delete an existing Shared Schedule:

e Click Delete in the Action column for the desired schedule and then click OK.

Pause/Resume a Shared Schedule

To stop running (pause) a Shared Schedule that has not expired:

e Click Pause in the Action column for the desired schedule.

To resume running a Shared Schedule that has been paused, and has not expired:

e Click Resume in the Action column for the desired schedule.
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Report Library Overview

The Report Library is available only in inContact WFO. You must have at least one of the
reporting-related permissions in order to access the Report Library.

In essence, a report is a combination of a report layout and the criteria used to generate
the report. When users create a report, they are given the option to save associated

criteria as either public or private. In the Report Library, you will find any public criteria
as well as any private criteria that you personally have saved (see Save Printable Report

Criteria).
Report Library
Private Listing
Report Date Created Owner
Sales Agent Incoming Call Summary Report 82302011 12:13:19 PM SUperuser f'a‘
Sales Agent Outgeing Call Surmmary Report 8/23/2011 12:14:03 PM SUpETUSEr f_ﬂ
Sales Agents Ranking Report 62312011 3:17:45 PM sUpEruser 0
Public Listing
Report Date Created Owner
Calibration Group QA Summary S/24/2011 15651 PM SUpEruser .hail

Load the Report Library

To load the Report Library page:
1. Click the Reporting tab and expand Report Tools in the left navigation menu.

2. Click Report Library.

Manage the Report Library

Several routine management tasks can be done from the Report Library page.

Execute a Report from the Report Library

To execute a report from the Report Library:

e Load the Report Library and click the desired report in the list.

Delete Saved Criteria from the Report Library

To delete saved criteria from the Report Library:

o Load the Report Library. Click the Delete icon for the desired report and then click OK.
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