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Software will be error-free.
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NONINFRINGEMENT. THIS WARRANTY GIVES YOU SPECIFIC LEGAL RIGHTS. YOU MAY HAVE OTHER RIGHTS THAT
VARY FROM STATE TO STATE.

DISCLAIMER OF DAMAGES

TELEPHONY@WORK, INC. SHALL NOT BE LIABLE TO YOU FOR INDIRECT, SPECIAL, INCIDENTAL, EXEMPLARY,
CONSEQUENTIAL DAMAGES OR SIMILAR DAMAGES (INCLUDING, WITHOUT LIMITATION, LOST PROFITS OR LOST
DATA) RELATED TO THIS AGREEMENT OR RESULTING FROM CUSTOMER'S USE OR INABILITY TO USE THE
SOFTWARE, ARISING FROM ANY CAUSE OF ACTION WHATSOEVER, INCLUDING CONTRACT, WARRANTY, STRICT
LIABILITY, OR NEGLIGENCE, EVEN IF TELEPHONY@WORK, INC. HAS BEEN NOTIFIED OF THE POSSIBILITY OF
SUCH DAMAGES. SOME STATES DO NOT ALLOW THE LIMITATION OR EXCLUSION OF LIABILITY FOR INDIRECT,
SPECIAL, INCIDENTAL, EXEMPLARY, CONSEQUENTIAL DAMAGES OR SIMILAR DAMAGES SO THE ABOVE
LIMITATION OR EXCLUSION MAY NOT APPLY TO YOU. IN NO CASE SHALL TELEPHONY@WORK, INC.'S LIABILITY
EXCEED THE PURCHASE PRICE FOR THE SOFTWARE. The disclaimers and limitations set forth above will apply
regardless of whether you accept the Software.
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The laws of the State of California will govern this Agreement. This Agreement may only be modified by a license
addendum that accompanies this license or a written document that has been signed by both you and
TELEPHONY@WORK, INC. Should you have any questions about this Agreement, or if you desire to contact
TELEPHONY@WORK, INC. for any reason, please write: Telephony@Work, Inc. Customer Sales, 4225 Executive
Square, Suite 600, La Jolla, CA 92037 or call 1-888-854-4224.
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Introduction

What is Supervision Manager?

Supervision Manager is a browser-based program for managing Agents
in a Call Center. From almost any computer, you can improve your
overall customer service and reduce costs by managing agent activity,
managing workflows, monitor real-time events, and creating quality
recordings for later review.

This manual describes the features that are available to a Supervisor.
To learn about Agent features (which, as a Supervisor, you can also
access) see the Interaction Manager User’s Manual.

To use Supervision Manager, you must have Internet
Explorer, version 6.0 or above.

Features and Benefits

e A browser-based interface, which allows you to work /ocally
(intranet) or remotely (Internet).

e Conferencing features allow you to participate with Agents on
active Interactions.

o  Whisper Coaching allows you to assist Agents without the caller
hearing, when the agent is working off-hook only.
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e The Join Agent feature allows you to immediately take over the
Agent’s Interaction with the customer.

e You can view agent screens in real-time to identify an agent
status, interaction status, workgroup status, and interaction
history.

e Multiple Messaging Capabilities let you broadcast a message to all
agents or only to one agent.

e You can take over an Agent’s connection to the call center and to
the customer.

e You can hang-up and log-off agents.

e You can perform Workgroup-Level monitoring, by viewing
workgroup interactions using the on-line Reader Board.

e Includes Customizable Reports and Pre-configured Reports, which
you can generate and print for later analysis.

e You can review interaction histories, including chats, emails, notes,
recordings, and more.

Types of Supervisor Accounts

Before you can use the Supervision Manager program, your
Administrator must create an account for you. However, your
Administrator can create Supervisor Accounts with different levels of
access:

e  Supervisor Account with limited or full access
e Guest Supervisor Account

Ask your Administrator if you are not sure which type of account you
have.

1-2
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Supervisor Account with Limited or Full Access

Supervisor accounts have access to every screen and feature in the
Supervision Manager program.

1.

If you have a limited access Supervisor account, you can monitor
only the activity of Agents assigned to you your Administrator.

a.

Agent Status screen/Agent Statistics screen: Displays only
Agents assigned to you.

Workgroups screen: Displays all Workgroups that have
completed an Interaction, even if the Agents in the
Workgroups are not assigned to you.

Service Level Workgroups screen: Displays all Workgroups,
even if the Workgroup did not complete an Interaction and
even if the Agents in the Workgroups are not assigned to you.

Interactions screen: Displays interactions routed to agents
assigned to you as well as all non-accepted interactions of
non-assigned agents (such as queued interactions that were
not yet accepted by any agent).

Review Recordings screen: Displays only select Agents that
are assigned to you.

Interaction History screen: Displays only select Agents that
are assigned to you.

Full Access: Allows additional information in the Workgroups
screen and the Interactions screen.

Agent Status screen, Agent Statistics screen, Interaction
Recording screen, and Interaction History screen: Displays
only the Agents assigned to you.

Workgroups screen and the Service Level Workgroups
screen: Displays all Workgroups.

Interactions screen: Displays all Interactions.
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Guest Supervisor Accounts

A Guest Supervisor account has the least amount of access to
Supervision Manager features. A Guest Supervisor can:

e View the Agent Status screen, and see only their assigned
Agents. See “Types of Supervisor Accounts” on page 1-2.

e Use the Listen feature on the Agent Status screen. See
“Listening to an Agent” on page 3-5.

e Set Supervisor Alarms on the Agent Status screen. See “To Set
Alarms for Agent Status” on page 2-10.
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Supervision Manager Interface

In Supervision Manager (Figure 1-1), you have access to all of the
features of the Interaction Manager program (just as do Agents),
including the:

Call Control tab

Contact tab

Chat tab

Scripts tab

Tasks tab

Predictive tab (optional)

Supervisor Call Control Contact Tab Chat Tab Scripts Tab Task Tab

Supervision Manager Configure Help About I L

ones, mike

Agent Status
Optiong 08 &5 % & &} &b" ﬁ E © %] %ﬂ ")ﬂ

Agent Stjtus L !
Al B s Name ||Elansed... HEIapsed... || Status: || Host$ ||Predicli... ||Listenin H Coach H -Joined ||Recnrdi‘
Wyorkgroups A
Senice Lavel Workdroups .
Interactiors i_ — Informatio
Review Reording n Bar
Interaction History
Praxy | Comman

i Reports d Icons

i Predictiye Navigatio

i Statistics n Links
¢ Navigatio ) Results
n Pane \ Pane

Figure 1-1 Supervision Manager Interface

Thus, you can access everything that an Agent can. (You can even
login to Interaction Manager and work as an Agent.)

However, only supervisors can see and have access to the:

Supervisor tab (containing all of the supervisor features)
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To Navigate to Within the Supervisor Screen

1. Click the Supervisor tab and then click one of the links in the
Navigation Pane.

2. In the Results Pane, select an object and then click one of the
Command icons (Figure 1-2) to perform a task.

B, & & & & & & & @ H B

Listen Coach Join Hang Up Logowut Broadeast Chat Message View Rec Stop

Figure 1-2 Command Icons

4 For more specific about each command icon, refer to
€ /| the associated link topics provided throughout this
<] manual.

3. In the Results Pane, click the column headers (Figure 1-3) to sort
the results by the contents of that column. (Click the same column
a second time to reverse the sort direction.)

Agent ITuf IFrum |F'ruj... |Wur... ICaII IEIap... |Que... |Inte... |

Click Once to Select Sort

I Agent |Tu'=' |Frum |Pruj... |Wur... ICaII |Elap... Il‘.lue... Ilrrte... |

Click Again to Change Sort
Figure 1-3 Column Sorting and Sort Direction
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Getting Started

This chapter provides procedures for launching, logging into, and
configuring Supervision Manager.

Starting and Logging In

The first time you use Supervision Manager, use your browser to open
the Supervision Manager Welcome screen, much as you would load a
typical Internet Website in a browser.

To Launch Supervision Manager the First Time

1. Start Internet Explorer, version 6.0 or above.

2. Enter the address for CallCenterAnywhere provided by your call
center Administrator.

The CallCenterAnywhere Welcome screen (Figure 2-1) opens.

Getting Started 2-1



Supervision Manager Icon

CallCenter@nywhere Version 7.0

COMPANY ALIAS v
USERMAME (‘
]
PASSWORD
Interaction Supervision Administration
LANGUAGE Manager Manager Manager
English (US) -

Figure 2-1 CallCenterAnywhere Welcome Screen

Add this page to your Internet Explorer Favorites

Q menu.

3. Type:

a. The Company’s alias for the call center you supervise.
b. Your user name.

c. Your password.

If you do not know the Company alias, ask your
i CallCenterAnywhere Administrator.

v

4. Choose a language from the drop-down list box.
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5. Click the Supervision Manager icon.
The partition selection drop-down box (Figure 2-2) appears.

A partition is a way for your Administrator to segment your call
center operations into smaller, more manageable units. A unit is
typically a set of projects and workgroups, and other information
related to them (such as FAQs, scripts, reports, and so forth).
Segmentation has two purposes; the first one is functional and the
second one is security. For example, assigning agents to specific
partitions means they are able to log in and work only on one of
these partitions. From a security point-of-view, a supervisor can
monitor and supervise only the partitions to which he belongs. This
is very important, especially for a guest supervisor.

CallCenter@nywhere

Please Select Partition
| System |

0Ok Cancel

Figure 2-2 Select a Partition

6. Select a Partition from the drop-down box and then click Ok.

The CallCenterAnywhere Supervision Manager screen (Figure 2-3)
opens.
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Supervision Manager onfigure Help About Logout

b C

Smith, Sam
Supervising

Supervisor Call Control Contact Scripts Predictive

Agent Status ga

& & & O

. € & @€ % % 1

Options Listen Coach Join HangUp Logowt Broadeast Chat Message View Rec  Stop  Workgroups Alarms
Agent Status 7 | | I I = I : = I | . | 5
Agent Statistics Name |Elapseu... Elapsed ... Status Host Predicti... | Listening Coach Joined Recordi...
Warkgroups

Service Level Workgroups
Interactions
Review Recording
Interaction Histary

Proxy

Reports

: [
Predictive
[

s Statistics

Figure 2-3 Supervisor Main Screen

If Supervision Manager does not appear, ask your
i System Administrator to confirm that you are using
the correct URL, company alias, user name, and
password.

v

The Supervision Manager screen shows Agents assigned to you. If no
Agents appear, contact your Administrator. After your Administrator
assigns Agents to you, the screen updates dynamically (meaning,
there’s no need to sign off and then sign back on again).
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Configuring Supervision Manager

The following sections describe the configurable features of
Supervision Manager:

Alarms

Alarms (Setting alarms for Interaction Status and Agent Status, for

queued ACD interactions)

Configuring Your Workstation to Accept Interactions

e Setting Your Notification Mode (incoming Interactions, email
program, welcome prompt, working off-hook, and automatic
call acceptance)

e Setting Your Project Billing (for outbound and inbound calls)

e Changing Your Icon Display Settings

e Phone Extension Options

Regional Options (Time Zone and Date Formats)

Email Options

Voicemail Prompts (Recording Prompts)

You can set two types of alarms for queued ACD interactions:
Interaction Status and Agent Status.

If set, CallCenterAnywhere notifies you when a customer has been
waiting for an Agent for longer than a time you specify (a queued ACD
Interaction Status). When the length of wait time exceeds your limits,
the Interaction’s entry changes color in Supervision Manager.

You can also set Supervision Manager to notify you when an Agent
holds the same status too long. When the Agent’s status equals the
time you set, the Agent’s entry changes color in Supervision Manager.

To Set Alarms for Waiting Interactions

You can enable one or two alarms for queued ACD interactions:

e AYellow Alarm is generally a warning. (When you are
concerned, but not ready to take any action.)

e A Red Alarm is more serious. (Use red when you feel you must
take some action.)

For example, for Outbound Calls you might set a Yellow Alarm for 5
minutes and a Red Alarm for 20 minutes. So that,
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If an Agent is on an Outbound Call for 5 minutes, the row for that
Agent turns yellow.

If the Agent is on an Outbound call for 20 minutes, the row for
that Agent turns red.

The alarms you set here pertain only to ACD Interactions
in the queue. To time Interactions, you must set alarms on
A the Agent Status Alarms dialog box.

Interactions & % ui )

2. Click the Alarms icon &%

From the Supervisor tab, under Options, click the Interactions
link.

The Interactions screen (Figure 2-4) opens.
py
Hang Up  Join Open CRM Alarms

Alarms Icon

Figure 2-4 Interactions Screen

—

The Supervisor (Interaction) Alarms dialog box (Figure 2-5) opens.

Supenisor Alarms

[ ] ¥ellow Alarms Enabled

B

[ Red Alarms Enabled

Alarm name

Tellow Alarm En..) Yellow Alarm C...| Yellow Alarm Ti...| Red Alarm Ena... | Red Alarm Color| Red Alarm Timer

Agent Available

1 T 2

Agent Busy

1

2

Agent On Break

1

‘ Apply H Cancel ‘

Figure 2-5 Supervisor (Interaction) Alarms Dialog Box

3. Table 2-1 shows which alarms you can set and describes how each

works.
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Table 2-1 Available Alarms and Descriptions

Alarm
(Interaction) Description
Inbound Call Set a time limit for calls from outside numbers

directly to an Agent. An Inbound Call includes any
call that is routed directly to a specific Agent.
(Either the caller knows the Agent’s direct number
or the Project is configured to route directly to a
specific Agent.)

Outbound Call

Set a time limit for calls dialed by an Agent (using
the Interaction Manager Dialer or their physical
phone) to an external number.

Predictive Call

Set a time limit for calls made during Predictive
dialing.

Inbound Extension

Set a time limit for calls from internal extensions
directly to an Agent.

Outbound Extension

Set a time limit for calls dialed by an Agent to an
internal extension.

Workgroup Call

Set a time limit for telephone-based customers.

Web Callback

Set a time limit for callback request Interactions
(left by customers on your website) that are waiting
in the queue.

Workgroup Callback

Set a time limit for callback requests (left by phone
customers) that are waiting in the queue.

Chat

Set a time limit for chat Interactions that are
waiting in the queue.

Workgroup Email

Set a time limit for email Interactions that are
waiting in the queue.

Workgroup Voicemail

Set a time limit for Voicemail Interactions (left by
phone customers) that are waiting in the queue.

Workgroup Fax

Set a time limit for Fax Interactions that are waiting
in the queue.

Preview Call

Set a time limit for a call made during Preview
dialing.
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These general examples are provided in the following sections:
e To Set a Yellow Alarm
e To Set a Red Alarm

¢ To Change the Alarm Color

To Set a Yellow Alarm

1. From the Supervisor (Interactions) Alarms dialog box (Figure 2-5)
(Options > Interactions > Alarms icon), click the Yellow
Alarms Enabled check box (located in the top left corner).

2. Click the check box for the Interaction type.

For example (Figure 2-6), click the check box next to Inbound Call
in the Yellow Alarm Enable column.

3. Enter the amount of time (in seconds) for the alarm in the Yellow
Alarm Time column.

For example (Figure 2-6), in the Inbound Call row, enter 300 in
the Yellow Alarm Timer column. Thus, if an Agent stays on an
Inbound Call for more than 5 minutes (300 seconds) the Agent row
turns yellow.

Supervisor Alarms

[l Yellow Alarms Enabled [_] Red Alarms Enabled

Alarm name | Yellow Alarm Enahle |YeIIDWAIarm...| ellow Alarm Timer |RedAIarm...|RedAlarm...RedAIarm...
]

bound Call il 300 ]
Yellow Alarms LYeIIow Alarm Enable LY6||0W Alarm Timer

1

Enabled Check Box

Figure 2-6 Example of Placing Yellow Alarm on Inbound Calls
To Set a Red Alarm
1. Click the Red Alarms Enabled check box (located on the top).

2. Click the check box for the Interaction type.

For example, click the check box for Inbound Call in the Red
Alarm Enable column.
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3. Enter the amount of time (in seconds) for the alarm in the Red
Alarm Time column.

For example, in the Inbound Call row, enter 900 in the Red Alarm

Timer column. If an Agent stays on an Inbound Call for more than
15 minutes (900 seconds) the Agent row turns red.

To Change the Alarm Color

Make the alarms any color by clicking the corresponding color check
box in the Alarms dialog box:

1. From the Supervisor tab, click Options > Interactions > Alarms
icon w1 .
el

2. Make sure the Yellow Alarms Enabled and Red Alarms
Enabled check boxes are checked.

3. In the Alarms dialog box, double-click on any yellow or red cell
(T or ).

The color dialog box (Figure 2-7) appears.

I—Swatches Tab
—HSB Tab
RGB Tab

Swatches | HSB

Recent:

Click Any Color
Box

Preview
[ ]

D Sample Text Sample Text

| o || Cancel || Reset |

Figure 2-7 Color Dialog Box
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4. Click a new color box for the Alarm from the Swatches tab, HSB
tab, or the RGB tab. (Notice that the Preview colors match the
colors you select.)

5. Click OK to close the color dialog box and save your changes.

Click Cancel to close the color dialog box without saving your
changes.

Click Reset to restore the color dialog box to its original settings.

To Set Alarms for Agent Status
1. From the Supervisor tab, under Options, click Agent Status.
The Agent Status Screen appears.
2. Click the Alarms icon t{':’ .

The Agent Status Alarms dialog box (Figure 2-8) appears.

Supervisor Alarms

[Z] ¥ellow Alarms Enabled

[Z] Red Alarms Enabled

Alarm name |Yel|0wAIarm Enable|YeIIOwAlarm CDlDr|YE|lDW Alarm Timer| Red Alarm Enable | Red Alarm Color | Red Alarm Timer |
i [ [ 1

Agent Available [l fi 120

Agent Busy [ 60 [ I 120

Agent On Break [ fi0 [ [ ] 120
| Apphy | | Cancel

Figure 2-8 Agent Status Alarms Dialog Box

Table 2-2 shows the agent status types and describes the alarms you
can set.

Table 2-2 Available Statuses and Alarms

Agent Status Alarm Description

Available Set a time alarm to route Interactions to this Agent.

On Break Set a time alarm for how long a logged-in Agent will not
receive Interactions.

Busy Set a time alarm for how long the Agent spends
handling the same Interaction.

2-10  CaliCenterAnywhere™ Supervision Manager



To Set a Yellow Alarm (for an Agent Status)

1. From the Supervisor tab, select Options > Agent Status >
Alarms icon.

The Supervisor Alarms dialog box (Figure 2-9) opens.

Supervisor Alarms
—pb| Yellow Alarms Enabled s | Red Alarms Enabled

Alarm name  [Yellow Alarm En.) Yellow Alarm G| Yellow Alapm Ti..| Red Alarm Ena...
Agent Aailable []  I—" =
Agent Busy [] 1 ]
Adent On Break vl anol L]

A x
Appﬂ L Cancel
Yellow Alarms  —Yellow Alarm L Enter Time Red Alarms
Enabled Enabled (seconds) Enabled

Figure 2-9 Example Setting an Alarm for an Agent Status

2. Click the Yellow Alarms Enabled check box (located in the upper
left corner).

3. Click the Yellow Alarm Enable check box for a specific Status type.

For example, click the check box for Agent On Break in the
Yellow Alarm Enable column (Figure 2-9).

4. In the Yellow Alarm Time column, type the amount of time (in
seconds) for the alarm.

For example, in the Agent On Break row, type 900 in the Yellow
Alarm Timer column (Figure 2-9). Thus, if an Agent remains on

break for more than 15 minutes (900 seconds) the Agent row
turns yellow.

To Set A Red Alarm (for an Agent Status)

1. From the Supervisor tab, click Options > Agent Status >
Alarms icon.

The Supervisor Alarms dialog box (Figure 2-9) opens.

2. Click the Red Alarms Enabled check box (located near the top).
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Click the check box for a specific Status type.

For example, click the check box for Agent On Break in the Red
Alarm Enable column.

In the Red Alarm Time column, type the amount of time (in
seconds) for the alarm.

For example, in the Agent On Break row, type 1800 in the Red
Alarm Timer column. Thus, if an Agent remains on break for more
than 30 minutes (1800 seconds) the Agent row turns red.

To Change the Color of an Alarm (for an Agent Status)

You can change the alarm color to something other than yellow and

red.

1.

From the Supervisor tab, click Options > Agent Status >
Alarms icon ::;:_‘: .

The Supervisor Alarms dialog box (Figure 2-9) opens.

Make sure the Yellow Alarms Enabled and Red Alarms
Enabled check boxes are checked.

In the Alarms dialog box (Figure 2-9), double-click any yellow or
red cell (! or I ).

The color dialog box (Figure 2-7 on page 2-9) opens.

From the Swatches tab, HSB tab, or the RGB tab, click to select
a new color for the Alarm.

Click OK to close the color dialog box and save your changes (or
click Cancel to close the color dialog box without saving your
changes, or click Reset to restore the color dialog box to its
original settings).
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Configuring Your Workstation to Accept
Interactions

As a Supervisor you may not need to take Interactions (calls, email,
web chat, and so forth) but it is a good idea to set your workstation so
that you can, if necessary. Also, read the Interaction Manager User’s
Manual for a complete understanding of how to use it.

This section includes some important set up steps, such as configuring
Supervision Manager to work with your phone extension and email
program.

Setting Your Notification Mode

Tell CallCenterAnywhere how to notify you each time you receive a
new Interaction. You can choose a visual notification, an audible
notification, or both.

The notification mode only affects you if you decide to
/ accept Interactions the same way as an Agent does.

¥

To Set Your Interaction Notification Mode

1. Click the Configure link (Figure 2-10).

Configure Link

Supervision Manager i onﬁkure Help Ab ol
A C Web Callbacks 0

orgon, Jude
upervising

Figure 2-10 Configure Link

The Configuration dialog box (Figure 2-11) opens to the General
tab.
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onfiguration -- Web Page Dialog
Configuration

General Phone Regional Options Email Voicemail Prompt

Incoming Interaction Notification

| Popup " Play Sound " Play Continuously
Current Sound File

Select File [ wav)

| Browse.. |ﬂ|

Current Email Client

Enter Email Client

| || Browse...

[ Play Welcome Prompt
I Work Off Hook (Disable Dial Tane)
[ Automatic Call Acceptance

I~ Project Billing | Call Center et 1
Customization
ISmaII lcons j

Cancel Help

Figure 2-11 Configuration Dialog Box - General Tab

2. Choose an Incoming Interaction Notification mode:

a. Select Popup: The Call Control screen automatically appears
when you receive an Interaction. In Windows, the application
icon at the bottom of your screen also flashes.

b. Select Play Sound: Plays a sound one time when you receive
an Interaction. To hear a sound, you must upload a .WAV file
using the Configuration dialog:

i. Under Select File (.wav), enter the name and location
(path) of the sound file to use.

or
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ii. Click the Browse button, locate the sound (.wav) file on
your computer or network, and click Open.

Also, if you want, click the sound icon ﬁl to hear the
sound file and verify that it is the correct file.

iii. Click OK.

You can load a sound file anytime. However, for the
sound file to play, you must check the Play Sound
option.

c. Select Play Continuously: Plays the sound (.wav) file you
loaded in step b (above) repeatedly, until you accept the
Interaction.

3. Click OK to save your configuration settings.

To Set Your Email Application

You can select the email program to use with Interaction Manager. Your
email program automatically starts when you engage in email activities
for your call center projects.

1. Click the Configure link (Figure 2-10 on page 2-13).

The Configuration dialog box (Figure 2-11 on page 2-14) opens to
the General tab.

2. Type the name and location of the email program to use with
Interaction Manager in the Enter email client text box (or click
Browse... to browse for the file on your computer or network).

3. Click Accept to save your configuration settings.

4. Click OK.

To Use a Welcome Prompt

You can choose to play a Welcome Prompt to the customer before they
begin speaking. An example of a Welcome Prompt might be, “Hello,
my name is John Smith. Please enter your account number.”

Welcome prompts are useful in environments where the same greeting
is given to each caller.
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To Work Off-Hook

Click the Configure link (Figure 2-10 on page 2-13).

The Configuration dialog box (Figure 2-11 on page 2-14) opens to
the General tab.

Select the Play Welcome Prompt check box.

Click OK.

To create a Welcome Prompt, follow the same
instructions as creating a voicemail prompt. See
“Voicemail Prompts (Recording Prompts)” on page
2-28.

Working off-hook means that, instead of picking up the phone every
time an Interaction arrives, all you do is click the Accept Interaction
button.

1.

Click the Configure link (Figure 2-10 on page 2-13).

The Configuration dialog box (Figure 2-11 on page 2-14) opens to
the General tab.

Select the Work Off-hook check box.
Click OK.

The Call Control Screen (Figure 2-12) appears.
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[—Connect To Server Button

Call Control Contact Scripts

Multimedia Interaction Control Interaction Controls
[ Internal Call = Accept Interaction
(e -/ Hew Interactions a filli Conference & e
Phone Number Disconnect
w1 - | Confarence
| il | Transfer to
= = Supervised Transfer
[ Voicemail Hold &
1 e 2 P Interaction History
Woicemail
GHI 4 He 8 o 6 Enter Conference
Etnail Respanse
pars T w8 wixyz 9 Load Script
Load FAQ
* ofer 0 #
/ & Active Interaction s Iute Start Rec
PB Call
L= Personal Options
Available
Connecl To Server Opening Script Last Call
Company Directory Eho Clveswtes
Auto Redial
Mizsed Calls
Fut in Do Mot Call List ch Stat
ange Status
Iy Statistics

Figure 2-12 Call Control Screen

4. Click Connect to Server button (Figure 2-13) and wait for the
phone to ring.
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Call Control Contact Call Control s

[ Internal Cal [ Internal Cail
| External Call | External Call
Phone Number Phone Number
w1~ w1~
__Connect to
Server
Hang up

Cannect To Server Hang up

Company Directory
Speed Dial
Auto Redial

Fut in Do Mat Call List

Company Directory
Speed Dial
Auto Redial

Fut in Do Mot Call List

Figure 2-13 Call Control: Connect to Server

5. Pick up your telephone receiver to work off-hook.

Notice that the Connect to Server option changes to Hang up
(Figure 2-13), as a reminder to hang up the phone when you finish
accepting all calls.

You must repeat these steps each time you physically
i hang up the phone.

v
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To Use Automatic Call Acceptance
A feature of working off-hook is that you can automatically accept
Automatic All Distribution (ACD) calls as soon as they arrive in
Interaction Manager. When a call arrives, a tone plays and
CallCenterAnywhere connects you to the caller.
1. Click the Configure link (Figure 2-10 on page 2-13).

The Configuration dialog box (Figure 2-11 on page 2-14) opens to
the General tab.

2. Select the Work Off Hook check box.
3. Then, select the Automatic Call Acceptance check box.

4. Click OK.

& The Automatic Call Acceptance feature only works

4 with ACD calls. Calls made directly to your phone
number (direct inbound and extension-to-extension)
are not accepted automatically.

Setting Your Project Billing
You must select a Project for billing to internal calls and, if your Call

Center is configured to allow outbound calls, you must select a Project
for billing outbound calls.

To Select a Project for Billing

1. Click the Configure link (Figure 2-10 on page 2-13).

The Configuration dialog box (Figure 2-11 on page 2-14) opens to
the General tab.

2. Select the Project Billing check box.
3. Select a Project from the list box.

A list of available Projects opens (Figure 2-14).
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Z -- Web Page Dialog

Bill Call To

NhuP1
russell A
tma

Figure 2-14 Example Bill To Project List

4. Select a Project from the list.

5. Click OK.
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Changing Your Icon Display Settings

You can change the appearance of icons by making them small without
text, larger, or small with text. Figure 2-15 shows an example of each
type for the icons in the Contact tab.

Scripts Prediclive Task

Small Icons B & B Z | ‘ TR (7 |

Work Home

Scripts Predictive Task

Large Icons E!Ll_] @ E} @ E& @

Work Home

Scripts Predictive Task

Small Icons ut = @
With Text E] Q' @. _r I

View History Exlit Hote Delete

R

Adld Findl

Wark Home

Figure 2-15 Example Icon Size Options

To Change the Appearance of Icons

1. Click Configure. The Configuration -- Web Page Dialog box opens
to the General tab (Figure 2-11 on page 2-14).

2. From the Customization list box, select Small Icons, Large
Icons, or Small Icons with Text.

3. Click OK.

~
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Phone Extension Options

You must select the type of phone system that your company uses to
route calls to you and enter your personal extension on that system.

If you work from multiple locations, you must configure Supervision
Manager so that CallCenterAnywhere knows to route Interactions to
your present location. For example, if you access the call center from
both your home and your office location, you must configure
Supervision Manager each time you change locations.

To Set Your Extension

1. Click the Configure link (located above the Information Bar). The
Configuration -- Web Page Dialog box opens to the General tab
(Figure 2-11 on page 2-14).

2. Click the Phone tab.

The Configuration Dialog box, Phone tab screen (Figure 2-16)
appears.

3 Configuration - Web Page Dialog
Configuration

General Phone Regional Options Email Voicemail Prompt
Phone Settings

~ H323
Address
12123

< SIP
Address

< PBX
Phone

" Outside Phone (Remote Extansion)
Country Phone
B ] | ™ pray

" Dialogic Analog Extension
MSI 1D

Cancel Help

L_________Select Your Phone Type

Figure 2-16 Configuration Dialog Box: Phone Tab

3. Choose your extension type. If you are not sure which type of
extension you are using, ask your call center Administrator.
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e If you choose H323, enter the IP address in the corresponding
address box.

e If you choose SIP, enter the IP address in the corresponding
address box.

e If you chose PBX, enter your extension number in the
corresponding phone box.

e If you work remotely, for example, if you work at home or at a
site that is different from the call center:

i. Click Outside Phone (Figure 2-17).

ii. Then, select your Country Code and enter your phone
number.

Configuration

General Phone Regional Options Email Voicemail Prompt
Phone Settings

(O H323
Address
| |

OsIP
Address

CPBX
Phone

| |
(=) Outside Phone (Remate Extension)

Country Phone

&5 1
() Dialogic Analog Extension
Msi 1D

| [] Play announcement

ok || cancel || Help

Select Dialogic Analog Extension and enter MSI ID

Select Outside Phone and Enter a Phone Number

Figure 2-17 Configuration: Phone Tab - Remote
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If you select the Outside Phone radio button, you can
( also select the Play Announcement check box.
R When selected, the system plays a recorded message
telling you there is a phone interaction waiting to be
connected and provides the option of accepting or
declining the phone Interaction.

e If you chose Dialogic Analog Extension, supply your MSI
Identification number in the MSI ID box.

“ If you have an MSI extension, you can also choose to
work off-hook. See “To Work Off-Hook” on page 2-16
for more information.

4. Click OK to save your configuration settings.

To Set an Outside Phone Number

If you plan to travel from one workstation to another, then before you
leave:

1. From the Call Control Screen (under Personal Options), click
the Last Call button (Figure 2-18).

Personal Options

Awailahle
Last Call — Last Call Button

Check Messages

Change Status
My Statistics

Figure 2-18 Call Control: Last Call Button

2. Click Configure. The Configuration -- Web Page Dialog box
opens to the General tab (Figure 2-11 on page 2-14).

3. Click the Phone tab (Figure 2-17 on page 2-23) and check
Outside Phone.
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4. Select the Country (from the drop-down list box) and enter the
phone number that you will use at the other location.

5. Click OK.
6. Logout of Interaction Manager.

When you login at the other location, you will be ready to receive
Interactions.

Regional Options (Time Zone and Date Formats)

You can set the time zone and date format for your Interaction
Manager workstation. If you work in a different time zone than most of
your customers, or different than your company headquarters, you can
configure your settings to match their time zone and date format.

To Set Your Time Zone and Date Format

1. Click Configure. The Configuration -- Web Page Dialog box opens
to the General tab (Figure 2-11 on page 2-14).

2. Select the Regional Options tab (Figure 2-19).

43 Configuration - Web Page Dialog
Configuration
General Phone Regional Options Email  Woicemail Prompt
Select Time Zone
= Company Defined Time Zone
(GhT+HI0:00/DSTHI0:00) GMT-HI0:00; GMTO

" User Defined Time Zone
Set Time Zone

Select Date Format

% Company Defined Date Format

felh/ddfyyyy

" User Defined Date Format
Set Date Format

Iddi’mm!yy’yy b

Cancel Help

Figure 2-19 Configuration: Regional Options Tab
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3. To set your time zone to the same time zone defined for your
company, choose Company Defined Time Zone.

To set a different time zone, click User Defined Time Zone and
then choose a time zone from the Set Time Zone drop-down list.

4. To set the date format, select the Company Defined Date
Format

or

Select User Defined Date Format and then select a date format
from the drop-down list.

5. Click OK to save your configuration settings.

All Interaction Manager screens now display times and dates in the
time zone and format you selected.

Email Options
To receive mail:

e There must be a server on your network that distributes mail (the
POP3 server)

and

e You must have an account on that mail server with your username
and password

In most cases, your Administrators sets up your mail account and you

will never need to change anything. However, if your call center
requires you to change your POP3 login information, here’s how.

To Set Your Email Options

1. Click Configure. The Configuration -- Web Page Dialog box opens
to the General tab (Figure 2-11 on page 2-14).

2. Select the Email tab (Figure 2-20).
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a Configuration — Web Page Dialog
Configuration
General Phone Regional Options Email  Voicemail Prompt

POP3 Server login
User

L ]

Password

L ]

| Ok || Cancel || Help |

Figure 2-20 Configuration: Email Tab

3. Edit the User and Password fields. Enter the new POP3 login
information at any time. If you are not sure what to enter, contact
your Supervisor or Administrator.

If you click the mouse in the User and Password
[7 fields but you cannot edit the fields, it means that
4 your Administrator has not yet entered your initial
POP3 information in the Administration Manager
program. Contact your Administrator for more
information.
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Voicemail Prompts (Recording Prompts)

You can personalize the recorded message that a customer hears just
before you pick up the phone and before they leave a voicemail
message.

Use your phone to record these messages or use existing messages.
(Existing messages must be created in a specific format. (See “Use a
Pre-recorded Prompt Format” on page 2-29.)

To Record Prompts with your Phone

1. Click Configure. The Configuration -- Web Page Dialog box opens
to the General tab (Figure 2-11 on page 2-14).

2. Click the Voicemail Prompt tab, which opens to the Record
Prompts tab (Figure 2-21).

3 Configuration -- Web Page Dialog
Configuration

General Phone Regional Options Email  Woicemail Prompt
Record Prompts Upload Prompts

Personalize your prompts

Click Record and follow the instructions

Record |

Cancel Help

Figure 2-21 Configuration: Voicemail Prompt - Record Prompts

3. Click the Record button.
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The Record Voicemail Instructions screen (Figure 2-22) opens.

Wait for your phone to
ring

Answer the phone and
follow the instructions

Record your name and
greeting

Figure 2-22 Record Voicemail Instructions

When your phone rings, pick it up, and follow the instructions you
hear over your telephone hand set.

When you finish recording your message, press the star button on
the phone or hang up.

Click the Close button.

Click OK.

Use a Pre-recorded Prompt Format

Before you can select a pre-recorded message, you must first create
one. (See "“To Record Prompts with your Phone” on page 2-28.) You
can have up to three different recorded greetings:

1.

2.

One recording states your name (such as “Jane Smith”).

One recording instructs the customer to leave a message for you
(for example, “I'm sorry I'm not available to take your call. Please
leave a message and I will return your call as soon as possible.”)

One recording greets the customer when they are routed to you
(such as “This is Jane Smith. How may I help you today?”)
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To ensure compatibility with CallCenterAnywhere, your recordings are
automatically saved in files with the following characteristics:

Format:Windows PCM
Compression:ulLaw

Sampling Rate:8,000 Khz (800 Mhz)
Resolution:8 bits

To Use (Upload) Your Pre-recorded Prompts

1. Click Configure. The Configuration -- Web Page Dialog box opens
to the General tab (Figure 2-11 on page 2-14).

2. Click the Voicemail Prompt tab and then the Upload Prompts
tab (Figure 2-23).

/3 Configuration -- Web Page Dialog
Configuration
General Phone Regional Options Email  Voicemail Prompt

Record Prompts Upload Prompts

Select Prompts
Agent Name Prompt
Select Wav File

| Browse

Yoicemail Greeting Prompt
Select Wav File

| Browse

Welcome Prompt
Select Wav File

| Browse

Cancel Help

Figure 2-23 Configuration: Voicemail Prompt - Upload Prompts
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Under Agent Name Prompt:

a. To select a sound (.wav) file, click the Browse button and
select the pre-recorded prompt containing your name.

b. Click ﬂl to listen to the recording to verify that it is correct.

Under Voicemail Greeting Prompt:

a. To select a sound (.wav) file, click the Browse button and
select the pre-recorded prompt that instructs the customer to
leave you a message.

b. Click ﬁl to listen to the recording to verify that it is correct.

Under Welcome Prompt:

a. To select a sound (.wav) file, click the Browse button and
select the pre-recorded prompt that greets the customer
before you pick up the phone.

b. Click ﬂl to listen to the recording to verify that it is correct.

Click OK to upload your prompts.
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Supervisor Options

From the Supervisor tab > Options link, you can access the following

links to perform various supervisory tasks:

Agent Status
e To Listen to an Agent
To Coach an Agent
To Join an Agent'’s Interaction
To Disconnect an Agent’s Interaction
To Log Out an Agent
To Broadcast a Message to All of Your Agents
To Send a Message to One Agent
To Chat with an Agent
To View or Take Over an Agent’s Screen
To Record an Agent’s Interaction
View all workgroups to which the Agent belongs

Agent Statistics
e To View Agent Statistics

Workgroups
e To View Workgroups Statistics
¢ To Change Which Statistics Appear in the Columns

Service Level Workgroups
e To View Service Level Workgroups

Interactions
e To View Interaction Statistics
e To Change Which Statistics Appear in the Columns

Review Recording
e To Find Recordings
e To Listen to a Recording

Supervisor Options
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Interaction History

Proxy

To Search by User, Project, or Workgroup

To Search by Interaction ID (Number)

To Search for a Client Using an Email Address or Telephone
Number

To Search by a Date (From and To)

To View an Interaction History Record

To Print an Interaction Record

To Add a Note to an Interaction History Record

To return to viewing an Agent’s screen while performing other
tasks

3-2
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Agent Status

The Supervisor tab > Options > Agent Status link opens the Agent
Status screen (Figure 3-1), which is where you will do most of your
Agent monitoring and supervisory tasks.

Supervision Manager ﬁ Configure Help Ahou Logout

it smith, steve
upervising

Supervisor Call Control Contact Scripts Predictive

Agent Statistics

Options
Agent Status

W Name Calls|| Chat | Email| Fax  [imbo.. [[nb... |out. [lout.. [|wo.. [cal. |we. |Pre.. | Pre.
Senvice Level Warkgroups Bryant, Kobe 5 0 o 0 0 0 D 0 0 0 0 0 0
Interactions Cook, Brian 17 A 1) 0 1} 1) a a 0 0 0 1) a
Review Recording Fisher, Derek 5 0 1 0 0 0 0 0 0 0 0 0 0
Interaction History Fax, Rick nooo i 0 0 0 0 i i 0 0 0
Proxy Devean, George N o 0 0 0 0 o o 0 0 0
£ Repors | Grant, Horace s 3 1 0 0 0 0 0 0 0 0 0 0
Predictive | Malone, Carl 3 2] o 0 0 0 0 0 0 0 0 0 0
: Stalistics Medvedenko, St w0 o 0 0 0 0 0 0 0 0 0 0
0O'neal, Shagui of o 1 0 0 0 D D 0 0 0 0 D

Figure 3-1 Agent Status Screen

The columns in the Agent Status screen (Figure 3-1) show basic
information about the Agents you are supervising.

To Modify Columns of Information

You can modify these columns in several ways:

e Resize the columns by placing the mouse cursor between two
columns and dragging the column the size that you want.

| Name 4!—1» Elapsed Login Time ||

e Sort the table by clicking on any of the column titles.

=
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Understanding the Agent Status Display

Table 3-1 lists the columns in the Agent Status screen and their
corresponding meanings.

Table 3-1 Agent Status Columns

Column

Meaning

Name

The name of the Agent who is assigned to you by your
Administrator. The Agent’s name only appears in the
table if the Agent is logged in.

Elapsed Login Time

The amount of time since the Agent logged in.

Elapsed Status
Time

The amount of time the Agent has been in the current
status. For example, if the Agent's status is Available
and the Elapsed Status Time is 00:15:00, then the
Agent has been available for 15 minutes.

Status The Agent’s current status.

Host The IP address of the Agent’s workstation.

Predictive If checked, then the Agent is receiving predictive calls.

Listening The Listening icon appears when you are listening to an
Agent. See “Listening to an Agent” on page 3-9.

Coaching The Coaching icon appears If you are Coaching an
Agent. See “Coaching an Agent” on page 3-10.

Joined The Join icon appears if you have joined an Agent. See
“To Join an Agent’s Interaction” on page 3-11.

Recording The Recording icon appears if you are recording an

Agent. See “Recording an Agent’s Interaction” on page
3-22.

Understanding Predefined System Statuses

Table 3-2 lists the predefined system statuses, the condition that
triggers the status, and whether Agents can receive new Interactions
while they are set to the status.

Table 3-2 Predefined System Statuses

Status

Meaning Condition

ACD Call

Busy Agent is handling a call.
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Table 3-2 Predefined System Statuses

Status Meaning Condition

ACD Callback Busy Agent is handling a callback request.

ACD Chat Busy Agent is handling a chat Interaction.

ACD Email Busy Agent is handling an email
Interaction.

ACD Fax Busy Agent is handling a fax Interaction.

ACD Status Outbound | Busy Agent used Interaction Manager

Email (Contact tab) to initiate an Outbound
email.

ACD Voicemail Busy Agent is responding to a voicemail
Interaction.

ACD Web Callback Busy Agent is handling a Web Callback
request.

Available Available Agent is not presently handling an
Interaction.

Note: The Agent can manually select
this status or automatically receives
this status after completing an
Interaction (depending upon your
configuration).

Busy Busy Agent is not available to receive any
other ACD Interactions.

Direct Chat Busy A Supervisor and an Agent are
chatting.

Last Call Busy Indicates that the Agent will not take
another Interactions after completing
the current Interaction. (Set by
Agent.)

Login Available Reserved for future use.

Logout On Break Agent has logged out of Interaction
Manager. (Appears in the Company
Directory.)

New Inbound Call Busy Agent has accepted a call made

directly to their number from a
number outside the call center.
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Table 3-2 Predefined System Statuses

Status Meaning Condition

New Inbound Busy Agent has accepted a call made

Extension directly to their number from an
internal extension.

New Outbound Call Busy Agent has directly dialed a number
outside the call center.

New Outbound Busy Agent has directly dialed a company

Extension extension.

New Predictive Call Busy Agent has accepted a Predictive Call.

New Preview Call Busy Agent has accepted a Preview Call.

No Answer On break Agent did not answer a Workgroup

call after the maximum allowed
number of rings.

On Break On break Agent is not available to receive
Interactions. (Set by Agent.)

Selecting Outcome Busy Agent disconnected from the last
Interaction, but is still selecting an
Outcome for that Interaction.

Supervising Busy A user has logged into Supervision
Manager and is not available to
receive ACD Interactions.

Wrap Up Busy Agent is wrapping up an Interaction.
(Agent status becomes Available
automatically upon expiration of
wrap-up time.)

Your Administrator may have added additional
statuses that control Agent availability. Consult your
Administrator for a description of custom statuses.

To Change Which Statistics Appear in the Columns

AgentStatus g, Q@ & & & & & & B B % ke 1)

Listen Coach Join Hang Up Logout Broadcast Chat Message View Rec Stop Workgroups Alarms

Figure 3-2 Agent Status Icons
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Click one of the icons (Figure 3-2) at the top of the Agent Status
screen to do the following (Table 3-3):

Table 3-3 Agent Statistics Icons

g

Listen allows you to listen to the active phone Interaction
for any Agent you supervise. The Agent does not know
when you are listening. (See “To Listen to an Agent” on
page 3-9.)

)

Coach allows you to talk to the Agent while they are
handling an Interaction. The Agent can hear you, but the
client (customer) cannot. (See “To Coach an Agent” on page
3-10.)

Join allows you to join the Agent similar to a conference
call. Both the Agent and the client (customer) can hear you.
(See “To Join an Agent’s Interaction” on page 3-11.)

Hang up allows you to disconnect a caller from the Agent.
The Agent an caller are immediately disconnected and the
Agent’s status returns to Available. (See “To Disconnect an
Agent’s Interaction” on page 3-14.)

Logout allows you to log the Agent out of the call center
and change their password to prevent them from accessing
the call center. (See “To Log Out an Agent” on page 3-14.)

* i

Broadcast allows you to send a message to all of the
Agents you supervise. A message box appears on each
Agent’s screen showing your text message. (See “To
Broadcast a Message to All of Your Agents” on page 3-16.)

Chat allows you to start a text-based chat with any Agent
you supervise. The Agent does not need to be handling an
Interaction and you can chat with multiple Agents at the
same time. (See “To Chat with an Agent” on page 3-18.)

Message allows you to send a message to one Agent. (See
“To Send a Message to One Agent” on page 3-17.)

Supervisor Options
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Table 3-3 Agent Statistics Icons

o View allows you to view what is happening on an Agent’s
computer without the Agent knowing you are watching
(providing users are working on Windows workstations).
(See “To View or Take Over an Agent’s Screen” on page
3-20.)

Rec allows you to record an Agent’s active (current) phone
Interaction and save the recording for later review. (See “To
:| Record an Agent’s Interaction” on page 3-22.)

Stop allows you to stop recording an Agent’s active
(current) Interaction. The recording is saved for later review.
(See “To Stop Recording an Agent’s Interaction” on page
3-23.)

Workgroups shows you the workgroup(s) assigned to
agent you select.

Alarms allows you to set alarms for waiting Interactions
and set alarms based on an Agent’s status. (See “To Set

Alarms for Waiting Interactions” on page 2-5 and “To Set
Alarms for Agent Status” on page 2-10.)
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Supervisory Tasks

You can perform the following supervisory tasks from the Supervisor
tab > Options > Agent Status link:

Listening to an Agent

Coaching an Agent

Pushing CRM Information

Hanging Up or Logging Out an Agent

Sending Messages (Broadcast or Selected)
Chatting with an Agent

Viewing and Taking Over an Agent’s Workstation
Recording an Agent’s Interaction

The data appearing on the Agent Status screen
varies, depending on whether you have a Full or
Limited Access Supervisor account. See “Types of
Supervisor Accounts” on page 1-2 for more
information.

Listening to an Agent

You can listen to the active phone Interaction for any Agent you
supervise. The Agent will not know when you are listening.

To Listen to an Agent

1.

2.

4.

From the Supervisor tab, click Options > Agent Status.
Select the Agent to which you will listen.
Click the Listen icon @3.

Notice the phone icon in the upper left of your screen begins
“ringing.”

Pick up your telephone and begin listening.

Supervisor Options
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a. The Listen icon appears in the Listening column (Figure 3-3).

. Agent Status g, & [ & g & 2 % % ] 94

Options | Lia!:n Coach | Join  HangUp Logout Broadcast Chet Message View  Rec Stop  Workgroups Alarms
Agent Statistics T T T T T -
Priolnian | Mame / |Elapse.. |Elapse.. | Status | Host  |Predict.. |Listeni. | Coach | Joined JHECI:IL.. |
" | |
RS Fuller, Andrew 001331 (001331 |Superdsing 182.168.9. |
Service Level Workgroups ot —— T ——— s ey | | | || |
Interactions (Levering, Jangt [00:01.15 [ﬂ;'._!""."amf.’ J182.1504.. I | | |
Review Racording Nancy, Davallo [oo1554 [ooo058  |acocal 1821689 _ _
Intaractinn Histare
Listen Icon Appears in
Column of Selected
Agent

Figure 3-3 Listening Icon Appears in Column

b. Your handset is muted so neither the client (customer) nor the
Agent can hear you.

To Stop Listening to an Agent
1. Hang up your phone.
or
2. Click the Call Control tab and then click the Hang Up button

under the Dialer. (The button changes to display Connect To
Server.)

Coaching an Agent

Whisper Coaching allows you to talk to the Agent while they are
working off-hook. The Agent will hear you, but the client (customer)
will not.

To Coach an Agent
1. From the Supervisor tab, click Options > Agent Status.
2. Select the Agent to coach.
3. Click the Coaching icon fg .

Notice the phone icon in the upper left of your screen begins
“ringing.”
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4. Pick up your telephone and begin talking to the Agent.

The Coaching icon appears in the Coaching column (Figure 3-4).

I agent status - = .
o gent.St B e e 3 B @ , W % S | 3
Options Listen Coach Join  Hang Up Logowut Broadcast Chat  Message View Rere Stop  Workgroups Alarms
x‘r:':;:m";'s"' Name Elapse.. |EHapse.. | Status | Host _ |Predict.. |Listeni. | Coach | Jomed | Recor.. |
002037 7 |Superv 92 16§ |

Fulle e 00 20,37 ing 1921689
Semice Level Warkgroups . - |

Interactions anet 00:08:21 |00:08:21 |Avallable 1921689, | |
Review Recording Manty, Davalio pozaon  |oowsis  |acocal  [1sz21eea | ey

Inmtaractinn Histors

Leverling

Coaching Icon Appears in
Column of Selected Agent
Figure 3-4 Whisper Coaching Icon Appears in Column

Remember, the Agent must be working off-hook to hear you, and
the client (customer) cannot.

To Stop Coaching an Agent
1. Hang up your phone.
or
2. Click the Call Control tab and then click the Hang Up button

under the Dialer. (The button changes to display Connect To
Server.)

To Join an Agent’s Interaction

Joining an Agent is similar to a conference call. Both the Agent and the
client (customer) will hear you.

1. From the Supervisor tab, click Options > Agent Status.
2. Click the Agent to Join.
3. Click the Join icon &}

Notice the phone icon in the upper left of your screen begins
“ringing.”

4. Pick up your telephone and begin speaking.

The Join icon appears in the Joined column (Figure 3-5).
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ent Status
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ar BTUUPS T m - o = = 7 + . 'y 1
! Fuller, Andrew 003635 03635  |Supenising |152 168.9
Semvice Lavel Workgroups T e IPETVEINN ! } } ! I
Interactions LAVeHInD, Jare B AL 34 1'.“:&""_'?'_' S SLLE | ! = |
Review Recording Nancy, Davalio 003858 [oooDa3  ACODCall |1921p84. | [ R |

i i e S

Join Icon Appears in Column J
of Selected Agent

Figure 3-5 Join Icon Appears in Column

Remember both the Agent and the client (customer) can hear you.

5. You can remain on the line until the end of the call or hang up and
allow the agent to continue the call.

You can also disconnect the interaction or provide additional
information using the CRM custom tab. (See “To Disconnect an

Agent’s Interaction” on page 3-14 and “Pushing CRM Information”
below.)

To Remove Yourself from the Joined Interaction
1. Hang up your phone.
or
2. Click the Call Control tab and then click the Hang Up button

under the Dialer. (The button changes to display Connect To
Server.)

Pushing CRM Information

After you joined an Interaction with an agent, a client (customer), or
both, you can push custom information to them using the Open CRM
icon.

To Push Custom Information Using the Open CRM Icon

1. From the Supervisor tab > Options, click the Interactions link.

2. Select the Agent who is to receive the information you want to
push.
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3. Click the Open CRM icon.
The Push (URL) Library dialog box (Figure 3-6) opens.

Push Libra

Eﬁaﬂm—‘; A
Chat Page

Telephony@Work Inc.

‘Seleci ALY | Close |

Figure 3-6 Push (URL) Library

4. Select the library resource (under Name).

The page opens in the right frame for you to preview before
sending.

5. Click the Select URL button to push the selected page to the
agent.

The address of the page appears in the Agent’s Message Display
and a new window opens, showing the contents of the pushed
page (or a Windows task bar button blinks in the Windows task bar
on the Agent’s desktop.)

Hanging Up or Logging Out an Agent

You can disconnect an Agent from a caller or disconnect both the
Agent and the caller, log the Agent out of the call center, and change
the Agent’s password to prevent the Agent from accessing the call
center.
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To Disconnect an Agent’s Interaction
1. From the Supervisor tab, click Options > Agent Status.
2. Click the Agent whose call you want to disconnect.
3. Click the Hang Up icon &
4. Click OK.
a. The Agent and the caller are immediately disconnected.

b. The Agent’s status returns to Available.

To Log Out an Agent

1. From the Supervisor tab, click Options > Agent Status.
2. Click the Agent to log out.

3. Click the Log Out icon %.. The Logout Agent dialog box (Figure
3-7) pops up.

a -- Web Page Dialog

Are you sure you want to logout Agent: Boyd, John

Enter Hew Password: ||

Hangup Agent Channel:

0] || Cancel |

Figure 3-7 Logout Agent Dialog Box
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a. If you do not enter any information into the Logout Agent
dialog box and just click OK, then:

i. The system logs the Agent out of Interaction Manager and
displays a message (Figure 3-8) on the Agent’s screen.

Supervision Manager

Logout forced by Supervisor

Login

0
Figure 3-8 Forced Logout Message (on Agent’s screen)

ii. The Agent can log back in again using the Agent’s normal
password.

iii. If the Agent was on a call, the call is still connected.

b. If you enter a new password in the dialog box, but do not click
the Hang-up Agent Channel check box, then:

i. The system logs the Agent out of Interaction Manager and
displays a message (Figure 3-8) on the Agent'’s screen.

ii. The Agent cannot login again until you give the Agent a
new password.

iii. If the Agent was on a call, the call is still connected.

c. If you enter a new password in the dialog box, and click the
Hang-up Agent Channel check box, then:
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i. The system logs the Agent out of Interaction Manager and
displays a message (Figure 3-8) on the Agent’s screen.

ii. The Agent and cannot login again until you give the Agent
a new password.

iii. If the Agent was on a call, the call disconnects.

4. Click OK.

Sending Messages (Broadcast or Selected)

The Broadcast feature lets you send a message to all of the Agents you
supervise.

e A message text box appears on each Agent’s screen showing
your text message.

The Select Message feature lets you send a message to one Agent
only.

e A message text box appears only on the screen of the Agent
you select.

To Broadcast a Message to All of Your Agents

1. From the Supervisor tab, click Options > Agent Status.
2. Click the Broadcast icon §,,.

The message text box (Figure 3-9) appears.

|Cheu:k the board for today's priorities.

Ok

Figure 3-9 Example Message Text Box

3. Type your message in the text box (up to 255 characters) and click
the OK button.
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A pop-up message box (Figure 3-10) containing the text you typed
appears on the screen of every Agent you supervise and who is
logged into CCA.

Microsoft Internet Explorer |

L "_-, Supetvisor message: <jones, mike= ... Check the board For today's priorities.
L

Figure 3-10 Example Pop-up Message Box

The message remains on the Agent’s screen until the Agent click
OK.

To Send a Message to One Agent
1. From the Supervisor tab, click Options > Agent Status.
2. Select the Agent to receive the message.

3. Click the Message icon %} The message text box (Figure 3-9)
appears.

4. Type your message in the text box and click the OK button.

Only the Agent that you selected sees the pop-up message (Figure
3-10).

Chatting with an Agent

You can start a real-time, text-based chat with any Agent you
supervise. Only the Agent you select can see the message and only
that Agent can reply.

Chatting with an agent does not affect the agent’s current
Interaction(s).

Supervisor Options 3-17



Agents do not need to be handling an Interaction for
/ you to chat with them.

v

To Chat with an Agent

1. Click Options > Agent Status. The Agent Status dialog box
opens, as shown in Figure 3-1 on page 3-3.

2. Click the Agent to start a Chat.
3. Click the Chat icon @
a. The Chat tab opens to the Chat screen (Figure 3-11).
Supernvisor Call Control Contact Chat Scripts Predictive Task

pssage D a ele a eractio

Your message appears here.

" Boyd, John
£ Zelazny, Roger

assane Optio

Collaborate

Type your text message here. B

Transfer
Chat Response
Load Script
- Load FAQ

Clear Display
End Chat Session

Send To Chat Client

Push To Client
(] | | | URL Library

Select Chat Interaction Send To Chat Client Selected Agent’s End Chat Session
Client Area Button Name

Figure 3-11 Chat Screen

b. The name of the Agent you selected appears in the Select
Chat Interaction Client area.

4. Type your message in the Enter Text Message box.
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5. Click the Send to Chat Client button (or press the Enter key on
your keyboard).

Your message moves to the Message Display area on your screen,
along with your first name (which appears in red).

The first time you send a chat message, the Agent’s screen
automatically changes to the Chat screen, displaying your message
in the Message Display area along with your full name (which
appears in red).

After the first message, if either you or the agent changes to
another screen while chatting, then when another chat message is
sent, the Chat tab blinks, indicating a chat message is waiting for
you.

To End a Chat Session

In the Chat screen Options area (lower-right), click the End Chat
Session button (Figure 3-11 on page 3-18).

Your chat messages disappears from your screen as well as the Agent’s
screen.

While chatting with an Agent, if the Agent logs out,
the chat interaction will be terminated and CCA will
alert you.

Viewing and Taking Over an Agent’s Workstation

If you are working on a Windows workstation, then Supervision
Manager allows you to view what is happening on an Agent’s computer
without the Agent knowing that you are watching. You can simply
observe the Agent’s activity to see exactly how Interaction are being
handled, or (if available) you can take over the Agent’s machine and
help manage the Agent.

Figure 3-12 shows an example of how your screen looks when viewing
an Agent’s workstation.
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Supervision Manager

E Configure Help About B Logout

jones, mike
: Supervising Voic 5 Total 0

Supervisor Call Control Contact Secripts Predictive

“E Options Remote Control
Agent Status 3 Interaction Manager - Microsoft Internet Explorer

Agent Statistics J File Edit Miew Favorites Tools Help H & - . ° 3 @ @
Wyarkgroups
Service Level Workgroups

| | address [ @7 htrn: tirinr trauiTnteractinmananerlimbromser_isndnrslel anoeneie1

Interactions
Review Recording

Interaction Manager

i i ent Zels . R orkgroup
Interaction History < A?r;ifangle oger rkgroup
Proxy =
«# Reports
Predictive \— Call Control Contact Scripts
il St — | Multimedia Interaction Control

Internal Call h
| External Call
Phone Number

w1 -]

-/ Hew Interactions 4 iiili Conference a

ﬂ Voicemail &

What is Currently Displayed on the Agent’s Screen
Figure 3-12 Viewing an Agent’s Workstation

For the remote view and control features to work,

47 Agents may need additional software components

. installed on their workstations. Contact your
Administrator if you are not able to use these
features.

To View or Take Over an Agent’s Screen
1. From the Supervisor tab, click Options > Agent Status. The
Agent Status dialog box opens, as shown in Figure 3-1 on page
3-3.

2. Select the Agent to view.
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3. Click the View icon .

The Agent’s screen appears in your Results Pane (Figure 3-13).
You can see everything that is happening on the Agent’s computer.

Supervision Manager

nt jones, mike
atus Supervising

Supervisor Call Control Contact Scripts Predictive Task

m Remote Control
Agent Status 3 Interaction Manager - Microsoft Internet Explorer
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Figure 3-13 Remote Control Button

4. Click the Remote Control button to take over the Agent’s mouse.
You can move the mouse and take over the Agent’s computer as
though you were sitting in front of it.

For example, you could start typing the Agent’s response to a chat
session with the receiver never realizing anyone other than the
Agent is involved.

5. 1If you navigate to another screen (for example, the Options >

Workgroups screen), you can return to watching or taking over
the Agent’s computer by clicking the Options > Proxy link.

To Stop Viewing or Taking Over an Agent’s Screen

1. To go back to just viewing the Agent’s screen, click the View Only
button.

2. To return to the normal Agent Status view, click the Options >
Agent Status link again.
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Recording an Agent’s Interaction

For quality assurance, you can record two types of Agent Interactions:

1. An Agent’s conversation with a client (customer), if you previously
recorded it.

2. A sample of randomly recorded Agent Interactions, if you
previously requested it from your CallCenterAnywhere
Administrator. Your Administrator can:

a. Set the “"Enable Automatic Recording of Agent” feature for each
Agent you supervise.

b. Record a percentage of calls for an Agent. (Which means that
over time, a number of calls for the Agent are recorded and
you can listen to them at any time.)

Calls recorded with the automatic recording feature
do NOT include Agent to Agent calls.

To Record an Agent’s Interaction

Make sure that unannounced recording of
conversations is permitted by law in your area, the
Agent’s area, and the client’s (customer’s) area.

1. From the Supervisor tab, click Options > Agent Status.The
Agent Status dialog box opens, as shown in Figure 3-1 on page
3-3.

2. Select the Agent to supervise.

3. Click the Rec icon %).

a. A cassette icon
Agent you selected.

appears in the Recording column for the

b. Supervision Manager begins recording the call.
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To Stop Recording an Agent’s Interaction

Click the Stop icon %) to stop recording. CallCenterAnywhere saves
the recording for later review. (See “To Find Recordings” on page

3-39.)

Viewing Agent Workgroups
1. Select the desired agent.

2. Click the Workgroup icon‘ii.

A new window opens showing a list of the workgroups to which the
selected agent belongs.

o Agent Workgroups List - Micros. .. EJ@IEI

Agent Name: 3John Smith

Workgroup's Name
oDwD

RemiWG1

G Group

Predictive

Figure 3-14 Agent Workgroup List

Viewing Alarms

Click the Alarms icon ' to view the current alarm settings.

For more information, (See “To Set Alarms for Waiting Interactions” on
page 2-5 and “To Set Alarms for Agent Status” on page 2-10.)
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Agent Statistics

CallCenterAnywhere lets you view real-time Agent statistics for your
call center.

In addition to real-time statistics, you can view
reports created by your CallCenterAnywhere
Administrator. See Chapter 4, “CallCenterAnywhere
Reports.” for more information.

@O

The data appearing on the various statistics screens varies, depending
on whether you have a Full or Limited Access Supervisor account.

See “Types of Supervisor Accounts” on page 1-2 for
more information.

Real-Time Agent Statistics

The Agent Statistics screens shows the nhumber of each type of
Interaction each Agent in the Call Center has handled since 12:00 AM

of the current day. (This Interaction counter resets every day at
Midnight.)

To View Agent Statistics

1. From the Supervisor tab, click Options, and then click the Agents
Statistics link.

The Agent Statistics screen (Figure 3-15) appears.
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Figure 3-15 Agent Statistics Screen

2. Resize the columns by placing the mouse cursor between two
columns and dragging the column the size that you want.

| Name ll—lb Elapsed Login Time ||

3. Sort the table by clicking on any of the column titles.
’ Hame *

Table 3-4 shows the columns in the Agent Statistics screen and
provides a description of each.

Table 3-4 Agent Statistics Screen Columns

Column Description

Name The first and last name of the Agent.

Calls Number of calls (handled by the Agent) that reached the Agent
through a Project queue.
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Table 3-4 Agent Statistics Screen Columns

Column Description

Chat Number of Chat Interactions handled by the Agent.

Email Number of email Interactions handled by the Agent.

Fax Number of Fax Interactions handled by the Agent.

Inbound Number of calls that the Agent received that originated outside the
company and:
o dialed directly to the Agent’s number, or
e routed directly to the Agent by a Project.

Inbound Number of calls from internal extensions directly to an Agent.

Ext.

Outbound Number of calls made by an Agent to outside numbers.

Outbound Number of calls made by an Agent to internal company extensions.

Ext.

Voicemail Number of Workgroup Voicemail Interactions handled by the Agent.

Callbacks Number of callback requests (originating from callers opting not to
wait in @ Workgroup queue) handled by the Agent.

Web Number of Web Callback Requests handled by the Agent.

Callback

Preview Number of Preview Project calls handled by the Agent.

Predictive Number of Predictive Project calls handled by the Agent.
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Workgroups

CallCenterAnywhere lets you view real-time Workgroup statistics for
your call center.

In addition to real-time statistics, you can view
reports created by your CallCenterAnywhere
Administrator. See Chapter 4, “CallCenterAnywhere
Reports,” for more information.

@O

The data appearing on the various statistics screens varies, depending
on whether you have a Full or Limited Access Supervisor account.

See “Types of Supervisor Accounts” on page 1-2 for
more information.

Workgroups Statistics

The Workgroups Statistics screen shows the number of each type of
Interaction each Workgroup in the Call Center has received since
12:00 AM of the current day. This Interaction counter resets every day
at Midnight.

To View Workgroups Statistics

1. From the Supervisor tab, click Options, and then click the
Workgroups link.

The Workgroups Statistics Screen (Figure 3-16) appears.
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Figure 3-16 Workgroups Statistics Screen

”

2. Resize and sort the columns, as described in “Supervisor Options
on page 3-1.

Table 3-5 shows the Workgroup Statistics Screen fields along with
their descriptions.

Table 3-5 Workgroup Statistics Screen Fields

Column Description

Name The name of the Workgroup.

Calls Number of telephone Interactions received** by the
Workgroup.

Chat Number of chat Interactions received* * by the Workgroup.

Email Number of email Interactions received* * by the Workgroup.

Fax Number of fax Interactions received* * by the Workgroup.
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Table 3-5 Workgroup Statistics Screen Fields

Column Description

Callback Number of callback requests (made by callers waiting in the
Workgroup queue) received** by the Workgroup.

Web Callback Number of Web callback requests received* * by the
Workgroup.

Voicemail Number of voicemail Interactions received by the
Workgroup.

Predictive Number of Predictive calls received by the Workgroup.

** Depending on which screen you are viewing, this column reflects
Interactions either received, currently queued, answered by agent, answered
by callback, answered by voicemail, answered by menu, answered by
overflowed, droppped, or declined.

To Change Which Statistics Appear in the Columns

On the Workgroups screen, click one of the icons (Table 3-6) at the top
(Figure 3-16 on page 3-28).

The screen changes, showing the information you selected.

Table 3-6 Statistics Icons

Total shows all Interactions that were handled by each
Workgroup since 12:00 AM this morning.

Queued shows all Interactions that are currently in the
queue for each Workgroup.

Dropped shows the number of Interactions that were
dropped (a caller entered the queue, but hung up or was
disconnected) by each Workgroup.

Answered shows the number of Interactions of any type
that were answered by an Agent.
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Table 3-6 Statistics Icons

Callback shows the number of ACD calls that were
answered by Callback. For example, a client (customer) calls
the Call Center and requests a callback. Some time later, the
system successfully reaches the client (customer).

Voicemail shows the number of ACD calls that went to
voicemail.

Menu shows the number of ACD calls that were routed to a
menu. For example, an ACD call reaches a Project. The
Project has been configured to route the call to a menu.

Overflow shows the number of ACD Interactions which
overflowed into a second workgroup.

Declined shows the number of Interactions of any type,
ACD or direct, that were declined by Agents.

Agents shows which agents are assigned to which
workgroups.

To View Workgroups For an Agent

1. From the Supervisor tab, click Options, and then click the
Workgroups link.

The Workgroups Statistics Screen (Figure 3-16 on page 3-28)
appears.

2. Select an Agent.
3. Click the Workgroups button.

All workgroups that the Agent belongs to appears, as shown in the
example in Figure 3-17.
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/2 Agent Workgroups | List =10 x|

Agent Name: MNancy, Davolio

Workgroup's Name
Business

Communication

Customer Care Service

Figure 3-17 Example of the Agent’s Workgroup

Service Level Workgroups

CallCenterAnywhere lets you view real-time statistics for your call

center.
y In addition to real-time statistics, you can view
) reports created by your CallCenterAnywhere
g Administrator. See Chapter 4, “CallCenterAnywhere

Reports,” for more information.

The data appearing on the various statistics screens varies, depending
on whether you have a Full or Limited Access Supervisor account.

See “Types of Supervisor Accounts” on page 1-2 for
/17 more information.
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Service Level Workgroups Statistics

A Workgroup Service Level lets a Supervisor monitor whether online
and offline Interactions are being accepted at a specified rate. For
example, the managers of a call center may want:

e 50% of all online Interactions to be accepted by an Agent in
one minute or less.

e 50% of all offline Interactions to be accepted by an Agent in
three minutes or less.

In this case, an Administrator, using Administration Manager, sets the
Online Service Level to 30 seconds and the OffLine Service Level to
180 seconds.

Then, when a Supervisor looks at the Service Level Workgroups screen
(Figure 3-18), the Supervisor sees what percentage of online and
offline Interactions (since 12:00:00 AM today) meet those
requirements.

In this example, we set the:
- Online Service Level to 30 seconds
- Offline Service Level to 180 seconds

Supervision Manager
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Figure 3-18 Service Level Workgroups Screen
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Refer to Table 3-7 for a description of the Service Level Workgroup
Statistics screen fields.

Table 3-7 Service Level Workgroup Statistics Screen Fields

Column

Description

Name

The name of the Workgroup.

Online Interaction
Service Level

The number of all online Interactions since 12:00 AM today
that were accepted by an Agent in 30 seconds or less.

Offline Interaction
Service Level

The number of all offline Interactions since 12:00 AM
today that were accepted by an Agent in 180 seconds or
less.

Logged In Agents

The number of Agents are currently logged into CCA.

Longest Queue Time

Since 12:00 AM today, the number of Interactions that
waited in the queue more than 15 seconds.

Available Agents

The number of Agents that are currently available.

This report depends upon the settings. For example, in the above example, we set

the:

- Online Service Level to 30 seconds
- Offline Service Level to 180 seconds

When referring to Service Levels, online and offline Interactions are
defined as follows:

Online: ACD Phone, ACD Voicemail, ACD Callback, Web Callback,

and Chat

Offline: ACD Fax and ACD Email

To View Service Level Workgroups

1. The timer for calculating service levels starts when an Interaction
reaches the call center. The timer stops when an Agent accepts the
Interaction. Service Levels therefore, not only include time that the
client (customer) spent waiting in a queue, but also, for example,
the amount of time the client (customer) spent listening to

prompts.

2. As a Supervisor, you cannot change the Service Levels, but you
can monitor them and take appropriate action, if the Workgroups
are not meeting the Service Levels.
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3. The data in the Service Level Workgroups screen refreshes every
five seconds, but network activity can influence the refresh rate.

4. Three columns reset every day at 12:00:00 AM:
a. Online Activities
b. Offline Activities
c. Longest Queue Time
5. The other two columns (Logged In Agents and Available

Agents) are simple real-time statistics, reflecting the current
Agent login and availability.

3-34  callCenterAnywhere™ Supervision Manager



Interactions

CallCenterAnywhere lets you view real-time statistics for all active
Interactions in your call center, including:

e Agent Statistics
e  Workgroup Statistics

e Service Level Workgroup Statistics

In addition to real-time statistics, you can view
reports created by your CallCenterAnywhere
Administrator. See Chapter 4, “CallCenterAnywhere
Reports,” for more information.

@O

The data appearing on the various statistics screens varies, depending
on whether you have a Full or Limited Access Supervisor account. (See
“Types of Supervisor Accounts” on page 1-2 for more information.)

Agent and Workgroup Statistics

The Interactions screen (Figure 3-19) shows the number of each type
of Interaction each Agent and each Workgroup is currently handling.
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Figure 3-19 Interactions Screen

d You can also use this screen to set Interaction
(; Alarms. See “To Set Alarms for Waiting Interactions
on page 2-5.

”

To View Interaction Statistics

1. From the Supervisor tab, click Options, and then click the
Interactions link.

The Interactions Statistics screen (Figure 3-19) opens.

2. Use Table 3-8 to identify each column and its meaning.

Table 3-8 Interaction Statistics Screen Fields and Descriptions

Column Description

Agent The Agent who is handling the Interaction.

Note: Unknown may appear until the Interaction
routes to an agent.

To The client’s (customer’s) the telephone number (or
Project email address) used to reach the call center.
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Table 3-8 Interaction Statistics Screen Fields and Descriptions

Column Description

From The client’s (customer’s) the telephone number (or
email address), as acquired by the Automatic
Number Identification (ANI) system.

Project The name of the Project handling this Interaction.
Workgroup The name of the Workgroup handling this
Interaction.
Call Type The Interaction type:
- Chat
- Inbound Call

- Inbound Chat

- Inbound Extension
- Outbound Call

- Outbound Extension
- Predictive Call

- Preview Call

- New Inbound Chat
- Workgroup Call

- Workgroup Callback
- Workgroup Email

- Workgroup Fax

- Workgroup Voicemail

- Web Callback
Elapsed Time The length of the Interaction (in HH:MM:SS).
Queued Time The length of time the Interaction spent in the

queue before it was handled.

Interaction ID The ID of the Interaction.

To Change Which Statistics Appear in the Columns

Interactions & &,' & e

Hang Up  Join Open CRM Alarms

Figure 3-20 Agent Status Icons
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Click one of the icons (Table 3-9) at the top of the Agent Status screen
(Figure 3-2):

Table 3-9 Agent Statistics Icons

Hang up allows you to disconnect a caller from the Agent.
The Agent an caller are immediately disconnected and the
Agent’s status returns to Available. (See “To Disconnect an
Agent’s Interaction” on page 3-14.)

Join allows you to join the Agent similar to a conference
&)’ call. Both the Agent and the customer can hear you. (See
wtog

“To Join an Agent’s Interaction” on page 3-11.)

Open CRM allows you to send customized information to an
agent, a customer, or both if you joined an interaction. (See
“Pushing CRM Information” on page 3-12.)

Alarms allows you to set alarms for waiting Interactions
and set alarms based on an Agent’s status. (See “To Set
Alarms for Waiting Interactions” on page 2-5 and “To Set
Alarms for Agent Status” on page 2-10.)

What Supervisor’s Can Do With Interactions

As a supervisor, you can select an interaction and then:

e Disconnect it. (See “To Disconnect an Agent’s Interaction” on page
3-14).

e Join the Interaction in conference. (See “To Join an Agent’s
Interaction” on page 3-11.)

e View additional information using the CRM custom tab. (See “To
Push Custom Information Using the Open CRM Icon” on page
3-12.)

e Set alarms. (See “To Set Alarms for Waiting Interactions” on page
2-5.)
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Review Recording

If you previously recorded an Interaction or if there is an existing
recording you would like to hear, you must first find the recorded
Interaction.

To Find Recordings

Recordings are stored in a database. Find recordings by choosing an
agent and then entering a specific recording date range.

1. From the Supervisor tab, click Options, and then click the Review
Recording link.

The Review Recording screen (Figure 3-21) opens.

Horton, Don Workgroup
Supervising
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(Abrams, Taylor 08/26/2005 - 10:02:1 2 AM 00:00:16
Statistics Abrams, Taylor 018/26/2005 - 00°55:57 AM 000017

Figure 3-21 Review Recording Screen

2. From the Agent list box (Figure 3-22), select the Agent you
recorded.

Review Recordin - = ™
gAgent:I Adams ﬂFrom:| [0 I% L?%]I %;
Name / | Date | Dur ation
Select Agent From Calendar — To Calendar — Load

Figure 3-22 Review Recording - Select Agent
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3. Click the date field, which opens the a Calendar (Figure 3-23).
Select a date from the calendar for the From text box. (The
calendar is based on your workstation’s clock.)

Next Month

Previous Month

Previous Year—— — Next Year

Today’s Date

25 2728 29| 30
Figure 3-23 Calendar

a. On the calendar, click a day to identify the first day when to
search for the recording (or click today for today’s date).

b. Click > or < to advance or roll back the calendar one month,
respectively.

c. Click >> or << to advance or roll back the calendar one year,
respectively.

d. Choose the search start date by clicking a day in the calendar,
(or click today for today’s date).

4. In the To text box, repeat step 4 to identify the last day to search
for recordings.

5. Click the Load icon %ﬂ

Supervision Manager shows all of the recordings you made of the
Agent between the dates you specified.

To Listen to a Recording

1. To listen to a recording, first you must find it. (See “To Find
Recordings” on page 3-39.)

2. From the Review Recording screen (Figure 3-22 on page 3-39),
select the recording to hear.

3. Click the Play icon %) .
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Supervision Manager launches the default audio application that
your system associates with the .wav or .mp3 files and plays the
recording.

Interaction History

Every time a client (customer) reaches a call center, some information
about the client’s (customer’s) progress through the call center is
recorded, such as:

e The project and workgroup where the system routed the client
(customer).

e The Agent who was offered and accepted the interaction.

¢ Whether the client (customer) was transferred and to whom.
CallCenterAnywhere saves this information as the Interaction
History Record. The Interaction History Record can also have
attachments, such as:

e Notes made by agents or supervisors.

e Recordings of phone conversations.

e Transcripts of chat conversations.
Agents and Supervisors can view the Interaction History Record for the
current Interaction and they can view Interaction History Records that
were appended to a Contact. However, only Supervisors can:

e Find Interaction History Records by user, project, workgroup,

Interaction ID, originator (email address or telephone

number), or date range.

e Find and view Interaction History Records even if the
Interaction was not assigned to a contact.
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Finding, Viewing, and Printing Interaction History Records

1. From the Supervisor tab, click Options, and then click the
Interaction History link (Figure 3-24).

Supervisor
Options ———————Options
Agent Status
Agent Statistics
Warkgroups

Senwice Level Waorkgroups
Interactions
Review Recording

Interaction History €————— Interaction History
Prosxy

Reports |

i Predictive

& Statistics |

Figure 3-24 Interaction History Link

The Interaction History screen (Figure 3-25) opens.

Search Criteria

Interaction History

User Project Workgroup Interaction |

[al =l el M|

Originator From To: %] %

| |DBM2;QDD4 = IDQQEQDDA = Load  History
4 || Incoming Type || Date || Interaction Id || Duration (sec.)
=2 Chat 08¢30/2004 - 05:28:05 PM 39748581541 71
= Inhound Chat 0802712004 - 01:38:17 AM 39746367464 a0
= Inbound Chat 08f2772004 - 01:38:17 AM 38T4E36TA63 261
Note 0803002004 - 05:30:07 PM -39748591942 15

Load Icon

Figure 3-25 Interaction History Screen

2. Enter your search criteria.
a. See “To Search by User, Project, or Workgroup” on page 3-43.

b. See “To Search by Interaction ID (Number)” on page 3-43.
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c. See “To Search for a Client Using an Email Address or
Telephone Number” on page 3-44.

d. See “To Search by a Date (From and To)” on page 3-44.
Enter an Interaction ID or select a From and To search date.

To narrow your search, you can also enter a time (in military
format with a 24-hour clock) for each date.

Click the Load icon G@)

A list of up to 500 Interaction History records matching your
search criteria appears in the results area.

To Search by User, Project, or Workgroup

Select one or more of the following:

1.

From the User drop-down list, select a specific Agent or All for all
agents.

From the Project drop-down list, select a specific project or All for
all projects.

From the Workgroup drop-down list, select a specific workgroup
or All for all workgroups.

Enter an Interaction ID or select a From and To search date
from the calendar.

To narrow your search, you can also enter a time (in military
format with a 24-hour clock) for each date.

Click the Load icon G@)

To Search by Interaction ID (Number)

1.

In the Interaction ID text box, type the full Interaction ID humber.

& You cannot use wildcards (asterisks *) in the
Y 4 Interaction ID text box.

¥

2.

Click the Load icon % .
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To Search for a Client Using an Email Address or Telephone Number

1. In the Originator text box, type the client’s full email address or
telephone number, as it appears in the contact record.
& You cannot use wildcards (asterisks *) in the Originator
Y 4 text box.
For example, if the client’s email is rsmith@yahoo.com,
you cannot enter just “r*.” There is no substring searching
or wildcard searching.
2. You must either:
a. Type an Interaction ID number in the Interaction ID text box
or
b. Select search From and To dates in their respective boxes (or
selecting dates from the pop-up calendar).
3. To narrow your search, you can also enter a time (24-hour clock)
for each date.
4. Click the Load icon %}

The results show only records where the Interaction was assigned
to a Contact.

& If the Interaction was never assigned to a Contact, you
' must search for the Interaction History record using one or

4 more of the other fields.

To Search by a Date (From and To)

1.

Click the From text box (or the calendar icon e ).
The calendar opens for you to select a From search date.
Click the To text box (or click the calendar icon).

The calendar opens for you to select a To search date.
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Supervision Manager

3. Click the Load icon %

To View an Interaction History Record

The Interaction History Record shows all selected interactions matching
a specified search criteria.

1. After running your search (see “Finding, Viewing, and Printing

Interaction History Records” on page 3-42), double-click on one of
the rows in the results area,
or

Select a row in the results area and click the History icon QI

The Interaction History Record (Figure 3-26) opens for your
selection.

Configure About Logout

it Horton, Don
s Supervi

F
Total O

Supervisor Call Control Contact Scripts test tah
Interaction History
Options User Project Workgrou Interaction ld
Agent Status [an” e = all =l
Agent Statistics Originator From To: ) 5]
i f o200 & [0 =] Hows) [0 = ovinutes) 082472006 (] [23 2] (Hoursy [B3 =] (Minutes)  Loaa Hitory
Service Level Workgroups
Thitataclione Incoming Type Date T Interaction Id Duration {sec.}
Review Recording & |outbound call 08/24/2006 - 09:18:34 AM 530501 9566934 24|
Interaction History & |outbound call 08/24/2005 - 09:18:14 AM 590501 9566933 23)
Praxy & [outbound call 0B/24/2005 - 08:40:11 AM 599991 9566932 13
Reports ‘& |chat 08/24/2005 - 08:36:34 AM 297999862328527) 207
2 |outbound Call 08/24/2005 - 08:32:37 AM 589391 8566930 83
fued)ciive \; @ |inbound can 0812472005 - 08:32:37 AM 5008010566531 83
Statistics ‘ & |outbound call 08/24/2005 - 08:32:30 A 590501 9586928 149
& [inbound call 0B/24/2005 - 08:32:30 AM 5999919566929 149
& [outbound call 08/24/2006 - 08:32:22 AM 590501 9566976 140
2 [inbound Call 0B/24/2005 - 08:32:22 AM 589391 9566927 140
& [outbound call 08/24/2006 - 08:31:42 AM 5305019566924 7
‘& inbound chat 08/24/2005 - 08:24:59 AM 297999852328526, 75|=
= inbound chat 0B/24/2005 - 08:24:59 AM 397999852328525, 75
&  |outbound call 08/24/2006 - 08:16:55 AM 5305019566919 [}
B2 [inbound call 08/24/2005 - 08:15.52 AW 589391 9566917 L
& [inbound call 08/24/2006 - 08:15:15 AM 5305019566916 336
& |outbound call 0B/24/2005 - 08:15:15 AM 5905019566915 236
G |web Calloack 0B/24/2005 - 08:15:02 AM 300999552328508) 269
‘& chat 08/24/2006 - 08:14:38 AM 797999862328524, 202
2 [inbound Call 0B/24/2005 - 08:10:24 AM 589391 9566914 14
G2 |web callback 08/24/2006 - 08:10:16 AM 300995852328507) 53
‘& |chat 08/24/2005 - 08:07-10 AM 297999862328523, 1)
& chat 05/24/2005 - 08:06:49 AM 297999852328522, ar
& [inbound Call 08/24/2006 - 08:03:25 AM 5905019566913 167
& |chat 08/24/2005 - 08:00:40 AW 2878938523285 21 77|
5 5 e
Figure 3-26 Example Interaction History Record
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To Print an Interaction Record

1.

After running your search (see “Finding, Viewing, and Printing
Interaction History Records” on page 3-42), double-click on one of
the rows in the results area.

The Interaction History dialog box (Figure 3-26) opens for your
selection.

Click the Print button (located at the bottom).

To Add a Note to an Interaction History Record

1.

Proxy

After running your search (see “Finding, Viewing, and Printing
Interaction History Records” on page 3-42), double-click on one of
the rows in the results area.

The Interaction History dialog box (Figure 3-26 on page 3-45)
opens for your selection.

Click the Note icon |:,’
The Note dialog box opens.
Type your note text.

Click the OK button.

The note attaches to the History Record.

This option works with “Viewing and Taking Over an Agent’s
Workstation” on page 3-19.

After you perform the steps described in “To View or Take Over an
Agent’s Screen” on page 3-20, click this option at any time (after
navigating to other screens) to return to viewing the screen of the
Agent you took over. The Agent’s screen appears in the data area of
your screen (Figure 3-27).
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Figure 3-27 Viewing an Agent’s Screen
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CallCenterAnywhere Reports

CallCenterAnywhere reports provide valuable information about the
trends, activities, and Agent performance in your call center. These
reports provide information about:

Agent activity, performance, and efficiency
Interaction statistics

Interaction outcomes

Outcome of Predictive calls

Weekly Project Schedules

Custom Reports/Advanced Reports (optional)

8 As a Supervisor, you can view reports, but you cannot
Y 4 create or edit them. If you are a Supervisor and need
a new report, please contact your Administrator.

Overview of Reports

Supervision Manager provides the reports listed in Table 4-1. If
configured, you may also have some or all of the Custom/Advanced
Reports listed in Table 4-2. Refer to the individual report sections for
information on a specific report.

5 Your system may not have all of these reports.
y Contact your Administrator for more information.
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Standard Reports

Table 4-1 provides a list of standard report names and a description of
each.

Table 4-1 Supervision Manager Reports

Report Description

Agent Information | Agent profile information (extension, email address, and
so forth).

Agent Interaction Details about number and duration of the selected

Interaction type for the selected Agents.

Agent Skills All skills defined for your company, identifying which
Agents possess which skill in your call center and the
Agent’s corresponding skill rating.

Agent Utilization The amount of time each Agent spent handling
Interactions, awaiting Interactions, or on break.

Direct Dialing Statistics for calls dialed directly to Agents or dialed by

Statistics Agents to external numbers.

Login by Groups of | Agents who logged in, login time, and login duration.

Users

Login by User Login activity of each of your CallCenterAnywhere

Agents.

Outcome Statistics | For tracking the results of Interactions based on
Interaction Type (ACD Call, Web Callback, and so on).

Overdue Callbacks | All waiting Web callback Interactions.

Predictive Detailed Results by type (busy, no answer, and so on) of all
Predictive call attempts.

Note: Predictive Reports are available only if you have
purchased Predictive Dialing capabilities with your
version of CallCenterAnywhere.

Predictive Dialer Call related statistics (number of calls, answer rate, and
Totals so on) for predictive dialing.

Predictive Production statistics based on the agents used for any
Productivity or all Predictive call attempts.

Note: Predictive Reports are available only if you have
purchased Predictive Dialing capabilities with your
version of CallCenterAnywhere.
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Table 4-1 Supervision Manager Reports

Report

Description

Predictive Summary

Actions (left message, callback, and so on) of all
Predictive call attempts.

Note: Predictive Reports are available only if you have
purchased Predictive Dialing capabilities with your
version of CallCenterAnywhere.

Preview Summary

Preview results based on the agents used for any or all
Predictive call attempts.

Note: Preview Reports are available only if you have
purchased Preview Dialing capabilities with your version
of CallCenterAnywhere.

Project Segments
(formerly Project
Key Statistics)

Interaction statistics, by interaction type (phone, email,
and so forth) and a summary across all interaction

types.

Weekly Project
Routing Schedule

All of the Schedules defined for your call center.

Workgroup Interval
Time

How Agents perform at specific times of the day.

Workgroup Interval

How many Interactions of each media type your call

Time by Media center receives at specific times of the day.
Workgroup Statistics for understanding the overall performance of
Statistics your call center.

Workgroup Skills

Skills assigned to a Workgroup and the rating of those
skills.

CallCenterAnywhere Reports
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Custom Reports/Advanced Reports

Table 4-2 provides a list of Custom Reports/Advanced Reports and a

description of each.

g A major change with advanced reports is that when you
Y 4 select to and from times for report viewing, the report
: shows the information within the time interval, by day.
This is a change from the standard reports, which start at
a specific time on the beginning day of the report, and
then finishes at the end time on the final day of the report.

These reports are created in PDF format. Therefore, you must have
Acrobat Reader to view these reports.

Table 4-2 Custom Reports/Advanced Reports

Report

Description

Daily Project
Performance

Summary totals by date (or 15 minute intervals for
the selected time range) for call measures, average
interaction durations, and service factors. Use this
report for determining volume and service factors
by project. Interval reporting helps to identify busy
hour and staffing requirements based upon call
volume.

Daily User Performance

Provides visibility into daily Agent Activity, including
time spent in different ACD States, Call Counts, and
Talk Time. Use this report to assist Call Center
Management in monitoring Agent performance
against reasonable expectations.

Interaction Outcome by
Workgroup

This report tracks outcomes by Workgroup,
Interaction Type, Outcome, Total Interaction time,
and Average Interaction Time.

Interval Workgroup
Performance

Summary totals by date (or 15 minute intervals for
the selected time range) for calls into the
workgroup, total interaction durations, and
user-defined threshold statistics. Use this report to
identify volume, call routing, and service factors
measured by the workgroup service level as well as
a user-defined service level.

Peak Interactions

This report tracks the Maximum peak
number of Interactions used by the system,
reported in 15-minute intervals.
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Table 4-2 Custom Reports/Advanced Reports

Report Description

User Hourly Average Provides visibility into hourly Agent Activity,
including calls handled, along with time spent in
different ACD States. Use this report to assist Call
Center Management in determining agent average
performance against reasonable expectations.

User Login/Logout Provides visibility into User Activity through the use
of determining time actually spent logged into the
system. Use this report to assist Call Center
Management in determining how a specific user is
spending time in comparison with other users.

User Status Duration Provides visibility into user activity using
user-defined statuses. Use this report to assist Call
Center Management in determining how a specific
user spends time in comparison with other users.

Viewing and Printing Standard Reports

You can view and print the Standard Reports. However, you cannot
create new reports. If you need a new report, or want a report to be
changed, please see your CallCenterAnywhere Administrator.

To View or Print Standard Reports
1. Select the Reporting tab, then

a. Open one of the report groups (such as Workgroup
Productivity).

b. Click on one of the report names (such as Workgroup
Interval Time).

& If a report name shows a no “+" or “-" icon in front of it
Y i (I outcome statistics ), that means your Administrator did not
: create any reports of that type or that you do not have
access to those reports.
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Figure 4-1 Report Groups, Names, and Individual Reports

When your Administrator creates a report, the Administrator can
usually set some configuration options on the report. Exactly what
kind of configuration depends on the specific report.

For example, in Figure 4-1 shows the Workgroup Key Statistic
Report. Your Administrator can configure this report to show
statistics on Workgroups or statistics on Projects. In fact, your
Admin can also configure it to show just one Workgroup or all
Workgroups. In addition, your Administrator can even control
which types of Interactions the report contains (such as show
Calls, Chat, and Email, but ignore Faxes).

You can find an explanation for every configuration option for
every report in the CallCenterAnywhere Administration Manager
User’s Manual. Work with your Administrator to create the types of
reports that are useful to you.

When you select a report name (such as Workgroup Key
Statistics), you will see all of the individual reports that your
Administrator created.

In our example, the Administrator created two versions of the
Workgroup Key Statistics report: one version shows key statistics
for all Workgroups, and the other shows key statistics for all
Projects.

2. Select a name from the list and then click the View icon.

The Report dialog box (Figure 4-2) opens.
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Report

Covered Period | Regional Options

%et Period covered by this Report

Start Dake
Ernd Date
Skart Time

End Time

|04/27/2005 | R

04272005 | R

(Hour) (Minutes)
{Hour) (Minutes)

| ok || Cancel

Figure 4-2 Report Dialog Box: Covered Period Tab

you may see a Period Covered tab, a Regional

7 Depending on what type of report you are viewing,
V.

Options tab, or both.

3. Complete information in the Covered Period tab (Table 4-3), if it
is available for the report type you selected.

CallCenterAnywhere Reports
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Table 4-3 Covered Period Tab

Field

Description

Start Date

Choose the starting date of the report range from the calendar
icon next to Start Date EHF .

Click > or < to advance or roll back the calendar one month,
respectively. Click >> or << to advance or roll back the
calendar one year, respectively.

Choose the report start date by clicking a day in the calendar, or
click today to choose today’s date (which is based on your
workstation’s system clock).

End Date

Choose the end date of the report range from the calendar icon

B .

Click > or < to advance or roll back the calendar one month,
respectively. Click >> or << to advance or roll back the
calendar one year, respectively.

Choose the report end date by clicking a day in the calendar or
click today to choose today’s date (which is based on your
workstation’s system clock).

Start Time

Choose the starting hour (24-hour clock) and minute of your
report range.
Note: The starting hour is for the Start Date.

End Time

Choose the ending hour (24-hour clock) and minute of your
report range.
Note: The ending hour is for the End Date.

4. Click the Regional Options tab (Figure 4-3).
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Report

| Covered Period | Regional Options

Display Time

(*) Company Default Time Zone
GMT

) User Time Zone
GMT

Report Language

English {US) v|

Select Date Format to Display in Report

(*) Company Default Date Format MM dd ey
() User Defined Date Format MM dd ey
| ok | | Cancel |

Figure 4-3 Report Dialog Box: Regional Options Tab

5. Complete the Regional Options tab (Table 4-4).

Table 4-4 Regional Options Tab

Field Description

Display Time Click Company Default Time Zone to display all
report times in the time zone defined as the default
for your Company.

Click User Time Zone to display all report times in
the time zone you configured for your Supervision
Manager workstation.

CallCenterAnywhere Reports 4-9



Table 4-4 Regional Options Tab

Field Description

Report Language From the drop-down list box, choose the language
to display in this report.

Select Date Format to Click Company Default Date Format to display
Display in Report all report dates in the format defined as the default
for your Company.

Click User Defined Date Format to display all
report dates in the format you configured for your
Supervision Manager workstation.

6. Click OK.

The report appears in a new browser window. Figure 4-4 shows an
example for the Workgroup Skills Report.

<) Workgroup Skills - Microsoft Internet Explorer Q@E|
.

i File Edt Wiew Favorites  Tools  Help o

Workgroup Skills == 4

T_Re_port Includes All Workgroups

African & Australian Travel

Skill Name | Rating |

Africa Specialist | 50|

Australian Specialist a0
Asian Travel

Skill Name !Rating

Asia Specialist | a0 |

Chinese 20|

Beach Specialists

Skill Name jRating

_Famous Beaches 1DD_

Figure 4-4 Example Workgroup Skills Report

7. Click File > Print to print the report.
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Viewing and Printing Custom/Advanced Reports

You can view and print the Custom/Advanced Reports. However, you
cannot create new reports. If you need a new report, or want a report
to be changed, please see your CallCenterAnywhere Administrator.

You must have Adobe Acrobat Reader installed on your
\ workstation to view Advanced Reports as well as
Scheduled Advanced Reports.

CCA delivers Scheduled Reports in both Web (html) format
as well as in Acrobat pdf format.

To View or Print Custom/Advanced Reports

1. Expand the Custom Reports link in the Supervisor tab.

2. Expand the Advanced Reports link to see the reports under that
heading.

3. Follow the same steps described under “Viewing and Printing
Standard Reports” on page 4-5.

A Note About Start and End Times

For almost every report, the start and end times work the same. For
example, to run an Agent Utilization Report:

Select:

e Start Date = 07/01/04

e End Date = 07/30/04

e Start Time = 8:00 (AM)

e End Time = 17:00 (5:00 pm)

The Agent Utilization Report will include events starting at 8:00 AM
on 7/01/04 through 5:00 PM on 07/30/04.

Any event that occurred between those times, twenty-four hours a
day, seven days a week, is included in your report.

Every CallCenterAnywhere Report works like this, except for these two
reports:
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e The Workgroup Interval Time Report
e The Workgroup Interval Time by Media Report

If you run these reports with the same start and end times as above,
the report contains events that occurred between 8:00 AM and 5:00
PM, every day between 07/01/04 and 07/30/04.

A Note About Advanced Reports

A major change with Advanced Reports is that when you select to and
from times for report viewing, the report shows the information within
the time interval, by day. This is a change from the standard reports,
which start at a specific time on the beginning day of the report, and
then finishes at the end time on the final day of the report.

Note About Project Routing and Reporting

If CCA receives a call into Project A and this changes another project
(such as Project B), the report will show the change to Project A. This
is because the change actually came into Project A and if CCA reported
it for both Project A and Project B, then the information would be
doubled. If CCA reported the change for only Project B, then there
would be no way to tack which project the call actually came into. This
is important for some clients who use multiple project DNISs that
reroute to the same project or menu for tracking which advertising
source is generating the most calls.
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Call Center Operations Reports

From the Supervisor tab, Reports option, click the Call Center
Operations link to access these reports:

¢ Weekly Project Routing Schedules Report
e Workgroup Skills Report

e Billing Report (for Service Providers only)
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Weekly Project Routing Schedules Report

The Weekly Project Routing Schedules Report (Figure 5-1) lists all
the Schedules defined for your call center.

Scheduled reports use the language of the report,
(@ rather than the company language.

1. After selecting this report from the Report option, select a specific
report name from the list and then click the View icon.

The Report dialog box opens for you to enter specific report
parameters. (See “CallCenterAnywhere Reports” on page 4-1.)

2. Click OK. The Weekly Project Routing Schedules Report
(Figure 5-1) opens in a new window.

Weekly Project Routing Schedules =- 2outing

Report Includes Schedules:

DHIS Day .?It::; ;:ﬂ;d To Project Time Zone

8584100448 Monday 00:00:00 | John-2nd Johr-Main (GMT-08:00/DST+0:00) Pacific Standard Time; PST
8584100449 Tuesday 00:00:00 | John-2nd Johr-Main (GMT-08:00/D5T+00:00) Pacific Standard Time; PST
8584100450 Wednesday |00:00:00 | John-2nd Johr-Main (GMT-08:00/D5T+0:00) Pacific Standard Time; PST
8584100451 Thursday 00:00:00 | John-2nd Johr-Main (GMT-08:00/D5T+00:00) Pacific Standard Time; PST
8584100452 Friday 00:00:00 | John-2nd Johr-tain (GMT-08:00/D5T+00:00) Pacific Standard Time; PST
8554100453 Saturday 00:058:00 | John-2nd Johr-Schedule | (GMT-08:00/DST+0:00) Pacific Standard Time; PST
8554100454 Sunday 00:058:00 | John-2nd Johr-Schedule | (GMT-08:00/DST+0:00) Pacific Standard Time; PST
8554100455 Monday 00:058:00 | John-Main John-2nd (GMT-08:00/DST+10:00) Pacific Standard Time; PST
8554100456 Tuesday 00:058:00 | John-Main John-2nd (GMT-08:00/DST+HI0:00) Pacific Standard Time; PST
8554100457 Wednegday |00:08:00 | John-Main John-2nd (GMT-08:00/DST+H0:00) Pacific Standard Time; PST
8554100455 Thursday 00:05:00 | John-Main John-2nd (GMT-08:00/DST+H0:00) Pacific Standard Time; PST
8554100455 Friday 00:05:00 | John-Main John-2nd (GMT-08:00/DST+H0:00) Pacific Standard Time; PST

2 at 18:51 (GMT-0¢ /DST+0:00) Pacifi ndard Time; PST

Figure 5-1 Example Weekly Project Routing Schedules Report
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Report Elements
The creator of this report (your Administrator) can select some or all of

the possible columns shown in Table 5-1. Therefore, you may not see
all of the information listed in the table.

Table 5-1 Project Schedules Report Columns

Column Description

Day The day the number or address indicated by DNIS is
scheduled to run.

DNIS The telephone number or email address that customers use
to reach the Scheduled Project

Start Time The time (24-hour clock) on the indicated Day the Project is
scheduled to start.

From Project The Project that the schedule temporarily disables while the
To Project runs.

To Project The Project the schedule runs at the indicated Day and
Start Time.

TIme Zone The time zone used to generate the report. The values in

the Start Time column are for this time zone.
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Workgroup Skills Report

The WorkGroup Skills Report (Figure 5-2) displays the skills
assigned to a Workgroup and the ratings (weight) of each those skills.

This report shows activity for the entire company.
Y 4 Data presented includes all workgroups, not just the
workgroups you supervise.

Workgroup Skills =:

Report Includes All Workgroups,

English Workgroup

Skill Name Rating

Desktop - PC 25
Metwork Managerment 20
Speaks English 20
Desktop - LM 15
Desktop - Macintosh 10
Speaks Spanish 10

Spanish Workgroup

Skill Hame Rating

Speaks English a0
Desktop - Macintosh 25
Desktop - PC 25

Figure 5-2 Example Workgroup Skills Report

Report Elements

The creator of this report (your Administrator) can select some or all of
the possible columns shown in Table 5-2. Therefore, you may not see
all of the information listed in the table.
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Table 5-2 Workgroup Skills Report Columns

Workgroup

Name

Skill Name The name of the skill required in this workgroup.

Rating The rating (weight) of this skill (from 0 - 100) of importance
to this workgroup. The higher the rating, the more likely
CCA will route an Interaction to this workgroup.
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Billing Report

The Billing Report (Figure 5-3) is for Service Providers only. It
provides a summary of the number and duration of Interactions in
each call center for which the service provider provides service.

Billing == Sams Report

Call Center Number of Interactions Duration of Interactions

Ext SIP Agents 1327 325356
H323 and external GW 234 03:28:35
Int SIP Agents 83 00:03:41
Total 1644 36:31:12

Generated on 09032004 at 12:26:29 o

A

(GMTHI7:00/D5THI0:00) Indochina Time; AsiafSaigon

Figure 5-3 Example Billing Report

Report Elements

The creator of this report (your Administrator) can select some or all of
the possible columns shown in Table 5-3. Therefore, you may not see
all of the information listed in the table.

Table 5-3 Billing Report Columns

Column Description

Call Center The name or other designation for the call center client.
Number of The total number of interactions for the date and time
Interactions specified at the top of the report.

Duration of The total time spent for all interactions from this call center
Interactions for the date and time specified at the top of the report.
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Workgroup Productivity Reports

From the Supervisor tab, Reports option, click the Workgroup
Productivity link to access these reports:

Outcome Statistics Report

Workgroup Interval Time by Media Report
Workgroup Key Statistics Report

Overdue Callbacks Report

Workgroup Interval Time Report

Workgroup Productivity Reports
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Outcome Statistics Report

The Outcome Statistics Report (Figure 6-1) allows you to track the
results of Interactions based on Interaction Type (Workgroup Call, Web
Callback, and so forth).

For each Interaction Type, this report shows the number of
Interactions that were assigned that Outcome by Agents at the
conclusion of the Interaction.

Outcome Statistic Report

Report Includes Agent:
Outcome Waorkgroup Email Workgroup Fax | Chat |Workgroup Calls | Wehb Callback | Outbound | Inbound | Preview | Predictive | Callback | Workgroup Voicemail | Total

Order Pending

Report Includes Agent:
Outcome Workgroup Email | Workgroup Fax | Chat Workgroup Calls Web Callback | Outhound | Inbound | Preview | Predictive | Callback | Workgroup Voicemail | Total

Order Placed

Report Includes Agent:
Qutcome  Workgroup Email | Workgroup Fax | Chat 'Workgroup Calls | Web Callback | Quthound | Inbound |Preview Predictive | Callback | Workgroup Voicemail |Total
Other

Report Includes Agent:

Wurl_(gruup g Chat W | WD Outhound | Inbound | Preview | Predictive | Callback Workgroup Total
Email Fax Calls

Outcome Callback Voicemail

Ungatisfied Customer -Personal Callback Requested

Generated on 05/10/2004 at 07:01:59 PM (GMT+OD. 3T+HI0:00) Greenwich Mean Time; GMT

Figure 6-1 Outcome Report

Report Elements

Each data group of the Outcome Statistics Report is dedicated to a
single Interaction Outcome (Table 6-1), while the columns of the
report detail the number of Interactions to receive that Outcome.
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Table 6-1 Outcome Report Interaction Types

Interaction

Type Description
Workgroup E-mail Interactions
Emails

Workgroup Fax

Fax Interactions

Chat

Chat Interactions

Workgroup Calls

Inbound telephone Interactions routed to a Workgroup
Agent, including ACD Callback requests, but not including
calls routed to voice-mail.

Web Callback Web Callback Interactions

Outbound Outbound calls dialed through the CallCenterAnywhere
system (does not include outbound call made by Agent on
telephone lines not controlled by CallCenterAnywhere.

Inbound Inbound calls routed directly to an Agent extension (does
not include calls routed through the ACD Server to an
available Workgroup Agent).

Preview Preview Interactions

Predictive Predictive Interactions
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Workgroup Interval Time by Media Report

The Workgroup Interval Time by Media Report (Figure 6-2) shows
how your Agents are performing at specific times of the day. You can
report on time intervals as short as 1 minute and as long as 60
minutes.

Use the Set Interval Time control to specify the length of the time
intervals for this report. Figure 6-2 shows a Workgroup Interval
Time by Media Report created to display intervals of 60 minutes.

Workgroup Interval Time By Media Report »=

Report Includes All Workgroups:

Workgroup Workgroup Workgroup

Interval Calls Callback Email Workgroup Fax \(’:\Z:’hack Chat Voicemail Total
00:00-01:00 0 ] il ] il 1] ] 0
01:00-02:00 i} i] i] 0 i] ] 0 0
02:00-03:00 i} i] i] 0 i] ] 0 0
03:00-04:00 i} i] i] 0 i] ] 0 0
04:00-05:00 i} i] i] 0 i] ] 0 0
05:00-06:00 u] 1] 1] u] 1] 1] 0 0
06:00-07:00 o 0 0 0 0 0 0 0
07:00-08:00 1 0 0 0 0 0 0 1
08:00-09:00 22 4 0 0 0 0 0 28
09:00-10:00 2 0 0 0 0 0 0 2
10:00-11:00 32 il 5 ] 1 il ] 38
11:00-12:00 34 7 4 ] 1 5 4 55
12:00-13:00 17 1 9 ] il 2 1 30
13:00-14:00 29 & 4 ] 10 2 4 55
14:00-15:00 33 1 il ] 1 5 9 45
15:00-16:00 23 5 2 0 7 5 5 48
16:00-17:00 45 1 5 0 1 4 10 B3
17:00-18:00 43 1] 33 0 1] 1 4 a1
16:00-1:00 7 i] 5 0 8 5 2 27
15:00-20:00 2 1] 1 u] 1] 1 0 4
20:00-21:00 o 0 0 0 0 9 0 9
21:00-22:00 o 0 0 0 0 0 0 0
22:.00-23:00 o 0 0 0 0 0 0 0

Total 293 25 [} u] 29 40 39 494

S T+H10:00

Figure 6-2 Workgroup Interval Time by Media Report
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Report Elements

Table 6-2 shows the Workgroup Interval Time by Media Report columns
and their corresponding descriptions.

Table 6-2 Workgroup Interval Time by Media Report Columns

Column Description

Interval The time span to report on in each row of the report.
The total number of rows in the report is based on your
specified Interval Time and the period covered by your
report. For example, if you create a report for the period
between 2:00 p.m. and 4:00 p.m. of a single day, and you
specified an Interval Time of 15 minutes, your report will
contain eight rows.

Workgroup The total number of Workgroup Phone calls accepted by

Calls Agents.

Callback The total number of Callback Interactions accepted by
Agents.

Workgroup The total number of Workgroup email Interactions accepted

Email by Agents.

Note: An email Interaction counts as one interaction, when
the agent accepts the interaction.

Workgroup Fax

The total number of Workgroup fax Interactions accepted by
Agents

Web Callback The total number of Web Callback Interactions accepted by
Agents

Chat The total number of Chat Interactions accepted by Agents

Workgroup The total number of Workgroup Voicemail Interactions

Voicemail accepted by Agents

Total Total number of Interactions received.
Note: The total Interaction count does not increment
unless an agent accepts the Interaction.

& Selecting a Start and End time for this report is
Y slightly different than for other reports. See “A Note

About Start and End Times” on page 4-11.
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Workgroup Key Statistics Report

The Workgroup Key Statistics Report (Figure 6-3) shows call center
use, Agent performance, and billing statistics for the Projects and
Workgroups that you select.

This report includes Interactions which were routed to Workgroup
Agents by the Automatic Call Distribution (ACD) system. This report
does not include:

e Calls made directly to an Agent and
e Outbound calls made by an Agent

Workgroup Key Statistics Report == Call Center Repart

Report Includes YWorkgroups:

Answer/Abandon Rate TOTAL % Time to Abandoned Interactions TOTAL % Wait Time to Accept Interaction | TOTAL k3
Answered Interaction 153 || 44 66 % | Under 0 min 30 sec 45 (31,29 % | Below Threshold 1 153 | 73.21 %
Abandoned Interaction 147 |[41.29 % |0 min 31 sec to 1 min 0 sec 18 12.24 % | Below Threshald 2 13| B.22%
Callback Calls A0 14.04 % || 1 min T sec to 1 min 30 sec 16| 10,83 % | Greater than Threshold 2 43 20057 %
Woicemail 0 000 % |1 min 37 secto 2 min 0 sec 7| 476 %

Over 2 min 0 sec 60 | 40,52 %
Total Interactions Received 356 || 100 % | Total 147 | 100 % | Tatal Interactions Answered 209 | 100 %
Interaction Type TOTAL Y Agent Call Processing TOTAL Summary TOTAL
Workyroup Calls 200 || 56,18 % | Average Talk Time 00:05:53 Total Interactions Received 306
Workgroup Woicemail 0 0.00% | Average Hold Time 00:01:37 Total Interactions Answered 209
Callback 21| 550 % | Average Time for Response 00:03:47 Tatal Interactions that Went to Hold 23
Web Callback 29| 815 % | Average Queue Time 00:29:44 Duration of Answered Interactions 51434
Chat 30| 843 % | Average Process Tirme per Call 00:14:51 Tatal Queue Tirne 1762710
Workgroup Email 7B 21.35 % | Average Time to Abandoned 00:55:31 Shottest Queue Time 00:00:00
Workgroup Fax O 000 % | Average YWrap Up Time 00:00:00 Longest Queue Tirme 410255
Total 356 || 100 %

Generated on 20.12.2002 at 10:58 (GMT-08:00/D5T+00:00) Pacific Standard Time; PST

Figure 6-3 Workgroup Key Statistics Report

Report Elements

The following sections describe each element included in the following
areas of the Workgroup Key Statistics Report:

6-6 CallCenterAnywhere™ Supervision Manager



Summary

Answer/Abandon Rate
Wait Time to Accept Interaction
Agent Call Processing

Interaction Type

g This report includes activity for all Agents in the
¥ selected Project or Workgroup, not just the Agents
assigned to a Supervisor.

Answer/Abandon Rate

The Answer/Abandon Rate area (Table 6-3) shows information for
the Interactions received by the call center.

Table 6-3 Answer/Abandon Rate

Item

Description

Answered
Interaction

Number of Workgroup Interactions routed to and accepted
by Agents.

Abandoned
Interaction

Number of Workgroup Interactions received by the call
center but abandoned by the customer before being
accepted by an Agent.

Callback Calls

Number of Callback and Web Callback Interactions handled
by the call center.

Voicemail

Number of calls in which the caller left a voicemail message
for a Workgroup Agent rather than wait in the queue to be
connected to an Agent.

Time to Abandoned Interaction

The Time to Abandoned Interactions area (Table 6-4) shows
statistics for the length of time that customers waited before deciding
to abandon their attempt to reach your call center.

Table 6-4 Time to Abandoned Interactions

Item

Description

under 0 min
30 Seconds

Number of Interactions abandoned in under 30 seconds.

0 min 31 sec
to 1 min 0 sec

Number of Interactions abandoned after waiting 30 seconds,
but in under 60 seconds.
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Table 6-4 Time to Abandoned Interactions

Item Description

1 min 1secto | Number of Interactions abandoned after waiting 61 seconds,
1 min 30 sec | but in under 1 minute and 30 seconds.

1 min 31 sec | Number of Interactions abandoned after waiting between 1
to 2 min minute and 30 seconds and 2 minutes.

Over 2 min 0 | Number of Interactions abandoned after waiting more than 2
sec minutes.

Wait Time to Accept Interaction

The Wait Time to Accept Interaction area (Table 6-5) shows
statistics for the length of time customers waited before being
connected to an Agent.

Table 6-5 Wait Time to Accept Interaction

Item

Description

Below Threshold 1

Total number of Interactions that were accepted by an
Agent before expiration of the time limit you supplied
for Threshold 1 in the Content tab of the report
definition.

Below Threshold 2

Total number of Interactions that were accepted by an
Agent before expiration of the time limit you supplied
for Threshold 2 in the Content tab of the report
definition.

Greater than
Threshold 2

Total number of Interactions that were accepted by an
Agent after expiration of the time than the value you
supplied for Threshold 1 in the Content tab of the
report definition.

Total Interactions
Answered

Total number of Interactions routed to and accepted
by Workgroup Agents. Direct-dialed calls are not
included in this report. (See "Direct Dialing Statistics
Report” on page 8-8 for information on direct-dialed
calls).
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Agent Call Processing

The Agent Call Processing area (Table 6-6) shows the average
length of time Agents spent in various phases of the Interaction.

Table 6-6 Agent Call Processing

Item

Description

Average Talk Time

Average length of time Agents spent talking with
callers.

Average Hold Time

Average length of time Agents kept callers on Hold.

Average Time for
Response

Average length of time Interactions spent waiting in
the queue before being accepted for handling by an
Agent. Does not reflect Interactions that were not
accepted by an Agent.

Average Queue
Time

Average length of time Interactions spent waiting in
the queue. Reflects all Interactions, including
dropped calls, abandoned calls, accepted by an
Agent, and so on.)

Average Process
Time per Call

Average length of time Agents spent processing a
call, including talk time, hold time, and wrap up
time, for the segment of the call for the reporting
workgroup.

Average Time to
Abandoned

Average length of time Interactions waited in the
queue for an Agent before abandoning the call
attempt.

Average Wrap Up
Time

Average length of time Agents spent wrapping up
Interactions (Agent Status = Wrap Up), for each
segment of the call handled and reported for each
workgroup.

Summary

The Summary area (Table 6-7) shows overview data for Interactions
received, and for Interaction wait times.

Table 6-7 Summary

Item

Descriptions

Total Interactions
Received

Total number of Interactions received by your
Company.
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Table 6-7 Summary

Item

Descriptions

Total Interactions
Answered

Total number of Interactions received by
CallCenterAnywhere, routed to a Workgroup, and
handled by an Agent.

Total Interactions
that Went to Hold

Total number of voice Interactions placed on Hold at
any time by an Agent.

Duration of Answered
Interactions

Total time Interactions spent in the system. Calculated
as the difference between the time the Interaction was
received by CallCenterAnywhere and the conclusion of
the Interaction for the segment of the call for the
reporting workgroup.

Total Queue Time

Total length of time Interactions spent waiting for an
Agent in a Workgroup queue.

Shortest Queue Time

Length of time the Interaction with the shortest queue
time waited for an Agent.

Longest Queue Time

Length of time the Interaction with the longest queue
time waited for an Agent.

Interaction Type

The Interaction Type area (Table 6-8) shows the number of
Interactions of each media type handled by the selected Projects or

Workgroups.

Table 6-8 Interaction Type

Item

Description

Workgroup Calls

Number and percentage of Interactions that reached
the call center by Phone, were routed to a Workgroup,
and subsequently handled by an Agent. Includes Phone
calls, Predictive calls, and Preview calls.

Workgroup Number and percentage of Interactions that reached

Voicemail the call center by Phone, were routed to a Workgroup,
and elected to leave a voice-mail message rather than
wait in the Workgroup queue for an Agent.

Callback Number and percentage of Interaction who reached

the call center by Phone, were routed to a Workgroup,
and requested a call-back rather than wait in the
Workgroup queue for an Agent.
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Table 6-8 Interaction Type

Item Description

Web Callback Number and percentage of customers who reached the
call center by requesting a callback from an Agent
using your Web site.

Chat Number and percentage of customers who reached the
call center by requesting a chat with an Agent using
your Web site.

Workgroup Email Number and percentage of Interactions that reached
the call center by e-mail, were routed to a Workgroup,
and subsequently handled by an Agent.

Workgroup Fax Number and percentage of fax Interactions that were
routed to a Workgroup and subsequently handled by
an Agent.
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Overdue Callbacks Report

Overdue Callbacks ==

The Overdue Callbacks Report (Figure 6-4) lists all waiting Web
callback Interactions. Based on your overdue criteria and the date and
time for which the customer scheduled the callback, this report
identifies whether Interactions are overdue, recently overdue, or
upcoming.

Report Includes Project: russell

Overdue

Request Date 05/11/2004

Requested Time 01:31:43 PM

First Name Boh

Last Name Lee

Phone 1-8586385530

Extension

E-mail sfsdficce com

Company CHN

Time Zone (GMT-08:00/DST+H1:00) Pacific Standard Time; America/Dawson
| Recently Overdue

Request Date 05/11/2004 Requested Time 01:33.15 PM

First Name Steve

Last Name James

Phone 1-8586389530

Extension

E-mail ssfdssd@msn.com

Company msh

Time Zone (GMT-08:00/DST+H1:00) Pacific Standard Time; America/Dawson
& Upcoming

Request Date 05/11/2004

Requested Time 03:02:55 PM

First Name Rick
Last Name James
1-8586389530

Phone

Figure 6-4 Overdue Callbacks Report

Report Elements

Each unhandled Web callback Interaction appearing in the Overdue
Callbacks Report shows the date and time the customer requested the
callback, as well as the contact information provided by the customer.
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Overdue Callbacks Report Groups

Table 6-9 which report places each Interaction into one of the following
groups:

Table 6-9 Overdue Callbacks Report Groups

Group Description

Overdue The customer has been waiting (for a requested callback)
longer than your maximum
Overdue Threshold time.

Recently Overdue | The customer has been waiting (for a requested callback)
longer than your overdue

time but has not yet waited longer than your maximum
Overdue Threshold time.

Upcoming The time when the customer requested a callback has
not yet arrived.

Request Date The day the customer requested a callback.

Request Time The time the customer requested a callback.

Customer Information about the customer including: the customer's

Information first name, last name, phone number, extension (if
applicable), email address, company and the customer's
time zone
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Workgroup Interval Time Report

The Workgroup Interval Time Report (Figure 6-5) shows how your
Agents are performing at specific times of the day.

Figure 6-2 shows an example for “Presales,” “Sales,” and “Support”
workgroups for intervals of 60 minutes.

Workgroup Interval Time

Report Includes All Projects, Workgroup Calls, Voicemail, Callback, Web Callback, Chats, E-mail, Faxes,

Interval Agent Answered Abandoned :ﬂ:\:\](‘ere(l fz:;ilce (PEOImEEe
Below Threshold | Threshold 1 to Greater than Above Threshold Total
Threshold 2 Threshold 2 1

00:00-00:15 0 0 0 0 a i} 0.0 %
00:15-00:30 0 0 0 0 a 0 0.0 %
00:30-00:45 0 0 0 i] i} i} 0.0 %
00:45-01:00 0 i} 0 0 a 0 0.0 %
01:00-01:15 0 i} 0 0 a 0 0.0 %
22:00-22:15 0 l i} 0 0 a 0 0.0 %
22:15-22:30 0 0 0 0 a 0 0.0 %
22:30-22:45 0 0 0 i] i} i} 0.0 %
22:45-23:00 0 i} ] 0 a 0 0.0 %
23:00-23:18 0 0 0 0 a 0 0.0 %
23:15-23:30 0 0 0 0 a 0 0.0 %
2330-23:45 0 0 0 i] i} i} 0.0 %
23:45-00:00 0 i} 0 0 a 0 0.0 %

Total ] ] i 2 2 10 750 %

Figure 6-5 Workgroup Interval Report

You can run a report for all projects and Interaction Interval Times or
for specific Interval Times. You can report on time intervals as short as
1 minute and as long as 60 minutes.
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Report Elements

Table 6-10 shows the Workgroup Interval Time Report columns and
their corresponding descriptions.

Table 6-10 Workgroup Interval Time Report Columns (Part 1 of 2)

Column Description
Interval The time span to report on in each row of the
report.

The total number of rows in the report is based
on your specified Interval Time and the period
covered by your report. For example, if you
create a report for the period between 2:00
p.m. and 4:00 p.m. of a single day, and you
specified an Interval Time of 15 minutes, your
report will contain eight rows.

Agent Answered The three columns under this heading
correspond to the number of interactions
accepted by Agents.

Below The total number of Interactions accepted by
Threshold 1 Agents within the First defined threshold for
Interactions set for the Report.

Threshold 1 to | The total number of Interactions accepted by
Threshold 2 Agents within the Second defined threshold for
Interactions set for the Report.

Greater than The total number of Interactions accepted by
Threshold 2 Agents outside of the Second Threshold for
Interactions set for the Report.

Abandoned Interactions The total number of interactions where the
client disconnected after entering the queue
but before reaching an agent.

Note: An email Interaction counts as one
interaction, when the agent accepts the
interaction.

Total The total number of abandoned interactions.
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Table 6-10 Workgroup Interval Time Report Columns (Part 2 of 2)

Column

Description

Service Performance Level

The percentage of calls answered within the
time specified (can be up to 60 seconds and as
little as 5 seconds) in the Calls must be
answered within or Chats must be
answered within controls of the Content tab.

Selecting a Start and End time for this report is
slightly different than for other reports. See “A Note
About Start and End Times” on page 4-11.
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Predictive and Preview Reports

From the Supervisor tab, Reports option, click the
Predictive/Preview Reports link to access these reports:

e Predictive Dialer Totals Report
e Predictive Productivity Report
e Predictive Summary Report

e Predictive Detailed Report

e Preview Summary Report

Predictive Dialer Totals Report

The Predictive Dialer Totals Report (Figure 7-1) shows a group of
call related statistics (number of calls, answer rate, and so forth) for
predictive dialing.
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from

Predictive Dialer Totals Report == ¢

Report Includes All Projects, :

Number Average | Number Number

Proiect N Ti Number | of Ahandon | Answer Waiti 9 f Call of Calls | Dialer
Toje ame me of Calls | Active Rate Rate vatting | o1 La's Ratio
Time per Hour

Calls Agent
SOCC West - Technical Support | 03/08/2004 - 09:00:50 AM 0 i 0 i 0 0 0 1.0
SOCC West - Technical Support | 03/08/2004 - 09:02:00 AM 0 i 0 i 0 0 0 1.0
SOCC West - Technical Support | 03/08/2004 - 09:03:10 AM 0 i 0 i 0 0 0 1.0
SOCC West - Technical Support | 03/08/2004 - 09:04:20 AM 0 i 0 i 0 0 0 1.0

Generated on [ /2004 at 09:45: (GMT-+00:00/DST+10:00) Greenwich Maan Tirme; GhT

Figure 7-1 Predictive Dialer Totals Report

Report Elements

Table 7-1 show each possible item in this report along with a
description of what the item means or how it was calculated.

Table 7-1 Predictive Dialer Totals Report Fields

Item Description
Project Name The name of the Project(s) you selected for the report.
Time Each row in the report shows the statistics for one minute

of predictive dialing. For example, if you chose a report
start time of 9:00 am and a report end time of 5:00 pm
(View dialog > Period Covered tab), your report will have
480 rows for each project that you selected (Edit > Projects
tab).

Number of Calls | Total number of calls that have been made since the
Predictive Project was started in Administration Manager.

This number is cumulative for as long as the Predictive
Project is running. If you stop the Project, the number of
calls will be reset to 0.
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Table 7-1 Predictive Dialer Totals Report Fields

Item Description
Number of A call is considered active when the system begins dialing
Active Calls that number. A call is considered inactive when a customer

or agent hangs up, or when the system hangs up. This field
is the number of calls that were active in the system during
the reporting interval.

For example, if the project is in the 5th minute of running,
the total number of calls that have been made (Number of
Calls) might be 50. However, during the 5th minute, only 15
calls might be active.

Abandon Rate
(Dropped Rate)

An abandon (dropped) call occurs when the system hangs
up on the customer before the customer is connected to an
Agent (system shutdown, no available Agents, and so on).

The Dropped (Abandon) Rate is defined as:

The total number of abandon (dropped) calls
The total # of active calls since the project started in AM

This field is cumulative.

Answer Rate

The Answer Rate is defined as:

The total number of live answers calls
The total number of calls since the project started in AM

This field is cumulative.

Average Waiting
Time

Wait time is the amount time that an Agent was available
but was not given a call. The Average Wait Time is the
average amount of time that all Agents in the project spent
waiting to be given a call since predictive dialing began.
This field is cumulative.

To be considered “waiting” an Agent must be
1. Available

2. Associated with a Predictive Project that is running.
3. Logged into Predictive Dialing.

Number of Calls
Per Hour

The average number of calls made per hour. It is defined
as:

[The total number of calls made}X 60
The total dialing time
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Table 7-1 Predictive Dialer Totals Report Fields

Item Description
Number of Calls | The Number of Calls Per Agent is defined as:
Per Agent
The total number of calls
The total number of times that Agents were available
This field is cumulative.
Dialer Ratio A Predictive call can have a number of different results. For

the customer may hang up. Therefore, on average, the

Agent is called the Dialer Ratio.

completed call = 3.

the dialer ratio is dynamically calculated by the dialer
algorithm.

This report is not affected if the IM Service is stopped
and restarted. It may take a few minutes for the data
to refresh after such occurrences.
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example, there may be no answer, the line may be busy or

system calls more than one number to successfully connect
one customer to an Agent. The number of calls that the
system makes to successfully connect one customer to an

If the system makes an average of 3 calls before it connects
one customer to an Agent, then the dialer ratio is 3 calls/1

CallCenterAnywhere tries to predict when an Agent will be
available and makes a specific number of Predictive calls. If
the dialer ratio is fixed, the ratio is simply reported from the
setting in AM. If the dialer ratio was set to “pacing” in AM,



Predictive Productivity Report

The Predictive Productivity Report (Figure 7-2) provides a snapshot
of results for a specific Predictive Dialing Project.

Predictive Productivity

frarm 0

Report Includes All Projects

Talk
Time

0o:42:20
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
0o:42:20

Login
Duration

304:55:34
61:19:20
05:05:25
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

3712019

Agent Name

Agent, Mikel
Agent, Mike2
levy AT, russellAl
usert001, user10O1
userl002, useri002
user1003, user1003
user1 004, user1004
user1005, user1 005
userl006, userl00G
user1007, userl007
userl008, user10O3
userl009, userlOO9
userl010, useri 010
userl011, user1 011
userl012, user1012
user1013, user1013
userl014, user10ld
userl015, userl015
userl016, userl016
userl017, userl017
userl018, userl018
user1019, user1019
user1020, user1020
Number Of Agents: 23

Talk Time Per

Login Time

0.27 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.22 %

Calls
Taken

[ax}
ool o ol o o o ool oo o o0 oo o o0 oo o oo @m

[ax}
o

Calls per
Hour

0.12
0.00
0.00
0.00
0.0
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.0
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.10

Number of
Sales

oo ol o o o o oo/ o0 oo o o o0 oo oo ool o o

Close Sales |Sales per

Rate

0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %
0.00 %

Hour

0.00
0.00
0.00
0.00
0.0
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.0
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00

Figure 7-2 Predictive Productivity Report

Predictive and Preview Reports
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Report Elements

Table 7-2 shows the Predictive Productivity Report columns and their

descriptions.

Table 7-2 Predictive Productivity Report Columns

Column Description

Agent Name | The name of agent included in this report.

Log in How long the agent was logged into this predictive campaign.

Duration

Talk Time How long the agent spent in “Busy” status during this predictive
campaign.

Talk Time Percentage of Time Agent spent in Busy Status during Predictive

per Log In Campaign

Calls Taken | The number of calls the agent accepted during login.

Calls per The number of calls accepted per hour (Number of Calls/Login

Hour Time)

Number of | The number of sales the agent made.

Sales

Close Rate The percentage of sales the agent made against the number of

Sales calls accepted during login.

Sales per The number of sales made per hour. (Number of Sales/Login

Hour Time)

Predictive Summary Report

The Predictive Summary Report (Figure 7-5) lists the total
occurrences of each possible Predictive Call result for the selected
Projects or Workgroups.
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t 00:00

Predictive Summary Report == Predictive Summary

Report Includes All Projects

Results Total
Error 0 0.00%
Busy 7 9.33%
Mo Answer 27 36.00%
Fax 0 0.00%
Invalid ] 0.00%
Answer, Mot Connected o 0.00%
Answering Machine 19 2A.33%
Answer 2z 29.33%
Answering Machine, Mot Connected i] 0.00%
74 100.0%

Total

Fercentage of "Answer, Not Connected" to "Answer" = 0.00%

Fercentage of "Answering Machine, Mot Connected” to "Answer" = 0.00%

327 [GMT-03:00/D5THI0:00) Pacific Standard Time; PET

Figure 7-3 Example Predictive Summary Report

Report Elements

Table 7-3 shows the columns on the Predictive Summary Report and
their corresponding descriptions.

Table 7-3 Predictive Summary Report Columns

Column Description

Result The result of the Predictive call attempt. Can be one of the
following:

Answer: A person answered the predictive call.
Answer, Not Connected: The predictive call was answered
but the agent and the client were not connected.
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Table 7-3 Predictive Summary Report Columns

Column Description

Answering Machine: An answering machine answered the
predictive call.

Answering Machine, Not Connected: The predictive call
was answered but the agent and the answering machine were
not connected.

Busy: The predictive call resulted in a busy signal.

Error: An error (such as no dial tone, no line available, and so
on) prevented the predictive call from being placed.

Fax: A fax machine answered the predictive call.

Invalid: The number used for the predictive call was out of
service or not a valid number.

No Answer: There was no answer at the number dialed.

Action The Action taken as a result of the Predictive call attempt can
be one of:

Abandon before connect: The call was abandon before
connecting.

Call back: Will call this number back at the specified time.
Call back message: Left the specified message on the
answering machine that answered the predictive call, and will
call this number back at the specified time.

Call back message failed: Failed to leave the specified
message on the answering machine that answered the
predictive call.

Call failed: The Predictive call failed.

Connect to agent: The predictive call was connected with an
agent.

Leave message: Left the specified message on the answering
machine that answered the predictive call.

Leave message failed: Failed to leave the specified message
on the answering machine that answered the predictive call.
Out of list: The number was removed from the Predictive
database and will not be called again.

Route to project: The predictive call was answered then
routed to a project.

Route to project failed: The predictive call was answered but
routing to the specified project failed.

Send fax: Sent the specified fax to the fax machine that
answered the predictive call.

Send fax failed: An attempt to send a fax was unsuccessful.

Outcomes Outcomes are call results configured by your company
Administrator and assigned to the predictive project.

Total The total number of predictive call attempts receiving the result.
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Predictive Detailed Report

You can run the Predictive Detailed Report a number of ways and
the report can become quite large. In general, the report shows:

e Results of the call (Answered, Error, Answer Machine, and so on)
e Qutcome of the call (Sale, Sale Pending, No Sale, and so on)

e Actions taken after the call (call back later, leave a message, and
So on)

Figure 7-4 shows a Predictive Detail Report - all Results for each
Action.

Predictive Detailed == Report for 05/11/04

Report Includes Project:

Callback

Results Total

Error 0 0.00%
Busy 2 20.00%
Mo Answer 0 000%
Fax 0 0.00%
Invalid 0 0.00%
Answer, Mot Connected 0 0.00%
Answering Machine B B0.00%
Ansier 2 20.00%
Answering Machine, Mot Connected 0 0.00%
Total 10 100.0%

Connect To Agent

Results Total
Error i
Busy

[

Figure 7-4 Predictive Detailed Report - All Results for Each Action
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Report Elements

Table 7-4 shows the columns and their corresponding descriptions for
the Predictive Detailed Report.

Table 7-4 Predictive Detailed Report Columns

Column

Description

Project Name

The name of the CCA predictive calling project.

Outcome

The outcome assigned to the Interaction by the agent.

Workgroup
Name

The workgroup that handled the predictive call.

Result Type

The result of the predictive call attempt can be one of the
following:

Answer: A person answered the predictive call.

Answer, Not Connected: The predictive call was answered
but the agent and the client were not connected.

Answering Machine: An answering machine answered the
predictive call.

Answering Machine, Not Connected: The predictive call
was answered but the agent and the answering machine were
not connected.

Busy: The predictive call resulted in a busy signal.

Error: An error (such as no dial tone, no line available, and so
on) prevented the predictive call from being placed.

Fax: A fax machine answered the predictive call.

Invalid: The number used for the predictive call was out of
service or not a valid number.

No Answer: There was no answer at the number dialed.

Action

The Action taken as a result of the Predictive call attempt can
be one of:

Abandon before connect: Call was abandon before
connecting.

Call back: Will call this number back at the specified time.
Call back message: Left the specified message on the
answering machine that answered the predictive call, and will
call this number back at the specified time.

Call back message failed: Failed to leave the specified
message on the answering machine that answered the
predictive call.
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Table 7-4 Predictive Detailed Report Columns

Column Description

Call failed: The predictive call failed.

Connect to agent: Predictive call was connected with an
Agent.

Leave message: Left the specified message on the
answering machine that answered the predictive call.
Leave message failed: Failed to leave the specified
message on the answering machine that answered the
predictive call.

Out of list: The number was removed from the predictive
database and will not be called again

Route to project: The predictive call was answered then
routed to a project.

Route to project failed: The predictive call was answered
but routing to the specified project failed.

Send fax: Sent the specified fax to the fax machine that
answered the predictive call.

Send fax failed: An attempt to send a fax was unsuccessful

Preview Summary Report

The Preview Summary Report (Figure 7-5) provides a breakdown of
the results (busy, no answer, and so on) of all Preview call attempts,
and the follow-up action taken in response to each result.

Preview Summary Report == Repart for 12/17/02

Report Includes All Projects

Project Qutcome Phone Action
Call Center West 1 Order Placed 8586389724 Answered
Call Center West 1 Order Placed G586359725 Answered
Call Center West 2 Order Pending B586389726 Answered
Call Center YWest 2 Mot Applicable 8586389727 Calback

/2002 at 18:33 (GMT-08:00/DSTHI0:00) Pacific Standard Time; PST

Figure 7-5 Preview Summary Report
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Report Elements

Table 7-5 shows the Preview Summary Report columns and their
corresponding descriptions.

Table 7-5 Preview Summary Report Columns

Column

Description

Project

The name of the CCA preview calling project.

Outcome

The outcome assigned to the Interaction by the agent.

Phone

The telephone number dialed in the preview call attempt.

Action

The Action taken as a result of the Predictive call attempt can
be one of:

Call Back: Will call this number back at the specified time.
Call not connected: An answering machine answered the
predictive call.

Connected: The predictive call was connected with an agent.
Failed to send fax: An attempt to send a fax was
unsuccessful.

Fax file not found: The .TIF file to be faxed could not be
found at the specified location.

Fax sent: Sent the specified fax to the fax machine that
answered the predictive call.

Left message and will call back: Left the specified
message on the answering machine that answered the
predictive call, and will call this number back at the specified
time

License not available: No license was available to permit
connection of the predictive Interaction to an agent.
Message on the answering machine: Left the specified
message on the answering machine that answered the
predictive call.

Remove from list: The number was removed from the
predictive database and will not be called again.
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Agent Profile and Productivity
Reports

From the Supervisor tab, Reports option, click the Agent Profile &
Productivity link to access these reports:

Agent Information Report

Agent Interaction Report

Agent Skills Report

Agent Utilization Report

Direct Dialing Statistics Report
Login By Groups of Users Report
Login by User Report

Agent Information Report

The Agent Information Report (Figure 8-1) lists the following profile
information for each Agent in the selected Workgroups:

First and last name

Telephone number

Phone Extension

E-mail address

Active Address

Skills assigned to the Agent

Workgroups to which the Agent is a member

Agent Profile and Productivity Reports 8-1



Agent Information Report

Report Includes Users:

Last Name |Username |First Name |Phone |Extension |E-mail Active Address | Skills | Workgroups Account Standing
larl o dmarlow Debhie 1- 460 dmarlowgEcow! com | 1-8586309142 English Active
Rowland troland Tim 1- 5454 trolandi@cowl.com 1-8552455762 English Active
Sands msands Max 1- £009 maands@cow!.com | 1-8582455009 English Active
Keller akeller Art 1- B777 mkeller@cow! com | 1-8584103960 English Active
Brolan mbrolan Michael 1- 1104 mbralan@cowl. com English Adtive
Jones jiones Jonathon 1- 5346 jiones@cewl.com 1324234234 English Active
Paxton apaxon andrew 1- 2001 apaxton@cowl.com 1-8586389340 English Arctive

at 11:03 ard Time; PST

Figure 8-1 Agent Information Report

Agent Interaction Report

The Agent Interaction Report (Figure 8-2) lets you analyze Agent
use by showing the amount of time each Agent spent handling
Interactions, awaiting Interactions, or on break.
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Agent Interaction Report -

\gent Interaction

from 01.12

Report Includes Workgroups:

Agents Predictive | Inbound | Voicemail | Callback \(’Z\Lelrha[:k Quthound :Enxl 2:: \é\lr::i(ﬁmup \;I;irkgrnup Chat Preview \(i:\!au”r:group Total
agent e100 0 abab 0 ] 9 5 1 o o o 20 ] 4 ] 18 &7
agent tim1 0 0 11 4 0 o ol o ] 0 0 0 60 7h
agent tirn2 ] ] i} ] ] o o o 0 ] ] ] 4 4
andrew E0 S0 agentl 0 ] 1 5 1 o o o B o 10 ] 60 93
andrewy 60 3100 agent2 0 o o 0 o o o o 0 o 1 o 0 1
John! Dioe ] ] 7 2 4 o o o 3B ] 1 ] 1 51
Mikel Agent 38 ] 4 3 ] o o o ] ] 1 ] 45 91
Mike2 Agent 0 0 0 0 0 o ol o ] 0 0 0 4 4
russellAl levyl ] ] 1 ] ] o o o 0 ] ] ] 1 2

(GMT-08:00/DST+H0:00 Pacific Standard Time; PST

Report Elements

Figure 8-2 Agent Interaction Report

Each row of the Agent Interaction Report is dedicated to a single
Agent, while the report columns provide details on the Interaction
types handled by that Agent.

Table 8-1 provides the Agent Interaction Report columns and their
corresponding descriptions.

Table 8-1 Agent Interaction Report

Column Description

CallBack The number of callback Interactions the agent accepted.

Chat The number of chat Interactions the agent accepted.

Email The number of email Interactions the agent accepted.

Fax The number of fax Interactions the agent accepted.

In Ext The number of telephone calls the agent received from
another CallCenterAnywhere agent.

Inbound The number of inbound calls originated by a customer and
accepted by the agent.

Out Ext The number of telephone calls this agent placed to other

CallCenterAnywhere agents.
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Table 8-1 Agent Interaction Report

Column Description

Outbound The number of outbound calls placed to customers by the
agent.

Predictive The number of predictive call Interactions accepted by the
agent.

Preview The number of preview call Interactions placed by the agent.

Total The total number of Interactions handled by the agent.

Voicemail The number of voicemail Interactions the agent accepted.

Web CallBack | The number of Web callback Interactions the agent accepted.

\(/:Vo”rkgroup The number of workgroup calls the agent accepted.

alls

Table 8-2 shows the columns and descriptions for the Interactions
Types Handled by Agents.

Table 8-2 Interaction Types Handled by Agent

Column Description

% Available The percentage of the time when the agent’s status was
available.

% Busy The percentage of the time when agent’s status was busy.

% On Break

The percentage of the time when the agent’s status was on
break.

Agent The agent’s name.

AHT Total Average Talk Time + Wrap-Up for All Interactions
(Avg Handle

Time)

Assistance If the agent requested a supervisor's assistance. (Not
Needed Implemented yet)

ATT Call (Avg | The average time spent on a call.

Talk Time)

ATT Chat (Avg | The average time spent on a chat.

Talk Time)

ATT Email The average time spent on an email.

(Avg Talk

Time)
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Table 8-2 Interaction Types Handled by Agent

Column Description

ATT Total The average time spent on any Interaction.

(Avg Talk

Time)

Avg Hold The average hold time for the agent.

Time Total

Avg Ring Time | The average ring time.

Avg Wrap The average wrap-up time: The average time agents spent

Time wrapping-up Interactions (where the agent status =
wrap-up), for each segment of the call handled and reported
for each workgroup.

Callback The total number of answered callbacks.

Answered

Chats The total number of answered chats.

Answered

Department Name of the Agent's Department

Direct The total number of answered direct inbound calls.

Inbound

Answered

Email The total number of answered emails.

Answered

Extension The agent’s telephone extension.

Extension The total number of dialed extension calls.

Dialed

Fax Answered

The total number of answered faxes.

Fax Sent The total number of faxes that were sent.

Host IP The agent's computer IP address.

Address

Interactions The total number of Interactions currently assigned to an
Assigned agent.

Interactions The total number of Interactions received by the agent.
Total

Internal Ext The total number of answered internal extension calls.
Answered

Login The time logged in the system.

Duration

Agent Profile and Productivity Reports 8-5



Table 8-2 Interaction Types Handled by Agent

Column Description

Network The agent’s network connectivity strength. (Not

Status Implemented yet)

No Answer The total number of Interactions sent to but not answered by
Total the agent.

Not Ready The total time the agent’s status was unavailable (on break).
Time Total

Outbound The total number of dialed outbound calls.

Dialed

Predictive The total number of answered predictive calls.

Answered

Preview The total number of dialed preview calls.

Dialed

Session ID The agent’s TAW Web session ID.

Session The name of the Web server that the agent is logged into.
Server

Status The duration of the last ACD status.

Duration

Status in The agent’s ACD status (available, busy, or on break).
Workgroup

Status A custom status that maps to an ACD status (such as at
Selected lunch, in a meeting, and so on).

Status The duration of the last agent status.

Selected

Duration

Transfers The total number of transferred Interactions.

Made

Unavailable The total time the agent’s status was unavailable (Busy).
Time Total

User Name The agent’s login ID.

Web Callback | The total number of answered Web callbacks.

Answered

Wagrp Calls The total number of answered ACD calls.

Answered

Wgrp Vmail The total number of answered workgroup voicemails.
Answered
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Agent Skills Report

The Agent Skills Report (Figure 8-3) lists:

e All the Skills that have been defined for your Company

e Which Agents possess that skill and

e Each Agent’s rating for that skill
The Agent Skills Report quickly shows you which agents possess each
skill in your call center. Use the Agent Skills Report to decide which

agents to include in a workgroup requiring specific skills or
requirements.

Agent Skills Report

Report Includes Users in the department:

Macintosh

Last Name First Name Rating

Jones Steve 100

Marconi Wendell 100

Ochoa Ken 25

Renault Pierre 25
PC

Last Name First Name Rating

bvers hark 100

Ochoa Ken 100

Renault Pierre 100

Jones Steve 50

Srmith hlike 50
UNIX

Last Name First Name Rating

Renault Pierre 100

Marconi Wendell a0

Smith hlike a0

Ochoa Ken 2%

Figure 8-3 Agent Skills Report
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Agent Utilization Report

The Agent Utilization Report (Figure 8-4) helps you analyze agent
activity by showing the amount of time each agent spent handling
Interactions, awaiting Interactions, or on break.

from 01.12.200 00:00

Agent Utilization Report == Agent Utilization t0 17 3

Report Includes Workgroups:

Agents On Break Available Busy Total Time Logged In
Michols, Mike 00:26:13 0.4 % | B9:55:06 77.8 % | 19:26:21 21.6 % [89:47:40
Aldrich, Robert 15:16:34 4.8 % | 2735539 87.6 % | 23.27.47 7.5 % | 312:40:00
Lean, David 01:.07:00 16 % | 45.17.03 BE.5 % | 21:17:31 31.4 % |B7:41:34
Meame, Ronald 01:04:59 15 % [43:14:51 61.1 % | 26:21:02 37.2 % | 70:40:52
Moore, Robert 0o0:12:39 0.8 % | 24:.02:25 97.6 % | 00:21:40 1.4 % [24:36:44
Altman, Robert 00:00:00 0.0 % | 05:04:44 99.7 % | 00:00:40 0.2 % |05:05:24
Curtiz, Michael 003515 8.2 % | 04:52.17 G54 % | 01:39:38 23.3 % |07:07:10

(GMT-05:00/D3T+00:00) Pacific Standard Time; PET

Figure 8-4 Agent Utilization Report

Direct Dialing Statistics Report

The Direct Dialing Statistics Report (Figure 8-5) shows
non-workgroup calls where:

¢ An agent dialed another agent
e Agents called external numbers
e A caller dialed an agent’s extension directly
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Direct Dialing Statistics

Report Includes All Projects

Agent Call Processing TOTAL Summary TOTAL
Average Talk Time 00:01:12 || Total Interactions Received 164
Average Hold Time 00:01:03 || Total Interactions that Went to Hald 3
Average Process Time per Call 00:01:13 | Duration of Interactions 03:21:32
Interaction Type TOTAL Yo

Direct Inbound o 3537 %

Direct Outbound 40 24.38 %

Inbound Extension 33 20012 %

Outhound Extension 33 20012 %

Tatal Interactions 164 100 %

Figure 8-5 Direct Dialing Statistics Report

Report Elements

The following sections describe each element included in the following
areas of the Direct Dialing Statistics Report:

e Agent Call Processing
e Summary
e Interaction Type

This report shows activity for the entire Company. Data
Y | presented includes all Agents in the selected Project or
: Workgroup (not just the Agents you supervise).
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Agent Call Processing

The Agent Call Processing area of the Direct Dialing Statistics Report
shows the average time agents spent in various phases of the
Interaction (Table 8-3).

Table 8-3 Direct Dialing Statistics Report: Agent Call Processing Area

Item

Description

Average Talk Time

The average number of seconds agents spent
talking with callers.

Average Hold Time

The average number of seconds agents kept callers
on hold.

Average Handled
Time per Segment

The average number of seconds agents spent
processing a call, including talk time, hold time,
and wrap up time - for the segment of the call for
the reporting workgroup.

Summary
The Summary area (Table 8-4) of the Direct Dialing Statistics Report
shows overview data for Interactions received, and overview data for
Interaction wait times.
Table 8-4 Direct Dialing Statistics Report: Summary Area
Item Descriptions
Total Interactions The total number of Interactions received by your
Received company.
Number of Times The total number of voice Interactions placed on hold
Interactions Went to | at any time by an agent.
Hold
Duration of The total time Interactions spent in the system. This is
Interactions calculated as the difference between the time the
Interaction was received by CCA and the conclusion of
the Interaction.
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Interaction Type

The Interaction Type area (Table 8-5) of the Direct Dialing Statistics
Report shows the number of Interactions of each media type handled
by the selected projects or workgroups.

Table 8-5 Direct Dialing Statistics Report: Interaction Type Area

Item

Description

Direct Inbound

The number of calls placed by callers directly to an
specific agent plus calls abandoned in the IVR
before becoming an ACD call (even if the call was
not directed to an agent). A caller using the
company directory to reach a specific agent is also
counted as a Direct Inbound call.

Direct Outbound

The number of calls placed by agents directly to an
external phone number.

Inbound Extension

The number of calls received by agents from other
agents.

Outbound Extension

The number of calls placed by agents to other
agents.

Total Interactions

The total number of direct dialed calls placed or
handled by agents.

Login By Groups of Users Report

The Login by Groups of Users Report (Figure 8-6) shows the total
time that agents and supervisors were logged into the Interaction
Manager and Supervision Manager. See “Login by User Report” on
page 8-12 to find the exact time each agent signed into or out of the
Interaction Manager or Supervision Manager.
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Login by Groups of Users ==

Report Includes Users in the department: sales

Username First Hame Last Hame Total
jones Steve Jones B3:14:22
srmith Mike Smith G1:39:26

Generated on 05122004 &t 10:51:02 (GMT-+00-00/DST+00:00) Greenwich Mean Time; GMT

Pl

Figure 8-6 Login by Groups of Users Report

8 Data is not calculated for a user until they log out of the

' Interaction Manager or Supervision Manager. Users that are
presently logged in are excluded from the Summary Login
Report.

In addition, users are included in the report only if they
logged out on a day that falls within the requested report
date range.

Login by User Report

The Login by User Report (Figure 8-7) shows the total time that
agents and supervisors were logged into the Interaction Manager and
Supervision Manager.

e The Login Date and Login Time of each agent session

e The Duration of each login session

e The Total time the agent was logged into the Interaction Manager
(sum of all session durations)
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Login by Use

Report Includes Users:

Last Name

Carrion

Last Name

Jaones

Last Hame
Cobb
Cobb
Cobb
Cobb
Cobb
Cobb
Cobb
Cobb
Cobb
Cobb
Cobb

Username First Name Duration

debbie Debhie 00:03:28
Username First Hame Duration

Jjohns2 Jonathon 00:00:00
Username First Hame Duration

timadmin Tim 00:06:20
tirnadmin Tirn 0o:10:37
timadmin Tim 0o:00:17
timadmin Tim 00:14:17
timadmin Tim 00:00:26
timadmin Tim 00:15:21
tirnadmin Tirn 0o:00:10
timadmin Tim 00:13:29
timadmin Tim 01:07:47
tirnadmin Tirn 000722
timadmin Tim 00:00:45

Login Date Login Time Total Time Logged In
11.12.2002 05:55:04 P 00:03:28

Login Date Login Time Total Time Logged In

00:00:00 00:00:00
Login Date Login Time Total Time Logged In

09.12.2002 06:12:06 PM 00:08:20
09.12.2002 0B:20:43 PM 00:16:57
10.12.2002 05:11:47 PM 00:17:14
10.12.2002 05:12:28 PM 00:31:31
10.12.2002 05:27:04 PM 00:31:57
10.12.2002 05:27:43 PM 00:47:18
10.12.2002 05:43:24 PM 00:47:28
10.12.2002 05:43:48 PM 01.00:57
10.12.2002 05:57:19 PM 02:08:44
10.12.2002 07:15:45 PM 02:16:08
10.12.2002 07:23:41 PM 02:16:51

Figure 8-7 Login by User Report

Table 8-6 shows the Agent Daily report columns and their
corresponding definitions.

Table 8-6 Agent Daily

Column

Definition

Status in Workgroup

The ACD status of the agent (available, busy, or on
break).

Status Duration

The duration of the last ACD status.

Callback Answered

The total number of answered callbacks.

Chats Answered

The total number of answered chats.

Email Answered

The total number of answered emails.

Fax Answered

The total number of answered faxes.
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Table 8-6 Agent Daily

Column Definition

Predictive Answered The total number of answered predictive calls.

Web Callback Answered | The total number of answered Web callbacks.

Wgrp Vmail Answered The total number of answered workgroup
voicemails.

% Available The percentage of the time when the agent’s
status was available.

Extension The agent’s telephone extension.

AHT Total (Avg Handle Average Talk Time + Wrap Up for All Interactions

Time)

Status Selected A custom status that maps to an ACD status (such

as at lunch, in a meeting, and so on).

Status Selected Duration | The duration of the last agent status.

ATT Total (Avg Talk The average time spent on any Interaction.
Time)
Avg Wrap Time The average wrap-up time: The average time

agents spent wrapping-up Interactions (where the
agent status = wrap-up), for each segment of the
call handled and reported for each workgroup.

Direct Inbound The total number of answered direct inbound calls.

Answered

Internal Ext Answered The total number of answered internal extension
calls.

Wgrp Calls Answered The total number of answered ACD calls.

% Busy The percentage of the time when the agent’s
status was busy.

Department The name of the agent's department.

Outbound Dialed The total number of dialed outbound calls.

Extension Dialed The total number of dialed extension calls.

Preview Dialed The total number of dialed preview calls.

Avg Hold Time Total The average hold time for the agent.

Host IP Address The agent's computer IP address.

Interactions Assigned The total number of Interactions currently

assigned to an agent.
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Table 8-6 Agent Daily

Column

Definition

Login Duration

The time logged in the system.

Agent

The Agent’s name.

Network Status

The agent’s network connectivity strength. (Not
Implemented yet)

% On Break

The percentage of the time when the agent’s
status was on break.

Fax Sent

The total number of sent faxes.

Assistance Needed

Indicates if the agent is requesting supervisor's
assistance. (Not Implemented yet)

Avg Ring Time

The average ring time.

Session ID

The agent’s TAW Web session ID.

ATT Call (Avg Talk Time)

The average time spent on a call.

ATT Chat (Avg Talk
Time)

The average time spent on a chat.

ATT Email (Avg Talk
Time)

The average time spent on an email.

Interactions Total

The total number of Interactions received by the
agent.

No Answer Total

The total number of Interactions sent to but not
answered by the agent.

Unavailable Time Total

The total time the agent’s status was unavailable
(busy).

Not Ready Time Total

The total time the agent was unavailable (on
break).

Transfers Made

The total number of transferred Interactions.

User Name

The agent login ID.

Session Server

The name of the Web server the agent is logged
into.

Agent Profile and Productivity Reports
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Agent Interactions (Per Interaction)

Table 8-7 shows the columns and definitions for the Agent Interactions

(Per Interaction) report.

Table 8-7 Agent Interactions (Per Interaction)

Column Definition

Agent The agent’s name.

ANI Incoming phone number.

DNIS The project phone number.

Ext Number An external "transfer to" number.

Location Duration

Queue time.

Overflowed Indicates whether the overflow condition was met
(Yes/No).

Priority Indicates the interaction priority (Very Low / Low /
Medium / High / Very High).

Project The project name.

System Duration

The total time in the system.

Media Type The type of the interaction (Inbound Call / Chat /
Workgroup Voicemail / and so on).
Workgroup The workgroup name.
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Project Reports

From the Supervisor tab, Reports option, click the Project link to
access the Project Key Statistics Report.

Project Key Statistics Report

The Project Key Statistics Report (Figure 9-1) shows a set of
interaction statistics, broken down by interaction type (phone, email,
and so on), and as a summary across all interaction types.

Project Key Statistics == Every Project

Report Includes All Projects

Interaction Summary TOTAL Interaction Type Summary TOTAL %

Total Interactions 63 Inbound Calls 20 3175 %
Total Talk Time 06:15:49 Cutbound Calls 0 0.00 %
Average Talk Time 00:08:22 Chat 43 B3.25 %
Total Hold Time 003120 Workgroup Ernail 0 0.00 %
Average Hold Time 00:04:28 Web Callback 0 0.00 %
Tatal Queue Time 00:25:03 Predictive 0 0.00 %
Average Queue Time 00:00:27 Preview u] 0.00 %
Longest Queue Time 00:25:51 | | Total 63 100 %
Shartest CQueue Time 00:00:00

Total Wrap-up Time 00:00:00

Awverage Wrap Up Time 00:00:00

Generated on 04/0 13 3 (GMTHID:00/DSTHI0:00) Greenwich Mean Titne; GMT

Figure 9-1 Project Key Statistics Report
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Report Elements

Table 9-1 shows the items appearing in the Project Key Statistics
Report and their corresponding descriptions.

Table 9-1 Project Key Statistics Report Fields

Item

Description

Average Hold
Time

The average amount of time that customers spent on hold
for the time period you selected.

Average Queue
Time

The average amount of time that customers spent in a
queue for the time period you selected.

Average Talk The average length of time that Agents spent on

Time interactions.

Average Wrap The average amount of time that Agents spent on wrapping

Up Time up a concluded interaction, for each segment of the call,
reported for each workgroup.

Callback The total number of Callbacks that were made during the
time period that you specified.

Chat The total number of Chat interactions that occurred during

the time period that you specified.

Direct Inbound

The total number of calls that were made directly to an
Agent.

Note: If a Direct Inward Dialing number (a DNIS) was set
for an Agent (Options > Agents > Phone > Direct Inward
Dialing), then Direct Inbound calls are not included in
reports, unless a billing Project is set for the Agent.

Set Billing Projects for Agents in two ways:

¢ Administration Manager > Options > Agents > Controls
and Restrictions tab > Project Billing check box.

¢ Interaction Manager > Configuration dialog box >
General tab > Project Billing check box.

Direct Outbound

The total number of calls made by Agents directly to
outside numbers.

Longest Queue
Time

The longest amount of time spent by any customer in a
queue for the time period you selected.

Predictive The total number of Predictive calls that were made during
the time period that you specified.
Preview The total number of Preview calls that were made during

the time period that you specified.
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Table 9-1 Project Key Statistics Report Fields

Item Description
Shortest Queue | The shortest amount of time spent by any customer in a
Time queue for the time period you selected.

Total Hold Time

The total amount of time that all customers spent on hold
for the time period you selected.

Total The total number of interactions that occurred for the time
Interactions period you selected.

Total Queue The total amount of time that all customers spent in a
Time queue for the time period you selected.

Total Talk Time

The total amount of time that Agents spent on interactions
for the time period you selected.

Total Wrap-up
Time

The total amount of time, for all Agents, spent on wrapping
up a concluded interaction.

Web Callback The total number of Web Callbacks that were made during
the time period that you specified.

Workgroup The total number of Workgroup Emails that were made

Email during the time period that you specified.

Workgroup Fax

The total number of Workgroup Faxes that were made
during the time period that you specified.

Workgroup
Voicemail

The total number of Workgroup Voicemails that were made
during the time period that you specified.

Table 9-2 shows the items in the Project Media Totals (Daily per
Project) report and their corresponding descriptions.

Table 9-2 Project Media Totals (Daily per Project)

Item Description

ABD Calls Total number of Abandoned Calls
ABD Chat Total number of Abandoned Chats
ANS Callbacks Total number of Answered Callbacks
ANS Chat Total number of Answered Chats
ANS Email Total number of Answered Emails
ANS Fax Total number of Answered Faxes

ANS Inbound

Total number of Answered Inbound Calls
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Table 9-2 Project Media Totals (Daily per Project)

Item Description

ANS Predictive Total number of Answered Predictive Calls
ANS Preview Total number of Answered Preview Calls
ANS Vmail Total number of Answered Voicemails
ANS Web Callbacks Total number of Answered Web Callbacks
CB Queued Total number of Callbacks queued
(Callbacks)

Chat Queued Total number of Chats queued

Email Queued Total number of Emails queued

Fax Queued Total number of Faxes queued

Calls Queued Total number of Calls queued

Predictive Total Number of Predictive Calls queued
Preview WILL BE REMOVED

Vmail Queued

Total number of Voicemails queued

WCB Queued (Web

Total number of Web Callbacks queued

Callbacks)

OFL CB (Overflow Total number of Callbacks that met overflow
Callbacks) condition

OFL Chat (Overflow Total number of Chats that met overflow
Chat) condition

OFL Email (Overflow
Email)

Total number of Emails that met overflow
condition

OFL Fax (Overflow
Fax)

Total number of Faxes that met overflow
condition

OFL Calls Inbound
(Overflow In Calls)

Total number of Inbound Calls that met
overflow condition

OFL Predictive
(Overflow Predictive)

Total number of Predictive Calls that met
overflow condition

OFL Preview
(Overflow Preview)

Total number of Preview Calls that met
overflow condition
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Table 9-2 Project Media Totals (Daily per Project)

Item

Description

OFL Vmail (Overflow
Voicemail)

Total number of Voicemails that met overflow

condition

OFL WCB (Overflow
Web Callbacks)

Total number of Web Callbacks that met
overflow condition

CB Total (Callbacks)

Total number of Callbacks

Chat Total

Total number of Chats

Email Total

Total number of Emails

Fax Total

Total number of Faxes

Inbound Total

Total number of Inbound Calls

Predictive Total

Total number of Predictive Calls

Preview Total

Total number of Preview Calls

Vmail Total Total number of Voicemails
WCB Total (Web Total number of Web Callbacks
Callbacks)

Table 9-3 shows the items in the Project Statistics (Daily per
Project) report and their corresponding descriptions.

Table 9-3 Project Statistics (Daily per Project)

Item

Description

Abandoned
Interactions Total

Total number of Abandoned Interactions

AHT Calls (Avg

Average Talk Time + Wrapup

Handle Time)

AHT Chat (Avg Average Chat Time + Wrapup

Handle Time)

AHT Email (Avg Average Email Time + Wrapup

Handle Time)

Answered Total number of Answered Interactions
Interactions Total

ASA Calls Average time Calls spent in the queue
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Table 9-3 Project Statistics (Daily per Project)

Item Description
ASA Chat Average time Chats spent in the queue
ASA Email Average time Emails spent in the queue

ATT Calls (Avg Talk
Time)

Average Call Talk Time

ATT Chat (Avg Talk
Time)

Average Chat Talk Time

ATT Email (Avg Talk
Time)

Average Email Response Time

Avg Call Route Time

Average amount of time in Project Menus
and/or Campaigns

Avg Lifetime Chat

Average amount of time for all Chats from
start to finish

Avg Lifetime Email

Average amount of time for all Emails from
start to finish

Avg Lifetime
Interaction Total

Average amount of time for All Interactions
from start to finish

Avg Wrap Time

Average Chat Wrap Up time

Avg Wrap Time

Average Email Wrap Up time

Avg Wrap Time Call

Average Call Wrap Up time

Chat Total Total number of Chat Interactions
Email Total Total number of Email Interactions
Ext to Ext Current Total number of User to User calls currently in

the system

Extension Calls Total

Total number of Direct Extension Calls

Fax In Total

Total number of Inbound Faxes

Fax Out Total

Total number of Outbound Faxes

Inbound Calls Total

Total number of Inbound Calls

Inbound Direct Total number of Direct Inbound calls currently
Current in the system
Max Wait Call Longest time a Call spent in the queue
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Table 9-3 Project Statistics (Daily per Project)

Item Description
Max Wait Chat Longest time a Chats spent in the queue
Max Wait Email Longest time a Emails spent in the queue

MTT Calls (Max Talk
Time)

Longest Call Talk Time

MTT Chat (Max Talk
Time)

Longest Chat Talk Time

MTT Email (Max Talk
Time)

Longest Email Response Time

Outbound Calls Total

Total number of Outbound Calls

Outbound Current

Total number of Outbound Calls currently in
the system

Predictive Total

Total number of Predictive Calls

Preview Total

Total number of Preview Calls

SL Offline (Service
Level)

Service level for offline interactions (emails,
faxes)

SL Online (Service
Level)

Service level for online interactions (calls,
chats, callbacks)

SMS Total

Total number of Short Messages (Not
implemented)

Total Interactions

Total number of Interactions

Web Callback Total

Total number of Web Callback Interactions

Wgrp Call Current

Total number of ACD Calls currently in the
system

Wgrp Call Total

Total number of ACD Calls

Wagrp Callback Total number of ACD Callbacks currently in the

Current system

Wgrp Callback Total Total number of ACD Callbacks

Wagrp Chat Current Total number of ACD Chats currently in the
system

Wagrp Email Current Total number of ACD Emails currently in the

system
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Table 9-3 Project Statistics (Daily per Project)

Item

Description

Wagrp Fax Current

Total number of ACD Faxes currently in the
system

Wgrp Fax Total

Total number of ACD Faxes

Warp Interactions Total number of ACD Interactions currently in
Current the system

Wgrp Interactions Total number of ACD Interactions

Total

Wagrp SMS Current Total number of ACD Short Messages currently

in the system (Not implemented)

Wagrp Vmail Current

Total number of ACD Voicemails currently in
the system

Wgrp Vmail Total

Total number of ACD Voicemails
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Custom Reports / Advanced Reports

Ready access to information is a critical requirement for Call Center
Management. To provide this capability, CallCenterAnywhere provides
a series of reports covering key Call Center performance indicators:

Daily Project Performance

Daily User Performance
Interaction Outcome by Workgroup
Interval Workgroup Performance
Inbound Traffic Report

Peak Interactions

Service Billing Report - By Project
System Peaks (15 Mins)

User Hourly Average

User Login/Logout

User Status Duration

This chapter provides the purpose of each of the above reports,
the included columns and corresponding definitions.

A major change with advanced reports is that when you
select to and from times for report viewing, the report
shows the information within the time interval, by day.
This is a change from the standard reports, which start at
a specific time on the beginning day of the report, and
then finishes at the end time on the final day of the report.
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You must have Adobe Acrobat Reader installed on your
.‘ workstation to view Advanced Reports as well as
Scheduled Advanced Reports.

CCA delivers Scheduled Reports in both Web (html) format
as well as in Acrobat pdf format.
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Daily Project Performance

The Daily Project Performance report provides summary totals by
date (or 15 minute intervals for the selected time range) for call
measures, average interaction durations, and service factors. Use
this report to determine volume and service factors by project.
Interval reporting helps to identify busy hour and staffing
requirements based upon call volume.

Project Performance

Date(s): 07/11/2005 - 11/07/2005

Project{s): TW3 Main Project, Ul Test

TW2 Main Project
07/11/2005

D8/D272005

08/0372005

D8/D4/2005

0 o
o o
0 0 o
1 o
o o
0 0
o o
o o
0 o

CallCenter
Anywhere

o 0 0 0 po-oooo 00:00:00 00-00:00 OO:00:00 00:00:00
o ] 0 0 0O-00:00 00:00:00 00-D0:00  OC:00:00 00:00:00
o ] 0 0 00-00:00 00:00:00 00-D0:00  OC:00:00 00:00:00
0 ] L] 0 pooo0 00:00:00 000000 O0:00:00 00:00:00
o 1} 0 0 pooooo 00-00-00 000000 OO:00:00 00:00:00
0 0 0 0 pp-oooe 00:00:00 00-00:00 OO:00:00 00:00:00
o ] 0 0 po-ooao 00:00:00 00-D0:00  OC:00:00 00:00:00
o ] 0 0 po-ooa0 00:00:00 00-D0:00  OC:00:00 00:00:00
0 ] 0 0 o000 00:00:00 000000  O0:00:00 00:00:00

Figure 10-1 Example Daily Project Performance Report

Table 10-1 provides the Daily Project Performance report columns and
their corresponding descriptions.

Table 10-1. Daily Project Performance Report Columns and Descriptions

Column

Description

Project / Date

The name of the project and the date (mm/dd/yyyy).

Call Measures

This area tracks call type, calls offered, calls
answered, and the percentage of calls answer pre-
and post-threshold.

Total In The total number of direct inbound calls into the
project.

Total Out The total number of outbound call made for this
project.
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Table 10-1. Daily Project Performance Report Columns and Descriptions

Column

Description

Internal In

The total number of incoming extension calls offered
for this project.

Internal Out

The total number of internal outbound extension
calls for this project.

Ans ACD The total number of ACD calls answered by the
workgroup.

Off ACD The total number of ACD calls offered to the project.

Abdn ACD The total number of ACD calls abandoned in the
project.

Ref ACD The total number of ACD calls offered to an agent

and not answered (refused).

Time

Measures (Avg)

This area provides information showing the average
tim e for key statistical areas.

Talktime ACD The average talk time for all ACD calls (including

Duration Hold time). Time begins when the agent accepts the
interaction and ends when the call terminates.

Talktime Out The average talk time for all outbound calls in the

Duration project (including hold times). Time begins when
external phone begins ringing and ends when the
agent disconnects.

ABDN ACD The average time callers waited in the queue before

Duration abandoning their call.

Wrap ACD The average time spent in the Wrap-up state for ACD

Duration calls.

Max ABDN ACD

The maximum time an ACD call waited in the queue
prior to being abandoned.

ACD ASA

The average speed of answer for ACD calls received
by the project.
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Daily User Performance

The Daily User Performance report provides visibility into daily Agent activity,
including time spent in different ACD states, call counts, and talk time. Use this
report to assist Call Center Management in monitoring Agent performance
against reasonable expectations.

User Performance

Date(s): 09/02/2005 - 11/08/2005

Users(s):Gonzalez, Adrian, Hogan, Jim
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Figure 10-2 Daily User Performance Report

Table 10-2 provides the Daily User Performance report columns and
their corresponding descriptions.

Table 10-2. Daily User Performance Report Columns and Descriptions

Column

Description

Status Time

This area provides how long a user spent in each of the
statuses (Available, Busy, Wrap-up, and On Break).

Login Time The cumulative time a user was logged into the system
for the day.

Avail Time The time a user spent in “Available” status.

Busy Time The time a user spent in “"Busy” status.

Wrap Time The time a user spent in “Wrap-up” status.

Break The time a user spent “On Break” status.

Custom Reports / Advanced Reports
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Table 10-2. Daily User Performance Report Columns and Descriptions

Column Description
Call Counts This area provides the number of calls of different
types.
In Calls The number of direct inbound calls taken.
Out Calls The number of direct outbound calls made.
ACD Calls The number of ACD calls taken.
Refused ACD | The number of ACD calls offered and not answered
Calls (refused) by users.

Internal Calls
In

The number of internal extension calls taken.

Internal Calls
Out

The number of internal extension calls made.

Talk Time (Total)

This area provides the total talk time for calls of
different types.

In Talk Time The total talk time for inbound calls (including hold
times).

Out Talk Time | The total talk time for outbound calls (including hold
times).

ACD Talk The total talk time for ACD calls (including hold times).

Time

ACD Wrap The total time in Wrap-up for ACD calls.

Time

Total Handle The total time spent handling ACD calls.

Time

Talk Time (Average)

The area provides the average talk time for calls of
different types.

In Talk Time | The average talk time for inbound calls (including hold
times).

Out Talk Time | The average talk time for outbound calls (including
hold times).

ACD Talk The average talk time for ACD calls (including hold

Time times).

ACD Hold The average time on hold for ACD calls.

Time
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Table 10-2. Daily User Performance Report Columns and Descriptions

Column Description

ACD Wrap The average time in wrap-up for ACD calls.
Time

AVG Handle The average time spent handling ACD call interactions.
Time
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Interaction Outcome by Workgroup

The Interaction Outcome by Workgroup report tracks outcomes by
Workgroup, Interaction Type, Outcome, Total Interaction time, and
Average Interaction Time.

Interaction Outcome by Workgroup

Issuz resolved 00-08:23
Issus resolved 00:42:11

o0:0a:23
00:42:11

Date(s): 04/27/2006 - 04/27/2006 callcenter
Workgroups(s): Customer Satisfaction AnYW h ere
Average
Total Time of Count of Interaction
Date ‘Dutcome: Interaction Interactions Duration
Customer Satisfaction 00:55:04 3 00:18:21
nteraction Type: Chat 00:55:04 3 00:18:21
D4/27/2006 00:55:04 3 001821
Iszus resohed 00:04:20 1 00:04:30
1
1

Figure 10-3 Interaction Outcome by Workgroup Report

Table 10-3 provides the Interaction Outcome by Workgroup report
columns and their corresponding descriptions.

Table 10-3. Interaction Outcome by Workgroup Report Columns and
Descriptions

Column Description
Date The from and to date (mm-dd-yyyy) range that this report
Range covers.

Workgroup(s) The name of the workgroup(s) for this report. In this
example, the Workgroup is called “Customer Satisfaction.”

First Workgroup | The name of the first workgroup appears, identifying this
section of the report. The information below this section
applies to this workgroup. Each workgroup appears in its

own section.
Date The date (mm/dd/yyyy) which applies to the Interaction
Types listed below.
Interaction The first Interaction Type, such as “Interaction Type: Chat.”
Type
Outcome The total outcome for the associated Interaction Type. The

example outcome shown in this report is “Issue Resolved.”
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Table 10-3. Interaction Outcome by Workgroup Report Columns and
Descriptions

Column Description
Total Time of The length of time from when the agent accepted the
Interaction Interaction to when the agent closed the Interaction in
hh:mm:ss format.
Count of The total number of Interactions for:
Interactions each Workgroup,
all Interactions of the same type
each Interaction
Average The average time the Interaction was open for:
Interaction all Interactions for this Workgroup,
Duration all Interactions of the same type

each Interaction

Custom Reports / Advanced Reports
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Interval Workgroup Performance

The Interval Workgroup Performance report provides summary totals by
date (or 15 minute intervals for the selected time range) for calls into the
workgroup, total interaction durations, and user-defined threshold statistics.
Use this report to identify volume, call routing, and service factors measured
by the workgroup service level as well as a user-defined service level.

Interval Workgroup Performance
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Figure 10-4 Interval Workgroup Performance Report

Table 10-4 provides the Interval Workgroup Performance Report
columns and their corresponding descriptions.

Table 10-4. Interval Workgroup Performance Report Columns and
Descriptions

Column Description
Calls

Time The start time of the 15-minute interval, as defined
for the report.

ACD In The number of ACD calls offered to the workgroup.
Abn ACD The number of abandoned ACD calls.

Ref ACD The number of ACD calls offered to the user and
not answered (refused).
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Table 10-4. Interval Workgroup Performance Report Columns and

Descriptions

Column Description

Wrap ACD The number of calls that went to wrap-up date
within the interval.

ACD Xfered In | The number of interaction (not just ACD calls) that
were transferred into a workgroup within the
interval.

ACD Xfered The number of interaction (not just ACD calls) that

Out were transferred out of a workgroup within the
interval.

ACD OVR In The number of calls that were offered by overflow
to the workgroup.

ACD OVR Out The number of calls that met the overflow criteria
(though not necessarily answered by another
workgroup).

% Service Level

Time All workgroup agent status durations represents
statistics for all workgroups the agents assigned,
not just the reporting workgroup.

Logged In The cumulative total of time users were logged into
the system.

Busy The cumulative total to time users spent in “Busy”
status.

Avail The cumulative total to time users spent in
“Available” status.

On Break The cumulative total to time users spent “On
Break” status.

Max Answer The maximum time a caller was in the queue

Delay before being answered.

Max Abandon The maximum time a caller was in the queue

Delay before abandoning their call.

ACD ASA The average speed of answer.

Talk Time
Tot ACD Talk The total talk time for ACD calls answered in the
Time workgroup.

Custom Reports / Advanced Reports
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Descriptions

Table 10-4. Interval Workgroup Performance Report Columns and

Column Description
Avg ACD Talk The average talk time for ACD calls answered in
Time the workgroup.

User Defined Threshold

Ans Pre Thresh

The number of ACD calls answered within the
user-defined threshold.

% Ans Pre The percentage of ACD calls answered with the
Thresh user-defined threshold.

Ans Post The number of ACD calls answered after the
Thresh user-defined threshold.

% Ans Post The percentage of ACD calls answered after the
Thresh user-defined threshold.

Abdn Pre The number of ACD calls abandoned within the
Thresh user-defined threshold.

% Abdn Pre The percentage of ACD calls abandoned within the
Thresh user-defined threshold.

Abdn Post The number of ACD calls abandoned greater than
Thresh the user-defined threshold.

% Abdn Post The percentage of ACD calls abandoned greater
Thresh than the user-defined threshold.

Custom Service
Level

The percentage of ACD calls answered within X
seconds. (Service level time factor, defined as a
variable for the report.)
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Inbound Traffic Report

The Inbound Traffic Report provides a count of the number of calls offered, by
area code and exchange within that area code. Use this report to determine the
inbound traffic volume from various area codes and exchanges.

Inbound Traffic Report by Project
Datais): 0412006 - 04272005 CallCenter

Projectis: .
Area Codeis): 610 Anywhere
Inbound Call Origin
Totsl Call
Oftered
i Area Cade EXC
Total o
ONIS Toll Calls a

Freparsd For: System Frivale ard Conldenial
Diate FUIT 04272006 12:27 FMFST Fle Locstin
By: System Page 1o 1

Figure 10-5 Inbound Traffic Report

Table 10-5 provides the Inbound Traffic report columns and their
corresponding descriptions.

Table 10-5. Inbound Traffic Report Columns and Descriptions

Column Description

Date Range The date (mm/dd/yyyy) range this report
covers.

Project(s) The name of the project(s) included in this
report.

Area Code(s) A list of the area codes included in this report.
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Table 10-5. Inbound Traffic Report Columns and Descriptions

Column

Description

(Call Type) DNIS

The number call types. This example shows
DNIS calls.

Inbound Call Origin

Inbound call information about the call origin.

Area Code The area code of the inbound call.

EXC The exchange of the inbound call.

Total Calls The total number of calls offered from this area
Offered code and exchange.

DNIS Total Calls

The total number of inbound call of the same
call type (such as DNIS), including all area
codes and extensions.

Grand Total

The total number of all inbound call types,
including all area codes and extensions.
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Peak Interactions

The Peak Interactions report provides the number of peak Interactions,
Logins, calls, chats, and emails, which occurred over a specified date range.
The totals are presented in 15 minute intervals.

Peak Interactions

CallCenter

Start Date: 04/01/2006 - End Date: 04/27/2008 Anywhere

Peak
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ccooccococoococooccCcOCOOOOO0OR

Report Frinted On @ 0472772008 12:21 PM PST
Pags 1af 79

Figure 10-6 Peak Interactions Report

Table 10-5 provides the Peak Interactions report columns and their
corresponding descriptions.

Table 10-6. Peak Interactions Report Columns and Descriptions

Column Description

Date Range The from and to dates appear at the top of the
report in mm/dd/yyyy format.

Interval The day and time every 15 minutes (beginning
at 12:00 AM of the start date and ending at
12:00 PM of the end date.
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Table 10-6. Peak Interactions Report Columns and Descriptions

Column Description

Peak Interactions The maximum number of interactions of all
types for this time interval.

Peak Logins The maximum number of logins for this time
interval.

Peak Calls The maximum number of calls (inbound and

outbound) for this time interval.

Peak Chats The maximum number of chat interactions for
this time interval.

Peak Emails The maximum number of email interactions for
this time interval.
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Service Billing Report - By Project

The Service Billing Report - By Project report provides billing information for each
project.

Service Billing Report - By Project

Date(s): 04/27/2006 - 04/27/2006 Gall Center
Project(s): 441;.442; 443 445; 1010; 9582; a1; asp; CCWCB; DC; diemp1; hiro project; hiro test 2; hiro2; Intervoice; kerem; klaus... AnyWhere
Billing Variables $50/Minute $1.25/Interaction

Number of Transaction Times
Interactions
Totsl Wrapup  Total Handls ge Talk  Average Wrap Average Handle Total
Total Talk Time Time Time Up Time Time Total Billing/Minuts Billing/Interaction

INBOUND Media

Warkgroup Call 0 00:00:00 00:00:00 00:00:00 00:00:00 30.0 $0.0

Chat o 00:00:00 00:00:00 00:00:00 00:00:00 0.00 0.00

Woarkgroup Email o 00:00:00 00:00:00 00:00:00 00:00:00 0.00 0.00
CUTBOUND Media

Wb Callback o 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00 0.00

04/27/2006 - Total o 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 $0.0 $0.0

Project Total: 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 $0.0 F0.0

442

INEDUND Media

Warkgroup Call o 00:00:00 00:00:00 00:00:00 00:00:00 30.0 $0.0

Chat 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0.00 0.00

Warkgroup Email 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 000 0.00
OUTBOUND Media

Wb Callback 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 000 0.00

04/27/2006 - Total o 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 $0.0 $0.0

Report Frinted On : 04/27/2008 12:25 PM FST
Pags 1of 17

Figure 10-7 Service Billing Report - By Project Report (Page 1)
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Project Number of Transaction Times
Dsta Interactions Total Time Averages
oo B T T T ——
stal Talk Tim: Time Time Time Up Time Time Total Billing/Min Billing/Interactio
Total o 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 jo.0 300
Billing Summary PerMinute  Per Interaction
4501 $0.00 $0.00
Prepared For: ASP Services vi";h:,’;:’;; g gg g_gg
Date Run: 04/27/2006 12:25 PM PST Cf 0.00 0.00
By: Systsm al 0.00 0.00
09582 0.00 0.00
nc 0.00 0.00
1010 0.00 0.00
441 0.00 0.00
thanhp2 0.00 0.00
PhuongPrj 0.00 0.00
Kaus 0.00 0.00
v 0.00 0.00
russell A 0.00 0.00
hiro2 0.00 0.00
Intervoios 0.00 0.00
samp1 0.00 0.00
Outbound Project A 0.00 0.00
TramP1 0.00 0.00
kerem 0.00 0.00
Seibel 0.00 0.00
metro1 0.00 0.00
Reberto - Email 0.00 0.00
445 0.00 0.00
TramP2 0.00 0.00
hiro project 0.00 0.00
hiro test 2 0.00 0.00
442 0.00 0.00
load 0.00 0.00
diemp1 0.00 0.00
Mike 0.00 0.00
Raport Frintsd On | 04/27/2006 12:25 PMPST
Pags 16of 17
Project Transaction Times
Dats Interactions Total Time Averages
shift

Total Wrapup  Totsl Handle Auerage Talk  Average Wrap  Averaga Handle Total
tal Talk Timm Time Time Time Up T Time Total Biling/Mint Billing/interactio

Billing Summary Per Minute Per Interaction
«x1010 0.00 0.00

asp 0.00 0.00

thanhp3 0.00 0.00

443 0.00 0.00

Total $0.00 $0.00

Additional projects: Kaus; load; metro1; Mike; Outbound Project A; PhuongPrj; Roberto - Email; m; russell A; samp1; Seibel; thanhp1; thanhp2; thanhp3; TramP1; TramP2; vinh
project; x1010; x4501

Raport Frinted On : 0427/2008 12:25 PMPST
Page 17 of 17

Figure 10-8 Service Billing Report - By Project Report (Pages 2 and 3)

10-18 CalliCenterAnywhere™ Supervision Manager



Table 10-5 provides the Service Billing Report - By Project report
columns and their corresponding descriptions.

Table 10-7. Service Billing Report - By Project Report Columns and
Descriptions

Column Description

Date Range The from and to date (mm/dd/yyyy) range that this
report covers.

Project(s) The name of the project(s) covered by this report.

Media Types The media type.

Billing per The charge in US dollars for each interaction.

Interaction

Prepared for

The name of the customer or department receiving this
report.

Run Date

The system run time of the report.

Prepared by

The name of the person, department, or agency
providing the data.

Project #1: Shows available media types for this project: ACD call,
INBOUND Chat, and Email

Project #1 Shows the available media types for this project: Web
OUTBOUND Callback

Date Total The total for the date indicated.

Project Total

The total for each project for all dates selected.

Interactions

The number of answered interactions by media type
selected.

Transaction Time

Total Talk The total talk time for all answered calls for the project
Time and date.
Total Wrap The total wrap up time for ACD calls.
Time:
Total The total “talk time” + “On hold time” + “Wrap time"” for
Handled ACD calls.
Time
Total chat The total chat time.
time
Averages

Custom Reports / Advanced Reports 10-19



Table 10-7. Service Billing Report - By Project Report Columns and
Descriptions

Column Description
Average The total talk time / number of answered interactions by
Total Talk media type.
Time
Average The total wrap up time / number of answered
Total Wrap interactions with wrap-up.
Time
Average The total handled time / number of answered
Total interactions by media type.
Handled
Time Note: The currency is local.
Billing
Total Billing | The total number of answered interactions by media
per type X variable for billing rate per interaction.

Interaction

Note: You can configure the rounding factor in the
report definition. The default is 30 seconds.

Summary Section

Prepared For

The name of the customer or department.

Date Run The system run time of the report.
By The name of the person, department, or agency
providing the data.
Billing Summary

The total value for each project minute billing.

The total value for each project interaction billing.

The name of the first project.

The name of subsequent projects.

Total for Per Minute and Per Interaction billing columns plus currency

symbol.
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System Peaks (15 Mins)

The System Peaks (15 mins) report tracks the number of system peak
interactions for the system, in 15-minute intervals. This number is determined
from the Interactions Peak table in the database.

System Peaks (15 mins)
CallCenter

Start Date: 04/01/2006 - End Date: 04/27/2006 Anywhere

Peak

Interval Interactions Peak Logins Peak Calls Peak Chats Peak Emails
Od/01/2008; 12:00 AM - 12:15 AM
C4/01/2008: 12:15 AM - 12:30 AM
04/01/2008: 12:30 AM - 12:45 AM
/0 1/2008: 12:45 AM -01:00 AM
O4/01/2006: 01:00 AM -01:15 Al
0440172008 01:15 AM -01:20 AM
04/01/2006: 01:30 AM -01:45 AM
O4/01/2008: 01:45 AM -02:00 Al
04/01/2008: 02:00 AM -02:15 AM
04/01/2006: 02:15 AM -02:20 AM
O4/01/2008: 02:30 AM -02:45 Al
O4/01/2008: 02:45 AM -03:00 AM
04/01/2006: 03:00 AM -03:15 AM
A0 172008: 03:15 AM -03:20 AM
O4/01/2008: D330 AM -03:45 AM
04/01/2006: 02:45 AM - 04:00 AM
O4/01/2006: 04:00 AM - 04:15 AM
C4/01/2008; D415 AM - 04:30 AM
04/01/2006: 04:30 AM -04:45 AM
Odi01/2008: 04:45 AM - 05:00 AM
04/01/2008; D500 AM -05:15 AM
04/01/2008: D5:15 AM -05:20 AM
0di01/2008: 05:30 AM -05:45 AM
O4/01/2008: D545 AM - 0B:00 AM

cococococoocoocooCcoOO0OCOO0OOO00 S0
MNRNRNRNNNRNRNRENRONNNRRRNNRNRNRR
csccsccsocscsccsccscsccscse s e
ccoccoocoocoocococococoocooo o
ccoococooocoooocoococooocoocooo oo

Report Printsd On : 04/27/2006 12:24 PM PST
Page1of 72

Figure 10-9 System Peaks (15 Mins) Report

Table 10-5 provides the System Peaks (15 Mins) report columns and
their corresponding descriptions.

Table 10-8. System Peaks (15 Mins) Report Columns and Descriptions

Column Description

Date Range | The from and to date (mm/dd/yyyy) range that this report
covers.

Interval The date and time in 15 minute intervals beginning at 12:00
AM of the start date
and ending at 12:00 PM on the end date.
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Table 10-8. System Peaks (15 Mins) Report Columns and Descriptions

Column Description

Peak The maximum number of interactions that occurred during the
Interactions | corresponding time interval.

Peak Chats | The maximum number of chats that occurred during the
corresponding time interval.

Peak Emails | The maximum number of electronic mail interactions (emails
and voicemails) that occurred during the corresponding time
interval.

Report The date and time when the report was printed.
Printed on

Page X of X | The current page number out of the total number of pages.
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User Hourly Average

The User Hourly Average Report provides visibility into hourly Agent activity,
including calls handled, along with time spent in different ACD states. Use this

report to assist Call Center Management in determining agent average

performance against reasonable expectations.

User Hourly Average

Date(s): May 24, 2005-Msy 28, 2005

User(s)x Jones, v, Jackson, D

Average ACD Average
Calls Per Average ACD Available Average Busy
Time Hour Talk Time Time Time
Jones, .
May 24, 2005 48 €:23 70333 0:56:34
May 25, Z00& 5.2 5:54 65433 4234
May 26, 2006 56 E12 6:2223 11332
Total:
Jones, W, && v A [
Jackson, D.
May 24, 200G TE E:45 74333 0:33:56
May 26, 2006 €8 €:33 V3432 0:42:34
M3y 26, 2006 5E B34 1327 113:32
Toral:
Jackson, D. & g TR AP
Total: 59 0.3 710 0:53

Report Frinted One: datetime

Fage M of M

Average Average Hold Average Wrap

CallCe
Any

Break Time Time Time
00134 00124 003
0.00:34 0:00.34 00354
0.00.22 0:00:22 00322

(TRERT AT WERTSF
oon ooEn 00256
0.00.54 0:00:54 002:34
0:00:22 0:00:22 002:32
(HRESA CHRTAF ety
0:00:51 0:00:51 0:03:05

Figure 10-10 User Hourly Average Report

Table 10-9 provides the User Hourly Average report columns and their

corresponding descriptions.

Table 10-9. User Hourly Average Report Columns and Descriptions

Column Description

Time This column shows the name of the agent and

the date (mm dd, yyyy).

Average ACD Calls Per Hour | The average number of calls handled per hour,

for the agent.

Average ACD Talk Time

The average time spent in a talking state, per
hour, for the agent.

Average Available Time

The average time the agent spent in the
“Available” status, per hour.
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Table 10-9. User Hourly Average Report Columns and Descriptions

Column

Description

Average Busy Time

The average time the agent spent in the “Busy”
status, per hour.

Average Break Time

The average time the agent spent in the “On
Break” status, per hour.

Average Hold Time

The average time the agent spent in the “Hold”
status, per hour.

Average Wrap Time

The average time the agent spent in the
“Wrap-up” status, per hour.

Average Handle Time

The average time the agent spent in the talk
and “wrap-up” status (including Hold time), per
hour.
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User Login/Logout

The User Login/Logout report provides visibility into user activity through the use
of determining time actually spent logged into the system. Use this report to
assist Call Center Management in determining how a specific user is spending
time in comparison with other users.

User Login/Logout

Date(s): 09/07/2005 - 10/14/2005 Call Center
Users:Hogan, Jim, Ganzalez, Adrian, Jones, Robert An}’Where

Hogan, Jim
09/07/2005 08:48 AM Login
09/07/2005 12:15 PM Logout 03:27:24 Web Session
09072005 01:02 PM Login
09/07/2005 03:13 PM Logout 02:16:58 Web Session
09/14/2005 06:56 AM Login
09/14/2005 10:47 AM Logout 03:51:15 Web Session
09/16/2005 08:33 AM Login
09/16/2005 08:34 AM Logout 00:00:14 Web Session
09/18/2005 08:13 AM Login
09/19/2005 08:39 AM Logout 00:25:55 Web Session
09/20/2005 07:44 AM Login
09/20/2005 09:08 AM Logout 01:24:33 Web Session
092002005 0927 AM Login
09/20/2005 12:44 PM Logout 03:16:34 Web Session
09/20/2005 02:36 PM Login
09/20/2005 02:43 PM Logout 00:06:41 Web Session
09/28/2005 06:05 AM Login

Figure 10-11 User Login/Logout Report

Table 10-10 provides the User Login/Logout report columns and their
corresponding descriptions.

Table 10-10. User Login/Logout Report Columns and Descriptions

Column Description

Date/User The user name by all, by supervisor, by workgroup,
by department, or by specific user and the date
they logged in.

Event Time The time when the user logged in or logged out.
Logged in Duration How long the user was logged into the system.
Type Identifies whether the user logged in or logged out.
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Table 10-10. User Login/Logout Report Columns and Descriptions

Column Description

Logout Reason The reason why the user logout, as:
0 = Agent logout in UI

1 = Web session timeout

2 = Session timeout

3 = Resource is down

4 = Second login

5 = By supervisor

6 = By phone

Log Out Time The time when the user logged out of the system.
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User Status Duration

The User Status Duration report provides visibility into user activity using
user-defined statuses. Use this report to assist Call Center Management in
determining how a specific user spends time in comparison with other users.

User Status Duration

Wser

CallCente

Anywh
Date[s]) May 24, Z005 - May 25, 2005
User[s] M. Trutant, J. Sharper
Date Srate s Duration AGD Sratws i

Trufant, Marcus 242008 On Call 5:02:08 Busy
Trufant, Mareus Sl2402008 Call Wrapup 12728 Busy
Trufant, Marcus HH24r200d Couching 02756 Busy
Trufant, Marcus 242008 ‘washroom Bresk 0:48:23 On Break
Trufant, Marces 5i2412005 First Status Change: 658 AM Total Bucy:
Last Statws Change: 00 FM Tetal Available:

Total At Work Time:- 9:02:32 Total On Break:-

Trutant, Mlarcus 5124P2005 On Call 5:02:05 Busy
Trufant, Marcus Sl24p200% Team Meeting 1:27:25 Busy
Trufant, Marcus 5/24/2005 ‘Washroom Break 0:16:23 On Break
Trutant, Mlarcus 5124P2005 Idle 02758 Available
Trufast, Marcue:s 512512008 Firze Logis 858 AM Tatal Baszy:

Last Logost 600 FM Total Available: ¥

Total Av Work Time: 5:02:32 Total Ou Break:

Sharper, Jamis 242005 On Call 50205 Buzy
Sharper, Jamie 512402005 Call wrapup 1:21:28 Busy
Sharper, Jamie Sizarz005 ‘wachroom Break 0:96:23 On Break
Sharper, Jamis 42005 Coaching 02756 Buzy
Eharper, Jamie 512412005 First Logis 858 AM Total Basy:

Last Logost 600 FM Total Available: ™
Total At Work Time: 90232 Total On Break:

Report Printed On: datetime
PugeNof M

Figure 10-12 User Status Duration Report

Table 10-11 provides the User Status Duration report columns and
their corresponding descriptions.

Table 10-11. User Status Duration Report Columns and Descriptions

Column Description

User The name of the user.

Date The date (mm/dd/yyyy).

Status The name of the user-defined status.

Duration The cumulative time spent in the status.

ACD States The ACD status (Available, Busy, On Break) that

corresponds to the user-defined status.
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Table 10-11. User Status Duration Report Columns and Descriptions

Column

Description

% of Total

The time the user spend in each status as a percentage of
the total duration signed in for that day.
Note: This amount may not equal 1005 for the total.

First Log In

The time stamp of the first log in of the day.

Last Log Out

The time stamp of the last log in of the day.
Note: If the user is still signed in, this field remains blank.

Total At Work
Time

The total “clock” time of the user for the day.
Note: If the user is still signed in, this field remains blank.

Total Busy

The total duration for the ACD call status of “Busy.” This is
inclusive of the user-defined status as well as the ACD
status.

Total Available

The total duration for the ACD call status of “Available.”
This is inclusive of the user-defined status as well as the
ACD status.

Total On Break

The total duration for the ACD call status of “On Break.”
This is inclusive of the user-defined status as well as the
ACD status.
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Index

Symbols

% Abdn Post Thresh 10-12
% Abdn Pre Thresh 10-12
% Ans Post Thresh 10-12
% Ans Pre Thresh 10-12
% of Total 10-28

A

Abandon before connect 7-8

Abdn ACD 10-4

ABDN ACD Duration 10-4

Abdn Post Thresh 10-12

Abdn Pre Thresh 10-12

Abn ACD 10-10

Access Permission, for Supervisors 1-3

ACD ASA 10-4

ACD Calls 10-6

ACD Hold Time 10-6

ACD In 10-10

ACD OVR In 10-11

ACD States 10-27

ACD Talk Time 10-6

ACD Wrap Time 10-6

ACD Xfered In 10-11

ACD Xfered Out 10-11

Action 7-8

Agent
chatting with 3-17
coaching 3-10
disconnecting from a call 3-13
listening to 3-9
logging an Agent out 3-13
recording 3-22
sending a message to 3-16

Telephony@Work, Inc., Confidential and Proprietary Information

setting alarm for Agent status 2-10
statistics 3-24
Status Results area 3-3
Agent Call Processing 6-9
Agent Information Report 8-1
Agent Information, description of 4-2
Agent Interaction Report 8-2
Agent Interaction, description of 4-2
Agent Interactions (Per Interaction) 8-16
Agent Name Prompt 2-31
Agent Skills Report 8-7
Agent Skills, description of 4-2
Agent Utilization Report 8-8
Agent Utilization, description of 4-2
Alarms
for Agent status 2-10
for waiting Interactions 2-5
Ans ACD 10-4
Ans Post Thresh 10-12
Ans Pre Thresh 10-12
Answer Rate 7-3
Answer/Abandon Rate 6-7
Answering Machine 7-8
Answering Machine, Not Connected 7-8
Automatic Call Acceptance 2-19
Avail 10-11
Avail Time 10-5
Average ACD Calls Per Hour 10-23
Average ACD Talk Time 10-23
Average Available Time 10-23
Average Break Time 10-24
Average Busy Time 10-24
Average Handle Time 10-24
Average Hold Time 10-24
Average Waiting Time 7-3
Average Wrap Time 10-24
Avg ACD Talk Time 10-12
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AVG Handle Time 10-7

Billing Project 2-19

Billing Report 5-6

Break 10-5

Broadcast a Message 3-16

Browser, supported version 1-1, 1-6, 3-22, 3-43,

3-44
Busy 7-8, 10-11
Busy Time 10-5

c

Call Acceptance, automatic 2-19
Call back 7-8
Call back message 7-8
Call back message failed 7-8
Call Counts 10-6
Call failed 7-8
Call Measures 10-3
Calls per Hour 7-6
Calls Taken 7-6
Chat with an Agent 3-17
Close Rate Sales 7-6
Coaching an Agent 3-10
Company Defined Time Zone 2-26
Configure
prompts 2-28
Connect to agent 7-8
Connect to Server button, using 2-17
Custom Service Level 10-12

D

Daily Project Performance 10-3

Daily Project Performance, description of 4-4
Daily User Performance 10-5

Daily User Performance, description of 4-4
Date 10-27

Date Format, setting 2-25

Date/User 10-25

Dialer Ratio 7-4

Direct Dialing Statistics Report 8-8

Direct Dialing Statistics, description of 4-2
Disconnecting an Agent’s Call 3-13

Dropped Interactions, count of 3-7, 3-29, 3-38

Dropped Rate 7-3
Duration 10-27

E

Elapsed Login Time 3-4
Elapsed Status Time 3-4
Email

changing POP3 login information 2-26
setting your email application 2-15

End and Start Times in Reports 4-11

Error 7-8
Event Time 10-25
Extension
setting 2-22
F
Fax 7-8

First Log In 10-28
Format for recording prompts 2-30
Full Access, for Supervisors 1-3

G

Greetings, pre-recorded 2-29
Guest Supervisor Account 1-4

H

Hangup Agent Channel checkbox 3-15
History

Finding Interaction History records 3-42
Viewing Interaction History records 3-45

How to

Add a Note to an Interaction History Record
3-46

Broadcast a Message to All of Your Agents
3-16

Change the Alarm Color 2-9

Change the Appearance of Icons 2-21

Change the Color of an Alarm (for an Agent
Status) 2-12

Change Which Statistics Appear in the Col-
umns 3-6, 3-29, 3-37

Chat with an Agent 3-18

Coach an Agent 3-10

Disconnect an Agent’s Interaction 3-14

End a Chat Session 3-19

Find Recordings 3-39

Join an Agent’s Interaction 3-11

Launch Supervision Manager the First Time
2-1

Listen to a Recording 3-40

Telephony@Work, Inc., Confidential and Proprietary Information
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Listen to an Agent 3-9

Log Out an Agent 3-14

Modify Columns of Information 3-3

Navigate to Within the Supervisor Screen 1-6

Print an Interaction Record 3-46

Push Custom Information Using the Open
CRM Icon 3-12

Record an Agent’s Interaction 3-22

Record Prompts with your Phone 2-28

Remove Yourself from the Joined Interaction
3-12

Search by a Date (From and To) 3-44

Search by Interaction ID (Number) 3-43

Search by User, Project, or Workgroup 3-43

Search for a Client’s (Customer’s) Name
(Originator’'s Name) 3-44

Select a Project for Billing 2-19

Set a Red Alarm 2-8

Set A Red Alarm (for an Agent Status) 2-11

Set a Yellow Alarm 2-8

Set a Yellow Alarm (for an Agent Status)
2-11

Set Alarms for Agent Status 2-10

Set Alarms for Waiting Interactions 2-5

Set an Outside Phone Number 2-24

Set Your Email Application 2-15

Set Your Email Options 2-26

Set Your Extension 2-22

Set Your Interaction Notification Mode 2-13

Set Your Time Zone and Date Format 2-25

Stop Coaching an Agent 3-11

Stop Listening to an Agent 3-10

Stop Recording an Agent’s Interaction 3-23

Stop Viewing or Controlling an Agent’s
Screen 3-21

Understand Predefined System Statuses 3-4

Understand the Agent Status Display 3-4

Understand What Supervisor’'s Can Do With
Interactions 3-38

Upload Your Pre-recorded Prompts 2-30

Use a Pre-Recorded Prompt Format 2-29

Use a Welcome Prompt 2-15

Use Automatic Call Acceptance 2-19

View Agent Statistics 3-24

View an Interaction History Record 3-45

View Interaction Statistics 3-36

View or Print Reports 4-5, 4-11

View or Take Over an Agent’s Screen 3-20

View Service Level Workgroups 3-33

View Workgroups For an Agent 3-30

View Workgroups Statistics 3-27

Work Off-Hook 2-16

Telephony@Work, Inc., Confidential and Proprietary Information

Icon
changing the appearance of 2-21
setting the icon size 2-21
Icons, configuring 2-21
In Calls 10-6
In Talk Time 10-6
Inbound Call, definition 2-7
Interaction History Records
finding 3-42
viewing 3-45
Interaction Outcome by Workgroup 4-4
Interaction Type 6-10, 8-11
Interaction types
Callback 6-10
Chat 6-11
Web Callback 6-11
Workgroup Calls 6-10
Workgroup Email 6-11
Workgroup Fax 6-11
Workgroup Voicemail 6-10
Interactions
configuring your computer for 2-13
setting alarms for 2-5
total count of 3-7, 3-29

Interactions Types Handled by Agents 8-

Internal Calls In 10-6
Internal Calls Out 10-6
Internal In 10-4
Internal Out 10-4

4

Internet Explorer, supported versions 1-1, 1-6,

3-22, 3-43, 3-44
Interval Workgroup Performance 10-10

Interval Workgroup Performance, description of

4-4
Invalid 7-8

Last Call Button

using when you travel from one workstation

to another 2-24
Last Log Out 10-28
Leave message 7-8
Leave message failed 7-8
Left message and will call back 7-12
License not available 7-12
Limited Access for Supervisors 1-3
Listening to an Agent 3-9
Log in Duration 7-6
Log Out Time 10-26
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Logged In 10-11 setting your extension 2-22

Logged in Duration 10-25 Play Announcement 2-24
Logging and Agent Out 3-13 Play Continuously notification 2-15
Logging into Supervision Manager 2-1 Play Sound notification 2-14
Login By Groups of Users Report 8-11 POP3 Login, Changing 2-26
Login by Groups of Users Report 8-11 Popup notification 2-14
Login by Groups of Users, description of 4-2 Predictive Detailed Report 7-9
Login by User Report 8-12 Predictive Detailed, description of 4-2
Login by User, description of 4-2 Predictive Dialer Totals Report 7-1
Login Time 10-5 Predictive Dialer Totals, description of 4-2
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