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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.
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2 Introduction @sc

2 Introduction

In the Reports module, you can view the reports that have already been created on basis of the
templates and the corresponding instances.

General information about reports based on evaluations

Only those evaluations are included in the reporting which have been released by the evaluator.
All first evaluations and re-evaluations are considered. If the option for an agent feedback has
been activated in the evaluation template that the report is based on, then this evaluation is not
considered before the agent has agreed with the evaluation or before the deadline for submit-
ting an agent feedback has passed without the agent using this option. For the evaluation to be
considered, the evaluation must have been released within the period of time that the report
covers.

The values of a report may change at a later moment even if they have been obtained during a
period in the past, e. g. when an agent considered in the report changes the organization unit or
when the original evaluation becomes obsolete because an agent has objected to it and thus
initiated a re-evaluation. If an agent belongs to several organization units, his evaluations are
only counted once instead of for each organization unit separately.

Group-based reports refer to the groups of one organization level and not automatically to pos-
sibly subordinated groups.

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

@“ INSIGHTneo X

Dashboards
Report Templates
Report Instances

Reports
Fig. 1: Menu item Reports

@| Basic information about using the application INSIGHTneo can be found in the user manual /N-
SIGHTneo - General information.
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3 Calculation of reports based on evaluations \\Asc

3 Calculation of reports based on evaluations

Most WFO reports are based on evaluations made via the application INSPIRATIONneo and/or
corresponding evaluation templates.

The following calculation rules apply:
» Total score of a question = score x severity / 100

» Total score of a section = (sum of total scores of all questions) x 100 / (sum of severities of
questions)

« If the option N/A has been selected, the question is not considered in the calculation.
Examples:

« first question: severity = 70, Excellent = 100; second question: severity = 50; N/A; third
question: severity = 100, average = 60

» Calculating the score of the section: first question: 70 x 100 / 100 = 70; second question: N/
A; third question: 100 x 60 / 100 = 60; sum of all questions = 130; total score of the section:
(130 x 100) / (100 + 70) = 76,47
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4 Main view @Sc

4 Main view

In the main view, all created reports are displayed which have been assigned to the current user
in the Report Instances module in the tab Recipients.

& X Reports General v

Name ¢ Created By ¢ Comment ¢ Report Language &

Supervisorenvergleich - Kalibrierungen

(Balkendiagramm) Admin, 1st-Tenant de_DE

Agent comparison - evaluation template ~ Admin, 1st-Tenant en_US

Durchschnittliche Gesprachsdauer Admin, 1st-Tenant de_DE

Average call duration Admin, 1st-Tenant en_US

Rows per page 50 0-0of0 4 <« ww Lastfiltered on 11/14/2018 1:56:49 PM; Number of known datasets: 0

Fig. 2: Reports - main view

Depending on the configuration of the columns, the following information is displayed in the

main view:
Name Name of the report instance which was the basis for the report.
Comment Shows the comment which has been saved for the selected instance.
Created by Name of the user who has created the report.
Report language Shows the language used in the report.
Creation date Date on which the report was created.
Updated Date on which the report was updated the last time.
41 Toolbar

The toolbar offers the following functions.

<& O N & X Reports General v

Fig. 3: Toolbar Reports module
Refresh Refreshes the table in the main view.

Search 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. 8.
The icon is displayed whenever the search has been
adjusted by means of a filter.

Reset search Resets all manually entered search criteria.

2R B

Reports module - neo 6.x Rev. 4 77113



Main view @sc

411

E Show preview After selecting the format of the preview in a drop-down
list which contains all formats you have selected in the
tab Details (multiple selection possible), a preview is

opened.
H Delete Deletes the selected report.
Reports This menu is currently not available
General Print Prints the table of the main view.
Adjust Table 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
Save Table Con- Saves the current table configuration of the main view as

figuration default view of the user.
General Help Opens the online help.
Module Help Opens the module-specific online help.

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
Search [ 8]

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.

* General
Creation date inactive ~ *
Updated inactive > *

+  Evaluation Information

+  Agent Information

+  Template Information

+  Evaluator Information

- Search Reset Manage Searches

Fig. 4: 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.
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4 Main view @sc

Via the button Manage Searches you can save the defined search criteria under an unambigu-
ous hame, 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 INSPIRA-
TIONneo - General information.
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£

5 Detail view

The detail view contains additional information about the selected report.

Average duration X

< Details »

Name
Created by Admin, 1st-Tenant

Comment

Report language
Creation date 11/14/2018 1:40:14 PM

Fig. 5: Reports detail view

Name Name of the report

Created by Name of the agent who has created the report.

Comment Shows the comment which has been saved for the underlying report in-
stance.

Report language Language which is supposed to be used for the report.

Creation date Date on which the report was created.
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Glossary

WFO
Workforce optimization
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