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Introduction

Introduction

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

Quality Assurance managers with insight into the performance of employees and business processes.

System administrators with knowledge about Discover's performance and actions taken in the system.

The permission "Allow Viewing Call Reports" is needed for a user to have access to the Reporting tab.

This document explains:

Discover by Uptivity Reporting Manual, v5.4

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

Notes

Discover allows administrators to customize field names and terminology in the Web Portal to fit your
unique environment. Therefore, screen examples and field names used in this manual may differ from those
seen in your implementation.

Several Discover features use context menus and other windows that may be considered as “pop-ups” by
some browsers. Uptivity recommends that you configure your browser to allow pop-ups for the Discover
site.

Due to the differences in how dates are handled in American and British English, Discover supports only en-
US for reporting.



Introduction
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Reporting Basics
Reporting Basics

Quick Links Page

Click the Reporting tab in the Discover web portal to access the page seen below. The Quick Links pane shows
printable reports organized by various filters, and individual printable reports can be accessed by clicking on the
hyperlinked name of the report.

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

Frotatie Roports Quich Links
Anatyties Seportag e
Calf Repivsing r‘ 1" Printable Beports - Call Reparting
QA Rmporting -
Fywlom Gnperming o
Survey fispoting 7A Bxioam /3 Moome A CsToe
Agan! Cef Jeraary Gr3sn VeTterste Seood Atent Cal Sumacy
Ananned Ssete Hesad ol Bacarang Cutad
Gmap Verderstt Aepoy Qugieare Alil Rgsont

74 Brsoes "AR8 Brican 7 mursem
Sgon Gb Syrerary LBy Aeeant Surenry Agants headeq Evatton Detad
Apen Barking Dy Parog Grsg Q4 fuvrery Dask Qi forre
& o i D i.‘ﬂ'ﬂ ‘:‘m E! urn nn:.n aor ’n,
Report Tool Al N - - 4 o Qi Fprre
Loy Qeespn Sy Lrcdl Gusatos Dengs
Fystem Reports
44 Mos Reparts [T Brintable Reports > Survey Reporting
L —
Satves st Satets Do Suvendy Sver Qutreew
[ Printable Reports > System Reporting
e
Dl Hadery Sxalen ACePy Sunrary Sealen Ussos

Discover by Uptivity Reporting Manual, v5.4 9



Reporting Basics

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

tools.
Analytics Reporting
el The Printable Reports menu has these links:
A Reporting
System Reporting . i i L. A
Survey Reporting e Analytics: These reports are available only if Uptivity Speech Analytics has

been purchased. For more details, see the Uptivity Speech Analytics
Administration Guide.

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 Uptivity Surveys has
been purchased. For more details, see the Uptivity Surveys SIP
Administration Guide or Uptivity Surveys TDM Administration Guide.

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

The System Reports menu provides administrators with the ability to monitor
Report Tools the health and performance of the system and to audit actions taken on the

system. These reports cannot be printed.
System Reports

The Ad Hoc Reports menu provides managers and others with the ability to
build reports for a specific purpose or situation. Ad hoc reports can be created
that run as multiple instances using different criteria. This functionality is only
available to users with the ad hoc reporting permission.

Ad Hoc Reports

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

The Filter field 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.

10 Discover by Uptivity Reporting Manual, v5.4



Reporting Basics

These tasks can be performed when using printable reports.
Specify Criteria and Create a Report

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

Agent Ranking By Period Back Generate Report

I

Month | » Y 2010| = i December | »

Al - Al -

m

Save Report Search Criteria

You can save the criteria for reports that are created frequently. Click the inverted chevron icon to see a list of
saved report search criteria.

| Back il Generate Report

J
=
k=3

Enter a name for the report criteria in the Search Name field. Select the Public box only if you want others to be
able to view your saved criteria. Then click Save Search.

Agent Ranking By Pariod Back neraln Report

No available search sets saved for this report.

&l o
= | Save Search
1 Sales Lvatoton - Gales Tean - « Montr

w011 - June >
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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 Library in the Report Tools menu.

Agent Ranking By Period Bacx Genecate Fepon

fperiae’ Saks Agents Rankeg Repot E222011 623201

| Save Search

»

Seles Evauston - Sales Teanm - Weatn ~

o 201% v luse v

»

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.

S

Id { |1 of 12 p bl

Navigate Report Details

Some reports provide additional details in related reports. The mouse pointer turns to a hand ‘{b 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
1005 Use the zoom menu to format the size of the report output in your browser window.
0 -
— ﬁﬁje‘"‘gg;’; H Note This feature is only supported in Internet Explorer. This is a limitation of
B |500% Microsoft ReportViewer web server controls.
200%
.| 150%
g |
75%
50%
25%
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Search

outbouncﬂ Find | MNext

Save and Export a Report

G =

XML file with report data
CSV (comma delimited)
Acrobat (PDF) file
MHTML (web archive)
Excel

TIFF file

Word

Refresh and Print

[
e

Sort Report Records

Reporting Basics

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.

From the report management interface, choose an option from the
"Select a Format" drop-down menu. Click on the preferred format. A
dialog box will open, allowing you to save or open the report in the
exported format.

Note Some reports display clickable links to call recording files or
other information. These links will not work in exported versions of
the report.

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.

Note The Print feature is only supported in Internet Explorer. This
is a limitation of Microsoft ReportViewer web server controls.

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 lowest-to-highest 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.

Selected Group: Calibration

(@) Group Membership

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

Discover by Uptivity Reporting Manual, v5.4 13



Reporting Basics

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. This is based on Discover Groups (groups of Agents that have
been created in by your system administrator). You can select one group, multiple consecutive groups (by shift-
clicking), multiple non-consecutive groups (by Ctrl-clicking), or all groups.

Call Direction

Allows you to narrow the scope of the report by selecting the directionality of the call. Options are: All, Incoming,
Outgoing, or Unknown (meaning that Discover was 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. Options are: Week, Month,
Quarter, and Year.

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

Period

The Period field is used with the Period Type, and selections will vary based on what is selected in the Period
Type drop-down list. 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.

Form

Allows you to narrow the scope of the report to one or more specific forms. Available options are a reflection of
the forms that have been built in your system and that have either active or inactive (disabled) status. You can
select one form, multiple consecutive forms (by shift-clicking), multiple non-consecutive forms (by Ctrl-clicking),
or All.

14 Discover by Uptivity Reporting Manual, v5.4



Reporting Basics

Agents

Allows you to narrow the report to specific agent(s). You can select one agent, multiple consecutive agents (by
shift-clicking), multiple non-consecutive agents (by Ctrl-clicking), or All.

Tag Category

Only used in conjunction with Speech Analytics; allows you to narrow the report to one or more particular tags.
You can select one Tag, multiple consecutive tags (by shift-clicking), multiple non-consecutive tags (by Ctrl-
clicking), or All.

Status/Active
Allows you to choose the status of the agents. 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 Evaluation 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 narrow the report to specific user(s). You can select one user, multiple consecutive users (by shift-
clicking), multiple non-consecutive users (by Ctrl-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 offers drill-down capability, to
access the additional data that supports the cumulative view of the data.

Section

The Sections drop-down list is used in conjunction with the Form drop-down list and selections reflect the
sections created for a form. You can select one section, multiple consecutive sections (by shift-clicking), multiple
non-consecutive sections (by Ctrl-clicking), or All.

Failure Type

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

Select the starting month for your report.

Discover by Uptivity Reporting Manual, v5.4 15



Reporting Basics

Periods

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

Call Reporting

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

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

Agent Reporting
Filter: Search
Report Description Date Created

Agent Call Summary Agent Call Summary SI2402011
Azzigned Agentz Report Aszigned agentz and their device ID's 52402011

Call Recerding Detail Details of a Recorded Call 5242011

Duplicate AN Report Callzs Observed During a Period with Duplicate Caller [Ds. 52452011

Group Membership Report Membership of agents in Groups SI2402011
Pages 1 Go To Page : 1 of 1 |E|
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Call Reporting

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. The report results returned are limited to groups with which the logged-in user
shares a role.

Agent Ca® Summary Bach Sanatts Rapan

W

122010 " Date 131010 P A 2

Ircomng | »

»

H@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 am 26s 1h 27m 2s 8m 11s
BAUER, ALBERT 4002 10 am 43s 37m 9s 8m 11s
BELL, ESTER 4036 9 am 20s 37m 1s 8m 11s
BROOKS, LARRY 4030 12 6m 16s 1h 15m 17s 8m 11s
CANTRELL, MADELEINE  [4015 13 6m 75 1h 19m 36s 8m 11s
COHEN, JIMMIE 4010 11 om 17s 1h 9m 55 8m 11s
DELACRUZ, BARRY 4026 23 om 28s 2h 5m 42s 8m 11s
DILLON, BRADLEY 4031 14 am 17s 1h 13m 58s 8m 11s
ESTES, SALVADOR 4033 12 om 44s 1h 8m 48s 8m 11s
EWING, WILLA 4025 13 am 50s 1h 28m 56s 8m 11s
FARRELL, HALEY 4032 15 am 43s 1h 26m 16s 8m 11s
FISCHER, HOWARD 4029 g 6m 30s 59m 52s 8m 11s
FOSTER, HAROLD 4038 11 6m 155 1h 8m 495 8m 11s
GARCIA, MICHEAL 4014 17 am 355 1h 34m 535 8m 11s
GRAY, SHAWN 4013 10 om 43s 37m 7s 8m 11s
HAYS, ANGELINA 4034 14 6m 21s 1h 28m 39s 8m 11s
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Call Reporting

This report displays the Active, Inactive, or All agents who are currently in the database, along with their System
ID, Username (System Username), and Phone 1D information. An agent is Active if the Agent option has been
enabled in the agent profile. An agent is inactive if the Agent option was selected at one point and that option is
now cleared.

Note Logged-in users will only be able to view their own information unless the permission "Allow
Viewing of All Recordings" is granted. Be aware that this will also allow the user to view and play back all
call recordings.

Assigned Agents Report Bact Gesrerat Rapon

o

»

(@) Assigned Agents
System ID 5 User Name %
SOLOMON, DUANE Active 4001
BAUER, ALBERT Active 4002
PECK, LUPE Active 4003
JOMES, MARNIN Active 4004
MCDOMALD, Active 4005
ANTHOMY
6 MIEVES, LATONYA Active 4006
7 HOOPER, LARRY Active 4007
8 OCHOA, YOUNG Active 4008
9 JIMEMEZ, JUMNE 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
15 CAMTRELL, Active 4015
MADELEINE
16 SAMPSON, THERESA Active 4016
17 SLOAN, SHAWN Active 4017
18 ZIMMERMAN, KARINA Active 4018
19 SCHNEIDER, Active 4019
EVANGELINA
20 HORN, ERIK Active 4020
21 PADILLA, MARLEME Active 4021
22 ASHLEY, RUBEN Active 4022
23 MOEL, CARLA Active 4023
24 MOSES, DIANA Active 4024
25 EWING, WILLA Active 4025
26 DELACRUZ, BARRY Active 4026
27 WARD, JON Active 4027
28 SALIMAS, JIMMY Active 4028
29 FISCHER, HOWARD Active 4020
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Call Reporting

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 Discover Group and skill group list, critical data like ANI, DNIS, date and time
recorded, duration of the call, and the Device ID where the call was recorded. If any of these field names have
been customized in the Terminology settings for your Web Portal, those custom names will be shown instead of
the default names listed here. The report results returned are limited to groups with which the logged-in user
shares a role.

Call Recording Detail l Badk “ Generate Report J

_5]
CallCopy Administrator

-
=
-

o d A

Start Date P03 Z| End Date WIH2013 il Agents CallCopy Administrator
CALLCOPY AGENT LI

Record ID Caller's Phone # Dialed Phone #

Gate User 1 User 2

User 3 User 4 User 5

o
CalCopyGroup| Al =l Skill Group List E::E’;‘E:;::mrs |

West Agents LI

z

4 4 1 of 1181 b Pl @ Find | Next i - (3

”@“ Call Recording Detail

For Thursday, March 01, 2012 to Friday, June 01, 2012

Selected Groups: CalCopy Administrator, CallCopy Administrator, CALLCOPY AGENT, LAVWANDA ANTHONY, JEFFERY AYALA, JEFFERY AYALA, WHITNEY BARRETT,
GUADALUPE BAUER, DOMINIQUE CLARK, KRISTINE CONTRERAS, OFELIA DANIEL, Jane Doe, John Doe, LESLEY ELLISON, Ken Falk, LOLA FISCHER, TINA
FLETCHER, REGIMALD GIBBS, JEANNETTE HEMRY, TIM HODGES, ANGELICA HULL, DUANE HUNT, ERIK JUAREZ, MARI KEMP, TRACY MASON, MARGUERITE
MCLAUGHLIM, NICHOLAS MILLER, ALFREDO MONTGOMERY, BRIAMMA PATEL, JERRY POTTS, MALINDA PRESTOM, Cheryl Rankin, Cheryl Rankin, Jeff Rector, RENE
RILEY, FELLX RIVERA, COREY RUTLEDGE, BIAMCA SALIMAS, MILDRED SHAFFER, Bob Smith, Sue Smith, CLINTON STROMG, KATHRINE TATE, Jackson Tremaine,
test user, FRANKLIN VAZQUEZ, JEAN WARNER, TERRENCE WELCH, LARRY WINTERS, MELANIE YANG, RAFAEL YORK, MABLE ZAMORA

Record ID: 29183

Agent: ZAMORA, MABLE ANI: 6143555461 DHNIS: 8001234567 Call Direction: Inbound
Time: 6/1/2012 5:54 AM  Duration: 00:04:15 Gate: Customer Device: 4038 Channel: 58
Retention
CallCopy ClientXyZ Labor Group: East Agents
Group:
Account Number: Custom: User3:
Order Number: 1500203
User5:

Record ID: 29183

Agent: ZAMORA, MABLE ANI: 6143555461 DNIS: 8001234567 Call Direction: Inbound
Time: 6/1/2012 5:54 AM  Duration: 00:04:15 Gate: Customer Device: 4038 Channel: 58
Retention
CallCopy Support Team Labor Group: East Agents
Group:
Account Number: Custom: User3:
Order Number: 1500203
User5s:

20 Discover by Uptivity Reporting Manual, v5.4



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. This can be useful for determining whether a specific customer or
company calls in on a regular basis.

Duplicate ANI Report | Back il Generate Report

J
>
=

Start Date| 11/8/2010 = End Date 12132010 = call Direction Incoming El

ANI

D

.,@., Duplicate ANI Report

et 23, 2011

ANI © {# Calls Observed *
1112223333 3
Duphcate AN Report - &/23/20 5L CalCopy Recorder Reporting Service Page 1of 1
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Call Reporting

This report displays active or inactive Agents in a particular group, along with their Phone Id information. The
report results returned are limited to groups with which the logged-in user shares a role, even if "All" is selected.

Group Membership Report | Back || oenerateReport |
Group| Al [=]active Active [+] o
(@) Group Membership
Calibration ASHLEY, RUBEN :
Calibration BAUER, ALBERT 4002
Calibration BELL, ESTER 4036
Calibration BROOKS, LARRY 4030
Calibration CAMTRELL, MADELEIME 4013
Calibration COHEM, JIMMIE 4010
Calibration DELACRUZ, BARRY 4026
Calibration DILLON, BRADLEY 4031
Calibration ESTES, SALVADOR 4033
Calibration EWING, WILLA 4023
Calibration FARRELL, HALEY 4032
Calibration FERGUSON, LATONYA 4040
Calibration FISCHER, HOWWARD 4029
Calibration FOSTER, HAROLD 4038
Calibration GARCIA, MICHEAL 4014
Calibration GRAY, SHAWN 4013
Calibration HAYS, ANGELIMA 4034
Calibration HEBERT, FRANCISCO 4037
Calibration HOLDEMN, ANTHONY 4012
Calibration HOOPER, LARRY 4007
Calibration HORN, ERIK 4020
Calibration JEMMINGS, TABITHA 4033
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QA Reporting

QA Reporting

Discover QA Reports allow you to trend and track the Quality Assurance performance of your agents, analysts,
and groups. The various QA reports give insight into critical areas such as calibration, trending, and team
performance. The QA reports also serve as extremely powerful coaching tools to help close knowledge gaps, as

identified through the evaluation of calls and as shown through reporting.

QA Reporting is based on the evaluations that your Quality Assurance (QA) team have performed. These reports
require that one or more QA forms be created. The way that your form is created affects and impacts the
reporting data that you are able to see in QA-focused reports. For more information on creating QA forms, refer

to the Discover by Uptivity QA Coaching Manual.

Your system comes with a number of printable QA reports, as shown below.

Quality Assurance
Filter:

Report | Description

Agent QA& Summary
Agent Ranking By Period
Agents Needing
Evaluation Detail
Agents Needing
Evaluation Summary
Blank Q4 Form

Call Evaluation Detail
Completed Q& Form
Critical Question Detail
Critical Question
Summary

Evaluator QL& Summary
Form and Section
Failures Report
Group Q4 Summary
Group Summary By
Manth

Group Summary By
Period

Multiple Evaluations
Summary

QA Agent Periodical
Trending Report

Q4 Agent Trending
Report

Q4 Calibration Trending
Report

Q4 Form Trending
Report

QA Group Periodical
Trending Report

Pages : 1 2

Quality Assurance Summary By Agent
Agent Ranking by Period

Fittered list of when each evaluater has last evaluated each agent on each form.

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

Print out blank quality assurance forms for off line evaluations.

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

Detail of performance on critical guestions.

Summary of performance on critical guestions by agent or group.

Evaluator Calibration Report

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

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

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

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

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

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

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

> 3 Go To Page : |1

Search

| Date Created
320N

IMzon
3izon
3izon

3izon
3izon
3izon
3izon

3izon
3izon
3izon
3izon
3izon
Izonm
3izon
3izon
3izon
3izon
3nzon

3izon

of2 [E3
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QA Reporting

This report displays the QA performance of selected Group(s) or Agent(s) 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 Discover, users can

drill-down to lower levels of detail.

Agent QA Summary

Active Active

-
[

Crot Caloration
SIoups ClientABC
ClentXYZ =

Start Date 12412011 End

Back Generate Report |
~
=
Date 22412011 |  Date Typa  CalDste 3
Customer Service Evauation VERONICA ALVAREZ
Sales Evaiuation URSULA AVERY
TRACY BLACKBURN ”
Acministrator g =
Baery Knack Report Type - Agent
Bob Smith >

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. The report results returned are limited to groups with which the logged-in user shares a

role, even if "All" is selected.

”@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 Score
Brad Anderson
£
2
Manisha Ingale
UI% ZUI% 40I% G[]I% BUI% 10[I]%
Average Score
Age fions 0 Po } 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

This report compares an agent's QA performance from one time period to another: week to week, month to
month, quarter to quarter, or year to year. The last column in the report ranks the agents in your system from 1 —
X. Positive trending is shown with a green arrow and negative trending with a red arrow. The report results
returned are limited to groups with which the logged-in user shares a role, even if "All" is selected.

Agent Ranking By Period [ Back H Generate Report ]

W
=

Period Type Month [=] Year | 2010[x]

El Group| Al El

Period | December El

Form All

»

(@) Agent Ranking by Month

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

Selected Prior Month
Month Score Score
JIMENEZ, JUNE 1307 of 1355 (36.5%) | 3538 of 3970 (89.1%) | 1 (+38) 1
FISCHER, HOWARD 1257 of 1335 (96.4%) | 5428 of 5820 (93.3%) | 2 (+8) 1
DELACRUZ, BARRY 1831 of 1935 (94.6%) | 3875 of 4195 (92.4%) | 3 (+8) 1
PECK, LUPE 1333 of 1420 (93.9%) | 3383 of 3720 (90.9%) | 4 (+24) 1
BELL, ESTER 1067 of 1140 (33.6%) | 3981 of 3840 (90.7%) |5 (+28) 1
HOOPER,, LARRY 995 of 1065 (93.4%) | 3226 of 3495 (92.3%) |6 (+7) 1
JONES, MARVIN 984 of 1055 (93.3%) | 3338 of 3585 (91.9%) | 7 (+10) 1
HORN, ERIK 1804 of 1935 (93.2%) | 4153 of 4495 (92.5%) |8 (+2) 1
ASHLEY, RUBEN 1981 of 2140 (32.6%) | 1948 of 2205 (35.3%) |9 (+29) 1
SOLOMOM, DUANE 734 0f 850 (32.2%) | 2892 of 3065 (94.4%) | 10 (-8) 4
BAUER, ALBERT 2361 of 2560 (92.2%) | 3857 of 4290 (89.9%) |11 (+22) T
HOLDEN, ANTHONY 1516 of 1645 (32.2%) | 4423 of 4860 (31%) |12(+149) T
JENNINGS, TABITHA 1854 of 2020 (91.8%) | 4114 0f 4365 (94.2%) |13 (1) §
SLOAN, SHAWM 2286 of 2515 (30.9%) | 2802 of 2990 (93.7%) | 14 (-5) J
EWING, WILLA 2511 of 2785 (30.8%) | 4700 of 5095 (92.2%) | 15 (0) 1
SAMPSON, THERESA 3561 of 3925 (30.7%) | 3265 of 3580 (91.2%) | 16 (+9) 1
FOSTER, HAROLD 7710f 850 (30.7%) |30610f 3430 (89.2%) [17 (+18) |
OCHOA, YOUNG 906 of 1000 (20.6%) |4406 of 4860 (90.7%) |18 (+12) T
CANTRELL, MADELEINE 1286 of 1420 (30.6%) | 3435 of 3720 (92.3%) | 19 (-7) J
FARRELL, HALEY 2100 of 2325 (90,3%) | 4098 of 4505 (91%) |20 (+7) 1
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QA Reporting

Agents Needing Evaluation Detail

This report displays the last time selected active, inactive, or all Agent(s) were scored on a particular form, based
on the Group(s) they are assigned to and the User (Evaluator) who last completed the QA evaluation. The report
shows all the groups of which an agent is a member. The report results returned are limited to groups with
which the logged-in user shares a role, even if "All" is selected.

Agents Needing Evaluation Detall | Back || Generate Report |
~
=

Last Evaluated Before 2/24/2011 4 Group Ust g:::x;%n =3 Form List g:z:zmlmme Evelustion
ClientXYZ >
L e - .
. . VERONICA ALVAREZ Sl tese | ey | Administrator Stalu
ARanE LI URSULA AVERY User LISt garry Knack takus | Actve [
TRACY BLACKBURN = Bob Smith >
~
=~

(@) Agents Needing Evaluation Detail
Selected Forms: Customer Service Evaluation, Sales Evaluation

Evaluator Last Evaluated
JOANN ABBOTT ClentXYZ Customer Service Evaluation |{Jeff Rector Never
JOANN ABBOTT ClentXYZ Customer Service Evaluation | Cheryl Rankin Never
JOANN ABBOTT ChentXYZ Customer Service Evaluation | Barry Knack Never
JOANN ABBOTT ChentXYZ Customer Service Evakiation | Beki Nowlan Never
JOANN ABBOTT ChentXYZ Sales Evaluation Jeff Rector Never
JOANN ABBOTT ClentXYZ Sales Evaluation Cheryl Rankin Never
JOANN ABBOTT ClentXYZ Sales Evakiation Barry Knack Never
JOANN ABBOTT ChentXYZ Sales Evaluation Beki Nowlan 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 Never
JOANN ABBOTT Support Team Customer Service Evaluation | Beki Nowlan Never
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QA Reporting

Agents Needing Evaluation Summary

This report displays the last time an Agent was evaluated, by any Evaluator, from a selected end time. The
Evaluation Summary report only shows one entry per agent, regardless of the number of groups to which they
belong. The report results returned are limited to groups with which the logged-in user shares a role, even if "All"
is selected.

Agents Needing Evaluation Summary (_Back i Generate Report J
-
M
e : 2 g alibratio
Last Evaluated Before 2/24/2011 —  Status Active | - Group List glien;BCn
ClientXYZ '
Form List Customer Service Evaluation Aoent List VERONICA ALVAREZ i flst Administrator .
Anbt Wkriion Sales Evalation AEENT LSS JRSULA AVERY HSETHSE Barry Knack
TRACY BLACKBURN > Bob Smith —
=
~
uen Agents Needing Evaluation Summary
Selected Forms: Customer Service Evaluation, Sales Evaluation
Agent Group Form Evaluator Last Evaluated
ABBOTT, JOAMN ClientxyZ Customer Service Evaluation | Sue Smith 9/26/2011
BOYER, MABEL Support Team Sales Evaluation Bob Smith a/26/2011
BUCKLEY, ROBIN Sales Team Sales Evaluation Administrator 9f27/2011
CAMPQS, DEIRDRE Support Team Sales Evaluation John Doe 9/27/2011
CARROLL, LIZA Calibration Sales Evaluation John Doe 9/27/2011
COLEMAN, THERESA Calibration Customer Service Evaluation |Jane Doe 9/27/2011
COLLINS, DOREEN Support Team Customer Service Evaluation | Administrator 9/27/2011
COMRAD, MELDA Janes Team Customer Service Evaluation | Administrator 9/26/2011
CROSBY, NELDA Support Team Sales Evaluation Adrministrator 9272011
DEMNIS, FLORINE Support Teamn Sales Evaluation Bob Smith a9/27/2011
ELLIOTT, CLARISSA ClientxyZ Customer Service Evaluation  |John Doe 9/27/2011
ELLIOTT, MARIAMKE Johns Team Customer Service Evaluation |Jane Doe 9/27/2011
ENGLAMD, CANDICE Maone Hone Mewver
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QA Reporting

This report displays a blank version of a specific Quality Assurance form in the Discover system. The report
results returned are limited to groups with which the logged-in user shares a role, even if "All" is selected.

28

Blank QA Form

Back Generale Report

({84

[»

u@n Sales Evaluation

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

Did the agent verify the promo code?

Yes
Mo

Agent should validate code against screen pop

Sales Skills

Was sale closed?
Yes
Mo

What objections were given?
Price
Delivery time
Item not available
Mo objections given

How many rebuttals were used?
None
1
2

Notes / Tips

OoooOoo 00O

Oooo
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QA Reporting

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. The report results returned are limited to groups with which the logged-in
user shares a role, even if "All" is selected.

Cal Exvsluation Dets! Each Generate Sevan
-
wiles  3oacov d WSO Dwn T Cal Dvw -
ar - “ - -y -
Adke e ar - ary el
any [w

»

(i @], Cal Evaluation Detail

For Mondsy, Manch 28, 2011 to Twesday, Manch 28, 2011

Agent: ABBOTT, JOANN
Form Name Call I Ewaluated By Complete Date
Customer Service Evalustion 1752 Administrator 462011
Group: #Zo | AN 21234351 nﬂrs.|nms:5 Call Direction: Tnbound
Time: 32972011 332 M| Dursitions; 00:05:12 | Gate: Si=|  Deviee: 405 Channel: 10
Salesfone Case; | 00005135
Public Bookmark:
Section Name: Greeting
‘Question Ewvaluation Score
Did Agent state company name? Yes 10,00 of 10,00 {100.09)
Did Agent state hisfher name? Yes 10,00 of 10,00 {100.09)
Subtotal: 20.00 of 20.00 (100%:)
Section Name: Soft Skills
‘Question Evaluation Score
Did Agent use courtesy statements as Very Good 7.00 of 10.00 (70.0%)
approprizte?
Did Agent demonstrate Active Listening? | Very Good 7.00 of 10,00 (70.0%)
Did Agent uss proper hold procedures? Yes 10,00 of 10,00 {10009
Motes Graat improvemsant in your soft skills! MN/&
Subtotal: 24,00 of 20.00 (80%)
Section Mame: Use of Tools
‘Question Ewvaluation Score
Did Agent find record in CRM in timehy Yes 10,00 of 10,00 {100.09)
manner?
Did agent navigate knowledgebase Yes 10,00 of 10,00 {10009
=fficienthy (if neaded)?
Did Agent use comrect chosing code in CRM? |Yes 10,00 of 10,00 {100.09)
Subtotal: 30.00 of 30.00 (100%:)
Section Mame: Closing
Question Ewvaluation Score
Did Agent resclve call within support Yes 30,00 of 20,00 (100.0%)
guidelines?
Did Agent probe for additional concerns? | Yes 10,00 of 10.00 {100.09)
Did Agent thank customer for calling? Yes 5,00 of 5,00 {100.0%)
Did Agent offer to transfer to customer sat | Yes 15,00 of 15,00 {10009
survey?
Subtotal: 50.00 of 60.00 (100%)
Section Name: Notes
Question Evaluation Score
Reviewer Notes We will use your call for systems training! Thanks for |N/&
wour hard work,
Subtotal: /A
Total: 134.00 of 140.00 (96%)
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QA Reporting

This report displays the scoring data for a specific QA evaluation, and is automatically generated when you print
a QA Record found via the Search QA Evaluations link on the Coaching tab of the Quality Assurance menu. Enter
the QA Record ID to generate the report. The report results returned are limited to groups with which the
logged-in user shares a role. All comments by agents, evaluators, and arbitrators appear at the bottom of the
report.

Completed QA Form Back Generats Repon

««

»

u@n Customer Service Evaluation

Agent: KIM, BOBBY Date of Evaluation: 11/15/2010
Evaluator: Bob Smith Date of Recording: 11f10/2010
Call ID: 3370

Greeting Score: 20 of 20 (100.00%)
Did Agent state company name?
Yes & 10pts
Mo a
Did Agent state his/her 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

OOROO

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

Fair

OO0OROO

Foor

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 O
Motes

Wis will cnarh wonn on wonr snft gkill
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QA Reporting

This report provides detailed insight as to how each agent has scored on the Critical question on all evaluated
calls. The report results returned are limited to groups with which the logged-in user shares a role, even if "All" is

selected.

Critical Question Detail Back Generate Report |
-
<

Start Date = Calibration
Start Date 1/24/2011 —1 End Date | 2/24/2011 —1 Group Ust ~paaBC
ClientxYZ =
Form List Customer Service Evaluation e (T VERONICA ALVAREZ L » Admnistrator
OfT LSS sales Evaluation AGEMEHES URSULA AVERY JEECHEE Barry Knack
TRACY BLACKBURN — Bob Smith >

ste Type Cal Date . Active Active | -
~
=~

u@n

Selected Forms: Critical Question Form

Critical Question Detail

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

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%6)
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

This report shows the summary of the critical question as a whole. The report results returned are limited to
groups with which the logged-in user shares a role, even if "All" is selected.

Critical Question Summary - 3/29/2011

CallCopy Recorder Reporting Service

Critical Question Summary | Back | Generate Report
~
>
- - 2 Calibration
Start Date  1/24/2011 End Date  2/24/2011 Group LISt slentaBC
ClientXYZ =
\ Customer Service Evaluation sosnt List VERONICA ALVAREZ y \ Administrator
ghandox Sales Evaluation ARENELISE T URSULA AVERY s P Barry Knack
TRACY BLACKBURN s Bob Smith >
Report Type. Agent | Date Type Cal Date * Active Active | -
~
~
“@” Critical Question Summary by Agent
For Monday, February 28, 2011 to Tuesday, March 29, 2011
Selected Forms: Critical Question Form
Agent Form Question Score
CAMPOS, DEIRDRE Critical Question Form Is this a critical question exampla? 10.0 of 10.0 (100.0%)
GILBERT, ADELINE Critical Question Form Is this a critical question exampla? 10.0 of 10.0 (100.0%6)
KIM, BOBBY Critical Question Form Is this a critical question exampla? 0.0 of 10.0 (0.0%)
Total: 20.0 of 30.0 (66.7%)

Page 1of 1
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QA Reporting

Evaluation List Report

This report generates a list of agent evaluations that were performed within the specified time period. This report
provides a means of tracking the evaluation process and the scoring of evaluations. The report results returned
are limited to groups with which the logged-in user shares a role, even if "All" is selected.

Evaluation List Report l Back “ Generate Report ]

g
(=]
Start Date S/222011 |_:| End Date S/232011 I_:I Date Type Call Date -
Group All - Agent Status | Active - Agent All -
Active Evaluations Active - Form All + Evaluator  All -
Fond
[R]

u@n Quality Assurance Evaluation List

> Evaluated

By

Date

S Evaluation =

Customer Service Evaluation ANTHOMY, LAWANDA 5742 06/22/11 | Administrator 06/22/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation ANTHOMY, LAWANDA 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 06/22/11|Bob Smith 06/22/2011(120.0 of 140.0
(85.7%)
Customer Service Evaluation BARRETT, WHITNEY 21438 06/22/11 | Administrator 06/22/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation BARRETT, WHITNEY 21439 06/22/11 | Administrator 06/22/2011|134.0 of 140.0
(95.7%)
Customer Service Evaluation CLARK, DOMINIQUE 22821 06/22/11|Bob Smith 06/22/2011 (140.0 of 140.0
(100.0%)
Customer Service Evaluation CLARK, DOMINIQUE 22822 06/22/11 | Administrator 06/22/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation CONTRERAS, KRISTINE 5119 06/23/11 | Administrator 06/23/2011 (140.0 of 140.0
(100.0%)
Customer Service Evaluation CONTRERAS, KRISTINE 11697 06/23/11 |Jane Doe 06/23/2011|140.0 of 140.0
(100.0%)
Customer Service Evaluation DANIEL, OFELIA 14372 06/22/11|Bob Smith 06/22/2011 134.0 of 140.0
(95.7%)
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QA Reporting

This report displays the results of your evaluator's QA performance over a selected period of time. It can be used
to calibrate scoring practices among evaluators to ensure consistent and fair scoring. The initially generated
report is a high level comparison, but you can drill down into for more granular detail. The report results
returned are limited to groups with which the logged-in user shares arole, even if "All" is selected.

34

Evalustor QA Summary Se Gesaisne Jegon )
Start Dale W2014 Date Type  Cal Datw -
Anthony Candon
o P Jean-Pacte Coolw
ActveDeeted Forme Active [« AL et idetad Aganis :»'r:_mc.: o
WnoutAre - George Costanza -
A . g
Groaps Lm‘f‘ﬂ Uners  'Wilam Cinten Repert Type . Evalistor [« |
Growpd2 Wallgang DiGroemo
l-llmct?’: - Zach Hats ~
- N Srograss -
T Comglets
Questen -
H@H Evaluator Performance Summary Report
For Monday, January 24, 2011 to Thursday, February 24, 2011
Evaluator Calibration
Mumber of Evaluations I Count
0 200 400 600 800 W Score
Administrator
Bob Smith
&
g 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 Of Summary - 2/24/2021 CallCopy Recorder Reporting Service Pageaofa
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QA Reporting

This report displays the critical failure points in a form(s) over a selected period of time. The top section shows a
summary, indicating the total number of form and/or section failures per agent; while the lower section supplies
the detail of the failure(s). The report results returned are limited to groups with which the logged-in user shares
a role, even if "All" is selected.

Form and Section Falures Report Back Generate Report

<
-

Start Date 412412011 =1 End Date 2/24/2011 —1  Dats Type Cali Date

Active Active = Form Al = | sactior Al =

" VERONICA ALVAREZ e Calibration Fides Administrator
s URSULA AVERY phise. ClenthBC ol Barry Knack
TRACY BLACKBURN - ClentXYZ -, Bob Smith
Report Type Agent . Failute Type Any

H@}l 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

Total: Form Failures: 0, Section Failures: 6

Failure CallID Date

Customer Service Evaluation Greeting HICKMAN, 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 |Secti0n |8832 | 2/18/2011
SHEPHERD, LETHA Total: Form Failures: 0, Section Failures: 1
Customer Service Evaluation Greeting TUCKER, SUSAN |section  |s08 | 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

This report displays the performance of a selected team(s) on a form(s) over a period of time, for quick and easy
comparison. You can drill down for more granular data on Report Type (Group, Form, Section, and Question).
The report results returned are limited to groups with which the logged-in user shares a role, even if "All" is

selected.
Group QA Summary | Back | Generate Report |
M
Start Date | 1/24/2011 1 End Date 2/24/2011 1 Date Type  CalDate =

36

[}
Vo Active |2 NS .e'ustomer Service Evalation PSR VERONICA ALVAREZ
B b 5 OIS sales Evaluation 4 i URSULA AVERY
TRACY BLACKBURN >
- Calibration " i Administrator : ) . Tuna 3
ke ClientABC User: Barry Knack Report Typa| Geowp
CliemXYZ y Bob Smith  ~
”@” Group Performance Summary Report
For Monday, January 24, 2011 to Thursday, February 24, 2011
Group Summary
Mumber of Evaluations I Count
0 100 200 300 400 500 B Score
I 1 1 1 1 ]
Calibration
ClientABC
" ClientXYZ
(=1
] Janes Team
]
Johns Team
Sales Team
Support Team
0 20 40 60 80 100
Average Score
# Evaluations | Score Possible Percentage
Calibration 267 26360 29970 88.0%
ClientABC 171 16925 19000 89.1%
Client{yZ 236 23094 26995 85.5%
Janes Team 94 8631 9910 B87.1%
Johns Team 111 10633 12160 B87.4%
Sales Team 193 19022 21735 B87.4%
Support Team 458 45104 51510 B87.6%
Group QA Summary - 2/24/2022 CallCopy Recorder Reporting Service Pageaofi
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QA Reporting

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. Choosing a Report Type of "Month™ shows total data
for each month. Choosing a Report Type of "Group™ shows evaluation data by group for each month. The report
results returned are limited to groups with which the logged-in user shares a role, even if "All" is selected.

Report Type

Group Summary By Month

Month  February = Year 2011 -

Arriva = ... Customer Service Evaluation

Netive | Actve OfM=" Sales Evaluation
[ . AT

e Calibration p Ao Administrator

STEERS ClenmtABC <=5 Barry Knack
ChentXYZ 4 Bob Smith =

Back Generate Report

)\

VERONICA ALVAREZ
URSULA AVERY
TRACY BLACKBURN

Month -

«C -

H@}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
.—-'-"'_'-FH-H-'_‘_-_‘_-_‘_
1000 §
L =4
o
2 -800 g
o 80+ m
5 600 £
: :
400 @
200
EU T T T T T T []
Sep Dct Mov Dec Jan Feb
Manth
Month # Evaluations Score Possible Score | Percentage
September 338 36560 40565 a0.1%
October 444 47096 51110 02.1%
Movember 352 57454 63110 91.0%
December 738 75126 82455 01.1%
January 999 102264 112040 01.3%
February 1261 128843 140725 01.6%
Group Summary By Month - 2/25/2022 ‘CallCopy Recorder Reporting Service Pageiofa

Discover by Uptivity Reporting Manual, v5.4

37



QA Reporting

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. The report results returned are limited to
groups with which the logged-in user shares a role, even if "All" is selected.

Group Summary By Period | Back | Generate Report

[«

Period Type Month | - {oas 2011 - Period Name February -

Customer Service Evaluation

Pariod 6 - Active | Active | = Forms Sales Evaluation
A VERONICA ALVAREZ . Calibration — Administrator
Agents URSULA AVERY WIOUPS | clentABC Yaaats Barry Knack

TRACY BLACKBURN - ClientXYZ y Bob Smith -
Report Type Period | =

“e}] 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
1000 £
3
5 g
8 800 s
g 80 m
g 600 E
Ed =
400 ]
~200
60 T T T T T T 0
October December February
Septembar Movembear January
Menth
Month Year # Evaluations Score Possible Score  Percentage
September 2010 358 36560 40565 90.1%
October 2010 444 47096 51110 92.1%
November 2010 552 57454 63110 91.0%
December 2010 738 75126 82455 01.1%
January 2011 9949 102264 112040 01.3%
February 2011 1261 128843 140725 01.6%
‘Group Summary By Period - 2/24/2021 CallCopy Recorder Reporting Service Pageiofi
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QA Reporting

This report displays the last 12 evaluations that were conducted on a selected agent and form, based on a
selected end date. Agent ID, Supervisor ID, and Form ID are required fields. The Overall Average % at the top of
the report is the average score of all the evaluations done using the selected form regardless of agent or
evaluator. The Average Score for this Form % is the total average of the last 12 evaluations performed using the
selected form, by the selected evaluator, for the selected agent. The individual percentages in the Overall
Percentage column are the Section totals. The individual question Totals are for the last 12 evaluations
performed on the selected form, by the selected evaluator, for the selected agent.

Mutipie Evaluations Semmary Cas Carews Meoon
-
¥
<
Ens Dale 420N Agent D Sewct w FamD Seke -
X -
e po - o = V‘:V(-)'“‘ B
Superviser 0 Sevect =S

Jagatce -

m

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%
-]
Form: Customer Service Evaluation Average Score for this Form: 97.9%
Total Overall
Section/Questions Possible 3 | 4 6 | 7 9 10 11 12 Total Percentage
Greeting 240 240 100.0%
Did Agent state company name? 120(10|10|10|10|10|10 (101010101010 120 100.0%
Did Agent state histher name? 12010 (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? 12010 (10|7 |7 |10(|7 |1007 |10|10|7 |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%
Notes g0 (0|0 (0|0 (0|0 |0 (0D |0 O[O 0 0.0%
Use of Tools 360 360 100.0%
Did Agent find record in CRM in timely 12010 (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)?
EEM.';gent use correct closing code in 120|10(10|10(10|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? 60(5 |5 |5 |5 |5 [5 |5 |5 |5 |5 |5 |5 60 100.0%
Hotes 0 0 0.0%
Reviewer Notes ofo Jo JofoJoJofofo oo o]0 0 0.0%
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QA Reporting

QA Agent Periodical Trending Report

This report displays the summary of an agent’s performance over a selected period of time. This time period
begins with the date or period selected and looks backward over the specified number of periods. The reporting
period can be daily, weekly, monthly, quarterly or yearly. In the example shown here, the report includes the six
months from September, 2010 through February, 2011.

The performance can be shown on a per-form basis as well as for selected agents, groups or users. The report
results returned are limited to groups with which the logged-in user shares a role, even if "All" is selected.

QA Agent Perlodical Trending Report

Report Type Monthly | = Yaa
Periods 6 - Active
foren ) Customer Service Evalvabon
L Sales Evakation " e

Evaluation Date . =

Date Type

{ Back J‘L Generate Report J
<
~

2011 = | Period Name February . |
F oo " Calibration
Ao group st crentABC
ClientxYZ >
VERONICA ALVAREZ \w  Administrator
URSULA AVERY < Bl Barmry Knack
TRACY BLACKBURN i Bob Smith Z

cactn

100% ~y

..Qn Monthly QA Agent Trending Repart

i the percd beginning 8/1/I010 and snding 2/28/3011

Monthly GA Agent Trending

= AVERY URSULA »tore

L

— SLACENELL CLALOM seme
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= UNDSAY. JEROME soore
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T 2 ,
%
20%
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— SWEET HALUE score
w—TAYLOR. RANDY score
= USER, CALLCOPY scare
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Menm

Greetrg %
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Documentaton g
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Mo osaw|  eow| TEem s cuj

! ! | :
TATW Taw|

sTom| Taom oo |

AVERY, URSLLA 1000%

o o | 00,0 |
4

\ |
ey

HACOWELL CLAUDEA 050% t0oM| 1000%| 1000%|
BLURNETT, LAURIE 0 :‘! 102 0% .24 ‘; -0 ?‘1;
T CALLARAN, KINBERLY I I 1000%] 103,08
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4 i 4
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ta :“l 00 0% Waowm|

CLARE, WADE | | | | ! |
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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 can be broken down on a section by section, and question by question basis, depending on

how your QA form is created in the system. The report results returned are limited to groups with which the

logged-in user shares a role, even if "All" is selected.

QA Agent Trending Report | Back JL Generate Report |
~
=
Start Date’ 1/24/2011 ~| End Date 2242011 =l Date Type Cal Date -
s 1 = ..  Calibration " o Customer Service Evaluation
Active Active | Groups ClientABC Forms Sales Evaluation
ClientXYZ .
- -
TRACY BLACKBURN E Bob Smith -
”e,, Monthly QA Agent Trending Report
Fov Mondey, Jnusry 24 2018 % Thumsday, February 34 2011
Monthly QA Agent Trending
W0o% —— — URSULA AVERY scare
B — B - — CLAUDA SLACIONELL 10370
————p - = = LAURIE DURNETT §
W% = - =~ e NONGEALY CALLIMAN seure
“p — CHRYSYAL CARPENTER score
0% — WADE CLARN scoee
KAY COTTON seore
} = REVNA FRANCO score
ETTAGOOO score
g il = P— L = — s — "Du; NOLLOWAY scare
i P ey T — CLUFTONHOLT score
L — e — JORNNE JENSEN score
e — — AURORA XEAP scote
R e ESPERANZA LEE scoce
% —— JEROME UNDSAY scare
AUDRA RELLY score
= DONPIQUE SILVA score
% = HALLIE SWEET score
Jan Feb — WANDY TAYLOR scote
Uorr e CALLCOPY USER score
| 2011
[ T D Q e _,r'r
_ Greetng 1200% 60.0%
Did Agest wiate comgerny ~ame” P0.0% [0
| D2 Agent viate nivher nama™ WO feoom
i Soft Skite } $20.0% (EAD%
[ Ovd Agest use iuresy daiesards s apgroprisse ﬁo,:m é.:n;
| Did Agent demansrale Active Linening™ { WO 182.0%
I Cid Age=t use peager Nold Drocedures”? WA (R0
| Notm A NA
" UsnotTools oo jmem
\ Did Agect Lse mect coaing ode in CRAMY 0.0 feaom
1 Did Agen fing recos in TRM In Wl, manner” i m:h 50.0%
| Ttd agent maviges Mowieagedee efficently (If needed)™ O 160.0%
~ clowmg [ [
\ Ot Agest rescbve call mittin wppornt podelines? 100.0% [e00% |
| Dit Ages: proce for sddmans! coroerme? 20.0% |e0o%
[ Did Agest thars matomer e calling® Thooom feotm
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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 can 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
Start Date 1/24/2011 I End Date 2/24/2011 —1 Date Type
Active Active  » Groups g::::‘é"cn Foriiis
ClientXYZ =
noents  VERONICA ALVAREZ . Usere | Administrator : T PRI
CUBITe URSULA AVERY e Barry Knack Lcd s v ol
TRACY BLACKBURN = Bob Smith

Back Generate Report

w

Cal Date .|

Customer Service Evaluation
Sales Evalation

Monthly | -

|{@}| 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

90% —

80% — e

Percentage
\
\
\
\

70% -

60% —

50%

— John Doe score
= Sue Smith score

Nov

Jan

Administrator 35.5% 95.5% 4.8% 95.7%
Cust Service Evaluatis P0.2% 355% [954% | 36S5%
Greeting 100.0% |[96.3% |98.1% |99.4%
Did Agent state company name? 100.0% |9E.9% 58.1% 939.4%
Did Agent state hiz'her name? 100.0% |[9B.5% |98.1% |99.4%
Soft Skills Be.g%  |BEE%  [BES% | E79%
Did Agent use courtesy statements as appropriate® 79.3% 75.8% E£0.0% E1.4%
Did Agent demonstrate Active Listening? BD.6% B0.8% E14% £2.2%
Did Agent use proper hold procedures? 100.0%  |99.5% 99.3% 100.0%
Notes N/& N/A N/& N/A
Use of Tools 35.8% |95.5% [34.2% |36.4%
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? 53.8% 4.7% 9L.1% 54.8%
Did agent navigate knowledgebase efficiently {if needed)? 53.8% 93.6% 92.2% 54.5%
Closing 100.0% |99.5% 99.3% 100.0%
Did Agent resclve call within support guidelines? 100.0% |99.5% 99.3% 100.0%
Did Agent probe for additional concems? 100.0% |99.5% 9.3% 100.0%
Did Agent thank customer for calling® 100.0% |99.5% 9.3% 99.7%
Did Agent offer to transfer to customer sat survey? 100.0% |99.5% 99.3% 100.0%

Feb
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QA Reporting

QA Form Trending Report

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

QA Form Trending Report | Back il Generate Report |
~
2
Start Date 1/24/2011 | End Date 202412011 \Zl Reporting Period | Monthly| »
Artiina = ooy Calibration : e 3 Customer Service Evaluation
Active Active Group List ~paape orm List Sales Evaluation
ClientXYZ >
I BT - -
s s VERONICA ALVAREZ $ % ien 110 Administrator et =
Agent List URSULA AVERY User List  gams Knack Report Type Form
TRACY BLACKBURN . BobSmith ~
Report Detall Form .

I{@}I Monthly QA Trending Report by Form

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

Monthly QA Trending by Form

100% —— Customer Service Evaluation
score
= Sales Evaluation score
95% —
E 90%
85% —
80%
Mow Dec Jan Feb
Maonth
2010 2011

Customer Service Evaluation EE.E%| E9.3% | E9.5%| E5.8%

Customer Service Evaluation BE.8%| 89.3%| &9.5%| &5.5%

Sales Evaluation EL5% | E14% | E3.3%| ELE%

Sales Evaluation EL5% | E14% | E3.3%| ELE%
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QA Reporting

QA Group Periodical Trending Report

This report displays the performance of one or more selected group(s) on one or more selected form(s) over a

period of time. This time period begins with the date or period selected and looks backward over the specified
number of periods. The reporting period can be daily, weekly, monthly, quarterly or yearly. In the example shown
here, the report includes the six months from September, 2010 through February, 2011. The data is broken down
by section.

QA Group Periodical Trending Report

Back

|| Generate Report

et

Report Type Monthy | - gar 2011 = Period Name February e |
. c on
Periods 6 - Active Active | = group list Cﬂ:::téc
ClientxYz =
forvm list Customer Service Evaluation agent fist VERONICA ALVAREZ W Administrator
RV Sales Evaluation SEEEETEY URSULA AVERY e Barry Knack
TRACY BLACKBURN bt Bob Smith 4
l{@}l Monthly QA Group Trending Report
For the pericd beginning &(1/2010 and ending 2/28/2011
Monthly QA Group Trending
100% — Calibration score
= ClientABC score
— ClientxYZ score
— Janas Team score
95% — —— Johns Team score
— Sales Team score
§ Support Team score
E
£
Month
Customer Service Evaluation Sep-10 | Oct-10 |Nov-10 | Dec-10  Jan-11 |Feb-11
Greeting 85.3% 91.2% 85.3%|  83.0% 89.7%|  9L0%
Soft Skills 75.0% E3.0% 80.2% B0.6% 80.4% 80.2%
Use of Tools BLE% £7.2% B4.2% B4.5% B4.4%% 85.2%
Closing 95.3% 97.5% 95.5%|  95.5% 3659 |  36.0%
Notes MfA NfA NfA NfA NfA NfA
Sales Evaluation 0 - 10
Greeting 92.5% 95.3% 9L3%|  9L0% 9L1% |  90.4%
Sales Skills 76.2% BD.6% T1.5% 74.5% 74.1% T4.4%
Documentation 6.7% E68.8% 69.4% 68.7% 74.65% 74.0%
Greeting 0 - 10 Feb - 11
Calibration £3.3% 96.2% 9L7%|  90.5% 92.5% |  88.5%
Client&BC 85.7% 93.3% 88.2%|  80.5% 92.2% |  90.4%
ClientXYZ 80.6% 90.0% 93.5%|  88.3% 88.8% |  90.0%
Jznes Team 9L.7% 92.3% 9%6.2%|  72.7% 92.5% |  88.9%
Iohns Team 75.0% 93.8% 82.6%|  95.8% 85.7% | %1%
Sales Team 90.5% 88.6% 85.4%|  9L2% 87.5% | %4.3%
Support Team £7.5% 88.5% 83.7%|  92.0% 8B.E% |  91.4%
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QA Group Scorecard

QA Reporting

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

| Back || Ganerale Repont
>
>
Start Date 1242011 —1 End Date 2242011 —! Oate Type CalDate -
Active Acve Ea Grewe (o CHibration Erern Lisp | CUStomer Service Evaliation
A SIS RS cuentAaBC "0 Sales Evakiation
ClentXYZ =
Aoent 1 ies  YERONICA ALVAREZ Evalustae  Aomestrator
AUEAE S5 URSULA AVERY EVEILERC | Barry Knack
TRACY BLACKBURN > Bob Smin =
“e,, Group Scorecard
For Moncay, Jsnuery 24 2001 ' Thurscey, Fedrosry 24, D11
Ssexzas Torms Saies Svauzton
Group Scorecard
W ClenthBC score
W ClentivZ score
Were notes concise and professional? N Johns Team scom
BN Sales Teamscore
BN Suppon Teamscore
W Caktranon sooe
Janes Team score
Was proper closing code used?
Notes / Tips —
How many rebuttals were used? —
g What objections were given? -
Was sale closed?
Did the agent verify the promo code?
Did the Agent state his/her name?
Did Agent use branded greeting?
i J | | | 1
0% 20% 40% 60% 80% 100%
Py
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QA Reporting

QA Group Trending Report

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

QA Group Trending Report L Back || Generate Report
-
=
Start Date 1/24/2011 | End Date 22412011 ! Date Type Call Date 2
I -
tve Active [= Groupe | Cdibration - Rt Customer Service Evalation
S SfOUPS ClientABC o Sales Evaluation
ClientXYZ -
__ VERONICAALVAREZ ., ,__  Administator . T -
Agents URSULA AVERY Users Barry Knack Reporting Period Monthly
TRACY BLACKBURN Y. Bob Smith x

100%

95% —

90%

Percentage

85%

|{@}| Monthly QA Group Trending Report

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

Monthly QA Group Trending

= Calibration score
= ClientABC score
= ClientYZ score
— Janes Team score
= Johns Team score
— Sales Team score
Support Team score

80%
Nov

Jan Feb

Calibration B8.5% B6.8% £9.4% £7.2%
Ci Service E 30.7% £9.1% 90.8% EB.2%
Greeting SL.7% 90.5% 52.5% E8.5%
Did Agent state company name? 91.7% 20.9% 52.5% BB.5%
Did Agent state histher name? 91.7% [|90.9%  [92.5% |BB.5%
Soft Skills EL1% |BL5% [BL2% |BD0.3%
Did Agent use courtesy statements as appropriate® F2.6% F4.7% F1L.7% 71.5%
Did Agent demonstrate Active Listening? 73.5% TE6.2% T3.5% T3.6%
Did Agent use proper hold procedures? 97.2% 93.5% SE.1% 95.9%

Motes NfA NfA NfA NfA
Use of Tools E70% |Be.6%  [B5.I% |E3.59%
Did Agent use comect closing code in CRM? 97.2% 93.5% 98.1% 95.3%
Did Agent find record in CRM in timely manner? B4.7% EB3.1% TB.3% T5.4%
Did agent navigate k iciently (if needed)? 79.2% [83.1% [79.2% [80.3%
Closing 97.0% 53.5% 97.8% 95.7%
Did Agent resolve call within support guidelines? 97.2% 93.5% SE.1% 95.9%
Did Agent probe for additional concerns? 57.2% 53.5% 58.1% 55.5%0
Did Agent thank customer for calling? 4.4% 93.5% 4.3% 93.4%
Did Agent offer to transfer to customer sat survey? 57.2% 93.5% S8.1% 95.5%%
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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 Acknowledgment requests to your
agents using the Uptivity system.

QA Pending Acknowledgment [ Back i Generate Report |
gt
k=3

Cruupa
Leaders Team g
Older Than &7/2014 iz Groups Legends Team
MultipleEwvalTeam o
QaTeam i
F ol
IRI

(@) QA Pending Acknowledgment

Selected Groups: Leaders Team, Legends Team

1Support Call Avyala, Daniel 1773 Gina George 2/4/2014 Unacknowledged
1Support Call Ayala, Daniel 1772 Gina George 2/4/2014 Unacknowledged
1Support Cal Ayala, Daniel 1747 Gina George 2/4/2014 Unacknowledged
1Suppaort Cal Avyala, Daniel 1774 Gina George 2/4/2014 Unacknowledged
QA Pending Acknowledgment - 4/7/2014 CallCopy Recorder Reporting Service Page 1of 1
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This report displays QA performance on a form(s) over a period of time. You can drill down into the report for
additional details.

QA Summary By Form

| Back il Generate Report
~
<
Start Date| 1242011 —! End Date 2/24/2011 1 Date Type CallDate 2
A ~
Active Active [i= Forms Customer Service Evaluation - VERONICA ALVAREZ .
e o Sales Evaluation RGeS URSULA AVERY
TRACY BLACKBURN v
Calibration . Administrator . e s -
Sroups CSentABC Users Barry Knack Report Type Fom
ClentXYZ " Bab Smith >

“((9” Form Performance Summary Report

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

Form Summary

Number of Evaluations N Count
0 200 400 600 800 1000 W Score
Customer Service Evaluation
:
fae
Sales Evaluation
0 20 40 60 80 100
Average Score
Form # Evaluations Score Possible Score Percentage
Customer Service Evaluation 870 112814.00 121800.00 91.1%
Sales Evaluation 660 43937.00 49500.00 87.6%

QA Summeary 8y Form - z/za/acaa CaliCooy Recorder Reporting Service

Pzozaofa
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QA Reporting

This report displays the QA performance on a form’s individual questions over a period of time. You can drill

down into the report for additional details.

QA Summary By Question ( Back || Generale Report |
~
Start Date 1/24/2011 =] End Date 2/24/2011 —1 Date Type  CallDate -
Active Actve: G Groups Calibration : Forms Customer Service Evaluation
Active SFEUPS - ClientaBC AL Sales Evaluation
ClientXyYZ y
A= I e -
v VERONICA ALVAREZ - Administratar i voa F
Agents URSULA AVERY Users Barry Knack Report Type Form .
TRACY BLACKBURN N Bob Smith -
“e” Question Performance Summary Report
For Tuesday, May 24, 2011 to Friday, June 24, 2011
Selected Forms: Customer Service Evaluation
Question Summary
Il Score
[ Cid agant navigale knowladgabasa afcantly (i nasdad)?
= Did Agant tnd rcard 11 CRM In Bmay mamer?
L Td Agam us= carmact ciosing code In CRM?|
[ Cid Agant usa propar hald procaduras?)
7 T Agam demansiraia Actve Listaning )
5b
2 E Did Agam use courtasy stalamants 35 approprizie?
S5 |
FEx
oa -
OE L Did Agant staia hishar nama?|
S Did Agam stz company name?|
L
Tid Agant afier o ranster 10 customar 53t survey?
L Cid Agent thank cusiomer for calling |
E
= Cid Agam praba for 3ddional concams?
e ] Pgi’“ resaive call within support 91-2 nasT|
T T 1
0 20 40 60 80 100
Average Score
QA Summary By Question - 6/24/2011 CallCopy Recorder Reporting Service Page 1of 3
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( t@ )) Question Performance Summary Report
For Monday, January 24, 2011 to Thursday, February 24, 2011
Form: Sales Evaluation 660 Forms Scored
Section: Greeting Grade: 98%
Did Agent use branded greeting? Auto-Fail  Value Grade: 97.0%0
Yes &40 (97%) Mons 10,00 of 10.00
Mo 20 (3%) Section 0.00 of 10.00
Did the Agent state his/ her name? Auto-Fail  Value Grade: 100.0%
Yes 37 (97%) Nene 10,00 of 10.00
Ma 23 (3%) Section 0,00 of 10,00
Did the agent verify the promo code? Auto-Fail  Value Grade: 96.5%
Yes 637 (57%:) MNons 20,00 of 20.00
Mo 23 (3%) Form 0.00 of 20,00
Section: Sales Skills Grade: T7%
Was sale closed? Auvto-Fail Value Grade: 76.7%
Yes 5DE (77%) MNons 10.00 of 0.00
No 154 (23%) Nons 0.00 of 0.00
What ohjections were given? Auto-Fail  Value Grade: NfA
Prics 401 (61%) Mone 0.00 of 0.00
Deelivery time 20 (3%) Nene 0.00 of 0.00
Ttem not available 134 (20%) MNons 0.00 of 0.00
No cbjections given 105 (16%) Nons 0.00 of 0.00
How many rebuttals were used? Auvto-Fail Value Grade: A
None 216 (33%) Nons 0,00 of 0.00
1 20 (%) Mone 0.00 of 0.00
2 474 (g4%) Mone 0.00 of 0.00
MNotes | Tips Auto-Fail  Value Grade: NfA
|660 (1000%) Nons Nf&
Section: Documentation Grade: 80%
Were notes concise and professional? Auvto-Fail Value Grade: &7. 7%
Excellent 215 (33%) MNone 10,00 of 10.00
Very Good 23 (3%) MNons 7.00 of 10.00
Good 399 (60%) Mone 5.00 of 10.00
Fair 23 (3%) Nons 3.00 of 10.00
Was proper closing code used? Auvto-Fail Value Grade: 87.60%0
Yes 578 (EE%) Mons 15,00 of 15.00
Mo 82 (12%) Section 0.00 of 15.00
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QA Summary by Section

QA Reporting

This report displays QA performance on a form’'s sections over a period of time. You can drill down into the

report for additional details.

QA Summary By Section

Start Date 12412011 ~ End Date 2:24/2011

—1 Date Type

Back || Generate Repont

T

Call Date - |

A
Sl R ___ Csspration R Customer Service Evalation
Acsive Active GIOUPS | ClientABC Sl Sales Evalation
ClientXYZ -
(s VERONICA ALVAREZ s Administrator o [ Eonm =
Hens URSULA AVERY s Barry Knack b Loy -
TRACY BLACKBURN b Bob Smith =
H@H Section Performance Summary Report
For Monday, January 24, 2011 to Thursday, February 24, 2011
Selected Forms: Customer Service Evaluation
Section Summary
N Score
= Use of Tools
=
=3
k- .
(I Soft Skills
@ L)
2
5%
“w
= Greeting
E
—
w
=
= Closing
L
0%  10% 20% 30% 40% S0% S0% TO% BO%  S0% 100%
Average Score
0 - aluato DIre e ore e = e
Customer Service Evaluation 870 108964.00 121300.00 84.5%
Greeting 15820.00 17400.00 86.5%
Soft Skils 20904.00 26100.00 Tr.1%
|Jse of Tools 22190.00 2610000 80,5%
Closing 50050,00 52200.00 93.8%
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Quality Assurance Detail

This report shows 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. This
hyperlink functionality will not work in exported versions of the report.

Quality Assurance Detail Back || Generate Report |
£
Start Date 2/232011 —l End Date 2/24/2011 | Date Type CalDate 2
Agent All = |Evaluator All Form All
Active Active |~ Group Al . Question  Any =
Response Any| -
(@) Quality Assurance Detail
Form Hame Call ID Evaluated By Complete Date
Sales Evaluation 1103 Administrator 2232011
Section Name: Greeting
Question Evaluation Score
Did Agent use branded greeting? Yes 10.00 of 10.00 (100.0%:)
Did the Agent state his/fher name? Yes 10.00 of 10.00 (100.0%:)
Did the agent verify the promo code? Yes 20.00 of 20.00 (100.0%:)
Subtotal: 40.00 of 40.00 (100%)
Section Name: Sales Skills
Question Evaluation Score
Was sale dosed? Yes 10.00 of 10.00 (100.0%:)
What objections were given? Price M A
How many rebuttals were used? 2 M A
Motes [ Tips Mot bad, but we will need to work on your | N/A
documentation.
Subtotak 10.00 of 10.00 {100%)
Section Name: Documentation
Question Evaluation Score
Was proper dosing code used? Yes 15.00 of 15.00 (100.0%:)
Were notes condse and professional? Good 5.00 of 10,00 (50.0%%)
Subtotak 20.00 of 25.00 (B0%)
Total: 70.00 of 75.00 (93%)
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Weighted QA Group Periodical Trending Report

This report displays a group by group comparison of quality results at the section level of a selected form over a
period of time. This time period begins with the date or period selected and looks backward over the specified

number of periods. The reporting period can be daily, weekly, monthly, quarterly or yearly. In the example shown
here, the report includes the six months from September, 2010 through February, 2011. The data is broken down

section by section.

Weighted QA Group Periodical Trending Report I Back “ Generate Report I
AW
=]
Report Type Monthly - Year 20011 w Period Name June -
-
. . - Calibration [E]
N ~
Periods 5 - Active Active Groups ClientABC
ClientvZ s
- -
Forms Customer Service Evaluation Agents LAVVANDA ANTHONY (=] Evaluators Administrater (=]
Sales Evaluation POEME| JEFFERY AVALA ! Bob Smith
WHITNEY BARRETT i callcopy i
Date Type  Evaluation Date

Monthly QA Group Trending Report

For the pecnd bagnmang 912000 and seding 3/11/2051

@

Monthly QA Group Trending

1008 ~

90

Ll

Poroetage

705

5%

We
Oct

Customer Service Evaluation

/N 0N

Fets

M

833%

oetng 810% 893%/

Saft Sk R27% 303w 0I%| Bpew|
76;;50:& BOI% 133w |4;§ 220%
 Oosng TP0I% %] FTew| 902W|

Notes 00% 0% 0ow oow|

Caltrates 964% 240w SE1m| BOTW| Q24w SS4%
ClertASC 882w 372w 08%| s4om| %03 Esom
itz 504w  337%| 494%| G1ew| 939W 7 7%
Janes Tears STow  Tiaw 6 s\: 909«: B50% B4t
Iohes Teaam Ga3% 2009% 190% 852%| S05W onew
Sules Taars | oe7w s3z%| #7Tw| 900% S6sM &7 7%
Suppert Taar | Tamew sa7w| s2o2w| sesw| anew £a0%

Caratar 123% TN 823% %
Chartast B5a% 333w Atawm| THOUN  TRIW  Taawm
Charti(YZ STe% 303w Taew| THON G34W TEow
Jones Teer }mu.-.e'l TINW TERW| B4IN| TATW KM
Johns Team | erew  Tnow 7row| 81w arTwl szaw
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Ad Hoc Reports

Ad Hoc Reports

Ad hoc reporting enables users to analyze data and create custom, reusable reports. Users control what data is
included in a report and how that data appears. Up to ten users can simultaneously use the ad hoc reporting
feature in Discover.

Benefits of this feature include:

¢ Insight into previously unknown trends and relationships between processes, resources, and other data
sources via data analysis.
o More useful reports customized to a user’s data and information requirements.

o Flexibility to revise reports as data and needs change.

The default web.config setting limits the number of data rows returned by any ad hoc report to 30,000. This can
be configured by your Uptivity Installation Team or after installation by Uptivity Support. A warning message is
displayed when results exceed this limit. There is also a 30-second time-out in the report builder. These
safeguards prevent users from generating reports that would bog down the system when requesting large
amounts of data. If the retrieved information is incomplete, redefine the search criteria or try redesigning the
report. There is no time-out presently associated with rendering the report.

Permissions

Users must have the "Allow Discover Ad Hoc Reporting™ and/or "Allow Clarity Ad Hoc Reporting" permissions
to use this functionality. These permissions are detailed in the "Permissions" section of the Discover by Uptivity
Administration Manual.

For ad hoc reports, group-level permissions are not applied, meaning that results will show all data relevant to
the query regardless of the permissions of the logged-in user. With standard predefined printable reports,
however, such permissions are applied. This difference is by design as the typical ad hoc user would be a report
administrator or a one of a select group of users (i.e., middle management), not a standard supervisor or QA
analyst.

The Ad Hoc Report Builder collates data that can be used to create multiple instances of a report using
different report criteria values (e.g., date ranges). It can be used to generate any of the existing Uptivity reports
with specific items added or removed. The end results are:

e Acollection of RDL/HTML data that defines the report columns, layout, and report criteria parameters.
e Report criteria values data for the report.

The procedure for creating an ad hoc report is the same for each report category. For example, a call recording
ad hoc report is created using the same steps as those for creating a QA ad hoc report.
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Ad Hoc Reports

To access Ad Hoc Reports in Discover, click the Reporting tab. Select Ad Hoc Reports from the menus on the
left, and then select the category of report.

To access Ad Hoc Reports in Clarity, click the Reporting tab and then the Ad Hoc button. Select the category of
report from the drop-down menu.

Only report types to which the user has permissions will be displayed. To create a new report, see

. To edit an existing report, see

Create a New Ad Hoc Report

To create a new report:

1. Access the desired category of reports in Discover or Clarity as described above, then click on Create a
Report in the upper right corner.

Survey
Q, Ga \ Creste 5 Report
Report Description Status Saved By Date Saved Published By Date Published Action

2. The Report Builder opens. This is the core of ad hoc reporting, and allows you to specify a report's custom
criteria, display elements, format elements, and layout. These items may differ depending on the report
category and layout selected.

Pristabie Regorts Rapart Builde Concel

Repen Took Popont Rame Layout: Asportng Format Dewir U0
g Tawe > A -
Seatem Repeets
Fimicda: Trag hects 1 craens w33 repen Crmania

Ad Hoc Asports Teta reit Operats vaks Cn 3ape oo

Drag el dreg Sedts hars o Soasty Sters

Pesort Structare

Drg and Oep Sk hese by creaks 1asat

3. Enter a name for the report as you want it to be displayed in the listing of available reports. Enter a
description (optional) of up to 100 characters.
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4. Choose a Layout: Simple Table, Summary Table or Matrix Table.

Simple Table: allows for creation of basic, list-style reports. A single row of fields are displayed in the
Structure area. Columns can be rearranged by dragging the fields left and right. There are no charts
supported with this layout.

Report Structure:
Agent harme v X Calopy Group w X TolsForm Pessbil w X Toml Actusl Score - X
Agent Name [ CaliCopy Group | Total Form Possible Score Total Actual Score
Ayala, Danei Legends Team 125.00 6500
Aysla. Danml Legends Team 180,00 65.00
Sem, Hel Lepends Taam 180.00 700
Brechat, Ansers Legends Team 100 00 BS0
Chemer, Roy Lepends Team 180.00 008
Cosom. Shanyt Logends Team 106,00 2000
Cuting. Petrg Lepends Team 100.00 850
Dimatrk, Kevin Legends Team 100.00 95.00
feamley Menry Legends Team 180.00 8500
Hatt Zach Legends Team 18G.00 5000

Summary Table: allows for creation of more advanced reports with nested, collapsible
subcategories/groupings. A grid of fields is displayed in the Structure area. Column fields can be
dragged left and right to rearrange. Rows can be dragged up and down to regroup data. Lower fields are
nested within higher fields. Bar and pie charts are supported with this layout.

Repon Structure:
Agent Narme v X AgeniStetes - X
P
Coscia. Sheryl Active
Cuttng Fetro Actve
Breoker, Anders Aclive
Dsmetra, Kevn Actve
Bem, Nel Active
Hath Zach Active
Ayala, Danel Actve
Feamiey, Henry Acive
Chenier, Rey Actve
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Ad Hoc Reports

Matrix Table: allows for creation of sophisticated reports that measure one or more pieces of
information across a period of time. In the Structure area, fields controlling the information to be
measured and the time range are displayed in the Columns area, and are limited to one field in each
area per report. Fields that control grouping of that information are displayed in the Rows area. Multiple
fields can be dragged, dropped and rearranged here to provide for different logical groupings of the
information. Bar, pie and line charts are supported with this layout. Keep in mind that line charts
illustrating large data sets may become difficult to read and use.

ot Hyp

BEN =

Th it

-~

W 14 B e

v G Fumnnd by Lsbimns
" Swredt Sesch Connta
Seanh Conte

Cam Sy Sonme T o Ll 1 e ot Lwah |t 94 o
a3 o o et e e

Avg GA Percent by Evaluator

Bty |t T (W O

Al 2010 My 200 sow, 00 by, WC Segen, T ;vT-“'

Avwenge 1871 | & PAL | Avwrmgn M1 | Adme 1608 | Avrnge: 1B | Awenge

M A

Avninge N0k | hannae WY1 | Aenwage SRAT | Bomege U1 A1 | Avntnge SA00 | Avetnge B 11 | Aveinge 08 81 | Aveonge 0808 | haseme 000 | Assrnge: 8101 | Aesrnge: SREF ~ Aveinge 000 | Mrmenge & W
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Ad Hoc Reports

5. Choose a Reporting Format: RDL or HTML. The format affects display and interactivity of charts.

RDL works with Microsoft SQL Reporting Services and offers export formats of PDF, Microsoft Word, or
Microsoft Excel files. Charts are simply laid out, displaying all the information in a non-interactive way.
Large reports with pagination can be created. Categories and groupings in RDL reports are expanded by
default.

1400 BN Q_Agent Status Count
1200 BN Duration Average
1000 - B Call Direction Count
800+
600
400 ~
200
0-

o

E

llu I Nooy Ao dz dz L oA - QATzam !

VI
oD

HTML charts are interactive, allowing information to be displayed on mouse-over. Clicking on bars
within the chart allows you to drill down into subcategories and see more detailed results. However, this
format cannot be exported, does not support pagination, and is limited to displaying only 1000 results.
HTML works best as a basic data preview, or for reports that will only be viewed online. Categories and
groupings in HTML reports are collapsed by default.

50

43
40

0_CallCopy group: Group01: 34

Call Direction: Count 2

30 ! T | 30
23
21
20
13
10
3
Q_CallCopy Q_CallCopy Q_CallCopy Q_CallCopy Q_CallCopy 0 _CallCopy 0 _CallCopy Q_CallCopy
group: group: group: group: group: group: group: group:
QATeam CroupA Croup02 Croup01 Croup05 Croup04 Croup03 batgroup

M Call Direction: Count
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Ad Hoc Reports

6. The Fields area contains all relevant data types for the given report category, and includes any custom field
names from the Discover Terminology page. For details, see

Notes

Changes to Terminology page settings will not appear in the ad hoc reporting pages immediately.
The Discover web application pool in IS must be recycled in order for the changes to appear.
User status and agent status indicate the same thing — whether the user is active or
inactive/deleted. Agent Status presently does not indicate whether an agent is, was, or has ever
been an agent.

For reporting and display purposes, Discover combines an agent's first and last names into a single
field with the default name Agent. Older versions of Discover displayed Agent First Name and
Agent Last Name separately. Reports built in these older versions will still display in this way, and
these field labels can still be viewed in the Report Structure area on these reports. However, only
the combined Agent field can be used in new reports. In addition, if the Agent First Name or
Agent Last Name label is deleted from the Report Structure area, there is no way to get it back.
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Ad Hoc Reports

Drag the desired fields into the Report Structure area. This area will look different depending on the report
layout selected. Columns represent what will be X-axis labels and rows represent Y-axis labels on charts that
accompany the resulting report. Fields cannot be duplicated within the row or column areas. However, the
same field may be used to create both a row and a column if appropriate.

Report Builder

Reﬁort Name:

Fields: Drag fields to criteria and report.

¥ Evaluator =

Evaluator Name

Evaluator Status
> Q_Agent
¥ Arbitrators
¥ Call Recording Record

1

Recording ID
Q_ANI
Q_DNIS
Q_Voice Port

Q_Device Alias
* Q_CaliCopy group
¥ QA Evaluation Form
¥ QA Evaluation Form Section
¥ QA Fvaluatinn Questinn

Layout:
Summary Table

Criteria:
Table

Chart Typein

‘]xl: &) LY

Summary

Columns

Field

Operater Value

| Cancel

Reporting Format: Description:

ROL =

On Report Action

Drag and drop fiekds here to create criteria

Report Structure:

Drag and drop fields here to
create rows

Drag and drop fields here to create columns

7. The data for selected fields appears in the Report Preview area. To remove
a field, click the X on the field label. Click on the downward arrow on a
Column field for additional options relevant to the data type, including
Column Average, Column Count, and Column Sum.

The results are totaled per summary group, and per total of all groups at
the bottom. This data is also used to generate charts.

60

Report Structure:

Duration - X
(=) Column Average

Ri =) Column Count
& Column Sum

"None
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Regort Structure;

R— fgomhame  apemsm |

Eaaty. Chan(T44T Aszve (125
Eddy. Chany(T54T Acsve DO 0d 4t
B30y, CharyTa4T = 0008
Edey Chan(TsaT Ao b0 0) &6
Eduy. ChanyfTieT A woear
Ezay, Chandrady acsve 00043
Eday, ChanyiTseT Actve W02

Byet, Stan Actve 0000 44
| Count: 8 Average: 00:00:39
¥ Agent States : inactive

Aer_UsiS3. pgeetI_testSh ractve o
Agerts et ageres_fret ractes 000t ;)
| Coant: 2 | Average: 00:00:37
Count: 10 Avnrage: 00018

8. Fields can be rearranged by dragging them to a different location within the same area. Fields cannot be
moved between column and row areas in summary or matrix table reports — they must be removed and re-

added. The Report Preview area will update based on changes in the Structure area.

9. To filter the information displayed in the report, drag the desired fields to the Criteria area. A drop-down
menu of relevant operators and a text entry field for the operator value or date selector will appear for each

data field. Operators vary depending on the field selected, but may include:

= Less than
= Greater than
= Equalto

= Not equal to

= Less than or equal to

=  Greater than or equal to
= Starts with

=  Ends with

= Contains

= Does not contain
= In

= Notin

Select an operator and enter a value. Acceptable values depend on the type of data in the selected field
(agent name, date, record ID, etc.). Due to the limited number of possible values, certain data types like

Discover Groups or Call Direction will have a drop-down list of acceptable values rather than an open-entry

text box.
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Report Name: Layout: Reporting Format: Description:
Summary Table [=] ROL =l
Fields: Drag fields to criteria and report. Criteria:
¥ Agent P Table Field Operator Value On Report Action
|
Agent Name Call Recording Record Call Direction = Equal to [+] | inbound [=] s
Agent Status

m

¥ CalliCopy Group
¥ Call Recording Record

Recording ID
CalleriD
Dialed Number ‘ ‘ B “7‘
. In &)
Device ID
Summary
Agent D -
“Agent Stat
Recording Time gent Status
Call Direction Columns
Duration [buration Average [Tlagent status Count

Report Structure:

Agent Name v X AgentStatus (5)w X Duration = » X

agent3_last58, agent3_first58 Inactive 00:03:36
agent9_last58, agentS_first58 Inactive 00:13:19
agent7_lastS8, agent7_firstS8 Inactive 00:00:41

10. The On Report check box allows you to choose whether a criterion is shown in the Report Criteria section
of the rendered/printed report. Select this as needed.

11.  For each criterion, click Save to apply changes or update the report preview. Click Delete to remove a
criterion.

12. If you use summary or matrix table layouts, options for Chart Type are shown under the Criteria area. Both
layouts support vertical/horizontal bar and pie charts; matrix table layouts also support line graphs. Only
icons for charts supported by the chosen report type will be displayed. Available icons appear in gray; an
icon changes to color when selected.

Beneath the icons are fields that can be chosen for display on the chart, depending on the report type and
data. For summary and matrix table reports, fields in the rows area appear under Summary, while choosing
Column Average, Count, or Sum for columns displays those values under Columns. For vertical and
horizontal bar graphs, multiple data types on both columns and rows can be selected for display. For pie
charts and line graphs, only one entity in each of the Summary and Column areas may be selected.
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Report Builder Frevew Cancel Save
Report Name: Layout: Reporting Format: Description:
Semmary Table [wl A0 lv
Fields: Drag Nelds % critera and repart Criteria
¥ Agemt o Tabh Fuld Oparalor s On Raport  Acton
Agent Name CodRacording Record  CaiDvectisn  Eqeaito [=]  nbaung = = [ Detate
Agent Sistus [
¥ Ca¥Copy Group
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Count: 4 | Average: 00:03:36

Count: 10 Average: 0005

13. Click Preview to see in a popup how the report will appear when rendered.
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14. If a chart was created with the report, it will appear in the Preview as well. HTML reports will allow
interactive drill-down exploration of data by clicking on bars in the chart. If there are multiple detail levels,

clicking through will loop back to the top level.

800+

600

400

200+

0 -
Group02
BAT_TeamToEdi
L

Group04

N Duration Average
N Agent Status Count

Legends Team
BAT_TeamToDelete
| L—|nsctive—

Active

Agent Status &

Agent Name 5

Agent Status : Active

CallCopy Group : BAT TeamToDelete

00:02:53

Carstensen, Dimitri Active
Ayala, Daniel Active
Chassagne, Renato Active
Chassagne, Renato Active

00:01:55
00:05:16

00:16:51

15. Click Cancel to return to editing the report in the Report Builder.

16. When finished creating the report, click Save. A dialog box opens, allowing you to change the name and/or

17.
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description of the report. You can also choose whether to save, as public or private, the criteria used to build
the report. The criteria are automatically saved with the report, but this option allows you to save criteria that
might be used to generate other reports in the future. Click Save. When the dialog box closes, additional
actions will be available at the top of the Report Builder screen. These actions are discussed in more detail
in the Edit Existing Ad Hoc Reports section.

If you wish to discard changes to the report, click Cancel instead. The system will return to the main ad hoc
reporting page.
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Edit Existing Ad Hoc Reports

Editing a saved ad hoc report can be used to:

e Change a report that is being developed and reviewed.

e Change a report that has been approved and used but requires changes to meet new or different information
needs.

o Create a new report from an existing report.

e Publish a saved report, which stores a copy of the report on the Report Server and allows the report to be
rendered on that server if desired. This can sometimes be beneficial in environments where the Report
Server and the Uptivity applications are on different physical or virtual machines.

To edit an ad hoc report:

1. Access the desired category of reports in Discover or Clarity as described earlier. You will see a list of reports
for that category, sorted alphabetically by report name. Visible content has been either created by the logged-
in user and set as Public or Private, or created by other users and shared as Public. The Saved By column
displays the name of the last user to save changes to the report.

2. Specific reports can be located by entering a search word or phrase and clicking Go, or by manually
scrolling/paging through the list. Saved reports can be used as drafts for creating new reports or as
workspace for analyzing data.

Call Recording
Q Ge Creats » Rugont
Report Description Status  Saved By Date Saved Published By Date Published Action
Agand List by Group Saveq Gategu Gina 1943013 [y A View Dents
Hok! Time RBaport Suved Ward, Rae us2013 NA NA -~ Dwiste
Detbound Cals by Agest Saved George, Goa o [T Ve Dyt
QA ys Survey Score Report Saved George Gona HA HA Ve Doan
Sutvey Scores by Ageat Saved Ward Rae 1SR013 T A Vaen Cwete
Pages 1 10 o | Bams Per Page Cotwpepe ! Oft S

3. Locate the report you wish to edit. Double-click on the report or click the View button at the right end of the
report's row in the list. Saved reports can also be removed from the system here by clicking the report's
Delete button. Deleting a report removes the saved report and all saved search criteria for the report.

4. Click Edit. A pop-up window will appear, warning you that editing an existing report can cause saved report
criteria to stop working. Consider using the Save As function to save a new version of the report for editing.
Click Continue to proceed or Cancel to return to the listing of available reports.

Report Builder Generate Report Preview Cancel | | Save As Save  Publish
Repor{,\\;lame: Layout: Reporting Format: Description:
Monthly Evals Matrix Table =] ROL [=] Evaluations completed per group, per
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The Report Builder will open, with buttons representing six possible actions at the top of the screen. Make
any desired changes to the report, then select the appropriate action:

= Generate Report returns you to the main view for that report. Click Generate Report again to see the
report as it will appear when rendered.

*  Preview launches a pop-up window showing the report as it will appear when rendered.

= Cancel allows you to leave this area and return to the main ad hoc reporting screen.

= Save As opens the Save Report dialog box, allowing you to retain the original report and save a new
report in a separate file. The report name must be unique. The dialog box presents options for saving
report criteria as public or private. Click Save to commit changes and return to the Report Builder
window.

= Save updates the existing report with any changes you've made. If the name is changed, clicking Save
updates the existing report with the new name. The option to save criteria for the report is not
presented. After saving, click Cancel to return to the main ad hoc reporting screen.

= Publish opens the Publish Report dialog box. If you want to change the name of the published report,
you may do so here. If there is already a published report with your chosen name, you will be prompted
to choose a unique report name. Click OK when ready to accept the name, or Cancel to return to the

Report Builder. After publishing, click Cancel to return to the main ad hoc

reporting screen.

[y Alert
Note Editing a published ad hoc
report can cause saved report
) . ) ) criteria to stop working. You
Once a report has been published, it can no longer be edited. However, it can A 106 1 Savi P i
0 Save a new version o e
be used as the basis for a new report. Clicking the Edit button on a published eeporin et Aoy st ciptons
for the existing report must be
report launches a pop-up warning as shown here. ‘epreated for e ew reoort

Continue Cancel
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Generate an Ad Hoc Report

Once an ad hoc report has been saved, it can be generated in multiple iterations using different search
parameters (e.g., date ranges, user names).

To generate an ad hoc report:

From the Report Builder, click Generate Report. Opening an existing report from the listing of available
reports will automatically take you to the Generate Report page.

Monthi_f{ Evals  Back Edit

[ Saved Search Criteria
Search Criteria

Date Completed Greater Than or Equal To : Date Completed Less Than or Equal To :
10172013 | 10/31/2013 7| | Generate Report Save Criteria

In the Search Criteria section, you can modify the filtering criteria that have been saved with the report. To
add new criteria or change specific operators, the report must be manually edited and resaved. For details,
see

To make your criteria selections available for future use, click Save Criteria. A dialog box will appear,
allowing you to name the criteria and set it for public or private use. Make your choices and click Save. Your
criteria options will now be available to you in the Saved Search Criteria section, along with any criteria you
may have saved previously and any criteria saved as public by other users. Double-click on saved search
criteria to apply those selections to this report. Both the Search Criteria and Saved Search Criteria sections
can be expanded or collapsed as needed.

Click Generate Report to display the results on the screen with the report navigation and feature bar. For
details, see . Columns in simple and summary layout reports can be sorted by
toggling the ascending/descending arrows in the column headers.

Note As with Printable Reports, some ad hoc reports may display clickable links to call recording files
or other information. These links will not work in exported versions of the report.
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Analytics Reports

The following entities and fields are available for use in Analytics ad hoc reports. For more information, refer to
the Uptivity Speech Analytics Administration Guide. If your system uses custom field names in the Web Portal,
those names will be shown instead of default names listed here. For more information, see the Discover by
Uptivity Administration Manual's "Terminology" section.

Note If you want to create a single report that includes both Audio Information and Analytic Tag data, use
the attributes in the Derived Audio Tags group.

Analytic Tag Group

e Tag Group ID: This attribute was deprecated in Discover v5.4.
e Tag Group Name: Enter search criteria in the open-entry text box.

Analytic Tag

e Tag Name: Enter search criteria in the open-entry text box.
o Effective Start Date: Click on calendar icon to enter search criteria using date selector.
e Effective End Date: Click on calendar icon to enter search criteria using date selector.

e Status: Reports display as Active or Inactive. Select search criteria from the drop-down list: All, Active,
Inactive.

e Criteria Name: Enter search criteria in the open-entry text box.

Analytic Speech Tag

e Phrases: Enter search criteria in the open-entry text box.

e Target Confidence: Enter search criteria in the open-entry text box; numeric values up to two decimal places
(e.g. 75.36).

Analytic Recording Tags

e Tag Text: Enter search criteria in the open-entry text box.

e Seconds from Start: Indicates when a text tag starts. Enter search criteria in the open-entry text box;
numeric values only.

e Seconds from End: Indicates when a text tag ends. Enter search criteria in the open-entry text box; numeric
values only.

¢ Audio Channel: Some call recording integrations provide audio in separate channel streams, and we can
distinguish whether the speaker is the agent or caller. Generally speaking, Avaya/Nortel, Cisco, and most
VolIP systems provide separate streams, but Avaya DMCC and ShoreTel do not. Ask your system
administrator if your system supports this functionality. If it does, the agent is represented by channel 0 and
the caller is indicated by channel 1. Enter search criteria in the open-entry text box; numeric values only.

Note The “caller” stream includes all speakers other than the agent (e.g., in a conference call scenario).
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Confidence: Enter search criteria in the open-entry text box; numeric values up to two decimal places (e.g.
75.36).

Date Recorded: Click on calendar icon to enter search criteria using date selector.

Date Tagged: Click on calendar icon to enter search criteria using date selector.

Call Recording

Call Recording ID: Enter search criteria in the open-entry text box; numeric values only.

Caller ID: This is an inbound caller's number (ANI). Enter search criteria in the open-entry text box.

Called Number: This is the outbound called number (DNIS). Enter search criteria in the open-entry text box.
Device/Port ID: This is the physical device. Enter search criteria in the open-entry text box.

Agent Number (Device Alias): This number is always associated with the agent, no matter what physical
device he/she uses. Enter search criteria in the open-entry text box.

Recording Time: This is the date/time the recording occurred. Click on calendar icon to enter search criteria
using date selector. Can be used as a Date field in Matrix Table reports.

Call Direction: Reports display as Inbound or Outbound. Select search criteria from the drop-down list:
Inbound, Outbound, Inbound or Outbound, Unknown.

Duration; Reports display as HH:MM:SS. Enter search criteria in the three provided boxes as hours,
minutes, seconds.

Group: This is the ACD/Switch Group. Enter search criteria in the open-entry text box.

ACD Gate: This is populated from the ACD with information known by various names (Gate, VDN, Queue,
Call Type, etc.). Enter search criteria in the open-entry text box.

Agent

Agent Name: Reports display as Last Name, First Name. Enter search criteria in the open-entry text box.
Phone ID: This is the physical device. Enter search criteria in the open-entry text box.

Agent Status: Reports display as Active or Inactive. Select search criteria from the drop-down list: All,
Active, Inactive.

Group: This is the Discover Group name. Select search criteria from the drop-down list of Discover Groups.
Group Status: Reports display as Active or Inactive. Select search criteria from the drop-down list: All,
Active, Inactive.

Audio Information

Audio Info Type: Reports display as Silence, Crosstalk. Select search criteria from the drop-down list: All,
Crosstalk, Silence.

Audio Info Start: Indicates when an audio information type starts. Enter search criteria in the open-entry
text box as number of seconds; whole number values only.

Audio Info Stop: Indicates when an audio information type stops. Enter search criteria in the open-entry
text box as number of seconds; whole number values only.
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Derived Audio Tags

Tag Type: Displays either the audio information type (e.g. crosstalk, silence, etc.) or the name of an analytic
tag. Enter search criteria in the open-entry text box.

Tag: Displays the text of an analytic tag. Enter search criteria in the open-entry text box.

Start Seconds: Indicates the number of seconds from the start of the recording at which the tag begins.
Enter search criteria in the open-entry text box as number of seconds; whole number values only.

End Seconds: Indicates the number of seconds from the start of the recording at which the tag ends. Enter
search criteria in the open-entry text box as number of seconds; whole number values only.

Audit Reports

The following entities and fields are available for use in Audit ad hoc reports. If your system uses custom field
names in the Web Portal, those names will be shown instead of default names listed here. For more information,
see the Discover by Uptivity Administration Manual's "Terminology" section.

Notes

= |faRole is not assigned to any Users, it will not appear in a report showing user/role assignments.

= Auditing is controlled by the system; users cannot change what is audited.

= Audit records are written to the database and do not expire. They remain available for reporting for the
life of your system (barring any database issues that result in data loss).

User

Last, First Name: Enter search criteria in the open-entry text box (e.g. Pond, Amelia).

Username: Enter search criteria in the open-entry text box in the format used in your system (e.g. apond).
Superuser: Reports display as Yes or No. Select search criteria from the drop-down list: All, Yes, No.
Agent: Indicates whether individual is or has ever been an agent (i.e. recorded). Reports display as Never,
Current or Former. Select search criteria from the drop-down list: All, Never, Current, Former.

User Status: Reports display as Active or Inactive. Select search criteria from the drop-down list: All, Active,
Inactive.

Login Attempts: Enter search criteria in the open-entry text box; numeric values only.

Locked: Reports display as Yes/No. Select search criteria from the drop-down list: All, Yes, No.

User — Created By: Enter search criteria in the open-entry text box.

User - Created On: Click on calendar icon to enter search criteria using date selector.

User - Modified On: Click on calendar icon to enter search criteria using date selector.

User - Modified By: Enter search criteria in the open-entry text box.

Role
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Role Name: Enter search criteria in the open-entry text box.

Role - Created On: Click on calendar icon to enter search criteria using date selector.
Role - Created By: Enter search criteria in the open-entry text box.

Role - Modified On: Click on calendar icon to enter search criteria using date selector.
Role - Modified By: Enter search criteria in the open-entry text box.
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Permission

To see a complete list of possible values
for either of the fields in this section, drag
the Permission and/or Type fields to the
Report Structure area and click Preview.
Some of available values are self-

IR (3o ipg ool ot

In the example below, the values listed e —
under Permission refer to the user- o Qe Sreod
defined fields that can be configured in = gt
the Terminology section of Web Portal
Administration. The values listed under Type refer to the action that can be taken with those fields. For a more
detailed explanation of permissions, refer to the Roles and Permissions sections in the Discover by Uptivity
Administration Manual.

[TYRTIees i _
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e Permission: Reports display the permission name as it appears in the database (e.g. AllowQA). Enter search
criteria in the open-entry text box.

e Type: This provides further information on the permission as it relates to product (e.g. Discover), group, or
general function (e.g. EDITFIELDS). Enter search criteria in the open-entry text box.

Group

e Group: This is the Discover Group name. Select search criteria from the drop-down list of Discover Groups.

e Group Status: Report displays as Active or Inactive. Select search criteria from the drop-down list: All,
Active, Inactive.

Audit Trail

e Audit Event ID: Enter search criteria in the open-entry text box.

e Audit Module: Enter search criteria in the open-entry text box. The module name must be entered as it
appears in the database. Drag the Audit Module field to the Report Structure area and click Preview to see
a list of possible values.

e Audit Component: This is the component or page involved in an event. In the open-entry text box, enter
search criteria as either the name of the component (e.g. AuditLog), or as an HTML page (e.qg.
/Administration/Scheduling/CreateCustomSchedule.aspx)

o Audit User: Enter search criteria in the open-entry text box as Last Name, First Name.

o Audit Time: Click on calendar icon to enter search criteria using date selector.

o |P Address: Enter search criteria in the open-entry text box; values must be in valid IP address format.

¢ Numeric Message: This field stores numbers that let the system identify database records like user or call
record IDs, or analytic tags. Enter search criteria in the open entry text box.

e Message 1: Enter search criteria in the open-entry text box; see note.
e Message 2: Enter search criteria in the open-entry text box; see note.
e Message 3: Enter search criteria in the open-entry text box; see note.
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Note

Audit messages consist of one to three parts. Each part contains different text. After a list of events is
retrieved, review the messages to find which events are useful. Pick the appropriate key words and enter
them in the Message Text fields. Determining which words appear in which field involves some trial and
error, and it may be helpful to use the Starts with, Ends with, Contains and Does not contain operators
when setting up criteria.
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Call Recording Reports

The following entities and fields are available for use in Call Recording ad hoc reports. If your system uses
custom field names in the Web Portal, those names will be shown instead of default names listed here. For more
information, see the Discover by Uptivity Administration Manuals "Terminology" section.

Note

Users who have permission to view their own calls in the call list will be able to see the QA and Survey
scores for those calls, even if they do not have QA or Survey permissions.

Agent ID

e Agent Name: Reports display as Last Name, First Name. Enter search criteria in the open-entry text box.
e Agent Status: Reports display as Active or Inactive. Select search criteria from the drop-down list: All,
Active, Inactive.

Group

e Group: This is the Discover Group name. Select search criteria from the drop-down list of Discover Groups.

Call Recording Record

e Recording ID: Enter search criteria in the open-entry text box; numeric values only.

o Caller ID (ANI): This is an inbound caller's number. Enter search criteria in the open-entry text box.

e Called Number (DNIS): This is the outbound called number. Enter search criteria in the open-entry text
box.

e Device/Port ID: This is the physical device. Enter search criteria in the open-entry text box

¢ Agent Number (Device Alias): This number is always associated with the agent, no matter what physical
device he/she uses. Enter search criteria in the open-entry text box

o Recording Time: This is the date/time the recording occurred. Click on calendar icon to enter search criteria
using date selector.

e Call Direction: Reports display as Inbound or Outbound. Select search criteria from the drop-down list:
Inbound, Outbound, Inbound or Outbound, Unknown.

e Duration: Reports display as HH:MM:SS. Enter search criteria in the three provided boxes as hours,
minutes, seconds.

e  Group: This is the ACD/Switch Group. Enter search criteria in the open-entry text box.

e ACD Gate: This is populated from the ACD with information known by various names (Gate, VDN, Queue,
Call Type, etc.). Enter search criteria in the open-entry text box.

e Total Hold Time: Reports display as HH:MM:SS. Enter search criteria in the three provided boxes as hours,
minutes, seconds.

e Userl-15: These fields may or may not be used in your installation. Names and values of these fields are
defined in the Web Portal's Terminology page.
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QA Evaluations

o Evaluations Completed: Enter search criteria in the open-entry text box; whole numbers only.

e QA Score: Enter search criteria in the open-entry text box; whole numbers only.

¢ QA Possible Score: Enter search criteria in the open-entry text box; whole numbers only.

o QA % Score: Reports display scores as percentages, calculated from QA Score/QA Possible Score. Enter
search criteria in the open-entry text box; numeric values up to two decimal places (e.g. 75.36).

Survey

e Survey Score: Enter search criteria in the open-entry text box; whole numbers only.

e Survey Possible Score: Enter search criteria in the open-entry text box; whole numbers only.

e Survey % Score: Reports display scores calculated from Survey Score/Survey Possible Score. Enter search
criteria in the open-entry text box; numeric values up to two decimal places (e.g. 75.36).

Analytics

e Analytic Tag: Enter search criteria in the open-entry text box.
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Quality Assurance Reports

Quality Assurance (QA) data available for ad hoc reporting includes both QA Form data and Completed QA
data. It is important NOT to mix these data types. Mixing them can yield

inaccurate, inconsistent or unexpected results. In general, QA reporting can serve Report Builder
two purposes:

Report Name:

e Reporting on available QA Forms (QA Form, Sections, Questions and available

responses). s i s s i oot
e Reporting on Completed QA Forms, which is what the vast majority of our ”esmn -

existing reports provide. Response Order

Auvailable Response

Using a single interface to create reports for both purposes is challenging because e
this data has different meanings and is linked together depending on context. To Response Score
help ensure accurate reporting, keep the following in mind when building reports: NA

> Completed QA Evaluation -
I' Completed QA Response | 3

Completed Question

e Categories beginning with "QA" are meant to be used when reporting on
available QA forms (e.qg. a listing of forms that include a specific question). TR

e Categories beginning with "Completed QA" are meant to be used when Score
reporting on QA evaluations (e.g. a listing of evaluations that received a Possible Score

. . . * Content Library ftems -
specific response to a specific question).

The following entities and fields are available for use in Quality Assurance ad hoc reports. If your system uses
custom field names in the Web Portal, those names will be shown instead of default names listed here. For more
information, see the Discover by Uptivity Administration Manuals "Terminology" section.

Evaluator

e Evaluator Name: Reports display as Last Name, First Name. Enter search criteria in the open-entry text box.
o Evaluator Status: Reports display as Active or Inactive. Select search criteria from the drop-down list: All,
Active, Inactive.

Agent

o Agent Name: Reports display as Last Name, First Name. Enter search criteria in the open-entry text box.
e Agent Status: Reports display as Active or Inactive. Select search criteria from the drop-down list: All, Active,
Inactive.

Arbitrator

o Arbitrator Name: Reports display as Last Name, First Name. Enter search criteria in the open-entry text
box.

o Arbitrator Status: Reports display as Active or Inactive. Select search criteria from the drop-down list: All,
Active, Inactive.
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Call Recording Record

Recording ID: Enter search criteria in the open-entry text box; numeric values only.

Caller ID (ANI): Inbound caller number. Enter search criteria in the open-entry text box.

Number Called (DNIS): Outbound called number. Enter search criteria in the open-entry text box.
Extension: Enter search criteria in the open-entry text box.

Agent ID: Enter search criteria in the open-entry text box.

Group

Group: This is the Discover Group name. Select search criteria from the drop-down list of Discover Groups.

QA Evaluation Form

Form Name: Enter search criteria in the open-entry text box.

Acknowledgment Required: Reports display as Yes, No. Select search criteria from the drop-down list: All,
Yes, No.

Create Date: Click on calendar icon to enter search criteria using date selector.

Status: Reports display as Active or Inactive. Search criteria values are All, Active, Inactive.

Disable Date: Click on calendar icon to enter search criteria using date selector.

QA Evaluation Form Section

Section Order: Enter search criteria in the open-entry text box; whole numbers only.
Section Name: Enter search criteria in the open-entry text box.

QA Evaluation Question

Form Question: Enter search criteria in the open-entry text box.

Question Order: Enter search criteria in the open-entry text box; whole numbers only.

Priority: Reports display as Normal, Critical. Select search criteria from the drop-down list: All, Normal,
Critical.

Possible Score: Enter search criteria in the open-entry text box; numeric values only.

QA Response
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Response Order: Enter search criteria in the open-entry text box; whole numbers only.
Available Response: Enter search criteria in the open-entry text box.

Auto Fail: Enter search criteria in the open-entry text box as follows: "0" for no auto-fail, 's" for section auto-
fail, or "f* for form auto-fail.

Response Score: Enter search criteria in the open-entry text box; numeric values only.
NA: Reports display as NA. Select search criteria from the drop-down list: All, Yes, No.
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Completed QA Evaluation

Evaluation ID: Enter search criteria in the open-entry text box; numeric values only.

Date Completed: Click on calendar icon to enter search criteria using date selector.

Total Form Possible Score: Enter search criteria in the open-entry text box; numeric values only.

Total Actual Score: Enter search criteria in the open-entry text box; numeric values only.

Total QA % Score: Reports display scores calculated from QA Score/QA Possible Score. Enter search
criteria in the open-entry text box; numeric values up to two decimal places (e.g. 75.36).

Acknowledgment Status: Reports display as Unacknowledged or Acknowledged. Select search criteria from
the drop-down list: All, Acknowledged, Unacknowledged.

Notes: Enter search criteria in the open-entry text box.

Score Changes: This is the number of times an evaluation score has been changed. Enter search criteria in
the open-entry text box; whole numbers only.

QA Status: Reports display as Completed, In Progress, Question or Dispute. Select search criteria from the
drop-down list t: All, Completed, In Progress, Question, Dispute.

Start Date: This is the date a completed or in-progress evaluation was started. Click on calendar icon to
enter search criteria using date selector.

QA Active/Deleted: Reports display as Active or Deleted. Select search criteria from the drop-down list: All,
Active, Deleted.

Disputed Count: This is the number of times an agent disputed an evaluation comment or score. Enter
search criteria in the open-entry text box; numeric values only.

Questioned Count: This is the number of times an agent questioned an evaluation comment or score.
Enter search criteria in the open-entry text box; numeric values only.

Completed QA Response

Completed Question: Enter search criteria in the open-entry text box.

Question Response: Enter search criteria in the open-entry text box.

Score: Enter search criteria in the open-entry text box; numeric values only.
Possible Score: Enter search criteria in the open-entry text box; numeric values only.

Content Library Items

Library Item: Reports can display as related to agents or groups. Enter search criteria in the open-entry text
box.

Acknowledged Date: Reports can display this per agent. Click on the calendar icon to enter search criteria
using date selector.
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Completed Survey Form

Note Survey Form data may be related to a Call Recording ID.

Survey Name: Enter search criteria in the open-entry text box.

Status: Reports display as Not Started, Complete, Incomplete or Taken. Select search criteria from the drop-
down list: All, Not Started, Complete, Incomplete, Taken.

Completed Survey ID: Enter search criteria in the open-entry text box; numeric values only.

Survey Possible Value: Enter search criteria in the open-entry text box; numeric values only.

Survey Value: Enter search criteria in the open-entry text box; numeric values only.

Survey % Score: Reports display scores calculated from Survey Score/Survey Possible Score. Enter search
criteria in the open-entry text box; numeric values up to two decimal places (e.g. 75.36).

Achievements

Achievement ID: Enter search criteria in the open-entry text box; whole numbers only.

Achievement Points: Enter search criteria in the open-entry text box; whole numbers only from 0-999.
Awarded Date: Click on calendar icon to enter search criteria using date selector.

Expiration Date: Click on calendar icon to enter search criteria using date selector.

Achievement Status: Reports display as Active or Expired. Select search criteria from the drop-down list: All,
Active, Expired.

Achievement Types
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Achievement Name: Enter search criteria in the open-entry text box.
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Survey Reports

The following entities and fields are available for use in Survey ad hoc reports. Survey-call record linking must be
configured for the agent and call recording data to appear in the database. If your system uses custom field
names in the Web Portal, those names will be shown instead of default names listed here. For more information,
see the Discover by Uptivity Administration Manual's "Terminology™ section.

Form

Form: Enter search criteria in the open-entry text box.

Form Status: Reports display Active, Disabled or In Progress. Select search criteria from the drop-down list:
All, Active, Disabled, In Progress.

Negative Threshold: Enter search criteria in the open-entry text box; numeric values only.

Positive Threshold: Enter search criteria in the open-entry text box; numeric values only.

Section: Enter search criteria in the open-entry text box.

Question

Question: Enter search criteria in the open-entry text box.

Question Type: Reports display Present Question and Wait for Result, Collect Customer Information,
Collect Digits, End Survey, Transfer, or Skip. Select search criteria from the drop-down list: All, Present
Question and Wait for Result, Collect Customer Information, Collect Digits, End Survey, Transfer, Skip.
Hide No-Data Response: Reports display as Yes or No. Select search criteria from the drop-down list: All,
Yes, No.

Possible Score: Enter search criteria in the open-entry text box; numeric values only.

Response

Response: Enter search criteria in the open-entry text box.

Response Possible Value: Enter search criteria in the open-entry text box; numeric values only.
Response Recording Name: Some survey questions may elicit a verbal response, which is recorded as a
.wav file. Reports display the filename (e.g. 0-101154.wav). Enter search criteria in the open-entry text box.
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Completed Survey

e Completed Survey ID: Enter search criteria in the open-entry text box; numeric values only.

o Duration; Reports display as HH:MM:SS. Enter search criteria in the three provided boxes as hours,
minutes, seconds.

e Survey Date: Click on calendar icon to enter search criteria using date selector.

¢ Number Called (DNIS): Outbound called number. Enter search criteria in the open-entry text box.

e Caller ID (ANI): Inbound caller number. Enter search criteria in the open-entry text box.

e Survey Possible Value: Enter search criteria in the open-entry text box; numeric values only.

e Survey Value: Enter search criteria in the open-entry text box; numeric values only.

e Survey % Score: Reports display scores calculated from Survey Score/Survey Possible Score. Enter search
criteria in the open-entry text box; numeric values up to two decimal places (e.g. 75.36).

e Survey Complete: Report displays as Yes, No. Select search criteria from the drop-down list: Yes, No, All.
Can be used as a Measure field in Matrix Table reports.

Call Recording

e Call Recording ID: Enter search criteria in the open-entry text box; numeric values only.

Agent

o Agent Name: Reports display as Last Name, First Name. Enter search criteria in the open-entry text box.

e Phone ID: Enter search criteria in the open-entry text box.

e Agent Status: Reports display as Active or Inactive. Select search criteria from the drop-down list: All,
Active, Inactive.

e Group: This is the Discover Group name. Select search criteria from the drop-down list of Discover Groups.

e Group Status: Report Reports display as Active or Inactive. Select search criteria from the drop-down list:
All, Active, Inactive.
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Note: The Clarity database stores dates and times in UTC (Coordinated Universal Time), the primary time
standard by which the world regulates clocks and time. The Clarity Web Portal often adjusts these fields to
the user's time, but ad hoc reports show the date/time fields in UTC. For this reason, you may notice
differences between ad hoc reports and what you see in Clarity's user interface.

ACD Call and Agent Data Reports

These entities and fields are used for Clarity ACD Call and Agent Data Ad Hoc Reports.

ACD Split Call Data

Call Volume Date/Time: Click on calendar icon to enter search criteria using date selector.

Split: Enter search criteria in the open-entry text box.

Device: Enter search criteria in the open-entry text box.

Interval Seconds: This is the time interval for which data should be pulled. Enter search criteria in the open-
entry text box as seconds (e.g. 3600 seconds = 1 hour).

Offered Calls: Enter search criteria in the open-entry text box; whole number values only.

Answered Calls: Enter search criteria in the open-entry text box; whole number values only.

Service Level Calls: Enter search criteria in the open-entry text box; whole number values only.
Abandoned Calls: Enter search criteria in the open-entry text box; whole number values only.

Abandon Seconds: This is the total time in seconds that abandoned calls were on hold before caller hung
up. Enter search criteria in the open-entry text box as seconds (e.g. 3600 seconds = 1 hour).

ACD Agent/Split Call Data

Note ACD Agent/Split and ACD Agent data can be used to calculate Average Handle Time (AHT),
Occupancy/Utilization, and other metrics.

Split: Enter search criteria in the open-entry text box.

Call Volume Date/Time: Click on calendar icon to enter search criteria using date selector.

Interval Seconds: This is the time interval for which data should be pulled. Enter search criteria in the open-
entry text box as seconds (e.g. 3600 seconds = 1 hour).

Answered Calls: Enter search criteria in the open-entry text box; whole number values only.

Hold Calls: This is the number of calls that were placed on hold one or more times. Enter search criteria in
the open-entry text box; whole number values only.

Ring Calls: Enter search criteria in the open-entry text box; whole number values only.

Customer Seconds: This is the talk time in seconds. Enter search criteria in the open-entry text box as
seconds (e.g. 3600 seconds =1 hour).

Hold Seconds: Enter search criteria in the open-entry text box as seconds (e.g. 3600 seconds =1 hour).
ACW Seconds: This is time spent on after-call work. Enter search criteria in the open-entry text box as
seconds (e.g. 3600 seconds =1 hour).
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ACD Agent Data

e Call Volume Date/Time: Click on calendar icon to enter search criteria using date selector.

o Interval Seconds: This is the time interval for which data should be pulled. Enter search criteria in the open-
entry text box as seconds (e.g. 3600 seconds = 1 hour).

e Logged in Seconds: This is the total number of seconds logged into the ACD. Enter search criteria in the
open-entry text box as seconds (e.g. 3600 seconds = 1 hour).

¢ Available Seconds: This is the total number of seconds available to take calls (e.g. waiting for a call). Enter
search criteria in the open-entry text box as seconds (e.g. 3600 seconds =1 hour).

¢ Inactive Seconds: This is the total number of seconds in inactive modes (e.g. lunch, break, training). Enter
search criteria in the open-entry text box as seconds (e.g. 3600 seconds = 1 hour).

Skill

e Skill: Enter search criteria in the open-entry text box.

Labor Unit

e Labor Unit: Enter search criteria in the open-entry text box.

User

e Agent Name: Enter search criteria in the open-entry text box.

Team

o Team: Enter search criteria in the open-entry text box.
e Team Supervisor: Enter search criteria in the open-entry text box.

Service Level

e SL Waiting Time: This is the Service Level goal for "Waiting Time" as set by your Clarity administrator.
Enter search criteria in the open-entry text box; numeric values only.

e SL Percent Calls Answered: This is the Service Level goal for "Percent Answered" as set by your Clarity
administrator. Enter search criteria in the open-entry text box; numeric values only.
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Agent Leave/PTO Reports

These entities and fields are used for Clarity Agent Leave/PTO ad hoc reports.
Leave Requests

e Leave Type: Enter search criteria in the open-entry text box.

o Date Created: Click on calendar icon to enter search criteria using date selector.

o Start Date: Click on calendar icon to enter search criteria using date selector.

o End Date: Click on calendar icon to enter search criteria using date selector.

o Leave Duration: Reports display as HH:MM:SS. Enter search criteria in the three provided boxes as hours,
minutes, seconds.

¢ Comment: Enter search criteria in the open-entry text box.

e Status: Enter search criteria in the open-entry text box.

e Approved By: Enter search criteria in the open-entry text box.

Agent

e Agent: Enter search criteria in the open-entry text box.
e Location: Enter search criteria in the open-entry text box.

Team

o Team: Enter search criteria in the open-entry text box.
e Team Supervisor: Enter search criteria in the open-entry text box.

Labor Unit

e Labor Unit: Enter search criteria in the open-entry text box.

Skill

o  SKkill: Enter search criteria in the open-entry text box.
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Shift Reports

These entities and fields are used for Clarity Shift ad hoc reports.

Shift

Agent Name: Enter search criteria in the open-entry text box.

Shift Start: Click on calendar icon to enter search criteria using date selector.

Shift End: Click on calendar icon to enter search criteria using date selector.

Shift Duration: Reports display as HH:MM:SS. Enter search criteria in the three provided boxes as hours,
minutes, seconds.

Activity: This is the type of activity (e.g. lunch, meeting, training, break, etc.) Enter search criteria in the
open-entry text box.

Activity Start: Click on calendar icon to enter search criteria using date selector.

Activity End: Click on calendar icon to enter search criteria using date selector.

Activity Duration: Reports display as HH:MM:SS. Enter search criteria in the three provided boxes as hours,
minutes, seconds.

Is Paid: Reports display as Yes or No. Select search criteria from the drop-down list: All, Yes, No.

Late Threshold: Enter search criteria in the open-entry text box; numeric values only.

Labor Unit

Labor Unit: Enter search criteria in the open-entry text box.

Skill

Skill: Enter search criteria in the open-entry text box.

Team

84

Team: Enter search criteria in the open-entry text box.
Team Supervisor: Enter search criteria in the open-entry text box.
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This section explains how to generate a variety of reports using the Ad Hoc Report Builder. These are meant to
give you an idea of the flexibility and types of ad hoc reports you can create, but is by no means an all-inclusive

list.
Audit Report > Superuser

This report lists the users who have superuser permission.

Columns Rows Criteria Operator Criteria Value

User > Username User > User Status User > Superuser Equal To Yes
User > Last Name
User > First Name

User > Superuser

Audit Report > Modified Users

This report lists which users have been modified in the last 24 hours.

Columns Rows Criteria Operator Criteria Value

User > Username N/A User > Modified On Greater Than [Yesterday's Date]

User > Last Name

User > First Name

Audit > Group Membership

Predefined reports show the agents within a group. This example will allow viewing by groups assigned to an

agent instead.

Columns Rows Criteria Operator Criteria Value

Group > Group User > Username User > Username Equal To [Username]
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Audit > User Role Assignments

Shows the roles assigned to active users whose accounts are not locked.

Columns Rows Criteria Operator Criteria Value
Users > Username N/A Users > User Status Equal To Active
Users > Last Name Users > Locked Equal To No

Users > First Name

Users > Role Name

Audit > Role: Permissions

There is currently no predefined report in Discover that provides this information. It displays what permissions
are assigned to which roles.

Columns Rows Criteria Operator Criteria Value
Permission > Role Name N/A N/A N/A
Permission

Call Recordings > User Fields

If custom user fields are utilized, this report would relate that data to specific call records. For example, if order
numbers or account numbers are linked to recording IDs, the following settings would display that data. Filters
can be added to limit results. This type of report may be useful in environments using On-Demand and Fusion.

Columns Rows Criteria Operator Criteria Value
Call Recording N/A N/A N/A N/A
Record > Recording
ID

Call Recording
Record > [custom
user field]
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Call Recordings > Total Hold Time

Ad Hoc Reports

For integrations that track hold time, this report would display hold time per calls, and could total or average the

hold time across a range of filtered call records.

Columns

Rows

Criteria

Operator

Criteria Value

Agent ID > Last Name
Agent ID > First Name

Call Recording Record >
Recording ID

Call Recording Record >
Duration

Call Recording Record >
Total Hold Time

Call Recording Record >
Caller ID (ANI)

N/A

N/A

N/A

N/A

Call Recordings > Calls from Particular Area Codes

This could help locate areas with high incoming call volumes for strategic purposes.

Columns

Rows

Criteria

Operator

Criteria Value

Agent ID > Last Name
Agent ID > First Name

Call Recording Record >
Recording ID

Call Recording Record >
Duration

Call Recording Record >
Caller ID (ANI)

N/A

Call Recording
Record > Caller ID
(AND)

Starts With

[Area Code]
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Quality Assurance > Agent QA Summary

A predefined report like this exists, but now additional fields can be added, such as the name of the evaluator.
This allows comparison of evaluation scores on the same form if both were done on the same recording.

Columns Rows Criteria Operator Criteria Value
Completed QA Recording ID N/A N/A N/A
Evaluation > Evaluation
ID

Evaluator > Evaluator
Last Name

Evaluator > Evaluator
First Name

Agent ID > Agent Last
Name

Agent ID > Agent First
Name

QA Evaluation Form >
Form Name

Completed QA
Evaluation > Total Form
Possible Score

Completed QA
Evaluation > Total Actual
Score
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Quality Assurance > QA Score and Survey Score Comparison

Allows you to compare QA scores to survey scores for a given Recording ID.

Ad Hoc Reports

Columns

Rows Criteria Operator Criteria Value
Completed QA Recording ID N/A N/A N/A
Evaluation > Evaluation
ID

Agent ID > Agent Last
Name

Agent ID > Agent First
Name

Completed QA
Evaluation > Total Form
Possible Score

Completed QA
Evaluation > Total Actual
Score

Completed Survey Form
> Survey Possible Value

Complete Survey Form >
Survey Value
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Quality Assurance > QA Form Score Relation to Library Items/Training

This can be useful in determining how effective training and resource materials are for improving agents' QA
scores.

Columns Rows Criteria Operator Criteria Value
Completed QA Recording ID Content Library Equal To [File Name]
Evaluation > Evaluation Items > Library Item
ID

Completed QA
Evaluation > Date
Completed

Agent ID > Agent Last
Name

Agent ID > Agent First
Name

QA Evaluation Form >
Form Name

Completed QA
Evaluation > Total Form
Possible Score

Completed QA
Evaluation > Total Actual
Score

Content Library Items >
Library Item

Content Library Items >
Acknowledged Date
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Survey > Call Recording/Agent/Survey Score

Ad Hoc Reports

There are currently no predefined reports that show the linking of call recordings to surveys. Building the

following report shows that.

Columns

Rows

Criteria

Operator

Criteria Value

Call Recording > Call
Recording ID

Agent ID > Agent Last
Name

Agent ID > Agent First
Name

Completed Survey >
Completed Survey ID

Completed Survey >
Survey Date

Completed Survey >
Survey Possible Value

Completed Survey >
Survey Value

N/A

N/A

N/A

N/A
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System Reports

Your Discover system offers system reporting options in two areas. The System Reporting section under the
Printable Reports menu provides historical data that relates to the usage of the Discover software and the
status of the system and software.

System Reporting

Filter:

Report
Dizk History
System Activity Summary

System Usage

Pages : 1

Description
Chartz the daily consumption of memory resources by saved audio and video files.
Total incidents of logged user activities over time.

Time spent logged into the CallCopy system per user.

Search

Date Created
320
Izon
3z

GoToPage:|1 | of1 IEl

The System Reports menu provides a number of non-printable reports, which have data that is not suited for
printing or exporting. These reports are usually interactive, and often provide real-time updates to the user.

Privl Sye Repocts ¥ Prose Satue

B
M Tty I Segw wurmmwernns swrtat Sy ® swmrn. Leo’ Anbet e (732013 9 36 01 AV

Syatem Asporte
P PROse ¥grmanon

01

nm

Both categories of reports are explained in this section, with the printable reports first.
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Disk History

The Disk History Report displays 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
differently-colored lines.

Disk History
Start Date 10/7/2013 7] End Date 1012312013 =
4 41  of2a bbbl @ Find | Next &~ (%)

H@), Disk Usage History

For period beginning Monday, October 07, 2013 and ending Wednesday, October 23, 2013

Disk Usage Over Time
20 - — C Drive
L F Drive
15 I,«”\ — 10.105.30.32 Drive
2 /)
e 10 f—\
o | \
E 'V ‘Y
= [\
54 : \
/ \
0 / N
10/7/2013 10/12/2013 10/17/2013 10/22/2013
Date
Date Type Drive Disk Usage
10/07/2013 & 0.00 MB
10/08/2013 | Audio F 1.41 MB
10/09/2013 | Audio F 4.53 MB
10/10/2013 | Audio & 0.20 MB
10/10/2013 | Video F 0.39 MB
10/11/2013 | Audio F 0.81 MB
10/11/2013 | Video F 1.78 MB
10/12/2013 C 0.00 MB
10/13/2013 C 0.00 MB
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The System Activity Summary displays the actions a specified user(s) performed in the Discover 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.

Internal All| Al []

User ID All

System Activity Summary

Start Date | 272802011

[=]

Back Generate Report
L I J

et

|
J End Date| 372012011 .J

[»

”@” System Activity Summary

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

02;’13{2012| Mo activity on this date.
D2,-“14.:’2C:12| Mo activity on this date.

Date User Count Event
02/15{2012 3| Invalid Page Access Attempt
02/15/2012 1|5ystem 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|5ystem Start
02/17/2012 | Administrator Administrator 2| Login
02/17/2012 | Administrator Administrator 2| Logout
02,#18,1’21312| Mo activity on this date.
O2f19,|‘2l|]12| 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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The System Usage report displays the total time a user was logged into the system based on the specified time
range.

System Usage I Back H Generate Report ]

Start Date | 2y2gr2011 .J End Date| 3/29/2011 .J User D) Al El

|1>>

T

”e” System Usage

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

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

Total: 05:42:17

System Usage - 3/29/2011 CallCopy Recorder Reporting Service Page 1of 1
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The IP Phone Status report shows the status of all IP phones detected on the network for passive VolP
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 automatically updates the list every 5 seconds. It can also be exported into a CSV file by
clicking the Export button at the top-right of the report. Confidence indicates Discover’s certainty that the voice
port is actually assigned to the IP address. Confidence can be:

¢ (1) No Confidence

e (2) Best Guess

o (3) Parsed (e.g. 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 (e.g. very confident. The telephony system has provided the port/address combination
to Discover.)

e (5) Static Entry — The port/address has been entered in the IP Phones list section of the Recorder Settings
menu on Discover's Administration tab.

IP Phone Status Export

Thiz page sutomaticslly refrezhes every 5 zeconds. Last Refrezh Time: 61 1/2010 11:23:46 AM

IP Phone Information

Voice Port Device Alias IP Address Board - Confidence Last Update
7506 10.100.6.25 1 (3)Parsed &/27/2010 1:28 PM
7507 10.100.6.36 1 (3)Parsed 43042010 3:25 PM
7505 10.100.6.41 1 (3)Parsed SI3/2010 2:47 PM
7503 10.110.18.2 1 (3)Parsed 6/1/2010 7:36 PM
7504 10.110.19.2 1 (3)Parsed 4/26/2010 10:16 PM
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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 for which
the system is licensed.

This report shows licenses for
the server that hosts the Web
Portal. If you have other
recording cores on different
servers, those licenses will not
be checked or included in this
report.

System Reports

License Information

System License Available Y

License ID :
Created On

Licensed To

License Type

Expires On

Licensed Audio Ports
Licensed Screen Capture Ports
Licenzed Desktop Onhy Ports

Maximum Concurrent Recordings

081 042009
‘Devell1

CaliCopy

:Production
‘Hewver
500

500

500

-1
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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.

Tools - Systom Status

4 Logged In Usars

Usernnnie . Ime

Saparuser 236 M

1

# Channel Summary

Idie Regording Total Channels
0 155

+ Channe! Status

Channel “iate - L st Slate Cliangs Agerd Neme Huvardmg Dewvice Necar]
123 Qutl SSaryce NR12012 29304 P

£ [eany

4 Fen3y

€ Reaty

2 Seasy

T Reozy

) Reagy

] Ranty

4 Hunty

" Samy

1334S5ETENN M 1213 1215 12

* Screen Capture Cliont Status

Agunt Marme Farnane * 1P Addrnss Compitar Versiom Application
eIV apart! W 18011101 syeetlgc 4081020 e 1.
Richard Curningham sperttl Wigo 1110 sgerttt.po wIre 11w
Stoart Owyer agarti W01 sjertidpc sare ite
lererry Carmozza apantiy D0 Y1182 agent1Z.po sime t1e
Carmen Bemer agertid 10.180 11,112 agert1d.pc sure e
Franks Hanoes apenis 10130 11,195 agertis-pc seve tie

Note In some cases, a user may be logged in on multiple computers or browsers, and then log out of one
session while still working in the other. The Logged In Users table may not correctly reflect each of these
logins/logouts.
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The Transcoder Status report gives a near real-time display of what audio files are being processed by the
Transcoder module. This is useful in verifying the proper operation of the Transcoder. The list displays the last
10 Completed Records, In-Progress Records and Failed Records in separate sections. The list automatically
refreshes every five seconds

For both completed and failed records, the Source column displays the names of the raw audio files, and the
Destination column lists names of the files that have been successfully transcoded. For Failed Records, the
report also shows the date/time of the last transcoding attempt, when the next attempt will take place, the
number of attempts that have been made, and the current status of the process.

Transcoder States

This page astoeatcelly eéuahes seery & seconda Lazt Madeant Time FOZ22017 11.00 17 AM

Covpmied Recorss

ettty CuLLe e st Queued Tenw Lant Qpate Tame

Lvryd F ok opy fiecerting 2013 100935020800 08-55-28.cce FrlaiCopy'Recomn ga Q01 31 §030S02600- 08-53-33 wav 1080013 81529 AV 18/Q013 9:15.50 AW
No h Progress Recocds
Fadet Recsrds
Ve artrry S G0 [T [ gatn Temee st Betry Time AMampte Matus
L¥al ) FACaCopy\ Recerdnge S0 1 300 DTN T 13- 200 FACSRCapr/ARa corn gwQR | MR 0 ATIETTA 32018 wae SADSOIS AR ISP ATARO1E 3 Ursnewn (4

21 FACAIC ooy RecerdrgaD) 1200 AT NI4T 132030 c28 FALaCepy e Snow R0 J0RI 0T 47704 T 13-20-32 www WINNII A0S EITEEIC0N0 3 Urdnewn (4
L~ ¥ F Caopy' Recordingw'SX 1 33000040 T 480 1 30047 cco F LG py'Recoran pr'J D1 2000617 2480548 13-00.47 e Lo b ERL LT IR b Urnown (4}
et ¥ ‘Recordnpa VP20 1 SO0 T 4451349821 coa F BacardegeVeP Q01 MSOTIT 4RI AR 102025 way W03 1048 11 AN Uricvarwn (4}
“y F 'Racorengs'VoPI0 1 JETOVTOT S48 155000 ooa FiRecsrdrgy Va0 M7 U7 SATTS4E- 155030 way TR0 LN N Urdnpwn (4
("2 ) T \Rocoron g VOPZ0 13870 MI540\T S48 FRecerdrgal/SiP201 30707 RE0TS4G. 155615 way TARO ey} Urenown (4

wra FRaconen e VuP20 138 FiRecerdngs VP01 M7 07 5457546 13-26-17 waw Urenpwn (4)
oz FiRocoemngsVoP 20 130 FRe0ordngeOVoiP 201 307007 S45LTS46. 1 24405 way Unnown (4}
& FRecorangaVOP0 1 JFTONTSLETESS- 1 2. 04-58 oce FRecorangs P01 3070717 5437546 12.34-52 was A3 12408 N Urinewn (&
&7 FiRecoron Vo 20138 T585-12-05-98 oce FReCerdrge e 201 20700750546 12-05-12 wav TRGOI 1236497 FITIBS50E0 3 Unknpwn (&
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The

Audit Report displays the log of specific actions taken by each user in the system during a specified date

range. Auditing is controlled by the system; users cannot change what is audited. Use the Log Type list to search
for specific events or actions performed by a user, such as Login, Logout, or Change Password.

Search fields available for customizing the Audit Report include:

100

User: Select the desired user from the drop-down list, or choose "All".

Log Type: Select the desired log types from the drop-down list of events that are logged, or choose "All".
Component or Page: This is the component or page involved in an event. In the open-entry text box, enter
search criteria as either a component name (e.g. AuditLog) or as an HTML page (e.g.
/Administration/Scheduling/CreateCustomSchedule.aspx).

IP Address: In the open-entry text box, enter the address of the user whose action caused the event.

ID of Related Object: Call records and audio recordings are stored in the Discover systems as objects with
ID numbers. Some event types (e.g. Call Playback) can therefore include this number as a criterion, and you
would enter it in the open-entry text box. Other event types (e.g. Login or Changed Password) will not have
any related objects.

Message Text 1/2/3: Enter search criteria in the open-entry text box; see note.

Start Time/End Time: Use the date selectors to enter the start and end of the time range for the report.
Audit records are written to the database and do not expire. They remain available for reporting for the life of
your system (barring any database issues that result in data loss).

Note

Audit messages consist of one to three parts. Each part contains different text. After a list of events is
retrieved, review the messages to find which events are useful. Pick the appropriate key words and enter
them in the Message Text fields. Determining which words appear in which field involves some trial and
error, and it may be helpful to use the Starts with, Ends with, Contains and Does not contain operators
when setting up criteria.
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Report Tools

Report Tools

Report Tools allow you to automate, and/or make available to other users, certain
reporting functions. They are designed to make reporting more effective and efficient. The
Report Tools menu has these links:

PFrntatie Reports

Reporct Toots

Report Subscriptions: In most organizations, there is a need for certain reports to be
generated and distributed on a regular basis. Report subscriptions allow you to automate
this process. You must have the "Allow Report Subscriptions™ permission to use this
functionality.

Report Library: In essence, a report is a combination of the report layout and the criteria
used to generate the report. When reports are created, users are given the option to save
the associated criteria as either public or private. The Report Library is where you will
find any public criteria, as well as private criteria that you personally have saved. For
details, see

System Reports

Ad Ho Reports

Report subscriptions allow you to pre-schedule specific reports and provide the results to multiple users.

To access Report Subscriptions in Discover, 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 available subscriptions. Click
the heading of any column to sort by the contents of that column.

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

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. Users who have subscribed to a report will not be
automatically informed that the subscription has been deleted.
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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.

Repon Sulbscripliong e Adverced Haw

1. Click the New button at the top-right of the page. The Report Subscription Details page will load.

2. Choose a report from the Select a Report drop-down list. Only those reports listed in the Printable Reports
menu are available for subscription.

3. The Description field is a custom title for your subscription. Enter a description in the field.
Reports are delivered via e-mail, allowing the report to be sent directly to one or more recipients. The
following fields appear for completion:
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To:, and Benter the e-mail addresses of the recipient(s) in these fields as appropriate. Use semi-colons
to separate multiple addresses in the same field.

Reply-To: enter the e-mail address to which any replies should be sent. This is a required field.

Subject: the subscription builder automatically fills the Subject with the name of the report and the time
at which it was run. You can customize the contents of this field if desired.

Include Report: checking this box causes the report file to be attached to the email.

Include Link: checking this box generates a custom link which the recipient can click to launch the
report file. This option is useful when distributing the complete report to a large number of users would
negatively impact 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 Uptivity Installation engineer.

Render Format: from the drop-down list, select the format for the delivered report. The following file
types are supported: Comma Delimited (CSV); Acrobat (PDF); Web Archive (MHTML); Excel (XLS);
Image (TIFF); Word (DOC); and Data (XML).

Priority: from the drop-down list, select the priority to flag the e-mail appropriately for its recipient(s)
Comment: enter any additional description or text that should appear in the body of the e-mail.
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Report Tools

Reports can be run once or repeatedly on an hourly, daily, weekly, or monthly schedule. Each of the schedule
options allows for additional fine-tuning. For example, in the monthly schedule you can set the report to run
only in specific months, limit the week in which it runs, and more. Regardless of any other options selected,

you must choose a start time for the report to run. Best practice is to schedule report subscriptions to run
outside peak times so that their impact on other system activities is minimized. Set the individual report

schedule details from the following:

Choose whether to run the report on an hourly, daily, weekly, monthly, or one time basis.

Monthlty Schedule

Honths: E|I'I Fel::- Mﬂr pr
r.ha',r un uI ug
Sap D ct r-J oV D&u:

@0n week of month: | 144 El

On day of week: [ I e A [ e

Sun Kon Tue Wed Thu Fri Sat

"/On calendar dayis): {Comma separated list)

Starttme: g2 - pg @ @am CpM.

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 Overview section of the page.

These options will be the same as the options for the report when viewed through the Printable Reports

menu.

Report Parameter Values
Specify the report parameter values to use with this subscription.
Start Date:
¥ Use Default
End Date:
¥ Use Default
Group:
V] Use Default
Call Directien:
Incoming E] [ Use Default

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.
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The Report Library is available under the Report Tools menu on the Reporting tab. This page will list any report
criteria that you personally have saved for printable or ad hoc reports, as well as any criteria saved as public by

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

Delete the saved criteria by clicking the Delete icon.

Report Library

Private Listing

Report Date Created Owner
Sales Agent Incoming Call Summary Report 8/23/2011 12:13:19 PM SUpETUSEr 5
Sales Agent Outgoing Call Summary Report 872372011 12:14:03 PM SUpEruser |
Sales Agents Ranking Report B232011 31745 PM SUPETUSEr '

Public Listing

Report Date Created Owner

Calibration Group Q& Summary G/24/2011 1:56:51 PM SUpETuUser O
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About Uptivity

About Uptivity

What boosts the bottom line for any company with a contact center? How about getting the best that every agent
can deliver from their first day on the job and constantly optimizing contact center management and
performance? Only Uptivity gives you the tools you need to continuously improve every aspect of each step of
every agent’s life cycle and enhance customer satisfaction. You get exactly what you need thanks to a modern,
integrated, and easy-to-use suite of tools that offers a unified system for performance management, workforce
management, speech analytics, and call recording. Unparalleled customer service and support from our in-house
staff combine with a better bundle for a better value, and a lower total cost of ownership.

Headquartered in Columbus, Ohio, and on the Web at www.uptivity.com.
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