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Introduction

Introduction
Audience

This document is designed for users of the NICE Uptivity 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 Uptivity Web
Portal.

Goals

The goal of this document is to provide reference information about the various
reports available in NICE Uptivity. 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 NICE Uptivity 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.
Finally, it assumes that you have access to online help for NICE Uptivity as a
resource for conceptual and task information.

Need-to-Knows

This guide describes reports available for the following NICE Uptivity features: call
recording, quality management, and system reporting (including audit logging).
Additional report descriptions can be found in the following guides for specific NICE
Uptivity modules:

e NICE Uptivity Survey for SIP Environments

e NICE Uptivity Survey for TDM Environments

e NICE Uptivity Speech Analytics Administration Guide

e NICE Uptivity Performance Management: Dashboards & Reports Guide
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Introduction

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

NICE Uptivity 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 NICE Uptivity
administrator.

Several NICE Uptivity 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 Web Portal.

NICE Uptivity 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, NICE Uptivity 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

¢ No changes to reporting have been made for this release. Conceptual and task
documentation for the feature has been moved to online help and is now
searchable.

8 NICE Uptivity Reports Reference Guide



Printable Reports

Printable Reports

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

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

The System Reports category of printable reports includes reports typically viewed
onscreen by the NICE Uptivity administrator; see System Reports for more
information.

Crmmten Sunats ¢ Lo Suc s

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, search
online help for keyword: printable reports.

NICE Uptivity Reports Reference Guide 9



Printable Reports

Call Reporting Reports

NICE Uptivity 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.

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 l Back “ Generate Report ]

Z]

Start Date 11,2012 7| End Date 11/2015 2| Group| Legends Team v

Call Direction | Incoming ¥
|§|

4 41 of1 b bl Find | Next B~ @)

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, Neil 3709 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 00:009:45 00:09:45 00:00:45

8
Agent Call Summary - 1/13/2016 Page 1of1
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Printable Reports
Assigned Agents Report

The Assighed 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 NICE Uptivity administrator if you need to view information for
other agents and are unable to do so.

Assigned Apents Repon

30 M ] | o -

Assigned Agents

| Status
i AsmnisTator At
Admnistrator

2012 o0 A
) Coscia, Sheryl Active
Snickse, Pistio
10 Qtheregs, Leson Active aé
i Cunn i Act
12 C=, v Active Wl
4 Dwyw, Stuart Actly
15 Handle, Fanko Active wal
Bowr, Oando de Active
1 Cageteen, Dimite Actiwe it 1
18 Cuttng, Pistro Acttw
19 Fandes, Jorm Active
Sooker, Andes Active
a1 Fomini, Ramon Active
= hene fag™ Al
23 Crowgon, Alan Active
4 Conkes, Jan-Phare Actiwg
23 Chay, Boms Active

s

»
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Printable Reports

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 nhames listed here. Report results are
limited to groups to which you have access.

Call Recording Detail

Start Date 17112013 _| End Date 1/15/2016
Record ID 1776 Callers Phone #
Gate User1
User3 Uzer4
Al
CaliCopyGroup| A v Skill Group List ;3
40
User 7 User8
User 10 User 11
User 13 User 14
4 41 of2 b Pl a Find | Mext = &

Call Recording Detail

For Tuesday, January 01, 2013 to Friday, January 15, 2016

Record ID: 1775

Agent: Ayala, Daniel ANL: 7504
Time: 1222013 5:27 PM  Duration: 00:00:47
inContact WFO Group0l
Group:
Customer Number: u1-8000 User2:
Userd: v4-4000 UserS:
User?: Users:
UserlD: Userll:
Userl3: Userld:

Back I Generate Report

Jeee| -

All

ActiveAgent ActivelUser

Inactivedgent Active User

Insight Agent -

| Agents

Dialed Phone #
User2

User§

User®
User 12
User 15
2
DNIS: 912032998375 Call Direction: Qutbound
Gate: 10 Device: 7504  Channel: 3
ACD Group: 40
u2-8000 User3: u3-6000
u15-5000 User6:
Users:
Userl2:
Userl5:

12
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Printable Reports
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 | Generate Report

)
bt
=

Start Date | 4/1/2013 | End Date 1132018 | Call Direction Ine oming ¥

ANI

D

4 41 of1 b Pkl <@ Find | Mext B, - (%)

Duplicate ANI Report

For Tuesday, January 01, 2013 to Wednesday, January 13, 2016

e Gl Observed
2699860094
3149935913
4043758169
5022
5416170715
5703

5741
60268322735
6108311236
6149463580
6784278598
7023636363
7440

74355

7466

7467

7477

7336

7546

7553
8888260080
4548176817 2

2
2
2
3
2
3
B
2
3
2
4
2
2
3
6
]

o —
Bd M N B

Duplicate ANI Report - 1/13/2016 Page 1of1
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Printable Reports
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

Group Membership Report

Group| Leaders Team ¥ Active Al v

14 41 of1 [ Bl < Find | Next [l - (%)

Group Membership

Selactad Group: Leaders Team
Active: All

Leaders Team Ayalz, Danisl
Leaders Team Bames, Phil
Leaders Team Bemer, Carmen
Leaders Team Bouclier, Jenny
Leaders Team Brachin, Joe
Leaders Team Burke, Keith
Leaders Team Carrozza, Jeremy
Leaders Team Condon, Anthony
Leaders Team Deira, Rolf
Leaders Team George, Gina

Group Membership Report - 1/13/2016

Grop: ———agems

l Back “ Generate Report J

bt
=

D

Page 1of1
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Printable Reports
QA Reporting Reports

NICE Uptivity 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, search online help for keyword: create forms.

Agent QA Summary

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 detail.

You must select a Status to run this report.

In the following image, Report Type was set to , 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

NICE Uptivity Reports Reference Guide 15



Printable Reports

Agen

For Weay

st

Agest QA Semmury

TR DGererpie Repan

Saart Date IRT~1 ] End Date 100 Dote Tyge  Supuaton Dpte v
-t -
15aes Col S0 tveigent Astneussl
ActumDebtes Sorme Azgve 9 Form Agents gen
1eppont Cab e et heSronlinee
Erate Aty gten Workfoe not e ted - g Apert -
- at
u EAT_TeanToOuiote e Actwe U - . X -
el User oo Tipe  Agendt
o o DAT_TemamTolne FEE ctnmigent ActiveUser ol Vype: /9
[ - retumiGers irac tuellae -
A
Ir Brogrees
08
Targlets
Queetion .
A e Find | o >3

t QA Summary Report

Lanua 214 to W wiay, Jarwary 13, 2010

Agent Semmary

Nunber of Evaations

0 1 2 3 4 2
Damel Ayaia
Pl Bames
0% 20% 0% 0% 2% 100%

Avarage Scote

Agent ¥ Bvmhsations Score Possible Percentage
Danel Aysla = 245 au 61.3%
Pl Banes 1 7S 10 7500

feee !

»
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Printable Reports

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

Form 1Support Call ¥ Group Al

Year | 2013 v Period January

4 41

Agent Ranking by Month

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

of1 b P @

Selected Form: 1Support Call

JIMENEZ, JUNE

Find | Next

¥ Period Type| Month ¥

v

-3

1(+36)

1307 of 1355 (96.5%) | 3538 of 3970 (89.1%) 1
FISCHER, HOWARD 1287 of 1335 (96.4%) | 5428 of 5820 (93.3%) | 2 (+6) 1
DELACRUZ, BARRY 1831 of 1935 (94.6%) | 3875 of 4195 (92.4%) | 3 (+8) 1
PECK, LUPE 1333 of 1420 (93.9%) | 3383 of 3720 (90.9%) | 4 (+24) 1
BELL, ESTER 1067 of 1140 (93.6%) | 39810 3890 (0.7%) |5 (+28) 1]
HOOPER, LARRY 995 of 1065 (93.4%) | 3226 of 3495 (92.3%) |6 (+7) 1
JONES, MARVIN 984 0f 1055 (33.3%) |33830f 3685 (91.9%) |7(+10) 1]
HORN, ERIK 1804 of 1935 (93.2%) | 4159 of 4495 (92.5%) |8 (+2) 1
ASHLEY, RUBEN 19810f 2140 (92.6%) | 1948 of 2205 (88.3%) |9 (+29) 1|
SOLOMON, DUANE 784 0f 850 (92.2%) | 2892 of 3065 (34.4%) | 10 (-8) d
BAUER, ALBERT 2361 of 2560 (92.2%) | 3857 of 4290 (89.9%) [11(+22) 1|
HOLDEN, ANTHONY 1516 of 1645 (92.2%) | 4423 0F 4860 (91%) |12(+14) T
JENNINGS, TABITHA 1854 of 2020 (91.8%) [4114 0f 4365 (94,2%) |13 (-10)  J
SLOAN, SHAWN 2286 of 2515 (90.9%) | 2802 of 2990 (93.7%) | 14 (-9) d
EWING, WILLA 2511 of 2765 (90.8%) | 4700 of 5095 (92.2%) | 15 (0) 1
SAMPSON, THERESA 3561 of 3925 (90.7%) | 3265 of 3580 (91.2%) | 16 (+9) T
FOSTER, HAROLD 7710f850 (50.7%) |30610f 3430 (89.2%) |17 (+18) 1
OCHOA, YOUNG 906 of 1000 (90.6%) |4906 of 4860 (90.7%) |18 (+12) T
CANTRELL, MADELEINE 1286 of 1420 (90.6%) | 3435 of 3720 (92.3%) | 19 (-7) 3
FARRELL, HALEY 2100 of 2325 (90.3%) | 9098 of 4505 (91%) |20 (+7) 1

l Back H Generats Report

NICE Uptivity Reports Reference Guide
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Printable Reports

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 Uptivity
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

Agmiis Weedhrg Evatuation Delsd

Agents Needing Evaluation Detail

Canel Apala Legends Tea 15 aCd

Agemt Grougp Form Evwbimtor Last Evabuated

1w

»

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 Uptivity 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

&1 > In -

Agents Needing Evaluation Summary

Last Evahsated

%/18/2015

= Geoige &/18/2015

Nevey'

[Y—

18
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Blank QA Form

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

form.

Printable Reports

Efank OA Foem

Form {3egpod Ca v

M oA ofs | 2 Sl | Mzt d- -

1Support Call

Opening

Proper mtroduction?
Yes
No

Azk for caller's nanse?
Yes
No

Restate problem to ensure understanding?
Yes
No

Conunents:

Commumication Skills

Technical language at caller’s level of anderstanding?
Yes
No

Pace and ensmeiation dear and understandable?
Yes
No

Patient and empathetic tone?
Yes
No

Comments:

Technical Skalls

Applicatson Ul knowledge and proficiency
Excellent
Accepiable
tinacceptabls

Underlying system knowledge and proficiency (DB, 05, seripts. efc.)
Excedlent
Accwptable
Unacceptables

Excallent

Acceplable

Unaccuptable
Comments:

Closmg
Clanify and commumnicate next steps?
Ves
No
Thank caller?

Yes
No

Slerk QA Form ~ 1232038

Overall technical speed and proficiency (moving through screens, using tools, etc,)

ocoag

e

NICE Uptivity Reports Reference Guide
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Printable Reports

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 A/ll.

You must select a Status to run this report.

20

ot Cvaksonan Detad (e St P}
|
Sttt Dt s P | et Dute 120 = Oets Type  Svatatin Osie ¥
hgert Dovwei ayale v Doshnr o v Fom -
ArtveDeteias Evaliatons  Zc0ve ¥ oo - Gusston P
Reapoose v Cobery Prooe 3 Dk Prose 3
Gate e ! User 3
Uyer 3 Uner & User &
ar .
QAMecors D e m' Uner e
Qustr »
Lywt 7 User 1 3 s §
User 10 Uyer 1Y Uner 13
Usar 1 Uner 14 User 15
3
Wb d2e M @ et e

Call Evaluation Detail

For Thursdiy, Cetober OF, 2005 1 Py, Januery 85, 2016
Selecned AQati: Dt Ayita

fa, Dariel

Propst ntroduction? Yes 10,00 of 20,00 [ 100,05 )
Sk for calles's pame? No 000 of 10,00 (11,0%)
Restats problom b ensure wcerstandng?  |Yes 10.06 of 10,00 (100.0%)
Ask for peormssion to place Qatomes on held? | Not Apphcatie WA
(v Mfl
Technical language at calker's level of Yes 10.00 of 10,00 (100.0% )
Pice a0 sounciaion dea and Yes 10,00 of 30,00 [ 100.0%% )
understandadie?
Patent and empathetc tone? Yoo 10,00 of 10,00 {100,0%)
Commaents: NA

L of 30,00 (100%)
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Printable Reports

Completed QA Form

The Completed QA Form report displays scoring data for a specific QA evaluation.
The report shows both earned and possible points for each question so that agents
and evaluators can more clearly see areas for improvement. The report is
automatically generated when you print a QA Record via Coaching > Search QA
Evaluations, 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
Agert: Bames Ml Evaluation 1D 20
Evaluator: Gromge, Gra Cal 1D No Recording
Date of Evdliation TRN014 Date of Recording
wraton 005 artey phoe Ne Dispute
Bvslustion Formy ples Evabtion v2 Laten 1D
Bgert Number Nrmber Cafbed
Der
CablerID ANL Chanow!
Croup ACD Cae
Call Oy echion Sarean Caphure
ert: %ar2
el 1%
Intre 20 of 20 (et )
D2 the agent ntroduc e him/heoel by name?
W 10pa
ro 0 Ogts
D2 the agent @k for the caler’'s name?
- [1 10pes
N M Opts
D 1he agent use the cumarnt promobional greeang?
W 10y
M 0 Opis
S0t shilhy 15 of 30 (S0.00%))
Dt the agent perscoalze the comversation by wsng the caller's name oo ok lsast tWo Octasions
0 1Gpe
No W Dpts
Dt the agent suggest appropriate add-on products based on the caler's intal order?
W 10
Mo 0 Opts
Was the agent warm and fendy whide remanng professonal
Expactationa 0 10pes
W fple
X Pt ong £ Opte
Tochnical Skills 15 of 20 (75.00%.)
Viam the agent able 10 nagate through product soroens eficiently?
Excwsds Expectaions 0 1Cps
Meats Expectation W fpte
2l Not Moot Expectations 0O lpte
Dist the agent comectly handie srac! tord processing?
& 10ps
No O (ple
Form Yotal: S0 of 80 (62.50%)
Comments
Okt 1ok

NICE Uptivity Reports Reference Guide
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Printable Reports

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

Comical Queation Detw!

w

»

o1 =

Critical Question Detail

Agent: Ayala, Daniel
|Date of Call Record  Date of Eval | Form [Question : ‘Score |
1/22/2013 122{ 1)13/301§ 1S3kes C3 Remate problem 1 easue 10 of 10 [300.0% )

= Sustandng

Ortxsl Quastton Duiad « 1/13/2218

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
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Printable Reports

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 l Back H Generate Report ]
(Z
Start Date 9112015 ] End Date| 11142015 |7 pate Type| Call Date v
All "
Group All ¥  Status I(I:-I;:;ge;zss |:| Agent All v

Question  w

Active/Deleted Evaluations | Active ¥ Form All ¥ Evaluator | All v

[

14 41 of133 b Bl @ Find | Next [, - (%)

Quality Assurance Evaluation List

RecordIDZ 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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Printable Reports

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

Evanator GA Serrmiany

Evaluator QA Summary Report
Evalumor Calibeaon

Bunber of Evaalans
[} 2 -

Admnastrator Admanistratar

(114

»w
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Form and Section Failures Report

Printable Reports

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 failures and 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

Form and Section Failures Report l Back “ Generate Report J
(Z]
Start Date 1172015 7] End Date 114/2018 ] Date Type Evaluation Date ¥
Active/Deleted Evaluations | Active ¥ Form All v Section Al ¥
All All All
Uptiwity Administrator Billing - Location A Abe Capote
Agents Germaine Ahner Groups Billing - Location B Users Aleshia Zahm
Barry Aman - Corporate Account Records Alesia Cravey -
Report Type Agent v Failure Typs Any v
(&)
4 41 ofd8 b Pl @ Find | next [, ~ ()
Form and Section Failure Report by Agent
For Thursday, January 01, 2015 to Thursday, January 14, 2016
Customer Service Evaluation Greeting
Agent Failure Count
Administrator, Uptivity Form Failures: 0, Section Failures: 1
Ahner, Germaine Form Failures: 0, Section Failures: 2
Aman, Barry Form Failures; 0, Section Failures; 4
Armstead, Bobbye Form Failures: 0, Section Failures: 4
Arriaga, Shanita Form Failures: 0, Section Failures: 1
Balcom, Jerry Form Failures: 0, Section Failures: 3
Baughman, Lilly Form Failures: 0, Section Failures: 3
Belle, Josy Form Failures: 0, Section Failures: 1
Berard, ElImo Form Failures: 0, Section Failures: 2
Bullen, Daniella Form Failures: 0, Section Failures: 3
Burling, Leona Form Failures: 0, Section Failures: 2
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Printable Reports
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

Geoup QA Semmary Seck Geoeate Sepin
Sart Date 12014 End Date /142018 Date Type Evatuation Dole ¥
4
ActelDsieted Forme Active @ roms .:‘:’:,,U'M Agerts
253ies Cal - -
- el
x Aztve User Recort Tyo p
s ag ST atvaigent Activetive Pt Type; Sroe
- ALtvesgent inacivelser -
{ 41 of 1 d | o -
Group QA Summary Report
For Wednesday, January 0], 2014 to Thursday, January 14
Group Summary
Humber of Evalustions . Count
0 2 4 6 B 10 N Score
Leaders Team
%
- 4
Legands Team
0 20 40 60 80 100
Average Score
Group # Evaluations Score Possible Percentage
Leaders Team 4 2718 385 70.1%:
Legends Team 9 556 435 66.0%)|
Total: 13 826.00 1220.00 67.7%
Jroeg OA Sumrr=wry - Ly ssas Pageicfs

26 NICE Uptivity Reports Reference Guide




Group Summary by Month

Printable Reports

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
for each month. Choosing a Report Type of
Uptivity Group for each month. Report results are limited to groups to which you

have access, even if you select

shows total data

shows evaluation data by

Group Summary By Month

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

Group Performance Summary Report by Month

Month January v Year 2016 ¥ Periods g r
All All
ActivelDeleted F Acti v E Admissions "
ctive/Deled orms| Active OIS | e Audit Agents
Customer Service Evaluation
Al All
Biling - Loc ation & Abe Capote
Groups Billing - Lo ation B Users | sleshia Zahm Report Type| Menth
Corperate Account Records - Alesia Cravey -
14 41 7 O Y Find | Next [ - (%)

Uptivity Administrator
Germaine Ahner
Barry Aman

v

Back Generate Report
L It J

@

Month Summary

100 2000 — Gount
— Score
—_—

/./ 1300 z

& _~ 5

e @

& _ 2

o B0+ o 1000 m

: _—

S _— g

~500 7

60 T T T T T T 0
Aug Sep Oct Nov Dec Jan
Maonth
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%
Group Summary By Month - 2/14/2006 CaliCopy Recorder Reporting Service Fagei1ofy
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Printable Reports

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

Group Summary By Period

l Back “ Generate Report J

-~
=

Period Type | Quarter ¥ ‘fear e v Pericd Mame 1 ¥
All
Periods & v Active/Deleted Forms | Active ¥ Forms Admlssmn_s
Case Audit
Customer Service Evaluation
All All All
Uptivity Administrator Billing - Loc ation & Abe Capote
Agents Germaing Ahner Groups Billing - Loc ation B Users Aleshia Zahm
Barry Aman - Corporate Account Records Alesia Cravey
Report Type| Pericd ¥
(3]
14 41 of1 b Pl < Find | Next b - (%)
Group Performance Summary Report by Quarter
For the period baginning 7/1/2014 and ending 3/31/2016
Quarter Summary
100+ 6000 — Count
A — Score
4000 £
- 3
: g
@ ,,/ o
o 80 - m
g S
z ,,/ g
= - L2000 &
- o
_—
60 T T T T 0
1st Quarter 2nd Quarter  3rd Quarter 4th Quarter
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 350040 385050 91.1%
Total: 12152 1249818.00 1366040.00 91.5%
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Printable Reports

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 % 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.

Muftiple Evaluations Semmary Sax Serecam Moot
-
<
<
Enc Do 1nagme &3en D Gestrane Ahner v FomiD Cuswomer Senvice Evaloton ¢
a
e Progreas
Tperviear D Your Uptvity Anmineaatr ¥ Swe
Carpimte

usstine -

»m

TR ol i M » )bt o3

Multiple Evaluations Summary Report

Crontact Daty Range Ny 22, 2015 - Ratisary 12, 2016
Agent Mo Gonmaine Alvier
Supervisor Natne Yourr Uptity Adiministrator vorall A veiage 12.4°%

Fom: Customer Service Evaluation

Average Score for this Form; 97.1%

Ovarall
Soction [ Questions Possible 1 2 3 “+ 5 3 7 8 9 0 11 12 Total Percentage

&) 241)
¢ 2 3§98 10| 10| 10| 10| 10| 10| 0| to] 10| 10 10| 10 120
| Dio Agent state hiw/her namw? 124 10 10 10 10 | ¢ i 10 10 10 10 10| 10 120,
I : ‘ %0 332
| D00 Agent Cemcostrate Acthew Listening? 1= 10 7 10 7 10 | 10| 1 7 10| 10 7 10 108
[[‘n: AQENT Lse COUMSSy Eataments a3 028 10 7 10 5 10 0 10 7 10 10 5 10 1048
| sppropriats?
l[:c Agent wsa proper hald procedurs? 3% 10 10| | 10| 10| 10 i m | 10| 10|10 120 100.0%
= ¥ y | 0| 0 | ¢ olojlolo y | 0 | ¢ ) ), 01%
il’!. of Tools 360 34 04,49
| D Agent find sacoed In CRM in Bimedy 1_)6 10 I 10 [ 10 [0 | 10 [ I | 1 [ 10 | 10 I 10 I [ 10 100 83.3%
| manne?
} ez | : ! ! ! ! ! ! : : : :
3 10 10| 1w | 10|73 0 (10|10 | 10| |1 120 100.0%
) 3% 10 | 10 | 30| 10| 30 | 10 | t0 | 10 | 10 | 10 | 10 | 10 120 100.0%|
| 720 ) 10000
380 15 | 15| 15| 15| 15 | 25 | 15| 15 | 15| 15| 15| 15 180 100.0%
230 10 | 10| 10| 1 10 ] 10 10 10 16| 1 1 100,
t a0 30 30 30 30| 0 b1} E [} 0 30 30 £ ] 30 361 100.0%
L 5| % |5 S 60 100.0
lm 0 o O.0F
| Ressver NOOES 8 o | ( ) 0 ( ) )
Aitre S atos Semery - 21102028 Corion, Mectrte Seconey; Sera Prgasids

NICE Uptivity Reports Reference Guide 29



Printable Reports
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

QA Agen| Pertodical | rending Beport

o Aset - eerave e
Custmmgt Sevvics Exphation « Earry amas

EBashater Oae ¢

e

wiran » "

Monthly QA Agent Trending Report

Monahly QA Agemt Trending

o

»

Greating
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QA Agent Trending Report

Printable Reports

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

QA Agert Tiendng Report

Start Date 10EE EnaDace 312018
-~
Dileg - Loc stiom A
2 Uve Acaria)am e v Groups o
Active Agertallams  Acte g o - Locoion B
Cotporate Azcount Recons
B =
Ly Upthvey Aaminsarator : Ape Capote
S Garmare drrm ST eshe Zatm
Doty Avan - Az Cravey -
WA dera 9 (RN

Monthly QA Agen

Far Thurstay

t Trending Report

xint 113 o Thurstay, December 31, 2013
100%

0% -~

A e

|
|
|
?
|

0%

0% -

50%

Monthly QA Agent Tranding

Ss Serenn Sapant
-
=
=
Date Type Eyonon Date v
.
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Forrs
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2
=

w— Germaine ANt S2OR
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WNEensn Aschendrente scom
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Loty Ssughmnan scom

- |
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| 100.0%

4
1100,09% 70.8%
|

T62.5%
[100,0% 62.5%
|

187.5%

Dig Agart T record in CRM in besely manner? | 100.0%
Do agent raraigate hntowleapabase sficienty (f nesdea)?
Did Agertt use comec! closing coae in CRM?

Closing
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Printable Reports
QA Form Trending Report

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

QA evaluation form over a period of time.

QA Form Trending Report

Start Date | 1p41/2015 ._] End Date 12/31/2015 ._] Reporting Period| Monthly ¥
Al
Billing - Location &
Internal A | Al ¥ ActivelDeleted Forms | Active ¥ Group List ting - ~ocation
Billing - Location B
Corporate Account Records
All Al Al
. Admissions . Uptivity Administrator . Abe Capote
Form List Case Audit Agent List Germaine Ahner User List Aleshia Zahm
Customer Service Evaluation - Barry Aman - Alesia Cravey
Report Type| Form v Report Detail Form v

14 41 of1 b bl < Find | Next [, ~ (%)

Monthly QA Trending Report by Form

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

Monthly QA Trending by Form

100%
95% —
(1]
&
T 90% -
g - - A —
= I — —
[*N
85% —
80% v v
Oct Nov Dec
Month
2015
Oct Nov Dec
Customer Service Evaluation B8.3%| B89.1%| 90.0%
Customer Service Evaluation 88.3%| £9.1%| 90.0%
Sales Evaluation B1.9%| B2.4%| B83.2%
Sales Evaluaticn 81.9%| B82.4%| 83.2%

l Back “ Generate Report J

-~
=2

Customer Service Evaluation
score
= Sales Evaluation score
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Printable Reports

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.

QA Geoup Peniedical Trenging Repeet

(114

e L
Castarer Zarve s Srabiszsr o

»

11 #3ar M » | e -

Monthly QA Group Trending Report

Naonthly QA Group Trending

W —
%

6% -]

Jan - 16

06.5%

3 Nov-13 Dec-15 Jan- 106
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Printable Reports
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 Uroup Seorocont

Gt Daw 12940013 EssDme a0 Cute Tope Cott Dute .
a el
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Printable Reports

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.

QA Group Tending Heport | Bws || Oenenie Resot
b4
—
St Date 12740018 =3 Ena Dete 14098 1 Dane Type Cat Dare v
- - “
. S@ng - Lecaton A = Aorm sony
2 ted Fo - v Gee A 2 A
AztveDeloted Forma Atve Geoups Bling - Lo ation B A Case 4 1
Carporate Azcoumt Rt crm - Custistiar Sevve s Evaltin -
M - -
Uptivity Asmnrator | . Ape Copone 2
Agueres Tiosalin Abnat Usars Adahis 2w Repiring Petod Noettly v
Banry Aeman - Al Crovey -
-
3
=
Mot a5 r M ° ot | e d-:

Monthly QA Group Trending Report

For Monday, Decanber 14, 2015 t0 Thursday, Jmuay 14, 2016
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Printable Reports
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, search online help for keyword arbitration.

You must select a Group to run this report.

QA Pending Acknowledgment l Back “ Generate Report

J
| §

ST N A
Corporate Spetialist - Location &
= Groups Corporate Specialist - Location B
Foundation
Front Line - Location A hd

-

Older Than| 1;15/2016

D

14 41 of1 b Bl @ Find | Next b, - (%

QA Pending Acknowledgment

Selected Groups: Front Line - Location A

Form s [ Agent Call ID | Evaluator Completed Date * |Status
Customer Service Evaluation Garner, Dwayne 38212 Meda Swindall 8/8/2015 Unacknowledged
Sales Evaluation Costales, Brica 36702 Kendra Braed 9/1/2015 Unacknowladged
Q4 Pending Acknowledgment - 1/15/2016 Fage 1of1
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Printable Reports
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.

OA Sarvwiary By Form [ Sererats Pacert
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|Customer Service Evalustion 801 116171 124740 93.1%
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Printable Reports

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

and text format.

38

is shown in graphical

QA Summary By Queston
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Printable Reports

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 H Generate Report J
bt
=3
Start Date 12152015 ._] End Date 1152016 ._] Date Type | Call Date b
All All
. . Eiling - Location A Admissions
H
Active/Deleted Forms | Active 7 Groups Biling - Location B Forms Case Audit
Corporate Account Records - Customer Service Evaluation «
All All
Uptivity Administrator Abe Capote
Agents Germaine Ahner Users Aleshia Zahm Report Type| Form M
Barry Aman - Alesia Cravey -
-
3
441 of1 b bl < Find | Next [ ~ (%)

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

Selected Forms: Customer Service Evaluation

Section Summary
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© 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 Fage 1ofi
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Printable Reports

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 does not work
in exported versions of the report.

Quality Assarance Detsl Bask | Oermwis Rapon
3
St Do oM Tl EneDae a0 = Doce Type  Evaliaton Dete »
g - v Evaumor M . Fom Customer Secvice Evobanon ¥
ictweDeleted Evakatony  Actve ¢ Group R ¥ Oueston My v
Aunporae Ary v

tondl Lraese o - i%

Quality Assurance Detail

L der . &

Selected Fomm: Cuntomes Service Evakuation

Agent: Administrator, Uptivity

40

Section Name: Greeting
Question Evaluation lm
Did Agent state company namse? Yes 10000 of 10,00 (100.0%)
Did Agent ztate his/her name? Yes {2000 of 10.00 {100.0%) |
Subtotal: 120,00 of 20.00 (100%)
Section Naine: Soft Skills
3 Did -k;mtwv cour teay statements as Exnﬂem H xuuu of 10.00 [100.0%) |
approprate? | |
Did Agent demonstrate Active Listening? | Excellent 10.00 of 10,00 (100.0% )
Did Agent Use propes hoid procedures? | Yes 110,00 of 10,60 (100.0%]
Motz Great tone of voce! WA
Subtotat: 130,00 of 30.00 (100%)
Secthon Name: Use of Tools
Question Evaluation | Score
Did Agent findd recocd n CRM n timely Yes 10,00 of 30,00 {100.0% |
ranres ?
DI BgEnt sinigate knowledgebase Yes | 10000 of 2000 [100.0%) |
efficiertty (if nesded)?
Did Agect e Correct closing code ;1| Yes 120,00 of 10,00 {100,0%) |
CRM?
Subtotal: 130,00 of 30,00 (100%)
Sectlon Name: Closing
Question Evaluation | Score
Did Agentt rescive call within support Yes 20,00 of 30000 {100.0% )
Guideines? ! d
Did Agent probe for sddbonal concerns? | Yes 10000 of 20.00 [100.0%)
Did Agent thark customet for caling? Yes 5 (1! of 5.00 mn 0% )
Did Agent offer 1o transfer 1o Customer S3t] Yes 1500 of 15.00 (100 W
orvey?
Subtotal: 160.00 of 60.00 (100%)
Saction Name: Notes
Question | Evaluation 'Score
Reviewer Notes YOu are a supsestart INJA
Subtotak: 0,00 of 0.00 (0%%)
Qualey fcsurance Detal - 3/1520:6 Poge Lol 330
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Printable Reports
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 humber of periods. The reporting period can
be daily, weekly, monthly, quarterly or yearly. Data is broken down section by
section.

Weighted QA Group Pedodical Trending Report Baar Derewe Ao
-
z
<
Repont Type Mortlyy * [ ME . Feriog Name  Jamuary .
=1
o - o - - Bl - Locaton A
Pere & ArweConglons Famme Actve Groupa = 2
~ ¢ ¢ By - Locaten B
Cotpdrate Azcount Reconis -
s -4 -
APEeCm Upthely Aomeeran( “e Capote
#oerrm agerty (e ] >
- Ao (swrrame ArNet e e
Surtarer Seroce Ecnbisten - Barry Arnant - wusm Cravwy -

Do Tygpe  Retording Oste ¥

»

i1 dap s & find | e v (2

Monthly QA Group Trending Report

Fot the per

Maonghly QA Group Trending

ontUne - Locetion A scone
B

cerinatarg -L oouly

Lecaton A

LacatenBd

Pervartage

Customer Servics Evalustion

Gresting DG S% Q2% 85.2% 87 9% 91.0%
Soft Skdls | 7e5% 824 SC5% 80 ™|
lize of Took B30 862 B2a%| e33% T
Cosng DLES] UA1%| GGIN| DoSW  05S%  G0.0%|
Notes | 0.0%; 0.0%) 0.0 ) 0.0%] %
Sales Evalustion Ay S Oct Nov Do Jan
Greeting 21.5% : K24 814% £l
Sales Skibs I B04% +: 3 T
" Documeniation G YT T18%

NICE Uptivity Reports Reference Guide 41
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QA Calibration Reporting Reports

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. NICE Uptivity supports the calibration
process by means of calibration evaluations. For more information, search online
help for keyword calibration.

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 QA Summary — calibration-specific version

e [Evaluator QA Summary — calibration-specific version

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

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 in the following image, a group of four evaluators has
completed a calibration evaluation for the same call (Call ID ).
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Printable Reports

Calibration Evaluator Comparison Report

Call Record Id 1825 Form Id 48
Evaluation End Date| 4y3p/2015 J
4 41 of3 b Pl @ Find | Next [ - ()

Calibration Evaluator Comparison Report

Agent: Bern, Meil
Agent Id: 28

Evaluation Start Date| 4712015

Call ID: 1825

Call Date:

Evaluation Date Range:  Wednesday, April 01, 2015 to Thursday, April 30, 2015

Eddy, Cheryl 107
George, Gina 105
Hessler, Jessica 108
Ward, Rae 106

85.00
75.00
85.00
75.00

100.00
100.00
100.00
100.00

1/23/2013

85.00%
75.00%
85.00%
75.00%

15upporu:a||

Opening
Proper introduction?
Evaluation 1D Evaluator Response
107 Eddy, Cheryl Yes
105 George, Gina Yes
108 Hessler, Jessica Yes
106 Ward, Rae Yes
Ask for caller's name?
Evaluation 1D Evaluator Response
107 Eddy, Cheryl Yes
105 George, Gina Yes
108 Hessler, Jessica Yes
106 Ward, Rae Yes
Restate problem to understanding?
Evaluation 1D Evaluator Response
107 Eddy, Cheryl Yes
105 George, Gina No
108 Hessler, Jessica No
106 Ward, Rae Yes
Comments:
Evaluation 1D Evaluator Response

107 Eddy, Cheryl
105 George, Gina
108 Hessler, Jessica
106 Ward, Rae
Communication Skills

Technical language at caller's level of
understanding?

Evaluation 1D Evaluator Response
107 Eddy, Cheryl Yes
105 George, Gina Yes
108 Hessler, Jessica Yes
106 Ward, Rae Yes
Pace and enunciation clear and
understandable?
Evaluation 1D Evaluator Response
107 Eddy, Cheryl Yes

Calibration Evaluator Comparison Report - 1/15/2016

Possible Points: #

Possible Points: #

Possible Points: #

Possible Points: #

Restated but missed part of issue.

Possible Points: #

Possible Points: #

10.00

10.00
10.00
10.00
10.00
10.00

10.00
10.00
10.00
10.00
10.00

10.00
0.00
0.00

10.00
0.00

0.00
0.00
0.00
0.00

10.00

10.00
10.00
10.00
10.00
10.00

10.00

Page 1of 3

l Back “ Generate Report

J
-
=]

o




Printable Reports

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.
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Printable Reports

QA Self-Evaluation Reports

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, search online help for keyword self-evaluation.

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 OA 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.

NICE Uptivity Reports Reference Guide 45
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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 in the following image, a standard evaluation and a
self-evaluation have been completed for the same call using different forms (Call
ID ).

Foem -~ v Cal Recot 1D 1747 Eymuater 2200 Oste 008

Self-Evaluator Comparison Report

Aourt: Ayaia, Dankl 1D \747
Aot 14 34 Cal Date 1/22/2013

Evakiaton Date Range:  Friday, Janugry 01, 2016 to Thursday, February U4, 3016

Evaluator Evaluation ID | Points Possible Points | %
[
Opening
Proper introducsion? Possible Points: # 10.00
Evamtuation 1D Cvahimton Hexponae
122 Admimstrator. Administrator Yoz 1000
Ash Tor caller’s name? Possibile Poims: # 10.00
Everuation ID Evauator Reaponse
123 Admirsteator. Adminssteator No 000
Hestate problem 1o snsurs gt Fossible Polnts: # 10,00
Evauation ID Evotuator Arsponse
127 Adminstrator Adminsator N¢ om
Comments: Paossible Points: # 000
Evuation ID Cvaniator Responee
123 Adminestrator. Adminetrator Saying, 1 undarstand the problam” & not the same o0

24 resiating e probiem

Commumication Skills

Technical languoge ot calle's lewwl of Possible Poins: & 10.00
understanding ?
Evaiation 1D Evwumtor Reaponee

123 Adminestrator, Adminstrator Yes 1000
Pace st snunciation clear ane Possible Points: # 10.00
understandable?
Evauntion 1D Exstumior Rexponee

123 Adminsteator. Adminstaator Yes 1000
Patient and smpathetic woes? Possibile Poims: & 10.00
Evaluation ID  Evauotor Response

123 Admuresteaton Adminmsbeaaion Ne o
C Possible Polnts: # 0.00

Sof-Evatunior Comparsson Report Boe Sereaw Sapor

o

»
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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.

St b pnatas Trvaduy Yoped! PYen R

»

Weekly Self-Evaluation Trending Report

Weskly Sef Evaliaton Treading Sepan
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System Reports

System Reports

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

System Reporting
Filter: Search
Report Description Date Created
Dizk History Charts the daily consumption of memory resources by =aved audio and video files. 32011
System Activity Summary Total incidents of logged user activities over time. 3o
System Usage Time =pent logged into the CallCopy system per user. 2011
Pages : 1 GoToPage:|1 |of1 |E|

System Reports provides a humber 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.

Prive bye Reports ¥ Prose Satus -

B
wport Tools s 5w wwrmmwenn'ly smTtat vy ® swmrrn Lea’ Sntt Dme (TID01T 9 3601 AW

Syatem dsporte
P PRose ¥grmaTon

181008 24 3 Fernes 1AS0012 25200 ™

Both categories of reports are explained in this section, with the printable reports
first.
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System Reports
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| 142018 7] End Date 1152016 ]
441 of1 b bl < Find | Next I ~ (%)

Disk Usage History

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

Disk Usage Over Time

800 —— C Drive

6004

g - _

& 400

g

= 200

0
1/4/2016 1/6/2016 1/8/2016 1/10/2016 1/12/2016 1/14/2016
Date
Date Type Drive Disk Usage

01/04/2016| Audio Cc 66.22 MB|
01/04/2016|Vidzeo C 500.21 MB|
01/05/2016| Audio Cc 52.91 MB|
01/05/2016|video [o 447.86 MB
01/06/2016| Audio Cc 61.75 MBE|
01/06/2016|Vidzeo C 508.44 MB|
01/07/2016| Audio Cc 57.80 MB|
01/07/2016|video [o 426.55 MB
01/08/2016|Audio C 54.26 MB|
01/08/2016|Vidso C 415.05 MB|
01/09/2016| Audio Cc 77.71 MB|
01/09/2016|Video [o 637.25 MB
01/10/2016|Audio C 70.39 MB|
01/10/2016|Video C 537.58 MB|
01/11/2016|Audio Cc 67.68 MB)
01/11/2016|Vvideo Cc 499.60 MB
01/12/2016|Audio C 59.80 MB|
01/12/2016|Vidso C 482.70 MB)
01/13/2016|Audio Cc 68.03 MB|
01/13/2016|Vidso Cc 509.48 MB
01/14/2016|Audio C 81.47 MB|
01/14/2016|Vidzo C 568.19 MB|
01/15/2016|Audio [o 79.24 MB
01/15/2016|Vidso Cc 623.90 MB

NICE Uptivity Reports Reference Guide 49



System Reports

System Activity Summary

The System Activity Summary displays the actions performed in NICE Uptivity 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.

Start Date | 12415/2015

System Activity Summary

4 41 ofd b bl &

System Activity Summary

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

7 End Date 11572018

[El user| an

Find | Next I - (%)

l Back H Generate Report ]

[«

D

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| Usar Creztad
12/16/2015|callcopy admin 1| Login
12/16/2015|callcopy admin 8| Playbacks Call
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System Usage

System Reports

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 J
(Z]
Start Date| 12/15/2015 [l End Date 115/2016 [E user| an
Bl
4 41 of3 b Bl @ Find | Next [ - ()
System Usage
For period beginning Tussday, 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
Total: 26:42:46
12/17/2015| Administrator Administrator 24:00:00
12/17/2015|callcopy admin 24:00:00
Total: 48:00:00
12/18/2015| Administrator Administrator 24:00:00
12/18/2015|callcopy admin 24:00:00
Total: 48:00:00
12/19/2015| Administrator Administrator 24:00:00
12/19/2015|callcopy 2dmin 24:00:00
Total: 48:00:00
12/20/2015| Administrator Administrator 24:00:00
12/20/2015|callcopy admin 24:00:00
Total: 48:00:00
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System Reports
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 NICE Uptivity’s certainty that the voice port is actually
assigned to the IP address. Confidence can be:

¢ (1) No Confidence
¢ (2) Best Guess

e (3) Parsed — Somewhat confident. An NICE Uptivity script has detected the
port value based on an 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 NICE Uptivity.

e (5) Static Entry — The port/address has been entered in the IP Phones
(Administration > Recorder Settings > IP Phones).

IP Phone Status Export

Thiz page sutomatically refrezshes eveny 5 secondz. Last Refresh Time: 6/11/2010 11:25:46 AM

IP Phone Information

Voice Port Device Alias IP Address Board - Confidence Last Update
7506 10.100.6.25 1 (3)Parsed &/27/2010 1:28 PM
7507 10.100.6.36 1 (3)Parsed 413002010 8:25 PM
7505 10.100.6.41 1 (3)Parsed 5/3/2010 2:47 PM
7503 10.110.18.2 1 (3)Parsed 6/1/2010 7:36 PM
7504 10.110.18.2 1 (3)Parsed 4/26/2010 10:16 PM
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System Reports

License Information

License Information Reload
System License Available ; ves
License ID :
Licensed To :

Expires On : 1/31/2015

Licensed Audio Ports : 59
Licensed Insight Seats : 59

Licensed to Brand Insight : Yes
Licensed Anahtice Seats : 89
Licensed Survey Channels : 5%
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
NICE Uptivity 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 recording 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

Tools - Systom Status

4 Logged In Usars
Usernane
Saparuser

1

« Channel Summary
Tdie
0

+ Channe! Status

Channel State

193 Qusi Servce
Reszy
Teazy
[ea1y

o - N

Reasy
Reary
g Reazy
] Reay
]
'
1

‘ Huazy

1 Hewdy

# Screen Capture Cliont Status
Agent Marme

ureNI v

Richard Cusningham

Stoart Dwyer

leverry Carmozza

Carmen Bemer

Freans Hanges

SIASEATENI M 1213 1415 135

Recording

Lunt Slate Clang
N2V TD0
WV 12 €521 Py
Rz NN
WHR2NZESD A
108012 B:52-40 PY
1WA 12 ES2:00 PN
WA S0 P
WIS
ARG 520
10012 5200 Py

Usarname -

wgart!

#gertll
agart!l
apart12
agert1?
apentis

I Aildlrnes

LSRR
Wigo 1110
W01 1
WAL
10180 11,112
0120 11,198

Agerd Numn

Compitar

sgentigc

sgert!t.po
sgertidpc
sgent1Z.po
agertid.pe
agertis-pc

Login Time

1280003 24356

Total Channels

155

Huvardmg Device Necar
Version Apphic atiun
$0481020 e e
8081030 B 1w
5031020 sare ite
5048.1020 same 11w
£0.40,7020 oure it
£0.4.1020 seve e

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.
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Transcoder Status

Transcoder States

This page actoeatcelly edwates seery T seconds Last Sefeutt Time fO220017 11 08 17 AN

CoTpieled Racorte
Wenit
a2n F CallcoyRecerdings 20 1310093800980 -08-45- 30 2 F \CalCopyRecordn prQ0 1 31 3000800 802-00-29- 30 wwv 1092013 21930 AN 104G013 9 192580 AN
Ko b Trogress Receeds
Fales Recards

218 F \CaX opy'Recardings'20 1 NS DTETTVT FACadCopyRecordops2D a

s218 F \CalCooy'Recording FCakCopy'Recordn gy wae AW
521 FALakCopyiRecondn g5 Q01 205087 54875 LD anEwn (4
500 cea Uniinews (4
st cis Uranown (&
s coa Uringwn (4
wy coa revawn (4
wrz F Racorenps VOR20 | JETO VTG T S48 12 4455 oce nown (4
&7 F\Rocoron paVoP20 133703 cce Urenown (4
%570 FrRecoron g VOP 0 1 TONTS4G 758512 0516 oce Unémnewn (2

The Transcoder Status report gives a near real-time display of what audio files
are being processed by the Transcoder service. 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.
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System Reports
Audit Report

Time Logged ~ IP Address Associated Username Message Component

User "Unknown Unknown” {-1) tried 1
031212012 1355:54 | 10.100.5.131 Unknown Unknown el Y. Onéuthorize

access URL "Home/Default aspx”.

{Login ?Return Ur=%:2fAdminisiration®

03122012 13:56:02 10.100.5.131 Manisha Ingale User "Manisha Ingale” (54) logged in. o i
2fPermissions % 2fUserEditte2ia4
i . . ILogin ?ReturnUrl=%2fAdministration®
03/12/2012 13:56:02 10.100.5.131 Manizha Ingale User "Manisha Ingale" (34) logged in. o X
2fPermissions%2fUserEditto2fa4
i : {Login ?Return Url="%:2fAdminisfration%
03/12/2012 13:56:02 10.100.5.131 Manisha Ingale User "Manisha Ingale" (34) logged out.

2fPermissions%2fUserEditto2f34

i User "Manisha Ingale" (34) changed user - X . i
03/12/2012 13:57:23 10.100.5.131 Manisha Ingale T IAdministration/Permissions/UserEdit/a4
(3

i User "Manisha Ingale” (&4) created . X . .
03122012 13:57:23 10.100.5.131 Manisha Ingale [Administration/Permissions/UserEdit/ad
superuser "84" ().

03122012 13.57:27 10.100.5.131 Manisha Ingale User "Manisha Ingale” (4) logged out. ILogout

User "Unknown Unknown® {-1) tried to .
03/12/2012 13:57:27 10.100.5.131 Unknown Unknown CnAuthorize
access URL "HomeDefault aspx".

{Login?ReturnUrl=%2{Administration

N2ANMNen 49.07.9 ILELL LT R | L 11 [T P | Lot SOy | i

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 logins, logouts, or password changes.

For information on the fields available for filtering the Audit Report, search online
help for keyword audit log.

56 NICE Uptivity Reports Reference Guide



Ad Hoc Reports

Ad Hoc Reports

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. 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. For more
information on creating, generating, and publishing ad hoc reports, search online
help for keyword 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 Report Layout:

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

e 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 Report
Layout:

e Column Fields — Username; Last, First Name

e Criteria Field — User - Modified On

e Criteria Operator — Greater Than

e Criteria Value — [Yesterday's Date]
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Ad Hoc Reports

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 Report Layout:

e Column Fields — Group

¢ Row Fields — Username

e Criteria Field — Username

e Criteria Operator — Equal To

e Criteria Value — [Username]

Audit > User Role Assignments

This report shows the roles assigned to active users whose accounts are not locked.
Use 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 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 Uptivity Desktop Analytics. Use Report Layout:

e Column Fields — Recording ID; [custom user field]
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Ad Hoc Reports

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 Report
Layout:

e Column Fields — Agent Name; Recording ID; Duration; Total Hold Time; Caller
ID (ANI)

Call Recordings > Calls from Particular Area Codes

This report could help locate areas with high incoming call volumes for strategic

purposes. Use Report Layout:

e Column Fields — Agent Name; Recording ID; Duration; Caller ID (ANI)

e Criteria Field — Caller ID (ANI)

e Criteria Operator — Starts With

e Criteria Value — [Area Code]
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 Report Layout:

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

¢ 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 Report Layout:

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

¢ Row Fields — Recording ID
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Ad Hoc Reports

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 Report Layout:

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

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

e Criteria Value — [File Name]
Survey > Call Recording/Agent/Survey Score

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

¢ Column Fields — Call Recording ID; Agent Name; Completed Survey ID;
Survey Date; Survey Possible Value; Survey Value
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