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Chapter 1: Introduction

Chapter 1: Introduction

In this chapter we will cover:
v’ Basic product overview

Overview

This guide provides information and procedures for using quality assurance (QA) functions on cc:
Discover’'s Coaching and Web Player tabs. Those functions include creating evaluation forms, performing

evaluations, setting up content libraries, and running various reports.
The guide assumes that the user is familiar with

e Basic Quality Management (QM) concepts and processes.
e Basic Windows PC usage such as right and left clicking the mouse.
e Usage of the cc: Discover Web Portal.

Please see your system administrator for the cc: Discover Web Portal URL and for access permissions to

the necessary functions.

Cc: Discover QA Coaching Guide 1
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Chapter 2: Web Portal Basics

In this chapter we will cover:

Requirements to run the cc: Discover Suite

Logging in and out of the systems and log in errors
Forgotten passwords

Version number

Basic Web Portal navigation

Logging out

Changing passwords

Requirements

The cc: Discover suite includes a Web Portal and a Web Player. The Web Portal has a light-weight
administrative system. The Web Player component has minimum system requirements due to the
processing required for full audio and video playback. With those tasks in mind, CallCopy recommends

exceeding the minimum system requirements listed below.

e Microsoft Windows XP/2003/Vista/2008/7

e Internet Explorer 7; Firefox 3.0

e Microsoft Silverlight browser plug-in, v4.0 or higher
e 2.0 Ghz Processor

e 1GBRAM

e 1280 x 800 screen resolution at 16 bit color depth
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Logging In

The CallCopy Installation team will provide you with a user account with system administrator level
privileges during installation and Administrator training. Your User account will consist of a Username and
Password.

It is recommended you change your password from the default provided as soon as possible.

Additionally, a hostname or IP address for the server will be established so that you may access the web-

based administration interface.

£ | hitp://callcopyserver.yourcompany/| - Em

Type in the hostname or IP address for your server into your browser's address bar
(http://callcopyserver.yourcompany in the example above). You will be presented with a login page similar

to the one displayed below.

cC ) DISCOVEY:

(@) CallCopy

cc: Discover

| forgot my password

Cc: Discover QA Coaching Guide 3



Chapter 2: Web Portal Basics

Login Screen Fields

Login Mode: There are two authentication modes available.

Database mode utilizes cc: Discover’s internal user database that has been populated from manually

entered user accounts.

Active Directory Mode is available only if the Active Directory Sync module is enabled and configured in
the cc: Discover software. This mode uses Kerberos authentication to validate an Active Directory user is
logged in and a member of the proper AD groups to access cc: Discover. With this mode, entering a
username and password is not necessary as the user is already logged into the computer with their

domain credentials.
Username: Enter your CallCopy username
Password: Enter your CallCopy password

Fill in the listed field and click the ‘Login’ button to continue.

Login Errors

If your login fails you will be presented with the following error:

“Username or password is incorrect.”
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) CallCopy

cc: Discover

superuser

| forgot my password Login

Note: Passwords are case sensitive. If you are unable to login using the username and password you believe

to be correct, please contact your CallCopy Support provider.

“Forgot Password” Reset

If you are unsure of or have forgotten your password, you can use the “Forgot Password” function on the
login page. Your password will be reset and a temporary password will be e-mailed to you if you use this

option.
To use the feature, first click the ‘I forgot my password’ link on the login screen.

You will be taken to a page asking for the username that you wish to reset the password for. Enter the

username and click ‘Submit’.

Cc: Discover QA Coaching Guide 5
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) CallCopy

cc: Discover

If successful, you will see the following message:
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) CallCopy

cc: Discover

Submit

A randomly generated password will be sent to the email address associated with your username. Once

you have logged into the system you will be able to change your password.

If there was an issue locating your username, or if your user account does not have an e-mail address
associated with it, you will see the following message. Please contact your cc: Discover system
administrator to resolve this issue.

Cc: Discover QA Coaching Guide 7
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(@) CallCopy

cc: Discover

superuser

o [ suor |

Locating Version Number

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

obtaining support for your system.

(= M CallCopy

Copyright 2011 CallCopy, Inc. All Rights Reserved.
v4.4.0.4530
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Navigating the Web Portal

Web Portal navigation is achieved by functional tabs and menus. The tabs available depend on the user’s
security permissions and the cc: Discover modules purchased. The navigation menu for a functional tab is

on the left side of the page.

On the navigation menu, pages are organized under menu headers. Clicking a menu header will display
the list of page links, menu items, or other content. When you click on a header to display its content, any

other open sections of the menu will collapse. You can expand that section again by clicking on its header.

cc:DIScover

Web Player Coaching Reporting Administration

Call List || Live Monitor
Calendar | Filter | | Current Filter: | Time Recorded |
4 March, 2011 » ¥ W First Name Last Name Extension Time Recorded Duration Score CallerID ANI  Call Direction
[> BOBBY KIM 1151 3/28/2011 9:27:38 PM | 00:04:15 - o]
Su Mo Tu We Th Fr Sa
t 2 3 o4 s [> ROSALIND =~ MOODY 1174 3/28/2011 8:17:26 PM | 00:07:44 - 2123845296 1
6 7 8 o 10 11 12 > FERN MORSE 1419 3/28/2011 5:41:05 PM | 00:06:12  95.7 % o]
13 14 15 16 17 18 19
[> WALTER JUAREZ 1357 3/28/2011 5:34:56 PM | 00:08:11 - o]
20 21 22 23 24 215 26
27 FT¥ 20 20 21 [> PERRY FARMER 1053 3/28/2011 2:33:45 PM | 00:04:15 o]
[> JOANN ABBOTT 1034 3/28/2011 11:08:33 AM  00:03:57 o]
Agent [> MABEL BOYER 1051 3/28/2011 10:42:54 AM  00:08:11 - 2127917495 1
[> KATELYN | MCCLURE 1320 3/28/2011 9:45:52 AM | 00:07:44  97.1 % o]
CallCopy group
[> CORA LOTT 1427 3/28/2011 9:37:02 AM | 00:08:11 97.7 % 2127993476 1
Queue [> MABEL BOYER 1315 3/28/2011 4:50:13 AM | 00:07:44 - 6145536393 1
i [> NELDA CONRAD 1289 3/28/2011 4:06:13 AM | 00:08:11 87.1 % o]
roup
[> NELDA COMRAD 1254 3/28/2011 1:46:25 AM | 00:04:15 o]
Categogies > KATELYN = MCCLURE 1043 | 3/28/2011 12:52:25 AM = 00:08:11 - 2122934568 1

Logging Out

Once you have completed your session, it is very important to log out, for security purposes. To logout,
simply click the ‘Logout’ link located at the top-right of every page. Once you have successfully logged

out, you will be returned to the login window.

(=

) CallCopy

in as superuser | Change Password | Logout

Cc: Discover QA Coaching Guide 9
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Changing Your Password

Clicking on the ‘Change Password' link in the upper right-hand corner of every page will direct you to a
page that prompts you to enter a new password, and then confirm the password you have just entered.

After you have entered your new password, click the Save button to save the new password.

(™Y CallCopy

/

Logout

Change Password

New Passwaord |

Confirm New Password :
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Chapter 3: Manage QA Evaluation Forms

In this chapter we will cover:

Quality Assurance form usage

Creating a form

Viewing forms

Editing forms

Disabling and enabling form

Importing and exporting XML documents

AN R N N NN

QA Form Usage

This section explains how to create Quality Assurance (QA) evaluation forms for reviewing the work of
agents including how they handle calls. Authorized users/evaluators use the forms in the cc: Discover Web
Player and Coaching tabs to record scores and comments. Score data collected from the forms is used for

reporting.

Create a QA Form

In the cc: Discover Web Portal, click the Coaching tab. The

Quality Assurance . .
Quality Assurance menu appears on the left side of the page.

Create Form

Manage Forms In the Quality Assurance menu, click Create Form.
Perform QA
Search QA Evaluations NOTE: Save a QA form before switching to another tab. Changing

QA Acknowledgments

tabs without saving will cause all changes to be lost.

Use the Back button to close a form.

Form Name

In the QA Form Editor, type a unique and descriptive name in the “Form Name” field. In the example

below the name is “Customer Service Evaluation.”

Select the Agent Acknowledgement Required option if agents must be notified that they are being
evaluated using this form. If agents are also cc: Discover users, they will receive evaluations notices on the
Home tab. If agents have email addresses recorded in cc: Discover, they will receive notices at that
address. If this option is not selected, evaluators still have the option when performing reviews whether

to notify agents.

Cc: Discover QA Coaching Guide 11
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QA Form Editor | Export il Import | | Save |

QA Form Info

D Agent Acknowledgment Required (Default

Form Name: Customer Service Evaluation Value)

Un-Attached Groups Attached Groups

Calibration
ClientABC
Client:(vZ
Janes Team
Johns Team
Sales Team
Support Team

QA Form

Create New Section

Groups

Groups are the CallCopy groups that administrators create and to which agents can be assigned. They
usually represent business organizational units or projects. (CallCopy Groups are covered in the cc:
Discover Web Player Guide and cc: Discover Administration Guide.)

Agents have to be in groups to be evaluated, and forms have to be attached to groups to be used.

In the Un-Attached Groups list, click one or more groups that may use the form, and then click the right

arrow. Reversing the procedure un-attaches groups.

Group attachments do not have to be permanent. If a form is no longer needed for a group, the group

can be un-attached after evaluations are completed.

Un-Attached Groups Attached Groups
Johns Team - Calibration =
Sales Team Client&BC
Support Team ClientZ
Janes Team

Sections organize a form. They usually follow the type of call flow that occurs. For example, for a technical
support QA form, logical sections might be “Greeting,” “Soft Skills,” “Use of Desktop Tools,” or “Call
Closing.”

. . Create Mew Section
To create a section, click L J

12 530 West Spring Street, Columbus, OH 43215 info@callcopy.com
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Chapter 3: Manage QA Evaluation Forms

Add a unigue name in the Section Title field.

Section Title:

Questions

Evaluators use questions to score the call. Questions have responses assigned to them.

To create a question, click | Add New Question |

A question text and type object will appear. Type the question text. For example, the question can be “Did

the agent use the standard greeting?”

Question Type: Dropdown El Critical:

Question:

One question on a form can be designated as Critical. Responses to and scores on this question are
tracked by the Critical Question Detail and Critical Question Summary reports. For example, critical
question could track if the agent asked for the customer’'s email address to support future marketing

efforts.
Select the question type. There are five types:

e Dropdown (Scoring)

e Horizontal Radio (Scoring)
e Vertical Radio (Scoring)

e Free Text (Non-Scoring)

¢ Comment (Non-Scoring)

Dropdown: Responses appear in a drop down menu, and the reviewing user can select one.

For example, a question with responses ranging from “Exceeds Expectations” to “Fails Expectations” with
point values ranging from ten (10) for “Exceeds Expectations” to zero (0) for “Fails Expectations” would

appear in the Form Creator like this:

Cc: Discover QA Coaching Guide 13
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Question Type: Dropdown El Critical: |:|

Question:

Dropdown question text goes here.

A W X Response: Exceeds Expectations Auto Fail:  Mone El Default:m

Possible Points: 10

s ¥ X Response: Meets Expectations Awuto Fail:  MNone El Default: [

Possible Points: S

s ¥ X Response: Failed Expectations Awuto Fail: Forms El Default: [

Possible Points: 0

Horizontal Radio: Responses appear on the form as circular Radio buttons displayed in a horizontal line.

For example, a question with responses of “Yes,” “No,” and "Not Applicable” would appear in the Form

Creator like this:

Question Type: Horizontal Radio Buttons El Critiu::al:|:|

Question:

Horizontal Radio question text is entered here.

a“ X Response: ‘es Auto Fail:| None El Default: V]

Possible Points: 5

a T X Response: Mo Auto Fail:| None El Default: [

Possible Points: 0

o W N Response: Not Applicable Auto Fail: Mone El Defauli:D
Possible Points: NA

This example will appear like this in the completed form:

Horizontal Radio guestion text iz entered here. Trves C'No CNot Applicable

Vertical Radio: Responses appear on the form as circular Radio buttons displayed in a vertical column.

"o

For example, a question with responses of “None,
like this:

One,” and “Two"” would appear in the Form Creator

14 530 West Spring Street, Columbus, OH 43215 info@callcopy.com
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Question Type: “ertical Radio Buttons El Critical: |:|

Question:

‘Vertical Radio question text is entered here.

4 T X Response: None Auto Fail:  Mone El Default: [

Possible Points: 5

4 T X Response: One Auto Fail:  Mone El Default: [

Posszible Points: 3

A Response: Two Auto Fail: MNone El Default: [

Possible Points: 1

This example will appear like this in the completed form:

_/None
Wertical Radio question text is entered here. 0ne

Two

Free Text: This is general free text field that the evaluator can use to give a descriptive analysis. Point
values cannot be associated with a Free Text response, so responses to questions of this type do not
apply to the overall percentage score of the form. You will have the option to require a response with
Free Text, which requires that at least one character (and up to 1024 characters) be placed in the field.

Question Type: Frees Text El Response required:[l

Question:
Free Text text iz entered here.

This example will appear like this in the completed form:

Cc: Discover QA Coaching Guide 15
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Free text text is entered here.

Comment: This is a note that can be left on the form to describe the question or provide extra
instructions or details. This is not a question, but rather informative text that appears on the QA form for

the evaluator's benefit.

Question Type: Comment El

Comment:

Comment text is entered here and will appear in italics.

This example will appear like this in the completed form:

Comment text iz entered here and will appear in italics.

Responses

. . . Add N R
To specify the responses an evaluator can provide, click | Sw nesponse .

Enter a response option in the text field.
Questions can have an unlimited number of responses.

Possible points: This value provides a score for the response. During evaluation and scoring, cc: Discover
adds the points scored on each question and divides that value by the total of the highest possible points

for all applicable questions. This calculation generates a percentage score for a form.

NOTE: For consistent scoring across forms, users should create a question points/value schema that is easy

to track and used by all form creators.

16 530 West Spring Street, Columbus, OH 43215 info@callcopy.com
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Question Type: Dropdown - Critical:

Question:

Did the agent understand the products? .

Response: Excellent Auto Fail: Mone - Default:

Possible Points:

Response: Very Good Auto Fail: None hd Default:

Possible Points: 4

Response: Good Auto Fail: None hd Default:

Possible Points: &

Response: Fair Auto Fail: None v Default:

Possible Points: 2

Response: Poor Auto Fail: None hd Default:

Possible Points: 1

In the example above, the question is set to “Dropdown,” so on the form the possible responses will be

seen as options in a dropdown menu.

If the response is “Excellent,” the evaluation will have five points added to the total score. A response of
“Very Good"” will earn four points, “Good" will earn three points, “Fair” will earn two points, and “Poor” will

earn one point.

If a question may not be applicable to all calls, include a ‘Not Applicable’ response option. If the evaluator
selects this option, and enters NA or na in the Possible Points field, the question’s available points will not

be counted toward the section or form totals.

NOTE: Not Applicable questions can be assigned a point value. That value can affect the final score because
it is counted towards the section and form totals. However, assigning Not Applicable questions the highest

possible value will have no affect on the agent’s final score.

Question :  Herizontal Radic guestion text is entered here. Type : | Horizontal Radio El
Response : Yes Possible Points : | 5 Auto Fail: | None El Defautt :
Response : No Possible Points : 0 Auto Fail: | None El Defautt :
Response : Not Applicable Possible Points : na Auto Fail : | None El Default :

Auto-fail: If the evaluator selects a response designated as Auto Fail, then the agent fails the Section or
the entire Form. This setting is typically used to enforce service-affecting protocol, such as security

verifications or adherence to scripts with legal disclaimers.

Default: Selecting the Default option causes the response text to appear in the question’s response field

on the form.

Cc: Discover QA Coaching Guide 17
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Move Form Items

Use the navigation menu buttons

. “ Moves the selected item up.

. “~ Moves the selected item down

. “ Removes the item entirely.

Example Form:

to set the order of QA Form items:

Form Mame : | Form for Manual

Un-Attached Groups

ClientABC
ClientrZ
Janes Team
Johns Team
Sales Team
Support Team
# T X section Name: Section 0
, X Question :  Dropdown guestion text is entered here.
- X X Rezponze : Excellent Possible Points
& X X Response : Very Good Possible Points
4 ¥ X Response : Good Possible Points
- ¥ X Responsze : Fair Posszible Points :
- ¥ X Response : Poor Possible Points :
Create New Response
o, ¥ Question :  Horizontal Radio question text is entered here.
o, X Responsze: ‘Yes Posszible Points :
X Response: Mo Possible Points :
= Response . Not Applicable Possible Points :
Create New Response
h, X Question : Vertical Radio question text is entered here.
X Response: Mone Possible Points :
= Response . One Possible Points :
X Response : Two Possible Points
Create New Response
- 3%

Question : Free text text is entered here.

Question :  Comment text iz entered here and will appear in italics.

na

Auto Fail

Auto Fail :

Auto Fail :

Auto Fail :

Auto Fail:

Auto Fail :

Auto Fail:

Auto Fail

Auto Fail:

Auto Fail

Auto Fail :

Attached Groups
Calibration
Type : Dropdown

None

None

None

None

None

None

ERIREN N ERIR(ENIRIEN

Type :

[=]

Hone E|
None [ ]

Type :

Hone E|
None El
None El

Type :

Type :

Herizontal Radie

Vertical Radio

Free Text

Comment

Agent Acknowledgment Required (Default Value)

Default
Default
Default -

Default :

i s A R |

Default :

Defautt - []
pefaut : [

Defautt : [

pefaut : [
Defautt : [

Defautt : [

E| Respn nse reguired

18
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Save a Form

To finish building a form, click Save

If the form needs changes, it must be edited from the Manage Forms page.

Chapter 3: Manage QA Evaluation Forms

A preview of the form will appear.

NOTE: You can alter a form once it is saved and before it has been used in evaluating a call, but once the

form has been used, it will be locked from editing. Do not use the form until you are certain you have added

all the sections and questions necessary.

QA Form Editor

Form for Manual
Section 0
Dropdown guestion text goes here.

Herizontal Radio gquestion text is entered here.

Vertical Radio question text is entered here.

Free Text text iz entered here.

Comment text is entered here and will appear in italics.

Exceeds Expectations EI

9 ves (No Not Applicable

_'None
_'One

Two

View Existing QA Forms

The Manage Forms menu allows you to view Quality Assurance forms already added to the system.

On the Coaching tab, click Manage Forms.

QA Forms Listing

Form State: Al v

Group :

Al

| Filter |

On the QA Forms Listing page, select the Form State and the Group. Then click Filter.

The options for Form State are All, Active, and Disabled. Active forms are available to users who have

permissions to perform QA evaluations. Disabled forms are not currently used to perform evaluations.

Cc: Discover QA Coaching Guide
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Groups are the CallCopy groups that administrators can create and to which agents can be assigned. They

usually represent business organizational units or projects.

QA Forms Listing Fitter
Form State: Active El Group: All El
Form Name : Sales Evaluation Status: Active
Edit by: NIA
Create Date : 3/16/2006 11:16:21 AM Dizable Date : 12/30/1859 12:00:00 PK Edit Disable
Forms Completed : 2304 Last Form : 817/2010

For each form listed, the following summary information is provided:

e Form Name: Name of the form assigned in the QA Form editor.

e Edit by: User name of the last person to change the form.

o Create Date: Date the form was created.

e Forms Completed: Number of times an evaluation has been submitted with this particular form.

e Status: Active or Disable.

e Disable Date: Date the form was last disabled. (If it has never been disabled, the field says
'12/31/9999'".

e Last Form: The last time the form was used to evaluate an agent.

Edit Existing Forms

An existing form

e CANNOT be changed if it has ever been used to evaluate an agent. Changing a form would alter any
reporting based off of it.

e Can be saved as a new version if it has been used to evaluate agents.

e Can be changed if it has NEVER been used to evaluate an agent.

e Can be attached or un-attached to CallCopy groups regardless of whether it has been used. Un-

attaching a group prevents users from evaluating that group with the form.

To edit an existing form in the QA Form Editor, locate the form and click '-ﬂj.

If the form has never been used for scoring or only Group attachments need change, make the necessary

changes and click Save.

In order to edit a form that has previously been used to score agents or calls, change the name of the

form.
Click | Alter Scored Form ].
20 530 West Spring Street, Columbus, OH 43215 info@callcopy.com
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QA Form Editor

QA Form Info
Farm Name: Customer Service Evaluation
Un-Attached Groups

Calibration

[ Export J[ Import _I[ Back J [ Save J

DAgentAcknowledgment Required (Default Valus)

Attached Groups

A Client&BC
Client:(vZ
Janes Team

Johns Team
Sales Team
Suppoert Team

Alter Scored Form

This form has already been scored
and cannot be edited. A new form will
be created if altered.

Make the necessary changes to the form. Click Save.

The new form will not save if a different name has not been entered in the Form Name field.

Disable/Enable Forms

Active forms are available to users who have permissions to perform QA evaluations. Disabled forms are

not currently used to perform evaluations. A form can be disabled and enabled an unlimited number of

times. Forms cannot be deleted.

To disable a form, find the form on the QA Forms listing and click Disable. The form’s Status field changes

from Active (green) to Disabled (red). To enable a form, reverse these steps.
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Import/Export Forms

The CallCopy user community provides XML documents that can be imported to create QA forms. These
customizable documents serve as templates with standard questions, responses, and point values. Some
documents include Healthcare QA Evaluation, Performance Review, Sales Evaluation, and Technical

Support Evaluation. (Clients can access the user community through the CallCopy Web site.)

To import an XML document, download the CallCopy XML form template to your PC.

On the Coaching tab, click Create Form in the Quality Assurance menu.

In the QA Form Editor, name the form and attach any groups that will be evaluated using the form.

Click Import. Click Browse and navigate to the XML file.

Import QA Form x

Select a form to upload (XML documents anly) :

Browse. .

l Import H Cancel J

Select it and click Open. Click Import.

The form will be created. Edit it as needed and click Save.

To export an existing form as an XML document, click Manage Forms. Find the form and click Edit. When

the form opens, click Export. Save the form, making sure that it is saved as File Type XML.
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Chapter 4: Perform Evaluations

In this chapter we will cover:

¥ Who can perform QA evaluations
v" Evaluate a call record

¥’ Evaluate an agent

Who Can Perform QA Evaluations

To perform QA evaluations, a user must have Coaching Permissions, access to the CallCopy group

attached to the QA form and being evaluated, and permissions for the cc: Discover Web Player.

These permissions are set by the cc: Discover administrator and explained in the cc: Discover

Administration Guide.

Evaluate a Call Record

Call record evaluations are done on the cc: Discover Web Player tab.
Select the calls to be evaluated using the filtering tools.

Click a record. Then right-click it and select the Perform Evaluation option from the Context Menu. Select
whether you want the web player to open up in a standalone window or at the bottom of the pane. Also

select whether you want the web player to display video (i.e., screen capture information) if it is available.

I T T 1096 5/25/2011 7:38:41 PM 00:03:57
4  Export Selected

1196 5/25/2011 7:33:03 PM | 00:07:44

= Play »

1105 5/25/2011 6:16:27 PM 00:03:57
¥  Flag

2:52:25 PM 00:03:57
v+ Perform Evaluation » In Current Window » :
¥ View Completed Evaluations In New Window 3 With Video
T B R T b T L0

M  Bookmark feal Without Video |

1157 5/25/2011 4725709 PM T O0TOSETS S

& Archive Options
1392 5/25/2011 4:06:39 PM = 00:04:15

Categorize 3
Edit Call 1240 5/25/2011 3:54:19 PM | 00:08:11
* Delete Call 1105 5/25/2011 2:48:58 PM | 00:07:44
[ e 0 A N Y LIS SO ANTD 1257 Efocimedd S, AT,0T DR af B w O I =
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A listing of the QA forms attached to the CallCopy Group(s) associated with the record will appear.
Double-click the form you want to use to score the recording. The form will appear in the window.

NOTE: The agent who conducted a call may be in multiple groups, and one form may be attached to several
groups. Therefore, the same form may be available under several different Groups. Make sure you select the

form with the appropriate Group. Form and Group selections will affect reporting.

Agent Forms Listing Back b
Form Name - Group Name Create Date
Customer Service Evaluation ClientABC S/26/2011 9:35:08 AN
Customer Service Evaluation Sales Team S/26/2011 9:35.06 AM
Customer Service Evaluation Support Team 52642011 9:35:06 AW
Customer Service Evaluation 3 ClientABC 3MW2006 2:30:23 PM
Customer Service Evaluation 3 Sales Team 3MB2006 2:30:23 PN 3
Customer Service Evaluation 3 Support Team 31802008 2:30:23 PM
Customer Service Evaluation 4 ClientABC SI26/2011 §:38:18 AN
Customer Service Evaluation 4 Sales Team SI26/2011 9:38:18 AN
Customer Service Evaluation 4 Support Team 52602011 9:38:18 AN
Customer Service Evaluation 5 Sales Team SI26/2011 2:16:13 PM
Sales Evaluation Form Sales Team SI26/2011 4:29:00 PM
Web Player x
Screen Capture Zoom Panel Tags
- BT File  Edit ‘Wiew History Bookmarks Tools Help 1* | 01:25 65 Script Adherence  single family dwelling

’ * .
- @ - c x £ ',ﬁ Fitpisjjsugar bhestech.cc 2 02:17 68 Script Adherence homeowners association

3" 03:54 56 Scheduling weekend
; il BECS Tech CRM gl BECS Tech CR
— i
| SAVEWITHINSULATION.COM o T
LEON HOLT gl —fr—— e sl b el — A _M.Nru — 1 — A..,NT Al M — e AN 0 L:
Customer 1 I l
00:05 / 03:57 : : —

Review the form to see what items are being evaluated.

Use the playback controls to review the audio and/or video content. You can use the playback controls as

needed to pause, fast forward, or rewind the recording to help in your evaluation.

Enter information into the QA form while reviewing the call record.

NOTE: A L appears besides responses that were specified Auto-fail by the form creator.

NOTE: An evaluation’s score appears in the lower right corner of the page: otal: 6700/ 140.00 (4785 %
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Perform QA Play Call H Submit QA Review i

m

Call Information

Reviewer : Administrator Group : East Supervizors Agent Name : PATRICE ACEVEDO
Record : 28006 Call Direction : Qutbound Recording Time : 3272011 8:04:55 PM
Voice Port: 1314 Account Number Agent Number : 4014
Number Called DNIS : 8889876543 User3: CalleriD ANI:
Channel: 54 Public Bookmark : Duration : 00:03:57

Customer Service Evaluation

Greeting
Did Agent state company name? @) ves ©) No
Did Agent state hiz'her name? & ves ©) No
< | 1 | 3
Web Player »
Screen Capture _ Zoom Panel Tags

) BBCS Tech CRM - Mozilla Firefox #E© |8 O L
File Edit ‘iew History EBookmarks Tools Help 1* | 01:25 85 Script Adherence | single family dw

@ - c £\ I ﬁ bttp fsugar.bt 2% 02:17 68 Script Adherence  homeowners ass
3* 03:54 |56 Scheduling weekend
: gl BECS Tech CRM il BEC:
B — ——  AVEWITHINSULATION. K | 3
R
PATRICE AC H—fe— A Ao LI () (5
Customer 1 i A" 4 T
00:04 / 03:57 : ’ = |

The evaluation can be sent to the agent for review and acknowledgement. If the Agent does not have
access to the cc: Discover Web Portal, this option is not available.

Send Evaluation to Agent for Acknowledgement? Yes (2 No
Agent acknowledgment unavailable. Agent does not have Portal access enabled.

When you have completed the QA form, click | Submit QA Review | .

Messages will appear indicating if the evaluation was saved successfully or requires additional
information. Follow the instructions in the message as necessary. When the evaluation is saved, review

options will appear at the top of the page. These options are explained in the Review QA Evaluations
section of this guide.

Evaluate an Agent

QA forms for evaluating agents’ non-call work are scored on the Coaching tab. In the Quality Assurance
menu, click Perform QA.
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Home Web Player Coaching Reporting Administration

Quality Assurance

Create Form

Manage Forms

Search QA Evaluations
QA Acknowledgments

The Agent Listing shows all the agents you can evaluate. Click the agent to be evaluated.

Quality Assurance Agent Listing

Create Form Name - Phone IDs

Manage Forms

Fonmen Agent, Portal 4011

Search QA Evaluations AGUIRRE, CHERI 4002

QA Acknowledgments
BAILEY, JOY 4020
BARR, ALICLA 4029
BARRON, BRIANA 4013
CARNEY, VIVIAN 4005
CHARLES, WILLARD 4001
COHEN, GWENDOLYN 4018

The Agents Forms Listing shows all the QA forms attached to groups of which the selected agent is a

member. Click the appropriate form.

NOTE: Make sure you select the form with the appropriate Group. Form and Group selections will affect

reporting.
Quality Assurance Agent Forms Listing Back
Create Form Form Name - Group Name Create Date
L TEIE T Customer Service Evaluation Clientovz 2/10/2010 12:15:03 PM
Perform QA
Search QA Evaluations Customer Service Evaluation Support Team SM02010 12:15:03 PM
QA Acknowledgments
Display Test Form Calibration BMTI2010 1:54:41 PN
Display Test Form Client{rZ BMTI2010 1:54:41 PN
Display Test Form Support Team BMTI2010 1:54:41 PN
Form for Manual Calibration B28/2010 8:58:23 AM
Sales Evaluation ClientZ W16/2006 11:16:21 AN
Sales Evaluation Support Team 3MB/2006 11:16:21 AM
Pages: 1 GoToPage:1 |of1 (E&

Enter responses for each question on the form.
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Perform QA [ Back Il Submit QA Review |

Record Information
Reviewer . Administrator Agent Name @ Smith, Max
Product Knowledge Rewview
Camping Products
Has the agent completed the necessary product usage time? "1 ves ) Ho

How many kayak brands can the agent name? Select -

ls the agent able to demonstrate tent assembly technics?

Sports Products

Can the agent demonstrate archery eguipment? ) Perfectly () Yes, but could be safer. () No, is dangerous to self and customers.

e T T
otal ; 0.00/ 25.00 (0.00 %)

Send Evaluation to Agent for Acknowledgement? — Yes @ No

NOTE: A L : ' appears besides responses that were specified Auto-fail by the form creator.
NOTE: An evaluation’s score appears in the lower right corner of the page.

The evaluation can be sent to the agent for review and acknowledgement. If the Agent does not have

access to the cc: Discover Web Portal, this option is not available.

When you have completed the QA form, click | Submit QA Review |

Messages will appear indicating if the evaluation was saved successfully or requires additional
information. Follow the instructions in the message as necessary. When the evaluation is saved, review
options will appear at the top of the page. These options are explained in the Review QA Evaluations
section of this guide.
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Chapter 5: Review QA Evaluations

In this chapter we will cover:
¥" Locating completed evaluations

¥’ Functions that can be performed with a completed evaluation

Locate Completed Evaluations

On the Coaching Tab, in the Quality Assurance menu click Search QA Evaluations.

. Home | Web Player | Coaching1 Reporting | Administration

Quality Assurance Search QA Forms
Create Form Form : Agent :
Manage Forms
Perform QA Al [=] an
Search QA Evaluations Evaluator - Start Date -

UA Acknowledgments

Al [=] srzazoo &

Record ID :

Pages: 1

Logged in as superuser | Change Password | Logout

Group :
[=] an
End Date :
9129/2010 =

No QA Forms Found Matching Criteria

Search

Go To Page: 1 of 1 |E|

This will allow you to search for a completed evaluation using a combination of search criteria:

e Form: Select a particular form or all forms.

e Agent: Select a particular agent or all agents.

e Group: Select a particular group or all groups.

e Evaluator: Select a particular evaluator or all evaluators.
e Start Date: Pick a starting date as part of a date range.

e End Date: Pick an ending date as part of a date range.

e Record ID: Find a completed evaluation for a call based on the call's record ID number in the system.

. . . Search . . .
Once you have made your appropriate selections, click | Search | . A list of evaluations matching the

criteria appears in the window.
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Search QA Forms
Form

Sales Evaluation
Evaluator

Al

Record D

Agent Name
BALEY, JOY
BALEY, JOY
BALEY, JOY
BALEY, JOY
BALEY, JOY
BALEY, JOY

Agent
[+] Bavey, iov
Start Date

[«] anrot0

Form

Sales Evaluation
Sales Evalation
Sales Evalation
Sales Evaluation
Sales Evalation
Sales Evakation

Group

Group
ChentXYZ
ChentXYZ
Calbration
Calbration
ChentXYZ

(=] A
End Date
9/1772010 =
Evaluator
Bob Smith
John Doe
John Doe
Jane Doe
John Doe
Administrator

Support Team

Call Date
8172010
8172010
8172010
832010
832010
/52010

Search
—ee

Evaluation Date

8172010
812010
12010
8372010
8372010
8/e2010

To access a particular evaluation, double-click it. The completed evaluation opens in the window.

Perform QA
Call Infermaticn
Reviewer :

Record . 8254

Phone Mumber : 1207

Number Called (DNIS) :
Channel : 69

Sales Evaluation

Greeting

Sales Skills

Was sale closed?

Notes / Tips

Documentation

John Doe

8662758925

What objections were given?

How many rebuttals were used?

Sent Agent Acknowledgement

I Play Call H Printable Version ] [ Delete the Completed CLA “ Edit the Completed QA H Back ]

ACD Group : East Supervisors

Call Direction : Inbound
User1:
User3:

UserS:

Did Agent use branded greeting?
Did the Agent state his/her name?

Did the agent verify the prome code?
Agent should validate code against screen pop

Wase proper closing code used?

Were notes concise and professional?

Recording Time :
Agent Number :
CalleriD (ANI) :

Duration (Sec) :

@ves Do

@ves CNo

Cino

@ves Do
Price

CiNone

©n

@2

Agent Name :

O BAILEY ACD Queus
&Mi20105:22:23

Screen Capture :
FM
4020 Project :
2123793846 User4:
00:08:11

Not bad, but we will need to work on your documentation.

@ves Cno

Good

Yes

Total : 70/ 75 (93.3 %)

Cc:
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Additional Functions

Based on your individual permission settings, you can perform several actions on a scored evaluation.

Perform QA | Play Call Il Link For Completed Q4 il Printable Version il Delete the Completed QA I Edit the Completed Q.4 I Back |

e Play Call: Plays the call for which this particular evaluation was completed.

¢ Link for Completed QA: Displays the URL of an evaluation in a popup window.

e Printable Version: Opens the completed evaluation in PDF format that you can then save or print.

¢ Delete the Completed QA: Deletes the completed evaluation from the system. Very few users
should be given this permission.

¢ Edit the Completed QA: Allows you access to update the form with any necessary changes. After
your edits are complete, click the Submit QA Button to update the evaluation. The original version of

the evaluation is not retained in the system.
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Chapter 6: QA Acknowledgements

If, during your evaluation of agents, you require them to acknowledge their completed forms, you can
report on who has or has not acknowledged the evaluation. On the Coaching tab, in the Quality

Assurance menu, click QA Acknowledgements.

Logged in as superuser | Change Password | Logout

Web Player Coaching Reporting Administration

Quality Assurance Search Pending Acknowledgments Search
Create Form Form: Agent : Group :
E':;;ﬂsfg;ms Al [=] an =] & =
Search QA Evaluations Evaluator : Start Date - End Date :
Al [+] oizzizo10 = 912812010 =
Acknowledgement Reguired : Status :
Yes E| Unacknowledged E|

No QA Acknowledgments Found Matching Criteria

Pages: 1 GoTo Page:|1 | of 1 |E|

This will allow you to search for a completed evaluation using a combination of search criteria:

e Form: Allows you to select a particular form or all forms.

e Agent: Allows you to select a particular agent or all agents.

e Group: Allows you to select a particular group or all groups.

e Evaluator: Allows you to select a particular evaluator or all evaluators.

e Start Date: Allows you to pick a starting date range. The start date will automatically default to a
week prior to today's date.

e End Date: Allows you to pick an ending date range. The end date will automatically default to
today's date.

e Acknowledgement Required: Allows you to search for evaluations based on whether or not your
initially required agent acknowledgement.

e Status: Allows you to search for Unacknowledged or Acknowledge Evaluations.

Click the Search button to generate your list of acknowledged or unacknowledged evaluations, based on

your selection criteria.
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Chapter 7: Content Library

In this chapter we will cover:

¥" An overview of the library

v Managing categories

v Adding and assigning content

v’ Content Acknowledgement Reports

Overview

The Content Library enables users to upload files that can be shared with agents who have access to the
cc: Discover Home tab. Files that can be uploaded include Word files, PDFs, Web pages, and calls exported

from cc: Discover.

The Content Library appears on the Coaching tab. Documents are organized into Content Categories. The

number of items in each category appears inside the parenthesis to the right of the name.

l Home | web Player [ Coaching1 Reporting | Administration SULLE I ZE i uns || SIS FEERLL || ST

Quality Assurance Category :

Title Assigned Date Type Size Assigned by Assigned Categories Actions
Content Library

Edit
Customer Service (3) CallCopy-Fax Cover.dobe BMB20M0 ] 30000 Administrator Customer Service L—J

1R 2 ' |_peete |

Sales (6) Edit
Uncategorized (2} cehiscover Web Player Guide, v4.3.docx 9/1042010 ] 1852000 Administrator Customer Service

Delete

— Edit
Group QA Summary 5172010 EI_] 26624 Administrator Custemer Service, Sales L—J

Delete

Pages: 1 GoToPage: 1  ofi |E|

You will see:

Title: The name of the file.

e Assigned Date: The date the content was uploaded and assigned

e Type: Displays graphically the file type (Word, Excel, Power Point, etc.)

e Size: The size of the document/content

e Assigned By: The user who uploaded and assigned the content

e Assigned Categories: All of the categories that this document/content is assigned to

e Actions: Edit allows you to change content assignments. Delete removes the content from the library.

Content can be accessed by double-clicking the title of the content/document. You will be prompted to

Open or Save the file.
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Manage Categories

Content Categories allow the user to organize and assign library content.

. Home | Web Player | Coaching1 Reporting | Administration Logged in az superuser | Change Pazsword | Logout

Quality Assurance Content Categories l New “ Delete ] l Save ]
Categories : Details :
Content Library .
Customer Service (3)
HR (2) _
Manage Content Sales (8) Title :
Add Content Uneategorized (2) Parent category :  Root [=]
Content Categories
Agen
Agent Group List

Acknowledgement Report

To create a new Category, on the Coaching tab, in the Manage Content menu, click Content Categories.
In the Details section, enter a name for the category in the Title field. In the Parent Category list, select an

existing category if you would like the new Category to become a child of it. Otherwise, select the Root
option from this list.

To delete a category, select it from the Categories list, and click Delete.

To edit a category, select it from the Categories list. Edit the title or parent category and click Save.

Add and Assign Content

To add content to the Content Library, click the Add Content link under the Coaching tab on the Manage
Content menu.

Wieb Player Coaching Reporting Administration Logged in as superuser | Change Password | Logout

Quality Assurance Add Content Reset Save

Content Library Please select a file to upload :

Browse...
Manage Content ;J

Upload File
ontent Categories

Agent List

Agent Group List

Acknowledgement Report
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. B . . . :
Click the Z*5=] button and navigate to the item you want to upload into the library.
Add Content Reset Save

Please select a file to upload :
|Browse... |

|Upload File |

Once your file is populated in the upload field, click the |Upload File| button, and you will be taken to the

property and assignment page. From this page you can:

e Title: This value is the name of the uploaded file. The title in the library can be different.

e Priority: Agents see this value when they see the content on the Home tab. If agents have multiple
items to review, this value communicates the importance of this item.

e Duration: An estimate of how long it takes to review a document.

e Unassigned/Assigned Categories: In order to be accessed by agents, library content must be
assigned to content Categories or CallCopy groups. Any agent in the assigned category will inherit the
content.

e Unassigned/Assigned Groups: These are CallCopy groups created by system administrators.

Add Content Reset Save
Title : Priority : Duration (HH:MKM:55) :

Federal Sales Training Guide 2011.docx Low > 00 .00 .00

File Type : File Size :

L | application/octet-stream 9.73 kb

Unassigned Categories : Assigned Categories :

Uncategorized Federal Sales
HR Resources
Customer Service
Sales

Unassigned Groups : Assigned Groups :

Calibration
Client&BC
ClientxyZ
Janes Team
Johns Team
Sales Team
Support Team
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Content Acknowledgement Reports

If you have assigned content to an agent, you can report on who has or has not reviewed/acknowledged
that assigned content. Go to the Acknowledgements Reports link under the Coaching tab, in the Manage
Content area.

. Home | Vieb Player Coaching1 Reporting Administration <LlfEL L IEEilelsE | LIELIE IEELU || SDITL

Quality Assurance Search Acknowledgements Search
Form: Al Category :| All Group ;| All

Content Library lz‘ sor lz‘ F El
Agent | Al [=]Reviewed Status | Al [=]

Manage Content Date Type | Assigned Date [=] Start Date | 9/28/2010 ] End Date | 9/29/2010 =]

Add Content

Content Categories Pages: << < > >> Go To Page: of ([E

Agent List
Agent Group List

|Ac|-<n0\-.rledgement ReEortl

This will allow you to search for a completed evaluation using a combination of search criteria:

¢ Form: Allows you to select a particular piece of content or all content.

e Category: Allows you to select a particular category or all categories.

e Group: Allows you to select a particular CallCopy group or all groups.

e Agent: Allows you to select a particular agent or all agents.

e Reviewed Status: Allows you to select all statues, pending status, or reviewed status.

e Date Type: Allows you to select from the Assigned Date, which is the date the content was uploaded.

e Start Date: Allows you to pick a starting date range. The start date will automatically default to
today's date.

e End Date: Allows you to pick an ending date range. The end date will automatically default to today’s

date.

o . Search
Once you have selected criteria, click |_>earch to generate your report.
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About CallCopy

CallCopy, a leading provider of innovative call recording and contact center solutions, is dedicated to
ensuring the highest standards of customer and employee satisfaction. The award-winning, enterprise-
proven cc: Discover suite delivers advanced call recording, screen capture, quality management, speech
analytics, performance management, customer survey and workforce management capabilities to

organizations of all sizes and industries across the globe.

CallCopy empowers these organizations to gather business intelligence, which is leveraged to maximize
operational performance, reduce liability, achieve regulatory compliance and increase customer
satisfaction.

For more information, visit www.callcopy.com.
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	Chapter 1: Introduction
	Overview
	This guide provides information and procedures for using quality assurance (QA) functions on cc: Discover’s Coaching and Web Player tabs. Those functions include creating evaluation forms, performing evaluations, setting up content libraries, and runn...
	The guide assumes that the user is familiar with
	 Basic Quality Management (QM) concepts and processes.
	 Basic Windows PC usage such as right and left clicking the mouse.
	 Usage of the cc: Discover Web Portal.
	Please see your system administrator for the cc: Discover Web Portal URL and for access permissions to the necessary functions.
	Chapter 2: Web Portal Basics
	 Requirements to run the cc: Discover Suite
	 Logging in and out of the systems and log in errors
	 Forgotten passwords
	 Version number
	 Basic Web Portal navigation
	 Logging out
	 Changing passwords

	Requirements
	The cc: Discover suite includes a Web Portal and a Web Player. The Web Portal has a light-weight administrative system. The Web Player component has minimum system requirements due to the processing required for full audio and video playback. With tho...

	Logging In
	The CallCopy Installation team will provide you with a user account with system administrator level privileges during installation and Administrator training. Your User account will consist of a Username and Password.
	It is recommended you change your password from the default provided as soon as possible.
	Additionally, a hostname or IP address for the server will be established so that you may access the web-based administration interface.
	Type in the hostname or IP address for your server into your browser’s address bar (http://callcopyserver.yourcompany in the example above). You will be presented with a login page similar to the one displayed below.
	Login Screen Fields
	Login Mode: There are two authentication modes available.
	Database mode utilizes cc: Discover’s internal user database that has been populated from manually entered user accounts.
	Active Directory Mode is available only if the Active Directory Sync module is enabled and configured in the cc: Discover software. This mode uses Kerberos authentication to validate an Active Directory user is logged in and a member of the proper AD ...
	Username: Enter your CallCopy username
	Password: Enter your CallCopy password
	Fill in the listed field and click the ‘Login’ button to continue.
	Login Errors
	If your login fails you will be presented with the following error:
	“Username or password is incorrect.”
	Note: Passwords are case sensitive. If you are unable to login using the username and password you believe to be correct, please contact your CallCopy Support provider.

	“Forgot Password” Reset
	If you are unsure of or have forgotten your password, you can use the “Forgot Password” function on the login page. Your password will be reset and a temporary password will be e-mailed to you if you use this option.
	To use the feature, first click the ‘I forgot my password’ link on the login screen.
	You will be taken to a page asking for the username that you wish to reset the password for. Enter the username and click ‘Submit’.
	If successful, you will see the following message:
	A randomly generated password will be sent to the email address associated with your username. Once you have logged into the system you will be able to change your password.
	If there was an issue locating your username, or if your user account does not have an e-mail address associated with it, you will see the following message. Please contact your cc: Discover system administrator to resolve this issue.

	Locating Version Number
	The version number for your cc: Discover software is displayed in the upper-right corner of the login page. This version number can be useful for locating correct documentation for your software and when obtaining support for your system.

	Navigating the Web Portal
	Web Portal navigation is achieved by functional tabs and menus. The tabs available depend on the user’s security permissions and the cc: Discover modules purchased. The navigation menu for a functional tab is on the left side of the page.
	On the navigation menu, pages are organized under menu headers. Clicking a menu header will display the list of page links, menu items, or other content. When you click on a header to display its content, any other open sections of the menu will colla...

	Logging Out
	Once you have completed your session, it is very important to log out, for security purposes. To logout, simply click the ‘Logout’ link located at the top-right of every page. Once you have successfully logged out, you will be returned to the login wi...

	Changing Your Password
	Clicking on the ‘Change Password’ link in the upper right-hand corner of every page will direct you to a page that prompts you to enter a new password, and then confirm the password you have just entered.  After you have entered your new password, cli...
	Chapter 3: Manage QA Evaluation Forms

	QA Form Usage
	This section explains how to create Quality Assurance (QA) evaluation forms for reviewing the work of agents including how they handle calls. Authorized users/evaluators use the forms in the cc: Discover Web Player and Coaching tabs to record scores a...

	Create a QA Form
	Form Name
	In the QA Form Editor, type a unique and descriptive name in the “Form Name” field. In the example below the name is “Customer Service Evaluation.”
	Select the Agent Acknowledgement Required option if agents must be notified that they are being evaluated using this form. If agents are also cc: Discover users, they will receive evaluations notices on the Home tab. If agents have email addresses rec...
	Groups
	Groups are the CallCopy groups that administrators create and to which agents can be assigned. They usually represent business organizational units or projects. (CallCopy Groups are covered in the cc: Discover Web Player Guide and cc: Discover Adminis...
	Agents have to be in groups to be evaluated, and forms have to be attached to groups to be used.
	In the Un-Attached Groups list, click one or more groups that may use the form, and then click the right arrow. Reversing the procedure un-attaches groups.
	Group attachments do not have to be permanent. If a form is no longer needed for a group, the group can be un-attached after evaluations are completed.
	Sections
	Sections organize a form. They usually follow the type of call flow that occurs. For example, for a technical support QA form, logical sections might be “Greeting,” “Soft Skills,” “Use of Desktop Tools,” or “Call Closing.”
	To create a section, click .
	Add a unique name in the Section Title field.
	Questions
	Evaluators use questions to score the call. Questions have responses assigned to them.
	To create a question, click.
	A question text and type object will appear. Type the question text. For example, the question can be “Did the agent use the standard greeting?”
	One question on a form can be designated as Critical. Responses to and scores on this question are tracked by the Critical Question Detail and Critical Question Summary reports. For example, critical question could track if the agent asked for the cus...
	Select the question type. There are five types:
	Dropdown: Responses appear in a drop down menu, and the reviewing user can select one.
	For example, a question with responses ranging from “Exceeds Expectations” to ”Fails Expectations” with point values ranging from ten (10) for “Exceeds Expectations” to zero (0) for “Fails Expectations” would appear in the Form Creator like this:
	Horizontal Radio: Responses appear on the form as circular Radio buttons displayed in a horizontal line.
	For example, a question with responses of “Yes,” “No,” and “Not Applicable” would appear in the Form Creator like this:
	This example will appear like this in the completed form:
	Vertical Radio: Responses appear on the form as circular Radio buttons displayed in a vertical column.
	For example, a question with responses of “None,” “One,” and “Two” would appear in the Form Creator like this:
	This example will appear like this in the completed form:
	Free Text: This is general free text field that the evaluator can use to give a descriptive analysis.  Point values cannot be associated with a Free Text response, so responses to questions of this type do not apply to the overall percentage score of ...
	This example will appear like this in the completed form:
	Comment: This is a note that can be left on the form to describe the question or provide extra instructions or details. This is not a question, but rather informative text that appears on the QA form for the evaluator’s benefit.
	This example will appear like this in the completed form:
	Responses
	To specify the responses an evaluator can provide, click .
	Enter a response option in the text field.
	Questions can have an unlimited number of responses.
	Possible points: This value provides a score for the response. During evaluation and scoring, cc: Discover adds the points scored on each question and divides that value by the total of the highest possible points for all applicable questions. This ca...
	NOTE: For consistent scoring across forms, users should create a question points/value schema that is easy to track and used by all form creators.
	In the example above, the question is set to “Dropdown,” so on the form the possible responses will be seen as options in a dropdown menu.
	If the response is “Excellent,” the evaluation will have five points added to the total score.  A response of “Very Good” will earn four points, “Good” will earn three points, “Fair” will earn two points, and “Poor” will earn one point.
	If a question may not be applicable to all calls, include a ‘Not Applicable’ response option. If the evaluator selects this option, and enters NA or na in the Possible Points field, the question’s available points will not be counted toward the sectio...
	NOTE: Not Applicable questions can be assigned a point value. That value can affect the final score because it is counted towards the section and form totals. However, assigning Not Applicable questions the highest possible value will have no affect o...
	Auto-fail: If the evaluator selects a response designated as Auto Fail, then the agent fails the Section or the entire Form. This setting is typically used to enforce service-affecting protocol, such as security verifications or adherence to scripts w...
	Default: Selecting the Default option causes the response text to appear in the question’s response field on the form.
	Move Form Items
	Use the navigation menu buttons  to set the order of QA Form items:
	  Moves the selected item up.
	  Moves the selected item down.
	  Removes the item entirely.
	Example Form:
	Save a Form
	To finish building a form, click . A preview of the form will appear.
	If the form needs changes, it must be edited from the Manage Forms page.
	NOTE:  You can alter a form once it is saved and before it has been used in evaluating a call, but once the form has been used, it will be locked from editing. Do not use the form until you are certain you have added all the sections and questions nec...

	View Existing QA Forms
	The Manage Forms menu allows you to view Quality Assurance forms already added to the system.
	On the Coaching tab, click Manage Forms.
	On the QA Forms Listing page, select the Form State and the Group. Then click Filter.
	The options for Form State are All, Active, and Disabled. Active forms are available to users who have permissions to perform QA evaluations. Disabled forms are not currently used to perform evaluations.
	Groups are the CallCopy groups that administrators can create and to which agents can be assigned. They usually represent business organizational units or projects.
	For each form listed, the following summary information is provided:
	 Form Name: Name of the form assigned in the QA Form editor.
	 Edit by: User name of the last person to change the form.
	 Create Date:  Date the form was created.
	 Forms Completed: Number of times an evaluation has been submitted with this particular form.
	 Status: Active or Disable.
	 Disable Date: Date the form was last disabled. (If it has never been disabled, the field says ‘12/31/9999’.
	 Last Form: The last time the form was used to evaluate an agent.

	Edit Existing Forms
	An existing form
	 CANNOT be changed if it has ever been used to evaluate an agent. Changing a form would alter any reporting based off of it.
	 Can be saved as a new version if it has been used to evaluate agents.
	 Can be changed if it has NEVER been used to evaluate an agent.
	 Can be attached or un-attached to CallCopy groups regardless of whether it has been used. Un-attaching a group prevents users from evaluating that group with the form.
	To edit an existing form in the QA Form Editor, locate the form and click.
	If the form has never been used for scoring or only Group attachments need change, make the necessary changes and click Save.
	In order to edit a form that has previously been used to score agents or calls, change the name of the form.
	Click .
	Make the necessary changes to the form. Click Save.
	The new form will not save if a different name has not been entered in the Form Name field.

	Disable/Enable Forms
	Active forms are available to users who have permissions to perform QA evaluations. Disabled forms are not currently used to perform evaluations. A form can be disabled and enabled an unlimited number of times. Forms cannot be deleted.
	To disable a form, find the form on the QA Forms listing and click Disable. The form’s Status field changes from Active (green) to Disabled (red). To enable a form, reverse these steps.

	Import/Export Forms
	The CallCopy user community provides XML documents that can be imported to create QA forms. These customizable documents serve as templates with standard questions, responses, and point values. Some documents include Healthcare QA Evaluation, Performa...
	To import an XML document, download the CallCopy XML form template to your PC.
	On the Coaching tab, click Create Form in the Quality Assurance menu.
	In the QA Form Editor, name the form and attach any groups that will be evaluated using the form.
	Click Import. Click Browse and navigate to the XML file.
	Select it and click Open. Click Import.
	The form will be created. Edit it as needed and click Save.
	To export an existing form as an XML document, click Manage Forms. Find the form and click Edit. When the form opens, click Export. Save the form, making sure that it is saved as File Type XML.
	Chapter 4: Perform Evaluations

	Who Can Perform QA Evaluations
	To perform QA evaluations, a user must have Coaching Permissions, access to the CallCopy group attached to the QA form and being evaluated, and permissions for the cc: Discover Web Player.
	These permissions are set by the cc: Discover administrator and explained in the cc: Discover Administration Guide.

	Evaluate a Call Record
	Call record evaluations are done on the cc: Discover Web Player tab.
	Select the calls to be evaluated using the filtering tools.
	Click a record. Then right-click it and select the Perform Evaluation option from the Context Menu. Select whether you want the web player to open up in a standalone window or at the bottom of the pane. Also select whether you want the web player to d...
	A listing of the QA forms attached to the CallCopy Group(s) associated with the record will appear. Double-click the form you want to use to score the recording. The form will appear in the window.
	NOTE: The agent who conducted a call may be in multiple groups, and one form may be attached to several groups. Therefore, the same form may be available under several different Groups. Make sure you select the form with the appropriate Group. Form an...
	Review the form to see what items are being evaluated.
	Use the playback controls to review the audio and/or video content. You can use the playback controls as needed to pause, fast forward, or rewind the recording to help in your evaluation.
	Enter information into the QA form while reviewing the call record.
	NOTE: A appears besides responses that were specified Auto-fail by the form creator.
	NOTE: An evaluation’s score appears in the lower right corner of the page: .
	The evaluation can be sent to the agent for review and acknowledgement. If the Agent does not have access to the cc: Discover Web Portal, this option is not available.
	When you have completed the QA form, click .
	Messages will appear indicating if the evaluation was saved successfully or requires additional information. Follow the instructions in the message as necessary. When the evaluation is saved, review options will appear at the top of the page. These op...

	Evaluate an Agent
	QA forms for evaluating agents’ non-call work are scored on the Coaching tab. In the Quality Assurance menu, click Perform QA.
	The Agent Listing shows all the agents you can evaluate. Click the agent to be evaluated.
	The Agents Forms Listing shows all the QA forms attached to groups of which the selected agent is a member. Click the appropriate form.
	NOTE: Make sure you select the form with the appropriate Group. Form and Group selections will affect reporting.
	Enter responses for each question on the form.
	NOTE: A appears besides responses that were specified Auto-fail by the form creator.
	NOTE: An evaluation’s score appears in the lower right corner of the page.
	The evaluation can be sent to the agent for review and acknowledgement. If the Agent does not have access to the cc: Discover Web Portal, this option is not available.
	When you have completed the QA form, click .
	Messages will appear indicating if the evaluation was saved successfully or requires additional information. Follow the instructions in the message as necessary. When the evaluation is saved, review options will appear at the top of the page. These op...
	Chapter 5: Review QA Evaluations

	Locate Completed Evaluations
	On the Coaching Tab, in the Quality Assurance menu click Search QA Evaluations.
	This will allow you to search for a completed evaluation using a combination of search criteria:
	 Form:  Select a particular form or all forms.
	 Agent:  Select a particular agent or all agents.
	 Group:  Select a particular group or all groups.
	 Evaluator:  Select a particular evaluator or all evaluators.
	 Start Date:  Pick a starting date as part of a date range.
	 End Date:  Pick an ending date as part of a date range.
	 Record ID:  Find a completed evaluation for a call based on the call’s record ID number in the system.
	Once you have made your appropriate selections, click . A list of evaluations matching the criteria appears in the window.
	To access a particular evaluation, double-click it. The completed evaluation opens in the window.

	Additional Functions
	Based on your individual permission settings, you can perform several actions on a scored evaluation.
	 Play Call: Plays the call for which this particular evaluation was completed.
	 Link for Completed QA: Displays the URL of an evaluation in a popup window.
	 Printable Version: Opens the completed evaluation in PDF format that you can then save or print.
	 Delete the Completed QA: Deletes the completed evaluation from the system.  Very few users should be given this permission.
	 Edit the Completed QA: Allows you access to update the form with any necessary changes.  After your edits are complete, click the Submit QA Button to update the evaluation. The original version of the evaluation is not retained in the system.
	Chapter 6: QA Acknowledgements
	If, during your evaluation of agents, you require them to acknowledge their completed forms, you can report on who has or has not acknowledged the evaluation. On the Coaching tab, in the Quality Assurance menu, click QA Acknowledgements.
	This will allow you to search for a completed evaluation using a combination of search criteria:
	 Form:  Allows you to select a particular form or all forms.
	 Agent:  Allows you to select a particular agent or all agents.
	 Group:  Allows you to select a particular group or all groups.
	 Evaluator:  Allows you to select a particular evaluator or all evaluators.
	 Start Date:  Allows you to pick a starting date range.  The start date will automatically default to a week prior to today’s date.
	 End Date:  Allows you to pick an ending date range.  The end date will automatically default to today’s date.
	 Acknowledgement Required:  Allows you to search for evaluations based on whether or not your initially required agent acknowledgement.
	 Status:  Allows you to search for Unacknowledged or Acknowledge Evaluations.
	Click the Search button to generate your list of acknowledged or unacknowledged evaluations, based on your selection criteria.
	Chapter 7: Content Library

	Overview
	The Content Library enables users to upload files that can be shared with agents who have access to the cc: Discover Home tab. Files that can be uploaded include Word files, PDFs, Web pages, and calls exported from cc: Discover.
	The Content Library appears on the Coaching tab. Documents are organized into Content Categories. The number of items in each category appears inside the parenthesis to the right of the name.
	You will see:
	 Title: The name of the file.
	 Assigned Date: The date the content was uploaded and assigned
	 Type: Displays graphically the file type (Word, Excel, Power Point, etc.)
	 Size: The size of the document/content
	 Assigned By: The user who uploaded and assigned the content
	 Assigned Categories:  All of the categories that this document/content is assigned to
	 Actions: Edit allows you to change content assignments. Delete removes the content from the library.
	Content can be accessed by double-clicking the title of the content/document.  You will be prompted to Open or Save the file.

	Manage Categories
	Content Categories allow the user to organize and assign library content.
	To create a new Category, on the Coaching tab, in the Manage Content menu, click Content Categories.  In the Details section, enter a name for the category in the Title field. In the Parent Category list, select an existing category if you would like ...
	To delete a category, select it from the Categories list, and click Delete.
	To edit a category, select it from the Categories list. Edit the title or parent category and click Save.

	Add and Assign Content
	To add content to the Content Library, click the Add Content link under the Coaching tab on the Manage Content menu.
	Once your file is populated in the upload field, click the button, and you will be taken to the property and assignment page.  From this page you can:
	 Title: This value is the name of the uploaded file. The title in the library can be different.
	 Priority: Agents see this value when they see the content on the Home tab. If agents have multiple items to review, this value communicates the importance of this item.
	 Duration: An estimate of how long it takes to review a document.
	 Unassigned/Assigned Categories: In order to be accessed by agents, library content must be assigned to content Categories or CallCopy groups. Any agent in the assigned category will inherit the content.
	 Unassigned/Assigned Groups: These are CallCopy groups created by system administrators.

	Content Acknowledgement Reports
	If you have assigned content to an agent, you can report on who has or has not reviewed/acknowledged that assigned content. Go to the Acknowledgements Reports link under the Coaching tab, in the Manage Content area.
	This will allow you to search for a completed evaluation using a combination of search criteria:
	 Form: Allows you to select a particular piece of content or all content.
	 Category: Allows you to select a particular category or all categories.
	 Group: Allows you to select a particular CallCopy group or all groups.
	 Agent: Allows you to select a particular agent or all agents.
	 Reviewed Status: Allows you to select all statues, pending status, or reviewed status.
	 Date Type: Allows you to select from the Assigned Date, which is the date the content was uploaded.
	 Start Date: Allows you to pick a starting date range. The start date will automatically default to today’s date.
	 End Date: Allows you to pick an ending date range. The end date will automatically default to today’s date.
	Once you have selected criteria, click to generate your report.
	About CallCopy
	CallCopy, a leading provider of innovative call recording and contact center solutions, is dedicated to ensuring the highest standards of customer and employee satisfaction. The award-winning, enterprise-proven cc: Discover suite delivers advanced cal...
	CallCopy empowers these organizations to gather business intelligence, which is leveraged to maximize operational performance, reduce liability, achieve regulatory compliance and increase customer satisfaction.
	For more information, visit www.callcopy.com.


