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1 General information \\Asc

1 General information

In the context of this document ASC represents ASC Technologies AG, its subsidiaries, branch
offices, and distributors. An up-to-date overview of the aforementioned entities can be found at
https://www.asctechnologies.com

ASC assumes no guarantee for the actuality, correctness, integrity or quality of the information
provided in the manuals.

ASC regularly checks the content of the released manuals for consistency with the described
hardware and software. Nevertheless, deviations cannot be excluded. Necessary revisions are
included in subsequent editions.

Some aspects of the ASC technology are described in general terms to protect the ownership
and the confidential information or trade secrets of ASC.

The software programs and the manuals of ASC are protected by copyright law. All rights on the
manuals are reserved including the rights of reproduction and multiplication of any kind, be it
photo mechanical, typographical or on digital data media. This also applies to translations.
Copying the manuals, completely or in parts, is only allowed with written authorization of ASC.

Representative, if not defined otherwise, is the technical status at the time of the delivery of the
software, the devices and the manuals of ASC. Technical changes without specified announce-
ments are reserved. Previous manuals lose their validity.

The general conditions of sales and delivery of ASC in their latest version apply.

Report Templates module - neo 6.x Rev. 4 6/79
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2 Introduction @sc

2 Introduction

In the Report Templates module, you can upload report templates that you have created your-
self by means of a specific design tool (see chapter "Create", p. 68) or import default templates
provided directly in the system (see chapter "Import system report template", p. 73). Depend-
ing on the purpose of use, you can import/create report templates, dashboard templates or
recording dashboard templates.

Within the system, you are provided with different predefined templates to create reports (see
chapter "Default report templates”, p. 8) and dashboard reports (see chapter "Default dash-
board templates”, p. 49).

Open the module by clicking on the menu item Report Templates in the navigation bar.

@SC INSIGHTneo X

Dashboards
Report Templates
Report Instances

Reports

Fig. 1: Menu item Report Templates

@| Basic information about using the application INSIGHTneo can be found in the user manual IN-
SIGHTneo - General information.

Report Templates module - neo 6.x Rev. 4 7179



3 Default report templates \\Asc
3 Default report templates
By means of default report templates, you can generate report which present the results in lists
and tables. The following default report templates are available in the system:
3.1 Agent-based reports
3141 Agent feedback - overview

This report displays a table which gives supervisors an overview of the status of the agents’
feedback on their evaluations. The report is divided into agent groups and agents.

The different column display:
» # of all evaluations: all evaluations irrespective of the feedback settings

« # of evaluations assigned for feedback: all evaluations for which a feedback has been sub-
mitted or for which a feedback can still be submitted

* # of evaluations with the feedback "<empty>": Evaluations with the evaluation status Agent
feedback pending or Released and the feedback status Not yet confirmed. This includes
evaluations which have been released automatically when the agent has not made use of
the option to submit a feedback until a set deadline.

» # of evaluations with the feedback | agree: Evaluations that have been confirmed by the
agent and released

» # of evaluations with the feedback | disagree: Evaluations that the agent has objected to
and that have been set to Ignore or Obsolete

Re-evaluations which have been initiated because the agent has objected to the original evalua-
tion are not included in the report. In addition, only those evaluations are considered which have
been created by the user who is currently implementing the report. This implies that the cur-
rently active user cannot see the feedback values of other supervisors or evaluators.

Report Templates module - neo 6.x Rev. 4 8/79
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Agent feedback - overview @SC

Report template: Agent feedback - overview
created: 10/21/15 9:51:20 AM with INSPIRATIONneo

The report provides an overview of the agent’s feedback fo their evaluations. The number of agreed and
disagreed evaluations per agent is listed. This report is structured in supervisors, agent groups and agents.

This report considers evaluations between 1/1/14 and 10/21/15 and shows agents of the supervisor 2nd-Tenant

PDM-Admin.
B
@ 5 = = =
s g zc 2. z
& w8 25% | 25 28
E es | 8®2 | 858 | 885
E .Qz SEC TEZ| §EZ
= 2 E SEa | 2&e
= 2 2 E ¥ ER mED
= 8 23" 3 & 57
5 8 5 B 5
5 * 3* #*
*
Brown, Caroline 8 8 1 7 1]
Corporate
clients / Fox, Steven 5 5 u] 4 1
Firmenkunden 1, imberly 2 2 0 2 0
Brown, Caroline 8 8 1 7 1]
Service Center | Fox, Steven 5 5 u] 4 1
Miller, Kimberty 2 2 1] 2 1]
dort Brown, Caroline 8 8 1 7 o
Magdeburg Fox, Steven 5 5 u] 4 1
Level Miller, Kimberly 2 2 0 2 0
Brown, Caroline 8 8 1 7 1]
Standort o | Fox Steven 5 5 0 4 1
Miller, Kimberty 2 2 1] 2 1]
Brown, Caroline 8 8 1 7 1]
Team 1 Level
Fox, Steven 5 5 u] 4 1
Brown, Caroline 8 8 1 7 1]
Team 1
Fox, Steven 5 5 u] 4 1
Team 2 Level | Miller, Kimberly 2 2 u] 2 1]
Team 2 Miller, Kimberly 2 2 u] 2 1]
Fox, Steven 5 5 u] 4 1
Team A
Miller, Kimberty 2 2 1] 2 1]
Team B Brown, Caroline 8 8 1 7 1]

Fig. 2: Agent feedback - overview

This report template is available on tenant level.

Agent trend analysis (evaluation time)

This report displays the average score that the selected agent has achieved within the defined
period of time in a line chart. After briefly comparing all selected agents, the focus is on the
evaluation results of the individual agent.

The agent is analyzed by means of:
 the total score - across several templates, if required,
* the results for one or several template(s),
« the results for individual skills/sections of the template(s),
+ the results for individual question elements/objects of the template(s).

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. Agents whose evaluation information does not match the config-
urable parameters are not listed in the report. The time axis (x-axis) shows the time when the
evaluation was released. The values displayed in the diagram are average values for the day.

Report Templates module - neo 6.x Rev. 4 9/79
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Agent trend analysis - evaluation time @Sc

Report template: Agents trend analysis - evaluation time
created: 10/21/15 9:54:07 AM with INSPIRATIONDeo

This report considers evaluations between 1/1/14 and 10/21/15.

100
90
80
70
60 L]
50

40

Average score

30 L
20
10

0

11714 4/1/14 7114 10/1/14 11115 4115 71115 10/1/15
Time

-l Opening -@- Processes & Tools Negotiation Problem Identification

Agent: Kimberly Miller
Evaluation template: Evaluation Template
Evaluation Section: Opening

Fig. 3: Agent trend analysis - evaluation time

This report template is available on tenant level.

Agent trend comparison (evaluation time)

This report displays the average scores that the selected agents have achieved within the de-
fined period of time in a line chart. The time axis (x-axis) shows the time when the evaluation
was released.

The focus is on comparing the selected agents.
The agents are compared by means of:
* the total score - across several templates, if required,
 the results for one or several template(s) (overall),
« the results for individual skills/sections of the template(s),
+ the results for individual question elements/objects of the template(s).

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. Agents whose evaluation information does not match the config-
urable parameters are not listed in the report. The values displayed in the diagram are average
values for the day.
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Agent trend comparison - evaluation time @Sc

Report template: Agent trend comparison - Evaluation time
created: 10/21/15 9:56:12 AM with INSPIRATIONDeo
This report shows the average scores of several agents over the selected time span. It contains the sub-levels

'Evaluation Template', ‘Section' and 'Question’. The timeline (x-axis) is based on the date the evaluation was
accomplished.

This report considers evaluations between 1/1/14 and 10/21/15.

100
90
80
70
z
g 60
w
L 50
©
2 40
x
30
20
10
0
11114 411114 7114 10/1/14 11115 4115 71/15 101115
Time
-~ Brown, Caroline -@- Fox, Steven Miller, Kimberlyl

Fig. 4: Agent trend comparison - evaluation time (example)

This report template is available on tenant level.

314 Agent trend comparison (session time)

This report displays the average scores that the selected agents have achieved within the de-
fined period of time in a line chart. The time axis (x-axis) shows the time when the session cor-
responding to the evaluation was recorded

The focus is on comparing the selected agents.
The agents are compared by means of:
« the total score - across several templates, if required,
 the results for one or several template(s) (overall),
« the results for individual skills/sections of the template(s),
+ the results for individual question elements/objects of the template(s).

The report only considers first evaluations and re-evaluations of sessions which have been
started within the indicated period of time. Agents whose evaluation information does not match
the configurable parameters are not listed in the report. The values displayed in the diagram are
average values for the day.

Report Templates module - neo 6.x Rev. 4 11/79
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Agent trend comparison - Session time ,(ASC

Feport termplate: Agent trend comparison - Session time
created: 12/8/14 5:42:48 PM with INSPIRATIONneo

This report shows the average scaores of several agents for the selected time span. It contains the sub-levels
'‘Evaluation Termplate', 'Section' and 'Guestion’. The timeline (x-axis) is based on the date the session was
recorded.

This report considers sessions between 1MM4 and 12131114

100
89,2

%0 %25
L ]

80
70
60

50

Average score

40

30

20

10

Mrz-2014 Mai-2014 Jul-2014 Sep-2014 Nov-2014
Time

- Teller, Jackson —@- Trager, Alexander‘

Fig. 5: Agent trend comparison - session time (example)

This report template is available on tenant level.

Agent comparison - evaluation template

This report compares the average scores that the selected agents have achieved in all their
evaluations based on the selected template within the defined period of time. It also shows the
number of the evaluations per agent and the score of the entire group.

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. To appear in the report, the agent must belong to at least one orga-
nization unit. If the agent belongs to several organization units, he will appear in the table of
each organization unit. Agents whose evaluation information does not match the configurable
parameters are not listed in the report.

This report is of benefit to supervisors who would like to get an overview of the service level re-
lated to a certain campaign, for instance.

Report Templates module - neo 6.x Rev. 4 12779
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Agent comparison - evaluation template

Report template: Agent comparison - Evaluation template
created: 10/21/15 9:23:03 AM with INSPIRATIONneo

This report shows the average scores of all evaluations made with the selected evaluation template on the agenfs
for the selected time span. It furthermore shows the number of evaluations per agent as well as the values for the

entire group.

This report considers evaluations between 1/1/15 and 12/31/15.

Evaluation template: Evaluation Template

Agent group: Corporate clients / Firmenkunden

Agent (Agent ID) Average Score Mumber of Evaluations
Brown, Caroline (310008) BE.9 4
Fox, Steven (310007) 847 1
Miller, Kimberly (310006) a0.0 1
Agent group: Service Center
Agent (Agent ID) Average Score Mumber of Evaluations
Brown, Caroline (310008) BE.9 4
Fox, Steven (310007) 847 1
Miller, Kimberly (310006) a0.0 1

Agent group: Standort Magdeburg

Agent (Agent ID) Average Score Mumber of Evaluations
Brown, Caroline (310008) BE.9 4
Fox, Steven (310007) 847 1
Miller, Kimberly (310008) 90.0 1

Agent group: Standort Magdeburg Level

Agent (Agent ID) Average Score Mumber of Evaluations
Brown, Caroline (310008) BE.9 4

Fox, Steven (310007) 847 1

Miller, Kimberly (310006) a0.0 1

Agent group: Team 1

Agent (Agent ID) Average Score Mumber of Evaluations
Brown, Caroline (310008) BE.9 4

Fox, Steven (310007) 847 1

Color code:

Red lower than 60

Yellow between 60 and 80
Green higher than 80

Fig. 6: Agent comparison - evaluation template (example)

This report template is available on tenant level.

Agent comparison - skills

This report compares the average scores that the selected agents have achieved in the evalua-
tion of their skills based on the selected template within the defined period of time. Only the re-
sults based the sections (skills) of one or several evaluation templates are considered.

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. To appear in the report, the agent must belong to at least one orga-
nization unit. If the agent belongs to several organization units, he will appear in the table of
each organization unit. Agents whose evaluation information does not match the configurable

parameters are not listed in the report.

This report is of benefit to supervisors and trainers who would like to get an overview of the
strengths and weaknesses of their employees to be able to train them individually if required.

Report Templates module - neo 6.x Rev. 4
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Agent comparison - skills @SC

Report template: Agent comparison - Skills
created: 10/21/15 9:37:27 AM with INSPIRATIONneo

This report shows the average scores of the different sections acquired by the agents with the selected evaluation
template for the selected time span.

This report considers evaluations between 1/1/15 and 12/31/15 and is based on Evaluation Template Evaluation
Template.

Evaluation Sections

Processes & Tools
Problem Identification

Megotiation

Agent (Agent ID)

Corporate Brown, Caroline (310008)
clients / Fox, Steven (310007)
Firmenkunden | imberly (310006)
Brown, Caroline (310008)
Service Center| Fox, Steven (310007)
Miller, Kimberty (310008)

dort Brown, Caroline (310008)
Magdeburg Fox, Steven (310007)
Level Miller, Kimberty (310006)
Brown, Caroline (310008)
Fox, Steven (310007)
Miller, Kimberty (310008)
Brown, Caroline (310008)
Fox, Steven (310007)
Brown, Caroline (310008)
Fox, Steven (310007)
Team 2 Level | Miller, Kimberty (310006)
Team 2 Miller, Kimberty (310008)
Fox, Steven (310007)
Miller, Kimberty (310008)
Team B Brown, Caroline (310008)

2
-

Standort
M g

Team 1 Level

Team 1

Team A

Color code:

Red lower than 60

Yellow between 60 and 80
Green higher than 80

Fig. 7: Agent comparison - skills (example)

This report template is available on tenant level.

Agent comparison - objects

This report compares the average scores that the selected agents have achieved for the differ-
ent objects of the selected evaluation template(s) within the defined period of time. The focus is
on the average scores for the individual evaluation criteria (qQuestion objects).

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. To appear in the report, the agent must belong to at least one orga-
nization unit. If the agent belongs to several organization units, he will appear in the table of
each organization unit. Agents whose evaluation information does not match the configurable
parameters are not listed in the report.

The column headline does not feature more than the first three lines of the question text.

This report is of benefit to trainers who would like to coach an agent in a certain field regarding
a special skill, for instance, and therefore need to know what the agent’s weaknesses are.

Report Templates module - neo 6.x Rev. 4 14 /79
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Agent comparison - objects @SC

Report template: Agent comparison - Objects
created: 10/21/15 9:42:35 AM with INSPIRATIONneo

This report shows the average scores for the different questions acquired by the agents created with the selected
evaluation template for the selected time span.

This report considers evaluations between 1/1/14 and 10/21/15 and is based on Evaluation Template Evaluation
Template.

Evaluation Section: Opening

@
2
B - ©
£ | g
Evaluation Objects % e &
3 4 = bt
g 1| % | ¢®
B g z @ o
HEIREE
Agent {Agent ID) e g = =
Brown, Caroline (310008) a5 a5
Corporate
clients / Fox, Steven (310007) 100 100
Fi kund:
{MENKUNEEN 1 yrier, Kimberly (310008) 100 100
Brown, Caroline (310008) a5 a5
Service Center | Fox, Steven (310007) 100 100
Miller, Kimberly (310008) 100 100
dort Brown, Caroline (310008) a5 a5
Magdeburg Fox, Steven (310007) 100 100
Level
eve Miller, Kimberly (310006) 100 100
Brown, Caroline (310008) a5 a5
dort o |Fox Steven(310007) 100 100
Miller, Kimberly (310008) 100 100
Brown, Caroline (310008) a5 a5
Team 1 Level
Fox, Steven (310007) 100 100
Brown, Caroline (310008) a5 a5
Team 1
Fox, Steven (310007) 100 100
Team 2 Level | Miller, Kimberly (310006) 100 100
Team 2 Miller, Kimberly (310008) 100 100
Fox, Steven (310007) 100 100
Team A
Miller, Kimberly (310008) 100 100
Color code:

Red lower than 60
Yellow between 60 and 80
Green higher than 80

Fig. 8: Agent comparison - objects (example)

This report template is available on tenant level.

Agent comparison - objects (detailed)

This report displays a table which gives supervisors an overview of how individual agents have
developed based on selected questions about the agent and their evaluation or on basis of av-
erage values within the selected evaluation period.

Configurable parameters are:
+ agents to be evaluated
» evaluation template to be deployed
» evaluation period
The report displays the following information:

Name of the evaluation template, name of the evaluated employee, number of valid evaluations,
date when the evaluation was carried out, name of the evaluator, total result in percent, ques-
tion text, average score of all evaluations.

Report Templates module - neo 6.x Rev. 4 15/79
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A Bl C E F G H 1 J K

, | Agent comparison - objects (detailed) @SC
4 |Reporttemplate: AgentEvaluationMatrix
5 |created: 10/23/19 5:56:47 AM with INSPIRATIONDea

This report shows the scores for the different questions acauired by the agents/groups created with the selected evaluation templates for the defined period of time.
6
7 [This report considers evaluations between 1419 and 10/31/19)
8
g |Evaluation template test
10 |Evaluated employee  Usert, Test
1
42 |Number of valid Evaluations gl
13

Seition 1

14

Evaluated on Evaluator Total result Combo box guestion 2: How well does the agent know the status at the customer's place?  Radio buton guestion 1: How guickly does the agent react to events during the call?
16 —
1g [27.06.2019 Admin, 1st-Tenant r 50,00%" 60,00%" 40,00%
19 |Average r 50,00% " 60,00%” 40,00%

; Evaluation template test

3 |Evaluated employee  User2, Test
2

25 [Number of valid Evaluations

2

"

Sektion 1
27

Evaluated on Evaluator Total result Combo box guestion 2: How well does the agent know the status at the customer's place?  Radio buton guestion 1: How guickly does the agent react to events during the call?
31 [27.06.2019 Admin, 1st-Tenant f 50,00%" 60,00%” 40,00%
32 |Average r 50,00% " 60,00 %" 40,00 %

35 |Evaluation template  test
36 |Evaluated employee  Userd, Test

k1l
33 |Number of valid Evaluations ]

Fig. 9: Agent comparison - objects (detailed) (example)

This report template is available on tenant level.

Agent comparison - overview

This report shows an overview of all selected agents. The average evaluation score per agent is
calculated on basis of all available evaluations, regardless of the evaluation template. In addi-
tion, the number of carried-out evaluations is displayed and, at the end of the report, the aver-
age overall score of the selected agents and/or agent groups is calculated and displayed.

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. Agents whose evaluation information does not match the config-
urable parameters are not listed in the report.

This report allows managers of a contact center to get an overview of the current service level
based on the performance of the employees, for instance.

Agent comparison - overview @sc

Report template: Agent comparison - overview
created: 10/21/15 8:43:34 AM with INSPIRATIONneo
This report shows the average scores of all evaluations made on the agents for the selected time span. It

furthermore shows the number of evaluations per agent, as well as an summary about the values of all selected
Agents.

This report considers evaluations between 1/1/15 and 12/31/15.

Agent (Agent ID) Average Score Number of Evaluations
Brown, Caroline (310008) 694 20

Fox, Steven (310007) 73.1 4

Miller, Kimberly (310006) 738 3

Total Score

Evaluated Members Average score Number of evaluations
3 704 27

Fig. 10: Agent comparison - overview (example)
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3.1.10

3.1.11

This report template is available on tenant level.

Detailed agent evaluation (graphical)

This report compares the average scores of the selected agents and displays them in a bar
chart.

The agents are evaluated by means of:
+ the results for one or several template(s) (overall),
« the results for individual skills/sections of the template(s),
« the results for individual question elements/objects of the template(s).
Instead of comparing agents, the focus is on the detailed evaluation of individual agents.

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. Agents whose evaluation information does not match the config-
urable parameters are marked with the information No data. Remarks, text fields, links, images
and question groups are not displayed.

This report can be used as the basis for setting up a training plan for an agent or for a top-down
feedback.

Detailed agent evaluation (graphical) @Sc

Report template: Detailed agent evaluations - graphical
created: 10/21/15 9:46:04 AM with INSPIRATIONDeo

This report considers evaluations between 1/1/14 and 10/21/15.

100

a0 |

70 |
60 |
40 |
30 |
20 |
10 |
ol ! =

W Opening M Processes & Tools [] Negotiation  Problem |dentification

Average score
&
o

Agent: Caroline Brown
Evaluation template: Evaluation Template
Evaluation section: Opening

Fig. 11: Detailed agent evaluation - graphical

This report template is available on tenant level.

Detailed agent evaluation (text form)
This report compares the average scores of the selected agents and displays them in a table.
The agents are evaluated by means of:

« the results for one or several template(s) (overall),

+ the results for individual skills/sections of the template(s),
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« the results for individual question elements/objects of the template(s).
Instead of comparing agents, the focus is on the detailed evaluation of individual agents.

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. Agents whose evaluation information does not match the config-
urable parameters are not listed in the report. Comments, links, images, remarks, lines or ques-
tion group elements are not displayed in the report. Agents do not necessarily have to belong to
an organization unit to be displayed in the report.

Detailed agent evaluations - textual @SC

Report termplate: Detailed agent evaluations - textual

created: 12/8/14 6:38:32 PM with INSPIRATIONReo

This report shows a textual presentation of the average evaluations per agent for evaluation ternplate, skill and
ohject.

This report considers evaluations hetween 1/1/14 and 1213114

Agent (Agent [D) Average score Mumber of evaluations
Trager, Alexander (AGENT_003) 788 2
Teller, Jackson (AGENT _002) 0.4 2
Detailed agent evaluations - textual @SC

Repart template: Detailed agent evaluations - textual
created: 12/8/14 6:38:32 PM with INSPIRATIONRe0

This report considers evaluations hetween 11114 and 1213114,

Agent Alexander Trager
Evaluation ternplate: Customer Suppert
Evaluation section: Satisfaction

Evaluation Object AYETAGE SCOME Severity

How would you rate the custorners overall satisfaction with the agent? 80.0 ]

Please rate the agent on the following attribute s 80.0 0

How likely is the customer to continue doing business with the agent? _:

Fig. 12: Detailed agent evaluation - text form

This report template is available on tenant level.
3.2 Group-based reports

3.21 Group trend analysis (evaluation time)

This report displays the average score that the selected agent group has achieved within the
defined period of time in a line chart. After briefly comparing all selected groups, the focus is on
the evaluation results of the individual group.

The group is analyzed by means of:
« the total score - across several templates, if required,
 the results for one or several template(s),
« the results for individual skills/sections of the template(s),
+ the results for individual question elements/objects of the template(s).

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. Organization units whose evaluation information does not match
the configurable parameters are not listed in the report. The time axis (x-axis) shows the time
when the evaluation was released. The values displayed in the diagram are average values for
the day.
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3.2.2

Group trend analysis - evaluation time

Report template: Group trend analysis - evaluation time
created: 10/21/15 10:40:20 AM with INSPIRATIONDeo

This report considers evaluations between 1/1/14 and 10/21/15.

Organization unit: Team A

100
90
80 oz
70 ool
60
50

Average score

40
30
20
10

0
1114 4/1/14 7114 10/1/14 111715 4/1/15 71715 10/1/15
Time

|-I- Evaluation Template |

Fig. 13: Group trend analysis - evaluation time (example)

This report template is available on tenant level.

Group trend comparison (evaluation time)

This report displays the average scores that the selected agent groups have achieved within the
defined period of time in a line chart. The time axis (x-axis) shows the time when the evaluation
was released.

The focus is on comparing the selected groups.
The groups are compared by means of:
« the total score - across several templates, if required,
 the results for one or several template(s),
« the results for individual skills/sections of the template(s),
* the results for individual question elements/objects of the template(s).

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. Organization units whose evaluation information does not match
the configurable parameters are not listed in the report. The values displayed in the diagram are
average values for the day.
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Group trend comparison - evaluation time @Sc

Report template: Group trend comparison - Evaluation time
created: 10/21/15 10:47:50 AM with INSPIRATIONDpeo
This report shows the average scores of several organization units for the selected time span. It shows the sub-

levels 'Evaluation Template', 'Section’ and 'Question’. The timeline (x-axis) is based on the date the evaluation
was accomplished.

This report considers evaluations between 1/1/14 and 10/21/15.

100
90
80
70
60
50
40

Average score

30
20
10

0

11114 4/1/14 711114 10/1/14 1115 411115 7115 1011115
Time

- Team A —@- Team Bl

Fig. 14: Group trend comparison - evaluation time (example)

This report template is available on tenant level.

3.23 Group trend comparison (session time)

This report displays the average scores that the selected agent groups have achieved within the
defined period of time in a line chart. The time axis (x-axis) shows the time when the session
corresponding to the evaluation was recorded

The focus is on comparing the selected groups.
The groups are compared by means of:
« the total score - across several templates, if required,
 the results for one or several template(s),
« the results for individual skills/sections of the template(s),
+ the results for individual question elements/objects of the template(s).

The report only considers first evaluations and re-evaluations of sessions which have been
started within the indicated period of time. Organization units whose evaluation information does
not match the configurable parameters are not listed in the report. The values displayed in the
diagram are average values for the day.
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Group trend comparison - Session time @SC

Fepart template: Group trend comparisan - Session time
created: 04/03/15 08:11:26 with INSPIRATIONneo
This report shows the average scores of several organisation units for the selected time span. It shows the sub-

levels 'Evaluation Termplate', 'Section' and 'Guestion'. The timeline (xaxis) is based on the date the session was
recorded.

This report considers evaluations bhetween 22002156 and 0410315
100 -
90
80,0
80 | _aumE
70
60

50

Average score

40
30
20

10
0,0

0
22-Feb 23-Feb 24-Feb 25-Feb 26-Feb 27-Feb 28-Feb 1-Mrz 2-Mrz 3-Mrz  4-Mrz
Time

|- Service_TK_HZN |

Fig. 15: Group trend comparison - session time (example)

This report template is available on tenant level.

3.24 Group comparison - evaluation template

This report compares the average scores that the selected agent groups have achieved in all
their evaluations based on the selected template within the defined period of time. In addition,
the number of all evaluations within the defined period of time is displayed.

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. If an agent belongs to several groups, the agent’s evaluations are
not counted separately for each organization unit.

Group comparison - evaluation template @Sc

Report template: Group comparison - Evaluation template
created: 10/21/15 10:01:59 AM with INSPIRATIONDpeo

This report shows the average scores and the number of evaluations for each organization unit for the selected
time span.

This report considers evaluations between 1/1/14 and 10/21/15.
Evaluation Template: Evaluation Template

Agent Group Evaluated Members Average Score Mumber of Evaluations
Team A 2 748 6
Team B 1 61.7 8

Fig. 16: Group comparison - evaluation template (example)
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This report template is available on tenant level.

3.25 Group comparison - skills

This report compares the average scores that the selected agent groups have achieved in the
evaluation of their skills based on the selected template within the defined period of time.

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time.

Group comparison - sKills @SC

Report template: Group comparison - Skills
created: 10/21/15 10:30:12 AM with INSPIRATIONDeo

This report shows the average scores for the different sections acquired by the organization unit with the selected
evaluation template for the selected time span.

This report considers evaluations between 1/1/14 and 10/21/15 and is based on Evaluation Template Evaluation

Template.
Agent Group

< m

E E

o ]

Evaluation Sections = Pt
MNegofiation 729|741
Opening 65.0 | 640
Problem Identification 778 | 667
Processes & Tools 808 | 833

Fig. 17: Group comparison - skills (example)

This report template is available on tenant level.

3.2.6 Group comparison - objects

This report compares the average scores that the selected groups have achieved for the differ-
ent objects of the selected evaluation template(s) within the defined period of time. The focus is
on the average scores for the individual evaluation criteria (question objects).

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. If an agent belongs to several groups, the agent’s evaluations are
not counted separately for each organization unit.
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Group comparison - objects @Sc
—
Report template: Group comparison - Objects
created: 10/21/15 10:32:09 AM with INSPIRATIONDeo
This report shows the dverage scores for the different questions vaUiI’Ed Dy the organization unit with the
selected evaluation template for the selected time span.
This report considers evaluations between 1/1/14 and 10/21/15 and is based on Evaluation Template Evaluation
Template.
Evaluation Section: Processes & Tools
]
o -]
E 5 |5 z
Evaluation Objects 5 2 % 5
= o o
m =1 4 _‘lg
i %28 3
8 2 | 88| 5
Agent Groups o w wo [5)
Team A 66 5] a6 100
Team B 100 - 75 100
Fig. 18: Group comparison - objects (example)
This report template is available on tenant level.
3.2.7 Group comparison - objects (detailed)

This report displays a table which gives supervisors an overview of how individual agents have
developed within their organization unit (group) based on selected questions about the agent
and their evaluation or on basis of average values within the selected evaluation period.

Configurable parameters are:
* agents to be evaluated
» evaluation template to be deployed
» evaluation period
+ organization unit
The report displays the following information:

Name of the evaluation template, name of the agent group (organization unit), name of the eval-
uated employee, number of valid evaluations, date when the evaluation was carried out, name
of the evaluator, total result in percent, question text, average score of all evaluations.
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3.2.8
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Fig. 19: Agent comparison group-based - objects (detailed)

This report template is available on tenant level.

Group comparison - overview

This report displays the average scores that the selected agent groups have achieved on basis
of the selected evaluation template as well as the number of evaluations within the defined pe-
riod of time. In addition, an overview of all selected templates is displayed.

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time. If an agent belongs to several groups, the agent’s evaluations are
not counted separately for each organization unit.

Group comparison - overview @SC

Report template: Group comparison - overview
created: 10/21/15 9:59:23 AM with INSPIRATIONDneo

This report shows the average scores for each organization unit and the number of evaluations for the selected
time span.

This report considers evaluations between 1/1/14 and 10/21/15.

Result for evaluation template Evaluation Template.

Agent Group Evaluated Members Average Score Mumber of Evaluations
Team A 2 748 6
Team B 1 61.7 8

Total result

Agent Group Evaluated Members Average Score Mumber of Evaluations
Team A 4 701 27
Team B 3 68.8 43

Fig. 20: Group comparison - overview (example)

This report template is available on tenant level.
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3.29 Group comparison - detailed

This report displays the scores that the members of the selected organization units have
achieved in the evaluations based on the selected evaluation template and during the defined
period of time.

The following parameters are available:
« Organization units (multiple choice possible)
« Evaluation templates (multiple choice possible)
» Evaluation period
* Granularity: Week, month, Year (default: week)

» Evaluation status: only evaluations with the status “Released”; evaluations with the status
“‘Released” and “Agent feedback pending”; evaluations with the status “Released”, “Agent
feedback pending” and “Ignored” (default: “Released”)

A B c D E F G H
1 |Group comparison (detailed)
2
3 |Reporttemplate: Group comparison (detailed)
4 Creation date: 15.06.2018 07:19:18
5 | Granularity: Week
§ |This report shows QM values for members of the selected organizational units which were released from 01.01.2018 to 21.01.2018
T
8
g QM values for evaluation template
1p Evaluation template: Reporevaluationtemplate1
"
12 From To ReportOrgat # NiA ReportOrgal #notN/A  ReportOrgal Average ReportOrga2 # N/A ReportOrga2 # not NiA  ReportOrga2 Average
13 /01.01.2018  07.01.2018 NiA NiA N/A 1 20 95
14 (08.01.2018 14.012018 5 10 a0 NiA 23 70
15 15.01.2018 21.01.2018 7 13 75 NiA NiA MNiA
16
17
18 | QM values for sections
19 Evaluation template: Reporevaluationtemplate1
20 |Section Counselling
21
22 |From To ReportOrga’ # NiA ReportOrgal # N/A ReportOrgal Average ReportOrga2 # NiA ReportOrga2 # N/A ReportOrga2 Average
2301012018 07.01.2018  NiA NiA N/A 1 20 70
2408012018 14.01.2018 5 10 58 MNiA 23 40
25 |15.01.2018  21.01.2018 7 132 65 MNiA MiA MiA
26
27
2g QM values for sections
29 Evaluation template: Reportevaluationtemplate1
30 | Section: Counselling
31 |Question: How satisfied was the customer overall with our customer support?
32
33 From To ReportOrgat # NiA ReportOrgal # NIA ReportOrgal Average ReportOrga2 # NIA ReportOrga2 # NiA ReportOrgaz Average
34 01012018 07.012018 NiA NiA MNIA 1 20 35
35/08.012018 14.012018 5 10 40 NiA 23 20
36 (15012018  21.012018 7 13 60 NiA NiA NiA

Fig. 21: Group comparison - detailed (example)

This report template is available on tenant level.

3.3 Supervisor-based reports

3.31 Supervisor productivity - detailed
This report gives an overview of:

« the total number of all sessions which can be evaluated in the agent group of a specific su-
perior or in a group of superiors,

« the number and the percentage of the evaluated sessions,
» the number of the sessions which have not yet been evaluated.
In addition, the score that the evaluated session has achieved is listed.
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3.3.2

Supervisor productivity - detailed @Sc

Report template: Supervisor productivity - detailed
created: 10/21/15 11:26:59 AM with INSPIRATIONDpeo

This report shows an overview of the number of all recorded calls available in the organization unit of a certain
supervisor or a group of supervisors and the number of already evaluated and not yet evaluated sessions. It
furthermore lists each recorded call with additional information (agent, agent group, recording date, evaluation
time, name of evaluation template, total score) individually.

This report considers evaluations between 1/1/15 and 12/31/15.

Productivity overview for supervisor Bond, James (007) based on organizational unit Corporate clients /
Firmenkunden.

Number of sessions: 7

Number of Evaluated Sessions: 2

Number of not evaluated sessions: 5

Evaluated percentage: 28.5T %
Agent (AgentlD) Recording Date Evaluation Date Name of Evaluation Total Score

Template

Brown, Caroline (310008) 372015 749 AM 10/21M15 903 AM Evaluation Template B88.2
Fox, Steven (310007) 32015 7:33 AM 10/21/15 9:05 AM Evaluation Template 78.9

Productivity overview for supervisor Bond, James (007) based on organizational unit Service Center.

Number of sessions: 14

Number of Evaluated Sessions: 4

Number of not evaluated sessions: 10

Evaluated percentage: 28.5T %
Agent (AgentlD) Recording Date Evaluation Date Mame of Evaluation Total Score

Template

Brown, Caroline (310008) 372015 749 AM 10/21M15 903 AM Evaluation Template B88.2
Fox, Steven (310007) 32015 7:33 AM 10/21/115 9:05 AM Evaluation Template 78.9
Miller, Anneliese (310002) 32015 7:59 AM 10/2115 9:07 AM Evaluation Template a0.4
Sauer, Frida (310003) 3720115 8:03 AM 10/21/15 9:09 AM Evaluation Template 836

Fig. 22: Supervisor productivity - detailed (example)

This report template is available on tenant level.

Supervisor productivity - overview

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time and whose sessions have been recorded within this period as well.
In addition, the evaluation must be based on a session. If the agent belongs to several organi-
zation units, he will be listed for each organization unit. Only the evaluations and sessions of
those agents are considered who belong to the organization units of the selected supervisors.

This report provides an evaluation of the productivity of supervisors. The overall number of the
sessions which can be evaluated, the number of the already evaluated sessions and the num-
ber of the sessions which have not yet been evaluated are listed.

The report only considers first evaluations and re-evaluations which have been released within
the indicated period of time and whose sessions have been recorded within this period as well.
In addition, the evaluation must be based on a session. Only the evaluations and sessions of
those agents are considered who belong to the organization units of the selected supervisors.

Report Templates module - neo 6.x Rev. 4
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Supervisor productivity - overview

{asc

Report template: Supervisor productivity - overview
created: 10/21/15 11:28:37 AM with INSPIRATIONpeo

This report shows a list of the supervisor/s including the total number of sessions and the number of sessions
already evaluated and not yet evaluated.

This report considers evaluations between 1/1/15 and 12/31/15.

Supervisor (Supervisor 1D) MNumber of Sessions Number of Mumber of not Evaluated
to Evaluate Evaluated Sessions | Evaluated Sessions Percentage

Bond, James (007) 15 7 8 46.67 %

Boss, Peter (310009) 14 6 8 4286 %

Fig. 23: Supervisor productivity - overview (example)

This report template is available on tenant level.

3.33 Supervisor productivity - overview (graphical)
This report features a bar chart displaying the number of sessions that selected supervisors
have already evaluated in comparison to the sessions which have not yet been evaluated within
a specified period of time.
Supervisor productivity - graphical @“
——
Report template: Supervisor productivity - overview (graphical View)
created: 10/21/15 10:57:52 AM with INSPIRATIONDpeo
This report shows a graphical summary of supervisors including the total amount of evaluated and not evaluated
sessions.
This report considers evaluations and sessions between 1/1/14 and 10/21/15.
0,0 25 5,0 7.5 100 125 150 175 200
Boss, Peter (310009)
Bond, James (007)
|. Evaluated sessions [ Not evaluated sessions
Fig. 24: Supervisor productivity - graphical (example)
This report template is available on tenant level.
3.34 Supervisor comparison - calibrations (line chart)

This report displays the calibration evaluations of different supervisors in a line chart and thus
allows comparing to which extent they coincide or differ. If a reference evaluation is available, it
is displayed as a line in the chart as well.

The supervisors are compared by means of:
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3 Default report templates \\
 the results for one or several template(s) (overall),
« the results for individual skills/sections of the template(s),
« the results for individual question elements/objects of the template(s).
Supervisor comparison - calibrations
Report template: Calibrations
created: 10/21/15 2:07:57 PM with INSPIRATIONneo
This report shows the scores of the individual questions which have been awarded by different supervisors for the
same session {evaluation session)_
The calibration calibration december is based on the evaluation template Evaluation Template. It refers to the
session of agent Brown, Caroline recorded on 7/8/14 12:45 PM.
100 B
90 e
— L S
® ________\ EHH
70 I
o -]
60
50
40
30
20
10
0
] 1 2
- Reference, Reference —@— Boss, Peter Bond, James
Position Section
i} Opening
1 Processes & Tools
2 MNegotiation
3 Problem Identification
Fig. 25: Calibrations (example)
This report template is available on tenant level.
3.3.5 Supervisor comparison - calibrations (bar chart)

This report compares the average scores of the supervisors who have been assigned to the se-

lected calibration session in a bar chart.

The report considers all released evaluations which correspond to the selected calibration. The
evaluation must have been released within the indicated period of time. Agents whose evalua-
tion information does not match the configurable parameters are not listed in the report. Com-
ments, links, images, remarks, lines or question group elements are not displayed in the report,
neither are questions and sections with the evaluation N/A. Agents do not necessarily have to
belong to an organization unit to be displayed in the report. The score limit refers to the overall

result of the evaluation, not to the scores of individual questions or sections.

The supervisors are compared by means of:

 the results for one or several template(s) (overall),
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« the results for individual skills/sections of the template(s),
« the results for individual question elements/objects of the template(s).

Evaluator comparison - graphical @SC

Feport termplate: Evaluatar comparisan - graphical
created: 12/8/14 7:44:21 P with INSPIRATIONneo

This report shaws the average scares given by the different supervisars for the same session (calibration session).

This report considers evaluations bhetween 1M1M4 and 12531114,

The calibration Custemer Suppeort iz based on evaluation template Customer Suppert. It refers to the session of
agent Morrow, Gemma (A GENT_001) recorded on 121214

100

90 |

Evaluation score
o
(=]

|

W Knowles, Tara [l Marks, August Pope, Damon Telford, Filip Chibs

Fig. 26: Supervisor comparison calibrations - graphical (example)

This report template is available on tenant level.

3.4 E-Learning reports

3.41 Agent comparison - quiz template

This report compares the average scores that the selected agents have achieved in the quizzes
within the defined period of time. The results based on the selected quiz template, its sections
(skills) and question elements (objects) are considered.

The agents are compared by means of:
 the results for one or several quiz template(s) (overall),
« the results for individual skills/sections of the template(s),

+ the results for individual question elements/objects of the template(s).
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Agent comparison - quiz results \Bsc

Report template: Agent comparison - Quiz template
created: 8/14/15 10:38:04 AM with INSPIRATIONneo

This report shows the average score of different agents over the course of the indicated period. It contains the
sections 'Quiz template’, "Section’, and 'Question’.

This report considers quizzes between 1/1/14 and 12/31/14.

Quiz Template

Prozessuale Kompetenz

= | & | und Dialogheratung

Agent

]
£ | D

Trager, Alexander

[}

Marrow, Gemma

Fig. 27: Agent comparison - quiz results (example)

This report template is available on tenant level.

3.4.2 Group comparison - quiz template

This report compares the average scores that the selected agent groups have achieved in the
quizzes within the defined period of time. The results based on the selected quiz template, its
sections (skills) and question elements (objects) are considered.

The agent groups are compared by means of:
 the results for one or several quiz template(s) (overall),
« the results for individual skills/sections of the template(s),
+ the results for individual question elements/objects of the template(s).

Only quizzes with the status Finalized are considered.
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3.4.3

Group comparison - quiz results \Bsc

Report template: Group comparison - Quiz template
created: 8/14/15 10:38:41 AM with INSPIRATIONneo

This report shows the average score of the different organization units over the course of the indicated period. It
contains the sections 'Quiz template’, 'Section’, and "Question’.

This report considers quizzes between 1/1/14 and 12/31/14.

Quiz Template

Prozessuale Kompetenz

Organization Unit
WE_DE_INBOUND
WRE_HOTL_TS_0ST

= | & | und Dialogheratung

[l
m | o

]

Fig. 28: Group comparison - quiz results (example)

This report template is available on tenant level.

Training progress

This report displays the development of the average evaluation scores and quiz scores that the
selected agents have achieved within the defined period of time in a line chart.

In addition, the name of the training packages and the date when it has taken place are dis-
played.
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Training progress @SC

Report template: Training Progress
created: 8/14/15 10:39:14 AM with INSPIRATIONpeo

This report shows the history of the average evaluation scores and quiz scores in relation to the training packages.

This report considers evaluations, quizzes and training packages between 1/1/14 and 12/31/14.
Agent: Sylvia Schneider

100 =
90
80 *
70
60
50

Average score

40
30
20
10

0 ®
9/4/15 9/11/15 9/18/15 9/25/15 10/2/15

—#— Quiz -= Evaluation

Training packages

Date Training Package
9410415 2:59 PM Trainings Paket

Fig. 29: Training progress (example)

This report template is available on tenant level.

3.5 Analysis reports

3.5.1 Evaluation keyword spotting

This report displays the number of calls which do (Fulfilled) or do not contain (Not fulfilled) key-
words of the selected analysis list(s) as well as the percentage they constitute in all calls. Avail-
able parameters are an individually selectable considered period as well as the multiple selec-
tion of keyword lists, agents and organization units. The results are displayed in a bar chart and
in a table in which the selected keyword lists are displayed in the column Evaluation criterion.
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3 Default report templates

£

Evaluation Keyword spotting

Qsc

Report template: Evaluation Keywordspotting
created: 21157 7:53:23 AM with INSPIRATIONDED

This report shows a overview of the selected analysis lists and the recordings in the selected time span.

This report considers recordings between 1/1/16 and 12/3116.

Swearwords

Greetings

WFulifilled MNotfullfilled

Analysislist Total Fullfilled Mot fullfilled Fullfilled % Not fullfilled %
Greetings 500 436 64 87.2 12.8
Swearwords 150 100 50 75 25

Fig. 30: Assessment keyword analysis (example)

This report template is available on tenant level.

3.5.2 Speech analysis - Word ranking

This report features a table with the keywords found in the conversations within a certain period
of time, their frequency as well as related keywords.

To have results displayed in the report, a corresponding audio analysis job must have been cre-
ated.

For information about the Audio Analysis module refer to the user manual INSPIRATIONneo -

Usage Audio Analysis module.
{asc

Keyword Spotting - Word Ranking

Fepart template: Keyword Spotting - Word Ranking
created: 12/4/14 1:16:15 PM with INSPIRATICNneo

This report shows an averview of the found keywaords and their frequency.

This report considers sessions between 11114 and 12531114,

Keyword Number Related keywords

Eins 4 Test

legt 0

Test 2 Eins

Hilfe a

Inkompetenz 2 Problem, kompetent, Mitarbeiter
kompetent B Problem, Mitarbeiter, Inkompetenz
Problem g kompetent, Mitarbeiter, Inkompetenz
Mitarbeiter B Problem, kompetent, Inkompetenz

Fig. 31: Keyword spotting - frequency (example)

This report template is available on tenant level.
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3.5.3 Time difference of process duration
The report shows the evolution of the average duration that agents required for a certain
process in comparison with the configured maximum duration of the process within the defined
period of time. The y-axis indicates the configured maximum process duration in the time unit
selected during the creation of the report template while the x-axis indicated the considered pe-
riod.
Configurable parameters are:
» the SCREENminer process
» the process duration cap
+ the time unit
» the considered period
Time difference of process duration (ASC
N
Report template: Time difference of process duration
created: 4/15/16 2:57:08 PM with INSPIRATIONneo
The report shows the evolution of the average duration in comparison to the configured maximum duration of a
SCREENmMminer process.
Period: 1/1/15 until 12/31/15.
30
25
20
B
£ 15
o
[0
93]
10
5
0
01.01.16 01.03.16 01.05.16 01.07.16 01.09.16 01.11.16 01.01.17
|— Test process 1 —— Reference duration
Fig. 32: Time difference of process duration (example)
This report template is available on tenant level.
3.54 Speech analytics - categories

=

This report features a pie chart displaying how many keywords from which analysis lists (cate-
gories) have been found.

For information about the Audio Analysis module refer to the user manual INSPIRATIONneo -
Usage Audio Analysis module.

Configurable parameters are:
+ the keyword list
 the considered period
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Speechanalidics - Calegories @sc

Report template: Speech analytics - Categories
Created: 15.06.2018 mit INSPIRATIONneo

This report shows an overview of the count of found keywords per category.

This report considers sessions between 10.06.2018 and 15.06.2018.

®=Complaints =Cross selling » Order - Informal
Fig. 33: Speech analytics - categories (example)

This report template is available on tenant level.

3.5.5 KWS statistics

This report displays all sessions which have already been analyzed and which still have to be
analyzed on a daily basis. Furthermore, the number of sessions assigned to each category ex-
isting in the system is indicated. This allows sorting the sessions systematically.

A | B C D | E | F | G | H | | ]

| KWS Statistics

_|Report Template: KWS statistics

_|Created: 23.10.19 06:07:05 with INSPIRATIONNneo,

_|This report shows the count of all analyzed and not analyzed sessions per day. It also shows all categorized sessions per category.

_|Analyzed sessions:,35

Creation Date,Mot Analyzed
|01.10.2015,10

= = T R e N

0: Category Name,Count by Category
11 |Categoryl,35
2 |Category2,10

Fig. 34: KWS statistics (example)

This report template is available on tenant level.

3.6 Other reports

3.6.1 Information about deleted calls - agent

This report shows the number of calls and sessions which have been deleted manually by the
selected agent within the defined period of time. The chart individually displays INSPIRA-
TIONneo and CLIENTcommand.
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3.6.2

Deleted call information - agent @SC

Report template: Deleted Call Infos - Agent
created: 10/21/15 2:32:09 PM with INSPIRATIONneo

This report shows the manually deleted calls and sessions of the selected agents divided into CLIENTcommand
and INSPIRATIONNeo.

This report shows the number of manually deleted sessions between 1/1/15 and 12/31/15.

Miller, Kimberly

Deleted by INSPIRATIONDeO: 0

Deleted by CLIENTcommand: 0
Fox, Steven

Deleted by INSPIRATIONDeO: 0

Deleted by CLIENTcommand: 0

Brown, Caroline

Deleted by INSPIRATIONDeo: 1

Deleted by CLIENTcommand: 0
Overview:

Deleted by INSPIRATIONDEQ: 1

Deleted by CLIENTcommand: 0

Fig. 35: Information about deleted calls - agent (example)

This report template is available on tenant level.

Information about deleted calls - agent (graphical)

This report shows the number of calls and sessions which have been deleted manually by the
selected agent within the defined period of time in a pie chart. The chart individually displays IN-
SPIRATIONneo and CLIENTcommand.

Deleted Call Infos - graphical @SC

Fepart template: Deleted Call Infos Graphical - Agent
created: 12/8/14 7:87:17 AM with INSPIRATICNneo

This report considers deleted sessions hetween 1114 and 123114

Agent Merrow, Gemma

INSPIRATIONNeo: 1

CLIENTcommand: 8

|. INSPIRATIONneo (11%) @ CLIENTcommand (89%)

Fig. 36: Information about deleted calls - agent- graphical (example)
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This report template is available on tenant level.
3.6.3 Information about deleted calls - agent group detailed
This report shows the number of the manually deleted calls and sessions of the individual
agents of the selected agent groups within the defined period of time. The chart individually dis-
plays INSPIRATIONneo and CLIENTcommand.
Deleted call information - agent group (detailed) @Sc
—
Report template: Deleted Call Infos - Agentgroup - detailed
created: 10/21/15 2:39:05 PM with INSPIRATIONneo
This report shows the manually deleted calls and sessions of the selected organization units divided into
CLIENTcommand and INSPIRATIONneo for the individual employees.
This report considers deleted sessions between 1/1/15 and 12/31/15.
Organization unit: Team B
PDM-Admin, 2nd-Tenant (Supervisor)
Deleted by INSPIRATIONDeO: 0
Deleted by CLIENTcommand: 0
Miiller, Anneliese (Agent)
Deleted by INSPIRATIONDeO: 0
Deleted by CLIENTcommand: 0
Brown, Caroline (Agent)
Deleted by INSPIRATIONDeQ: 1
Deleted by CLIENTcommand: 0
Miiller, Peter (Agent)
Deleted by INSPIRATIONDeQ: 0
Deleted by CLIENTcommand: 0
Overview: Team B
Deleted by INSPIRATIONDeO:
Deleted by CLIENTcommand: 0
Fig. 37: Information about deleted calls - agent group - detailed
This report template is available on tenant level.
3.6.4 Information about deleted calls - agent group overview

This report shows the number of the manually deleted calls and sessions of the selected agent
groups within the defined period of time. The chart individually displays INSPIRATIONneo and
CLIENTcommand.
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3.6.5

Deleted call information - agent group (overview)

Report template: Deleted Call Infos - Agentgroup - overview
created: 10/21/15 2:37:10 PM with INSPIRATIONneo

This report shows the manually deleted calls and sessions of the selected organization units divided into
CLIENTcommand and INSPIRATIONneo.

This report considers deleted sessions between 1/1/15 and 12/31/15.

Organization unit: Team A

Deleted by INSPIRATIONNeo:
Deleted by CLIENTcommand: 0

Organization unit: Team B

Deleted by INSPIRATIONNeo: 1

Deleted by CLIENTcommand: 0
Overview:

Deleted by INSPIRATIONNeo: 1

Deleted by CLIENTcommand: 0

Fig. 38: Information about deleted calls - agent group - overview (example)

This report template is available on tenant level.

Tenant-specific system usage

{(asc

This report gives the system provider an overview of the tenant-specific system usage at the
moment when the report is created. It includes storage consumption as well as the number of li-

censes and extensions assigned to the tenant.

Tenantspecific system usage

asc

Report Template: SystemUsagePerTenant
Created: 21517 8:37:54 AM with SystemConfiguration
This report shows the current system usage of all tenants.

Summary
Tenant System System-Expansion Datadrives Total
1st-Tenant 7373 0.00 0.00 7376
73.76 0.00 .00 0.00
1st-Tenant: 2012-01-01 12:00:00.0
Storage Consumption
Usage Devicetype Devit Server ‘Capacity Free Space Used Space
Datadrives DVDROM DVD-ROM drive neoslpg 0.00 0.00 0.00
Datadrives MAS EML neo50pg 6288384 52275.20 10603.64
Datadrives NAS Export_Thorus neoSlpg 0.00 0.00 0.00
System HDD_INTERNAL Internal hard disk neo50pg 8288384 52275.20 73.57
System-Expansion MNAS Expansion_50pg_LUX neo30pg 62683.84 52275.20
System-Expansion NAS Expansion2 neoslpg 2017.28 1955 84 -
Total 190668.60 158781.44 10682.21
Licenses and extensions
[POWERplayweb [ ClientCommand [ INSPIRATIONNeo User | Olneo | ]

| 150

lo

| 150

[ 150

[ 1003

Fig. 39: Tenant-specific system usage (example)
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This report template is available to the system administrator of the system provider.

3.6.6 System disturbances voice recording

This report displays the entries in the database within the defined period of time in a list and
thus gives an overview of all monitored objects with an error message or a warning. The follow-
ing columns are displayed in the report: Monitored object, subject, server, sender, description,
status, and the duration of the disturbance.

The data for the report is only available for the keep period configured for the notification in the
Notifications module in the System Configuration.

@| For basic information about the Notifications module refer to the administration manual for ten-
ants Notifications module.

ar = [ S || sestemgicturbances

il DAMADES3 5 00 B2 A% 0 DTNIP2°5 4 52 63 A

Stetun
CLUSED

Susjer: Srrer Sender

CONECTON S1A1LE Mers TIAAN A

CONNECT DN STAICS

CLOSED TIEIEEY WA

CLUSLD
LUAL LEHUR
COEE 1 ERROR
FLE_M, arkigha f Bl uhskann LK

FIF M P o Wy FROR

| (AT
LRGN T v

FIE M, (UET T TR ]

H_GURLITE 20 visl: b 92 e

USKNOWN 03047
[T
VERHOWH . DAHPT5 4

LRKHONH
[T
VERHON A7 SPTRA AT E W
UEKHEN
LN

[T

Zaxing URKHON [ W DR ST R PY

Fhones o nzesang URKNOWN D6 100929 A
28 |Hes~honese nzenrg |vadoznalyss Feaetcndzing) verigsarsel dis Lawresthz VKRN
{Hrshenese nsearg | doznalysk Frosetcndzing) Spsichersamznit des Lirwsrks | URKHH
el smitek vecen,
L TR A T Ry PR e FI F_MaaneR VRN
= Fil F_MaHan=R g e Lotk FILF_MASASER il ichekens NSEROWH DR9305 3597 300 5 5 AT A M

Fig. 40: System disturbances in voice recording (example)

This report template is available to the system administrator of the system provider.

3.6.7 Utilization

This report displays the resource utilization (storage capacity, CPU load, use of licenses, use of
storage capacity of the call pool drive and expansion) within the defined period of time in an Ex-
cel list.
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AL - Jfr | Testsousa
B CIDTE F G H 1 J K L N o 3
1 [TestBDUSZ |
2 |Perioa: 07.01.2016 00:00:00 to 31.12.2016 2359:59
3
4 |Utilization: CPU and RAM in percent
5 |Date Server name Maximum RAM Minimum RAM Maximum CPU  Minimum CPU
6 |01.06.2016 13:46:37 neo42pg 2% KD 20% "0 %
7 |02.06.2016 13:46:37 neod2pg "a4% 2% 23% "2 %
3 |03.06.2016 13:46:37 neod2pg 46 % 3% 26% 4%
g |04.06.2016 13:46:37 neo42pg "18% 5% 29% "6 %
10 |05.06.2016 13:46:37 neo42pg 50 % 6% 32% 118 %
11 |06.06.2016 13:46:37 neo42pg "52% 7% 35% 20 %
12 |07 06.2016 13:46:37 neod2pg 5455 5% 38% 22 %
13 |08.06.2016 13.46:37 neo42pg "56 % 79 41% 24 %
14 |09.06.2016 13:46:37 neo42pg 58 % 1% 4% 26 %
15 | 10.06.2016 13:46:37 neo42pg 60 % 2% 4T % 28 %
16
17 |License data
15 |Date License name Maximum reserved Minimum reserved  Maximum used Minimum used
19 |01.06.2016 13:46:37 TestlicenseName 20 il "o gl
20 |02.06.2016 13:46:37 TestlicenseName 21 %2 "1 2
21 |03.06.2016 13:46:37 TestlicenseName 22 & M2 3
29 |04.06.2016 13:46:37 TestlicenseName 23 4 M3 i3
23 |05.06.2016 13:46:37 TestlicenseName 24 5 Ma 5
24 |06.06.2016 13:46:37 TestlicenseName 25 3 "15 %
26 |07.06.2016 13:46:37 TestlicenseName 26 7 "6 7
26 |08.06.2016 13:46:37 TestlicenseName 27 B n7 B
27 |09.06.2016 13:46:37 TestlicenseName 28 ] KE ]
2g |10.06.2016 13:46:37 TestlicenseName "29 Mo "9 "0
29
30 | Utilization: Drives in gigabyte
31 |Date Drive name Server name Path Maximum capacity  Minimum capacity ~ Maximumused Space  Minimum used space  Maximum free Space  Minimum free space
32 01.06.2016 13:46:37  Internal hard disk ne042pg D 1 2 3 n 5 6
33 |02.06.2016 13:46:37  Internal hard disk neod2pg D 2 3 4 5 6 7
34 |03.06.2016 13:4637  Internal hard disk neoa2pg D 3 4 3 5 7 8
35 04.06.2016 13:46:37  Intemnal hard disk neo42pg D 4 5 f 7 8 g
36 |05.06.2016 13:46:37  Intemal hard disk neo42pg D 5 6 7 5 9 10
37 |06.06.2016 13:46:37  Internal hard disk neo42pg D 6 7 3 9 10 1
38 |07.06.2016 13:46:37  Intemal hard disk neo42pg D 7 8 9 10 11 12
39 |08.06.2016 13:4637  Internal hard disk neo42pg D 5 9 10 17 12 13
40 |09.06.2016 13:46:37  Internal hard disk ne042pg D 9 10 " 12 13 1"
41 |10.06.2016 13.46:37  Intemnal hard disk neo42pg D 10 1 12 13 14 15

Fig. 41: Utilization (example)

This report template is available to the system administrator of the system provider.

3.6.8 User call activity

This report gives an overview of the total number of calls as well as of the number of incoming
and outgoing calls within the defined period of time. The following parameters are displayed in a
table in the detail view: Extension, first name, last name, total number of calls, incoming, outgo-
ing, average talk time, average talk time of outgoing calls, average talk time of incoming calls,
total talk time.

A filter function allows searching for calls which meet certain criteria such as date or extension.
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3.6.9

UserCallActivity @SC

Report template: UserCallActivity
created: 1/25/M7 4:10:11 PM with INSPIRATIONDeD

This report shows an overview of the call-activities from for the selected extensions in the selected timespan.

This report considers recordings between 1/1/17 and 12/31/17.

Total Calls Incoming Qutgoing
E Fi L Total Calls i Outgeing | Avg. Talktime Avg. Out. Avg. Inc. Total
KADHL-1 SHOM D725 12 2 10 00:00:10 00:00:13 00:00:08 00:02:10
KADHL-2 i Test 12 0 12 00:00:06 00:00:06 00:00:00 00:01:21
KADHL-4 SHOM 760 1 0 1 00:00:15 00:00:15 00:00:00 00:00:15
KADHL-5 i Ridel 2 1 1 00:00:07 00:00:14 00:00:06 00:00:14
KADHL-6 TestUser i 0 0 ] 00:00:00 00:00:00 00:00:00 00:00:00
KADHL-7 WA A 0 0 ] 00:00:00 00:00:00 00:00:00 00:00:00
KADHLTestRec MIA A 3 0 3 00:00:13 00:00:23 00:00:00 00:01:10
KADHLTestRec MIA /A 4 0 4 00:00:07 00:00:11 00:00:00 00:00:46
KADHLTestRec WA A 0 0 ] 00:00:00 00:00:00 00:00:00 00:00:00
KADHLTestRec MIA A 1 0 1 00:00:23 00:00:21 00:00:00 00:00:21
KADHLTestRec MIA /A 0 0 ] 00:00:10 00:00:00 00:00:00 00:00:00
PEXTenantiD=k] WA A 0 0 ] 00:00:00 00:00:00 00:00:00 00:00:00
PEXTenantiD=k] MIA /A 0 0 ] 00:00:00 00:00:00 00:00:00 00:00:00

Fig. 42: User call activity (example)

This report template is available to the system administrator of the system provider.

To be able to use this report, additional configurations are required which cannot be imple-
mented independently. If requested, the feasibility in the customer’s system can be assessed
within the scope of a professional service.

User detailed call activity

This report gives an overview of the total number of calls within the defined period of time as
well as of their total duration. The following parameters are displayed in a table in the detail
view: Extension, first name, last name, date and time, duration, phone number, and type (call di-
rection).

A filter function allows searching for calls which meet certain criteria such as date or extension.
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UserDetailedCallActivity @SC
—
Report template: UserDetailedCallActivity
created: 1/25/17 4:11:12 PM with INSPIRATIONDeo
This report shows an detailed overview of the call-activities for the select extensions in the selected timespan.
This report considers recordings between 11417 and 12/31/17.
Total Calls Total Duration
Extension Firstname Lastname Datetime Duration MNumber Type
0060211306176 NIA NIA 11317 12:40 AM 00:00:10 +4950211307381 INBOUND
0060211306176 NIA NIA 11317 12:44 AM 00:00:08 +4950211307381 INBOUND
0060211306176 NIA NIA 11317 12:44 AM 00:00:08 +4950211307385 INBOUND
KADHL-1 NIA NIA 11217 6:34 AM 00:00:08 0060211306176 QUTBOUND
KADHL-1 NIA NIA 11217 10:42 AM 00:00:08 0060211306176 QUTBOUND
KADHL-1 NIA NIA 11217 11:49 PM 00:00:13 0060211306176 QUTBOUND
KADHL-1 NIA NIA 11217 11:52 PM 00:00:18 0060211306176 QUTBOUND
KADHL-1 NIA NIA 11317 12:02 AM 00:00:08 0060211306176 QUTBOUND
KADHL-1 NIA NIA 11317 12:30 AM 00:00:29 0060211306176 QUTBOUND
KADHL-1 NIA NIA 11317 12:32 AM 00:00:09 0060211306176 QUTBOUND
KADHL-1 NIA NIA 11317 12:37 AM 00:00:15 0060211306176 QUTBOUND
KADHL-1 NIA NIA 11317 1:19 AM 00:00:08 0060211306176 QUTBOUND
KADHL-1 NIA NIA 11317 7:42 AM 00:00:10 0060211306176 QUTBOUND
KADHL-2 NIA NIA 112117 12:03 PM 00:00:03 0060215001311 QUTBOUND
KADHL-2 NIA NIA 112117 5:42 PM 00:00:07 0060215001311 QUTBOUND

Fig. 43: User detailed call activity (example)

This report template is available to the system administrator of the system provider.

To be able to use this report, additional configurations are required which cannot be imple-
@ mented independently. If requested, the feasibility in the customer’s system can be assessed

within the scope of a professional service.

3.6.10 Daily call activity

This report gives an overview of the total number of calls as well as of the number of incoming
and outgoing calls within one day. The following parameters are displayed in a table in the detail
view: Date, all (total number of calls), incoming, outgoing, average talk time, average talk time
of outgoing calls, average talk time of incoming calls, total talk time.

A filter function allows searching for calls which meet certain criteria such as date or extension.
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DailyCallActivity
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Report template: DailyCallActivity
created: 1/25/17 4:09:35 PM with INSPIRATIONngo

This report considers recordings between 1/1/17 and 12/31/17.

This report shows an overview of the daily call-activities for the selected extensions in the selected timespan.

Fig. 44: Daily call activity (example)

Total Calls Incoming Outgoing
Date Total Incoming | Outgoing | Avg. Talktime Avg. Out. Avg. Inc. Total Talktime
01.01.2017 1] ] 0 00:00:00 00:00:00 00:00:00 00:00:00
02.01.2017 2 ] 2 00:00:05 00:00:05 00:00:00 00:00:11
03.01.2017 1] ] 0 00:00:00 00:00:00 00:00:00 00:00:00
04.01.2017 1] ] 0 00:00:00 00:00:00 00:00:00 00:00:00
05.01.2017 1] ] 0 00:00:00 00:00:00 00:00:00 00:00:00
06.01.2017 1] ] 0 00:00:00 00:00:00 00:00:00 00:00:00
07.01.2017 1] ] 0 00:00:00 00:00:00 00:00:00 00:00:00
08.01.2017 1] ] 0 00:00:00 00:00:00 00:00:00 00:00:00
09.01.2017 1 ] 1 00:00:06 00:00:06 00:00:00 00:00:06
10.01.2017 3 ] 3 00:00:08 00:00:08 00:00:00 00:00:25
11.01.2017 1 ] 1 00:00:05 00:00:05 00:00:00 00:00:05
12.01.2017 12 3 9 00:00:12 00:00:14 00:00:07 00:02:29
13.01.2017 2 ] 2 00:00:09 00:00:09 00:00:00 00:00:18
14.01.2017 1] ] 0 00:00:00 00:00:00 00:00:00 00:00:00

This report template is available to the system administrator of the system provider.

To be able to use this report, additional configurations are required which cannot be imple-
@ mented independently. If requested, the feasibility in the customer’s system can be assessed
within the scope of a professional service.

3.6.11 Audit log report

This report displays the following audit notifications issued within the defined period of time in a

CSV file.

Subject

Login and Logout
EMPLOYEE_LOGIN

EMPLOYEE_LOGOUT

Conversation view
CONVERSATION_SEARCH

CONVERSATION_REPLAY

Description

The employee name has
logged in to the application
ASC application from the IP
address or server name.

The employee name has

Displayed additional data

Employee, message text

Employee, message text

logged off from the application

ASC application from the IP
address or server name.

The search criteria that the
user has searched are dis-

played.

The conversation conversation
has been replayed by user.

Employee, message text

Employee, message text, num-

bers of calling and called party
in separate fields

Report Templates module - neo 6.x Rev. 4
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3.6.12

Subject Description Displayed additional data

CONVERSA- The conversation conversation Employee, message text, num-

TION_SAVEASWAVE has been saved as WAVE file bers of calling and called party
by user. in separate fields

Participant View
CONVERSATION_ PARTICI- The search criteria that the Employees

PANT _VIEW_SEARCH user has searched are dis-
played.
CONVERSATION_ PARTICI- The conversation part conver- Employee, message text, all
PANT _VIEW _REPLAY sation has been replayed by  participants of this conversa-
user in the participant view. tion separated by commas in
the same field
CONVERSATION_ The conversation part conver- Employee, message text

PARTVIEW_SAVEASWAVE sation has been saved as
WAVE file by user from the
participant view.

Precondition is that the respective notifications have been activated in the application System
Configuration in the Notifications module.

The report contains the following parameters: Name of the employee, the date and time when
the interaction has been logged, subject, text of the notification, calling party (if captured with
neo, the name is displayed, otherwise the phone number/extension), called party (if captured
with neo, the name is displayed, otherwise the phone number/extension), conversation ID as
well as account details.

/13/17 10340 AM,C
/13/17 10:40 &M, C

13/17 1
/13/17 10138 A, C

Fig. 45: Audit log report

For information about activating notifications refer to the administration manual System Config-
uration - Notifications module (for system providers).

This report template is available on tenant level.

Voice recording service (system)

This report allows exporting recorded call data from the database. Whether a conversation has
been recorded depends on the configuration in the Recording Planner module of the application
System Configuration. There, recording plans define certain rules which have to be fulfilled so
that a recording is initiated. The recording plan decides when and whether a recording is
started/stopped and whether external recording control by means of clients such as CLIENT-
command, SCREENrec or the PHONEapps is allowed. It can occur that there are several
recordings for one conversation: If an agents stops the recording during a conversation and
starts it again, then there will be two recordings of the same conversation. A conversation can
be viewed from different perspectives. For every participant known in the system a view is cre-
ated which include all recordings of the conversation that the participant has been involved in.
The following data can be exported:

Conversation ID, start time, audio start, end time, duration of the conversation, creation date,
conversation type, last update, call direction, name of the calling party, phone number of the
calling party, PBX Agent ID of the calling party, name of the called party, phone number of the
called party, PBX Agent ID of the called party, name of the 1st-connected, phone number of the
1st-connected, DTMF sequence, tenant, number of recordings and the customer-specific con-
versation parameters.
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3.6.13

3.6.14

This report template is available to the system administrator of the system provider.

3554947-3240-4007-b042-8bdb20767479  12.06.2013 07:11 12.06.2013 07:15  00:03:25 CALL INTERNAL 6747608 6747608 system 1
f15cfdb6-3b21-45ed-9777-0/92c2d40806  14.06.201313:35 14.06.2013 13:35  00:00:27 CALL OUTBOUND 3857625 7383364 System 1
0324133c-b2dc-4403-2491-204ded7caSf  14.06.2013 15:38 14.06.2013 15:43  00:04:37 CALL UNKNOWN 7048637 7048637 System 1
4529¢d11-21bd-40e0-acab-21eb7aSheal0 17.06.2013 18:15 17.06.2013 18:16  00:01:29 CALL INTERNAL 3515935 3515035 System 1
9033eae7-9a6d-4b2a-a07c-031a26C7760  28.06.2013 03:55 28.06.2013 03:56  00:00:42 CALL INBOUND 1347123 1347123 System 1
4b59ea54-567b-48ab-9602-ble7cAb1256e  28.06.2013 04:51 26.06.2013 04:51  00:00:29 CALL UNKNOWN 5007698 8689661 system 1
aba79add-4e7a-4c29-8efa-0a52813d6581  02.07.201311:30 02.07.2013 11:33  00:02:28 CALL OUTBOUND 3224623 2534684 System 1
7eas9fed-3409-4686-81b-057edl6hod3d  08.07.2013 1141 08.07.2013 1142 00:00:40 CALL INTERNAL  Ist-Tenant Admin 4015 Max Muster 4100 Max Muster 4100 1st-Tenant 2
acfb8bes-1655-44ae-8a16-bofes12a5451  08.07.2013 11:42 08.07.2013 11:42  00:00:40 CALL INTERNAL 1st-Tenant Admin 4015 Max Muster 2100 4100 1st-Tenant 2
4284195 bfag-ab50-93b7-23(00824f572  08.07.201311:43 08.07.2013 1143 00:00:26 CALL INTERNAL  Ist-Tenant Admin 4015 Max Muster 4100 4100 1st-Tenant 2
68529888-8bae-43c7-a784-82f89a9bba51  08.07.201311:43 08.07.201311:44  00:00:54 CALL INTERNAL  1st-Tenant Admin 4015 Max Muster 2100 4100 1st-Tenant 2
70225407-0163-4220-a915-111179a2ad22  08.07.201311:44 08.07.201311:44  00:00:27 CALL INTERNAL  Ist-Tenant Admin 4015 Max Muster 2100 4100 1st-Tenant 2
bacc7e2f-bdab-abcd-95d2-25549f473cal  08.07.201311:44 08.07.2013 1145 00:00:47 CALL UNKNOWN 1st-Tenant 4
1d6397b2-e3c7-4c68-aafc-cf327d70540c  08.07.201311:44 08.07.2013 1145  00:00:28 CALL INTERNAL 151 151 Max Muster 4100 1st-Tenant 2
93037c31-af32-42db-be68-2cF10ccaf2be  08.07.2013 11:46 10.07.2013 13:49  00:03:27 CALL INTERNAL 151 1st-Tenant Admin 4015 1st-Tenant Admin 4015 1st-Tenant a5
2187122-80d8-42€8-a00e-005917522df6  08.07.2013 11:46 10.07.201313:49  00:00:16 CALL INTERNAL  1st-Tenant Admin 4015 Max Muster 4100 Max Muster 4100 1st-Tenant 4
alaa60ec-c068-422c-8609-479380862478  08.07.2013 11:47 08.07.201311:47  00:00:00 CALL INTERNAL  Ist-Tenant Admin 4015 999 999 1st-Tenant 2
2745aa77-3bb7-48ab-9277-c24ecfca24f9  08.07.2013 1148 10.07.2013 1349 00:01:33 CALL INTERNAL 150 1st-Tenant Admin 4015 1st-Tenant Admin 4015 1st-Tenant 7
832eceda-c7f3-4eff-9b01-f0e3e0be2cB2  08.07.201311:48 08.07.2013 11:48  00:00:24 CALL INTERNAL  1st-Tenant Admin 4015 Max Muster 4100 Max Muster 4100 1st-Tenant 3
€1673161-460c-4a32-821-09436484e732  08.07.2013 11:48 08.07.2013 1148 00:00:00 CALL INTERNAL  Ist-Tenant Admin 4015 999 999 1st-Tenant 2
93d0edB0-€24f-4204-434-6824023bal2a 08.07.2013 11:49 08.07.2013 11:50  00:00:21 CALL INTERNAL 150 1st-Tenant Admin 4015 1st-Tenant Admin 4015 1st-Tenant 2
85fcesle-cc25-49fF-817b-3ac1db191afd  08.07.2013 11:50 08.07.2013 11:50  00:00:12 CALL INTERNAL  Ist-Tenant Admin 4015 Max Muster 4100 Max Muster 4100 1st-Tenant 3
22068940-327d-4695-9407-b06a0a20439  08.07.2013 11:50 08.07.2013 1150 00:01:26 CALL INTERNAL  Ist-Tenant Admin 4015 999 999 1st-Tenant 5
59518217-23a5-abb1-86e6-8cafdbofadcl  08.07.201311:51 08.07.2013 11551 00:00:35 CALL INTERNAL 150 1st-Tenant Admin 4015 1st-Tenant Admin 4015 1st-Tenant 3
0430c774-cc7e-42b2-9b5d-3ech7cal9fds  08.07.201311:51 08.07.2013 1151 00:00:18 CALL INTERNAL  Ist-Tenant Admin 4015 Max Muster 4100 Max Muster 4100 1st-Tenant 3
61ee6c07-dob2-4828-bed7-38ba27acaesh  08.07.201311:51 08.07.2013 1152 00:00:28 CALL INTERNAL  1st-Tenant Admin 4015 999 999 1st-Tenant 3
780066f1-3f2b-4d7c-8add-4f4bacc27f1f  08.07.201311:52 08.07.2013 11:53  00:00:12 CALL INTERNAL  Ist-Tenant Admin 4015 Max Muster 4100 Max Muster 4100 1st-Tenant 4
f4ca200d-9197-4261-b59-50d32f98dlef3  08.07.2013 11:52 08.07.2013 1153 00:00:50 CALL INTERNAL  Ist-Tenant Admin 4015 150 150 1st-Tenant 7
f0f7ca30-1724-4ff8-998c 1367eab6Bb69  08.07.201311:53 08.07.201311:53  00:00:21 CALL INTERNAL  1st-Tenant Admin 4015 999 999 1st-Tenant 4
722308 51bb-478f-2032-33bcd3209882  08.07.2013 11:54 08.07.2013 11:54  00:00:36 CALL INTERNAL  Ist-Tenant Admin 4015 Max Muster 4100 Max Muster 4100 1st-Tenant 4
08104023-b522-48ch-9804-5b6b6ACOBTE1  08.07.2013 11:54 08.07.2013 11:54  00:00:29 CALL INTERNAL  1st-Tenant Admin 4015 150 150 1st-Tenant 3
408ee834-2bfd-4783-ab92-840fb4ab7ad1 08.07.2013 11:54 08.07.2013 11555 00:00:33 CALL INTERNAL  1st-Tenant Admin 4015 999 999 1st-Tenant 4
7dd52094-5915-4f65-849f-d18362b48f68  08.07.201311:55 08.07.2013 1155 00:00:14 CALL INTERNAL  Ist-Tenant Admin 4015 Max Muster 4100 Max Muster 4100 1st-Tenant 4
1descole-ccd1-423d-bebd-3b3ac27d5ace 08.07.201311:55 08.07.2013 1156 00:00:45 CALL INTERNAL  1st-Tenant Admin 4015 150 150 1st-Tenant 7
ce388ca7-Tecf-42ea-8140-64e872(9315a  08.07.2013 11:55 08.07.2013 1156 00:00:22 CALL INTERNAL  Ist-Tenant Admin 4015 999 999 1st-Tenant 3
f5d765ac-ad60-4001-a35F-55217d3ci861c  08.07.2013 11:56 08.07.2013 11:56  00:00:12 CALL INTERNAL  1st-Tenant Admin 4015 Max Muster 4100 Max Muster 4100 1st-Tenant 3
b672b468-fae7-487c-acA7-3f8f6bAdbchS  08.07.201311:56 08.07.201311:56  00:00:22 CALL INTERNAL _1st-Tenant Admin 4015 150 150 1st-Tenant 3
1250b0b1-7409-48e4-85ed-dageds0f23a7 08.07.2013 11:56 08.07.2013 1157 00:00:20 CALL INTERNAL  Ist-Tenant Admin 4015 999 999 1st-Tenant 3

Endzeit

Name des Anrufers

Fig. 46: Voice recording service (example)

Voice recording service (tenant)

Name des zuerst Verbui Rufnummer des Name des Angerufe Rufnummer DTMF-Seque Mandant

#der Aufzeicc

This report allows exporting recorded call data from the database. Whether a conversation is
recorded depends on the configuration in the Recording Planner module in the application Sys-
tem Configuration. There, recording plans with certain rules are defined which have to be met
for a recording to be started. The recording plan decides whether and when a recording is
started/stopped and whether external recording control by means of clients such as CLIENT-

command, SCREENTrec, or the PHONEapps is allowed. Therefore, it is possible that there are

several recordings for one conversation. If, for instance, an agent stops the recording during a

conversation, there will be two recordings belonging to the same conversation. A conversation

can be viewed from different perspectives. For every participant known in the system, a view is
created which refers to all recordings of the conversation that the participant has been involved
in.

The report displays the following data about the recordings within the defined period of time:

First and last name of the agent, extension, employee ID, login name as well as the number of
recordings per month. Furthermore, it is possible to filter the displayed information by selecting
a certain organization unit.

This report template is available on tenant level.

A B = D E F G H 1 |Jd K LN N o]
Recording Service &ASC
: =
3
4 Recordings between 10/1/19 and 12/31/19.
5 Filter by organization unit: excluded are Custom CP and more
6
7 | Total Users Recording: 2
8 Count Personnelnumber Firstname Lastname Total Calls Loginname Extension RecordingGroup
9| " 1 d 4001 Test Users o0 users T 4001 TestOrga
0" 2 r 999 Test Userf ] userf " 999 TestOrga
"

Fig. 47: Voice recording service (example)

This report template is available on tenant level.

Import statistics

This report displays all imported conversations from all sources within the defined period of
time. In case of missing imports, a table with the following information is displayed: ID, external
reference, import job ID, error code, reference type and description, as well as the creation
date.
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Test @SC
—
Report template: Import Statistics
created: 11/8/19 9:03:35 AM with INSPIRATIONneo
This Report shows an overview of imported conversations the selected timespan.
This report shows all imported conversations between 1/1/18 and 12/31/18
Fig. 48: Import statistics (example)
3.6.15 Recording check Cisco
This report shows the number of conversations that have been recorded in the system as well
as the number of conversations from recorded external information sources (Cisco logs) that
have been imported from this source previously. Furthermore, the percentage of recorded con-
versations in the neo system (actual value) in relation to the number of imported PBX informa-
tion (target value) is displayed. For conversation missing in the system, a table with the follow-
ing information is displayed: External reference, start time, name of the calling party, name of
the called party.
Recording Check Cisco @Sc
Report template: Recording Check
created: 11/6/19 8:31:53 AM with INSPIRATIONneo
This report shows an overview of recorded conversations the selected timespan.
This report shows all recorded conversations between 1/1/19 and 12/31/19.
Count relevant calls
0
Fig. 49: Recording check Cisco (example)
3.6.16 Recording check Skype for Business

This report shows the number of conversations that have been recorded in the system as well
as the number of conversations from recorded external information sources (SfB database ta-
bles) that have been imported from this source previously. Furthermore, the percentage of
recorded conversations in the neo system (actual value) in relation to the number of imported
PBX information (target value) is displayed. For conversation missing in the system, a table with
the following information is displayed: External reference, start time, name of the calling party,
name of the called party.

Recording Check SfB @SC

Report template: Recording Check SfB
created: 11/6/19 8:33:37 AM with INSPIRATIONneo

This report shows an overview of recorded conversations the selected timespan.

This report shows all recorded conversations between 1/1/18 and 12/31/18.

Count relevent Calls

0

[ Ext. Ref. I Starttime | Caller Called

Fig. 50: Recording check Skype for Business (example)
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3.6.17 Recording validation

This report displays the notifications of the selected type issued within the defined period of time
in a list. The following notification types are available as subject:

+ RECORDING_STREAM_DECRYPTION_ERROR

+ RECORDING_STREAM_PACKET_LOSS

+ RECORDING_STREAM_DATA_MISSING

« RECORDING_STREAM_OPEN_FAILED

+ CTICONNECT_STREAM_REQUEST_FAILED

The participants’ extensions can additionally serve as filter.

The report contains the following parameters: Notification time, subject, message text, conver-
sation ID, extension of the participants.

A20 - F

A B C D E F G H 1 K L M N (o]
RecordingValidation
Report template: Recording validation
created: 23/01/20 08:17:08 with INSIGHTneo
2020-01-01 00:00:00.0 - 2020-12-31 23:59:59.997
Notification Time, Subject, Message text, Conversation ID, Participants
2020-01-23 08:05:00, Recording failed, A decryption error with code '#HERRORCODE#' occurred for stream #STREAMID# in conversation #CONVERSATIONID#, #CONVERSATIONID#,'4100,4015"
2020-01-23 08:02:08, Recording failed, A decryption error with code 'HERRORCODE#' occurred for stream #STREAMID# in conversation #CONVERSATIONIDE, #CONVERSATIONID#,'4100,4015"
2020-01-23 08:00:00, Recording failed, A decryption error with code '"BERRORCODE#' occurred for stream #STREAMID# in conversation #CONVERSATIONIDE, #CONVERSATIONID#,'4100,4015"

O 0o B W o

Fig. 51: Recording validation (example)

This report template is available on tenant level as well as to the system administrator of the
system provider.

3.6.18 Extension check
This report displays the first and last names of those employees
* who have not been assigned an extension or
+ whose extension has not been assigned to a tenant or

» for whose extensions no monitor point as been set.
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ExtensionCheck

Report template: Extension assignment check
created: 24/01/20 07:54:01 with INSPIRATIONpeg

This report shows a overview of agents without extension, agents were the extension is not assigned to their tenant and agents with missing monitoring points.

Agents without extension:

Firstname
1st-Tenant
pbxPerson1V
chatPerson1V
vortest25
Wor0312
VorTestMa2
VorTestMal
max
test 3107
VorTestAdmin2
Test

Agents, which extension is not assigned to their tenant:
Firstname
Test

Agents without existing monitor point for their extension:

Firstname
Test
VorTest5
Test
Test
Test
Test
1st-Tenant
pbxPerson1V
chatPerson1V
vortest25
Vor0312

Fig. 52: Extension check (example)

F @Gsc

Lastname
Admin
pbxPerson1N
chatPerson1M
nachtest25
Nach0312
VorTestMaz
MachTestMa
ad
test_3107
NachTestAdmin2
User3

Lastname
User2

Lastname
User2
NachTests
Userd
Users
Userb
User1
Admin
pbxPerson1N
chatPerson1N
nachtest25
Nach0312

This report template is available to the system administrator of the system provider.
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41

411

Default dashboard templates

By means of default dashboard templates you can create dashboard reports which present re-
sults as a graphic. The following default dashboard templates are available in the system:

Agent dashboards

My duration - agent

This dashboard widget displays the average duration of the recorded calls of the logged-in
agent in comparison to the average duration of the recordings of the members of the same or-
ganization unit(s). The widget considers the data of the last year, ending with the current month.
If the current date is 13th December, then the dashboard displays the data from January of this
year up to and including December of this year (current month).

The green line indicates the configured nominal value (trend point).

My duration - Agent ﬂ

190 sec

152 sec
MNominal value

114 sec

76 sec

Average Duration

38 sec

0 SeCam — — — — — — — {

Jan Feb Mar Apr Mai Jun Jul Aug Sep Oct Mov Dec
Month

illa Call duration iy All

Fig. 53: My duration - agent (example)

This report template is available on tenant level.

My score - agent

This dashboard widget displays the average score of all evaluations of the logged-in agent (gray
arrow) in comparison to the average score of the organization unit that the agent belongs to
(white arrow); if the agent belongs to several organization units, the white arrow indicates the
overall average of all organization units. If the logged-in agent does not belong to an organiza-
tion unit, there is no white arrow.

Only first evaluations and re-evaluations which have been released within the period selected
during the creation of the report template are considered.

60 Pt.
insufficient average good
A
60 Pt
T T T T 1
0Pt 25Pt. 50 Pt. 75 Pt 100 Pt

Fig. 54: My score - agent (example)

This report template is available on tenant level.
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41.3 My quantity - agent

This dashboard widget displays the number of all sessions which have been recorded for the
logged-in agent in comparison to the number of released evaluations per month. The widget
considers the data of the last year, ending with the current month. If the current date is 13th De-
cember, then the dashboard displays the data from January of this year up to and including De-
cember of this year (current month). The evaluations which are considered in the report do not
necessarily have to be based on the simultaneously displayed sessions

My Quantity - Agent n

10

]

6

Number

4

2 - g S iy . -
AR IR TG T T 3 4
Dec Jan

Feb Mar Apr Mai Jun Jul Aug Sep Oct
Month

[lly # of Evaluations [[y # of Sessions

Fig. 55: My quality - agent (example)

This report template is available on tenant level.

41.4 My team score - agent

This dashboard widget features a bar chart displaying the average score that the members of
the organization unit(s) that the logged-in agent belongs to have reached in all their evaluations.
Besides a bar for the score of the organization unit of the logged-in agent, four additional bars
for other organization units can be displayed. The dark blue line My score describes the history
of the average score that the logged-in agent has reached in his own evaluations. By clicking on
the labels in the legend, individual bars or the line of the score can be hidden or displayed
again.

Only first evaluations and re-evaluations which have been released within the period selected
during the creation of the report template are considered. During the creation of the report tem-
plate, a check box offers the possibility to anonymize the displayed organization units. If
checked, there is only one additional bar labelled Other teams besides the bar for the organiza-
tion unit of the logged-in agent.
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Mar Apr May Jun Jul Aug Sep Oct Mow Dec Feb
Month
ila My Team ila FE2 ils vE1
VB2 & My Score

Fig. 56: My team score - agent (example)

This report template is available on tenant level.

My team knowledge - agent

This dashboard widget features a bar chart displaying the average score that the members of
the organization unit(s) that the logged-in agent belongs to have reached in all their quizzes.
Besides a bar for the score of the organization unit of the logged-in agent, four additional bars
for other organization units can be displayed. The dark blue line My score describes the history
of the average score that the logged-in agent has reached in his own quizzes. By clicking on the
labels in the legend, individual bars or the line of the score can be hidden or displayed again.

Only quizzes with the status Finished which have been finished within the period selected dur-
ing the creation of the report template are considered. During the creation of the report tem-
plate, a check box offers the possibility to anonymize the displayed organization units. If
checked, there is only one additional bar labelled Other teams besides the bar for the organiza-
tion unit of the logged-in agent.

100
a0
60
2
‘g 40

20

Mar Apr May Jun Jul Aug Sep Oct Now Dec Jan Feb
Month

ila My Team il FB2 ils v
VB2 & My Score

Fig. 57: My team knowledge - agent (example)

This report template is available on tenant level.

My knowledge - agent

This dashboard widget displays the average score of all quizzes of the logged-in agent (gray ar-
row) in comparison to the average score of the organization unit that the agent belongs to (white
arrow); if the agent belongs to several organization units, the white arrow indicates the overall
average of all organization units. If the logged-in agent does not belong to an organization unit,
there is no white arrow.

Only quizzes with the status Finished which have been finished within the period selected dur-
ing the creation of the report template are considered.
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Fig. 58: My knowledge - agent (example)
This report template is available on tenant level.
4.2 Supervisor dashboards
4.21 My quantity - supervisor
This dashboard widget displays the number of all evaluations which have been released by the
logged-in supervisor in comparison to the number of the evaluated agents. The widget consid-
ers the data of the last year, ending with the current month. If the current date is 13th Decem-
ber, then the dashboard displays the data from January of this year up to and including Decem-
ber of this year (current month). Only those evaluations are considered which have been cre-
ated by the currently logged-in user.
My Quantity - Supervisor B
15
12
£
ills # of evaluations L # of evaluations per agent
Fig. 59: My quality - supervisor (example)
This report template is available on tenant level.
422 My team - supervisor

This dashboard widget features a bar chart comparing the average number of evaluations in the
organization unit that the logged-in supervisor is the superior of with the average number of
evaluations made in other organization units. The dark blue line My values describes the history
of the average number of evaluations that the logged-in supervisor has made. Besides a bar for
the number of evaluations of the organization unit of the logged-in supervisor (My team), four
additional bars for other organization units can be displayed. By clicking on the labels in the leg-
end, individual bars or the line of the number of evaluations can be hidden or displayed again.

During the creation of the report template, a check box offers the possibility to anonymize the
displayed organization units. If checked, there is only one additional bar labelled Other teams
besides the line My values and the bar for the team of the logged-in supervisor.
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s Myteam il Report Organisationeinheit2 il Report Organisationeinheit 4
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Fig. 60: My team - supervisor (example)
Hovering the cursor over one of the bars, displays the following additional information:
* Name of the organization unit
» Total number evaluations
« Evaluations per supervisor on average
» Evaluations per agent on average
» Score on average
" Organization unit:
10 Total number evaluations: 10
Evaluations per supenvisor on av.: 10
9 Evaluations per agenton av: 2
8 Score on av: 77.333
@
H 7
E 5
£ s
5 4
3t
3
2
1
0
Jan Feb Mar Apr Mai Jun Jul Aug Sep Oct Mov Dec
Month
s Myteam ils Report Organisationeinheit2 il Report Organisationeinheit 4
Report Organisationseinheit 1 Report Organisationseinheit 2 4@ Myvalues
Fig. 61: My team - supervisor, details (example)
This report template is available on tenant level.
4.3 Recording dashboards
Within the system, you are provided with templates for different recording dashboards. They
serve to display the statistic values of the recording compiled every hour in the recording wid-
get. To be able to see the any icons and information in the recording widget, the following tem-
plates have to be imported and the corresponding recording dashboard instances created and
released in the Report Instances module. As a consequence the reports will be available in the
Dashboards module as well as in the application Portal.
4.31 Total number of calls

This recording dashboard displays the total number of calls as well as the number of incoming
and outgoing calls within the defined period of time in the recording widget. The following icons
are used:

@ Number of outgoing calls
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Total number of calls

@_ Number of incoming calls

E Trend

* Upward
» Downward
* Unchanged
The following comparison periods for the trends are available:
* last hour/the hour before
 last 12 hours/the 12 hours before
» today/yesterday
* this week/last week
* this month/last month
* this quarter/last quarter

Considered period This Month ~
Lot
—MAX =

fo B LD R @& &

Fig. 62: Recording Dashboard (example)

This report template is available on tenant level.

4.3.2 Average call duration

This recording dashboard displays the average duration of all calls within the defined period of
time in the recording widget. The following icons are used:

% Average call duration in seconds
E Trend
v + Upward

* Downward
* Unchanged
The following comparison periods for the trends are available:
* last hour/the hour before
 last 12 hours/the 12 hours before

» today/yesterday
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* this week/last week

 this month/last month

* this quarter/last quarter

Considered period This Month

| concurent || aversge ___l mbowna ____|

6 B %

ox @ oZa

Fig. 63: Recording Dashboard (example)

This report template is available on tenant level.

4.3.3 Maximum number of concurrent calls

This recording dashboard displays the maximum number of concurrent calls within the defined
period of time in the recording widget. The following icons are used:

—MAX Maximum number of concurrent calls

E Trend

Upward
Downward

Unchanged

The following comparison periods for the trends are available:

last hour/the hour before

last 12 hours/the 12 hours before
today/yesterday

this week/last week

this month/last month

this quarter/last quarter
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4.4

4.41

4.4.2

Recording Widget (Refreshing view)

Considered period This Month

U T
B o % % @ o

Fig. 64: Recording Dashboard (example)

This report template is available on tenant level.
Other dashboards

Average call duration

This dashboard widget displays the average duration of the recorded QM calls of a tenant within
the course of the last year, ending with the current month. If the current date is 13th December,
then the dashboard displays the data from January of this year up to and including December of
this year (current month).

The needle indicates the average duration; the marks on the dial indicate the configured trend
points, i. e. the nominal values which show whether the call duration is tolerable and within the
defined limits.

Average Call Duration E

50 sec

0sec 100 sec

Fig. 65: Average call duration (example)

This report template is available on tenant level.

Number of sessions

This dashboard widget shows the number of the recorded calls which are not used for QM pur-
poses (compliance recording plan) as well as the number of calls recorded for QM purposes
(QM recording plan). The dashboard considers sessions and released evaluations which have
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respectively been recorded and created within the course of the last year, ending with the cur-
rent month. All sessions of those agents who are in the same organization unit as the supervi-
sor who is using this dashboard are considered.

The first view compares the sessions which have been recorded via a QM plan and the ses-
sions recorded via a compliance plan. When clicking on this first view, you are forwarded to a
detailed view of the sessions which have been recorded for quality management purposes, di-
vided into already evaluated sessions and sessions which have not yet been evaluated.

Number of sessions n

Recorded without QM, 90% .

. ,‘—Recorded with QM, 10%

Fig. 66: Number of sessions (example)

When clicking on the dashboard, you are forwarded to a detailed view of the QM sessions, i. e.
of those sessions which have been evaluated for quality management purposes. QM sessions
are divided into evaluated and not yet evaluated sessions.

Number of sessions n

Close
QM Sessions

- —evaluated, 4%

not evaluated, 96%-"\

Fig. 67: Detailed view of the QM sessions (example)

The number of evaluated sessions includes released first evaluations as well as released
reevaluations. If a session has been evaluated several times, it is counted as one in the dash-
board report.

This report template is available on tenant level.
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443 Evaluation keyword spotting
This dashboard widget displays the percentages of calls which do (Fulfilled) or do not contain
(Not fulfilled) keywords of the selected analysis list(s). You cannot select more than 5 keyword
lists. In addition to the keyword lists, a fixed period of time (today, yesterday, last week, last
month, last quarter, last year) as well as certain agents and organization units can be selected
as parameters.

Speech Analytics E

Greetings

Swearwords

0% 20 % 40 % 60 % 80 % 100 %
|F=Fulfilled  FNot fulfilled|

Fig. 68: Keyword analysis (example)

This report template is available on tenant level.
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5 Main view
All available report templates are displayed in the main view.
+ X ReporiTemplates v General v
Name 3 status » System Report Template Type < Created Instances © Version ¢ Basedon s Copied From
Agenten-Feedback - Ubersicht v B ] 16 0
akeagrammy v = ! 1 0
Agent comparison - evaluation template v B 1 17 0
Durchschnittliche Gespréchsdauer v | 1 15 0
Average call duration v i 1 15 0
<Rcws perpage 50 [v|  1-50f5 Last filtered on 11/15/2018 2:49:43 PM; Number of records: 5
Fig. 69: Report templates - main view
Depending on the configuration of the columns, the following information is displayed in the
main view:
Name Name of the report template
Status Shows the processing status of the report template.
@ = released
& = draft
@ = deactivated
System Report Shows whether the report template is a system report.
v = Report template is a system report.
X = Report template is not a system report.
Template Type Shows the type of the template.
= = report template
@ = dashboard template
Created Instances Shows the number of instances which have been created for the tem-
plate.
Version Version number of the report template
Based On Template which has been the basis for the new template.
Copied From Name of the template from which this template has been cloned (func-
tion Create > Clone).
New Version Of Name of the template which has been the basis for the new template
(function Create > Create New Version).
Created By Shows the name of the user who has created the report template.
Creation Date Shows the date on which the template was created.
Updated Shows the date on which the template was updated for the last time.
5.1 Toolbar

The toolbar offers the following functions.

Fig. 70: Toolbar Report Templates module
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Create
H Delete

Report Templates Deactivate
Export
Import

General Print
Adjust Table

Save Table Con-
figuration

Search

Reset Search
General Help
Module Help

Here, you can add a report template or create new ver-
sions. See chapter "Create", p. 68.

The report template is deleted. System report templates
and report templates with an active report instance can-
not be deleted.

The report template is deactivated and cannot be used
anymore. It cannot be activated anymore.

Here, you can export an existing template or resource
bundles. See chapter "Export Report Template", p. 72

Here, you can import a system report template. See
chapter "Import system report template", p. 73.

Prints the table of the main view.

Opens a window in which you can adjust the following
settings for the main view:

» Displayed information
* Order of the displayed columns
* Number of rows per page

Saves the current table configuration of the main view as
default view of the user.

Opens the window of the search function. The search
function allows searching systematically for sets of data
which meet certain criteria, see chapter "Search", p. 60.

Resets all manually entered search criteria.
Opens the online help.
Opens the module-specific online help.

Ilgl In the user manual INSIGHTneo - General information, you find detailed descriptions of the de-
fault functions such as Print, Adjust table or Help if required.

See also
Create [ 68]
Export Report Template [+ 72]

Import system report template [ 73]

5.1.1 Search

The search function allows searching systematically for sets of data which meet certain criteria.

1. Click on the menu item General > Search in the toolbar.

= The window Search Criteria appears.

Report Templates module - neo 6.x Rev. 4
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£

* General
Creation date inactive ~ *
Updated inactive > *

+  Evaluation Information

+  Agent Information

+  Template Information

+  Evaluator Information

- Search Reset Manage Searches

Fig. 71: Window Search Criteria (example)

2. Set the respective search criteria.

NOTICE! It depends on the respective module which search criteria are available.
3. To start the search, click on the button Search.

To reset all manually entered search criteria, click on the button Reset.

= After running the search, only those sets of data are displayed in the main view which
meet the set search criteria.

4. Todisplay all original sets of data in the main view again, i. e. to reset the manually entered
search criteria, click on the menu item General > Reset Search in the toolbar.

Via the button Manage Searches you can save the defined search criteria under an unambigu-
ous name, to load saved search criteria or delete them.

Via the icon * you can tag the search criterion as favorite. Criteria tagged as favorite are dis-
played additionally in the upper area of the window Search Criteria and marked with the icon * .

If conversation rules (view filters) apply for the logged-in user, then predefined search settings
are displayed in the search criteria of the following modules which comply with the filter set-
tings of the conversation rules:

@ - Sessions module
- Calibrations module

- Audio Analysis module

You cannot delete these user-specific filter settings or search settings: however, you can add
new ones and thus additionally filter the displayed entries in the main view.

@| A detailed description of the search function can be found in the user manual INSIGHTneo -
General information.
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6 Detail view

The detail view contains additional information about as well as functions of the selected report

template.

Average Call Duration X

< Details* Parameters

Main report*

Name*

Description

Status

System report
Template type
Created instances
Valid

Version

Based on

Copied from
Created by

Creation date

Reset

Report Instances

Upload File
AverageCallDurationCallCenter_m)~
Average Call Duration

Quality analysis (of one day) about
the average call duration

Draft ~

No

Dashboard template

0

Yes

1

15

Average call duration
Admin, 1st-Tenant
11/27/2018 9:45:15 AM

Fig. 72: Report templates - detail view

The detail view consists of the following tabs:

e Details

3

Here, the details of the selected report template are displayed. See chapter "Tab Details",

p. 62.
* Parameters

Here, the parameters of the selected report template are displayed. See chapter "Tab Pa-

rameters”, p. 64.

* Report Instances

Here, the assigned report instances of the selected report template are displayed. See
chapter "Tab Report Instances", p. 67

6.1 Tab Details

Here, details of the selected report template are displayed.
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< Details*

Main report*
Name*

Description

Status

System report
Template type
Created instances
Valid

Version

Based on

Copied from
Created by

Creation date

Reset

Fig. 73: Tab Details

File name

Main report
Name
Description
Status

System report
Template type

Created instances

Valid
Version
Based on
Copied from

New version of

Parameters

Report Instances 4

@ Help

Upload File
AverageCallDurationCallCenter_m)~

Average Call Duration

Quality analysis (of one day) about
the average call duration

Draft ~

No

Dashboard template
0

Yes

1

15

Average call duration
Admin, 1st-Tenant

11/27/2018 9:45:15 AM

Here, the name of the file is displayed. The report template file has to
be uploaded by clicking on the button Upload File. See chapter "Upload
File", p. 70.

Here, you can select the main report for the template.
Name of the report template
Shows the description which has been saved for the report template.

Shows the processing status of the report template: Draft, Released, or
Deactivated

Shows whether the report template is a system report.

Shows the type of the template: Report template or Dashboard tem-
plate

Shows the number of instances which have been created for the tem-
plate.

Shows whether the template is valid or invalid.
Version number of the report template
Template which has been the basis for the new template.

Name of the template from which this template has been cloned (func-
tion Create > Clone).

Name of the template which has been the basis for the new template
(function Create > Create New Version).
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Created by Shows the name of the user who has created the report template.
Creation date Shows the date on which the template was created.
6.2 Tab Parameters

Here, details of the selected report template are displayed. The values can only be edited as
long as the report template has the status Draft. In all other cases the tab is not active and the
values are only visible but not editable.

< Details Parameters Report Instances 4
Label Name Mandatory Field
Trendpoint trendPointValue X
Green Range Tolerance greenRangeTolerance X
Orange Range Tolarance orangeRangeTolerance X
Relative gap to upper limit relativeGapToUpperLimit X

Fig. 74: Tab Parameters (example)

The tab has 3 columns.

Label Here, you can see the saved label of the parameter.
Name Here, you can see the saved resource string of the parameter.
Mandatory field Here, you can see whether the field is a mandatory field:

v = mandatory field

X = no mandatory field

By clicking on the button Up and Down, you can change the order of the parameters.

By clicking on the button Edit, you can edit the selected parameter. See chapter "Edit parame-
ters", p. 64.

6.2.1 Edit parameters

By clicking on the button Edit, you can edit the parameters. The parameters configured here are
subsequently visible in the report instance and can then be edited with regard to their content.
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£

Edit Parameters x

Name endDateTime
Label Ende Bewertungszeitraum
Mandatory field [

GUI element type  Relative Date Field v

GUI element Hidden End Date w

Save Cancel

Fig. 75: Edit parameters

Name Shows the name of the parameter.

Label Enter a label for the parameter.

Mandatory field Select whether the parameter is supposed to be a mandatory field or
not.

= mandatory field
O = no mandatory field
GUI element type Select the type of the GUI element.

GUI element Select the GUI element. Depending on the type of the GUI element you
have different options.

@ Only the parameters of report templates which have the status Draft can be edited. The pa-
rameters of released or deactivated templates cannot be edited anymore.

6.2.1.1 Edit GUI element

If you would like to change a parameter, select the corresponding combination of GUI element
type and GUI element.

GUI element type GUI element Description
Recording Direc- Recording Direc- The program checks for the recording direction.
tion tion
Selection Box Selection Consid- The program checks within the selected period of time.
Considered Pe-  ered Period Possible considered periods:
riod « Last Hour
» Last 12 Hours
» Today
» This Week
» This Month
» This Quarter
Combo Box Granularity The program checks within certain time intervals. Possi-

ble time intervals:
* Week (default)
* Month
* Year
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Date Field

Input Field

Check Box

Multiple Choice

Multiple Choice
(Limited)

Radio Button
Group

Relative Date
Field

Assignment

Time Unit

Date
Date/Time
Text Field
Text Field IP
Score Field

Number Field
(positive)
Check Box

Agents

Organization
Units

Evaluation Tem-
plates

Calibration Ses-
sions

Supervisors
Calibrations
Keyword Lists
Quiz Templates

Customer Survey
Template

Organization
Units (Limited)

Check Box

Evaluation Status

Relative Start
Date

Hidden End Date

Evaluation Tem-
plate Selection

SCREENminer
Process Selection
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The program checks within certain time units. Possible
time units:

* Hour(s)

* Minute(s)

» Second(s)
The program checks for a certain date.
The program checks at a certain time.
The program checks for certain texts.
The program checks for certain IPs.

The program checks for certain scores. For dashboards
this parameter serves as trend value.

The program checks for certain positive scores. Entering
a minus sign is not possible.

The program checks whether a certain check box has
been activated.

The program checks for certain agents.
The program checks for certain organization units.

The program checks for certain evaluation templates.
The program checks for the used calibration sessions.

The program checks for certain supervisors.
The program checks for certain calibrations.
The program checks for certain keyword lists.
The program checks for certain quiz templates.

The program checks for certain customer survey tem-
plates.

The program checks for certain organization units. You
cannot select more than 4 organization units. This ele-
ment is only available for system reports.

The program checks whether the check box of an orga-
nization unit has been activated.

The program checks for certain evaluation statuses.
Possible evaluation statuses:

* Released
* Released, feedback pending
* Released, feedback pending, ignored

The program checks between the relative start date and
the current date.

The program checks between the relative start date and
the hidden end date.
The program checks the added evaluation templates.

The program checks for SCREENminer processes.
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6.3 Tab Report Instances

Here, you can see the report instances which have been assigned to the report template.

< Details Parameters Report Instances >
Name ¢ Status ¢
Average duration fa

Fig. 76: Tab Report Instances
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7 Create

£

. Create * | Report Template ied
Create New Version Dashboard Template
~ Clone Recording Dashboard
1 Template

1& n

Fig. 77: Create

1. Click on the icon [i] (Create) in the main view.

2. Select one of the following options:

Create Here, you can create a new report template, a new dashboard template
or a new recording dashboard template.

Create New Version  The selected template is the copy template for a new version. A new
version is created. The version number is increased automatically. The
already released version is deactivated to prevent new instances from
being cloned from old versions.

This option is only visible if templates already exist.

Clone The selected template is the copy template for the new version of the
template. A new independent template with the version number "1" is
created.

This option is only visible if templates already exist.

71 Create report template
1. Click on the icon [E3 (Create) in the main view.
2. Select the menu item Create.

3. Select one of the following options:

Report Template A new report template is created.
Dashboard Template A new dashboard template is created.

Recording Dashboard A new recording dashboard template is created.
Template

Reports present the results in lists, tables, and diagrams.

Dashboards present the results in graphical form and have been tailored to the specific needs

@ of agents. Since the dashboards in the Portal are refreshed cyclically, agents can check on
their achieved scores and the way they evolve in a timely manner without having to log in to
the Reports module.

4. Upload a template file by clicking on the button Upload File in the detail view, see chapter
"Upload File", p. 70.

Complete the mandatory fields, see chapter "Tab Details", p. 62.

Click on the button Save to save the report template.
To cancel the process, click on the button Reset.
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Details*

File name

Main report*
Name*

Description

Status

System report
Template type
Created instances
Valid

Version

Based on

Copied from
Created by

Creation date

Fig. 78: Tab Details

Parameters

Report Instances

AverageCallDurationCallCenter_en_U
Upload File

AveragecaIIDurationCaIICenter_

Average Call Duration

Quality analysis (of one day) about
the average call duration

Draft

No

Dashboard template

0

Yes

1

15

Average call duration
Admin, 1st-Tenant
11/27/2018 9:45:15 AM

@ Help

You can only upload files here which have been created with the Jaspersoft iReport Designer.
The files and all resources (images and property files) have to be contained in the ZIP file.
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8 Upload File

® The used screenshots are exemplary. This process allows uploading ZIP files only.

1. Click on the button Upload File.

< Details* Parameters Report Instances »
@ Help
File name
Upload File
Main report*
Name*
Description
Status Draft
System report No
Template type Report template

Fig. 79: Tab Details - Add file

2. In the opening window, click on the button Choose File or add the respective file by drag-
ging and dropping it there.

Upload File

Please select a file from the following type: .zip (max. 1.0 MB).

Close

Fig. 80: Choose file

3. Select the respective file via the Explorer and click on the button Open.
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@ - 1 | |, » Computer » Local Disk (C:) » Templates » v & | ‘ Search Templates P |
Organize ~  Mew folder E o m @
T} Favorites Z Mame “ Date modified Type Size
B Desktop Lij] AgentComparison_Objects_de_DE 14.06.2013 12:19 Compressed (zipp... 102 KB
j Downloads Lij] AgentComparison_Overall_de DE 14.06.2013 12:19 Compressed (zipp... 105 KB
(E Recent places Lij] AgentComparison_Skills_DASHBOARD_d...  12.06.20713 13:56 Compressed (zipp... 95 KB
Lij] AgentComparison_Skills_de_DE 14.06.2013 12:19 Compressed (zipp... 95 KB
[ Libraries
@ Documents
J’ Music |
[ Pictures
B videos
Lol Computer w
File name: v | [ANFiles v]
| Open | | Cancel |
Fig. 81: Upload File
® If required, you can repeat the last two steps and thus select several files.

4. To upload the file and apply it as report template in the detail view, click on the button [

Upload File next to the file you would like to upload.

To remove a selected file from the list, click on the button Bl (Remove file) next to the re-
spective file.

 cronerre | [ upbaTie) @ e

Please select a file from the following type: .zip (max. 1.0 MB).

Upload File

Fig. 82: Choose file

AverageCallDurationCallCenter_de_DE.zip 148.3 KB

Close

5. Upon clicking on the button ¥ Upload File, the respective file is uploaded.

6. To remove the selected file, click on the button J next to the file or on the button Remove
All Files to empty the clipboard.
To close the window Upload File without emptying the clipboard, click on the button Close.
To upload the file from the clipboard and apply it as report template in the detail view, click
on the button Upload File.

 cronerre | [ upbaTie) @ e

Please select a file from the following type: .zip (max. 1.0 MB).

Upload File

Fig. 83: Choose file

AverageCallDurationCallCenter_de_DE.zip 148.3 KB

Close
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9 Export Report Template

To edit an existing template in the Jaspersoft iReport Designer, you can export the template.
The user can then edit the files contained in the ZIP file in the Jaspersoft iReport Designer and
upload them as edited ZIP file via the function Create as template.

Version ¢ Based ¢
| Export resource Export 4
bundles Import , ——
|
15 0

Fig. 84: Export report template

1. Click on the menu item Report Templates > Export in the toolbar of the main view.

2. Select one of the following options:

Export Resource Bundles The resource bundles are exported. The resource bundles
are localization files ending in *.properties.
Export Report Template The report template is exported.

Upon having selected one of the options, a ZIP file with the resource bundles or a ZIP file of the
selected template is created which you have to save. You can edit the saved file of the selected
template in the Jaspersoft iReport Designer.
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10 Import system report template

This function allows importing exclusively system report templates. The system report templates
are supplied by the ASC Updater. You cannot import your own report templates. This is only
possible with the upload functionality via chapter "Create", p. 68.

Version % Based s
Export 4
19
All Templates lemﬂ D
Reports 4 l
Dashboards * | All Dashboards S

Agent Dashboards

17 0

Supervisor Dashboards
15 0 Recording Dashboards
15 0 Further Dashboards

Fig. 85: Import system report template

1. Click on the menu item Report Templates > Import to import a system report template.

2. Select one of the following options:

All Templates A window with all available system report templates opens in which you can
select one or several templates to import them.

Reports Here, you can select whether you would like to see all available report tem-
plates in a selection window or only a preselection of certain templates.

Dashboards Here, you can select whether you would like to see all available dashboard
templates in a selection window or only a preselection of certain templates.
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10 Import system report template \
Name « Version ¢ Language ¥+  Template Type .
|
Agent comparison - evaluation template 17 English E
Agent comparison - objects 16 English E
Agent comparison - overview 17 English E
Agent comparison - quiz template 16 English E
Agent comparison - skills 18 English E |
AgentenBewertungsMatrix 1 German B
AgentenBewertungsMatrix (gruppenbasiert) 1 German E
AgentenEvaluationMatrix 1 English E
AgentenEvaluationMatrix (groupbased) 1 English E

v

Cancel

Fig. 86: Selection of the system report template (example)

3. Select the respective template in the new window and click on the button /mport.
To cancel the process and discard the settings click on the button Cancel.

® When importing system templates, a new version is created automatically if this template has
already been imported previously.
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Glossary

WAVE
The WAVE file format is a container format to digitally save audio files. It is based on the Re-
source Interchange File Format (RIFF) which is defined by Microsoft for Windows. A WAVE
file already contains information about the format of the audio data before the audio data are
actually stored.

Widget
Component of a graphical dialog system. Consists of a visible window and an invisible object
which saves the configuration of the component. Is used for the interaction with the user and
the automatically updatable display of information.
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