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Introduction

Introduction

The cc: Discover Reporting module enables users to generate and save or print reports as well as find
real-time data about the system. This information 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:

e 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.

6 cc: Discover Reporting Guide, V5.0 R2



Reporting Basics

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. The Quick Links page shows them organized by a filter such as Group.
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.

Printable Reports Quick Links
Analytics Reporting . -
et 3¥ Erintable Reports- Call Reportin
QA Reporting L -
System Reporting
Survey Reporting 74 BvAgent 7288 By Group 77 By Call Type
L] Agent Call Summary D Group Membership Report D Agent Call Summary
L] Assigned Agenis Report Call Recording Detail
|| Group Membership Report D Duplicate ANI Report
|- Printable Reports » Analytics Reporting
DAna\'{lics Speech Tag Frequency D Speech Category Summary D Speech Category Trending Report
’- # Printable Reports> QA Reporting
W
74 ByAgent 7488 By Group F|= ByFom
:' Agent QA Summary D Critical Question Summary L| Agents Meeding Evaluation Detail
Agent Ranking By Period Group 04 Summary L| Blank QA Form
LI Agents Needing Evaluation Detail Group Summary By Month LI call Evaluation Detail
:' Agents Needing Evaluation Summary Group Summary By Period L | Completed ©A Form
L| Critical Question Summary QA Agent Periodical Trending Report [ ] Critical Question Detail
Report Tools
Printable Reports > Survey Reportin
System Reports
D Survey Detai D Survey Detail Summary D Survey Overview
Printable Reports » System Reporting
e
D Disk History D System Activity Summary D System Usage

cc: Discover Reporting Guide, V5.0 R2




Reporting Basics

Reporting Tab Navigation

orintable R The menus on the left side of the Reporting tab provide access to reports and
rin le Reports

Analytice Reporting tOOIS

Call Reporting

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.

e Survey Reporting — These reports are available only if the cc: Survey
module has been purchased.

The Report Tools menu provides access to tools for automatically generating
reports (subscriptions) and report libraries.

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

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

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

Printable Reports Quality Assurance
Analytics Reporting Filter: Search
Call Reporting ;J
QA Reporting
System Reporting Report Description Date Created
Agent QA "
Summary Quality Assurance Summary By Agent 5242011
AGENRANANGBY 4 gent Ranking by Period 52412011
Period
Agents Needlng Fitered list of when each evaluator has last evaluated each agent on each form. 512412011
Evaluation Detail
Agents Needing
Evaluation Shows the last ime an agent has been evaluated for the given criteria. 52472011
Summary
Blank QA Form Print out blank quality assurance forms for off line evaluations. 52472011

The Filter allows you to search for a particular report type 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 report types with
‘agent’ in either the report name or description.

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

8 cc: Discover Reporting Guide, V5.0 R2



Printable-Report Functions

These tasks can be performed when using printable reports.

Specify Criteria and Create a Report

Reporting Basics

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

Period Type Month E|

Form All

ac enerate Report
| Back I G Rep

J
<
Iil

Year

2010~ ]

ElGroup All

[=]

Period December E|

[

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 Generate Report
L i P

J
o
=]

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 || Generate Report |

No available search sets saved for this report.

Search Name: | Sales Agents Ranking Report

Form Sales Evaluation * Group Sales Team * Period Type Month

Wear 2011 - Period June hd

Public : [F]
-
| 2| Save Search

cc: Discover Reporting Guide, V5.0 R2




Reporting Basics

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.

Agent Ranking By Period | Back || Generate Report |
Creator Hame Date Created Date Modified
SUperuser Sales Agents Ranking Repot 812312011 812312011
Search Name: Public : [

| a Save Search

Form Sales Evaluation > Group Sales Team ~ Period Type Month -

Year 2011 - Period June -

B

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.

4 { |1 of 12 b Pl ]

Navigate Report Details

Some reports provide additional details in related reports. The mouse pointer turns to a hand ‘{E’) 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

1009 Use the zoom menu to format the size of the report output in your browser

_[Page width || window.

Whole Page
S00%
200%
| 150%
a0 |
75%
50%
25%

Ly
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Reporting Basics

Search

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
subsequent matches.

outbouncﬂ Find | MNext

Save and Export a Report

& & From the report management interface, choose an
XML file with report data option from the “Select a Format” drop-down menu.
CSV (comma delimited) Choose the preferred format, and then press “Export” to

Acrobat (PDF) file
MHTML (web archive)
Excel

TIFF file

Word

output your report to the selected format.

Refresh and Print

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: Calibration

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, V5.0 R2 11



Reporting Basics

Common Report Criteria

Start Date

Indicates the start of the date range from which reporting data will be pulled. 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 from which reporting data will be pulled. 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.

12 cc: Discover Reporting Guide, V5.0 R2



Reporting Basics

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, V5.0 R2 13



Reporting Basics

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).

14 cc: Discover Reporting Guide, V5.0 R2



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.

Call Reporting

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:

Report
Agent Call Summary
Azzigned Agents Report
Call Recording Detail
Duplicate ANl Report

Group Membership Report

Pages : 1

Description
Agent Call Summary
Azeigned agents and their device ID's

Details of a Recorded Call

Calls Observed During a Period with Duplicate Caller IDs.

Membership of agents in Groups

Go To Page : |y of1

Search

Date Created
512412011
52402011
512412011
512412011
512412011

cc: Discover Reporting Guide, V5.0 R2
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Call Reporting

Agent Call Summary

The Agent Call Summary displays call totals captured in the call recording system. The report displays the
number of calls recorded for an agent over a period of time, as well as the recording duration information.
The recording duration may include on-hold and after call work depending on the customer's specific
configuration and the recording scripts used.

Agent Call Summary l Back l Generate Report

J
-~
=]

Start Date 12/1/2010 =] End Date 12/31/2010 =l Group | All El

Call Direction IncumingEl

[»

u@n Agent Call Summary
For period beginning 12/1/2010 and ending 12/31/2010
Selected Call Direction: Incoming
Device ID # Calls  Average Duration Total Duration Max Duration

ASHLEY, RUBEN 4022 16 5m 265 1h 27m 2s 8m 11s
BAUER, ALBERT 4002 10 am 43s 57m 9s 8m 11s
BELL, ESTER 4036 g 6m 20s 57m 1s 8m 11s
BROOKS, LARRY 4030 12 6m 165 1h 15m 17s 8m 11s
CANTRELL, MADELEINE |4015 13 om 7s 1h 19m 36s 8m 11s
COHEN, JIMMIE 4010 11 om 175 1h 9m 5s 8m 11s
DELACRUZ, BARRY 4026 23 5m 28s 2h 5m 42s 8m 11s
DILLON, BRADLEY 4031 14 5m 17s 1h 13m 58s 8m 11s
ESTES, SALVADOR 4033 12 5m 445 1h 8m 48s 8m 11s
EWING, WILLA 4025 13 om 305 1h 28m 56s 8m 11s
FARRELL, HALEY 4032 15 5m 45s 1h 26m 16s 8m 11s
FISCHER, HOWARD 4029 g 6m 39s 59m 52s 8m 11s
FOSTER, HAROLD 4038 11 6m 155 1h 8m 495 8m 11s
GARCIA, MICHEAL 4014 17 am 355 1h 34m 53s 8m 11s
GRAY, SHAWN 4013 10 5m 435 57m 7s 8m 11s
HAYS, ANGELINA 4034 14 6m 21s 1h 28m 59s 8m 11s

16 cc: Discover Reporting Guide, V5.0 R2



Call Reporting

Assigned Agents Report

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 I Back I Generate Report

Status| Active [=]

(@) Assigned Agents
1 SOLOMON, DUANE Active 4001
2 BALIER, ALBERT Active 4002
3 PECK, LUPE Active 4003
4 JONES, MARVIN Active 4004
3 MCDOMALD, Active 4005
ANTHONY
& NIEVES, LATONYA Active 4006
7 HOOPER, LARRY Active 4007
8 QCHOA, YOUNG Active 4008
9 JIMEMEZ, JUNE Active 4009
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
il CANTRELL, Active 4013
MADELEINE
16 SAMPSON, THERESA Active 4016
17 SLOAMN, SHAWN Active 4017
18 ZIMMERMAN, KARINA Active 4018
19 SCHNEIDER, Active 4019
EVANGELINA
20 HORM, ERIK Active 4020
21 PADILLA, MARLENE Active 4021
22 ASHLEY, RUBEN Active 4022
23 NOEL, CARLA Active 4023
24 MOSES, DIANA Active 4024
75 EWING, WILLA Active 4025
26 DELACRUZ, BARRY Active 4026
27 WARD, JON Active 4027
28 SALINAS, JIMMY Active 4028
29 FISCHER, HOWARD Active 4029

cc: Discover Reporting Guide, V5.0 R2 17




Call Reporting

Call Recording Detail

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. The User fields are defined on the

Terminology page and vary by customer.

Call Recording Detail

Start Date| 5/23/2011

Record ID
Gate

User 3

| End Date 623/2011

Caller’s Phone #

User 1

Uszer4

Back Generate Report
L I pott )

i
] Agents LAWANDA ANTHONY =
faEms JEFFERY AYALA
WHITNEY BARRETT

1

Dialed Phone #

User2

User S

»

”@H Call Recording Detail

Record ID: 7410
Agent: ZIMMERMAN, KARINA

Account Number:

Salesforce Case: 00002137
Public Bookmark:

Record ID: 7287
Agent: ZIMMERMARN, KARINA

Account Number:

Salesforce Case: 00007246
Public Bookmark:

For Monday, Movemnber 08, 2010 to Wednesday, December 08, 2010

ANI: 6145222965

Time: 12/8/2010 1:07 AM  Duration: 7m 44s

CSN:

ANI: 6142952127

Time: 12/7/2010 9:23 PM  Duration: 6m 125

CSN:

DNIS: 8009876543
Customer Device:

DNIS: 8778274923
Custormer Device: 4018 Channel: 46

Call Direction: Inbound

4018 Channel: 5
Care

Call Direction: Inbound

Care

18
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Duplicate ANI Report

Call Reporting

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

Start Date| 11/8/2010 =l End Date 12/8/2010 =l call Direction Incoming E|

ANI

| Back Il ‘Generate Report

J
~
=

©

”@” Duplicate ANI Report
For Saturday, April 23, 2011 to Friday, December 23, 2011

Status: Al

1112223333

Duplicate ANI Report - 6/23/2011 CallCopy Recorder Reporting Service

# Calls Observed 5

3

Page 1of 1
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Call Reporting

Group Membership Report

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

information.

Group Membership Report | Back || GenerateReport |
Group| Al [=]Active| Active [=] o
(@) Group Membership

Calibration ASHLEY, RUBEN 4022

Calibration BALER, ALBERT 4002

Calibration BELL, ESTER 4036

Calibration BROOKS, LARRY 4030

Calibration CANTRELL, MADELEINE 4013

Calibration COHEN, JIMMIE 4010

Calibration DELACRUZ, BARRY 4026

Calibration DILLOM, BRADLEY 4031

Calibration ESTES, SALVADOR 4033

Calibration VING, WILLA 4023

Calibration FARRELL, HALEY 4032

Calibration FERGUSOM, LATONYA 4040

Calibration FISCHER, HOWARD 4029

Calibration FOSTER, HAROLD 4038

Calibration GARCIA, MICHEAL 4014

Calibration GRAY, SHAWN 4013

Calibration HAYS, ANGELINA 4034

Calibration HEBERT, FRANCISCO 4037

Calibration HOLDEN, ANTHOMY 4012

Calibration HOOPER, LARRY 4007

Calibration HORM, ERIK 4020

Calibration JENMINGS, TABITHA 4033
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QA Reporting

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 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.

Quality Assurance
Filter: Search
Report | Description | Date Created
Agent QLA Summary Quality Assurance Summary By Agent 32011
Agent Ranking By Pericd Agent Ranking by Period 32011
Agents Needing . .
. ’ Filttered list of when each evaluater has last evaluated each agent on each form. azo
Evaluation Detail
Agents Needing . . -
. X Shows the last time an agent has been evaluated for the given criteria. 3201
Evaluation Summary
Blank Q4 Form Print out blank guality azzurance forms for off line evaluations. iz
Call Evaluation Detail Full detailz of the QL4 evaluation and the evaluated call. For performance reazons, limited to first 500 records meeting criteria. 3201
Completed Q& Form Review or print out complete guality azsurance evaluations. 3nzom
Critical Question Detail Detail of performance en critical guestions. zon
:Lﬂ%ﬂ]lﬂffeehcr Summary of performance on critical guestions by agent or group. o1
Evaluator 04 Summary  Evaluator Calibration Report 32011
Form and Section . " . . - - .
Failures Repart Displays the list of calls which were evaluated to contain a response that indicated a failure at a section or form level. azo
Group Q4 Summary Quality Assurance Summary By Group 32011
G g v By .
I‘Liht: Summary By Group performance trend over monthly intervals. azo
G 5 v By . i .
';EFI:ZE Summary By Group performance trend over time with selectable intervals. 32011
L::}'E::f__‘ﬂlhﬂhcre Comparizon of the prior twelve evaluations of an agent on a particular form. 3201
QA Agent Periodical . - . . — . .
ing Report Thiz specialized trending report makes it easy to compare the performance of groups in different sections of a QA form over time. azo
Q4 Agent Trending 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
- N ) N 32011
Report allows you to easy compare the performance of an agent in different sections or on different questions.
Q4 Calibration Trending — Trending reperts allow you to read across the data to see changes over time. The QA calibration trending report breaks down scores by QA
y - X N . 32011
Report evaluator and allows you to eazily compare the performance of a uzer in different sections or on different questions.
Q4 Form Trending 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
; 2o
Report component, and may further break them down by subgroup for easy comparison.
Er;r:l;:cL:l I;:E Lﬁmcal Thiz specialized trending report makes it easy to compare the performance of groups in different sections of a QA form over time. azo
Pages : 1 2 x GoToPage:|[1 |of2 IEI
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QA Reporting

Agent QA Summary

This report displays the selected Group(s) or Agent(s) Quality Assurance (QA) performance over a period
of time. The Report Type criteria specify a level of detail: Agent, Form, Section, and Question. If the
report is used in cc: Discover, users can drill-down to lower levels of detail.

Agent QA Summary
Start Date 4/24/2011 J End Date 2/24/2011 bl
Active Active | - Forms g:;tgr;s;ﬁ:lr:]lﬁe Evaluation
Grouns Calibration Users Administrator ¢
P ClientABC Barry Knack
ClientxYZ hd Bob Smith b

l Back L Generate Report J
g
Date Type | Call Date
All
A " VERONICA ALVAREZ
gents URSULA AVERY

Report Type Agent ||

TRACY BLACKBURN h

In the example below, the Report Type was set to Section, and a user can drill down to Question level

results by clicking a section label.

”@n Agent Performance Summary Report by Section
For Monday, February 13, 2012 to Tuesday, March 13, 2012
Agent Summary
Mumber of Evaluations I Count
0 1 2 3 4 5 I Gcore
Brad Anderson
£
2
Manisha Ingale
0% 20% 40% 60% 80% 100%
Average Score
i LHions 0 Po D Perce ]

Customer 1 Evaluation 1 600 1490 40.3%
Section 1 1 150 490 30.6%
Section 2 1 400 500 80.0%
Section 3 1 50 500 10.0%
Customer 2 Evaluation 1 35 35 100.0%
sl 1 30 30 100.0%
s2 1 5 5 100.0%
Summer Sales Evaluation 1 5 9 55.6%
Section 1 1 5 55.6%
Finance Customer Evaluation 1 5 25 20.0%
sl 1 5 25 20.0%
s2 1 1] 1] N/A
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QA Reporting

Agent Ranking by Period

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| All

Period | December |Z|

[=]

Year

Form All

Back Generate Report
L It J

b
=]

(@) Agent Ranking by Month

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

. Selected .,  Prior Month
Agent Name - Month Score - Score
JIMEMEZ, JUNE 1307 of 1355 (36.5%) | 3538 of 3970 (39.1%) | 1 (+38) 1‘
FISCHER, HOWARD 1287 of 1335 (96.4%) | 5428 of 5820 (93.3%) | 2 (+6) 1
DELACRUZ, BARRY 1831 of 1935 (94.6°%) | 3375 of 4195 (92.4°%%) | 3 (+8) 1
PECEK, LUPE 1333 of 1420 (93.9%%) | 3383 of 3720 (90,9%) (4 (+249) 1‘
BELL, ESTER 1067 of 1140 (23.6%) | 3481 of 3340 (90.7°%) | 5 (+256) 1
HOOPER, LARRY 995 of 1065 (33.4%:) |3226 of 3495 (32.3%) |6 (+7) 1‘
JOMES, MARVIN 934 of 1055 (33.3%) [3388 of 3685 (91.9%) | 7 (+10) . 1
HORM, ERIK 1304 of 1935 (33,2%:) | 4152 of 4495 (92,.5%) 8 (+2) 1‘
ASHLEY, RUBEN 1981 of 2140 (92.6%) | 1948 of 2205 (88.3%) |3 (+29) 1
SOLOMON, DUANE 734 of B50 (22.2%) | 2392 of 3065 (34.4%) | 10 (-8) J
BAUER, ALBERT 2351 of 2560 (92,2%) | 3857 of 4290 (59.9%) | 11 (+22) 1‘
HOLDEM, ANTHOMY 1516 of 1645 (92.2%) |#423 of 4360 (91%) |12(+14) T
JEMMINGS, TABITHA 1854 of 2020 (31.8%) | 4114 of 4365 (94.2%) | 13 (-10) *
SLOAN, SHAWN 2286 of 2515 (20.9%%) | 2802 of 2990 (33.7%6) | 14 (-2) J
EWING, WILLA 2511 of 2765 (90.8%) | 4700 of 5095 (32.2%) | 15 (0) 1‘
SAMPSON, THERESA 3561 of 3925 (90.7%) | 3265 of 3580 (91.2%) | 15 (+9) 1
FOSTER, HAROLD 7710f 850 (30.7%) |30510f 3430 (89.2%) |17 (+18) |
QCHOA, YOUNG 90& of 1000 (90.6%:) |4406 of 4860 (90.7%) | 18 (+12) 1‘
CANTRELL, MADELEINE 1286 of 1420 (20.6%) | 3435 of 3720 (92.3%) | 19 (-7) J
FARRELL, HALEY 2100 of 2325 (30.3%:) | 4098 of 4505 (31%:) | 20 (+7) 1‘
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QA Reporting

Agents Needing Evaluation Detail

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 I Generate Report |
o
=)

Last Evaluated Before /242011 = Group List Er::]’m =1 Form List g:;t:r;:;?:bnﬁe Evaluation
Client)YZ =
DI - .
R VERONICA ALVAREZ ¥ e | AOMIRISIrElor Stat Active
Agent List URSLILA AVERY User List  gamy Knack s ive [w]
TRACY BLACKBURN i Bob Smith -
—
=

H@n Agents Needing Evaluation Detail

Selected Forms: Customer Service Evaluation, Sales Evaluation

Agent Evaluator Last Evaluated
JOANN ABBOTT ChentxXYyZ Customer Service Evaluation |Jeff Rector Never
JOANN ABBOTT Client¥Z Customer Service Evaluation | Cheryl Rankin Hever
JOANN ABBOTT ChentX¥Z Customer Service Evaluation |Barry Knack Never
JOANN ABBOTT ChentXyZ Customer Service Evaluation | Beki Nowlan Never
JOANN ABBOTT Chent(YZ Sakes Evaluation Jeff Rector Never
JOANN ABBOTT ClientxYZ Sales Evaluation Cheryl Rankin Hever
_JDAHH ABBOTT ChentX¥Z Sales Evaluation Barry Knack Never
JOANN ABBOTT | clentxvz Sales Evaluation Beki Nowizn Never
JOANN ABBOTT Support Team Customer Service Evaluation | Jeff Rector Never
JOANN ABBOTT Support Team Customer Service Evaluation | Cheryl Rankin Never
JOANN ABBOTT Support Team Customer Service Evaluation |Barry Knack Hever
JOANN ABBOTT Support Team Customer Service Evaluation | Beki Nowlzn Hever
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Agents Needing Evaluation Summary

QA Reporting

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

Form List

Agents Needing Evaluation Summary

Last Evaluated Before|2/24/2011

=

Customer Service Evaluation
Sales Evaluation

Active E|

Status

Al

noent Liee VERONICA ALVAREZ

gent LISt yrsULA AVERY
TRACY BLACKBURN

{ Back “ Generate Report

N~
(¥

.. Calibration =1
Group List| gjientaBC
Clientxyz ~ ~

>

R -
(=1 user List g:p:;’n;(sr':raact:r (=
< Bob Smith -

() Agents Needing Evaluation Summary
Selected Forms: Customer Service Evaluation, Sales Evaluation
Agent Group Form Evaluator Last Evaluated
ABBOTT, JOANN ClientxyZ Customer Service Evaluation | Sue Smith Q/26/2011
BOYER, MABEL Support Team Sales Evaluation Bob Smith o/26/2011
BUCKLEY, ROBIM Sales Team Sales Evaluation Administrator Q/27/2011
CAMPOS, DEIRDRE Support Team Sales Evaluation John Doe Q/27/2011
CARROLL, LIZA Calibration Sales Evaluation John Doe Q/27/2011
COLEMAN, THERESA Calibration Custormer Service Evaluation  |Jane Doe 9/27/2011
COLLIMS, DOREEN Support Team Customer Service Evaluation | Administrator Q/27/2011
COMRAD, MELDA Janes Team Customer Service Evaluation | Administrator Q/26/2011
CROSBY, NELDA Support Team Sales Evaluation Administrator /27,2011
DEMNIS, FLORINE Support Team Sales Evaluation Bob Smith 9/27/2011
ELLIOTT, CLARISSA ClientxyZ Customer Service Evaluation |John Doe Q/27/2011
ELLIOTT, MARIANNE Johns Team Customer Service Evaluation [Jane Doe Q/27/2011
EMNGLAMND, CANDICE MNone Mone Hewver
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QA Reporting

Blank QA Form

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

26

Blank QA Form Back || Generate Report |
Form Select B
|2
((®) Sales Evaluation
Greeting
Did Agent use branded greeting?
Yes O
No O
Did the Agent state his/her name?
Yes a
No a
Did the agent verify the promo code?
Yes O
Mo a
Agent should validate code against screen pop
Sales Skills
Was sale closed?
Yes a
No a
What objections were given?
Price [m]
Delivery time O
Item not available O
No objections given O
How many rebuttals were used?
None O
1 O
2 O
Notes / Tips
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QA Reporting

Call Evaluation Detalil

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.

‘Call Evaluation Detail Back Generate Report

=

Start Date R0 ._] End Date 2972011 ._] Date Type Call Date B

Agent All [=] Evaluator Al [=] Form Al [+

Active Active El Group All El Question AnyEl

Response AnyEl Caller's Phone # Dialed Phone #

Gate User1 User2

User 3 User 4 User 5

QA Record ID
S

“@” Call Evaluation Detal
For Manday, Manch 23, 2011 o Tue=sday, March 28, 2011
Agent: ABBOTT, JOANN
Section Name: Greeting
Question Evaluation Score
Did Agent state company name? Yes 10,00 of 10,00 (100.0%)
Did Agent state his'her name? R 10,00 of 10.00 (100.0%)
Subrotal: 20.00 of 20.00 (100%:)
Section Name: Soft Skills
Question Evaluation Score
Diid Agent use courtesy statements as Wery Good 7.00 of 10,00 (70.0%)
appropriste?
Did Agent demonstrate Active Listening? | Very Good 7.00 of 10,00 (70.0%)
Did Agent use proper hold procedunes? Yes 10,00 of 10,00 (100.0%)
Notes Great improvement in your soft skills! MN/A
Subtotal: 24,00 of 20.00 (80%)
Section Name: Use of Tools
Question Evaluation Score
Did Agent find record in CRM in timehy Yes 10,00 of 10,00 (100.0%)
manner?
Did agent navigate knowledgebase Yes 10,00 of 10.00 (100.0%)
afficienthy (if neadadp?
Diid Agent uss comect closing code in CRM? | Yes 10,00 of 10,00 (100.0%)
Subtotal: 30.00 of 20.00 {100%)
Section Name: Closing
Question Evaluation Score
Did Agent resolve call within suppart R 30,00 of 30.00 (100.0%)
guidelines?
Did Agent probe for additional concerns? | Yes 10,00 of 10,00 (100.0%)
Did Agent thank customer for calling? Yes E.00 of 5.00 (100.0%)
Did Agent offer 1o transfer to customer sat | Yes 15,00 of 15.00 (100.0%)
survey’?
Subtotal: 50,00 of 50.00 (100%)
Section Mame: Notes
Question Evaluation Score
Reviewer Notes W will use your call for systems raining! Thanks for [N/A
your hard work,
Subtotal: N/A
Total: 124.00 of 140.00 (96%)

cc: Discover Reporting Guide, V5.0 R2
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QA Reporting

Completed QA Form

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

(-

QA Record ID

[

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
Mo a
Did Agent state hisfher name?
Yes & 10pts
Mo a
Soft skills Score: 20 of 30 (66.67%)

Did Agent use courtesy statements as appropriate?
Excellent
Very Good
Good Spts

Fair

OD0ORODO

Foor
Did Agent demonstrate Active Listening?
Excellent
Very Good
Good Spts

Fair

OOROO0

Poor

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 "l see” that demonstrate to the caller that you are engaged in the
conversation.

Did Agent use proper hold procedures?

Yes & 10pts
Mo a
MNotes
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QA Reporting

Critical Question Detall

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
~
=]
) i Palll -
Start Date| 1/24/2011 _‘ End Date 2/24/2011 J Group List gﬁg:ﬁg@ (=
ClientXYZ =
All - -
E List Customer Service Evaluation Agent List VERONICA ALVAREZ = User List Administrator =
orm LISt | sales Evaluation gent LISt yrsuLA AVERY — VUSer st pary Knack
TRACY BLACKBURN hd Bob Smith hd
Date Type| Call Date E| Active Active E|
~
(R

Critical Question Detail

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

u@n

Selected Forms: Critical Question Form

Agent: CAMPOS, DEIRDRE

Date of Call |[Record Date of Form Question Score
Eval
3/29/2011 1000004 3/29/2011 |Critical Question Form Is this 3 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 a 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 3 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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QA Reporting

Critical Question Summary

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

Critical Quastion Summary - 3/23,/2011

CallCopy Recorder Reporting Service

Critical Question Summary l Back “ Generate Report J
N
(¥
-
Start Date | 1/24/2011 J End Date 2/24/2011 Lj Group List g?ggﬁg‘g (=
ClientXYZ 4
All e -
F List Customer Service Evaluation Agent List VERONICA ALVAREZ = User List Administrator =
orm Lis Sales Evaluation gent LISt yrsULA AVERY -~ USEr LSt Barry Knack
TRACY BLACKBURN 4 Bob Smith M
Report Type| Agent E| Date Type Call Date E| Active Active E|
o~
[R]
l(@ll 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 example? 10.0 of 10.0 (100.0%)
GILBERT, ADELINE Critical Question Form Is this a critical question example? 10.0 of 10.0 (100.0%)
KIM, BOBBY Critical Question Form Is this a critical question example? 0.0 of 10.0 (0.0%)
Total: 20.0 of 30.0 (66.7%)

Page 1of 1
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QA Reporting

Evaluation List Report

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

Evaluation List Report l Back H Generate Report ]
gt
(=]
Start Date BIZ22011 |:| End Date BI2372011 |:| Date Type Call Date b
Group All - Agent Status Active - Agent All -]
Active Evaluations Active Form Al * Ewvaluator All -
o
| =

u@n Quality Assurance Evaluation List
Customer Service Evaluation ANTHONY, LAVWANDA 5742 06/22/11 | Administrator 06/22/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation ANTHONY, LAVWANDA 6225 06/23/11 | Administrator 06/23/2011|134.0 of 140.0
(95.7%)
Customer Service Evaluation ANTHOMY, LAWANDA 12436 06/23/11 |Jane Doe 06/23/2011|120.0 of 140.0
(85.7%)
Customer Service Evaluation AYALA, JEFFERY 25950 06/2211 |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%)

cc: Discover Reporting Guide, V5.0 R2
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QA Reporting

Evaluator QA Summary

This report displays the results of your evaluator's QA performance over a selected period of time. It can
be used to calibrate evaluator's scoring practices to ensure consistent and fair scoring. The initially
generated report is a high level comparison, but it can be drilled-down into for more granular detail.

Evaluator QA Summary

Start Date 1/24/2011 "l End Date 2/24/2011 =
All

) . Customer Service Evaluation
Active Active E| Forms Sales Evaluation
- a
G Calibration = U Administrator =
fOUPS ' ClientABC sers Barry Knack
ClientXYZ M Bob Smith i

[ Back “ Generate Report J
~
| Z]
Date Type | Call Date [-]
All -
A ¢ VERONICA ALVAREZ =
gents URSULA AVERY B
TRACY BLACKBURN -
Report Type EvaluatorE
~
=

”@” Evaluator Performance Summary Report
For Monday, January 24, 2011 to Thursday, February 24, 2011
Evaluator Calibration
Number of Evaluations B Count
0 200 400 600 800 B Score
Administrator
Bob Smith
a
2 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 20868 32720 91.3%
John Doe 196 11649 19965 58.3%
Sue Smith 175 13875 18715 74.1%
Evaluator QA Summary - 2/25/2022 CallCopy Recorder Reporting Service Pageaofa
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QA Reporting

Form and Section Failures Report

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 [ Back il Generate Report
~
4
Start Date  1/24/2011 | End Date | 2242011 | Date Type CallDate (=l
Active Active | - | Form All - | section Al -
D - Al A T -
A VERONICA ALVAREZ — P Calibration - U Administrator -
gents URSULA AVERY Groups ClientABC sers Barry Knack
TRACY BLACKBURN = ClientxYZ b Bob Smith  ~
Report Type Agent & Failure Type Any &

“@” Form and Section Failure Report by Agent
For Monday, January 24, 2011 to Thursday, February 24, 2011
Selected Groups: ClientXYZ
Customer Service Evaluation Greeting
Agent Failure Count
HICKMAN, RONALD Form Failures: 0, Section Failures: 1
PATTERSON, GRETA Form Failures: 0, Section Failures: 1
REEVES, CECILIA Form Failures: 0, Section Failures: 1
SELLERS, ELLA Form Failures: 0, Section Failures: 1
SHEPHERD, LETHA Form Failures: 0, Section Failures: 1
TUCKER, SUSAN Form Failures: 0, Section Failures: 1
|Tota|: Form Failures: 0, Section Failures: 6
Form Section Agent Failure CallID Date
Customer Service Evaluation Greeting HICKMARN, RONALD 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  |9716 | 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
Greeting Form Failures: 0, Section Failures: 6
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QA Reporting

Group QA Summary

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 enables drill-down for more granular data on Report Type (Group,
Form, Section, and Question).

Group QA Summary [ Back J[ Generate Report )
b
g
Start Date | 1/24/2011 | End Date 224/2011 & pate Type | Call Date =
N
) . I Customer Service Evaluation VERONICA ALVAREZ
Active Active | - | FOrms | sales Evaluation Agents URSULA AVERY
TRACY BLACKBURN b
All - -
Groups gﬁg:{i&?g s Users g:gnks::ctgr L Report Type Group ']
ClientXYZ i Bob Smith b

H@}l Group Performance Summary Report

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

Group Summary

Mumber of Evaluations B Count
0 100 200 300 400 500 B Scorz

Calibration
ClientABC
ClientXYZ

Janes Team

Groups

Johns Team
Sales Team

Support Team

0 20 40 60 80 100

Average Score

# Evaluations Score Possible Percentage
Calibration 267 26366 29970 88.0%
ClientABC 171 16925 19000 80.1%
ClientxyzZ 236 23094 26995 85.5%
Janes Team 94 8631 Q910 87.1%
Johns Team 111 10633 12160 87.4%
Sales Team 193 10022 21755 87.4%
Support Team 458 45104 51510 87.6%
Group OA Summary - 2j24/2011 CallCopy Recorder Reporting Service Page1ofa
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QA Reporting

Group Summary by Month

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. Report Type of Month shows data only by
month. Report Type of Group shows evaluation data by group for each month.

Group Summary By Month L Back JL Generate Report J
W
(=]
Month = February |-| Year 2011]- | Periods 6 |-
AL
. N Customer Service Evaluation VERONICA ALVAREZ :
Active | Active FOrms  sales Evaluation Agents URSULA AVERY

TRACY BLACKBURN hd

. .
Calibration = Administrator| - .
Groups ClientABC Users Barry Knack Report Type Month| - |
ClientXYZ ad Bob Smith bl

l{@}l Group Performance Summary Report by Month

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

Month Summary

100 — 1400 — Count
- Score
—1200
‘_,_.—-""'_'-H-H_-_‘_‘_-_'_

L1000 =z

3

z =4

[=] o

3 800 g

o 80+ m

g 600 2

400 @

200
60 T T T . T T ]
Sep Oct MNovw Dec Jan Feb
Maonth

# Evaluations Score Possible Score | Percentage
September 358 36560 40565 90.1%
October 444 47096 31110 92.1%
Novermnber 552 57454 63110 91.0%
December 738 73126 82455 91.1%
January 999 102264 112040 91.3%
February 1261 128843 140725 91.0%
‘Group Summary By Meonth - 2/24/2021 ‘CallCopy Recorder Reporting Service Pageiofa
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QA Reporting

Group Summary by Period

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. The Period
Name field specifies a starting point and the number of periods goes back from it.

Group Summary By Period L Back J Generate Report

J
bt
=\

Period Type Month = | Year 2011 - Period Name | February hd

Customer Service Evaluation

Periods 6 [z Active | Active | - | Forms Sales Evaluation
Aoent VERONICAALVAREZ & Calibration ¢\ Administrator

gents URSULA AVERY OUPS ClientaBC sers Barry Knack
TRACY BLACKBURN v ClientxYZ v Bob Smith  ~

Report Type Period| - |

”e” Group Performance Summary Report by Month
For the period beginning /1/2010 and ending 2,/28/2011
Month Summary
100+ — 1400 — GCount
— Score
—1200
..—-'-""'_'_H-F._-_‘_‘_-_‘_
1000 §
g g
a —a00 =
2 B0+ m
g 600 2
=
< 2
—400 i
~200
E[] T T T T T T []
October December February
September Movember January
Month
# Evaluations Score Possible Score | Percentage
September 2010 358 36560 40565 00.1%
October 2010 444 47096 51110 92.1%
Movember 2010 552 57454 63110 91.0%
December 2010 738 75126 82455 01.1%
January 2011 999 102264 112040 01.3%
February 2011 1261 128843 140725 91.6%
Group Summary By Pericd - 2/24/2022 ‘CallCopy Recorder Reporting Service Pageaofa
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QA Reporting

Multiple Evaluations Summary

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

Multiple Evaluations Summary | Back i Generate Report |

2
Agent 1D ALVAREZ, VERONICA | - |Supervisor 1D Administrator| - | Form 1D Customer Service Evaluation| - |
End Date il

| =
u@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%
- 0000000000001
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? 12010101010 (10|10|10|10(10(10|10/|10 120 100.0%
Did Agent state his/her name? 120(10|10|10|10(10(10|10 |10 (10 (10{10|10 120 100.0%
soft skills 360 324 90.0%
Did Agent demonstrate Active Listening? 120(10)10|7 |7 (10(7 |10|7 (10107 |7 102 85.0%
Did Agent use courtesy statements as 120 10|10|7 |7 |10|7 (10|7 |10|10(7 |7 102 85.0%
appropriate?
Did Agent use proper hold procedures? 120(10 (10|10 |10 (10(10|10 |10 |10(10(10|10 120 100.0%
MNotes ojo |0 (0 (0 |0 |0 |0 (0 |0 |0 |00 0 0.0%
Use of Tools 360 360 100.0%
Did Agent find record in CRM in timelby 120(10|10|10|10(10(10|10 |10 (10 (10{10|10 120 100.0%
manner?
Did agent navigate knowledgebase 120(10(10|10|10(10(10|10 |10 |10(10(10/|10 120 100.0%
efficiently (if needed)?
EEMA?gent use correct closing code in 120 (1010|1010 (10 |10|10|10(10(10|10|10 120 100.0%
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? 120(10 (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? B0|S S [5|5 |5 |5 |5 (5|5 |5 |5 |5 60 100.0%
HNotes 0 a 0.0%
Reviewer Notes 0o Jo [o JoJofofo]oo]o]o]o 0 0.0%
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QA Reporting

QA Agent Periodical Trending Report

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.

Manth

Sales Evaluation

QA Agent Periodical Trending Report [ Back Il Generate Report J
~
=
Report Type Monthly [+ ] Year 2011/ - | Period Name February | - |
) r ) . ) Calibration =
Periods 6 |- ] Active Active | - ] group list ClientABC
ClientXyZ bl
form list Customer Service Evaluation agent list VERONICA ALVAREZ # Lser list Administrator
! Sales Evaluation g URSULA AVERY Barry Knack
TRACY BLACKBURN e Bob Smith >
Date Type  Evaluation Date | ~
I{@}I Monthly QA Agent Trending Report
For the pericd beginning 812010 and ending 2/28/2011
roups: ClientABC
elected Forms: Sales Evaluation
Monthly QA Agent Trending
100% —— AVERY. URSULA scare
= BLACKWELL, CLAUDIA score
= BURNETT, LAURIE score
80% — = CALLAHAN, KIMBERLY score
[~ —— CARPENTER, CHRYSTAL score
60% — —— CLARK, WADE score
COTTON, KAY score
% — FRANCO, REYNA score
= 40% — GOOD, ETTAscore
§ = HOLLOWAY, HOLLIE score
a —— HOLT, CLIFTON score
20% — —— JENSEN, JOHNNIE score
—— KEMP, AURDRA score
LEE, ESPERANZA score
0% —— LINDSAY, JEROME score
REILLY, AUDRA score
— SILVA DOMINIQUE score
-20% = SWEET, HALLIE score
Sep Qct Nov Dec Jan Feb —— TAYLOR, RANDY score

—— USER, CALLCOPY score

Greeting 92.8% 20.0% 98.7% 92.2% 97.7%| 921%
Sales Skills £1.3% 20.0% 69.4% £6.0% 75.8% 74.6%
Documentation 88.8% 21.0% 73.3% 68.4% T47%| 78.2%

Greeting

AVERY, URSULA 100.0% 100.0%
BLACKWELL, CLAUDIA 100.0% 50.0% 100.0% | 100.0%
BURNETT, LAURIE 100.0% E7.1% | 100.0%
CALLAHAN, KIMBERLY 100.0% 100.0% | 100.0%
CARPENTER, 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% 668.7%
FRANCO, REYNA 50.0% 100.0%| 100.0% 100.0% | 100.0%
GOOD, ETTA 100.0% 50.0% 75.0% 100.0% 668.7%
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QA Agent Trending Report

QA Reporting

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 { Back J { Generate Report J
~
~

(¥
Start Date 1/24/2011 L__i End Date 2/24/2011 L__I Date Type Call Date El
- Al
) - Calibration [+ Customer Service Evaluation
Active 3 =1 "
Active El Groups ClientABC Forms Sales Evaluation
ClientXYZ -
Al - -
VERONICA ALVAREZ [+ Administrator = . .
=] L Monthl
Agents URSULA AVERY Users Barry Knack Reporting Period yEl
TRACY BLACKBURN - Bob Smith h
( {@” Monthly QA Agent Trending Report
For Monday, January 24, 2011 to Thursday, Februany 24, 2011
Selected Groups: ClientABC
Monthly QA Agent Trending
100% — URSULA AVERY score
= CLAUDIA BLACKWELL score
— LAURIE BURNETT score
5% —— KIMBERLY CALLAHAN score
—— CHRYSTAL CARPENTER score
90% — —— WADE CLARK score
KAY COTTON score
§ = REYNA FRANCO score
E 859% ETTAGOOD score
2 — HOLLIE HOLLOWAY score
o = CLIFTONHOLT score
80% —— JOHMMNIE JENSEN score
—— AURORA KEMP score
ESPERANZA LEE score
5% —— JEROME LINDSAY score
AUDRA REILLY score
= DOMINIQUE SILVA score
70% — HALLIE SWEET score
Jan Feb —— RANDY TAYLOR score
Month —— CALLCOPY USER score
2011
AVERY, URSULA 100.0% |80.5%
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% | 68.0%
Did Agent use courtesy statements as appropriate™ 100.0% |e2.0%
Did Agent demonstrate Active Listening? 100.0% |e2.0%
Did Agent use proper hold procedures? 100.0% | 80.0%
Notes NfA NfA
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 agent navigate knowledgebase efficiently {if nesded)? 100.0% | 80.0%
Closing 100.0% |80.0%
Did Agent resoclve call within support guidelines? 100.0% | 80.0%
Did Agent probe for additional concemns? 100.0% | 80.0%
Did Agent thank customer for calling? 100.0% | 80.0%
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QA Reporting

QA Calibration Trending Report

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 l Back “ Generate Report J
~
|
Start Date 1/24/2011 ._| End Date 2/24/2011 _I Date Type Call Date |aZ
. . [ ) Calibration = . Customer Service Evaluation
Active Active | -] Groups | clientaBC Forms Sales Evaluation
ClientXYZ ~
Agents EE@B&C:VE;Y(AREZ £ Users g:ﬂnll:rt‘araggr . Reporting Period Monthly | - |
TRACY BLACKBURN 7 Bob Smith  ~

H@H Monthly QA Calibration Trending Report

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

Monthly QA Evaluator Score Trending

100%

= Administrator score
= Bob Smith score

= JaneDoescore

sk = -

80% — ___

Percentage

0% —

60% —

50%

= John Doe score
= Sue Smith score

Nov

Month

Jan

Feb

2010 2011

Administrator 95.6% [95.5% |ME% | 97%
Customer Service Evaluation S5.2% |¥5.3%  [¥54% | 9R.5%
Greeting 100.0% |38.3% 38.1% F3.4%
Did Agent state company name? 100.0% |98.3% SE.1% 99.4%
Did Agent state his'her name? 100.0% | 36.9% 38.1% F3.4%
Soft Skills BE.6% B6.6% B6.9% B87.9%
Did Agent use courtesy statements as appropriste™ 73.3% 73.5% 80.0% E1.4%
Did Agent demonstrate Active Listening® BD.6% B0.6% B1.4% B2.2%
Did Agent use proper hold procedures? 100.0% |99.5% 99.3% 100.0%
Notes NfA WA WA N/ A
Use of Tools 55.8% 35.3% .2% S6.4%
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? 93.8% M.7% 91.1% .8%
Did agent navigate knowledgebase efficiently {if needed)? 93.8% 93.6% 52.2% 4.5%
Closing 100.0% |99.5% 93.3% 100.0%
Did Agent resolve call within support guidelines™ 100.0% |95.5% 93.3% 100.0%
Did Agent probe for additional concems? 100.0% |95.5% 99.3% 100.0%
Did Agent thank customer for calling? 100.0% |99.5% 99.3% 93.7%
Did Agent offer to transfer to customer sat survey? 100.0% |599.5% 9.3% 100.0%
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QA Form Trending Report

QA Reporting

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

QA Form Trending Report

Start Date  1/24/2011

Active Active [ - |

Al
noent List | VERONICA ALVAREZ
gent Lis URSULA AVERY

TRACY BLACKBURN

Report Detail Form El

"l End Date 22412011

Group List clientABC

>

Calibration =

ClientXYZ hd

[ -

Administrator [ =

Barry Knack
Bob Smith >

(=] Reporting Period MontthE

Form List

Report Type

{ Back “ Generate Report

J
)

All
Customer Service Evaluation
Sales Evaluation

Form E|

100%

95%

90%

85% —

l{@}l Monthly QA Trending Report by Form

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

Monthly QA Trending by Form

— Customer Service Evaluation
score
= Sales Evaluation score

Percentage

80%

Nov

Jan
Manth

Customer Service Evaluation

2010 2011

8B.8%| £9.3%| 89.5%| B9.5%
Customer Service Evaluation BE.E%| &5.3%| £3.5%| E5.E%
Sales Evaluation £1.5%| EL4%| 83.3%| B2.8%
Sales Evaluation 51.5%| EL4%| 83.3%| B2.5%

Feb
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QA Reporting

QA Group Periodical Trending Report

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

Report Type Monthly | - |

Sales Evaluation

Periods 6 El
All
; Customer Service Evaluation
form list

2011 - ]

Year

Active

Active E|

All
¢ liet VERONICA ALVAREZ

agent ISt yrRsULA AVERY
TRACY BLACKBURN

{ Back “ Generate Report

N
(¥
Period Name February |- |

All
Calibration =
ClientABC

ClientXYZ -

- «
= ) Administrator =
— user list Barry Knack
h Bob Smith  ~

>

group list

“@}, Monthly QA Group Trending Report

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

Monthly QA Group Trending

100% = Calibration score
= ClientABC score
— ClientxyZ score
— Janes Team score
95% — =~ Johns Team score
— Sales Team score
- Support Team score
g
g 90% —|
o
85% —
80%
Sep Oct Nov Dee Jan Feb
Month
Customer Service Evaluation Oct-10 MNov-10 | Dec-10 | Jan-11 Feb-11
Greeting B5.3% 91.2% EBB.3% £9.0% B3.7% 91.0%
Soft Skills 72.0% E3.0% E0.2% 20.6% E0.4% 20.2%
Use of Tools BL.B%W 87.2% B4.2% B4.8% B4.4% B5.2%
Closing 55.3% 97.5% 95.5% 95.9% 96.5% 96.0%
Motes MiA NfA N/A NfA NfA MiA
Sales Evaluation Oct- 10
Greeting 92.5% 95.3% 91.3% 9L.0% 91.1% 20.4%.
Sales Skills 76.2% 80.5% 72.5% T4.5% 74.1% T44%
Documentation 66, 7% £8.8% £3.4% 6B8.7% 74.6% T4.0%

Greeting Oct-10 | Mov - 10
Calibration £3.3% e SL.7% 20.5% 92.5% BE.E0G
ClientABC EE. 7% 93.3% E8.2% £0.9% 92.2% 0. 4%
ClientYZ ED.8% S0.0% 93.5% £B.3% EB.8% 90.0%
Janes Team S1L.7% 92.3% 96.2% T2 7% 92.9% EB.5%
Jchns Team 7E0% 93.8% B2.6% 958% BE.7% 94.1%
Sales Team 50.5% EB.6% B5.4% 91.2% £7.5% 4.3%
Support Team E7.5% EE.5% E83.7% 92.0% EE.8% 91.4%
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QA Reporting

QA Group Scorecard

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 |
|§I
Start Date | 1/24/2011 = End Date | 22412011 = Date Type Call Date ez ]
. . .. Calibration : _— . Customer Service Evaluation
Active Active | - | Group List. ~iantaBG Form List | g4ae Evaluation
ClientXYZ b

. WVERONICA ALVAREZ C Administrator .

Agent List URSULA AVERY Evaluator Barry Knack
TRACY BLACKBURN &2 Bob Smith ~

“@” Group Scorecard

For Monday, Januery 24 2001 to Thurscay, Fesnuary 2+, D11

Group Scorecand

B CiientiBC scone
I ClientitvZ scom
B Johns Team scom
BN Sales Teamscore

Were notes concige and professional?

W Suppon Team sCon
I Calitration seote
Janes Team score

Was proper closing code used?
Mates | Tips —
How many rebuttals were used? =

g What objections were given? =

Was sale closed?

Did the agent verify the promo code?

Dhd the Agent state his'her narme?

Did Agent use branded greeting?

1 I 1 1
0% 2% dite B0% BO% 100%

Parcanten
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QA Reporting

QA Group Trending Report

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.

Active

Agents

Start Date 1/24/2011

QA Group Trending Report

' End Date 22412011

>

-

All
. Calibration
Active [ -] Groups | GientABG |
ClientXYZ
- -
VERONICA ALVAREZ (=1 ysars Administrator [ =
URSULA AVERY Barry Knack
TRACY BLACKBURN h Bob Smith h

{ Back “ Generate Report J
~
=
(= Date Type Call Date El
All
Customer Service Evaluation
Forms

Sales Evaluation

Reporting Period Monthly E|

“@” Monthly QA Group Trending Report

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

100%

95% —

Percentage

Monthly QA Group Trending

= Calibration score
= ClientaBC score
— ClientYZ score
— Janes Team score
= Johns Team score
= Sales Teamscore
Support Team score

80%

Nov Dec

Month

Jan

Feb

2010 20

44

Calibration BB.5% B6.E% E5.4% 87.2%
Customer Service Evaluation 90.7% |83.1% |90.8% | BB.E%
Greeting 91.7% 90.5% 92.5% EB.5%
Did Agent state company name? 9L.7% 90.5% 92.5% EB.5%
Did Agent state his'her name? 91.7% 20.9% 92,5% BB.5%
Soft Skills BL1% |BL.5% [81.2% |B0.3%
Did Agent use courtesy statements as appropriate™ F2.6% 74.7% 1.7 71.5%
Did Agent demonstrate Active Listening® 73.5% 76.2% 73.E% 73.6%
Did Agent use proper hold procedures? 57.2% |93.5% SE.1% | 35.5%
Motes /A NfA NA N/A
Use of Tools E7.0% BE.E% E85.2% 83.9%
Did Agent use comect closing code in CRM7 57.2% 93.5% 9E.1% 95.5%
Did Agent find record in CRM in timely manner? B4.7% £3.1% 7B.3% F5.4%
Did agent navigate knowledgebase efficiently (if needed)? 79.2% £3.1% 79.2% EBD.3%
Closing S7.0% |93.5%  [97.8% | 95.7%
Did Agent resolve 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? 4.4% 93.5% 4.3% 93.4%
Did Agent offer to transfer to customer sat survey? 97.2% |93.5% 58.1%  [95.9%
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QA Pending Acknowledgement

QA Reporting

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 H Generate Report

~
~
hod

[

Selected Groups: ClientYZ

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

Customer Service Evaluation

Customer Service Evalustion

ALVAREF, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREF, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
ALVAREZ, VERONICA
BLACKBURN, TRACY

BLACKBURN, TRACY

BLACKBURM, TRACY

BLACKEURN, TRACY

BLACKBURM, TRACY

BLACKBURN, TRACY

BLACKBURM, TRACY

2208
5205
6824
1128
1128

B3
7465
4311
4303

108
3527

5744

(@) QA Pending Acknowledgement

Administrator
Administrator
Eob Smith
Administrator
Administrator
John Doe
Sue Smith
Sue Smith
Eob Smith
Jane Dos
Administrator
Administratar
Jane Dos
Administrator
Administrator
Administratar
Jane Dos
John Do=
Jane Dos
John Do=
Administrator
Jans Dos
Jane Dos
Administrator
Jane Dos
Bob Smith

Agent = Evaluator = Completed
Date

3/30/2010
§/2/2010
8/6/2010
3/15/2010
9/27/2010
9/27/2010
10/3/2010
11/3/2010
11/12/2010
11/17/2010
12(4/2010
12/12/2010
12/20/2010
12/20/2010
1/4/2011
1312011
2/8/2011
2/11f2011
2/22/2011
5[11/2010
5/31/2010
7/24/2010
10/12/2010
12(6/2010
12(3/2010
1/13/2011

Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowdedged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
Unacknowledged
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QA Reporting

QA Summary by Form

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 I_‘ End Date 2/24/2011 I_i Date Type Call Date E|
All -
. . Customer Service Evaluation VERONICA ALVAREZ =1
Active | Active [« | Forms | Sales Evaluation Agents URSULA AVERY
TRACY BLACKBURN i
o 2
Calibration = Administrator | =
Groups ClientABC (=4 Users Barry Knack (=4 Report Type Form E|
ClientXYZ M Bob Smith =

H@H Form Performance Summary Report

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

Form Summary

Number of Evaluations B Count
0 200 400 600 800 1000 T Score

Customer Service Evaluation

Forms

Sales Evaluation

0 20 40 60 a0 100
Average Seore
# Evaluations Score Possible Score | Percentage
Customer Service Evaluation 870 112814.00 121800.00 91.1%
Sales Evaluation =1 43937.00 49500.00 87.6%%
hd Sumimary By Form - afagfaoas CallCopy Recorder Reporting Serdice Peoeaofa
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QA Summary by Question

QA Reporting

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 “ Generate Report J
N~
(2]
Start Date 1/24/2011 L__I End Date 2/24/2011 L__I Date Type | Call Date El
- Al
. . Calibration = Customer Service Evaluation
Active | Active [« ] Groups  ClientABC Forms Sales Evaluation
ClientXYZ M
Al B -
VERONICA ALVAREZ = Administrator =
Agents | JRgULA AVERY —Users  gamy Knack Report Type| Form [ ]
TRACY BLACKBURN M Bob Smith -
“e” Question Performance Summary Report
For Tuesday, May 24, 2011 to Friday, June 24, 2011
Selected Forms: Customer Service Evaluation
Question Summary
I Score
T Cid agam navigie knowladgabase afcianty (If neadad)?
= Did Agant fnd rcard 11 CRM In Bmaty manner?
L Did Agam usa carract ciosing cada in CRMT|
[ Cid Agam usa propar ROk procaduras?|
7 T Agan demansiraia Actve Listaning )
=¥
wg Did Agan uss courtssy ststemants 35 appropriaie?
S5 |
FEx
oa -
OE L Did Agant staiz hishar nama?|
g
Cid Agant stzia company name?)
[ i Agant afier o Tanst 1 customer 53 survey?
L Cid Agant thank cusiomar for calling |
E
= Cid Agam praba for 30dional concams?
Cid Agant rasaive call within support guidalines?)|
I T T T T 1
0 20 40 60 80 100
Average Score
QA Summary By Question - 6242011 CallCopy Recorder Reporting Service Page 1of 3
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QA Reporting

(( @ )) 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%
Yes &40 (97%) Nons 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 637 (97%) Nons 10,00 of 10,00
Mo 23 (3%) Saction 0,00 of 10.00
Did the agent verify the promo code? Auto-Fail  Value Grade: 96.5%
Yes €37 (97%) Nons 20,00 of 20,00
Mo 23 (3%) Form 0.00 of 20.00
Section: Sales Skills Grade: 77%
Woas sale closed? Auto-Fail Value Grade: T6. 70
Yes 5DE [77%) Nons 10,00 of 0.00
Mo 154 {23%) Nons 0.00 of 0.00
What objections were given? Auto-Fail  Value Grade: n/A
Price 401 {51%) None 0.00 of 0.00
Dielivery tims 20 (3%) Nons 0.00 of 0.00
Ttem not availzble 134 {20%) Nons 0.00 of 0.00
Mo objections given 105 {16%) Nons 0.00 of 0.00
How many rebuttals were used? Auvto-Fail Value Grade: NfA
Nons 216 (33%) Nons 0.00 of 0.00
1 20 (3%) None 0.00 of 0.00
2 424 (64%) None 0.00 of 0,00
MNotes [ Tips Auto-Fail  Value Grade: /A
|660 {1009} Nons Nf&
Section: Documentation Grade: 80%
Were notes and professional? Auvto-Fail Value Grade: B7. 7%
Excellent 215 {33%) None 10,00 of 10.00
Very Good 23 (3%) Nons 7.00 of 10.00
Good 359 {60%) Mons 5.00 of 10.00
Fair 23 (3%) Nons 3.00 of 10.00
Was proper closing code used? Auvto-Fail Value Grade: 87.6%
Yes 578 (BE%) Nene 15.00 of 15.00
Ma 82 (12%) Saction 0.00 of 15,00
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QA Summary by Section

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 Reporting

QA Summary By Section { Back “ Generate Report J
(2]
Start Date | 1/24/2011 T End Date 2242011 7 pate Type | Call Date [-]
- Al
) - Calibration = Customer Service Evaluation
Active Active [~ | Groups  ClientABC Forms Sales Evaluation
ClientXYZ -
Al - -
pgents VERONGAALVAREZ ). Adminsieior Report Type| Fom (=]
TRACY BLACKBURN h Bob Smith h
H@H Section Performance Summary Report
For Monday, January 24, 2011 to Thursday, February 24, 2011
Selected Forms: Customer Service Evaluation
Section Summary
B Score
c Use of Tools
&
=3
g
w Soft Skills
25
52
il ]
= Greeting
E
o
W
=
= Closing
L
0% 10% 20% 30% 40% S0% G0% TO%  BO0%  S0% 100%
Average Score
0 - aluatio Qe e Qe P = ge
Customer Service Evaluation 870 108954.00 121500.00 84.5%
Greeting 15820.00 17400.00 86.5%
Soft Skills 20904.,00 25100.00 77.1%
Use of Tools 22190.00 26100,00 80.5%
Closing 50050.00 52200.00 93.8%
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Quality Assurance Detalil

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 2/24/2011 Lj Date Type Call Date E|
Agent Al [ - |Evaluator| Al [-] Form Al [-]
Active Active E| Group All E| Question Anylz|

Response | Any El

(@) Quality Assurance Detail

Form Name Call ID Evaluated By Complete Date
Sales Evaluation 1103 Administrator 2/23/2011
Section Name: Greeting
Question Evaluation Score
Did Agent use branded greeting? s 10.00 of 10.00 {100.0%:)
Did the Agent state his/fher name? s 10.00 of 10.00 {100.0%:)
Did the agent verify the promo code? s 20.00 of 20,00 (100.0%:)
Subtotak 40.00 of 40.00 {100%)
Section Name: Sales Skills
Question Evaluation Score
Was sale dosed? s 10.00 of 10.00 {100.0%:)
What objections were given? Price M A
How many rebuttals were used? 2 A
Motes [ Tips Mot bad, but we will need to work on your | MJA
documentation.
Subtotak 10.00 of 10.00 {100%)
Section Name: Documentation
Question Evaluation Score
Was proper cosing code used? Yes 15,00 of 15,00 (100,0%)
Were notes concdse and professional? Good 5.00 of 10,00 (50.0%%)
Subtotak 20.00 of 25.00 (B0%)
Totak 70.00 of 75.00 (93%)
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QA Reporting

Weighted QA Group Periodical Trending Report

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 l Back H Generate Report J
bl
(¥
Report Type Monthty - “ear  2MM1 o« Period Name June hd
-
. ) . Calibratien =1
f— ~ El
Pericds § - Active  Active - Groups ClientaBe
Client:(Z 5
A - -
Forms Customer Service Evaluation agents LAWANDA ANTHONY (=1 Evaluators Administrator (=]
Sales Evaluation SOEE | EFFERY AvALA ! Bob Smith
WHITNEY BARRETT &7 callcopy &7
Date Type  Evaluation Date -

Monthly QA Group Trending Report

()
For the pericd beginning '9/1/2010 and ending 3312011

Selected Forms: Customer Service Evaluation

Monthly QA Group Trending

100% — — Calibration score
—— ClientABC score
= Client}YZ scare
90% - === Janes Team score
— Johns Team scone
— Sales Team score
gn 0% Support Team score
a
5
8 —— P o
i T0% - —— = _—_.T-.._?"__—___;___—é—:——-
650% —
50%
Oct Mav Dec Jan Feb Mar
Manth
Customer Service Evaluation Nov Mar
Greeting 91.0%  88.8%| 91.0%| 89.8%| 91.3%| B852.0%
Soft Skills 827%  80.3%| B80.3%| 80.5%| S0.8%| 80.3%
Use of Tools 86.2%  B3.8%| S54.3%| B82.8%| B5.5%| 544%
Closing 96.8% 95.9% 97.4% 96.2% 97.4% 95.1%
Motes 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

Greeting
Calibration 98.5% B84.0%| 95.1%| 89.7%| 926%| £89.4%
ClientABC B8.5% B7.E% 80.8% 24.0% 90.9% BE.0%
ClientxyZ 96.4% B88.7%| B89.4%| 91.5%| 93.0%| 87.7%
Janes Team 97.5% TT.E8% B5.8% 90.9% BE5.0% 94.1%
Johns Team 64.3% 929%| B89.6%| 89.2%| ©90.9%| 958%
Sales Team 85.7% 93.2% B7. 7% 20.0% 95.5% B7.7%
Support Team 86.6% 92.7%| 922%| B86.5%| B89.4%| B22.0%

Soft skills
Calibration 83.8%  T78.4%| B82.3%| 81.7%| B822%| 820.7%
ClientABC B5.8% 83.2% 81.9% 79.1% 78.2% Ta4.4%
ClientxyZ 87.6% B80.8%| 78.6%| 79.0%| B824%| T2.0%
Janes Team 25.6% 71.9% 76.8% 84.3% T4.7% B2.1%
Johns Team 57.9%  79.0%| 77.0%| B81.8%| B81.7%| 82.4%
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System Reports

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 daily consumption of memory resources by saved audio and video files. 3nizon
System Activity Summary Total incidents of logged user activities over time. 2o
System Usage Time spent logged into the CallCopy system per user. anizonm
Pages ' 1 GoToPage :[1  of1 IEl

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.

Printable Reports IP Phone Status Export
Report Tools ) X y
Thiz page sutomatically refrezshesz every § secondz. Last Refrezh Time: 343/2012 3:36:00 Fld
System Reports
IP Phone Information

F Statisti
lFl"apn;z;e ;tlastulzs Q-Device/PortID -~ Q-Agent Number (Device Alias) IP Address Board Confidence Last Update
s I 4006 10.100.10.250 1 (3)Parsed 1211972011 9:10:56 PM
System Status
Transcoder Status 5004 10.100.6.26 1 (3Parsed 1162012 9:01:21 AM
Audit Report

5005 10.100.6.35 1 (3)Parsad 1162012 3:09:41 AM

5008 10.100.6.49 1 (3Parsed 182012 5:0831 PM
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System Reports

Disk History

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. Multiple drives are
distinguished by lines.

Disk History Back Generate Report
L I J

&
=]

Start Date | 22812011 .J End Date | 3/2002011 .J

»

”@” Disk Usage History

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

Disk Usage Over Time

120 ) =  Drive
= 60! A LN N\
[=] | |
E | \
= 40+ II. I",.'
204
0
21282011 352011 302011 3152011 32002011 3252011
Date
Date Type Drive Disk Usage
02/28/2011 | Audio C 7.18 MB
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 24.89 MB
03/03/2011 | Audio C 1.09 MB
03/03/2011 | Video C 14.22 MB
03/04/2011 | Audio o 4.67 MB
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System Activity Summary

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 ]
bt
&4
Internal Al Alllz‘ Start Date | 22802011 = End Date| 3/29/2011 =
UserlD | Al [=]
-
[

”@” System Activity Summary

For period begining Monday, February 13, 2012 and ending Tuesday, March 13, 2012

02!13,@012‘ Mo activity on this date.
02,314.12012‘ Mo activity on this date.
Date User Count Event
02/15/2012 3| Invalid Page Access Attempt
02/15/2012 1|System Start
02/15/2012 | Administrator Administrator 5| Live Monitor Observed
02/15/2012 | Administrator Administrator 8| Login
02/15/2012 | Administrator Administrator 4| Logout
02/15/2012 | Administrator Administrator 1|Schedule Created

Date User Count Event
02/16/2012 1| System Start

Date User Count Event
02/17/2012 2| Invalid Page Access Attempt
02/17/2012 1|System Start
02/17/2012 | Administrator Administrator 2| Login
02/17/2012 | Administrator Administrator 2| Logout
D2,r’18.-f2012‘ Mo activity on this date.
02!19&012‘ Mo activity on this date.
Date User Count Event
02/20/2012 1| Failed Login Attempt
02/20/2012 43| Invalid Page Access Attempt
02/20/2012 4| System Start
02/20/2012 | Administrator Administrator 2 | Edit QA Score
02/20/2012 | Administrator Administrator 1| Group Created
02/20/2012 | Administrator Administrator 18| Login
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System Reports

System Usage

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

Back Generate Report
L It J

Start Date | 21282011

& End Date | 3r29/2011

[ userm| an =

e

[»

n@n

System Usage

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

Total:

System Usage - 3/29/2011

CallCopy Recorder Reparting Service

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 Mowlan 00:01:34
03/28/2011 | Administrator 01:16:43
03/28/2011 | Barry Knack 01:28:18
03/28/2011 | Beki Nowlan 02:57:43
03/28/2011 | CALLCOPY USER 00:02:33

05:42:17

Page 1of 1

Framer Statistics

This report is only for analog and digital installs, not VoIP (e.g. deployments using Al-Logix voice boards).
The report shows voltage level on each channel and line-side errors, which can indicate problems
connecting with the phone. Those problems can affect or prevent call recording.
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IP Phone Status

The IP Phone Status Report shows the status of all IP phones detected on the network for Passive 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 and can also be exported into
a CSV file by clicking the Export button at the top-right of the report. Confidence indicates the Discover’s
certainty that the Voice Port is actually assigned to the IP address. Confidence can be

e 1No

e 2 Best Guess

e 3 Parsed — Somewhat confident. A Discover script has detected the port value based on agent’s entry
of digits when logging into the phone.

e 4 Phone Registered — Very confident. The telephony system has provided the Port/Address

combination to Discover.

Static Entry — The Port/Address has been entered on the Discover Administration tab’s IP Phone list.

IP Phone Status Export

Thiz page sutomatically refreshes eveny 5 secondz. Last Refresh Time: 641 1/2010 11:23:46 AM

IP Phone Information

Voice Port Device Alias IP Address Board - Confidence Last Update
7506 10.100.8.25 1 {(3)Parsed 42772010 1:23 PM
7507 10.100.6.36 1 (3)Parsed 4/30/2010 8:29 PM
7505 10.100.6.41 1 (3)Parsed SI32010 2:47 PM
7503 10.110.18.2 1 (3)Parsed 6172010 7:35 PM
7504 10.110.18.2 1 {(3)Parsed 4/26/2010 10:18 PM
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License Info

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.

This report shows licenses
for the Web Portal server. It
does not check licenses on
recording cores on multiple
servers.

System Reports

License Information

System License Available Y

Licenze ID :
Created On

Licensed To

License Type

Expire=s On

Licensed Audio Ports
Licensed Screen Capture Ports
Licenzed Desktop Onhy Ports

Maximum Concurrent Recordings

081 042009
‘Devell1

CaliCopy

:Production
‘Never
500

500

500

-1
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System Status

This report shows the current call channel and agent activity on the system. This information is useful
when investigating why users are logged in but not recording.

System Status

System Information
Uptime: 0 days, 12 hours, 12 minufes. 21 seconds.

Legged In Users
No Users Logged In.

Channel Summary

Thiz page sufomatically refreches every 5§ secondz. Lasf Refresh Time: 313/2012 3:48:.08 P

Memory: 2252ME / 4095 MB
Recording Disk Space: .00GE / .00 GE

Idle Recording Total Channels
1] 1 12
Channel Status
Channel State Last State Change Agent Name Recording Device Recording Device Alias Playback Extension
1] PreparingToRecord 12/14/2011 6:16:35 PM chatsessicn_g
1 Ready 3M13/2012 3:45:04 PM
2 Ready 3132012 2:58:34 PM
3 Ready 332012 3:27:35 PM
4 Ready 3M3/2012 3:47:37 PM
5 Ready 3M3/2012 3:47:43 PM
34 Ready 82011 7:02:44 PM
33 Ready 8/2011 7:04:51 PM
38 Recording 9/8/2011 7-05:32 PM T001
37 CutOf3ervice 98/2011 6:24:22 PM
33 CutOfService 982011 6:24:22 PM
39 CutOf3ervice 8/2011 6:24:22 PM
Agent Status
Status Last State Change Computer Username IP Address Port Version
AVAILABLE Mar 13 2012 9:56AM MINGALE-PC mingale 10.100.5.131 1] 5.0.2298.0
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Transcoder Status

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. The Source files are the raw audio files, and the Destination lists the files that have been
successfully transcoded.

Transcoder Status

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

Completed Records

51375 13-10-48-38.cca

In Progress Records

Failed Records

WS13TE13-10-48-38. wav

AN

AN

Identity source Destination Queuwed Time Last Update Time

102855 E:\Recordings\20100611 E:\Recordings\20100611 8112010 11:20:38 8112010 11:20:38
VWFE3IENT535-11-19-24.cca VWFEIBNT536-11-19-24 wav AN AN

102854 E:\Recordings\20100611 E:\Recordings\20100611 MM 11708 811200 111713
V53BN 535-11-09-12.cca V53BN 536-11-09-12. wav AN AN

102851 E:\Recordings\20100611 E:\Recordings'20100611 BM2010 111218 BM 12010 11:12:20
\TE04\T7504-11-08-23.cca \TE04TE04-11-08-23 wav AN AN

102850 E:\Recordings\20100611 E:\Recordings\20100611 BM2010 111212 BM12010 11:12:13
\STONSTO7-11-11-05.cca \STONSTOT-11-11-05. wav AN AN

102859 E:\Recordings\20100611 E:\Recordings\20100611 8112010 11:11:58 8112010 11:11:58
WEITTE17-11-11-21.cca WEITTEIT-11-11-21. wav AN AN

102858 E:\Recordings\20100611 E:\Recordings'20100611 6112010 11:07:50  8M1/2010 11:07:50
WTEITTE17-11-07-13.cca WTEITTE1T-11-07-13. wav AN AN

102857 E:\Recordings\20100611 E:\Recordings\20100611 61142010 11:07:42  BM1/2010 11:07:43
VWE0ATE02-11-06-40.cca \FE0ATE02-11-06-40. wav AN AN

102855 E:\Recordings\20100611 E:\Recordings\20100611 8M142010 11:07:40 8M 12010 11:07:41
\SSBME580-11-07-08.cca \SSBMESE0-11-07-08. wav AN AN

102855 E:\Recordings\20100611 E:\Recordings'20100611 61142010 11:07:04  8M1/2010 11:07:05
\WTEITTE17-11-05-50. cca WTEITTE17-11-05-50 wav AN AN

102854 E:\Recordings\20100611 E:\Recordings\20100611 61142010 11:06:35  8M1/2010 11:06:53
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Audit Report

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 a date range.

Some of the search fields are:

e Log Type — This menu shows all the event types that are logged. Examples include User Changed
and Changed Password.

e Component or Page — cc: Discover system component or HTML page involved in the event. For
example, if the user is on the Login page, the event would be a login. AuditLog returns activity on the
audit page and audit log.

e |P Address — Address of the user whose action caused the event.

o |D of Related Object — Call records and audio recordings are objects with ID humbers. Some events,
such as login attempts, will not have an object.

e Message Text 1/2/3 — This feature should be used only for advanced audit investigations. It is most
effective for filtering. Audit messages consist of one to three parts. Each part contains different text.
After a list of events is retrieved, review the messages to find which events are useful and pick the
key words and enter them in the Message Text fields. Determining which words appear in which field
involves some trial and error

Audit Log
Search by
User Log Type Component or Page IP Address
{AI) [x]  fany [=]
ID of Related Object Message Text 1 Message Text 2 Message Text 3
Start Time End Time
31272012 3132012
| Search |
Time Logged « IP Address Associated Username Message Component
0311212012 13:55:54 | 10.100.5.131 Unknown Unknown el AL e OnAuthorize
access URL "Home/Default aspx”.
. . . {Legin?ReturnUrl=%2fAdministration%
03/12/2012 13:56:02 10.100.5.131 Manisha Ingale User "Manisha Ingale” (34) logged in. o )
2fPermissions%2flserEditi2f54
. . . {Legin?ReturnUrl=%2fAdministration%
03/12/2012 13:56:02 10.100.5.131 Manisha Ingale User "Manisha Ingale” (34) logged in. o )
2fPermissions%2flserEdit2f54
X . i . o {Login?ReturnUr=%2fAdminisiration%
03/12/2012 13:56:02 10.100.5.131 Manisha Ingale User "Manisha Ingale” (34) logged out. SfPermissions3 2 UserEdiw21a4
i User "Manisha Ingale” {34) changed user . . o "
031272012 13:57:23 10.100.5.131 Manisha Ingale “ga () I4dministration/Permissions/UserEdit/a4
X User "Manisha Ingale” (34) created . . . .
03/12/2012 13:57:23 10.100.5.131 Manisha Ingale {Administration/Permissions/UserEdit/54
superuser "34" ().
03/12/2012 13:57:27 10.100.5.131 Manisha Ingale User "Manisha Ingale” (34) logged out. {Legout
User "Unknown Unknown” {-1) tried fo .
031202012 13:57:27 10.100.5.131 Unknown Unknown OnAuthorize
access URL "Home/Default aspx”.
n2:400040 42.07.0 4nann g a24 Manioha lnaal Lloccwbomiohs lnnoton soay) a /Login?ReturnUri=t:2fAdministration®
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Report Tools

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

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.

Manage Subscriptions

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

Report Subscriptions [ MNew Advanced Il New |
Subscription Report Status Owner Last Run | Date Created |
agents Agent Ranking By Period Mew Subscription Administrator 0140140001 06092010 =)
agents Assigned Agents Report New Subscription Administrator 01/01/0001 06092010 o
agents Assigned Agents Report New Subscription Administrator 0140140001 06092010 =)
calls Call Recording Detail New Subscription Administrator 0000 08/0%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.
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Report Tools

Create New Subscriptions

The procedure for creating new subscriptions depends on whether an environment uses the Enterprise
edition of Microsoft SQL Server or another edition. SQL Enterprise-edition users create new subscriptions
using the New Advanced button. Other versions of SQL use the New button. Only one button, New OR
New Advanced, can be used, not both. If you use the wrong button, Discover will show an error message
that the subscription was not saved. In this case, use the other button to create the subscription.

1.

62

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.

Choose a report from the Select a Report field. Any Printable Report currently installed on the
system is available to use for a subscription.

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
De=scription :
Active
Event Type :
Modified By:
Owner:
Last Executed :
Date Modified:
Path:

Status:

Enter the e-mail addresses the report will be sent to in the To:, CC:, or BCC: fields. (SQL Enterprise
Edition users click New Recipient and select a cc: Discover user from the drop-down menu.)

The Reply-To field will be the e-mail address that any replies to the subscription e-mail will be sent.
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.

The Include Link option adds a link to the report file. This option is useful if the report is distributed to
a large number of users, which would consume network traffic. The report file is located on the SQL
Report Server; thus, all report recipients must be assigned user accounts on the server. (Do not
select this option without first discussing it with your system administrator and the CallCopy Install
engineer.)

Using the Render Format option, you can select the type of file that will be attached. Currently, the
following file types are supported:

= Acrobat (PDF) File
= Excel (XLS) File
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= CSV

= Image (TIFF) File

= MS Word (DOC) File
= Data (XML) File

Report Tools

10. You can set the Priority field in order to flag the subscription e-mail at a higher or lower priority for

the recipients.

11. A custom message can also be included with each subscription e-mail by using the Comment field.

Specify options for report delivery.

Ce:
Bee:
(Use ;) to separate multiple e-mail addresses.)
Rephy-To:  admin@callcopy.com

Subject: | {@AReportName generated at [@ProcessingTime

time the report was run.

Ylinciude Link
Priority: | Normal

Comment:

"@FReportMame’ is the name of the report. "@ProcessingTime’ is the

Fnciude Report Render Format: Acrobat (PDF) file

12. Reports can be scheduled to be run

= Daily — If the report should run every other day regardless of the day of the week, enter 2 in the

Repeat after this number of days field.
=  Weekly — Select the day(s) the report should run.

= Monthly — Select the months, week of the month, and day(s). 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.
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13. 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.

Choose whether to run the report on an hourly, daily, weekly, monthly, or one time basis.
Daily Monthhy Schedule
Weekhy .
Months: 7 7 7 7
@ Monthly Jan Feb ¥ IMar (¥ 1Apr
v May Sun ¥l "'.Aug
"'Sep Yot ¥ INov [V IDec
20n week of month: | 4t E|
On day of week: 7
Sun Mon Tue VWed Thu Fri Sat
On calendar day(s): (Comma separated list)
Starttime: g2 |- 0D AN PN

14. 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.

Set report parameters.

Start Date SM/2010 [ Vluse Default
End Date &30/2010 | [Vluse Default
Group All YUse Default
Call Direction | Incoming Yuze Default

15. 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.
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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.

Report Library
Private Listing
Report Date Created Owner
Sales Agent Incoming Call Summary Report 82372011 12:13:19 PM SlUperuser |
Sales Agent Outgoing Call Summary Report 8/23/2011 12:14:03 PM SUpETUSEr &
Sales Agents Ranking Report BI23/2011 3:17:45 PM SUpEruser &
Public Listing
Report Date Created Owner
Calibration Group QA Summary 8/24/2011 1.56:51 PN SUpEruser )
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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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