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Introduction

Discover by Uptivity is a workforce optimization (WFO) suite that interfaces with your existing ACD/PBX
technology and personal computers. It enables organizations to maximize customer satisfaction by leveraging
call recording, quality management, desktop recording, speech analytics, and performance management
capabilities.

This manual is for system administrators, application administrators and managers who will be performing the
tasks outlined in the table of contents.

This manual assumes you are familiar with:

1 The ACD/PBX configuration relative to the Discover and all relevant settings and identifiers for their
location.
1 Basic Windows PC usage such as right- and left-clicking the mouse.

1 Basic computer networking.

Administrators should also be familiar with information in Discover’s guides for installation, reporting, and
integration. The Discover by Uptivity Web Player Manual covers basic tasks such as navigation and logging into
the system.

Most administration tasks are performed in the Discover Web Portal. This portal is deployed during the
installation process and can be accessed using either Internet Explorer or Firefox.

A hostname or IP address for the server will be established so that you may access the Discover Web Portal. If
multiple Web Portals are installed in a network, each will have a unique hostname and IP address.

http://discoverserver.uptivity.com =

Discover has a default account with system administrator level privileges. The Uptivity Installation team will
provide you with the account username and password. It is recommended you change your password from the
default provided as soon as possible. If your system is configured to use AD authentication, this account will not
be available to you; the Web Portal must be configured to allow either Database or Hybrid Mode authentication.

The version number for your Discover software is
displayed in the upper-right corner of the login page.
This version number can be useful for locating correct

Copyright © 2014 Uptivity, Inc. All Rights Reserved.
53

documentation for your software and when obtaining

support for your system.

Discover 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.



Roles & Permissions

Permissions are associated with Roles that are assigned to either users or groups. They define what users can do
in the Discover system. Roles are attached to users or groups, and specify permissions for those users. Key facts
about roles include:

1 Arole can be assigned to multiple users.

1 Ausercan be assigned multiple roles.

1 Role permissions are cumulative. For example, Role A has Permission 1, and Role B does not have
Permission 1. If a user is assigned both Role A and Role B, that user will have Permission 1.

1 Discover permissions do not conflict. Most permissions allow users to do things, but a few On-Demand
product permissions prevent a user from doing something.

1 Discover allows you to create an unlimited number of roles. Having more roles allows security to be more
granular and targeted to the needs of specific users. But more roles can be confusing to administer, and
users may not know what roles they need when they request access.

At the time of installation, Discover includes:

1  One default role: DiscoverDefaultAgent. This role cannot be deleted, but its permissions can be edited.

1 Roles migrated from earlier versions of Discover (if applicable).

1 A Superuser account with all permissions. The Superuser access level is not considered a role. You can grant
Superuser access to individual users, but Uptivity recommends that you limit the number of superusers for
security reasons.

Before creating users, develop a single plan that governs the use of groups and roles. Below are two generic
plans.

Plan 1: Small Team

In this scenario, a company has one location, and 30 agents are divided evenly to work three eight-hour shifts.
Each shift has a supervisor that reviews call records and performs quality evaluations. The company owner and
another employee administer the network and Discover. All calls are for the company’s products.

The company could create:

1 An Agent role and an Agent group — All agents are placed in the group, and the role allows them to review
their own calls and evaluations.

1 A Supervisor role and a Supervisor group — All supervisors are placed in the group, and the role allows them
to review any agents’ calls, perform evaluations, and live monitor agents.

1 A system administrator role assigned to the company owner and administrator. These users can create
users, change system settings, and also perform tasks that supervisors do.
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Plan 2: Multiple Teams

In this scenario, the company now has three locations, and 120 agents who work a variety of shifts. All agents

answer calls for the company’s products. Some agents answer calls for a new Product X. Another group answers

Spanish callers.

1

An Agent role and an Agent group — All agents are placed in the group, and the role allows them to review
their own calls and evaluations.

A Supervisor role and a Supervisor group — All supervisors are placed in the group, and the role allows them
to review any agents’ calls, perform evaluations, and live monitor agents.

Spanish Agent role and Spanish Agent group — Only certain agents are placed in this group. The role is
assigned only to this group.

Spanish Supervisor role and Spanish Supervisor group that evaluates Spanish-speaking agents.

Product X role and Product X group. — Any supervisor can evaluate these calls, so the Supervisor group is
given permission to this group. Having the group allows calls for this product to be searched for and
reported on in Discover.

A system administrator role assigned to the company owner and administrators. These users can create
users, change system settings, and also perform tasks that supervisors do.

Roles can also be created for Discover modules such as On-Demand and Toolbar. Some agents may use these

applications while other agents do not. In this situation, creating an On-Demand or Toolbar agent role and

assigning it to a few agents maintains the base agent role and allows the flexibility to assign the module-specific

role. Similarly, some supervisors may need access to certain reports but not others. Creating one or more

supervisor reports roles addresses this need for granularity.
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The Roles list shows the existing roles and when they were last modified. The system automatically generates
the Role ID and uses this to track the role. This enables you to change the name of a role if necessary.

Roles

| Assign Usersto Roles || DeleteRoles | | | | AddRole |

Search: -~ B3 |

d Name ~ Description

279 SurveyTest

1 DiscoveryDefauftagent This role contains the basic permissions normally available to al users. The role may be edited but may not be deleted
230 ClariyUser

278 ClaritySuper

276 CCSuper Typical permissions for a call center team lead o group supervisor

277 CCManager Typical permissions for & call center manager

- 1

Last Modified
1/25/2013 10:23 AN
211012014 10:07 AM
272014 11:25 AN
12/27/2013 2:53 P
20412014 9:31 AM

2/412014 9:30 AM

Displaying items 1 - 12 of 12

Create a Role

To create a role:

1. Click the Administration tab and expand Permissions in the left navigation menu.
Click Roles.
Click Add Role.

Enter a name for the role and, optionally, a description.

SR

Select the check box(es) for the permission(s) needed for the role. For more information, see

6. Associate the role with one or more Discover Group(s), ACD group(s) and/or ACD gate(s) if desired. For

more information, see and

7. Click Save.
Edit a Role

To edit a role:

1. Click the Administration tab and expand Permissions in the left navigation menu.
Click Roles.

Double-click the name of the desired role.

Make any desired changes

Click Save.

SIS
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Copy a Role

Copying a role assures consistent permissions assignment. For example, you have one role for a group and want
to create a group that will perform the same actions in Discover but handle a different type of call. Copying the
role and giving it a different name assures that the agents have exactly the same permissions.

1. Click the Administration tab and expand Permissions in the left navigation menu.
Click Roles.

Click the role to be copied.

Click Copy Role.

Enter a name for the role.

Click Save.

AV AW N

Delete a Role

Deleting roles removes permissions from users to which the role was attached, but does not delete the users
themselves.

1. Click the Administration tab and expand Permissions in the left navigation menu.

2. On the Roles page, click Delete Roles.

3. Select one or more of the Available Roles.
4. Click the right arrow.

5. Click Delete.

6. Click Back.

General Administration

Allow User Administration: Allows the user to add, edit, and delete other system users. This is an
administrator-level permission.

Allow Password Changes: Allows the user to modify their own password in Discover. If unchecked, a system
administrator will have to modify the password for the user.

System Permissions

Allow System Configuration: Allows the user to modify system configuration settings. This is an administrator-
level permission.

Allow Recording Record and File Deletes: Allows the user to delete records from the system. This is an

administrator-level permission.

Allow Archive Administration: Allows the user to create and edit Archives. This is an administrator-level

permission.

Allow Group Administration: Allows the user to create and edit Discover Groups.
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Allow Scheduling: Allows the user to set system-wide schedules. Recordings based on system schedules are not
governed by the disk quota of the user who created the schedule. This is an administrator-level permission.

Allow API Authentication: This permission is not used.
Coaching Permissions

Note Coaching permissions for performing, editing and deleting evaluations are affected by the Player
permission "Allow Viewing All Call Records and QA Evaluations". Users with this permission could
potentially view QA reports for all groups and agents, evaluate any agent, edit any evaluation, and/or delete
any evaluation.

Allow Viewing of QA Evaluations: Allows users to view and access evaluations for any group to which that user
has permission, including their own evaluations. Selecting this option automatically selects the other Coaching
permissions. If those permissions are not appropriate for a role, they must be cleared individually.

Allow Deletion of Completed QA Evaluations: Allows users to delete completed QA evaluations for groups to
which that user has permission, including their own evaluations. This allows for a disputed score to be deleted,
and then reissued when appropriate. This permission does not apply to in-progress evaluations.

Allow Manage Achievements: Allows users to add a new achievement type for any agent or group. Also allows
users to view and edit added achievement types, view a list of achievements awarded to agents, and upload
custom icons displayed when achievements are awarded. Achievements can be awarded to the specified groups
or agents based on either QA evaluation scores or as an ad hoc achievement. To award ad hoc achievements,
the user must have the Allow Award Ad Hoc Achievements permission.

Allow Editing of Completed QA Evaluations: Allows users to edit the score or responses of a completed QA
evaluation for groups to which that user has permission, including their own evaluations. This permission does
not apply to in-progress evaluations. To edit completed evaluations, the user must also have the Allow
Performing QA Evaluations permission.

Allow Performing QA Evaluations: Allows users to issue an evaluation upon an agent in any group to which
that user has permission. Users with this permission may also serve as arbitrators for dispute resolution
involving the agents they have access to evaluate. Also allows users to edit or delete an in-progress evaluation for
an agent in any group to which that user has permission.

Allow Award Ad Hoc Achievements: Allows users to award an existing ad hoc achievement type to any agent or
group to which that user has permission. To add or edit achievement types, the user must also have the Allow
Manage Achievements permission.

Allow QA Form Administration: Allows users to build and edit a QA form for any group.

Allow Content Library Management: Allows users to upload and manage files in the Content Library.
Reporting Permissions

Allow Viewing Call Reports: Allows users to run reports based on call detail data.
Allow Viewing QA Reports: Allows users to run reports based on QA data.

Allow Viewing Analytics Reports: Allows users to run analytics reports (requires optional Analytics product).

14 Discover by Uptivity Administration Manual, v5.4



Allow Viewing Audit Reports: Allows users to run audit reports to monitor actions taken by other users in the
system. This is an administrator-level permission.

Allow Viewing System Reports: Allows users to perform system-level reporting. This is an administrator-level
permission.

Allow Discover Ad Hoc Reporting: Allows users to view the Ad Hoc Reporting menu, create ad hoc reports
using the Report Builder page, and view/edit any ad hoc report that has been saved. This permission does not
provide access to any report data and does not change the ability to save report search criteria as public or
private. These reporting category permissions control the data fields users see in the ad hoc report builder:
Allow Viewing Call Reports, Allow Viewing QA Reports, Allow Viewing Survey Reports, Allow Viewing Audit
Reports. For example, to create/edit an ad hoc report on QA evaluations, a user needs both the Allow Viewing
QA Reports and Allow Ad Hoc Reporting permissions.

Allow Report Subscriptions: Allows users to set a specific report to run at a scheduled time, and provide the

results to multiple users via email.

Allow Viewing Survey Reports: Allows users to run survey reports (requires optional Survey product)
Player Permissions
Allow Viewing of User’s Own Records: Allows users to view calls recorded from his/her associated user

account.

Allow Viewing All Call Records & QA Evaluations: Allows users to view all call recordings and QA evaluations
regardless of Group and/or Gate settings. Uptivity strongly recommends assigning this permission to very few
users. For related information, see

Allow Live Monitoring of Calls: Allows users to listen to audio of contacts in "real-time."

Allow Downloading of Export: Allows users to export records from Discover to their workstation using the Web
Portal.

Allow Emailing of Export: Allows users to export and send them to an email address by using the Web Portal.
Allow Bookmarking: Allows users to attach public or private bookmark comments to call records.

Allow Viewing of Video: Allows users to view video desktop recordings associated with call records. Also allows
live Monitoring of video and video for timed schedules (i.e., screens recorded without associated calls).

Survey Permissions (Survey product required)

Allow Viewing Surveys: Allows users to view completed Survey results.
Allow Survey Administration: Allows users to manage Survey server configuration.
Allow Editing Surveys: Allows users to create, delete, and manage Survey forms.

Allow Deleting Surveys: This permission is not used.
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Analytics Permissions (Analytics product required)

Allow Analytics View: Allows users to view Analytics data in the Web Portal.

Allow Analytics Administration: Allows users to manage Analytics configuration.

On-Demand Permissions (On-Demand module required)
Note If permissions are changed while a user is logged into On-Demand, the changes will not take effect
until the next time the user logs into the On-Demand client.

Allow Recording by Device ID: Allows users to record using the physical device extension.

Allow Call Updates: Allows users to update the call recording with additional information. The additional
information is stored in Discover's user-configurable database fields. You control which fields the users can
update using the On-Demand module. For more information, see the On-Demand Administration Guide.

Prevent Setting Changes: Prevents users from changing any other settings beside the Logging Level and Device
ID/Extension/Voice Port.

Allow Web On Demand: This setting is not used.

Allow Recording by Device Alias: Allows users to record using a device alias (a device ID that does not
physically exist, but is mapped to an existing physical device). Supports environments where agents use different
physical devices but keep the same extension.

Allow Recording Stop: Allows users to stop call recordings that they initiate or that are already in progress. This
allows the user to stop the recording even if your system is set to always record. For related information, see

Prompt for Device at Login: Prompts users to input their physical Device |D/extension/voice port each time
they log in. This setting cannot be used if the Prevent Device ID Changes permission is selected.

Notify On Demand Recordings Only: Allows notifications to be displayed only for recordings initiated through
the On-Demand client.

Allow Desktop Recording: Allows users to start and stop the desktop recording product if it is installed on their
workstation.

Prevent Device ID Changes: Prevents users from setting or changing their device 1D /extension/voice port from
the On-Demand client. When this option is selected, you must maintain the association of device IDs to
workstations. For related information, see . This setting cannot be used if the Prompt for
Device ID permission is selected.

Allow Blackout Start and Stop: Allows users to start/stop blackouts of audio recordings using the On-Demand

client.
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Dashboard Permissions

Allow Widget Administration: Allows users to configure widgets or perform restricted tasks in widgets. This
permission is not for granting users access to data. For example, users must have this permission to post items
to the News widget, but not to see the News widget on their dashboard.

Allow View Forecast Actual Data: Allows users to view, in Discover, forecasted call volume data and actual call
volume data created and maintained through Clarity.

Allow View Service Level Data: Allows users to view, in Discover, Service Level data created and managed
through Clarity.

Allow View Snapshot Data: Allows users to view, in Discover, call data and agent status information created
and maintained through Clarity.

Discover Toolbar Permissions (Discover Toolbar module required)

Allow Access Through Desktop: Allows users to load and access the Desktop Discover Toolbar application.
Clarity by Uptivity Permissions

Note These permissions are listed in alphabetical order. They appear only when Clarity is installed along
with Discover. In this type of hybrid environment, all roles are managed through Discover. For related
information, refer to the "Roles, Permissions, and Accounts" section of the Clarity by Uptivity Administration
Manual.

Call Off: Allows users to record call offs for themselves or others in Clarity.

Can Be Supervisor: Allows users to be assigned as Supervisors for Clarity Teams. Additional permissions are
needed to perform tasks such as approving swaps. Removing this permission causes the user to immediately be

removed as a supervisor from all Teams.
Configuration Section: Allows users to do all tasks on the Clarity Configuration tab.
Edit News Widget: Allows users to add, update, and remove items from the Clarity Home page’s News widget.

Employee Create: Allows users to create user accounts in Clarity. Users created in Clarity will appear in Discover
when both applications are installed together, even if the creating user does not have Discover's Allow User
Administration permission. However, any Discover-related settings (for example, the Agent check box) must be
configured in Discover.

Employee Profile All View: Allows users to view Clarity profile information for any user.

Employee Profile Team View: Allows users to view Clarity profile information for employees who are members
of a Team for which they are a Supervisor. Also causes those employees to be visible on Schedule Search screen.

Employee Schedule All Edit: Allows users to edit any employee’s schedule.
Employee Schedule All View: Allows users to view any employee’s schedule.

Employee Schedule Team Edit: Allows users to edit the schedules of employees who are members of a Team
for which they are a Supervisor.
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Employee Schedule Team View: Allows users to view the schedules of employees who are members of a Team
for which they are a Supervisor.

Employee Search: Allows users to search for any employee and see those search results. Search results can
include Name, Labor Unit, Location, Title, and Team memberships.

Employee Section: Allows users to access the Employees tab in Clarity but not do anything on it. This
permission is required in order to have other Employees tab permissions.

Employee Self Edit: Allows users to edit their profile’s email account and change their Clarity/Discover
password in Clarity.

Forecast Acquire: Allows users to load call history data to create a forecast data set.
Forecast Predict: Allows users to generate a forecast.

Forecast Section: Allows users to access the Forecast tab but not do anything on it. This permission is required
in order to have other Forecast permissions.

Forecast Trend: Allows users to create an historical trend line when creating a forecast.
Historical Widgets: Allows the user to add and view historical reporting widgets.

Home Page Widgets: Allows users to add/remove Jview widgets from the Clarity Home page.
Leave Request Approval All: Allows users to approve leave requests for any employee.

Leave Request Approval Team: Allows users to approve leave requests for employees who are members of a
Team for which they are a Supervisor.

Real Time Widgets: Allows users to add and view real-time reporting widgets on the Real-Time Reports page.
Reports Historical: Allows users to access the Historical Reports page but not add or see the historical widgets.
Reports Processes: Allows users to access the Processes page.

Reports Real Time: Allows users to access the Real-time Reports page but not add or see the real-time widgets.

Reports Section: Allows users to access the Reports tab but not do anything on it. This permission is required
to have other Reports permissions.

Roster All: Allows users to view the Real-Time Roster for any Labor Unit or Skill group.

Roster Team: Allows users to view the Real-Time Roster for any Team of which they are a Supervisor.
Schedule Bidding: Allows users to manage agent ranking criteria, bidding schedules, and bidding periods.
Schedule Create: Allows users to create a schedule from loaded forecast data.

Schedule Load: Allows users to load a forecast data set to create a schedule.

Schedule Publish: Allows users to publish a schedule.

Schedule Section: Allows users to access the Schedule tab but not do anything on it. This permission is
required to have other Schedule permissions.

Swap Request Approval All: Allows users to approve shift swap requests for any employee.
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Swap Request Approval Team: Allows users to approve shift swap requests for employees who are members of
a Team of which they are a Supervisor.

Allow Clarity Ad Hoc Reporting: Allows users to view the Ad Hoc Reporting button in Clarity, create ad hoc
reports using the Report Builder page, view/edit any ad hoc report that has been saved, and save ad hoc report
search criteria as public or private. This permission provides access to all Clarity report data. A user must have
permission to the following in order to use the Clarity ad hoc reporting feature: Reports Section, Reports Real
Time, Reports Historical, Reports Processes. Clarity ad hoc reports can only be accessed through Clarity; they
are not available from the Reporting tab in Discover.

User Edit Field Permissions

Discover provides fifteen (15) fields that you can customize to contain data relevant to your organization. These
fields can be populated automatically via custom API integrations or manually by your agents using the On-
Demand module. You can assign individual permissions to edit each of these fields. For related information, see

Group permissions give a user access to call records and other items created by members of a Discover Group.
The user also needs relevant Player Permissions, such as Allow Viewing of Video. Assigning permission to a
Discover Group does not make a user with that permission a member of the group. For details, see

A role has access permissions to all Discover Groups shown in the Attached Group list. Groups may be moved
from the Attached to Unattached list, and vice versa, to provide or remove permissions.

Most PBX/ACD systems offer one or more means of grouping agents. Depending on the system, terminology
may vary: labor groups, hunt groups, skills, gates and queues are just a few of the naming conventions.

Group and ACD gate/queue permissions give a user access to call records and other items created by members
of these types of groups. The user also needs relevant Player Permissions, such as Allow Viewing of Video.
Assigning permission to a group or ACD gate/queue does not make a user with that permission a member of
the group, gate or queue. Those memberships must be assigned on the PBX.

If no groups are specified, users with this role will be able to view all ACD groups. If groups are specified here, all
groups will still appear in the Call List Quick Filter Menu, but only calls for the specified groups will be available.
This behavior is consistent with how Discover Group and Agent quick filters work in the Web Player.

To provide a role with access to recordings from a group or ACD gate/queue:

1. From your ACD or PBX, identify the desired groups.

2. Follow the procedure to .

3. Enter the group names, exactly as they appear in your PBX/ACD, in the text field below either the Group or
ACD Gate list.

4. Click the €2 button and then click Save.
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To remove a role's access to recordings from a group or ACD gate/queue:

1. Follow the procedure to .
2. Select the desired group or gate from the Group or ACD Gate list.

3. Click the 3 button.

4. Click Save.
You can assign roles to individual users when you create the user (see ), and add/remove roles by
editing the user (see ). To edit role assignments for multiple users at once:

1. Click the Administration tab and expand Permissions in the left navigation menu.

2. Click Roles.

3. Click Assign Users to Roles.

4. Click the desired role.

5. Move users from Available Users to Attached Users to assign the role; move users from Attached Users
to Available Users to remove the role assignment.

6. Click Save.
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Users

Users are individuals who have access to Discover and who can perform tasks. Users may include agents,

supervisors, system administrators, and others. Users must have a user account in order to log in to Discover.

The tasks a user can perform are defined by the assigned role(s). For related information, see

Discover allows you to store a variety of information about each user, but only five of the user account fields are

mandatory:

1

Username. Usernames must be unique. If you try to save a new user account with a Username that already
exists, you will receive an error. Discover has no restrictions on characters and spacing in the Username. If
your system integrates with Active Directory (AD), check with your AD administrator to see if any AD
restrictions exist.

Password. There are no default restrictions for passwords. For other password restriction considerations,
see PCI Settings under

First Name

Last Name

Email Address. Email addresses must be unique; they are used to automatically email completed evaluation
forms to employees.

Other available fields include:

1

Grant Superuser Access. In most instances you will leave this check box unselected. Superuser access
should be granted only in very rare circumstances and is not required to administer the application.
Account Locked. Select this check box if you want to control when the user account becomes usable. For
details, see

Agent. Select this check box if the user will be recorded (audio only, desktop only, or both) and should be
tracked as an agent in reporting. If you enter an extension for a user, Discover will select this check box for
you. Clearing this option will allow the user to log into Discover, but the system will not record their calls or
include them in reporting. Existing calls can still be evaluated for users whose agent status has been
deactivated. For reporting purposes, an agent is Active if the Agent check box is selected. An agent is
Inactive if the Agent check box was selected at one point but the check box has been cleared.

Note Several additional tasks must be performed in order for an agent’s audio to be recorded. For
details, see

System Username. This is the Windows username that the agent uses to log in to the network. This field is
required for desktop recording, as Discover uses it to locate an agent’s desktop via the Desktop Recording
client. Each agent must have a unique username, even if the agents are on different Windows domains, and
must log in to their desktop with that username.

System Domain

Active Directory Username. Required if using Active Directory login method. This field will be auto-
populated when using "Auto Create User on Login" or importing users, provided all information is supplied
in the import file. For related information, see
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Active Directory Domain. Required if using Active Directory login method. This works independently of the
System Domain field above, which is primarily required for desktop recording. This field will be auto-
populated when using "Auto Create User on Login" or importing users, provided all information is supplied
in the import file. For related information, see

Employee ID. This is typically used as a unique numbering system to identify employees, often mirroring
some form of internal employee identification system.

CRM Username. This field is typically used only when Discover is integrated with a CRM application via a
custom API.

Location: Only appears if "Allow Lookup by Agent/Workstation" is enabled. Allows manual designation of a
specific site/location for an agent for proper local routing of Desktop Recording and Live Monitoring traffic.
This setting is "Not Set" by default, but an agent cannot be edited and saved without choosing a specific
Location. For details, see

Quota: This field is no longer used.

Shift Times to User's Timezone. By default, Discover displays time by the time zone of the server on which
the system is installed. Selecting this check box allows time to be displayed using each user’s time zone. For
example: An agent works in the Eastern US zone. Discover is installed on a server in the Central US zone.
The agent’s manager works in the Pacific US zone. The Shift Time option is set on the agent’s and
manager’s accounts. The agent records a call at 8 AM Eastern time, and it appears in Discover to him as 8
AM. However, the call record appears to his manager as if the agent took the call at 5 AM. For this reason,
it's important that your users know whether this setting is being used.

To see the users in your Discover system, click the Administration tab and expand Permissions in the left

navigation menu, then click Users. If your system includes multiple Discover Web Portal servers, this list is

relative to the server (i.e., URL) you are logged onto.

Users | Export Users i Import Users i Add User J
Search: N o N ciear View Status: Al [v]
Username = Full Name Email Address Phones Last Modified

ABrooker Brooker, Anders abrooker@corax.com 5228 2/25/2014 1257 P

ACondon Condon, Anthony acondon@corax.com 7505 2/25/2014 12:58 P

BChavis Chavis, Boris bchavis@corax.com 5705 2/25/2014 12:59 P

BEvan Evan, Bratko ebratko@corax.com 7543 2/25/2014 12:58 PW

bhessler Hessler, Brian bhessler@corax.com 2/25/2014 12:59 P i
Chibic Bibic, Cherie chibic@corax.com 5555 2/25/2014 1:00 PM 1
CFrancis Francis, Connie cfrancis@corax.com 7514 2/25/2014 1:00 PM

Use the Search field to locate specific users. You can enter all or part of the user's name, and the field will

display a list of possible matches.

The View Status drop-down list lets you limit your view to Users (i.e. only Users who are not configured as

Agents), Agents (i.e., only Users who have the Agent option selected on their accounts), or All (i.e., both).

22

Note For more information on Discover Agent Sync in Cisco environments, refer to the Cisco UCCE
Integration Guide or the Cisco UCCX Integration Guide, whichever is appropriate for your environment.
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Note If you have a hybrid Discover/Clarity system, creating user accounts in Clarity will also create them in
Discover. This is the preferred method. If you create the user account in Discover, you will then have to
import the account using the Mass Update Incomplete Users function in Clarity. See the Clarity
Administration Manual for more information.

To add a user:

1. Click the Administration tab.

Expand Permissions in the left navigation menu and click Users.
Click Add User at the top of the User List.

Enter information in all mandatory fields. For more information, see
Complete additional fields as desired. For more information, see
Select a time display format.

N ooy~ W N

Enter the extension(s) and/or login(s) associated with the agent in the lower field under Phones and click

the green button.

8. Move one or more roles from Unattached Roles to Attached Roles to assign them; move roles from
Attached Roles to Unattached Roles to remove the assignment.

9. Click Save.

Note A phone number can be

assigned to only one agent. If you ¥4

attempt to assign a number that is 2002 /gu
already assigned to another agent, an | Tpiz phope o u

nhone numberis already in use.
error message appears beside the

Phones box.

To edit a user:

1. Click the Administration tab and expand Permissions in the left navigation menu.
Click Users.

Double-click the desired user record.

Make the necessary changes.

Click Save.

SIS

By default, users can log into Discover and view the Home tab and the Coaching tab’s Content Library. In the
library, they can only see documents that have been assigned to them.

Locking a user account prevents the user from logging in to Discover. All other functionality is unaffected,
including recording and the account information used for reporting. If the account is needed again, it can be
unlocked and will function normally. Users whose accounts have been locked receive a locked account message
if they attempt to log in.
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Accounts should be locked if a user leaves the company, transfers to another role in the company and no longer
needs access to Discover, or is prohibited by the company from accessing the system for other reasons. If an
account is locked, the extensions/logins can be removed from the account and assigned to another user.

To lock a user account:

1. Click the Administration tab and expand Permissions in the left navigation menu.
Click Users.

Double-click the desired user record.

Select the Account Locked check box.

Click Save.

CE SRS

Deactivating a user/agent is slightly more involved than simply locking the account, but not as permanent as
deleting a user altogether. Locking an account would suit someone who has changed positions or is on extended
leave. Deactivating would be appropriate in a scenario where a user has left the company altogether or a user's
extension has been reassigned, but that user still needs to appear in reports and the user list.

To deactivate a user:

1. Click the Administration tab and expand Permissions in the left navigation menu.
Click Users.

Double-click desired user record.

Select the Account Locked check box.

Clear the Agent check box.

oV A woN

Remove the assigned phone extension(s) under Phones.

Note Extensions cannot be reassigned if still attached to a user. If you clear the Agent check box and
attempt to save changes without removing the extension(s), you will receive an error message.

7. Click Save.

Users can be deleted from the Web Portal. The account information and call data is retained in the Discover
database but cannot be seen in the portal.

To delete a user:

\

1. Click the Administration tab and expand 4 http://callcopyprod. btc.callcopy
Permissions in the left navigation menu.
. < | Are you sure you want to perform a delete?
2. Click Users. :
3. Double-click the account on the User list. —— —
3 3 ancCe
4. Click the Delete button in the top-right corner.
5. Click OK.
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Users can be imported in batches using the CSV (Comma Separated Value) file import function. If you have a
database or Excel spreadsheet of agents, you may be able to generate a CSV data file. That information can then
be imported into Discover, saving time by minimizing data entry tasks.

A file must be in the following format: username, password, locked, first_name, last_name, email, active_agent,
system_username, system_domain, employee_id, site_id, phone1;phone2;phones, roleld(role name);roleld(role
name);roleld (role name) [optional], ActiveDirectoryDomain (for AD/Hybrid authentication),
ActiveDirectoryUsername (for AD/Hybrid authentication)

The locked value is ‘Y’ or empty. Roles are optional. If "Allow Lookup by Agent/Workstation" is enabled in the
Web Portal Settings, importing the agent's Location is not supported. This may need to be configured separately
for each agent after the import is completed depending on the customer's environment. For more information
on Location settings, see

Discover will verify the data is in the correct format and the file does not contain any existing agent names,
phone IDs, or AD usernames on the same domain if using Hybrid or AD authentication. If duplicates are
detected, the file will need to be corrected before attempting the import again.

Notes

1 User data can be added or extracted via the Uptivity API. For details, see the Uptivity APl Manual.
1 If agents are being assigned to Locations manually, this data cannot currently be imported through
a CSV. Locations must be set manually for agents in that specific configuration.

To import users:

Create the CSV file and store it on a local or network drive.

—_

Click the Administration tab and expand Permissions in the left navigation menu.

Click Users.

Click Import Users.

Click Select.

Browse to locate and open the file.

If the CSV file has a header row with column labels, select Import file has a header.

Click Upload File.

Click Import to create the agents, or review the error message and make the necessary corrections.

© PN BV AW N
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Discover allows you to export a file of the user configuration data stored in its database. You may use this list as

a backup or to import user information into other applications.

To export a CSV file of user information:

1.

2
3.
4

26

Click the Administration tab and expand Permissions in the left navigation menu.
Click Users.

Click Export Users.

Download the file to your local system.

File Download

Do you want to open or save this file?

% Name: agentlist-2006-03-04,csv
Type: Microsoft Excel Comma Separated Values File, 112 ..,
From: callcopyprod.btc.callcopy

Open J[ Save ]L Cancel |
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Several tasks must be performed in order for an agent’s audio to be recorded. The specifics of those tasks vary

greatly depending on your telephony system and workforce organization. The list below will give you an idea of

the required tasks, but is not integration-specific. It also does not include tasks associated with desktop

recording and live monitoring.

f
f
f

Create a user account for the agent in Discover and select the Agent option. For details, see

Set the agent's Location if using lookup by agent/workstation. For details, see

In the Phones section of the user account, specify telephone extension(s) for assigned-seating environments
or agent number(s)/login(s) for free-seating environments. Audio will be recorded even if there is no
extension or agent number specified, but will not be associated with the agent.

Add the user account to one or more group(s) if the user will be evaluated and monitored. Group
membership is not required for the agent to be recorded. For details, see

If schedules are created for specific users, a new schedule must be created. If an existing schedule is used to
record multiple agents (i.e., those in a group or a range of ANIs), review the business rules for the schedule.
The new user’s extension, ANI, agent number, or other information may need added to the schedule’s rules.
For details, see

Some telephony systems require that the user’s phone be configured to forward call audio or perform in
other ways. Review the PBX-specific Discover integration guide for requirements and configure the phone as
needed.

Some telephony systems require that the user’s extension or device ID be added to a Discover voice board’s
channel settings. Review the PBX-specific Discover integration guide and implement any necessary voice
board channel settings.

Some telephony systems require that the user’s extension or device ID be added to a Discover Core’s CTlI
module. Review the PBX-specific Discover integration guide and implement any necessary CTl module
settings.

Occasionally, the Discover script will not be able to register user phones in environments using passive VolP
recording. In these cases, administrators may have to add the user’s extension to Discover's IP Phones list.
For details, see
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Discover Groups

Discover Groups are collections of users that you define in a way that makes sense for your organization. For
example, Discover Groups could be based on:

Labor/hunt/skill groups on your ACD/PBX,
Departments (sales, service, billing, etc.),

Teams in your contact center (John's Team, Legends Team)

= =4 =4 =

Clients (for an outsourcer), or

1  Geographic locations.

Supervisors and managers of these groups are then given a Discover user account with specific permissions to
access records, evaluations, and reports for agents in the groups they manage. Several quality assurance reports
are based on group assignments. Users do not have to be placed in a Discover Group. On the other hand, one
user can below to multiple Discover Groups.

Users can only be added to groups if they have the Agent box selected and at least one phone extension is
registered on their user profile. This is because Discover manages group membership based on the agent's
phone ID. You can see this in the Discover Group list shown below.

This approach gives you greater flexibility when it comes to associating calls with Discover Groups. For example,
if an agent has several extensions and you want all calls for that agent associated with the same group, you will
need to add all of the agent's extensions to that group. On the other hand, if the agent has three extensions, and
takes a different type of call on each, you can associate each extension with a different group.

Note Throughout this manual, you will see "Discover Groups" used to differentiate between these groups
and ACD/PBX groups.

The Group page displays a list of current groups, available users, and users attached to a group. Click any group
to see attached users.

Groups

. i sa
Hew Edit Delete e

Groups Available Users Attached Users

48 - BAT_TeamToDelete - 7! - Avsenik, Dr. e 7502 - Barnes, Phil

45 - BAT_TeamToEdit - Ayala, Daniel 5018 - Berner, Carmen
47 - EdiTeam 7522 - Bouclier, Jenny
1: Group01 7542 - Barsa, George 5950 - Brechin, Joe

4: Group02 537 - Bates, Slavko 7512 - Burke, Keith

5: Group03 - Bern, Neil 7505 - Condon, Anthony
6 : Group04 - Bibic, Cherie 5980 - Deiro, Rolf

7 - Grouplls - Bittan, Regine

m

5030 - Boer, Oriando de
49 : Legends Team 7540 - Borghetti, Matt
46 : MultipleEvaTeam 7521 - Bozac, Dick

8: QATeam 5228 - Brooker, Anders.
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To create a Discover Group:

MR

Click the Administration tab and expand Permissions in the left navigation menu.
Click Groups.

On the Group page, click New.

Enter a unique name for the new group.

Click Save.

If a Discover Group already exists with the name you have chosen, the following error will be generated: "That

group name already exists! Change the group name and try again."

Deleting Discover Groups is not recommended. It will affect historical reporting because the deleted group will

not be available as a filter. Also, deleted groups cannot be recovered. Deleting groups does not delete the users

in those groups.

To delete a group:

1.

SR

SIS

\

v http:/fcallcopyprod.btc.callcopy

Click the Administration tab and expand Permissions oy s s

in the left navigation menu.

Click Groups. ok | | cancel

Click the group name.
Click Delete.
Click OK.

Click the Administration tab and expand Permissions in the left navigation menu.

Click Groups.

Click the desired group.

Move users from Available Users to Attached Users to assign them to the group; move users from
Attached Users to Available Users to remove the group assignment. Use the Control or Shift keys to select
more than one user at a time.

Click Save.
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Scheduling

Note Typically, should be created before schedules are created.

Schedules control which calls are recorded. Administrators create schedules based on business rules. The
scheduler is flexible enough to allow for 1% to 100% recording and other types of recording such as time-.based

blocks or a set number of calls that match a particular schedule.

Schedules can be set up across any combination of call variables. All requests, including CTl| messages and API
requests related to call or agent information, are routed to the scheduler for processing.

Evenis that match

Data

: Compared against all a particular
Examined & schedules business rules schedule ana
Formatted
looged

Matched
schedules are
compounded
aggragating
options

Call May Be
Recorded

Request is made
to the recorder

Result is logged

KEY

= Infernal Process Communication

1 Process Action

Every event that is received by the scheduler is compared against the business rules of all active schedules. An
event may match any number of schedules or none at all. When an event matches one or more schedules, an

entry is logged for each individual match.

Schedule options are aggregated, meaning that as an event matches schedules the least restrictive values are
assigned to the event. These values include minimum and maximum recording lengths, priorities, retention &
archiving, etc. The call is then sent to the recorder with the aggregated values assigned to it, and the recording is

then written to the system disk.

Note Schedules operate inside the constraints of the configured Voice Boards. When you configure

schedules, keep factors such as recording capacity (fixed or concurrent) in mind.
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Schedules can be related to a Recording Core but do not have to be. If no schedules are related to a Core, that

Core will use all schedules. If one or more schedules are related to a Core, that Core will use only those

schedules. Relating schedules to one or more Cores can be useful if:

1 You want a specific Core(s) to record specific agents’ calls, such as agents dedicated to a customer or

language.

1 You want to balance the load of calls recorded by each Core.

1

If in a Syntellect environment and use Schedule States see KB# 000002078.

Initial Core and Schedule configuration is done by the Uptivity Installation Team. See the Discover integration

guide for your specific PBX for information on configuring the Core and relating a schedule.

A time-based schedule records all calls for an agent within a specified date range. Schedules created using this

procedure will use default values for Retention Days and other settings. For details, see

To create a time-based agent schedule:

1.

Click the Administration tab and
expand Scheduling in the left
navigation menu.

Click Create Schedule.

Click Record All Calls For An Agent
During A Time Range.

Enter a Name for the schedule and a Description if desired.
Enter the Phone ID to be recorded in the Agent Number field.

selectors to enter Start Date and End Date.

Click Save. The schedule begins recordings on the entered start date.

Schedule Wizard - Record All Calls For An Agent During A Time Range Save
Name Diescription
Agent (Agent Mumber)
222201 | End Date : 5222011 iz |
Select the Never Expire check box if the schedule should remain in effect indefinitely, or use the date
31
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A call-based schedule records a specified number of calls for an agent, optionally within a given date range.
Schedules created using this procedure will use default values for Retention Days and other settings. For details,
see

To create an agent schedule based on a

specific number of calls:

Schedule Wizard - Record The Next "N" Calls For An Agent lsai’l

1. Click the Administration tab and expand N Deserption

Scheduling in the left navigation menu. Agent (Agent Number) Number of calls -
2. Click Create Schedule. Never Expire
3. Click Record the Next n Calls for an St Do jonp _ B Snbewcmeen B

Agent.
4. Enter a Name for the schedule and a Description if desired.
5. Enter the Phone ID to be recorded in the Agent Number field.
6. Enter the Number of calls to be recorded.
7. Select the Never Expire check box if the schedule should remain in effect indefinitely, or use the date

selectors to enter Start Date and End Date.
8. Click Save. The schedule begins recordings on the entered start date.

A custom schedule enables you to create diverse sets of schedules based on a wide variety of criteria to meet
your business needs. All of the custom schedule types can incorporate random probability if desired. In other
words, when a call is delivered and the schedule is at or above its target percentage, the system generates a
random number for the call, between 0 and 100. If the random number is equal to or less than the Random
Probability value, the call will be recorded. Otherwise, the call is skipped.

Custom Schedule Criteria Fields

Hew Schedule
Name : Description :
Owner: AdministraturAE

Never Expire :

Start Date and Time : 22672014 =] 12 [«] 00 [=] AN [+] End Date and Time : 20262014 ] 12 [+] 00 [=] AM [+]

1 Name. Schedule names do not have to be unique, as each is given an internal ID number. Required.

1 Description. Allows you to provide additional information about the schedule in the Schedule List.
Optional.

1 Owner. From the drop-down list, select the person who should be contacted regarding changes to the
schedule. Select Administrator if no specific owner exists. Required

1 Never Expire. Select this check box if the schedule should remain in effect until the specified number of
calls is reached.
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1 Start/End Date/Time: Use the date and time selectors if the schedule should only be effective within a

range of dates.

Type .| Agent Percenta El Target Percent :

Sun Mon Tue Wed Thu Fri Sat
Days :

Random Probability :

1 Schedule Type. Select from the following options:

A Set Number. This schedule type records a set number of calls matching the business rules you apply. For
example, if you need to record the next five calls for a specific phone extension, you would use this schedule

type. Options specific to this schedule type are:

1 Minutes Between. If set, the schedule will prevent another recording from starting if the previous
call was recorded within the value set here.

1 Target Calls. The total number of calls to be recorded by this schedule.

1 Calls Between. If set, the schedule will prevent another recording from starting if the previous call
was recorded within the value set here.

1 Random Probability.

A Percentage. This schedule type gives you the flexibility to create randomized schedules as well as schedules
for complete call logging. Simply enter the percentage of calls that you would like to record. Use a number
below 100 for randomized recording for quality assurance. Set a schedule to 100% for complete call logging.
Options specific to this schedule type are:

1 Target Percent: The percentage of calls to be recorded out of the total number delivered.
1 Random Probability.

A API Initiated. This schedule type will only be run if the call delivered was triggered by a 31 Party application
via the Uptivity API. This is useful for defining different rules for these calls vs. internally generated calls via

CTI or passive methods. Options specific to this schedule type are:

1 Target Percent. The percentage of calls to be recorded out of the total number delivered to an
agent.
1 Random Probability.

A On-Demand. This schedule type will only be run if a delivered call was triggered via the Discover On-

Demand Client. Options specific to this schedule type are:

1 Target Percent. This value is ignored. The call start/stop from the On-Demand client determines
recording.
1 Random Probability.

A Agent Percentage: This schedule type allows you to record a percentage of every agent’s calls. Simply enter
the percentage of calls that you would like to record (1-100). This percentage will apply to each agent, so if
you set the percentage to 50%, then 50% of each agent’s calls will be recorded. Options specific to this

schedule type are:

Discover by Uptivity Administration Manual, vs.4 33



1 Days. Select the check boxes for the days of the week this schedule will be in effect.

1 Target Percent. The percentage of calls to be recorded out of the total number delivered to an
agent.

1 Random Probability.

Dirsction : | both [=] Priority | 50
Min Record Length (Sec): 10 Max Record Silence(Sec) : 600
Max Record Length (Sec): 6000 Retention Days : 365
Screen capture wrap length (Sec): 0 Archive Action ;| Purge El
Stop screen capture wrap on call start ;| No El
Audio Capture ;| Yes El Screen Capture : Mo El
Speech Analytics : Yes Iz‘
Digk Location : C:\Recordings Comparison : | AND El

Blackout Remote Audio

Direction. If the data is available, you can specify to record only inbound/outbound calls, or both.

Priority. Schedules can be given a priority rating from 1 (lowest) to 100 (highest). If a call is delivered that
matches multiple schedules, the schedule with the highest priority will be used. If all matching schedules
have equal priority, then the schedule with the oldest creation date will be used.

Min Record Length (sec). The minimum length, in seconds, for records matching that schedule. You can
use this setting to avoid recording hang-ups.

Max Record Length (sec). The maximum length, in seconds, for records matching that schedule. Longer
calls require more disk space, so some companies prefer to cap the recording length to prevent long calls
from depleting system resources.

Max Record Silence (sec). The maximum length, in seconds, for silence in the call before a recording is
automatically stopped.

Screen Capture Wrap Length. The duration (in seconds) to keep recording an agent’s screen after a call
has ended. Only available if the optional Uptivity Desktop Recording product is installed on the system.
Stop Screen Capture Wrap on Call Start. You can choose whether desktop recording for agents in wrap
time should stop when a new call is detected, or should continue until the Screen Capture Wrap Length time
has been reached. If set to Yes, a new call or chat will trigger the end of the current capture and initiate a
new one, even if the wrap time limit has not yet been reached.

Retention Days. The number of days you would like calls matching that schedule to be saved in the system
before being purged (deleted) or archived.

Archive Action. You can select from a drop-down list of available Archive Actions. The default action is
"Purge," which means that the system will purge records when they reach the specified number of retention
days. For details, see

Note Retention Days and Archive Actions are applied when the call is recorded. Changing this value in a
schedule only applies to calls made AFTER applying the schedule change. Changing this value DOES
NOT apply to already recorded records.

Audio Capture. If set to Yes, audio/voice will be captured for this record if available.
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1 Screen Capture. If set to Yes, screen activity will be captured for this record if available. This setting is
ignored if Uptivity Desktop Recording software is not licensed for your system.

1 Speech Analytics. If set to Yes, the audio recording will be processed by the Uptivity Speech Analytics
application. This setting is ignored if the Analytics software is not licensed for your system.

1 Disk Location. Location (UNC path or local disk) to which audio/video files for the record will be written.

M Blackout Remote Audio.

1 Comparison. Select AND or OR to define schedule requirements using simple business rules. Select
Expression to engage advanced business logic using a free-form expression.

Schedule Requirements: Simple Business Rules

Schedule Requirements

Value Type Comparison Value Case Senstive

4
2
3
4

You can create simple schedules by matching up to five variables within a schedule. Utilizing the AND
comparison, each rule set in the editor must match for a call to begin recording. Using the OR comparison, only
one of the rules must match the call in order to start a recording. If no schedule requirements are entered and
the Comparison is AND or OR, the schedule can apply to all calls depending on other factors.

The Value Type variables include:

1 DevicelD. The physical device on which the call is taken.

1 Agent ID. The agent login or phone number.

1 ACD Group

1 ACD Gate. May also be called VDN, Queue, Application, etc., depending on your PBX.

1 Number Called. The number on which the call came in (i.e. DNIS).

1 CallerID

1 User Variables. There are 15 user-defined fields available for values received by your Discover application
server from other applications. For further information see the Uptivity APl Manual.

For each of these variables, the system can use the following comparison operators:

Equal to

Less than (<)
Greater than (>)
Not equal to
Starts with
Ends with
Contains

f
f
f
f
f
f
f
f

Does not contain

For non-numeric values, you can also perform a case sensitive match.
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Schedule Expression: Advanced Business Rules

Selecting the Expression value from the Comparison setting lets you to enter a free form expression up to
64,000 characters in length. This allows for much more complicated decision-making to be available for the
recorder. If Comparison is set to Expression, an expression must be entered or no calls will be recorded.

The variables that can be matched in a schedule include:

1 DevicelD. The voice port/extension receiving or placing the call
1 Devicealias. The ACD agent number for the person receiving or placing the call.
1  Group. For inbound-routed ACD calls, this is the Hunt Group or Skill value
1 Gate. For inbound-routed ACD calls, this is the ACD Queue or Group to which the call was delivered.
1 ANIL. The calling party for the call (i.e. CallerID).
1 DNIS. The called party for the call.
1 Useri - Useris. There are 15 user-defined fields available for values received by your Discover application
server from other applications. For further information see the Uptivity APl Manual.
1 CalliD. The Call ID assigned from the PBX/ACD to identify the call
1 calldirection. || G
T C
1
1
f
f
f
Note
f
f
1 A
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