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Introduction

Introduction

In this chapter we will cover:
4 Reporting overview

Overview

The cc: Discover Reporting module provides

e Quality Assurance managers insight into the performance of employees and business processes.
e System administrators knowledge about cc: Discover’s performance and actions taken in the system.

This document explains

¢ How to navigate the Reporting module and use its functions.
e The information that appears on the reports.
e How to create and manage reports.

Cc: Discover Reporting Guide, Version 4.5 1



Web Portal Basics

Web Portal Basics

In this chapter we will cover:
Requirements to run the cc :Discover Suite
Logging in and out of the systems, log in errors, and password recovery
Version number
Basic Web Portal navigation

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 does have 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 2.0Ghz Processor

e 1GBRAM

e 1280 x 800 screen resolution at 16 bit color depth

2 cc: Discover Reporting Guide, Version 4.5
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Web Portal Basics

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 Reporting Guide, Version 4.5 3



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 cc: Discover username
Password: Enter your cc: Discover 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.”

(@) CallCopy

cc: Discover

superuser

1 forgot my password

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.

4 cc: Discover Reporting Guide, Version 4.5
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Web Portal Basics

“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 ‘Forgot 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’.

(@) CallCopy

cc: Discover

Cc: Discover Reporting Guide, Version 4.5 5



Web Portal Basics

If successful, you will see the following message:

(@) CallCopy

cc: Discover

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 CallCopy System Administrator

to resolve this issue.

(@) CallCopy

cc: Discover

superuser

6 cc: Discover Reporting Guide, Version 4.5
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Web Portal Basics

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.

(= " CallCopy

Copyright 2011 CallCopy, Inc. All Rights Reserved.
v4.4.0.4530

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 x |
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
s 2 2 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]
12 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 25 26
27 P™ 20 20 31 > 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
G [> NELDA CONRAD 1289 3/28/2011 4:06:13 AM | 00:08:11  87.1 % o]
roup
[> NELDA CONRAD 1254 3/28/2011 1:46:25 AM | 00:04:15 o]
Categories [> KATELYN = MCCLURE 1043 3/28/2011 12:52:35 AM | 00:08:11 - 2122934868 1

Cc: Discover Reporting Guide, Version 4.5 7



Web Portal Basics

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

word | Logout

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.

(( ) CallCopy

Logout

Change Password

New Passwaord |

Confirm New Password :

8 cc: Discover Reporting Guide, Version 4.5

888.922.5526 info@callcopy.com



mailto:info@callcopy.com

Reporting Basics

Reporting Basics

In this chapter we will cover:
v" Quick Links Page

4 Reporting Tab Navigation
4 Printable-Report Functions
v" Common Report Criteria

Quick Links Page

Upon clicking the Reporting tab in the upper left-hand corner of the cc: Discover web portal, you will
access the page seen below. Individual printable reports can be accessed from this page by clicking on
the name of the report (shown in blue underlined font).

These reports are also available from the menus on the left side of the Reporting tab. The Quick Links

page just shows them can be organized by a filter such as Group.

Printable Reports Quick Links

Call R ri - .

= R:pp;ﬂi:;g r o7 Printable Reports > Agent Reporting

System Reporting L

Survey Reporting 8

S T4  BvAgent 7282  ByGroup 7~ BycCall Type

Aaent Call Summary Group Membership Report | Agent Call Summary
Assigned Agents Report | Analytics Speech Tag Detail
Group Membership Report 1 Call Recording Detail

| Duplicate ANI Report

r Printable Reports > Quality Assurance
4

74 ByAgent 7488 By Group “F|= ByForm
Agent QA Summary Critical Question Summary Agents Needing Evaluation Detail
Aagent Ranking By Period Group QA Summary Blank QA Form
Agents Needing Evaluation Detail Group Summary By WMonth Call Evaluation Detail
Agents Needing Evaluation Summary Group Summary By Pericd Completed QA Form
Critical Question Summary Q4 Agent Periodical Trending Report Critical Question Detail

r Printable Reports > Survey Reporting

| Survey Detail | Survey Overview Survey Summary

Report Tools

r Printable Reports > System Reporting
System Reports £

| Disk History | System Activity Summary System Usage

Cc: Discover Reporting Guide, Version 4.5 9
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Reporting Tab Navigation

Printable Reports The menus on the left side of the Reporting tab provide access to reports and
Analytics R rti

c::ReI:fmfn? " tools.

QA Reporting

System Reporting

The Printable Reports menu has these links:

e Analytics — These reports are available only if the cc: Analytics module for
analyzing call records has been purchased.

e Call Reporting — These are the Agent Reports on the Quick Link page.

e QA Reporting

e System Reporting — See also the System Reports menu.

The Report Tools menu provides access to tools for automatically generating

reports (subscriptions) and report libraries.

The System Reports menu provides administrators with the ability to monitor
the health and performance of the system and to audit actions taken on the
system. These reports cannot be printed.

Report Tools

System Reports

Clicking a link, such as QA Reporting, displays that list of possible reports. The Date Created column
indicates the date that the XML file used to generate this report type was installed in the cc: Discover
system.

| '. ) CallCopy

Web Player Coaching Administration Logged in as superuser | Change Password | Logout

Printable Reports Quality Assurance
Analytics Reporting Filter: Search
Call Reporting l—J
QA Reporting
System Reporting Report Description Date Created
Agent QA "
Summary Quality Assurance Summary By Agent 5242011
Agent Ranking BY oot nanking by Period 512412011
Pericd
thI‘ItSINEEdIHg. Fitered list of when each evaluator has last evaluated each agent on each form. Sr24/2011
Evaluation Detail
Agents Meeding
Ewvaluation Shows the last time an agent has been evaluated for the given criteria. SI2412011
Summary
Blank QLA Form Print out blank quality assurance forms for off line evaluations. 5242011

The Filter allows you to search for a particular report based on the name of the report or a key word. For

example, “Agent” entered into the Filter field as a key word will bring up all of the reports relating to
agent performance.

Click a report name to open a page for generating that report.

10 cc: Discover Reporting Guide, Version 4.5
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Printable-Report Functions
These tasks can be performed when using printable reports.
Specify Criteria and Create a Report

Each report has criteria that must be set to select data. These criteria can include date ranges, user or
agent selections, and other data fields depending on the report type. Once you have the report criteria

entered, click the Generate Report button to create the report.

Agent Ranking By Period L Back it Generate Report |
~
=

Period Type| Month El Year 2010E| Period DecemberEl

Form All ElGroup All El
x
| = |

Save Report Search Criteria

You can save the criteria for reports that are created frequently. Click the inverted chevron icon to see a

list of saved report search criteria.

| Back il Generate Report

J
=
k=3

Enter a name for the report in the Search Name field. Select the Public box only if you want others to be

able to view your saved report. Then click Save Search.

Agent Ranking By Period | Back I Generate Report |

No available search sets saved for this report.

Sales Agents Ranking Report Public : [

a
| & | Save Search

Search Name:

Form Sales Evaluation = Group Sales Team = Period Type Month ~

Year 2011 - Period June -

The report criteria item appears on the page. To use these criteria again, click the item. A report page with
the criteria opens. Edit the criteria as needed. Then, click Generate Report to create the report. All saved

report criteria appear in the Report Tools’ Report Library.

Cc: Discover Reporting Guide, Version 4.5 11
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Agent Ranking By Period I Back Il Generate Report |
Creator Hame Date Created Date Modified
sUpEruser Sales Agents Ranking Repot Bi23/2011 Bi23/2011
Search Name: Public : []
-~
'i Save Search
Form Sales Evaluation = Group Sales Team « Period Type Month -

Year 2011 = Period  June -

w

Navigate Report Pages

Use the navigation menu to move back and forth across appropriate report pages. The single arrow to the
right takes you forward one page and the single arrow to the left takes you back one page. The double
arrow to the right takes you to the last page of your report and the double arrow to the left takes you to

the first page in your report.

i 4 |1 of 12 p Pl ¢

Navigate Report Details

Some reports provide additional details in related reports. The mouse pointer turns to a hand ‘{5 if an

item in a report has additional detail. The @ arrow allows you to go up one level if you have “drilled

down” into a report.

Zoom

100% - Use the zoom menu to format the size of the report output in your browser
| |Page Width || window.
Whole Page
500%
A 200%
| 150%
oo |
75%
50%
25%
10%

Search

outbound Find | Next Use the search input box to find specific text or values within the

report. Select “Find” to find the first option, then “Next” to find

12 cc: Discover Reporting Guide, Version 4.5
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subsequent matches.

Save and Export a Report

From the report management interface, choose an
Select a format | Export

2| e d 0 =
XML file with report data
CSV (comma deﬁimited} Choose the preferred format, and then press “Export” to
Acrobat (PDF) file
MHTML (web archive)
Excel
TIFF file
Word

option from the “Select a Format” drop-down menu.

output your report to the selected format.

Refresh and Print

i) 4 The refresh button reloads the report display after any formatting changes were

made. The print button brings up the Windows print controls with standard print

options available.

Sort Report Records

Data records on some printable reports can be sorted. To sort from highest-to-lowest or A-to-Z, click the
top triangles by a column label. To sort from highest-to-lowest or Z-to-A, click the bottom triangle. In this
example, the records are sorted by the Phone ID as indicated by the icon. To clear all sorts, click the
Refresh button.

(@) Group Membership

Selected Group: Calbration

Phone ID ©

Calibration YANG, MELANIE 4001
Calibration POTTS, JERRY 4002
Calibration DANIEL, OFELIA 4003
Calibration GIBBS, REGINALD 4004
Calibration MASON, TRACY 4003
Calibration MONTGOMERY, ALFREDO 4006

Cc: Discover Reporting Guide, Version 4.5 13
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Common Report Criteria

Start Date

Indicates the start of the date range that your reporting data will be pulled from. The Start Date can be
selected by clicking on the calendar icon located to the right of the field, or by typing the date into the
field.

End Date

Indicates the end of the date range that your reporting data will be pulled from. The End Date can be
selected by clicking on the calendar icon located to the right of the field, or by typing the date into the
field.

Group

Allows you to select a particular group of Agents to report on. This is based on the groups of Agents that
have been created in the system under the Administration tab. You can select one group, multiple groups

(by shift-clicking), or all groups.
Call Direction

Allows you to narrow the scope of the report by selecting the directionality of the call to report on.
Options in this selection are: All, Incoming, Outgoing, or Unknown (meaning that we are not able to

identify the directionality of the recorded contact).

Period Type

Allows you to narrow the scope of the report by selecting the duration of time to report on. Options in

this selection are: Week, Month, Quarter, and Year.

Year

Allows you to narrow the scope of the report by selecting the year to report on.

Period

The Period field is used with the Period Type, and the selections will be varied based on what is selected in
the Period Type dropdown. For example, if the Period Type selected is Month, the Period options will be
the months of the year. If the Period Type is Quarter, the Period options will be 1 - 4.

14 cc: Discover Reporting Guide, Version 4.5
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Form

Allows you to select the form that you want to report on. The available options are a reflection of the
forms that have been built in the Form Creator and are in enabled or disabled status. You can select one

form, multiple forms (by shift-clicking), or All.
Agents

Allows you to select the Agent(s) that you want to report on. You can select one Agent, multiple Agents
(by shift-clicking), or All.

Tag Category

Only used in conjunction with Speech Analytics. Allows you to select a particular Tag to report on. You can

select one Tag, multiple Tags, or ALL.

Status/Active

Allows you to choose the status of the Agents to report on. Options are: Active, Inactive, and All.
Date Type

Used to select the data set you want to pull in QA reporting. Options are: Call Date and Evaluations Date.
Call Date is based on the date the call was recorded in the system. Evaluation date is based on when the

recorded contact was evaluated in the system.
Users

Allows you to select the User(s) that you want to report on. You can select one User, multiple Users (by
shift-clicking), or All.

Report Type

Allows you to narrow the scope of the report by selecting the type of report to generate. Options in this
selection are: Agent, Form, Section, and Question. This is one indication that a report is able to be drilled

down into, to access the additional data that supports the cumulative view of the data.
Section

The Sections dropdown is used in conjunction with the Form dropdown and the selections will be a
reflections of the sections created for a form in the Form Creator. You can section one section, multiple
sections, or All.

Cc: Discover Reporting Guide, Version 4.5 15
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Failure Type

Allows you to report on Section or Form failures for a particular form. You can also report on All.

Month

Select the starting month for your report.

Periods

Select the number of months that you want to include in your report (1 -12).

16 cc: Discover Reporting Guide, Version 4.5
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Call Reporting

Call Reporting

In this chapter we will cover:
¥’ Overview of Call Reporting

¥’ Running the Call Reports

Overview of Call Reporting

The cc: Discover Call Reports provide information about calls, such as the ANI and DNIS, and agents, such

as the total number of calls that were recorded for an agent over a period of time.

Running the Call Reports

To access call reports, from the Printable Reports menu, click Call Reporting. On the Agent Reporting

page, click the link to a report type such as Agent Call Summary.

Agent Reporting

Filter: Search
Report Description Date Created
Agent Call Summary Agent Call Summary SI242011
Aszigned Agents Report Aszzigned agents and their device ID's Si242011
Call Recording Detail Details of a Recorded Call Si24/2011
Duplicate ANl Report Calls Observed During a Period with Duplicate Caller IDs. 242011
Group Membership Report Wembership of agents in Groups SI242011
Pages 1 Go To Page : |1 of1 @

Cc: Discover Reporting Guide, Version 4.5
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Agent Call Summary

Description

The Agent Call Summary displays call totals captured in the call recording system. The report displays the
number of calls taken by an agent over a period of time, as well as Average Handle Time (AHT)

information.

Agent Call Summary { Back L Generate Report J

[«

|
Start Date | 12/1/2010 [T end pate 12/31/2010 ] Group| All El

Call Direction| Incoming El

[»

Results
H@” Agent Call Summary
For period beginning 12/1/2010 and ending 12/31/2010
Selected Call Direction: Incoming
Name Device ID # Calls  Average Duration Total Duration Max Duration
ASHLEY, RUBEN 4022 16 5m 26s 1h 27m 2s 8m 11s
BAUER, ALBERT 4002 10 5m 43s 57m 9s 8m 11s
BELL, ESTER 4036 9 6m 20s 57m 1s 8m 11s
BROOKS, LARRY 4030 12 6m 165 1h 15m 17s 8m 11s
CANTRELL, MADELEINE  |4015 13 6m 7s 1h 19m 36s 8m 11s
COHEN, JIMMIE 4010 11 6m 17s 1h 9m 5s 8m 11s
DELACRUZ, BARRY 4026 23 5m 28s 2h 5m 425 8m 11s
DILLON, BRADLEY 4031 14 5m 17s 1h 13m 58s 8m 11s
ESTES, SALVADOR 4033 12 5m 44s 1h 8m 48s 8m 11s
EWING, WILLA 4025 13 6m 50s 1h 28m 565 8m 11s
FARRELL, HALEY 4032 15 5m 455 1h 26m 165 8m 11s
FISCHER, HOWARD 4029 9 6m 39s 59m 525 8m 11s
FOSTER, HAROLD 4038 11 6m 15s 1h 8m 49s 8m 11s
GARCIA, MICHEAL 4014 17 5m 35s 1h 34m 53s 8m 11s
GRAY, SHAWN 4013 10 5m 43s 57m 7s 8m 11s
HAYS, ANGELINA 4034 14 6m 21s 1h 28m 58s 8m 11s
18 cc: Discover Reporting Guide, Version 4.5
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Call Reporting

Assigned Agents Report

Description

This report displays the Active, Inactive, or All agents who are currently in the database, along with their

System ID, Username and Phone ID information.

Assigned Agents Report | Back || Generate Report

J
=
=

Status| Active [=]

o

Results

(@) Assigned Agents
1 SOLOMON, DUANE Active 4001
2 BAUER, ALBERT Active 4002
3 PECK, LUPE Active 4003
4 JOMES, MARVIN Active 4004
5 MCDOMNALD, Active 4005

ANTHONY
o MNIEVES, LATONYA Active 4006
7 HOOPER, LARRY Active 4007
8 OCHOA, YOUNG Active 4008
9 JIMEMEZ, JUNE Active 4000
10 COHEN, JIMMIE Active 4010
11 USER, CALLCOPY Administrator Active 4011
12 HOLDEN, ANTHONY Active 4012
13 GRAY, SHAWN Active 4013
14 GARCIA, MICHEAL Active 4014
15 CANTRELL, Active 4015

MADELEINE
16 SAMPSOM, THERESA Active 4016
17 SLOAN, SHAWN Active 4017
18 ZIMMERMARN, KARIMNA Active 4018
19 SCHMEIDER, Active 4019

EVANGELINA
20 HORM, ERIK Active 4020
21 PADILLA, MARLENE Active 4021
22 ASHLEY, RUBEN Active 4022
23 MNOEL, CARLA Active 4023
24 MOSES, DIANA Active 4024
25 EWING, WILLA Active 4025
26 DELACRUZ, BARRY Active 4026
27 WARD, JON Active 4027
28 SALIMAS, JIMMY Active 4028
29 FISCHER, HOWARD Active 4029

Cc: Discover Reporting Guide, Version 4.5 19
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Call Recording Detail

Description

This report displays the call metadata for your selected agent(s) over a period of time. The report provides
the Record ID number, along with critical data like ANI, DNIS, Date and time recorded, duration of the call,

and the Device ID where the call was recorded.

Call Recording Detail l Back H Generate Report J
E]
All -
Start Date | 5/23/2011 [Z] End Date B2A2011 [ Agents L‘é\;;?&‘\fi{;ﬁ[:o”y =
WHITNEY BARRETT -
Record ID Caller's Phone # Dialed Phone #
Gate User1 User 2
User 3 User 4 User &
K
Results
“@” Call Recording Detail
For Monday, November 08, 2010 to Wednesday, December 08, 2010
Record ID: 7410
Agent: ZIMMERMAMN, KARINA ANI: 6145222965 DNIS: 8009876543 Call Direction: Inbound
Time: 12/8/2010 1:07 AM  Duration: 7m 44s Gate: Customer Device: 4018 Channel: 5
Care
Account Number: CSN:
Salesforce Case: 00002137
Public Bookmark:
Record ID: 7287
Agent: ZIMMERMARN, KARINA ANI: 6142952127 DHNIS: 8778274923 Call Direction: Inbound
Time: 12/7/2010 9:23 PM  Duration: 6m 12s Gate: Customer Device: 4018 Channel: 46
Care
Account Number: CSN:
Salesforce Case: 00007246
Public Bookmark:
20 cc: Discover Reporting Guide, Version 4.5
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Call Reporting

Duplicate ANI Report

Description

This report displays the call metadata information for repeat calls into your organization from the same
phone number over a period of time. If the same ANI has not called into your location multiple times over

your selected timeframe, you will see the result listed below.

Duplicate ANI Report l Back “ Generate Report J
|§|
Start Date | 11/8/2010 =l End Date 121812010 =l call Direction Incoming El
ANI
A
Results

n@n Duplicate ANI Report

For Saturday, April 23, 2011 to Friday, December 23, 2011

Status: Al

anio _______|#CallsObserved

1112223333 3

Duplicate ANI Report - 6/23/2011 CallCopy Recorder Reporting Service Page 1of 1
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Call Reporting

Group Membership Report

Description

This report displays the active or inactive Agents in a particular group, along with their Phone Id

information.

Group Membership Report | Back il Generate Report |

[ecc

Group| Al [=]Active Active [=]

Z

Results
(@) Group Membership
Calibration ASHLEY, RUBEM 4
Calibration BAUER, ALBERT
Calibration BELL, ESTER
Calibration BROOKS, LARRY
Calibration CANTRELL, MADELEIME
Calibration COHEN, JIMMIE
Calibration DELACRUZ, BARRY
Calibration DILLOM, BRADLEY
Calibration ESTES, SALVADOR
Calibration EWING, WILLA
Calibration FARRELL, HALEY
Calibration FERGUSON, LATONYA
Calibration FISCHER, HOWARD
Calibration FOSTER, HAROLD
Calibration GARCIA, MICHEAL
Calibration GRAY, SHAWMN
Calibration HAYS, ANGELIMNA
Calibration HEBERT, FRANCISCO
Calibration HOLDEN, ANTHONY
Calibration HOOPER, LARRY
Calibration HORM, ERIK
Calibration JEMMNINGS, TABITHA
22 cc: Discover Reporting Guide, Version 4.5
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QA Reporting

QA Reporting

In this chapter we will cover:
v" Overview of QA Reporting
v" Running the QA Reports

Overview of QA Reports

The cc: Discover QA Reports allow you to trend and track the Quality Assurance performance of your agent,
analysts, and groups. The various QA reports give you insight into QA critical areas such as calibration,
trending, and team performance. The QA report also serve as an extremely powerful coaching tool to help

close knowledge gaps, as identified through the evaluation of call and shown through reporting.

QA Reporting is based on the evaluations that your Quality Assurance (QA) Team have performed. These
reports require that a QA form be created in cc: Discover using the Form Creator in the Coaching tab, under
the Quality Assurance Area. The way that your form is created affects and impacts the reporting data that

you are able to see in the QA focused reports.
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QA Reporting

Running

the QA Reports

Quality Assurance
Filter:

Report |
Agent QL& Summary
Agent Ranking By Period
Agents Needing
Evaluation Detail
Agents Needing
Evaluation Summary

Blank QA Form
Call Evaluation Detail
Completed QLA Form

Critical Question Detail
Critical Question
Summary
Evaluater L& Summary

Form and Section
Failures Report

Group Q& Summary

Group Summary By
Maonth

Group Summary By
Period

Multiple Evaluations
Summary

Q4 Agent Periodical
Trending Report

QA Agent Trending
Report

QA Calibration Trending
Report

QA Form Trending
Report

QA Group Periodical
Trending Repert

Pages :

Description

Quality Assurance Summary By Agent
Agent Ranking by Period

Fitered list of when each evaluator has last evaluated each agent on each form.

Shows the last time an agent has been evaluated for the given criteria.

Print out blank quality assurance forms for off line evaluations.

Full details of the QA evaluation and the evaluated call. For performance reasons, limited to first 500 records meeting criteria.
Review or print out complete quality assurance evaluations.

Dietail of performance on critical guestions.

Summary of performance on critical guestions by agent or group.

Evaluator Calibration Report

Displays the list of calls which were evaluated to contain a response that indicated a failure at a section or form level.
Quality Assurance Summary By Group

Group performance trend over monthly intervals.
Group performance trend over time with =electable intervals.
Comparizon of the prior twelve evaluations of an agent on a particular form.

This specialized trending report makes it eazy to compare the performance of groups in different sections of a QA form owver time.

Trending reports allow you to read across the data to see changes over time. The Q4 agent trending report breaks down scores by agent and
allows you to easy compare the performance of an agent in different sections or on different guestions.

Trending reports allow you to read across the data to see changes over time. The QA calibration trending report breaks down scores by QA
evaluator and allows you to easily compare the performance of a user in different sections or on different guestions.

Trending reports allow you to read across the data to see changes over time. The QA form trending report breaks down scores by form or form
compenent, and may further break them down by subgroup for easy comparizson.

This specialized trending report makes it easy to compare the performance of groups in different sections of a QLA form owver time.

Go To Page : |1

Search

| Date Created
2o

2011
3201
3201

Iz
12011
3nizom
IMzon

Iz
Izonm
32011
Inzon

3nizom
3nizom
3nizom
Iz
Iz
Iz
Inzon

Inzon

of2 (B3

‘Quality Assurance

Filter:

Report

QA& Group Scorecard

QA Group Trending Report

QA Summary By Form
QA Summary By Question
QA Summary By Section
Quality Az

Weighted Q& Group Period
Trending Report

surance Detail

1

Pages . << <

QA Pending Acknowledgement

Description
QA Group Scorecard

Trending reports allow you to read across the data to see changes over time. The QA group trending report breaks down scores by
group and allows you to easy compare the performance of a group in different sections or on different questions.

Quality assurance evaluations that still require acknowledgement by the agent.
Quality Azsurance Summary By Form

Quality Assurance Summary By Question

Quality Assurance Summary By Section

Quality Az=surance Detail

ical Thiz specialized trending report makes it easy to compare the performance of groups in different sections of a Q4 form over time.

Go To Page : |2

Search

| Date Created
20N
201
201
20N
2o
201
20

3IMz0N

of 2

(o]
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QA Reporting
Agent QA Summary

Description

This report displays the selected Group(s) or Agent(s) Quality Assurance (QA) performance on a
selected form over a period of time. This report can be drilled-down into, to the Agent
Performance Summary Report.

Agent QA Summary { Back H Generate Report J
~
2]
Start Date 1/24/2011 LJ End Date 9/24/2011 Lj Date Type | Call Date E|
-
' ; Customer Service Evaluation VERONICA ALVAREZ [
Active Active [ | Forms | sales Evaluation Agents URSULA AVERY
TRACY BLACKBURN -
- -
Calibration =1 Administrator =
Groups  ClientABC USerS  Bamy Knack Report Type| Agent |-
ClientXYZ - Bob Smith M
~
B

Cc: Discover Reporting Guide, Version 4.5 25



QA Reporting

Results

“@” Agent

For Mondsy,

Performance Summary Report

ebruary 28, 2011 to Tu=sdsy, March 29, 201

Sedected Forms: Customer S=rvios Evalustion, Sales Evalustion

Agent Summary

I Count

Humber of Evalustions [

JOAMNN ABBOTT
MABEL BOYER
ROEIN BUCKLEY
CEIRDRE CAMPOS
LIZA CARROLL
THERESA COLEMAM
DOREEM COLLINS
NELDWA COMRAD
NELDA CROSBY
FLORIME DENMIS
CLARIEEA ELLICTT
MARIANNE ELLICTT
PERRY FARMER
SAMUEL FOSTER
MAX FREDERICE
ADELUME GILBERT
GUADALUFPE GILMORE
CHANDRA GREGORY
BRYYAMN GUTIERREZ
LILLIAN HERMAN
CLALUDIA HESTER
WALTER JUAREZ
BOBEY KIM

E0MA LOPEZ

CORA LOTT

BOBEY MOCARTHY
KATELYMN MCCLURE
ROSALIMD MOODY
FERM MORSE
JESSE PALMER
SOMNJA PENNINGTON
JOEL RICE

LELIA SERRAND
LESLEY SHORT
MARION S\WWEET
GUADALUPE THORMNTON
CALLCOPY USER
HOLLY WaLSH
BEMJAKIN WEBER

Ageris

| | I | |
20% 40% B0 0% 100%

Zyvernge Score

26 cc: Discover Reporting Guide, Version 4.5
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QA Reporting

Agent Ranking by Period

Description

This report compares your Agent's QA performance from one time period to another: week to week,
month to month, quarter to quarter, or year to year. The last column in the report ranks the Agents in

your system from 1 — X and show their positive trending with a green arrow and negative trending with a

red arrow.

Agent Ranking By Period

Feriod Type| Month El

2010 [+]
El Group| Al

Period | December El

[=]

Year

Form All

Back Generate Report
L It J

Results

(@) Agent Ranking by Month

For period beginning 12/1/2010 and ending 12/31/2010

Agent Name S

Selected
Month Score

Prior Month
Score

JIMEMEZ, JUNE 1307 of 1355 (96.5%) | 3538 of 3970 (39.1%) | 1 (4+36) T
FISCHER, HOVWARD 1287 of 1335 (96.4%) | 5428 of 5820 (23.3%) | 2 (+8) 1
DELACRUZ, BARRY 1831 of 1935 (34.6%:) | 3875 of 4195 (92.4%) | 3 (43) 1
PECK, LUPE 1333 of 1420 (93.9%) | 3383 of 3720 (90.9%) |4 (+24) 1
BELL, ESTER 1067 of 1140 (33.6%:) | 3451 of 3340 (30.7%) | 5 (+26) 1
HOOPER,, LARRY 995 of 1065 (93.4%) | 3225 of 3495 (92.3%) |6 (+7) 1
JOMNES, MARVIN 984 of 1055 (33.3%:) |3388 of 3685 (31.9%) | 7 (+10) f
HORM, ERIK 1504 of 1935 (33.2%) | 4159 of 4495 (92,5%) (8 (+2) T
ASHLEY, RUBEN 1981 of 2140 (92.6%) | 1948 of 2205 (88.3%) |9 (+29) 1
SOLOMON, DUANE 784 of 850 (92,2%) |2892 of 3065 (94.4%) | 10 (-8) ‘
BALER, ALBERT 2361 of 2560 (92.2%) [ 3857 of 4290 (89.9%) |11 (+22) |
HOLDEM, AMTHOMY 1516 of 1645 (32,2%) | 4423 of 4360 (91%) |12 (+14) 1
JENNINGS, TABITHA 1854 of 2020 (91.8%) | 4114 of 4365 (94.2%) | 13 (-10) J
SLOAMN, SHAWM 2286 of 2515 (30,9%:) | 2802 of 2930 (33.7%) | 14 (-3) ‘
EWING, WILLA 2511 of 2785 (50.8%:) | 4700 of 5095 (92.2%) | 15 (0) T
SAMPSON, THERESA 3561 of 3925 (90.79%) | 3265 of 3580 (91.2%) | 16 {+9) 1
FOQSTER, HAROLD 771of 850 (90.7%) |3061 of 3430 (89.2%) | 17 (+18) T
OCHOA, YOUNG 906 of 1000 (30.6%) |4406 of 4860 (30.7%) [18 (+12)
CANTRELL, MADELEINE 1286 of 1420 (30.6%) | 3435 of 3720 (32.3%) | 19 (-7) ‘
FARRELL, HALEY 2100 of 2325 (90.3%) | 4098 of 4505 (91%) |20 (+7) 1
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QA Reporting
Agents Needing Evaluation Detail
Description

This report displays the last time a selected Agent(s) were scored on a particular form, based on
the Group(s) they are assigned to and the Evaluator who last completed the QA evaluation.

Agents Needing Evaluation Detail l Back “ Generate Report J
k
- Al : :
Last Evaluated Before| 2/24/2011 lj Group List gﬁg:{:g%‘ (=1 Form List g;ﬁggi;ﬁ:{iﬂ;e Evaluation
ClientXYz <~
All “ Al A
-
TRACY BLACKBURN ~ Bob Smith ¥
~
=
Results
{{@1 ) Agents Needing Evaluation Detail
Selected Forms: Customer Service Evaluation, Sales Evaluation
Evaluator Last Evaluated
JOANN ABBOTT Clienth(vZ Customer Service Evaluation | Jeff Rector Hever
JOANN ABBOTT Client{vZ Customer Service Evaluation | Cheryl Rankin Hever
JOANN ABBOTT ChentXYZ Customer Service Evaluation | Barry Knack Hever
JOANN ABBOTT ChentXYZ Customer Service Evaluation | Beki Nowlan Hever
JOANN ABBOTT ClientxX¥Z Sales Evaluation Jeff Rector Hever
JOANH ABBOTT Client(vZ Sales Evaluation Cheryl Rankin Hever
JOANN ABBOTT ChentXYZ Sales Evaluation Barry Knack Hever
JOANN ABBOTT ClentxyZ Sales Evaluation Beki Howlzn Hewvar
JOANN ABBOTT Support Team Customer Service Evaluation | Jeff Rector Hever
JOANH ABBOTT Support Team Customer Service Evaluation | Cheryl Rankin Hever
_JDAHH ABBOTT _Su pport Team Customer Service Evaluation | Barry Knack HNever
JOANN ABBOTT Support Team Customer Senice Evaluation | Beki Nowln Never
28 cc: Discover Reporting Guide, Version 4.5
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Agents Needing Evaluation Summary

Description

QA

Reporting

This report displays the last time an Agent was evaluated, by any Evaluator, from a selected end

time.

Agents Needing Evaluation Summary t Back “ Generate Report J
2]
-
Last Evaluated Before| 2/24/2011 Status Active E| Group List 8?2:{2%%1 (=
ClientXYZ v
All Al A A
F List Customer Service Evaluation Adgent List VERONICA ALVAREZ = User List Administrator &
orm Lis Sales Evaluation gent LISt yRSULA AVERY — USer LSt Banry Knack
TRACY BLACKBURN ~ Bob Smith ~
~
B
Results
u@n Agents Needing Evaluation Summary
Selected Forms: Customer Service Evaluation, Sales Evaluation
Agent Group Form Evaluator Last Evaluated
ABBOTT, JOANN ClientXyz Custorner Service Evaluation | Sue Smith a/26/2011
BOYER, MABEL Support Teamn Sales Evaluation Bob Smith a9/26/2011
BUCKLEY, ROBIN Sales Team Sales Evaluation Administrator 9/27/2011
CAMPQOS, DEIRDRE Support Team Sales Evaluation John Doe 9/27/2011
CARROLL, LIZA Calibration Sales Evaluation John Doe 9/27/2011
COLEMAN, THERESA Calibration Customer Service Evaluation |Jane Doe 9/27/2011
COLLINS, DOREEN Support Team Customer Service Evaluation | Administrator 9f27/2011
COMRAD, MELDA Janes Team Customer Service Evaluation | Administrator 9/26/2011
CROSBY, NELDA Support Teamn Sales Evaluation Administrator a9/27/2011
DEMMIS, FLORINE Support Team Sales Evaluation Bob Smith 9/27/2011
ELLIOTT, CLARISSA ClientyZ Customer Service Evaluation |John Doe 9f27/2011
ELLIOTT, MARIAMME Johns Team Customer Service Evaluation |Jane Doe 9/27/2011
ENGLANMD, CANDICE Maone Hone Mever
Cc: Discover Reporting Guide, Version 4.5 29



QA Reporting
Blank QA Form
Description

This report displays a blank version of a specific Quality Assurance form that has been created in
the cc: Discover system.

Blank QA Form L Back H Generate Report

~
~
I~

Form Select (-]

[»

Results

u@n Sales Evaluation

Greeting

Did Agent use branded greeting?

Yes O

No O
Did the Agent state his/her name?

Yes (]

Mo (]
Did the agent verify the promo code?

Yes a

Mo a

Agent should validate code against screen pop

Sales Skills
Was sale closed?
Yes
Mo

00O

What objections were given?
Price
Delivery time

Ttem not available

Ooooo

No objections given
How many rebuttals were used?
None
1
2

Notes / Tips

Oooo

30 cc: Discover Reporting Guide, Version 4.5
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QA Reporting
Call Evaluation Detail

Description

This report shows the detailed results on a completed evaluation based on your selection criteria. The
data is broken down by metadata information at the top and then a section and question level breakd own
of the form, complete with individual responses.

Call Evaluation Detail | Back Il Generate Report |

¥

Start Date 282011 =] End Date 292041 ] Date Type Call Date E|

Agent Al [=] evaluator Al [=] Form Al [=]

Active Active lz‘ Group All El CQuestion Any El

Responze AnyEI Caller's Phone # Dialed Phone #

Gate User 1 User 2

User 3 User 4 User 5

QA Record ID
|2
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Results

(i @” Call Evaluation Detail

For Monday, March 28, 2011 to Tussday, March 23, 2011

Agent: ABBOTT, JOANN
Form Name call ID Evaluated By Complete Date
Customer Service Evaluation 1797 Administrator 4/6/2011
Groug: #Emar | ANI: 7123383361 ums.|m Call Diresctioni: Inbound
Time: 3292011 332 m| Dusratien: 00:06:12 | Gate: 5=| Deewice: 4006 ﬂu-neh| 10
Salesfinrie Case; (00006035
Public Bookmark:
Section Name: Greeting
Question Evaluation Score
Did Agent state company name? Yes 10,00 of 10.00 {100.0%)
Did Agent state histher name? Yes 10,00 of 10.00 {100.0%)
Subtotal: 20,00 of 20,00 [100%)
Section Name: Soft Skills
Question Evaluation Score
[iic Agent use courtesy statements a5 Very Good 7,00 of 10,00 {70.0%)
appropriate?
Did Agent demonstrate Active Listening? | Very Good 7.00 of 10.00 (70.0%)
[iid Agent use proper hold procedures? Yes 10,00 of 10,00 {100,0%)
Maotes Graat improvemeant in your soft skills! M/&
Subtotal: 24.00 of 20.00 (80%)
Section Name: Use of Tools
Question Evaluation Score
Did Agent find record in CRM in timehy s 10.00 of 10,00 {100.0%)
Manner?
Did agent navigste knowledgebass Yes 10,00 of 10,00 (100.0%)
efficiently (if neadad)?
Diid Agent use comect closing code in CRM? |Yes 10,00 of 10.00 {100.0%)
Subtotal: 30,00 of 30,00 [100%)
Section Name: Closing
Question Evaluation Score
Diid Agent resolve call within support Yes 30,00 of 30,00 {100.0%)
guidelines?
Did Agent probe for additional concarns? Yes 10,00 of 10.00 {100.0%)
Did Agent thank customer for calling? Yes 5.00 of 5,00 {100.0%)
Did Agent offer to transfer to customer sat | Yes 15.00 of 15.00 {100.0%)
ey’
Subtotal: 60.00 of 60.00 [100%:)
Section Name: Notes
Question Evaluation Score
Reviewsr Notes We will use your call for systems training! Thanks for | N/&
wiour hard work,
Subtotal: H/A
Total: 134.00 of 140.00 [26%)
32 cc: Discover Reporting Guide, Version 4.5
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QA Reporting
Completed QA Form
Description

This report displays the scoring data for a specific QA evaluation. This report is automatically
generated when the Print Report Button is pressed from the Search QA Evaluations link, located
under the coaching tab, or by inputting the Record number, also located on the Search QA
Evaluations page under the Coaching tab.

Completed QA Form Back Generate Report

|eec -

QA Record ID

»m

Results

u@n Customer Service Evaluation

Agent: KIM, BOBBY Date of Evaluation: 11/15/2010
Evaluator: Bob Smith Date of Recording: 11/10/2010
Call ID: 3370

Greeting Score: 20 of 20 (100.00%)
Did Agent state company name?
Yes & 10pts
No [m}
Did Agent state his/her name?
Yes .4 10pts
No a

Soft Skills Score: 20 of 30 (66.67%)
Did Agent use courtesy statements as appropriate?
Excellent
Very Good
Good Spts

Fair

O0OROO

Poor
Did Agent demonstrate Active Listening?
Excellent
Very Good
Good Spts
Fair

Poor

0O0OROO

Active listening includes repeating information back to the customer, such as a CC number or address, as well as
affirmations statements such as "OK" and "| see” that demonstrate to the caller that you are engaged in the
conversation.

Did Agent use proper hold procedures?

Yes .4 10pts
Mo m}
Notes

We will enach won on wonr enft glill

Cc: Discover Reporting Guide, Version 4.5 33



QA Reporting

Critical Question Detail

Description

This report allows you to see the detailed insight as to how each agent has scored on the Critical

question on all evaluated calls.

Critical Question Detail l Back “ Generate Report J
=~
=]
a
Start Date 1/24/2011 n_‘ End Date 2/24/2011 J Group List gﬁgﬁ:g%‘ =1
ClientXYZ hd
Al Al - -
F List Customer Service Evaluation Agent List VERONICA ALVAREZ = User List Administrator =
Orm LISt sales Evaluation gent LISt yrsuLA AVERY — VUserustpany Knack
TRACY BLACKBURN M Bob Smith M
Date Type Call Date E| Active Active E|
-~
[R]
Results

n@n

Selected Forms: Critical Question Form

CAMPOS, DEIRDRE

Critical Question Detail

For Monday, February 28, 2011 to Tuesday, March 29, 2011

Date of Call |[Record Date of Form Question Score
Eval
3/29/2011 1000004 3/29/2011 | Critical Question Form Is this a critical question example? 10 of 10 (100.0%)
Agent: GILBERT, ADELINE
Date of Call |[Record Date of Form Question Score
Eval
3/29/2011 1000003 3/29/2011 | Critical Question Form Is this 3 critical question example? 10 of 10 (100.0%)
Agent: KIM, BOBBY
Date of Call |[Record Date of Form Question Score
Eval
3/29/2011 1000005 3/29/2011 | Critical Question Form Is this a critical question example? 0 of 10 (0.0%)

Critical Question Detail - 3/29/2011

CallCopy Recorder Reporting Service

Page 1of 1
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Critical Question Summary

Description

This report shows the summary of the critical question as a whole.

QA Reporting

Critical Question Summary t Back “ Generate Report J
-
(2]
-
Start Date  1/24/2011 Lj End Date | 2/24/2011 Lj Group List gﬁgﬁ{:g%‘ =
ClientXYZ e
Al Al - .
E List Customer Service Evaluation A t List VERONICA ALVAREZ = U List Administrator =
orm Lis Sales Evaluation 9ent LSt URSULA AVERY ~ OSeTHEN Banry Knack
TRACY BLACKBURN M Bob Smith i
Report Type Agent E| Date Type Call Date E| Active Active El
-~
[R]
Results
“@” Critical Question Summary by Agent
For Monday, February 28, 2011 to Tuesday, March 29, 2011
Selected Forms: Critical Question Form
Agent Form Question Score

CAMPOS, DEIRDRE

Critical Question Form

Is this a critical question exampla?

10.0 of 10.0 (100.0%)

GILBERT, ADELINE

Critical Question Form

Is this a critical question exampla?

10.0 of 10.0 (100.0%)

KIM, BOBBY Critical Question Form Is this a critical question exampla? 0.0 of 10.0 (0.0%)
Total: 20.0 of 30.0 (66.7%)
Critical Question Summary - 3/29/2011 CallCopy Recorder Reporting Service Page 1of 1
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QA Reporting

Evaluation List Report

Description

This report generates a list of agent evaluations that were performed. This report provides a means of

track the evaluation process and the scoring of evaluations.

Evaluation List Report l Back “ Generate Report ]

4
(=]

Start Date B0 |:| End Date B/232011 |:| Date Type Call Date b

Group All - Agent Status Active - Agent All

Active Evaluations Active - Form All + Evaluator Al -
Fond
=]

Results
(@) Quality Assurance Evaluation List
Recording Evaluated Evaluation %
Date By Date
Customer Service Evaluation ANTHOMY, LAWANDA 5742 06/22/11 | Administrator 06/22/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation ANTHOMNY, LAWANDA 6225 06/23/11 | Administrator 06/23/2011|134.0 of 140.0
(95.7%)
Customer Service Evaluation ANTHONY, LAWANDA 12436 06/23/11 [Jane Doe 06/23/2011|120.0 of 140.0
(85.7%)
Customer Service Evaluation AYALA, JEFFERY 25950 06/22/11|Bob Smith 06/22/2011(120.0 of 140.0
(85.7%)
Customer Service Evaluation BARRETT, WHITNEY 21438 06/22/11 | Administrator 06/22/2011 140.0 of 140.0
(100.0%)
Customer Service Evaluation BARRETT, WHITNEY 21439 06/22/11 | Administrator 06/22/2011|134.0 of 140.0
(95.7%)
Customer Service Evaluation CLARK, DOMINIQUE 22821 06/22/11|Bob Smith 06/22/2011 (140.0 of 140.0
(100.0%)
Customer Service Evaluation CLARK, DOMINIQUE 22822 06/22/11 | Administrator 06/22/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation CONTRERAS, KRISTINE 5119 06/23/11 | Administrator 06/23/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation CONTRERAS, KRISTINE 11697 06/23/11 [Jane Doe 06/23/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation DANIEL, OFELIA 14372 06/22/11 |Bob Smith 06/22/2011 (134.0 of 140.0
(95.7%)

36
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Evaluator QA Summary

Description

QA Reporting

This report displays the results of your Evaluator's QA performance over a selected period of

time. The initially generated report is a high level comparison, but it can be drilled-down into

for more granular detail.

Evaluator QA Summary l Back “ Generate Report J
~
=]
Start Date 1/24/2011 (=] End Date 2/24/2011 =] Date Type @ Call Date
All All -~
. A Customer Service Evaluation VERONICA ALVAREZ =1
Active | Active [ 7] Forms  sSales Evaluation Agents URSULA AVERY
TRACY BLACKBURN
- -
Calibration = Administrator =
Groups ClientABC - Users Barry Knack Report Type Evaluator E|
ClientXYZ ~ Bob Smith i
-~
a2
Results
“@” Evaluator Performance Summary Report
For Monday, January 24, 2011 to Thursday, February 24, 2011
Evaluator Calibration
Mumber of Evaluations I Count
0 200 400 600 gop WM Score
Administrator
Bob Smith
&
3 Jane Doe
[}
John Doe
Sue Smith
0 20 40 60 80 100
Average Score
Evaluator # Evaluations Score Possible Percentage
Administrator 720 78013 81755 95.4%
Bob Smith 157 16370 18145 90.2%
Jane Doe 282 29868 32720 91.3%
John Doe 196 11649 19965 58.3%
Sue Smith 175 13875 18715 74.1%
Evaluator Q& Summary - 2/z24/2021 CallCopy Recorder Reporting Service Pageaofa
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Form and Section Failures Report
Description

This report displays the critical failure points in a form(s) over a selected period of time. The top

section will show a summary, indicating the total number of form and/or section failure per
agent; while the lower section supplies the detail of the failure.

Form and Section Failures Report

l Back H Generate Report J
=~
=]
Start Date | 1/24/2011 LJ End Date 2/24/2011 lj Date Type Call Date E|
Active Active E| Form All Esection AIIE
- - N
Agent VERONICAALVAREZ | = G Calibration | = U Administrator| =
gents URSULA AVERY - |=eroups ClientABC sers Barry Knack
TRACY BLACKBURN i ClientXYZ 4 Bob Smith hi
Report Type| Agent E| Failure Type Any E|
_~
[R]

cc: Discover Reporting Guide, Version 4.5

888.922.5526 info@callcopy.com



mailto:info@callcopy.com

Results

QA Reporting

Selected Groups: ClientXYZ

H@}I Form and Section Failure Report by Agent

For Monday, January 24, 2011 to Thursday, February 24, 2011

Customer Service Evaluation

Greeting

Agent

Failure Count

HICKMAN, RONALD

Form Failures: 0, Section Failures:

PATTERSON, GRETA

Form Failures: 0, Section Failures:

REEVES, CECILIA

Form Failures: 0, Section Failures:

SELLERS, ELLA

Form Failures: 0, Section Failures:

SHEPHERD, LETHA

Form Failures: 0, Section Failures:

TUCKER, SUSAN

1
1
1
1
1
1

Form Failures: 0, Section Failures:

Total:

Form Failures: 0, Section Failures: 6

Failure CallID Date

Greeting

Cc: Discover Reporting Guide, Version 4.5

Form Failures: 0, Section Failures: 6

Customer Service Evaluation Greeting HICKMAN, ROMNALD Section 2237 2/4/2011
HICKMAN, RONALD Total: Form Failures: 0, Section Failures: 1
Customer Service Evaluation Greeting PATTERSON, GRETA |Section | 5749 | 1/27/2011
PATTERSON, GRETA Total: Form Failures: 0, Section Failures: 1
Customer Service Evaluation Greeting REEVES, CECILIA |section  |0716 | 2/23/2011
REEVES, CECILIA Total: Form Failures: 0, Section Failures: 1
Customer Service Evaluation Greeting SELLERS, ELLA |Section  |3181 | 2/16/2011
SELLERS, ELLA Total: Form Failures: 0, Section Failures: 1
Customer Service Evaluation Greeting SHEPHERD, LETHA |Section  |8832 | 2/18/2011
SHEPHERD, LETHA Total: Form Failures: 0, Section Failures: 1
Customer Service Evaluation Greeting TUCKER, SUSAN |Section  |508 | 2/22/2011
TUCKER, SUSAN Total: Form Failures: 0, Section Failures: 1
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QA Reporting

Group QA Summary

Description

This report displays the performance of a selected team(s) on a form(s) over a period of time,
for quick and easy comparison. This report is able to be drilled-down for additional data, at a

more granular level.

Group QA Summary { Back H Generate Report J
N~
4
Start Date 1/24/2011 L__I End Date 2/24/2011 l__l Date Type | Call Date E|
All All -
. . Customer Service Evaluation VERONICA ALVAREZ =1
Active Active || Forms ' sales Evaluation Agents URSULA AVERY
TRACY BLACKBURN >
- Al A
Calibration = Administrator =
Groups ClientABC =1 Users Barry Knack = Report Type Group El
ClientxXYZ 4 Bob Smith 4
_~
[R]
40
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Results

QA Reporting

H@}I Group Performance Summary Report

For Monday, January 24, 2011 to Thursday, February 24, 2011

Group Summary

Mumber of Evaluations

0 100 200 300 400

500

Calibration
ClientABC
ClientxYZ

Janes Team

Groups

Johns Team
Sales Team

Support Team

0 20 40 G0 80

Average Score

# Evaluations | Score

100

I Count
Il Score

Possible Percentage

Calibration 267 26366 29970 88.0%
ClientABC 171 16925 19000 89.1%
ClientxYZ 236 23094 26995 85.5%
Janes Team 94 8631 9910 87.1%
Johns Team 111 10633 12160 87.4%
Sales Team 193 19022 21755 87.4%
Support Team 458 45104 51510 87.6%
Group QA Summary - 2/24/2011 CallCopy Recorder Reporting Service Page1ofa
Cc: Discover Reporting Guide, Version 4.5 41
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Group Summary By Month

Description

This report displays the performance of a selected team(s) on a form(s), charted over a certain
number of months based on your selection of a targeted end month.

Group Summary By Month

l Back “ Generate Report

[ece|—

|
Month | February E| Year 2011 E| Periods 6 El
Pl All ~
) . Customer Service Evaluation VERONICA ALVAREZ =
Active | Active |- | FOrMS | Sales Evaluation Agents URSULA AVERY m
TRACY BLACKBURN M
“ .
Calibration =1 Administrator =
Groups| ajientARC =d Users Barry Knack Report Type Monthlz|
ClientXYZ M Bob Smith M
~
[R]
42 cc: Discover Reporting Guide, Version 4.5
888.922.5526 info@callcopy.com
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QA Reporting

Results

H@H Group Performance Summary Report by Month

For the period beginning 8/1/2010 and ending 2/28/2011

Month Summary

1[][]_ . 14[][] — Count
— Score
/ - 1200
.—l-'_'-'-.-._'-.-.-._._-_‘_-_-_‘_

-1000 2

3

z =2

[=] o

a — 800 s

= 80 m

g Ls00 8

2 2

400 @

—200
60 T . T . T T 0
Sep Ot Mowv Dec Jan Feb
Month

# Evaluations |Score Possible Score | Percentage
September 338 36260 40565 a0.1%
October 444 47096 51110 92.1%
November 552 537454 63110 091.0%
December 738 75126 82455 91.1%
January 9499 102264 112040 91.3%
February 1261 128843 140725 91.6%
‘Group Summary By Month - 2/z24/2011 ‘CallCopy Recorder Reporting Service Pageiofa

Cc: Discover Reporting Guide, Version 4.5 43
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Group Summary By Period

Description

This report displays the performance of a selected team(s) on a form(s), charted over a certain
number of periods (week, month, quarter, or year) based on your selection of a targeted end

period.

Group Summary By Period

Period Type Month E|

Periods 6 E|

All
-~ VERONICA ALVAREZ
gents URSULA AVERY

TRACY BLACKBURN

Report Type Period| - |

Year

Active

-~

=3 Groups

-

J

{ Back H Generate Report J

£

2011[ -] period Name | February [ -]

All
" Customer Service Evaluation

Active El Forms Sales Evaluation

- -

Calibration = U Administrator | =

ClentABC ~ -°¢™® Barry Knack

ClientXYZ - Bob Smith h
~
(=]
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Results

QA Reporting

Month Summary

H@H Group Performance Summary Report by Month

For the period beginning 8/1/2010 and ending 2/28/2011

1[][]_ _14[][] — Count
— Score
/ 1200
_,_-—"'_'-'-'_._.-'-._‘_-_‘_-_‘_

—~1000 £

:

3 -800 g

2 B0+ m

5 -600 2

: 2

400 @

—200
EU T T T T T U
Diecember Febmary
September Movember January
Month

# Evaluations Score Possible Score | Percentage
September 2010 358 36560 40565 20.1%
October 2010 444 47096 51110 02.1%
Movember 2010 552 57454 63110 091.0%
December 2010 738 75126 82455 091.1%
January 2011 Q99 102264 112040 01.3%
February 2011 1261 128843 140725 01.6%
‘Group Summary By Peried - zj/24/2011 CallCopy Recorder Reporting Service Pagesofa
Cc: Discover Reporting Guide, Version 4.5 45




QA Reporting

Multiple Evaluations Summary

Description

This report displays the last 12 evaluations that were conducted on a selected agent and form, based on a

selected end date. Agent ID, Supervisor ID, and Form ID are required fields.

Multiple Evaluations Summary L Back J1 Generate Report J
[Z]
Agent 1D ALVAREZ VERONICA | - |Supervisor ID Administrator| - | Form 1D Customer Service Evaluation| -
End Date J
Results
f{@n Multiple Evaluations Summary Report
Contact Date Range: December 19, 2010 - February 23, 2011
Agent Name: ALVAREZ, VERONICA
Supervisor Name: Administrator Overall Average: 92.3%
- 00000000
Form: Customer Service Evaluation Average Score for this Form: 97.9%
Total Overall
Section/ Questions Possible 3 4 6 7 9 |10 11 12 Total  Percentage
Greeting 240 240 100.0%
Did Agent state company name? 120(10|10|10|10{10|10|10|10 (10 (1010|110 120 100.0%
Did Agent state his/her name? 1201010 (10|10 10|10 (10|10 |10 (10(10|10 120 100.0%
Soft Skills 360 324 90.0%
Did Agent demonstrate Active Listening? 120010|10(7 |7 |10|7 (10|7 |10(10(7 |7 102 85.0%
Did Agent use courtesy statements as 120010 |10(7 |7 |10|7 (10|7 |10(10(7 |7 102 85.0%
approprigte?
Did Agent use proper hold procedures? 12010 |10 (10|10 10|10 (10|10 |10 (10(10|10 120 100.0%
Motes oo |0 |0 (0 (0O |0 |0 (0O (D |0 |0 (O 0 0.0%
Use of Tools 360 360 100.0%
Did Agent find record in CRM in timely 120(10|10|10|10{10|10|10|10 (10 (1010|110 120 100.0%
manner?
Did agent navigate knowledgebase 12010 |10 (10|10 |10 (10 (10|10 |10 (10(10|10 120 100.0%
efficiently (if needed)?
ESMA?gent use correct closing code in 120(10|10|10|10{10|10|10|10 {10 (1010|110 120 100.0%
Closing 720 720 100.0%
Did Agent offer to transfer to customer 180(15|15|15|15|15|15|15|15(15(15|15|15 180 100.0%
sat survey?
Did Agent probe for additional concerns? 12010 |10 (10|10 |10 (10 (10|10 |10 (10(10|10 120 100.0%
Did Agent resolve call within support 360|30|30 (30|30 (30|30|30 |30 |30|30(30 |30 360 100.0%
guidelines?
Did Agent thank customer for caling? 605 (5 |5 |5 (5[5 |5 |5 |5 |5 |5 |5 60 100.0%
Notes 0 0 0.0%
Reviewer Notes ofo [o o fooofofoo]o]o]a 0 0.0%
46 cc: Discover Reporting Guide, Version 4.5
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QA Reporting

QA Agent Periodical Trending Report

Description

This report displays the summary of an agent’s performance on a particular form over a selected period of
time. The performance will be broken down on a section by section basis, depending on how your QA

form is created in the system.

QA Agent Periodical Trending Report { Back H Generate Report J
~
ZJ
Report Type Monthly El Year 2011 E| Period Name February E|
All -
. : . ; Calibration E
Periods 6 E| Active Active E| group list ClientABC (=1
ClientXYZ ~
Al A -
f list Customer Service Evaluation t list VERONICA ALVAREZ = list Administrator | =
orm s Sales Evaluation agent ISt YRSULA AVERY o|useris Barry Knack
TRACY BLACKBURN M Bob Smith =
Date Type  Evaluation Date| - |
o~
| &

Cc: Discover Reporting Guide, Version 4.5 47



QA Reporting

Results

Monthly QA Agent Trending Report

For the pericd beginning 8/1/2010 and ending 2/28/2011

()

Selected Groups: Cli

ClientABC

Selected Forms: Sales Evaluation

Monthly QA Agent Trending

80% —

60% |

40% —

Percentage

20%

0% —

-20%

— AVERY, URSULA score
= BLACKWELL, CLAUDIA score
— BURNETT, LAURIE score
— CALLAHAMN, KIMBERLY score
= CARPENTER, CHRYSTAL score
— CLARK, WADE score
COTTON, KAY score
= FRAMCO. REYNA score
GOOD, ETTAscore
— HOLLOWAY, HOLLIE score
= HOLT, CLIFTON score
= JENSEN, JOHNNIE 5core
— KEMP, AURORA score
LEE, ESPERANZA score
—— LINDSAY, JEROME score
REILLY, AUDRA score
= SILVA, DOMINIQUE score

Sep Oct Mow Dec Jan

Month

Sales Evaluation

= SWEET, HALLIE score
= TAYLOR, RANDY score
—— USER, CALLCOPY score

Feb

Greeting 53.8% 90.0% B6.7% 82.3% 97.7% B82.1%
Sales Skills 21.3% 90.0% 69.4% 28.0% 75.6% 74.8%
Documentation 68.8% 81.0% 73.3% 88.4% T4.7% T8.2%
Greeting

AVERY, URSULA 100.0% 100.0% 100.0%
BELACKWELL, CLAUDIA 0.0% 100.0% 50.0% 100.0% 100.0%
BURMETT, LAURIE 100.0% 100.0% E7.1%| 100.0%
CALLAHAM, KIMBERLY 100.0% 100.0% 100.0%
CARPEMTER, CHRYSTAL 100.0% 100.0%( 100.0% 100.0% | 100.0%
CLARK, WADE 80.0% 100.0% | 100.0%
COTTON, KAY 100.0% 100.0%( 100.0% 100.0% 66.7%
FRANCO, REYNA 50.0% 100.0%( 100.0% 100.0% | 100.0%
GOOD, ETTA 100.0% 50.0% T5.0% 100.0% 66.7%
HOLLOWAY, HOLLIE 100.0% 100.0% 100.0% 100.0% T5.0%
HOLT, CLIFTON 100.0% 100.0% 100.0% 100.0% | 100.0%
JENSEN, JOHMMIE 100.0% 100.0% 100.0% 100.0%
KEMP, AURORA 100.0% 100.0% 100.0%( 100.0% 100.0%

LEE, ESPERANZA 100.0% 100.0% 100.0% 100.0% 100.0%

48
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QA Reporting
QA Agent Trending Report

Description

This report displays the summary of an agent’s performance on a particular form over a selected period of
time. The performance will be broken down on a section by section, and question by question basis,
depending on how your QA form is created in the system.

QA Agent Trending Report l Back “ Generate Report J
N
|Z]
Start Date 1/24/2011 lj End Date 2/24/2011 tj Date Type Call Date El
B Al
) . Calibration = Customer Service Evaluation
Active Active |~ | Groups  clientABC Forms Sales Evaluation
ClientXYZ M
- -
Agents ﬁggaﬂC:V%;\QAREZ =l ysers gggn;?;;a;cﬁr‘ =1 Reporting Period Monthly [ - |
TRACY BLACKBURN = Bob Smith M
o~
[R]

Cc: Discover Reporting Guide, Version 4.5 49



QA Reporting

Results
| {@} ) Monthly QA Agent Trending Report
For Monday, January 24, 2011 to Thursday, February 24, 2011
Selected Groups: ClientABC
Monthly QA Agent Trending
100% —— URSULA AVERY score
—— CLAUDIA BLACKWELL score
5% = LAURIE BURNETT score
] — KIMBERLY CALLAHAN score
—— CHRYSTAL CARPENTER score
90% — WADE CLARK score
K&Y COTTON score
% — REYNAFRANCO score
t 85% ETTAGOOD score
E — HOLLIE HOLLOWAY score
== CUFTONHOLT score
80% —| — JOHNNIE JENSEM score
—— AURORA KEMP score
ESPERANZA LEE score
5% —— JEROME LINDSAY score
AUDRA REILLY score
= DOMIMIQUE SILVA score
70% = HALLIE SWEET score
Jan Feb —— RANDY TAYLOR score
Month ~—— CALLCOPY USER score
201
AVERY, URSULA 100.0% |80.8%
Customer Service Evaluation 100.0% | 77.4%
Greeting 100.0% |80.0%
Did Agent state company name? 100.0% | 80.0%
Did Agent state his’her name? 100.0% | 80.0%
Soft Skills 100.0% |&E8.0%
Did Agent use courtesy statements as sppropriate? 100.0% | 62.0%
Did Agent demonstrate Active Listening® 100.0% |62.0%
Did Agent use proper hold procedures? 100.0% | 80.0%
HNotes Nf& MfA
Use of Tools 100.0% | 80.0%
Did Agent use comect closing code in CRM? 100.0% | 80.0%
Did Agent find record in CRM in timely manner? 100.0% | 80.0%
Did sgent navigate knowledgebase efficiently (if needed)? 100.0% | 80.0%
Closing 100.0% | 80.0%
Did Agent resclve call within support guidelines? 100.0% | 80.0%
Did Agent probe for additional concerns? 100.0% | 80.0%
Did Agent thank customer for calling? 100.0% | 80.0%
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QA Reporting
QA Calibration Trending Report

Description

This report displays the detail of an Evaluator’s performance on a particular form over a selected period of
time. The performance will be broken down on a section by section, and question by question basis,
depending on how your QA form is created in the system.

QA Calibration Trending Report [ Back H Generate Report J
~
()
Start Date| 1/24/2011 tj End Date 2/24/2011 lj Date Type Call Date El
. All
. - Calibration = Customer Service Evaluation
Active | Active |- | Groups  ClentaBC Forms Sales Evaluation
ClientXYZ M
Al . -
VERONICA ALVAREZ [+ Administrator = . _
Agents URSULA AVERY =1 Users Bamy Knack Reporting Period MonthlyE|
TRACY BLACKBURN M Bob Smith i
~
(=]
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Results
I{@}I Monthly QA Calibration Trending Report
For Monday, Movember 01, 2010 to Thursday, February 24, 2011
Monthly QA Evaluator Score Trending
100% — —— Administrator score
—— BobSmith score
= JaneDoescore
90% — — John Doescore
= Sue Smith score
& 80%- — —
o T0% —
60%
50%
Nov Dec Jan Feb
Maonth
2010 2011
Administrator 95.6% 95.5% 54, 5% 95. 7%
Customer Service Evaluation 96.2% |95.9% [35.4% |96.5%
Greeting 100.0% |58.5% G8.1% F9.4%
Did Agent state company name? 100.0% |%8.9% 98.1% F9.4%
Did Agent state his'her name? 100.0% |36.%% |SE.1% |%5.4%
Soft Skills 865% |B6.46% | B6.9% | EF.5%
Did Agent use courtesy statements as appropriate? 75.3% T9.5% B0.0% B1.4%
Cid Agent demonstrate Active Listening? BD.E% 20.5% B1.4% 82.2%
Did Agent use proper hold procedures™ 100.0% |53.5% 99.3% 100, 0%
Motes Ty MjA Mfa MjA
Use of Tools 95.8%  |95.9% | M.2% | 964%
Did Agent use comect closing code in CRM? 100.0% |99.5% 99.3% 100.0%%
Did Agent find record in CRM in timely manner? 93.58% 4.7% 91.1% 34.8%
Cid agent navigate knowledgebase efficiently (if needed)? 93.5% 93.5% 92.2% 24,50%
Closing 100.0% |3%.5% |95.3% 100.0%
Did Agent resolve call within suppeort guidelines? 100.0% |99.5% 99.3% 100.0%%
Did Agent probe for additional concerns? 100.0% |99.5% 99.3% 100.0%
Did Agent thank customer for calling? 100.0% |99.5% F9.3% F9.7%
Did Agent offer to transfer to customer sat survey? 100.0% |99.5% %9.3% 100.0%

52
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QA Form Trending Report

Description

QA Reporting

This report displays the total quality performance on a particular form over a selected period of time.

QA Form Trending Report { Back “ Generate Report J
~
(2]
Start Date  1/24/2011 L__l End Date 2/24/2011 lj Reporting Period MonthlyEl
All o All
. . ) Calibration =1 . Customer Service Evaluation
Active Active El Group List| ~iantABC = Form List Sales Evaluation
ClientXYZ -
All - -
) VERONICA ALVAREZ = : Administrator ¢
Agent List URSULA AVERY =1 User List Barry Knack Report Type Form E|
TRACY BLACKBURN M Bob Smith -
Report Detail Form E|
-~
[R]
Results
l{@}l Monthly QA Trending Report by Form
For Monday, November 01, 2010 to Thursday, February 24, 2011
Monthly QA Trending by Form
100% — Customer Service Evaluation
score
= Sales Evaluation score
95% —
4
§ 90% —
1 —
'S
85% —
B0%
Nov Dec Jan Feb
Month
2010 2011
Customer Service Evaluation BEB%| B9.3% £9.5% | 59.6%
Custemer Service Evaluation EEE%| £9.3% | E9.5% | E9.6%
Sales Evaluation 81.5%| E14% | B3.3%| B2.5%
Sales Evaluation EL5%| E14% £3.3%| B2.5%

Cc: Discover Reporting Guide, Version 4.5
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QA Reporting

QA Group Periodical Trending Report

Description

This report displays the performance of a selected group(s) on a form(s), charted over a certain

number of periods (daily, weekly, monthly, quarterly, or yearly) based on your selection of a

targeted end period. The data is broken down section by section.

QA Group Periodical Trending Report { Back “ Generate Report J
N~
E
Report Type Monthly |~ ] Year 2011[ - | period Name February [ -]
-
. . - : Calibration =
Periods 6 El Active Active El group list ClientABC (=1
ClientXYZ M
Al Al . A
r list Customer Service Evaluation t list VERONICA ALVAREZ =1 list Administrator =
orm lis Sales Evaluation 29ent 1St yRSULA AVERY || user s Barry Knack
TRACY BLACKBURN M Bob Smith i
-~
[R]
54 cc: Discover Reporting Guide, Version 4.5
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QA Reporting

Results

l{@}l Monthly QA Group Trending Report

For the pericd beginning 812010 and ending 2/28/2011

Monthly QA Group Trending

100% — Calibration score
= ClientABC score
— Client<YZ score

— Janes Team score

95% — = Johns Team score

= Sales Team score
Support Team score

90% —

Percentage

85% —

80%
Sep Oct Mowv Dec Jan Feb
Month
Customer Service Evaluation Sep-10 | Oct-10 Mov-10 | Dec-10 | Jan-11  Feb-11
Greeting B5.3% 91.2% EE.3% 83.0% B5.7% 91.0%
Soft Skills 79.0% 3.0% B0.2% B0.5% 80.4% B0.2%
Use of Tools ELE% 7. 2% B4 2% B4.B% B4.4% EL.2%
Closing 95.3% 97.5% 9E.50% 95.59% 96.5% 56,000
Motes HfA NiA Nf& NfA NfA NfA
Sales Evaluation 0 | Oct-10 MNov-10 | Dec-10 | Jan - 11
Greeting 52.5% 95.3% 91.3% 91.0% 91.1% 20.4%
Sales Skills 76.2% B0.6% T2.5% 74.E% T4.1% T4.4%
Documentation 66.7% 68.5% 69.4% 8. 7% THEYD T

Greeting Sep-10 | Oct-10 MNov-10  Dec-10  Jan-11
Calibration E3.3% 96.2% 91.7% 20.59% 92.5% EE.5%
Client&BC BL.7% 93.3% EB.2% 80.5% 92.2% S04
Client<YZ ED.6% 20.0% 93.5% 88.3% BB.E% 50.0%
Janes Team 91.7% 92.3% 98.2% T3 92.5% EE.90%
Johns Team 7500 93.8% E2.6% ‘95.E% BE.7%% 4.1%
Sales Team 20.5% 5B.6% BE.4% 91.2% E7.5% 4.30%
Support Team E7.5% E8.5% E3.7% 92.0% EE.B% 91.4%

Cc: Discover Reporting Guide, Version 4.5 55



QA Reporting

QA Group Scorecard

Description

This report displays a group by group comparison of quality results of a form, at a question level, based

on a selected period of time.

QA Group Scorecard

l Back “ Generate Report J

5
Start Date| 1/24/2011 Lj End Date | 2/24/2011 Lj Date Type Call Date El
All - All
. . .. Calibration =1 . Customer Service Evaluation
Active Active |- | Group List gjientaBc - Form List ' sales Evaluation
ClientXYZ 4
o o
o+ VERONICAALVAREZ Administrator =
Agent List | jpgLA AVERY Evaluator | garry Knack
TRACY BLACKBURN M Bob Smith h
o~
£
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QA Reporting

Results

H@H Group Scorecard

Fior Monday, January 24 2001 oo Thurssay, Fasrussy 24, 211

Group Scorecard

I ClientaBC scare
I ClientXyZ score
I Jchns Team Scom
BN Ssles Teamscors
B Suppor Team scom
I Cahtwation some
Janes Team Soore

Were notes concise and professional?

Was proper closing code used?

Nates [ Tips —
How mary rebuttals were used? —

g What objections were given?—

Was sale closed?

Did the agent verify the promo code?

Chd the Agent state his/her name?

Did Agent use branded gresting?

1 I 1
0% 0% 40 B0% B0 100%

Cc: Discover Reporting Guide, Version 4.5 57



QA Reporting

QA Group Trending Report

Description

This report displays a group by group comparison of quality results of a form, at a question level, based
on a selected period of time. The data is compared daily, weekly, monthly, or yearly based on your
selection.

QA Group Trending Report { Back “ Generate Report J
N
(¥
Start Date| 1/24/2011 [T End Date 2/24/2011 [T pate Type Call Date [-]
- All
. B Calibration = Customer Service Evaluation
Active Active [ -] Groups  GiientaBGC Forms Sales Evaluation
ClientXYZ h
- -
Agents ﬁggSmC:VE%AREZ = users gg::;’n:(sr':raact:r = Reporting Period MonthlyEl
TRACY BLACKBURN h Bob Smith h
~
[R]
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Results

QA Reporting

|{@}| Monthly QA Group Trending Report

For Monday, November 01, 2010 to Thursday, February 24, 2011

Monthly QA Group Trending

100% = Calibration score
= ClientABC score
= ClientXYZ score
= Janes Team score

95% — = Johns Team score
— Sales Teamscore
§ Suppert Team score
E 90% —
o
—
85%
80%
Nov Dec Jan Feb
Manth
2010 20M
Calibration B8.5% |86.8% E34% | E87.2%
Customer Service Evaluation 20.7% |83.1% |%0.8% |EB.8%
Greeting 51.7%  |30.9% 52.5% | 8B.5%
Did Agent state company name? 91.7% 90.5% 52.5% BE.5%
Did Agent state his’her name? 91.7%  |90.9% 52.5% | EB.5%
Soft Skills E1.1%  |81.5% EL2% | &80.3%
Cid Agent use courtesy statements as appropriate™ T2.6% 74.7% 71.7% 71.5%
Did Agent demonstrate Active Listening® 73.5% 76.2% T3.E% 73.6%
Did Agent use proper hold procedures™ 97.2% 93.5% 9E.1% 95.9%
Motes A e NfA& NS
Use of Tools E7.0%  |B6.6% ES.2% | 83.9%
Did Agent use comect closing code in CRM? 97.2% 93.5% 9E.1% 95.9%
Did Agent find record in CRM in timely manner? B4,7% E3.1% 7B.3% 75 4%%
Did agent navigate knowledgebase efficiently (if needed)? 75.2% E3.1% 79.2% ED.3%
Closing 97.0% |93.5% 97.8% | 95.7%
Did Agent resclve call within support guidelines? 97.2% 93.5% 9E. 1% 95.9%
Did Agent probe for additional concerns? 97.2% 93.5% 9E.1% 95.9%
Did Agent thank customer for calling® o4, 4% 93.5% o4, 3% 93.4%
Did Agent offer to transfer to customer sat survey™ 57.2% 93.5% SE.1% 95.5%%
Cc: Discover Reporting Guide, Version 4.5 59
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QA Pending Acknowledgement

Description

This report displays a list of the unacknowledged QA evaluations that are still in the system, on an agent

by agent, and form by form basis. This report is only needed if you are sending Acknowledgement

requests to your Agents using the CallCopy system.

Older Than 2/24/2011

QA Pending Acknowledgement

J Groups

Calibration
ClientABC
ClientXYZ
Janes Team

~

-

Back Generate Report
L I P

~
~
L7 )

ES

Results

Selected Groups: ClientXYZ

Customer Service Evaluation
Customer Service Evaluation
Customer Service Evalustion
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evalustion
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evaluation
Customer Service Evalustion
Customer Service Evaluation

Customer Service Evaluation

ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERDNICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERDNICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERDNICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
BELACKBURN, TRACY

BELACKBURN, TRACY

ELACKEURN, TRACY

ELACKEURN, TRACY

BLACKBURN, TRACY

BELACKBURN, TRACY

ELACKEURN, TRACY

2206
5209
(=)
1128
1128

957
470
347

E703
8173
MeE
4311
4303

5108
3527
1039
4434

5744

(@) QA Pending Acknowledgement

Administrator
Administrator
Bob Smith
Administratar
Administrator
John Dos
Sue Smith
Sus Smith
Bob Smith
Jane Dos
Administrator
Administrator
Jane Dos
Administrator
Administrator
Administrator
Jane Dos
John Doe
Jane Dos
John Doe
Administrator
Jane Do
Jane Do
Administrator
Jane Dos
Ecb Smith

call 1D Evaluator = Completed
Date

3/30/2010
&(2/2010
&/6/2010

/152010

9/27/2010

9/27/2010

10/3/2010

11/5/2010

11/12/2010
11/17/2010
12/4/2010
12/12/2010
12{20/2010
12/20/2010
1/4/2011

1/31/2011
2{8/2011

2/11/2011

2222011

5/11/2010

5/31/2010

7/24/2010

10/12/2010

12/6/2010

12f5/2010

1/13/2011

Unacknowledged
Unacknowledged
Unacknowiledged
Unacknowiledged
Unacknowledged
Unacknowledged
Unacknowiledged
Unacknowledged
Unacknowledgad
Unacknowledged
Unacknowiledged
Unacknowledged
Unacknowledgad
Unacknowledged
Unacknowiledged
Unacknowledged
Unacknowledgad
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledgad
Unacknowledged
Unacknowledgad
Unacknowledged
Unacknowledgad
Unacknowledged
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QA Summary By Form

Description

QA Reporting

This report displays the QA performance on a form(s) over a period of time. This report can be drilled

down into for additional details.

QA Summary By Form

{ Back “ Generate Report J
N
¥
Start Date 1/24/2011 (= End Date 2/24/2011 (= Date Type  Call Date El
Pl . . All
pave s 1 e ST W e (U
TRACY BLACKBURN e
- :
R R e ceportTyelFam 2]
ClientXYZ M Bob Smith -
Results
H@H Form Performance Summary Report
For Monday, January 24, 2011 to Thursday, February 24, 2011
Form Summary
Humber of Evaluations I Count
0 200 400 600 800 1000 ' Score
Customer Service Evaluation

w

E

L=

[

Sales Evaluation
0 20 40 60 a0 100
Average Score

Form # Evaluations |Score Possible Score  |Percentage
Customer Service Evaluation 870 1125314.00 121300, 00 91.1%
Sales Evaluation 660 43937.00 42500.00 87.6%
& Sumimary By Fomm - afz afaona CallCopy Recorder Reporting Sarvice Pageaofa
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QA Summary By Question

Description

This report displays the QA performance on a form'’s questions over a period of time. This report can be

drilled down into for additional details.

QA Summary By Question { Back J l Generate Report J
=~
(¥
Start Date 1/24/2011 lj End Date 9/24/2011 lj Date Type | Call Date E
- Al
' B Calibration = Customer Service Evaluation
Active Active |- Groups | GlientABG Forms Sales Evaluation
ClientXYZ M
Al - -
VERONICA ALVAREZ = Administrator| =
Agents ' JRSULA AVERY ~USers  Barry Knack Report Type| Form [«
TRACY BLACKBURN - Bob Smith s
Results
“en Question Performance Summary Report
For Tuesday, May 24, 2011 to Friday, June 24, 2011
Selected Forms: Customer Service Evaluation
Question Summary
Il Score
[ Cid agant navigale knowladgabasa afcantly (i nasdad)?
to— Did Agant find racord In CRM In Bmaly mannar?
L Dkl Agam use carract ckasing code In CRM?|
[ o Pg‘_'“ usa propar hold procaduras?)
7 T Agem demansiraiz Actve Listaning )
b
2 E Did Agam use courtasy stalamants 35 approprizie?
=]
FEx
L -
a E o D Agant staia hishar nama?|
T_ Did Agam stz company name?|
Tid Agen afier o Tanstr 1 customar 53 surveyT
L Did Agam fank cusiamear for caling 7|
E
= Cid Agam praba for 3ddional concams?
e ] Pqi’“ resaive call within support gl-ﬁ nasT|
I T T T T 1
0 20 40 60 80 100
Average Score
QA Summary By Question - 6/24/2011 CallCopy Recorder Reporting Service Page 1of 3
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QA Reporting

( t@ )) Question Performance Summary Report
For Monday, January 24, 2011 to Thursday, February 24, 2011
Form: Sales Evaluation 660 Forms Scored
Section: Greeting Grade: 98%
Did Agent use branded greeting? Auto-Fail  Value Grade: 97.0%0
Yes &40 (97%) Mons 10,00 of 10.00
Mo 20 (3%) Section 0.00 of 10.00
Did the Agent state his/ her name? Auto-Fail  Value Grade: 100.0%
Yes 37 (97%) Nene 10,00 of 10.00
Ma 23 (3%) Section 0,00 of 10,00
Did the agent verify the promo code? Auto-Fail  Value Grade: 96.5%
Yes 637 (57%:) MNons 20,00 of 20.00
Mo 23 (3%) Form 0.00 of 20,00
Section: Sales Skills Grade: T7%
Was sale closed? Auvto-Fail Value Grade: 76.7%
Yes 5DE (77%) MNons 10.00 of 0.00
No 154 (23%) Nons 0.00 of 0.00
What ohjections were given? Auto-Fail  Value Grade: NfA
Prics 401 (61%) Mone 0.00 of 0.00
Deelivery time 20 (3%) Nene 0.00 of 0.00
Ttem not available 134 (20%) MNons 0.00 of 0.00
No cbjections given 105 (16%) Nons 0.00 of 0.00
How many rebuttals were used? Auvto-Fail Value Grade: A
None 216 (33%) Nons 0,00 of 0.00
1 20 (%) Mone 0.00 of 0.00
2 474 (g4%) Mone 0.00 of 0.00
MNotes | Tips Auto-Fail  Value Grade: NfA
|660 (1000%) Nons Nf&
Section: Documentation Grade: 80%
Were notes concise and professional? Auvto-Fail Value Grade: &7. 7%
Excellent 215 (33%) MNone 10,00 of 10.00
Very Good 23 (3%) MNons 7.00 of 10.00
Good 399 (60%) Mone 5.00 of 10.00
Fair 23 (3%) Nons 3.00 of 10.00
Was proper closing code used? Auvto-Fail Value Grade: 87.60%0
Yes 578 (EE%) Mons 15,00 of 15.00
Mo 82 (12%) Section 0.00 of 15.00
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QA Summary By Section

Description

This report displays the QA performance on a form's sections over a period of time. This report can be

drilled down into for additional details.

QA Summary By Section

{ Back “ Generate Report

N~
(¥

Start Date 1y24/2011 Lj End Date 2/24/2011 Lj Date Type | Call Date El
- Al
. ; Calibration | = Customer Service Evaluation
Active | Active |- | Groups  ClientABC Forms Sales Evaluation
ClientXYZ =
Al - -
VERONICA ALVAREZ = Administrator =
Agents | JRgULA AVERY —Users  Bamy Knack Report Type Form [ - |
TRACY BLACKBURN M Bob Smith M
Results
H@H Section Performance Summary Report
For Monday, January 24, 2011 to Thursday, February 24, 2011
Selacted Forms: Customer Service Evaluation
Section Summary
N Score

r
£ Use of Tools
E
g
w Soft Skills
]
3
—
I
B Greeting
=
s
=
= Closing
L
a%

10%

20%

30%

0% 0% 60% TO% B0 80w 1003

Average Score

Customer Service Evaluation 870 103954.00 121800.00 834.5%
Greeting 15320.00 17400.00 86.5%
Soft Skills 20904.00 26100.00 77.1%
Use of Tools 22190.00 26100.00 80,5%
Closing 50050.00 52200.00 93.8%
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QA Reporting
Quality Assurance Detail

Description

This report shows the individual responses to each question in a completed QA evaluation, based on the

Call ID. The specific call that was graded for the evaluation can be played back by clicking on the Call ID
hyperlink.

Quality Assurance Detail l Back “ Generate Report J
=
Start Date 2/23/2011 lj End Date 9/24/2011 Lj Date Type Call Date E|
Agent All [ - |Evaluator Al [-] Form All [-]
Active Active | - | Group Al (-] Question | Any |~ |
Response | Any| - |

Results

(@) Quality Assurance Detail

Form Name Call 1D Evaluated By Complete Date
Sales Evaluation 1103 Administrator 2/23/2011
Section Name: Greeting
Question Evaluation Score
Did Agent use branded greeting? es 10.00 of 10.00 (100.0%)
Did the Agent state his/her name? fes 10,00 of 10,00 (100,0%)
Did the agent verify the promo code? fes 20.00 of 20,00 (100.0%)
Subtotak 40.00 of 40.00 (100%)
Section Name: Sales Skills
Question Evaluation Score
Was sale dosed? fes 10,00 of 10,00 (100,0%)
What objections were given? Price M
How many rebuttals were used? 2 M
Motes [ Tips Mot bad, but we will need to work on your | MfA
documentation.
Subtotak 10.00 of 10.00 (100%)
Section Name: Documentation
Question Evaluation Score
Was proper dosing code used? fes 15,00 of 15.00 (100,0%)
Were notes concise and professional? Good 5.00 of 10.00 (50.0%)
Subtotak 20.00 of 25.00 (80%)
Totak 70.00 of 75.00 (93%)
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Weighted QA Group Periodical Trending Report

Description

This report displays a group by group comparison of quality results of a form, at a section level, based on

a selected period of time. The data is compared daily, weekly, monthly, or yearly based on your selection.

Weighted QA Group Periodical Trending Report [ Back “ Generate Report ]
b
(=]
Report Type Monthly - “Wear 2011 - Period Name | June -
-
. . . Calibration =1
& e
Periods 5 - Active  Active - Groups ClientABC
Client:xZ &
- -
Forms Customer Service Evaluation Agents LAWANDA ANTHONY (=1 Evaluators Administrator (=]
Sales Evaluation POETE] JEFFERY AYALA ! Bob Smith
WHITNEY BARRETT 57 callcopy 57
Date Type  Evaluation Date -
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Results

QA Reporting

H@H Monthly QA Group Trending Report
For the pericd beginning %/1/2010 and ending 3/31/2011

Selected Forms: Customer Service Evalustion

Monthly QA Group Trending
100% —

40% —

80% —

Percertage

0% —| — ———

60% —

0%

Oct Mo Dec Jdan
Manth

Customer Service Evaluation

Feb

Greeting 91.0% 88.8%| 91.0%| 29.8%| 91.3% B29.0%
Soft Skills B2.7%  S80.3%| B80.3%| S205%| 20.8%| B80.2%
Use of Tools B8 2%  B3E%| B43%| B38| BEERL|  244%
Closing 068% 959%| O74%| 982%| 974%| 951%
Motes 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Greeting
Calibration 88.5% EB4.0%| 951%| B857%| 926% I9.4%
ClientABC 88.5% 87.8% 590.8% 54.0% 90.9% 85.0%
ClientYZ o95.4% 88.7% 89.4% 91.5% 93.0% BY.7%
Janes Team 97.5% Tr.2% B85.8% 90.9% £5.0% 94.1%
Johns Team 84.3% 929%| B89.06%| 8952%| 90.9% 953%
Sales Team 85.7% 93.2%| B7.7%| 90.0%| 955% &7T.7%
Support Team 25.8% 92.7% 852.2% 25.5% 89.4% B8.0%

Soft Skills Mow
Calibration B3.8% TE. 4% 82.3% 81.7% 82.2% 80.7%
ClientABC B55.8% 83.2% 81.9% 79.1% T8.2% T4.4%
Client:¥Z 87.8% B0.8%| TE.O8%| TOO0W%| 824%| TEOW
Janes Team 85.8% T1.9% T5.8% 54.3% T4.7% 82.1%
Johns Taam 57.8% T9.0% T7.0% 81.8% 81.7% 82.4%

= Calibration socore
= Clienta0C scame
= Client¥Z scam
= Janes Team score
— Johns Team scone
= Sales Team score
Support Team score
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67




System Reports

System Reports

In this chapter we will cover:
v" Overview of System Reports
4 Running the System Reports

Overview of System Reporting

The Printable Reports’ System Reporting section provide historical data that relates to the usage of the cc:

Discover software and the status of the system and software.

System Reporting
Filter: Search
Report Description Date Created
Dizk History Charts the daity censumption of memery resources by saved audie and video files. 32011
System Activity Summary Total incidents of logged user activities over time. 32011
System Usage Time spent logged inte the CallCopy system per user. 3zen
Pages : 1 Go To Page © |1 of 1 IEI

The System Reports menu provides non-printable reports , which have data that is not suited for printing

or exporting. These reports are usually interactive or providing real-time updates to the user.

Running the System Reports

Disk History

Description

The Disk Usage History Report Displays the historical disk usage in MB for recording data over a range of
days defined by the user. The results are displayed in both line chart and list format.

Disk History l Back H Generate Report J

[

Start Date | 2282011 | End Date  3/2/2011 |

z
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System Reports

Results
”@” Disk Usage History
For period beginning Monday, February 28, 2011 and ending Tuesday, March 29, 2011
Disk Usage Over Time
120 — G Drive
100 - _ P Y
e B0 | ' ) L f
[=} 1 )
= 404 II. '-Ill-
20
0 . . . . .
21282011 352011 31072011 3Msz201 32072011 325/2011
Date
Date Type Drive Disk Usage
02/28/2011 | Audio C 7.18 MBE
02/28/2011 |Video C 108.12 MB
03/01/2011 | Audio C 1.85 MB
03/01/2011 | Video C 20.97 MB
03/02/2011 | Audio C 3.01 MB
03/02/2011 |Video C 24.80 MB
03/03/2011 | Audio C 1.09 MB
03/03/2011 |Video C 14.22 MB
03/04/2011 | Audio C 4.67 MB

System Activity Summary

Description

The System Activity Summary Report displays what actions a specified user performed in the CallCopy
system during a given date range. The report is separated with a different section for each date in the
range selected that has activity. Actions such as login/logout, call playback, call deletes, and QA functions
are all tracked with this report.

System Activity Summary [ Back H Generate Report ]
i
¥

Internal &l AIIE' Start Date| 212812011 J End Date| 3r29/2011 J

UserD | Al [=]

-~
H
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Results
”@” System Activity Summary
For period begining Monday, February 28, 2011 and ending Tuesday, March 29, 2011

023’23,"2011‘ Mo activity on this date.

Date User Count Event
03/01/2011 | Administrator 1| Login
03/01/2011 | Administrator 2 | Playbacks Call
033'02,"2011‘ Mo activity on this date.
033'03,"2011‘ Mo activity on this date.
033’04;’2011‘ Mo activity on this date.
EIB}'EIS,"EEIII‘ Mo activity on this date.
033[]5,"2[]11‘ Mo activity on this date.
DB;’D?;’EDII‘ Mo activity on this date.
033'08,?2011‘ Mo activity on this date.
DB;’DQ{EDll‘ Mo activity on this date.

Date User Count Event
03/10/2011 | Administrator 4 | Login
03/10/2011 | Administrator 4 | Logout
03/10/2011 | Administrator 1|Plybacks Call
03/10/2011 | Barry Knack 1| Login
03/10/2011 | Barry Knack 1 |Logout
03/10/2011 |Beki Mowlan 1| Login
03/10/2011 |Beki Mowlan 1| Logout

System Usage

Description

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

range given in the report options.

System Usage

Start Date | 202802011

._1 End Date| 3/29/2011

[ userp| au

Back Generate Report
L |

bt
=]

|z»
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System Reports

Results

”@” System Usage

For period beginning Monday, February 28, 2011 and ending Tuesday, March 29, 2011

Date User Time In System
03/01/2011 | Administrator 23:55:59
03/02/2011 | Administrator 24:00:00
03/03/2011 | Administrator 24:00:00
03/04/2011 | Administrator 24:00:00
03/05/2011 | Administrator 24:00:00
03/06/2011 | Administrator 24:00:00
03/07/2011 | Administrator 24:00:00
03/08/2011 | Administrator 24:00:00
03/09/2011 | Administrator 24:00:00
03/10/2011 | Administrator 11:26:13
03/10/2011 | Barry Knack 00:01:34
03/10/2011 | Beki Nowlan 00:01:34
03/28/2011 | Administrator 01:16:43
03/28/2011 | Barry Knack 01:28:18
03/28/2011 | Beki Mowlan 02:57:43
03/28/2011 | CALLCOPY USER 00:02:33

Total: 05:42:17

System Usage - 3/29/2011 CallCopy Recorder Reporting Service Page 1of 1

IP Phone Status

Description

The IP Phone Status Report shows the status of all IP phones detected on the network for Passive VoIP
integrations. The report list shows the device extension number, the IP address of the device, the Voice
Board number the device was detected by, the confidence level of the detection, and the date/time the
device was detected on the network. This report is useful when verifying that all phones are ready to be

recorded on the network. The report auto-updates the list every 5 seconds,
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Results

IP Phone Status Export

Thiz page sutomatically refrezshes eveny 5 secondz. Last Refresh Time: 61 1/2010 11:25:46 AM

IP Phone Information

Voice Port Device Alias IP Address Board - Confidence Last Update
7506 10.100.6.25 1 (3)Parsed &/27/2010 1:28 PM
7507 10.100.6.36 1 (3)Parsed 43042010 3:25 PM
7505 10.100.6.41 1 (3)Parsed SI3/2010 2:47 PM
7503 10.110.18.2 1 (3)Parsed 6/1/2010 7:36 PM
7504 10.110.19.2 1 (3)Parsed 4/26/2010 10:18 PM

License Info

Description

The License Information report shows in real time if the system is currently licensed for recording. It
displays the License ID number, the date the license was issued, the expiration date, and the number of
channels the system is licensed for.

Results

License Information

System License Available ves
License ID 1
Created On 08102009
Licensed To Devell
CallCopy
Licenze Type :Production
Expires On :Mever
Licensed Audio Ports :500
Licensed Screen Capture Ports 500
Licensed Desktop Onhy Ports (500

Maximum Concurrent Recordings -1

72 cc: Discover Reporting Guide, Version 4.5
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System Reports

Transcoder Status

Description

The Transcoder Status report gives a near real-time display of what audio files are being processed by the
Transcoder module. The list displays the last 10 Completed and Failed records, and will display any
records that are in progress at the time the report is run. This is useful in verifying the proper operation of

the Transcoder.

Results

Transcoder Status

Thiz page automatically refreshez every 5 zeconds. Last Refresh Time: 81 1/2010 11:25:00 AM

Completed Records

Identity source Destination Queuwed Time Last Update Time

102866

E:\Recordings'20100611
VWE3IBNT536-11-19-24.cca
E:\Recordings'20100611

W513\7513-10-48-38.cca

In Progress Records

Failed Records

E:\Recordings'20100611
VWFEIBNTE36-11-19-24 wav
E:\Recordings'20100811

WS13TE13-10-48-38. wav

6M11/2010 11:20:38
AN
GMZ0M0 111706

AN

81172010 11:20:38
AN
G20 1173

102864 \r536\7536-11-08-12.cca \T536\TS36-11-08-12 wav AN AN

102851 E:\Recordings\20100611 E:\Recordings\20100511 G20 111218 612010 11:12:20
WS04T504-11-08-23.cca WTS0ATE04-11-08-23. wav AN AN

102860 E:\Recordings\20100611 E:\Recordings\20100611 BM120M0 114212 81112010 111213
WSTOMST0T-11-11-05.cca WSTONETOT-11-11-05. wav AN AN

102858 E:\Recordings\20100611 E:\Recordings\20100611 BMUZNM0 11156 BMUZ0M0 111156
WSITTE1T-11-11-21.cca WEITTEIT-11-11-21. wav AN AN

102858 E:\Recordings\20100611 E:\Recordings\20100511 6M12010 11:07:50  6M1/2010 11:07:50
WITTE17-11-07-13.cca WHITTEIT-11-07-13.wav AN AN

102857 E:\Recordings\20100611 E:\Recordings\20100611 BM12010 11:07:42  8M1/2010 11:07:43
WS02T502-11-06-40.cca WS02TE02-11-06-40. wav AN AN

102855 E:\Recordings\20100611 E:\Recordings\20100611 BMUZ0MN0 110740 BM1Z0M0 110741
\588M5580-11-07-08.cca \S98M5580-11-07-08. wav AN AN

102855 E:\Recordings\20100611 E:\Recordings\20100611 BM1UZ2010 11:07:04  BM12010 110705
WS1TTE17-11-05-50.cca WSITTE17-11-05-50 wav AN AN

102854 E:\Recordings\20100611 E:\Recordings\20100511 BM12010 11:08:35  6M1/2010 11:08:53

AN

Audit Report

Description

The Audit Report displays the log of specific actions taken by each user in the system. Use the Function
Type list to search for specific actions performed by a user, such as Login, Logout, or Change Password.
The system generates messages when certain actions are performed. For example, when users change
their passwords, it records the message “Success”. When a user logs into the system, it records the IP
address. When a call is played, it records the Call ID. Therefore, you can use the Message field to specify

actions taken by an IP address, only successful password changes, and others.
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Audit Record Search

Search

User All +  Function Type Al hd Message
Start Date | 6/23/2011 (= End Date | 62572011 =]
Results
Audit Record Search Search
User Al El Function Type | All El Message
Start Date = End Date ]
Time - | Funection | User Message
QZTI201M0 3:45:40 PM Logout Administrator
W2TI201M0 3:45:48 PN Login Administrator
QZTI20M0 34738 PN PlaybackCall Adminigtrator 3889
2712010 3:47:51 PM PlaybackCall Adminigtrator 3889
Q2TI201M0 3:48:55 PN Logout Administrator
9/29/2010 3:39:39 PM Login Administrator
0/20/2010 3:39:52 PM PlaybackCall Adminigtrator 4182
Q292010 3:55:58 PM Logout Administrator
S3020M0 10:35:12 AN Login Administrator
G/30/2010 10:36:04 AN PlaybackCall Adminiztrator 4629
SI0201M0 10:36:25 AN PlaybackCall Administrator 4792
SI0/20M0 10:453:08 AN Logout Administrator
12M0/2010 6:06:21 P Login Administrator
12M0/2010 6:09:36 PM PlaybackCall Adminigtrator 5020
12MO2010 6:10:47 PM PlaybackCall Administrator 1715
12M0/2010 6:11:00 PR PlaybackCall Administrator 1715
12M0/2010 6:11:32 P PlaybackCall Adminiztrator 4945
12M02010 6:11:45 PM PlaybackCall Administrator 6783
12M02010 6:32:51 PM Logout Administrator
12M0/2010 6:32:51 P Logout Adminigtrator
Pages : 1 p 3 4 5 3 o Go To Page © |1 of 11 IEI
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Report Tools

Report Tools

In this chapter we will cover:
v" Overview of Reporting Tools
v" Report Subscriptions

4 Report Library

Overview of Reporting Tools

The Reporting Tools make your reporting functions more effective and efficient, and to make reporting as

easy as possible.

Report Subscriptions

Report subscriptions allow you to set a specific report to run at a scheduled time, and provide

the results to multiple users via e-mail.

To access Report Subscriptions, click the Reporting tab in the Web Portal, and click on the

Report Tools menu. The link to Report Subscriptions will be listed on the menu.

Managing Subscriptions

When you load the Report Subscriptions page, you will be presented with a list of any subscriptions you

have already configured.

Report Subscriptions [ New Advanced 1| Hew |
Subscription Report Status Owner Last Run | Date Created |
agents Agent Ranking By Period New Subscription Administrator 01/01/0001 05/09/2010 =)
agents Assigned Agents Report New Subscription Administrator 014010001 06/08/2010 '
agents Assigned Agents Report New Subscription Administrator 0140140001 06/09/2010 =)
calls Call Recording Detail New Subscription Administrator 001000 06/09/2010 =)

Clicking on any of the subscriptions listed will display the subscription settings for editing. To delete an

existing subscription, you can click the Delete icon from this list.

Creating New Subscriptions

To create a new subscription, click the New button at the top-right of the page. The new subscription

page will load, displaying sections of settings that need to be entered to create the Subscription.
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Subscription Details

In the subscription details section, you will need to select a report to subscribe to. Any Printable Report
currently installed on the system is available to use for a subscription. Choose a report from the Select a

Report field. The Description field is a custom title for your subscription. Enter a description in the field.

New Report Subscription | Back i Save |

Subscription Details

Select a Report: | - Select - El
Description :
Active

vent Type :

lodified By:

Owner:

Last Executed :
Date Modified:
Path:

Status:

Report Delivery Options

The report delivery options specify who the report results are e-mailed to, and the format the results will

be displayed in.
Enter the e-mail addresses the report will be sent to in the To:, CC:, or BCC: fields.
The Reply-To field will be the e-mail address that any replies to the subscription e-mail will be sent to.

By default, the Subject field will display the Report name and the time the report was generated. A

custom subject can be entered by the creator into this field.

The Include Report option will generate a file containing the report results, and attach it to the
subscription e-mail. Using the Render Format option, you can select the type of file that will be attached.

Currently, the following file types are supported:
e Acrobat (PDF) File
o Excel (XLS) File
e Image (TIFF) File
¢ MS Word (DOC) File
e Data (XML) File
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Report Tools

You can set the Priority field in order to flag the subscription e-mail at a higher or lower priority for the
recipients. A custom message can also be included with each subscription e-mail by using the Comment
field.

Specify options for report delivery.

Beoo:
(Uze () to separate multiple e-mail addresses.}
Reply-To:  admin@callcopy.com
Subject: | @ReportName generated at @ProcessingTime

‘@Reportlame’ is the name of the report. @ProcessingTime’ is the
time the report was run.

Includ& Report Render Format: | a . nbat (PDF) file El
Vlinciude Link
Priority: | Mormal El

Comment:

Subscription Schedule

Reports can be scheduled to be run on a Daily, Weekly, or Monthly schedule. For each option you can
select the day(s) of the week the report will be generated and e-mailed out. You can also select the On
Calendar day(s): option and enter specific dates (in mm/dd/yyyy format) for the report to be generated
on.

For any schedule option that is selected, you must select the time of day the report will generate with the
Start Time fields.

Note: /t is recommended to select Report Subscription start times outside of peak usage hours for the

CallCopy system to minimize impact on performance for other CallCopy functions.
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Choose whether to run the report on an hourly, daily, weekly, monthly, or one time basis.

Dpaity Monthly Schedule
Ciweekly _
@ Monthly Months: Man IFeb [#mar Flapr

r.'Iﬂ',r un uI ug
E-ep Du:t Nu:ll.r Deu:

@ 0n week of month: 1st El

On day of week: [ B [ EE

Sun Mon Tue Wed Thu Fri Sat

Con calendar day(s): (Comma separated list)

Starttime: gz - go | @am OpM

Report Parameters

Report Parameters are the data options that will be used to run the selected report. The options in this
section will vary depending on the Report Type selected in the Subscription Details section of the page.
These options will be the same as the options for the report when viewed through the Printable Reports

menu.

Once the Report Parameters are selected, click the Save button at the top of the page to save your Report
Subscription. You will be taken back to the Report Subscription list, where the newly created report will be

displayed as the first item on the list.

Set report parameters.
Start Date &M1/2010 fid Vluse Default
End Date B/30/2010 = [Vluse Default
Group All [Vuse Default
Call Direction | Incoming Muse Default
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Report Library

Report Tools

The Report Library is available under the Report Tools menu on the Reporting tab. This page will list any

saved report criteria you have created for printable reports.

Select a saved report criteria from the list to run the report.

Delete the saved search by clicking the Delete icon.

Report Library

Private Listing

Cc: Discover Reporting Guide, Version 4.5

Report Date Created Owner
Sales Agent Incoming Call Summary Report 872302011 12:13:19 PM SUpEruser |
Sales Agent Outgeing Call Surmmary Report 8/23/2011 12:14:03 PM SUpETUSEr ™|
Sales Agents Ranking Report 62312011 3:17:45 PM SUPETUSEr |

Public Listing

Report Date Created Owner

Calibration Group Q& Summary B/24/2011 1:55:51 FM SUPEruser T
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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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	Introduction
	Overview
	The cc: Discover Reporting module provides
	 Quality Assurance managers insight into the performance of employees and business processes.
	 System administrators knowledge about cc: Discover’s performance and actions taken in the system.
	This document explains
	 How to navigate the Reporting module and use its functions.
	 The information that appears on the reports.
	 How to create and manage reports.
	Web Portal Basics
	 Requirements to run the cc :Discover Suite
	 Logging in and out of the systems, log in errors, and password recovery
	 Version number
	 Basic Web Portal navigation

	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 does have minimum system requirements due to the processing required for full audio and video playback. Wi...

	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 cc: Discover username
	Password: Enter your cc: Discover 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 ‘Forgot 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 CallCopy 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, clic...
	Reporting Basics

	Quick Links Page
	Upon clicking the Reporting tab in the upper left-hand corner of the cc: Discover web portal, you will access the page seen below. Individual printable reports can be accessed from this page by clicking on the name of the report (shown in blue underli...
	These reports are also available from the menus on the left side of the Reporting tab. The Quick Links page just shows them can be organized by a filter such as Group.

	Reporting Tab Navigation
	Clicking a link, such as QA Reporting, displays that list of possible reports. The Date Created column indicates the date that the XML file used to generate this report type was installed in the cc: Discover system.
	The Filter allows you to search for a particular report based on the name of the report or a key word. For example, “Agent” entered into the Filter field as a key word will bring up all of the reports relating to agent performance.
	Click a report name to open a page for generating that report.

	Printable-Report Functions
	These tasks can be performed when using printable reports.
	Specify Criteria and Create a Report
	Each report has criteria that must be set to select data. These criteria can include date ranges, user or agent selections, and other data fields depending on the report type. Once you have the report criteria entered, click the Generate Report button...
	Save Report Search Criteria
	You can save the criteria for reports that are created frequently. Click the inverted chevron icon to see a list of saved report search criteria.
	Enter a name for the report in the Search Name field. Select the Public box only if you want others to be able to view your saved report. Then click Save Search.
	The report criteria item appears on the page. To use these criteria again, click the item. A report page with the criteria opens. Edit the criteria as needed. Then, click Generate Report to create the report. All saved report criteria appear in the Re...
	Navigate Report Pages
	Use the navigation menu to move back and forth across appropriate report pages. The single arrow to the right takes you forward one page and the single arrow to the left takes you back one page. The double arrow to the right takes you to the last page...
	Navigate Report Details
	Some reports provide additional details in related reports. The mouse pointer turns to a hand  if an item in a report has additional detail. The  arrow allows you to go up one level if you have “drilled down” into a report.
	Zoom
	Search
	Save and Export a Report
	Refresh and Print
	Sort Report Records
	Data records on some printable reports can be sorted. To sort from highest-to-lowest or A-to-Z, click the top triangles by a column label. To sort from highest-to-lowest or Z-to-A, click the bottom triangle. In this example, the records are sorted by ...

	Common Report Criteria
	Start Date
	Indicates the start of the date range that your reporting data will be pulled from. The Start Date can be selected by clicking on the calendar icon located to the right of the field, or by typing the date into the field.
	End Date
	Indicates the end of the date range that your reporting data will be pulled from. The End Date can be selected by clicking on the calendar icon located to the right of the field, or by typing the date into the field.
	Group
	Allows you to select a particular group of Agents to report on. This is based on the groups of Agents that have been created in the system under the Administration tab. You can select one group, multiple groups (by shift-clicking), or all groups.
	Call Direction
	Allows you to narrow the scope of the report by selecting the directionality of the call to report on. Options in this selection are: All, Incoming, Outgoing, or Unknown (meaning that we are not able to identify the directionality of the recorded cont...
	Period Type
	Allows you to narrow the scope of the report by selecting the duration of time to report on. Options in this selection are: Week, Month, Quarter, and Year.
	Year
	Allows you to narrow the scope of the report by selecting the year to report on.
	Period
	The Period field is used with the Period Type, and the selections will be varied based on what is selected in the Period Type dropdown. For example, if the Period Type selected is Month, the Period options will be the months of the year. If the Period...
	Form
	Allows you to select the form that you want to report on. The available options are a reflection of the forms that have been built in the Form Creator and are in enabled or disabled status. You can select one form, multiple forms (by shift-clicking), ...
	Agents
	Allows you to select the Agent(s) that you want to report on. You can select one Agent, multiple Agents (by shift-clicking), or All.
	Tag Category
	Only used in conjunction with Speech Analytics. Allows you to select a particular Tag to report on. You can select one Tag, multiple Tags, or ALL.
	Status/Active
	Allows you to choose the status of the Agents to report on. Options are: Active, Inactive, and All.
	Date Type
	Used to select the data set you want to pull in QA reporting. Options are: Call Date and Evaluations Date. Call Date is based on the date the call was recorded in the system. Evaluation date is based on when the recorded contact was evaluated in the s...
	Users
	Allows you to select the User(s) that you want to report on. You can select one User, multiple Users (by shift-clicking), or All.
	Report Type
	Allows you to narrow the scope of the report by selecting the type of report to generate. Options in this selection are: Agent, Form, Section, and Question. This is one indication that a report is able to be drilled down into, to access the additional...
	Section
	The Sections dropdown is used in conjunction with the Form dropdown and the selections will be a reflections of the sections created for a form in the Form Creator. You can section one section, multiple sections, or All.
	Failure Type
	Allows you to report on Section or Form failures for a particular form. You can also report on All.
	Month
	Select the starting month for your report.
	Periods
	Select the number of months that you want to include in your report (1 -12).
	Call Reporting

	Overview of Call Reporting
	The cc: Discover Call Reports provide information about calls, such as the ANI and DNIS, and agents, such as the total number of calls that were recorded for an agent over a period of time.

	Running the Call Reports
	To access call reports, from the Printable Reports menu, click Call Reporting. On the Agent Reporting page, click the link to a report type such as Agent Call Summary.
	Agent Call Summary
	Description

	The Agent Call Summary displays call totals captured in the call recording system. The report displays the number of calls taken by an agent over a period of time, as well as Average Handle Time (AHT) information.
	Results

	Assigned Agents Report
	Description

	This report displays the Active, Inactive, or All agents who are currently in the database, along with their System ID, Username and Phone ID information.
	Results

	Call Recording Detail
	Description

	This report displays the call metadata for your selected agent(s) over a period of time. The report provides the Record ID number, along with critical data like ANI, DNIS, Date and time recorded, duration of the call, and the Device ID where the call ...
	Results

	Duplicate ANI Report
	Description

	This report displays the call metadata information for repeat calls into your organization from the same phone number over a period of time. If the same ANI has not called into your location multiple times over your selected timeframe, you will see th...
	Results

	Group Membership Report
	Description

	This report displays the active or inactive Agents in a particular group, along with their Phone Id information.
	Results

	QA Reporting

	Overview of QA Reports
	The cc: Discover QA Reports allow you to trend and track the Quality Assurance performance of your agent, analysts, and groups. The various QA reports give you insight into QA critical areas such as calibration, trending, and team performance. The QA ...
	QA Reporting is based on the evaluations that your Quality Assurance (QA) Team have performed. These reports require that a QA form be created in cc: Discover using the Form Creator in the Coaching tab, under the Quality Assurance Area. The way that y...

	Running the QA Reports
	Agent QA Summary
	Description
	Results

	Agent Ranking by Period
	Description

	This report compares your Agent’s QA performance from one time period to another: week to week, month to month, quarter to quarter, or year to year. The last column in the report ranks the Agents in your system from 1 – X and show their positive trend...
	Results

	Agents Needing Evaluation Detail
	Description
	Results

	Agents Needing Evaluation Summary
	Description
	Results

	Blank QA Form
	Description
	Results

	Call Evaluation Detail
	Description

	This report shows the detailed results on a completed evaluation based on your selection criteria. The data is broken down by metadata information at the top and then a section and question level breakdown of the form, complete with individual responses.
	Results

	Completed QA Form
	Description
	Results

	Critical Question Detail
	Description
	Results

	Critical Question Summary
	Description
	Results

	Evaluation List Report
	Description

	This report generates a list of agent evaluations that were performed. This report provides a means of track the evaluation process and the scoring of evaluations.
	Results

	Evaluator QA Summary
	Description
	Results

	Form and Section Failures Report
	Description
	Results

	Group QA Summary
	Description
	Results

	Group Summary By Month
	Description
	Results

	Group Summary By Period
	Description
	Results

	Multiple Evaluations Summary
	Description

	This report displays the last 12 evaluations that were conducted on a selected agent and form, based on a selected end date.  Agent ID, Supervisor ID, and Form ID are required fields.
	Results

	QA Agent Periodical Trending Report
	Description

	This report displays the summary of an agent’s performance on a particular form over a selected period of time. The performance will be broken down on a section by section basis, depending on how your QA form is created in the system.
	Results

	QA Agent Trending Report
	Description

	This report displays the summary of an agent’s performance on a particular form over a selected period of time. The performance will be broken down on a section by section, and question by question basis, depending on how your QA form is created in th...
	Results

	QA Calibration Trending Report
	Description

	This report displays the detail of an Evaluator’s performance on a particular form over a selected period of time. The performance will be broken down on a section by section, and question by question basis, depending on how your QA form is created in...
	Results

	QA Form Trending Report
	Description

	This report displays the total quality performance on a particular form over a selected period of time.
	Results

	QA Group Periodical Trending Report
	Description
	Results

	QA Group Scorecard
	Description

	This report displays a group by group comparison of quality results of a form, at a question level, based on a selected period of time.
	Results

	QA Group Trending Report
	Description

	This report displays a group by group comparison of quality results of a form, at a question level, based on a selected period of time.  The data is compared daily, weekly, monthly, or yearly based on your selection.
	Results

	QA Pending Acknowledgement
	Description

	This report displays a list of the unacknowledged QA evaluations that are still in the system, on an agent by agent, and form by form basis. This report is only needed if you are sending Acknowledgement requests to your Agents using the CallCopy system.
	Results

	QA Summary By Form
	Description

	This report displays the QA performance on a form(s) over a period of time. This report can be drilled down into for additional details.
	Results

	QA Summary By Question
	Description

	This report displays the QA performance on a form’s questions over a period of time. This report can be drilled down into for additional details.
	Results

	QA Summary By Section
	Description

	This report displays the QA performance on a form’s sections over a period of time. This report can be drilled down into for additional details.
	Results

	Quality Assurance Detail
	Description

	This report shows the individual responses to each question in a completed QA evaluation, based on the Call ID. The specific call that was graded for the evaluation can be played back by clicking on the Call ID hyperlink.
	Results

	Weighted QA Group Periodical Trending Report
	Description

	This report displays a group by group comparison of quality results of a form, at a section level, based on a selected period of time.  The data is compared daily, weekly, monthly, or yearly based on your selection.
	Results

	System Reports

	Overview of System Reporting
	The Printable Reports’ System Reporting section provide historical data that relates to the usage of the cc: Discover software and the status of the system and software.

	Running the System Reports
	Disk History
	Description

	The Disk Usage History Report Displays the historical disk usage in MB for recording data over a range of days defined by the user. The results are displayed in both line chart and list format.
	Results

	System Activity Summary
	Description

	The System Activity Summary Report displays what actions a specified user performed in the CallCopy system during a given date range. The report is separated with a different section for each date in the range selected that has activity. Actions such ...
	Results

	System Usage
	Description

	The System Usage report displays the total time a user was logged into the system based on the time range given in the report options.
	Results

	IP Phone Status
	Description
	Results

	License Info
	Description

	The License Information report shows in real time if the system is currently licensed for recording. It displays the License ID number, the date the license was issued, the expiration date, and the number of channels the system is licensed for.
	Results

	Transcoder Status
	Description

	The Transcoder Status report gives a near real-time display of what audio files are being processed by the Transcoder module. The list displays the last 10 Completed and Failed records, and will display any records that are in progress at the time the...
	Results

	Audit Report
	Description

	The Audit Report displays the log of specific actions taken by each user in the system.  Use the Function Type list to search for specific actions performed by a user, such as Login, Logout, or Change Password. The system generates messages when certa...
	Results

	Report Tools

	Overview of Reporting Tools
	The Reporting Tools make your reporting functions more effective and efficient, and to make reporting as easy as possible.

	Report Subscriptions
	Managing Subscriptions
	When you load the Report Subscriptions page, you will be presented with a list of any subscriptions you have already configured.
	Clicking on any of the subscriptions listed will display the subscription settings for editing. To delete an existing subscription, you can click the Delete icon from this list.
	Creating New Subscriptions
	To create a new subscription, click the New button at the top-right of the page. The new subscription page will load, displaying sections of settings that need to be entered to create the Subscription.
	Subscription Details

	In the subscription details section, you will need to select a report to subscribe to. Any Printable Report currently installed on the system is available to use for a subscription. Choose a report from the Select a Report field. The Description field...
	Report Delivery Options

	The report delivery options specify who the report results are e-mailed to, and the format the results will be displayed in.
	Enter the e-mail addresses the report will be sent to in the To:, CC:, or BCC: fields.
	The Reply-To field will be the e-mail address that any replies to the subscription e-mail will be sent to.
	By default, the Subject field will display the Report name and the time the report was generated. A custom subject can be entered by the creator into this field.
	The Include Report option will generate a file containing the report results, and attach it to the subscription e-mail. Using the Render Format option, you can select the type of file that will be attached. Currently, the following file types are supp...
	You can set the Priority field in order to flag the subscription e-mail at a higher or lower priority for the recipients. A custom message can also be included with each subscription e-mail by using the Comment field.
	Subscription Schedule

	Reports can be scheduled to be run on a Daily, Weekly, or Monthly schedule. For each option you can select the day(s) of the week the report will be generated and e-mailed out. You can also select the On Calendar day(s): option and enter specific date...
	For any schedule option that is selected, you must select the time of day the report will generate with the Start Time fields.
	Note: It is recommended to select Report Subscription start times outside of peak usage hours for the CallCopy system to minimize impact on performance for other CallCopy functions.
	Report Parameters

	Report Parameters are the data options that will be used to run the selected report. The options in this section will vary depending on the Report Type selected in the Subscription Details section of the page. These options will be the same as the opt...
	Once the Report Parameters are selected, click the Save button at the top of the page to save your Report Subscription. You will be taken back to the Report Subscription list, where the newly created report will be displayed as the first item on the l...

	Report Library
	The Report Library is available under the Report Tools menu on the Reporting tab. This page will list any saved report criteria you have created for printable reports.
	Select a saved report criteria from the list to run the report.
	Delete the saved search by clicking the Delete icon.
	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.


