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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 reference information about the various reports
available in inContact WFO. 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. Finally, it assumes that
you have access to online help for inContact WFO as a resource for conceptual and task
information.

Need-to-Knows

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 hon-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 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.
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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 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 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, search online
help for keyword: printable reports.
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Call Reporting Reports

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.

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 of1p 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.

Aswigned Apents Repon

o

»

A3 0 M | o -

Assigned Agents

4 AgmnisTator Actiw
Zedmenistoator

L B

EFEREREERERRPR
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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 | Back I Generate Report |
T
All o
Start Date 1/1/2013 | End Date 1/15/2018 _| Agents ;?:12\21211':?:12\:?52
Insight Agent -
Record ID 1776 Callers Phone # Dialed Phone #
Gate Uszeri Usar2
User3 Usara User§
All
CallCopyGroup| A v Skill Group List gg Userd %
40
U UserB u ]
User 10 User 11 User 12
U 13 User 14 u 15
2
4 41 of2 b b 8 Find | Next e » (3
Call Recording Detail
For Tuesday, January 01, 2013 to Friday, January 15, 2016
Record ID: 1776
Agent: Ayala, Daniel ANI: 7504 DNIS: 912032998375 Call Direction: Outbound
Time: 1/22/2013 5:27 PM  Duration: 00:00:47 Gate: 10 Device: 7504  Channel: 3
inContact WFO Groupl ACD Group: 40
Group:
Customer Number: u1-8000 User2: u2-8000 User3: u3-6000
Userd: u4-4000 User5: ul5-5000 User6:
User7: Users: Userg:
Userl: Userli: Userl2:
Userl3: Userld: Userl5:
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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 of1 [ [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 [ [l & Find | Next a:%v "

Group Membership

Selactad Group: Leaders Team

Active: All

Gowp: —hgems |
Leaders Team Ayala, Daniel 735
Leaders Team Barnas, 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 73035
Leaders Team Deiro, Rolf 3990
Leaders Team George, Gina G000
Group Membership Report - 1/13/2016 Page 1of 1

QA Reporting Reports

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, search online help
for keyword: create forms.
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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 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 Semmary

!

15aed Coll ’ 2 Wveigent Astveusel

Agerts
1 Seppont Cab nas Heasgant Acrveline
£ ot

»

Agent QA Summary Report

Agent Semmary

Nunber of Evaluations . Coure

Damiel Ayaia

Pl Bames

20% A0% 0% 0% 100%

Agent # Bwalsations Score Possible Percentage
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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

Agent Ranking by Month

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

Selected Form: 1Support Call

\m-e«-:z, JUNE

Back | Generate Report |

~
(¥

Form| 1Support Call ¥ [Group Al ¥ Period Type| Month ¥

Year | 2013 v Period January v
~
=

I4 41 oft p Pl Find | Next & - (%)

| 1307 of 1355 (96.5%) |3538 of 3970 (89.1%) | 1 (+39)

|FARRELL, HALEY

FISCHER, HOWARD 1287 of 1335 (96.4%) | 5428 of 5820 (93.3%) | 2 (+6)
|peacRLZ, BARRY | 1831 0f 1935 (94.6%) | 3875 of 4195 (92.4%) 3 (+9)
PECK, LUPE 1333 of 1420 (93.9%) | 3383 of 3720 (90.9%) | 4 (+29)

[BeLL, ESTER lmsnf1140(93.6%)13431171‘33-\1(so.m)[s(us)
HOOPER, LARRY 995 of 1065 (93.4%) | 3226 of 3495 (92.3%) |6 (+7)

|JONES, MARVIN. 1?‘,’1', of 1055 (93.3%) |3388 0f 3685 (91.9%) |7 (+10)
[HORN, ERIK 1804 of 1935 (93.2%) | 4159 of 4495 (92.5%) |8 (+2)

|ASHLEY, RuBEN | 1981 0f 2190 (92.6%) | 1948 of 2205 (88.3%) |9 (+29)
SOLOMON, DUANE 7840f850 (92.2%) | 2892 0f 3065 (94.4%) |10 (9) J
|BAUER, ALBERT | 2361 of 2560 (32.2%) | 3857 of 4290 (89.9%) | 11 (+22)
HOLDEN, ANTHONY 1516 of 1645 (92.2%) | 4423 0F 4360 (91%) |12(+14) 1
JENNINGS, TABITHA [1854 of 2020 (91.8%) | 3113 0f 4365 04.2%) | 13¢10) _ §)
SLOAN, SHAWN 2286 of 2515 (90.9%) | 2802 of 2990 (93.7%) | 14 (-9) 1

[EWING, WILLA | 2511 0f 2765 (20.5%) }4700 of 5095 (92.2%) | 15 (0) ]
SAMPSON, THERESA 3561 of 3925 (90.7%) | 3265 of 3580 (91.2%) | 16 (+9)

[FosTER, HARQLD (77107850 (0.7%) [3061F 343 (85.2%) |17 (+18)

|OCHOA, YOUNG {906 of 1000 (90.6%) | 4406 of 4860 (90.7%) | 18 (+12)
CANTRELL, MADELEINE ] 1286 of 1420 (90.6%) 13435 of 3720 (92.3%) } 19(-7) J‘

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.

Agenits Mesding Tvarsation Detsl ook

o

»

i of § | -

Agents Needing Evaluation Detail

Agent Group Form Last Evaluatesd

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
-~
=
4 41 of1 b Pl a Find | Next -"l..' p

1Support Call

Opening

Proper introduction?

Yes w]

No [m]
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?

Yes ]

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

(C° inContact.

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 Tealmation Detall

Restate problem to ensure understanding?
Ask for permsson to place customer on hald

amments

Section Name: Communication Skils
Question
Technical language at caller’s leved of

tanding?

sruncistion clear and

Not Applicabie

'subtotal:

[Evahsation

fis O
e 1040 En Ly Y0
e Ay ola v Evak v -
A tveDisbetes By akonon v Gro v - v
Rety P v T ®
ale
-
AR ) Iser
Jye vor
” se ser
2> M | o -
Call Evaluation Detail
Agent:  Ayala, Daniel
Form Name =101 |Evaluated By Complete Date
| 2stes call 1T 1772 Gina George [Vnans
" Growp: Leacers Team ANL: 7304 | ONISZ 912032998378 Call Direction: Duttound|
Time: 112212013517 24 Duration: 10:00:45 ' 10 Dewice: 7504 Channel:2 ‘
| Customer nEEia-T—T 1.9000 ’u:-u::’ 22000 User3: 30|
Usard:| y4-7000 User5: uiF-Hi00 Useréi:
User7:| Users:| | Usera:
u-nn\ l.l-ll:i | u-ru:’
User13:| Userl4: Userls:
Section Name: Opening
Queslion I t&imm&.
Froper introduction? Yos
Ask for caller's name? Nt

N/A

N/A

20.00 of 20.00 (67%)
-QWE

10,00 of 10,00 [ 100.0%

10.00 of 10,00 { 100.0%

-11 i} of 10,00 [ 100.0%

N/A

130.00 of 30.00 (100%)

W

m
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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 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.

At LAt e at U
Evaluator: George, G
= 0114

Duration:
s iws i

Agert Number:

Caler[D AN]

MreCtion

iser 3

Intro

Yes

Did the agent ask for the caller's

D the agent

Soft skills
Did the agen parscnalize the cor

Meets Expectations

et N Mt Expeclations

Technical Skills

Excesds Expectations
Meets Expectations

Form Total:

Comments

Dud the agent introduc e him'herself by

Use e current prom

2 the agent Sugges! appropnale acd-(

Veas the agent sols 1o nangate o

ety handle (red

Completed QA Form

non |
Numbesr Ca
INLS:
Hanms
) Gate
fesn) Caplue s
Ser
w14
rame?
e
stional greeting
=l t g the ¢aller Y Wl
0 pr t ed ne s alers wenal
hie remaning professonad
o product scrmens atficiently

i Land processing?

ocording

No Dispute

20 of 30 (66.67%)
B 10pes
) Opes
0 10pts
B Opes
& 10pts
0 Opts

15 of 30 (50.00%)

w U
N 10t
of Opes
der
o 10st
0o g
] 10t
X

15 of 20 (75.00%)

1 10pts
o Spts
0 Opes
o 10pts

0 Spts

50 of B0 (62.50%)
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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.

rical Question Detw!

f 3 o -

Critical Question Detail

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

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 o/1/2015 I End Date | 1/14/2016 = Date Type Call Date v
All
Grou All ¥ Status In Progress Agent All v
P - = Complete o -

Question  »

Active/Deleted Evaluations | Active ¥ Form All ¥ Evaluator | Al b

D

4 41 of133 b Bl @ Find | Next B, - (%)

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| Y our 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.

Evalnator OA Serremiar y

o

,,,,,,,,

»w

Evaluator QA Summary Report

Evalumor Calibeaton

ey of Svamaliyr . Court
Q 2 4 & 8 L
& !
e 3 -
0 20 40 B2 100
Evaluator # Evaluations Score Possible Percentage

AdmnsTatr ACmnisrato 5 226 P B3.7%

Total: 11 591.0 860.0 68.7%
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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 | Back il Generate Report |
-~
Start Date 1112015 =] End Date 111412018 ]| Diate Type | Evaluation Date ¥
Active/Deleted Evaluations | Active ¥ Form All v Section Al w
All All All
Uptivity Administrator Billing - Loc ation A Abe Capote
Age: &
Agents Germaine Ahner Groups Biling - Location B Users Aleshia Zahm
Barry Aman - Corporate Account Records - Alesia Cravey -
Report Type Agent v Failure Type Any v
~
3
14 41 of48 b Pl @ Find | Next B, - %

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, Joey Form Failures; 0, Section Failures; 1
Berard, Elmo Form Failures: 0, Section Failures: 2
Bullen, Daniella Form Failures: 0, Section Failures: 3
Burling, Lecna Form Failures: 0, Section Failures: 2
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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.

Geoup QA Semmary Seck Gerente Sepent
= '] cn = 1420 te - e a0 v
ActveiDeleted Forme: Active @ ™ Agert
....... =
oUD! Jsers by it Report Type. Growp v
q Activiagent Aztivelise
Leaders Team . Azveigent inactivelise
of 1 | ¢ W
Group QA Summary Report
Group Summary
Humber of Evalustions . Count
0 2 4 5 9 10 . Scor
Leaders Team
&
Legands Team
0 20 40 60 80 100
Average Score
Group # Evaluations Score Possible Percentage
Leaders Team < 2708 385 70.1%
Legends Team 9 356 833 66.0%|
Total: 13 826.00 1220.00 67.7%
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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.

Group Summary By Month
Month

January ¥

Active/Deleted Forms | Active ¥

All
Biling - Location A
Groups Billing - Loc ation B
Corporate Account Records
4 4 1 of 1 [ [ @

100+

Year 2016 ¥ Periods -
All Al
Admissions Uptivity Administrator
Forms - Agents .
Case Audit Germaine Ahner
Customer Service Evaluation Barry Aman -
All
Abe Capote
Users . Report Type| Month ¥
Aleshia Zahm port Type|
- Alesia Cravey -
~
B3
Find | Mext \1:% > (%

Group Performance Summary Report by Month
For the period beginning 7/1/2015 and ending 1/31/2016

Month Summary

2000

| Back Il Generate Report

— Count
— Srcore
_—— |

- 1500

B - 2

2 — 2

@ — S,

= B0 — -1000 &

g _— g

: _— 5

Z - g

300
60 T T T T T T 0
Aug Sep Oct Nov Dec Jan
Month

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 Manth - 3/24/2016 CalliCopy Recorder Reporting Service Page1of1
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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 humber 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 humber of periods. Report results are limited to
groups to which you have access, even if you select All.

Group Summary By Period | Back Il Generate Report |
(2|
Pericd Type  Quarter ¥ fear e ¥ Pericd Mams| 1 ¥
All
Periods & v Active/Deleted Forms | Active ¥ Forms ~am |5f|a:|.s
Case Audit
Customer Service Evaluation -
All All All
e Uptivity Administrator Billing - Loc ation A - Abe Capote
Agents Germaine Ahner Groups Biling - Location B Users Aleshia Zahm
Barry Aman - Corporate Account Records - Alesia Cravey -
Report Type Pericd ¥
=
4 4 1 of 1 [ [#] @ Find | Next u‘.& LA
Group Performance Summary Report by Quarter
For the period baginning 7/1/2014 and ending 3/31/2016
Quarter Summary
100 6000 — Count
\___ — Score
N\
\ z
: \ 4000 2
=3 \ q
@ ,/ g
o 80 Y / g
a / o
2 \ 5
\ o 2000 §
",.-’ 7]
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 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 % 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.

Muntiple Evalustions Summary S Genesn Regan

«

Supervisor 1D Your Uptivky Aaminitrmar @

»

of L J I M o -

Form: Customer Service Evaluation

Average Score for this Form: 97.1%
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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.

QA Agent Periodical Trending Report £ e ra Feaan

e

|
l‘.
> &
T
|
EELE

»w

o2 M | S

Monthly QA Agent Trending Report

Maonthly QA Agent Trending

Aug Sep Oct Nav De Jan

ustomer Secvice Evaluation Ay sop Oct Novw Dec Jan
. g 0% 952w | %] %64 kL

Grestyy
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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.

QA Agent Trending Report Se a 1
-
R
<
rt Date ' EnaD 1201 - Evakation Date ¢
T
Ao
e Age en A v oup Form
Rec Evehation
ar
abe Cagol
or Alsshio Zar Neporing Period; Moy ¥
Alssi e
-~
=
=
od b2 | o -

Monthly QA Agent Trending Report

Monthly QA Agent Trending

100% —
0% — -
- "
R B0% - S— _ —— - —
L)
¢
8
z m
[ "\ -
608
50
) i Dec
Oct Nav Dec
|Ahner, Germaine B5.6% |77.7% |98.6%
Customer Service Evalustion SBE% [78.6% [98.6%
‘ Greeting | 100.0% [75.0% |100.0% |
Did Agent state company nama? ‘: .09 : 75.0% ‘; 0. 0%
Dia Age V; )
Soft Skills a3
J Agent use countesy statemants 35 appropnae® S0.0% 61.3% {90
1 Agent demonsirate Active 89 30
DI Agent use proper hoid procedur 100.0% 187.5% |100.0%
Use of Tools 7 1
— Dasget 7 0.0% | 62.5%




inContact WFO Reports Reference Guide, 17.1

QA Form Trending Report

(C° inContact.

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 2| End Date | Reporting Period

10M42015

Case Audit
Customer Service Evaluation «

Report Type Form v

Report Dietail

Germaine Ahner
Barry Aman

Form

Ld

14 41 ofl [ Bl <& Find | Next B - @

Monthly QA Trending Report by Form

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

Internal Al Al v Active/Deleted Forms | Active ¥ Group List
All All
. Admissions . Uptivity Administrator .
Form List - Agent List Pty & User List

Monthly QA Trending by Form

Monthly ¥

All

Billing - Location &

Billing - Location B
Corporate Account Records

All
Abe Capote
Aleshia Zahm

| Back il

Generate Report

Alesia Cravey -

2015
Oct Nov Dec
Customer Service Evaluation 88.3%| B£9.1%| 90.0%
Customer Service Evaluation B8.3%| B89.1%| 90.0%
Sales Evaluation 81.9%| B2.4%| B83.2%
Sales Evaluation B1.9%| B82.4%| B83.2%

Dec

100%
95% —
o
g
5 90% N
§ I
85% —
B0% -
Oct Nov
Month

— Customer Service Evaluation

score
= Sales Evaluation score

[eec| =

[
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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.

QA Group Perodscal Trending Repont S Serewn Rapan
<
<
Report Type Montily ¢ a o) LR Perioz Mame  Janum v
Ta . L phem Dminte ALt v
as
- -1 0
A Py Acmrest ¢ "
Qent sl ~ Jeer Ut -
Cose Aust o Sermaine Alver Adeshia Zome
Cusiomer Senct Bakaios - Barry A . Adesla Crave
=
i1 oz 2l | ol v

Monthly QA Group Trending Report

Monthly QA Group Trending

y B acen
98% -
| > o
% —
e
o4
:_ 200
H 1 -
g ! r—
L | ——
d ( ~ - -
§8%
|
6%
B4%
Aug Sep Oct Nov Dec Jan
Customes Service Evalustion Ag-15 Sep 1S Ot~ 15 MNov - 15 Dec- 15 Jan- 16
Greeting 92.5% 850 Q15% 92.5¢ 43,9 93.6%
| 1] ] | I Ll | !
g3 b 8l 54 i
) ¥ 26 ) 3 ¥
Nt 5 N & A VA A

Soft Skills Aug-13 Sep-15 Oct-315 Nov-15 Dec-15 Jan- 16
' A 76.6% 85 80.0'% 080.2% 81.2% 33.6%

Feont Line - Locaton A
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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 Growp Scorecand

L Tate Traw Col Duse

LRty Senvve Cysastes o

Group Scorecard

Growp Scorecan!
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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.

QA Group Trending Report

Monthly QA Group Tranding

W

»

Dec

| Front Line - Location A
| Customer Service Eval z20s
e 198.9% |95.4%

1] 103, 7%

Did Agent stade hisher
Soft Skills 54 6%

ha Agenl use o

Dia Agent demor
Did Agent use propar hald procecurss
Netes

Use of Tools 189,1% |83.39

Wi recornd in CRM in timely manner? 87.0% |BS.2%

)it Agent
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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

[ees| =

< T

Corporate Specialist - Location A+

Older Than| 152018 " Groups c orporats Specialist - Location B
— Foundation
Front Line - Location A hd
~
&
4 41 of1 b [kl 4 Find | Next [ - @

QA Pending Acknowledgment

Selected Groups: Front Line - Location A

Form = ngent= Call D 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




(E- inContact.

inContact WFO Reports Reference Guide, 17.1

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 Serrmiary By Ferm
M
- : A
: - s v
afl i | =
Form Performance Summary Report
Form Summary
N -
02 04 06 B 1 - -
100
Form # Evaluations  Score Possible Score  Percentage
Customser Service Evaustion 891 116171 124740 93.18
Seles Evalual | 578 45430 50850 89.3%
Totak 1569 161601 175590 92%

Jerecats Peport

LU

w
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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 Queston Seze Geraraie Reps
-
<
Start Date 12180015 Endd DAt 1120016 Oats Type Cal Dot v
M
ActiaDulslas Forme  AdSve v Greups Fotme —:.-””"‘
Case Audt
Corporate Azcoumnt Records - Customer Servics Evabation «
g =3
Uptwiy Agmmstrator ADe Copote -
2 riod GRrMBne Ahner Users Aleshia Zatur Report Type Form v
Barry Aman - Alesis Crovey -
-~
=
i 41 o3 d wl " f I o -3
Question Performance Summary Report
For Tu=aday, Dacember 15, 2015 to Fiday, Jaruary 15, 2016
Question Summary
. ccore

Did Agent state company name?

Did Agent state histher name?

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

Did Agent use proper hold procedurss?

Did Agent find record in CRM in timaly manner?

sestions

Custorner Service Evaluation

Did agent navigate knowledgebase efficiently (if needed)?

Did Agent use comect closing cods n CRM?

r Use of Tools — — Soft Skills—; | Greeting 4

Did Agent resolve call within support gudelines?

Did Agent probe for additional concems?

Oid Agent thank customer for calling?

— Closing

Did Agent offer to transfer 10 customer sat survey?

20 40 &0 &0 100

Form: Customer Service Evaluation

Section: Greeting Grade: |97.1%
Did Agent state company name? Auto-Fail  Value Grade: 100.0%
Vo5 891 (100% | None 10of 10 |
_ Did Agent state his/her name? , Aatofail  valve  Grade:  942%
(e 839 (94%} | None 10 of 10
No | 52 (6% ’f..-r‘.-.v*. Dof 10
Section: Soft Skills |Grade: |84.8%
Did Agent use conrfesy statements as wml Auto-Fail  Value Grade: 76.5%
Excallent | None | ) g ) |
j'\'CIZWE 7 of 1C
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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
-~
=]
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
Corperate Account Records - Customer Service Evaluation -
Al All
Uptivity Administrator Abe Capote
Ag y v
Agents Germaine Ahner Users Aleshia Zahm Report Type| Form
Barry Aman - Alesia Cravey -
-~
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

N Score
r
c  Use of Tools
=
=
=
@
w Soft Skills
w8
E=
° o
5 Greeting
£
j=]
k]
= .
o Closing
L
0% 10% 20% 0%  40%  50% G0%  TO%  S0%  a0%  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.

ey statements as Excellent

Excellent

t probe for addbonal concerns? | Yes

J Agent thank customes for calling? Yes

aent offer to transfer 1 customss satl Yes

Qualey fesurance Detod - 1152010

10.00 of 10,00 {100.08

W t demanstrate Active Listening? 10,00 of 10,00 {100.0% )
Did Agent use proper hold procedures? Yes 10,00 of 10,00 {100.0%)
Notes |Great tone of voice A
|subtotal: |30.00 of 30.00 (100%)
Section Name: Use of Tools ' - -
Question Evaluation Score
Did Agent find record in CRM in tmely ‘--: .; ),00 of 10,00 (100.0%
manner?
Did agent navigate knowledgebase Yes [ 10,00 of 10.00 {100.09
efficiently (If needad)?
Oid Agent use correct closing code In Yes 10.00 of 10,00 { 100.0%
CRM?
|subtotal: |30.00 of 30.00 (100%)
 Section liame: (.'ioliig - 1
|Evaluation Score
,-_A,-..-‘i.ﬂl wlt]vn-:uyp_-'. .‘v-: ‘;-.‘Ilr‘.‘l 30.00 {1X

10.00 of 10,00 {100.0%)

4:_“‘.’5":‘:'.” ©

d 15,00 of 15.00 { 100.0%
v
| Subtotat: | 60.00 of 60.00 (100%)
Saction Name: Notes v '
Quesllbn T[w);)luallon 'S(ore
Reveewer Notes ou are a superstar! .H A
i [subtotat: [0.00 of 0.00 (0%)
"man: | 140.00 of 140.00
| (100%)

Page 1 of 33

Quatity Assurance Detall Baze Jerarnia Razos
"e & 1 \ e Ecsbustion v
A A v E « Al v Servi e Evatunts
Az ve/Deisted Evaluodor Artve v a8 v Ques' i v
Reaponse v
of330 b W ; e
Quality Assurance Detail
Agent: Administrator, Uptivity
Form Name |call 1D |Evaluated By | Complete Date
Customer Service I 47201 Your Upkivity 171042016
| adminsteator
Section Name: Greeting
Question Evaluation Score
Did Agent state company name? 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
|Evatuation | Score
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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 Penodical Trending Report Sex- Jecew e
-
<

. otk v v —. . - v
1
v > o
A At 1
- l= L o B
2 - ~
n Jpety Adermmy be Capone
- errane A '
st aman o
Ca pe ’
2
LN Y o -

Monthly QA Group Trending Report

Monthly QA Group Tranding

100
ocalor
Cbor
3 5 '
T
e ] caton B
75 e -
S — e —— - e e —
T8
ug op Dct N De an
Customer Service Evaluation Aug ) oct v Dec 1an
Greetng 12 2% &hI% a7 9% 8% 0% 31 0%
Soft Skills 785" G249 50 59 60 2% Bt 7%
Use of Tools 330% wi% 224% 833% 41
osing L 8%
Notes | 0.0%| 00| 0.0%| 0.0%)| 0.0%] 0.0%
Sales Evatuation Aug Sep Oct Nav Dec Jan
Greeting 915% 59.3% 296% 92 4% 91 4% 938%
Sales Skills 30 4% 5 08 75, O 7% A5 73 9% =7 ra
Documestation 57 2" TI6% T0.2% B2 68 73.2% 738
Grooting Aug Sap Oct Now Do lan
Front Line « Locatian A 8% 58 07 4% 77 7¢ 80 83 20 74 02 7%
stion 8 | 882w 923 B %W  B57W| 913% 64%
. n 8
ficat Maon A - K
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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. inContact WFO 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 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 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 here, a group of four evaluators has completed a calibration
evaluation for the same call (Call Record ID 1825).
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(C° inContact.

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 4rap/2015 |
(&
04 4 1 of 3 b 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 Calranon Trenging Repon

“©t

M
o »x
T y
nlryg ¢ 20 .
Coep eh e Exaunt
-t -~
Abw Capeoe
o
anr M -2
a
e
o5k | ol .

“G i Monthly QA Calibration Trending Report

Moethly QA Evaluator Score Trending

Abe Coapotn 3
" Customes Service Evatuntion 02 3 3
Greeting 97.7% 98.5% [9B&% [383% [9E
[nd Agent state company name’ It 36 | N Tot )
Dva Agent tiale hahe c <k | 4
Sof Skilly

1 Agent se [oUMEy statnnacls 3 arcroprale?

Notos VA \ A \ VA \
Uwse of Tools ' 4 9 an 8o 5% |1 a1.2
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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 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.
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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).

Sof-Evatuaior Comparsson Repart

ol

»

Self-Evaluator Comparison Report

Aourt: Ayaa, Dankd = B |8
_____ 14 a3 Date 1
Evakiaton Date Range:  Friday, Janugry D1, 2016 to Thursday, February U4, J016
Evaluator | Evaluation ID | Poimts Possible Points | %
s
Opening
Proper introducsion? Possible Points: # 10.00
Evauation 1D Evaistor Hexponae
123 Admimstrator. Administrator Yoz MRE L
Ash Tor caller’s name? Possible Poims: # 10.00
Evauation 1D Evesustor Reaponse
123 Admirusteator. Adminsteator 0 00
R P 10 snaure dng? Fossible Polnts: # 10.00
Evauation ID Evotumtor Araponse
127 Adminsiaton Adminsiaiorn N o
Commaents: Passible Points: # 0
Cvmuation 1D Cvamiator Reaponse
122 Adminestrator. Adminestrator Saying, 1 undarstand the problem not the same
ps resiating e probier

Commumication Skills

Technical languogs ot caller's lswwl of Possible Polnts: & 10.00
understanding ?
Evatiation (D Evaumtor Heaponee

123 Adminestrator, Adminstrator Yes 10 00
Pack sl snunciation clear aned Possible Point: # 10.00
understandable?
Evaustion 1D Exatumor Hexponee

23 Adminssteator Adminstrator Yes 10 00
Patient and ampathetic tons? Possibde Poims: # 10.00
Evaluation ID Evauotor Response

27 Admimsstaaton Admimstaton N 000
Comments: Possible Polnts: # 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.

Salt Cusanoan Tieraeg Repen

e

wm

Weekly Self-Evaluation Trending Report
Weekty Sull Evauaton Tranding Hepon
3%
A !
Daniel Ayata 80,04 8.5
‘

Laedurs SellEval
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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

Sysztem Usage

Pages : 1

Charts the daity consumption of memory resources by saved audio and video files.

Totalincidents of logged user activities over time.

Time =pent legged into the CallCopy system per user.

Search

Date Created

2011
Jizonm
anzom

Go To Page : |1

of1 (3

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.

Pricel My Repocts ¥ Prose Ystus Cmort

Swport Tools

Syntem Seports

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 Tuesday, 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

Start Date | 12/15/2015 =] End Date 11512018

4 41

System Usage

of 3 [ Pl @ Find | Mext

Date User
12/15/2015| Administrator Administrator

=] user| A

@

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

l Back “ Generate Report

Time In System
06:29:03

12/16/2015| Administrator Administrator

23:23:23

12/16/2015|callcopy admin
Total:
12/17/2015| Administrator Administrator

03:19:23

]
A
N
&

24:00:00

12/17/2015|callcopy admin
Total:
12/18/2015| Administrator Administrator

24:00:00

48:00:00
24:00:00

12/18/2015|callcopy admin
Total:
12/19/2015| Administrator Administrator

24:00:00

48:00:00
24:00:00

12/19/2015|callcopy admin
Total:
12/20/2015| Administrator Administrator

24:00:00

48:00:00
24:00:00

12/20/2015|callcopy admin
Total:

24:00:00
48:00:00

|
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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 VoOIP 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 WFQ'’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 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 refrezhes every 5 zeconds. Last Refrezh Time: 6/11/2010 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 413042010 8:29 PM
7505 10.100.6.41 1 (3)Parsed SIH2010 247 PM
7503 10.110.18.2 1 (3)Parsed B/1/2010 7:35 PM
7504 10.110.19.2 1 (3)Parsed &/26/2010 10:16 PM
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License Information

License Information Reload

System License Available : Wes

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 : 89
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

Tools - Systom Status
“ Logged In Usars
Usernnnie * | Login Time
aparuser
1
4 Channel Summary
Idie Recording hannels
0 ¢ 155
+ Channe! Status
Channel Siate - Lt State Clanges Agerd Neme Herardmg Device wecar]
133 Out *Servce 12 24304 pu
& Qeay
4 [ea3y
€ Reagy
g Realy
Reazy
g Reasy
u Raaty
] Haaly
" Sewty 112 5250 Pu
13 4 e ‘I | Mnmut 415 2
* Screen Capture Cliont Status
Agent Marme Fearnanve . P Addrnss Campitar Version Applic ation
ureI VI apart! W80 11101 syentlgc 4001020 wirre 11w
Ricrard Curnngram sperti wigonm sgertt i po 8081030 e e
Stoart Dwyer agartil W0 I sgertidpe 20451020 sore ite
lererry Carmozza apartid LRE LR RN L agert12.po 50481020 same tie
Carmen Bemer agertil 10180 11,102 agertid-pc £0.0,7020 olre it
Freas Hanges apentis 10120 11,198 agertis-pc £0.0.1020 senve tie

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 States

This page astoeatcelly redvahes svery * seconda Lazt Mefeant Time 0222017 11.08 17 AM

Covpmisd Recnrsx

Mentit ottt Queuned ¢ ! pcate T
sae F ol opy iecerting e 2013100935 FlaiCopy'Recomn ga Q01 11 S0F0SQNI602- 68-59-33 ware 1080013 51928 AW 18/Q013 91559 AW
Mo b Progress Recocds
Fadet Recsrds

Kdpartery Go D mitrras [ satn Ton vext Baedry Time \Mampte tat
219 F \Caiopy\Recerdings 20 1 30010 LITAEDO1E s Ursnewn (4
21 F A oy Recerdng a0 1230 D4 T Q134 0SSN EITEEIC0%0 3 Urdnewn (4
2 F A opy Recarding o] 1 J3000TSA8 T 448 1 3.00-47 coe LI py R cordn gr D1 2090617 S48 545 130047 wraw SO A IR I9AW  ITIEINGSO 3 Urdnewn (4
oo P Recordnpa VP20 1 300 T4 7445134821 coa f BecardegatVeP Q01 J0SOTIT4ARI MG 102025 way WO 1040 11 AN E3TSETIIN 3 Urderarwr (4

“H F ‘Racorengs'VoPI0 1 JETO VT4 148 FiRecsrdrgy VPR U1 MITUTT L4040 155030 way TR LN N Urdnpwn (4
w2 F\RecoranpaVoP20 1) TOAGT S48 558 P RecerdrgevsiPR01 307 00T HEEIS46. 15. 0615 way TAROY € 5312 AW Urnown (4
wra P 'Racoren g uP 20 THADNT 45132617 cce FiRecerdingsVoP0) ) (754546 13.26-17 waw 5324 P 3 Ursnown (4
®Iz FRocoetngy\VOPI0 I MTO VIS4 T E4E- 114405 cca T \Re0ardngs OVDIP 201 107007 54547546 12.44-05 way J4armMm 3 Undnown (4
&7 F \RecorangsVoP20 1) 120458 oce FRecorangstaPan! 3 I 15 Urengwn (&
&7 F\RecoronpdVoP 201 IO NTS45 T 548- 1 205-18 oce FRecordrgetVaiP Q01 20707 S8ES46-12-05-12 wax 7 FITIB55088 3 Uninpwn (&
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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 humber of attempts that
have been made, and the current status of the process.

Audit Report

Time Logged ~ IP Address Associated Username Message Component

User "Unknown Unknown” (-1) tried t
03/12/2012 13:55:54 | 10.100.5.131 Unknown Unknown el Y Onéuthorize
access URL "HomeDefault aspx".

{Login ?ReturnUrl=%2iAdministration%

03/12/2012 13:56:02 10.100.5.131 Manisha Ingale User "Manisha Ingale" (34) logged in. e i
2fPermissions%2fUserEditte2f54
i . . {Login ?ReturnUr=%:2fAdministration®
03122012 13:56:02 10.100.5.131 Manisha Ingale User "Manisha Ingale” (&4) logged in. o i
2fPermissions ¥ 2flserEdit% 2154
03/12/2012 13:56:02 10.100.5.131 IManisha Ingal User "lManisha Ingale” (34) | d out L TERR D=l
! o T anisha ingale - LTI (L () (T =1 O 2fPermissions%2fUserEdit%e 2134
) i User "Manisha Ingale” (34) changed user . . X . .
03122012 13:57:23 10.100.5.131 Manizha Ingale [Administration/Permissiens/UserEdit/a4

84" ().

i User "Manisha Ingale" (&4) created - X . :
03122012 13:57:23 10.100.5.131 Manisha Ingale IAdministration/Permissions/UserEdit/84
superuser "84" ().

03/12/2012 13:57:27 10.100.5.131 Manisha Ingale User "Manisha Ingale" (34) logged out. {Logout

User "Unknown Unknown” {-1) tried fo .
03122012 13:57:27 10.100.5.131 Unknown Unknown CnAuthorize
access URL "Home/Default aspx”.

ILogin ?Return Ur=%:2fAdminisiration®

NN 12673 ILELLT-EEE] Bdopicko ) L 1L MR8 opinko ) Lot S 4y | 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 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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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 the Summary Table 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 the Simple
Table 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]

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
¢ Row Fields: Username
e Criteria Field: Username

e Criteria Operator: Equal To
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e Criteria Value: [Username]

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
(ANI)
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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.

¢ 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 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

¢ 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

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

e Criteria Value: [File Name]
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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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