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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.

http://www.asctechnologies.com
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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. 66) or import default templates
provided directly in the system (see chapter "Import system report template", p. 71). 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. 48).
Open the module by clicking on the menu item Report Templates in the navigation bar.

Fig. 1: Menu item Report Templates

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

3.1.1 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 I agree: Evaluations that have been confirmed by the
agent and released

• # of evaluations with the feedback I 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.
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Fig. 2: Agent feedback - overview

This report template is available on tenant level.

3.1.2 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.



3 Default report templates

Report Templates module - Neo 7.x Rev. 3 10 / 77

Fig. 3: Agent trend analysis - evaluation time

This report template is available on tenant level.

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

This report template is available on tenant level.

3.1.4 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.
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Fig. 5: Agent trend comparison - session time (example)

This report template is available on tenant level.

3.1.5 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.
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Fig. 6: Agent comparison - evaluation template (example)

This report template is available on tenant level.

3.1.6 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.
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Fig. 7: Agent comparison - skills (example)

This report template is available on tenant level.

3.1.7 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 (question 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.
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Fig. 8: Agent comparison - objects (example)

This report template is available on tenant level.

3.1.8 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.
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Fig. 9: Agent comparison - objects (detailed) (example)

This report template is available on tenant level.

3.1.9 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.

Fig. 10: Agent comparison - overview (example)
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This report template is available on tenant level.

3.1.10 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.

Fig. 11: Detailed agent evaluation - graphical

This report template is available on tenant level.

3.1.11 Detailed agent evaluation (in 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.

Fig. 12: Detailed agent evaluation - text form

This report template is available on tenant level.

3.2 Group-based reports

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

This report template is available on tenant level.

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

This report template is available on tenant level.

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

This report template is available on tenant level.

3.2.4 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.

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

3.2.5 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.

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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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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Fig. 19: Agent comparison group-based - objects (detailed)

This report template is available on tenant level.

3.2.8 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.

Fig. 20: Group comparison - overview (example)

This report template is available on tenant level.
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3.2.9 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”)

Fig. 21: Group comparison - detailed (example)

This report template is available on tenant level.

3.3 Supervisor-based reports

3.3.1 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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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.

Fig. 22: Supervisor productivity - detailed (example)

This report template is available on tenant level.

3.3.2 Supervisor productivity - overview
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.
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Fig. 23: Supervisor productivity - overview (example)

This report template is available on tenant level.

3.3.3 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.

Fig. 24: Supervisor productivity - graphical (example)

This report template is available on tenant level.

3.3.4 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.
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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),
• the results for individual skills/sections of the template(s),
• the results for individual question elements/objects of the template(s).

Fig. 25: Supervisor comparison calibrations - graphical (example)

This report template is available on tenant level.

3.3.5 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:

• 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).
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Fig. 26: Calibrations (example)

This report template is available on tenant level.

3.4 E-learning reports

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

This report template is available on tenant level.

3.4.3 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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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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Fig. 30: Assessment keyword analysis (example)

This report template is available on tenant level.

3.5.2 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.

Fig. 31: KWS statistics (example)

This report template is available on tenant level.

3.5.3 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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Fig. 32: Speech analytics - categories (example)

This report template is available on tenant level.

3.5.4 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.

Fig. 33: Keyword spotting - frequency (example)
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This report template is available on tenant level.

3.5.5 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

Fig. 34: Time difference of process duration (example)

This report template is available on tenant level.

3.6 Other reports

3.6.1 Audio recordings (tenant)
This report allows exporting recordings from the database.
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 and organization unit as
well as the number of recordings in the selected period. Furthermore, it is possible to filter the
displayed information by selecting a certain organization unit.
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Fig. 35: Audio recordings (example)

This report is limited to 10,000 entries. Please filter you view that it does not display more than
10,000 entries.

This report template is available on tenant level.

3.6.2 Audio recordings (system)
This report allows exporting recordings from the database. The following data can be exported:
Conversation ID, start time, audio start, end time, duration of the conversation, created, conver-
sation type, last changed, conversation 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 as well as customer-specific
additional data fields (CustomCP fields).

Fig. 36: Audio recordings (example)

This report is limited to 10,000 entries. Please filter you view that it does not display more than
10,000 entries.

This report is available on system provider level.

3.6.3 Audit log
This report displays the following audit notifications issued within the defined period of time in a
CSV file.

Subject Description Displayed additional data
Login and Logout
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Subject Description Displayed additional data
EMPLOYEE_LOGIN The employee name has

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

Employee, message text

EMPLOYEE_LOGOUT The employee name has
logged off from the application
ASC application from the IP
address or server name.

Employee, message text

Conversation view
CONVERSATION_SEARCH The search criteria that the

user has searched are dis-
played.

Employee, message text

CONVERSATION_REPLAY The conversation conversation
has been replayed by user.

Employee, message text, num-
bers of calling and called party
in separate fields

CONVERSA-
TION_SAVEASWAVE

The conversation conversation
has been saved as WAVE file
by user.

Employee, message text, num-
bers of calling and called party
in separate fields

Participant View
CONVERSATION_ PARTICI-
PANT_VIEW_SEARCH

The search criteria that the
user has searched are dis-
played.

Employees

CONVERSATION_ PARTICI-
PANT_VIEW_REPLAY

The conversation part conver-
sation has been replayed by
user in the participant view.

Employee, message text, all
participants of this conversa-
tion separated by commas in
the same field

CONVERSATION_
PARTVIEW_SAVEASWAVE

The conversation part conver-
sation has been saved as
WAVE file by user from the
participant view.

Employee, message text

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

Fig. 37: Audit log report

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

This report is limited to 10,000 entries. Please filter you view that it does not display more than
10,000 entries.

This report template is available on tenant level.
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3.6.4 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.

Fig. 38: Import statistics (example)

This report template is available on tenant level.

3.6.5 Deleted call info - 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.

Fig. 39: Information about deleted calls - agent (example)

This report template is available on tenant level.
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3.6.6 Deleted call info - 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.

Fig. 40: Information about deleted calls - agent- graphical (example)

This report template is available on tenant level.

3.6.7 Deleted call info - 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.
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Fig. 41: Information about deleted calls - agent group - detailed

This report template is available on tenant level.

3.6.8 Deleted call info - 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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Fig. 42: Information about deleted calls - agent group - overview (example)

This report template is available on tenant level.

3.6.9 Tenant-specific system usage
This report gives ASC an overview of the tenant-specific system usage at the moment when the
report is created. It serves ASC for invoicing CSSP systems. Among other parameters, this re-
port displays the storage space usage as well as the number of licenses and extensions that
have been assigned to this tenant.
This report is available on system provider level.

3.6.10 Extension assignment check
This report displays an Excel list with 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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Fig. 43: Extension assignment check (example)

This report is available on system provider level.

3.6.11 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 (call ID from Cisco UCM, start time, extension of
the calling party, extension of the called party.

Fig. 44: Recording check Cisco (example)

This report is limited to 10,000 entries. Please filter you view that it does not display more than
10,000 entries.
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This report is available on system provider level.

3.6.12 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 (call ID from SfB, start time, extension
of the calling party, extension of the called party.

Fig. 45: Recording check Skype for Business (example)

This report is limited to 10,000 entries. Please filter you view that it does not display more than
10,000 entries.

This report is available on system provider level.

3.6.13 Recording Content Validation
This report gives an easy and quick overview of the validity of the audio content of the record-
ing. It displays possible error messages as notifications of the selected type issued within the
defined period of time in the Notifications module 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
• RECORDING_SILENCE_DETECTED

The participants’ extensions can additionally serve as filter.
The report contains the following parameters: notification time, subject, message text, conversa-
tion ID, extension of the participants.
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Fig. 46: Recording content validation - example

This report template is available on tenant level as well as on system provider level.

For information about the configuration of Recording Content Validation refer to the administra-
tion manual of your respective integration.

3.6.14 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.

Fig. 47: System disturbances in voice recording (example)

This report is available on system provider level.

3.6.15 Locked conversations - overview
This report displays the number of all conversations in the system which have been locked due
to missing licenses within the defined period of time. In addition, the conversation ID, the cre-
ation date, the start and end time as well as the conversation participants are displayed.
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Fig. 48: Locked conversations (example)

This report is limited to 10,000 entries. Please filter you view that it does not display more than
10,000 entries.

This report template is available on tenant level.

3.7 Nonstandard reports

The following reports are nonstandard. To be able to use these reports, customization on be-
half of ASC is required and can be ordered by the customer as a professional service.

3.7.1 User call overview
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.

Fig. 49: Calls of the user (example)

This report is available on system provider level.
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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.

3.7.2 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.

Fig. 50: Calls of the user in detail (example)

This report is available on system provider level.

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.

3.7.3 Daily call overview
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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Fig. 51: Calls thought the day (example)

This report is available on system provider level.

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.
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4 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:

4.1 Agent dashboards

4.1.1 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).

Fig. 52: My duration - agent (example)

This report template is available on tenant level.

4.1.2 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.

Fig. 53: My score - agent (example)

This report template is available on tenant level.
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4.1.3 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

Fig. 54: My quality - agent (example)

This report template is available on tenant level.

4.1.4 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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Fig. 55: My team score - agent (example)

This report template is available on tenant level.

4.1.5 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.

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

This report template is available on tenant level.

4.1.6 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. 57: My knowledge - agent (example)

This report template is available on tenant level.

4.2 Supervisor dashboards

4.2.1 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.

Fig. 58: 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
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Fig. 59: My team - supervisor, details (example)

This report template is available on tenant level.

4.2.2 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.

Fig. 60: My quality - supervisor (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.
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4.3.1 Total number of calls
By configuring this recording dashboard template, you can display the total number of calls as
well as the number of incoming and outbound calls within the defined period in the recording
widget in the Dashboards module and in the application Portal. Depending on the configuration,
the following icons are used in the dashboard:

Number of outbound calls

Number of incoming

Total number of calls

Trend
• Upward
• Downward
• Unchanged

Fig. 61: Total number of calls (example)

This report template is available on tenant level.

4.3.2 Average duration of all recordings
By configuring this recording dashboard template, you can display the average duration of in-
coming and outbound calls within the defined period in the recording widget in the Dashboards
module and in the application Portal. Depending on the configuration, the following icons are
used in the dashboard:

Average duration in seconds

Trend
• Upward
• Downward
• Unchanged

Fig. 62: Average duration of all recordings (example)

This report template is available on tenant level.
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4.3.3 Maximum number of concurrent recordings
By configuring this recording dashboard template, you can display the maximum number of con-
current recordings within the defined period in the recording widget in the Dashboards module
and in the application Portal. Depending on the configuration, the following icons are used in the
dashboard:

Maximum number of concurrent recordings

Trend
• Upward
• Downward
• Unchanged

Fig. 63: Maximum number of concurrent recordings (example)

This report template is available on tenant level.
This report template cannot be used in CSSP or cloud environments.

4.4 Other dashboards

4.4.1 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
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.
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Fig. 64: 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.

Fig. 65: 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.

4.4.2 Dashboard 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). A maximum of 5 keyword lists can be se-
lected. 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.
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Fig. 66: Assessment keyword analysis (example)

This report template is available on tenant level.

4.4.3 Average call duration
This dashboard widget displays the average duration of the recorded QM sessions of a tenant
within the course 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 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.

Fig. 67: Average call duration (example)

This report template is available on tenant level.
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5 Main view

Click on the menu item Report Templates in the navigation bar to open the table of the main
view. In the main view, all available report templates are displayed.

Fig. 68: 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.
 = Report template is a system report.
 = Report template is no 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.
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Fig. 69: Toolbar Report Templates module

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. 58. 
The icon  is displayed whenever the search has been
adjusted by means of a filter.

Reset search Resets all manually entered search criteria.

Create Here, you can add a report template or create a new ver-
sion. See chapter "Create", p. 66.

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

Report Templates Deactivate The report template is deleted and cannot be used any
longer. It cannot be deactivated again.

Export Here, you can export an existing template or resource
bundles. See chapter "Export report template", p. 70.

Import Here, you can import a system report template. See
chapter "Import system report template", p. 71.

General Print Prints the table of the main view.
Adjust Table Opens a window where you can adjust the following set-

tings for the main view:
• Displayed information
• Order of the displayed columns
• Number of rows per page

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
2 Create [} 66]
2 Export report template [} 70]
2 Import system report template [} 71]

5.1.1 Search
The search function allows searching systematically for sets of data which meet certain criteria.
1. In the toolbar, click on the icon  or  (Search).

ð The window Search Criteria appears.
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Fig. 70: 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.
ð After running the search, only those sets of data are displayed in the main view which

meet the set search criteria.
4. To display all original sets of data in the main view again, i. e. to reset the manually entered

search criteria, click on the icon  (Reset search) in the toolbar.
By clicking on the button Manage Searches, you can save the defined search criteria under an
unambiguous name, load saved search criteria or delete them.
By clicking on the icon , you can tag the search criterion as favorite. Criteria tagged as fa-
vorite are displayed 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 or search settings but it is possible to add criteria to
filter the elements displayed 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

Click on an element in the table of the main view to display and edit additional information about
as well as functions of the selected report template in the detail view.

Fig. 71: Report templates - detail view

The detail view consists of the following tabs:
• Details

Here, details of the selected report template are displayed. See chapter "Tab Details", p.
60.

• Parameter

Here, the parameters of the selected report template are displayed. See chapter "Tab Pa-
rameters", p. 62.

• Report Instances

Here, the assigned report instances of the selected report template are displayed. See
chapter "Tab Report Instances", p. 65.

6.1 Tab Details
Here, details of the selected report template are displayed.
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Fig. 72: Tab Details

File name 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. 68.

Main report Here, you can select the main report for the template.
Name Name of the report template
Description Shows the description which has been saved for the report template.
Status Shows the processing status of the report template: Draft, Released, or

Deactivated
System report Shows whether the report template is a system report.
Template type Shows the type of the template: Report template or Dashboard tem-

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

plate.
Valid Shows whether the template is valid or invalid.
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).
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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.

Fig. 73: 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:

 = mandatory field
 = 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. 62.

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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Fig. 74: 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
 = 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-
tion

Recording Direc-
tion

The program checks for the recording direction.

Selection Box
Considered Pe-
riod

Selection Consid-
ered Period

The program checks within the selected period of time.
Possible considered periods:

• 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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Time Unit The program checks within certain time units. Possible
time units:

• Hour(s)
• Minute(s)
• Second(s)

Date Field Date The program checks for a certain date.
Date/Time The program checks at a certain time.

Input Field Text Field The program checks for certain texts.
Text Field IP The program checks for certain IPs.
Score Field The program checks for certain scores. For dashboards

this parameter serves as trend value.
Number Field
(positive)

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

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

Multiple Choice Agents The program checks for certain agents.
Organization
Units

The program checks for certain organization units.

Evaluation Tem-
plates

The program checks for certain evaluation templates.

Calibration Ses-
sions

The program checks for the used calibration sessions.

Supervisors The program checks for certain supervisors.
Calibrations The program checks for certain calibrations.
Keyword Lists The program checks for certain keyword lists.
Quiz Templates The program checks for certain quiz templates.
Customer Survey
Template

The program checks for certain customer survey tem-
plates.

Multiple Choice
(Limited)

Organization
Units (Limited)

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

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

Radio Button
Group

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

• Released
• Released, feedback pending
• Released, feedback pending, ignored

Relative Date
Field

Relative Start
Date

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

Hidden End Date The program checks between the relative start date and
the hidden end date.

Assignment Evaluation Tem-
plate Selection

The program checks the added evaluation templates.

SCREENminer
Process Selection

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.

Fig. 75: Tab Report Instances
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7 Create

Fig. 76: Create

1. Click on the icon  (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.

7.1 Create report template
1. Click on the icon  (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
Template

A new recording dashboard template is created.

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. 68.

5. Complete the mandatory fields, see chapter "Tab Details", p. 60.
6. Click on the button Save to save the report template.

To cancel the process, click on the button Reset.
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Fig. 77: Tab Details

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.

Fig. 78: 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.

Fig. 79: Choose file

3. Select the respective file via the Explorer and click on the button Open.
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Fig. 80: 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  (Remove file) next to the re-
spective file.

Fig. 81: Choose file

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

6. To remove the selected file, click on the button  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.

Fig. 82: Choose file
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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.

Fig. 83: 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.



10 Import system report template

Report Templates module - Neo 7.x Rev. 3 71 / 77

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. 66.

Fig. 84: 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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Fig. 85: Selection of the system report template (example)

3. Select the respective template in the new window and click on the button Import.
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

SfB
Skype for Business

UCM
Unified Communications Manager - Cisco IP PBX (Call Manager)

WAVE
WAVE file format is a container format to digitally save audio data and is based on the Re-
source Interchange File Format (RIFF) defined by Microsoft for Windows. (Source: Wikipedia
23rd February 2021)

Widget
Component of a graphical dialog system. Consists of a visible window and an invisible object
which saves the configuration of the component. Interacts with the user and displays informa-
tion which is updated regularly. (Source: https://de.wikipedia.org 15.07.2021)
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